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UNG DUNG RHUUNG PHAP TOPSIS BE LUA CHON BON VI
CUNG CAP DICH VU DU LICH CHO DOANH NGHIEP

PGS.TS. Nguyén Thi Nguyén Hong*

Nghién ctru nay dworc thue hién nham xay dwng moé hinh va bé tiéu chudn dé danh gid va Iwa chon don vj cung
cép dich vu du lich cho Céng ty cd phdn Pau tw Phét trién Céng nghé Truwong Son véi 6 Iwa chon. Céc tiéu chi
dwoc dwa vao dénh gid la: (1) Gid ca, (2) Chéat Iwong dich vu, (3) Théi dé, (4) H6 tror khdch hang va (5) Uy tin,
thwong hiéu. Két qua cta nghién ctru gitp Céng ty Iwa chon nha cung cép dich vu du lich phi hop nhét, dép

trng v&i cdc tiéu chi ma Céng ty mong muon.

* T khoa: MCDM, Topsis, dich vu du lich, céng ty Trirong Son.

This study was conducted to develop a model
and a set of standards for evaluating and selecting
tourism service providers for Truong Son Technology
Development Investment Joint Stock Company, with
six options. The criteria included in the evaluation are:
(1) Price, (2) Service quality, (3) Attitude, (4) Customer
support, and (5) Reputation and brand. The results of
the study assist Truong Son company in selecting the
most suitable tourism service provider that meets the
criteria desired by the Truong Son company.

» Key words: MCDM, Topsis, tourism service, Truong

Son company.
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1. Pit vin dé

Du lich Viét Nam dugc dinh hudng tré thanh
nganh kinh té miii nhon va dang trén da phat trién
manh mé& trong nhimg nim gan déy, dan khang
dinh vi thé 1a mot trong nhitng nganh kinh té chu
lyc. Nganh du lich dong gop mot phan quan trong
vao su tang tmong va phat trién kinh té, tao ra
ngudn thu ngoai t¢ 16n cho dat nude, tir d6 nang
cao thu nhap qudc dan, ting ty trong GDP cua
nganh va gop phan tich cuc vao viée can bang
can can thanh toan quéc té. Cung vé6i do, dich vu
du lich cling ngay cang dugc quan tdm. Cac nha
cung cép dich vu du lich ¢6 thé 1a cac t6 chire hodc
cé nhan chuyén cung cdp cac san pham va dich
vu nhu cong ty It hanh, dai 1y du lich, nha hang,
khach san, hiang hang khong, cong ty van chuyén
hoic cho thué xe du lich. Trong bi canh d6, Cong
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ty cb phan Pau tu Phat trién Cong ngh¢ Tru'ong
Son can lya chon mot trong s6 rat nhiéu don vi
cung cép dich vu du lich trén thi truong hién nay.
Cac don vi duoc lya chon dé tim ra mot phuong
an tot nhat cho Cong ty 1a: (1) Cong ty ¢6 phan Du
lich va Tiép thi Giao thong van tai Vietravel, (2)
Cong ty Lt hanh HanoiTourist, (3) Cong ty TNHH
Mot thanh vién Du lich Lt hanh SaigonTourist,
(4) Cong ty c6 phan Pau tu Thuong mai Dich vu
Du lich Pat Viét, (5) Cong ty TNHH Thuong mai
va Du lich Khat Vong Viét, (6) Cong ty cd phan
Du lich Exotissimo Viét Nam. Bing phuong phap
g dung mé hinh Topsis, két qua nghién ctru s&
gitip Cong ty lya chon mot don vi cung cip dich
vu du lich phu hop.

2. Tong quan nghién ctru

Zadeh, 1965 giéi thiéu 1y thuyét md nham giai
quyét nhitng vn d& c6 tinh chit khong 13 rang va
s6 liéu phuc tap. Day ciing 13 phuong phap dugc
ung dung rong rai trong bai toan ra quyét dinh.
Hwang & Yoon (1981) gioi thiéu phuong phap
TOPSIS, day la phu'(mg phap quyet dinh da tiéu
chi dung dé danh gia xép hang ddi twong, duoc
gidi thiéu boi y tudng nhu sau: Mot lya chon goi
1a t6t nhat néu Iya chon nay c6 gia tri gin nhat
so voi 101 giai ly tudng tich cuc (Possive ideal
solusion-PIS) va xa nhét so vé&i 1oi giai 1y tuong
tiéu cuc (Negative ideal solusionNIS) cia bai toan
da trang thai.

