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LOI CAM ON

Dé hoan thanh khéa luan tot nghiép nay véi dé tai “Nang cao ning luc tiép
nhén va xir 1y phan nan cta b phan L& tin tai BlueSun Danang Beach Hotel”, bén
canh su nd luc phém d4u cua ban than, em d3 nhan duoc su quan tam giup do, dinh
huéng va cb vil vo clng to 10n tir quy thay cd, gia dinh, ban bé cing ban 1anh dao
khach san.

Loi dau tién, em xin bay t6 1ong biét on siu sic va chan thanh nhat dén Thac
s Lé Thi Kim Ngéan — giang vién truc tiép hudng dan dé tai t6t nghiép cua em. Trong
sudt qua trinh nghién cru va hoan thién bai viét, c6 da danh nhiéu thoi gian, tim huyét
dé tan tinh chi bao, chia sé nhitng kién thirc chuyén mén quy bau va dinh hudng khoa
hoc ti mi cho em. Néu khéng c6 nhitng 101 dong vién, su sat sao va dong gop chinh
stra cta cO, em khé c6 thé hoan thanh nghién ctru nay mét cach tron ven va dat yéu
cau,

Em ciing xin tran trong cam on Ban Giam hiéu cung toan thé quy thay co gido
Khoa Du lich — Truong Pai hoc Kién tric Pa Nﬁng da truyén dat cho em nhiing kién
thire 1y luan khoa hoc nén tang, tao moi diéu kién thuan 1gi va moi trudong hoc tap tdt
nhat cho em trong sudt nhimg nim thang hoc tdp dudi mai truong.

DPong thoi, em xin giri 161 cam on chan thanh dén Ban Giam ddc cing céc anh,
chi déng nghiép tai bd phan Tién sanh va céc phong ban chirc nang cua khéch san
BlueSun Danang Beach Hotel. Sy nhi¢t tinh hd trg, tao co hdi cho em tiép can thuc
té van hanh va cung céap céc tép dit liéu phan hoi truc tuyén (OTA) quy gia di giup
dé tai ciia em c6 tinh thuc tién cao, bam sat hoi thd hién dai cua nganh dich vu khach
san.

Do ning lyc ban than va thoi gian nghién ciru con ¢ nhitng gi6i han nhat dinh,
khoa luan tot nghiép kho tranh khoi nhirng thiéu sot va han ché khach quan. Em rat
mong s& nhan dugc nhitng ¥ kién dong gop, chi bao quy bau ciia quy thiy co trong
Hoi dong chdm khoa luan dé bai nghién ctru ndy dugc hoan thién hon.

Mot 1an nira em xin guri 16i cam on chan thanh dén c6 Thac siLé Thi Kim Ngan
cung quy thiy cb gido Trudng Pai hoc Kién tric Pa Ning ludn ddi dao sirc khoe,
hanh phuc va gat hai dugc nhiéu thanh cong hon nita trong su nghiép trong ngudi cao
quy!
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PHAN MO PAU
1. Ly do chon dé tai

Duéi ap luc canh tranh ngay cang khdc liét, nhat 1a trong linh vuc dich vu,
viéc hiéu rd hanh vi va trai nghiém cuia khach hang tré nén vo cing quan trong ddi
v6i doanh nghiép. Viéc thau hiéu cam nhan cua khach hang khi ho khong hai long vé
san pham/dich vu 13 rat can thiét. Thuc té cho thiy nhiéu doanh nghiép c6 gang khic
phuc nhitng van dé nhung khong hiéu qua, tham chi c6 thé 1am van dé tr& nén tram
trong hon, mtrc 46 khong hai long cua khach hang tang 1én. Do d6, cac doanh nghiép
gip rat nhiéu khé khan trong viéc thu thap thong tin, giai quyét phan nan, cai thién
chét luong san pham/dich vu khién cho khach hang c6 cam giac bat man c6 thé ting
1én.

Bén canh nhirng danh gia t6t, doanh nghiép c6 thé nhin duoc nhirng danh gia
vé phan nan cua khach hang, nhung d6 khong han 14 diéu tiéu cuc boi chinh nhimng
phan nan nay c6 thé cung cip cho doanh nghiép co hdi quy gia dé cai thién dich vu
va gia ting nhan thirc vé nhitng diém yéu can khic phyc. Viéc xir Iy hiéu qua cac phan
nan ctia khach hang sé tao thuan loi cho doanh nghiép t6i da héa long trung thanh cia
khach hang vé6i thuong hiéu, gitp doanh nghiép tim ra cach khic phuc dua trén cac
thong tin phan hoi tir khach hang. C6 thé thdy hanh vi phan nan cua khach hang co
thé phat sinh nhu 13 két qua cta cic san pham bj 15i hodc kém chit luong, ky vong
chua dugc dép tng trong cac dich vy, hodc mot s6 101 hita chua duge thuc hién bai
doanh nghiép nghiép vé viéc cung cap san pham dich vu, khach hang c6 thé phan nan
vé mot so thudc tinh cia mot san pham hodc mirc d6 cta chét lugng dich vu duoc coi
1a khong théa man. Phan nan ciing c6 thé din dén su khong hai 1ong tir trong viée
mua, s& hitu hodc ti€u thu mot san phém/dich vu.

La nguoi dang hoc tap va lam viéc trong linh vuc du lich, déng thoi cling truc
tiép trai nghiém dich vu voi tu cach khach hang, em nhan théy viéc tiép nhan va xu
1y phan nan giit vai tro dic biét quan trong trong viéc nang cao chat luong phuc vu.
Nhiing trai nghiém thuc té da giup em hiéu rd rang, cach doanh nghiép phan hoi trudce
nhing bat man ctia khach hang khong chi anh huéng dén muc do hai long ma con tac
dong truc tiép dén hinh anh va uy tin thuong hiéu.

Xuét phat tir nhan thirc do, em lya chon dé tai “Nang luc tiép nhan va xu ly
phan nan cta b phan L& T4n tai BlueSun Danang Beach Hotel ” véi mong mudn tim
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hiéu mot cach hé thng vé vai tro, quy trinh va cac k¥ ning can thiét trong hoat dong
nay. Thong qua viéc nghién ctru, dé tai huéng dén viéc dé xuat nhiing giai phap gop
phan nang cao chit lugng dich vu, cai thién trai nghiém khach hang va ting cudng
loi thé canh tranh cho doanh nghiép trong bbi canh hién nay.

2. Muc tiéu nghién ciru

- Hé thong héa co s& 1y luan lién quan dén nang lyc tiép nhan va xtr 1y phan
nan cua b phan 18 tan.

- Phan tich, danh gi4 ning luc ning lyc tiép nhan va xir Iy phan nan va cac yéu
t6 anh huong dén nang lyc tiép nhan va xir Iy phan nan cta bo phén 18 tan tai BlueSun
Danang Beach Hotel.

- Pé xuit cac giai phap nang cao ning luc ning luc tiép nhan va xir Iy phan
nan ctiia bd phan 1€ tan tai BlueSun Danang Beach Hotel.

3. Pdi twgng va phwong phap nghién ciru
3.1. Poi twong nghién ciru

Dbi twong nghién ctru chinh: Nang lyc tiép nhan va xir 1y phan nan cta bo
phan 1€ tan tai BlueSun Danang Beach Hotel.
3.2. Phuong phap nghién ciru

+ Thu thap thong tin tir sach, gido trinh va vin ban lién quan dé tong hop co
so 1y thuyét vé ning luc tiép nhan va xu Iy phan nan cua nhan vién bo phan 18 tan.

+ Thu thap dit liéu tir cac bao cdo ndi bo dé tong hop thong tin vé BlueSun
Danang Beach Hotel.

+ Thu thép binh luan cta khach hang vé nhan vién bd phan 1€ tan ctia BlueSun
Danang Beach Hotel trén cac trang OTA dé nhan dinh tong quan vé ning lyuc tiép
nhan va xtr Iy phan nan cua nhan vién bo phan 18 tan.

4. Két cau khoa luin

Nghién ctru bao gém 3 ndi dung chinh:

Chuong 1: Co s& 1y luan vé nang lyc tiép nhan va xir Iy phan nan ctia b phan
1é tan tai khach san

Chuong 2: Thyc trang nang lyc tiép nhan va xir Iy phan nan ctia bd phan 18 tan
tai BlueSun Danang Beach Hotel

Chuong 3: Giai phap nang cao nang luc tiép nhan va xir Iy phan nan cia bd

phan 1€ tan tai BlueSun Danang Beach Hotel



CHUONG 1: CO SO LY LUAN VE NANG LUC TIEP NHAN VA XU LY
PHAN NAN CUA BQ PHAN LE TAN TAI KHACH SAN

1.1 Hoat dong kinh doanh khach san
1.1.1 Khai niém kinh doanh khach san

Theo PGS.TS Nguyén Van Manh, TS Hoang Thi Loan Hiwong, khai niém “kinh
doanh khach san” ngay cang “giau c6" hon theo qua trinh hinh thanh va phét trién
cua linh vuc hoat dong kinh doanh nay. Pau tién, kinh doanh khach san chi 1a hoat
dong kinh doanh dich vu cho thué budng tro qua dém cho khach vang lai phai tra tién
cta cac ho gia dinh. Nhitg budng tro cho thué ltc dau chi mang tinh tir phat, voi sb
luong nho. Vi thé, “kinh doanh khéach san " Iic dau chi 1 hoat dong cho thué buéng
ngil phuc vu nhu cau ngii, nghi cho khach ving lai.

Sau d6, sb luong khach tir thap phuong tdi cac diém dén du lich v6i nhu cau
Iwu lai 1au hon d3 ting 1én. D¢ giit chan khach va nham ting doanh thu ciing nhu lgi
nhuan, ngoai dich vu cho thué budng ngi, cac chii nha tro da to chirc cung cip thém
dich vu phuc vu nhu cau an uéng cho khach. Khi d6 khai niém "Kinh doanh khach
san " da dugc mo rong va duogc hiéu 14 hoat dong kinh doanh cac dich vu nham thoa
man nhu ciu nghi ngoi va dn udng cho khach tir noi khac dén. Cung véi d6, dong co
di du lich cta khach du lich ciing ngay cang da dang. Ngoai viéc di du lich dé nghi
ngoi, thu gidn, giai tri..., nguoi ta con di dén nhitng noi khac ngoai noi cu tro thudng
xuyén ciia minh vi cac 1y do khac nhu: muén tim toi, hoc hoi, kham pha thé gii xung
quanh, chtra bénh, mé rong tam nhin va sy hiéu biét, mo rong cac mdi quan h¢ xa hoi,
nghién cutru thi trudng tim kiém co hoi dau tu, tham gia vao cac sy kién, hoi nghi, hdi
thao... Nhitng nhu cau doi héi cia khach du lich tai cac diém dén du lich ciing ngay
cang da dang, phong phu va doi hoi phai dugc thoa man ¢ mirc d6 cao hon. Vi thé, s6
luong va chat lugng cla cac san pham dugc cung cp nham thoa man nhu cau trong
thot gian luu lai ctia khach du lich da bude phai tang 1én. Nhu vay, gio day trong ndi
ham cua khai niém “ kinh doanh khach san” bén canh viéc kinh doanh hai loai dich
vu chinh 1a dich vu cho thué buéng ngu va dich vu phuc vu an uéng con ¢6 thém hoat
dong kinh doanh cac dich vu bo sung cho khach du lich nhu: dich vy thé thao, giai tri
ngoai troi, y té, cham soc stc khoe va sic dep, gidt 1a, internet, cho thué phong hop,
t6 chtc hoi thao, hoi nghi.... Piéu d6 da lam ting tinh da dang trong phuong thirc t6
chirc hoat dong kinh doanh va dan t6i sy ra doi cua nhiéu loai hinh doanh nghiép voi
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nhiéu muc do cung cap dich vu khac nhau, nhim vao nhirng doan thi truong khach
khac nhau, v61 cac tén goi ngay cang phong phtt nhu: Khéach san, Nha nghi, Motel,
Lang du lich, Léu trai.... Chung dugc goi chung la cac co sé luu tru du lich.

