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MO PAU
1. Tinh cap thiét caa dé tai

Xu thé mé cira va 19i nhap kinh € toan éu va khu wc dang dén ra
ngay ndt manh e tao nén o hoi ciing nhr thach tlic.

Tham gia bi nhap, Tong cong ty Hang khéng ¥i Nam, nong ét
la hang hang khéng §a gia Vist Nam - Vietnam Airlines (VNA) béc
phai canh tranh “sdng ping” véi cac hang hang khéng khac trén th
truong.

La hdng hang khbénduoc coi la “‘dan anh” trong néc. Tuy nhién,
S0 Wi khu wrc va trén th giéi thi VNA van 1a hdng hang khéng quéa
“nho bé”. Pé ding viing va phat tdn trong méi teong ©BNg My va
canh tranh kidc liét 1a nhiing Van dé cap bachddi véi cac nha gan ly
noi chung va cac chuyén gia marketing ndi riéng.

Trong Wi canh d6, viéc phan tich thc trang quadé c6 ghi phap
hoan thén chinh sach marketingi@ VNA la yéu t6 mang tinh quét
dinh thanh cong tronganh tranh.Pay la ly do tac gi chon dé tai
“Chinh sach Marketing cia VNA trong van tai hang khéng qubc
lam [uan van nghién éu thac sy Quan tri kinh doanh.

r
AN

te

2. Muc tiéu nghién aru

- Lam rd ly ltan v& marketing dch w va céacdic trung @ ban trong
van tai hanh khach ing duong hang khéng.

- Phan tich thc trang cac chinh sach marketing trongnuai hang
khdng quc & cia VNA thoi gian qua.

- Pé xuat giai phap hoan tln cac chinh sach marketingac VNA
trong \an tai hang khong géc # thoi gian dén.

3. Péi twgng va pham vi nghién aru

- Pdi tuong nghién 6u: La hanh khach va 1a hanh khéch trén cac

duong bay géc t ma VNA c6 khai thac trc tiép.



- Pham vi nghién @u:

Vé noi dung: Luin van chi cau cac i dung V& chinh séach
marketing @a VNA trong \in tai hanh khach hang khéng ité.
Vé thoi gian: Cac gii phapdé xuat trong Iuin van cé y nglia d&én

nam 2020.

4. Phwong phap nghién d@éu

- Phrong phap duy & bién ching, duy \t lich st

- Phrong phap phan tich, éhg ké so sanh vang hop

- Céc plwong phap khéac

5. Y nghia khoa hpc va thyc tién caa dé tai

- Vé ly thuyét: Luan van da khai quat cacan dé ly thuyét co ban vé
marketing dch w va cacdic trung trong ¥n tai hanh khéch ing
duong hang khéng.

- Vé mat thyc tién: Trén © so phan tich thc trang cac chinh sach
marketing éa VNA trong \in tai hang khong géc t thoi gian qua,
luan van d& dé ra gii phap hoan tidn chinh sach marketingia
VNA trong van tai hang khéng géc % thoi gian i.

2. NOI DUNG CUA DPE TAI
Ngoai ptin mo dau, két luan, muc luc, danh mc tai liéu tham klao,

phu luc, ludn van dugc trinh bay trong ba along nhr sau:

Chwong 1: Co 3 ly luan v& marketing dch wi va dch wi van tai hanh

khach ting duong hang khéng.

Chwong 2: Phén tich thc trang cac chinh sach marketingacVNA

trong \an tai hang khang géc .

Chwong 3: Giai phap hoan tln chinh sach marketingi@ VNA trong

van tai hang khéng g .
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CHUONG 1:
CO SO LY LU AN VE MARKETING D ICH VU VA DICH VU
VAN TAI HANH KHACH B ANG PUONG HANG KHONG
1.1 DICH VU
1.1.1 Khai niém dich vu
1.1.2 Phéan lai dich va
1.1.3 Cacdiac trung aia dich va va tdc dgng aia no i hoat dgng
marketing
1.1.3.12 Tinh vd hinh
DV mang tinh v6 hinh lam cho cac giac quaa khach hang khéng
nhan biét duoc trudc khi mua dch w.
- Hoat dong aia marketing DV
o Tang ardng sr dung cac ¥u t hitu hinh trong xuc én, ban hang
dé tacdong dén tam ly khach hang
Tang arong xay drng va duy tri rhi quan k& véi khach hang
Tang arong théng tind vin cho khach handé ho lva cron
Tuyén chon, duy tridoi ngii ban hang céutchit
Xay dung hinhanh, uy tin throng higu 6t
.1.3.2 Tinh khéng tach vi gi@a ngwoi mua va ngeoi ban

= O O O O

Qua trinh DV va tiéu dungich w xay ra dong thvi. Nguoi cung
cap dich w va khach hang pihtiép xdc \6i nhaudé cung dép va tiéu
dung dch w.

- Hoat dong aia marketing DV

0 Su dung mang luéi dai ly d&é quan & vsi khach hang

0 Co6 chinh sach dm ly, ar dung nhan s riéng @ic biet ddi vai
nhitng ngroi thuong xuyén tp xudc Wi khach hang)

1.1.3.3 Tinh khdngdéong déu Vé chit lweng
Khéach hang tiéu dung 1a mdi quyét dinh chHit luong dch w dua



vao ém nhin aia ho.

