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LOI CAM POAN

To1: Poan Nha Truc

Xin cam doan rang:

Pay la cong trinh do chinh ban than t61 nghién ctru va trinh bay.

Céc s6 liéu thu thap dugc va két qua nghién ciru trinh bay trong dé

tai nay la trung thuc.

T61 xin hoan toan chiu trach nhiém vé ndi dung ctia dé tai nghién

clru nay.




il

Sau thoi gian hoc tap va nghién clru, dén nay t61 da hoan thanh luan van t6t
nghiép cua minh. Két qua ngdy hom nay c6 duoc khong chi tir qua trinh nd
luc cua ban than ma con nho rat nhiéu sy hd tro, dong vién ciia moi ngudi

xung quanh to1, do la:

e Quy Thay Cb trong Khoa Dao tao Sau dai hoc cua truong Pai hoc Kinh
té Thanh phé H6 Chi Minh, nhimg nguoi da truyén dat cho t6i nhiéu
kién thirc va kinh nghiém quy bau. Pay 1 hanh trang hitu ich d, dang

va s€ giup toi rat nhiéu trong cong viéc cling nhu trong cudc song.

e Thay Nguyén Hiru Lam, ngudi d3 tdn tinh huéng din, hd trg va dong
vién to01 trong subt thoi gian thuc hién ludn van. To61 that sy rat cam kich
trude sy giup d& cling nhu nhimg kién thirc va k¥ ning bo ich ma Thay
da truyén dat cho toi.

e Ban lanh dao Cum cang Hang khong Mién Nam d3 tao diéu kién thuan
loi gitip t6i hoan thanh dé tai nghién ciru.

e Gia dinh, ban bé, déng nghiép, nhitng ngudi da dong vién, hod tro va 1a
chd duya tinh than, chia s¢ nhitng vui budn, khé khan trong qua trinh toi
thuc hién luan van nay.

Mot 1an nita, xin cho phép toi dugc bay to long tri 4n dén tit ca nhiing
nguoi dd danh cho toi su gitp d& vo gia trong sudt qua trinh hoc tap va thuc
hién ludn vian t6t nghiép nay.

TP. Ho Chi Minh, ngay 28 thang 11 nam 2007

Nguwoi thuc hién
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CHUONG 1:

MO DAU




CHUONG 1: MO DAU

1.1 CO SO HINH THANH DE TAI

Trong vai thip nién gan day, cung véi su ting trudng lién tuc cia giao thong
hang khong va qua trinh ty do hda cling nhu thuong mai hoa hoat dong van tai hang
khong trén toan thé gidi, tinh hinh canh tranh gitta cac san bay ngay cang thém cing
théng. Tai nhiéu san bay, ngoai nhitng lya chon khéc thi chét lugng dich vu da tro
thanh mot trong nhiing cong cu canh tranh manh nhét trong cudc dua nham thu hut
va duy tri khach hang 1a cac hing hang khong va hanh khach. Do viy, van dé dit ra
khong chi 1a yéu cau tang cuodng nang luc noi tai, phat trién co s& ha tﬁng va kha
nang canh tranh ma con la bai toan vé chét luong dich vy, cu thé 13 hiéu va dap irng
nhu cau khdch hang dé thu hat khach hang, 1am ho hai long va duy tri sy trung
thanh cta ho. San bay phai x4c dinh duoc diéu gi 14 quan trong dbi v6i khach hang,
thong bao véi khach hang 13 minh s& mang dén nhiing gi quan trong cho ho va thyc
hién nhitng gi minh hira. N6i cach khéc, chia khoa thanh cong ctia mot to chirc noi

chung hay mot san bay no6i riéng 1a lam hai long khach hang.

San bay quéc té Tan Son Nhat hién ciing dang dtng trude bai toan 16n nay.
Trong co ché bao cip trude ddy, sin bay Tan Son Nhét ciing nhu cac don vi nha
nuéc khac hoat dong dudi su chi dao tryc tiép cia co quan quan 1y nha nudc cp
trén theo ké hoach dugc giao. Sau nhimg nim d6i méi va trude xu thé quéc té hoa
trong linh vuc hang khong, hién nay san bay dang phai dwong dau véi nhiéu van dé
can giai quyét, trong d6 chat lugng va viéc 1am hai 10ng hanh khach 13 yéu cau dat

ra hang dau dé ton tai va phat trién.

Vi 29 hang hang khong dang khai thac mang ludi cac duong bay phuc vu hanh
khach qudc t& dén cac nude trong khu vuc va thé gidi, sin bay qudc t& Tan Son
Nhét duogc xem 1a cira ngd qudc té khong chi ciia mién Nam Viét Nam ma con 1a
dau méi giao luu cua ca nude. Theo thong ké ctia bd phan Ké hoach — Cum cang
Hang khong Mién Nam (Xem Phuy lyc 1), trong ndm 2006 tong sé khach qua nha ga
qudc t& Tan Son Nhat 13 4.864.606, tong sb 1an chuyén ha cat canh 1a 35.360. So



vo1 san lugng 6 nam trude la nam 2000, ty 1€ tang s6 1an chuyén 1a 190%, sd luot
hanh khach ciing ting 205%. Trong giai doan nay, ty 1é ting hang nim ddi voi sb
lwong khach dat trung binh 13 14%, ddi véi sd 1an chuyén ha cat canh trung binh 1a

12%.

Trong tinh hinh canh tranh ngay mot gay git giita cic san bay qudc té trong khu
vue, dong thdi nhan thire duoc nhu ciu giao théng hang khong qudc té s& ting cao,
dic biét khi Viét Nam gia nhap WTO, san bay Tan Son Nhat da 1ap Nghién ctru kha
thi va tién hanh dau tu xdy dung Nha ga Qudc té méi dé thay thé nha ga hién tai.
Nha ga Qudc t& méi nay d duoc dua vao khai thac chinh thirc vao dau thang 9 nim
2007. Tai Nha ga Qudc té mdi ndy, van dé chat lugng va viéc lam hai long hanh
khéch can duoc cai tién dé xung tam voi mie d6 hién dai cta thiét bi va su tién nghi
clia nha ga. Pay 1a yéu t6 quan trong hang dau, quyét dinh sy thanh cong clia nha ga
trong viéc thu hat khach hang nham dat muc tiéu doanh thu va hiéu qua kinh doanh
cao. Noi cach khac, san bay Tan Son Nhat can dau tu cho chat lugng phuc vu hanh

khéach va nang cao mtrc d¢ hai long ctia hanh khach tai Nha ga quoc t€ mai.

Nhu vay, cong viéc can lam ddi voi san bay qudc té Tan Son Nhat 1 khdo sdt
nhu cdu va ddnh gid mirc dp hai long ciia khdch hang dé ddp teng tot nhét cac
nhu cau nay. Vi¢c xac dinh chinh xac cac nhu cau cua khach hang va muc do chét
luong ma ho doi hoi s& 14 co sé cho cong tac cai tién cac yéu to chat lugng quan
trong nhung dang dat mirc d6 hai long thip, ning cao mirc d hai long cia hanh

khach va chét lugng phuc vu tai Nha ga Quéc té m&i Tan Son Nhat.
1.2 TAM QUAN TRONG CUA VAN PE NGHIEN CUU

Dich vu ngay cang co vi tri quan trong va déng goép nhiéu san pham, thu nhap
cho nén kinh té qudc dan. Vi vay, bat ¢t nha cung cap dich vu nao ciing xem khéach
hang 1a thuong dé va dat vin dé dap ung nhu cu cua ho 1én hang ddu nhim muc
tiéu sau cung 13 ting doanh thu, loi nhuan cho chinh minh. Péi vdi san bay, dich vu
hanh khach 1a mét trong nhimg hoat dong chinh thudc vé chirc ning, dong thoi

mang lai doanh thu cho san bay. Theo logic van dé nay, san bay can phai hiéu hanh



khach dé dap tmg nhu cau, thu hat va duy tri sy trung thanh ctia ho nham ting
doanh thu, déng thoi gop phan quang ba san bay qua chat luong dich vy. Khi hanh
khach hai 1ong thi ho s& sin sang quay lai. Mat khac, thong tin truyén miéng vé chat
lwong dich vu sin bay tét s& dan dén luong khach gia ting. Nguoc lai, néu chat
lugng dich vu tai san bay khong lam ho hai long thi khi c6 sy chon lya, hanh khach
s& khong con mudn quay lai san bay nita. Diéu ndy c6 anh hudéng nhat dinh dén sy
chon lya sin bay cua cac hing hang khong qudc té ciing nhu quyét dinh m¢ thém

duong, tuyén bay qudc té dén san bay.

Trong linh vuc nha ga hang khong, chit luong di va dang duogc tiéu chuin hoa
thanh cac muc tiéu chuan dich vu theo dién tich cac khu vuc phuc vu hanh khach
(khu vuc check-in, biang chuyén nhan hanh 1y, phong cho, khu vuc kiém tra, khu
vuc cho khach di lai). Tuy nhién, vin dé mic d6 hai long ctia hanh khach chua
duoc nghién ctru sau. Vi 1y do trén, dong thoi nhan thiy tinh cip bach va tAm quan
trong cua van dé lam hai long khach hang doi v6i nha ga qudc té Tan Son Nhat
trong thoi gian sép téi, toi 33 manh dan chon dé tai nghién cuu “Khao sat mic do
hai 1ong ctia hanh khach tai Nha ga qudc té Tan Son Nhat” 1am luan van t6t nghiép

cua minh.
1.3 MUC TIEU NGHIEN CUU

Khic phuc cac tu tudng con sot lai tir thoi ky trude nhu v lai, khong xem khach
hang 13 trong tAm phuc vu ctia minh, sin bay Tan Son Nhit ngay cang dinh huéng
hoat dong theo chét lugng phuc vu hanh khéch. Chét lugng von 13 mot pham tru
triru tuong, chét lugng dich vu tai nha ga san bay lai cang triru tuong va kho do
luong hon do dac thu ctia nganh kinh doanh dich vu nay. Chat luong phuc vu hanh
khéch cao hay thép phén 16m tuy thudc vao cam nhan, so sanh cia hanh khach va sy
hai 10ng cta ho. Lién quan dén nha ga hanh khach qudc té Tan Son Nhit, cdu hoi
dit ra cho nha quan 1y san bay 1a “Khach hang (dic biét 1a khach qudc té) da thuc
su hai long voi chét luong dich vu tai nha ga quéc té chua? Hai long & murc d6 nao?

Lam thé ndo dé nang cao murc do hai 1ong nham thu hut ngdy cang nhiéu hanh



khach dén nha ga qudc t& Tan Son Nhét va sir dung ngay cang nhiéu cac dich vu
trong nha ga hon nira?”

Trén co sé nhitng cau hoi quan 1y noi trén, dé tai 14y muc tiéu nghién ctu 1a danh
gia thuc trang muc d6 hai 1ong cua hanh khach tai nha ga qubc té Tan Son Nhat
hién hitu va dé xuét cic giai phap nang cao mirc d6 hai long, dic biét khi nha ga
quéc t& méi Tan Son Nhat duoc dua vao khai thic. Cac cau hoi nghién ciru dé tai

dat ra la:

1. Nhu cdu ciia hanh khéch: Nhitng nhu cau ma hanh khach ctia Nha ga Qudc té
Tan Son Nhit mudn dugc dap tmg? Muc do quan trong cia ting yéu td theo

quan diém cua hanh khach?

2. DPdnh gid thuc trang: Hanh khach hai 1ong nhu thé nao vé dich vu tai nha ga

qudc té Tan Son Nhat?

3. Gidi phdp: San bay Tan Son Nhét can ¢ nhiing giai phap gi dé nang cao mirc

d6 hai long ctia hanh khach di qua nha ga quc té?

No61 mot cach khac ngén gon hon, muc ti€u cua nghién ctu la hiéu nhu ciu cua
hanh khach vé dich vu tai mot nha ga quéc té va muc do hai long cua hanh khach veé
nha ga qudc té Tan Son Nhat nham rat ngin khoang cach nay, gop phan nang cao
murc do hai long cua hanh khéach cling nhu cai tién chét luong dich vu.

Tir viéc hiéu hanh khach mubn gi va dang nhan duogc nhiing gi, ho hai long nhu
thé nao, dé tai nghién ctru s& dua ra nhitng giai phap nhim nang cao muc do hai
long cta hanh khach tai nha ga Qudc té Tan Son Nhat. Pé tai cling s& cung cip
thong tin vé khach hang lam co so cho viéc dé xuat marketing mix, ké hoach tiép thi
va chién lugc tiép thi nha ga qudc té Tan Son Nhat.

1.4 PHAM VI VA PHUONG PHAP NGHIEN CUU

1.4.1 Pham vi nghién ciru

Pé tai co tén 1a “ Khao sat mirc do hai long cta hanh khach tai Nha ga qudc té

Tan Son Nhat”. Bién nghién ctru 13 mutc d6 hai 10ng cua hanh khach vé dich vu hién



tai. Do kha ning va thoi gian c6 han nén dé tai khong nghién ciru tat ca cac khach
hang ctia nha ga Qudc té Tan Son Nhat; cu thé cac khach hang s& duoc nghién ctru
la hanh khach voi kinh nghiém “qua khu” da di qua nha ga va kinh nghi¢m “hién
tai” cua ho khi dang di qua nha ga quéc té. Thoi gian khao sat ¥ kién cua hanh

khéch 1a thang 8 nam 2007.
1.4.2 Phuwong phap nghién ciru

Nghién ctru duoc tién hanh qua hai budc: nghién ctru so bd va nghién ctru chinh
thirc. Budc nghién cuu so bd mang tinh dinh tinh va nghién ctru chinh thirc mang
tinh dinh luong. Thong tin can thu thap 13 cac tiéu chi danh gia nha ga qudc té va

mong mudn, danh gia cta khach hang khi dén nha ga qudc té Tan Son Nhat.

Hinh 1. 1: Quy trinh nghién ciru

Vén dé nghién ciru
Murc d6 hai long cua
hanh khach di qua nha ga quoc t&

~ Co's6 1y thuyét
Chat luong DV, TQM, do luong
chat lugng DV, muc d6 hai long

Nghién ciru dinh tinh
Thao luan tay doi

Mo hinh nghién ciru
Thang do mirc d§ quan trong —
murc do hai long cia hanh khach

A4

Nghién ciru dinh lwgng
n=200

l

Cac giai phap
Néng cao muc d6 hai long cua
hanh khach di qua nha ga qudc té




Van dung 1y thuyét vé chat lugng dich vu, quan 1y chat luong toan dién (TQM),
do ludng chat lugng, mirc d6 hai long cua khach hang, két hop voi dic thu cua dich
vu tai nha ga hang khong quéc té, nghién ctu so by dugc thuc hién thong qua ky
thuat “thao ludn tay d6i” voi cac ddng nghiép va cac chuyén vién co kinh nghiém
lau nam trong linh vyc khai thac nha ga hang khong tai Tan Son Nhét. Ngoai ra, tac
gia ciing tham khao céc cong trinh nghién ctru tir trude dén nay lién quan dén chat
lugng dich vu va sy hai long cua hanh khach trong linh vyc hang khong, sin bay.
Budc nghién ciru so bo ndy gitip kham pha cac thong tin dinh tinh vé cac yéu td cau
thanh chit luong dich vu tai nha ga hang khong qudc té Tan Son Nhét ddi v6i hanh
khach. Pay 1a thang do ctia nghién ctru, dong thoi cling 13 cac thong tin tra 161 mot
phan cho cau hoi nghién ctru 1: “Nhitng nhu ciu ma hanh khach caa Nha ga Qudc

té Tan Son Nhat mong muén dugc dap tng?”.

Nghién ctru chinh thirc dugc thuc hién bing phuong phap dinh luong thong qua
bang cau hoi diéu tra hanh khach. Muc dich ciia nghién ciru nay la kiém dinh thang
do theo hai budc: danh gia so bo su dung hé sb tin cay Cronbach Alpha va phan tich
nhén td. Sau khi dugc danh gia so b, thang do dugc sur dung dé phan tich muc do
quan trong cua ting yéu té va mirc d6 hai 1ong cua hanh khach vé dich vu tai nha ga
quéc té Tan Son Nhit. V&i viée sir dung thang do 13 cac bién quan sat dé do luong
bién tiém an (muirc d6 hai 1ong cua hanh khach) nhu trén, tac gia hy vong thong tin
do ludng thu thap duoc s& co do tin cdy va gia tri cao vé 1y thuyét cling nhu thuc
tién. Thong qua budc nghién ctru ndy, hai cau hoi nghién ciru dau tién s& dugc tra
16i cu thé:

1. Nhu cau cia hanh khdch: Nhitng nhu cau ma hanh khach cua Nha ga Quéc té
Tan Son Nhat mong mudn duoc dap ing? Mirc do quan trong ciia ting yéu tb
theo quan diém cua hanh khach?

2. DPdnh gid thuc trang: Hanh khach hai 1ong nhu thé nao vé dich vu tai nha ga

qudc té Tan Son Nhat hién nay?



Két qua khao sat hanh khach s& mang lai cai nhin toan dién vé mong mudn cua
ho d6i voi dich vu ma sin bay cung cap tai nha ga qudc t& Tan Son Nhat, dong thoi
gitip danh gia muc do hai 1ong ciia hanh khach vé dich vu tai nha ga. Cu thé, két qua
tinh toan s& cho thay mutrc do quan trong cia timg yéu td ciu thanh chét luong dich
vu tai nha ga quéc té Tan Son Nhét va mirc d6 hai long cta hanh khach ddi véi ting
yéu t6. Két hop voi mé hinh mirc d6 quan trong — mirc d6 hai long (IS), luan vin s&
chi ra cac yéu té chat luong nio can cai tién dé nang cao mirc do hai 10ng ctia hanh
khach va giai quyét cAu hoi nghién ctru 3 bang cach dé ra gidi phdp: San bay Tan
Son Nhit can ¢ nhitng giai phap gi dé nang cao muc do hai long cta hanh khach di

qua nha ga qudc té Tan Son Nhat?

1.5 BO CUC CUA LUAN VAN

Luan van gom 5 chuong. Chuong 1 giéi thidu téng quan vé nghién ctru. Chuong 2
trinh bay co s¢ 1y thuyét vé chat luong dich vu va quéan tri cht luong toan dién
(TQM), do luong chat luong dich vu va mirc d6 hai long ciia khach hang. Chuong 3
néu phuong phap, két qua nghién ciru dinh tinh va mé hinh nghién ctru dinh luong.
Chuong 4 mé ta phuong phap phan tich thong tin va két qua nghién ciru. Chuong 5
néu nhimg d¢ xuat vé giai phap nham nang cao mirc do hai long cua hanh khach qudc
té tai nha ga qudc té Tan Son Nhét trén co s& phén tich va ndi dung 1y thuyét da duoc
hé thong & trén. Cubi cling 1a phan Két luan tom tat cac két qua chinh cua nghién ciru
cling nhu chi ra nhitng han ché ctia nghién ctru dé dinh hudéng cho cac nghién ciru tiép

theo.



CHUONG 2:

TOM LUQC LY THUYET LIEN QUAN




CHUONG 2: TOM LUQC LY THUYET LIEN QUAN

Chuong 1 di gi6i thidu tong quat vé van dé nghién ctru va dinh huéng cac budc
nghién ctru. Chuong 2 s& tom luoc cac 1y thuyét lién quan vé su hai 10ng cua khach
hang trong dich vu va do ludong sy hai long ctia khach hang trong dich vu. Cac ly
thuyét nay sé& cho ta cai nhin hé thong vé van dé nghién ctru va s& dugc van dung
trong dé tai dé danh gia mirc d6 hai 10ng ctia hanh khach tai nha ga qudc té Tan Son

Nhit.
2.1 SU HAI LONG CUA KHACH HANG TRONG DICH VU

2.1.1 Khai niém
2.1.1.1 Dich vu khdach hang

Dich vy bao gdm hai thanh phan 14 dich vu can ban va dich vu hd trg. Dich vu
can ban Ia hoat dong thuc hién muc dich chinh, chitc nang, nhi¢ém vu chinh cua dich
vu. Dich vu hd tro 13 hoat dong tao diéu kién thuc hién tét dich vu cin ban va lam
ting gia trj cta dich vu can ban. Vi du: Khi ta di du lich bién, dich vu cin ban 14 tim
bién nhung dich vu ho tro 1a dn, &, khach san, cac hoat dong tham quan du lich, vui

choi giai tri va hoat dong van hoa.

Pé ¢6 dich vu can co su phéi hop chat ch€ cua cac yéu td vat chit va con nguoi,
bao gdm ca su phdi hop v6i khach hang. Cu thé, mudn cung cap mét dich vu can co
cac yéu td co ban 1a khach hang, co s¢ vat chat, nhan vién va san pham di kém.
Khach hang 1a nhitng ngudi dang nhan dich vu va cac khach hang khac. Day 1a yéu
t6 can ban va tuyét ddi can thiét dé c6 dich vu. Khong c6 khach hang thi khong ton
tai dich vu. Co s& vat chat bao g6m cac phuong tién, thiét bi, moi truong nhu dia
diém, khung canh, ... Nhan vién néi ¢ day la nhan vién phuc vy, hoat dong dich vu.
Dich vu 1a muc ti€u ctuia hé théng dich vu va ciing chinh 1a két qua cua hé th6ng nay.
Cudi cung, mot dich vu khéng thé thiéu dugc san pham di kém, vi du nhu dich vu
bao hiém co san pham di kém 1a hop dong bao hiém duogc soan theo timg trudng

hop cu thé cta ca nhan khach hang tham gia bao hiém.



2.1.1.1 Dich vu khdach hang

Khach hang ¢6 vai tro rat quan trong trong dich vu. Vi vay, khi danh gia dich vy,
nguoi ta thuong dé cap dén hai khai niém “chat luong dich vu” va “su hai long ctia
khach hang”. Céc nha kinh doanh dich vu thudng dong nhat hai khai niém nay. Tuy
nhién, theo cac nha nghién ctru thi diy la hai khai niém khac nhau. Chét lugng dich
vu chu yéu tap trung vao cac thanh phﬁn cu thé cua dich vu. Trong khi do, sy hai
long cua khéach hang 1a mdt khai niém téng quat noi lén sy théa man cua ho khi tieu

dung moét dich vu [38].

Trong mot dinh nghia khac, sy hai long cta khach hang véi mot san pham hay
dich vu 1a sy yéu thich trong viéc danh gia chi quan cta c4 nhin vé nhitng két qua
khac nhau va cac kinh nghiém lién quan dén viéc st dung hay tiéu dung san
pham/dich vu [25]. Bé danh gia vé sy hai long, khach hang can c6 cac kinh nghiém
vé dich vu hodc ngudi cung cip trong khi cam nhan vé chat lugng khong can kinh
nghiém nay. Phan 16n cac nha nghién ctru déu dong ¥ rang danh gia 13 két qua cta
mot qua trinh so sanh. Panh gia dugc dua trén qua trinh nhan thic trong do khach
hang so sanh nhitng mong doi trudc doé cua ho vé két qua san phrflm/dich vu (hiéu
qua cta san pham/dich vu va nhitng thanh phan quan trong khac) véi nhiing gi ho
thuc sy nhan duoc tir san pham/dich vu [37]. Khach hang s& hai 1ong khi két qua
thuc té dap ung hodc vuot cac mong doi cua ho. Tuong tu, néu cac mong doi cao
hon két qua thyc té thi s& din dén sy khong hai 1ong. Ngoai ra, su hai long cua
khach hang con c6 thé hinh thanh tir nhitng yéu t6 c6 hodc khong lién quan dén chat
lvong nhu nhu cau, cam nhan vé “sy cong bﬁng”, v.v... Noi chung trong hoat dong
dich vy, du dé cap dén khia canh chat luong dich vy hay mirc d6 hai long ciia khach
hang thi yéu cau dit ra d6i v6i nha quan 1y 1 1am sao rat ngin khoang cach giira ky

vong cua khach hang va kha ndng dap trng cia doanh nghiép.
2.1.2 Vai tro cua viéc lam hai long khach hang

Ngay nay, dé chién the"mg trong canh tranh va dat lgi nhudn cao, cic doanh

nghiép phai thu hit ngay cang nhiéu khach hang méi va duy tri khach hang cii cua
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minh. Mudn dat dugc muyc tiéu d6, doanh nghiép phai lam hai 1ong khach hang.
Khach hang trung thanh s& gop phan mé rong thi phan ctia doanh nghiép. Ngoai ra,

khach hang hai long ciing s& n6i tot vé san pham hay dich vu ctia cong ty.

Trong nganh dich vu, ngudi ta théng ké thiy rang chi phi thu hit khach hang néi
chung 1a cao hon chi phi duy tri khach hang [18]. Vi vay, theo Peterson va Wilson
[28], “hau nhu tit ca cac hoat dong, chuong trinh va chinh sach cua cong ty déu can
dugc danh gia vé khia canh lam hai long khach hang”. Doanh nghiép chi can mot
hanh dong nho nham giam ty 18 18i ddi v6i khach hang 1a da c6 thé thyuc hién nhimg
cai tién 16n, dong thoi thuc ddy tang thi phan cho chinh minh.

Tam quan trong cta su hai long ctia khach hang ciing dugc thé hién ¢ Cac Tiéu
chuan giai thuong chat lugng qubc gia Malcolm Baldrige cia Hoa Ky, trong do tiéu
chuin 3 va 7 cong nhan tam quan trong ctia chat lvong hudng vé khach hang va cac
mbi quan hé cua cong ty voi khach hang nhim xay dung niém tin va long trung

thanh.

Nang cao sy hai long ctuia khach hang cling 1a mot trong nhitng dong co chinh cua
Quan 1y Chét luong Toan dién (Total Quality Management - TQM). Cuing vdi viée
dam bao chat luong va hiéu qua, cong tac giam chi phi va nang cao sy hai long cia
khach hang dugc khuyén khich thuc hién dé nang cao tinh canh tranh cta céac
doanh nghiép [16, 29, 30, 36]. TQM co6 thé dugc xem nhu 13 mot tap hop céac khai
niém, triét Iy va cac cach 1am hop nhat ma mot to chuc sir dung dé dinh huéng
trong qua trinh cai tién lién tuc moi mat hoat dong nham lam hai 1ong khach hang
va tang loi nhuan [31, 20]. TQM nhan manh viéc dinh hudng vé khach hang; nghia
1a théng qua su tham gia ctia nhan vién, viéc giao quyén va 1am viéc theo nhom, cai
tién lién tuc dé dap img nhu cau va mong doi cua khach hang [13, 24]. Trong sd céac
cach lam TQM thi viéc nang cao sy hai 10ng cta khach hang va cai tién lién tuc 1a
hai ndi dung chinh duoc nhdn manh. Pay ciing 1a bi quyét dé cac nganh dat duoc

cac loi thé canh tranh.
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Theo 1y thuyét vé TQM, khao sat sy hai 1ong cuia khach hang khong chi 1a cong
cu dé hiéu mirc d6 hai long thuc su cua khach hang ma muc dich chinh ctia n6 con
1a chi ra dugc nhitng diém manh va nhitng mit can cai tién tir qué trinh danh gia va
néu ra ndi dung chinh cho cong tac cai tién. Cai tién can duoc tién hanh nhu mot
qua trinh lién tyuc nham dap Gng, hodc tham chi dap tng tét hon cac yéu cau cua

khach hang, tr d6 nang cao murc do hai long cua khach hang.

Ta co thé thiy vai trd quan trong cua viéc lam hai 1ong khach hang trong méi
quan hé véi chat luong va sy trung thanh cua khach hang ¢ Hinh 2.1. Quan hé nay
duoc xac dinh trong mé hinh chi sé hai 10ng cua khach hang cia My (American
Customer Satisfaction Index — ACSI) do Fornell [19] dua ra, va sau nay dugc hi¢u
chinh bdi cac tac gia khac.

