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QUAN LY CHAT LUONG DjCH VU DU LjCH 
TRtN DIA RAN THANH PRO DA LAT 

NGUYEN T H I BICH NGOC 
Pho Giam doc Sd Van hoa. The thao va Du lich tinh Lam Ddng 

TharM phd Da Lat tu lau da ndi tieng la 
mot tmng tam du lich ldn ciia cd nudc, 

diem den ly tudng cua du khach trong nudc 
vd qudc te. Vdi khi hau quanh nam mat me, 
trong larM, tdi nguyen thien rMien va rMan van 
phong phii gdp phan tao nen nhimg san pham 
du lich dac sac nhu: sinh thai, tham quan, du 
lich hoa, tim hieu van hda ban dia, the thao, 
da ngoai, nghi duang, hdi nghi - hgi thdo,... 

Dugc su quan tam dau tu cua nha nudc 
ciing nhu cua cdc doanh nghiep, chat lugng 
sdn pham du lich Da Lat ngay cang dugc 
khang dirM. Hang nam, du lich Da Lat - Lam 
Ddng da ddn vd phuc vu hang trieu lugt du 
khdch qudc te va trong nudc den tham quan, 
nghi duong. Toan nganh hien cd 24 doanh 
nghiep kirM doaiM lii harM - van chuyen du 
lich, 35 khu - diem kirM doarM du lich cung 
vdi hem 60 diem tham quan mien phi khac 
phuc vu du khdch va 694 ca sd luu tni du 
lich, vdi tdng sd 11.306 phdng (106 khach 
san tix 1-5 sao vdi 3.346 phdng va 588 ca sd 
luu tni du lich dat chuan vdi 7.960 phdng). 

Nhirng van &e vl quan ly chat luong 
dich vu du lich 

Ben carM rMiing dieu kien thuan lgi de 
phdt trien du lich, tharM phd Da Lat ciing 
nhu nhieu do thi du lich khac ludn gap phai 
iMiing van de ngi tai trong qua trirM qudn Iy 
Cling rMu boat ddng kirM doarM: do la phai 
giai quyet sao cho ddm bdo siic tang trudng 
chung cua todn ngdnh nhung van ddm bao 
dugc su larM marM cho mdi trudng boat 
ddng kirM doanh cua doanh nghiep va dam 
bao tam ly thoai mai cho du khdch khi sit 
dung dich vu du lich tai thdrM phd Da Lat. 
Tit nam 2007, xuit phdt tu nhu ciu thuc tiln 
cua dai da sd ca sd kinh doanh luu tni du 

lich tren dia ban tharM phd Da Lat, thdng qua 
Hiep hdi Du lich, lien ngarM Cue thue - Sd 
Du lich va Thuang mai - Sd Tdi chinh tinh 
Lam Ddng da tien hanh rMieu nghien ciiu, 
ddnh gia va thdng rMat ban hanh cdng van sd 
705/LN/DLTM-CT-TC ngay 01/6/2007 vl 
Qudn ly hogt dong khdch sgn, nhd nghi. Cdng 
van nay la ca sd tao su qudn ly thdng nhat gid 
phdng nghi va dugc dp dung linh dgng theo 
hudng Nhd nudc khdng quy dinh, dp dat gia 
cd dich vu luu tni du lich tren dia ban. Cac ca 
sd luu tni du lich dugc phep tu an dirM gia 
phdng theo dimg chat lugng san pham, dich 
vu da dau M va dang ky vdi ca quan thue de 
dugc giam sat. Dieu nay da khdc phuc dugc 
tirM trang dp dung gia kinh doanh phdng nghi 
bat hgp ly trudc day - chdt lugrng sdn phdm 
khong dong deu nhung dp dung chung mot 
khung gid. Dd cGng la tien de de khuyen khich 
cac CO sd kinh doanh nang cao sdn pham dich 
vu, chat lugng phuc vu va trong mot thdi gian 
ngan sd lugng cac khach san cao cap tu 1-5 
sao tang cao so vdi trudc (54 khdch sgn ndm 
2006 len 106 khdch sgn trong 6 thdng ddu 
ndm 2010). Day la mdt trong nhiing budc tien 
dang ke cua nganh du lich va cdc nganh chiic 
nang trong viec hd trg cdc doanh nghiep boat 
dgng kinh doarM trong ITnh vuc luu tni du 
lich theo ca che thi tmdng. 