- Hoat dong aia marketing DV

0 Co6 chinh sach dun ly, st dung nhan g riéng @ac biét déi véi doi
ngi nhan vién throng xuyén tp xac Wi khach)

1.1.3.4 Tinh khéng de tri¢ dwoc (mau hvng)
Dich w chi ton tai vao thdi gian ma natuoc cung ép.

- Hoat dong aia marketing DV

0 Thuong xuyén theo ddi Bt d6 hai long dia khach hang

o Ap dung chinh séach gia linh hbtheo tlvi gian

o Ap dung h¢ thong dang ky ctd truse

1.1.3.5 Tinh khéng chuyn quyén sé hizu dwoc

1.1.4 H théng cunging dich vu

1.2 MARKETING D ICH VU VA XAY D UNG CHINH SACH

MARKETING D ICH VU

1.2.1 Khéi niégm, ban chit marketing dich vu

Theo TS lru Van Nghiém: Marketing @h w 1a ar thich nghi ly
thuyét hé thong wi nhitng quy Iuit caa th trudng dch w, bao @m quéa
trinh thu nfn, tim héu, danh gia va th man nhu au cia th truong
muc tiéu bing ke thbng cac chinh sach, caghiphap tadong vao toan
bo qué trinh & chic sin xuat, cungang va tiéu dung idh w théng qua
phan pli cac ngwn lyc aia © chic.

Vé ban chit, Marketing dch wi |a ar phat trén ly thuyét chung éa
marketing vaoihh wrc dich w. Van dé cbt 16i caa marketing éth wi 1a
dich w (sy phuc wu). Hoat dong marketing gth w dién ra trong toan ®
qua trinh &n xuit va tiéu dung @h wi, bao §m giai doan trude, trong
va sau khi tiéu dung.

1.2.2 Xay drng chinh sach marketing dch va
1.2.2.1 Dr bdo nhu @u
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Téng nhu du thi trudng dbi véi mot loai san pham 1a Hng khbi
luong € dugc mua, Bi mot loai khach hang ndt dinh, ti mot khu wre
dia ly nHit dinh, trong ndt thoi gian nHit dinh, & mdét hoan énh
marketing nt dinh, Wi mot mic do va phoi hop nhit dinh céac 8 luc
marketing @a nganh & xuit sin pram dé.

Phrong phéapdo luong va dr b4o nhu au: diéu tra ydinh mua éa
khach hang,dng két y kién céc lic luong ban, y Kn chuyén gia, fic
nghiém thi truong, phan tich thng ké nhu éu v.v.
1.2.2.2 Xaaiinh muc tiéu marketing

X&c dinh myc tiéu marketing pin thusc vao cac §u tb nhr kha
nang, quy mo hat dong aia chinh doanh ngép d6, nhu &u thi truong.
1.2.2.3 Phandogn thi truwong va xacdinh thi trweong muc tiéu
- Phandoan thi truong

Phandoan thi trudng la phan chia ittrudng thanh niing prin khac
biét bang nhiing tiéu thirc thich kyp nhr vi tri dia ly, tam ly, caching
xu, gioi tinh, d6 tudi, hanh vi mua hang v.v.

Tiéu thirc thwong dwoc s dung dé danh gia cac phandoan:

Thir 1: Quy md va mc ting tredng aia irng phandoan thi truong

Tha 2: Mirc do hap din V@ co ciu caa phandoan thi truong

Thir 3: Myc tiéu va ngan lyc aia doanh nglép

= Poan thi truong Hp din la doan thi truong thé hién duoc sr tuong
hop gita khi niang, chén lugc, muc tiéu dia doanh nglép véi quy mo
thi trudng va nirc d6 canh tranh trémtoan thi truong dé thap.

- Xé&cdinh th truong muc tiéu

Thi truong muc tiéu chinh 1a ning doan thi trudng hap din ma
doanh nghip quyét dinh Iya chon dé tap trung B luc marketing vaaté
nhim dat duoc muc tiéu kinh doanhi@ minh.
1.2.2.4Pinh vj sin phim dich v trong thi trromg
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La nhing hanhdong nkim hinh thanhu thé canh tranh cho @
phim aia doanh nglép, khic hoa nhing hinhanh dam nét, khé quén
trong tam tri khach hang seiwddi thu canh tranh.
1.2.2.5 Ni dung cac chinh sach marketingich v
a. Chinh sach &n pham

San phim dich w thoéa man nhu #u théng qua cal ich. Cac nhan
t6 chinh du thanh &n phim dich w gdm sin phim oo ban va @én phim
thir cip, dugc md # tai hinh 1.3.

Chinh sacha pham la Hng thé nhitng quy fic chi huy viéc tung én
pham vao th truong dé cang @, gat bo haac bd sung,ddi mai san phim
cho th truong muc tiéu.

Nhirng thaydéi nhanh chéngia thi hiéu ngroi tiéu dung nénan da
dang hoa &n phim nham dap tng nhu du. Mot s5 ly thuyét phan tich
san phim eng ding trongda chng hoa &n phm:

- Theo ly thuyt vé vongdoi san phim

- Ly thuyét “Boston Box” (hinh 1.4)

- Ma tran sin phim — th truong aia Ansoft (ing 1.1).
b. Chinh sach gia

Gia la kibi luong tién tinh cho mt dich w hoic 1a 6ng gia ti ma

nguoi tiéu dung b radé nhan duoc loi ich khi st dung dich w.

M §t sb nguyén tic dinh gia trong dich va:

- Can ar vao gi ti dich thrc dich w d6 mang i

- Quy trinhdinh giddugc xem xétir 3 gocdd: Chi phi dch w, tinh
canh tranh, gia irdich w ma ngroi ti€éu dung nn duoc.

- Can ar vao nhéu théng tin & nhidu bién & khac nhau: Vtri sin

pham, muc tiéu dia viéc dinh gia va tinh linh ha caa gia, chi phi.