Hinh 2. 1: Mé hinh mdi quan hé giira chit lwong nhan dwor,
su hai long cia khach hang va sy trung thanh ctia khach hang

Than
phién cua
khach

hang

Cam
nhan cua
khach
hang

Chi sm
long cta

Long
trung

............... khach thanh cua
hang khach

hano

Gia va
dich vu
khach
hang

2.2 PO LUONG SU HAI LONG CUA KHACH HANG TRONG DICH VU
No6i chung, dich vu c6 4 dac tinh khac biét so voi san phém vat chat 13 vo hinh,
khong thé tach roi, khong dong nhat va khong thé ton trix [1]. Chinh vi cac dic tinh

nay nén chét luong dich vu 1a mdt khai niém truru tugng, kho do luong. “Su hai long
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cua khach hang” triru tugng hon khai niém “chat luong dich vu”, vi vay lai cang

kho déanh gia va do luong hon.
2.2.1 Po lwong chit lwong dich vu

Cac mé hinh danh gia chit luvong dich vu hay su hai long cua khach hang déu
xem dich vu 1a tdp hop nhiing thude tinh rd rang cling nhu tiém an chu khong 1a
mot ciu tric roi rac. Vé chat luong dich vy, thang do phé bién nhét 1a SERVQUAL
(service quality — chit luong dich vu) do Zeithaml V.A. Parasuraman va L. Berry
Leonard [26] dua ra ma sau nay dé dé& ghi nhd cac tac gia trén goi 1 5 tiéu thirc
RATER (Viét tat cua cac chit cai dau Do tin cay — Su dam bao — Diéu kién hiru hinh
— Sy thdu cam — PO dap ung: Reliability — Assurance — Tangibles — Empathy -

Responsiveness):

1. Do tin cdy (Reliability): Kha nang thyc hién dich vy da hira hen mdt cach

dang tin cdy va chinh xéc

Thuc hién diing nhiing gi d4 cam két v&i khach hang

The hién sy quan tam va gidi quyét thau déo cac van dé cua khach hang

Thuc hién dich vu ding ngay tir dau

Thong béo cho khach hang biét rd khi nao dich vu s& dugc thuc hién

2. Sw ddm bdao (Assurance): Kién thtrc va tac phong cta nhan vién phuc vu

cling nhu kha nang gay long tin va sy tin nhiém cuia ho:

Su tin tudng, tin nhi€ém cua khach hang o1 véi nhan vién

Su an tdm cua khach hang khi giao dich v&i nhan vién

Su lich su, nha nhan cua nhan vién

Trinh d9, kién thirc cia nhan vién

3. Diéu kién hitu hinh (Tangibles): Diéu kién vat chat, thiét bj va hinh thtrc bén

ngoai cia nhan vién phuc vu
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Trang thiét bi hién dai

bicu kién vat chat ¢6 hinh thirc hap dan, 161 cuén

Nhan vién ¢ trang phuc gon gang, can than

Hinh thirc bé ngoai cua diéu kién vat chat ctia doanh nghiép phu hop véi

linh vyuc dich vy cung cép

Sy thuén tién vé gid gidc hoat dong d6i véi khach hang
4. Sw thdu cam (Empathy): Quan tam, luu ¥ c4 nhan ddi véi timg khach hang

Doanh nghiép cht y d&én timg ca nhan khach hang

Nhén vién thé hién su quan tdm ca nhan doi voi khach hang

Hiéu biét cua nhan vién v€ nhu cau dac biét cua khach hang

Doanh nghiép xem loi ich khach hang 1 trén hét

5. D¢ dap vmg (Responsiveness): San long giup d& khach hang va cung cap

dich vu mau le¢:

- Cung cip dich vu nhanh chdng, diing han ciia nhan vién

- Su san long gitp d& khach hang ctia nhan vién

- Nhanh chéng giai quyét cac yéu cau cta khach hang
2.2.2 Do lwong mirec d¢ hai long cia khach hang

Mic du tam quan trong cta su hai long ctia khach hang dd duoc cong nhan rong
rdi, phan 16n cong tac do luong su hai long ciia khach hang chi dugc thiét ké don
gian dé danh gia sy hai long tong thé hay don thuan voi mot san pham hay dich vu.
Su hai long cta khach hang la mdt khai niém phuc tap nhung trude day cac nha
nghién ctru thudng dung thang do mot yéu té tir 4 dén 7 diém giira hai thai cuc “rat
khong hai long” va “rat hai 10ng”. Loai cau hoi nay dé tra 15i va phéan tich nhung
thong tin co dugc lai khong phan anh chinh xac nhiing thanh phan nio cia san

pham/dich vu ma khach hang cho 14 quan trong nhit trong viéc 1am ho hai long va
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thue t& ho nhan duoc két qua cua timg thanh phan nay nhu thé nao. Co s do ludong
ciia Hayes ciing dong gop vao thang do su hai long ciia khach hang véi bién quan
sat: mirc d6 hai long tong quat ctia khach hang ddi voi dich vu, d6i v6i cung cach
phuc vu va déi véi trang thiét bi cua dich vu.
2.2.2.1 Ky thudt danh gia

Céc phuong phap danh gié sy hai long cia khach hang thuong dung 1a [11]:

(1) K¥ thuat khao sat mau, ké ca khao sat qua thu,
(2) phuong phap nhém tap trung,

(3) phiéu danh gia va dé nghi,

(4) phuong phéap Delphi va nhém dinh danh,

(5) phan tich khiéu nai, phan nan cua khach hang.

Trong s6 cac phuong phap nay, phuwong phép khao sat bang bang cau hoi va phan
tich khiéu nai, phan nan cua khach hang duoc st dung phd bién hon cac phuong
phap khac. Tuy nhién, phan tich khiéu nai, phan nan cta khach hang 1a mot phuong
phap thu dong khong thé giup hiéu dugc muc d6 hai 1ong ciia khach hang mot cach
hoan toan. Cac doanh nghiép ngay cang c6 xu hudng ap dung phuong phép khao sat
bang bang cau hoi. Theo phuong phap ndy, ngudi ta dung thang do Likert dé thé
hién muc d6 hai long, thuong diém sb cang cao thé hién mirc do hai 1ong cang cao.
Khach hang s& danh gia chit luong cua hang hoa hoidc dich vu tir nhiéu thanh phan
hodc yéu t6 ma ho cho 1a quan trong [17, 12]. Vi vy, cac thanh phan ciu thanh chat
luong trong bang cau hoi phai duoc thiét ké tir quan diém cua khach hang.
2.2.2.2 M6 hinh do lwong

Gia str ta co N yéu t6 trong bang cau hoi; ¢;1a chi sé hai 1ong cua khach hang dbi
v6i yéu to tha i; w; 13 trong s6 clia yéu t6 thir i. Chi s6 hai long cua khach hang

(Customer Satisfaction Index - CSI) c6 thé duoc thé hién bang trung binh cé trong

N
s0 nhu sau: CSI =Y we, (1)
i=1
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Do trong s6 1a gia tri kho x4c dinh nén ngudi ta thuong dung diém quan trong dé
wéce lugng nod [23]. Vi viy, trong bang cau hoi diéu tra khach hang nguoi ta thuong
c6 thém phan danh gia vé tAm quan trong cta timg yéu to chat luong. Cac yéu td
chét luong nay phai 1 nhitng yéu td quan trong ddi v6i khach hang. Néu mot s yéu
t6 quan trong bi bé qua hoic trong bang cau hoi lai dua cac yéu té khong quan trong

vao thi két qua khao sat s& khong chinh x4c.

Vao ndm 1998 Shin va Elliott [32] dua ra m&t moé hinh dinh luwong khac do luong
sw hai long tong qudt ciia khdach hang. M6 hinh duoc xay dung trén co s& mé rong
khai niém co ban ctia Bolton va Winchell [15] bang cach chi tiét hoa muc d6 hai
long ciia khach hang va két hop mirc do hai 1ong ciia khach hang véi timg thanh
phan cua san phdm. Thay vi chi dua trén mot dai lugng do ludng duy nhit vé sy hai
1ong néi chung, diém hai long n6i chung ciia khach hang dugc tinh trén co s& trung
binh ¢6 trong s6 khoang cach giira danh gia cua khach hang vé tim quan trong va
kinh nghiém thyc té d6i véi ting thanh phan. Véi sy két hop mic d6 quan trong
theo cam nhan ctia khach hang d6i v&i cac thanh phan cta san pham va mirc do hai
10ng véi timg thanh phan nay, mé hinh do luong cho phép danh gia su hai long tong
quat cua khach hang mot cach khach quan va cung cdp thong tin quy bau cho viéc
danh gia cac nd luc cai tién chat luong lién tuc cta cong ty nham lam hai long

khéch hang.

Theo mé hinh ndy, sy hai 1ong chung cia timg khach hang duoc xac dinh bang
cach 13y trung binh co trong s6 khoang cach gitra cam nhén, kinh nghiém thuc té
ctia khach hang ddi v6i ting thanh phan va tim quan trong cia timg thanh phan ma
khach hang quan niém theo thang do dién hinh Likert (hoan toan hai long, ..., hoan
toan khong hai 1ong). Sau d6 khach hang duoc phan loai thanh cac nhom theo diém
hai long chung. Trong cac nhom nay, sy hai long noéi chung cua ting khach hang
dugc danh gia trén co sé diém trung binh cé trong s6 ciia khoang cach, diém nay két
hop tat ca cac dau vao vé mot san phém/dich vu thanh mét bién do luong dai dién
duy nhat. Piém tong hop nay thé hién mirc d6 hai long cua timg khach hang. Nhiéu

doanh nghiép thich bién do luong tong hop nay vi nd dang tin ciy vé mit thong ké
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hon bién don 1é, dic biét khi cac cong ty mudn so sanh sy hai long tong quét cia
khach hang qua nhiéu giai doan.
Mo hinh cho phép xac dinh mitc d6 quan trong twong ddi cia timg thanh phan

san pham, cling nhu diém danh gia vé su hai long noi chung cta timg khach hang:

0,-XGW,

Trong do6:

I = Diém quan trong cta thanh phén thtr i theo danh gia cua khach hang thi j.
I phan danh mong muodn, kinh nghiém, s thich va nhan thic c4 nhan cua

tung khach hang.

W; = Trong s (mirc 40 quan trong twong d6i) ctia thanh phan thir i xac dinh
trén co so khao sat khach hang. W; phan anh quan diém chung cta tit ca

khach hang duoc diéu tra.

A;; = Diém chét lugng thyc té cta thinh phan thir i theo dénh gid clia khach
hang thur j.

Gjj = I;j — Ajj, khoang cach giira diém quan trong (Iij) va diém danh gia thuc té
(Ajj) clia thanh phan the i theo khach hang thir j. Gy thé hién chat lugng
khach hang nhan dugc. Néu A; bang hodc 16n hon Ij (nghia 1a Gj < 0) thi
khéach hang c6 duoc sy hai long, ngugc lai khi G;; > 0 thi khach hang khong
hai long.

¢; = Tong diém hai 1ong ctia khach hang th j. @; < 0 thé hién khach hang hai
1ong d6i voi san pham, nguoc lai ¢;> 0 cho thiy khach hang khong hai long
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d6i v6i san phdm néi chung. ¢; 4m va cang nhd thi khach hang cang hai long
nhiéu, @; duong va cang lon thi khach hang cang khong hai long. ¢;= 0 thé
hién vi tri trung 1ap nhung c6 thé khong dan dén su khong hai 1ong. C6 thé
diéu d6 nghia 1a san pham/dich vu chi don gian 1a d4p tmg mong mudn

chung cua khach hang.

Phuong phap tinh W, rat c6 loi vi c¢6 thé phan anh cam nhan va mong mudn thay
d6i cuia khach hang. Ngoai ra, phuong phap ndy co thé cung cap céc tiéu chuan va
tiéu diém hudng vé khach hang. Trong mot moi trudng kinh doanh thay d6i nhanh
chong, W; ¢o duge tir mot cude didu tra thyc hién tai thoi diém nay co thé khac gia
tri thu duoc tai thoi diém khac trong qua khir hay tuong lai. Thanh phan khach hang
khac nhau, ciing nhu nhimg mong muén va cam nhén thay d6i ctia khach hang co
thé dan dén thay d6i diém quan trong. Khi cong ty cai tién chat luong san
phém/dich vu (hodc mot mét cu thé nao do vé chat lugng) mot cach dang ké, hodc
khi ho tung ra san pham duoc cai tién nhiéu thi khach hang c6 thé nhan ra nhing cai

tién nay va thay doi cam nhan va mong muon tuong ung trong lan khao sat téi.

Khi ¢6 su canh tranh manh, vong doi san pham ngin va thiét ké san pham thay
d6i thuong xuyén thi W; c6 thé dugc tinh chi trén co s dir liéu hién tai vé khach
hang, vi chi nhu vy méi phan anh dugc nhu cau thay d6i lién tuc cua khach hang.
Nguoc lai, khi mire d§ canh tranh thép, vong doi san phém tuong ddi dai, cong tac
thiét ké lai va thay ddi ky thuat khong thuong xuyén thi W; ¢ thé duoc tinh tir cac
co sO dir li¢u trude day va hién tai.

Trén co s& phong van ¥ dinh tiép tuc mua sdm ctia khach hang, mé hinh ciing cho
phép tinh toan tic dong ctia hiéu qua hoat dong noi chung cua cong ty déi voi viée

nang cao muc do hai long ctia khach hang.

Céc cong ty co thé ap dung phuwong phap nay dé lién tuc cap nhat thong tin thay
do6i vé khach hang ddi v6i san pham/dich vu. W; ciing cho phép ho sap xép cac nhu
cau cta khach hang theo tht tu wu tién vé tim quan trong. Nho d6, cac cong ty cd

thé quyét dinh phan bo cac nguon Iyuc khai thac c6 gidi han mot cach hiéu qua va co
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nd lyc déng bo d6i voi nhitng thanh phin san pham ma khach hang cho 13 quan

trong.

Lién quan dén muc dich ting CSI, Ching-Chow Yang [35] cho rang doanh nghiép
can thyuc hién cai tién. Tuy nhién, ho khong thé cai tién tit ca cac yéu té chét luong
ma chi c6 thé lya chon mot sb yéu t6 ma néu cai tién sé mang lai hi¢u qua cao hon.
Hiéu qua cua viée cai tién mot yéu td phu thudc vao tim quan trong cia yéu t chat
luong d6 va tac dung cua viée cai tién nay ddi véi gia tri tong hop 1a CSIL. Trén co
so 1y luan nay, Yang dua ra mo hinh méi gdbm hai chiéu: w, 14 truc hoanh va ¢, 1a

truc tung; so trung vi wi va ¢ 1a diém giita dé thé hién duong thang va duong ngang

tuong tng (Hinh 2.2). Theo Yang, dd thi chi ra 4 ving nhu sau:

Hinh 2. 2: M6 hinh mirc d) quan trong — mirc d¢ hai long

Muc d6 hai long

Cao

111 I

Quan tam qua nhiéu Xuat sac

c

v I

Thip Khong can quan tam Can cai tién
Thap o Cao Murc d6 quan trong

Vung I: Viing Xudt sdc

Ving nay bao gdm tit ca cac yéu té chit lugng c6 tim quan trong cao hon

w; va muc do hai long cao hon c;.
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Vung 1I: Viing Can cdi tién
Pay 1a ving ma cac yéu t6/ thanh phan chit lugng co tam quan trong cao

hon v;w nhung muc d hai long thap hon zi . Khach hang da khong hai long
v6i cac yéu t6 nay va diéu nay lam giam gia tri CSI. Vi vy doanh nghiép

can c6 hanh dong cai tién dé€ nang cao hi€u qua cta cac yéu to nay.
Vung lI: Vung Quan tam qud nhiéu

Céc thanh phan chat luong trong ving nay kém quan trong hon nhung lai
lam hai long khach hang hon. Piéu ndy c6 nghia la khach hang it quan
taim dén cac yéu to ndy nhung hiéu qua phuc vu cia doanh nghiép lai

vuot qua sy mong doi ciia khach hang.
Vung IV: Viing Khéng can quan tim

Céc thanh phan chit luong trong ving ndy kém quan trong hon va mtc
d6 hai 10ng ctia khach hang ciing thap hon. Doanh nghiép khong can quan

tam nhiéu dén cac yeu to nay vi khach hang it quan tam dén chung.

Mo hinh muc d6 quan trong — mirc d6 hai long néi trén kha don gian va thuc té
trong viéc hd tro cac nha quan tri ra quyét dinh lién quan dén cong tac cai tién. Muc
tiéu ctia mo hinh 13 tim ra nhimg yéu t6 hay thanh phan chat luong nim trong Ving
IT — Can cai tién. Thyc té cho thiy nhiéu cong ty tai Pai Loan, noi tic gia mo hinh
cong tac di 4p dung mé hinh nay va di dat duoc nhitng két qua thanh cong dang ké.
Ngoai ra, mé hinh nay ciing c6 thé dugc ding dé phat hién nhiing yéu t6 chat luong
xuat sic ma doanh nghiép can duy tri. Khi cAn danh gia viéc tdi thiéu chi phi, doanh

nghiép cling c6 thé nghién ctru cac yéu té6 ndm trong Vung Quan tdm qué nhiéu.
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TOM TAT CHUONG

Chuong nay hé thong lai cac co s& 1y ludn lién quan dén sy hai 1ong cta khach
hang trong dich vu va do luong sy hai long ctuia khach hang trong dich vu. Cac khai
niém vé sy hai 1ong ctia khach hang trong dich vu va tim quan trong cia nd duoc
trinh bay dé c6 cai nhin khai quat vé van dé. Sau do, 1y luan vé danh gia, do ludong
chét luong dich vu va mutc do hai long cua khach hang duoc néu tom luge. Cac co

s0 1y luan nay cho thay:

- Khach hang c6 vai trd rat quan trong trong dich vu. Vi véy, khi danh gia dich
vy, nguoi ta thuong dé cap dén hai khai niém “chat lugng dich vy” va “su
hai 1ong cta khach hang”. Céc nha kinh doanh dich vu thuong dong nhat hai
khai niém nay. Tuy nhién, theo cidc nha nghién clru thi day la hai khai niém
khac nhau. Chét lugng dich vu chil yéu tip trung vao cac thanh phan cu thé
cua dich vy. Trong khi do, su hai long cia khach hang 1a mgt khai niém téng

quat noéi lén sy thdéa man cua ho khi tiéu dung mot dich vu.

- Nang cao sy hai long ctia khach hang ciing 1a mot trong nhitng dong co chinh
ciia Quan 1y Chat luong Toan dién (Total Quality Management - TQM).
Cung véi viée dam bao chat luong va hiéu qua, giam chi phi va ning cao su
hai 1ong ctia khach hang dugc khuyén khich thyc hién dé nang cao tinh canh

tranh cua cac doanh nghiép.

- Su hai long ctia khach hang c6 mbi quan h¢é mat thiét véi chat luong dich vu
va su trung thanh cua khach hang. Quan hé nay dugc xac dinh trong m6 hinh
chi s6 hai 1ong cua khach hang ctia My (American Customer Satisfaction
Index — ACSI) do Fornell [19] dua ra, va sau nay dugc hiéu chinh boi cac tac
gia khac.

- Cac md hinh danh gi4 chit luong dich vu hay sy hai 1ong ctia khach hang
déu xem dich vu 1a tap hop nhirng thudc tinh rd rang cling nhu tiém an ch

khong 1a mot cAu trac roi rac. V& chit lugng dich vy, thang do phé bién nhat
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1a SERVQUAL (service quality — chét lugng dich vu) do Zeithaml V.A.
Parasuraman va L. Berry Leonard [38] dua ra ma sau nay dé dé ghi nhé céc
tac gia trén goi 1a 5 tiéu thirc RATER (viét tit cta cac chit cai dau D6 tin cay
— Sy dam bao — Piéu kién hiru hinh — Sy thiu cam — Do dap ung: Reliability

— Assurance — Tangibles — Empathy - Responsiveness)

Mot trong nhitng md hinh dinh lugng do Iuong mirc d§ hai long ctua khach
hang 1a mo6 hinh cta Shin va Elliott. Theo mé6 hinh nay su hai long chung cua
ting khach hang dugc xac dinh bang cach 13y trung binh c6 trong sd khoang
cach giita cam nhan, kinh nghiém thuc té ctia khach hang d6i véi timg thanh
phan va tdm quan trong cta timg thanh phdn ma khach hang quan niém theo

thang do dién hinh Likert (hoan toan hai 10ng, ..., hoan toan khong hai 1ong).

Mo hinh muc d6 quan trong — mirc d6 hai long do Ching-Chow Yang [35] d¢
xuét 12 mo hinh kha don gian va thuc té trong viéc hd trg cac nha quan tri ra
quyét dinh lién quan dén cong tac cai tién thong qua viéc tim ra nhiing yéu t6
hay thanh phan chit luong c6 muc d6 quan trong cao nhung muc d6 hai 1ong

thap dé thyc thi cic giai phap can thiét.



CHUONG 3:

PHUONG PHAP NGHIEN CUU
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CHUONG 3: PHUONG PHAP NGHIEN CcUU

Trén co s& cac 1y thuyét lién quan vé su hai long ctia khach hang trong dich vu va
do luong su hai long cua khach hang trong dich vy, chuong 3 s€ trinh bay phuong
phap, két qua nghién ctru dinh tinh va mé hinh nghién ciru dinh lugng dé khao sat

su hai 1ong cua hanh khach khi di qua nha ga qudc té Tan Son Nhat.
3.1 NGHIEN CU'U PINH TiNH
3.1.1 Thiét ké nghién ciru dinh tinh

Theo 1y thuyét, chi s6 hai long cta khach hang c6 quan hé chit ché véi chat
lrgng ma khach hang nhan duoc va 1ong trung thanh ctia ho (M6 hinh Chi sé hai
long cua khach hang cua My - American Customer Satisfaction Index - do Fornell
dua ra). Vi vdy, dé nghién ctru dinh tinh d6i véi su hai long ciia khach hang di qua
nha ga qubc té Tan Son Nhét, tic gia dé xuit phuong phap gian tiép xac dinh céac
yéu t6 anh huong dén muc d6 hai long ctia hanh khach dua trén cac co s thang do
chat luong dich vu SERVQUAL hay RATER, thang do chat luong dich vu nha ga
hanh khach do IATA cong b trén tap chi Airport Monitor sau khi khao sat 16.000
hanh khach tai 34 san bay chau Au va Bac My [21] va tinh dic thu trong hoat dong

cua mdt nha ga hanh khach quéc té tai Viét Nam.

Cu thé, tac gia xac dinh dugc cac khia canh anh huong dén su hai long cua hanh
khach khi di qua mét nha ga quéc té tai Viét Nam 1a: (1) Dich vu hang khong; (2)
Pam bao gid bay dung lich; (3) B tri mat bang nha ga; (4) Cong tac xt Iy hanh 1y;
(5) Trang thiét bi; (6) Canh quan, v¢€ sinh; (7) Dich vu phi hang khéng va (8) Nhan
vién phuc vu hanh khéch.

Sau khi xac dinh cic yéu t6 chinh anh huéng dén sy hai long ctia hanh khach néi
trén, tic gia da thao luin voi 10 nguoi, trong d6 cd 5 can bo ¢o kinh nghiém vé quan
Iy nha ga tai Cum cang Hang khong Mién Nam va 5 ngudi 1 hanh khach da di qua

nha ga qudc t& Tan Son Nhit khong dudi 5 1an trong 2 nim gan day.

(N61 dung thao luan dugc trinh bay ¢ Phu luc 2.)
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3.1.2 Két qua nghién ciru dinh tinh

Két qua nghién ctru dinh tinh duoc trinh bay trén co sé hai quy trinh phuc vu
hanh khach 14 quy trinh khach di tai nha ga qudc té di va quy trinh khach dén tai nha
ga qudc té dén.
3.1.2.1 Do lwong sw hai long ciia hanh khach trong quy trinh di

Téng hop két qua thao luan cho thay cac yéu té anh hudng dén sy hai 1ong cua
hanh khach trén quy trinh di nhu sau:
Hinh 3. 1: Két qua nghién citu dinh tinh — Quy trinh di

Quy trinh di Yéu to anh huéng sw hai long ciia hanh khdch

1. Bién chi dan

Vao nha ga QT Giao thong thuén tién

W

Hudng dan quy trinh (so d6 nha ga, ban huéng
dan/lay tai li¢u)

Xe déy: vi tri, s& lugng, chit luong

Béang thong bao bay

Dich vu xe buyt, taxi san bay...

V¢ sinh san bay tir ngoai vao trong
Nha ga rong, anh sang déy dua

0 % N o R

Kién trac, noi that dep, an tugng
10 Nha ga thoang mat
11. Canh quan, cay xanh

An ninh cwa vao 1. Soi chiéu nhanh, cho khach cam gidc dam bao an
l toan nhung nhanh chong

2. Bién chi dan

Quay check-in 1. Thoi gian/tic nghén
2. Thai dg phuc vu
3. C6 cac dich vy nhu check-in som trude gio bay

(Early check-in)/ Khach c6 thé check-in tai bat cir
quay nao/ Khach co thé ty 1am thu tuc check-in

Hdi quan

p—

Thoi gian/tac nghén

N

Thang may, thang cudn

Céng An Civa Khiu
Thoi gian
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Sdanh, hanh lang cho di Ctra hang mién thué, luu niém hap din
Nha hang

Thong tin lién lac (Internet/DT)
Phong khach hang C (CIP lounge)
Dich vu chim soc stc khoe, sic dep
Giai tri

Doi tién

Béng tai hanh khach

X NNk W=

An ninh civa ra tau bay  Thoi gian kiém thé

l

Phong cho'rataubay 1. Ghé
2. Khoang cach di bo ra tau bay bang 6ng 16ng

3. Khoang cach di b ra xe buyt, cau thang bd tri
hop ly, xe buyt du cho
Tau bay
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3.1.2.2 Do lwong sw hai long ciia hanh khdch trong quy trinh dén

Tong hop két qua thao luan cho thiy cac yéu té anh hudng dén sy hai long cua

hanh khach trén quy trinh d¢én nhu sau:

Hinh 3. 2: Két qua nghién ctru dinh tinh — quy trinh Pén

Quy trinh dén

Yéu t6 anh hwong sw hai long ciia hanh khdch

Tau bay

Sénh dén/Kiém dich
y té/Cong an cwa khau

Quady qua canh/noi
chuyén

l

Bing chuyén tra hanh
h/Cvwa hang mién thué

Hadi quan

Sanh cong cong

|

Ra thanh phé

1. Khoang cach di b tir tau bay vao nha ga bang dng
long
2. Xe buyt du chd, cau thang vao nha ga b tri hop ly

Thoi gian, nang luc va thai d phuc vu cua nhan vién

Thoi gian, nang luc va thai do phuc vu cua nhan vién

1.Thoi gian/tic nghén

2.Ty 18 that lac hanh 1y, thai d6 phuc vu ctia nhan vién
Hanh ly that lac, ty 1¢ hanh ly tim lai dugc cho khach
nguyén ven

3.Vi tri xe day

4. Hang hoa trong ctra hang mién thué da dang, gia hap
dan

1. Thoi gian/tic nghén

2. Qudy hudng dan thong tin cho khach nuéc ngoai dén
Viét Nam (du lich, di lai, khach san, v.v...)

1. Dién tich
2. Thong bao bay cap nhat kip thoi

3. Giao thong cong cong thuan tién
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3.2 MO HINH NGHIEN CUU VA THANG PO SU HAI LONG CUA HANH
KHACH QUOC TE

3.2.1 M6 hinh nghién ctru:

Céc thong tin thu thip duoc & budc nghién cru so bd khang dinh phan doan cua

tac gia vé cadc nhom yéu to anh hudong dén mirc do hai long ctia hanh khach quoc té

nhu sau:

(1) Céc dich vu hang khong;
(2) Thoi gian;

(3) B4 tri mit bang nha ga;

(4) Cong tac xtr 1y hanh ly;
(5) Trang thiét bi;

(6) Canh quan, v¢ sinh;

(7) Dich vu phi hang khong; va
(8) Nhan vién phuc vu hanh khach
3.2.2 XAy dung thang do mirc dd hai 10ng ciia hanh khach qudc té:

Tir bude nghién ctiru so bo, tac gia xac dinh duoc 49 yéu td thanh phan tac dong

dén murc d6 hai long ctia hanh khach quoc té khi di qua nha ga Tan Son Nhat nhu

sau:

¢ Cdc dich vu hang khong/quy trinh:

1.
2.
3.

