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DANH MUC SO PO
So' d6 2.1: Co cdu té chirc hoat dpng ciia Hyatt Regency Da Nang Resort & Spa
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DANH MUC CAC TU VIET TAT

STT Chir viét tat Nghia day di
1 HK Housekeeping (BO phan budng phong)
Housekeeping Manager (Quan 1y bo phan budn
2 HK Manager . ping s yoop s
phong)
Assistant HK .
3 Tro 1y quan ly bd phan budéng phong
Manager
4 Assistant HK | Tro Iy bo phan budng phong
Room . .
5 Nhén vién budng phong
Attendant
Public Area Attendant (Nhan vién v¢ sinh khu vuc
6 PA Attendant
cong cong)
7 LD Attendant | Laundry Attendant (Nhan vién giit la
8 F&B Food and Beverage (B0 phan Am thuc)
Meetings, Incentives, Conferences, Exhibitions (Du
9 MICE
lich MICE: hoi nghi, hdi thao va su kién)
10 VIP Very Important Person (Khach quan trong)
Vietnam Tourism Occupational Standards (Bo Tiéu
11 VTOS 7 .
chuan ky nang nghé Du lich Viét Nam
12 DND Do Not Disturb (Khong lam phién
13 Extra bed Giuong phu
14 Baby cot Cilii tré em

il




LOI CAM ON

Trong subt qué trinh hoc tap va thuc hién khoéa luan tbt nghi¢p, em da nhan
dugc sy huéng dan, gitp do tir quy Thay/Co. Trudc hét, em xin giri 101 cam on chin
thanh dén Ban Giam hiéu Truong Dai hoc Kién Trac Da Néng, cung quy Thay/Co
Khoa Du Lich d tan tinh giang day, truyén dat cho em nhitng kién thirc quy béu trong
sudt thoi gian hoc tap tai trudng.

Dic biét, em xin bay to long biét on sau sic dén c6 Nga, nguoi di truc tiép
huéng dan, tan tinh chi bao, dinh huéng va gitip d& em trong sudt qua trinh thuc hién
khoéa ludn nay. Nhitng gbp y quy bau cua cd 1a co s¢ quan trong gitip em hoan thanh
t6t d@ tai.

Em cling xin chan thanh cdm on Ban 1anh dao va cac anh/chi tai Hyatt Regency
DaNang Resort & Spa da tao diéu kién thuén lgi, hd trg em trong qua trinh thuc tap
va thu thap s6 liéu phuc vu cho khoa luan.

Cubi cing, em xin giri 10i cam on dén gia dinh va ban bé da luon quan tam,
dong vién va gitp d& em trong sudt qua trinh hoc tap va thyc hién khoa luan tét
nghiép.

Do kién thure va kinh nghi¢m con han ché, khoa luan khong tranh khoi nhiing
thiéu sot. Em kinh mong nhan dugc su gép ¥ cua quy Thay/Co dé khoa luan duogc
hoan thién hon.

Em xin chan thanh cam on!
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LOI MO PAU
1. Ly do chon deé tai

Nganh du lich — khach san tai Viét Nam dang phat trién manh mé trong nhiing
nim gan day. Dic biét, thanh ph Pa Ning dugc biét dén 1a mot trong nhirng diém
dén du lich hap dan cua khu vuc mién Trung, thu hit hang triéu luot khach du lich
trong va ngoai nudc mdi nim. Sy phat trién ciia nganh du lich kéo theo sy canh tranh
ngay cang 16n gitra cac khach san va khu nghi dudng trong viéc nang cao chat lugng
dich vu nham thu hut va gii chan khach hang.

Trong hoat dong kinh doanh khach san, chat luong ngudn nhan lyc dong vai
tro then chdt quyét dinh dén chét lugng dich vu va hinh anh ciia khach san. Dic biét,
bd phan budng phong 1a mot trong nhitng bd phan quan trong, truc tiép dam bao su
sach s&, tién nghi va thoai mai cho khach luu tri. Pay cling 1a bd phan co sy tiép xuc
gian tiép nhung thuong xuyén véi khach hang, anh hudng 16n dén mirc do hai long
va trai nghiém cua khach.

Hyatt Regency Danang Resort & Spa 1a mot trong nhiing khu nghi dudng cao
cap tai Pa Nang, duoc nhiéu du khach quc té va trong nude lya chon. Vi tiéu chuan
dich vu cao cip, khach san ludn cht trong dén viéc phat trién va nang cao chat luong
nguodn nhan luc, dic biét 13 doi ngili nhan vién tai bo phan budng phong.

Tuy nhién, trong qué trinh thyuc tap va tim hiéu thyc té tai bo phan buéng, em
nhan théy rﬁng bén canh nhitng wu diém da dat duoc, van con ton tai mot s6 han ché
nhu: k§ nang nghiép vu ctia mot sé nhan vién chua dong déu, p luc cong viée vao
thoi diém cao diém kha 16n, va cong tic dao tao doi khi chwa dap ung kip voi nhu
cau thuc té. Nhimng van dé nay néu duogc cai thién s& gop phan nang cao hiéu qua lam
viéc cuia nhan vién, déng thoi nang cao chat luong dich vu cua khéch san.

Xuét phat tir nhitng 1y do trén, em quyét dinh lva chon dé tai “Nang cao chét
luong ngudn nhan luc tai bd phan budng thudc Hyatt Regency DaNang Resort &
Spa” lam dé tai khoa luan tot nghiép. Thong qua viéc nghién ciru thyc trang nguén
nhan lyc tai by phan buéng ctia khéach san, dé tai nhim dé xuit mot sb giai phap nham
nang cao chat lugng doi ngii nhan vién, gop phan nang cao hiéu qua hoat dong va
chét luong dich vu cta khach san.

2. Muc tiéu nghién ctru

Hé théng hoa co sd 1y luan vé chat lugng ngudn nhén lyc trong bo phan budng



tai khach san va nang cao chit luong ngudn nhan luc.

Danh gia thuc trang chat lvong ngudn nhan luc ctia bd phin budng tai Hyatt
Regency Danang Resort & Spa.

Dé xuat cac giai phap kha thi va phu hop vé6i thuc tién nhim ning cao chat
luong ngudn nhan luc cia bo phan budng tai Hyatt Regency Danang Resort & Spa.
3. Poi twong nghién ciu

Nguén nhan lyc tai b phan buéng thudc Hyatt Regency Danang Resort &
Spa.

4. Pham vi nghién ctru

Pham vi khong gian: b phan budng thudc Hyatt Regency Danang Resort &
Spa

Pham vi thoi gian: céc dit li¢u thir cép dugc thu thap tir nam 2023-2025. Céc
dir liéu so cap thu thap tir thang 01/2026 dén thang 05/2026.

Pham vi ndi dung: do han ché vé thoi gian va ngudn luc nghién ciru, dé tai chi
tap trung danh gia nang luc cta doi ngil nhan vién bo phan budng hién tai thong qua
cac tiéu chi lién quan dén kién thtrc, k¥ nang va thai 6 trong qua trinh phuc vu khach
hang.

5. Phuwong phap nghién ciru
Dé thyc hién dé tai, tac gia sir dung cac phuong phap nghién ciru sau:
v' Phuong phap thu thap dit liéu so cap:
Khao sat bang bang hoi dbi voi khach hang luu trii va trai nghiém dich vu
Quan sat truc tiép qua trinh lam viéc ctia nhan vién tai bd phan Buéng.
v' Phuong phép thu thap dir liéu thir cap:

Thu thap tai li€u tr sach, bdo, cong trinh nghién ctru lién quan dén quan tri
nguén nhan lyc trong khéch san.

Str dung bao cdo, sb liéu ndi b cua Hyatt Regency Danang Resort & Spa.

v Phuong phap phan tich di liéu:

Phuong phép thong ké mé ta.

Phuong phép tong hop, so sanh va danh gia.
6. Két cau khoéa luan

Chwong 1: Co so 1y ludn vé ngudn nhan lyc trong bd phan budng tai khach san.
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Chuong 2: Thyc trang chat lwong ngudn nhan luc tai bd phan budng cua Hyatt
Regency DaNang Resort & Spa.
Chuong 3: Giai phap nang cao chit luong ngudn nhan lyc tai bo phan budng

thudc Hyatt Regency DaNang Resort & Spa.
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CHUONG 1: CO SO LY LUAN VE NGUON NHAN LUC TRONG BQ PHAN
BUONG TAI KHACH SAN

1.1 Khai quat vé kinh doanh khach san

1.1.1 Khdai niém kinh doanh khach san

Pau tién, kinh doanh khéch san chi 1a hoat dong kinh doanh dich vu cho thué
budng tro qua dém cho khach véng lai phai tra tién cua cc hd gia dinh. Nhirng budng
tro cho thué lac dau chi mang tinh ty phat, voi ) lugng nho. Vi thé, “kinh doanh
khach san” lac ddu chi 13 hoat dong cho thué budng ngi phuc vu nhu cau ngu, nghi
cho khach véng lai. Sau d6, s6 luong khach tir thap phuong toi cac diém dén du lich
v6i nhu cau luu lai 1au hon da ting 1én. Dé giir chan khach va nham ting doanh thu
cling nhu loi nhuan, ngoai dich vu cho thué buff)ng ngu, cac chu nha tro da td chirc
cung cip thém dich vu phuc vu nhu cau an udng cho khach. Khi d6 khai niém “kinh
doanh khach san” da dugc moé rong va duoc hiéu 12 hoat dong kinh doanh cac dich
vu nham théa man nhu cau nghi ngoi va dn udng cho khach tir noi khac dén.

Theo Hoang Thi Lan Huong (2013), trén phuong dién chung nhat, ¢ thé dua
ra dinh nghia vé kinh doanh khéch san nhu sau: "Kinh doanh khéch san la hoat dong
kinh doanh trén co sé cung cdp cdc dich vu leu trii, dn uéng, va cdc dich vu bé sung
cho khéch nham dap iing cac nhu cau an, nghi va gidi tri cia ho tai cdce diém du lich
nham muc dich ¢6 1Gi".

1.1.2 Vai tro cua kinh doanh khach san

Theo Nguyén Vin Manh va Hoang Thi Lan Huong (2013), Thac day phat
trién du lich: Khach san 13 ha téng dich vu thiét yéu phuc vu du khach trong nuéc
va qudc té. Su phat trién ciia cac khach san hién dai gop phan ning cao chat
lwong trai nghiém cua du khach, tir d6 thuc diy nganh du lich phat trién bén
viung.

Tao viéc lam va nang cao thu nhap: Céac khéach san tao ra nhiéu co hoi viée
lam cho lao dong dia phurong & nhiéu vi tri khac nhau, tir quan 1y, 1& tan, buéng phong
dén dich vu 4n udng. Diéu nay khong chi gop phan giam that nghiép ma con nang
cao thu nhap va chét lugng séng cho nguoi lao dong.Goép phan vao ngan sach nha
nudc: Hoat dong kinh doanh khach san mang lai ngu@)n thu tir thué, phi dich vy va
cac khoan dong gbp khac, hd trg ngan sach nha nudc va thuc diy phat trién kinh té

dia phuong.



Quang ba van hoa va hinh anh dia phuong: Khach san 1a noi khéch trai nghi¢m
tryc tiép van hoa, 4m thue, kién triic va phong cach phuc vu cia timg ving mién. Do
d6, kinh doanh khach san gop phan quang ba hinh anh va gia tri van hoa cia dia
phuong dén du khach.

Thiic day céc nganh lién quan: Sy phat trién khach san tao nhu cau cho céc
nganh dich vu hd trg nhu vén tai, thwong mai, gii tri, am thuc, va céac dich vu bb tro
khac, tir do tao ra hi¢u tng lan toa tich cuc trong nén kinh té.

1.1.3 Pic diém ciia kinh doanh khdch san

Theo Nguyén Vin Manh, Hoang Thi Lan Huong (2013), kinh doanh khach
san c6 nhirng dac diém sau:
1.1.3.1 Kinh doanh khdach san phu thugc vao tai nguyén du lich tai cac diém du lich

Kinh doanh khach san chi c6 thé dugc tién hanh thanh céng & nhitng noi cé
tai nguyén du lich, bai 18 tai nguyén du lich 1a yéu té thiic day, thoi thuc con nguoi di
du lich. Noi nao khéng c6 tai nguyén du lich, noi d6 khéng thé c6 khach du lich t6i.

Déi twong khach hang quan trong nhit ctia mot khach san chinh 1a khach du
lich. Nhu vay, rd rang tai nguyén du lich c¢6 anh huéng rat manh dén kinh doanh cia
khach san.

Mit khéc, kha ning tiép nhan cia tai nguyén du lich & mdi diém du lich s&
quyét dinh dén quy mo cua cac khach san trong ving. Gia tri va strc hip dan cua tai
nguyén du lich c¢6 tac dung quyét dinh thit hang ctia khach san. Chinh vi vy, khi dau
tu vao kinh doanh khach san doi hoi phai nghién ctru ky cac thong s6 cta tai nguyén
du lich cling nhu nhitng nhom khach hang muc tiéu va khach hang tiém ning bi hap
dan t6i diém du lich ma xac dinh céc chi sd k¥ thuat cia mdt cong trinh khach san
khi dau tu xay dung va thiét ké.

Khi céc diéu kién khach quan tac dong t6i gia tri va strc hap din cua tai nguyén
du lich thay dbi s& doi hoi su diéu chinh vé co sé vat chit ki thuat ctia khach san cho
phu hop. Bén canh d6, dac diém vé kién truc, quy hoach va dac diém vé co so vat
chat ky thuat cua cac khéch san tai cac diém du lich cling c6 anh hudng to1 viéc lam
tang hay gidm gia tri cua tai nguyén du lich tai cac trung tdm du lich.
1.1.3.2 Kinh doanh khéch san doi hoi von dau tu lom

Dic diém nay xuit phat tir nguyén nhan do yéu cau vé tinh chat luong cao cua

san pham khach san: doi hoi cac thanh phan cta co s¢ vat chat ki thuat ciia khach



san ciing phai c6 chat luong cao. Tirc 1a chat lugng ciia co sé vat chat ki thuét cua
khach san tang Ién cung véi su tang lIén cua tht hang khach san. Sy sang trong ctia
céc trang thiét bi dugc lap dat bén trong khach san chinh 1a mot nguyén nhan day chi
phi dau tu ban du cua khach san 1én cao.

Ngodi ra, dic diém nay con xuat phét tir mot so nguyén nhan khac nhu: chi phi
ban dau cho co s& ha ting cia khach san cao, chi phi dat dai cho mot cong trinh khach
san rat 1on.
1.1.3.3 Kinh doanh khéch san doi héi dung heong lao dong truec tiép tuwong doi lén

San pham cua khach san chi yéu mang tinh chat phuc vu va sy phuc vu nay
khong thé co gi61 héa duge, ma chi dugce thyc hién bdi nhitng nhan vién phuc vu
trong khach san. Mat khac, lao dong trong khéach san co6 tinh chuyén mon héa kha
cao. Thoi gian lao dong lai phu thudc vao thoi gian ti€u dung cua khéach, thuong kéo
dai 24/24 gio mdi ngay. Do vay, can phai sir dung mot so luong 16n lao dong phuc vu
tryc tiép trong khach san. Véi dic diém nay, cac nha quan 1y khach san ludn phai dbi
mit v6i nhitng kho khin vé chi phi lao dong truc tiép tuong dbi cao, kho giam thiéu
chi phi nay ma khong anh hudéng xau tdi chat luong dich vu ciia khach san. Kho khan
ca trong cong tac tuyén md, lwa chon va phan cong bd tri ngudn nhan lyc ctia minh.
Trong céc diéu kién kinh doanh theo muia vu, cac nha quan 1y khach san thuong coi
viéc giam thiéu chi phi lao dong mot cach hop 1y 1a mot thach thic 16n d6i véi ho.
1.1.3.4 Kinh doanh khdach san mang tinh quy ludt

Kinh doanh khach san chiu sy chi phdi cia mot s6 nhan t5, ma chung lai hoat
dong theo mot sé quy luat nhu: quy ludt tw nhién, quy luat kinh té - x4 hoi, quy luat
tam ly cua con nguoi,...

Chéng han, sy phu thudc vao tai nguyén du lich, dac biét 1a tai nguyén thién
nhién, véi nhitng bién dong 1ap di lap lai caa thoi tiét khi hau trong nam, ludn tao ra
nhirng thay ddi theo nhitng quy lut nhit dinh trong gia tri va strc hap din cua tai
nguyén d6i voi khach du lich, tir d6 gy ra su bién dong theo mua ciia lugng cau du
lich dén céc diém du lich. Tt d6 tao ra su thay ddi theo mua trong kinh doanh khéach
san, dac biét 1a cac khach san nghi dudng ¢ céac diém du lich nghi bién hodc nghi nui.

V61 nhitng dac diém trén cta kinh doanh khach san, viéc tao ra mot san phém

cua khach san c6 chat lugng cao, c6 sttc hap dan 16n d6i vaoi khach hang 1a cong viéce



khong chi phu thudc vao ngudn von va lao dong ma con phu thude vao ning luc cia
nha quan 1y trong sy van hanh va kha ning két hop céc yéu tb do ra sao.
1.2 Tong quan vé b phian Budng trong khach san
1.2.1 Khdi ni¢gm bé phin Buéng

Theo Nguyén Vin Manh & Hoang Thi Lan Huong (2013). B6 phan Budng,
hay con goi 1a Housekeeping, 14 bd phan chiu trach nhiém quan 1y va duy tri tat ca
cac khu vuc nghi dudng, phong ngi, hanh lang, khu vuc chung va cac trang thiét bi
lién quan dén khach luu tri trong khach san. Day 1a mét trong nhitng bo phan quan
trong nhat, béi nd dam bao su sach s&, ngan nap, tién nghi va an toan cho khach hang,
tor d6 nang cao trai nghiém khach va uy tin cua khach san.
1.2.2 Chikc néing va nhi¢m vu ciia by phin Buong
1.2.2.1 Chitc ndng ciia bg phin Buong

Bo phan budng phdi hop chit ché véi 1€ tan dé cung cap dich vu luu tra hoan
chinh, dam bao vé sinh, trang thiét bi va tién nghi dat chuan chét lugng ciing nhu
phong cach phuc vu. B phan nay con chiu trach nhi€m thuc hién cac dich vu bo sung
theo yéu cau cua khach (trong pham vi cho phép), quan 1y tai san, phong & va khu
vuc cong cong mot cach hiéu qua. Cac churc nang chinh cua bo phan bu6ng bao gém:
duy tri v€ sinh phong khach, hanh lang, khu vuc cong cong; bao tri co s¢ vat chit,
kiém soat ngdn sach va chi phi, quan Iy hang vai, ddng phuc, vt dung phong & va
F&B, giao tiép hiéu qua véi khach va cac bd phan ndi bg, xur ly do that lac (Lost &
Found) va tham gia vao cac hoat dong huin luyén, cap nhat san phém moi. Ngoai ra,
bd phan con cung cap cac dich vu bd sung nhu mini-bar, git 13, an tai phong, giit tré,
cho muon cac vat dung nhu ban 1a, may séy, xe lan,...
1.2.2.2 Nhiém vu cua bo phdn Buéng

Nhu di dé cap o trén, cong viéc chinh ciia b phan budng phong 1a dam bao
su vé€ sinh sach s€ cho khach san. Pay l1a bo phan chuyén dam nhén cac cong viéc
nhu don dep phong tam, giat ui, lau san hut bui, thay drap géi chan ném, lau chui db
noi that d6 trang tri,... Dong thoi day ciing 14 bo phan chiu trach nhiém kiém tra trang
thiét bi phong khi khach check-out, kiém tra tai san that lac khach bo quén.
1.2.3 Yéu cau doi véi lao dong tai b phin Buéong

Theo Nguyén Van Manh va Hoang Thi Lan Huong (2013), lao dong tai bo

phan budng can dap tng cac yéu cau co ban vé ky nang, thai d§ va pham chat nghe



nghiép nham dam bao chét lugng dich vu luu tra trong khéach san, cu thé nhu sau:
1.2.3.1 Tinh chat cong viéc doi hoi sw ti mi va chi tiét

Cong viéc budng phong doi hoi nhan vién phai ¢ su ti mi va can than trong
qua trinh don dep, vé sinh va bao quan phong nghi. Nhan vién can chu ¥ dén timg chi
tiét nham dam bao tiéu chuan vé sinh, sy gon gang va tinh thim m¥ cta khong gian
Iuu tra. Dé)ng thoi, viée kiém tra dinh ky va cap nhat tinh trang trang thiét bi, noi that
trong phong ciing 13 yéu cau quan trong nham dam bao chét luong phuc vu khach
hang.
1.2.3.2 Yéu cdu vé tinh than trach nhiém cao

Nhén vién budng phong 1a ngudi truc tiép chiu trach nhiém vé vé sinh, an toan
va chat luong khong gian luu trii ciia khach san. Vi vy, cong viéc ndy yéu cau tinh
than trach nhiém cao, thai do lam viéc nghiém tuc va tinh chinh x4c trong timg thao
tac. Nhitng sai sot dil nho ciing c6 thé anh huéng dén hinh anh khach san ciing nhu
trai nghiém cua khach hang.
1.2.3.3 Yéu cau vé téc do va hiéu qud trong céng viéc

Cong viéc budng phong thuong chiu ap luc 16n vé thoi gian, dic biét trong qua
trinh chuan bi phong gitra cac luot khach tra va nhan phong. Do d6, nhan vién can
hoan thanh coéng viéc nhanh chong nhung van phai dam bao chat lugng dich vu theo
tiéu chudn cta khach san. Diéu nay doi hoi kha ning quan 1y thoi gian va lam viée
duéi ap luc tot.
1.2.3.4 Kj ndng giao tiép va phéi hop giita cdc b phin

Mic du chu yéu thyc hién cong viéc don dep va bao tri phong, nhan vién budng
phong van can c6 k§ nang giao tiép va phdi hop véi cac bd phan khac nhu 18 tan, k¥
thuat va an ninh. Su phéi hop hiéu qua gitta cac bd phan gitp xt Iy nhanh chéng céac
tinh hudng phat sinh, gép phan dam bao hoat dong chung ctia khach san dién ra thuan
loi.
1.2.3.5 Thai do phuc vu khdach hang

Bén canh chuyén mon nghi¢p vy, thai d§ phuc vu la yéu to quan trong ddi vai
nhan vién buéng phong. Sy nhiét tinh, than thién va chu dao trong qua trinh lam viéc
g6p phan tao 4n tugng tot véi khach hang, tir 46 nang cao mirc d6 hai 1ong ddi vai
dich vu luu tra.

