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LOI MO PAU

1. Tinh cip thiét cia dé tai

Hang hang khong qubc gia Viét Nam (Vietnam Airlines) véi
tu cich 1a Hang hang khong dai dién cho Qudc gia, dong thoi hoat
dong dudi tu cach mot doanh nghi€p, chiu sy tic dong cia cac tdc
nhan kinh doanh giéng nhu céc doanh nghiép khac. Néu nhu trudc
nam 2000, Vietnam Airlines hoat dong gan nhu doc quyén trong linh
vuc van tai hang khong tai Viét Nam thi sau ndm 2000, Vietnam
Airlines d4 phai d6i mat véi stc ép canh tranh ngay cang ting khong
chi ctia cdc hang trong nudc ma con cla cic hing tam cd thé gidi.
Nhan thdy phan khic khich hang sang (hang thuong gia) du chi
chiém 5% tong s6 khach di lai cua thi trudng hang khong nhung
déng gbép dén 25% doanh thu cua cdc hing, do vy xdy dung chién
lugc kinh doanh nham thu hit ddi twong khach nay 1a sy séng con
ctia hing trén cic dudng bay trong nudc va qudc té. Vi muyc tiéu
hoan thién chinh sich san pham dich vu hang thuong gia dé ning cao
tinh canh tranh cta san phdm va gitip hing hang khéng quéc gia Viét
Nam c6 thé phit trién, timg budc ning cao ning luc canh tranh cia
minh, tic gid quyét dinh chon dé tai “Hoan thi¢n chinh sdch sin
phdm dich vu hang thwong gia ciia Vietnam Airlines” 1am dé tai
nghién ctru cho luan van cua minh.

2. Muc tiéu nghién ciru

o Téng hop cdc 1y thuyét vé chinh sich san phim va xdy dung
chinh sich san phém hang khong hang thuong gia.

oPhéan tich thyc trang chinh sich sin phém dich vy hang
thuong gia cia Vietnam Airlines trong thoi gian qua.

oKién nghi cdc giai phdp nhim hoan thién chinh sich san

phém dich vu hang thuong gia cua Vietnam Airlines.
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3. Pbi twong va pham vi nghién ctru

3.1 Poi twong nghién ciru

Dbi tugng nghién ctru 1a nhitng van dé 1y luan, thyc tién lién
quan dén viéc hoan thién chinh sich san phém dich vu hang thuong
gia cua VietNam Airlines .

3.2 Pham vi nghién ciru

Pham vi khong gian: Tap trung nghién ctru cdc chinh sich san
pham dich vy hang thuong gia tai Vietnam Airlines.

Pham vi thoi gian: Hoan thién chinh sich san phém dich vu
clia VietNam Airlines dén nam 2015.

4. Phwong phap nghién ciru

- Phuong phdp nghién ctru duy véat bién ching va duy vat
lich st.

- Sir dung cdc phuong phédp so sianh danh gid két qua chat
luong dich vu qua cdc nam; phan tich tong hop, nghién ciru tham
khao tu lidu ciia cdc tic gia lién quan dén dé tai dé phan tich, suy
luan va danh gid thyc trang dé tim giai phap.

- Luén van dya trén 1y thuyét chung vé xdy dung chinh sich
san pham, két hop phén tich va tong hop céc nghién ctru thyc té.

- Luan vin con lay ¥ kién khao sat cta khdch hang.

5. B6 cuc cia ludn vin

Chuong 1: Ly luan chung vé chinh sich san phiam va chinh
sdch san pham hang khong hang thuong gia

Chuong 2: Thyc trang chinh sich san phém dich vu hang
thuong gia cia Vietnam Airlines

Chuong 3: Hoan thién chinh sich san phém dich vu hang
thuong gia cia Vietnam Airlines

6. Tong quan tai liéu nghién ciu
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CHUONG 1
LY LUAN CHUNG VE CHINH SACH SAN PHAM VA CHINH
SACH SAN PHAM HANG KHONG HANG THUONG GIA
1.1. KHAI NIEM VE CHINH SACH SAN PHAM

1.1.1. Sin phim va céu tric sin phim

a. Khdi niém vé sin phim

San pham 12 bét cr cdi gi c6 thé dua ra thi truong dé tao su
chid ¥, mua sam, sir dung hay tiéu ding nham théa mén nhu cau hay
ude mudn. N6 6 thé 1a nhiing vat thé, dich vy, con nguoi, dia diém,
t6 chirc va y tuong. Ranh gidi gitta hang héa va dich vu ngay cang
mo dan vi cdc cong ty ngly cang dua ra nhidu nhitng hdn hop san
phim va dich vu dé canh tranh trén thj truong.

b. Céu triic sin pham

Séan phém duoc cAu tric & nim Cé.p do: 1oi ich cdt 161, san
pham chung, san phdm mong doi, san pham hoan thién va san phim
tiém an.

Dbi v6i mot s6 san pham mang nhiéu yéu t6 dich vu nhu san
phém trong nganh hang khong thi san phém duoc chia thanh hai 16p
chu yéu :

- San pham co ban.