® X W

An ninh, an toan trong khu vuc nha ga dugc ddm bao
Dich vu thong bao bay chinh xéc, cap nhéat kip thoi

Dich vu thong tin vé chuyén bay qua dién thoai/Internet rong rai, dé tiép
can, thuan tién

Dich vu huong dan quy trinh cho hanh khach (so d6 nha ga, ban hudng
dan/lay tai liéu)

Kiém tra an ninh nhanh chéng, khong gay phién ha cho khach

Thu tuc check-in nhanh chéng, thuan tién, khong sai sot

Khach c6 thé check-in tai bt ctr quiy nao

Khach c6 thé tu check-in
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9. Co6 dich vu gt trude hanh ly ky gt (early check-in)
10. Thi tuc Hai quan nhanh chéng, khong gy phién ha
11.Thii tye CACK nhanh chéng, khong gay phién ha
12. Dich vu qua canh/ndi chuyén duoc tién hanh nhanh chong, thuan loi
13. Quy trinh hang khong no6i chung 1a hop 1y
14. Thong tin day du va cap nhat vé cac chuyén bay bi tré/hity
15. Dich vu tai nha ga cho khach bj tré chuyén tot
16. Dich vu cho khach bi hity chuyén tdt
¢ Thoi gian
17. Thoi gian may bay di/dén dung ké hoach

¢ Bo i mat bc‘ing nha ga, canh quan, vé sinh

18.H¢ thong bién chi dan day du, dé nhin
19. Nha ga rOng rai, du anh sang, thoang khi
20.Kién trac, ndi that nha ga dep, an tuong vé van hoa Viét Nam

21.Hé thdng giao thong tiép can nha ga duoc quy hoach hop 1y, tién loi, an
toan cho hanh khach va ca khach by hanh

22.Pu ghé ngdi cho khach trong sanh cho di

23.Khoang cach tir phong cho di ra ong 1dng dé ra may bay duoc quy
hoach, bo tri hop ly

24.Khoang cach tir phong cho dira cau thang bo ra xe buyt dé ra may bay
duoc quy hoach, bo tri hop ly

25.D9 dbc va vi tri cau thang di ra xe buyt dé ra may bay duoc quy hoach,
bo tri hop ly

26.Sanh cong cong cho khach don/tién du rong, du ghé cho khach
¢ Cong tac xu Iy hanh Iy

27. Thoi gian nhan lai hanh 1y hop 1y

28. Trudng hop that lac hanh Iy

29. Ty 1¢é tim lai nguyén ven hanh 1y that lac
¢ Trang thiét bj

30.Hé thong thang cudn hoat dong tot
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31.C6 hé thong bang tai cho khach khi can phai di bd mot khoang cach dai

32.Pu xe day cho khach trong gio cao diém, vi tri dé xe day thuan tién cho
khéch sur dung

33.Cau éng dan khach hién dai, hoat dong tbt
34.Xe buyt san dd c6 du chd cho hanh khach
¢ Canh quan, vé sinh
35.Nha ga ludn tién nghi, sach s¢
¢ Dich vu phi hang khong
36.Nha hang, quay giai khat phuc vu nhanh chéng, thirc n ngon, gia ca
hop 1y
37.Dich vu dién thoai/Internet b tri & noi hop 1y, dé st dung, gia ca hop Iy
38.Dich vu giai tri cho khach phai cho 1au do transit hodc do chuyén bay bi
tré co gia ca hop 1y
39.Dich vu chém sOC suc kpée/séc dep cho khéch phai cho lau do transit
hodc do chuyén bay bi tré c6 gia ca hop ly

40.C06 dich vu huéng dan (quay thong tin) mién phi cho hanh khach vé quy
trinh hang khong va cac thong tin can thiét vé du lich, di lai cho khach
nuéc ngoai dén Viét Nam

41.Cira hang mién thué, quiy ban d6 luu niém c6 cac mit hang phong phu,
da dang, gia ca hop 1y

42.Dich vu van tai hanh khich (xe buyt, taxi, ...) dé st dung
43.Dich vy dbi tién bb tri & noi hop 1y, dé sir dung
¢ Nhan vién phuc vu hanh khach

44.Nhan vién an ninh niém né, lich su voi khach, lam viéc hiéu qua

45.Nhéan vién thuong vu niém nd, lich sy vai khach, 1am viéc hiéu qua

46.Nhan vién Hai quan niém no, lich su véi khach, 1am viéc hiéu qua

47.Nhan vién CACK niém nd, lich su véi khach, lam viéc hiéu qua

48.Nhan vién Hanh 1y that lac (Lost & Found) niém no, lich su voi khach,
lam viéc hi€u qua

49.Nhan vién thu tuc qua canh/ndi chuyén (qué canh/ndi chuyén) niém no,
lich sy vo1 khach, 1am viéc hiéu qua
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3.3 NGHIEN CUU PINH LUQONG

3.3.1 Thiét ké nghién ctru dinh hrong
3.3.1.1 Poi twong nghién ciru

Pbi tuong nghién ciru 1a hanh khach da c6 kinh nghiém di qua nha ga quoc té
Tan Son Nhat.

3.3.1.2 Méu nghién civu
Mau diéu tra duoc chon mot cach ngdu nhién, gdm nhitng hanh khach dang di

qua nha ga qudc té Tan Son Nhat va nhitng nguoi di timg di nudc ngoai qua nha ga
quéc té Tan Son Nhat, bat ké 13 nguoi Viét Nam hay ngudi nude ngoai.

3.3.1.3 Thiét ké bang cdu héi
Nbi dung bang cau hoi gdm 2 phan chinh. Phan 1 1a nhitng cau hoi vé cac yéu to

thanh phan ctia dich vy tai nha ga qudc té Tan Son Nhét va cam giac thoai mai (hai
10ng) cta hanh khach khi di qua nha ga. Phan nay duoc chia thanh 2 bén, bén trai 1a
danh gia cta hanh khach vé mirc do quan trong cua timg yéu tb, bén phai 1a diém s6
danh gia vé chit luong cia yéu t6 d6 (n6 co khién hanh khach hai 1ong khong).
Trong phan 1, diém s6 cang cao thé hién yéu té d6 cang quan trong hay chit lugng
cang cao. Phin 2 gdm cac cau hoi nham thu thap thong tin c4 nhan cua ngudi dugc
phong van.

Bang cau hoi dugc thiét ké qua cac giai doan:

Giai doan 1: X4y dung bang cau hoi dua trén cac yéu t6 thanh phan trong thang
do tac dong dén mirc d6 hai 1ong ciia hanh khach quéc té khi di qua nha ga Tan Son
Nhit.

Giai doan 2: Sau khi thiét ké bang cau hoi, tic gia tién hanh lay y kién dong gop
ctia dong nghiép va truc tiép phong van thir 05 hanh khach tai nha ga dé kiém tra vé
hinh thirc cling nhu ndi dung cua bang cau hoi.

Giai doan 3: Chinh sira va hoan tat bang cu hoi trudc khi tién hanh diéu tra hanh
khach.

(Néi dung chi tiét ciia bang cdu héi dwege trinh bay ¢ Phu luc 3.)
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3.3.1.4 Phwong phdp xir Iy sé li¢u
Phan mém SPSS 14.0 duoc st dung dé xtr 1y va phan tich dit liéu thu thap tur

hanh khach. Dé thuan tién cho viéc nhap dit liéu, phan tich va trinh bay, cac bién
nghién ctru dugc ma hoda theo Phu luc 4.

Trude khi tién hanh phan tich danh gia mic do hai long cua hanh khach vé thuc
trang chét luong dich vu tai nha ga quéc té Tan Son Nhat, thang do dugc déanh gia,
kiém dinh thong qua hé s tin ciy Cronbach Alpha, phan tich nhan t6 va phan tich
hdi quy tuyén tinh boi.

Thong qua cong cu hé so tin cdy Cronbach Alpha, cac bién trong thang do dugc
kiém dinh vé mutc d6 twong quan chit ché. Thang do dugc danh gia 1a c6 mic 46
tuong quan chit ché giita cac bién phai c6 hé sé Alpha tir 0,6 trd 1én.

Phan tich nhan t6 duoc st dung dé thu nhé s6 luong bién thanh mét sd it hon cac
nhan t6 tic dong dén mirc d6 hai 1ong ctia hanh khach. Phuong phap trich hé sb
duoc st dung 13 Principal Component Analysis véi phép xoay Varimax va diém
dimg khi trich cac yéu té c6 eigenvalue 13 1. Cac bién quan sat c6 trong sb factor
loading nhé hon 0,4 s& bi loai. Thang do dugc chip nhan khi tong phuong sai trich
bang hoic 16n hon 0,5.

Sau khi phan tich nhan t6, thang do duoc dua vao phan tich hdi quy tuyén tinh
boi v6i dau vao 1a sd nhan t6 d3 xac dinh duoc nham xem xét mirc do anh huong
clia cac nhén t6 nay dbi véi mirc d6 hai 1ong cta hanh khach.

Sau qua trinh kiém dinh trén, thang do s& dugc dua vao phan tich danh gia thuc
trang dich vu hanh khach tai nha ga quéc té Tan Son Nhat thong qua mo hinh CSI.

Céc bién c6 muc dd quan trong cao theo hé so6 hoi quy s& dugc xem xét vé muc do
hai 1ong ctia hanh khach. Nhitng bién c6 mic d6 quan trong cao hon s trung vi w

nhung muc o hai long ciia hanh khich chua dat ky vong (thp hon 6 trung vi c:)

can dugc uu tién cai tién trude d€ nang cao murc do hai long ctia hanh khach.
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3.3.2 Md ti miu

Téng sd bang cau hoi phong van hanh khach thu vé duoc 1a 250. Sau khi kiém tra
c6 14 bang bi bo tréng nhiéu muc hodc tra 1oi o6 tinh chiéu 1é. Nhu vay téng sb
bang tra 101 dugc dua vao xu 1y 1a 236.

3.3.2.1 Nhém tuoi
Pa s hanh khach duge diéu tra ndm trong nhém tur 25 dén 35 tudi, chiém 40,3%.

Ké dén 13 nhom trén 45 tudi, chiém 25,8%. Nhom tudi 36-45 chiém 20,8%; nhom
tudi dudi 25 chiém ty 16 thap nhat (13,1%).

Bang 3. 1: Nhém tudi ctia hanh khich dwgc khio sat

Nhém tudi Sb nguoi Ty 18 (%)
Dudi 25 31 13.1
25-35 95 40.3
36-45 49 20.8
Trén 45 61 25.8
Téng 236 100.0

3.3.2.2 Trinh @j hoc vin
Trong téng s6 236 hanh khach duoc diéu tra thi s6 nguoi ¢ trinh do dai hoc, trén

dai hoc chiém ty 1 cao nhat (75,4%). Diéu nay chimg té nhitng ddnh gia va y kién
thu duoc tir mau diéu tra nay co nhiéu kha nang l1a nhan dinh x&c dang, c6 do tin cdy
nhat dinh. S6 hanh khach duoc phong van c6 trinh do trung hoc, cao dang chiém

14,4%: cudi cung 1a hanh khach c6 trinh d6 cp 3 tré xudng chiém 10,2%.

Bang 3. 2: Trinh d9 hoc van ciia hanh khach dwgc khao sat

Trinh d6 hoc van S6 nguoi Ty 1& (%)
Cép 3 tro xubng 24 10.2
Trung hoc, cao dang 34 14.4
Dai hoc, trén BH 178 75.4
Tong 236 100.0
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3.3.2.3 Quéc tich va muc dich xudt nhdp cinh
Theo két qua théng ké, ty 18 khach nudc ngoai di qua nha ga qudc té Tan Son

Nhat c¢6 qudc tich chau A va Uc 1a cao nhat (38,1%). Ké dén 1a nguoi Viét Nam
(26,7%), Tay Au (19,1%), Bac My (8.9%). Ngudi Pong Au, Nam My, chau Phi va
qudc tich khac chiém ty 1é khong dang ké. (Xem Bang 3.3) Két qua nay phu hop voi

co cdu khach thyc té tai nha ga qudc t& Tan Son Nhat hién nay.

Bang 3. 3: Quoc tich ciia hanh khach dwgc khio sat

Qudc tich S6 nguoi Ty 1& (%)
Viét Nam 63 26.7
BDLic My 21 8.9
Nam My 4 1.7
Tay Au 45 19.1
Pong Au 34
Chau Phi 1.3
Chau A & Uc 90 38.1
Khéc 2 0.8
Tdong 236 100.0

Hanh khéach nguoi Viét Nam, Bic My, chau Phi, chau A va Uc xuét nhap canh

qua nha ga qubc té Tan Son Nhat cha yéu v6i muc dich cong tac/hoi nghi. Pa sb

khach ngudi Nam My va Tay Au, Pong Au xuét nhap canh qua nha ga qudc t& Tan
Son Nhét véi muc dich du lich. (Xem Bang 3.4)

Bang 3. 4: Qudc tich va muc dich xuit nhap canh

Muc dich XNC 2
S . Tong
fl‘(’)?i ;ﬁ/ Du lich TtE:Ln Hoc tp | Khac

Quoc tich | Viét Nam S6 ngudi 32 19 7 11 2 59
% cot 542% | 322%| 11.9% | 18.6% | 3.4% | 120.3%

Bic My S6 ngudi 10 9 1 1 1 19
% cot 526% | 474%| 53%| 53%| 5.3%| 115.8%

Nam My S6 ngudi 2 3 4
% cot 50.0% | 75.0% 125.0%

Tay Au S6 nguoi 11 34 2 1 2 45
% cot 24.4% | 75.6% | 44%| 22%| 44%| 111.1%

DPong Au S6 nguoi 4 5 1 1 8
% cot 50.0% |  62.5% | 12.5% 12.5% | 137.5%
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Muc dich XNC 2
. . _ Tong
%%?i;ici/ Du lich ];}}llgrrln Hoc tap | Khac
Chéu Phi Sb nguoi 2 3 3
% cot 66.7% | 100.0% 166.7%
Chau A & Uc | S6 nguoi 47 36 8 9 88
% cot 53.4% | 409% | 9.1% 10.2% | 113.6%
Khac Sb nguoi 1 1 2
% cot 50.0% 50.0% 100.0%

3.3.2.4 Mirc dp thwong xuyén sir dung dich vu tai nha ga quéc té
Theo thong ké, da s6 hanh khach duoc phong van cé sb lugt qua nha ga quéc té

Tan Son Nhét va nha ga qudc té khac 1a 2-5 luot trong mot ndm trd lai ddy. Phan
16n khach (81%) qua nha ga qubc té Tan Son Nhat 1an gan day nhat trong vong mot
nim nay. Voi mic d6 sir dung dich vu thudng xuyén tai nha ga qudc té Tan Son
Nhat ciing nhu nha ga qudc té khac, va thoi gian gan nhat qua nha ga qudc té Tan
Son Nhat khong qua xa (dudi mot nim), mau hanh khach dugc phong van cé thé
dua ra nhitng nhan xét, danh gia twong ddi chinh xac, khach quan va cép nhat vé

dich vy tai nha ga quéc té Tan Son Nhat. (Xem cic bang 3.5, 3.6 va 3.7 bén dudi.)

Bang 3. 5: SO lwot qua nha ga qudc té TAn Son Nhit trong 1 nim tré lai day

S6 luot/nam S6 ngudi Ty 18 (%)
1 lan 87 37.0
2-5 lan 80 34.0
Trén 5 lan 68 28.9
Tong 235 100.0
Khong tra 161 1
236

Bang 3. 6: S0 lwgt qua nha ga quoc té khac trong 1 niam tré lai day

S6 lugt/nam S6 nguoi Ty 18 (%)
Tra 1o | 1 lan 52 224
2-5 lan 97 41.8
Trén 5 lan 83 35.8
Tong 232 100.0
Khong tra 161 4

Tong 236
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Bang 3. 7: Lan cudi qua nha ga quéc té TAn Son Nhit

S6 luot/nim S6 nguoi Ty 18 (%)
Traloi | Duéi 1 nim 188 81.0
1-3 nam 25 10.8
Trén 3 nam 19 8.2
Tong 232 100.0
Khong tra 101 4
Tong 236

3.3.3 Két qua kiém dinh thang do

3.3.3.1 Két qud phdn tich Cronbach Alpha
Thang do mirc d6 hai long ctia hanh khach vé chat luong dich vu tai nha ga qudc

té Tan Son Nhit dugc thiét ké voi 49 bién quan sat. Két qua phan tich d6 tin cay
cho théy hé s6 Cronbach Alpha a = 0.9708 (Xem Phu luc 5). Nhu vay, thang do c6
mirc d6 twong quan cao giira 49 bién va dang tin ciy dé str dung cho muc dich danh
gia, phan tich dir liéu cua dé tai.

3.3.3.2 Két qud phén tich nhan té

Két qua kiém dinh Barlett’s cho thay gitra cac bién trong tong thé c6 mdi tuong
quan v6i nhau (sig = 0.000), dong thdi hé s6 KMO = 0.911 chimg to phan tich nhan
t6 dé nhom cac bién nay lai voi nhau 13 thich hop (Xem Phu luc 6).

Phuong phép trich yéu t6 Principal Component Analysis v6i phép xoay Varimax
dugc str dung cho phén tich nhan t6 dbi voi 49 bién quan sat. Ca 49 bién déu co
trong s factor loading 16n hon 0.4 nén dugc chip nhan trong phan tich nhan t6.

Véi gia tri Eigenvalue 1.088, 49 bién dugc nhom lai thanh 8 nhan td. Té)ng
phuong sai trich dugc 1a 68.887, nghia 14 kha ning sir dung 8 nhan t6 nay dé giai
thich cho 49 bién quan sat 13 68.887%.

Nhén t6 thtr nhat bao gém 13 bién: thi tuc xudt nhdp cdnh, thi tuc Hai quan,
nhdn vién xuat nhdp canh, kiém tra an ninh, nhan vién Hai quan, dung gio, check-
in, cap nhdt thong tin ré chuyén, nhan vién an ninh, dich vu cho chuyén tré, dich vu
cho chuyén hity, nhdn vién check-in va thii tuc hop Iy. Cac bién nay c6 ndi dung lién
quan dén thu tuc hang khong, kha niang dam bao dung gio, nhan vién thao tac hidu

qua, khong gay phién ha cho khach. Nhan t6 nay dugc dat tén 13 P9 dap ing.
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Nhén t6 the hai ciing gdm 13 bién: dng long, xe buyt san ddu, khodng cdch ra
ong long, dwong ni bé san bay, thang cuon, khodng cdch ra xe buyt, ghé ngéi, giao
théng ra thanh phd, that lac hanh 1y, vé sinh, thang bg ra xe buyt, thoi gian ldy
hanh Iy va khéng gian nha ga. Noi dung cac bién lién quan dén ha ting nha ga sin
bay va trang thiét bi nén nhén t6 duoc dit tén 13 Piéu kién hiru hinh.

Nhén t6 thir ba gdbm 4 bién 1a dich vu gidi tri, chdm séc sikc khée, nha hang va
hang héa trong cira hang mién thué. Day 1a cac bién thé hién cac dich vu khac
ngoai dich vu co ban, chi yéu cua nha ga hang khong duoc mang lai cho hanh
khach nén nhan t6 nay duoc dat tén 1 Gia tri gia ting.

Nhén t6 thir tu gdm 7 bién: self check-in, check-in tai moi quady, early check-in,
nét ddc trung van héa Viét Nam, bing tai hanh khdch, sanh céng céng va xe ddy
hanh 1y. Céac bién trong nhan t6 nay do ludng kha ning ing dung cac cong nghé
hién dai trong nganh hang khong cling nhu tao sy thoai mai cho hanh khéch, xac l1ap
hinh anh riéng co, dic thu ctia nha ga quéc té Tan Son Nhat nén nhan t6 dugc dat
tén 1a D¢ thich wrng.

Nhén t6 thtr ndm goém 5 bién: théng tin lién lac, 1y 1é tim lai hanh Iy that lac,
théng tin du lich, nhdn vién Hanh 1y that lac (Lost & Found) va dich vu doi tién.
Céc bién nay chu yéu lién quan dén mutc d6 hiéu va dap ing mot sé nhu cu cua
hanh khach tai nha ga nén nhan t6 dugc goi tén 12 P§ tin ciy.

Nhén t6 thir sdu gdm 3 bién: théng tin tir xa, bang théng bdo gio bay va huéng
dan quy trinh va duoc dit tén 1a Thong tin.

Nhén t6 tht bay gom 2 bién: dich vu qud canh/ndi chuyén (qud canh/ndi chuyén),
nhdn vién qud canh/ndi chuyén (qud canh/néi chuyén) va duoc dit tén 1a Dich vu
Qua canh/ndi chuyén (qua canh/ndi chuyén).

Nhén té thir tdm gém 2 bién: bién chi dan va an ninh an toan. Nhan t6 ndy mang
lai an toan cho hanh khach nén dugc dat tén 1a An toan.

Nhu viy, két qua phan tich nhan té xac dinh c6 8 nhan t6 tic dong dén cam nhan
ctia hanh khach vé dich vu tai nha ga quéc t& Tan Son Nhat. Vay 8 nhén t6 nay co

mdi tuong quan nhu thé nao dbi véi muc do hai long cia hanh khach? Ting nhan t6
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c6 anh hudng nhu thé nio dén muc d6 hai long cia hanh khach? Van dé nay sé
duoc nghién ciru trong phan phén tich hdi quy boi dudi day.
3.3.3.3 Két qud phan tich héi quy béi

Phuong trinh hdi quy boi biéu dién mdi quan hé giita cac yéu td chat luong dich

vu va muc d6 hai 1ong cua hanh khach c6 dang nhu sau:
Y=a+bX,+b,X,+b, X, +b,X,+b; X +bX,+b,X,+b X,

Trong do:

0 Y 14 bién phu thudc, thé hién gia tri dy doan vé mirc d6 hai long cua
hanh khach.

0 a, by, by, bs, by, bs, bg, by, by 14 cac hé sb hdi quy

0 Xy, Xo, Xs, X4, X5, Xg, X7, X5 12 cac bién doc lap theo thu tu: Do
dap ung, Diéu kién hitu hinh, Gia tri gia ting, D¢ thich ung, Do tin
cdy, Thong tin, Dich vu qua canh/ndi chuyén (qua canh/ndi chuyén)
va An toan.

Sau khi chay hoi quy tuyén tinh boi voi phuong phap dua vao mot luot (Enter), ta
c6 R* = 0.542 va R? diéu chinh = 0.518 (Phu luc 7). Két qua nay cho thiy c6 mdi
tuong quan twong d6i manh gitra bién mirc d6 hai 1ong cua hanh khach va céc bién
chét luong dich vu. Biéu do phan tan cho thiy cac mdi quan hé c6 xu hudng theo
duong thing (Phu luc 7).

Kiém nghiém F v&i Sig ¢ < 0.05 (Sig ¢ = 0.000) cho thiy viéc sir dung mé hinh
hdi quy tuyén tinh dé tim mdi twong quan giira cac yéu td trén 1a thich hop (Phu luc
7).

Quan sat cac hé s beta chuan hoa, ta thay cac nhan tb g ddp img, Piéu kién
hitu hinh, Gid tri gia ting, D¢ tin cdy va Dich vu qud canh/ndi chuyén (qud
canh/néi chuyén) c6 mbi quan hé tuyén tinh véi Mirc d6 hai 10ng cua hanh khach

(Sig,< 0.05).
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Véi muc d6 tin cdy 95% thi 3 nhan t6 D¢ thich iing, Théng tin va An toan khong
c6 ¥ nghia thong ké (Sig, = 0.283, Sig,= 0.07 va Sig, = 0.46) nén bj loai khoi mo
hinh nghién ctru.

Sau khi chay lai hdi quy tuyén tinh bdi v6i 5 nhan 6, ta thdy cac thong sb déu dat
y nghia théng ké. (Phy luc 8) Phuong trinh héi quy boi duoc xac dinh nhu sau:

Mirc dp hai long = 4,33 + 0.351 (Pé ddp ieng) + 0.259 (Piéu kién hitu hinh) +
0.162 (Gid tri gia ting) + 0.314 (Pé tin cdy) + 0.145 (Dich vu qud cinh/noi
chuyén).

Phan tich bang ma tran tuong quan ta thdy bién D¢ ddp irmg (0.439) co tuong
quan manh hon ddi v&i Mire do hai long cua hanh khdch so véi cac bién doc lap
con lai nhu D tin cdy (0.393), Diéu kién hitu hinh (0.325), Gid tri gia tang (0.203)
va Dich vu qud canh/néi chuyén (0.182) khi dugc sir dung riéng biét dé du doan
murc do hai long cua hanh khéch.

Theo d6 16n ctia cac hé s6 beta trong phuong trinh héi quy, mirc do anh hudng
clia cac bién doc lap ddi v6i mirc d6 hai 1ong ciia hanh khach duoc sap xép theo thir
tu nho dan nhu sau: Pg ddp img (0.351), Pé tin cdy (0.314), Diéu kién hiru hinh
(0.259), Gid tri gia tang (0.162), Dich vu qud canh/néi chuyén (0.145) va Théong tin
(0.079).

Nhu vay khong c6 su khac biét vé muc do quan trong cua cac bién doc 1ap khi su
dung riéng biét va dong thoi tat ca cac bién dé du bio mirc d6 hai 10ng ctia hanh
khéch.

Thang do muc d hai long ciia hanh khach ddi vé6i dich vu tai nha ga quéc té Tan

Son Nhét dugc xac dinh gém céc nhan td sau:
1/ Do dap ing
2/ Do tin cay
3/ Piéu kién hiru hinh
4/ Gia tri gia tang

5/ Dich vu qua canh/ndi chuyén
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TOM TAT CHUONG

Chuong ndy trinh bay phuong phap nghién ctru ctia dé tai nhim muc tiéu xay
dung mé hinh thang do mirc d6 hai 10ng cta hanh khach khi di qua nha ga qudc té
Tan Son Nhét, lam co s& cho viéc danh gia thyc trang dich vu tai nha ga nay cling
nhu mirc dJ hai long cua hanh khach.

Qua nghién cttu so bd (dinh tinh) voi ki thuat thao luan tay doi dua trén cac co
s& thang do chét lugng dich vu SERVQUAL hay RATER, thang do chét luong dich
vu nha ga hanh khach do IATA (International Air Transport Association — Hi€p hoi
Vian tai Hang khong Qudc t&) nghién ctru [21] va tinh dic thu trong hoat dong cua
mot nha ga hanh khach quéc té tai Viét Nam, tac gia xac dinh dugc mo hinh nghién
ctru gdm 08 nhan t6 anh huong dén su hai long cua hanh khach khi di qua nha ga
qudc té Tan Son Nhat 13: (1) Dich vu hang khong; (2) Pam bao gid bay dung lich;
(3) B4 tri mat bang nha ga; (4) Cong tac xir Iy hanh 1y; (5) Trang thiét bi; (6) Canh
quan, v¢ sinh; (7) Dich vu phi hang khong va (8) Nhan vién phuc vu hanh khach.
Trén co sé ndy, thang do nhap vé mirc do hai 1ong cua hanh khach d3 duoc xdy
dung véi 49 bién quan sat.

Nghién cttu chinh thirc dugc thyc hién thong qua phuong phép dinh lugng. Tac
gia dd st dung bang ciu hoi dé diéu tra hanh khach nhim kiém nghiém mé hinh va
hinh thanh thang do chinh thirc vé mitc d6 hai 10ng ctia hanh khach khi di qua nha
ga qudc té Tan Son Nhat. Két qua cho thdy c6 05 nhan td tac dong dén muc do hai
1ong cua hanh khach véi 37 bién quan sat. Cu thé cac nhén t6 nay 13: Do dap tng
(gdm 13 bién), PO tin cay (05 bién), Piéu kién hiru hinh (13 bién), Gia tri gia ting
(04 bién) va Dich vu quéa canh/ndi chuyén (02 bién).

Két qua nghién ctru ciing cho thdy 03 nhan t6 D9 thich tmg, Thong tin va An
toan hién nay chua c6 mdi twong quan mat thiét dén murc d6 hai 10ng cua hanh

khach khi di qua nha ga quéc té Tan Son Nhét.
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KHI PI QUA NHA GA QUOC TE TAN SON NHAT

Trén co s& mo hinh do luong mirc d6 hai long cua hanh khach & chuong 3, thuc

trang vé dich vu tai nha ga qudc t& Tan Son Nhat s& duoc trinh bay & chuong 4

thong qua phan tich danh gia cia hanh khach va céac y kién dong gop cua ho.

Nhin chung, hanh khach duoc khao sat danh gia cac dich vu tai nha ga quéc té

Tan Son Nhat & mutrc do trung binh (diém hai l1ong trung binh 3.2) véi cac ty 18 cu

thé nhu sau:
Cam giac thoai mai/Mirc do hai long
S6 ngudi Ty 18 (%)

Rat khong hai long 16 6.8
Khong hai long 40 17.1
Tam hai long 84 359
Hai long 70 29.9
Rét hai long 24 10.3

Tong 236 100.0

4.1 PQ PAP UNG

Qua théng ké diém dénh gia cia 236 hanh khach, tac gia tong hop duoc két qua

vé thuc trang mirc 6 hai long ctia hanh khach ddi v6i nhan t6 Do dap tng nhu sau:

Bang 4. 1: Téng hop mirc d§ hai long ciia hanh khach vé Pd dap ng

Murc dd danh gia Trung Trung

1 2 3 4 5 binh binh
o) | ) | (%) | (B | () | 4z, | chénh

Chi tiéu 1éch
Thu tuc hop 1y 3.06 | 17.47| 40.17| 30.57 8.73 3.24 1.08
Nhan vién check-in 3.46 9.52| 3593 | 3247 | 18.61 3.53 0.78
Kiém tra An ninh 431 1638 | 2845| 29.74| 21.12 3.47 0.89
Check-in 596 | 1191 31.49| 3234 | 18.30 3.45 0.90
Nhén vién An ninh 5.63| 16.45| 35.50| 29.00 | 13.42 3.28 0.97
Thu tuc HQ 779 2294 | 2597 | 28.57| 14.72 3.19 1.05
Thu tuc XNC 1034 17.67| 34.05| 2198 | 15.95 3.16 1.27
Nhén vién HQ 8.77| 2237 | 29.82| 2588 | 13.16 3.12 1.17
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Mtrc d6 danh gia Trung Trung

1 2 3 4 5 bigy | binh
(%) (%) (%) (%) (%) | 4iém | Chenh

Chi tiéu léch
Nhén vién XNC 8.62| 21.98| 34.05| 20.69| 14.66| 3.11| 1.20
Pung gio 7.83| 17.83] 36.96| 26.52| 1087| 3.15| 1.32
Cap nhat tin chuyén tré 8.74| 13.59| 3544| 31.07| 11.17| 3.22] 131
DVcho chuyén tré 13.51 | 2432| 27.03| 28.65| 6.49 29| 131
DV cho chuyén hity 11.39| 27.85| 31.65| 2342 570| 284| 1.32
Po dap vimg 7.65| 18.48 | 32.81| 27.76 | 1330| 3.20| 1.12

Ghi chii:

o Cdc s6 liéu tir it 2 dén cot 6 ciia bang 4.1 1a ty 16 phan tram hanh khéch déanh gid cdc
chi tiéu theo cac mirc do sau: Mirc 1 — Rat té, mirc 2 — Té, mire 3 — Tam dugc, mirc 4 —
Tot, mikc 5 - Rat tot.

o Tirbdng 4.2 dén 4.9 duéi ddy, cdc s liéu c6 y nghia twong tw nhw ¢ bang 4.1.