1.2.3.6 Yéu cau vé sitc khée va thé luc



Cong viéc budng phong doi hoi nhan vién phai thudng xuyén di chuyén va
thuc hién nhiéu thao tac mang tinh chét lao dong thé lyc. Vi vay, nhan vién can ¢6
stc khoe tot, sy déo dai va kha nang chiu 4p luc cong viéc trong thoi gian dai dé dam
bao hi¢u qua lam viéc.
1.2.3.7 Y thitc tudn thii quy trinh va tiéu chudn néi bé

Nhan vién budng phong cin nim rd va tun thi nghiém tic cic quy trinh, tiéu
chuan vé sinh cling nhu quy dinh chit lugng dich vu do khach san dé ra. Day la co
s& quan trong giup dam bao tinh ddng bo trong qua trinh van hanh, dong thoi duy tri
hinh anh va uy tin ctia khach san. Vi vay, cong tic ddo tao va nang cao tay nghé cho
d6i ngii nhan vién budng phong ludn duoc cac khach san chi trong.

1.3 Khai quat vé nguon nhan lwe trong khach san
1.3.1 Khdi niém nguon nhén luc

Hién nay, c6 nhiéu quan diém khac nhau vé nguén nhan luc. Theo Lién Hop
Quéc, nguén nhan luc bao gém toan bo kién thirc, k¥ nang, kinh nghiém, nang lyc va
tinh sdng tao cua con ngudi, co mbi lién hé mat thiét véi su phat trién cua mdi ca
nhan ciing nhu ciia qudc gia. Trong khi d6, Ngan hang Thé gidi tiép can ngudn nhan
luc duoi goc do von con nguoi, bao g6m thé luc, tri luc va cac ky nang nghé nghiép
ctia mdi c4 nhan. T nhitng cach tiép can nay, c6 thé hiéu rang ngudn nhan luc 13 tong
thé nhitng kha ning ctia con ngudi sin sang tham gia vao qua trinh lao dong nham
phuc vu cho to chitc, doanh nghiép, qudc gia hay ving lanh tho. Trong pham vi mot
td chuc, nguén nhan lyc dugc hinh thanh tir cac cd nhan ddm nhan nhiing vi tri va vai
trd khac nhau, lién két v6i nhau nham huodng téi viée thue hién cac muc ti€u chung.

Trong linh vyc du lich ciing c6 nhiéu céch tiép can khac nhau vé ngudn nhan
luc. Nhiéu tac gid cho ré“mg, nguén nhan luc du lich 1a nguén luc voi yéu td vat chat,
tinh than tao nén nang lyc, strc manh phuc vu cho sy phat trién du lich chung cia mot
viing 14nh thd, mot dia phuong hodc mét t6 chirc tham gia hoat dong du lich. Theo
cach tiép can nay thi nguén nhan luc du lich dugc hiéu 1a ngudn lyc con ngudi cia
cac co quan, don vi, doanh nghiép du lich, c6 kha ning va tiém ning tham gia vao
qué trinh phat trién du lich cung véi do 1a su phat trién kinh té - xa hoi cua dia phuong,
quéc gia, khu vuc va thé gi6i.

Theo Pham Dinh Tho (2019), Ngudn nhan luc (Human Resources) 14 tong thé

con ngudi dang 1am viéc trong mét to chirc, bao gdm kién thire, k§ ning, kinh nghiém,



nang luc va thai do ma ho mang lai dé dong gop vao muc tidu chung cua t6 chirc.
Ngudn nhén lyc 13 yéu 6 tao ra gia tri cho hoat dong san xuét — kinh doanh va 14 yéu
t6 quyét dinh su thanh cong, dic biét trong cac nganh dich vy nhu khach san, noi chit
luong dich vu phu thudc rat nhiéu vao trinh d6 va thai do cua nguoi lao dong. Trong
nganh khach san, nguén nhan lyc khong chi 1a lyc lugng lao dong thuc hién cac nhi¢m
vu trong khach san ma con bao gém ca ning luc phuc vu, tu duy tng xir, k§ ning
giao tiép va kha nang thich nghi véi méi truong dich vy. Piéu nay khién ngudn nhan
luc trong khach san dugc xem la tai san chién luge, anh huong truc tiép dén chat
lwong dich vu va mirc d6 hai long cua khach hang.

Nhu vay, mot cach khai quat, nguén nhan luc du lich 1a téng thé cac tiém nang
lao dong du lich va lién quan dén du lich cua mot nuée, mot vung lanh thd, mot dia
phuong, mdt t6 chtre, c6 kha nang tham gia vao lyc lugng lao dong du lich, dugc thé
hién thong qua so lugng, chat lugng cua dan cu (thé luc, tri lyc va ning luc pham
chat), khong chi & hién tai ma con bao ham ca ngudn cung cap nhan lyc du lich trong
tuong lai.

1.3.2 Vai tro ciia nguén nhan lyc trong kinh doanh khdch san

Trich T6 Boi Huyén (2018), Ngudn nhan luc 13 yéu t6 then chdt quyét dinh
chat lwong dich vu va hiéu qua hoat dong cua khach san. Nhan vién l1a nhitng nguoi
tryc tiép tiép xtc va phuc vu khach hang nén trinh d6 chuyén mén, k¥ nang giao tiép
va thai do phuc vu anh hudng truc tiép dén sy hai long cua khach va uy tin cua khach
san. Bén canh do, nguén nhéan luc chat lugng con gitp khéach san tao loi thé canh
tranh thong qua phong cach phuc vu chuyén nghiép, than thi¢n va kha nang xtr ly tinh
huéng linh hoat. Viéc quan 1y va phat trién nhan luc hiéu qua gbp phan tdi wu hoa
hoat dong kinh doanh, ning cao ning suit lao dong, giam chi phi va ting doanh thu.
Ngoai ra, nhan vién va nha quan 1y con dong vai trd quan trong trong viéc thuc hién
chién lugc phat trién dai han, ning cao trai nghiém khach hang, phat trién dich vu
moi va mé rong thi truong. Pong thoi, ngudn nhan lyc cling gop phan xay dung moi
truong lam viéc tich cyc, van hdéa doanh nghiép va tinh than 1am viéc nhom, tir do
nang cao chét lugng dich vu va hi€u qua kinh doanh cua khach san.

1.3.3 Pic diém nguén nhan luc trong nganh du lich
Theo Trinh Xuan Diing (2005), ngudn nhén lyc trong nganh du lich c6 nhitng

dac diém sau:



Nguén nhan lyc trong khach san khong chi don thuan 1a lyc lwong lao dong
thue hién cac cong viéc chuyén mon, ma con 13 yéu td truc tiép tao ra va quyét dinh
chét luong dich vy thong qua quaé trinh tiép xuc va phuc vu khach hang. Pic biét,
trong nganh dich vu, yéu té con ngudi dong vai trd trung tim trong viéc mang lai
trai nghiém va sy hai long cho khach. Nguén nhan luc khach san co6 tinh dac thu
cao v6i yéu cu két hop hai hoa giira trinh d6 chuyén mon, k§ ning phuc vu va thai
d6 nghé nghiép, huéng dén viéc cung cip dich vu chat luong cao va 6n dinh. Theo
do, nguén nhan lyc khéach san c6 nhitng dac diém dic trung sau:

Lao dong du lich doi héi mize @6 chuyén mdn cao: Do dic diém cua san pham
du lich 14 dich vu mang tinh v6 hinh, yéu cau chat lugng phuc vu cao va phai 1am hai
long khach hang ngay tir 1an dau, nén lao dong trong nganh du lich can c6 trinh do
chuyén mon nghiép vu virng vang. Mdi bo phan nhu 18 tan, budng phong, nha hang,
bép, bar ¢ chirc ning va quy trinh phuc vu riéng, vi vay ngudi lao dong phai dugc
dao tao dung chuyén mén va thudng xuyén bodi dudng nghiép vu dé dap g yéu cau
cong viéc.

Lao dong du lich ¢6 cuong dé lao dong cao va méi truwong tam ly phurc tap:
Nguoi lao dong trong nganh du lich thudng xuyén tiép xtc truc tiép véi khach hang
c6 nhiéu dic diém khac nhau vé van hoa, d6 tudi, nghé nghiép va tinh cach. Piéu nay
doi hoi nhan vién phai ludn giit thai d6 phuc vu niém nd, chuyén nghiép, biét kiém
soat cam xuc va c6 kha nang chiu ap luc cong viéc cao.

Thoi gian lao déng trong du lich phy thugc vao dic diém tiéu dung cuia khéch:
Hoat dong du lich dién ra lién tuc nén ngudi lao dong thudng lam viéc theo ca, ké ca
ban dém, ngay 1€ va cudi tuan. Ngoai ra, do tinh thoi vu cua du lich, khoi lugng cong
viée ¢6 sy thay dbi theo mua cao diém va thap diém, gay kho khian trong viée b tri
va st dung lao dong.

Nganh du lich thirong sir dung nhiéu lao déng séng: San pham du lich chu yéu
1a dich vu nén qua trinh phuc vu phu thuc nhiéu vao sy tham gia truc tiép cua con
ngudi, kho thay thé hoan toan bang may moc va cong nghé. Vi vdy, lao dong truc
tiép phuc vu chiém ty trong 16n trong co cau lao dong ctia doanh nghiép du lich.

Cong viée trong du lich mang tinh dac thu va lap di lap lai: Do sy chuyén mon

hoa trong timg bd phan, ngudi lao dong thuong thuc hién nhiing cong viéc giong



nhau theo quy trinh phuc vu khach hang, diéu niy cé thé gay nham chan va anh huéng
dén dong luc lam viéc néu khong c6 sy luan chuyén hoac tao dong luc phu hop.

Co cdu lao déng trong nganh du lich khd da dang: Lao dong du lich bao gdm
nhiéu trinh d6 chuyén mén, k¥ ning va d6 tudi khac nhau, trong d6 lao déng tré, lao
dong nit va lao dong thoi vu chiém ty 18 twong ddi cao, doi hoi doanh nghiép phai co
chinh sach quan ly va str dung lao dong phu hop.

1.4 Chit lwgng nguon nhan lyc trong b phian Budng
1.4.1 Khdi nigm chdt lwong nguon nhén luc

Theo Nguyén Van Piém va Nguyén Ngoc Quén (2012): “Chat luong ngudn
nhan luc 13 tong thé nhitg dic trung, tinh chit va ning lyc ctia ngudi lao dong, gop
phan truc tiép vao hiéu suat va sy phat trién cta to chirc.”

Bén canh do, ngu@)n nhan luc duge hiéu la téng thé cac yéu t6 vé thé luc va tri
Iuc ctia con ngudi duge st dung trong qua trinh lao dong (Nguyén Van Piém, Nguyén

Ngoc Quan, Giao trinh Quan tri nhan luc).

1.4.2 Cdc tiéu chi danh gid chit lwong nguén nhan luc

Thang do danh gia chat luong ngudn nhan luc bo phan budng duoc xay dung
dua trén Bo Tiéu Chuan k¥ ning nghé Du Lich Viét Nam (VTOS) nghé phuc vu
budng. Cac tiéu chi danh gia duoc chia thanh ba nhém gdm Kién thirc, K§ ning va
Thai d6 ctia nhin vién bd phin budng trong qué trinh phuc vu khach luu tra. Céc bién
quan sat duoc diéu chinh phu hop véi d6i twgng khao sat 1a khach hang d3 sir dung
dich vy luu tra tai khach san. Céc ti€u chi dugc xay dung nham danh gia chét luong
ngudn nhan lyc tai bd phan budng thong qua cam nhan cia khach hang trong qua
trinh str dung dich vu luu tra.
1.4.2.1 Kién thirc

Biang 1.1: Bang tiéu chi vé Kién thirc

STT | Tiéu chi danh gia Noi dung danh gia

1 | Kién thirc vé dich vu va tién nghi | Nhan vién hiéu rd cac dich vu tién

khach san nghi cuaa khach san




2 | Kién thic trang thiét bi trong Nhén vién huéng dan khéach sir dung

phong c4c trang thiét bi trong phong rd rang
va dé hiéu

3 | Kha ning cung cap thong tin hd | Nhan vién cung cip thong tin day du
tro khach hang khi khach can hd tro

4 | Kién thic vé quy trinh phuc vu | Nhan vién thuc hién ding quy trinh
budng phong phuc vu budng phong

5 | Kién thirc xt ly cong viéc trong Nhan vién xu ly céng viéc va ho tro

bo phan budng phong

tuong d6i chinh xéac

Nguon: Bé tiéu chudn kj ning nghé Du lich Viét Nam (VTOS)

1.4.2.2 Ky nang

Bang 1.2 Bang tiéu chi vé Ki niing

STT Tiéu chi danh gia NOi dung danh gia

K niang giao tiép véi khach Nhan vién giao tiép lich su, rd rang va
1 hang dé hiéu véi khach

K¥ nang thyc hién nghiép vu Nhan vién don phong sach s¢ va gon
2 buong gang

K§$ niang dap ung yéu cau cua Nhan vién dap (ng yéu cau caa khach
3 khéch nhanh chong

K§ nang xu ly tinh huéng phat | Nhan vién xa ly tinh hudng phat sinh
4 sinh linh hoat

K nang str dung trang thiét bi va | Nhan vién sir dung thanh thao cac
> dung cu lam viéc trang thiét bi phuc vu cong viéc

K§ nang t6 chirc va hoan thanh Nhan vién hoan thanh cbng viéc diing
0 cong viéc dang thoi gian thoi gian quy dinh

Kha nang hd tro va phuc vu Nhan vién hé trg va phuc vy khach
7

khéch trong qua trinh luu tra

higu qua trong qua trinh luu trd
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ban

K§¥ ning giao tiép ngoai ngit co | Nhan vién cé kha ning giao tiép ngoai

ngit co ban voi khach quéc té

Nguon: Bé tiéu chuan ky ndang nghé Du lich Viét Nam (VTOS)

1.4.2.3 Thai d¢

Bang 1.3 : Bang tiéu chi vé Thai do

STT Tiéu chi danh gia Noi dung danh gia

Thai d6 phuc vu khach hang | Nhan vién c6 thai do lich sy, than thién va
! ton trong khach hang

Tinh than hd trg khach hang | Nhan vién nhiét tinh hd trg khach khi can
? thiét

Su nhiét tinh trong quéa trinh | Nhan vién ludn san sang ho tro khach trong
’ qua trinh luu tra

Téc phong lam viéc can than | Nhan vién 1am viéc can than va chu déo
) chu dao

Sy quan tam dén nhu cau Nhan vién quan tdm dén nhu cau cua khach
° cua khach hang hang

Tinh than trach nhiém trong | Nhan vién c6 tinh than trach nhiém trong
° cong viéc cong viéc

Nguon: Bé tiéu chuan ky nang nghé Du lich Viét Nam (VTOS)

1.4.3 Pic diém chat lwong ngudn nhan luc trong b phan Budng

Theo Cac dac diém duogc tong hop dua trén cac nghién clru vé quan tri ngudn

nhan lyc trong linh vuc khach san (Nguyén Vin Manh & Hoang Thi Lan Huong,

2013; Armstrong, 2020). Chit lugng ngudn nhan lyc bo phan budng phan anh muc

do dap ung cua ddi ngli nhan vién doi vdoi yéu cau cong viée va tiéu chuan dich vu

ctia khach san, dugc thé hién thong qua trinh d6 chuyén moén, k§ ning nghé nghiép,

thai do lam viéc va hi¢u qua thuc hién cong viéc. Pay 1a yéu t0 c6 anh hudng truc

tiép dén chat luong dich vu luu tra va sy hai 1ong ciia khach hang.

Theo Nguyén Van Diém va Nguyén Ngoc Quan (2012), chat lugng ngudn

nhan luc 1a su té)ng hop gitra tri luc, thé lyc va tam luc cua nguoi lao dong. Dya trén

co sO0 do va qua qua trinh thyc tap, em nhéan théy chat luong nguén nhan luc tai bo

phén buong c6 nhiing dac diém sau:

11



1.4.3.1 Tinh téng hop vé nang lirc

Nhén vién budng phong khong chi can c6 kién thirc chuyén moén ma con phai
thanh thao k¥ nang thuc hanh nghi¢p vu trong qua trinh lam viéc. Cong viéc don
phong phai duogc thue hién ding quy trinh nhung van dam béo tién do va chat luong
phuc vu. Vi vay, chat luong ngudn nhan luc dugc thé hién thong qua sy két hop giita
kién thirc, k¥ ning nghé nghiép va kinh nghiém thuyc té.
1.4.3.2 Tinh én dinh va tich lily theo thoi gian

Chat lwong ngudn nhan luc c6 xu hudng duge nang cao théng qua qua trinh
lam viéc va tich lily kinh nghiém thyc té. Nhitng nhan vién c6 thoi gian lam viéc lau
nam thuong c6 kha nang xir Iy cong viéc nhanh chéng, chinh xac va han ché sai sét
hon so véi nhan vién mai.
1.4.3.3 Tinh danh gid thong qua hiéu qua cong viéc

Chat lugng ngudn nhan lyc tai bo phan budng phong duoc danh gia thong qua
hiéu qua thuc hién cong viéc. Cac tiéu chi danh gia bao gém sb luong phong hoan
thanh, chét luong vé sinh phong, murc d6 tuan thu quy trinh nghiép vu va su hai long
cua khach hang dbi vé6i dich vu luu tra.
1.4.3.4 Tinh phu thudc vao yéu té con nguoi

MJi nhan vién c6 thai d9, tinh than trach nhiém va y thirc 1am viéc khac nhau
nén chat luong cong viée ciing ¢ su khac biét. Nhitng nhan vién c6 tinh than trach
nhiém cao thudng thuc hién cong viéc can than, han ché sai sot va dam bao chat luong
phuc vu tdt hon.
1.4.3.5 Tinh dao tao va phat trién lién tuc

Chat luong ngudn nhan lyc can dugce nang cao thuong xuyén thong qua hoat
dong dao tao, bdi dudng nghiép vu va cap nhat k§ ning chuyén mon. Diéu nay phu
thudc vao chinh sach dao tao cuia khach san cting nhu y thic chu dong hoc hdi cua
moi nhan vién.
1.4.3.6 Tinh do heong tuwong doi

Chat lugng ngudn nhan lyc khong thé danh gia thong qua mot tidu chi duy
nhat ma can xem xét tong hop nhiéu yéu t6 nhu trinh d6 chuyén mén, ky ning nghiép
vy, thai d 1am viéc va hiéu qua thuc hi¢n cong viéc. Vi vay, viéc danh gia chét lugng
ngudn nhan lyc thudng mang tinh twong dbi va can dia trén nhiéu tiéu chi két hop.

1.5 Pinh mtrc vé lao dong tai bd phan Budng
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1.5.1 Pinh mikc vé lao dong

Dinh muc lao dong 1a khdi lugng cong viéc ma nhan vién phai hoan thanh
trong mot ca lam viéc. Trong khach san, dinh murc lao dong phu thude vao tiéu
chuan khach san, loai phong, co s¢ vat chét va trinh d6 nhan vién nén khong c6 muc
ap dung chung cho tat ca khach san.

Theo gido trinh Quan tri budng khach san, thoi gian vé sinh trung binh mot
phong khoang 27 phit. Trong ca lam viéc 8 tiéng (480 phut), sau khi trir thoi gian
nhén ca, giao ca va nghi giita gid, thoi gian 1am viée thyc té khoang 410 phut. Vi
vay, mot nhan vién budng co thé thyc hién khoang 14 — 15 phong/ca.

Bang 1.4: Bang dinh mirc vé thoi gian va khoi lwong cong viée ciia nhan vién

budng phong
Loai phong Thei gian trung binh Pinh muc/ca
Phong khach dang luu tru o .
20 — 25 phut/phong 15 — 18 phong
(Stayover)
Phong khach tra phong o .
30 — 40 phut/phong 10 — 12 phong
(Check-out)
Phong VIP/Suite 45 — 60 phat/phong 6 — 8 phong

Nguon: Bé tiéu chuan ky ndang nghé Du lich Viét Nam (VTOS)
1.5.2 Pinh mirc do vii

Pinh mirc do vai 1a sb lugng dd vai can duoc trang bi va sir dung nham dam bao
qua trinh phuc vu khach luu tr dién ra lién tuc va dung tiéu chuan vé sinh cta khach san.
Dinh muic d6 vai thuong bao gdm ga giudng, vo gbi, khan tim, khian mit, 4o choang tam
va cac loai d0 vai khic phuc vu trong budng phong.