Theo Luét Du lich Viét Nam, trong Piéu 62 di xac dinh: “Cac co so luu tra
du lich bao gé)m khach san, lang du lich, bi¢t thy du lich, can hd du lich, bai cam trai
du lich, nha nghi du lich, nha & ¢6 phong cho khach du lich thué va cac co s¢ luu tra
du lich khac. Theo d6, cac co so Iuu tra du lich khong bao gdm cac doanh nghiép kinh
doanh thuan tuy céc dich vu an uéng, dich vu vui choi gidi tri hay cac dich vu don 1¢
riéng biét, doc lap véi cac co sé luu tra du lich néi trén. Vi thé, theo Diéu 4 khoan 12
cua Luat Du lich Viét Nam cling da khéng dinh: “Co so¢ Iuu tra du lich 1a co so cho
thué budng, giudng va cung cip cac dich vu khac phuc vu khach luu tré, trong d6
khach san 1a co so luu tra du lich chu yéu".Véy, kinh doanh khéch san dugc hiéu la
hoat dong kinh doanh cua cac co s¢ luu tra du lich dya trén viée cung cép cac dich
vu luu trg, an uéng va cac dich vu bd sung nham dap img nhu cau luu lai tam thoi cta
khach du lich
1.1.2 Khach hang trong kinh doanh khach san

Theo PGS.TS Nguyén Vin Manh, TS Hodng Thi Loan Huwong, ta c6 thé coi
khach hang trong kinh doanh khach san 13 tat ca nhiing ai c6 nhu cau tiéu dung san
pham cuia cac co so luu tra du lich. Ho c6 thé 1a: khach du lich, khach tham quan hay
nguoi dan dia phuong tiéu dung nhiing san pham don 1¢ ctia cac co s6 luu tra du lich
(vi du nhu: st dung dich vu tdm hoi xoa bop, thué str dung san choi tennis, thuong
thirc mot bira an trua, td chirc mot bita tiéc cudi... Nhu vay, khach hang trong kinh
doanh khach san 13 nhimg nguoi tiéu dung san pham cua cac co s luu tra du lich
khong gi61 han bdéi muc dich, thoi gian va khong gian ti€éu dung, trong d6 khach du
lich chi 1a mdt doan thi truong, song day la doan thi truong chu yéu, chiém ty trong
16n nhat va déng vai trd quan trong nhat quyét dinh sy ton tai va phat trién cta cac
doanh nghiép kinh doanh luu trt du lich.

1.1.3 Pic diém ciia san pham trong kinh doanh khéch san

San pham trong kinh doanh khach san chu yéu 1a cac dich vu, chat lugng cia
ching phu thudc nhiéu vao sy cam nhan cua nguoi tiéu dung va phu thudc vao ca
nhirng nhan t6 khach quan kho kiém soat nhu: nhan t6 tu nhién, x3 hoi chinh tri, kinh
té va chat lugng san pham cta cac nha cung cap dau vao... Do d6 gay nhiéu kho khin
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cho céc co sé luu tri du lich trong viéc do ludng, kiém soat va danh gia chat luong
dich vu. C6 thé tom lugc qua cac dac diém sau:
1.1.3.1. San pham dich vu ciia cic co sé lwu tri du lich mang tinh vo hinh

Do chung khong ton tai dudi dang vat chét, khong thé nhin thdy hay so thay
cho nén ca ngudi cung cip va nguoi tiéu diung déu khong thé kiém tra dugc chat luong
ctia dich vy trude khi ban va truée khi mua. Nguoi ta cling khong thé van chuyén san
pham dich vy trong kinh doanh khéach san trong khong gian tir noi nay dén noi khac
nhu cac hang hoa thong thuong khéac. Tinh v6 hinh cta cac dich vu trong kinh doanh
khach san ciing gdy nhiéu kho khin trong viéc danh gia mot cach chinh xac mang
tinh dinh luong két qua thuc hién cong viéc ciia nhan vién. Diéu d6 giy ra khong it
kho khin cho cac nha quan 1y trong viéc danh gia, phan loai nhan vién dé co chinh
sach phan phéi thu nhap cho ngudi lao dong trong cac co sé luu tra du lich mot cach
chinh x4c va cong bang. Pic diém nay ciing anh hudng tryc tiép toi hé thdng kénh
phan phéi san phém cua cac co sé luu trt du lich boi 1€ chi ¢6 sy van dong mat chiéu
trong kénh phan phdi theo hudng: khach phai ty dén cac co so luu tra du lich dé tiéu
dung dich vu. Pay 1a mot ddc diém gay kho khan khong nho trong cong tac Marketing
khach san. Dong thoi cho thiy su can thiét phai tién hanh cac bién phap cha dong thu
hat khach dén sir dung san phém cia cac co so luu tri du lich néu mudn ton tai va
phat trién trén thi truong.
1.1.3.2 San pham dich vu trong kinh doanh khach san khong thé luvu kho cit trir

Qua trinh "san xuat" va "tiéu ding" cac dich vu 1a gin nhu tring nhau vé khong
gian va thoi gian. Hay noi cach khac, san pham ciia cac co sé luu trii du lich 6 tinh
"tuoi sdng" cao. Pic diém nay ciing gidng nhu véi san phdm ciia nganh hang khong.
Mot may bay cé tong sb 100 chd ngdi, néu mdi chuyén bay chi ban dugc 60 vé thi
xem nhu da c6 40 chd khong ban duoc hay goi 1a di "bi é mat 40 chd" trén chuyén
bay d6. Noi mot cach khac 13 hing hang khong da khong bu dip duogc cac chi phi cd
dinh cho 40 chd ngdi trong chuyén bay d6. Mdi dém néu khach san ¢ nhitng budng

66’(’,
€

khong c6 khach thué c6 nghia 1a khach san da bi 50 lugng budng tréng d6. Nguoi
ta khong thé “ban bu” trong dém khac dugc. Do d6 cac khach san phai ludn tim moi

bién phap dé lam ting t6i da s6 luong budng ban ra qua mdi ngay hoat dong.



1.1.3.3 Sin pham dich vu trong kinh doanh khach san doi hoi chit lwgng cao

Khach cua cac co s¢ luu tra du lich chu yéu 1a khéach du lich. Ho 1a nhiing
nguoi ¢6 kha nang thanh toan va kha nang chi trd cao hon muc tiéu dung thong
thuong. Vi thé yéu cau doi hoi caa ho vé chét lugng san phflm ma ho bo tién ra mua
trong thot gian di du lich 1a rt cao. Vi vay cac co sO luu tra du lich khong c6 su lya
chon nao khac ngoai viéc phai cung cip nhitng san pham dich vu c6 chét luong cao
néu mudn ban san pham cta minh cho khach du lich - d6i twong khach hang rat kho
tinh nay. Hay néi cach khac, cac co s& luu tra du lich mudn ton tai va phat trién lau
dai va bén vitng budc phai tim cach cung cip nhitng san pham c6 chit lwong cao phu
hop voi doi héi cua thi trudng muc tiéu.
1.1.3.4 San pham trong kinh doanh khach san mang tinh tong hop

Tinh téng hop nay xuit phat tir dic diém cua nhu cu cta khach du lich. Vi thé
trong co cdu san pham khach san, chiing ta thay c6 nhiéu chung loai dich vu khéac
nhau. S6 luong cac dich vu bo sung, dac bi¢t 1a cac dich vu giai tri dang ngay cang
¢6 xu hudng ting lén trong co cdu san pham ciia cac khach san c6 thir hang cao trén
thé gi6i. Cac khach san mudn ting tinh hap dan ddi v6i khach hang muc tiéu va ting
kha ning canh tranh ctia minh trén thj truong thudng phai tim moi cach dé ting “tinh
khac biét” cho san pham cta minh thong qua céac dich vu bo sung khong bat budc.
1.1.3.5 San pham trong kinh doanh khach san chi dwoc thue hién véi sw tham
gia true tiép ciia khach hang

Néu khong c6 mot khach nao dén tiéu dung san pham coi nhu doanh nghiép
Ivu tra du lich chua thuc hién dugc mot san phém dich vu nao. Trong kinh doanh
khach san khong cho phép khach tiéu dung dich vu luu tri qua may tu dong (nhu
trong dich vu ngan hang). V&i sy hién dién tryc tiép cta khach hang trong thoi gian
va tai dja diém cung cép dich vu da budc céc co so luu tra du lich phai tim moi cach
dé “kéo” khach hang (tir rit nhiéu noi khac nhau) dén véi minh dé dat dugc muc tiéu
kinh doanh. Ngoai ra, cac nha quan Iy con phai luon dtng trén quan diém ciia ngudi
st dung dich vu tur khi thiét ké, xay dung, bo tri, lép dat cling nhu mua sdm céc trang
thiét bi va lua chon cach thirc trang tri ndi that bén trong va bén ngoai cho mot co s&

luu tr du lich.



1.1.3.6 San pham trong kinh doanh khach san c¢é qua trinh "sin Xuat" va qua
trinh tiéu diung dién ra dong thoi

Vi qué trinh cung cdp dich vu ctia nhan vién phuc vu truc tiép chinh 13 qua
trinh khéach hang st dung dich vu cho nén trong kinh doanh khach san, cac co s¢ luu
tri du lich khong c6 co hoi "stra chita 16i" hay "tai ché" néu ching may san phim
dugc tao ra c¢6 nhing 16i so suat nao d6 (du 12 nho nhat). Pic diém nay doi hoi cac
nha quan tri khach san phai dam bao kiém soat t6t chit luvong cua cac ngudn luc dau
vao sao cho chiing thuc s khong ¢ sai sot va phai hoan hao ngay tir dau. Day 1a mot
trong nhitng kho khin déng ké ddi véi cac nha quan tri trong linh vyc kinh doanh luu
tra du lich trong cong tac quan 1y va kiém soat chat lvgng ngudn nhén lyc, quan 1y st
dung co s& vat chat k¥ thuat cling nhu quan 1y chat lugng ngudn nguyén vat lidu dau
vao cua hoat dong kinh doanh.
1.1.3.7 San pham trong kinh doanh khach san mang tinh khong dong nhat

Chat lugng dich vu cta cac doanh nghiép kinh doanh luu tri du lich chiu su
phu thudc nhiéu vao nhan té con ngudi (ca tir phia nguoi tiéu ding dich vu ciing nhu
tir phia ngudi cung cap dich vu). Trong sudt qua trinh dién ra dich vu tai co so luu tra
du lich ludn co6 su tiép xuc truc tiép, "mat d6i mat" gitra nguo1 phuc vu va nguoi duoc
phuc vu. Mdi su thay doi trong trang thai tam ly, thé trang suc khoe, thai do ctuia ho
tai nhitng thoi diém giao tiép truc tiép ludn co su "giao thoa", tic dong qua lai, anh
huong 1an nhau. Vi thé sy cam nhan va mic do théa man nhu cau cta khach vé chét
luong dich vu luu tra cua khach san ciing bi thay doi theo thdi gian. Ngoai ra chét
lugng dich vu luu tra du lich con chiu sy phu thudc vao nhiéu nhan t6 khach quan
kho kiém soat va nam ngoai kha ning ctia cic co sd luu tra du lich.
1.1.3.8 San pham trong kinh doanh khéch san chi dwoc thyc hién trong nhirng
diéu kién co sé vét chat ky thuat nhat dinh

Dé ¢6 du diéu kién kinh doanh, cac khach san phai dam bao cac diéu kién vé
co s& vt chét ky thuat. Céac diéu kién nay hoan toan tuy thudc vao cac qui dinh cua
mdi qudc gia cho timg loai, hang va tuy thudc vao mirc do phat trién ctia hoat dong
kinh doanh du lich & d6. O Viét Nam, céac diéu kién vé co s& vat chat k¥ thuat ctia mot
co sO Iuu tra du lich cu thé phai tuan thu theo dung quy dinh ctia Luat Du lich Viét
Nam va céc tiéu chuan trong B tiéu chuan qudc gia vé phan hang co sé luu tra du

lich do Tong cuc Du lich Viét Nam ban hanh.