- San phdm ngoai vi hay con goi 12 san pham thir cap.

1.1.2. Chinh sach san phim

a. Phit trién vé danh muc va chiing loai sin phéam/dich vu

Danh muc san ph:?im/dich vu la tap hop tht ca nhiing loai san
pham/dich vy ma ngudi ban dua ra cho ngudi mua. Doanh nghiép c6
thé thiét 1ap mot doanh muc san phém/dich vu cung cép ra thi truong

mot cach cé hi€u qua bang cach kéo dai, lap day hodc cat tia cac san
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pham/dich vu dé dap tmg tot nhat nhu cau sir dung da dang cua
khéich hang.

b. Phit trién chit lwong sdn pham/dich vu

Chat luong ngay cang dugc xem la yéu té rit quan trong ddi
voi san pham/dich vy, gitip khach hang phan biét, lya chon nha cung
cAp. C6 thé nang cao chét luong san phim/dich vu theo céc hudng
sau: Nang cao tinh ing dung ctia san pham dich vy; Hoan thién céu
tric san phdm dich vu; Nang cao cong tic chim séc khach hang;
Ung dung thanh tyu c6ng nghé hién dai.

c. Phdt trién thwong higu

Dbi v6i khach hang, thuong hiéu c6 thé duoc str dung dé xac
dinh ngudn gbc, xudt xtr va gid tri cia san phdm/dich vu. Thuong
hi€u 12 mgt cdng cu canh tranh nhanh chéng hodc 1a mot cach don
gian héa dbi véi quyét dinh mua ciia khach hang.

d. Phit trién san pham/dich vu méi

Céc doanh nghiép c6 thé lya chon nhiéu chién luoc phat trién
san pham dich vy khdc nhau tby thudc vao nhiéu yéu t& nhu sir
mang, muc tiéu, quy md doanh nghi¢p va loai san phém dich vu méi.
1.2 SAN PHAM HANG KHONG: KHAI NIEM, CAU THANH,
PHAN LOAI

1.2.1. San phim hang khong va dic trung ciia sin phim
hang khong

a. Khdi ni¢m vé sin pham hang khong

San phdam vén tdi hang khong duoc dinh nghia 12 toan bd qud
trinh dich vu lién tuc tir mat dat dén trén khong, cung ung cho khich
hang nhiam ddp tng nhu ciu vé di chuyén va vén tai hang hod. San
pham hang khong 12 mot chudi dich vu thong qua ba giai doan chinh

gém: dit chd va mua vé, dich vu mat dat va dich vu trén chuyén bay.
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b. Pic trung ciia sin pham hang khong

San pham hang khong vira mang tinh vét chat cu thé (nhu loai
mdy bay, lich bay, mang dudng bay....), vira mang tinh v6 hinh nham
tao gid tri gia tdng (nhu dich vu trudc, trong va sau khi bay...).

- Ddc trung san pham lién quan dén ké hoach bay: lién quan
dén mang ludi, tin suét bay, lich bay va tinh ddng gid.

- Pdc trung san pham lién quan dén dich vu khdch hang: lién
quan dén viéc dat chd, chinh séch overbooking va cac dich vu bo tro
cho khéich hang.

1.2.2. Céc yéu t6 ciu thanh san pham hang khong

C6 5 yéu t6 cAu thanh nén san pham hang khong 1a: lich bay -
duong bay, hinh anh cta hing hang khong, hé thong mua vé dit chd,
céc dich vy lién quan dén chuyén bay va céc dich vy sau khi bay.

1.2.3. Phan loai san phim hang khong

San pham hang khong dugc thiét ké, phén loai tiy thudc theo:

a. Bdc diém dia Iy: bao gdm san pham hang khong ndi dia va
san pham hang khong qubc té.

b. Déi twong khdch hang: bao gdm san phim hang khong
danh cho khach di cong vy, khach di du lich, khach du hoc....

c. Can cwrvao cdc logi hinh dich vu: Dich vu dac biét; Dich
vu khédch thuong gia; Dich vu hang phd thong.

1.3 CHINH SACH SAN PHAM HANG KHONG HANG
THUONG GIA

1.3.1. Khai niém va vai tro ciia chinh sach san phim hang
thwong gia

a. Khdi niém cdc chinh sdch sin phdam hang thwong gia

San pham hang thuong gia 1a san pham hang khong tap trung

hudng t6i d6i twong khach hang 1a thwong gia. San pham duoc thiét
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ké gia tang thém cic loai hinh dich vy hon han san phiam hang pho
thong trén nguyén tic: Chat luong cao, Dich vu t6t, Mang lai ddu 4n
cd nhan, Nang cao gia tri hinh anh ctia khach hang.

b. Vai tro ciia cdc chinh sdch sin phdam hang thwong gia

Mdi hang hang khong truyén thong khi xay dung hinh anh,
dang cp cua minh déu lya chon hang thuong gia 1am miii nhon kinh
doanh. Vai tro nay dugc thé hién & viéc:

- Nang cao nang luc canh tranh ciia mot hang hang khong.