Trong khach san, dinh muc dd vai phu thudc vao tiéu chuén khéch san, s6 lugng
phong, cong suat phong va tan suat thay d6i dd vai cho khach luu tra. Pbi voi khach san va
resort tir 4-5 sao, bo phan budng thuong chuan bj s6 luong do vai du phong nham dam bao
qua trinh phuc vu khong bi gidn doan.

Bang 1.5: Pinh mirc d6 vai tham khio tai bd phan budng

Loai do vai Pinh mirc tham khao
Ga giuong 3 — 4 bo/phong
V6 goi 4 — 6 cai/phong
Khin tim 3 — 4 cailphong
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Khan mat 3 — 4 céi/phong

Tham chén 2 — 3 céi/phong

A choang tam 2 cai/phong

Nguon: Bé tiéu chuan ky ndang nghé Du lich Viét Nam (VTOS)
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TIEU KET CHUONG 1

Chuong 1 da trinh bay co sé ly luan vé kinh doanh khach san, b phan Buéng
va chit lugng ngudn nhén lyc tai bd phan Budng trong khach san. Noi dung chwong
da 1am rd khai niém, vai tro va dic diém cua hoat dong kinh doanh khéch san, qua do
cho thdy tdm quan trong cua nganh khach san ddi v6i su phat trién du lich va kinh té
—xa ho.

Bén canh d6, chuong ciing khai quat vi tri, chirc ning, nhiém vu va yéu cau
d6i voi lao dong tai bo phan Budng. Pay 1a bo phan gii vai trd quan trong trong viéc
dam bao chat luong dich vu luu tra, gop phan nang cao hinh anh va uy tin cta khach
san.

Ngoai ra, chuong di hé thong hoa cac van dé Iy luan lién quan dén ngudn nhan
luc va chat luong nguén nhan luc trong khach san, dac biét 1a tai bd phan Buéng.
Chat luong ngudn nhan lyc duoc danh gia théng qua cac tiéu chi vé kién thuc, ki
nang va thai do cta ngudi lao dong. Pong thoi, chuong ciing dé cap dén dic diém
chat lugng ngudn nhan luc va cac dinh muc lao dong trong bd phan Budng lam co s
cho hoat dong quan ly va st dung nhan sy hi¢u qua.

Nhiing co so 1y ludn duoc trinh bay trong chuong 14 nén tang quan trong dé
phan tich va danh gia thuc trang chat luong nguén nhan lyc tai bo phan Bu6ng cua
khach san trong chuong tiép theo, tir 46 dé xuét cac giai phap phu hgp nham nang

cao chat lugng ngu@)n nhan lyc va hiéu qua hoat dong cua bd phan.
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CHUONG 2: THUC TRANG CHAT LUQONG NGUON NHAN LUC TAI BQ
PHAN BUONG THUQC HYATT REGENCY DANANG RESORT & SPA
2.1 Tong quan vé khach san Hyatt Regency DaNang Resort & Spa
2.1.1 Gidi thigu chung vé khdch san

Hyatt Regency Da Nang Resort & Spa 1a khéach san thir 2 cua Tap doan Hyatt
danh tiéng ctia My tai Viét Nam. La mot trong nhitng khu nghi dudng cao cip 5 sao
16n nhat tai Pa Ning, Hyatt Regency Da Nang Resort & Spa dang duoc biét dén 1a
mot trong nhirng diém dén an tuong nhat nim nay.

Vao ngay 29/10/2011, Indochina Capital Viét Nam va Tap doan Quan 1y khach
san Hyatt Regency Da Nang Resort & Spa di chinh thirc cong bd dua dir 4n khu nghi
dudng cao cap 5 sao Hyatt Regency Da Nang Resort & Spa di vao hoat dong sau hon
3 nam xay dung, gop phan dua thém mot khu du lich dang cap vao van hanh tai Da

Nrfmg.

SR FTRN BARL PR L LN

1
an
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Nguon: Trang chinh thirc ciia khdch san
Hinh 2.1: Khéach san Hyatt Regency Da Nang Resort & Spa

Hyatt Regency Da Nang Resort & Spa 14 dy 4n bao gom khu nghi dudng va

can hd, biét thu sang trong c6 dién tich 20 ha nam doc 650m bd bién Non Nude cia

thanh ph6 Pa Ning. Hyatt Regency Da Nang Resort & Spa bao gdm 200 phong khach

san, 183 can ho cao cép tr mot dén 3 phong ngu, dién tich tr 75m'’ dén 224m (can ho
penhouse).

16



Hyatt Regency Danang Resort & Spa toa lac tai bii bién dudi chan danh thing
Ngii Hanh Son, phudng Hoa Hai, quan Ngii Hanh Son, day 1a khu resort dau tién &
Viét Nam mang thuong hiéu Hyatt duoc Indochina Capital xay dung tai Pa Nang.
Véi vi trf 1y tudng ndm giira phd ¢6 Hoi An va chi cach san bay qudc té Da Néang 20
phut di bang 6t0, Hyatt Regency Danang Resort & Spa s& mang dén cho gia dinh ban

nhiing trai nghiém tinh té dang cap, hoan toan khac biét.

k.
.

Nguén: Trang chinh thikc cia khach san
Hinh 2.2: Ban d6 HYATT REGENCY DA NANG RESORT &SPA
27 can biét thy co cung thiét ké v6i 3 phong ngu, dién tich sir dung 300m
350m.Nam trén cac khu dat co dién tich tir 450 - 680m’, vi tri va khoang cach tdi bién
ctia mdi cian déu khac nhau, qua d6 tao dugc nét ddc trung riéng cho mdi cin.Ngoai
ra, Hyatt Regency Da Nang Resort & Spa con c6 nhiing tién ich sang trong bao gdm
khu in udng 4m thuc da dang. Nha hang Green House ciing nhu nha hang Pool House
phuc vu cdc mén an chinh théng ctia Viét Nam va chau Au. Du khach c6 thé thuong
thirc hai san va cdc mon nudng tai nha hang Beach House trong khi rugu Martini va
ca phé Sai Gon co tai nha hang Terrasse Lounge. Hé thong spa tiéu chuan quoc té
khong thé khong nhéc dén 1a céc tién nghi phuc vu cho hoi nghi va céc su kién 1on,
cung véi nhiéu hoat dong vui choi giai tri khach nhu tennis, squash va racquetball,
phong tap thé thao danh cho ngudi 16n va tré em, bé boi va nhitng vu dai khi st dung
san golf Colin Montgomerie
+¢ Signature Links Golf Course.
v/ Tén diy du: Hyatt Regency Da Nang Resort & Spa
v' Pia chi: 05 Trudong Sa, phuong Hoa Hai, quan Ngit Hanh Son, thanh phd
Pa Nang
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v S6 dién thoai: 02363981234

v Fax: 02363981235

v' Email: danang.regency@hyatt.com

v' Website:https://www.hyatt.com/en-US/hotel/vietnam/hyatt-regency danang-

resort-and-spa

v' Xép hang: Jd kK %

Puoc xay dung vao nim 2011, Hyatt Regency Danang Resort & Spa 1a diém
du lich bd sung cho ba N?'mg va la sy lya chon tuyét voi danh cho khach du lich.

Pay 1a khach san thir 2 cua tip doan khach san Hyatt danh tiéng ctia My tai
Viét Nam.

Ngoai ra, Hyatt Regency Danang Resort & Spa con c6 nhiing tién ich sang
trong bao gom khu an uéng am thyc da dang, hé thong spa tiéu chuan qudc té, cac
tién nghi phuc vu cho hdi nghi va cac su kién 16n, cung véi nhiéu hoat dong vui choi
giai tri khach nhu tennis, squash va racquetball, phong tap thé thao danh cho ngudi
16n va tré em, bé boi va nhitng vu di khi st dung San golf Colin Montgomerie
Signature Links Golf Course.

2.1.2 Co cdiu t6 chikc b mdy ciia khdch san

So d6 2.1: Co céu td chirc hoat dong ciia Hyatt Regency Da Nang Resort & Spa

Chu tich hoi
dong quan tri
- |
Giém déc Pho tong
diéu hanh glém déC
v Y X
Phong tiép thi Phong ké toan tai Phong t6 chirc
kinh doanh chinh tai chinh
v_ ¥ ! ' v ! | !
Truong b || Truong Truong Truong Truéng | Truongbd | Trudng Trudng
phan1s | bobudng | bophan | POPMM | psphan | phanky | bophan | b phan
tan phong nha hang ke todn — nhan sy thuat an ninh spa
tai chinh

Nguén:Bé phédn nhan sy Hyatt Regency Da Nang Resort & Spa
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Béang 2.1: Chirc ning va nhiém vu ciia by phén trong khach san

STT

Chue danh

Chirc ning va nhiém vu

Chii tich hoi

dong quan tri

Chtrc niang: Xay dung chwong trinh, ké hoach hoat
dong cuia HoO1 déng quan tri; chuén bi, triéu tap va chu tri
cac cudc hop; t6 chirc thong qua va giam sat viéc thuc hién
cac nghi quyét ciia Hoi dong quan tri.

Nhiém vu: Lanh dao va diéu hanh hoat dong cua Hoi
déng quan tri, bao dam hi¢u qua quan tri va thyuc hién céc

muc tiéu phat trién ctia doanh nghiép.

Giam doc diéu

hanh

Chtrc nang: Ban hanh quy ché quan 1y ndi bo; diéu hanh
hoat dong kinh doanh hing ngdy; xdy dung co ciu to
chuc; ky két hop ddng; thuc hién cong tac bd nhiém, mién
nhiém nhan su va trinh bao cao tai chinh hﬁng nam lén
Hoi dong quan tri.

Nhiém vu: T6 chirc, quan ly hoat dong kinh doanh cua
cong ty; tuyén dung va quan 1y lao dong; quyét dinh cac
ché d6 tién luong, quyén lgi ciia ngudi lao dong; quan 1y
quy ché noi bo; dé xuat phuong an phan phdi loi nhuan va

xtr ly cdc van dé tai chinh ctia doanh nghiép.

Phé tong giam

doc

Chtrc niang: H6 tro Tong Giam ddc trong cong tac quan
Iy, diéu hanh hoat dong ctia céng ty theo sy phan cong.

Nhiém vu: Quan ly, giam sat cac trudng bd phan; trién
khai va pho bién chi dao cuia cdp trén; phan cong nhiém
vu, chi ti€u va phéi hop hoat dong gitra cac by phan nham

bao dam hiéu qua hoat dong ctia cong ty.

Chirc nang: La bd phan dai di¢n hinh anh cta khach
san, thyc hién cong tdc don tiép, giao tiép vo1 khach hang,
d6ng thoi cung cap thong tin vé tinh hinh khach luu tra dé
hd trg cong tac quan ly va hoach dinh hoat dong kinh
doanh.

Nhiém vu: Don tiép va ho trg khach hang; thuc hién

thu tuc nhan, trd phong; ti€p nhan va xur 1y cac yéu cau cua
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khach; quan 1y thong tin khach luu tri; phdi hop véi cac
b6 phén lién quan va bao cao tinh hinh hoat dong cho cap

quan ly.

B¢ phan
budng phong

Chtrc ning: Cung cap dich vy luu tra, ddm bao nhu cau
nghi ngoi cta khach hang va tao ngudn doanh thu chi yéu
cho khach san; phdi hop voi bo phan 18 tan trong hoat
dong kinh doanh va cung cip dich vu budng.

Nhiém vu: Chuén bj va vé sinh buéng phong, khu vuc
cong cong; kiém tra tinh trang phong va trang thiét bi;
phuc vu cac nhu ciu cua khach trong thoi gian luu trd;
phéi hop vai bo phan 18 tan va cap nhat thong tin lién quan

dén khach thué phong.

Chtrc nang: Bo phan nha hang c6 chirc nang cung cap
dich vu in udng cho khach hang, gép phan tao doanh thu
va nang cao chét luong phuc vu ctuia khach san.

Nhiém vu: Té chirc ché bién, phuc vu va kinh doanh
cac dich vu an uéng; phuc vu nhu cau in uéng cua khach
luu tra va nhan vién khach san; to chirc cac loai hinh tiéc,
hoi nghi, hoi thao, buffet va cac dich vu an uéng theo yéu

cau cua khach hang.

Bo phan ké
toan —tai
chinh

Chtrc ning: Quyét dinh cac chién lugc vé tai chinh, tim
vbn, ngudn von cho khach san. Theo ddi, quan 1y va bao
cdo sb sach thu, chi, cong no...

Nhiém vu: Lap ching tur trong viéc hinh thanh va s
dung vén; 1ap chimg tir xac dinh két qua kinh doanh cua

tung bd phan va cua toan khach san, 1ap bao cao tai chinh.

Chtrc nang: Quan 1y, tuyén dung nhan s

Nhiém vu: Té chue, sép xép can by, nhan vién, ban
hanh céc thé ché, quy ché lam viéc, theo ddi, danh gia
nhan vién cac bo phan va tiép nhan y kién tir cap trén,quan

Iy tryc tiép nhan vién
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B¢ phan ky
thuat

Churc nang: B phan k¥ thuat cé chlrc nang quan 1y,
van hanh va giam sat hé thong k¥ thuat, co so vat chat va
trang thiét bi ciia khach san nhim dam béo hoat dong on
dinh, an toan va lién tuc.

Nhiém vu: Thue hién kiém tra, bao tri va stra chita cac
trang thiét bi trong khach san; ho tro k¥ thuat cho cac bo
phan lién quan; chuan bi va van hanh hé théng am thanh,
anh sang, san khéu phuc vu héi nghi, hdi thao va cac su

kién cua khach san.

10

B6 phan an

ninh

Chtrc ndng: BJ phéan bdo vé c6 chlic ndng dam bao an
ninh, an toan cho khach hang, nhan vién, tai san cua khach
san va khach luu tr trong sudt qua trinh hoat dong.

Nhi¢m vu: Thyc hién cong tac tuan tra, giam sat va bao
v€ an ninh trat ty trong khach san; trong gilt phuong tién
cta khach va nhan vién; hd trg khach trong viéc van
chuyén hanh 1y; phdi hop vdi cac bd phan lién quan nham
dam bao hoat dong cua khach san dién ra an toan va hiéu

qua.

11

B§ phan spa

Chure nang: Gia tang gia tri cho khach san, tao thém su
lua chon cho khach hang ctia khach san.

Nhiém vu: Tim hiéu nhu cau va thiét ké cac chuong
trinh pht hop, gitp khach hang thoai méi, relax & chuyén
nghi dudng tai khach san

Nguon:Bé phdn nhan sw Hyatt Regency Da Nang Resort & Spa
2.1.3 Két qud hoat dpng kinh doanh ciia khdch san giai doan 2023-2025
2.1.3.1 Théng ké lwot khdch

Bing 2.2: SO liéu vé ngay khach va lwot khach thu hit dwoc ciia bd phén

buéng
(BVT: lugt/khéch)
Niam Lwot khéach Lwot khach/ ngay
(Nghin)
2023 95.201 260
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2024 103.332 283
2025 111.440 305
Nguon:Bé phdn nhan sy Hyatt Regency Da Nang Resort & Spa

Qua bang s6 liéu cho thay luong khach luu tra tai khach san ting lién tuc trong
giai doan 2023-2025. Nam 2023, khach san phuc vu 95.201 lugt khach, dén nam
2024 tang 1én 103.332 luot (tdng 8,54%) va nam 2025 dat 111.440 luot khach (tang
7,85%). Pong thoi, sé luot khach binh quin/ngdy ciing ting tir 260 lugt ndm 2023
1én 305 luot nim 2025. Két qua nay cho thiy hoat dong kinh doanh luu tra cta khach
san phat trién tich cyc, kha ning thu hut khach ngay cang dugc nang cao, gbp phan
cai thién hiéu qua kinh doanh va nang luc canh tranh ctia khach san.
2.1.3.2 Théng ké doanh thu

Do khong tiép can duoc s6 liéu doanh thu ndi bd chinh thire tir bd phan ké toan
cua Hyatt Regency Danang Resort and Spa, doanh thu trong giai doan 2023-2025
dugc ude tinh dua trén sd liéu vé luong khach luu tra, ty 16 14p ddy phong va gia
phong trung binh. Vé&i mure gid phong trung binh khoang 6.500.000 VNB/dém va ty
1¢ 1ap day dao dong tir 71% dén 83%, két qua wdc tinh cho thiy doanh thu cia khach
san c¢6 xu huéng tang 6n dinh qua cac nam.

Cong thirc doanh thu:

Doanh thu = Sé luot khach *Gia phong trung binh * Ty 16 lap day

Bang 2.3: Doanh thu cua khach san

Nim Luot Khach Ty 1¢ 1ap day phong Doanh thu
(luot) (ty)
2023 95.201 72% 445 54
2024 103.322 79% 530,31
2025 111.440 81,5% 589,71

Nguon: Bé phdn nhén sw Hyatt Regency Da Nang Resort & Spa
Qua bang s6 liéu cho thdy doanh thu Iuu tri ctia khach san ting truong on dinh
trong giai doan 2023—2025. Nam 2023, doanh thu wdc tinh dat 445,54 ty dong voi ty
1¢ 1ap day phong khoang 72%. Nam 2024, doanh thu ting 1én 530,31 ty dong khi cong
suat phong dat 79%. Dén nam 2025, doanh thu tiép tuc ting 1én 589,71 ty dong, twong
g véi ty 1& 1ap day phong khoang 81,5%. Két qua nay phan anh hiéu qué khai thac
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phong ngiy cang dugc ning cao, dong thoi cho thy kha ning thu hit khach va hoat
dong kinh doanh Iuu tri ctia khach san dang phat trién tich cyc.

2.1.4 Cac dich vu tai khdach san

2.1.4.1 Dich vu lvu tru

Loai phong Hinh danh

King bed room

Véi nhitng 6 cira kinh trong sudt tir tran dén
san ma 16i cho anh sang bén ngoai tran vao
cin phong rong 42 m2 cung chiéc giuong

dugc phu bang gdi 16ng vii.Véi cac tién

nghi: voi sen riéng biét, bon tim, tu quﬁn
40 khong ctra rong rii va bang ghé sofa dai,
phong nghi s€ mang lai cho ban ky nghi vo

cung thoai mai

Twin bed room

S6 lwong: 2 ngudi/ phong

Noi that tong mau dét tran ngap anh ning
hiru co, givong doi thoai mai co gbi 1ong
vii trong cdn phong rong 40 m2 nay cung
v4i ban cong riéng rong 12 m2 véi ghé tim

nang.

King bed outside

Dim minh trong birc tranh toan canh cta
mdt trong nhitng quang canh dai duong
ngoan muc nhéat. Ghé dai hién dai va ghé

x€p ngoai tro1 dam bao sy thoai mai tuyét

dbi trong cin phong rong 40 m2 niy, cing

v61 ban cong riéng rong 12 m2 véi ghé tam

nang.
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Twin beds ocean view

Ban cong va bon tim nhin ra dai dwong, voi
sen, til quan 4o khong ctra ngan 16n va tat
ca nhirng noi1 that xin x0 déu duoc tim théy
trong can phong rong 40 m2 nay, cong
thém 12 m2 ban cong riéng véi mot chiée

ghé tdm nang

Kid Bed Ocean View With Club Access

Nga lung trén di vang trong can phong rong
40 m2 nay, cung va4i ban cong riéng rong
12 m2. Tan huong cic quyén loi cia
Regency Club, bao gdbm quyén st dung hd
boi riéng, bita sang hang ngay va gid udng

cocktail mién phi

Twin Beds Ocean View With Club
Access

Can phong hién dai rong 40 m2 nay cung
v6i ban cong riéng rong 12 m2 véi di vang
dugc to diém boi nhimng diém nhin ving
mién dic biét gém khu vuc sinh hoat rong
rdi va tAm nhin tuyét dep ra dai duong. Tan
hudng cac quyén loi cua Regency Club,
bao gébm quyén sir dung hd boi riéng, bira

sang hang ngdy va gid udng cocktail
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Beds Room Ocean View Villa

Biét thy rong 307 m2, c6 thém khong gian
ngoai troi rong 112 m2, hién tim nang va
khu vuc 16i vao, c6 phong ng chinh véi
giudong co king, phong ngu thu hai véi 2

givong don. Con phong ngii cho bao mau — 411
» G E "

hogc quéan gia duge bo tri tach biét voi bigt || B TSRS

il

thy. Biét thuy c6 ho boi riéng, tdm nhin
ngoan muyc ra dai duong, khu vuc nha bép
v61 ban an, khu vuc tiép khach rong rai va

ghé xép ngoai troi.

Bedroom Ocen View Villa

Biét thy bén bo bién rong 307 m2, c6 thém
khong gian ngoai troi rong 205 m2, hién
tam ning va khu vuc 161 vao, ¢ phong nga
chinh v&i giwong ¢& King sé hitu tim nhin | 8
tuyét dep ra dai duong, phong ngu thur hai
v6i 2 giwdng don. Con phong ngti cho bao |
mau hoic quan gia dugc b tri tAch biét véi

biét thu.