1.1.4 Pic diém ciaa kinh doanh khach san
Theo PGS.TS Nguyén Vin Manh, TS Hodng Thi Loan Hwong kinh doanh

khach san 1a linh vyc luén doi hoéi nhiing diéu kién kinh danh nhét dinh va chiju su chi
phéi ctia nhiéu nhén t6 khach quan va chii quan khac nhau tai dia diém kinh doanh.
Dé dua ra cac chinh sach quan Iy phu hop, cic co quan quan 1y nha nude va cac chi
doanh nghiép luu tra du lich can phai phan tich va hiéu 16 cac dic diém kinh doanh
& mdi ving. Trén phuong dién 1y thuyét, kinh doanh luu trii du lich c6 mét s6 dic
diém sau.
1.1.4.1. Kinh doanh khach san phu thudc vao tai nguyén du lich tai cac diém du
lich

Hoat dong kinh doanh luu tra du lich chi c6 thé dugc tién hanh thanh cong &
nhirng noi co tai nguyén du lich, béi 18 tai nguyén du lich 13 yéu 4 tao ra sy thuc day,
thoi thiic va thu hut con ngudi roi khoi noi cu tra thuong xuyén ctia minh dé di du
lich. M®i loai tai nguyén du lich tao ra sitc hap dan thu hat d6i voi nhitng ddi tuong
khach du lich khac nhau. Vi vay, tai nguyén du lich cé tac dong rat manh dén quyét
dinh dau tu va cac chinh sach kinh doanh cua cac co sé luu tra du lich tai cac diém
du lich. Kha ning tiép nhan cua tai nguyén du lich & mdi noi s& quyét dinh quy mo
cua cac co so luu tra du lich tai do. Gia tri va stc hép dan cta tai nguyén du lich &
mdi noi quyét dinh sy lya chon thir hang va chat luong dich vu cta céc co so luu tra
du lich & noi d6. Mat khac, khi cac diéu kién khach quan (ty nhién, kinh té, chinh tri,
x4 hoi) tac dong 1am thay ddi gia tri va sirc hdp dan cua tai nguyén du lich ctia mot
diém dén, s& tic dong dén cau du lich, khi d6 cac co sé luu tra du lich phai diéu chinh
kip thoi cac chinh sach kinh doanh cho phu hop. Bén canh d6 dic diém vé kién truc,
quy hoach va dac diém vé co s& vat chat k¥ thuat cta cac khach san tai cac diém du
lich cling c6 anh hudng to1 viéc l1am ting hay giam gia tri tai nguyén du lich tai cac
trung tdm du lich.
1.1.4.2 Mot s6 loai hinh co sé Iwu tri du lich chinh nhw khach san, lang du lich...
doi héi dung lwong von dau tw 16n

Dic diém nay xuat phét tir nguyén nhan do yéu cau vé tinh chat lugng cao cua
san phim ma cac co s& luu tra du lich cung cap cho khach du lich. Poi hoi cac thanh
phan ciia co s& vat chat k§ thuat cia cac co so luu tra du lich phai c6 chat luong cao
ngay tir khi bat dau xdy dung. Chét luong cta co so vat chat k§ thuat ciia cic co so
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luu tra du lich phu thude vao thir hang ctia ching. Céc trang thiét bi dugc lép dat bén
trong cac cong trinh, cac diéu kién vat chit dam bao cung cap cac dich vu bo sung,
dic biét 1a cac dich vu giai tri ngoai troi nhu bé boi, san tennis... ciing doi hoi phai
dep va sang trong. Pay chinh 13 nguyén nhan day chi phi dau tu ban dau cua cac co
s& luu tra du lich 18n cao. Ngoai ra con xuit phat tir mot sé nguyén nhan khac nhu:
Chi phi ban dau cho co so ha tﬁng cua khach san cao, chi phi dat dai cho mot cong
trinh khach san 16n.

1.1.4.3 Kinh doanh khach san doi hoi dung lwong lao dong truc tiép twong doi
cao

Kinh doanh khach san la linh vuc kinh doanh dich vy, vi vay san phém dich
vu ctia cac co s6 luu tri du lich cha yéu do nhitng nhéan vién phuc vu tryc tiép tao ra.
Dé dat dugc didu do, cac co so luu tra du lich phai phan cong b tri cong viée cho
nhéan vién phuc vu theo huéng chuyén mén héa cao (mdi ngudi chi thuc hién mot
cong doan cua qua trinh phuc vu 1ap di 1dp lai ma théi. Thoi gian lao dong trong céac
co s& luu tra du lich bi phu thudc vao thoi gian tiéu dung ctia khach va thuong kéo
dai 24/24 gid mdi ngay. Do d6, cac doanh nghiép nay can phai st dung mot s6 luong
16n lao dong phuc vu truc tiép trong mua vu chinh. Véi dac diém nay, cac doanh
nghiép kinh doanh khach san ludn phai d6i mat véi khé khan vé viéc 1am sao dé giam
thiéu mot cach hop 1y chi phi lao dong truc tiép ma khong lam anh hudng t6i chat
lugng dich vu va su hai long ctua khach du lich.

Doi véi cac co s6 luu tra du lich ndm & nhirng diém du lich thudc vung sau,
ving xa, cach xa cac trung tam d6 thi 16n (ngudn cung cap lao dong du lich c6 chat
lugng cao) lai hoat dong theo thoi vu budc phai sir dung lao dong 1a nguoi dan dia
phuong khong c6 trinh d§ chuyén mon nghiép vu. Cac co s¢ luu tr du lich phai bo
ra mot luong chi phi trong ddi 16n cho cong tac dao tao k¥ ning nghé nghiép chuyén
sdu cho ngudi lao dong dia phuong trude khi tuyén mo dé dam bao cho ho dap tng
dugc cac yéu cau ti thiéu vé chat lugng dich vu va phong cach phuc vu chuyén
nghiép.
1.1.4.4 Kinh doanh khach san chiu su tac dong ciia mdt s6 quy luat

Kinh doanh khach san thuong chiu sy chi phéi cta rat nhiéu nhan t6 khach
quan. Mot $6 trong d6 mang tinh chét dot bién, ngau nhién, mot s6 khac lai hoat dong
theo nhitng quy luat lap di 1ap lai. Do d6, cac nha quéan ly cac co s¢ luu tra du lich
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mudn sir dung cac ngudn luc sin c6 mot cach hiéu qua phai nghién ctru k¥ va hiéu rat
1d vé cac quy luat chi phdi hoat dong kinh doanh ddi v6i doanh nghiép ctia minh.

Chang han, gia tri va sirc hip dan cua tai nguyén du lich ciia mot diém du lich
bi thay ddi tiry thudc vao nhimg bién dong lap di lap lai theo mua ctia nhén t6 thoi tiét
khi hau trong nam. Tir d6 gay ra su bién dong (ting hay giam) theo mua cta luong
cau du lich tap trung dén diém du lich vao cac thoi diém khac nhau trong nim. Din
dén sy thay doi theo mua trong to chtrc hoat dong kinh doanh cia cac co sd luu tra
du lich & céc trung tim du lich nghi dudng bién hodc nghi nai. Néu nim bét dugc su
van hanh ctua quy luat ty nhién, cac nha quan ly s€ dua ra nhitng chinh sach kinh
doanh phu hop nham tan dung cac ngu(‘A)n luc nhu nhan luc, vat luc, tai luc sin ¢ dé
khai thac dem lai hi¢u qua kinh doanh cao nhat cho doanh nghiép. Du chiu sy chi phi
ctia quy luat ndo di nita thi didu d6 ciing gdy ra nhing tac dong tiéu cuc va tich cuc
doi véi kinh doanh khéach san.

1.2. Bo phin I€ tan tai khach san
1.2.1. Khai niém

Theo gido trinh quan tri 1é tn khdch san ciia T.S Nguyé~n Thi Tu, bd phan 18
tan ctia khach san ndm & mit tién cta khach san, 1a bd phan dau tién khach hang tiép
xuc khi dat chan dén khach san, cau ndi giira khach hang véi cac bo phan con lai trong
khach san nhim cung cdp san pham - dich vu, dap Gmg nhu cau va xir 1y su ¢d phat
sinh khi khach c6 yéu cau gi thi déu thong bao dén nhan vién 1€ tan va tiy truong hop
cu thé ma cac nhan vién sé tryc tiép xir 1y hodc gian tiép chuyén giao cho nhan vién
cac bo phan khac thuc hién. Nhiém vu chinh ctia nhan vién 1€ tan khong chi dung lai
¢ viéc thuc hién cac thu tuc nhan phong va tra phong, ma con bao gém chao don, tu
van, cung cap thong tin, hd tro nhu ciu va xtr 1y cac yéu cau cua khach mot cach
chuyén nghiép va chu déo.

Nhén vién 18 tAn dong vai trd then chdt trong viéc mang dén cho khach hang
an tuong ban dau t6t dep, gop phan xay dung hinh anh chuyén nghiép, than thién ciia
khach san. Véi kién thirc nghiép vu viing vang, kha ning giao tiép ngoai ngir va k¥
nang xir 1y tinh hudng linh hoat, di ngii 1& tin khong chi 1a cau ndi giira khach hang
va cac bo phan khac ma con 1a nhan t6 quan trong quyét dinh dén sy hai 1ong va trai

nghiém cua khéch luu tri.



1.2.2 Chirc ning ciia bd phén 18 tan

Pit budng: Chirc nang dit budng bao gdm tiép nhan va quan 1y phan bd budng,
kiém so4t cac chinh sich ban budng nhim tdi vu héa hiéu suit sir dung budng, t6i vu
hoa doanh thu va t6i da hoa lgi nhuan. Thyc hién chirc niang nay gitp khach san chu
dong trong hoat dong kinh doanh va phuc vu, gia tang lo1 ich cho khach hang va khach
san.

Thong thuong, & cac khach san 5 sao theo tiéu chuan quéc té, chirc nang dat
bu@)ng c6 thé thudc bo phan ban va marketing thyc hién.