4.1.1 Danh gia chung

Nhin chung, hanh khéach dugc khao sat danh gia tam dugc ddi véi nhan t6 Do dap
g (diém trung binh = 3.2). V& ty 18, c6 41.06% hanh khach danh gia cao, 32.81%
danh gia trung binh va 26.13% hanh khach danh gia thap.

Trung binh chénh 1éch giita diém sé vé tim quan trong va danh gia thyc trang cta
hanh khach dich vu nhan t6 D6 tin cdy va dam bao 1a 1.12, cao nhat trong sb 06
nhan t6 thudc thang do. Két qua nay cho thay day 1a nhan t ma muc d6 dap tmg ky
vong cua hanh khach thép nhét, can dugc luu tim nhiéu nhat khi thuc hién cong tac
cai tién dich vu tai nha ga quéc té Tan Son Nhat.

4.1.2 Panh gia cu thé
4.1.2.1 Cac buwdc thu tuc va nhan vién phuc vu hanh khach

V& mikc @6 hop Iy ciia thi tuc, danh gia ciia hanh khach 13 tam duogc: diém trung
binh 3.24, c6 39.3% hanh khach danh gid cao, 40.17% danh gia trung binh va
20.53% con lai danh gi thap.

Xét timg chi tiéu, hanh khach danh gia cao nhét vé Nhdn vién check-in (diém
trung binh 3.53): 51.07% ¥ kién danh gia cao, 35.93% danh gia trung binh va chi c6

12.98% danh gia thép. Day co thé xem 14 diém manh cta dich vu tai nha ga quéc té
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san bay Tan Son Nhat hién nay. So véi cac tha tuc khac ma hanh khach phai di qua
tai nha ga quéc té, thu tuc check-in dugc dam nhén bai 02 cong ty phuc vu mat dat
tai san bay qudc té Tan Son Nhat 1a TIAGS va SAGS. Hai cong ty nay cung cip
dich vu cho cac hing hang khong khai thac bay qudc té tai Tan Son Nhit, chiu sy
giam sat vé chat lugng ctia ho trong quan hé canh tranh gitta cac hing véi nhau nén
mirc d6 chuyén nghiép ctia nhan vién check-in phai duoc dit 1én hang dau. Két qua
1a yéu té nay dat duoc diém danh gia cao nhat cua hanh khach trong sd cac bién
thudc nhan t6 Do dap tng.

Ké dén 1an lugt cac yéu td khac duge sap xép theo thtr tur tir cao xudng thap tai
bang 4.1 la Kiém tra an ninh, Check-in, Nhdn vién An ninh, Thii tuc Hai quan, Thu
tuc xudt nhdp canh, Nhdn vién Hdi quan, Nhdn vién xudt nhdp canh. Diém sé cho
cac khau thi tuc kiém tra an ninh, check-in & mutrc khé t6t. Tuy nhién, diém sé cua
tht tuc Hai quan va Cong an ctra khau chua cao chimg to hanh khach dénh gia hiéu
qua cua dich vu chua dap ung ky vong cua ho. Trir nhan vién check-in, cdc nhan
vién nhu an ninh, Hai quan, xuit nhap canh chua dugc danh gia cao ching to trong
cach nhin cua hanh khach, cidc nhan vién nay chua that sy chuyén nghi¢p, hoa nha
v6i khach. Cac diém sb nay 13 c6 co s va di phan anh ding thuc trang dich vu
hang khong tai nha ga qudc té sdn bay Tan Son Nhat hién nay. Cac dich vu hang
khong 14 nhitng budc bat budc ma hanh khach phai di qua theo quy dinh ctia Luat
Hang khong Viét Nam, ho khong c¢6 chon lya nao khac. Mat khac, thu tuc Hai quan
va xuat nhap canh 1a nhimng thu tuc quan 1y ciia nha nude Viét Nam va chi nhiing co
quan cua nha nuéc nhu Chi cuc Hai quan va Pon Cong an cira khau Tan Son Nhat
moi ¢6 chire ning thue hién cong tac kiém tra. Vi thé, c6 thé thy rd tinh trang nhan
vién thuong khong co thai d6 niém no véi khach ma chi lam chirc ning cta nhiing
vién chtrc nha nude, khong can thé hién tu tuong “Ching t6i can khach hang.”
4.1.2.2 Vin dé dim bdo lich bay

Déi voi da s6 hanh khach, khi ho chon phuong tién di lai 13 may bay thi thoi gian
la van dé quan tam hang dau d6i vai ho. Ho di chon phuong ti¢n van tai co tbc do

nhanh nhat nghia 13 ho mudn rat ngin thoi gian di lai. Tuy nhién, theo danh gia cua
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236 hanh khach trong mau diéu tra thi diém hai 1ong trung binh ctia ho vé mikc do
diing gio bay 1 3.15, chi ¢6 37.39% hanh khach danh gia t6t vé& yéu t6 nay, 36.96%
danh gia trung binh va dén 25.66% danh gia thip. Ta ciing co thé thiy trung binh
chénh léch giira diém s6 vé tim quan trong va danh gia thuc té cta hanh khach d6i
v6i yéu t6 nay 1a 1.32, cao nhat trong s6 cac yéu to khac thudc nhan t6 Do dép ung.
Chénh 1éch nay cho thiy day 1a van dé can duoc chu trong nhiéu nhét khi xem xét
cai tién cac dich vu hang khong tai nha ga dé nang cao muc do dap ung ddi véi

hanh khach.

T¢€ hon nira, cong tac cdp nhat thong tin chuyén bay bi tré, cdac dich vu cho hanh
khdch di cdc chuyén bi hity va cdc chuyén bi tré lai duge danh gia thap trong nhan
t6 nay (diém trung binh 3.22, 2.84 va 2.9). Diéu nay chimg t6 4n twong ctia hanh
khach vé van dé dam bao gio bay dung lich va cdp nhat thong tin, phuc vu hanh
khach khi c¢6 su cb tré/huy chuyén hién nay dang rat xau.

4.1.3 Y kién déng gép ciia hanh khach
Céc ¥ kién dong gop cua hanh khach vé Do dap tng duoc tong hop nhu sau:

Bang 4. 2: Y kién déng gop vé Do dap g

Yéu t6 S6 luong
Thai do NV 21
Thu tuc cham
Tinh chuyén nghiép cia NV
DV hanh khéch
DV cho chuyén tré, hiry
Cham, hily chuyén thudng xuyén
Hoi 16
Can tang sb lwong quay check-in
Thu tuc visa chua thuan tién
Phuc vu khong theo thir tyr xép hang

—_ === NN O

4.1.3.1 Nhan vién thu tuc
Nghién ctru cac ¥ kién dong gop ciia hanh khach, c6 thé thiy ndi 1én van dé thai
dd cua nhan vién lam thu tuc cho khach. Thai d§ ctia nhan vién lam thu tuc cho

khach 1a rat quan trong trong viéc dap tmg nhu cau ciing nhu tao mot an tuong dep
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cho hanh khach. Vi thé, ngoai viéc danh gia qua diém s6, nhiéu hanh khach ciing
néu thém y kién dong goép vé thai do phuc vu cua nhan vién. Tong cong c6 21 hanh
khach dong gop v kién vé van dé nay, cao nhit trong sb cac van dé duoc néu ra.
Ngoai ra, ciing lién quan dén nhan vién, con c6 06 ¥ kién dong gop cho rang nhan
vién chua cé tinh chuyén nghiép cao. 05 ¥ kién khéac ciing gép ¥ can cai tién cac
dich vu hanh khach noi trén.

4.1.3.2 Thoi gian lam thu tuc
Vé thoi gian lam thu tuc cho khach, c6 07 y kién phan nan vé thu tuc chdm. Véan

dé nay lién quan dén thoi gian xép hang cling nhu s luong quay thu tuc, vi vay
cling ¢6 01 ¥ kién cho rang can ting s luong quay check-in tai nha ga.

4.1.3.3 Viin dé dam bdo lich bay
Phan anh cta hanh khach ciing c6 thé thay viéc dam bao lich bay dugc hanh

khach quan tdm nhiéu. C6 02 ¥ kién phan nan vé tinh trang cham, huy chuyén xay
ra thudng xuyén, 02 ¥ kién danh gia dich vu cho khéach di cac chuyén bj tré/huy
chua tot.
4.1.3.4 Y kién khdc

01 ¥ kién nhan xét thi tuc visa chua thuan tién cho hanh khach. Khach nuéc
ngoai con co y kién bat binh vé& viéc nhan vién thu tuc tai nha ga phuc vu hanh
khach khong theo thir ty xép hang ma ¢ su wu tién cho khach 1a nguoi quen (01 y
kién). Pay 1a mot an tuong x4u, tao cam giac kém vin minh tai mot nha ga qudc té
d6i véi khach nude ngoai.

Ngoai ra, ¢6 01 ¥ kién than phién vé t& nan nhiing nhiéu, hi 16 tai nha ga qudc té
trong d6 chinh ho 1a nan nhan.
4.2 DO TIN CAY

Két qua téng hop diém danh gia ciia 236 hanh khach vé thuc trang D6 tin cdy cia

dich vu tai nha ga qubc té Tan Son Nhét nhu sau:
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Bang 4. 3: Tong hop mirc d9 hai long ciia hanh khach vé D tin ciy

Mirc d6 danh gia Trung Trung

1 2 3 4 5 binn | Pinh
Chi tiéu (%) (%) (%) (%) (%) | 4 chénh

1€m N

léch
Poi tién 3.10 | 13.27| 32.30| 34.07| 1726| 3.49| 0.61
Ty 1 tim lai hanh 1y that lac 234 | 1328 | 37.50| 33.59| 1328| 342| 0.72
NV Hanh Iy thét lac 576 | 15.11| 4029| 26.62| 1223| 324| 0.77
Théng tin du lich 640 | 19.70| 36.95| 31.03| 591| 3.10| 0.96
Thong tin lién lac 10.89 | 2426| 37.62| 2228 | 495| 286| 1.19
Do tin ciy 570 | 17.13| 36.93| 29.52| 10.73| 3.22| 0.85

4.2.1 Danh gia chung

D0 tin cdy cua dich vu tai nha ga quéc té Tan Son Nhit theo danh gia cia hanh
khach 13 tam dugc (diém trung binh 3.22). C6 40.25% hanh khach danh gia tot,
36.93% danh gia trung binh va 22.83% danh gia thap.

Hanh khach duoc khao sat danh gia khong dong déu vé cac yéu td, diém trung
binh nam trong khoang tir 2.86 dén 3.49. Trong d6, hanh khach danh gia cao nhat
vé dich vu dbi tién (dé tiép can), thfip nhat & dich vu thong tin lién lac tai nha ga.

Trung binh chénh 1éch gitta diém s quan trong va danh gia diém thuc trang cta
hanh khach ddi véi cac yéu tb trong nhan t6 D¢ tin cay 1a 0.85. Tuy nhién, d6i véi
riéng yéu t6 Thong tin lién lac va Thong tin du lich, trung binh chénh léch 1a 1.19
va 0.96. Nhu vy nhin chung, trir yéu té Thong tin lién lac va Théng tin du lich, cac

yéu t6 trong nhan té nay twong ddi dap tmg nhu cau cta hanh khach.

4.2.2 Panh gia cu thé

4.2.2.1 Dich vu déi tién
Khi hanh khach, dic biét 1a khach ngudi nude ngoai dén mot san bay khong nim

trong lanh thd nudce ho, van dé ho quan tam la nhiing dich vu dap tng nhu cau hoi
nhap cua ho nhu ddi tién dé chi tiéu tai dia phuong do6, nhu ciu tim hiéu thong tin
vé du lich, phuong tién di lai, khach san, v.v... Nguoc lai, khi hanh khach khoi
hanh tir mot san bay quéc té, ho ciing rat can doi tién tir dong tién tai nudc so tai

thanh mot dong tién manh, pho bién, d& chuyén doi nhu USD, EURO, v.v... Nha ga
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hang khong quédc té phai cung cip nhimg dich vy tin cdy nham dap Gmg nhitng nhu
cau nay. Dich vu doi tién dugc hanh khach hai 10ng nhat trong sb cac yéu t thude
nhan t6 nay (diém trung binh 3.49). 51.33% hanh khach hai 1ong vé6i dich vu nay,
32.3% cho rang dich vu nay tam chip nhan duoc va 16.37% khong hai long.

4.2.2.2 Cong tac tim lgi hanh Iy thit lac
Hanh khach danh gia kha vé ty 1& tim lai hanh 1y thét lac cho khach (diém trung

binh 3,42). Cu thé, 46.87% hanh khach dong y véi nhan xét rang ty 1& tim lai hanh
1y that lac cao, 37.5% cho rang ty 1& nay tam duoc va 15.62% nhéan xét ty 1é nay
theo ho 14 thap. Lién quan dén két qua tim lai hanh 1y thét lac, do yéu to tam ly,
hanh khach ciing danh gia tam dugc vé nhan vién Hanh 1y that lac. Diém trung binh
ctia yéu t ndy 1a 3.24, trong d6 38.85% hanh khach danh gia cao, 40.29% danh gia
trung binh va 20.87% danh gia thap.

4.2.2.3 Thong tin du lich
Sau yéu t6 lién quan dén viéc tim kiém hanh 1y tht lac 1a thong tin cung cdp cho

hanh khach vé du lich, di lai, khach san, v.v... khi dén thanh phd HO Chi Minh
thong qua ctra khau san bay qudc té Tan Son Nhat. Piém danh gia trung binh cta
hanh khach d6i v6i yéu to nay 1a 3.1, trong d6 36.94% hanh khach danh gia cao,
36,95% danh gia trung binh va 26.1% danh gia thap. Két qua niy cho thiy hanh
khach chi danh gia vé dich vu thong tin nay ¢ mirc do tam duoc.

4.2.2.4 Dich vu thong tin lién lac cong cong
Dich vu thong tin lién lac (di€n thoai/Internet) 1a yéu td duoc danh gia thép nhét

trong nhan t& Su thdu cam va kha ning dap umg, voi diém trung binh 2.86. Co
27.23% hanh khach danh gia cao, 37.62% danh gia trung binh va dén 35.15% danh
gia thép. Két qua nay phan anh dung thuc trang dich vu thong tin lién lac tai nha ga
qudc t& Tan Son Nhit hién nay: hanh khach chi c6 thé s dung dich vu di¢n thoai
cong cong, khong co dich vu truy cap Internet cong cong. Khach chi c6 thé sir dung
dich vu nay khi vao nha hang. C6 thé thdy ddy 13 nhu cu thuc sy cua hanh khach
khi & nha ga nhung chua duoc dap tmg, boc 16 mot diém yéu trong ning luc phuc
vu hanh khach.
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4.2.3 Y kién déng gop ciia hanh khach

Cacy kién dong gop cua hanh khach vé D0 tin cdy cua dich vu tai nha ga duoc

tong hop nhu sau:

Bang 4. 4: Y kién déng gép vé Do tin cay

Yéu t6 S6 luong
Internet 4
DV d6i tién khong hoat dong 24/24 3
Mit cip do trong hanh 1y 1
DV huéng dan du lich 1

4.2.3.1 Dich vu Internet cong cong
Thuc té khi phong van hanh khach, viéc thiéu dich vu Internet cong cong tai nha

ga dd dugc nhiéu hanh khach ghi nhan, thé hién ¢ diém sb thap doi véi dich vu
thong tin lién lac nay, dong thoi nhan manh thém diéu nay véi 04 ¥ kién dong gop
can cung cap dich vu nay cho khach trong khu vuc sanh va phong cho.
4.2.3.2 Dich vu déi tién

Dich vu d6i tién dugc danh gia cao nhat trong nhén td nay. Tuy nhién, viéc cung
cép dich vu nay va kha nang tiép can dich vu chua hoan toan théa man hanh khach.
Cu thé, c6 03 ¥ kién cta hanh khach nudc ngoai nhan xét rang dich vu d6i tién tai
nha ga quéc té Tan Son Nhat khong hoat dong 24/24 nén chua thyc su thuan ti¢n
cho khach, dic biét 1 khach di cac chuyén bay dém.
4.2.3.3 Hanh ly

Lién quan dén hanh 1y, c6 hanh khach phan nan vé tinh trang mét cap dd trong
cac kién hanh 1y cta ho. Pay 13 van dé anh huong 16n dén uy tin, chat luong va sau
cung 13 sy hai 1ong ctia hanh khach khi di qua nha ga san bay nén can duoc cha y
chan chinh, cai thién.
4.3 PIEU KIEN HU'U HINH

Két qua tong hop diém danh gia cua 236 hanh khach vé thuc trang Diéu kién hiru
hinh tai nha ga quéc té Tan Son Nhat nhu sau:
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Mirc d6 danh gia Trung Trung

1 2 3 4 5 binh binh
_ o) | o) | o) | o) | () | 4a, | chenh

Chi tiéu léch
Khong thit lac hanh Iy 4.93 8.87| 23.65| 26.60| 35.96 3.80 0.66
Thoi gian lay hanh Iy 491 ] 16.07| 3571 26.79| 16.52 3.34 0.95
Phuong tién GT ra thanh ph 4721 1038 | 28.77| 29.25| 26.89 3.63 0.56
Duong ndi bo SB 1622 | 20.27| 3559 | 20.72 7.21 2.82 1.10
Ong long 2.65| 11.50| 35.40| 33.63| 16.81 3.50 0.42
Thang cudn 4.02 | 16.52| 33.48| 3438 | 11.61 3.33 0.53
Xe buyt san dau 5.05| 14.14| 38.89| 29.80| 12.12 3.30 0.61
Khoang céach ra xe buyt 6.45| 1290| 33.18| 3041 | 17.05 3.39 0.39
Khoang céach ra dng 16ng 0.88| 11.06| 34.07| 33.63| 20.35 3.62 0.26
Thang bg ra xe buyt 2.55 8.16 | 47.96| 30.10| 11.22 3.39 0.37
V¢ sinh 598 | 17.52| 33.33| 26.50| 16.67 3.30 0.94
Ghé ngoi 11.54 | 2094 | 2436 | 27.35| 15.81 3.15 0.95
Khodng gian nha ga 10.68 | 19.66 | 31.20| 25.64| 12.82 3.10 1.00
Piéu kién hiru hinh 6.20 | 1446 | 33.51| 28.83| 17.00 3.36 0.67

4.3.1 Danh gia chung

Piém trung binh ctia nhan t6 Piéu kién hitu hinh hay co sé vat chat 1a 3.36. Piém

) nay Xép thtr hai so vi cac nhan td con lai, v6i 45.83% hanh khach danh gia cao,
33.51% danh gi4 trung binh va 20.66% danh gia thap.

Diém trung binh chénh 1éch giita tAm quan trong va mirc d6 hai 1ong cua hanh
khach dbi véi cac yéu t6 trong nhan to Diéu kién hitu hinh 13 0.67. Pay 1a mirc
chénh léch thép so v&i cac nhan tb khac, cho théy cac diéu kién vat chat va co sd ha

tang nha ga qudc t& Tan Son Nhat dap ing kha tot nhu cau ctia hanh khach.

4.3.2 Panh gia cu thé
4.3.2.1 H¢ thong xir Iy hanh Iy

Hanh khach danh gia cao nhit hé thdng xir Iy hanh Iy dé khong x4y ra tinh trang
that lac (trung binh 3.8), v&i 62,56% hanh khach dénh gia cao, 23.65% danh gia
trung binh va chi c6 13.8% danh gi4 thap. Panh gia nay phan anh ding thuc té cong
tac xir Iy hanh 1y tai nha ga qudc té san bay Tan Son Nhét trong thoi gian gan day.
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Ban lanh dao san bay dd du tu c6 hiéu quéa va ¥ nghia vao viéc trang bi hé thong xur
1y hanh 1y hién dai nham han ché & mérc thdp nhat nhitng nham 1an, sai sot trong
khau quan trong nay. Lién quan dén hé thong nay, thoi gian chd ldy hanh 1y ciling
dugc hanh khach danh gia 1a kha (3.34 diém) véi 43.31% hanh khach danh gia cao,
35.71% danh gia trung binh va 20.98% danh gia thap.

4.3.2.2 Hé thong giao thong
Vé giao thong, mutc do d& tiép can ciia cac phuong tién giao thong cong cong ra

thanh phd c6 diém trung binh 1a 3.63. Trong khi d6, hé théng duong ndi bd san bay
lai bi danh gia thap nhat trong nhém céc yéu t6 nay voi diém so trung binh 2.82:
27.93% hanh khach danh gia cao, 35.59% danh gia trung binh va dén 36.49% danh
gia thép vé murc d6 thuan tién, an toan cho khach di xe cling nhu khach bd hanh.

4.3.2.3 Trang thiét bi
Vé trang thiét bi phuc vu bay, cau 6ng dan khach dugc danh gia kha cao trong

nhém nhan t6 Diéu kién hiru hinh (diém trung binh 3.5). Thuc té cho thiy cac cu
6ng dan khach 1a mot nét moi ciia nha ga hanh khach quéc té Tan Son Nhat trong
nhirg nim gan ddy, tao cho nha ga mot bd mit hién dai dé vuon 1én ngang tim céc
nha ga quoc té khac trong khu vyc. Tuy chua thé dau tu thiét bi nay tai tat ca cac
bén d6 gan nha ga trén san dau, cac chuyén bay qubc té duoc phuc vu cau dng dan
khach dd va dang mang dén su thoai mai, tién nghi cho hanh khach. Pic biét trong
nhing luc trdi mua hay ning gat, hanh khach 1én may bay thong qua cau 6ng dan
khach vin khéng bi anh huong. Chinh vi thé, day 1a diém duoc danh gia kha cao
trong nd luc phuc vu hanh khéch tai nha ga nay.

Sau cau Ong dan khéach, cic trang thiét bi khac nhu thang cudn, xe buyt cho
khach 1én may bay dugc danh gia twong d6i dong déu véi diém trung binh 1a 3.33
va 3.30. Cac diém sd nay phan anh mirc d6 hai long kha d6i véi cac yéu té néi trén.
4.3.2.4 Ha ting nha ga

Mot s6 van dé trong thiét ké, bd tri nha ga nhu khoang cach tir phong cho ra cu
6ng dé 1én may bay, khoang cach di bo ra xe buyt cling nhu thang bo ra xe buyt

duoc danh gia kha cao voi diém trung binh tir 3.39 dén 3.61.
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Bén trong nha ga, vé sinh duoc danh gia kha v6i diém sb trung binh 3.3. Ghé
ngdi cho khach trong sanh chd di va phong chd ra may bay c6 diém trung binh 3.15
va khong gian nha ga (rong rii, thoang mat, di anh sang) dugc 3.1 diém. Piém sd
chtng t6 hanh khach chua thyc su hai long vé cac yéu t nay.

4.3.3 Y kién déng gép ciia hanh khach

Lién quan dén nhan t6 Diéu kién hiru hinh, c6 rat nhiéu y kién doéng gép cuia hanh
khéach nhiam nang cao chét lugng phuc vu va mue d¢ hai long theo théng ké & bang
dudi day:

Bang 4. 6: Y kién déng gép vé Piéu kién hiru hinh

Yéu to S6 lugng

Nha vé sinh

Co s6 ha ting

Xe buyt san bay

Thiét bi chua hi¢n dai

Nha ga khong du lanh

Phong CIP khéng chuan

Cong tac bao tri

Ghé (s6 luong)

Ghé cing

Can phong tam cho khach transit
Phong cho 16n xon

Cai tao sanh don, tién

Cai tao san dau 6 to, canh quan
Anh sang

Dao nhan hanh ly chua du dai, rong
BO tri cira ra may bay khong hop 1y
T6 chirc giao thong ngoai nha ga
Giao thong vao thanh phd

el el et e e e e e e et == \° BI (SRR S R O B & NN}

4.3.3.1 Hg ting nha ga

Tuy van dé vé sinh chung tai nha ga dugc danh gia kha, khu vyc nha v¢ sinh lai
nhan dugc nhiéu y kién phé binh nhat. Y kién ctia 09 hanh khach d4 néu ra mot thyc
té con ton tai & nha ga qudc té Tan Son Nhat: c6 nhiéu thoi diém trong ngay nha vé

sinh boc mui rat kho chiu, dic biét anh hudng dén an twong cia khach khi di qua
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ctra ngd Tan Son Nhat. C6 01 hanh khach ciing cho rang can c6 phong tim trong
nha vé sinh dé khach qua canh co thé sir dung trong thoi gian cho doi 1au.

Mot s ¥ kién gop ¥ chung vé co so ha ting nha ga, vé viéc can cai tao sanh don,
tién tai nha ga, cai tao san dau 6 t6 va canh quan nha ga dé tao 4n tuong tbt dep
trong long hanh khach. Cac ¥ kién nay da néu nhitng nhan xét xac dang vé thuc
trang qua tai tai sanh don, tién cua nha ga qudc té. Do tdm 1y va 16i séng truyén
théng cua ngudi Viét Nam, mdt hanh khach di tr hoac dén san bay thuong duoc
don/tién boi rat nhidu nguoi than. Mat khac, mirc séng cta nguoi dan Viét Nam
chua cao nén viéc di may bay dé ra nude ngoai con twong ddi “xa xi” d6i véoi ngudi
dan. Vi vy, nha ga sin bay, dic biét 1a nha ga qudc té Tan Son Nhat thudng 13 noi
tap trung dong khach dén tién khi ho c6 dip di “tham quan” san bay. Diéu nay dan
dén thuc trang sanh don, tién thuong xuyén bi qua tai trong gid cao diém khi co
nhiéu chuyén bay qudc té di tir va dén Tan Son Nhét. Sy dong duc, chét choi, nong
blic va viéc khong co ghé ngdi cho khach don tién da anh huong dén my quan, vé
sinh nha ga ciing nhu tao an twong khong tot d6i voi cong chiing.

Vé diéu kién nha ga, c6 mot sb ¥ kién gép ¥ vé& d6 lanh va anh sang trong nha ga
khong du, khong du ghé ngdi va ghé cimg nén hanh khach bi tré chuyén kho co thé
nga lung nghi ngoi. Ciing c6 01 y kién néu rd viéc hanh khach ching kién trin nha
ga bi thAm dot va dé nghi ting cudng cong tac bao tri.

Mot vai hanh khach danh gia rang phong chd con 10n xon, cach bd tri cira ra may
bay chua hop 1y, phong CIP chua dat tiéu chuan, v.v...

4.3.3.2 H¢ thong giao thong
Trong thoi gian qua, dich vu xe buyt tir san bay qudc té Tan Son Nhét vio trung

tam thanh phé Hd Chi Minh va nguoc lai dd mang lai su tién lgi cho hanh khéch.
Tuy nhién ciing c6 01 y kién cho ring can nghién ciru vé thoi gian chay dé dap tmg
t6t hon nita nhu cau cta khach hang. 01 ¥ kién khac gdp ¥ can cai tién to chuc giao

thong bén ngoai nha ga va giao thong ra thanh phd.
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4.3.3.3 Trang thiét bi
Lién quan dén thiét bi nha ga, 02y kién cho réng thiét bj chua duoc hién dai. Cu

thé hon, c6 01 y kién nhan xét bang chuyén nhan hanh 1y chua du dai va rong dé
dap g khoi lugng hanh 1y dén.
4.4 GIA TRI GIA TANG

Két qua tong hop diém danh gia ctia 236 hanh khach vé thyc trang Gia tri gia

tang tai nha ga qudc t& Tan Son Nhat nhu sau:

Bang 4. 7: Tong hop mirc dd hai long ciia hanh khach vé Gia tri gia ting

Mirc d dénh gid Trung | [TURE

1 2 3 4 5 binn | binh
o) | o) | o) | (%) | () | 43y | chénh

Chi tiéu léch
Ctra hang mién thué, d0 lvuniém | 11.87 | 29.68 | 34.25| 17.35| 6.85| 2.78| 0.96
Nha hang 21.63| 2596| 35.10| 1298 | 433| 252| 131
Massage 16.57 | 40.00| 32.00| 9.14| 229| 241| 0.79
Gidi tri 29.29 | 33.84| 2222| 11.11| 3.54| 226| 1.22
Gia tri gia ting 19.84 | 32.37| 30.89| 12.65| 4.25| 249| 1.07

4.4.1 Danh gia chung

Gia tri gia tang 1a nhan t6 c6 diém danh gia thip nhét trong sé cac nhan t6 thudc
thang do, trung binh 2.49. Diém sb nay thé hién hanh khach danh gia cac dich vu
phi hang khong (ngoai cac dich vu co ban) tai nha ga 1a chua dat yéu cau. Chi c6
16.9% hanh khach danh gia cao, con lai 30.89% danh gia tam dugc va 52.21% danh
gi4 té va rat té.