Bedroom Residence

Céc can ho ¢6 hai phong ngii, nha bép, khu
vuc sinh hoat rdng rai va ctra s6 kinh sudt
tir tran dén san cho tam nhin tuyét dep ra
quang canh dai duong hodc khu vuon trong .
khong gian rong 105 m2 cong thém 10 m2

ban cong riéng. véi mot chiéc ghé tam

nang
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Bedroom ocean view resideence

Céc cin ho c6 tim nhin ngoan muc ra dai
duong, c6 3 phong nga, nha bép véi ban dn
va khu vue sinh hoat rong réi trén dién tich |2
165 — 224 m2, cong thém 22 m2 ban cong | §

riéng voi ghé tam nang.

Regency Executive Suite
Suite ¢6 dién tich 80 m2, cong thém ban

cong riéng rong 27 m2 vdi givdng ndm ban

ngdy. bao gdm 1 phong ngu ¢& king, khu

vuce sinh hoat, ban cong nhin ra dai duong |
hodc khu vuon va céac lgi ich bao gom

quyén sir dung hd boi riéng, bita sang hang

ngay va gio udng cocktail.

Pay la phong suite tiéu chuan. Xem céc

didu khoan cta chuong trinh World of

Hyatt dé biét tinh du diéu kién nang cap.

Nguon: Website Hyatt Regency Da Nang Resort & Spa
2.1.4.2 Dich vu an uéng
Bang 2.4: Thong tin cac khu nha hang - am thuc

Dich vu an uong Hinh anh

Nha hang Green House

Buffet am thyc Y t6i thir 7 hang tuan
Thoti gian: 6:30 AM - 10:00 PM

Gia: 500.000 VND/ nguoi

La nha hang dung diém tam véi mén

gian bép dugc thiét ké mo dya trén

tuong nha bép 13 trung tAm cta ngdi
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nha: mgt noi ma gia dinh va ban bé tu
hop.

Khong gian nha hang mang dén bau
khong khi vo cung thoai mai va hap dan
véi cira kinh trong sudt tir trin dén san
v6i anh sang ti nhién. La noi rat than

thién va phu hop voéi gia dinh va tré em.

Nha hang Pool House

Buffet BBQ vao thir 3 hang tun
Thoi gian: 11:00 AM - 06:00 PM
Gia: 999.000 VND/ nguoi

Nam canh hd boi chinh cia resort tai
Hyatt Regency Da Néng, Pool House co
tdim nhin ngoan muc ra Bii bién Non
Nudc. Thuc don bao gdm cac mon an P
dia phuong chinh thong cta Viét Nam
nhu mi Quéang, cao lau va com ga Hoi
An, cling nhu cdc mén an phuong Tay

va cac mon trang miéng ngon.

Nha hang Beach House

Buffet BBQ vao thir 6 hang tuan
Thoi gian: 6:30 PM - 10:00 PM
Gié: 999.000 VND/ nguoi

Thudng thirc hai san twoi ngon, danh bat
trong ngdy ngay tai bo bién chéc han s&
mang dén cho ban nhiing khoanh khic
tuyét voi.

Nha hang toa lac tai vi tri vO cung dan §&

da trén bai bién cua resort v4i tam nhin

ra bién va ban ddo Son Tra. Véi thiét ké
m& va phong cach trang tri 10ng 13y, day

1a noi hoan hdo dé ném thir nhitng mén
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hai san ngon nhat Viét Nam va cic moén
nuéng mang phong cach phuong Tay rat

duoc yéu thich

Nha hang Terrasse
Thoi gian: 03:00 PM - 10:00 PM

P uéng va dd an nhe dugc phuc vu subt
ca ngdy tai Terrasse, nam trén ting sanh
gﬁn khu vuc 1é tan cuia khach san. Du =
khach c6 thé choi bida va cac trd choi
khéac, hodc xem cic chuong trinh thé

thao, phim hodc tin turc.

Baguette
Thoi gian: 07:00 AM - 06:00 PM
Baguette nam & vi tri thuén tién trong

khu vuc ban 1é cia khu nghi mat, va la

noi 1y tudong dé thuong thuc bira sang
nhanh hodc bira trua nhe. Quan an phong
cach chau Au nay ciing c6 chirc ning
nhu mot clra hang tién lgi dia phuong =
cho cac chu biét thy va nha &, ban cac |

san pham tap hoa truyén théng cua Viét |

Nam va cac mit hang phuong Tay khé | il
tim cho nguoi nude ngoai va khach du

lich.

Nguon: Website Hyatt Regency Da Nang Resort & Spa
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2.1.5 Dich vu b6 sung khdc
Bang 2.5: Bang mé ta dich vu b6 sung

Dich vu bé sung khac Hinh danh
VIE Spa
Gio mé cua: 9:00 AM - 10:00 PM

Toa lac tai Hyatt Regency Da Nang
Resort & Spa, dugc thiét ké dé ban hoa
minh vao méi truong dia phuong va
truyén thong cham sdc st khoe va chita
bénh tai noi day.

Nam gilra ndi va bién, VIE Spa phat huy
kha ndng chita bénh cua thién nhién

thong qua céc li¢u phap spa chuyén biét.

Fitness
Gio mo cua: 10:00 AM - 10:30 PM

Phong tdo thé hinh cta khu nghi dudng

trang bi day du céac trang thiét bi bao |

m 1 'll-- i‘ ol
/‘ "\uqrt

gém dung cu tap ta, phong tap aerobic,
bé ngam nudc lanh, ...

Ngoai ra, khu nghi dudng con
cung cip nhiéu phuong tién va hoat
dong giai tri khac nhu tuong leo nui, khu

vuc tap yoga ngoai troi, san tennis.

Hoi nghi, tiéc cudi

S6 hitu tAm nhin huéng bién tuyét dep
v6i dai cat dai trang, Hyatt Regency Da |
Nang Resort & Spa la su lya chon tuyét

vo1 cho céac su kién quan trong cua ban
C6 thé 1a tiéc ky niém hay dam cudi,
Hyatt Regency Da Nang Resort & Spa
dam bao su kién trong dai cia ban s¢ /S

duoc td chuc chinh chu.

29



Dich vu van phong

Khu nghi dudng cung cap nhiéu dich vu \

vin phong bao gom:

Photocopy

Scan
Cho thué phong hop
Cho thué thiét bi van phong

Phong hoi nghi
Hyatt Regency Danangcé hé théng |
phong hoi nghi véi dién tich 1én t6i 900 [
m2, khu dai sanh 500 m2 dugc trang bi
day du cac thiét bi hién dai nhit va nhan
vién chuyén nghiép nhét dé phuc vu céac
cudc hoi thao, hdi nghi, cac su kién 16n

ca trong va ngoai nudc

Camp Hyatt

Gi0 mé cua: 09:00 AM - 07:00 PM
Nhiéu chuong trinh vui nhon va t6 chirc
danh cho tré em tir 4 - 12 tudi. Yéu cu §
dat chd trude 24 gio.

Camp Hyatt: VND 110.000/tré/gio
Dich vu trong tré: VND 195.000/tré/gir fog

Nguon:Website Hyatt Regency Da Nang Resort & Spa

2.2 Tong quan vé b phian Buong ciia Khach san
2.2.1 Gidi thi¢u vé bé phin Buong
2.2.1.1 Khdi niém vé b phdan bué‘ng

Housekeeping 13 thuat ngit chi bd phan budng phong ¢ trach nhiém giit gin vé
sinh sach s&, twom tit ding quy chuan tiéu chuan cho cac phong ngu trong khach san.
Housekeeping giup cho khéach san luon sach s&, ddm bao khach 30ong ung y. B phan
nay tuy tham ling nhung lai dong gép dén 60% tong doanh thu ciia cac khach san.
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B6 phan Housekeeping ¢ nhiing bd sau:

Bé phdn gidm sdt tang, khu viee cong céng (Public Area Attendant): Chiu trach
nhiém v¢ sinh, bao dudng cac khu vuc cong cong cua khach san va dap ing cac yéu
cau phuc vu khach theo quy dinh.

Bé phdn buéng phong (Room Attendant): Thuc hién cong tac vé sinh, sip xép
phong nghi, kiém tra va bo sung cac vat dung can thiét nham dam bao phong ludn dat
tiéu chuin phuc vu khach. Ngoai ra, by phan con hd trg cac cong viéc lién quan dén
gidt ui va kiém tra trang thiét b trong phong.

Bé phdn gidt i (Laundry va Uniform): Pam nhan viéc giat, 12 va bao quan do
vai cua khéach san nhu khan, ga giuong, rém cura, 40 choang tdm va déng phuc nhan
vién; dong thoi cung cap dich vu giat ui cho khach khi ¢6 yéu cau.

Bé phdn vin phong: Thuc hién cac cong viéc hanh chinh, quan 1y ho so, tiép
nhan va xur 1y thong tin lién quan dén hoat dong cta bd phan budng, dong thoi phdi
hop hd trg khach trong qua trinh luu tru.
2.2.1.2 Pac diém cia bé phan bué‘ng

Cong viéc ciia nhan vién phuc vy budng chu yéu dién ra tai cac budng duoc
phan cong, bao gdbm vé sinh phong, thay d6 vai va kiém tra trang thiét bi trong phong.
Do phén 16n cong viéc dugce thuc hién khi khach Véng mat nén nhan vién it ¢6 co hdi
tiép xuc truc tiép véi khach hang.

bac thu cong viéc doi hdi nhan vién phai co tinh than trach nhiém cao trong
viéc quan ly, bdo quan tai san ctia khach san va khach luu tr. Bén canh do, nhan vién
can 1am viéc khan truong, can than va chinh xac dé hoan thanh khéi lwgng cong viéc
duogc giao trong thoi gian quy dinh.

Ngoai yéu cau vé strc khoe va tac phong 1am viée chuyén nghiép, nhan vién
buéng phong can co trinh d6 nghiép vy, kha nang st dung céac trang thiét bi hién dai
va phdi hop hiéu qua véi cac bo phan khac nham dap Gng kip thoi nhu cau cua khach
hang, gop phan nang cao chat lugng dich vy luu tra.
2.2.1.3 Chike nang va vai tro ciia bé phdn buong

% Chtrc nang:

Bo phan budng phong 1a mot trong nhiing bd phan c6 sb lugng nhan vién 16n

trong khach san, bao gém trudng bo phan, tro 1y, gidm sat va doi ngii nhan vién phuc

vu budng, v€ sinh cdng cdng, giat la va cham séc canh quan. B§ phan c6 chuc nang
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dam bao v¢ sinh, bdo quan co s vat chit va cung cép cac dich vu lién quan dén luu
tri nhiam dp tng nhu ciu cua khach hang.
% Vai tro:

Bo phan Budng phong déng vai trd quan trong trong viée duy tri chat luong
dich vu va hinh anh chuyén nghi€p cua khach san.

Véi vai tro cia minh, bd phan budng phong dam bao rang phong ngt luén ludn
sach s& va thoai mai, tao ra mot khong gian nghi ngoi tot cho khach luu tra.

Khong chi quan 1y va bao quan cac dd dung lién quan dén budng phong, bd
phan buéng con chiu trach nhiém nhén d6 giat ui tur khach, kiém tra va dam bao viéc
giat 1a xong theo dng yéu ciu cua khach hang.
2.2.1.4 Nhiém vu chung cua bo phdn buéng

Bo phéan budng phong co chirc ning cung cip cic san pham dich vu tai khach
san, ho mang lai nguén doanh thu cao nhét cho khach san trong tong doanh thu ciing
nhu chiu trach nhiém vé van dé luu tra cta khach hang tai khach san. Bén canh do,
phéi hop chit ché véi 18 tan trong hoat dong cung cap dich vu budng phong

Cong viéc chinh ciia nhan vién Budng phong 1a don phong trude, trong va sau
thoi gian luu tra cia khach hang, thoi gian don mdi phong thong thuong tir 15 — 20
phut. Tuan tha dung cach trai ga giudng khach san, dam bao twom tat va thang nép,
1am sach giudng, thay chin ga, gbi dém méi.
2.2.1.5 Khdi niém quy trinh phuc vu Buong

Quy trinh phuc vu budng 14 cac chi dan, tiéu chuin theo thir ty ma
housekeeping can phai tuan theo.

Quy trinh nay duoc xay dung mét cach khoa hoc, gitip cho housekeeper c6 thé
hoan thanh tét moi nhiém vu duoc giao.
2.2.1.6 Quy trinh phuc vu ciia b6 phdn Budng

Céc quy trinh phuc vu Budng
Bang 2.6: Quy trinh phuc vu Budng

Budéc | Noi dung cong Chi tiét thuwe hién

viéc

Vao budng | + Kiém tra tinh trang budng trude khi gd ctra: s6 budng,
tinh trang DND

+ GO ctra va xung danh 3 lan theo cau chao chuan
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+ Giao tiép véi khach sac dinh nhu cau don budng
+ Néu khong c6 khach mé cira thi thuc hién giéng thu

tuc vao budng khach

Don dep vé

sinh co’ ban

+ Dat xe déy va cac thiét bi lam vé sinh
+ MO cac rém va cira s6
+ Sép xép va thug om cac d trong phong

+ Dat gat tan va thu nhat rac

Trai giwong

+ Thao ga giuong

+ Kiém tra ném, tAm bao vé ném
+ Trai ra giudng

+ Gap vudng goc mép

+ Long va trai chan bong

+ Long va dat goi

+ Trang tri givdng va kiém tra

Lau bui noi

+ Lau bui d0 ndi that trong budng khach

that + Sap xép dd dung (néu can thiét), d6 cung cép theo tiéu
chuan
+ Ht byi d6i véi ném sofa
Vé sinh phong | + Thu gom d6 vai ban va rat
tim + Ngam hoa chit R1 vao toilet

+ Gidc cac dé am va tam mop lau san
+ Co rira cac khu vuc phong tam: bon tam, bon rira mat,

bon cau

Két thiic quy
trinh

+ B0 sung thém cac loai, d6 cung cap cho khach trong
phong tim va kiém tra theo tiéu chuén

+ B0 sung thém d6 cung cap, cac vat dung trong phong
khach va kiém tra theo tiéu chudn

+ Stir dung bang kiém tra dé kiém tra lai toan b cong
viéc vira lam

+ V¢ sinh san/ hut bui phong ngu

+ Quét d6i véi san phong khach va san phong tim (néu

san kho)
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+ Lau san tir trong ra ngoai bang cy dust-mop
+ Rut card dién

+ Kho4 ctra budng can than

+ Lau bang s6 budng va tay nim cira

+ Ghi chu gio ra (Time out).

+ Ghi cht thay doi tinh trang budng.

Nguon: Website Hyatt Regency Da Nang Resort & Spa
2.2.1.7 Méi quan hé cua bo phan buéng voi cac bo phan khac trong khach san

Qua trinh 1am viéc ctia nhan vién budng phong yéu cau can phai phbi hop lam
viéc v6i cac bd phan khac trong khéach san: 18 tan, F&B, k¥ thuat, an ninh, y té, ké
toan... d& ddm bao van hanh hiéu qua quy trinh phuc vu khach.

% Véi bé phan Ié tin

Bo phan budng phong phdi hop chat ché voi bd phan 18 tan trong qua trinh
phuc vy khach luu tri. L& tin cung cap thong tin vé tinh trang phong, sb luong khach
dén va cac yéu cau dic biét ciia khach dé bo phan budng cha dong chuan bi phong.
Trong thoi gian khach luu tra, hai b phan thudng xuyén trao doi théng tin nham dap
g kip thoi cac nhu cau ciia khach hang.

Bén canh d6, bo phan budng phong cé trach nhiém cap nhat tinh trang phong,
cac dich vu khach str dung, tinh trang tai san trong phong va cac van dé phat sinh dé
18 tan thyc hién thi tuc thanh toan, nhan phong va tra phong. Su phdi hop hiéu qua
giira hai bo phan gop phan nang cao chat luong phuc vu va dam bao hoat dong kinh
doanh luu tra dién ra thuan loi.

s Voi by phdn F&B

Khi khach yéu cau phuc vu Room service véi b phan budng thi nhan vién
budng phong s& thong bao véi b phan F&B biét dé phuc vu khéach.

Sau khi khach hang bira xong tai phong, néu dén gio don phong, nhan vién
budng s& bao cho nhan vién nha hang dén thu don.

Bo phan budng phong phdi hop voi nhan vién nha hang thuc hién viéc sat
trung dinh ky, diét chudt — sau bo... trong bd phan F&B.

Ban mudn xem hang: Tim hiéu co cdu t6 chirc bd phan budng phong khach san

% V6i by phin ky thugt
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Khi phét hién céac trang thiét bi nhu: may nuéc nong, diéu hoa, ta lanh... trong
phong khéch hodc dung cu lam viéc bi hu hong, trudng ca phuc vu buff)ng s€ lién hé
bo phan k¥ thuat cir nguoi dén kiém tra, stra chita,...

Nhaén vién k§ thuat cua khach san c6 trach nhiém hudng din nhéan vién budng
st dung cac may moc, trang thiét bj theo dung tiéu chuan k¥ thuat.

% Vi b phidn an ninh

B6 phan buéng c6 nhiém vu theo ddi tinh hinh an ninh trong khu vuc khach
lru tra. Néu phat hién mat mat hay cic van dé c6 nguy co giy mat an toan trong
khach san nhu: khach danh nhau, khach to chirc sir dung thudc lic trong phong,...
nhan vién budng phai nhanh chéng bao cho by phan an ninh biét dé xu 1y kip thoi.

% Véi bj phin y té

Trong thoi gian luu tra, néu biét khach co van dé dot xuat vé sirc khoe, nhan
vién budng phai bao ngay cho bd phan y té ctia khach san biét dé hd tro khach.

Néu khach bi nhe thi nhan vién y té cho thudc khach uéng va nhan vién budng phdi
hop phuc vu, tham hoi khach chu dao.

Con truong hop khach bi bénh nang thi phdi hop cung dua khach di bénh vién
diéu tri.

% V6i bp phin ké todn

Hang ngay, t6 budng phong cta khach san s& ndp cac hoa don mua ban hang
hoa cho minibar, trang thiét bi do dung
2.2.2 Co cdiu té chikc ciia bg phin buédng tai khdch san

Nhiém vu cua tirng bo phan:
Bang 2.7: Thong ké nhiém vu ciia tirng bd phan

STT Chirc vu Mo ta nhiém vu

- Quan ly va diéu hanh toan bd hoat dong bo phan
budng phong.

- Lap ké hoach va phan cong cong viéc cho nhan
Quan Iy Budng | vién.

1 phong (HK | - Giam sat chat lwgng phong va tiéu chuan dich vu.
Manager) - Quan ly nhan sy, ngan sach, vat tu va do vai.

- Phéi hop véi cac bo phan lién quan trong khach san.
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- Do tao, danh gia nhan vién va xu 1y khi€u nai cua

khach.

- Hd trg quan 1y trong diéu hanh hoat dong hing
ngay.

Trg ly Quan ly | - Phan cong va giam sat cong viéc cua nhan vién.
Budng phong | - Kiém tra chat lugng phong truée khi ban giao.
(Assistant HK | - Theo ddi tién d6 lam phong hang ngay.
Manager) - Giai quyét cac van dé phat sinh trong bd phan.
- Ho tro dao tao va bao cao cho cép trén.
- Ho tro kiém tra vé sinh phong va khu vuc cong cong.
Tro Iy Budng | - Theo doi tién do 1am phong cuia nhan vién.
phong - Hb tro phan cong cong viée khi can thiét.

(Assistant HK)

- Huéng dan nhan vién méi thyuc hién ding quy trinh.
- Phdi hop véi cac bo phan lién quan khi ¢6 yéu cau tir
khéach.

To truéng
Buong phong
(Team Leader

HK)

- Phan céng cong viéc cho nhan vién budng phong.
- Giam sat qué trinh lam phong cua nhan vién.

- Kiém tra chat luong phong trudc khi khach nhan
phong.

- Huéng dan, dao tao nhan vién mdi.

- B4o cdo tinh hinh cong viéc cho cap quan ly

Nhan vién khu

vuc cong cong

- V¢ sinh khu vuc sanh, hanh lang, thang may va nha vé
sinh cong cong.
- Thu gom va xtr 1y rac thai diing quy dinh.

- Lau don, v¢ sinh va danh bong cac khu vuc chung.

(PA - Kiém tra va bd sung vat dung v¢€ sinh tai khu vuc cong
Attendant) | cong.
- Bao cdo kip thoi su ¢ hodc hu hong.
- Don dep va vé sinh phong khach hing ngay.
Nhan vién - Thay ga giudng, khin tim va cac d6 vai theo quy dinh.
Buong phong | - B6 sung vat dung tiéu hao trong phong.

- Kiém tra trang thiét bi va bao cdo hu hong.
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(Room - Pam bao phong ludn sach s&, san sang phuc vu khach.
Attendant)

- Tiép nhan, phan loai dd giat cuia khach va khach san.
Nhan vién - Van hanh may giit, may sy va may ui theo quy trinh.

Giatla (LD | - Kiém tra chat lugng d vai sau khi giat.

7 Attendant) | - Gap, sip xép va bao quan do vai.

- Tuan thu quy dinh an toan lao dong va st dung hoa

chét.

