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NGHIEN CUU MUC PQ HAI LONG CUA HANH KHACH
DPOI VOI CHAT LUQNG DICH VU TAI CANG HANG KHONG
QUOC TE TAN SON NHAT

Trinh Thuy Anh'
Trdan Thi Thanh Huyén?

TOM TAT

Bai viét nghién civu mire @6 hai long ciia hanh khéach doi véi chat leong dich vu
hanh khdch tai cang hang khong quoc té Tan Son Nhdt dwa trén két qua khdo sdt 200
hanh khdch tai cang hang khéng ¢ hai nha ga quéc té va quéc ndi theo phirong phdp
chon mdu ngdu nhién. Nghién civu st dung cdc chi tiéu hoan thanh KPI (Key Perfomance
Indicator) d@é danh gid chat lirong dich vu hanh khdch, tir d6 xdy dung dwoc mé hinh
hoéi quy tuyén tinh phan dnh cdc yéu to anh huéng dén mire do hai long ciia hanh khdch
doi véi chat lwong dich vu phuc vu tai cdng hang khéng quoc té Tan Son Nhat. Mé hinh
IPA phan tich murc do quan trong va mike dg thé hién (Important Performance Analyszs)
dwoc s dung trong bai viét nay nham nhdn dang cac yeu 16 can wu tién cdi thién dé
ndng cao chat lwong dich vu tai cang hang khéng quoc té Tan Son Nhat.

Tir khoa: Chat lugng dich vy, chi tiéu hoan thanh (KPI), IPA, cang hang khong
qudc té (CHKQT), Tan Son Nhat.

ABSTRACT

This paper is a study of the customer s satisfaction to passenger service quality of
the Tan Son Nhat international airport which based on the survey from 200 passengers at
the domestic and international terminals. This study has been used the Key Performance
Indicator to evaluate passenger service quality, and then build a linear programming
for affected factors of customer s satisfaction of passenger service quality at the Tan
Son Nhat international airport. Important Performance Analysis model has been used in
the paper to identify the most priority factors which should be improved for enhancing
passenger service quality at the Tan Son Nhat international airport.

Keywords: Service quality, Key Performance Indicator (KPI), Important
Performance Analysis (IPA), Tan Son Nhat international airport.

1. PAT VAN DE

Trong nhimg nim gan day, xu thé
toan cau hoa va khu vuc hoa nén kinh té
thé gidi 1am cho sé lwong khach qudc té
vao Viét Nam lién tuc ting nhanh. Mat
khéc, cadc doanh nghi¢p Viét Nam khong
ngung ma& rong thi truong ngoai nude da

"Truong Dai hoc Mo TP. HCM.
’Hoc vién Hang khong Viét Nam.

tao diéu kién thiic ddy nganh hang khong
phat trién manh. Nang lyc van chuyén cua
nganh hién nay la 65% khach no1 dia va
97% khach qudc té, dua hang khong trd
thanh loai hinh van tai cha luc c6 vai tro
quan trong trong sy nghi¢p cong nghiép
héa, hién dai héa dat nudc.
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Cang hang khong qudc té (CHKQT)
Tan Son Nhat voi vi tri ddc biét 1a trung
tam cua khu vuc Pong Nam A, 1a cira ngd
quoc té, 14 giao diém cua giao thong hang
khong tir Pong sang Tay, tir Bic xudng
Nam. Tuy nhién so véi cac CHKQT trong
khu vue thi CHKQT Tan Son Nhat thuc
su van chua phét trién xing tdm véi tiém
ning sin cé. Nhan thirc dugc tim quan
trong cua chéit lugng dich vy, mét cong tac
chua dugc dac bi¢t chu y tai CHKQT Tan
Son Nhat, nghién ctru ndy nham danh gia
chat luong dich vu phuc vu hanh khich
tai CHKQT Tan Son Nhat dua trén v kién
khéch hang. Nghién ctru dugc thuc hién
trén co s& két hop giita phan tich cac chi
tiéu hoan thanh KPI, x4y dung md hinh
hoéi quy tuyén tinh, va tmg dung mo hinh
murc do quan trong - muc do thé hién IPA.

