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Tom tit: Trong boi canh canh tranh ngay cang gay git ciia nganh hang khéng, tai san thuwong hiéu tré: thanh
ngudn lwec chién lu’oc giup doanh nghiép tao khac biét, duy tri long trung thanh va tang truong thuong hi¢u
bén vitng. Bai viét tdp trung lam ro khdi niém tai san thiong hiéu ciia doanh nghiép hing khong, phdn tich dac
diém thieong hiéu ciia ba héng dai dién cho ba mé hinh kinh doanh khac nhau tai Viet Nam gom Vietnam Air-
lines, Vietjet Air va Bamboo Airways, dong thoi, hé thong hoa cdc yéu to cau thanh tai san thuwong hiéu trong
linh vuc nay. Trén co so cac phu’o‘ng phdp nghién ciru, bai viét nhin dién yéu t6 cau thanh tai san thirong hiéu
hang khéng, tir dé dé xudt cach tiép cdn quan tri tai san thuong hiéu phit hop véi dic thit nganh hang khong
Viéet Nam.

Tir khoa: tai san thuong hiéu,; hang khong; Vietnam Airlines; Vietjet Air;, Bamboo Airways.

Abstract: In the context of increasingly intense competition in the aviation industry, brand equity has become a
strategic resource that enables airlines to differentiate themselves, maintain customer loyalty, and achieve sus-
tainable brand growth. This article clarifies the concept of airline brand equity, analyzes the brand characteristics
of three representative carriers in Vietnam (Vietnam Airlines, Vietjet Aiv, and Bamboo Airways) which represent
three different business models, and systematizes the factors constituting brand equity in this sector. Based on re-
search methods, the study identifies the key components of airline brand equity, thereby proposing an approach to
brand equity management that is suitable for the specific characteristics of Vietnam s aviation industry.
Keywords: brand equity; aviation, Vietnam Airlines, Vietjet Air; Bamboo Airways.

1. Pit van dé

Nganh hang khong duoc xem 1a mot trong nhiing
linh vyc dich vu ¢6 déc tinh kinh doanh phtrc tap va
muc do canh tranh cao. Khéac vé6i nhiéu nganh dich
vu khac, dich vu hang khong la mdt nganh nang
dong, co su thay doi nhanh, dong thoi chiu anh
huéng manh tir cac yéu to bén ngoai nhur gia nhién
liéu, bién dong kinh té va cac yéu t an ninh toan cau
(Doganis, 2019, tr.8). Bén canh d6, ban chét cua dich
vu hang khong mang tinh v6 hinh, khong thé uu trix

va dugc san xuat ciing nhu tiéu ding gan nhu dong
thoi. Nhitng dic diém nay khién viéc quan tri chat
lugng dich vu va xay dung thuong hi¢u trong nganh
hang khong trd nén phirc tap hon so voi nhiéu nganh
dich vu khac. Cu thé nhu cac yéu td gia vé, chét
luong dich vu va gia trj khong ton tai nhu nhimg yéu
t6 khach quan ma dugc hinh thanh théng qua nhan
thirc cia khach hang, tac dong dén hinh anh thuong
hi¢u (Zeithaml, 1988, p. 2).

Theo Aaker (1991, t.27), tai san thuong hi¢u bao
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gOm mot tap hop céc tai san va nghia vu lién quan
dén thuong hiéu, bao gdm nhan biét thuong hiéu, lién
tuong thuong hiéu, cam nhan chat lugng va long
trung thanh thuong hiéu. Keller (1993, t.8) tiép tuc
phat trién khai niém nay dudi goc do tai san thuong
hiéu dya trén khach hang, tic gia da dua ra dinh nghia
“Tai san thuong hi€u dya trén khach hang (Customer-
Based Brand Equity) duoc dinh nghia la tic dong
khéc biét ctia kién thirc thuong hiéu déi v6i phan tng
clia nguoi tiéu dung trudc cac hoat ddng marketing
cta thuong hiéu.”, nhdn manh rang gia tri ciia thuong
hi¢u dugc hinh thanh tr nhitng phan tng khac biét
cta khach hang d6i voi doanh nghiép.