Bui Thi Quyén, Nguyén Thi Mai Huong (2020)
sit dung phuong phap TOPSIS dé xay dung md
hinh va bo tiéu chuén dé danh gia va lya chon nha
cung cap hoa don dién tr cho cong ty C6 phan
qudc té Tién Thanh. Tap doan VNPT, Tap doan
Viettel va Téap doan BKAV la 3 don vi dugc lya
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chon nghién ctru. M6 hinh nghién ctru dugc thuc
hién qua 9 budc va thu duge két qua 1a Tap doan
Viettel 1 Iya chon wu tién hang dau cho cong ty
véi d0 chat ché 16n nhat (0,775), sau do la Tap
doan VNPT va Tap doan BKAV.

Kar Arpan Kumar (2015) da tmg dung phuong
phap Fuzzy AHP dé lya chon nha cung cép dua
trén mét bo tiéu chuan dugc sap xép theo nhém
tiéu chi dé xép hang nha cung cip. Cac tiéu chi
duogc sir dung 1a: chat lugng san pham, do linh
hoat trong giao hang, gia ca, kha ning san xuat,
trinh d§ cong ngh¢, dich vu sau ban hang, kha
nang tai chinh, kha nang déng thuan hop tac.

Luu Quoc Dat va cong su (2017) xay dung mo
hinh ra quyét dinh tich hop méi dé Iya chon va
phan nhém nha cung cap xanh. M6 hinh dé xuat
két hop phuong phap phén tich thir bac (AHP) dé
xéc dinh trong s6 va phuong phap diém ly tuong
(TOPSIS) dé xép hang va phan nhom cac nha
cung cip xanh tiém ning tai cong ty trach nhiém
htru han (TNHH) Canon Viét Nam. M6 hinh deé
Xudt cho phép gia tri ty 1¢ cua cac lya chon va
trong sO cua cac tiéu chuan danh gia dugc bicu
dién duéi dang cac bién ngdn ngit. Nghién ctru
phén loai 10 nha cung cép theo 4 nhom dya trén
chi s6 tiéu chuan vé kinh t& va moi truong. Két
qua cho thdy, c6 1 nha cung cap dugc danh gia cao
nhat (khi ca hai tiéu chuan kinh té va méi truong
déu cao).

Tran Thi Thiam va cong sy (2019) sir dung
md hinh tich hop Fuzzy-TOPSIS dé danh gia va
lya chon nha cung ung tai cong ty TNHH Bao Bi
Nhuya Thanh Phu. M6 hinh cho phép danh gia nha
cung mg trén nhiéu tiéu chi khic nhau, nhu: chi
phi, van chuyen chat luong, kha niang dap ung,
co s6 ha tang, thai do, chinh sach giam gid, nguon
gbc san pham, chinh sach giam gia, h¢ thong quan
1y mdi truong, hinh anh xanh, ... dong thoi han che
tinh chu quan cua nguoi danh gia. Ket qua Xep
hang cho thdy S6 1a nha cung cip tot nhat, xép
hang theo sau 1a S5 va S1.

Lé Thi Bich Phuong (2024) danh gia va lya
chon nha cung cip dich vu kho lanh trong chudi
cung ung lanh théng qua mo hinh tich hop Fuzzy
AHP-TOPSIS cho cac doanh nghiép kinh doanh
nganh thuc phém o khu vuc Bong Nam B¢ Viét
Nam. Nghién ctru da st dung mo hinh tich hop
Fuzzy AHP-TOPSIS dé danh gia va lya chon nha
cung cép dich vu kho lanh. Pau tién, phuong phap

phan tich thtr bdc mo - Fuzzy AHP dugc sur dung
dé xay dung bo trong s6 cho cac tiéu chi danh gia,
bd 6 tiéu chi gébm chi phi, chit luong va sy an
toan, dich vy, truy XUAt, nang luc va moi quan hé.
Tiép theo, phuong phap xép hang dbi tugng theo
tinh tuong dong véi giai phap 1y tuong - TOPSIS
duoc str dung dé danh gia va xép hang thu ty cac
nha cung cdp, chon ra nha cung cip tét nhat cho
doanh nghiép.

