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Danh gia cdm nhan cta hanh khach vé chat luong dich vu
mat dat hang khéng tai san bay quéc té Cam Ranh
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Tém tat: Nghién cliu nay s dung ki thuat phéng van truc tiép bang bang cau hoi chi
tiét véi 248/250 hanh khach tai san bay quéc té Cam Ranh. Mau nghién cltu dugc chon theo
phuong phap han ngach dua trén dac diém gigi tinh va dé tudi. Bang phuong phap nghién
cttu dinh tinh nham xay dung thang do va dinh lugng véi cac ky thuat phan tich dé tin cay
thang do, phan tich nhan té kham pha va phan tich hoi quy. Két qua nghién cttu chi ra rang,
nam nhan té c6 anh hudng dén su cdm nhan cta hang khach déi vdi chat lugng dich vu mat
dat hang khong tai san bay quéc té Cam Ranh lan lugt la: (1) Su tin cdy; (2) Su dap Ung; (3) Su
dong cam; (4) Nang luc phuc vuy; va (5) Phuong tién hiru hinh. Két qua nghién ciiu cho phép
nha quan ly nganh hang khéng va doanh nghiép cung ting dich vu mat dat tai san bay cé cac
chinh sach cu thé nhdm cai thién hon nita chat lugng dich vu méat dat, gép phén gia tang su
hai Idng cta khach hang trong thai gian tdi.
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Evaluation of customers’ perception on ground handling service quality at Cam Ranh
international airport

Abstract: This paper uses a detailed questionnaire to ask face-to-face 248/250
passengers at Cam Ranh international airport. Samples are selected by quota sampling based
on gender and age characteristics. The research applies qualitative method to identify scales
and quantitative one using various techniques such as scale reliability analysis, exploratory
factor analysis, and regression analysis. The research results show that five factors affecting
customer’s perception on the quality of ground handling services at Cam Ranh international
airport include: (1) Reliability; (2) Responsiveness; (3) Empathy; (4) Agents’ capacity; and
Tangible equipment.Those results help aviation managers and ground service providers at the
airport make good and sound policies to improve the quality of ground services, contributing
to increase customer satisfaction in the future.
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1.Datvan deé

Trong béi cdnh phat trién manh mé ctia cong nghiép 4.0 va su toan cau hda cia nén kinh
té thé gidi, canh tranh trong linh vuc hang khong ngay mét gia tang. DE cé thé thanh céng
trong cudc canh tranh khoc liét nay cac doanh nghiép hang khéng can cé gang cung cap nhiéu