Déi voi nganh hang khong, “chét lugng dich vy
duoc cam nhan cao hon s& dan dén sy hai long va
long trung thanh 16m hon ctia khach hang trong nganh
hang khong. D tin cdy, dac biét la kha nang ding
gid, 1a mot trong nhimg yéu td quan trong nhat quyét
dinh chat lugng dich vy hang khong trong nhén thirc
cua khach hang” (Alrhne Service Quality, 2019 p.
7,10). Nhu vy c6 thé thdy, bén canh cac yéu t6 ctia
tai san thuong hi€u duoc cac hoc gia Aaker (1991)
hay Keller (1993) dua ra, nganh hang khong con co
tinh dic thi v6i cac yéu td vé chat luong dich vu s&
tac dong dén tai san thuong hiéu ciia doanh nghiép
hang khong.

Trong thi truong hang khong Viét Nam, co thé
nhan dién ba md hinh kinh doanh tiéu biéu. Vietnam
Airlines dai dién cho md hinh hang hang khong dich
vu day du (Full-Service Carrier - FSC), Vietjet Air dai
di¢én cho mo hinh hang hang khong gia ré (Low-Cost
Carrier - LCC), trong khi Bamboo Airways theo dudi
md hinh lai (Hybrid Airline). Su khéc biét vé mé hinh
kinh doanh nay dan dén cach thirc xay dung thuong
hiéu va cAu triic tai san thuong hiéu khac nhau. Vi
LCCs, yéu t6 gié tri chirc nang (functional value) va
thong diép vé gia ca dong vai trd ndi bét; trong khi
voi FSCs, hinh anh thuong hiéu, trai nghiém cao cip
va mang ludi dich vu toan caula yéu td ¢t 161 clia tai
san thuong hiéu (Kim et al., 2023, tr.15).

Tai san thuong hi¢u doanh nghiép hang khong
thuong bao gdm gié tri tich lily trong nhén thic va
cam xtc cia khach hang ddi v6i hang hang khong,
dugc hinh thanh thong qua qua trinh trai nghié¢m,
truyén thong va tuong tac véi thuong hiéu, phan anh
qua c4c yéu t6 nhan biét, cam nhan chit luong, lién

tuong va long trung thanh. Tai san nay khong chi tao
nén strc manh canh tranh trén thi trudng ma con la co
s& dé nang cao gia tri tai chinh, uy tin va kha ning
mé rong thuong hi¢u ctia doanh nghiép hang khong,

2. Phuong phap nghién ciru

Bai viét sir dung phuong phéap nghién ctru tai liéu
va phuong phap nghlen cliru phan tich truong hop
nham tiép can van dé thyc té vé tai san thuong higu
trong nganh hang khong Viét Nam.

Phuong phap nghién ctiu tai liéu (desk research)
duoc sir dung dé hé thong hoa co so 1y thuyét vé tai
san thuong hiéu va cac yéu t6 cau thanh trong linh
vuc dich vu néi chung va nganh hang khong noéi
riéng. Nguon dir lidu thu cap bao gom cac cong trinh
nghién ctru hoc thuat qudc té tiéu biéu nhu cac nghién
ciu cua Aaker (1991), Keller (1993), Zeithaml
(1988), cting v6i cac nghién ctru chuyén sau vé chat
luong dich vu va hanh vi khach hang trong nganh
hang khong. Bén canh do, nghién ctru cling khai thac
cac bao cdo nganh, tai li¢u cong bd chinh thirc, bai
viét khoa hoc trong nudc lién quan dén thi truong
hang khong Viét Nam nham xac dinh cac yéu t6 c6t
161 trong tai san thuong hiéu hang khong.