3. Phwong phap nghién ciru

Nghién curu 4p dung phuong phap TOPSIS dé
danh gia va lya chon nha cung cép dich vu du lich.
Phuong phap TOPSIS duoc xdy dung dua trén
trong so, trong d6 trong s6 nay dugc xac dinh dya
trén 1y thuyét xac suat nham danh gia kha niang
Xy ra cua cac sy kién. Dit liéu ddu vao cho mo
hinh dugc thu thap thong qua khao sat tir cac nha
quéan tri ciia Cong ty ¢ phan Piu tu Phat trién
Cong nghé Truong Son. M6 hinh dé xuét duoc
mo ta nhu sau:

Gia dinh rang c6 mot hoi dong quyét dinh gom
1 thanh vién (Dt, t = 1,...,1) ¢6 nhi€ém vu danh gia
n don vi cung cip dich vu du lich (Ai, i=1,...,n)
dua trén m tiéu chi (Cj, j = 1,...,m). Ty I¢ danh
gia cac nha cung cép dich vu du lich duoc xac
dinh theo timg tiéu chi cung vdi trong s cua cac
tiéu chi dugc dién dat dudi dang bién ngdn ngir
va trinh bay duéi dang s6 mo tam giac. Quy trinh
thuc hién mo6 hinh s€ dugc trinh bay qua cac budce
sau:

Buéc 1: Xdc dinh bé tiéu chudn dinh gid cdc
don vi cung cd'p dich vu du lich

Buwoc 2: Xac dinh trong s0 ciia tirng tiéu chudn

Dé xac dinh trong s6 ciia ting tiéu chuan, bién
ngon ngir va trong so cla cac tiéu chuan déu duoc
biéu thi dudi dang s6 m& tam giac, dugc thé hién
dudi dang bang sau:

Bang 1. Ty 1¢ va trong s6

Tylé Trong s6

Bién ngdn ngi Bién ngdn ngi

= Rét khong tdt

Tap mo tam giac
(0.1,0,2,03)
(0.2,0.4,0.6)
(0.4,0.6,0.8)

=Tot (0.7,0.8,0.9)

=Rt tot (0.8,0.9,1.0)

Tap mo tam giac
(0.1,0.2,0.3)
(0.2,0.3,0.4)
(0.3,0.5,0.7)
(0.5,0.7,0.9)
(0.8,0.9,1.0)

Buwéc 3: Xdc dinh trung binh ty 1¢ cia cdc lua
chon dwa trén tirng tiéu chudn

Khong quan trong

= Khong tot it quan trong

=Trung binh Quan trong

R&t quan trong

v s [w [~ e

Déc biét quan trong

Trong budc nay, héi,déng ra quyét dinh s& danh
gia tirng don vi cung cap dich vu du lich (41, 42,
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A3, A4, A5, A6) dua trén b tiéu chuan d3 duge
chon. Gia tri ty 1€ va gia tri trung binh ctia 6 don
vi trén mdi tiéu chuan dugc danh gia boi hoi dong
ra quyét dinh.

1
xy:zx(xyl+xlj2+ Xt +xyk) 1)

Trong do:
1 k

€ :;Zew

t=1

1 k
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Buwéc 4: Tinh trung binh trong sé

1
WJ:ZX(W +W +.. +Wk) )

Trong do:
1¢ 1< 1¢
=— 0,,p,=— g, = i
K20 2P 2

Buéc 5: Tiéu chuin héa cdach biéu thi ciia cdc
sw lwa chon véi cdc tiéu chudn khéich quan

Céc tiéu chuan thuong duoc phén chia thanh
loi ich (B) va chi phi (C). Ti€u chuan lgi ich ¢
tinh chat “Cang nhiéu cang tot , tiéu chuén chi phi
c6 tinh chat “Cang it cang tot”. Vay dé dam bao
tinh twong hgp gitra dinh muc trung binh va do
quan trong trung binh, dinh muc trung binh phai
dugc tidu chuan héa thanh pham vi c6 thé so sanh
duge. Gia st 7 =@-b-6) 13 cach biu thi cta lua
chon i trén tiéu chudn j. Gié tri % khi duoc tiéu
chuan hoa c6 dang:
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a =min, a. c =max,c,,i =1,...m,j=1..,n

i i
Budéce 6: Tinh dp quan trong cua dinh mirc
dwoc tiéu chudn hoa
D¢ quan trong ctua dinh mtrc duge tiéu chuan
hoa G, duoc tinh bang cac nhan dinh murc trung binh
duoc tiéu chuan hoéax; nhan véi dd quan trong w, .
Gjzxijij,izl,...,m,jzl,...,n (3)