Nguén:Bé phdn nhan sy Hyatt Regency Da Nang Resort & Spa
So @6 2.2: Co céu td chirc b phan budng

Quén 1y Budng phong
(HK Manager)

Tro Iy Quan Iy Budng
phong (Assistant HK)
I
L 1 :
Trg 1y Budng phong To truong Buong phong
(Assistant HK) (Team Leader HK)
Nhan vién Giat la Nhan vién khu vuc cong Nhan vién Buéng phbng
(LD Attendant) cong (PA Attendant) (Room Attendant)

Nguén:Bé phdn nhan sy Hyatt Regency Da Nang Resort & Spa
2.2.3 Co 6 vit chit va trang thiét, cong cu dung ciia bé phdn Buong
< Co so vat chit & bd phan budng

Co s6 vat chit ctia bd phan budng bao gdm hé thong phong nghi, kho dd vai,
phong gidt 1a, xe déy phuc vu buéng va cac trang thiét bi, dung cu v¢ sinh chuyén
dung. Cac trang thiét bi nay duoc trang bi dﬁy du nhim hd tro nhan vién thuc hién
cong tac v¢ sinh, bdo quan phong nghi va phuc vu khach hang mdt cach hiéu qua.
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Viéc dau tu va bao dudng co sé vat chit thuong xuyén gop phan nang cao chat luong
dich vu luu tra va dap tmg nhu ciu ngdy cang cao cta khach hang.
Bang 2.8: Co sé vat chit ciia khoi lru tru

(BVT: Cai)
STT | Tén trang thiét bi S6 lwong [ STT | Tén trang thiét bj S6 lwong
1 Diéu hoa 548 15 Ban tra 428
2 Két sit 370 16 Ghé l1am viée 433
3 bién thoai 367 17 Tap directory 333
4 Guong 432 18 Tivi 384
5 Lavabo 385 19 May sy toc 370
6 bén chum 387 20 | Dép di trong phong 470
7 bén ngu 380 21 Ly stic miéng 370
8 Am dun nudc 390 22 Ly ubng nudc 340
9 Ta quan 4o 367 23 | ly mudng udng tra 430
10 Bép tir 15 24 Bon tam 390
11 Lo vi song 10 25 Bon rira mit 390
12 Minibar 132 26 Gio may 301
13 Gi06 dung rac 372 27 Extra bed 97
14 | Moc treo 40 quan 938 28 Baby cot 20

Nguén:Bé phdn nhan sy Hyatt Regency Da Nang Resort & Spa
2.3 Thyc trang nguén nhan lye tai b phan Budng
2.3.1 86 lwong va co céu nhén sw b phin Buong
2.3.1.1 86 lwong

Hién nay, bd phan budng phong ciia khach san c6 tong cong 157 nhan vién
dang lam vi¢c nham dap ung nhu cAu van hanh va phuc vu khach Iuu tra. Bay 1a mot
luc lwong lao dong twong ddi 16n, phi hop véi quy mo hoat dong va tiéu chuan phuc
vu cua khach san.

S6 lwong nhéan sy ctia b phan budng phong chiém ty trong dang ké trong tong
s6 lao dong cua khach san, phan anh dic thu cong vi¢c doi hoéi nhiéu lao dong truc
tiép. Cac nhiém vy nhu vé sinh phong, thay ga, kiém tra chat luong phong, ciing nhu
phuc vu cac yéu cau phat sinh ctia khach déu can dugc thuc hién mot cach nhanh

chong va chinh xac, dic biét trong nhitng thdi diém cao diém.
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Bén canh do, viéc duy tri $6 lugng nhan sy & muc nay gop phﬁn dam bao tinh
lién tuc va én dinh trong qua trinh phuc vy, han ché tinh trang qua tai cong viéc cho
nhan vién. Tuy nhién, quy mo nhan sy 16n ciing dit ra yéu cau cao dbi voi cong tac
quan 1y, giam sat va dao tao nhim ning cao hiéu qua lam viéc va dam bao chat luong
dich vu dong déu.
2.3.1.2 Co cdu nhdn sw

Bang 2.9: bang co' cAu nhan sy b phan Budng

S6 lwong Vi tri P tudi Kinh nghiém
1 Trudng bd phan 45-50 25 nam
1 Pho bo phan 36-42 19 nam
4 Tro ly 35-40 14-16 nam

20 Team leader housekeeping 27-32 8-10 nam
5 Diéu phdi vién 29-34 1-2 nam
2 Giam sat tang 25-30 2-3 nim
1 Quan ly giat la 35 10 nam
3 Team leader gidt la 25-32 5 ndm
18 Nhan vién giat la 23-32 2-3 ndm
72 Nhan vién housekeeping 20-41 1-10 nam
7 Thuyc tap sinh 20-22 1-3 thang
23 Casual 20-25 7-10 thang

Nguon: phong nhan sy Hyatt Regency Danag Resort & Spa
2.3.2 Trinh d¢ chuyén mon va ki nang nghiép vu
2.3.2.1 Trinh do chuyén mon

Bang 2.10: Co ciu nhén su theo dic diém nhan khau hoc

Tiéu chi Phén loai S6 lwong Ty 18 (%)
Nam 63 40,1
Gi6i tinh Nir 94 59,9
Tong 157 100%
Duéi 25 48 30,6
P tudi 25 - 35 79 50,3
36 - 45 24 15,3
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Trén 45 6 3,8
Tong 157 100%
Trung cap 25 15,9
Trinh d hoc van Cao dang 45 28,7
bai hoc 30 19,1
THPT 57 36,3
Téong 157 100%
Khéng cé 56 35,7
Trinh d¢ ngoai ngir Co ban 40 25,5
Kha 35 22,3
Tot 26 16,6
Tong 157 100%
Nguon: phong nhén sy Hyatt Regency Danag Resort & Spa
2.3.2.2 Ky nang nghiép vu
Biang 2.11: Ki niing nghiép vu ciia bd phian Budng
Mirc d§ k¥ niang 50 .
. lwgng Ty 1€ (%) Pac diem
nghe nghiép .
nguoi
Thanh thao nghiép 48 30,6% C6 kha nang thyc hién cong viéc
vu doc lap, dang quy trinh va tiéu
chuin phuc vu
K¥ nang nghiép 67 42,7% Thuc hién t6t cong viéc chuyén
vu kha mon nhung van can hd trg trong
mot s6 tinh hudng
K¥ nang nghiép 30 19,1% Pap tng dugc yéu cau co ban cia
vu trung binh cong vi¢c nhung kinh nghiém
thuc té con han ché
K¥ nang nghiép 12 7,6% Chua thanh thao nghiép vu va can
vu con han ché duogc dao tao thém
Tong cong 157 100%

Nguon: phong nhan sy Hyatt Regency Danag Resort & Spa

2.4 Panh gia chit lrong ngudn nhin luc tai bd phin Budng
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Dé danh gia chat luong ngudn nhan lyc ciia by phan budng phong tai Hyatt
Regency Danang Resort & Spa, dé tai sir dung phuong phéap thu thap dit liéu thong
qua khao sat ¥ kién khach hang luu tr tai resort.

Dura trén cac ti€u chi danh gia duoc trinh bay ¢ Bang 1.4, cudc khao sat duoc
thuc hién trong khoang thoi gian tir thang 01/2026 dén thang 05/2026. Bang khao sat
gdm hai phan, phan mot 13 thong tin c4 nhan cua khach hang, phan hai 1a cam nhan
ctia khach hang vé chat lugng ngudn nhan luc cta bd phan budng phong thudc Hyatt
Regency Danang Resort & Spa. Téng s6 phiéu khao sat phat ra 1a 150 phiéu, trong
d6 thu vé 133 phiéu hop 1é dugc sir dung cho qua trinh phén tich. C6 17 phiéu khong
hop 1& do khach hang khong hoan thanh day du ndi dung bang hoi, tra 101 thiéu théng
tin hodc c6 sy khong nhat quéan trong céc ciu tra 10i, dan dén khong dam bao do tin
cay cua dit ligu.

Bang hoi véi 5 murc chat luong twong tmg v6i 5 muc diém dé khach hang danh
gia theo thang diém: 1 - R4t khong hai 10ng, 2 - Khong hai long, 3 - Binh thuong, 4 -
Hai long, 5 - Rat hai long

Két qua khao sat dugc tong hop va phan tich bang phuong phéap théng ké mo
ta thong qua viéc tong hop sb luong phiéu diéu tra va xtr Iy s6 liéu theo gid tri trung
binh ctia cac tiéu chi danh gia chat lugng nguén nhan lyc tai bd phan budng phong
theo cdm nhan cua khach hang. Tt do, dé tai cé thé dua ra duoc nhirng nhan xét va
két luan vé thuc trang chét lugng dich vu ctia bo phan budng phong tai Hyatt Regency
Danang Resort & Spa.

2.4.1 Mé td mdu
% V@& gii tinh

Bang 2.12: Pic diém vé giéi tinh

Giéi tinh S6 lwong Tilé %
Nam 61 45,86
Nir 59 44,36
LGBT 13 9,78
Tong cong 133 100%

Nguon: Két qua khdo sdt khach hang

Biéu d6 2.1: Co ciu mau khao sat theo gi6i tinh
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CO CAU MAU KHAO SAT THEO GIOI TINH

ENam ®ENI mLGBT

45,86%

44,36%

Nguén: khdo sat khdach hang
Qua biéu d6 va bang 2.12, ¢ thé thiy trong s 133 khach hang tham gia khao
sat tai Hyatt Regency Danang Resort & Spa, nhom khach hang nam chiém ty 1é
45,86%, twong Gmg 61 nguoi; trong khi khach hang nir chiém 44,36%, twong tmg 59
ngudi. Piéu nay cho thdy co ciu khach luu trii tai resort twong ddi can bang gitra nam
va nit, pht hop véi dic diém caa khu nghi dudng cao cap phuc vu da dang ddi tuong
khach hang nhu khach gia dinh, khach cap do6i va khach quéc té.
Bén canh d6, nhom khach thudc cong ddong LGBT chiém 9,78%, twong ting
13 nguoi khao sat. Mic du ty 18 nay thap hon so voi hai nhém con lai, nhung ciing
phan anh phan nao moéi truong nghi dudng than thién, coi md va phu hop véi xu
huéng du lich hién dai. Diéu nay cho thiy Hyatt Regency Danang Resort & Spa c6
kha ning dap ung nhu cau luu tr ciia nhiéu nhém khach hang khac nhau.
Sy da dang vé gidi tinh cta khach luu tra dit ra yéu cau cho bd phan budng
phong trong viéc nang cao chit lwong phuc vu, dam bao khong gian nghi dudng thoai
mai, riéng tur va dap tng tét nhu cau ctia khach hang. Day ciing 1a yéu td gop phan

nang cao muc dd hai long va xay dung hinh anh chuyén nghi¢p cho resort
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% V& dp tudi

Bang 2.13: Pic diém vé dd tudi

D) tudi S6 lwong Til¢ %
Tir 18 - 25 tudi 48 36,09
Tir 26 - 40 tudi 67 50,38
Trén 40 tudi 18 13,53
Tong cong 133 100%

Nguon: Két qua khdo sat khdch hang

Biéu d6 2.2: Co ciu khao st theo dd tudi

m18-25 m26-40

CO CAU KHAO SAT THEO PQ TUOI

mtrén 40

Nguon: khao sdt khach hang

Qua biéu d6 va bang 2.13, c6 thé thay, nhom khach hang tir 26—40 tudi chiém

ty 1& cao nhit véi 50,38%, twong ng 67 nguoi khao sat. Py 1a nhom khach hang co
thu nhap 6n dinh va nhu cau cao ddi v6i cac dich vu nghi dudng cao cp. Ho thuong
lya chon Hyatt Regency Danang Resort & Spa cho muc dich nghi dudng gia dinh, du

lich cip doi hodc két hop cong viéc va thu gian.

Nhom khach hang tir 18-25 tudi chiém 36,09%, twong tng 48 ngudi khao sat.
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Trong khi d6, nhém khach hang trén 40 tudi chiém 13,53%, tuong tng 18
ngudi khao sat. Mic du chiém ty 16 thip hon, nhung ddy van 1a nhom khach hang co
yéu cau cao vé su yén tinh, tién nghi va chét luong dich vu. Diéu nay dit ra yéu ciu
cho bd phan budng phong trong viéc duy tri tiéu chuin vé sinh, su thoai mai va tinh
riéng tu nham dap (mg nhu cau da dang ctia khach luu tru.

2.4.2 Két qud déanh gid
2.4.2.1 Vé kién thirc
Bang 2.14: Panh gia vé kién thirc
STT Tiéu chi danh gia Pi¢m trung binh

Nhan vién hiéu 5 cac dich vu va tién nghi cua
1 4,53/5
khach san

Nhan vién huéng dan khach sir dung céc trang
2 o \ - 4,36/5
thiét bi trong phong r6 rang va dé hiéu

Nhan vién cung cip thong tin day du khi
3 L 4,16/5
khach can ho trg

Nhan vién phuc vu khach ding quy trinh phuc
4 . P s A P 4,38/5
vu budng

Nhan vién xtr ly cong viéc va hd tro khach
5 o 4,19/5
hang tuwong doi chinh xac

Nguon: Két qua khdo sdt khach hang

Céc tiéu chi vé kién thirc ctia nhan vién bo phan budng phong dugc khach hang
danh gia kha tich cuc v6i mirc diém dao dong tir 4,16/5 dén 4,53/5.

1. Nhdén vién hiéu ro cdc dich vu va tién nghi cua khach san — 4,53/5

Day la tiéu chi c6 mirc diém cao nhat trong nhom danh gia. Diéu nay cho thay
nhan vién budng phong c6 sur hiéu biét kha tbt vé cac dich vu va tién nghi cta khach
san. Nhan vién co thé hd tro va cung cap thong tin can thiét cho khach hang trong qué
trinh luu tra.

2. Nhén vién huéng dan khdch sir dung cdc trang thiét bi trong phong ré rang
va dé hiéu — 4,36/5

Mirc diém nay phan anh nhéan vién c6 kién thirc twong dbi tot vé cac trang thiét
bi trong phong nghi. Nhan vién c6 thé huéng dan khach sir dung céc thiét bi mot cach

rd rang va dé& hiéu, gitp khach thuén tién hon trong qua trinh str dung dich vu.
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3. Nhdn vién cung cdp théng tin day di khi khdch can hé tro — 4,16/5

Dy 1a tiéu chi c6 mirc diém thap nhét trong nhém khao sat nhung van & mirc
kha cao. Piéu nay cho thiy nhan vién da dap ung twong ddi tét nhu cau hd tro thong
tin cta khach hang. Tuy nhién, khach san van can ning cao kha ning cung cip théng
tin nham d4p ung tot hon nhu cau cua khach luu tri.

4. Nhén vién thuwc hién ding quy trinh phuc vy buong phong — 4,38/5

Tiéu chi nay cho thay nhan vién budng phong c6 sy hiéu biét tuong ddi tt vé
quy trinh phuc vu va tiéu chuin nghiép vu trong qua trinh 1am viéc. Diéu nay gop
phan dam bao chét lwong phuc vu va duy tri tinh chuyén nghiép cia khach san.

5. Nhdn vién xit Iy cong viéc va hé tro khdch hang twong déi chinh xdc — 4,19/5

Murc diém nay phan anh nhan vién c6 kién thic va kha nang xir Iy cong viéc
tuong doi tot. Nhan vién co thé giai quyét cic yéu cau co ban cua khach hang mot
cach kha chinh x4c trong qua trinh phuc vu.

Nhin chung, khach hang danh gi4 kha tich cuc vé kién thirc ctia nhan vién bo
phan budng phong tai Hyatt Regency Danang Resort & Spa v6i muc diém trung binh
dao dong tir 4,16/5 dén 4,53/5. Trong do, ti€u chi “Nhan vién hiéu 15 céac dich vu va
tién nghi cta khach san” dugc danh gid cao nhét, cho théy nhén vién c¢6 su hiéu biét
kha tot vé cac dich vu cta khach san. Tuy nhién, resort van can tiép tuc nang cao kha
nang cung cap thong tin va hd trg khach nham dép ng tot hon nhu cau cia khéach luu
tra.
2.4.2.2 Vé ky ning

Bang 2.15: Panh gia vé ky ning

STT Tiéu chi danh gia Piém trung binh

Nhan vién giao tiép lich sy va dé hiéu véi

1 s 4,56/5
khach hang
Nhéan vién don dep phong sach sé va gon

5 \ C vp phong sg 48 4,29/5
gang
Nhén vién dap tng yéu cau ctia khach nhanh

3 ] 3,83/5
chong

Nhan vién xir Iy tinh huéng phat sinh linh
4 3,78/5
hoat
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Nhén vién st dung thanh thao cac trang thiét
5 ' . 4,15/5
bi phuc vu cong viée

Nhan vién hoan thanh cong viéc dung thoi
6 _ _ 4,44/5
gian quy dinh

Nhan vién hd tro va phuc vu khach hi¢u qua
7 4,08/5
trong qua trinh luu tra

Nhan vién c¢6 kha ning giao tiép ngoai ngit 3,51/5

co ban véi khach quoc té

Nguon: Két qua khao sat khach hang

Céc tiéu chi vé k¥ ning cta nhan vién bo phan budng phong dugc khach hang
danh gia & muc kha tich cuc voi muc diém dao dong tir 3,51/5 dén 4,56/5.

1. Nhdn vién giao tiép lich si va dé hiéu véi khdch hang — 4,56/5
Pay 1a tiéu chi c6 mirc diém cao nhat trong nhom danh gia. Piéu nay cho thay nhan
vién bo phan budng phong c6 k¥ ning giao tiép kha tot, thai do giao tiép lich sy va
c6 thé truyén dat thong tin rd rang cho khach hang trong qu4 trinh luu tru.

2. Nhan vién don dep phong sach sé va gon gang — 4,29/5
Murc diém nay phan anh nhan vién budng phong c6 k¥ nang thyc hién nghiép vu
tuong d6i tot. Cong tac vé sinh va sip xép phong duogc thuc hién khé sach s& va gon
gang, gop phan tao su hai long cho khach luu tru.

3. Nhdn vién dép ieng yéu cau ciia khdch nhanh chéng — 3,83/5
Tiéu chi nay cho thay kha ning dap tng yéu cau cua khach hang ciia nhan vién &
murc twong dbi kha. Tuy nhién, khach san van can ning cao toc d6 hd tro va xir Iy
yéu cau nham dap ung t6t hon nhu cau cta khach luu tri.

4. Nhdn vién xi Iy tinh hudng phdt sinh linh hoat — 3,78/5
Mirc diém nay phan anh k¥ ning xu 1y tinh hudng ctia nhan vién vin con han ché so
Vv6i cac tiéu chi khac trong nhom danh gia. Vi vay, khach san can tang cuong dao
tao k¥ nang xtr Iy tinh hudng va kha ning ing bién cho nhan vién trong qué trinh
phuc vu khach hang.

5. Nhan vién swr dung thanh thao cac trang thiét bi phuc vu cong viéc — 4,15/5
Tiéu chi nay cho thiy nhan vién c6 k¥ nang sir dung céc trang thiét bi va dung cu
phuc vu cong viéc twong dbi tot. Pidu ndy gop phan nang cao hiéu qua cong viéc va

dam bao chat luong phuc vu khach hang.
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6. Nhan vién hoan thanh cong viéc dung thoi gian quy dinh — 4,44/5
Diy 1a mot trong nhitng tiéu chi c6 mirc diém kha cao trong nhém danh gia. Diéu
nay cho thay nhan vién c6 kha ning to chirc va hoan thanh cong viéc twong ddi hiéu
qua, dam béo tién do cong viée trong qua trinh phuc vu khach luu tra.

7. Nhén vién hé tro va phuc vu khéch hiéu qud trong qud trinh heu trii — 4,08/5
Mirc diém nay phan 4anh nhan vién c6 kha ning hd trg va phuc vu khach hang & mirc
tuong ddi t6t. Nhan vién c6 thé hd tro khach trong qué trinh luu tra va dap tmg cac
nhu cdu co ban cua khach hang.

8. Nhdn vién cé kha nang giao tiép ngoai ngit co ban véi khdach quéc té — 3,51/5
Pay 4 tiéu chi c6 muc diém thap nhét trong nhom danh gia. Pidu nay cho thay k¥
nang giao tiép ngoai ngit ciia nhan vién van con han ché, dic biét trong qua trinh phyc
vu khach quéc té. Vi vay, khach san can tang cuong dao tao ngoai ngir nham nang
cao kha ning giao tiép va hd trg khach hang quéc té hiéu qua hon.

Nhin chung, khach hang danh gia kha tich cuc vé ky nang cua nhan vién b
phan budng phong tai Hyatt Regency Danang Resort & Spa véi mirc diém dao dong
tir 3,51/5 dén 4,56/5. Trong d6, k§ ning giao tiép véi khach hang va kha niang hoan
thanh cong viéc dung thoi gian duoc danh gia cao nhat. Tuy nhién, mot s6 k¥ ning
nhu kha ning dap ung yéu cau cia khach, xir Iy tinh huéng phat sinh va giao tiép
ngoai ngir van ¢6 muc diém thép hon so voi cac ti€u chi con lai. Vi vay, khach san
can tiép tuc nang cao k¥ nang xir Iy tinh hudng, kha ning hd trg khach va trinh do
ngoai nglt cho nhan vién nham dap ung tdt hon nhu cau cua khach luu tra, dic biét 1a
khach quéc té.
2.4.2.3 Vé thai do

Bang 2.16: Panh gia vé thai do

STT Tiéu chi danh gia Pié¢m trung binh
1 Nhan vién c6 thai do lich sy, than thién va ton 4,22/5
trong khach hang
2 Nhan vién nhiét tinh hd tro khach khi can thiét 4,50/5
3 Nhan vién ludn sin sang hd trg khach trong qua 4,65/5
trinh luu tra
4 Nhan vién lam viéc can than va chu déo 4,10/5
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5 Nhan vién quan tam dén nhu ciu cua khach 451/5
hang

6 Nhén vién c6 tinh than trach nhiém trong cong 3,89/5
viéc

Nguon: Két qua khdo sdt khach hang

Céc tiéu chi vé thai do ctia nhan vién bd phan budng phong duoc khach hang
danh gia kha tich cuc v6i mirc diém dao dong tir 3,89/5 dén 4,65/5.