Phuong phap nghién ctru phéan tich truong hop
(case study) duoc ap dung nham lam 15 cach thirc cac
yéu td tai san thwong hiéu dugc hinh thanh va biéu
hién trong thyc tién. Ba trudng hop dién hinh duoc
Ivra chon bao gém Vietnam Airlines, Vietjet Air va
Bamboo Airways, dai dién cho ba mo6 hinh kinh
doanh khéc nhau trong nganh hang khong Viét Nam,
1an Iuot 14 hing hang khong dich vu day du (Full-Ser-
vice Carrier), hang hang khong gia ré (Low-Cost Car-
rier) va hang hang khong lai (Hybrid Airline). Viéc
lya chon cac truong hop nay cho phép nghién ctru
thyc hién so sanh dbi chiéu giita cac mé hinh thuong
hiéu khéc nhau trong cting mot bbi canh thi truong.

3. Két qua nghién ctru vé cac yéu to ciu thanh
tai san thuwong hiéu nganh hang khéng

Nhan biét thuong hiéu déng vai tro 1a diéu kién
tién quyét dé mot hing hang khéng duoc khach hang
dua vao tap hop can nhéc khi Iuya chon dich vu. Theo
Keller, “nhan thirc thwong hiéu gan lién voi muc do
quen thudc, dugc hinh thanh thong qua su tiép xuc
lap lai, tir d6 nang cao kha ning nhan dién va hoi
tuong thuong hiéu” (Keller, 1993, tr. 10). Mot thuong
hiéu khong thé tré thanh lua chon cua khach hang néu
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khong xuat hién trong tri nhé ctia ho. Céc kénh truyén
thong dai chung, nhu truyén hinh, phat thanh, bao in
va quang c4o ngodi troi, van chimg to sirc manh vuot
trdi trong viéc tao ra do phu rong rai va nhanh chong.

Chat lugng cam nhan 1a dénh gia tong thé cua
khach hang vé mure do vuot trdi cla san phém hoac
dich vu so véi cac lya chon thay thé (Aaker, 1991,
tr.80). Zeithaml (1988, tr.22) cho rang “cam nhéan chat
lugng dugc hinh thanh tir sy so sanh gitta nhiing 191
ich ma khach hang nhan dugc va nhiing chi phi ma
ho phai ttr bo ra, phan &nh mac do khach hang danh
gia thuong hiéu mang lai chat lugng vuot troi so voi
d6i thu”. Pay 1a yéu td quan trong boi nd co tic dong
tryc tiép dén y dinh mua va mirc gia ma khach hang
san sang tra. Cac kénh truyén thong mang tinh 1y tinh,
nhu quéng c4o tap trung vao thong sb ki thuat, chimg
nhan chit luong hodc s liéu thuc chimg, co thé nang
cao cam nhan nay. Trong nganh hang khong, nhiing
chi phi nay khong chi bao gdm gia vé ma con bao
gém thoi gian cho, sy thudn tién va rii ro cam nhan
trong qué trinh di chuyén.

Lién tudng thuong hiéu 1a tap hop cac hinh anh,
cam xuc va y nghia ma khach hang gin véi thuong
hi¢u trong tri nhé ctiia minh. Theo Keller (1993), cac
lién twong thuong hiéu cang manh, thuan lgi va doc
dao thi kha nang tao ra loi thé canh tranh cang lon
(Keller, 1993, t.10). bay 1a yéu t6 tao nén su khac
biét va dinh vi doc ddo trén thi truong. Thong diép
thuong hiéu giau tinh biéu tuong, duoc truyén tai qua
kénh truyén thong phu hop, s& kién tao nén nhimg
lién twdng bén vig. Chang han, thwong hiéu Apple
khong chi gi6i thiéu san phdm ma con tao ra lién
tudng vé sang tao va d6i moi. Cac kénh trai nghiém
truc tiép nhu sy kién, showroom hay hoat dong trach
nhiém xa hoi (CSR) lai dac biét hiéu qua trong viéc
hinh thanh céc lién tudng cam xuc. Viéc khach hang
truc tiép tham dy mét sy kién am nhac do thuong hi¢u
tai tro, hay trai nghiém san pham trong khong gian
thiét ké doc dao, s& dé lai dau 4n khé quén, gitp ho
gin thuong hiéu v6i nhiing gié tri virot 1én trén tinh
ning san pham.