Céc chi tiéu trong nhan t6 Gia tri gia ting c6 diém sd trung binh tir 2.26 dén 2.78.
Diéu nay ching t6 mang kinh doanh dich vu phi hang khoéng chua duoc dau tu va

chu trong dang mirc nén chwa dap tmg duoc nhu cau cua khach hang.

Chénh léch giita diém quan trong va mic do hai 1ong cua hanh khach & nhan t6
Gia tri gia tang 1a 1.07, twong ddi cao so voi cac nhan t6 khac trong thang do. Murc
chénh léch nay can duoc rat ngin trong nd lyc nang cao mirc d6 hai 1ong cua hanh

khach tai nha ga qudc té Tan Son Nhit.
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4.4.2 Panh gia cu thé
4.4.2.1 Civa hang mién thué

Trong s6 cac bién thudc nhan td Gia trj gia ting, dich vu tai cac ctra hang mién
thué 1a kha nhat, tuy nhién diém trung binh ciia muc nay chi la 2.78, véi 24.2%
danh gia cao, 34.25% danh gia trung binh va 41.55% danh gia thap.
4.4.2.2 Nha hang

Dich vu nha hang tai nha ga qudc té Tan Son Nhit c6 diém trung binh 2.52. Diém
s6 nay phan anh dung thuc trang 1a nha hang trong khu vuc sanh chd di chua hap
dan hanh khach véi thuc don da dang va gia ca phai ching.
4.4.2.3 Massage

Dich vu massage va giai tri c¢6 diém thap nhit trong nhom: 2.41 va 2.26.

biéu nay chung té cac dich vu nay con qué so sai, chua thyuc sy thu hat dugce nhiéu
hanh khach st dung dich vu.
4.4.2.4 Gidi tri

Riéng vé giai tri, hién nay tai nha ga qudc t& Tan Son Nhit chi c¢6 hé théng truyén
hinh phuc vu khéch trong khu vuc cho di, chua c6 cac hinh thirc dich vu da dang,

héap din khac.
4.4.3 Y kién déng gép ciia hanh khach

Lién quan dén nhan t6 Gia tri gia tang, co rat nhi€u y kién dong gdp cua hanh

khach nham nang cao chat luong phuc vu va mirc d hai long theo thong ké & bang

dudi day:
Bang 4. 8: Y kién déng gép vé Gia tri gia ting
Yéu to S6 luong
Tinh trung thyuc cia NV 7

M4y ban nudc udng
ATM (DV, bién chi dan)

Gia cao (DFS, nha hang) 6
Thirc an, nuwdc udng trong nha hang 5
Tiéng Anh ciia NV phuc vu kém 2
DV gui d6 1
Sach bao 1

1

1
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Yéu to S6 lugng
Bang gi4 khong rd rang 1
Can c6 khu “Cam hut thu6c”trong nha hang 1
Tai x¢é taxi gian lan 1

4.4.3.1 Nhén vién
Nhiéu hanh khach nhan xét khong t6t vé thai do va tinh trung thuc cua nhan vién

phuc vu (07 ¥ kién) (Xem bang 4.8). Theo hanh khach, mot s6 nhan vién phuc vu
con chua thé giao tiép tot voi khach hang bang tiéng Anh. Ciing c¢6 ¥ kién phan anh
vé viée tai xé xe taxi tai sin bay gian 1an tién véi khach. Pay thyc sy 1a nhimg diém
yéu trong ning luc va cung cach phuc vu hanh khach cta nhan vién dich vu khién
cho hanh khéach cam thay buc boi, khong thoai mai véi cac dich vu ma ho bo tién ra
mua.
4.4.3.2 Civa hang mién thué

Hanh khach ciing gop ¥ rang gia hang hoa trong cac clra hang mién thué va ban
dd Iuwu niém tai nha ga quéc té kha cao (06 ¥ kién). C6 hanh khach nhan xét bang
gi4 trong cac ctra hang khong ro rang.
4.4.3.3 Nha hang

Nhiéu ¥ kién hanh khach cho rang gia ban trong nha hang qué cao (06 ¥ kién),
trong khi thirc dn, nudc udng lai khong da dang va mang dén cho khach huong vi
truyén thong ctia am thyc Viét Nam (05 ¥ kién).
4.4.3.4 Y kién khdc

Mot s6 hanh khach con goép ¥ vé nhiing dich vu khac nita nhu dé nghi c6 dich vu
giri dd, co ké sach bao doc mién phi, may ban nuéc udng, thiét ké khu vuc No
Smoking trong nha hang, v.v... DPac biét, hanh khach cling phan nan vé viée khong
c6 may ATM trong khu vuc chd di nén ho khong thé rat tién dé chi tiéu cho cac
dich vu tai day.
4.5 DICH VU QUA CANH/NOI CHUYEN

Két qua tong hop diém danh gia ctia hanh khach vé thuc trang Dich vu qua

canh/ndi chuyén tai nha ga qudc t& Tan Son Nhit nhu sau:
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Bang 4. 9: Tong hop vé Dich vu qua canh/ndi chuyén

Muc d danh gia Trung Trung

1 2 3 4 5 bigh | binh
(%) | (%) (%) (%) (%) | 4iém | Chénh

Chi tiéu léch
NV qua canh/ndi chuyén 2.35| 1059 | 37.06| 35.88| 14.12| 3.49| 0.56
DV qua canh/ndi chuyén 299 | 11.98| 39.52| 31.14| 1437| 342| 0.72
DV qua canh/ndi chuyén | 2.67| 11.28| 38.29| 33.51| 14.24| 3.45| 0.64

Nhin chung dich vu qua canh/néi chuyén dugc hanh khach danh gia kha tbt voi

diém trung binh 3.45. C6 47.75% hanh khach danh gia t6t vé dich vu nay, 38.29%

danh gi4 trung binh va 13.95% danh gia thap.

Trung binh chénh léch giira diém quan trong va diém hai 1ong cta hanh khach ¢

nhan t6 Dich vu qua canh/ndi chuyén 13 0.64, thap nhat trong s6 cic nhan t6 thudc

thang do. Nhu vay, ddy 1a nhan t6 khong can phai vu tién trong ké hoach cai tién

dich vu phuc vu hanh khach tai nha ga quéc té Tan Son Nhat.
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TOM TAT CHUONG

Trén co so thang do da dugc kiém dinh ¢ chuong 3, chwong 4 di sau vao phan
tich thyuc trang dich vu tai nha ga quéc té Tan Son Nhit theo 06 nhan t6 cua thang
do dé danh gia murc d6 hai 10ng ctia hanh khach khi di qua nha ga nay.

Két qua phén tich cho thdy murc d6 hai 1ong ctia hanh khach ddi véi dich vu tai
nha ga quéc té Tan Son Nhat 1a trung binh. Cy thé, c6 10.3% sb hanh khach duogc
phong van rat hai long vé dich vu tai nha ga, 29.9% hai long, 35.9% tam hai long,
17.1% khong hai long va 6.8% rat khong hai 1ong.

Hinh 4. 1: Panh gia mirc d§ hai long
Danh gia muc do hai long

Missing

Rat hai long 10.3% Htoan k hailong 6.8%

Khong hai long 17.1%

Hai long 29.9%

Coban hai long 35.9%

Qua phan tich danh gia va cac ¥ kién nhan xét ciia hanh khach, c6 thé thay cac
nhuoc diém trong dich vu tai nha ga quéc té Tan Son Nhat nhu: thai do phuc vu
hanh khach chua tét, thoi gian lam thu tuc con chdm ¢ mot s6 khau, tinh trang
tré/hty chuyén con xay ra thuong xuyén, dich vu cho hanh khach trén cac chuyén
bay bi tré/hity chua tét. Dich vu thong tin lién lac, dac biét 1a Internet cong cong
chua dap g nhu cu ctia khach. Vé diéu kién hiru hinh, hanh khach chua hai long

v6i hé thong giao théng ndi bo trong san bay va dic biét phan nan vé nha vé sinh



56

trong nha ga. Cac dich vu phi hang khong (nha hang, ctra hang mién thué, quiy
hang luu niém, giai tri, massage) 1a nhitng gia tri gia ting mang lai thém cho hanh
khéach cling chua lam hanh khéch hai long vi gid cao, dich vu chua phong phu va

thai do cia nhan vién phuc vu chua tot.



CHUONG 5:

GIAI PHAP VA KIEN NGHI
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CHUONG 5: GIAI PHAP VA KIEN NGHI

Trén co s mod hinh do luong murc do hai long cua hanh khach, chuong 4 da phan
tich danh gia cua hanh khach va cac ¥ kién dong goép cua ho, gitp nhan dién mot
cach khach quan nhiing diém manh va nhitng mdt con han ché trong van dé phuc vu
hanh khéch tai nha ga quéc té Tan Son Nhat. Chuong 5 s& dé xuat mot sd giai phap
va kién nghi nham phat huy nhitng diém manh, khic phuc cac han ché dé nang cao

murc d hai long cta hanh khach di qua nha ga qudc té Tan Son Nhét.

Néng cao chét lwong phuc vu va mirc d6 hai 1ong cua hanh khach khi di qua nha
ga qudc té Tan Son Nhat 1a cong tac phai thyuc hién thudong xuyén, lién tuc dé ting
cuong kha nang canh tranh noi riéng va hiéu qua hoat dong cling nhu uy tin cua san
bay Tan Son Nhit n6i chung. Tuy nhién, nganh hang khong cling nhu tit ca céac
nganh nghé kinh doanh khac déu c6 nhitng gi6i han vé ngudn lyc (nhén lyc, tai luc,
vat lyc, v.v...). Hon nita, theo 1y thuyét v& Chi sd hai long ctia khach hang
(Customer Satisfaction Index — CSI) da dugc nghién ciru thi trong diéu kién ngudn
luc han ché nhu néi trén, doanh nghiép khong can thiét phai cai tién tat ca cac yéu
t6 chat luong méi co thé nang cao mirc d6 hai long cua khach hang. Thay vao do,
van dé& quan trong 13 doanh nghiép phai biét nhan dang nhimg yéu té anh hudng
dang ké dén murc d6 hai long cua khach hang va tip trung nguon lyc cai tién nhiing
yéu t6 nay. Két qua nghién ctru va tng dung 1y thuyét nay da cho thiy véi cach 1am
c6 chon loc nay, doanh nghiép co thé toi da hoa hiéu qua str dung nguén luc cho
cong tac cai tién va nhd d6 dat duge thanh tich cao hon so vé&i cach dan trai nguén
luc cho moi yéu td chat luong. Noi cach khac, doanh nghiép vira tiét kiém duoc
nguén lyc vira thyc hién dugc cong tac cai tién mot cach hiéu qua.

Theo quan diém trén, tic gia dua ra 03 nhom giai phap va kién nghi duéi day

mot cach chon loc va c6 thir tu vu ti€n theo 03 tiéu chi:

1/ Két qua dinh vi cac nhan tb trong M6 hinh Mtrc 46 quan trong — Muc do hai

1ong theo 1y thuyét vé CSI
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2/ Trung binh chénh 1éch giita mirc do quan trong cua timg yéu t6 va mic d6 hai
10ng ctia hanh khach d6i véi yéu t6 do

3/Y kién dong gop ctia hanh khach
5.1 NHOM GIAI PHAP VA KIEN NGHI 1

5.1.1 Co sé dé xuét

Co so dé xuat nhom giai phap 1 13 Két qua dinh vi cac nhan té trong M6 hinh
Mirc d6 quan trong — Mirc d6 hai 1ong theo 1y thuyét vé CSI. Theo mé hinh nay, céc
nhan t6 dugc dé xuat cai tién 1a nhing nhan t6 chua dap Gmg yéu cau cua hanh

khach, nghia 14 thoa 02 diéu kién:

1/ Co6 tam quan trong cao hon w; (s6 trung vi cia cac di€m trung binh vé tam

quan trong cua cac yéu td, theo tinh toan duoc 1a 4.24) (Xem Phu luc 9)

2/ C6 mirc d6 hai long thdp hon é,- (s6 trung vi cia cac diém trung binh vé muc
d6 hai long ddi véi cac yéu td, theo tinh toan dugc 1a 3.24) (Xem Phu luc 10).

Céc yéu td can cai tién trong mdi nhan t§ ciing s& 1a nhiing yéu t6 dap ung 02
diéu kién noi trén.

Dudi day 1a bang tong hop danh gia ctia hanh khach vé dich vu tai nha ga quc té

Tan Son Nhat - co s¢ dé chon loc nhitng yéu t6 can cai tién:

Bang 5. 1: Tong hop danh gi clia hanh khach

vé Dich vu tai Nha ga qudc té Tan Son Nhit

S Tl:ung Trung TI:ung
binh . binh
T s n binh o
Chi tiéu quan N chénh
T hai long A
trong 1éch
1 | Nhan to 1: D¢ dap Gng 4.34 3.21 1.13
2 | Nhén t6 2: D9 tin cay 4.19 3.22 0.85
3 | Nhan tb 3: Diéu kién hitu hinh 4.05 3.36 0.67
4 | Nhén t6 4: Gia tri gia tang ’ 3.55 2.49 1.07
5 | Nhan t6 5: Dich vu qua canh/n61 chuyén 4.19 3.46 0.64

Ghi chii: Cdc s6 liéu tir ¢t 3 dén cot 5 ciia cdc bang tir 5.1 dén 5.2 la diém trung binh hanh khéch
ddnh gid vé mirc dg quan trong ciia timg yéu té va mire do hai long doi véi cdc yéu té nay theo cdc
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mike do sau: Mirc 1 — Hoan todn khéng quan trong/Rat té, mikc 2 — Khéng quan trong/Té, mike 3 —
Twong doi quan trong/Tam dwoc, mirc 4 — Quan trong/Tot, mike 5 — Rat quan trong/Rat tot.

Theo két qua ¢ bang trén, ta c6 sy phan bd cac nhan té trong mé hinh Mirc do

quan trong — Muc do hai long nhu sau:

Hinh 5. 1: Pinh vi cac nhén té

trong mo6 hinh Mirc do quan trong — Mirc do hai long

Mtrc d6 hai long
5
111 ‘
Quan tam qud nhiéu .
Xudt sdc
3.24 :
3\ II 7
Can cai tién
IV
Khong can quan tdm
0 424 >

Murc d6 quan trong
Theo két qua & bang 5.1 va hinh 5.1 trén, chi ¢6 nhan t6 tht nhét 1a Pé ddp iing
nam trong ving Can cai tién do c6 w, =4.34>4.24 | ¢,=3.21 <3.24. Trong nhan t5
nay tac gia xac dinh duoc 08 yéu td co w; > 4.24 va ¢; < 3.24 1a cac yéu td dugc in

nghiéng trong bang 5.2.
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Bang 5. 2: Céc yéu to can cai tién theo tiéu chi 1

S Tr‘ung Trung Tl:ung
binh . binh
T s A binh o
Chi tiéu quan N chénh
T hai long A
trong 1éch
Nhan to 1: D¢ dap Gng 4.34 3.21 1.13
1 | Thu tuc hop ly 4.33 3.24 1.08
2 | NV AN 4.25 3.28 0.97
3 | Check-in 4.35 3.45 0.90
4 | Kiém tra AN 4.36 3.47 0.89
5 | NV check-in 4.32 3.53 0.78
6 | Pung gio 4.48 3.15 1.32
7 | DV cho chuyén huy 4.32 2.84 1.32
8 | Cdp nht tin chuyén tré 4.33 3.22 1.31
9 | DV cho chuyén tré 4.29 2.90 1.31
10 | Thu tuc XNC 4.43 3.16 1.27
11 | NVXNC 4.31 3.11 1.20
12 | NVHQ 4.3 3.12 1.17
13 | Thu tuc HQ 4.24 3.19 1.05

5.1.2 Giai phap va kién nghi

Trén co so ti€u chi noi trén, cac gidi phap va kién nghi dé xuat trong nhém 1 1a:

5.1.2.1 Dam bdo gio bay dung lich da thong bdo voi hanh khach:
Diy 1a mét yéu cau rat quan trong cta hanh khach nhung mirc 46 dap tng con

tuong d6i thap. Vi vay, mic do chénh léch gitta diém trung binh vé tim quan trong

va mirc d6 hai 10ng cua hanh khach con rat cao (1.32). Ngoai trir nhimg nguyén

nhan khach quan, bit kha khang anh huong dén lich bay nhu thoi tiét x4u, chuyén

trude tré kéo theo chuyén sau tré do phai chd may bay, v.v..., dé 1am duogc diéu nay

can c6 sy hiép dong, phdi hop tét, nhip nhang, hiéu qua giita cac khau phuc vu hanh

khach va chuyén bay:

e Ndng cao hiéu qua va muc do chuyén nghiép cua cac dich vu phuc vu mat dat:

Céc dich vu phuc vu may bay nhu vé sinh, cap nudc, cung cap suat an, sach

bao, cép dién, tra nap nhién li¢u, v.v... do 02 cong ty phuc vu mat dat 1a

TIAGS va SAGS cung cap. Cong tac quan 1y dich vu tai 02 cong ty nay déu
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duoc thuc hién theo chuan cia ISO (Té chure Quéc té vé Tiéu chuan -

International Standard Organization) va IOSA (Kiém tra vé An toan khai thac

cua IATA - TIATA Operational Safety Audit) nén da dat mot mic do chuyén

nghiép nhét dinh va dam bao an toan trén san do.

> Kién nghi doi véi TIAGS va SAGS: Bé phdi hop tot hon nita trong yéu cau
dam bao lich bay, can duy tri va nang cao hiéu qua, tinh chuyén nghiép cua
cac dich vu nay.

e Ning cao chdt lwong cong tdc kiém tra dwong ha cat canh, dwong lan, sin do
va cong tac bdo dudng mdy bay dé han ché nhitng van dé k¥ thuat phat sinh
vao gio bay, anh hudng dén viéc dam bao lich bay
> Kién nghi doi véi Trung tam Khai thic Khu bay thuéc Cum cdng Hang

khéng Mién Nam va cdc hing hang khéng ciing Xi nghiép sira chita mdy
bay A75: Phéi hop tot hon nita trong cong tac kiém tra k§ thuat trude gid
bay.

e Ting tinh linh hoat va chii déng trong viéc sdp xép lich khai thiac mdy bay dé
tranh anh hudng day chuyén caa mot chuyén bay bi tré dbi v6i cac chuyén bay
sau cia cing mot hang: Qua quan sat, c6 thé thiy ngoai nguyén nhan bt kha
khang nhu thoi tiét, phan 10n cac chuyén bay khoi hanh tré déu do may bay
dén mudn. Mot chuyén bay tré ¢ thé anh hudng dén nhiéu chuyén bay sau d6
ctia ciing mdt hing hang khong do ho khéng thé chu dong khic phuc hau qua
ctia viéc nay vi s6 luong may bay c6 han. Vi vy, van dé sip xép lich khai thac
can duoc chu trong cai tién.
> Kién nghi doi véi cdc hang hang khéng: Can ting cudng hop 1y hoa cong

tac sap xép lich bay.

e Pam bado cdc khau thu tuc ma hanh khach phai qua trong nha ga dwoc thuc
hién theo ding chudn dé ra, khong qud chdm lam dnh huong dén gio ra may
bay ciia khdch: Bé 1am duge diéu ndy, can cht ¥ dén 02 van dé 1a trang thiét bi
va nhan vién. V& trang thiét bi, cAn cung cdp du sb luong, thudng xuyén kiém

tra, bao tri bao dudng dé dam bao hoat dong lién tuc, khong hong hoc, gidm



62

thoi gian hanh khach phai xép hang cho, dic biét trong gid cao diém. Vé nhan
vién, can ting cudng cong tic hudn luyén dé niang cao kha ning xtr 1y, dam bao
phuc vu khach nhanh chong ma khong sai sét.
> Kién nghi doi véi Cum cang Hang khéng Mién Nam, cdc hdng hang khéng,
cong ty phuc vy mdt ddt va cdc co quan chirc ndng nha nwde nhw Hai quan
va Cong an ciea khdu:
- Tang cudng chu trong dén cong tac bao tri trang thiét bi phuc vu bay tai
nha ga
- Tang cuong codng tac huin luyén nhan vién dé nang cao kha ning xu 1y,
phuc vu hanh khach
- Ap dung céc tiéu chuan khuyén céo cua ICAO va IATA vé tong thoi gian
xtr Iy hanh khach ciing nhu thoi gian xép hang cho t6i da & mdi khau thi
tuc trong nha ga: Theo khuyén cdo ctia ICAO (Phu luc 9 cua ICAO, hiéu
chinh 1an 9, khuyén cao 6.28), myc tiéu dat ra 1a 45 phut cho quy trinh
xtr Iy hanh khach dén thong thudng tai mot san bay qudc té tir khi xudéng
may bay dén lac roi san bay. Vé thoi gian xép hang cho t6i da ¢ mdi
khau thu tuc (check-in, Cong an cira khau di/dén, chd lay hanh 1y, kiém
tra an ninh), IATA khuyén céo 2 cip do dich vu twong tmg 13 Thoi gian
cho ngdn dén mire chdp nhdn dwoc (Short to acceptable) va Thoi gian
cho tir mike chdp nhdn dwoc dén dai (Acceptable to long). V&i nha ga
quéc té moi va hién dai, can nang dich vu 1én muc tuong xing voi thoi
gian chd tir ngdn dén mire chdp nhén dwoc.

e Cdi tién cong tac hwdng dan quy trinh va théng bdo bay: Trong nhiéu trudng
hop, chuyén bay bi khai hanh tré chi vi mot hanh khach. Cé thé ngudi hanh
khach nay da vao lam thu tuc check-in nhung lai bi cham & cac khau khac.
Ciing c6 thé ho dang di dao & khu vuc sanh chd di dé ngam hang hoa hay mua
sam nén khong vao cira ra may bay ding gid. Nhu vay, 02 van dé ndi 1én & day
can cai tién 13 cong tac thong bao bay va hudng din quy trinh cho hanh khach.

Thong bao bay can dam bao hanh khach nhéan duoc nhitng thong tin cap nhat
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vé gio 1én may bay va nhitng thay ddi néu c6 vé cira ra may bay khi ho & bat
ctr vi tri ndo bén trong nha ga. Cong tac hudng din quy trinh, bién chi dan can
cai thién dé hanh khach biét rd cac budc quy trinh va yéu cau vé thoi gian ma
ho phai tuan thu dé khong anh hudng dén gior ct canh ctia chuyén bay.
> Kién nghi doi véi Cum cang Hang khéng Mién Nam:
- Phdi hop hiéu qua véi cac hing hang khong va bao tri tot hé thong
mang thong tin d& dam bao chét luong cong tac thong bao bay
- Cai thién cong tac huéng dan quy trinh, bién chi dan cho hanh khach
tai nha ga theo céc tiéu chuan qudc té (khuyén céo ciia ICAO)
- B0 tri cac quay Information rai déu khap nha ga dé giai dap ngay moi
thac mac vé quy trinh, gio bay va nhimg van dé khéac cta hanh khach
> Kién nghi doi véi cac hing hang khéng va cong ty phuc vu mdt dat: Can
tang cuong phdi hop tdt véi Cum cang Hang khong Mién Nam trong cong
tac cung cap va cap nhat thong tin lién quan dén chuyén bay

5.1.2.2 Cung cdp cdc dich vu tét hon cho hanh khdch bi hiiy/tré chuyén
Day la giai phap can duoc chi trong, dac biét khi tinh trang hity/tré chuyén con

thudng xay ra tai nha ga san bay. Tam Iy chung ctia hanh khach di trén cac chuyén
bay bi tré/hity 12 buc boi, tham chi d6i khi rat gian dir. Vi vay, cac nha khai thac noi
chung va nhan vién truc tiép giao dich voi hanh khach can khéo 160 xoa diu tam 1y
buc bdi cua hanh khach bﬁng cach mang lai cho ho cam giac “dugc chiéu chudng”
hon. Nghé thuét ndy can dugc hudn luyén k¥ cho nhan vién dé ho c6 thai do Gng xr
phtt hop trong nhing tinh hudng bi hanh khach kéu ca. Viéc chuyén bay bi tré hay
tham chi toi t& hon 1a bj huy di nhién sé& tao 4n twong khong tot noi hanh khach. Tuy
nhién, hanh khéach con danh gia vé dich vu qua nhiing khau khéc nira, dac biét la su
bu dip cho bét tién ma hanh khach phai chiu, 1a thai d6 xin 15i khach thong qua céc
cong tac:
e Lién tuc cung cdp théng tin vé cdc chuyén tré cho hanh khach: Néu hanh khach
duoc cap nhat thong tin thudng xuyén vé chuyén bay bi tré cia minh thi ho s&

baot c6 cam giac kho chiu va bi sé¢ vi sy tré nai cua chuyén bay.
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> Kién nghi doi véi Cum cang Hang khéng Mién Nam, cdc hang hang khéng,

cdc cong ty phuc vu mdt dat: Tang cuong chi trong dén cong tic cung cip

thong tin vé cac chuyén bay bi tré cho hanh khach

e Ndng cao chat luong cac dich vu phuc vu hanh khach bi tré/hdy chuyén nhu

phuc vu com va thirc uong, chd nghi ngoi hoic ngt lai qua dém, v.v...

> Kién nghi déi véi cdc hing hang khéng, cdc cong ty phuc vu mat ddt: Cha

trong nang cao chét lugng céac dich vu phuc vu hanh khach bi tré/hity chuyén
va huan luyén nhéan vién c6 thai d6 Gng xir khéo 1éo dbi v6i hanh khach

trong nhitng trudong hop tré/hay chuyén

5.1.2.3 Cdi tién thii tuc xudt nhdp canh va thii tuc Hdi quan

Thu tuc xuét nhép canh va thu tuc Hai quan 1a nhirng thu tuc quan 1y bét budc khi

hanh khach di qua nha ga quéc té Tan Son Nhat nhung chua duoc hanh khach danh

gia cao. Yé&u cau cai tién cac thu tuc nay la l1am sao d€ hanh khach cam thay it phién

todi va it mat thoi gian nhét.

Kien nghi doi voi Hai quan va Cong an cua khau Tan Son Nhat:

e Ve nhan vién:

Tang cuong huan luyén nghiép vu dé dat muc tiéu dé ra vé thoi gian kiém
tra hanh khach

Xay dung cac chuan muc dao ddc va hanh vi ung xu cuia nhan vién dé tao
nét van minh trong giao tiép. Nhan vién can dugc thudng xuyén huin luyén
vé céc tidu chuan, yéu cau chung trong phong cach va thai d6 phuc vu hanh
khach ciing nhu cac k¥ ning giao tiép, tng xir voi khach dé tranh cac hanh
vi, thai do khong chuan muc trong giao tiép.

Phat dong cac dot phong trao nhu “Nu cudi Viét Nam” nham tao cam giac
nhe nhdm hon cho hanh khach khi di qua cac thil tuc ndy va mang lai 4n
tugng dep vé nha ga qudc té Tan Son Nhat ciing nhu con ngudi Viét Nam.
Chu trong cong tac kiém tra dinh ky ciing nhu dot xuat, co cac hinh thic

khen thuéng hay phat rd rang d6i v6i nhan vién lam thu tuc cho hanh khach
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e Ve thiét bi: Ngoai viéc thudng xuyén kiém tra bao dudng may moc thiét bi, can
¢ sy dau tu phu hop cho viée tng dung cong nghé hién dai, tw dong dé dap

g yéu cau ciia cong tac kiém tra
5.2 NHOM GIAI PHAP VA KIEN NGHI 2
5.2.1 Co s& dé xuat

Tinh cép thiét cua viée cai tién mot yéu td ndy so voi cac yéu td khac ciing duoc
can nhic dua trén tiéu chi trung binh chénh 1éch gitra mirc d6 quan trong cia timg
yéu t6 va mirc d6 hai 1ong ctia hanh khach ddi voi yéu td d6. Yéu té co trung binh
chénh 1éch cao hon s& can duoc cai tién som trude nhimg yéu t6 can cai tién khac.
Trong khuon kho dé tai nay, tac gia dé xuét nhitng yéu t6 c6 trung binh chénh léch

lon hon 1.1 can dwoc cdi tién.