Phuong phap KPI (Key Performance
Index — chi tiéu hoan thanh), xuét phat tir
yéu cau cta viéc do ludng cac két qua thuc
hién trong doanh nghiép, da duogc gidi
thiéu tai My tr nhitng nam 80, sau d6 cung
v6i su ra doi cua Thé diém cén bang cta 2
tac gia Robert S.Kaplan va David Norton,
KPI dugc sir dung trén thé gidi nhu 1a 1
phuong thirc hiru hiéu dé do luong két qua
hoan thanh cua hoat dong thong qua viéc
thiét l1ap h¢ théng cac thude do hiéu suét.

M0 hinh IPA (Important Performance
Analysis) 12 mo hinh phan tich mac do

quan trong va mirc do thé hién cia cac tiéu
chi. Trén thé gi6i da stir dung kha pho bién
mo hinh IPA mang lai nhiing két qua dang
ké nhu dénh gia chat luong “dich vy Chinh
phu dién tr cia Nhat Ban” dugc thuc hién
boi Meng Seng; Hideki, Nishimoto vao
ngay 01 thang 08 nam 2011, hay trong
viéc danh gid “dich vy cham soc stc
khoe” dang trén tap chi Journal of Service
Science and Management (JSSM) ngay 1
thang 6 nam 2010.

2. PHUONG PHAP NGHIEN CUU
Xdy dung cdc chi tiéu hoan thanh KPI

Dua vao qui trinh hanh khéach di va
dén, nghién ctru dua ra 47 KPI cu thé cau
thanh chat luong dich vu phuc vu hanh
khach. Cac chi ti€u nay dugc khdo sat dua
trén cac yéu td anh huong dén su hai long
ctia hanh khach khi di qua nha ga quéc té
tai Viét Nam dugc phan chia theo 7 noi
dung 1a: (1) Dich vy hang khong, (2) Dich
vu phi hang khong, (3) Cong tac xtr Iy hanh
1y, (4) Nhan vién phuc vu hanh khach, (5)
Trang thiét bi, (6) B6 tri mit bang nha ga,
(7) Canh quan, v¢ sinh.

Xay dung mo hinh hoi qui tuyén tinh

Mtrc do hai long vé chat lugng dich
vu cta hanh khéch tai nha ga Tan Sq‘n Nhat
duogc xay dung dua trén céc tiéu chuan danh
gi4 theo thang do SURVQUAL, gom 8 tiéu
chi da duoc thiét lap nhu trong bang 1 sau.

Bang 1: Cac tiéu chi danh gia mirc d¢ hai long cia hanh khach

Tiéu chi Noi dung

Bién cu thé (KPI)

Lién quan dén thi tuc hang khong,
kha nang dam bao ding gio, nhan

13 bién: thu tuc xudt nhép canh, thi tuc hai quan,
nhan vién xuat nhap canh, kiém tra an ninh,
nhan vién héi quan, check-in, cap nhat thong tin

ung mdt sO y€u cau cua nha ga.

Do dap ung vién tac nghiép tot, khong giy | tré chuyén, diing gid, nhan vién an ninh, dich vu
phién ha cho khach. cho chuyén tré, dich vu cho chuyén huy, nhan
vién check-in va thu tuc hop ly
‘A £ eriix s . |5 bién: Thong tin lién lac, ty 1¢ tim lai hanh ly
Do tin cay Lién quan dén mirc 4 hiéu va dap thit lac, thong tin du lich, nhan vién hanh ly that

lac va dich vu do6i tién.
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Piéu kién hitu
hinh

Lién quan dén ha ting nha ga, sin
bay va trang thiét bi.

11 bién: 6ng léng, xe buyt, san dau, duong ndi
bd san bay, thang cudn, ghé ngdi, giao thong ra
thanh phd, that lac hanh 1y, vé sinh, thang bo
ra xe buyt, thoi gian 1ay hanh 1y va khong gian
nha ga

Gia tri gia ting

Thé hién cac dich vu khac ngoai
dich vu co ban va chu yéu ctia nha
ga mang lai cho hanh khach.

4 bién: dich vu giai tri, cham séc stc khde, nha
hang va hang hoa trong cira hang mién thué.

Do luong kha nang st dung cac
cong cu hién dai trong nganh hang
khong cling nhu tao su thoai mai

7 bién: self check-in, check-in tai moi quﬁy, ear-
ly check-in, nét dac trung van hoéa Viét Nam,

Do thich img cho khach, xac l4p hinh anh riéng | bang tai hanh khach, sanh cong cong va xe day
co, dac thu cta nha ga quoc te, | hanh ly.
quoc ndi Tan Son Nhat.