Chat Iugng dich vu 1a mot yéu t6 quan trong trong
viéc hinh thanh tai san thwong hiéu hang khong. Chat
lugng dich vu hang khong 1a mot cau triic mang tinh
nhan thirc, dugc hinh thanh tir trai nghi¢ém va ky vong
cta hanh khéch trong suét hanh trinh dich vu. Theo

nghién ctru vé chat luong dich vy hang khong, chat
luong dich vu khong dugc do luong mét cach khach
quan ma phu thugc vao nhan thirc chti quan cua hanh
khach von duoc tich lity théng qua nhidu diém tiép
xuc khac nhau trong hanh trinh bay (Airline Service
Quality, 2019, tr.4). Trong d6, cac yéu t& nhu do tin
cdy, kha ning dap tmg, sy dam béo, sy dong cam va
cac yéu to hitu hinh déng vai tro trung tam. Diac biét,
do dung gio duge xem 1a mot trong nhitng yéu to
quan trong nht anh huéng dén danh gia cht lugng
dich vu (Airline Service Quality, 2019, tr.7). Bén canh
d6, hanh vi ciia nhan vién va cdc dau hiéu hiru hinh
nhu tinh trang may bay hay hinh anh tiép vién ciing
g6p phan dinh hinh nhén thirc ciia khach hang (Air-
line Service Quality, 2019, tr.8-9)

Trai nghiém thuong hiéu dugc xem la mét yéu tb
quan trong gitip chuyén hoa cac dic tinh vo hinh ctia
dich vu thanh nhiing cam xuc va ky e ¢6 y nghia
trong tam tri khach hang. Theo Bernd H. Schmitt, trai
nghiém thuong hiéu bao gdm cac kich thich cam giéc,
cam xtic va nhan thitc ma khach hang trai qua trong
qua trinh trong tac véi thuong hi€u, qua d6 tao ra gia
tri vuot ra ngoai cac thudc tinh chirc nang cia san
pham hozc dich vy (Schmitt, 1999, tr.53-67). M&
rong cach tiép can nay, J. Josko Brakus va cong su
cho rang trai nghiém thuong hiéu c6 thé dugc do
luong mot cach hé thong thong qua bén chiéu kich
co ban bao gdm cam giac (sensory), cam xuc (affec-
tive), tri tu€ (intellectual) va hanh vi (behavioral),
phén dnh mirc do tuong tac da chiéu giita khach hang
va thuong hi€u (Brakus, Schmitt, & Zarantonello,
2009, tr.52-53).

Cudi cung, trung thanh thuong hiéu dugc xem 1a
két qua hoi tu ciia toan b cac yéu t6 cu thanh tai san
thuong hiéu, phan anh mirc d¢ gan két bén viing giita
khach hang va thuong hi¢u theo thoi gian. Theo Alan
S. Dick va Kunal Basu, trung thanh thuong hi¢u
khong chi dugc thé hién qua hanh vi lap lai mua (be-
havioral loyalty) ma con bao gém ca su cam két vé
thai do (attitudinal loyalty), thé hién qua sy vu tién va
niém tin ctia khach hang d6i vai thuong hiéu (Dick
& Basu, 1994, pp. 99 - 100). Trong béi canh nganh
hang khéng, trung thanh thuong hiéu c6 thé dugc
biéu hién théng qua viéc khach hang tiép tuc Iua chon
cing mot hing bay trong nhiéu lan di chuyén, ciing
nhu sén sang gidi thiéu thuong hiéu d6 cho ngudi
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khac, qua d6 gop phan cung ¢d tai san thuong higu
va loi thé canh tranh dai han.