Lam thu tuc nhan va tra buéng: Nhan vién 1& tan lam thua tuc nhan va tra buéng
cho khach theo diing quy trinh ctia khach san mgt cach thuan tién, nhanh chéng, can
clr vao thong tin khach hang va thyc té cung cip dich vu tai khach san. Pay 1a chirc
ning chinh cua bd phan 18 tan trong viéc thyc hién hop dong giita khach hang va
khach san vé budng ¢ ciing nhu xac dinh trach nhiém cua ca hai bén.

Giao tiép, ban hang: Nhan vién 18 tan gidi thiéu cac san pham dich vu va thuyét
phuc khach sir dung dich vu. Vi chiic ning giao tiép, ban hang, bo phan 18 tan gop
phan gitp cho khach san thu nhan dugc y kién phan hoi vé chét luong dich vy tir phia
khach hang, ting doanh thu, déng thoi cling gitip khach hang c6 cam giac dugce quan
tam, cham soc.

Thong tin: Nhan vién 18 tan tiép nhan thong tin, yéu cau tir khach hang, truyén
dat thong tin dén cac b phan lién quan trong va ngoai khach san, phéi hop véi cac
bo phan va co sé dich vy, cung cép thong tin cho ban lanh dao duara quyét dinh kinh
doanh dung dan, dong thoi cung cap cho khach hang moi thong tin can thiét, giai dap
thac mac ctia khach hang.

Thanh toan - thu ngan: Nhan vién 18 tan theo ddi tai khoan cua khach, xac dinh
cac chi phi phat sinh va tinh trang ng cta khach, 1ap hoa don khi khach tra budng va
tiép nhan tién thanh toan cta khach.

1.2.3 Nhiém vu ciia by phén 1& tan

Chao ban dich vu buéng va cac dich vu khac cua khach san: Gid1 thiéu dich
vu cia khach san, tham gia nghién ctru va du doan vé thi truong khach trong thoi gian
tiép theo, tham gia dinh gia cho thué budng va chiét khau, 1ap du bao budng, quan Iy
so d6 budng va diéu phédi budng hop 1y cho khach.

Nhan dat buéng va céc dich vu, bd tri bu6ng cho khach.



Chao dén khach va thuc hién tha tuc dang ky khach san cho khach nhu hoan
tat phiéu dang ky, xac dinh cach thirc thanh toan, dang ky tam tra cho khach.

Phuc vu khach trong thoi gian Iuu tra tai khach san: Truc tiép hoac phéi hop
v6i cac bd phan khéc dé cung tng dich vu thong tin, mua sdm, nhan va chuyén thu,
4n phém, thué xe v.v... cho khach, lién két, hd tro cac bd phan khéac hoan thanh nhiém
vu.

Tiép nhan va xir Iy cac phan nan cta khach, dong thoi chuyén nhimg théng tin
can thiét cho cac bd phan dich vu cua khéch san nhdm cai tién chat lugng phuc vu.

Gitt mdi quan h¢ chat ché véi cac co quan hitu quan va céac co so dich vu &
ngoai khach san dé giai quyét nhu cau cua khach va cac van dé phat sinh.

Theo ddi, cap nhat tai khoan, tong hop cac chi phi va 1én hoa don thanh toan
cho khach.

Lam thi tyc thanh toan tra budng va tién khach.

Luu trit thong tin cta khach trén hé thong phan mém quan ly khach san
(Property Management System - PMS).

Can ddi so sach, thong ké, tong hop béo cdo voi quan 1y khach san vé tinh hinh
hoat dong thong qua s liéu thdng ké tinh hinh dat budng, cong suat budng va doanh
thu cua khach san.

Pam bdo an ninh, an toan tinh mang va tai san cho khach hang va khach san.

Ho tro cac bd phan khac hoan thanh nhiém vy, doan két, ph6i hop, nang cao
trinh d9, cai tién phuong phap 1am viéc. Bé hoan thanh chirc ning nhiém vu ctia minh
mot cach tét nhat dam bao dap trng moi nhu cau chinh dang cua khach hang, bd phan
1& tAn cAn tuan tha nhitng quy trinh tic nghiép riéng véi nhimg trang thiét bi hd tro
phu hop.

1.2.4 Vai tro ciia bo phan 1€ tin

Du khong phai 1 bo phan 16n nhét trong khach san nhung bd phan 18 tan dong
vai tro dac biét quan trong ddi v&i hoat dong kinh doanh cua khach san. Vai trd cua
bd phan 18 tan thé hién trong viéc:

La bo phan dau tién tiép xuc vai khach, tao cho khach nhitng an twong ban du
vé khach san, vé chat lugng phuc vu cta khach san. Bo phan 18 tan 1a noi diéu phéi

moi hoat dong phuc vu ctia khach san. Vi vay, bo phan 18 tan c6 vai trd quan trong
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trong hoat dong kinh doanh cta khach san va duoc vi nhu "trung tdm than kinh" cua
khach san.

La cau ndi gitra khach va cac bd phan dich vu nhim cung cip san pham dich
vu cta khach san, lam théa man nhu cau caa khach. Bo phan 1& tAn nhan thong tin yéu
cau tir khach va chuyén téi cac bd phan khac trong khach san.

La trung tam phéi hop hoat dong ctia cac bo phan trong khach san, gitip cac
bod phan hoat dong mdt cach co ké hoach.

Gitip ban giam dbc dé ra chién lugc va cac chinh sach san pham va thi truong
nham néng cao hiéu qua kinh doanh.

bai dién cho khach san trong viéc mo rong mbi lién hé, lién doanh lién két
trong cong tac thu hut khach cho khéch san.

1.3 Ning lwc tiép nhan va xir Iy phan nan cia bd phén 18 tin tai khach san theo
tiéu chuan VTOS.

Trong hoat dong kinh doanh khéch san, viéc phat sinh phan nan tir khach hang
1a diéu kho tranh khoi do chat lugng dich vu phu thude nhiéu vao cam nhan cua tung
khach. Vi vy, kha ning tiép nhan va xt 1y phan nan dugc xem 13 mot trong nhirng
yéu cau quan trong ddi véi nhan vién 18 tin — bd phan thuong xuyén tiép xuc truc tiép
v6i khach. Néu thuce hién tét, khong chi gitip giai quyét van dé ma con gop phan nang
cao hinh anh va chét luong dich vu cua khéch san.

1.3.1 VTOS l1a gi

VTOS 1a tiéu chuan nghé du lich Viét Nam (viét tit ctia cum tir Vietnam
Tourism Occupational Skills Standards). B0 tai liéu duogc ra doi nham dap ung nhu
cAu nhan sy c6 chat luong cho nghé du lich Viét Nam véi céc tiéu chuan duoc quy
dinh chat ché trong cac linh vuc luu tra du lich, 1t hanh du lich va cac linh vuc chuyén
biét khac.

1.3.2 Khai niém phan nan

Theo Olshtain va Weinbach (1987, 1993) trong hanh vi phan nan, nguoi noi
bay t6 su khong hai long hodc su kho chiu nhu mot phan ing ddi v&i mot hanh dong
d3 hodc dang dién ra ma c6 anh hudng bat lgi d6i voi nguoi noi va dong thoi ngudi
nghe phai chiu trach nhiém vé hanh dong do.

Trosborg (1995, 2010) thi dinh nghia rang hanh vi phan nan 1a mét hanh vi &
161 ma nguoi n6i/ngudi phan nan biéu 16 sy khong hai long hodc bay to cac cam xiic
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mang tinh tiéu cuc vé mot sy tinh duge miéu ta trong ménh dé va ngudi nghe/ngudi
bi phan nan phai chiu trach nhi¢m mdt cach tryc tiép hodc gian tiép. Vi vay, Trosborg
(1995) cho rang hanh vi phan nan 13 mét hanh vi mang tinh ling ma va de doa thé
dién theo quan diém ctia Brown va Levinson (1987).

Murphy va Neu (1996) cho rang hanh vi phan nan 1a mét chudi hanh vi ngén
ngit bao gom nhiéu thanh phan ngir nghia khac nhau. Murphy va Neu (1996) phat
hién ra rang chudi hanh vi phan nan bao gdm bdn thanh phan co ban 1a giai thich muc
dich, phan nan, bién minh va dua ra giai phép, 161 yéu cau.

1.3.3 Ning lyc tiép nhan phan nan ciia nhan vién 18 tin

Theo Tiéu chudn nghé Du lich Viét Nam (VTOS), Nang lyc tiép nhan phan nan
ctia nhan vién 18 tin dugc hiéu 1a kha ning cta nhan vién trong viéc, lang nghe, thu
thap, x4c dinh va ghi nhan chinh xac cac thong tin lién quan dén phan nan cta khach
hang. Nang lyc nay duoc thé hién qua viéc st dung k¥ nang lang nghe chu dong, thé
hién sy dong cam vai khach hang, thu thap dy du thong tin lién quan dén van dé phat
sinh va luu trit cadc phan nan theo diing quy trinh ciia doanh nghiép.

1.3.4 Xir Iy phan nan ciia nhén vién 1€ tin

Theo Tiéu chudn nghé Du lich Viét Nam (VTOS), Xt 1y phan nan cua nhan
vién 18 tan 13 viéc khing dinh va cam két v6i khach vé viéc giai quyét phan nan mot
cach kip thoi, thuc hién xtr Iy theo dung chuin muc, chinh sach va quy trinh cta don
Vi, d@)ng thoi thu thap, xem xét cac thong tin — tai li¢u lién quan va cap nhat, ghi chép
day du qué trinh xir 1y phan nan.

1.3.5 Vai tro tiép nhan va xir Iy phan nan ciia nhan vién 18 tin

Viéc tiép nhan va xir 1y phan nan cta khach hang déng vai tro rat quan trong
dbi véi bo phan 1& tan trong khach san. Trén thuc té, 18 tan 1a nguoi dau tién khach
tim dén khi c¢6 van d¢, nén cach tiép nhan ban dau s& anh hudng nhiéu dén cam xitc
ctia khach. Néu nhan vién biét ling nghe, thé hién sy ton trong va ghi nhan dung ndi
dung phan nan thi khach s& cam thay duoc quan tim va dé hop tac hon trong qua trinh
giai quyét. Bén canh d6, viéc xur 1y phan nan ciing doi hoi nhan vién phai nim rd quy
trinh cua khach san, linh hoat trong cach giai quyét va biét phéi hop voi cac bo phan
lién quan dé dua ra huéng xir Iy phu hop. Khi van dé duoc giai quyét nhanh chong
va hop 1y, khong chi giup lam giam su khong hai 1ong ctia khdch ma con c6 thé tao
an tuong tt, gop phan giit chan khach quay lai. Nguoc lai, néu tiép nhan qua loa hoic
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xtr 1y cham tré thi rat dé khién khach birc xtc hon, tham chi anh hudng dén hinh anh
chung cua khach san.