Théng tin Thé hién sy day du thong tin tai | 3 bién: thong tin tir xa, bang thong bao gid bay

nha ga

va huéng dan quy trinh

Dich vu qua

Thé hién su phuc vy, thai do cta

2 bién: Dich vu qua canh/ n6i chuyén va nhan

canh/no1 N . . Z n , e £
p nhan vién qua canh/ ndi chuyén | vién qua canh/ noi chuyén.
chuyén
. Thé hién sy mang lai cdm giac an . .2 s AX s . .
An toan N gk g 2 bién : bién chi dan va an ninh an toan.

tam, an toan cho hanh khach

Duya vao dir liéu thu thap theo so dd

trén, dung phan mém phén tich dir liu
SPSS 16.0 d€ nhap dir liéu, ma hoa bién,
kiém dinh bién va xu ly dé xay dung duoc
moO hinh héi quy tuyén tinh:
Y =B,+BX,+BX, +...+ B X

Trong do:

Y 1a bién s6 phy thudc (mirc d6 hai
long cua hanh khach)

B, la tung d6 goc ’

B, B,,...B_la cac thong s

X, Xg,...Xn la cac bién S('f) d(:)c 1ap
(cac nhan t6 anh hudng thude 8 yéu to trén)

Phin tich cdc chi sé KPI

Cin ctr vao diém danh gia cia hanh
khach vé Muc d6 quan trong va Muc do
thé hién, mirc d6 hoan thanh cta cac KPI
thudc céac ti€u chi c6 anh huong dén su
danh gia cua hanh khach vé chét luong
dich vu tai CHKQT Tan Son Nhit duge
danh gia (theo mo hinh héi qui tuyén tinh)
nhu sau:

Mikc d9 hoan thanh KPI = Mirc d9 thé hién * Mirc d0 quan trong
Mirc d§ hoan thanh tiéu chi =Y Mirc d§ hoan thanh KPI

V6i n: s6 KPI trong tiéu chi d6
Xdy dung moé hinh IPA
Cin clr vao diém danh gia ciia hanh

k=1

khéach vé Muc do quan trong va Muc do
thuc hién, cac tiéu chi duoc sép xép vao
mo hinh IPA nhu trong hinh 1 sau.
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Hinh 1: M hinh IPA trén co sé mirc d§ quan trong va mirc d thé hién

Cao

=
g “Tap trung phat trién” “Duy tri thé hién”
z
&
Q-
S
L 4 2 \
‘§ “Han ché phat trién” “Giam su dau tu”

Thap

Thap Mirc d6 thé hién Cao
3. KET QUA NGHIEN CUU hdi qui tuyén tinh dé tim méi twong quan

Khio sdt y kién hanh khdch

Khao sat duoc tién hanh bing cach
tiép cén 270 khach hang, tir 6 kiém tra,
sang loc va chon ra 200 bang hoi dat yéu
cau dé 1am mAu nghién ctru. S6 lwong nay
chiém khoang 10% luu luong hanh khach
thong qua cang trong mdt ngay cua ca 4
hang hang khong trong nudc va 13 hang
hang khong nudc ngoai. Pay 1a nhom ddi
tuong c6 co hoi sur dung dich vu tai cang
16n nhat. Qua trinh phong van duoc thuc
hién vao hai thoi diém cac chuyén bay
sang va chiéu, d6i v6i cac hanh khach dang
ngdi cho tai sanh trude gior 1én may bay.

Bang hoi duoc thiét ké voi thang
do Likert 5 mirc d6 ddi v6i muc do quan
trong va muc do thé hién. Mac do hoan
thanh cling dugc danh gia theo 5 thang do:
rat kém (0% - 39%); kém (40% - 59%);
trung binh (60% - 79%); tot (80% - 89%);
rat tot (90% - 100%).

Xay dung mé hinh héi qui tuyén tinh

Sau khi chay hdi qui tuyén tinh boi
v6oi phuong phap dua vao 1 lugt (Enter) ta
cO R*=0,542 va R’ dleu chinh = 0,518. Két
qua nay cho thay c6 mdi trong quan tuong
dbi manh giira bién Mtrc d6 hai long cua
hanh khach va cac bién chét luong dich
vu. Kiém nghiém F voi SigF< 0,05 (SigF
= 0,000) cho thay viéc sir dung mo hinh

giira cac yéu t6 trén 1a thich hop.