4. Thao luin vé cAc yéu to trong tai san thwong
hiéu ciia Vietnam Airlines, Vietjet Air va Bamboo
Airways

Dura trén cac thong tin cong bd va cac hoat dong
truyén thong thuong hiéu ctia Vietnam Airlines, Vi-
etjet Air va Bamboo Airways, tac gia da tap hop va
mo ta, so sanh, phan tich ddi chiéu theo chiéu canh
tai san thuong hiéu cua cac hang hang khong tai
Viét Nam.

Theo Cuc Hang khong Viét Nam, Vietnam Air-
lines dugc xac dinh 1a “luc lugng nong cdt, dai dién
quéc gia trong van tai hang khong” (Cuc Hang khong
Viét Nam, 2020). Vi str ménh cung cap dich vu van
chuyén hang khong an toan, chat lugng va hiéu qua,
Vietnam Airlines 14 nguoi ban dong hanh tin cdy, 1a
ddi tac quan trong trong s phat trién ctia nganh Hang
khong quc té. Vietnam Airlines gan lién véi cac lién
tuong vé "Hang hang khong quéc gia", sy chuyén
nghiép, an toan va dang cap dich vu day du (FSC)
(Tran Thi Trang, 2024, tr.139). Ban sic thuong hiéu
cta hing gin vdi cac gia trj an toan, chuyén nghiép,
dang cap va truyén thong,

Vietjet Air lai phét trién nhu mot thuong hiéu hang
khéng tu nhan mang mau sic tré trung, linh hoat va
hudng t6i dai ching. Vietjet Air thuong duoc lién
tuong dén hinh anh "tré trung, nang dong", gia vé ré
va mo hinh dich vy tdi gian (Nguyen, N. T., 2020, tr.
60). Hang khong chi canh tranh bang gia, ma con
canh tranh bang kha ning khién thuong hi¢u xuét
hién thuong xuyén trong tam tri khach hang thong
qua cac chién dich marketing giau tinh lan truyén va
nhip d6 truyén thong cao (Ha Nam Khéanh Giao,
2020, tr.101-103).

Bamboo Airways xut hién nhu mot thuong hi¢u
mdi hon, lya chon hudng di trung gian gitta hang
hang khong gia ré va hang hang khong dich vu day
di. Vi thong diép “hon ca mot chuyén bay” cho thiy
hang mudn xay dung loi thé canh tranh bang trai
nghiém cam xuc, su tan tdm trong phuc vy va muc
d6 cham soc cao hon ky vong phd bién ctia mé hinh
gia ré. Mot nghién ctru trén Tap chi Khoa hoc PHQG
Ha Nbi ciing cho thiy Bamboo Airways nhan manh
vao trai nghiém khach hang va chét luong dich vu
nhu yéu t6 canh tranh chinh (Nguyén Quang Huy,

2022, tr.120-122). Diéu d6 khién tai san thuong higu
cia Bamboo Airways khong thuan tiy duoc xay
dung trén gia hodc bao chimg qudc gia, ma dira vao
kha néng tao ra cam giac khac biét trong trai nghiém
dich vu.

Cu thé hon, khi phan tich vé yéu t6 nhan biét
thuong hiéu, nghién ctru cia Nguyén Tién Diing cho
thay nhan biét thwong hiéu trong nganh hang khong
chiu anh huéng manh boi tin suét truyén théng va
muc do hién dién ctia thuong hi€¢u. Theo do, sy nhan
biét ctia khach hang duoc cung c¢b thong qua cac hoat
dong marketing sb nhu website va mang xa hoi
(Nguyén Tién Diing, 2023, tr. 306-309). Vietnam Air-
lines v6i hinh anh truyén thong hang hang khong
quéc gia gitp hang d& duoc nhan biét hon. Nguoc lai,
Vietjet Air s hiru d6 rong nhan biét ndi bat hon, nho
xuét hién v6i mat do cao trong moi truong truyén
thong va doi song tiéu ding s6. Trong khi d6, nhan
biét cia Bamboo Airways chiu tac dong 16 tir mirc
d6 6n dinh cta tin hiéu thi truong. Voi mot thuong
hi¢u dang trong qua trinh ciing c6 vi thé, mirc d9 dugc
biét dén can song hanh véi mice do dugc tin tudng,
dac biét trong mot nganh ma uy tin ¢6 quan hé tryc
tiép voi quyét dinh mua.