- Theo tiéu chuin VTOS, qua trinh xir Iy phan nan bao gém céc ndi dung
chinh:

1. Xac dinh va phan tich phan nan

- Tiép nhan va ghi lai chinh x4c 151 phan nan cta khach, str dung cac k¥ nang
ling nghe chu dong va thong cam véi khach

- Xac dinh ban chat chinh xac trong phan nan ciia khach thong qua cac ky
nang giao tiép phi hop

- Ghi s6 hodc Iuu lai ¥ kién phan nan theo dung quy trinh

2. X1ur ly cac phan nan

- Khing dinh véi khach hang ring phan nan cta khach s& dwgc xir 1y nhanh
nhat c6 thé dé giai quyét van dé

- Xtr Iy phan nan theo chuan muc, chinh sach va quy trinh ctia don vi

- Thu thap va xem xét céc tai liéu lién quan tGi1 phan nan cua khach

- Cap nhat ghi chép vé cac y kién phan nan

3. X4c dinh hanh dong va giai quyét phan nan

- Thoa thuan va x4c nhan v6i khach hanh dong giai quyét phan nan

- Thé hién cam két véi khach s& giai quyét phan nan

- Thong bao v&i khach vé két qua diéu tra phan nan

4. Nho giai quyét nhitng phan nan nghiém trong

- X4c dinh cac phan nan can sy can thiép ctia cap quan 1y, cac nhan vién khéac
hay cac ddi tugng bén ngoai

- Chuyén 101 phan nan d&én ding nguoi dé ho tiép tuc giai quyét theo dung
pham vi trach nhiém cta ca nhan

- Chuyén tiép tit ca cac tai liéu can thiét, bao gdm ca cac bao céo diéu tra, cho
nguoi thich hop

- Chuyén 1én cap cao hon nhing phan nan chua dugc giai quyét & cap phit hop
1.3.6 Yéu céu vé kién thirc va k¥ ning theo VTOS

Dé thuc hién tdt viéc tiép nhan va xir Iy phan nan, nhan vién 1 tan can co
nhing kién thirc va k¥ nang nhit dinh. Trudc hét 1 hiéu duoc cac loai phan nan
thudng gip va ndm duoc quy trinh xt Iy co ban. Ngoai ra, nhan vién ciing can chd y
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dén yéu té tam 1y va su khac biét vin hoa ciia khach. Bén canh do6, cac ky nang nhu
ling nghe, giao tiép, ghi chép thong tin va phan hoi két qua ciing rat can thiét. Trong
nhirng trudng hop phuc tap, nhan vién can biét khi nao nén chuyén van dé cho cip
trén dé xu 1y.

1.3.7 Diéu kién thwe hién va cac yéu t6 thay doi

Trude hét, theo VTOS thi viée tiép nhan va xir Iy phan nan khong chi dién ra
& 18 tin ma c6 thé xay ra & bat ky bd phan nao trong khach san nhu nha hang, budng
phong hay tham chi bén cong ty 1ir hanh va phan nan c6 thé xuat hién ¢ moi thoi diém
trong qua trinh phuc vu khach.

Céc hinh thtrc phan nan: Lién quan dén viéc bay to sy khong hai long véi dich
vy, khéach co thé phan anh theo nhiéu cach khac nhau. Vi du nhu khach gui email
phan anh phong khong sach, nhitng hinh anh dang trén cac kénh OTA khong gidng
v6i phong thyc té ctia khach san hodc viét danh gia trén mang xa hoi. Ngoai ra, khach
cling c6 thé dién vao phiéu gop ¥ ciia khach san. Tuy nhién, phd bién nhat van 1a phan
nan truc tiép hoac qua dién thoai, vi du nhu khach xuéng quﬁy 1& tan va noi réng
phong qua 6n can 18 tan phai xir 1i gdp. Mi hinh thirc s& can cach xur Iy khac nhau,
nhu phan nan tryc tiép thi phai xtr 1y nhanh va khéo 1éo hon vi khach dang birc xtic
ngay lac d6 va thuong thi viéc phan nan truc tiép s& dugc uvu tién xir Iy trude cho
khach.

Cac k¥ nang giao tiép phu hop c6 thé 1a: Nhan vién can biét ling nghe chu
dong, tirc 1a khong chi nghe ma con phai hoi lai dé hiéu rd van dé, vi du nhu hoi khach
“Anh/chi gap van dé nay tir lic nao a?”. Ngoai ra, cach noi chuyén ciing phai 16 rang,
nhe nhang, khong dugc té thai do kho chiu. Khi néi chuyén truc tiép thi nén nhin vao
khach dé thé hién su ton trong. Mot diém nho nhung quan trong 13 nén ghi chép lai
thong tin, vi néu khong ghi thi d& quén hodc xir 1y sai.

V& quy trinh va chinh sach ciia khach san, day 1a didu ma nhan vién bét budc
phai tuan theo. Vi du nhu khi khach phan nan vé phong ban, khach san c6 thé c6 quy
trinh 13 d6i phong hodc giam gia. Ngoai ra con c6 cac biéu mau bao cao dé ghi nhan
lai sy viéc. Nhitng quy dinh nay gitp viéc xir Iy duoc thong nhét, tranh moi nhan vién
lam mot kiéu khéc nhau.

Sau khi xtr Iy xong thi can thong bao lai két qua cho khach. Vi du nhu sau khi
d6i phong, 1& tan nén goi dién hoi lai khach xem da hai 1ong chua. Néu ¢ thém van
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dé phat sinh thi c6 thé giri email giai thich rd rang véi khach. Khi thong béo, can gir
thai do binh tinh, néi rd rang dé khach hiéu va trinh bay chinh xac ndi dung v6i khach.

Cubi cung 13 nhan sy tham gia xur Iy. Khong phai luc nao 18 tin ciing tu giai
quyét dugc hét. Vi du nhu khach phan nan nghiém trong lién quan dén an toan hoic
yéu cau boi thudng thi can bio 1én quan 1y. Hodc ¢6 nhitng truong hop can b phan
khac hd trg nhu k¥ thuat, budng phong. Diéu nay cho thiy viéc xir Iy phan nan 1 cong
viéc co su phdi hop, khong phai cua riéng mot ngudi.
1.4. Céc yéu to6 anh hwéng dén ning lwe tiép nhan va xir Iy phan nan cia bd phin
1€ tan.
1.4.1 Cong tac quan Iy chat lwong & bd phan 1€ tin

Viéc quan 1y chat luong & bd phan 18 tin 1a rt quan trong va can thiét vi n6
tac dong toi chét luong phuc vy, né doi hdi phai nhan thirc ding va thyc hién diung
tién trinh quan 1y chat lugng. Trudng bo phan 1€ tan tién hanh giao pho cong viéc
cling nhur quyén han t6i timg ¢4 nhan cu thé sao cho ding ngudi, ding viéc nham phat
huy va huy dong strc lyc, tri tu¢ cia cac nhan vién nham thuc hién tdt muc tiéu hoat
dong cua bo phan minh. Pong thoi, thuong xuyén phai tién hanh giam sat, don ddc,
kiém tra cach 1am ciing nhu thai d6 phuc vu ctia nhan vién, phdi hop véi ban 1anh dao
va doi ngii nhan vién dé nghién ctru, nim bét nhu cu cta khach.
1.4.2 Niing lwe va k¥ niing nghé nghiép ciia nhén vién 1€ tin

Thir nhat: K§ nang giao tiép va thai d6 tng xtr 1a yéu td quan trong thé hién
nang luc xir Iy phan nan cua nhan vién 18 tan. Sau khi tiép nhan théng tin, nhan vién
can str dung ngdn ngit ph hop, lich sy va chuyén nghiép dé phan héi lai khach hang.
Viéc xin 16i ding lac, thé hién su chan thanh va thai d6 tén trong s€ gitp giam bot su
cing thang va buc xtc cta khach, nhin vién can biét cach lya chon tir ngit phu hop,
giong diéu nhe nhang va kiém soat cam xtic c4 nhan khi giao tiép voi khach trong cac
tinh hudng kho khin. Ngoai ra, giao tiép hiéu qua con gitip nhan vién giai thich rd
rang nguyén nhan sy cd va tao niém tin cho khach vé hudng giai quyét. Do dé, k¥
nang giao tiép khong chi 14 cong cu truyén dat thong tin ma con 1a yéu t6 thé hién thai
dd va nang lyc hanh vi ciia nhan vién trong moi truong dich vu.

Thir hai: Nhan vién 18 tin cn phai c6 phong cach va thai do phuc vu khach
nhiét tinh, chu déo, can than thi méi tao dugc 4n tuong sau sdc dbi véi khach. Kién
thirc, sy lich sy va kha nang truyén tai su tin tudng cua nhan vién. Khach hang can
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cam thay an tim rang ho dang giao dich v&i nhitg chuyén gia c6 trinh d6 va dao drc
nghé nghiép.

Thir ba: K§ ning phan tich va giai quyét van dé duoc xem 1a yéu t cot 16i
quyét dinh hiéu qua xir Iy phan nan. Khi di nim bat duoc thong tin tir khach, nhan
vién can nhanh chong xac dinh nguyén nhan cia van dé, danh gia mic d6 nghiém
trong va dua ra phuong an xtr Iy phu hop. Diéu nay doi hoi nhan vién phai cé tu duy
logic, kha nang xtr 1y tinh hudng linh hoat va kinh nghiém thuc té trong cong viéc,
nhan vién can dua ra giai phap hop 1y, dung quy dinh nhung van dam bao lam hai
1ong khach hang. Trong nhiéu truong hop, nhan vién con phai phdi hop véi cac bd
phén khac dé giai quyét vin dé mot cach nhanh chéng va hiéu qua. Vi viy, k¥ ning
giai quyét van dé phan anh r6 nang luc chuyén mon va kha ning thich ¢mg ctia nhan
vién 18 tan trong moi truong 1am viée thue té.

Cudi cung, kha niang theo ddi va danh gia sau khi xt 1y ciing 1a mot yéu t6
quan trong cau thanh nang luc ciia nhan vién 1& tan. Sau khi dua ra giai phap, nhan
vién khong chi dimg lai ¢ viée giai quyét van dé ma con can theo ddi két qua va phan
hoi ctia khach hang dé dam bao su hai long, viéc theo ddi giup phat hién nhimng van
dé chua duoc xur 1y triét dé va kip thoi diéu chinh néu can thiét. Dong thoi, ddy ciing
1a co s& dé rat kinh nghiém va nang cao chat lugng phuc vu trong tuong lai. Viéc chil
dong quan tdm dén khach sau khi xir Iy phan nan con gop phan xay dyng hinh anh
chuyén nghiép va nang cao uy tin cia khach san. Do d6, yéu t6 nay thé hién tinh trach
nhiém va su hoan thién trong ning luc nghé nghiép ctia nhan vién 18 tan.

1.4.3 Co sé vét chat

Co sé vat chét va trang thiét bi 1a mot trong nhitng yéu td quan trong, co so vt
chat ky thuat trong khach san bao gff)m toan bo hé théng trang thiét bi, cong cu va
phuong tién phuc vu qua trinh cung tmg dich vu, gop phan dam bao tinh chinh xac,
nhanh chéng va chuyén nghiép trong phuc vu khach hang.

béi véi bd phan 1€ tan, co s& vat chit va trang thiét bi khong chi hd trg cac
nghi¢p vu thuong nhat nhu dat phong, lam thu tuc nhan — tra phong, thanh toan, luu
trit thong tin khach hang ma con déng vai trd quan trong trong qué trinh tiép nhan va
giai quyét cac yéu cau, khiéu nai phat sinh. Mot hé thong trang thiét bi day da va hién
dai s& gitip nhan vién tra ctru théng tin nhanh chong, phdi hop hiéu qua véi cac bd
phan lién quan va phan hoi khach hang kip thoi.
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Céc trang thiét bi co ban tai bo phan 18 tan thudng bao gdm: May tinh két n6i
internet va phan mém quan 1y khach san (PMS). May in, may photocopy, may scan.
May POS thanh toan thé. Bo dam lién lac voi cac bd phan budng phong, ky thuat va
bao vé. Hé théng email, ung dung nhén tin va cong cu dich thuét truc tuyén. ..