1. Nhan vién ¢o thdi do lich sw, than thién va ton trong khdach hang — 4,22/5
Mirc diém 4,22/5 cho thay phan 16n khach hang hai long véi cach tng xir ciia nhan
vién bo phan budng phong. Trong qué trinh phuc vu, nhan vién luén duy tri thai o
niém nd, lich su va ton trong khach hang, gbp phan tao cam giac thoai mai va nang
cao trai nghiém cua khach trong thoi gian luu tra tai khach san.

2. Nhan vién nhiét tinh hé tro khach khi can thiét — 4,50/5
bay la tiéu chi dugc khach hang danh gia cao, phan anh tinh than phuc vu tich cuc
ctia nhan vién b phan budng phong. Nhan vién ludn sin sang hd tro va giai dap cac
yéu cau phat sinh ctia khach mdt cach tan tinh, tor 6 giap khach cdm nhan dugc su
quan tdm va chuyén nghiép trong qua trinh str dung dich vu.

3. Nhan vién luén san sang ho tro khdch trong qud trinh luwu triv — 4,65/5
Day 1a tiéu chi dat diém cao nhit trong nhém danh gia. Két qua nay cho thiy nhan
vién bo phan budng phong ludn thé hién tinh than trach nhiém va su chi dong trong
cong viée, san sang hd tro khach hang khi c¢6 yéu cau. Diéu ndy gdp phan ning cao
muc do hai long va tao dung hinh anh tich cuc cho khach san trong mét khach luu
tra.

4. Nhan vién lam viéc can than va chu dao — 4,10/5
Mic du duoc danh gia & muc kha cao nhung diy van 1a mot trong nhiing tiéu chi c6
s6 diém thip hon so v6i cac tiéu chi con lai. Piéu nay cho thiy vin con mot sb
truong hop nhan vién chua thyc su ti mi va chu déo trong qué trinh thuc hi¢n cong
viéc. Vi vay, khach san can tiép tuc ting cudng kiém tra, gidm sat va nang cao ¥
thirc 1am viéc can than nham dap ung tot hon mong doi ciia khach hang.

5. Nhan vién quan tam dén nhu cau cia khéach hang — 4,51/5
Vi mire diém 4,51/5, khach hang danh gia cao su quan tdm va thai d¢ phuc vu tan

tdm cua nhan vién bo phan buong phong. Nhan vién luon chi y dén cac nhu cau cua

48



khach, sin sang ling nghe va hd tro kip thoi, qua d6 gitp khach cam thiy duoc
quan tAm va chidm soc trong sudt thoi gian luu tri.

6. Nhan vién c¢6 tinh than trach nhiém trong céng viéc — 3,89/5
Day 14 tiéu chi c6 mirc diém thap nhat trong nhom danh gia. Két qua nay cho thiy
mic du da s6 nhan vién déu c¢6 ¥ thic trach nhiém trong cong viéc, tuy nhién van
con mot sd truong hop chua thuc sy chu dong hoac chua xur Iy cong viéc mét cach
nhanh chéng va hiéu qua. Do d6, khach san can chi trong nang cao y thirc trach
nhiém, tinh than cha dong va su tan tam cda nhan vién nham nang cao hon nira chat
luong phuc vu.

Nhin chung, khach hang danh gi4 kha tich cuc vé thai d6 cta nhan vién bo
phan budng phong tai Hyatt Regency Danang Resort & Spa vdi mitc diém dao dong
tir 3,89/5 dén 4,65/5. Trong do, tinh than sin sang hd trg khach trong qua trinh luu
tr va sy quan tim dén nhu cau ciia khach hang dugc danh gia cao nhat. Tuy nhién,
khach san van can tiép tuc nang cao tinh than trach nhiém va su can than trong qué
trinh phuc vu nham déap Gmg tot hon nhu cau cua khach luu tru.

2.5 Panh gia chung
2.5.1 Diém manh

Thoéng qua két qua khao sat 133 khach hang st dung dich vu luu tra tai Hyatt
Regency Danang Resort & Spa, c6 thé thdy chit luong ngudn nhan luc tai bd phan
budng phong dugc khach hang danh gia twong dbi tich cuc. Cac tiéu chi vé kién thic,
k¥ nang va thai do cta nhan vién déu c6 mirc diém trung binh kha cao, cho thiy bo
phan budng phong dang dap ung tuong ddi tét nhu cau ciia khach luu tra trong qué
trinh str dung dich vu.

V& kién thirc, nhan vién bd phan budng phong dugc danh gia khé tot & kha nang
hiéu rd cac dich vu va tién nghi cua khach san ciing nhu thuc hién ding quy trinh
phuc vu budng phong. Nhan vién co thé hd tro va cung cip thong tin can thiét cho
khach trong qua trinh luu tra. Diéu nay gop phan dam bao chat lugng phuc vu va duy
tri hinh anh chuyén nghiép cua resort.

Vé ky niang, khach hang danh gia cao kha ning giao tiép lich sy, dé hiéu va kha
nang hoan thanh cong viéc dung thoi gian quy dinh ctia nhan vién. Cong tac v¢ sinh

phong dugc thuc hién twong dbi sach s&, gon gang va dam bao tiéu chuin phuc vu.
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Ngoai ra, nhan vién ciing c6 kha ning str dung kha thanh thao céc trang thiét bj phuc
vu cong viée, gop phan ning cao hiéu qua hoat déng cua bd phan budng phong.

V& thai d6 phuc vu, nhan vién bo phan budng phong duoc khach hang danh gia
tich cuc vé sy than thién, nhiét tinh va tinh than sin sang ho tro khach trong qua trinh
luu tri. Nhan vién luon thé hién thai do lich sy, tén trong khach hang va quan tam
dén nhu cau cua khach. Pay 1a mét trong nhiing yéu té quan trong gop phan ning cao
murc do hai long va trai nghiém cua khach luu tra tai resort.

Bén canh nhitng diém manh dat duoc, két qua khao sat van cho théy mot s6 han
ché trong chét lugng ngudn nhan lyc ciia bo phan budng phong. Mot so tiéu chi c6
mirc diém thap hon so véi cac tiéu chi con lai nhu kha nang giao tiép ngoai ngit véi
khach quéc té, k§ nang xir 1y tinh hudng phat sinh va tbc d6 dap ung yéu cau cia
khach hang. Piéu nay cho thdy nhan vién van con gip kho khin trong qué trinh phuc
vu khach quéc té va xir 1y cac tinh hudng phat sinh trong thuc té.

Ngoai ra, tinh than trach nhiém va sy can than trong cong viéc cia mot s6 nhan
vién van chua duogc khach hang danh gia that sy ndi bat. Piéu nay cho théy b phan
budng phong can tiép tuc nang cao ¥ thirc trach nhiém, tinh chu dong va kha ning
thich g ctia nhan vién nham dap tmg tot hon yéu cau ngdy cang cao cua khach hang.

Nhin chung, bd phan budng phong tai Hyatt Regency Danang Resort & Spa da
dat duoc nhiéu két qua tich cyc trong qua trinh phuc vu khach luu tra. Tuy nhién, dé
nang cao chat lwvong nguén nhan lyc va dap tng tét hon nhu cau cua khach hang, dic
biét 1a khach quéc té, resort can tiép tuc chu trong dao tao kién thuc chuyén mon, k¥
nang xr Iy tinh huéng, kha nang giao tiép ngoai ngit va nang cao tinh than trach nhiém
cho ddi ngti nhan vién trong thoi gian téi.

2.5.2 Han ché va nguyén nhin
2.5.2.1 Han ché

Bén canh nhiing két qua tich cuc dat dugc, by phan buéng phong tai Hyatt
Regency Danang Resort & Spa van con ton tai mot so han ché trong qua trinh phuc
vu khach luu tra.

Thir nhat, kha ning giao tiép ngoai ngit ciia mot s nhan vién van con han ché,
dac biét trong qua trinh phuc vu khach quéc té. Piéu nay khién viéc trao d6i thong

tin va hd trg khach hang nudc ngoai trong mot sd tinh hudng chua that sy hiéu qua.
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Thir hai, k§ nang xi 1y tinh hudng phat sinh va téc d6 dap tng yéu ciu cua
khach hang van chwa dugc danh gia cao so véi cac tiéu chi khac. Mot s6 nhan vién
con thiéu sy linh hoat va chu dong khi giai quyét cac van dé phat sinh trong qua trinh
phuc vu khéch luu tra.

Ngodi ra, tinh than trach nhiém va sy can than trong cong viéc ctia mot s6 nhan
vién van chua that sy ndi bat. Trong mét sb trudng hop, nhan vién chua quan tim day
du dén céc chi tiét nho hodc chua chu dong trong qua trinh thyc hién cong viéc.

Bén canh d6, cong tac dao tao va boi dudng k§ ning cho nhan vién tuy da duoc
quan tdm nhung van chua dap Gmg hoan toan yéu cau thuc té trong méi truong phuc
vu khach san quéc té. Mot s6 ky nang thyc hanh, k¥ nang giao tiép va xu 1y tinh
huéng ciia nhan vién van can dugc tiép tuc nang cao.
2.5.2.2 Nguyén nhan

Nhiing han ché trén xuat phat tir nhiéu nguyén nhan khac nhau trong qua trinh
quan 1y va t6 chtrc hoat dong ctia bo phan budng phong.

Trude hét, trinh do ngoai ngit cua mot s6 nhan vién chua déng déu va co hoi
thuc hanh giao tiép voi khach qudc té con han ché. Piéu nay anh huéng dén kha ning
giao tiép va hd trg khach hang nudc ngoai trong qua trinh luu tra.

Bén canh d6, kinh nghiém thuc t& ciia mot sd nhan vién con chwa nhiéu, dic
biét trong viéc xir 1y cac tinh hudng phat sinh ngoai quy trinh phuc vu théng thuong.
Piéu nay khién nhan vién doi lic con lung ting hodc chua linh hoat khi giai quyét
yéu cau cua khach hang.

Ngoai ra, khdi luong cong viéc tai bo phan buéng phong tuong ddi 16m, dic biét
trong thoi gian cao diém voi sd luong khach check-in va check-out ting cao. Ap luc
cong viée va yéu cau hoan thanh cong viéc trong thoi gian ngén c6 thé anh hudng dén
su can than, tinh chu dong va chét lugng phuc vu ctia nhan vién.

Bén canh do, cong tac dao tao ndi bo tuy duoc trién khai nhung mat s6 noi dung
van con mang tinh 1y thuyét va chua tap trung nhiéu vao k¥ nang thyc hanh thuyc té.
Diéu nay 1am han ché kha ning thich tmg va nang cao nghiép vu ctia nhan vién trong
moi truong phuc vu khach san quoc té.

Nhin chung, nhitng nguyén nhan trén 14 co s& quan trong dé khach san dé ra cac
giai phap phi hop nhim nang cao chat lugng ngudn nhan lyc va cai thién hiéu qua

hoat dong ctia bd phan budng phong trong thoi gian téi.
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TIEU KET CHUONG 2

Trong chwong 2, dé tai da khai quat tong quan vé Hyatt Regency Danang Resort
& Spa ciling nhu phan tich thuc trang chat lugng ngudn nhan luc tai bd phan budng
phong cua resort. Thong qua viée thu thap va phén tich két qua khao sat tir 133 khach
hang st dung dich vu luu tra, dé tai dd danh gia duoc céac tiéu chi lién quan dén kién
thire, k§ niang va thai d6 cta nhan vién bd phan budng phong.

Két qua khao sat cho thiy bo phan budng phong tai Hyatt Regency Danang
Resort & Spa duoc khach hang danh gia twong dbi tich cuc. Nhan vién c6 kién thirc
kha t6t vé dich vu va quy trinh phuc vu budng phong, k¥ ning giao tiép va thuc hién
cong viéc trong ddi hiéu qua, dong thoi ludn thé hién thai do than thién, lich sy va
san sang ho trg khach hang trong qua trinh luu tra. Pay 13 nhiing yéu t6 gop phan
nang cao chit lugng dich vu va tao su hai long cho khach Iuu trt tai resort.

Bén canh nhiing két qua dat duorc, dé tai cling chi ra mot s6 han ché con ton tai
nhu kha ning giao tiép ngoai ngit ctia mot s6 nhan vién con han ché, k¥ ning xu 1y
tinh hudng phat sinh chua that su linh hoat, toc d6 dap ing yéu cau cua khach chua
d6ng déu va tinh than trach nhiém trong céng viéc van can dugc nang cao hon. Nhiing
han ché nay xut phat tir nhiéu nguyén nhan nhu trinh d6 ngoai ngit chua dong déu,
kinh nghiém thyc té con han ché, ap luc cong viéc trong thoi gian cao diém va cong
tac dao tao ndi bg chua that sy dap ung déy du yéu cau thuc té.

Nhitng két qua phén tich trong chuong 2 13 co s¢ quan trong dé dé tai dé xuat
cac giai phap nham nang cao chat lvgng ngudn nhan luc tai bo phan budng phong cua

Hyatt Regency Danang Resort & Spa trong chuong 3.
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CHUONG 3: GIAI PHAP NANG CAO CHAT LUQNG NGUON NHAN
LUC TAI BO PHAN BUONG THUQC HYATT REGENCY DANANG
RESORT & SPA
3.1 Co s& dé xuét giai phap
3.1.1 Chién lwoc phdt trién du lich Vigt Nam

Trong nhitng nim gan day, nganh du lich Viét Nam d4 c6 su phat trién manh
mé va ting budc khang dinh vai trd 1a mot trong nhitng nganh kinh té quan trong ctia
d4t nude. Theo dinh hudng cua Nha nudce, du lich duge xac dinh 1a nganh kinh té mii
nhon, phat trién theo hudng chuyén nghiép, hién dai, chat lugng cao va bén viing.

Bén canh viéc dau tu phat trién co s& ha téng, da dang hoa san phém du lich
va ting cudng cong tic quang ba hinh anh qudc gia, viéc nang cao chat luong nguén
nhan lyc duoc xem 13 yéu té then chét nham nang cao niang lyc canh tranh ciia nganh
trong bdi canh hoi nhap qudc té.

Nguon nhén lyc dong vai trd quyét dinh dén chat luong dich vu trong linh virc
du lich — khéch san. Dac biét tai cac khach san va khu nghi dudng cao cép, doi ngii
nhan vién khong chi can viing chuyén mon nghiép vu ma con phai dap ung cic yéu
cau vé k¥ ning giao tiép, ngoai ngit, xtr Iy tinh hudng va phong cach phuc vu chuyén
nghiép. Chat lugng ngudn nhan lyc cang cao thi mic do hai 1ong cia khach hang
cang duoc nang cao, qua d6 gdp phan xay dung hinh anh va thuong hiéu cta doanh
nghiép.

Trong xu thé phat trién chung d6, viéc nang cao chit luong ngudn nhan luc tai
bd phan budng phong cua Hyatt Regency Danang Resort & Spa 1a hoan toan phi hop
v6i dinh hudng phat trién ngu@)n nhan lyc ctia nganh du lich Viét Nam hién nay.
3.1.2 Dinh hwéng phat trién du lich thanh pho Da Néing

Trong bdi canh nganh du lich Viét Nam dang phuc hoi va phat trién manh mé
sau giai doan chiu anh hudng boi cac bién dong kinh té — x4 hoi, nhu cau veé dich vu
lwu trii chat lugng cao ngdy cang gia tang. Didu ndy kéo theo yéu cau ngay cang khat
khe d6i voi chat luong phuc vy, dac biét 1a tai cac co sé luu tri cao cép nhu khach
san va khu nghi dudng 4-5 sao.

Trén thuc té, chat lugong ngu@)n nhan lyc tai cac doanh nghié€p du lich hién nay
van con ton tai mot sd han ché nhit dinh nhu: sy thiéu déng déu vé trinh do chuyén

mon gitta cac nhan vién; k¥ ndng ngoai nglr chua dap g tot yéu cau phuc vu khach
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quéc té; k¥ ning xir 1y tinh hudng con chua linh hoat; va d6i khi chwa dam bao tinh
chuyén nghiép trong phong cach phuc vu. Nhitng han ché nay anh huéng truc tiép
dén trai nghiém cua khach hang, tir 6 tac dong dén mic d6 hai long va kha ning
quay lai st dung dich vu.

Déi v6i bd phan budng phong — mot trong nhitng bo phan dong vai trd quan
trong trong viéc dam bao chét luong dich vu luu tra — yéu cau v& tinh ti mi, sach sg&,
dung quy trinh va thai do phuc vu chuyén nghiép 1a vo ciing can thiét. Pay 1a bo phan
tryc tiép tao ra an tuong vé chat luong phong nghi, gbp phan quan trong trong viéc
hinh thanh danh gia tong thé cua khach hang d6i v6i khach san. Do d6, viéc nang cao
chat lwvong ngudn nhén luc tai bd phan budng phong khong chi mang tinh cap thiét
ma con cd ¥ nghia chién lugc ddi véi su phat trién bén viing ctia doanh nghiép.

Bén canh d6, trong moi trudng canh tranh ngdy cang gay git giira cac co sO
Iuwu tré, viéc nng cao chat lugng ngudén nhan luc con gitp doanh nghiép nang cao
nang lyc canh tranh, tdi wu hoa chét luong dich vu va xay dung hinh dnh thuong hi¢u
chuyén nghiép trong mét khach hang. Cac doanh nghiép c6 doi ngii nhan vién dugc
dao tao bai ban, c6 thai d6 phuc vu tét va k¥ nang chuyén moén cao thudng co loi thé
0 rét trong viéc thu hut va gitr chan khéach hang.

Tir nhitng yéu cau thyc tién néu trén, ¢ thé thdy rang viéc dé xuét cac giai
phap nham nang cao chat lvong ngudn nhan lyc tai bo phan budng phong cua doanh
nghiép 12 hoan toan phu hop va ¢ co sé thuc tién viing chic. Pay ciing 1a tién dé
quan trong dé dam bao sy phat trién on dinh va lau dai ciia doanh nghiép trong boi
canh hoi nhap va canh tranh hién nay.

3.1.3 Dinh hwéng phdt trién nguon nhén lwc tai Hyatt Regency Danang Resort &
Spa

Hyatt Regency Danang Resort & Spa I khu nghi dudng cao cap dat tiéu chuan
qudc té, ludn hudng dén muc tiéu trd thanh mot trong nhitng diém dén nghi dudng
hang dau tai Viét Nam va khu vuc Dbong Nam A. Véi lgi thé vé vi tri ven bién My
Khé cung hé théng co s& vat chat hién dai, resort khong ngirg nang cao chét luong
dich vy, cai thién trai nghiém khach hang va xay dung moi truong lam viéc chuyén
nghiép theo tiéu chuan van hanh cua tap doan Hyatt toan cau.

Dé dat dugc muc tiéu phat trién bén virng va duy tri vi thé canh tranh trén thi

truong, ban 1anh dao resort xac dinh nguén nhan luc la yéu td then chot, gilr vai tro
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quyét dinh dén chét lugng dich vu va hiéu qua hoat dong kinh doanh. Do d6, cong
tac quan tri nhan sy, bao gdbm tuyén dung, dao tao, phat trién va giit chan nhan vién
ludn dugc chu trong dau tu mot cach bai ban va c6 chién lugce dai han. Resort khong
chi tip trung vao viéc thu hit ngudn nhan lyc chat lvgng cao ma con chu trong xay
dung 10 trinh phat trién nghé nghiép rd rang nham nang cao su gin két ctia nhan vién
v6i to chirc.

Trong d6, bd phan budng phong dong vai trd dic biét quan trong trong viéc
dam bao tiéu chuan chét luong luu tri — yéu td truc tiép anh hudng dén su hai long
cua khach hang. Pay 1a bd phan chiu trach nhiém duy tri sy sach s€, tién nghi va tinh
thAm my cua phong nghi, gop phan tao nén an tuong dau tién ciing nhu trai nghiém
tong thé ctia khach trong sudt thoi gian luu tra. Vi vay, viéc xdy dung d6i ngii nhan
vién budng phong co chét luong cao duoc xem 14 yéu cau mang tinh chién lugc d6i
véi resort.

Theo dinh huéng phét trién, Hyatt Regency Danang Resort & Spa chu trong
xay dung d6i ngil nhan vién budng phong cé trinh d6 chuyén mén viing vang, nim
vitng quy trinh nghiép vu va tiéu chuan phuc vu qudc té. Bén canh d6, nhan vién can
thé hién thai d¢ phuc vu chuyén nghi¢p, tinh than trach nhiém cao, su ti mi trong cong
viéc va kha niang 1am viéc dudi ap luc t6t. Ngoai ra, kha ning giao tiép ngoai ngit co
ban, k¥ nang xtr 1y tinh hudng linh hoat va kha nang phdi hop hiéu qua véi cac bd
phan khac nhu 18 tan, k¥ thuat va am thuc cling dugc xem 13 nhitng yéu cau quan
trong nham dam bao chét lugng dich vu déng bo.