Nhu vay, trir nhan t6 thr nhat 1a B dép tng da dugc dé xuat cac gidi phap cai
tién, cac yéu to thudc 4 nhan t6 con lai can cai tién theo ti€u chi noi trén 1a nhiing

yéu t6 duogc in nghiéng trong bang sau:

Bang 5. 3: Cac yéu to can cai tién theo tiéu chi 2

S Tr}lng Trung Tr‘ung
binh A binh
T A binh A
Chi tiéu quan NN chénh
T hai long A
trong l1éch
1 | Nha hang 3.84 2.52 1.31
2 | Giai tri 3.43 2.26 1.22
3 | Thong tin lién lac 4.08 2.86 1.19

5.2.2 Giai phap va kién nghi

Ca 03 yéu t6 can dugc cai tién trong nhom nay déu 1a nhimng dich vu phuy tro
ngoai nhitng dich vu chinh, co ban tai mgt nha ga quéc té. Tuy nhién, viéc dap Uing
t6t nhu cau ctia hanh khach & nhitng dich vu nay s& gop phan ning cao murc do hai
1ong ctia hanh khach mot cach dang ké vi hién tai khoang cach giita mong doi cia

hanh khach va chat lugng dich vu thuc té ma ho nhan dugc dang con kha 1on. Cac
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dich vu co ban tai cac nha ga hanh khach quéc té déu nhu nhau ca nén khi di dat
mot mac do nhét dinh thi viéc nang cao chét luong cac dich vu nay thuong khong
anh huong nhiéu dén su hai long cua hanh khach. Nguoc lai, chi can nd luc va dau
tu dung murc cho cac dich vu phu trg 1a nhiing gia tri gia ting mang lai cho hanh
khéch, hi¢u qua hay ddi voi muac do hai long cia ho sé rét cao.

Céc giai phap va kién nghi dé xuit trong nhom 2 1a:

5.2.2.1 Néng cao chit lwong dich vu nha hang

Kién nghi doi véi SASCO (Southern Airports Services Company — Céng ty Dich
vu Hang khéng San bay Tan Son Nhat tryc thuéc Cum cing Hang khéng Mién
Nam):

e T6 chiic dau thau dé tang tinh canh tranh trong cung cép dich vu. Quén 1y hoat
dong cua nha hang bang khung gia trin dé kiém soat gid ban & muc hop 1y

e Nghién ciru dé c6 cac mirc gia hop 1y dbi voi thire an, nude udng trong cac nha
hang, déng thoi da dang hoa thuc don, nang cao chét lugng thuc phém dé thu
hat hanh khach

e Thuodng xuyén rén luyén k¥ ning, ngoai ngit ciing nhu giao duc, chan chinh tc
phong ctia nhan vién dé mang lai su hai long cho hanh khach

5.2.2.2 Da dang hoa dich vu gidi tri

Kién nghi déi véi Trung tdm Khai thic Ga truc thuéc Cum cing Hang khong
Mién Nam: Nghién ciru kha nang da dang héa dich vu giai tri tai nha ga qudc té Tan
Son Nhat.

e Ngoai cac ti vi cong cong phuc vu hanh khéch trong sanh va phong cho di, cé
thé bd tri thém mot sb dich vu giai tri khac nhu céac loai tro choi dién tr, tro
choi trén may vi tinh, v.v...

e B tri cac quay ké dé sach bao, van hoa pham két hop v6i cac an pham gidi
thiéu vé san bay Tan Son Nhat ciing nhu vé van hoa, du lich Viét Nam dé hanh
khach c6 thé doc trong thoi gian cho doi. Néu 1am tét, ddy s& 1a mot hinh thice
hi€u qua nang cao sy hai long cia hanh khéach cling nhu quang ba cho san bay

Tan Son Nhat noi riéng va dat nudc, con nguoi Viét Nam ndi chung.
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5.2.2.3 Da dang hoa dich vu thong tin lién lac
Kién nghi doi véi Trung tam Khai thic Ga tric thuée Cum cang Hang khong
Mién Nam: Ngoai dich vu dién thoai, can nghién ctru cung cép dich vu Internet

cong cong cho hanh khach trong khu vuc cho di dé dap tmg nhu cau lién lac cta ho
5.3 NHOM GIAI PHAP VA KIEN NGHI 3
5.3.1 Co sé dé xuét

Nhom giai phap va kién nghi nay duoc dé xuit trén co sé cac v kién dong gop
ciia hanh khach, thé hién mong doi cua ho dbi véi dich vu tai nha ga quéc té Tan
Son Nhat ¢ su so sanh véi cac nha ga qudc té khac trén thé gidi theo kinh nghiém
ctia ho. Nha ga hanh khach qudc té méi san bay Tan Son Nhat véi co s vat chat ha
tang (“phan ctng”) hién dai, tién tién s& thay thé nha ga qudc té cii. Nham myc dich
nang cao muc d6 hai 1ong cta hanh khach, theo co s¢ 1y thuyét vé cac thanh phan
cta dich vu khach hang, can c6 sy nang cip twong ng vé cac gia tri gia ting cling
nhu “phan mém” cua dich vu. Theo quan diém nay, cic giai phap va kién nghi sau
day duoc dua ra trén co sd chon loc cac y kién dong gop ciia hanh khach vé nha ga

qudc té san bay Tan Son Nhit.

5.3.2 Giai phap va kién nghi
5.3.2.1 Sdp xép lai quy trinh hop Iy tai sdnh don

Kién nghi déi véi Trung tam Khai thiac Ga thudée Cum cing Hang khong Mién
Nam: Day 13 van dé can giai quyét ngay dé tao an twong tot dep trong 10ng hanh
khach. Hién nay c6 thé d& nhin théy tinh trang 1on x0n, mat trat tu xdy ra thuong
xuyén tai sanh dén va thém 1& nha ga quéc té dén. Khu vuc nay ludn bi un tic khong
chi trong gio cao diém ma vao nhiéu thoi diém c6 chuyén bay dén trong ngay. Hanh
khach dén thuong bi khach don nguoi nha che hét 16i ra va ciing khong biét di vé
huéng nao vi khong c6 bién chi dan cho ho. Cac phuong tién giao thong lai thuong
cap vao khu vuc gitta thém nha ga, gop phan 1am nghiém trong hon tinh trang un
tic tai day. Dé cai tién tinh hinh ndy, tai nha ga quoc té dén mdi can thuc hién cac

bién phép sau:
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v/ Phan ludng hanh khach ngay tir khi ho con & trong sanh dén theo loai phuong
tién van tai ma ho sé sir dung khi ra khoéi nha ga nhu taxi, xe riéng, xe buyt cac
loai va bb tri 16i di riéng cho cac ludng nay

v Quy dinh 13 vi tri dau va don khach cho timg loai xe dé tin dung hét chiéu dai
thém nha ga, tranh Un tac & khu vuc giita nha ga. Bo tri cac bang danh sb thu
tur cot va khuyén khich cac hing du lich, khach san ¢6 dinh vi tri don khach
cua minh

v B tri so dd giao thong, vi tri dau cac loai phuong ti€n va cac khu vuc phia
trudc nha ga rd rang, dé hiéu va o noi d& thay

v/ Thiét ké khu vuc danh cho khach dén (Greeters Gallery) ¢ lau 1 (hanh khach
dén va di ra O ting trét) v6i cac cira hang, nha hang cung nhiéu dich vu hip dan
khac, dong thoi bé tri bién chi dan to, dé nhin thay dé thu hat ddi twong khach
nay, gop phan giam muc d6 Un tic tai 16i ra ctia hanh khach. Tai khu vuc nay,
khach dén ngudi nha c6 thé theo ddi bang thong bao chuyén bay dé biét gio
may bay dap va tham chi c6 thé nhin thiy ngudi than ctia minh trude khi di
xubng gip ho.

v Quy dinh r6 khu vue “Khach dén khéng dugc vao” dé hanh khach khong bi
che khuét 16i di

5.3.2.2 Bé sung mét so tién ich cho hanh khdch

Kién nghi doi véi Trung tam Khai thac Ga thude Cum cing Hang khong Mién
Nam: Nghién ctru, hoc tap cach 1am cta cac san bay trén thé gii dé bod sung mot s6
tién ich nhdm nang cao danh gia va mirc d6 hai 1ong ctia hanh khach vé nha ga quéc
té Tan Son Nhat nhu:

e Cung cip may ATM trong sanh cho di

e Cung cip may ban nudc ubng trong sanh chd di, cung cip nudc udng mién phi
cho khach, v.v...

e B tri phong tim trong nha vé sinh dé khach qua canh c6 thé st dung trong

thoi gian cho doi lau
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e C¢6 dich vu kham suc khoe tai nha ga cho hanh khéch trong khu vuc cho di.
Dich vu nay vura phuc vu ddi tuong hanh khach quéa ban ron, khong co thoi
gian di kiém tra strc khoe tai cac co s y té ngoai nha ga vira gop phan ting

doanh thu cho san bay.

5.4 KIEN NGHI POI VOI CUM CANG HANG KHONG MIEN NAM
Hoat dong cia mot nha ga san bay doi hoi su phdi hop chit ché giira cac don vi
lién quan trong nd luc cung cép dich vu t6t nhat cho hanh khach. Tai san bay quéc
té Tan Son Nhit n6i chung va nha ga qubc té san bay Tan Son Nhat néi riéng, Cum
cang Hang khong Mién Nam truc thuéc Cuc Hang khong Viét Nam 1a co quan dau
tu xay dung va quan ly khai thac nha ga, dong thoi chiu trach nhiém chu tri diéu
phéi hoat dong cia cac don vi khai thac trén mit bang nha ga bao gdm céac hing
hang khong, cac cong ty phuc vu mat dat, Hai quan, Cong an ctra khau san bay Tan
Son Nhét va cac nha cung cip dich vu khéac. Trong pham vi dé tai nay, tac gia kién
nghi Cum cang Hang khong Mién Nam can nang cao vai trd diéu phdi caa minh
trong khai thac nha ga qubc té Tan Son Nhét théng qua céc bién phap:
e Thuong xuyén ra soat va hoan thién quy trinh xir Iy hanh khach tai nha ga qudc
té
e Phat huy vai tro chu nha, chu tri trong vi¢c don ddc cac don vi theo dudi muc
tiéu chung 1a dap ung ngay cang tot hon nhu cau ctia hanh khach, nang cao
mirc d hai 1ong ctia ho khi di qua nha ga. Cu thé hon, Cum cang Hang khong
Mién Nam can phdi hop tt voi cac don vi nay trong viée thuc hién cac giai
phap nang cao chat lugng va mic d6 hai long ciia hanh khach tai nha ga quc
té Tan Son Nhét néi riéng va san bay Tan Son Nhit néi chung. Qua d6, hoat
dong kinh doanh cua cac don vi, cia san bay s€ dugc phat trién, déng thoi uy
tin ctia sdn bay Tan Son Nhét s& dugc ning cao trong khu vuc va trén thé giéi.
e Thanh lap bd phan chuyén trach vé dich vu khach hang ctia Cum cang Hang
khong Mién Nam. Khach hang ¢ day ngoai hanh khach con 1a cac don vi khai
thac trén dia ban nha ga san bay Tan Son Nhat. B phan chuyén trach vé dich

vu khach hang nay sé theo doi cac khach hang cua don vi, kip thoi phan anh
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nhiing nhu cau hay khiéu nai, phan nan cta khach hang dén cac cép lanh dao
dé c6 hudng xur Iy nhanh chéng va xac dang. Pay ciing s& 14 bd phan chiu trach
nhiém dén ddc cac co quan, don vi lién quan trong viéc dam bao chat lugng va
su hai 10ng cua khach hang khi giao dich véi Cum cang Hang khong Mién
Nam. Bo phan nay ciing s& khao sat, diéu tra khach hang dinh ky hodc theo yéu
cau thuc t& dé nam bét chinh x4c va cip nhat nhiing nhu cau cta khach hang
tai timg thoi diém va bao cdo cling nhu c6 nhimng kién nghi voi cép lanh dao
nhim nang cao muc do hai 1ong ctia khach hang.

Cin ctr vao két qua khao sat va nhitng kién nghi ctia bd phan chuyén trach vé
dich vu khach hang, xay dung chuong trinh hanh dong dé nang cao mirc do hai
1ong ctia khach hang trong d6 thé hién rd vai tro cta timg don vi va sy phdi
hop gitra cac don vi dé dat muc tiéu dé ra

Xay dung Marketing Mix, ké hoach tiép thi va chién luoc tiép thi cho nha ga
san bay qudc t& Tan Son Nhat

Ap dung tiéu chuan ISO trong cong tic quan 1y chét luong tai nhimg don vi
chua thyuc hién tiéu chuan nay

Tiang cudng hoc hoi cac sin bay qudc té khac trong cong tac khai thac van
hanh nha ga hanh khach sao cho hiéu qua va kinh té

Tang cudng giao luu, hop tac hang khong trong khu vuc va trén thé gi6i thong
qua cac hoi nghi, hdi thao quéc té va tan dung nhiing diéu kién thuan loi ma

cac t6 chtrc hang khong trén thé gigi nhu IATA va ICAO mang lai
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TOM TAT CHUONG

Duya trén co s¢ thuc trang dich vu tai nha ga quéc té Tan Son Nhat, trong
chuong 5 tac gia di dua vao 03 tiéu chi sau dé dé xudt cac giai phap nham nang cao

mirc d6 hai long ctia hanh khach khi di qua nha ga qudc té Tan Son Nhat:

1/ Két hop hé so trong phuong trinh hdi quy va mé hinh Mirc d6 quan trong —
Mirc d6 hai 1ong trong 1y thuyét vé CSI

2/ Trung binh chénh léch giita mtc d6 quan trong cua ting yéu t6 va mirc do hai
1ong cua hanh khach dbi véi yéu td do

3/'Y kién dong gop ctia hanh khach

Cu thé, cdc gidi phdp dwoc kién nghi la:

- bam bao gid bay ding lich da thong bao véi hanh khach

- Cung cap cac dich vy tét hon cho hanh khach bi hiiy/tré chuyén

- (Cai tién thu tuc xuét nhap canh va thu tuc Hai quan

- Nang cao chat lugng dich vu nha hang

- Pa dang hoéa dich vu giai tri

- ba dang hoa dich vy thong tin lién lac

- Siap xép lai quy trinh hop 1y tai sanh don

- BO6 sung mot sd tién ich cho hanh khach

Pong thoi, tac gia cling dé xuat mot sb kién nghi d6i véi Cum cang Hang khong
Mién Nam vé viéc nang cao vai trd diéu phdi ciia Cum cang trong khai thac nha ga
qudc té Tan Son Nhat néi riéng va tao uy tin ciing nhu 4n tuong tot dep trong long
hanh khach nudc ngoai vé san bay qudc t& Tan Son Nhit — ctra ngd giao luu qudc té

cta Viét Nam noi chung.
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KET LUAN

Trén co s¢ 1y luan vé dich vy, chét lugng dich vu va mac dd hai long cua khach
hang, tac gia da thyc hién dé tai bang cach tng dung phuong phap nghién ciru dinh
tinh va dinh lugng dé xay dung mé hinh do ludng mirc d6 hai long ciia hanh khach,
lam co s& cho viéc danh gia thyc trang dich vu tai nha ga nay va dé xuét céc giai
phap nham ning cao murc d6 hai 1ong ctia hanh khach khi di qua nha ga qudc té Tan
Son Nhat trong thoi gian téi.

Qua nghién ctru so bd (dinh tinh) véi ki thuat thdo ludn tay doi dua trén cac co
so thang do chét lugng dich vu SERVQUAL hay RATER, thang do chét luong dich
vu nha ga hanh khach do IATA (International Air Transport Association — Hi¢p hoi
Van tai Hang khong Qudc t&) nghién ctru [21] va tinh dic thu trong hoat dong cia
mot nha ga hanh khach qudc té tai Viét Nam, tac gia xac dinh dugc mé hinh nghién
ctru gdm 08 nhan t6 anh huong dén sy hai 1ong cua hanh khach khi di qua nha ga
qudc té Tan Son Nhat 1a: (1) Dich vy hang khong; (2) Pam bao gio bay dung lich;
(3) B6 tri mat bang nha ga; (4) Cong tac xtr Iy hanh 1y; (5) Trang thiét bi; (6) Canh
quan, v¢€ sinh; (7) Dich vu phi hang khong va (8) Nhan vién phuc vu hanh khéch.
Trén co sé ndy, thang do nhap vé mirc d6 hai long cua hanh khach d3 dugc xay
dung v6i 49 bién quan sat.

Nghién ctru chinh thirc dugce thyce hién thong qua phuong phap dinh luong. Tac
gia da sir dung bang cau hoi dé diéu tra hanh khach nham kiém nghiém mé hinh va
hinh thanh thang do chinh thirc vé mirc d6 hai 10ng ctia hanh khach khi di qua nha
ga qudc t& Tan Son Nhat. Két qua cho thiy c6 05 nhan t6 tic dong dén mirc do hai
long ctia hanh khach véi 37 bién quan sat. Cu thé cac nhan té nay 1a: o dap ung
(gém 13 bién), Do tin cdy (05 bién), Piéu kién hitu hinh (13 bién), Gia tri gia ting
(04 bién) va Dich vu qua canh/ndi chuyén (02 bién).

Qua phan tich danh gia va cac ¥ kién nhan xét cua hanh khach, co thé thiy cac
nhuoc diém trong dich vu tai nha ga quéc té Tan Son Nhat nhu: thai do phuc vu
hanh khach chua tt, thoi gian lam thu tuc con chdm & mot sd khau, tinh trang

tré/hity chuyén con xay ra thudng xuyén, dich vu cho hanh khach trén cac chuyén
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bay bi tré/hﬁy chua t6t. Dich vu thong tin lién lac, ddc bi¢t 1a Internet cong cong
chua dap tmg nhu cau ctia khach. V& diéu kién hitu hinh, hanh khach chwa hai long
v6i hé thong giao thong ndi bo trong san bay va dic biét phan nan vé nha vé sinh
trong nha ga. Cac dich vu phi hang khong (nha hang, ctra hang mién thué, quay
hang luu niém, gidi tri, massage) 1a nhirng gia tri gia ting mang lai thém cho hanh
khach cling chua Iam hanh khach hai long vi gid cao, dich vu chua phong phu va

thai do ctiia nhan vién phuc vu chua tot.

Tir viée xac dinh rd nhitng diém manh va nhitng van dé ton tai anh hudng tiéu
cuc dén dich vu hanh khach, tac gia da dé xuat mot sb giai phap, kién nghi nham
nang cao mirc d6 hai 1ong ctia hanh khach di qua nha ga qudc té Tan Son Nhat va
mot s6 kién nghi d6i véi Cum cang Hang khong Mién Nam vé viéc nang cao vai trd
diéu phoi cia Cum cang trong khai thac nha ga quéc té Tan Son Nhat néi riéng va
san bay qudc t& Tan Son Nhat néi chung. Hy vong ddy 1a nhimg giai phap, kién
nghi thiét thyc va s& mang lai nhiing thay doi tich cuc trong viéc lam hai 10ng hanh
khach di qua nha ga qudc té Tan Son Nhét, gop phan ning cao uy tin va hiéu qua
hoat dong ctia sdn bay Tan Son Nhét trong khu vuc ciing nhu trén thé gidi.

Do nhimg han ché vé thoi gian, chi phi va kha ning tiép can hanh khach nén
kich thudc cia mau diéu tra trong dé tai chua 16n. Hon nita, dé tai chi dé xuit mé
hinh do luong va déanh gida mic d6 hai 10ng cua hanh khach khi di qua nha ga qudc
té Tan Son Nhat, khong dé cip dén hanh khéach di cac chuyén bay noi dia va hanh
khach tai cdc nha ga san bay khac trong lanh thé Viét Nam nén chua c6 tinh khai
quat cao.

Mait khac, sy mong doi hay ky vong cuia hanh khach vé dich vu tai mot nha ga
san bay ludn thay d6i va c6 khuynh hudng ngdy cang cao hon theo sy phat trién cta
nén kinh té. Do vay, két qua nghién ctru cta dé tai chi c6 gia tri trong thoi diém hién
tai va cong tic nghién ctru can duoc tién hanh thudng xuyén dé nam bat nhu cau
ctia hanh khach nham kip thoi cai tién, phuc vu hanh khach ngay mét tdt hon.

Két qua nghién ctru ciing cho thdy 03 nhan t6 D9 thich (mg, Thong tin va An

toan hién nay chua c6 moi tuong quan mat thiét dén muac dd hai long cua hanh
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khach khi di qua nha ga qudc té Tan Son Nhat. Tuy nhién, theo quan diém ca nhan
clia tac gia thi trong tuong lai, khi thi truong hang khong ciing nhu nén kinh t& Viét
Nam phat trién, ndng mirc sdng ctia ngudi dan 18n cao thi nhu cau cta hanh khach
s& ngay cang cao va cac nhan t6 néi trén s& c6 anh huong nhat dinh dén muc d6 hai
long cuia hanh khach khi di qua nha ga quéc té Tan Son Nhat. Pay 1a van dé dit ra

cho céac nghién ctru, ki€ém nghiém ti€p theo doi véi nhitng ai quan tam.



PHAN PHU LUC




PHU LUC 1:
SO LUQONG KHACH VA SO LUQT HA CAT CANH
CANG HK TAN SON NHAT TU NAM 2000-2006 VA 6 THANG NAM 2007

6Than
_ CHi T}EU DPVT | TH2000 | TH2001 | TH2002 | TH2003 | TH2004 | TH2005 | TH2006 2007 i
1. TONG SO
KHACH Khach | 3,876,224 | 4,498,756 | 5,318,925 | 5,061,774 | 6,243,540 | 7,345,326 | 8,472,423 | 4,965,400
Qudc té " 2,371,551 | 2,657,471 | 3,199,388 | 2,897,645 | 3,726,231 | 4,311,997 | 4,864,606 | 2,723,122
Qudc noi " 1,504,673 | 1,841,285 | 2,119,537 | 2,164,129 | 2,517,309 | 3,033,329 | 3,607,817 | 2,242,278
Ty 1€ tang trudng % 16 18 -5 23 18 15
a. S6 khach Pi Khach | 1,961,017 | 2,292,304 | 2,688,933 | 2,563,688 | 3,152,984 | 3,707,948 | 4,275,999 | 2,514,851
Qudc té " 1,219,315 | 1,378,906 | 1,651,676 | 1,501,967 | 1,921,433 | 2,219,800 | 2,500,007 | 1,405,618
Qudc noi " 741,702 913,398 | 1,037,257 | 1,061,721 | 1,231,551 | 1,488,148 | 1,775,992 | 1,109,233
b. $6 khach Pén Khach | 1,915,207 | 2,206,452 | 2,629,992 | 2,498,086 | 3,090,556 | 3,637,378 | 4,196,424 | 2,450,549
Qudc té " 1,152,236 | 1,278,565 | 1,547,712 | 1,395,678 | 1,804,798 | 2,092,197 | 2,364,599 | 1,317,504
Qudc ndi " 762,971 927,887 | 1,082,280 | 1,102,408 | 1,285,758 | 1,545,181 | 1,831,825 | 1,133,045
2. HCC THUONG
MAI L/c 32,236 38,521 44,589 44,216 53,627 59,243 63,989 36,498
Qudc t€ " 18,574 22,262 25,469 24,413 30,340 32,740 35,360 19,480
Qudc ndi " 13,662 16,259 19,120 19,803 23,287 26,503 28,629 17,018
Ty I¢ tang trudng % 19 16 -1 21 10 8




PHU LUC 2: NOI DUNG THAO LUAN (Nghién ctru dinh tinh)

Xin chao anh/chi. Nhim muc dich hoan thién cac hoat dong, phuc vu khach
hang mot cach t6t nhat, toi dang tién hanh mot nghién ctru vé nhu cau va danh gia
ctia khach hang d6i véi dich vu hanh khdch tai nha ga quéc té Tan Son Nhat.

Rat mong anh/chi gitp ¥ kién va nhan xét vé cdc yéu t6 anh hwéng dén mirc dp
hai long ciia hanh khdch déi véi dich vu tai nha ga hanh khdch quéc té Tan Son
Nhdt. Xin anh/chi vui 1ong doc va bo sung cac yéu té ma anh/chi cho 1a anh hudng
dén muc d6 hai long ctia hanh khach tai nha ga qudc t& Tan Son Nhét chwa duoc dé
cap dudi day.

Su hd trg cua anh/chi s& gitp toi c6 duogce nhing thong tin quy bau dé thuc hién
dé tai tot hon. Xin cam on.

CAC YEU TO ANH HUONG PEN MUC PQ HAI LONG CUA HANH KHACH POI VOI
DICH VU TAI NHA GA QUOC TE TAN SON NHAT

Dich vu hang khong (co ban)

17.Dich vu thong bao bay chinh xac, cap nhat kip thoi

18. An ninh, an toan trong khu vuc nha ga dugc dam bao

19.Co dich vu gui trude hanh ly ky gui

20.C6 hé théng cac duong bay quoc té ngay cang mo rong
21.Dich vu transit/transfer duoc tién hanh nhanh chong, thuan loi
22.Dich vu Lost & Found nhanh chong, dang tin cay

Dich vu phi hang khéng (phu)

1. Nha hang, quay giai khat phuc vu nhanh chéng, thtic in ngon

2. Co dich vu truy cap Internet tai sanh di, tde do duong truyén nhanh

3. Dich vu dién thoai bé tri ¢ noi hop 1y, dé st dung

4. Co6 céac dich vu giai tri, cham soc stic khoe/sic dep cho khach phai cho lau do
transit hodc do chuyén bay bi tré

5. C6 dich vu huéng dan (quay thong tin) mlen phi cho hanh khach vé quy trinh
hang khong va cac thong tin can thiét vé du lich, di lai cho khach nudc ngoai
dén Viét Nam

6. Cira hang mién thué, quy ban dd luu niém c6 cac mit hang phong phu, da dang

Dich vu van tai hanh khach (xe buyt, taxi, ...) dé st dung

8. Dich vu dbi tién bd tri ¢ noi hop 1y, dé sir dung

~

Quy trinh
1. Kiém tra an ninh nhanh chong, thuan tién cho hanh khach



2. Thu tuc check-in nhanh chong, thuan tién, chinh xéc

Quy trinh transit/transfer tién loi, d& dang cho hanh khach

4. Khoang cach tir phong chd di ra 6ng 16ng/cau thang bd ra xe buyt dé ra may bay
duoc quy hoach, bb tri hop 1y

W

Nhan vién

1. Nhéan vién (an ninh, thuong vu, Hai quan, CACK, Lost & Found) niém no, lich
su vo1 khach

2. Nhén vién khong voi tién cta khach 1am thu tuc

Trang thiét bi

50.Hé thong thang may, thang cubn hoat dong t6t

51.May soi chiéu an ninh hoat dong tdt, on dinh

52.C6 hé théng bang tai cho khach khi can phai di b mot khoang cach dai

53.S6 luong bang chuyén tra hanh 1y du dép tng nhu cau hanh khach trong gio cao
diém, bang chuyén c6 do dai, d6 déc hop 1y, hoat dong tdt, on dinh

54.bu xe déy cho khach trong gio cao diém, vi tri dé xe déy thuan tién cho khach
st dung

55.Co hé théng check-in ty dong

56. Trang bi du cau éng dan khach cho cac vi tri 6

Co s6 ha tang

Nha ga rong rai

Anh sang day du

Kién trac, ndi that nha ga dep, an tuong

Hé théng duong tiép can nha ga dugc quy hoach hop 1y

Heé thdng bién chi dan day du, d& nhin (trong nha ga ciing nhu trén duong ra/vao
san bay, chi duong dén bai giir xe)

Bii dau xe 0 t0, xe may, phuong tién cong cong (taxi, xe buyt) gan, tién loi

Nk W=

9‘\

V¢ sinh, moéi truong

1. Nha ga thoang mat

Canh quan, cdy xanh xung quanh nha ga dep, 4n tuong

Nha v¢ sinh tién nghi, sach s&, khong bdc mui héi

Khu vuc xung quanh nha hang khong c6 mui thirc an gay kho chiu cho khach

BN

Quan hé khach hang ) )
1. Thuong xuyén tham do, tiép nhan y kién cua hanh khach va cai tién dich vu
2. Thuong xuyén cap nhat thong tin ve co so vat chat cling nhu dich vu san bay



Theo anh/chi con cac yéu t6 nao khac can quan tdm nira? Xin anh/chi liét ké dudi

day:

Xin cam on su hd trg cua anh/chi!

PHU LUC 3a: BANG CAU HOI

So: ..

Xin chao anh/chi. Nham muc dich hodn thién cdc hoat dong, cung ccfp cho
khdch hang cac dich vu tdt nhdt khi dwea nha ga Qudc té mai Tdn Son Nhdt vao khai
thac, chung toi dang tzen hanh mot nghién citu vé nhu cau va danh gid cia hanh
khéch d6i véi nha ga quoc té Tan Son Nhdt hién hitu. Xin anh/chi vui long tra loi
cdc cdu héi dwéi day bang cach khoanh tron sé diém ma anh/chi danh gid.