Viéc dau tu ddy da co so vat chat va tng dung cong nghé hién dai giup nang
cao hiéu suat lam viéc, giam thoi gian cho doi, ting tinh chinh x4c trong xir 1y thong
tin va gop phan cai thién muc do hai long cua khach hang. Pic biét, trong xir Iy phan
nan, cac cong cu nay gidp nhan vién xac minh dir li€u, 1ién hé nhanh vai cac bo phan
lién quan va dua ra giai phap phu hop trong thoi gian ngan nhat.

1.4.4 Ky nang sir dung cong nghé

Bén canh céc k¥ ning ca nhan, yéu td cong nghé ciing 12 mot yéu td quan trong
anh huong dén ning lyc tiép nhin va xir Iy phan nan cua nhan vién 18 tn trong bbi
canh hién dai. Trong hoat dong kinh doanh khach san, nhan vién 1 tan thudng xuyén
phai str dung cac hé théng quan 1y nhu phan mém quan 1y khach san (PMS), hé thong
dat phong, luu trit thong tin khach hang va ghi nhan phan hoi. Viéc thanh thao cac
cong cu ndy gitp nhan vién nhanh chéng truy xuat thong tin lién quan dén khach, lich
st luu tra, dich vu d3 sir dung hodc cac van dé phat sinh trude o, tir 6 dwa ra phuong
an xu 1y chinh xac va phu hop.

Trong qua trinh tiép nhan phan nan, néu nhan vién c6 kha ning st dung tdt
phan mém, ho ¢ thé ghi nhan thong tin mot cach day du, tranh sai sot va dam bao
tinh nhét quan trong qua trinh xr 1y. Béng tho1, viéc cap nhat thong tin 1€n hé théng
con gitup cac bd phan lién quan nam bat kip thoi va phdi hop giai quyét van dé hiéu
qua hon. Nguoc lai, néu thiéu k¥ ning cong nghé, nhan vién c6 thé mat nhiéu thoi
gian tra ctru, xtr Iy chdm tré hodc cung cap thong tin khong chinh xac, tir d6 1am gia

tang su khong hai long cta khach hang.
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CHUONG 2: THUC TRANG NANG LUC TIEP NHAN VA XU LY
PHAN NAN CUA BQ PHAN LE TAN TAI BLUESUN DANANG BEACH
HOTEL
2.1. Gi6i thiéu vé BlueSun Danang Beach Hotel

BlueSun Danang Beach Hotel 1a khach san dat ti€u chuan 4 sao, toa lac tai
thanh ph Pa Ning — mét trong nhitng diém dén du lich bién ndi bat va phat trién
nhit Viét Nam. Vi vi tri thudn loi gan bai bién My Khé, khach san ¢ loi thé 16n
trong vi¢c thu hut khach du lich trong nudc va quéc té, dac biét 1a khach nghi dudng
va khéch cong vu.

Khach san duoc xay dung theo phong cach hién dai, két hop hai hoa giita thiét
ké sang trong va khong gian tién nghi, nhim mang dén trai nghiém thoai mai cho
khach luu tri. BlueSun Danang Beach Hotel cung cap hé thong phong nghi da dang,
nha hang, quay bar, hd boi, phong hoi nghi va cac dich vu bd tro khac, dap tng day

du nhu cau caa khach hang trong thoi gian luu tru.
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Bén canh co so vat chét, khéch san dac biét chua trong dén chat lugng dich vu
va doi ngii nhan su chuyén nghiép. Trong d6, bo phan I& tan giit vai trd quan trong
trong viéc tiép don khach, hd tro thong tin, xir 1y yéu cau va phan hoi, gop phan nang
cao su hai long ctia khach hang va hinh anh cua khach san.

Vi dinh huéng phat trién bén viing, BlueSun Danang Beach Hotel khong
ngung nang cao chat lugng dich vy, cai thién trai nghiém khach hang va tang cuong
ning luc canh tranh trén thi trudng khach san tai Pa Nang.

2.1.1. Tong quan khach san

a. Gi6i thiéu chung vé Bluesun Dannag Beach Hotel

Ngu(fn.' esite cua Bn Danang Beach Hotel
Hinh 2.1. BlueSun Danang Beach Hotel

- Tén doanh nghiép: BlueSun Danang Beach Hotel.

- Pia chi: 230 V& Nguyén Giap, Phudc My, Son Tra, Pa Nang.

- Quy md cip hang: 4 Sao

- Hotline: 0236 3960 000

- Email: info@bluesunhotel.com.vn..

- Fanpage: https://www.face book.com/bluesundanang/

- Website: https://bluesunhotel.com.vn

- BlueSun Danang Beach Hotel gdm 110 phong nghi vi nhidu sy lwa chon -
khac nhau, gdm 5 hang phong chinh Superior, Deluxe, Suite, Vip, Apartment, cing
cac dich vu tién nghi nhu: Nha hang Jupiter tai tang 16 chuyén phuc vu cac mén in

Au— A — Com Vét Nam — Hai san tuoi séng. Rooftop tai tang 17 — ting 18 14 noi
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Quy khéach c6 thé ngam nhin bién Pa Ning, song Han va nhiing cay cau dep lung linh
sic mau vé dém véi nhitng thirc ubng phong phu, da dang trong khong gian mo,
thoang ding trén tang cao nhit ciia khach san. Phong hoi nghi Satune véi strc chira
khoang hon 100 khach, chuyén cung cép dich vu héi nghi, hdi thao, cac loai hinh tiéc,
chuong trinh s kién theo nhu cau cia quy khach. Hé théng am thanh — 4nh sang va
co so vat chat cao cip trong phong hoi nghi sé tao nén sy thanh cong cho buoi tiéc
ctia quy khach. Dich vu van chuyén véi 2 xe ddy du tién nghi duoc trang bi sin nude
suéi, khin lanh mién phi cho khach khi ¢6 nhu cAu thué xe di tham quan cac dia danh
noi tiéng nhu Ba Na, Hoi An, My Son, Ctt Lao Cham, Ban dao Son Tra, Sudi nudc
néng Than Tai... Spa dugc nhiéu khach hang danh gia 1a dat chét luong tdt, chuyén
nghiép, s& 13 noi tai tao ngudn ning luong cho quy khach sau nhitng ngay 1am viéc
mét moi, hd boi rat an toan cho cac bé c6 thé choi dua, hd boi duogc thiét 1ap hé thong
bé suc, tir day quy khach co thé ngam nhin bién xanh, cat tring ngay tir trén cao s&
mang dén cho quy khach nhimg gidy phut thu gidn tuyét voi.

b. Lich sir hinh thanh va phat trién

BlueSun Danang Beach Hotel 13 mét trong nhitng co s& luu tra dat tiéu chuan
4 sao qudc té vi tri tai s6 230 V5 Nguyén Giap, phuong Phude My, quan Son Tra,
thanh phd Pa Ning. Nam trén tuyén dudng ven bién My Khé — mot trong nhitng bai
bién dep nhét hanh tinh (do tap chi Forbes binh chon), khach san s& hitu vi tri dia 1y
déc dia, thuan loi cho ca khach du lich nghi dudng va cong tac.

Theo thong tin tir cac trang dit phong quéc té va website chinh thic ctia khach
san, BlueSun Danang Beach Hotel chinh thirc di vao hoat dong tir nam 2016, khach
san d3 chiém tron tinh cam quy mén cua khach hang trong va ngoai nudc. Ngay tir
thoi diém khai truong, khach san dd dinh vi minh trong phan khuc cao cap véi quy
mod 110 phong nghi, duoc thiét ké hién dai theo phong cach chau Au duong dai, su
dung gam mau chu dao 13 tring va vang nhat nhim tao cam giac sang trong nhung
van gan giii va thu gian cho du khéach.

Trong giai doan dau, BlueSun Danang Beach Hotel tip trung phat trién dich
vu luu tra két hop nha hang va cac tién ich co ban nhu ho boi, phong Gym va dich vy
18 tan 24/7. Tir ndm 2018 tré di, cung v6i sy phat trién manh mé cta nganh du lich
Pa Nang, khach san da dau tu mo rong va nang cép cac hang muc dich vu. Mot sO
diém nhan dang chil y bao gom:
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M¢ rong loai hinh phong: bo sung cic hang phong cao cip nhu Executive
Suite, Studio Suite va phong thong nhau (Connecting Room), nhdm phuc vu da dang
d6i twong khach hang, tir nhom ban b, gia dinh dén khach cong tac dai ngay.

Pau tu tién ich mai: Khai truong rooftop véi tim nhin toan canh bién My Khé,
mé rong khu vuc Spa, phuc vu nhu cau thu gidn ngdy cang cao cua khach hang.

Cai tao co s vat chat: nam 2022, khach san tién hanh tan trang toan bo hé
théng phong va tién nghi cong cdng, vdi muc ti€u nang cao chét luong dich vu hau
dai dich COVID-19, dép tng t6t hon tiéu chudn 4 sao qudc té.

Pén nay, BlueSun Danang Beach Hotel khong chi duy tri duoc cong suét
phong 6n dinh trong mua cao diém ma con dwgce danh gia cao trén cac nén tang du
lich tryc tuyén nhu Booking.com, Agoda, Tripadvisor,... v6i diém trung binh tir 8,5
trér 18n, dac biét noi bat & cac tiéu chi nhu vé sinh, vi tri va thai do phuc vu ctia nhan
vién, than thién va tan tinh, gép phan nang cao hinh anh du lich D4 Ning trong mat
du khach.

C6 thé néi BlueSun Danang Beach Hotel da ting budc khang dinh duoc vi thé
trong h¢ théng khach san 4 sao tai Ba Nﬁng. Su phat trién 6n dinh ctia khach san phan
anh xu hudng dau tu chuyén nghiép trong linh vuc luu tra du lich, déng thoi gbp phan
nang cao chét lugng dich vu du lich.
c¢. TAm nhin va sit ménh

Tam nhin cia BlueSun Danang Beach Hotel: Tro thanh diém dén khach san
bién hang dau tai Pa Ning trong phan khiic 4-5 sao, dugc khach quéc té va trong
nudc cong nhan vé chat lugng dich vy, su XUAt sic trong trai nghiém nghi dudng va
1a thwong hiéu tién phong trong phat trién du lich bén viing tai khu vuc ven bién.

V6i st ménh cta BlueSun Danang Beach Hotel: Mang dén cho du khach trai
nghiém nghi dudng 4 sao vuot troi tai Da Nang.

2.1.2 Co ciu t6 chirc ciia BlueSun Danang Beach Hotel

Pé c6 thé van hanh mot khéi luong cong viée 16n va dam bao chat luong dich
vu chuén 4 sao, BlueSun Danang Beach Hotel d3 xay dung mot b mdy to chirc khoa
hoc, c6 su phan cap 16 rang, co ciu nay khong chi giup khach san hoat dong tron tru
ma con 1a nén tang quan trong dé cac bo phan phéi hop chat ché, dac biét 1a trong

cong tac tiép nhan va xtr Iy cac phan hoi tir khach hang.
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Nguon: BlueSun Danang Beach Hotel
Hinh 2.2. So dd co ciu té chirc ciia BlueSun Danang Beach Hotel

Chirc nang va nhiém vu cia tirng bo phan

Giam dbc diéu hanh (General Manager): C6 chirc nang t chirc quan Iy va diéu
hanh moi vén dé c6 lién quan trong pham vi quyén han, thiic day sy thanh coéng cia
cong ty, quan ly tai chinh, nhan sy va moi hoat dong kinh doanh trong khach san.