Quan sat cac hé¢ sb beta chuin hoa,
thdy rang cic nhan té Do dap ung, Dicu
kién hiru hinh, Gia tri gia tdng, D9 tin cdy
va Dich vu qué canh/ ndi chuyén c6 moi
quan h¢ tuyén tinh véi Panh gia ctia hanh
khach (Sigt < 0,05). V&1 d6 tin cay 95%
thi 3 nhan t6 D¢ thich trng, Thong tin va
An toan khong c6 y nghia thong ké (Sigt =
0,283; Sigt = 0,07; Sigt = 0,46) nén bi loai
khoi mo6 hinh nghién cuu.

Sau khi chay lai hdi qui tuyén tinh
boi v6i 5 nhan t6 ta thay thong s6 déu dat
y nghia thong ké&. Phuong trinh hoi qui boi
duoc xac dinh nhu sau:

Y =433 + 0,351 X, + 0,259 X, +

0,162 X+ 0,314 X, + 0,145 X,

Trong do:

Y: Panh gia cia hanh khach

X,: Do dap tng

X : Di€u kién hiru hinh

X, Gia tri gia tang

X, Do tin cay

X,:Dich vu qua canh/ndi chuyén

Thuc trang chit lwong dich vu
CHKQT Tan Son Nhit qua phdn tich KPI

Két qua phan tich cac KPI thudc cac
tiéu chi dugc the hién ¢ bang 2 sau.
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Bang 2: Tong hop danh gia ciia hanh khach

veé mirc d§ hoan thanh cia cac chi tiéu

Diém th | 161 quan trong | V¢ @ hoan thinh =
hlgn‘trung trung binh (biém thé hién*Diém
binh quan trong)/25

PQ PAP UNG 3.205 4.3315 0.55523
Kiém tra an ninh 3.47 4.36 0.60
Nhan vién an ninh 3.28 4.25 0.56
Check-in 3.45 4.35 0.60
Nhan vién check-in 3.53 4.32 0.61
Thu tuc héi quan 3.19 4.24 0.54
Nhén vién hai quan 3.12 4.3 0.53
Thu tyc XNC 3.16 4.43 0.56
Nhén vién XNC 3.11 431 0.54
Thu tyc hop ly 3.24 4.33 0.56
Dung gid 3.15 4.48 0.56448
Cap nhat tin chuyén tré 3.22 4.33 0.557704
Dich vu chuyén tré 2.9 4.29 0.49764
Dich vu chuyén huy 2.84 4.32 0.490752
PO TIN CAY 3.222 4.19 0.54
Doi tién 3.49 4.12 0.57
Ty 1¢ tim lai hanh 1y that lac 3.42 4.38 0.59
NV Hanh Iy that lac 3.24 427 0.55
Théng tin du lich 3.1 4.1 0.50
Thong tin lién lac 2.86 4.08 0.47
GIA TRI GIA TANG 2.49 3.56 0.35
Cira hang mién thué, lru niém 2.87 3.83 0.44
Nha hang 2.52 3.83 0.39
Massage 2.41 3.2 0.39
Giai tri 2.26 3.48 0.31
PIEU KIEN HU'U HINH 3.36 4.03 0.54
Khéng that lac hanh ly 3.8 4.46 0.68
Thoi gian 14y hanh 1y 3.34 4.29 0.57
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Phuong tién giao thong ra thanh phd 3.63 4.19 0.61
Duong ndi bd sén bay 2.82 3.92 0.44
Ong 1ong 3.5 3.92 0.55
Thang cudn 3.33 3.86 0.51
Xe buyt san dau 3.3 3.91 0.52
Thang bg ra xe buyt 3.39 3.76 0.51
Vé sinh 3.3 4.24 0.56
Ghé ngbi 3.15 4.1 0.52
Khong gian nha ga 3.1 4.1 0.51
]C)LC&;EI QUA CANH NOI 3.45 4.09 0.57
NV quéa canh/ni chuyén 3.49 4.05 0.57
DV qua canh/ndi chuyén 3.42 4.14 0.57

Nhu vdy c6 thé thay, hanh khach
dugc khao sat danh gia tam dugc voi nhan
t6 Do dép tmg (diém trung binh = 3.2). V&
ty 1€ c6 41% hanh khach danh gia cao, 33%
danh gia trung binh va 26% danh gi thap.
Tuy nhién Murc d hoan thanh cua Do dép
ung Tawpm= 0.5553 = 55.53% < 59% van
0 muc kém so voi sy ki vong cua hanh
khach, can phai cai thién nhanh chong.