Céc phwong phapdinh gia: Pinh gia dra vao chi phi, nhuac va anh

tranh



c. Chinh séch phan phi

Hé théng kénh phan gh trong dch w gdm 2 laai chinh [a kénh
phan pli truc tiép va gian ép.
d. Chinh séach xuc t#n hén hep

Xuc tién la cong @ cua marketing Bn hop bao @m céac hat dong
khac nhau ma cac doanh nghitién hanh nm muc dich théng tin,
thuyét phuc va ntic nhy khach hang&sy hién dién sin prim aia minh
trén th truong, thu hat khach hangdinciing nhr xay drng hinhanh ©t
dep cia minh &i khach hang.

Cong @ thuong dugc ar dung: Quang céo, xuc 8n ban hang,
khuyén mai, quan & cdng ching.

e. Chinh séch con ngoi

Yéu t con ngroi chiém giir vi tri hét sic quan tong trong qua trinh
kinh doanh ¢&ch wi & trong marketing ¢th wi.
f. Chinh sé&ch qui trinh (process)

Qui trinh dch w bao @m tip hop cac B théng hat dong Wi
nhitng tacdong trong b giita cac $u t6, tacdong tuyén tinh giia cac
khau, cac boc aia hé théng trong néi quan & mat thiét véi nhitng quy
ché, quy tc, lich trinh va o ché haat dong.

g. Chinh sach minh clieng VAt chitng (cac Yu té hiru hinh)

Céc yu t hiru hinh 1a méi trong VAt chit trongdé cac én phim
hang khéngtuoc tao ra va cungap cho khach hang.

1.3 PAC THU CUA CAC CHINH SACH MARKETING TRONG
VAN TAI HANH KHACH B ANG PUONG HANG KHONG.

1.3.1 Pic trung oo ban caa van tai hanh khach bang dwong hang
khoéng.

- Pau tr 16n & co s vat chit ky thuat: may bay, phong tién cung
ung dch wi v.v.
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- Dich w mang tinh tiéu ctin héa cao, én ra tréndia ban éng va
thoi gian dai
- Qué trinh éch w van chuyn hanh khach hang khéng bagngmot
hé thong nhéu haat dong dich wi lién quan chit chg vai nhau.
- Hang khong la @t nganh dch w doi hoi kha nang tiép xic @a
nhan vién wi khach cao. Daid, yéu t con ngroi co tinh chit quyét
dinh dén viéc cungung sin pham tt hay >u.
1.3.2 Pac thu cia chinh sach marketing trong van tai hanh khéach
bing dwong hang khong.
1.3.2.1 Chinh séch gn phim

San phim trong \in ti hang khong laith bay, @ thé: diém di -
dén, tin stit bay, lai may bay khai thac, gicit canh - la canh.
1.3.2.2 Chinh sach gia
- Gia phan kit theo nhdm ngoi sir dung, caadiém sir dung, thdi gian
sir dung, ddi tuong sr dung.
1.3.2.3 Chinh sach phan phi
1.3.2.4 Chinh séch con ngoi
1.3.2.5 Chinh sach qui trinh
1.3.2.6 Chinh sach minh clng Wit chitng (cac Yu té hiru hinh)

CHUONG 2
PHAN TiCH TH UC TRANG CAC CHINH SACH MARKETING
CUA VIETNAM AIRLINES TRONG V AN TAlI HANG KHONG
QUOC TE

2.1 KHAI QUAT V E VIETNAM AIRLINES VA HO AT PONG
KINH DOANH D ICH VU VAN TAlI HANG HANG KH ONG
QUOC TE
2.1.1 Qua trinh hinh thanh va phat trién
2.1.2 So' d6 va o cau té chirc bp may quan ly



11

2.1.2.1 So' db té chirc (phu luc 1)
2.1.2.2 Co cdu t6 chirc
- Hoi dong quan tri, Téng Giamddc
- Khéi chic nang ©ng hop
- Khdi khai thac bay, ¥ thuat, thuong mai, dich w.
2.1.3 Pic diém hoat dgng kinh doanh

Thuc hién van chuyn hanh khach, hanh ly, hang hoéaukkién tir
diém naydén diém khéac trong va ngoausdc bing may bay

Tu t6 chic cac hat dong phuc vu phu tro mang tinh Bt busc gbhm
dich w ky thuat, thuong mai, dich w mét dat va trén khéng.
2.1.4 Nguén luc
- Ngbn von va tai én

Pén cbi nam 2010, éng tai sn cia VNA 1a 42.202 1 dong ( \bn
chi 5 hiru: 10.457 § dong), chi tét tai phu luc 3,4.
- Dboi may bay

Pén cuwbi nam 2010,d6i may bay @éa VNA l1a 68 chéc gia ti uoc
tinh 3,2 § USD, trongd6 VNA so hitu khaing 30% (ling 2.1).
- Nguwn nhanirc:

Tong $ lao dong aia VNA 1a 10.554 ngoi (khéi hach toan ph
thuoc), trongdé caoding tr 1@n chém trén 70%.
2.1.5 Két qua hoat déng kinh doanh giaidoan 2007-2010
2.1.5.1 Doanh thu ban vé hanh khach

Téng doanh thu ban vé hanh khéati trén 83 nghinst dong; trong
d6 doanh thu ofc € dat trén 55 nghinstdong (king 2.2).
2.1.5.254in lwong win chuyén khach