- Nang cao hiéu qua hoat dong kinh doanh.

- Nang cao hinh anh cho khach hang thuong gia.

1.3.2. Ndi dung céc chinh sich san phim hang thwong gia

a. Chinh sdch da dang héa cdc logi hinh dich vu sin pham
hang thwong gia

Céc hang hang khong hién nay dang tap trung vao da dang héa
san phém 0 cdc loai hinh dich vu nhu dich vu gidi tri, tng dung cdng
nghé thong tin gitp khach hang thuong gia tiép can thong tin mot
cich d& dang, lién két san phidm hang khong va cic san pham phi
hang khong va da dang héa gia vé hang thuong gia.

b. Chinh sdch chit lwong sdn phim

Chat luong dich vu 1a yéu t6 quan trong nhét tdc dong dén kha
nang phat trién san pham hang thuong gia. Tiéu chi dé d4nh gid chat
lugng déng mot vai trd quan trong trong viéc thiét ké lai san pham
hang thuong gia. Trong qud trinh danh gia chét luong, doi hoi phai
d4nh gid toan bo qu4 trinh dich vu cia san phdm hang khong, bét dau
tir dich vu truée chuyén bay, trong chuyén bay va sau khi bay.

c. Chinh sdach thwong hiéu

Khi x4y dung cdc chinh sdch thwong hiéu, can quan tim dén:

- Céc yéu t6 cau thanh thuong hidu hang thuwong gia.
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- Céc yéu té dé nhan dién thwong hiéu san pham hang thuong
gia cia mot hang hang khong.

- Quang ba thuong hi¢u.

d. Chinh sdch phdt trién sin pham mdi

Dé thiét ké san phim hang thuong gia méi, ¢6 cic cip do san
phidm méi sau: Tao ra san phim méi trong ngdn han; Nang cip san
pham hién c6; Mé rong chudi san pham hién tai; Thiét ké san phdm
va cac loai hinh dich vu moi.

1.3.3. Tién trinh xdy dung chinh siach sin phim hang
thwong gia

a. Phédn tich méi trwong Marketing: Bao gdm viéc phan tich
dbi thu canh tranh; Khich hang; Pon vi cung tng dich vu; Moi
truong chinh tri, phap luat, vin héa, ban sic dan toc...

b. Lua chon thi truwong muc tiéu

Tiy theo ngudn lyc cia hing hang khéng ma lya chon thi
truong muc tiéu cda hang minh. Co s& dé lua chon thi trudng muc
tiéu dya trén cac tiéu chi sau: Kha nang do luong cua thi truong do;
Qui mo cua thi truong; Kha nang tham nhap; Tinh kha thi.

c. Pinh vi sdn phim trén thi truong muc tiéu

Dinh vi san phdm hang thuwong gia 12 qud trinh thiét ké san
pham hang thuong gia sao cho chiém mot vi tri trong tdm tri khach,
khi d6 khach hang s& nghi dén san pham hang thuong gia ciia hing
hang khong d6 ma khong phai hang hang khong khéc.

d. Thiét ké sin pham hang thwong gia phiu hop véi dinh vi
da lua chon

1.3.4. Kinh nghiém ciia cac chinh sach sin phim hang

thwong gia ciia mdt sé hing hang khong
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CHUONG 2
THUC TRANG CHINH SACH SAN PHAM HANG THUONG
GIA CUA VIETNAM AIRLINES THOI GIAN QUA

2.1 GIOI THIEU CHUNG VE VIETNAM AIRLINES VA DICH
VU HANG THUONG GIA CUA VIETNAM AIRLINES

2.1.1. Giéi thiéu tong quan vé Vietnam Airlines

2.1.2. DPic diém hinh thanh va phat trién hang thwong gia
cta Vietnam Airlines

2.1.3. So dd t6 chirc va quén Iy ciia Vietnam Airlines

2.1.4. Két qua hoat dong kinh doanh ciia Vietnam Airlines
tir nam 2007 - 2011

a. S6 lwong hanh khdch

Bang 2.1. San lwong van chuyén hanh khach ciia VNA tir nim

2007-2011
(PVT: triéu hanh khdch)
STT Chi tiéu 2007 | 2008 | 2009 [ 2010 | 2011
1 Québc ndi 47 | 5.3 6.2 8 8.7
2 Tang truong (%) 12.77 | 16.98 | 29.03 | 8.75
3 Québc té 327 | 35 | 3.16 | 426 | 48
4 Ttang truong (%) 7.03 | -9.71 | 34.81 | 12.68
5 Luot khich 727 | 88 | 926 [1226( 135
6 Tang truong (%) 21.05| 5.23 | 3240 | 10.11

(Nguon: Bdo cdo tong két nam 2011 s6 29 — Ban KHPT)
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b. Doanh thu vin chuyén hanh khdch
Biang 2.2. Doanh thu quéc ndi ciia VNA tir nim 2007-2011
(DVT: Ty VND)