Ben canh do, ngarM du lich cdn tien hanh 
thuc hien de tai nghien ciiu khoa hgc cip 
tinh "Xdy dung moi truang du lich Dd Lgt -
Ldm Dong theo hu&ng phdt trien du lich ben 
vitng". Qua nghien ciiu, nhieu ban che trong 
mdi trudng kinh doanh dich vu du lich tren 
dia ban da dugc phan tich rd, ddng thdi dl 
xuat rMieu giai phap him ich rMdm lanh manh 
hda mdi tmdng kinh doanh dich vu du lich, 
thu hM du khach va tao nen tang ca ban dl 



Van de & Su- kien 

thuc day ngarM du lich dia phuang phat trien 
theo hudng ben viing. Nhieu giai phap de ra 
da dugc cac ca quan chiic nang dia phuemg 
dp dung trien khai trong thuc tien nhu: tuyet 
ddi khdng kiem tra phdng nghi dang cd 
khach (ngogi trie nhimg nhitng tru&ng hcrp 
lien quan den an ninh trgt tu); uu tien cho 
xe du lich dugc dimg do tra khach d mot sd 
Myen dudng tap tmng nhieu khach san, nha 
nghi; tang cudng hudng dan cac phuang tien 
chd khach du lich vao tharM phd; ban che xit 
phat ddi vdi xe du lich, chi xir phat rMiing ldi 
nghiem trgng; tang cudng boat dgng thu hM 
du khach tai phd di bg, khdi phuc chg am thuc 
dem de phuc vu du khdch; tang cudng quan 
ly ddi ngii nhiep anh va lire lugng ban hang 
rong tai cac khu, diem tham quan du lich,... 

Ngoai ra, Cdng an tirM Lam Ddng cung da 
trien khai thi diem de an dang ky, qudn ly khach 
qua mang giiia cac khach san ldn d mot sd 
phudng tmng tam. Hoat dgng nay budc dau dat 
dugc ket qua kha quan vd thdi gian tdi se tiep 
Mc trien khai tren dien rdng nham gidm thieu 
su phien ha ddi vdi doanh nghiep ciing rMu 
du khach. 

Nham tang cudng kha nang thu hM dau 
tu, ddng thdi tao mdi trudng kinh doanh dich 
vu du lich larM marM, thdng thoang, cac ca 
che chinh sdch ve du lich da dan dugc hodn 
thien, tung budc tao harM lang phdp ly cho 
boat dgng du lich di vdo ne nep va cd dirM 
hudng muc tieu ro rang. NgarM du lich ciing 
da thudng xuyen td chiic cdc boat ddng tuyen 
tmyen, hudng dan doarM nghiep kinh doanh 
du lich tren dia ban tinh nam vimg va thuc 
hien cac quy dinh cua Luat Du lich, Nghi 
dinh sd 92/2007/ND-CP ngay 01/6/2007 cua 
Chinh phu, Thdng tu sd 88 va 89/2008/TT-
BVHTTDL ngay 30/12/2008 cua Bg Van 
hda. The thao va Du lich giiip cho cac doarM 
nghiep hieu va thuc hien diing cac quy dirM 
cua nha nudc ve kinh doanh du lich. 