Nhiém vu: Dé ra céc chuong trinh kinh doanh tai khéach san, theo doi gidm sat
viéc thyc hién nhiém vu cua cic bd phan theo chirc ning, truc tiép diéu hanh mot s6
linh vuc khac, nhit 1a linh vuc tuyén chon nhan vién. Péc biét, quan h¢ voi chinh
quyén sO tai va nha cung ung. Chiu trach nhi€ém hoat dong kinh doanh cua khach san
vé mit phap luat.

Bo phan Nhén sy (Human Resources): C6 chirc ning quan 1y hd so va tuyén
dung nhan sy

Nhiém vu: xay dung cac mo hinh, t6 chtre bd tri nhan luc theo yéu cau phuc
vu cua khach sao cho phu hgp véi quy mé va dac diém cua khach san, trién khai viéc
thuc hién céc chinh sach vé lvong, bao hiém, cac chinh sach khen thudng cho nguoi
lao dong theo phép luat Viét Nam va theo chinh sach ctia doanh nghi¢p. Ngoai ra con
giam sat viéc dao tao va phat trién nhan luc trong doanh nghiép, tuyén dung nhan su.

Bo phan Ké toan (Accounting): C6 Chtrc niang theo ddi tinh hinh kinh doanh

cua khach san, quan 1y chat ché€ viéc st dung von c6 muc dich mot cach hiéu qua.
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Nhiém vu: thu thap, phan loai, xtr ly va téng hop s6 liéu, thong tin vé céc hoat
dong tai chinh mdi ngay nham xac dinh, cung cap thong tin can thiét cho cac d6i
tugng can st dung thong tin. Phan anh céc chi phi phat sinh trong ky va két qua thu
duogc tir hoat dong kinh doanh cta cac by phan nham phan anh cu thé va dr:iy du cac
loai vén, ting loai tai san, gitp cho viéc kiém tra, gidm sat tinh hiéu qua trong viéc
sir dung von va tinh cha dong trong kinh doanh.

B0 phan L& tan (Front Office) C6 chirc nang 1€ tin 1a bo mit ciia khach san,
tao nén chiéc cau ndi gitra khach hang va cac b phan khac trong khach san, nhim
dap Gmg va théa min moi nhu cau ctia khach hang khi luu trd tai khach san.

Nhiém vuy: Chiu trach nhiém chao don khach, lam thu tuc dang ki phong cho
khach dén luu tr, xtr 1y cac yéu cau, van dé cua khach sao cho khéo 1é0 va chuyén
nghiép. Phéi hop cc bd phan khac dé cung cip va cip nhat thong tin vé chuong trinh
khuyén mai, quang cdo ciia khach san dén khach hang. Thong tin phdi hop véi cac
bod phan khac trong khach san trong viéc td chirc cac dich vu nhu: dich vu an ué)ng,
dich vu luu trG va cac dich vu bd sung khac. Va day 1a noi thu nhan nhiing thong tin
can thiét cho cong viéc kinh doanh ctia khach san va phan anh kip thoi.

B phan An ninh (Security): Vi chirec nang dam bao an toan cho khach hang,
tai san cua khach san va khach hang, chiu trach nhiém vé an ninh trong khach san.

Nhiém vuy: tudn tra, canh gac theo ca, ludn & tu thé sin sang khi gip su cb,
trong gilt xe cho khach va cho nhan vién cac by phan khac trong khach san, ho tro
trong viéc hudng dan khach vao va ra khoi khach san, hd tro cac bo phan khac hoan
thanh nhiém vu.

Bo phan Sales & Marketing: Chirc nang thong ké, phén tich, danh gia hiéu qua
kinh doanh ctia khach san; khao sat khach hang dé gop ¥ v6i cip trén trong viéc doi
moi, nang cép dich vu hiéu qua.

Nhiém vu: Lén ké hoach tim kiém khach hang, tiép thi san phim, nghién ctru
thi truong, giao dich va ki hop dong véi cac hang du lich, cac dai 1y, cong ty trong
nude va qudc té, to chic cac chuong trinh quang cdo cho khach san trén cac phuong
tién truyén thong. Két hop véi cac hang hang khong dé tao ludng khach dén, ngoai ra
14 noi tiép nhan yéu cau dit phong trudc cua khach hang, sau d6 chuyén danh sach

cho 18 tan.

23



Bo phan K¥ thuat (Engineering): Chirc ning quan 1y, giam sat cac hé théng k¥
thuét va thiét bi trong khach san dam bao van hanh tdt, khong gap su cb, truc tric
trong qua trinh hoat dong.

Nhiém vu: Tién hanh béo tri thuong xuyén cac thiét bi trong khach san, sira
chira cac cong cu, thiét bj khi ¢ yéu cau cia bd phan khac, thuc hién cong viéc trang
tri san khau, chuan bi 4m thanh cho hdi truong khi khach san c6 hdi nghi, hoi thao
hoic khi ¢ yéu cau

Bo phan Bép: Chirc ning 13 bd phan truc tiép ché bién mon an. Lén y tudng,
sang tao cac mén an da dang phu hop voi cac nhu cau ctia khach. Chiu trach nhiém
trong vé sinh an toan thyc phim

Nhiém vu: Luu trit, bdo quan thuc phém tuoi séng va thuc hién ché bién va
cung cép thie 3n va do uéng cho khach luu tra tao thém loi nhuan cho khach san.
Niam vitng ké hoach, thuc don yéu ciu ché bién cua khach vé thirc an dé tinh tiéu
chuan, tinh gia thanh, 14p du tri chuan bi nguyén liéu dé kip khi phuc vu khach. Pam
bao ché bién ding ké hoach, thuc hién, thoi gian va chéit lugng cadc moén an cia cac
d6i trong khach. Ngoai ra, con phuc vu dn udng cho nhan vién khach san va hoach
toan chi phi mua nguyén liéu cho viéc ché bién.

B6 phan Nha hang (Food & Beverage): Chuc nang thuc hién Set - up ban an
hay ban tiéc, phuc vu dd an thirc udng ding véi yéu cau ctia khach hang mot cach
nhanh chong va kip thoi. Phuc vu thiic an, do uéng cho khach hang, hoach toan chi
phi ctia khach hang. Ngoai ra, cung cép céc dich vu bd sung nhu: to chue sy kién, hoi
thao, t6 chirc tiéc theo yéu cau ctia khach hang. Lap ké hoach, 1én danh sach mua saim
thém dung cu méi thay thé nhitg dung cu bi hu hong.

Nhiém vu: phdi hop chit ché bd phan bép dé cung cép kip thoi nhu cau cua
khéach. Thuc hién da chic nang, nhi€ém vu theo quy trinh, quy dinh cua khach san.

Bo phén IT: Chtc ning dam bao hé théng thong tin trong khach san duoc
thong sudt gitta cac bo phan.

Nhiém vu: Xt 1y cac sy ¢d cac chuong trinh phan mém mady tinh cta khach
san. Pong thoi hd tro nhitng bd phan khac sir dung céc trang thiét bj cong nghé.

Bo phan Spa: Chire ning cung cip cac dich vu Spa, x6ng hoi gitip khach thu

gian, thoai mai.
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Nhiém vu: Truc tiép thuc hién cac ca tri liéu cho khach nhu theo tiéu chuan.
Cung cp chat luong dich vy t6t nhat cho khach hang. Tu van khach hang vé cac dich
vu/ tri li€u dya trén tinh trang va yéu cau cua khach.

B6 phan Housekeeping: C6 chirc ning 1a bo phan cung cap san pham dich vu
chinh tai khach san, mang lai ngudn doanh thu cao nhét trong tong doanh thu cia
khéch san, chiu trach nhiém vé hoat dong nghi ngoi luu tra cua khach hang tai khach
san, phéi hop chit ch&, nhit quan voi bo phan 18 tan trong hoat dong ban va cung cap
dich vy budng.

Nhiém vu: Chuan bi phong, dam bao ludn & ché do sin sang dén khach, vé
sinh budng phong hang ngay, cac khu vuc tién sanh va khu vuc cong cong, kiém tra
tinh trang phong, cac thiét bi, vat dung, san phém khac trong phong khi lam v¢ sinh,
nhén va giao cac dich vu phuc vu khach, bao cho bo phan 1€ tan biét khi co bat ky van
dé ndo xay ra.

2.1.3 Linh vuc hoat dong cua BlueSun Danang Beach Hotel

Véi myc tiéu tro thanh mot diém dén toan dién cho du khéach tai thi trudng du
lich Ba Ning, khach san khong chi tap trung vao dich vu luu tr ma con mé rong sang
cac loai hinh dich vu khac, gitp t6i wu hoa su hai long va dap tng tron ven moi nhu
cAu phat sinh ctia khach hang trong sudt ky nghi cung voi d6 khach dan tap trung vao
cac linh vuc nhu:

Dich vu luu tra: Dich vu luu tra 1a dich vu chinh cua BlueSun Danang Beach
Hotel cung cip 110 phong nghi dat chuin qudc té voi nhiéu hang phong khac nhau,
dap Gmg da dang nhu cau ctia khach hang tir du lich nghi dudng dén cong téc.

Dich vu 4m thuc va giai tri: Khach san chu trong xay dung hé théng nha hang
va Bar chuyén phuc vu thuc don da dang tir phong cach Au— A dén tinh hoa 4m thyc
Viét. Pic biét, diém nhan doc dao cta linh vuc nay la khong gian rooftop trén téng
cao, noi khach hang c6 thé tan huéng dich vu giai tri voi tam nhin bao quat toan canh
bd bién va thanh phé Pa Nang.

Dich vu hoi nghi, sy kién: BlueSun dau tu hé théng phong hoi nghi, hoi thao
véi trang thiét bi hién dai. Linh vuc nay tap trung phuc vu cac su kién doanh nghiép,
hoi nghi chuyén dé, tiéc cudi va cac budi gip g khach hang chién lugc, gop phan

tang ngudn thu tir mang khach doan.
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Dich vu bo sung va dich vy khac. Bén canh d6 khach san cung cap cac dich vu
nhu ho boi, Spa, phong Gym va c6 cac dich vy It hanh nhu dat tour, cho thué xe va
dua don san bay ciing dugc trién khai nham ho tro ti da lich trinh ctia du khach trong
sudt thoi gian luu tri.

2.2. Khai quat vé tinh hinh hoat dong ciia BlueSun Danang Beach Hotel
2.2.1 Cac nguon luc ciia BlueSun Danang Beach Hotel
a. Tinh hinh nhan lgc

- Ngudn nhan lyc 1a mét trong nhiing yéu té quan trong quyét dinh chét lugng
dich vu va hiéu qua hoat dong kinh doanh ctua khach san. Tai BlueSun Danang Beach
Hotel, do1 ngli nhan sy duoc td chirc va b tri theo tung bd phan chirc nang nham dam
bao su van hanh déng bd va dap ing yéu cau phuc vu khéach hang, co cAu nhén sy ciia
khach san dugc xay dung theo hudng chuyén mon hoa, phu hop véi dac thu hoat dong
cua nganh dich vu luu tr.