Buwoc 7: Tinh
A, A7 d7,d”

Bueéc 8: Tinh h¢ sé chdt ché
Hé s6 chit ch& ciia mdi lya chon thuong duoc

dung dé xac dinh vi tri thir ty sap xép cuia tat ca cac
Iva chon, duogc tinh bang.

d;
O 4)

Buoc 9: Xdc dinh v tri thir tw sdp xép ciia cdc
lwa chon dwa vao hé so chat ché

4. Két qua nghién ctru va thao luin

Budc 1: Xdc dinh bg tiéu chudn dinh gid cdc
don vi cung cap dich vu du lich

Hoi dong ra quyét dinh gdm 5 nha quan tri
cua Cong ty. Nghién ctru su dung cac tiéu chuan
tir tong quan tai liéu két hop véi tinh hinh thuc
tién cua don vi, cac nha quan tri da thao luén
va lya chon 5 tiéu chi dé danh gia vé cac don vi
cung cap dich vu du lich bao gom: Gia ca (Cl),
Chat luong dich vu (C2), Thai d6 (C3), Ho tr¢
khach hang (C4), Uy tin thuong hiéu (C5). Cac
don vi cung cap dich vu dp ligh duoc dua Vé}o
danh gia la: A1 (Cong ty C6 phan du lich va tiép
thi giao thong van tai Vietravel), A2 (Cong ty Lix
hanh HanoiTourist), A3 (Cong ty TNHH MTV
du lich 1 hanh SaiGonTourist), A4 (Cong ty
cO phan dau tu thuong mai dich vy du lich Pat
Viét), AS (Cong ty TNHH thuong mai va du lich
Khat Vong Viét), A6 (Cong ty c6 phan du lich
Exotissimo Viét Nam).

Bueée 2: Xdc dinh trong sé ciia tirng tiéu chudn

Sau khi xéc dinh bd tiéu chuan dénh gia nha
cung cap, moi ca nhan trong hodi dong ra quyet
dinh (D, D,, D, D,, 1?5) s¢ xac dinh tam quan
trong cua cac tiéu chuén thong qua viée su dung
bién ngdn ngir.

Budc 3: Xdc dinh trung binh ty I¢ cua cdc lya
chon dya trén tirng tiéu chudn

Ap dung cong thuc (1), ta duoc bang dudi day:

Bang 2. Trung binh ty Ié cGa cac lwa chon
dwa trén tirng tiéu chuan

Tiéu chi p1 | b2 | b3 | pa | b5 Gop s6 mey
AL T RT | RT T T | (0.740,0.840, 0.940)
A2 RT T T RT | RT | (0.760,0.860, 0.960)
cl A3 T RT T RT | T8 | (0.680,0.800,0.920)
Gidca A T T RT | T8 T | (0.660,0.780,0.900)
AS T 8 RT T T | (0.660,0.780, 0.900)
A6 | T8 T RT T RT | (0.680, 0.800,0.920)
AL RT T T RT T | (0.740,0.840,0.940)
A2 RT | RT T 8 T | (0.680,0.800, 0.920)
Chétcli ong A3 RT | ®T T T RT | (0.760, 0.860, 0.960)
dich v p | T8 T 7 8 T | (0.580,0.720,0.860)
o A5 T T RT T T8 | (0.660,0.780, 0.900)
A6 T RT T RT T | (0.740,0.840,0.940)
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Nguon: Két qud chay mé hinh
Budc 4: Tinh trung binh trong sé
Ap dung cong thirc (2), ta c¢6 bang sau:
Bang 3. Trong sd va gia tri trung binh trong sé
cua cac tiéu chuan