Nam 2010, VNA win chuyn dugc gan 11 tréu luot khéch, ing
16% so vi 2010; trongd6 khach qiéc t dat 4 triéu luot, ting 29% so
v6i 2010 va th phéin qudc % duy tri trén 38% (ing 2.3).
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2.2 THUC TRANG CAC CHINH SACH MARKETING C UA
VIETNAM AIRLINES TRONG V AN TAlI HANG KHONG QU OC
TE
2.2.1 Chinh sach&n phim
¢ Quyét dinh dwong bay — Thét ké sin pham
¢ Tinh hinh cung#ng ti

Cunging i cua VNA ting déu qua cac #m. Nam 2010dat trén
5,5 trigu ghé, ting 17% so ¥i 2009 (Chi tét tai phu luc 4).
- buong bay VN-SEA

Tai cung ttng ram 2010 #ng 43% so & 2009, th phan ti ting
5,46diém (dat 19,92%).
- buong bay VN-NEA

La th truong tiong Yéu dong thvi ciing 1a th truong ma VNA chém
thi phén tai tuong ddi 16n (42,09% am 2010) - ling 2.5.
- buong bay VN-EUR

Thi phan tai cua VNA giam trén 7diém (tir 88,65% xiéng 80,93%)
- bang 2.7.
- buong bay VN-ID, AU

Pay la nhing duong bay ma VNA clim thi phan chi ptoi va dat
trung binh trén 75%.
¢ Tinh hinh chdm hiy chuyén
Céc chugn baydang giv khdngduoc i thién, ty 16 chim chuyén van
& mirc trén 13% (bng 2.8, béu d6 2.1, 2.2). Nguyén nhan &lyéu: nhr
thiéu khi tai, K thuat, thiéu t 14i, tiép vién (béu dd 2.3).
¢ Chdt lwong cunging sin phim

Chit lugng dch w nam 2010duoc khach hangianh giao mic
trung binh kha (5,34/@iém), thip nhit la dich w bao chi va gi tri trén
chuyén baydat thap nhit (4,52diém) — Biéu db 2.4.
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Theodanh gia éa © chic Skytrax, am 2010 dch w cia VNA
tuong duong mic 3 sao.
¢ Céc sin phim bj tre khac
Chuong trinh bdng sen vang

Cac chlwong trinh lyp tac Wi ngan hang, khachas

Chuong trinh Free & Easy.
2.2.2Chinh séach gia

Chinh séach gidugc xay ding da cang, dap ang nhu éu cia khach
hang. Céc lai gid dang ap dng:
- Gia FIT: La béu giadugc xay drng ¢6 héu lyc 1 ram.

Bang 2.9dén 2.12
- Gia kh&ch duith, thim than,dinh ar, du hyc, laodéng
- Gia Corperate Account (CA), adhoc, kidoymai.
2.2.3Chinh séach phan plbi

¢ Kénh phan pli

Tinh d&n thang 12/2010,6hg $ dai ly PSA, BSP, phong véua
VNA (goi chung ladiém ban) 14 10.240 émg 2.13).

Céc kénh phan phhién tai caa VNA (hinh 2.1):
- Kénh phan péi qua Web site, hang khac
- Kénh phan péi qua phong védai ly BSP
- Kénh phan péi quadai ly PSA. Pay la kénh phan @ chinh i
Viét Nam. Qui trinh chdinh trong déi phirc tap, mét nhiéu thoi gian,
(hinh 2.2).

¢ Chinh sachddi véi kénh phan pldi:
- Tai Viét Nam: Hoa Bng 0%, chét khau (CK) 2% doanh thu d
té. Chinh sach CKiugc xay drng drdi dang “tram hoadua rd” tai cac
thi truong trong méc do théu heéng din chung.
- Thi truong Péng Bic A: Hoa tbng 7%, ngoai ra VNA con apdg
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chinh sach CK cho céatai ly 1a key agent i mac chiét khau la 1%,
1,5% va 2% doanh thu.

Muc chiét khau dugc danh gié |a thp so i cac hang khac nhNH,
Cl, JL, CX, SQ,di chi 4p ding cho céc key agents.

- Thj truong chau Au, Uc: VNA chap ding hoa bng 5%

Khéng khugn khichduoc cécdai ly c6 ngbn khach &n, phan th
khach anh tranh cao va nly cam \é gia nhr tham than, laaiong, dinh
cu.

- Thj truong Péng Nam A: VNA &p dng mic hoa dng 5% va &
dung chinh sach gia linh g chinh sacha phim trong @nh tranh.
2.2.4Chinh séch xtc tén hén hep

Céc hat dong xuc tén aia VNA dugc chi tong ¢ vé ndi dung,
hinh thic va kinh phi (bng 2.14).

- Quang céo chin lugc: chi yéu 1a quing céo ¢ hinhanh, dugc thuc
hién tai cac th truong trong diém va do ban K haach th truong thrc
hién.

Ca4c hinh tiic quang céo chin lugc:

Quang c&o trén trudn hinh, c&c pirong tién in n, internet

Quang céo théng qua tchic press tour, along trinh roadshow

o O O

Quang c4o thdng qua cacdtalong tai tey

- Quang céo chin thuit va xdc tén ban: Do Ban Bp thi hanh khach,

cac \in phong khu yc/van phong chi nhanh tic hién.