Cac doarM nghiep, ca sd kirM doanh du 
lich tren dia ban ciing da dan nang cao y thiic 
trong boat dgng kinh doanh. Mot sd dem vi 
thudng xuyen ddi mdi, nang cao chat lugng 
san pham, dich vu, tung budc tao dung uy 

tin va hirM arM tdt dep cua cdc doarM nghiep, 
tang khd nang carM trarM cua ngarM du lich 
tirM Lam Ddng ndi chung va cua tung doanh 
nghiep du lich ndi rieng. 

Nhirng kho khdn trong qudn ly chat 
Iwffng dich vu du lich 

NgarM du lich Da Lat hien nay cdn gap phai 
rMieu van de ve quan ly chat lugng dich vu du 
lich tren dia ban. Phan ldn ca sd kirM doarM 
du lich tai day deu mang tirM chat ca rMan, gia 
dirM, hoat dgng tu phat, thieu chuyen nghiep. 
Hau het dgi ngii rMan luc chua qua dao tao 
chuyen mdn, nghiep vu va phong each giao 
tiep mdt each day du, chua dap iing dugc yeu 
cau ngay cang cao cua du khach. Do do, tM 
tmdng du lich Da Lat dugc darM gia la cd 
rMieu tang tmdng nhung khdng mang yeu td 
ben vung. Nhieu darM gia cdn cho rang du 
lich Da Lat cdn mang tirM "binh ddn ". 

Cac doarM nghiep, co sd kinh doarM du 
lich quy md ldn va chuyen nghiep cdn rat it 
so vdi toan nganh, khdng carM trarM dugc vdi 
rMieu doarM nghiep du lich ldn khac trong ca 
nudc. Phan ldn cac doanh nghiep du lich cdn 
thu dgng trong cdng tac tuyen tmyen quang 
ba, xay dung thuemg hieu, md rgng khai thdc 
kirM doanh tai cac thi trudng trong nudc vd 
qudc te. 

Chat lugng san pham dich vu du lich tuy 
cd chuyen bien song chua cao, loai hirM chua 
phong phii, dgc dao de cd the hap dan vd dap 
ling rMu cau ngay cang cao cua du khach. San 
pham vui chai giai tri ve dem va vao mua mua 
van chua dugc quan tam dau tu rMdm dap iing 
nhu cau cua du khach cung rMu ngudi dan dia 
phuemg. Chuemg trirM du lich cdn dem dieu, 
tning lap chua dap iing nhu cau cua tung ddi 
tugng khach va tung thi tmdng. 

Nhii'ng giai phap de xuat 

Thdi gian gan day, ngarM du lich da tang 
cudng cdng tac tuyen tmyen, van dgng, hudng 
dan va tao dieu kien de cac doanh nghiep, 
ca sd kirM doarM boat ddng diing theo quy 
dinh cua phap Mat. Ddng thdi, ciing da xu 

(Xem tiep trang 14) 



Ho tro" Doanh nghiep 

nhieu cdng viec bi tri hoan, cham trien khai 
so vdi ke hoach ban dau. Ben canh do, rMieu 
hoat dgng ciia to chiic doarM nghiep khdng 
ngimg phat trien hoac thay ddi nham thich 
nghi vdi mdi trudng nang dgng nhung ban 
than he thdng lai khdng dugc dieu chinh, cai 
tien de ludn phu hgp ciing da gay trd ngai 
trong qua trinh van hanh cua he thdng. Chinh 
vi vay, giay chiing nhan da trd tharM mot 
cdng cu de "doi ngogi" hem la mdt giai phap 
"doi npi" nham nang cao hieu suat san xuat, 
kirM doanh cua doarM nghiep. 

Mdt trong nhiing khd khan niia la ddi ngii 
nhan vien trong doanh nghiep chua dugc dao 
tao hoac cd ddo tao nhung sa sai va chua hieu 
het lgi ich ciia viec dp dung he thdng QLCL. 
Cd liic, cd nai hg coi viec dp dung cac he 
thdng QLCL nay la ganh nang, mdm ra, mat 
thdi gian ma khdng tao ra gia tri gia tang ndo. 
Ngodi viec thuc hien cdng viec hang ngdy hg 
cdn phai lam them viec cua he thdng qudn ly 
nen khdng may man ma khi gidi quyet hd sa. 