Doanh thu quéc ngi | 2007 | 2008 | 2009 | 2010 | 2011
Mién Bic 2.280 | 3.010 | 3.853 | 4.739 | 5972
Mién Nam 3.553 | 4.477 | 5.462 | 6.500 | 7.800
Mién Trung 637 | 906 | 1.196 | 1.496 | 1915

Téng doanh thu quéc ndi | 6.470 | 8.393 | 10.511 | 12.735 | 15.687

Téc do tang (%) 121 | 130 | 125 121 123

(Nguon: Bdo cdo két qua kinh doanh- Ban Tiép thi Bdn san pham)

Bang 2.3. Doanh thu quéc té ciia Vietnam Airlines tir 2007-2011
(PVT: triéu USD)

Doanh thu quéc té 2007 | 2008 | 2009 | 2010 | 2011
Mién Bic 105 | 113.5| 107.8 | 147.0 | 167.6
Mién Nam 129 | 1364 | 1255 | 1645 | 176.0
Mién Trung 8 9.2 8.6 11.3 13.0
Tong doanh thu qudc té | 242 | 259 | 242 323 357
Téc do tang (%) 108 | 107 93 133 110

(Nguon: Bdo cdo két qua kinh doanh—Ban Tiép thi Bdn san pham)
2.2. PHAN TICH THUC TRANG CHINH SACH SAN PHAM
HANG THUONG GIA CUA VNA THOI GIAN QUA

2.2.1. Phan tich két qua ban hang thwong gia cia VNA
thoi gian qua
a. San lwong vin chuyén hang thwong gia quéc ni va quéc

té ciia Vietnam Airlines thoi gian qua
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(DVT: hanh khdch)

Khich hang thuong gia
o 2007 2008 2009 2010 2011
quoc no1
Luot khach 222.866 | 287.162 | 269.402 | 477.027 | 699.920
Ty trong ghé hang thuong
gia/trén tong s ghé cung | 4.74 5.42 4.35 5.96 8.05
(g cta chuyén bay (%)

Téc d¢ tang truong (%) 100.31 | 128.85 | 93.82 | 177.07 | 146.73
Hé s6 SDG (%) 65.70% | 64.80% | 50.80% | 68.80% | 70.50%
Bang 2.5. Bang tong hop khach hang C quéc té ciia VNA (DVT:

khdch)

Niam 2007 2008 2009 2010 2011
Khach thuong gia quc t& | 156.901 | 178.670 | 155.861 | 265.972 | 348.987
Ty trong ghé hang thuong
gia/trén tong sb ghé cung | 4.80 5.10 4.93 6.24 7.27
{g cua chuyén bay (%)
Téc do tang trudng (%) 110.54 | 113.87 | 87.23 | 170.65 | 131.21
Hé s6 st dung ghé hang
. 62.92% | 63.16% | 59.84% | 66.83% | 67.31%

thuong gia(%)

Véi viée tang truong san luong, ti trong van chuyén khach

hang thuong gia qudc noi, qudc t& qua cic naim 2007-2011 that sy 1a

dau hiéu tich cyc phan anh nén kinh t€ vi mo6 phat trién on dinh va

ting truong bén viing nén theo dé nhu cau di lai cua khach hang

thuong gia ciing ting cao va 1 co hoi dé cho VN dau tu ngudn luc

xdy dung chién lIuoc kinh doanh dé khai thac tSt hon nita ddi twong

khach hang cao cdp nay trong nhitng nam tdi .
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b. So sdnh séin lwong van chuyén sin phim hang thwong gia
ciia Vietnam Airlines véi mgt sé hang khdc trong khu vuc
Bang 2.6. Két qua khai thac hang thwong gia ciia cac Hing
hang khong trén cac duong bay qudc té giai doan 2007 — 2011
( BVT: Luot khdch)

o Ty tr(_)ng/l“éng . 2
Nam | Airlines | Khéach C Ghé suat
khach
SQ 782.870 8.93% 68.48%
MH 183.720 5.42% 63.37%
2007 TG 271.230 5.36% 65.66%
VN 156.901 4.80% 62.92%
SQ 915.600 9.05% 70.82%
2008 MH 221.015 6.09% 64.58%
TG 310.120 7.12% 66.23%
VN 178.670 5.10% 63.16%
SQ 882.520 8.98% 67.60%
MH 450.510 5.88% 60.50%
2009 TG 429.574 6.84% 62.40%
VN 155.861 4.93% 59.84%
SQ 1.085.000 10.3% 71.07%
MH 385.975 6.45% 67.88%
2010 TG 520.154 7.85% 67.21%
VN 265.972 6.24% 66.83%
SQ 1.165.176 11.2% 71.55%
MH 488.515 7.82% 67.98%
2011 TG 720.695 9.12% 68.89%
VN 348.987 7.27% 67.31%

(Nguon : AAPA)
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c. So sdnh két qud bdn sin pham hang thwong gia ciia
Vietnam Airlines véi mét sé hdang trong khu vuc
Biang 2.7. Két qua doanh thu hang thwong gia ciia cac Hang hang khong
(PVT doanh thu: 1.000 USD)