Mot sb bét cap trong thi gian qua:

0 Maét canddi trong cac hinh tixc quang céo, cac titruong

0 Su chdng chéo trong ¥c quang c&o chin luoc va chén thut giiia
cac ban chuyén moén

o Théngdiép quang céo o hd, khodng fp trung vao caau diém aia

minh.
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2.2.5Chinh séch con ngoi

Doi ngii phi céng, K sir va thy ky thuat dugc dua 1én hangtau:
- Doi ngii phi cdng tng hréc dapung nhu éu sin xuat (bang 2.16).
Tuy nhién, hén tai VNA van dang théu phi cong,dac biét 1a 1ai chinh
anh hrong dén chim hiy chuyén (khaing 8% trong & cac nguyén
nhéan)
- Doi ngii ky sur, tho ky thuat vé co ban d& duoc dao ko ky nhung van
con it v sb luong va y¥u V@ chit luong, chra thrc hién duoc cac Bo
dudng dinh ky & micc cao nt. Cong tac xay ehg k& hoach nhan s
con b dong.
- Con ngroi trong cunging dch wi dugc chi thng dao ko vé nghigp
vu phuc vu khach hanging nhr ngai ngir (bang 2.17). Mic du \ay,
viéc dao uo méi chi tiong dén & luong, V¥ mit chit lugng dang b tha
ndi. Tuyén dung nhan vién ngpi dia phrong ki cac th truong dac thu
nhu Han Quc, Nhit v.v. con hn ché, chra dap ung duoc nhu d&u
(bang 2.18).
- Chinh séch &n luong, tén thuong dugc xay drng theo lxdng chd
trong luc lvong laodong chinh, khac bt gitta cac b phian theo tinh
chat cdng véc. Tuy nhién, & chénh éch qua én giira ngrodi lao dong
trong cac b phan.
2.2.6 Chinh sach quy trinh

Do qua chi tmg vao véc cung ép dich w cho cac hang khac, do
d6 ddi vsi VNA, viéc cung @p dich w caa cac xi nghip truc thuse
khéngdam bao chit luong.
2.2.7 Chinh sach minh cling vét chieng (cac yu té hitu hinh)

Nhitng rim qua VNA khéng ngng ci thién hinhanh, din trng
budc chuin hoa cadiém ban. Mt sb haat dong a thé:
- Thayddi biéu twong “con cd” sang “bdng sen vang” (hinh 2.3)
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- San xuat cac pano, poster, standy girl, mé hinh may begng b
cho caaliém ban
- CAcan phim va b roi

Péi véi hé thong dai ly: Trang b hinhanh, king hiéu ngoai ra con
hd trg quay ban theo maués va logo éa hang

Déi vai phong vé da VNA: C6 ging dua ra hinhinh chdn

Nhan vién ban vé, khai thad san bay: Tugn chon theo tiéu chan
nhu: chiéu cao, ngaei ngi, hinh dang vais dung dong phic tao tinh
chuyén nghiip, dong nkit.
23 PANH GIA THUC TRANG CAC CHINH SACH
MARKETING C UA VNA TH Ol GIAN QUA.
2.3.1 NHeng wu diém
- Chat luong dich wi luén dugc aii thién, cac 8n phim bd tro duoc
danh gia lawong ddi tot
- Chinh séach giddvco ban dap ing dugc nhu @u, dam bao tinh @nh
tranh
- He théng phan phi ngay cangiuoc mo rong
- Hoat dong quing céo chin lugc duoc chl tong, dac biét thi truong
trong diém va thrc hién dudi nhiéu hinh thirc. Hinhanh VNA ngay cang
dugc nang cao trén thruong
- Ngudn nhanirc c6 trinhdé chiém ty 1¢ 16n, twi doi con té
- Quy trinh cunging dch wi phan 16n ¢é sr tham gia éa nhan vién
VNA do d6 & dong nhit vé chit luong dch w.
2.3.2  Nhitng nhrgc diém
- Lich bay trén it sb duong bay khéng than loi, khéng dam bao
néi chuyén tir cac th truong khac datd da giam hiéu qua khai thac.
- Tai cunging con han ché ¢ cac giaidoan caodiém, dac biét trén
cacduong bay duich vaduong bay c6 & s s dung gt cao.
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- Cham hiy chuyén van & mirc cao chi yéu la ky thuat
- Chiat luong dch w chua cao, cac along trinh gai tri nghéo nan.
Thuc don suit an it lva clon va chra dap ang duoc thi hiéu aia khach
hang. B&o vaap chi cung &p 1&én may bay ¥a it & 5 lugng wra thiéu
vé ching laai. Théai do tiép viénddi véi khach hang ala dugc danh gia
cao.
- Biéu gia trong ddi phirc tap dodé kho ap dng, cacdiéu kién rang
budc nhidu va kh nang linh hait chea cao.
- Céc chrong trinh khugn mai throng di sauddi thu, thoi gian trién
khai dip rut dodo hiéu qua thap.
- Mét canddi vé s luong dai ly gitra cac th truong. Quy trinh ch
dinh dai ly PSA phic tap va mit nhiéu thoi gian. Chinh sach khép
khichdai ly chuaduoc thyc hién tt.
- Kénh ban qua trang Web coaddd nhiéu han ché.
- Qué chu vng vao cac ha dong quaing cao hinkinh trong khi hat
dong xuc tén ban va khuén mai lai it duoc quan tam. Mt can doi
trong cac hinh tic quang céo.
- Quang céo chra lam i bat duoc cacuu diém cia sin pham.
- Quaé 8p trung vaataptiing chit luong dch w cho hang khac.
- Chwaddng b trong trang tri hininh trén toan &ithdng ban
CHUONG 3
Gl Al PHAP HOAN THI EN CHINH SACH MARKETING C UA
VIETNAM AIRLINES TRONG V AN TAl
HANG KHONG QU OC TE
3.1 PHAN TICH CAC CAN CU TIEN PE
3.1.1 Th trwong van tai hang khéng va mdt sé xu hwéng phat trién
nganh hang khéng trong nlirng nam téi
3.1.1.1 Dr bAo th triong van tai hanh khach hang khéng gdc t @én
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ndm 2020