Kien nghi 

De dp dung cd hieu qua cdc he thdng 

QLCL trong cac doarM nghiep, ngudi chu 
doanh nghiep phai thay rd lgi ich cd dugc tix 
nhiing cdng cu nay va quan tam chi dao, cung 
cap ngudn luc cho viec dp dung, duy tri va 
cai tien. 

Lira chgn dem vi tu van cd nang luc va kirM 
nghiem ddi vdi ITnh vuc boat dgng cua td 
chiic doarM nghiep minh. Ben carM do ciing 
can chii y chgn lua cac td chiic darM gia thuc 
sir chat lugng va cd uy tin, cd kinh nghiem 
rMdm phat hien nhiing khiem khuyet cua quy 
trirM de giiip doarM nghiep cdi tien thuc su. 
Ddng thdi ciing can phai quan tam den boat 
dgng dao tao, nang cao nhan thiic tu cap larM 
dao cao nhat den toan the rMan vien trong 
doarM nghiep. 

Mot he thdng QLCL chi cd the mang lai 
Igi ich, hieu qua khi he thdng nay dugc cai 
tien thudng xuyen sao cho Mdn phu hgp vdi 
cac qua trinh boat dgng thuc te nang dgng tai 
doarM nghiep, phu hgp vdi cac tieu chuan dp 
dung vd dap iing dugc cac yeu cau, su mong 
dgi cua khach hang ddi vdi doanh nghiep.H 

VAN Of QUAN LY CHAT LUONG DICH VU DU LICH. 

ly nhieu ca sd boat ddng kinh doarM khdng 
lanh manh, cd dau hieu vi pham phap Mat de 
ran de va tao tien de cho viec xay dung mdi 
tradng kinh doanh du lich larM manh, cdng 
bang. Qua do cac ca sd, doanh nghiep kinh 
doanh dich vu du lich da nang cao y thiic 
chap hanh quy dirM phap Mat ve kinh doanh 
du lich Cling rMu y thirc xay dung mdi tradng 
du lich larM manh, than thien. 

De lanh manh hda mdi tmdng kinh doarM 
du lich, dich vu du lich, dap iing yeu cau ngdy 
cang cao cua du khach ddi vdi chat lugng 
dich vu du lich tren dia ban thanh phd Da 
Lat, trong thdi gian tdi du lich Da Lat can 
tap tmng phat trien cac san pham du lich chat 
lugng cao va dam bao tirM ben vimg tren ca 
sd khai thac hgp ly tai nguyen thien rMien di 
ddi vdi bao ve, giii gin mdi tradng du lich. 

(Tiep theo trang 8) 

TirM Lam Ddng ciing can phai tao dieu kien 
de cac doanh nghiep du lich dau tu da dang 
hda san pham du lich, nang cao chat lugng 
phuc vu de thu hiit khach den vdi dia phuang. 
Tap trang nang cao chat lugng ngudn rMan 
luc du lich ca ve chuyen mdn nghiep vu, 
ngoai ngii vd phong each phuc vu. 

Cac nganh, cac cap can phdi hgp chat che 
nham nang cao hieu qua trong cdng tac qudn 
ly nha nudc ve du lich. Tang cudng cdng tdc 
kiem tra, giam sat nham binh dn thi tradng 
trong lirM vuc kirM doanh va dich vu, tao 
mdi trudng kinh doanh ldnh manh. Day marM 
cdng tdc tham diiM, phan hang co sd luu tni 
du lich; qudn ly tdt boat ddng M harM - van 
chuyin du lich; dam bao an toan ve sinh thuc 
phim, giii gin mdi tradng canh quan tai cac 
khu, dilm du lich. • 