Bén canh yéu cau vé chuyén mén va ky ning, resort ciing chi trong xay dung
moi trudng lam viéce tich cuc, khuyén khich su hoc hoi va phat trién lién tuc ctia nhan
vién. Céac chuong trinh dao tao noi bg, dao tao theo ti€u chuin tap doan va danh gia
hiéu qua cong viéc dinh ky duoc trién khai nham nang cao nang luc doi ngil, dong
thoi dam bao sy phu hop v6i dinh huéng phat trién chung ctia khach san trong bdi
canh canh tranh ngdy cang gay gat cua nganh du lich — khach san.

Tir nhirg dinh huéng trén c6 thé thiy ring, viéc phat trién ngudn nhan luc
chat lugng cao, dac biét tai bd phan buéng phong, khong chi 1a yéu cau ndi tai cla
Hyatt Regency Danang Resort & Spa ma con 1a yéu t6 quan trong gop phan nang cao

nang lyc canh tranh va khéng dinh vi thé cta resort trén thi truong du lich cao cép.
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3.1.4 Co 56 thuc tién dé xudt gidai phdp

Qua két qua nghién ctru va phan tich thuc trang tai Chuong 2 c6 thé thiy rang,
chat lugng ngudn nhan lyc tai bd phan budng phong ciia Hyatt Regency Danang
Resort & Spa nhin chung dugc danh gia & muc kha tich cuc. P91 ngli nhan vién co
ban dap Gng t6t yéu ciu cong viée, c6 kién thirc nghiép vu twong ddi vimg vang, tuin
thu ding quy trinh lam viéc va duy tri chat lugng vé sinh phong theo diing tiéu chuin
van hanh cua resort. Pidu ndy gép phan quan trong trong viéc dam bao chat luong
dich vu luu tra, tao dung hinh anh chuyén nghi€p va nang cao trai nghiém cta khach
hang trong sudt thdi gian nghi dudng.

Tuy nhién, bén canh nhitng két qua dat dugc, thuc trang nguén nhan luc tai bd
phan buéng phong van con ton tai mot sé han ché nhat dinh can duge quan tam khic
phuc. Trude hét, trinh d6 ngoai ngit giita cac nhan vién chua dong déu, dan dén kho
khin trong qua trinh giao tiép v6i khach qudc té ciing nhu xur 1y cac yéu cau phat sinh
lién quan dén dich vu. Trong bdi canh khach san dat tiéu chun quéc té va lugng
khach nudc ngoai ngay cang chiém ty trong 16n, ddy 1a mot han ché c¢6 anh huong
truc tiép dén chat luong phuc vu.

Bén canh d6, k¥ nang xt 1y tinh hudng ctia mot bo phan nhan vién van con
chua linh hoat. Khi phat sinh cac yéu cau ngoai quy trinh hodc cac tinh hudng bat ngo
tur phia khach hang, kha nang phan ting va dua ra giai phap phu hop do6i khi con cham
hoac chua thuc sy hi€u qua. Ngoai ra, trong mot s6 thoi diém cao diém, toc do dap
g yéu cau cua khach chua dong déu giita cac ca lam viée, dan dén su chénh 1éch
nhét dinh trong chét lwong dich vu.

Mot van dé khac ciing can duogc luu ¥ 13 tinh than chu dong trong cong viée
va y thuc trach nhi¢m ctia mot s6 nhan vién chua cao. Van con tinh trang phu thudc
vao sy nhiac nhé cta cap trén, chua thuyc sy chii dong trong viéc phat hién va xur 1y
cong viée. Diéu nay cho thdy cong tac ddo tao, gidm sat va xay dung y thirc nghé
nghiép can tiép tuc duoc ting cudng. Pong thoi, su phdi hop giita bd phan budng
phong voi1 cac by phan khac nhu 18 tan, ky thuat hay bd phan dich vu doéi luc chua
that sy nhip nhang, anh hudéng dén tién d6 xur 1y yéu cau cia khach hang va chat luong
phuc vu téng thé.

Tt nhitng han ché néu trén c6 thé khang dinh rang, viéc nghién ctru va dé xuét

cac giai phap nham nang cao chat lwong ngudn nhan luc tai bo phan budng phong 13
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hét strc can thiét va co ¥ nghia thyc tién cao. Cac giai phap nay khong chi gitp cai
thién nang lyc chuyén mon, k¥ nang lam viéc va thai do phuc vu cta doi ngli nhan
vién, ma con gdp phan nang cao chat lwong dich vu tong thé, gia ting mirc 6 hai
long cua khéach hang va nang cao hi¢u qua hoat dong kinh doanh ctia Hyatt Regency
Danang Resort & Spa trong bdi canh canh tranh ngdy cang gay gat ctia nganh du lich
— khach san.

3.2 Giai phap ning cao chit lwgng ngudn nhén lyc tai by phin budng phong
3.2.1 Ndng cao trinh do ngoai ngii cho nhdn vién

Pé nang cao trinh do ngoai ngit cho nhan vién bd phan budng phong tai Hyatt
Regency Danang Resort & Spa, khach san can trién khai dao tao theo hudng tip trung
vao cong viée thyc té hang ngay. Noi dung dao tao nén xoay quanh nhiing tinh huéng
nhan vién thudng gip nhu chao hoi khach, tra 10i cac yéu cau don gian, hudng dan
sir dung thiét bi trong phong va tiép nhan yéu cau bo sung vat dung. Viéc hoc dung
nhimng gi dang xay ra trong cong viéc giup nhan vién dé hiéu va ap dung ngay, khong
mat thoi gian hoc 1y thuyét dai dong.

Céc budi dao tao nén duoc to chirc ngan gon va duy tri déu dian mdi thang.
Trong mdi budi hoc, nhan vién can duge thuc hanh giao tiép truc tiép theo tinh huéng,
thay vi chi hoc tr vung. Vi du, mét nhan vién dong vai khach, mot nhan vién dong
vai phuc vu dé luyén cach tra 16i. Cach nay gitp cai thién kha ning phan xa va giam
tam 1y ngai néi tiéng Anh khi gip khach that.

Khach san ciing can x4y dyng mot tai liéu tiéng Anh riéng cho bd phan budng
phong. Tai liéu nay nén chia theo timg nhom viéc cu thé nhu: giao tiép co ban véi
khach, xtr Iy yéu cau trong phong, hudéng dan thiét bi va xir Iy cac tinh hudng don
gian. Mdi nhom chi nén co tir viung can thiét va cic miu cAu ngin dé nhan vién dé
hoc, d& nhé va ¢ thé dung ngay trong ca 1am viéc.

Ngoai gid dao tao, nhan vién can duoc khuyén khich tu hoc thém ngoai ngi
thong qua dién thoai hoic cac tmg dung hoc tiéng Anh. Mdi ngay chi can hoc mot it
nhung déu din sé& gitp cai thién rd kha ning nghe va phan xa sau mot thoi gian. Bo
phan quan 1y nén theo ddi dinh ky kha ning ngoai ngit ctia nhan vién dé biét ai con
yéu, tir 46 hd tro thém hodc sap xép hoc lai nhitng ndi dung chua dat.

Khi ngoai ngit duoc cai thién, nhan vién sé& giao tiép v6i khach qudc té tu tin

hon, hiéu dung yéu cau va xu 1y cong viéc nhanh hon. Piéu nay giup giam sai sot
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trong phuc vu va nang cao chit luong dich vu ctia bd phan budng phong tai khach
san.
3.2.2 Néng cao kj néing xit Iy tinh huéng phdt sinh

Trong qua trinh phuc vu khach luu tra, nhan vién bo phan budng phong thuong
xuyén gip phai nhiéu tinh huéng phét sinh lién quan dén chat lugng phong nghi va
nhu cau cta khach hang. Mot s6 tinh hudng phd bién nhu khach phan anh phong chua
duoc vé sinh sach s&, thiéu vat dung cé nhan, trang thiét bi trong phong gap su ¢,
yéu cau ddi phong hoic khiéu nai vé chat lugng dich vu. Nhitng tinh hudng nay néu
khong duoc xir 1y kip thoi va pht hop c6 thé anh hudng truc tiép dén su hai 1ong cia
khach hang cting nhu hinh anh ctua khach san. Vi vay, viéc nang cao k¥ nang xur ly
tinh huéng cho nhan vién bd phan budng phong 13 mot trong nhitng giai phap can
thiét nhdm nang cao chét luong ngudn nhén lyc tai Hyatt Regency Danang Resort &
Spa.

Trude hét, khach san can xdy dung chuong trinh dao tao ky ning xir Iy tinh
huéng dinh ky danh cho nhéan vién bo phan budng phong. Cac budi dao tao nén duoc
t6 chirc theo quy va tap trung vao nhiing tinh hudng thuc té da phat sinh trong qué
trinh hoat dong ctia khach san. Bo phan quan 1y ¢6 thé tong hop céc truong hop khiéu
nai hodc phan hoi ciia khach hang dé xay dung thanh cac tinh hudng mé phong phuc
vu cong tac dao tao. Thong qua hinh thirc thao luan nhém va thyc hanh xtr 1y tinh
huéng, nhan vién s& c6 co hdi rén luyén k¥ ning phan tich van dé, dua ra phuwong an
xtr Iy phit hop va nang cao kha ning mg bién trong méi trudng lam viée thuc té.

Vé phia cong tac quan 1y, truong bo phan budng phong va cac giam sat vién
can ting cuong hoat dong hudng dan nghiép vu tai chd cho nhan vién, dic biét 1a
nhan vién madi hodc nhan vién c¢6 it kinh nghiém. Trong qua trinh lam viéc, gidm sat
vién can tryc tiép hudng dan cach tiép nhan thong tin tir khdch hang, xac dinh nguyén
nhan cua van dé va lya chon phuong an giai quyét phu hop véi timg trudng hop cu
thé. P6i vi nhitng tinh hudng vugt qua thim quyén, nhan vién can dugc huéng dan
quy trinh bao cdo va phdi hop véi cac bo phan lién quan nhu 18 tan, k§ thuat hodc an
ninh nham dam bao van dé dugc xtr Iy nhanh chong va hiéu qua.

Dé dam bao tinh théng nhat trong qua trinh phuc vu, khach san nén xay dung
sO tay hudng dan xir 1y tinh huéng danh riéng cho b phan budng phong. Noi dung

sO tay can quy dinh cu thé cac bude xir Iy ddi voi timg tinh hudng thuong gap nhu
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khéach phan nan vé vé sinh phong, that lac tai san, hu hong trang thiét bi, thiéu vat
dung hoidc yéu cau doi phong. Viéc chuin héa quy trinh xir Iy s& gitip nhan vién dé
dang ap dung vao thuc té, han ché nhing sai sot phat sinh trong qua trinh lam viéc va
dam bao chat luong phuc vu ddng déu giita cac ca lam viéc.

Song song vdi hoat dong dao tao, khach san can tdng cuong cong tac kiém tra
va danh gia k¥ ning xur Iy tinh hudng cua nhan vién théng qua phan hdi cua khach
hang, két qua danh gia nghiép vu va nhan xét ctia cap quan 1y tryc tiép. Nhitng trudng
hop xtr 1y tdt cac vAn d& phat sinh can duoc ghi nhén va chia sé trong cac budi hop
bd phan nham phd bién kinh nghiém cho toan b nhan vién. DPbi véi nhiing truong
hop xtr 1y chua phu hop, bd phan quan 1y can phan tich nguyén nhan va hudng dan
nhan vién khic phuc dé tranh 1ap lai nhiing sai sét tuong tu trong twong lai.

Viéc nang cao k¥ niang xur 1y tinh hudng s& gitp nhan vién bd phan budng
phong cha dong hon trong cong viéc, nang cao kha nang giai quyét cac van dé phat
sinh va han ché nhitng khiéu nai tir khach hang. Qua d6 gop phan nang cao chat luong
dich vu luu tr(, gia ting mure d6 hai long cua khach hang va nang cao hiéu qua hoat
dong cua bo phan budng phong tai Hyatt Regency Danang Resort & Spa.

3.2.3 Bé tri va phin cong lao djng hop Iy

Khéi lugng cong viée tai bo phan budng phong cé su bién dong dang ké theo
cong suét phong, mua du lich cling nhu cac su kién dién ra tai dia phuong. DBic bi¢t
vao céac giai doan cao diém nhu mua hé, 18, Tét hodc thoi diém khach san don luong
khach quéc té 16n, ap luc cong viéc ddi voi nhan vién budng phong ting cao. Néu
khong ¢6 sy bd tri nhan su hop 1y, tinh trang qua tai c¢6 thé xay ra, tir d6 anh hudng
dén tién d6 cong viéc va chat lugng phuc vu khach hang.

Dé khic phuc van dé nay, khach san can t6 chuc lai cach phan cong cong viée
theo hudng linh hoat hon, dya trén tinh hinh thuc té cua tung thoi diém. Viéc bd tri
nhan sy nén cin ctr vao khéi luong phong can phuc vu trong ngdy, mirc d phuc tap
cua tung khu vuc va nang luc thyc té cua nhan vién. Nhitng khu vuc c6 yéu cau cao
nhu phong VIP hodc phong c6 lwong khach check-out 16n trong ngay can duoc giao
cho cac nhan vién c6 kinh nghiém va ky nang t6t nham dam bao chét luong vé sinh
va han ché sai st trong qua trinh lam viéc.

béi véi luc lugng lao dong, can chu trong su két hop gitra nhan vién c6 kinh

nghiém va nhan vién méi. Cach bo tri nay giap nhan vién méi c¢6 co hdi hoc hoi truc
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tiép trong qua trinh lam viéc, déng thoi dam bao cong viée duogc thyc hién dung ti€u
chuén. Viéc kém cip tai chd tir nhitng nhan vién l4u nim ciing gép phan ning cao
hiéu qua dao tao thyuc té va rut ngén thot gian thich nghi cia nhan vién méi.

Trong nhitng thoi diém cao diém, viéc bd sung nhén sy thoi vu 1a can thiét dé
dam bao khdi lwong cong viée duge xu 1y kip thoi. Khach san c6 thé chu dong xay
dung ngudn lao dong du phong dé sin sang huy dong khi can thiét, tranh tinh trang
thiéu hut nhan sy dot xuat 1am anh hudng dén hoat dong chung cia bo phan.

Song song véi d0, cong tac theo ddi va diéu chinh phin cong cong viéc can
duogc thuc hién thudong xuyén dé kip thoi xir Iy cac truong hop mét can d6i trong khéi
luong lao dong gitra cac nhan vién. Viéc diéu phdi hop 1y s& giup dam bao su cong
bang trong cong viéc, dong thoi duy tri hiéu suat lao dong on dinh.

Nhin chung, viéc hoan thién cong tac phan cong va b tri lao dong theo huéng
linh hoat va phu hop véi thuc té hoat dong sé gitip bd phan budng phong nang cao
hiéu qua st dung ngudn nhan lyc, dam bao chat lwong phuc vu va dap ung tét nhu
cau cua khach hang tai moi thoi diém.

3.2.4 Néng cao tinh than trach nhiém va thdi dé lam viéc ciia nhén vién

Tinh than trach nhiém va thai do phuc vu 1a nhitng yéu t6 tac dong truc tiép
dén chat lugng dich vu luu tra, dac biét trong moi truong khach san — nghi dudng
cao cap. Pdi véi b phan budng phong, day 1a bo phan khong chi thuc hién cong
viéc vé sinh va chuan bi phong ma con gép phan hinh thanh cam nhén ban dau cua
khach hang vé chat luong dich vu cua khéch san. Trén thyuc té, su khac biét vé thai
d6 lam viéc gitta cac nhan vién cé thé dan dén sy chénh léch trong trai nghiém cua
khach luu tru.

Mot sb han ché thudng gip xudt phat tir viéc nhan vién chua thuc sy gin
trach nhiém c4 nhan vai chat lugng cong viée dugc giao. Khi chi dimg lai & mirc
hoan thanh nhiém vu theo yéu cau, cic chi tiét trong phong dé bi bé sot hodc xir 1y
chua that su cin than, tir 46 anh huong dén danh gia ciia khach hang.

Viéc cai thién tinh trang nay bat dau tir cach t6 chic va truyén dat cong viée
trong ndi bo bo phan. Khi ti€u chuan vé sinh, yéu cau chat lugng va pham vi trach
nhiém dugc quy dinh rd rang ngay tur d4u, nhan vién s& ¢ co s& cu thé dé thuc hién
cong viéc thay vi 1am theo théi quen. Diéu niy gitip giam sy phu thudc vao nhic

nhé tir cAp gidm sat va ting tinh chi dong trong qua trinh 1am viéc.
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Céch theo ddi va phan hoi trong qua trinh 1am viéc ciing c6 anh huéng dang
ké dén thai do cua nhan vién. Nhitng danh gia dua trén két qua thue té nhu chat
lugng phong sau khi don, mirc do hai long cua khéach hodc thoi gian hoan thanh
cong viéc giup nhin vién nhin biét rd diém manh va han ché cta ban than. Dong
thoi, viéc ghi nhan céc truong hop 1am tét giup duy tri dong luc va tao su tich cuc
trong moi truong lam viéc.

Khi nhan vién hiéu 1 rang cong viéc buéng phong khong chi 1a nhiém vu ki
thuat ma con gin truc tiép véi trai nghiém cua khach trong sudt thoi gian luu trd,
cach tiép can cong viéc cling thay doi theo hudng can trong va c6 trach nhiém hon.
Diéu nay gop phan hinh thanh thoéi quen 1am viéc nghiém tic va nang cao chat
luong phuc vu mét cach 6n dinh.

3.2.5 Tang cwong dao tao va danh gia nhdn vién

Dao tao dugc xem 1a mot trong nhitng ndi dung quan trong trong cong tac phat
trién nguén nhan lyc, dic biét doi véi cac doanh nghi¢p hoat dong trong linh vuc
khach san — nghi dudng cao cap. Tai Hyatt Regency Danang Resort & Spa, viéc duy
tri hoat dong dao tao thudng xuyén ddi véi nhan vién bo phan budng phong dong vai
tro can thiét nham dam bao chét luong dich vu ludn dap tng tiéu chuin 5 sao va yéu
cau ngdy cang cao cta khach hang qudc té.

No6i dung dao tao can dugc xay dung dya trén yéu cau thuc té cong viéc tai bo
phan budng phong. Céc ndi dung chinh thudng tap trung vao nghiép vu budng phong
theo tiéu chuan khach san cao cip, quy trinh vé sinh va chuan bi phong, yéu cau trong
phuc vu khach luu tr, k§ nang phdi hop giita cac bo phan va kha nang xir 1y cac tinh
hudng phat sinh trong qua trinh lam viéc. Viéc dao tao duoc to chic theo dinh ky, két
hop gita hudng dan 1y thuyét va thuc hanh truc tiép tai bd phan gitp nhan vién dé
dang tiép can va ap dung vao cong viéc hang ngay.

Cung véi hoat dong dao tao, cach thirc danh gia hi¢u qua cong viéc cling gilr
vai trd quan trong trong viéc quan 1y va phat trién nhan sy. Viéc danh gia can dua trén
céc tiéu chi cu thé nhu muc do hoan thanh cong viéc, chat lugng v¢ sinh phong, thai
dd phuc vy, mac d6 tuan thu quy trinh va phan hoi tir khach hang. Khi céc ti€u chi
nay dugc ap dung thong nhét, két qua danh gia sé phan anh twong ddi chinh xac ning

luc lam viéc cua tirng nhan vién.
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Két qua danh gia khong chi phuc vu cho viéc xép loai lao dong ma con la co
s¢ dé diéu chinh cong tac nhan sy nhu khen thudng, bd tri cong viée phu hop hoic
xay dung ké hoach ddo tao bo sung cho tirng c nhan. Diéu nay gitp qué trinh quan
1y nhén sy sat véi thue té hon va hd tro phat trién ning lyc nhan vién theo huéng phu
hop vé6i yéu cau cong viéc.

Viéc gan két giita ddo tao va danh gia tao ra su lién két trong qua trinh phat
trién ngudn nhan lyc, giup nhan vién c6 dinh hudng rd rang hon trong viéc ning cao
nang luc chuyén mon va thai do lam viéc. Tir d6 gdp phan cai thién chat lugng phuc
vu tai bd phan budng phong va nang cao hiéu qua hoat dong chung ctia khach san.
3.2.6 Ting cwong phoi hop giita cdc bj phin

Hoat dong phuc vu trong khach san luon can su phéi hop gitta nhiéu bd phan
khac nhau nham dam bao qua trinh van hanh dién ra tron tru. i v6i bo phan budng
phong, su phdi hop véi cac bd phan nhu 18 tan, ky thuat, nha hang va an ninh c6 vai
trd quan trong trong viéc xir Iy céng viéc hang ngay ciing nhu nang cao chét luong
dich vu luu tra.

Trong thuc té van hanh, thong tin gitta cac by phan can duoc truyén tai kip
thoi dé tranh sai sot trong qua trinh phuc vu khach. Nhimng ndi dung nhu tinh trang
phong, yéu cau dic biét cua khach hodc cac su cb k¥ thuat phat sinh can duoc cap
nhat lién tuc thong qua hé théng quan 1y ndi bo hodc cac kénh trao doi chinh thirc cua
khach san. Viéc dam bao thong tin chinh x4c va nhanh chéng gitp han ché tinh trang
cham xur 1y hoic phuc vu khéng dang yéu cau.