Vé cam nhan chat luong, nghién ciru vé Vietjet
Air chi ra rang chit lugng cam nhén 13 mét trong
nhimg yéu t6 quan trong nhét anh hudng dén tai san
thuong hiéu va y dinh lya chon (Nguyen, N. T., 2020,
tr. 60-63).Vietnam Airlines dinh vi theo chién lugc
khach hang chip nhan mtc gia cao hon vi d6i lai ho
nhan dugc su an tdm, cam giac duoc phuc vu bai ban
va gia tri xa hoi g'Zin voi viée st dung mot thuong hi¢u
¢6 uy tin. Con voi Bamboo Airways, hing thé hién
trén cac kénh truyén thong voi thong diép tao ra trai
nghiém ot hon hang khong gia ré nhung van chua
dat toi ngudng chi phi cia hang dich vu day du.

Khi xét vé yéu t6 trung thanh thuong hiéu, chit
luong dich vy, gia va khuyén mai 1a nhiing thanh
phan anh hudng dén sy hai long va long trung thanh
ctia hanh khach & Viét Nam (Nguyén Hai Quang,
2023, tr.56). Vietnam Airlines hudng toi su hai long
va trung thanh bang chat luong dich vu & nhimng
nhom khach hang c6 nhu ciu di lai thuong xuyén,
gin bo voi mot thuong higu duge tin tuéng. Con Vi-
etjet Air, hudng t6i cac nhom khach hang nhay gia va
st dung dich vu voi tan suit cao. Pdi v6i Bamboo
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Airways thi ciing ¢ niém tin vao sy 6n dinh ciia
thuong hiu. Néu duy tri duoc 161 hira dich vy va tich
Ity dugc cac trai nghiém tich cuc 1ap lai, hang c6 kha
nang xay dung trung thanh thai do theo hudng sau
hon so v6i m6 hinh thuan tiy canh tranh bang gia.

5. Két ludin va dé xuat

Bai viét cho thy tai san thuong hiéu cua doanh
nghiép hang khong 1a mét cau tric da chiéu, duoc
hinh thanh khong chi tir truyén thong ma con tir toan
b6 chudi trai nghiém dich vu. Trong diéu kién nganh
hang khong c6 rui ro cam nhén cao, khach hang
thuong dua vao thuong hiéu dé giam bat dinh, danh
gia chét lugng va ra quyét dinh lya chon. Do d6, tai
san thuong hiéu hang khong phai duoc xem la sy
két tinh ctia nhan biét, gia tri cam nhan, lién tudng,
chét luong dich vu, trai nghi€ém va trung thanh
thuong hi¢u.

Phan tich ba truong hop tiéu biéu tai Viét Nam
cho thdy mdi hang hang khong xdy dung tai san
thuong hi¢u theo mot logic khac nhau. Vietnam Air-
lines phat trién tai san thuong hiéu trén nén tang uy
tin, bao chimg quéc gia va trai nghiém dich vu chuan
muc. Vietjet Air tdi uu hoa tai san thuong hiéu thong
qua d6 phu nhan biét 16n, gia tri chic ning va kha
nang hi¢n dién thuong xuyén trong tam tri khach
hang. Bamboo Airways theo dudi dinh vi giau cam
xuc va trai nghiém cham séc, nhung dong thoi chiu
ap luc 16n tir yéu cau phai duy tri tinh nhit quan va
6n dinh van hanh. Tt géc nhin quén tri, diéu nay goi
¥ rang khong ton tai mot mo hinh tai san thuong hiéu
chung cho moi hing hang khong; thay vao do, cau
triic tai san thuong hiéu phai duoc thiét ké phu hop
v6i mé hinh kinh doanh, chién luoc dinh vi va ky
vong cua phan khic khach hang muc tiéu./.
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