Giai doan 2011-2015,3dng trréng binh quan la 17%im, dat trén
23 trieu khach vao #m 2015. Giaidoan 2016-2020,3dng tnréng binh
quén la 11%/am, dat 39,5 tréu khach am 2020 (fang 3.1).
3.1.1.2 Mpt s xu hwéng aia nganh khong ti gigi trong nhirng ndm
toi:
- Tudo hoé wn tai hang khéng
- Su hinh thanh céc lién minh hang khéng toan ¢
- Su radoi caa cac hdng hang khéng géa(LCA).
3.1.2 Quandiém va muc tiéu phat trién cia VNA
3.1.2.1 C4c qua@iém phat trién
3.1.2.2 Quandiém anh tranh
3.1.2.3 Muc tiéu phat trén dén nam 2020
¢ Muc tiéu tong quét

Tré thanh hang hang khong tiéértj chit lugng dch w 4 sao, ¢
quy mo thr 2 trong ASEAN vao #m 2020 va la it trong 10 hang
duoc va chibng nHit & chau A ¢ chit luong dch w.
¢ CAc chi tiéu phét trién
- Chi tiéu hanh khachBén ram 2020dat 15,2 tréu lugt khach, ing
truéng binh quan 12%#4m (bang 3.2)
- Chi tiéu doi bay: Bén nim 2020dat 150 chéc, di thang vao céng
nghé tién tén (bang 3.3, biu d6 3.1)
3.1.3 Phan tichdiém manh, diém yéu, nguy @ va a hgi trong hoat
dong marketing cia VNA.

Cacdiém manh, yéu, nguy © va @ hoi dugc thé hién théng qua ma
tran SWOT (lang 3.4)
3.2 PHAN TICH CAC PAC PIEM CUA THI TRUONG MUC
TIEU
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3.2.1 Phéndoan thi trwong va lwa chon thi trwong muc tiéu aia
VNA
- Phandoan thi truong: Theo tiéu thc vé dia ly, khu wrc ta c6 cac
doan thi truong SEA, NEA, EUR, ID va AU.
- Lua chyn thi truong muc tiéu
Chi tiéu céanh hrong I6n nhit dén lya chon thi truong muc tiéu:
Quy mé th trudng (king 3.5dén bang 3.7)
Doanh thu trung binh (&il d6 3.2)
Téng doanh thu ¢ng 3.8)
Tom lai, tir viéc phan tich trén, tac 4imd & sy hip din aia th
truong déi véi VNA qua hinh 3.1

Tang tredng thi truong

Ty trong
Hinh 3.1: Béu thi sy hip din aia th truong thec

mo hinh Boston Box.

Vay, doan thi truong muc tiéu ma VNA én tap trung la th truong
NEA, tiép theo la cac thtruong SEA, EUR, AU, ID.
3.2.2 Phan tichdic diém cia thi trwong muc tiéu
3.2.2.1 M6 & khach hang @a VNA trén thy trerong muc tiéu
- Theo nuc dich di lai (bang 3.9)
- Theo quc tich va thu nhp.
3.2.2.2 Phan tich cadic diém khach hang co6 taafpng dén chinh
sach marketing ga VNA
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- Khé&ch Vit Nam va Trung Qbc: Tuongddng W van hoa, nhy cam
vé gia va khongtoi hoi cao \é chit luong dch wi (bang 3.10).
- Khéch NHt: Poi hoi cao \& chit luong dich w, it quan tam & gia
(bang 3.11).
- Khéch Han Qfc: it khit khe \& chit lugng dch wi nhung lai tuong
déi yéu du vé gia (king 3.12).
- KhéachPai Loan: Twong d6i khd tinh, néng &y va rt tiét kiem
nhung throng doi hoi cao & chit lugng dich wi (bang 3.13).
- Khéch Phap: Bu hét 1a khach hangsh twi, di theodoan bn, rat dé
gan, vui tinh, c6 & haach di lai rat xa ngay.
- Khéch Uc, M:: Béi tugng khach cé mic sHng cao, nhu au tiéu
ding bn néndoi hoi rat cao & chit lugng dich w.

Pic diém khach hang theown dich di:
- Khéch du ich: bi theodoan bn va c6 tinh cit moa w, nhay cam
vé gia
- Khéch kinh doanh va conguvit doi hoi vé gia, kho tinh, &n ar
thuan loi trong cung ép dich wi vadoi hoi cao & chit luong
- Khéch laodong: Throng di theodoan bn, rit nhay cam \é gia
- Khéch du bc: Chi yéu di Uc, My, chau Au, Singapore
- Khéch thim than,dinh ar: Chi yéu ngroi Viét Namdi tham than
hoic dinh ar, tp trung nhéu cac mae Uc, My, Han Quc v.v.
3.3 PHAN TiCH TINH HINH C ANH TRANH CUA VNA TREN
THI TRUONG MUC TIEU
3.3.1Péi tha canh tranh
- buong bay Vét Nam — NIt

Cé6 3 héng khai thac, trort NH la hdng hang khéng 5 sao. VNA
van chiém thi phan chi ptbi vé tai do uu thé mang duong bay.
- Duong bay Vet Nam — Han Qéc
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VNA 14 hang c6 thphan tai chiém uu thé so Wi 2 hang condi la
KE va OZ, trong ing 12 45,71%, 26,88%, 27,41%i(n 2010).