Hoat dong trao ddi giira cac bd phan ciing can duoc duy tri théng qua cac budi
hop dinh ky. Pay 1a thoi diém dé cac bd phan cing nhin lai nhitng van dé phat sinh
trong qua trinh lam viéc, dong thoi thdng nhat cach phdi hop xu 1y trong nhiing tinh
hudng tuwong tu. Cach lam nay giup giam su chong chéo trong cong viéc va ning cao
tinh chu dong gitra cac bd phan.

Khi su phéi hop giita cac bd phan duoc thuc hién dong bd va thong sudt, qua
trinh phuc vu khach hang s& tré nén hiéu qua hon, gop phan ning cao chit luong dich
vu va trai nghiém luu tra tai khach san
3.3 Kién nghi
3.3.1 Doi véi Hyatt Regency Danang Resort & Spa

62



Ban lanh dao Hyatt Regency Danang Resort & Spa dong vai trd quan trong
trong viéc dinh huéng va nang cao chit luong ngudn nhén lic, dic biét trong bdi canh
nganh du lich — khach san dang chiu ap luc canh tranh ngay cang 16n. Chat luong doi
ngil nhan sy, nhét 13 tai b phan budng phong, anh huéng tryc tiép dén trai nghiém
cua khach hang va hinh anh ctia doanh nghiép trén thi truong.

Trong thuc té hoat dong, viéc dao tao nhan vién can dugc xem 1a mot qua trinh
lién tyc thay vi trién khai theo tung giai doan ngén. Khi n¢1 dung dao tao dugc xay
dung gin v6i yéu cau timg vi tri cong viée, nhan vién s& d& dang tiép cén va ap dung
vao cOng viéc hang ngay, tir 6 nang cao hiéu qua lam viéc va chét luong phuc vu.

Thu nhép va ché do dai ngd ciing 14 yéu té c6 anh hudng truc tiép dén mirc do
gan bo clia nguoi lao dong. Khi chinh sach lwong thuong phan dnh ding ning lyc va
murc d6 dong gdp, nhan vién co xu hudng 1am viéc on dinh hon va han ché tam Iy
thay doi cong viéc. Piéu nay ciing gitip khach san duy tri dugc doi ngii nhan sy co
tay nghé va kinh nghiém.

Trong qua trinh lam viéc l1au dai, co hoi phat trién nghé nghiép 13 yéu t6 ma
nguoi lao dong dac biét quan tam. Mot 16 trinh thang tién ro rang s€ tao dong luc dé
nhan vién nd luc cai thién k¥ nang va thai d¢ lam vi¢c, thay vi chi dung lai & vigc
hoan thanh nhiém vu dugc giao.

Thuec té cho théy, hi€u qua lam viéc tai bd phan bu6ng phong khong chi phuy
thudc vao yéu td con nguoi ma con chiu tac dong tur diéu kién lam viéc va mirc d6 hd
trg cua trang thiét bi. Khi quy trinh van hanh dugc hd tro bdi cac cong cu quan ly phu
hop, viéc phan cong va theo ddi cong viée s& trd nén rd rang hon, han ché sai sot va
tang tinh phéi hop gitta cac bo phan.

Yéu t6 méi truong 1am viée ciing gop phan quan trong trong viéc duy tri tinh
than 1am viéc cua nhan vién. Nhiing hoat dong gin két noi bd va ghi nhan dong gop
trong qua trinh lam viéc giup tao ra tdm 1y tich cuc, tir d6 cai thién thai do phuc vu va
hiéu suat cong viéc.

Téng hop cac yéu td trén cho thiy, viéc ning cao chét luwong ngudn nhan luc
can duge thuc hién mot cach déng bd tir dao tao, chinh sach dai ngo, diéu kién lam
viéc cho dén méi truong lam viée. Khi cac yéu to nay duoc trién khai hop 1y, chat
lugng dich vu tai Hyatt Regency Danang Resort & Spa s€ dugc cai thién theo hudng

on dinh va bén viing hon.
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3.3.2 Déi vdi bp phin buong phong

B6 phan budng phong can chi dong hon trong viée ning cao kién thirc chuyén
mon, k¥ ning nghé nghiép va trinh do ngoai ngir cuia doi ngii nhan vién. Trong bdi
canh nganh du lich — khach san phat trién nhanh va yéu cau tiéu chuan dich vu ngay
cang cao, viéc thuong xuyén hoc hoi va cap nhat kién thirc mai 1a yéu td quan trong
gitip nhan vién thich tmg t6t véi moi truong lam viée mang tinh chuyén nghiép. Nhan
vién can tich cuc tham gia cac chuong trinh dao tao ndi b, tu hoc qua tai liéu chuyén
moén, ddng thoi ting cudng rén luyén ky ning thyc hanh dé ning cao hiéu quéa cong
viéc.

Tinh than trach nhiém trong cong viéc ciing can dugc chua trong va ning cao
hon. Mdi nhan vién can nhan thic rd vai trd ctia minh trong viéc dam bao chét luong
dich vu luu trq, léy su hai long cua khach hang lam muyc ti€u trong qua trinh lam viéc.
Viéc nang cao y thirc tu giac, ky luat lao dong va tinh chii dong s& gitup han ché sai
sot trong qua trinh phuc vu, ddng thoi gop phan nang cao tinh chuyén nghiép cua bo
phan budng phong.

Hiéu qua cong viéc clia bd phan budng phong con phu thude vao mirc d6 phdi
hop v&i cac b phan lién quan nhu 18 tan, k¥ thuat, an ninh va cac bg phan dich vu
khac. Khi su phéi hop duogc thuc hién chat ché, qua trinh xr Iy yéu cau ctia khach s&
dién ra nhanh chéng va déng bd hon, tir d6 nang cao chat lugng dich vu chung ctua
khach san.

Viéc tiép nhan va xur Iy phan hoi tir khach hang ciing can dugc thyc hién chu
dong hon. Nhan vién can lang nghe y kién ctia khach mot cach tich cuc, ghi nhan day
du cac phan anh va chuyén thong tin kip thoi dén bd phan quan 1y dé c6 hudng xir Iy
pht hop. Qua d6 gitip khach san nhanh chéong khic phuc nhitng han ché con ton tai
va cai thién chat lugng phuc vu.

Nhin chung, viéc ning cao ning lwc chuyén mén, ting cudng phdi hop gitra
céc bo phan va chil dong tiép nhan phan hoi tir khach hang s& gop phan nang cao chat
luong ngudn nhan luc tai bo phan budng phong, dong thoi giup Hyatt Regency
Danang Resort & Spa duy tri hinh anh chuyén nghiép va dép g tét hon nhu cau
ngay cang cao ciia khach hang trong linh vuc du lich — nghi dudng cao cap.

3.3.3 Doi véi co s6 dao tao du lich
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Céc co so ddo tao can tiép tuc d6i méi chuong trinh giang day theo huéng gan
két gitra 1y thuyét va thuc tién, nhim dap Gmg yéu ciu ngdy cang cao cia thi trudng
lao dong trong linh vuc du lich — khéach san. Noi dung dao tao khong chi dung lai &
viéc cung cép kién thirc nén ting ma can hudng dén viéc hinh thanh ning luc thuc
hanh cho nguoi hoc, gitp sinh vién c6 kha nang ap dung kién thirc vao cac tinh hudng
cu thé trong moi truong lam viéc thuc té.

Trong qua trinh ddo tao, can ting cudng cac hoc phan mang tinh thuc hanh
nghé nghiép, két hop mé phong cac tinh hudng thudng gip trong khach san. Pong
thoi, cac k¥ nang chuyén moén nhu nghiép vu 18 tan, budng phong, nha hang, k¥ ning
giao tiép véi khach hang, xir 1y tinh hudng va lam viéc nhém can dugc rén luyén
thuong xuyén dé nguoi hoc hinh thanh tac phong nghé nghiép ngay tir khi con trén
ghé nha truong. Viéc nang cao niang lyc ngoai ngit, dic biét 1a tiéng Anh chuyén
nganh du lich — khach san, ciing can dugc chu trong nham dap tng moéi trudng lam
viéc mang tinh quéc té.

K¥ niang mém 1a ndi dung khong thé tach roi trong chuong trinh dao tao. Cac
k¥ nang nhu giao tiép, thuyét trinh, quan 1y thoi gian, tu duy giai quyét van dé va thai
d6 lam viéc chuyén nghiép can duoc 16ng ghép trong qua trinh hoc tap. Py 14 nhiing
yéu td giup sinh vién d& dang thich nghi khi budc vao mdi truong 1am viée thuc té va
nang cao kha ning canh tranh sau khi tSt nghiép.

Hoat dong lién két giita nha truong va doanh nghiép can dugc diy manh hon
nita nham rat ngan khoang cach giita dao tao va nhu cau thyuc tidn. Thong qua cac
chuong trinh thuc tap, kién tap tai khach san va khu nghi dudng, sinh vién c6 diéu
kién tiép can moi truong lam viéc thuc té, quan sat quy trinh van hanh va rén luyén
k¥ nang nghé nghiép. Pay ciing 1a co hoi dé sinh vién tich lity kinh nghiém va nang
cao su tu tin trong qua trinh lam viéc sau nay.

Viéc két hop giita d6i méi chuong trinh dao tao va ting cudng hop tac véi
doanh nghiép s& gbp phan nang cao chat lwvong ngudn nhan lyc nganh du lich — khéch
san, dam bao cung tng doi ngil lao dong c6 chuyén mon virng, k¥ ning thuc hanh tot

va kha nang thich g cao trong bdi canh hoi nhap.
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TIEU KET CHUONG 3

Trén co so nhing van dé 1y luan da trinh bay & Chuong 1 va két qua phén tich
thue trang chit luong ngudn nhan luc tai bd phan budng thudc Hyatt Regency Danang
Resort & Spa & Chuong 2, Chuong 3 tap trung dé xuat mot sb giai phap nham nang
cao chit lvong ngudn nhan liuc cia bd phan budng trong thoi gian téi.

Céc giai phap dugc xay dung dua trén dinh huéng phat trién ctia nganh du lich
Viét Nam, dinh hudng phat trién du lich cua thanh phd Pa Ning, chién lugc phat trién
ngudn nhan lyc ciia Hyatt Regency Danang Resort & Spa ciing nhu nhiing ton tai con
dugc ghi nhan trong qua trinh hoat dong thyc té ctia bo phan budng phong. Noi dung
giai phap tap trung vao cac nhom van dé chinh nhu nang cao trinh d ngoai ngit cho
nhan vién, cai thién k§ ning xu 1y tinh hudng, b tri va phan cong lao dong phu hop,
nang cao tinh than trach nhiém va thai d6 lam viéc, tang cuong cong tac dao tao —
danh gia nhan s, dong thoi diy manh sy phdi hop giira cac bd phéan trong resort.

Mot s6 kién nghi ciing duoc dat ra dbi v6i Hyatt Regency Danang Resort &
Spa, bd phan budng phong va cic co sé dao tao du lich nham hd trg qua trinh trién
khai cac giai phap da dé xuét. Khi duoc thue hién mot cach déng b0, cac ndi1 dung
nay s& gop phan cai thién chat lwong ngudn nhan luc, nang cao chat lugng phuc vu,
gia ting muc d6 hai long ctia khach hang va cung c¢b ning luc canh tranh cta Hyatt
Regency Danang Resort & Spa trong bdi canh nganh du lich dang phat trién manh va

héi nhap qudc té ngdy cang sau rong.
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KET LUAN

Trong bdi canh nganh du lich — khach san ngay cang phat trién manh m&, chét
lugng nguén nhan lyc gift vai tro then chét trong vi€c nang cao chét luong dich vy va
nang luc canh tranh cua céc khach san, resort. bdi véi bd phan buéng phong — bd
phan truc tiép tao nén trai nghiém luu trd cua khach hang — yéu cau nang cao chét
lrong ngudn nhan I cang tré nén can thiét nham dap tng tdt hon nhu cau ngay cang
da dang cua khach trong va ngoai nudc.

Théng qua qua trinh nghién ctru dé tai “Néang cao chit lvgng ngudn nhén lyc
tai bo phan budng thudc Hyatt Regency Danang Resort & Spa”, dé tai di hé thong
hoa co sé ly luan vé nguén nhan lyc va chét luong ngu6n nhan lyc trong linh vuc
kinh doanh khach san, déng thoi tién hanh phan tich thuc trang tai bd phan buéng
phong thong qua khéo sat 133 khach hang dang sir dung dich vu luu tra tai resort.

Két qua nghién ctru cho thay chét lugng nguon nhan lyc tai bd phan budng
phong duoc danh gia & murc twong ddi tich cuc. Nhan vién c6 nén tang nghiép vu kha
tdt, thai do phuc vu lich sy, than thién va thé hién tinh than hd trg khach hang trong
qua trinh 1am viéc. Viéc tuan tha quy trinh phuc vu va dam bao tién d6 cong viéc ciing
duoc thuc hién tuong ddi 6n dinh.

Bén canh nhiing két qua dat dugc, bd phan budng phong van con ton tai mot
s6 han ché nhat dinh. Kha ning giao tiép ngoai ngit giita cac nhan vién chwa dong
déu, k¥ ning xir Iy cac tinh hudng phét sinh trong thuc té con chua linh hoat, trong
khi téc do dap umg yéu cau cta khach & mot sb thoi diém chua thuc su dap tng ky
vong. Ngoai ra, tinh than trach nhiém va mic do phdi hop gitra mot sd nhan vién
trong qua trinh 1am viéc van can tiép tuc duogc cai thién.

Tir nhitng van dé trén, dé tai da dé& xuat mot sb giai phap tap trung vao nang
cao trinh d6 ngoai ngir, cai thién k¥ ning xir Iy tinh hudng, ting cuwong dio tao nghiép
vy, bd tri lao dong hop ly va nang cao tinh than trach nhiém cua nhan vién. Mot s6
kién nghi ciing dugc dua ra nham hd tro resort va bo phan budng phong trong viéc
trién khai cac giai phap mot cach hiéu qua hon, gop phan nang cao chit lvong phuc
vu khach hang trong thoi gian toi.

Do han ché vé thoi gian nghién ciru va pham vi khao sat, dé tai khé tranh khoi
nhirng thiéu s6t nhat dinh. Tac gia mong nhan duogc nhitng ¥ kién dong gop tir quy

thay c6 va doanh nghiép dé tiép tuc hoan thién hon trong cac nghién ctru tiép theo.
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PHIEU KHAO SAT
BANG KHAO SAT CHAT LUQNG NGUON NHAN LUC TAI BQ PHAN
BUONG THUQC HYATT REGENCY DANANG RESORT & SPA

Kinh gwri Quy khach:
T6i 1a Nguyén Thanh Nhat, sinh vién trudng Dai hoc Kién trac Da Néng. Toi dang
thue hién chuong trinh khao sat dé phuc vu cho dé tai nghién ciru vé “Nang cao
chit lwgng ngudn nhan lic tai bd phan budng thudc Hyatt Regency DaNang
Resort & Spa”. Phiéu khao sat nay nham thu thap ¥ kién danh gia ciia quy khach
hang vé chat lugng nguén nhan lyc tai by phan buéng thong qua qua trinh trai
nghiém va sir dung dich vy luu tra tai Hyatt Regency DaNang Resort & Spa. Két
qua khao sat s& giup dé xuat cac giai phap nang cao chit lvgng ngudn nhan luc tai
bd phan budng thudc Hyatt Regency Danang Resort & Spa. Rt mong Quy khach
danh chut thoi gian hoan thanh bang khao sat nay. Moi thong tin Quy khach cung
cép déu duoc bao mat va chi phuc vu muc dich nghién ctru.
Xin chan thanh cam on!

ILTHONG TIN CHUNG

1. Giéi tinh
[0 Nam O Nit 0 LGBT
2. Po tudi

018-25 26 - 40 [0 >40

3. Muc dich luu tra

L1 Du lich [ Cong tac [ Khac:

4. S6 1an Iuu tra tai khach san

[J Lan dau [02-31an [J Trén 3 lan

II. PANH GIA CHAT LUQNG NGUON NHAN LUC TAI BO PHAN BUONG
Vui 1ong danh déu (v) vao 6 phi hop véi mire d6 hai 1ong ctia Quy khéach theo thang
diém: 1 — Rat khong hai 1ong | 2 — Khong hai long | 3 — Binh thuong | 4 — Hai long |
5 — Rét hai long
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STT

Noi dung danh gia

A. KIEN THUC

Nhan vién hiéu rd cac dich vu va tién nghi

cua khach san

Nhan vién huéng dan khach st dung céc
trang thiét bi trong phong rd rang va dé

hiéu

Nhan vién cung cap thong tin day da khi

khach can hd tro

Nhan vién phuc vu khach dung quy trinh

va chuyén nghiép

Nhan vién xir ly cbng viéc chuyén nghiép

va chinh xac

B. KY NANG

Nhan vién giao tiép lich sy va d& hiéu véi
khach hang

Nhén vién don dep phong sach sé va gon

gang

Nhan vién dap ¢ng yéu cau cua khach

nhanh chong

Nhan vién xt ly tinh hudng phat sinh linh
hoat

Nhan vién st dung thanh thao cac trang

thiét bi phuc vu cong viéc

Nhan vién hoan thanh cong viéc dung thoi

gian quy dinh

Nhan vién hd tro va phuc vu khach hiéu

qua trong qua trinh luu tra

Nhan vién c6 kha niang giao tiép ngoai

ngit co ban voi khach quéc té

v




C. THAI PQ

Nhan vién cé thai do lich sy, than thién va
ton trong khach hang
Nhan vién nhiét tinh hd trg khach khi can

thiét

Nhan vién ludn san sang hd tro khach

trong qua trinh luu tra

4 Nhan vién l[Am viéc canthanvachudao (O |0 |[O |O | O

Nhan vién quan tim dén nhu ciu cua

5 O (O |O |O |O
khach hang
Nhan vién c6 tinh than trach nhiém trong
6 A _ O (O |O |O |O
cong Vviec
III. GOP Y VA PE XUAT

Theo Quy khach ,can cai thién nhitng yéu t6 nao dé nang cao chat luong nguon nhan

[UC tai DO PRAN DUGNG ...ttt

Chiing tbi trin trong cam on sy dong gop v kién ciia Quy khach !



SURVEY QUESTIONNAIRE

SURVEY ON IMPROVING THE QUALITY OF HUMAN RESOURCES
IN THE HOUSEKEEPING DEPARTMENT AT HYATT REGENCY DANANG
RESORT & SPA

Dear Valued Guest,

My name is Nguyen Thanh Nhat, a student at Da Nang Architecture University.
I am conducting a survey for my research topic entitled "Improving the Quality of
Human Resources in the Housekeeping Department at Hyatt Regency Danang
Resort & Spa."

This questionnaire aims to collect your opinions and evaluations regarding the
quality of human resources in the Housekeeping Department through your experience
and use of accommodation services at Hyatt Regency Danang Resort & Spa. The
survey results will help propose solutions to improve the quality of human resources
in the Housekeeping Department at Hyatt Regency Danang Resort & Spa.

We would greatly appreciate your time in completing this questionnaire. All
information provided will be kept confidential and used solely for research purposes.

Thank you very much!

I. GENERAL INFORMATION

1. Gender

1 Male L] Female ] Other
2. Age

018 -25 126 -40 L1 Over 40

3. Purpose of Stay

L] Leisure L1 Business L] Other:

4. Number of Stays at the Hotel

L] First time [12—3 times L1 More than 3 times

II. EVALUATION OF THE QUALITY OF HUMAN RESOURCES IN
THE HOUSEKEEPING DEPARTMENT

Please tick (V') the box that best reflects your level of satisfaction according to

the following scale:1 — Very Dissatisfied | 2 — Dissatisfied | 3 — Neutral | 4 — Satisfied
| 5 — Very Satisfied
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No

Evaluation Criteria

A. KNOWLEDGE

Staff have a good understanding of the
hotel's services and facilities.

Staff provide clear and easy-to-
understand guidance on using in-room

equipment and facilities.

Staff provide sufficient information when

guests need assistance.

Staff serve guests in accordance with
standard procedures and in a professional

manner.

Staff handle their work professionally and

accurately.

B. SKILLS

Staff communicate politely and clearly

with guests.

Staff clean guest rooms thoroughly and

neatly.

Staff respond promptly to guest requests.

Staff handle unexpected situations

flexibly and effectively.

Staff use work equipment and tools

proficiently.

Staff complete their duties within the

required time frame.

Staff effectively support and assist guests

during their stay.

Staff are able to communicate in basic

English with international guests.
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C. ATTITUDE

Staff are polite, friendly, and respectful

towards guests.

Staff enthusiastically assist guests

whenever needed.

Staff are always willing to support guests

during their stay.

4 Staff work carefully and attentively. O |0 (0 (O |O

Staff pay attention to guests' needs and

expectations.

Staff demonstrate a strong sense of

responsibility in their work

III. COMMENTS AND SUGGESTIONS
In your opinion, what factors should be improved to enhance the quality of human

resources in the Housekeeping DepartMent?..........cccocvieieeiiesin e ssee e

We sincerely appreciate your valuable feedback and contribution!
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