Doanh thu hang Ty trong/
Nim | Hang hang khong . .
thuong gia Tong doanh thu

SQ 72.457 21.60%

MH 16.603 8.07%
2007

TG 21.192 10.30%

VN 14.060 5.81%

SQ 88.675 25.70%

MH 18.321 8.30%
2008

TG 25.165 11.40%

VN 17.275 6.67%

SQ 82.775 22.00%

MH 15.639 8.17%
2009

TG 20.673 10.80%

VN 15.415 6.37%

SQ 106.125 27.68%

MH 26.246 9.34%
2010

TG 36.165 12.87%

VN 23.482 7.27%

SQ 120.166 30.60%

MH 33.800 10.52%
2011

TG 47.584 14.81%

VN 28.738 8.05%

(Nguon: AAPA)
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2.2.2. Phan tich va danh gia cac chinh sach hang thwong

gia Vietnam Airlines

a. Chinh sdch vé da dang héa cdc logi hinh dich vu sin

phéam hang thwong gia ciia Vietnam Airlines

Chinh sich san phim hang thwong gia cta Vietnam Airlines

bao gdm toan bd cac chinh sach chi phoi toan by cic dich vu cung

{ing ctia san pham hang thuong gia ctia Vietnam Airlines.

Bang 2.8. Cac loai hinh dich vu hang thwong gia

ciia Vietnam Airlines dang trién khai

STT Loai dich vu Quy dinh tham chiéu
1 |Chinh sich dat giit chd hang thuong gia |Cong vian 1693/TCTHK-DVTT
2 |Quy dinh lam thu tuc va xép hang Cong van 1150/TCTHK-DVTT
3 |Quy dinh phong cho hang thuong gia Cong van 327/TCTHK-DVTT
Quy dinh trinh ty khach 1én may bay va
4 | Cong van 186/TCTHK-DVTT
trén may bay
uy dinh phuc vu khéach hang thuong gia
5 Quy dinh phuc vt e 88 Cong van 210/TCTHK-DVTT

tai khu vuc dén

* Panh gia chung

- Céc chinh sich da dang héa céac loai hinh dich vy hang

thuong gia chi méi tip trung vao san phdm chir chua tap trung vao

chinh hanh khéch sir dung san pham d6.

- Chinh sich san pham hang thuong gia ctia Vietnam Airlines

thoi gian qua con ngho nan, cdc chinh sich thiét k& chi mang tinh

qui dinh, thiéu tinh thyc té.
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- C6 nhiing dich vu Vietnam Airlines phai thué don vi cung

tmg phuc vu nén khé kiém sodt, tinh dong bo khong cao, dan dén

tinh thong nhat chinh sach trén toan hé thong con han ché.

b. Chinh sdch vé chit lwong sin phdm hang thwong gia.

Bang 2.9. Xép hang ciia Skytrax ddi véi dich vu hang thwong gia

(C) ciia VN, trong 66 hing hang khong dwoc danh gia (Ngudn:

Béo cdo Skytrax)

) . A Tang/giam
Tiéu chi danh gia Bac 2009 | Bac 2011 A

bac
Dich vu san bay 37 40 -3
Suat an - dd udng 50 44 +6
Do thoai mdi ciia ghé 57 55 +2
Giai tri trén chuyén bay 42 48 -6
Chét lwong dich vu tiép vién 29 21 +8

Bang 2.10: Xép hang ciia Skytrax déi véi dich vu hang thwong
gia ciia VN so v6i SQ, MH va TG (Ngudn:Bdo cdo Skytrax)

Xép hang Hang HK 2009 2011
VN 24/66 20/66
Toan thé SQ 6/66 2/66
gidi MH 15/66 17/66
TG 12/66 10/66
VN 12/21 10/26

Khu vuc
. SQ 1/21 1/26

Chau A
MH 11/21 8/26

TBD

TG 9/21 7126
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Theo danh gid chi tiét dich vu hang thuong gia, chat lugng
dich vu ctia VN con khodng cdch khé xa vé xép hang va diém ddnh
gid so voi cc hing hang khong canh tranh tryc tiép trong khu vuc.
Xét theo cdc nhém tiéu chi vé “Chdt lwong dich vu tiép vién cung
ccfp”, “Sudt an — do uéng”, “Do thoai mdi cua ghé”’, “Giai tri”’ va
“Dich vu san bay”, xép hang cua VN ndam 2011 thép hon TG lan luot
l1a 14, 13, 18, 20 va 24 bac.

c. Chinh sdch vé thwong hiéu cho sin phim hang thwong
gia

- Tén san pham hang thuong gia.

- Nhan dién thwong hiéu san pham hang thuong gia.

- Cong tic quang cdo san pham hang thuong gia.