KE, OZ gia &ng ap trc canh tranh Bng viéc ms thémduong bay
mai va ting @n st trénduong bayda co.
- Puong bay Vit Nam — Trung Qéc

Trong $ 6 hangdang tham gia khai thac VNA, FM, Gfang chém
thi phén chi ploi tai thi truong.

Hai hdng CZ va FM liénut ting @n suit va c6 chinh sach giadh
hon VNA. Canh tranh ¢ gia € dién ra gay §t hon.
- Puong bay Vit Nam —Dai loan/Hng Kéng

VNA phai canh tranh qugt liét dé ton tai, trongdd Cl, BR, CX, UA
la hang c6 ciit lugng dch w va throng hiéu hon han VNA.
3.3.2 \i thé canh tranh ciia VNA trén thij trwong hang khéng quc
té

Vi thé canh tranh éa VNA dugc mé & tai hinh 3.2
3.4PINH VI SAN PHAM VNA TREN TH I TRUONG MUC TIEU
- Khé&c bét vé san pram: Hang hang khéng §a gia teé, nang dong
véi doi may bay té va hén dai
- Khéc bit vé cunging cac dch wi tai san bay &n ar caa VNA (Tan
Son Nhit, Noi Bai): Nhanh chéng, thim tién, an toan
- Khéc bét V& biéu twong: Logo “Bong sen vang”
- Khéc bét vé& con ngroi: Tré trung, xinhdep, nhét tinh, ring dong.
3.5 HOAN THIEN CHINH SACH MARKETING C UA VNA
TRONG VAN TAI HANG KHONG QU OC TE

Vi viéc lya chon thi truong NEA ladoan thi truong Hip din, dodo
tac gh chi tap trung vao hoan téin cac chinh sach marketiddi vai thi
truongHong Bic A.
3.5.1 Chinh sach an pham
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- Tang i cungutng

Tang ti trén cacduong bay c6 LFdn hon 70% nlw VN-KR, VN-
HK, VN-TW: Tang tn sut, s dung may baydn.

- Pba cang hoa 8n phim

Sir dung may baydn va hén dai (nhe B777, A330) vao khai thac
céc th truong kho tinh, quy médh va thi gian bay trén 5 @i nhu VN-
JP (Tokyo), VN-KR (Seoul).

Thiét ké san phim gia & chodbi tuong khach c6 thu riip thip.

Thiét ké lich bay thén tién cho véc nbi chuyén aia khach.

Mé rong mang duong bay 4i khu viec mién Trung: Taéc mit thuc
hién dudi hinh thrc thué chugn, & 1au dai bay thong k& nhr Ba Nang
- HK, ba Ning - JPpa Ning - CN.

Tang arong hop tac Wi cac hang khacubi duéi hinh thic mua cb
ciring haic mém.

- CA& bt hda @n phim va khach hang uc tiéu

Dé céa bét hoa an pham, cin phii xacdinh duoc hinhanh aia minh
la gi, xacdinh & yéu t hiru hinh va vé hinh (VD: Bh dai, sach, lich
bayda cing v.v.), qing caoduoc nhirng gi ma hinkinh do6 dua i va
duy triduoc nhiing yéu t6 d6 trong dai hn.

Ca bkt hoa khach hangwa tiéu:
0 Khéch kinh doanh cénguv C6 chinh sach phandbidéi véi khach
hang pld théng ta gia cao va iing phd théng ta gia thip.

Khéch duich: Hoan thén dich w mat dat, ndi chuyén, hanh ly

Khéch thim than, laadong: Dich w hd tro vé chi dan, ngén ng tai

diém dén nudce ngoai, théng tin&tha tuc, giy to, ting hanh ly mén

cudc.
- Giam thiéu tinh tang chim, hiy chuyén
- Nang cao ciit luong dch w trén khdng
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V& suit an cung @p trén may bay
V& béao chi va gi tri trén chugn bay
Vé tiép vién

O O O

Phét trén manh cac sn pham b tro:
Hoan thén chrong trinh khach hang tldng xuyén
Mé rong hop tac \bi c&c inh wre khach gn, siéu thv.v.

o O O

Mo rong chrong trinh Free & Easy ra cacittieong con 4i, phat
trién chrong trinh trong néc.
3.5.2 Chinh sach gia
- Don gian hoa béu gia theo iéng & nho, d& sir dung.
- Nghién au ky tinh mla v trén ting duong baydé c6 K haach va
cha dong khuyén mai sém.
- Giao thim quyén trong phé dust gia adhoc ném linh hat trong
canh tranh.
- Tang arong hyp tac & gia Wi cac hang khadé giam canh tranh
3.5.3 Chinh sach phan péi
a. Poi véi hé thang dai ly
- Cai tién quy trinh chdinh dai ly PSA, sra dbi quy trinh mo i tai
hinh 3.3.
- M¢ rong kénh phan gii theo hréng thanhdc va ch dinh moi.
Chinh sachiéi vai dai ly:
Thir 1: Chinh sach hoadhg, chét khiu

+ Poi vai thi truong Viét Nam: Duy tri chdt kniu (CK). C6 hréng
dan thec hién chung

+ D4i vai thi truong nrdc ngoai:Pay manh CK ti cac th truong
trong diém nhr: Nang ¢ 16 CK, tp trungdai ly key agents.