Tigu chi DL | D2 | D3 | D4 | D5 Gop s6 my D1 D2 D3 D4 D5
AL | T T | RT | T RT | (0.740, 0.840, 0.940) 26| 07]08 09 08]0s] 1 osfoa| 1 |07]08]09]07]08]09
A | RT | T T RT_| T | (0740, 0.840, 0.940) AL | 08|09 09]07]08 09|08 09| 1 |07 0809|0809/ 1
G A | T8 | T | T | T | T |(0640,0760,0880) A2 (08|09 1 |08]09] 1 |07]08|09]08|09| 1 |07]08]09
Thai do A L T ™ T T | (0580,0720,0860) €5/ A3 /0809 1 |07[08[09/08|09| 1 [07[08/09|07]|08]09
s | T T ™| T T | (0,640, 0.760, 0.880) aill 198109 |08 |0 L190105 107108 |0
TR R T T {0580.0.720, 0860) A4 | 07|08 09040608 0708|0907 0809]07]08]009
Al T RT T T RT (0.740, 0.840, 0.940) A5{07/08|09(07(08[09|04|06|08|07[08[09/|0.7|08]|0.9
A2 T RT T RT RT (0.760, 0.860, 0.960) A6 |07]08|09|08(09| 1 |07/08|[09|08/09| 1 070809
Hstrﬁihéch A3 RT T RT T T | (0.740,0.840,0.940) Nguén: Két qua chay mé hinh
hang M| T T | ™| T T | (0,640, 0.760, 0.880) Buée 6: Tinh d6 ¢ ia dinh mi
A | T | 8| T T T | (0,640, 0.760, 0.880) < LY 0 quan lrgng cua ainh muc
A6 | T [ RT ] RT | T | T |(0740,0840,0.940) dwgc tiéu chudn hoa
AL | RT | T | RT | T RT | (0.760, 0.860, 0.940) ( N , 1.
. A | RT | RT | T RT | T | (0.760,0.860, 0.960) Ap dung cong thirc (3) ta c6 bang sau:
Uy tinthuong >R T | R L T T__| (0.740,0.840, 0.940) Bang 5. Ty |é danh gia trung binh cic do'n vi
ey M| T | 8| T T T | (0,640, 0.760, 0.880) - . e en ,
' As | T T[T T [ (0.640,0.760, 0.880) cung cap dwa trén moi tiéu chi
A | T | RT | T RT | T | (0.740,0.840, 0.940)

Tiéu chi D1 D2 D3 D4 D5 Rij

Al T RT | RT T T | 05032 | 06888 | 0.9024
A2 | RT T T RT | RT | 05168 | 07052 | 09216

c1 A3 T RT T RT | TB | 04624 | 0.656 | 0.8832
Gid cd A T T RT 8 T | 04488 | 06396 | 0.864
A5 T 8 RT T T | 04488 | 06396 | 0.864
A6 | TB T RT T RT | 04624 | 0656 | 0.8832

Hoi dong ra quyét dinh

Al RT T T RT T 0.4144 | 0.6216 | 0.8648

Tiéu chuan D, D, D, D, D, W, W | RT| Rt | T | T8 | T |o03%08] 059 | 088
C1 Qr RQT RQT Qr RQT (0.680, 0.820, 0.960) Chﬁtclfrdng A3 RT RT T T RT 0.4256 | 0.6364 | 0.864

(] Qr Qr RQT Qr Qr (0.560, 0.740, 0.920) dichvu Ad 8B T T 1B T 0.3248 | 0.5328 | 0.774

a Qr RQT RQT RQT BT (0.640, 0.780, 0.920) o A5 T T RT T TB 0.3696 | 0.5772 0.81

c4 RQT Qr BT RQT Qr (0.580, 0.740, 0.900) A6 T RT T RT T 0.4144 | 0.6216 | 0.846
c5 Qr BT Qr BT Qr (0.420, 0.620, 0.820) Al T T RT T RT 0.4736 | 0.6552 | 0.8648
Nguon: Két qua chay mo hinh m | Rt | T ] 1T | Rt | 1 | o046 | 06552 | 08648
Buwéc 5: Tiéu chuin héa cich biéu thj ciia cic G | M T T | T | T | 0409 ]| 05928 | 0809
sw lwa chon vdi cdc tiéu chuén khach quan Téido | a4 | TB | T | TB | T | T |03712] 0566 07912
s . . L . as | 1T | T | 1 | T | T |o40 | 05928 | 0.8096
Bang 4. Gia tri chuan héa cua cac lwa chon voi w1 T 1 | 1 losmz | osss | omon
cac tiéu chuan M| T | RT|T T | RT | 04292 | 06216 | 0.846