Chinh sich vé thuong hiéu san phiam hang thuong gia cua
Vietnam Airlines con nhiéu bat cap, Vietnam Airlines can xdy dung
tén goi cho san phdm hang thuong gia clia Vietnam Airlines va cdc
hinh thirc nhan dién va quang ba cho san pham hang thuong gia.

d. Chinh sdch vé phdt trién sin phdam mdi cho hang thwong
gia.

2.2.3. Phan tich qua trinh xdy dung chinh sach sin phim
hang thuong gia cia Vietnam Airlines

a. Quy trinh xdy dung chinh sdch sin pham hang thwong
gia ciia Vietnam Airlines thoi gian qua

-Buwée 1 : Xdc dinh nhu cau

-Bwéc2 : Trién khai thir nghiém san pham

-Buwdrc3 : Cii tién cic chinh sach san phim hang

b. Cdc yéu té tic dpng khi xdy dung cdc chinh sdch vé sin
pham hang thwong gia

- Cdc yéu té kinh té - chinh tri
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Bang 2.14. K¢ hoach ddi may bay méi du kién tir 2012 dén

2015
STT Loai may bay 2012 2013 2014 2015
1 Airbus - A321 2 chiéc | 1chiéc | 2chiéc | 3 chiéc
2 Airbus - A330 2 chiéc | 2 chiéc | 2 chiéc
3 Boeing - B777 2 chiéc | 2 chiée
4 Boeing - B787 1 chiéc | 1 chiéc

(Nguon : Ban ké hoach dau tu — TCKHKVN)

- Chién luoc va tam nhin

- Cdc bé phdn tham gia xdy dung cdc chinh sdch san pham

hang thuong gia.

+ Ban K¢é hoach phit trién

+ Ban tiép thi ban san pham

+ Ban dich vu thi truong.

- Sw phéi hop cua cdc bo phdn cua toan hé th(fng

- Cdc don vi cung ung ngoai nganh

Baing 2.15. Panh gia TTB 6 cac san bay trong nuwéc

. . . Céc san
San bay Tan Son Nhat | Noi Bai | Ba Nang .
bay 1¢
Dinh gid Tét Khé Khé Yéu

(Nguon: bdo cdo ddnh gid chdt lwong ciia cdc san bay )

Yéu tb thoi gian cho viéc hoach dinh chinh sach:
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Béang 2.16. Thoi gian trung binh ra mét chinh sach hang C cia
VNA

STT Chinh sach Thoi gian
1 Quy trinh phuc vu hang thuong gia 1 nam
2 Da dang han dit chd hang thuong gia 8 thang
3 Chinh sach Customer Service 6 thang
4 Xay dung b tiéu chuén sut an 1 ndm
5 Trién khai ddng bo quay riéng cho hang C 6 thang
6 Quy trinh phyc vu uu tién hanh 1y hang C 6 thang

(Ngu(fn : Ban dich vu thi truong — Vietnam Airlines)

2.2.4. Panh gia chinh sach va qua trinh xay dung chinh sach
san phim hang thwong gia ciia Vietnam Airlines thoi gian qua

a. Ddnh gida chinh sdch hang thwong gia ciia Vietnam
Airlines

Vietnam Airlines chua xdy dung duoc thude do dé danh gia
chét luong san pham hang thuwong gia cia minh ma chii yéu thong
qua t6 chirc doc 1ap ddnh gid.

Chat luong san phiam hang thuong gia cia Vietnam Airlines
khong dong déu ¢ cic loai hinh dich vy cau thanh san pham hang
thuong gia. Ngay ca san pham hang thuong gia ciing khac nhau do
diéu kién cung tmg & mdi noi khic nhau.

Viéc xdy dung san phdm hang thwong gia chi méi dung lai
trong nganh hang khong chlr chua mé rong ra cac loai hinh dich vu
phi hang khong, do d6 Vietnam Airlines khé tim thdy dugc cac loai
hinh dich vu maéi bd sung vao chung loai dich vy san phém hang

thuong gia cia Vietnam Airlines.
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b. Pdnh gid qud trinh xdy dung chinh sdch sin phim hang
thuwong gia

- Chinh sich san phdm hang thuong gia duoc xay dung trén
quy trinh lac hau, chua phan tich day dii cic yéu té moi truong dé
1am co s¢ cho viéc xay dung chinh séch.

- Do c6 nhiéu bd phén tham gia vao qud trinh hoach dinh
chinh sach san pham hang thuong gia nén khé c6 su nhét quan, dong
nhét trong chinh sach.

- Poi ngii hoach dinh chinh sich hang thuong gia chii yéu tap
trung vao mot sd c4 nhan chil chdt & cdc ban chuyén mon ma 18 ra
cAn phai tap trung nhidu & céc con ngudi cp co s6.

- Qué ton thoi gian cho viéc hoach dinh mot chinh sach san
pham hang thuong gia.

- Chinh sich san phim chua c6 myc tiéu rd rang.

¢. Nguyén nhan

- Nhiéu bd phén tham gia vao qud trinh cung ng dich vu san
phdm hang thuong gia, dan dén san pham hang thuong gia Vietnam
Airlines cung ting cho khich hang thiéu dong bo.