Do tin cay cua dich vu tai nha ga
CHKQT Tan Son Nhat theo danh gia cta
hanh khach tam duoc (diém trung binh
3.22). C6 40% hanh khach danh gia tét,
37% danh gia trung binh va 23% déanh gia
thip. Hanh khach danh gia cao nhit vé
dich vu dbi tién (dé tiép can), thip nhit ¢
dich vu thong tin lién lac tai nha ga. Muc
do hoan thanh cua Do tin cay Tiney= 0.54
= 54% < 59% van & mutc kém so voi su
ki vong cua hanh khach, van can duoc cai
thién nht 13 2 yéu t6 thong tin lién lac va
thong tin du lich c6 Muac d§ hoan thanh
thap nhat 1an luot 1a 51% va 47%.

Mirc hoan thanh Gia tri gia tang T
=0.35=35% < 39% & muc rat kem 50

tang
v6i su ki vong ciia hanh khach va can phai

cai thién ngay.

Piém trung binh cua nhéan té Dicu
kién hiru hinh 14 3.36. Diém nay xép thir 2
50 v&i cac nhan o con lai véi 45.83% hanh
khach danh gia cao, 33.51% hanh khach
danh gia trung binh va 20.06% hanh khach
danh gid thdp. Mic d6 hoan thanh cia
Dicu kién hitu hinh T, = 0.54 = 54%
<59% la & mtrc kém so vo1 sy ki vong cuia
hanh khach.

Dich vu qua canh/ndi chuyén duoc
hanh khach danh gia kha t6t v6i diém
trung binh 3.45. C6 48% hanh khéach danh
gia t6t vé dich vu nay, 38.29% danh gia
trung binh va 13.95% danh gia thap. Phan
tich KPI ciing cho thdy Muc do hoan
thanh ciia yéu t6 niy cao hon tat ca nhiing
yéu t6 con lai.

Mo hinh IPA phén tich thuc trang
chit lwgng dich vu tai CHKQT Tin
Son Nhiit

Duya vao muc d§ quan trong va mirc
do thé hién clia céc tiéu chi theo md hinh
IPA ta thiy céc chi tiéu KPI thudc tiéu chi
Gia tri gia tang can uu tién cai thlen trudc;
céc tiéu chi con lai can duy tri thé hién nhu
hién nay dé nang cao murc do hai long cua
hanh khach (xem hinh 2).



TAP CHI KHOA HOC TRUONG BAI HOC MOTP.HCM - SO 7 (2) 2012 69

Hinh 2: Mo hinh IPA danh gia mirc d§ hoan thanh KPI
theo y kieén hanh khach

Cao
Y Do dap ung
an A gt A
e bot
§. Gia tri gia ting * *0Q o C}?/y 5 chuv
o “Tap trung phat trién” ua caniynot chuyen
g ' Y Hiru hinh
o “Duy tri thé hi¢n”
o)
Q
=
“Han ché phit trién” “Giam sy dau tw”
Thap
Thap Mirc d6 thé hién Cao
KET LUAN chi tiéu KPI thé hién chat luong dich vu

Muc d6 hai long cua hanh khéach
dbi voi chat luong dich vu tai CHKQT
Tan Son Nhat duoc xac dinh do 5 yéu
t tao nén, d6 1a: o dap tng, Dicu kién
hiru hinh, Gia tri gia ting, D0 tin cdy va
Dich vu quéa canh/ndi chuyén. Céac tiéu
chi nay da dugc danh gid can cu vao 47

khach hang tai cang. Can ctr mo hinh IPA,
nghién ctru nay cho thay van dé can duoc
cai thién la dich vu gia tr1 gia tang, day
chinh 1& dé xuat d6i v6i nha khai thac
CHKQT Tan Son Nhat dé tap trung nguén
luc t6t hon nham cai thién va nang cao
chit lugng dich vu.
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