D1 D2 D3 D4 D5

A1|07]08[09(08]09| 1 |08/09| 1 |07|08|09|07]|08|09
A2|08(09| 1 (07/08|09|07/08|09/08({09| 1 08[09| 1
Cl1|A3|07(08]09 08091 07]|08|{09|08|09| 1 |04 06]|08
A4|07/08/09(07/08|09/0809| 1 |04|06|08|07|08|09
A5 |{07/08|09|04/06|08|08/09| 1 |07|08]09|07|08|09
A6 |04]06|08(07/08|09|08 /09| 1|07({08]09/08|09| 1
A1|{0809| 1 (07/08|09|07/08]|09|08|09| 1 |{07]08|09
A2|{0809| 1 |08]09| 1 |07/08]|09|04|06|08|07]|08]09
A3|08(09| 1 |08]09|1|07/08|09/07({08]09]08(09| 1
A4 |04]06|08|07(08]|09|07|08|09|04|06|08|07]|08]09
A5|07/08/09(07/08|09/0809| 1 |07|08|09|04|06|08
A6 |07]0809(08]09| 1 |07/08|09/08|09| 1 |07|08|09
A1|07]08]09|07/08|09|08 /09| 1|07{08]09/08|09| 1
A2|0809| 1 (07/08|09|07/08]|09|08|09| 1 |{07|08|09
C3| A3/04(06(08|07(08|09|07|08|09|07|08|09/0.7)08]0.9
A4 |04]06(08(07]08|09|0406|0807|08|09]|07]|08|09
A5 (0.7]0809|07(08]09|04|06|08|07|08|09|07|08]09

2

A2 T RT T RT RT 0.4408 | 0.6364 | 0.864
L A3 RT T RT T 0.4292 | 06216 | 0.846

Ho trg khach
A4 T T T8 T 03712 | 05624 | 0.792

A6 T RT RT T 04292 | 0.6216 | 0.846

T
hang T
A5 T 8B T T T 03712 | 0.5624 | 0.792
T
T

Al RT T RT RT | 03192 | 0.5332 | 0.7708

A5 T T 8 T
A6 T RT T RT

0.2688 | 04712 | 0.7216
0.3108 | 0.5208 | 0.7708

m | RT|RT | T | RT | T | 0319205332 | 078m2
6 M| R | T | RT | T | T | 03108 0508 | 07708
Uy tin thuwong
hidu M| T || T | T | T | 02688 04712 | 07216
T
T

Nguon: Két qud chay mé hinh

Buwoc 7: Tinh
A+,A’,di+,d[.

Bang 6. Gidi phap mo tdi wu

A6 |04]06|08(07]08|09|04)06]|0807|08]09]|07|08|09

A 1 1 1

A1|07]08|09(08]09|1|07/08|09|07|{08|09/08|09| 1

A 0 0 0

A2|07]0809(08]09|1|07/08/09/08({09| 1 08[09| 1
A3 |08/09| 1 (07/08(09/08/09| 1 |07|08|09|07]|08|09
A4107]08[09(07/08|09|0406|0807|08|09]|07]|08|09
A5 |{07]08[09|04]06|08|07/08]09|07|08|09]|07]|08|09

C4

Buéc 8: Tinh hé sé chat ché
Ap dung cong thirc (4) dé tinh toan, ta c6 bang
sau:

Tap chi nghién ciu Tai chinh ké toan
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Bang 7. Khodng cach va hé sé chit ché
cac tiéu chi

. - . " Hésd

Don vi cung cap dich vu du lich d d chit ché
A1 (Cong ty cd phan Du lich va Tiép thj Giao thong Van tai Vietravel) | 0.8541 | 0.9482 | 0.52611
A2 (Cong ty Lit hanh HanoiTourist) 0.8541 | 0.9499 | 0.52657
A3 (Cong ty TNHH MTV Du lich Li hanh SaigonTourist) 0.8799 | 0.924 |0.51223
A4 (Cong ty cd phan Dau tw Thuong mai Dich vy Du lich D3t Viét) | 0.9494 | 0.8562 | 0.47419
A5 (Cong ty TNHH Thuong mai va Du lich Khat Vong Viét) 0.9287 | 0.8748 | 0.48506
A6 (Cong ty c6 phan Du lich Exotissimo Viét Nam) 0.8925 | 0.9122 | 0.50546

Nguon: Két qua chay mé hinh

Buwéc 9: Xdc dinh vi tri thir tw sdp xép ciia cdc
lwa chon dwa vio hé sé chit ché

Hé s6 chit ché cang cao thi lya chon d6 cang
gan v6i giai phap t6i uu - dwong PIS va cang xa
giai phap toi wu - am NIS. Tir hé s6 chat ché nay,
ta s& chon dugc lua chon tot nht tir cac lwa chon
da cho.