- Céc chinh sich hang thuong gia trién khai phai phit hop véi
céc tiéu chuédn cua IATA do vay mét nhiéu thoi gian cho viéc hoach
dinh chinh séch 1a tat yéu.

- Han ché vé nguén luc dua Vietnam Airlines dén su lua chon
uu tién danh nguén Iyc cho viéc nao trude. Do vay viéc it dau tu cho
cdc san pham hang thuong gia phan nao do VNA thoi gian qua uu
tién du tu nhiu vao céc linh vuc khac hon.

- Chua ¢6 mét chién lugc 13 rang trong viée sir dung san pham
hang thuong gia lam cong cy dé canh tranh va tao su khac biét vé san
pham cta VNA
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CHUONG 3
HOAN THIEN CAC CHINH SACH SAN PHAM DICH VU
HANG THUONG GIA CUA VIETNAM AIRLINES

3.1.CAN CU BPE XUAT GIAI PHAP

3.1.1. Pinh huéng phét trién ciia Vietnam Airlines tir nay
dén nim 2020

Vé lau dai, hudng phat trién cho san phdm hang thuong gia
cua Vietnam Airlines 12 “Phan diu dén nam 2020, chat lugng san
phim va dich vu hang thuong gia dat tiéu chuén 4 sao va tré thanh
mot trong s6 10 hing hang khong duogc ua chuéng nhit & chau A”.

3.1.2 Muc tiéu ciia Vietnam Airlines tir nay dén nim 2020

a. Muc tiéu chung

Muc ti€u chung cia Vietnam Airlines trong thoi gian téi la:
“Xay dung Vietnam Airlines trd thanh mot hang hang khong c6 tam
¢&, ¢6 ban séc riéng, 1a mot trong nhitng hing hang khong hang dau
trong khu vuc vé chat lugng dich vu va dugc ua chudng”.

b. Muc tiéu cu thé

- Nang cao cac loai hinh dich vy nhdm théa man hon nhu ciu
di lai bang hang khong ctia khach hang.

- Chi trong vao dbi twong khéch ¢ thu nhap cao.

- Nang cao hinh anh san pham Vietnam Airlines trén thi
truong Chau A — Théi Binh Duong.

- Pung dau trong khu vyc Péng Nam A vé doi ngii mdy bay
tré va hién dai.

c. Phwong hwéng va muc tiéu ciia chinh sdich sin pham
hang thwong gia

Phuong hudng va muc tidu cia chinh sich san phim hang
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thuong gia dwoc cu thé nhu sau:

- X4y dung san phdm hang thuong gia mang ban sic riéng
thuan Viét.

- Tap trung ddng bd céc san pham dich vu hang thuong gia.

- Pbi méi céc loai hinh dich vu hang thwong gia theo hudng
thda min nhu ciu cua hanh khach.

- Chuén héa céc tiéu chuén chét lugng san phém dich vu hang
thuong gia.

- Phan du dua san pham hang thuong gia 1én 4 sao vio nim
2020.
3.2 PHAN TICH CAC YEU TO TAC PONG PEN CHINH
SACH SAN PHAM HANG THUONG GIA VIETNAM
AIRLINES TU 2012-2015

3.2.1. Phan tich méi trwong bén ngoai

3.2.2. Phan tich méi trwrong bén trong
3.3 XAC PINH THI TRUONG MUC TIEU VA PINH VI SAN
PHAM

3.3.1. Phin doan thj trwong

a. Thj trwong ngi dia

b. Thi truwong quéc té

3.3.2. Xac dinh thi trueong muc tiéu

a. Poi vdi thi trwong néi dia

b. Doi véi thi trwong quoc té

3.3.3. Pinh vi sin phim
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3.4. CAC GIAI PHAP HOAN THIEN CAC CHINH SACH SAN
PHAM HANG THUONG GIA CUA VIETNAM AIRLINES
3.4.1. Giii phap 1. Pa dang héa loai hinh dich vu hang
thwong gia
a. Chudn héa cdc tiéu chudn phong cho hang thwong gia
dong nhat trén toan hé thong.
b. Chudén héa quy trinh phuc vu khdch hang thwong gia trén
mdy bay.
c. Xday dung cdu lac by hang thwong gia ciua Vietnam
Airlines
3.4.2. Giai phap 2. Giai phap hoan thién chinh sach chit lwrong
a. Nang cao chit lwong dich vu mdt dit
- Dich vu tai quciy vé
- Dich vu check- in
- Dich vu tai phong cho
- Dich vu ra mdy bay
b. Néng cao chit lwong dich vu trén khong
- Néng cap tiéu chudn, déi méi hinh thirc trinh bay phuc vu
sudt an hang thuong gia
- Cdi tién ghé ngoi va cdc logi hinh gidi tri trén khoang hang
thwong gia cua mdy bay.
c. Nang cao chit liwong phuc vu dgi ngii tiép vién, nhan vién
phuc vu
3.4.3. Giai phap 3. Xay dung tén va quang ba hinh anh sin
phim hang thwong gia ciia Vietnam Airlines
a. Xdc dinh nhu cau hanh khdch siv dung sin pham hang
thuwong gia

Viéc phén tich xdc dinh nhu cau hanh khach st dung san phdm
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hang thuong gia di dan dén mot sb nhan dinh:

- Tén san pham hang thuong gia phit hop vé&i gidi tinh nam
nhiéu hon.