Ghi chu:Doi voi mire do quan trong:

Déi véi danh gid vé nha ga OT TSN:

Piém 1: Hoan toan khéng quan trong

Piém 1: Hoan toan khéng dong y

Piém 2: Khéng quan trong

DPiém 2: Khéng dong y

Piém 3: Twong doi quan trong

Piém 3: C6 thé dong y

Piém 4: Quan trong

Piém 4: Co ban la dong ¥

Piém 5: Rt quan trong

Piém 5: Hoan toan dong y

( 1: Hoan toan khéng quan trong =>5: Rdt quan
trong)

(Anh/chi cé thé bé trong nhitng yéu t6 ma nha ge
OT TSN chwa co hodac anh chi chua co kinl

nghiém.)
(1: Hoan toan khéng dong y>5: Hoan toan dong
Y



Mikc dp Chat lrgng
y sz dich vu tai
quan trong Yéu to Nha ea Q'T
cua dich vu T§N
2 (3 [4]5]1.Toi cam thiy an tim vé an ninh an toan cua nha ga. 11234

2. T6i hai 1ong véi dich vu thong tin vé chuyen bay qua dién thoai

hozc Internet vi dich vu nay rong rai, d& tiép can va thuan tién. L1234

3. T6i thdy cac bién chi din bén trong nha ga 1a day du, dé hiéu,
dat tai cac vi tri dé thay.

4. T6i thiy cac bang thong tin vé gid cAt/ha canh dugc cip nhét
chinh xac.

5. Theo t61 dich vy hudng dan quy trinh cho hanh khach (so dd
nha ga, ban huong dan/lay tai li¢u) tai nha ga la tot.

6. Toi chwa bao gid thdy tinh trang thiéu xe ddy hanh 1y hay xe day
bi héng.

7. Toi cam thay kiém tra an ninh nhanh chéng, khong gy phién

213415 . 11234
ha.

2 |3 |45 |8. Toi thiy nhan vién an ninh ludn hoa nhi, tac nghiép tot. 11234

203 14als 0. ;1;)(11 thay thu tuc check-in nhanh chong va tién lgi, khong c6 sai 112134

2 (3[4 |5]10.Toico thé lam thi tuc check-in tai bat ctr quay nao. 11234

213]4|5]11.Taico thé ty 1am thu tuc check-in. 1121314

12. T6i 6 thé 1am thu tuc check-in trudc chuyén bay khé 1au (dich
vu early check-in).

2 13| 4|5 |13. Tbi thiy nhan vién check-in ludn hoa nhi, tac nghiép tt. 11234

2 |3 |45 14. Toi thay thi tuc Hai quan nhanh chéng, khong gay phién ha. 11234

2 3|4 |5|15.Tbi thidy nhan vién Hai quan luén hoa nh, tic nghiép tot. 112|134

16. T6i thay thu tuc xuat/nhap canh nhanh chéng, khong giy phién
ha.

17. T6i thdy nhan vién xuat/nhap canh ludn hoa nhi, tic nghiép
tot.

213 |4|5|18.Toithiy dich vy transit/transfer nhanh chéng, dé dang. 11234




(Anh/chi cé thé bé trong nhitng yéu t6 ma nha g
OT TSN chua co hoac anh chi chua co kinl

, nghiém.) ‘ .
( 1: Hoan toan khong quan trong=>5: Rat quan  (1: Hoan toan khong dong y>5: Hoan toan dong
trong) y
Mike @ Chat lwgng
uan tron Yéu to dich vu ti
cqtia dich vi Nha ga QT
! L TSN
1]2|3|4|5]19. Tai thiy nhan vién transit/transfer luon hoa nha, tac nghiép tot. 2131415
112034als 20. an .(:Ahung. to1 cam thay cac budc thu tuc trong nha ga la hop 1y 203 14als
va tién loi.
112|3]|4|5|21.Taithdy gio bay di/dén dung lich. 213(4/|5
112034als 22. Téi thgy :khach ludn duoc cap nhat day da thong tin vé chuyén 213 14als
bay bi tre.
1]2|3|4|5|23.Taithdy dich vu tai nha ga danh cho khach bi tré chuyén tét. 213(4/|5
1213|4524 Téi thay dich vu danh cho khach bi hity chuyén tét. 213(4|5
1121314l5 25. T01’ thay sanh cho di va phong cho ra may bay c6 da ghé cho 213145
khach.
1]2]3]4]5|26. Tbi thay khoang cach di bo ra xe buyt dé 1én may bay hop 1y. 213(4/|5
1121314l5 217. TO} thay khpang cach di by ra may bay bang cau ong dan 203145
khach hop ly.
112131415 28. Toi th’aykca}l t}}ang~ bo ra xe'bu’yt dé 1én may bay dugc bo tri 20131415
hop ly vé dd doc cling nhu vi tri.
112034als 29. T01, thay’san‘}; cong cong du rong va bo tri ghé ngdi hop 1y cho 213 14als
khach don/tién nguoi than.
1121314l5 30. T6i thay hé théng duong ndi bo trong khu vuc sin bay thuan 20131415
tién, an toan cho khéch di xe cling nhu nguoi di bo.
112134ls 31. To1 lihong mat nhiéu thoi gian chd nhén lai hanh 1y tai bang 213 14ls
chuyén.
112034als 32. H?nh 1y cua t61 chua bao gio bi that lac khi t61 di tor TSN hoac 21314als
dén TSN.
1]2]3|4]5|33. Tbi thdy nhan vién Lost & Found luén hoa nha véi khach. 213(4|5




(Anh/chi cé thé bé trong nhitng yéu t6 ma nha g
OT TSN chua co hoac anh chi chua co kinl

, nghiém.) ‘ .
( 1: Hoan toan khong quan trong=>5: Rat quan  (1: Hoan toan khong dong y>5: Hoan toan dong
trong) y
Mike @ Chat lwgng
uan tron Yéu to dich vu tai
cqtia dich vi Nha ga QT
: : TSN
1]2|3|4|5|34. Toi thdy ty 1é tim lai hanh 1y nguyén ven cho khach cao. 2131415
112034als 35. T01: thay xe’buyt chd khach ra may bay/vao nha ga luén c6 du 203 14als
cho6 cho khach.
12|3|4|5]36. Toi thiy cau 6ng din khach hién dai, hoat dong tot. 213(4/|5
112|314|5|37.Toi théy thang cudn hién dai, an toan, hoat dong tbt. 2131415
1121314l5 38. Toi khong phai ty di by trén mot khoang cach qua dai nho 20131415
bang tai hanh khach hoat dong tot.
1]21]3]4/5]39. Tsi thdy nha ga rong rii, thoang mat, anh sang day du. 2131415
1|23 |4|5]40. Toi thiy nha ga ludn sach sé. 21345
112034als 41. To1 co theA d? dang don xe buyt hay taxi ngay khi ra khéi nha 213 14als
ga qudc té dén.
1121314l5 42. Kién tric, ndi thét nha ga va cdy xanh, canh quan xung quanh 213145
tao cho t6i mot an tugng v€ van hoa VN.
112034ls 43. Toi théy‘ dich vu tai quﬁy hudng dan thf)ng tin cho khach nudc 2013 14ls
ngoai vé du lich, di lai, khach san, v.v... tot.
44. Toi dé dang st dung cac dich vu thong tin lién lac (Pién
11213145 . 213415
thoai/Internet) voi gia ca hop ly tai nha ga.
123 |4|5]45. Toi co thé dé dang nhin thay quay doi tién. 213(4/|5
112034als 46. TpAl thagl ha:ng h.o’a t?,l cac cua hang mién thué, quay hang luu 213 14als
niém hap dan, gia c4 hop ly.
1|23 |4/|5]47. Toi thiy dich vu nha hang bén trong sanh cho tét, gia hop 1y. 2131415
123 |4|5]48. Toi thdy dich vu giai tri tbt, gia ca hop 1y. 213(4/|5
1]2]3]4]5|49. Téi thay dich vu cham soc stc khoe, sic dep tét, gia ca hop 1y. 2131415




(Anh/chi cé thé bé trong nhitng yéu t6 ma nha g
OT TSN chua co hoac anh chi chua co kinl

) nghiém.) ‘ .

( 1: Hoan toan khong quan trong=>5: Rat quan  (1: Hoan toan khong dong y>5: Hoan toan dong
trong) y
Mike @ Chat lwgng
uan tron Yéu to dich vu tai
cqtia dich vi Nha ga QT
! L TSN
50. Noi chung toi cam thdy thoai mai, hai long khi di qua nha ga
11213145 QT TSN. 213415

Doi voi cac cau hoi dudi ddy, xin anh/chi vui long danh dau tick (v') vao 6 chon

dung voi trueong hop cua minh.
51. Do tudi ctia anh/chi:
Dudi 25

Tur 25 dén 35

T 36 dén 45
Trén 45

52. Trinh d6 hoc van ctia anh/chi:

Cap 3 tro xudng
Trung hoc, cao dang
bai hoc, trén dai hoc

53. Qudc tich ctia anh/chi:

Viét Nam
Bic My

Nam My

Tay Au
Pong Au
Chau Phi
Chau A & Uc
Khac

54. S6 luot chuyén di qua nha ga qubc té

55. S6 luot chuyén di qua cac nha ga
quoc té khac trong 1 nam tr¢ lai

day:

1 lan

Tu 2 dén 5 lan

Trén 5 lan

56. Muc dich cta nhitng 1an xuit/nhap

canh tai Tan Son Nhat:

Cong tac/hdi nghi

Du lich

Tham than nhan

Hoc hanh

Khac

57. Anh/chi da di nhimg hang vé may
bay nao khi xuat/nhap canh tai TSN?

Hang thuong

Hang C




Tan Son Nhit trong 1 nim tro lai . )
day: 58. Lan cu6i cung anh/chi di qua nha ga
quoc t€ Tan Son Nhat cach nay:

1 1an _ _

Tu 2 dén 5 lan Dudi lrnam

Trén 5 lan Tu 1 dén 3 nam
Trén 3 nam

Néu anh/chi c6 ¥ kién dong gbép nao khac dé ning cao chét luong phuc vu tai nha ga
quoc té Tan Son Nhat, xin vui long néu dudi day:

Xin chan thanh cdm on su gitip d& cua anh/chi!
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PHU LUC 3b: QUESTIONNAIRE

Hello! In order to improve our operations and provide customers with the best
services at Tan Son Nhat New International Terminal, we are doing a survey on
passenger needs and their evaluation of services at the existing International
Passenger Terminal. It would be very much appreciated if you could spare your
time and answer the following questions by circling the blanks which best suit your

opinion.
Note: For significance level: Your evaluation of TSN Int’l Terminal:
1: Totally unimportant 1: Totally disagree
2: Unimportant 2: Disagree
3: Relatively important 3: Agreeable
4: Important 4: Basically agree
5: Very important 5: Totally agree
(You can leave blanks for factors that TSN Int’
Terminal does not have or of which you have nc
experience.)
( 1. Totally unimportant=>5: Very (I1: Totally disagree 25: Totally agree,
important)
. Satisfaction
Stgmﬁcanc:e Factor at TSN Int’l
level of service .
Terminal
1]12]3|4]5|1.1feel secure about the terminal security and safety. 112131415

2. I am satisfied with flight information service through telephone
1121345 and Internet as it is widespread, easily accessible and |12 |34 |5
convenient.
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(You can leave blanks for factors that TSN Int’
Terminal does not have or of which you have nc

experience.)
( 1. Totally unimportant=>5: Very (I1: Totally disagree 25: Totally agree,
important)
. Satisfaction
Slgmﬁcanc:e Factor at TSN Int’l
level of service .
Terminal
11213145 |3-1find that indoor signs are adequate, comprehensible and easily | { 23| 4 |5
seen.
112034als 4. 1 find .that all departure/arrival information displayed on the 11213]4l5
boards is accurate and updated.
112034als 5. .In my opinion, th§ guidance service (terminal floor plan, 112034als
information counter) is good.
112]3|4]|5|6.1have never seen baggage cart shortage or bad quality. 1121345
112]3|4]5|7.1¢{eel that security check is fast and not troublesome. 1121345
112|345 |8.Inmy opinion, security staff are courteous and efficient. 121345
112|3]4]5]09.]I feel that check-in formality is fast, convenient and error-free. 11213145
112]3]4]5/|10.1Ican check-in at any counter. 11213415
112]3|4]|5|11.]Ican check-in by myself. 12345
112|3]4]|5]12. Ican ask for an early check-in. 11213145
1[2|3]|4]|5]13.Inmy opinion, check-in staff are courteous and efficient. 1(2|3(4]5
112|345 |14.1feel that Customs check is fast and not troublesome. 121345
1/2]3|4]5|15.Inmy opinion, Customs staff are courteous and efficient. 11213415
1[2|3]4]|5]16.Ifeel that Immigration check is fast and not troublesome. 1(2|34]5
112|3]4]|5]17. In my opinion, Immigration staff are courteous and efficient. 112|345
112]3]4]5|18.1feel that transit/transfer service is fast and easy. 1121345
1121314519 In my observation, transit/transfer staff are courteous and | | |5 |3 |4 |5
efficient.
1121314520 Ingeneral I feel that the whole formality process is reasonable | { | 5 |34 5
and convenient.
112]3|4]|5|21.1observe that departure/arrival flights are punctual. 1121345

11
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(You can leave blanks for factors that TSN Int’
Terminal does not have or of which you have nc

experience.)

( 1. Totally unimportant=>5: Very (I1: Totally disagree 25: Totally agree,
important)

. Satisfaction
Slgmﬁcanc:e Factor at TSN Int’l
level of service .

Terminal
1121314l5 22. I.ﬁnd that there is full and updated information on delayed 1121314l5
flights.

112034als 23. I find that service at the terminal for delayed passengers is 112034als

good.

112]3|4]5|24.1find that service for passengers on cancelled flights is good. 121345

25. 1 see that there are adequate seats/benches in the waiting
lounge and boarding lounge.

26. In my opinion, walking distance to the bus gate for boarding is
reasonable.

11213145271 ﬁnq that 'the yvalking distance to the aircraft through the | { | 5|34 |5
boarding bridge is reasonable.

28. 1 find that the slope and position of the stairs to the bus for

11213145 L . 11213145
boarding is appropriate.

112034als 29. 1 feel that public hall for greeters/wavers is spacious enough 112034als
with adequate seats/benches.

1121314l5 30. I find that departure/arrival curbside traffic is convenient and 1121314l5
safe for both passengers on their vehicle and pedestrians.

112034als 31. It does not take. much time for me to get my baggage back at 112034als
the baggage claim conveyor.

112034als 32. My baggage has never been lost when I depart from/arrive at 112034als

TSN.

112|345 |33.Inmy opinion, Lost & Found staff are courteous and efficient. |1 |2 |3 4|5

34. In my opinion, the rate of lost baggage which are found intact
later is high.

35. In my opinion, shuttle buses (between the terminal and the
aircraft) have enough space for passengers.

12
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(You can leave blanks for factors that TSN Int’
Terminal does not have or of which you have nc

experience.)
( 1. Totally unimportant=>5: Very (I1: Totally disagree 25: Totally agree,
important)
. Satisfaction
Slgmﬁcanc:e Factor at TSN Int’l
level of service .
Terminal

1121314l5 36. 1 ﬁnq Fhat boarding bridges are modern and in good working 1121314l5
condition.

112034als 37. 1 ﬁnc} .that escalators are modern, safe and in good working 112034als
condition.

112034als 38. 1 do‘ not‘ have tq walk a very long c‘h'stance thanks to the 112034als
moving sidewalk in good working condition.

11213145 39. In my opinion, the terminal is spacious, ventilated with 11213145
adequate lighting.

1[2|3]|4]|5]40.]Ifind that the terminal is always clean. 1(2|3[]4]5

11213145 41. 1 can ea'sﬂy take'a bus or a taxi right after getting out of the 11213145
International Arrival Terminal.

42. The terminal architecture, furniture, green area and

121345 landscaping creates an impression on me of the Vietnamese | 1 |2 |3 4|5
culture.

112034als 43. 1 find that 1qformat10n service for foreigners on tourism, travel, 112034als
hotels, etc. is good.

112034als 44.Igan easily access‘commumcatloril service (telephone/Internet) 112034als
with reasonable prices at the terminal.

112]3|4]|5|45.1can easily see the Foreign exchange counter. 121345

46. 1 find that commodities in Duty Free Shops and souvenir shops

11213145 . . : 11213145
are attractive with reasonable prices.

112131415 47. 1 find that restaurant service inside the departure concourse is 112131415
good with reasonable prices.

112034als 48. I.ﬁnd that entertainment service is good with reasonable 112034als
prices.

112034als 49. 1 find that .healthcare and beauty service is good with 112034als
reasonable prices.

13
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(You can leave blanks for factors that TSN Int’
Terminal does not have or of which you have nc

experience.)
( 1. Totally unimportant=>5: Very (I1: Totally disagree 25: Totally agree,
important)
. Satisfaction

Slgmﬁcanc:e Factor at TSN Int’l

level of service .
Terminal
1121314l5 50. In general I feel cpmfortable departing from/arriving at TSN 1121314l5
International Terminal.

For the questions below, please tick (v') on the blanks that best suit your situation.

51. Your age:

Under 25

From 25 to 35

From 36 to 45

Over 45

52. Your education:

55.

High school certificate or lower

Higher school diploma

University degree or higher

53. Your nationality:

Vietnamese

North American

South American

West European

East European

African

Asian & Australian

Others

Number of  times

departing

from/arriving at other international

terminals within one year:

Once

Twice to 5 times

More than 5 times

56. Purpose(s) of your trip(s):

Business/conference

Travel

Family visit

Study

Others

57. Class(es) of tickets that you have

bought for trips
from/arriving at Tan
International Terminal?

departing
Son Nhat

Economy class

Business class

54. Number of times departing from/arriving 58. How long ago is the last time you
at Tan Son Nhat International Terminal

within one year:

Once

Twice to 5 times

More than 5 times

departed from/arrived at Tan Son Nhat

International Terminal?

Less than 1 year

1 to 3 years

More than 3 years

14
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If you have any other comments about Tan Son Nhat International Terminal service
quality, please do not hesitate to mention below:

Thank you very much for your kind assistance!

15
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PHU LUC 4:
BANG MA HOA BIEN
MA BIEN TEN BIEN NOQI DUNG

cl ANAT An ninh an toan nha ga
c2 ttin tu xa Dich vu thong tin vé chuyén bay tir xa
c3 bien chi dan Bién chi dan trong nha ga
c4 bang gio bay Béng thong tin vé gid cat/ha canh
c5 hdan quy trinh Dich vu huéng dan quy trinh nha ga
c6 xe day Xe day hanh 1y
c7 ktra AN Cong tac kiém tra an ninh
c8 NV AN Nhén vién kiém tra an ninh
c9 check-in Thu tuc check-in
cl0 check-in tai moi quay Thu tuc check-in tai bt ctr quiy nao
cll self check-in Thu tuc check-in do khéch ty thao tac
cl2 early check-in Thu tuc check-in thuc hién trudc chuyén bay kha lau
cl3 NV check-in Nhan vién check-in
cl4 ttuc HQ Thu tuc Hai quan
cls NV HQ Nhan vién Hai quan
clé6 ttuc XNC Thi tuc xuat nhap canh
cl7 NV XNC Nhan vién xuét nhap canh
cl8 DV transit/transfer Dich vu qua canh/ndi chuyén
cl9 NV transit/transfer Nhén vién dich vu qua canh/ndi chuyén
c20 thu tuc hop ly Quy trinh thu tuc hop ly
c21 dung gio Pam bao gio bay di/dén dung lich
c22 cap nhat tin chuyen tre Cap nhat thong tin vé chuyén bay bj tré
23 DV cho chuyen tre Dich vu cho khach bi tré chuyén
c24 DV cho chuyen huy Dich vu cho khéch bi hay chuyén
25 Ghe ngoi Ghé ngbi trong sanh cho di va phong cho ra may bay
c26 Khoang cach ra xe buyt | Khoang cach di bo ra xe buyt dé 1én may bay
c27 Khoang cach di ong long | Khoang cach ra may bay bang cau éng dan khach

16
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MA BIEN TEN BIEN NOI DUNG
c28 Thang bo ra xe buyt Thang bo ra xe buyt
c29 Sanh cong cong Sanh cong cong
c30 Duong noi bo SB DPuodng ndi bd san bay
c31 Thoi gian lay hanh ly Thoi gian 1iy hanh ly
32 That lac hanh ly Trudng hop that lac hanh ly
33 NV Lost&Found Nhén vién Lost & Found (Tim kiém hanh Iy that lac)
c34 Ty le tim lai hanh ly Ty 1é tim lai hanh 1y thét lac
35 Xe buyt san dau Xe buyt san dau (ché khach ra may bay/vao nha ga)
c36 Ong long Cau 6ng dan khach
c37 Thang cuon Thang cubn
c38 bang tai hanh khach Bing tai hanh khach
c39 Khong gian nha ga Khong gian nha ga, anh sang
c40 ve sinh V¢ sinh nha ga
c41 GT ra thanh pho Xe buyt/taxi ra thanh phd
c42 Net dac trung VHVN Nét dic trung van hoa VN trong kién tric nha ga
c43 Ttin du lich Dich vy hudng dan thong tin cho khach dén
c44 TTLL Dich vu thong tin lién lac
c45 Doi tien Dich vu ddi tién
c46 Hang hoa Hang hoa tai cira hang mién thué, hang luu niém
c47 Nha hang Nha hang trong nha ga
c48 Giai tri Dich vu giai tri
c49 Cham soc suc khoe Dich vu spa
c50 Cam giac thoai mai Cam giac thoai mai, hai 1ong

17
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PHU LUC 5:
KET QUA KIEM PINH CRONBACH ALPHA

Reliability statistics

NofCases= 1650
Alpha= 9708

18
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Cc2

C3
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C5

C6

Cc7
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Cc9

C10
C11
C12
C13
Ci4
C15
C16
C17
C18
C19
Cc20
c21
Cc22
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Cc24
C25
C26
cz27
Cc28
C29
C30
C31
C32
C33
C34
C35
C36
C37
C38
C39
C40
C41
C42
C43
C44
C45
C46
Cca7
C48
C49
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Item statistics

Mean

.5212
.0667
.1333
-3939
.9879
-9576
.3515
-3030
.3697
. 7697
.5758
.6303
.3273
.2485
.2848
.4242
.3455
.1818
.1333
.3333
.4545
.2788
.2424
L2727
-.0970
.8000
.9394
.8182
. 7697
-9333
.2848
-4909
.2667
.3636
-9333
-8909
.8061
.9394
.0788
.2303
.2303
.8121
.1152
.1030
-1697
. 7455
.8545
.4242
.1455

Std

[ R

Dev

.7374
.8563
.8521
.7045
.8624
.8859
L7474
. 7524
. 7508
.0219
.2054
.0431
. 7584
.8145
.7871
.7170
. 7462
-8060
-8080
.7353
. 7687
.8380
. 7975
.8217
.9121
.9703
.9416
.8784
.9148
.9182
L7474
.7700
.8705
.8489
.9824
.0062
.0175
.8882
.8337
.8455
.8011
.9914
.7918
.8946
.8739
.8880
. 7906
-9183
-9322

Cases

165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0
165.0

19
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Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
C1 195.3091 725.5563 .5168 .9706
Cc2 195.7636 728.8767 .3681 .9711
C3 195.6970 721.0540 .5430 .9705
C4 195.4364 721.3206 .6557 .9702
C5 195.8424 719.8775 .5620 .9704
C6 195.8727 717.4410 .5985 .9703
C7 195.4788 720.2877 .6427 .9702
Cc8 195.5273 718.8605 .6742 .9701
(01°] 195.4606 719.4695 .6603 .9702
Cc10 196.0606 719.2768 .4800 .9708
Cl1 196.2545 730.9714 .2179 .9722
C12 196.2000 716.3927 .5220 .9707
C13 195.5030 719.0564 .6638 .9701
C14 195.5818 716.1350 .6843 .9701
Ci5 195.5455 716.2373 . 7067 .9700
Cl6 195.4061 719.7061 .6865 .9701
C17 195.4848 719.2391 .6705 .9701
C18 195.6485 718.3513 .6395 .9702
C19 195.6970 715.0418 .7159 .9700
Cc20 195.4970 718.9832 .6874 .9701
Cc21 195.3758 719.3823 .6464 .9702
C22 195.5515 716.8098 .6489 .9702
C23 195.5879 717 .2316 .6733 .9701
Cc24 195.5576 716.1262 .6783 .9701
C25 195.7333 709.1967 .7534 .9698
C26 196.0303 709.4442 .7012 .9700
c27 195.8909 708.1953 .7492 .9698
Cc28 196.0121 711.1096 . 7417 .9699
C29 196.0606 712.7036 .6774 .9701
C30 195.8970 710.1296 .7286 .9699
C31 195.5455 717.5299 .7128 .9700
C32 195.3394 717.7865 .6847 .9701
C33 195.5636 711.4792 . 7406 .9699
C34 195.4667 716.6285 .6442 .9702
C35 195.8970 707 .6296 7277 .9699
C36 195.9394 708.5695 .6916 .9700
C37 196.0242 705.1945 . 7476 .9698
C38 195.8909 718.2929 .5786 .9704
C39 195.7515 713.3708 .7312 .9699
C40 195.6000 713.6195 .7149 .9700
Cc41 195.6000 716.8024 .6804 .9701
C42 196.0182 718.0545 .5193 .9707
C43 195.7152 719.5952 .6217 .9703
Cc44 195.7273 717.2971 .5954 .9703
C45 195.6606 712.8231 .7081 .9700

C46 196.0848 717.2732 .6006 -9703



C47
C48
C49
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195.9758 719.0482 .6358 .9702

196.4061 724.2305 .4361 .9709

196.6848 720.4732 .5053 .9707
PHU LUC 6:

KET QUA PHAN TiCH NHAN TO

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 911
Bartlett's Test of Sphericity | Approx. Chi-Square 6787.207
df 1176

Sig. .000

Communalities
Initial Extraction

ANAT 1.000 .665
ttin tu xa 1.000 .594
bien chi dan 1.000 .696
bang gio bay 1.000 674
hdan quy trinh 1.000 .584
xe day 1.000 515
ktra AN 1.000 .649
NV AN 1.000 .646
check-in 1.000 .694
check-in tai moi quay 1.000 .647
self check-in 1.000 .625
early check-in 1.000 .668
NV check-in 1.000 .629
ttuc HQ 1.000 .704
NV HQ 1.000 729
ttuc XNC 1.000 732
NV XNC 1.000 .683
DV transit/transfer 1.000 761
NV transit/transfer 1.000 .795
thu tuc hop ly 1.000 .648
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Initial Extraction
dung gio 1.000 .663
cap nhat tin chuyen tre 1.000 737
DV cho chuyen tre 1.000 .715
DV cho chuyen huy 1.000 .646
Ghe ngoi 1.000 .704
Khoang cach ra xe buyt 1.000 .728
Khoang cach ra ong long 1.000 .785
Thang bo ra xe buyt 1.000 713
Sanh cong cong 1.000 732
Duong noi bo SB 1.000 .752
Thoi gian lay hanh ly 1.000 .619
That lac hanh ly 1.000 .694
NV Lost&Found 1.000 .750
Ty le tim lai hanh ly 1.000 .730
Xe buyt san dau 1.000 .762
Ong long 1.000 .789
Thang cuon 1.000 .735
bang tai hanh khach 1.000 .616
Khong gian nha ga 1.000 725
ve sinh 1.000 .664
GT ra thanh pho 1.000 .640
Net dac trung VHVN 1.000 .639
Ttin du lich 1.000 .639
TTLL 1.000 .698
Doi tien 1.000 .638
Hang hoa 1.000 .684
Nha hang 1.000 .693
Giai tri 1.000 .829
Cham soc suc khoe 1.000 .701

Extraction Method: Principal Component Analysis.

Total Variance Explained

Extraction Sums of Squared Rotation Sums of Squared
Component Initial Eigenvalues Loadings Loadings
% of Cumulative % of Cumulative % of Cumulative
Total | Variance % Total | Variance % Total | Variance %

1 21.59 21.59

5 44,065 44.065 5 44,065 44,065 | 9.167 18.709 18.709
2 3.539 7.223 51.288 | 3.539 7.223 51.288 | 7.179 14.650 33.359
3 1.965 4.010 55.298 | 1.965 4.010 55.298 | 3.794 7.743 41.102
4 1.696 3.461 58.759 | 1.696 3.461 58.759 | 3.616 7.381 48.483
5 1.411 2.880 61.639 | 1.411 2.880 61.639 | 2.919 5.958 54.440
6 1.295 2.643 64.282 | 1.295 2.643 64.282 | 2.510 5.123 59.563
7 1.169 2.385 66.667 | 1.169 2.385 66.667 | 2.509 5.121 64.684
8 1.088 2.220 68.887 | 1.088 2.220 68.887 | 2.059 4.203 68.887
9 947 1.933 70.820
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Extraction Sums of Squared

Rotation Sums of Squared

Component Initial Eigenvalues Loadings Loadings
% of Cumulative % of Cumulative % of Cumulative
Total | Variance % Total | Variance % Total | Variance %
10 919 1.876 72.696
11 872 1.779 74.475
12 841 1.717 76.191
13 .770 1.572 77.763
14 757 1.545 79.308
15 .696 1.421 80.729
16 672 1.372 82.101
17 595 1.215 83.316
18 538 1.098 84.414
19 518 1.057 85.471
20 AT72 .963 86.435
21 460 .938 87.373
22 451 .920 88.292
23 438 .895 89.187
24 424 .866 90.053
25 412 841 90.894
26 .370 756 91.650
27 .353 720 92.370
28 .333 679 93.048
29 .325 663 93.711
30 293 599 94.310
31 272 555 94.865
32 263 537 95.401
33 224 458 95.859
34 222 452 96.312
35 207 422 96.734
36 182 372 97.105
37 177 .361 97.467
38 158 323 97.790
39 149 .305 98.094
40 135 276 98.371
41 133 272 98.642
42 124 254 98.896
43 112 229 99.126
44 .093 189 99.315
45 .084 71 99.486
46 .079 .160 99.646
47 .065 133 99.779
48 .064 131 99.910
49 .044 .090 100.000

Extraction Method: Principal Component Analysis.