Vay tht tu Xép hang cac don vi cung cép dich
vu du lich la:

A2>A1>A3>A6>A5>A4

5. Mt s6 khuyén nghi

Céc doanh nghi¢p cung cép dich vu du lich co
thé nang cao trai nghiém khach hang, cai thién chat
luong dich vu va xay dung mét thuong hiéu manh
mé trong nganh véi mot s6 giai phap dé xuét sau:

- V& gia ca: Pua ra cac mirc gia hop 1y va hip
dan; Cung cap cac goi dich vu voi mirc gia khac
nhau dé phuc vu da dang nhu ciu cia khach hang.
C6 thé ap dung giam gia cho nhom khach hang 16n
hogc trong mua thip diém. Doanh nghiép can dam
bao rang tat ca cac chi phi lién quan dén dich vu
déu duge cong khai 16 rang véi khach hang.

- V& chét lugng dich vu: Cac doanh nghié¢p du
lich dau tu vao dio tao nhéan vién dé nang cao ky
nang chuyén mén va thai do phuc vu. Nhén vién
can hiéu r& vé san pham va dich vu dé tur van t6t
nhat cho khach hang; Thu thap phan hoi tir khach
hang va st dung thong tin nay dé cai tién dich vu.
Viéc nay khong chi gitip nang cao chat luong ma
con tao su gén b6 véi khach hang; Thiét lap cac
tiéu chuan chat luong dich vu rd rang va thudng
xuyén kiém tra dé dam bao moi dich vu déu dat
yéu cau.

- V& thai d6 phuc vu khich hang: Khuyén
khich nhén vién tao ra mot bau khong khi than
thién va c6i mo, tao an tuong tich cyc cho khach
hang; Pao tao nhan vién cach ling nghe va dap
mg nhanh chong cac yéu cau cua khach hang;
Thiét 1ap quy trinh dé xtr 1y khiéu nai ctia khach
hang mot cach nhanh chong va hiéu qua, tir do tao
dung long tin va su hai long.

- V& hd tro khach hang Cung cap dich vu hod
trg khach hang 24/7 dé giai quyét moi thic mic va
van d¢ phat sinh trong sudt qué trinh st dung dich
vy; Bam bao réng khéch hang c6 thé dé dang tiép
can thong tin vé dich vy, bao gdm hudng dan, lich
trinh va cac diéu khoan lién quan; Ap dung cong
nghé dé cai thién trai nghiém khach hang.

- V& danh tiéng thuong hi¢u: Tao duyng mot
thuong hiéu c6 gia tri va uy tin théng qua cac chién
dich marketing hiéu qua va truyén th6ng tich cuc;
Khuyen khich khach hang dé lai danh gid va phan
hoi trén cac nén tang truc tuyén. Nhimng danh gia
tich cuc s& gitip nang cao danh tiéng thuong hiéu.

6. Két luan

bénh gia va lya chon nha cung cép dich vu du
lich giup doanh nghiép cé thé lya chon dugc nha
cung cép tot nhat, phi hop nhat. Bé lya chon dugc
nhitng nha cung cap t6t trude hét doanh nghiép can
nam duogc nhimg tiéu chi danh gia nha cung cap.
Dbi v6i lwa chon don vi cung cap dich vu du lich
cho doanh nghiép, ngoai cac ti€u chi thong thuong
trong lwa chon nha cung cip nhu chit lugng, gia
c4, uy tin ma con phai nhic dén tinh thai do phuc
vu va su hd trg khach hang. M6 hinh Topsis cho
phép danh gia nha cung cap trén nhiéu tiéu chi
khac nhau. Két qua xép hang don vi cung cép dich
vu du lich cho Céng ty CH phén Dau tu phat trién
cong nghé Trudng Son cho thiy A2 (Cong ty Lur
hanh HanoiTourist) 14 nha cung cap tot nhat sau
d6 toi Al (Cong ty Co6 phan Du lich va Tiép thi
Giao thong van tai Vietravel), A3 (Cong ty TNHH
MTV Du lich lir hanh SaigonTourist), A6 (Cong ty
c¢6 phan Du lich Exotissimo Viét Nam), A5 (Cong
ty TNHH Thuong mai va Du lich Khat Vong Viét)
va A4 (Cong ty co phan Pau tu Thuong mai Dich
vu Du lich Dt Viét).
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