- Tén phai phit hop chit yéu ¢ tang 1p trung nién.

- Tén phai danh béng dugc hinh anh ctia khach hang

- Tén mang d4m ban chat vin héa Viét

b. Xdy dung tén va hinh dnh cho sin pham hang thwong gia
ciia VNA

Tén hang thwong gia | Bi¢u twong

‘1“1
£
b

Golden Lotus

c. Cdc gidgi phdp quéng bd hinh dnh sin pham hang thwong
gia dén khdch hang

d. Tinh hiéu qud ciia gidi phdp

3.4.4. Giai phap 4. Xay dung mét s6 dich vu méi cho sin
phiam hang thwong gia

a. San pham dich vu “Kiém tra svec khée Golden Lotus”

b. Dich vu “Thuw gian Goden Lotus”

¢. San pham dich vu gia tang Golden Lotus
3.5 MQT SO KIEN NGHI POI VOI TONG CONG TY HANG
KHONG VIET NAM VA CO QUAN QUAN LY NHA NUOC

3.5.1. Pbi véi Tong cong ty hang khong Viét Nam

- Sém c6 nghién ctru lai md hinh to chic va phan cong lai

chtic nang nhiém vu ciia cic phong Ban dé thong nhét va dong bo tir
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khau x4y dyng chién lugc kinh doanh san pham hang thuong gia dén
viéc dau tw mua mdy bay, trang thiét bi may bay....

- VNA nén xdy dung phong R&D nam trong Ban ké hoach
phdt trién.

- VNA nén chii dong nghién ctru xiy dung céc Video Clip dé
gidi thidu ddy du cdc san phdm dich vu hang thwong gia ma hanh
khiach dugc hudng trén cdc phuong tién truyén thong cong dong,
Internet...

3.5.2. Pbi véi Nha nwéc va Chinh phi

Nha nudc can hoan thién céc chinh séch dbi ngoai nham mé
rong quan hé kinh té véi cic nudc trén thé gidi dé tao diéu kién cho
VNA phit trién. Nha nuéc cin dam xay dung cdc chinh sich dam
bao phit trién 6n dinh bén viing nén kinh té vi mé, phat trién du lich.

- Tiép tuc chi dao dinh hudng xay dung chién luoc phit trién
dai han ciia VNA va c6 cac chuong trinh, chinh sich hd trg vé mat
tai chinh dé tao diéu kién cho Hang hang khong qudc gia Viét Nam
phat trién d6i mdy bay hién dai va mua sim khi tai.

- Nha nudc can xdy dung céc chinh gid, thué nhap khau lién
quan dén xing dau, trang thiét bi phu ting m4y bay, gid hoat dong
cung ung dich vu tai cic cang hang khong.

- Nha nuéc cin ¢6 ké hoach dau tir va dinh hudng phat trién
dai han tai cadng hang khong san bay dé déng bo vé nang lyc khai
thdc, trang thiét bi, con ngudi dé dam bao chét luong dich vu dong

déu tai cdc Cang hang khong sin bay trong nudc.
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KET LUAN

Luan vin dd hoan thanh cdc muc tiéu cua d& tai nghién ctru:
“Hoan thién chinh sich san phiam dich vy hang thuong gia cia
Vietnam Airlines”. Luan vin co ban hé théng héa nhiing van dé ly
luan lién quan dén chinh sich san pham, ndi dung chinh sich san
pham hang khong hang thuong gia va xdy dung céc giai phdp nham
hoan chinh chinh sich san phim dich vu hang thuong gia coa
Vietnam Airlines dé timg buéc ting tinh canh tranh cua san phim
nhim g6p phin ning cao hinh anh cia VNA tai khu vuc va trén
pham vi toan ciu.

Tuy nhién, do giéi han khuén khd cua coa mdt luan van thac
si, cdc giai phdp cua d& tai vé sau c6 thé s& can phai trién khai dé
kiém nghiém muc d6 phi hop véi thuc tién va ddp ung dugc su
mong doi ciia khdch hang sir dung san pham dich vu hang thuong gia
hay khong.

Dé tai nghién ctru ndm trong mot pham vi tuong ddi hep va 1a
san pham dich vy ddc thii ciia nganh hang khong nén ngudi viét gap
nhiéu khé khin trong thu thap ngudn 1y thuyét dé lam hé thong co s&
1y ludn chung, tr @6 da tao ra khong it tré ngai cho vi€c phan tich
thyc trang va kién nghi giai phap. Nguoi viét kinh mong nhan duoc y
kién déng gép cua Thay C6, Giang vién huéng dan va ban be dé dé

tai dugc hoan thién hon trong tuong lai.