C6 @ ché khuyén khich phi bip cacdai ly nho nham khuyén khich
ho gan b6 hon voi VNA.
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C6 chinh sach khéwp khich caatai Iy c6 thé manh ¢ cac phan th
khach nly cam vé gia nhr phan th khach du hc, laodong.
Tht 2: Tang arong b tro dai ly dao #o chuyén mon nghp wu
Tha 3: Khuyén khich nhan vién: & chic tham quan, thanip cau c
bo Booker club nm khuyén khich nhan vién ban hangyi
b. Phan pti qua trang Web:

Hoan thén cac tn ich @a trang Web,ang arong khuyn mai
nham thu hat khach.
3.5.4 Chinh séach xuc @n hdn hep
- Tap trung quéng céo cdaru diém cia VNA, canddi ngan sach
quang céo choutng th truong, trng loai hinh gquang céo.
- Lva chpn hinh thirc, théngdiép quang cdo phu é&p & tung th
truong.
- PhSi hop Toéng aic du fch ting arong roadshow, ¢ cho du lich
nham gi6i thiéu tiém nang du fch Viét Nam.
- Tai tro can hueéng i cac s kién 1on, quy mé 4m a3 thé gioi.
- Té chic hoi thao chuy@ndé haac hop tac tai to cac 6 chic theoddi
tuong khach chuyén &i nhu: Du hoc, laodong, du ich.
- Té chic thudng nién i nghi khach hang hi cac ghi thé thao qua
d6 nham thit chit hon nira mbi quan 1§ véi khach hang.
- Tang arong © chac cacdoan press tounrtthi trudng nréc ngoai
vao Viet Namdé viét bai quing badiém dén du lich Viét Nam.
3.5.5 Chinh sach con naoi
- Pdi véi phi céng, K sr va thy ky thuat: Xay ding K hoach phéat
trién rd rang.

Tuyén chon phi cdng é&n quang ba éng rai, c6 chinh sach taiotr
kinh phi trong sét khoa hyc.

Ky s, tho ky thuat: Hop tac \6i truong dai hoc chuyén nganhap
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hoc bdng cho sinh vién

- Pdi véi con narodi trong cunging dch wi: Pao to trong tam, cht
luong, c6 kh nang phuc vu moi nhu diu khach hang. 8sung nhan vién
dia phrong trén chugn bay va i thi truong dac thu.

- Xay dung chinh sackdai ngd hop ly:

Giam mac chénhéch \é luong trong plam vi 1,5-2 hn. Bén anh
dé, xay drng he théng danh gia aing lyc nhan vién vaanh gia héu qua
cong véc nhim dam bao khuyén khich ngoi lao dong.

3.5.6 Chinh sach quy trinh dch va
Thanh 4p bd phan chuyén trach pit wu cho cac chudn bay quc
té cia minh i san bay &n ax.
3.5.7 Chinh sach minh cling Vét chieng (cac yu té hitu hinh)

Quy dinh thbng nHit viéc sr dung logo “bdng sen vang” @ tao
nén ndt hinhanh thbng nkit chung toan thtruong.

Trang b ddng phuc thdng nkit cho nhan vién tln traéc nham tao
nén tinh chuyén ngép trong cung ép dich w.

Chuin héa qui md, hinkinh, cac trang tht bi theo hréng thing
nhat chung cho toan thiruong déi véi phong vé.

Déi voi cacdai ly PSA: Quidinh thbng nhit cac hinhanh trang b
tai dai ly: Bang hiu, poster, mé hinh standy girl, mé hinh may bay,
quay ban.

KET LUAN
Hang khéng la @t nganh kinh & quan tong. Trong thi gian qua
VNA dong vai tro khéng nhitrong viéc thicday phat trén kinh €, van
hoa, xa Bi cua dit nuéc va cé v thé quic t& ngay cangluoc nang cao.
Pé thuc hiégn muc tiéudén nam 2020 té thanh hang hang khéngn thr
hai trong khu wc Bong Nam A, VNA plin diu khéng ngng hoan thin
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vé moi mat, trongdd dic biét chi tong dén viéc hoan thén cac chinh
sach marketing trongam ti hang khong géic t nhim nang cao ang
luc canh tranh trén thtruong.

Qua thi gian nghién 6u Iy luan & chinh sach marketingich wi
cung \6i viéc nghién @u thuc trang cac chinh sach marketingacVNA
trong \an tai hang khong gbc &, tac gh d& hoan thanh &n van Thac sy
kinh # voi dé tai “Chinh sach marketingia VNA trong \in tai hang
khdng quéc t”. Luan vian da gii quyét duoc cac vin dé co ban sau:

- Trinh bay nling Vin dé ly luan o ban vé dich w, chinh sach
marketing dch w, cacdac trung @ ban trong \an tai hang khong.

- Phan tich thc trang cac chinh sach marketingacVNA trong \an

tai hang khong géc #, quadé dua ra cacuu, nhroc diém cia chinh
séch.

- Dua ra céc dii phap hoan tkn chinh sach marketingia VNA

trong \an tai hang khéng géc # tai thi truong Déng Bic A.

Céc ghi phap @adé tai ch dung ki ¢ y tuong va lwéng phat trén
ma chra thé di su vao \dc trién khai trét dé cac ghi phap. Vi dy, cac
dong gop éa luan van chic chin con héu han ché, tdc ga rat mong
nhan duoc y kién dong gép @a Thiy, C6 va lan doc dé.

Pé hoan thanh 4n luan van nay, tac di xin trAn tong Gm on
PGS.TS Ngugn Truong Son d4 ging cay va hrong din tac ga thuc
hién dé tai. TAc gi ciing xin gri 161 cam on ddi voi Thay, C6 da ging
day trong st chuong trinh cao bic. Xin &m on cac anh, dhtai Téng
coéng ty Hang khdng ¥t Nam, cac bn bé,dong nghép da b tro va
gilp da téi hoan thanh cbéng trinh nghiéucnay./