Component Matrix(a)
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Component
1 2 3 4 5 6 7 8
ANAT 555 | -.303| -.175| .308| -.007 | .147| -101| .328
ttin tu xa 384 | -104| .072| .207| 562 | -013| .043| .264
bien chi dan 568 | -.128 | .109| .249| .115| .203| -146| .455
bang gio bay 676 | -190 | .132| .162| .306| .039 | -.005| .206
hdan quy trinh 575| -.026 | .283| .163| .304| -233| .009 | -.006
xe day 616 | .022| .229| .223| -.038| -.086| -.069 | -.140
ktra AN 685 | -.334| .081| -.032| -.075| .194| -102 | -.086
NV AN 708 | -252| .170| -.095| -.115| -.041| .161| .045
check-in 694 | -254 | 270 | .034| -187| .047| .088| .172
check-in tai moi quay AT4 | 283| .447| .223| .055| .066| .218| -.195
self check-in 200 | .603| .288| .178| .128| -072| .121| -.264
early check-in 510 | .358| .372| .064| .238| -.054| .279| -.019
NV check-in 694 | -226 | .214| .037 | -108| -.123| .146| -.022
ttuc HQ 718 | -225| .181| -.013| -.174| .209| -.100 | -.146
NV HQ 734 | -150| .231| .060| -.213| .203| -.131| -.078
ttuc XNC 721 | -253| .260| -.066 | -.201| .131| -.108 | -.084
NV XNC 705 | -236| .177 | -.202| -191| .094| .035| -.109
DV transit/transfer 668 | -.067 | -.059 | -.035| -.241| -267 | .399| .130
NV transit/transfer 744 | -113| .098 | -.068 | -.247 | -231| .290| .126
thu tuc hop ly 716 | -.148 | .085| .133| -.208| -.025| -.202 | -.054
dung gio 687 | -377| .031| -121| .105| .144| .042| -.003
cap nhat tin chuyen tre 685 | -298 | -.025| -.214 | .264| .094 | -.069 | -.221
DV cho chuyen tre 701| -210| .072| -214| .271| .190| .107 | -.082
DV cho chuyen huy 712 | -228| .061| -.252| .107| .073| .047| .038
Ghe ngoi 775| -.032| -204| .018| .102| .174| .072| -.119
Khoang cach ra xe buyt 714 | 192 | -252| .233| -134| .171| .131| -.002
Khoang cach ra ong long 759 | .193| -301| .113| -011| .098 | .165| -.177
Thang bo ra xe buyt 741 | .325| -.034| .199 | -114| .020| -.040| -.038
Sanh cong cong 674 | .395| .008| .149| -102| .258| .100| .110
Duong noi bo SB 739 | .171| -297 | .143| -.009 | .171| .193| .039
Thoi gian lay hanh ly 745 | -179 | -.117 | .002| .069| -.087 | -.015| -.074
That lac hanh ly 721 | -260| -171| -.090| .100| -.097 | .139| -.178
NV Lost&Found 767 | -.133| .016 | -.086 | .027 | -.365| -.051 | .005
Ty le tim lai hanh ly 679 | -196 | -.087 | .102| -.054| -.406| -128| .169
Xe buyt san dau 753 | -.067 | -416| .057| .077| .027| .024| -.081
Ong long 721 | -109 | -.440| -.002| .175| .006 | .011| -.181
Thang cuon 757 | .131| -288| .093| .164| .095| -.082 | -.104
bang tai hanh khach 573 | 447 | .055| .180| -.040 | -.153| -.164 | -.008
Khong gian nha ga 740 | 218 | -125| .212| -186| -.060 | -.124| .124
ve sinh 730 | .158| -.182| .068| -158| -.194| -077| .011
GT ra thanh pho 696 | .133| -241| -.036| -.020 | -.271| .025| -.059
Net dac trung VHVN 509 | 511| .120| .122| .045| .027| -292 | -.041
Ttin du lich 627 | .184| .189| -.071| .128| -083| -.345| -.168
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Component
1 2 3 4 5 6 7 8
TTLL 613 | .048| .065| -.408| .162| -.220| -260| .081
Doi tien 723 | .107 | -.106 | -.154 | -.006 | -.197 | -170 | .041
Hang hoa 604 | .348| -009| -270| -.166| .160| -252 | .089
Nha hang 635| .381| -104 | -354| -.021| .026| .042| .070
Giai tri 427 | 575| .027| -445| .002| .206| .084| .260
Cham soc suc khoe 499 | 460| .059| -419| .071| .031| .123| .200
Extraction Method: Principal Component Analysis.
a 8 components extracted.
Rotated Component Matrix(a)
Component
1 2 3 4 5 6 7 8
ttuc XNC 777 | .148| .109| .139| .169| .030| .113| .178
ttuc HQ 749 | 250 | .083| .156| .117| .016| .039| .182
NV XNC 738 | .202| .191| .087| .111| -007| .201| .030
ktra AN 719 | .284| .045| .014| .116| .122| .032| .140
NV HQ 716 | .213| .102| .224| .137| .023| .055| .296
dung gio 667 | .311| .105| -052| .062| .301| .115| -.007
check-in 650 | .094| .113| .125| .056| .190| .349 | .271
cap nhat tin chuyen tre 631 | .396| .118| .004| .211| .275| -.057 | -.211
NV AN 629 | 194 | .142| .097| .097| .159| .381| .057
DV cho chuyen tre 615| .339| .248| .088| .027 | .354| .027 | -.161
DV cho chuyen huy 610 | .271| .280| -006| .134| .277| .159| -.054
NV check-in 586 | .190| .022| .209| .150| .154| .392| .072
thu tuc hop ly 566 | .283| .005| .160| .325| .028| .146| .307
Ong long 325| .764| .085| -.023| .219| .189| .068 | -.056
Xe buyt san dau 321 | .745| .118| .000| .190| .172| .133| .084
Khoang cach ra ong long 263 | .744| .211| .281| .063| .036| .151| .103
Duong noi bo SB 232 | .687| .267| .201| -030| .147| .189| .238
Thang cuon 273 | .684| .208| .191| .234| .203| -.028| .129
Khoang cach ra xe buyt 241 | .649| .194| .255| -007| .036| .176| .337
Ghe ngoi 447 | 631| .191| .142| .073| .191| .060| .061
GT ra thanh pho 191 | 533| .215| .151| .383| .056| .316| .022
That lac hanh ly 501 | .530| .045| .019| .187| .187| .253| -.159
ve sinh 239 | .490| .207| .183| .389| .002| .286| .239
Thang bo ra xe buyt 247 | 475| .247| .431| 229 | .024| .140| .327
Thoi gian lay hanh ly 471 | .473| .069| .066| .278| .215| .197| .028
Khong gian nha ga 228 | 460 | .216| .247| .316| .053| .222| .449
Giai tri 042 | .134| .874| .194| .000| .024| .045| .074
Cham soc suc khoe 00| .150| .756| .218| .106 | .104| .160| -.035
Nha hang 197 | .363| .657| .169| .199 | .005| .147| .012
Hang hoa 298| .242| .601| .143| .278| -.095| -.053 | .255
self check-in -132| .074| .165| .751| .070| -.029 | -.024 | -.059
check-in tai moi quay 287 | .081| .097| .722| -050| .108| .107 | .050
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Component
1 2 3 4 5 6 7 8
early check-in 61| .096| .293| .644| .019| .295| .202| -.057
Net dac trung VHVN 074 | 222 .327| .498| .356| .042| -.148| .280
bang tai hanh khach .058 | .289| .247| .477| .390| .032| .096| .280
Sanh cong cong 221 | .414| .409| .420| -.042| .075| .101| .388
xe day 410 | .209| -029| .418| .262| .106| .135| .173
TTLL 352 | 125| .447| .012| .544| .214| .086| -.099
Ty le tim lai hanh ly 319 | 299 | -014| -015| .510| .239| .423| .206
Ttin du lich 370 | .188| .240| .354| .504| .114| -118| .043
NV Lost&Found 441 | .308| .125| .106| .493| .214| .381| -.011
Doi tien 308 | .375| .333| .095| .475| .107| .191| .093
ttin tu xa 099 | .162| .013| .132| .071| .730| .029| .046
bang gio bay 430 | .242| .067| .156| .140| .580| .123| .175
hdan quy trinh 304 | .121| -007| .394| .304| .442| .186| -.016
DV transit/transfer 329 | .344| .177| .104| .073| .054| .692| .066
NV transit/transfer 485 | .245| .200| .147| .142| .079| .633| .103
bien chi dan 346 | .137| .132| .041| .066| .512| .053| .519
ANAT 344 | .361| -.065| -146| .057| .370| .129 | .484

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 11 iterations.

Component Transformation Matrix

Component 1 2 3 4 5 6 7 8

1 592 520 .288 .260 .286 229 247 182
2 -.541 .092 546 569 077 -.212 -114 117
3 381 -.748 .006 530 -.023 119 .018 -.007
4 -.206 192 -.665 .386 -.101 187 .009 532
5 -.188 .099 .006 .106 .055 791 -.350 -.439
6 291 121 221 -.043 -.657 -.010 -.589 265
7 -.069 146 .032 .186 -.679 .065 599 -.337
8 -.212 -.281 .356 -.361 -.070 A73 311 541

Extraction Method: Principal Component Analysis.

Rotation Method:

Component Score Coefficient Matrix

Varimax with Kaiser Normalization.

Component
1 2 3 4 5 6 7 8
ANAT -.034 .023 -.031 -.149 -.053 179 -.007 .316
ttin tu xa -117 -.022 -.004 .016 -.024 470 -.026 .006
bien chi dan -.024 -112 071 -.100 -.054 .301 -.053 .353
bang gio bay -.018 -.050 -.008 .003 -.024 .305 -.022 .067
hdan quy trinh -.038 -.074 -.100 150 119 213 .045 -.094
xe day .048 -.030 -.138 159 .084 -.041 -.017 .019
ktra AN .166 -.004 -.028 -.031 -.033 -.058 -.128 .034
NV AN .090 -.069 .020 -.005 -.072 -.013 .160 -.029
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Component
1 2 3 4 5 6 7 8
check-in 103 -.131 .023 -.011 -.095 .018 .138 135
check-in tai moi quay .062 -.039 -.083 324 -.151 -.003 014 -.081
self check-in -.041 .016 -.068 .337 -.010 -.032 -.025 -.144
early check-in -.033 -.061 .031 249 -.118 .155 101 -.140
NV check-in .073 -.061 -.064 .065 -.026 -.023 .169 -.035
ttuc HQ 195 -.026 -.035 .031 -.042 -.137 -.128 .047
NV HQ 178 -.059 -.032 .043 -.030 -.125 -.114 126
ttuc XNC .196 -.089 -.012 014 -.001 -.125 -.071 .054
NV XNC .180 -.051 .033 -.003 -.054 -.143 .008 -.052
DV transit/transfer -.055 .007 .019 -.015 -.104 -.050 432 -.037
NV transit/transfer .004 -.065 .028 -.005 -.058 -.052 .364 -.010
thu tuc hop ly .087 -.032 -.094 .009 123 -.115 -.041 133
dung gio 113 .008 .024 -.061 -.086 077 -.051 -.062
cap nhat tin chuyen tre 119 .070 -.010 -.016 .033 .047 -191 -.224
DV cho chuyen tre .108 .031 071 .004 -.126 121 -.108 -.186
DV cho chuyen huy .089 -.030 .100 -.068 -.044 076 -.011 -.094
Ghe ngoi .029 161 -.009 .006 -.108 .008 -.093 -.064
Khoang cach ra xe buyt -.038 .168 -.022 .031 -.165 -.063 .023 124
Khoang cach ra ong long -.033 225 -.042 .066 -.123 -.084 -.008 -.063
Thang bo ra xe buyt -.031 .060 -.029 .095 016 -.074 -.013 112
Sanh cong cong -.014 041 .094 071 -191 -.005 -.013 176
Duong noi bo SB -.060 181 .026 .000 -.193 .017 .036 .060
Thoi gian lay hanh ly 011 072 -.058 -.021 .067 .018 .007 -.070
That lac hanh ly .029 127 -.066 -.008 -.005 -.010 .054 -.210
NV Lost&Found -.029 -.041 -.038 -.023 .228 .025 .148 -.091
Ty le tim lai hanh ly -.090 -.046 -.079 -.091 267 .065 194 .086
Xe buyt san dau -.047 213 -.045 -.065 -.009 .002 -.035 -.042
Ong long -.036 243 -.065 -.053 021 .007 -.085 -.143
Thang cuon -.042 179 -.027 .004 023 034 -154 -.019
bang tai hanh khach -.082 -.011 -.028 113 178 -.031 -.013 .100
Khong gian nha ga -.069 .029 -.014 -.015 .091 -.046 .047 224
ve sinh -.068 .057 -.026 -.021 148 -.091 .093 071
GT ra thanh pho -.092 .099 -.022 -.012 .143 -.053 126 -.086
Net dac trung VHVN -.030 -.027 .021 118 .169 -.014 -.193 114
Ttin du lich .052 -.058 -.013 .085 273 -.021 -.216 -.053
TTLL .000 -.118 .158 -.109 .297 .076 -.046 -.102
Doi tien -.040 -.007 .061 -.072 218 -.015 .018 -.008
Hang hoa .050 -.055 216 -.088 .085 -.115 -.142 133
Nha hang -.025 .013 234 | -.059 -.003 -.041 .027 -.058
Giai tri -.027 -.073 .392 -.076 -.126 .040 .007 .029
Cham soc suc khoe -.043 -.074 317 -.042 -.056 .069 077 -.064

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Normalization.

Component Scores.
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Component Score Covariance Matrix

28

Component 1 2 3 4 5 6 7 8

1 1.000 | 3.383E-16 .000 .000 .000 | 3.055E-16 | 3.025E-16 | 2.036E-16
2 3.383E-16 1.000 .000 | -1.792E-16 | -2.926E-16 .000 | -3.979E-16 | -1.021E-16
3 .000 .000 | 1.000 .000 .000 .000 .000 .000
4 .000 | -1.792E-16 .000 1.000 .000 .000 .000 .000
5 .000 | -2.926E-16 .000 .000 1.000 .000 | 3.347E-16 .000
6 3.055E-16 .000 .000 .000 .000 1.000 | 1.762E-16 .000
7 3.025E-16 | -3.979E-16 .000 .000 | 3.347E-16 | 1.762E-16 1.000 .000
8 2.036E-16 | -1.021E-16 .000 .000 .000 .000 .000 1.000

Extraction Method: Principal Component Analysis.
Component Scores.

Rotation Method: Varimax with Kaiser Normalization.
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PHU LUC 7:
KET QUA PHAN TiCH HOI QUY LAN 1

Correlations

C_am Do D_ieu Gi_a Do Do .
giac dap kien tri thich tin Th_ong Transit/ An
hai ung h_uu gia ung cay tin transfer toan
long hinh | tang
Ef)?rreslc;:‘ion Camgiac hailong | 1.000 | .439 | .325 | .203 | .058 | .393 | .099 182 | -.040
Do dap ung 439 | 1.000 | .000| .000| .000| .000 .000 .000 .000
Dieu kien huu hinh .325 | .000 | 1.000 | .000| .000| .000 .000 .000 .000
Gia tri gia tang .203| .000| .000| 1.000| .000 | .000 .000 .000 .000
Do thich ung .058 | .000| .000| .000 | 1.000 | .000 .000 .000 .000
Do tin cay .393 | .000| .000| .000| .000 | 1.000 .000 .000 .000
Thong tin .099 | .000| .000| .000| .000| .000| 1.000 .000 .000
Transit/transfer .182 | .000| .000| .000| .000| .000 .000 1.000 .000
An toan -040 | .000| .000| .000| .000| .000 .000 .000 | 1.000
(Sll-gt.ailed) Cam giac hai long .| .000| .000| .005| .228| .000 .104 .010 .304
Do dap ung .000 .| .500| .500| .500| .500 500 .500 500
Dieu kien huu hinh .000 | .500 .| .500| .500| .500 500 .500 500
Gia tri gia tang .005 | .500| .500 .| .500| .500 500 .500 500
Do thich ung 228 | .500| .500| .500 .| .500 500 .500 500
Do tin cay .000| .500| .500| .500| .500 . 500 500 500
Thong tin .104| .500| .500| .500| .500| .500 ) .500 500
Transit/transfer 010 | .500| .500| .500| .500| .500 500 . 500
An toan 304 | .500| .500| .500| .500| .500 500 500 .
N Cam giac hai long 165| 165| 165| 165| 165| 165 165 165 165
Do dap ung 165| 165| 165| 165| 165| 165 165 165 165
Dieu kien huu hinh 165| 165| 165| 165| 165| 165 165 165 165
Gia tri gia tang 165| 165| 165| 165| 165| 165 165 165 165
Do thich ung 165| 165| 165| 165| 165| 165 165 165 165
Do tin cay 165| 165| 165| 165| 165| 165 165 165 165
Thong tin 165| 165| 165| 165| 165| 165 165 165 165
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Transit/transfer

165

165

165

165

165

165

165

165

165

An toan

165

165

165

165

165

165

165

165

165
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Model Summary(b)
Adjusted R | Std. Error of Durbin-
Model R R Square Square the Estimate Watson
1 .736(a) 542 518 555 1.827

a Predictors: (Constant), An toan, Transit/transfer, Thong tin, Do tin cay, Do thich ung , Gia tri gia tang, Dieu
kien huu hinh, Do dap ung
b Dependent Variable: Cam giac hai long

ANOVA(b)
Model Ssquurzrgfs df Mean Square F Sig.
1 Regression 56.690 8 7.086 23.041 .000(a)
Residual 47.977 156 .308
Total 104.667 164

a Predictors: (Constant), An toan, Transit/transfer, Thong tin, Do tin cay, Do thich ung , Gia tri gia tang, Dieu
kien huu hinh, Do dap ung
b Dependent Variable: Cam giac hai long

Coefficients(a)

Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
1 (Constant) 4.333 .043 100.371 .000
Do dap ung 351 .043 439 8.108 .000
Dieu kien huu hinh 259 .043 325 5.991 .000
Gia tri gia tang 162 .043 203 3.736 .000
Do thich ung .047 .043 .058 1.076 .283
Do tin cay 314 .043 .393 7.245 .000
Thong tin .079 .043 .099 1.821 .070
Transit/transfer 145 .043 182 3.352 .001
An toan -.032 .043 -.040 -.740 460

a Dependent Variable: Cam giac hai long
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Coefficient Correlations(a)

Dieu
Do Do Gia kien Do
An Transit/ | Thong tin thich | trigia | huu dap
Model toan transfer tin cay ung | tang | hinh ung
1 Correlations | An toan 1.000 .000 .000 | .000| .000| .000| .000| .000
Transit/transfer .000 1.000 .000 | .000| .000| .000| .000| .000
Thong tin .000 .000| 1.000| .000| .000| .000| .000| .000
Do tin cay .000 .000 .000 | 1.000 | .000 | .000| .000| .000
Do thich ung .000 .000 .000 | .000 | 1.000 | .000| .000 | .000
Gia tri gia tang .000 .000 .000 | .000| .000 | 1.000 | .000 | .000
Dieu kien huu hinh .000 .000 .000 | .000| .000| .000 | 1.000 | .000
Do dap ung .000 .000 .000 | .000| .000| .000| .000 | 1.000
Covariances | An toan .002 .000 .000 | .000| .000| .000| .000| .000
Transit/transfer .000 .002 .000 | .000| .000| .000| .000| .000
Thong tin .000 .000 .002 | .000| .000| .000| .000| .000
Do tin cay .000 .000 .000| .002| .000| .000| .000| .000
Do thich ung .000 .000 .000| .000| .002| .000| .000| .000
Gia tri gia tang .000 .000 .000| .000| .000| .002| .000| .000
Dieu kien huu hinh .000 .000 .000 | .000| .000| .000| .002| .000
Do dap ung .000 .000 .000 | .000| .000| .000| .000| .002
a Dependent Variable: Cam giac hai long
Residuals Statistics(a)
Minimum Maximum Mean Std. Deviation N
Predicted Value 2.71 5.19 4.33 .588 165
Std. Predicted Value -2.757 1.449 .000 1.000 165
Standard Error of Predicted Value 057 .337 123 .040 165
Adjusted Predicted Value 2.91 5.20 4.33 .587 165
Residual -1.89 1.41 .00 541 165
Std. Residual -3.407 2.548 .000 .975 165
Stud. Residual -3.482 2.730 -.001 1.015 165
Deleted Residual -1.97 1.62 .00 .588 165
Stud. Deleted Residual -3.614 2.788 -.003 1.025 165
Mahal. Distance 722 59.665 7.952 7.273 165
Cook's Distance .000 232 .010 .027 165
Centered Leverage Value .004 .364 .048 .044 165

a Dependent Variable: Cam giac hai long
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Histogram
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PHU LUC 8:

KET QUA PHAN TiCH HOI QUY LAN 2
(Sau khi loai 3 nhan to D¢ thich &rng, Thong tin va An toan)

Correlations

Dieu
Cam Do kien Gia tri
giac hai dap huu gia Do tin | Transit/
long ung hinh tang cay transfer
Eg?rflg';‘ion Cam giac hai long 1.000 | 439| .325| .203| .393| .82
Do dap ung 439 | 1.000| .000| .000 .000 .000
Dieu kien huu hinh 325 .000 | 1.000| .000 .000 .000
Gia tri gia tang 203 .000| .000| 1.000 .000 .000
Do tin cay .393 .000| .000| .000| 1.000 .000
Transit/transfer 182 .000| .000| .000 .000 | 1.000
Sig. (1-tailed) | Cam giac hai long . .000| .000| .005 .000 .010
Do dap ung .000 . 500 | .500 .500 .500
Dieu kien huu hinh .000 .500 . .500 .500 .500
Gia tri gia tang .005 500 | .500 . .500 .500
Do tin cay .000 500 | .500| .500 . .500
Transit/transfer .010 500 500 .500 .500 :
N Cam giac hai long 165 165 165 165 165 165
Do dap ung 165 165 165 165 165 165
Dieu kien huu hinh 165 165 165 165 165 165
Gia tri gia tang 165 165 165 165 165 165
Do tin cay 165 165 165 165 165 165
Transit/transfer 165 165 165 165 165 165
Model Summary(b)
Adjusted R Std. Error of Durbin-
Model R R Square Square the Estimate Watson
1 .726(a) 527 512 .558 1.814

a Predictors: (Constant), Transit/transfer, Do tin cay, Gia tri gia tang, Dieu kien huu hinh, Do dap ung
b Dependent Variable: Cam giac hai long

ANOVA(b)
Sum of
Model Squares df Mean Square F Sig.
1 Regression 55.145 5 11.029 35.411 .000(a)
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Residual 49.522 159 311

Total 104.667 164

a Predictors: (Constant), Transit/transfer, Do tin cay, Gia tri gia tang, Dieu kien huu hinh, Do dap ung
b Dependent Variable: Cam giac hai long
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Coefficients(a)

Unstandardized Standardized 95% Confidence
Model Coefficients Coefficients t Sig. Interval for B
B Std. Error Beta Lower Upper
Bound Bound
1 (Constant) 4.333 .043 99.739 | .000 | 4.248 4.419
Do dap ung 351 .044 439 8.057 .000 .265 437
Dieu kien huu hinh .259 .044 .325 5.953 | .000 173 .346
Gia tri gia tang 162 .044 .203 3.712 | .000 .076 .248
Do tin cay 314 .044 .393 7.199 .000 .228 .400
Transit/transfer .145 .044 .182 3.331 .001 .059 231
a Dependent Variable: Cam giac hai long
Coefficient Correlations(a)
Model Transit/ Do Gia tri Dieu kien Do
transfer | tincay | giatang | huu hinh | dap ung
1 Correlations Transit/transfer 1.000 .000 .000 .000 .000
Do tin cay .000 1.000 .000 .000 .000
Gia tri gia tang .000 .000 1.000 .000 .000
Dieu kien huu hinh .000 .000 .000 1.000 .000
Do dap ung .000 .000 .000 .000 1.000
Covariances | Transit/transfer .002 .000 .000 .000 .000
Do tin cay .000 .002 .000 .000 .000
Gia tri gia tang .000 .000 .002 .000 .000
Dieu kien huu hinh .000 .000 .000 .002 .000
Do dap ung .000 .000 .000 .000 .002
a Dependent Variable: Cam giac hai long
Residuals Statistics(a)
Minimum | Maximum Mean Std. Deviation N
Predicted Value 2.82 5.22 4.33 .580 165
Std. Predicted Value -2.614 1.526 .000 1.000 165
Standard Error of Predicted Value 052 301 101 .032 165
Adjusted Predicted Value 2.79 5.22 4.34 577 165
Residual -2.00 1.35 .00 .550 165
Std. Residual -3.581 2.418 .000 .985 165
Stud. Residual -3.639 2.582 -.002 1.011 165
Deleted Residual -2.06 1.54 .00 .580 165
Stud. Deleted Residual -3.789 2.629 -.004 1.021 165
Mahal. Distance 441 46.814 4.970 4.822 165
Cook's Distance .000 .276 .010 .028 165
Centered Leverage Value .003 .285 .030 .029 165

a Dependent Variable: Cam giac hai long
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Histogram

Dependent Variable: Cam giac hai long
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PHU LUC 9:
PIEM TRUNG BINH VE TAM QUAN TRONG

Trung

binh
ktra AN 4.36
NV AN 4.25
check-in 4.35
NV check-in 4.32
ttuc HQ 4.24
NV HQ 4.30
ttuc XNC 4.43
NV XNC 4.31
DV transit/transfer 4.23
NV transit/transfer 4.14
thu tuc hop ly 4.33
dung gio 4.48
cap nhat tin chuyen tre 4.33
DV cho chuyen tre 4.29
DV cho chuyen huy 4.32
Ghe ngoi 4.10
Khoang cach ra xe buyt 3.79
Khoang cach ra ong 3.89
long

Thang bo ra xe buyt 3.78
Duong noi bo SB 3.94
Thoi gian lay hanh ly 4.29
That lac hanh ly 4.50
NV Lost&Found 4.27
Ty le tim lai hanh ly 4.38
Xe buyt san dau 3.96
Ong long 3.93
Thang cuon 3.86
Khong gian nha ga 4.11
ve sinh 4.24
GT ra thanh pho 4.24
Ttin du lich 4.10
TTLL 4.08
Doi tien 4.12
Hang hoa 3.73
Nha hang 3.84
Giai tri 3.43
Cham soc suc khoe 3.18

S6 trung vi | 4.24
(Median)
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PHU LUC 10: .
PIEM TRUNG BINH DNH GI CUA ANH KACH

Trung binh dgia Thang bo ra xe buyt 3.39
dgia ktra AN 3.47 dgia Duong noi bo SB 2.82
dgia NV AN 3.28 dgia Thoi gian lay hanh ly 3.34
dgia check-in 3.45 dgia That lac hanh ly 3.80
dgia NV check-in 3.53 dgia NV Lost&Found 3.24
dgia ttuc HQ 3.19 dgia Ty le tim lai hanh ly 3.42
dgia NV HQ 3.12 dgia Xe buyt san dau 3.30
dgia ttuc XNC 3.16 dgia Ong long 3.50
dgia NV XNC 3.11 dgia Thang cuon 3.33
dgia DV transit/transfer 3.42 dgia Khong gian nha ga 3.10
dgia NV transit/transfer 3.49 dgia ve sinh 3.30
dgia thu tuc hop ly 3.24 dgia GT ra thanh pho 3.63
dgia dung gio 3.15 dgia Ttin du lich 3.10
dgia cap nhat tin chuyen tre 3.22 dgia TTLL 2.86
dgia DV cho chuyen tre 2.90 dgia Doi tien 3.49
dgia DV cho chuyen huy 2.84 dgia Hang hoa 2.78
dgia Ghe ngoi 3.15 dgia Nha hang 2.52
dgia Khoang cach ra xe buyt 3.39 dgia Giai tri 2.26
dgia Khoang cach ra ong 362 dgia Cham soc suc khoe 2.41
long

S6 trung vi 3.24

(Median)
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