Bang 2.1 Tinh hinh nhén sy cia BlueSun Danang Beach Hotel

Phong/B§ phén Giéi tinh Do tudi Trinh d§ chuyén mén
Pai hoc
18-25 26 - 35 36-45 | Trén 46 Trung
Nam | Niur . . . . THPT , . va Sau
tuoi tuoi tuoi tuoi cap/cao dang

dai hoc
Ban Giam déc 1 1 1
Hanh chinh - Nhan su 2 1 1 2
Ké toan - Tai chinh 4 1 3 4
Ky thuat 5 4 1 2 3
L& tan 4 6 8 2 2 8
Bao vé - An ninh 5 4 1 1 1 3
Budng phong 3 4 2 3 2 1 2 4
Am thuc 5 6 10 1 4 7
Sale 1 3 4 4
Sapa 4 3 1 2 2
Nha hang 3 4 1 6 2 5
Tong 26 34 15 37 7 1 2 15 43

Nguon: BlueSun Danang Beach Hotel

Nhan xét: Poi ngli nhan sy ciia BlueSun Danang Beach Hotel dugc phan bd
khé hop ly gitra cac bd phan, ddm bao phuc vu hoat dong kinh doanh khéch san.

V& gi6i tinh: Cac bd phan k¥ thudt, bao vé — an ninh chu yéu 1a nam gidi, trong
khi cac bo phan 1& tan, budng phong, spa, sale lai co ty 1é nit cao hon, phu hop véi
tinh chét cong viéc can sy khéo 1éo va giao tiép nhiéu voi khach hang.

Xét vé d6 tudi: Luc lugng lao dong tap trung chu yéu trong khoang 26 — 35
tudi, chiém ty 1€ cao tai cac by phan am thyuc, nha hang, k¥ thuat va buéng phong.
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Day 14 nhom tudi tré, ning dong, dé tiép thu kién thirc va pht hop véi méi truong lam
viéc cuong do cao cua nganh khach san. Tuy nhién, sb lugng nhan vién trén 46 tudi
rat it, chi chiém ty 1€ nho, diéu nay khién khach san thiéu hut mot luc luong lao dong
giau kinh nghiém dé c6 van va dan dat.

Trinh do chuyén mon cua déi ngli nhan vién BlueSun Danang Beach Hotel
nhin chung khé cao va phan bd hop 1y. Céc vi tri chii chot nhu ban Giam dbc, Ké toan,
L& tan va Sale phﬁn 16n tt nghiép dai hoc. Cac bo phan dich vu truc tiép nhu Buéng
phong, Am thyc, Nha hang va K§ thuat chil yéu ¢ trinh d6 trung cép/cao dang, phu
hop vdi cong viéc mang tinh thuc hanh. Mot s6 it nhan vién chi c6 trinh dd THPT can
dugc boi dudng thém k¥ ning va ngoai ngit. Nhin chung, doi ngii nhan sy cta khach
san c¢6 nén tang chuyén mon kha vimg, dap Gmg yéu cau hoat dong, song van can chi
trong ddo tao nang cao dé bat kip xu hudéng nganh khach san hién nay.

2.2.2 Tinh hinh co sé vt chat ciia khach san

Co so vat chat ki thuat 1a mot trong nhitng yéu td quan trong quyét dinh chat
lugng phuc vu va kha ndng canh tranh ctiia doanh nghiép khach san. DPdi voi BlueSun
Danang Beach Hotel, h¢ théng co s& vat chit duoc dau tu tuong ddi déng b, hién
dai va dap ang tdt cac yéu cAu ctia mot khach san dat tiéu chuin 4 sao.

Khach san duoc xiy dung véi quy md gom 18 ting ndi va 1 tang ham, cung
cap tong cong 110 phong luu tri. Toan bd cong trinh duoc thiét ké theo phong cach
hién dai, sang trong, tdn dung tdi da 4nh sang ty nhién va loi thé vi tri d6i dién bién
My Khé dé tao khong gian nghi dudng thoang ding, tién nghi cho du khach. Tang
ham duoc st dung 1am khu vuc xe may, c6 hé thong kiém soat an ninh, bao dam an
toan cho phuong tién ctuia khach va nhan vién.

Hé thong trang thiét bj ky thuat ctua khach san bao gdm 02 thang may tdc do
cao danh cho khach va 01 thang may phuc vu nhan vién, giup bdo ddm qua trinh van
chuyén va di chuyén trong khach san dién ra thuan tién. Hé thong diéu hoa trung tam,
hé théng chiéu sang, camera an ninh va méy phat dién du phong duoc dau tu day du,
g6p phan duy tri hoat dong 6n dinh va lién tuc ctia khach san. Bén canh do, hé théng
phong chay chira chay dugc lap dit theo dung quy dinh v6i dau bao khéi, hé thong
phun nudc ty dong, binh chira chay va 16 thoat hiém duoc bd tri o rang, bado dam an

toan cho khach luu tra va nhan vién.
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Khu vuc sanh va quﬁy 18 tan nam tai tﬁng trét voi dién tich rong rai, dugc bd
tri quay tiép don, khu vuc chd, ghé sofa va ban tra, tao khong gian sang trong va thuin
tién cho cong tac don tiép khach..

Ngoai khu vuc luu tra, khach san con dugc trang bi nhiéu tién ich phuc vu nhu
cau an udng, hoi hop va giai tri. Nha hang tai ting 16 c6 strc chtra tir 150 dén 200
khéch, phuc vu buffet sang va cac mon an A — Au theo hinh thuc goi mon. Khu bép
duoc bd tri riéng bi¢t voi déy du trang thiét bi va khu so ché, dap tng ti€u chuin an
toan v¢ sinh thuc phém. Phong hoi nghi — hdi thdo dugc trang bi hé théng am thanh,
anh sang, mdy chiéu, man hinh LED va két ndi Wifi tbc d6 cao. Ho boi vo cuc tai
tang 17, phong Gym, khu Spa & Massage cung céac tién ich khac da gop phan nang
cao trai nghiém nghi dudng cho du khach.

2.2.3 Tinh hinh kinh doanh ctia BlueSun Danang Beach Hotel
2.2.3.1 San pham dich vu
a. Dich vu luu tra

Khach san c6 tong cong 110 phong véi da dang cac hang phong phu hop véi
ting nhu cau cta khach hang. Bao gdm Deluxe Twin/ Double, Premier Twin/ Double,
Deluxe Double/ Twin Partial Sea View, Deluxe Premier Triple, Studio Double/Twin
Ocean View, Suite Triple Ocean View, Suite Double Ocean View, Suite Family
Ocean View, Excutive Connecting Ocean View, Family Connecting Ocean View,
Premier Connecting.\

- Mdi phong may lanh tai khach san dem t6i bau khong khi trang nhi véi noi
that mau be va do dac kiéu hién dai. T4t ca phong duogc trang bi tivi dé giai tri va am
dun nuéc dé tao sy thuan tién cho khach. Phong tadm riéng dugc trang bi voi sen hoac
bon tam trong khi 40 choang tim, dép cing d6 dung vé sinh c4 nhan dugc cung cp
san. Cac phong déu c6 thang may
b. Dich vu 4m thuc

BlueSun Danang Beach Hotel gom 1 Nha hang : Jupiter Restaurant ¢ tang 16,
phuc vu Buffet sang cing véi cac bita an trua voi Menu da dang bao gdm am thuc
A — Au. C6 stre chira 150 khéach trong khong gian 4m cling véi tim nhin huéng ra bai
bién, doi ngii dau bép chuyén nghiép, c6 kinh nghiém ché bién ca am thuc Viét va

qudc té, khong gian nha hang hién dai, nhiéu lira chon phut hop véi nhu cdu khac nhau

28



ctia khach. Gio mo ctra: 6:30 - 22:00 (An sang: 6:30 - 10:00, An trua & an t6i: 11:00
- 22:00).

‘/ : N\
‘\“ | jNL
Ll | o 9-—"’”

Nguén: BlueSun Danang Beach Hotel
Hinh 2.3: Nha hang tai khach san
c. Dich vu khac

Bén canh cac dich vu luu tra thi BlueSun Danang Beach Hotel con cung cap
cac dich vu khac nhu:

Bar And Pool: Dich vy hd boi, ca phé va Bar trén tang 17, khach c6 thé
thuong thire cac loai Cocktail hodc dd udng tai quan Bar trong khuon vién hay don
thuan 1a thu gidn trén san hién, ngdm nhin quang canh bién, khong gian md, thoang
ddng, c6 view bién — vao ban ngay ngam bién, t6i ngam thanh phd & anh dén.. Wifi
dugc cung cAp mién phi toan khuén vién. Gio mé cia 6:00 — 22:00

Phong Gym: Tai ting 17 ciing c6 trung tim gym cho quy khach rén luyén thé
Iirc. Cho du khach hang mudn duy tri théi quen tap thé duc, giam bdt cing thang hay
chi vui choi, phong tap thé duc c6 moi thir khach hang can. khach hang cé thé tan
huong cac tién nghi duge trang bi ddy du cua khach san, bao gdbm may chay bo, xe
dap, ta, v.v....Gi0 mo ctra: 06:00 —22:00

Kid’s club: Nam trén ting 17 véi khong gian rong thoang va nhiéu tro choi
héap din cho tré kham pha, vui choi.

Phong hoi nghi Satune: Nam tai tAng 2 v&i sirc chtra 1én dén 100 khach trong
hoi truong rong rai va thanh lich, dugc trang bi cac thiét b va tién nghi hién dai. Cho
du khach hang can mot dich vu hoi nghi, hoi thio, mot bira tiéc hay bat ky sy kién
nao khac, phong hoi nghi BlueSun Danang Beach Hotel ¢6 thé phuc vu cho nhu cau
va s thich cu thé cua ban. Hoi truong dugc thiét ké linh hoat va thich ung, cho phép
ban thiét 1ap khong gian theo yéu cdu va mong doi ctia ban.

Rooftop: Khu vuc rooftop duogc b tri tai tang 18, két hop dich vu ca phé va
bar, dong thoi khai thac khong gian tAm nhin toan canh hudng bién My Khé va khu
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vuc do thi xung quanh. Pay 1a khu vuc dich vu bo tro phuc vu nhu cau thu gian cua
khéch Iuu tra vao budi toi.

Dich vu spa cung cép cac liéu trinh chim séc sirc khoe va thu gidn, véi muc
tiéu hd trg phuc hoi thé chit va tinh than cho khach luu tra. Khong gian spa dugc thiét

ké nham dam bdo sy riéng tu va yén tinh, phu hop véi nhu cau nghi ngoi va tai tao

nang luong ciia khach hang. Thoi gian hoat dong tir 08:00 dén 22:00.

\@/

"

Sy *

Nn: BlueSun Danang Beach Hotel
Hinh 2.4 Cac dich vu bo sung tai khach san
2.2.4 Thi truong khach hang va déi thii canh tranh
2.2.4.1 Thi trwong khach hang
Bang 2.2 Tinh hinh thu hiat khach cia BlueSun Danang Beach Hotel
2022 -2023 -2024
Pon vi: luot khach

Luwot khach Nim 2022 Nim 2023 Nim 2024
Khéch noi dia 12.764 19.858 26.347
Khach qudc té 4.702 5.910 7.183
Tong 17.466 25.768 33.530

Nguon: BlueSun Danang Beach Hotel

Nhan xét:

Bang s liéu cho thay tong lugt khach ctua BlueSun Danang Beach Hotel
tang trudng lién tuc trong giai doan 2022-2024. Nam 2022, khach san don 17.466
luot khach. Dén nam 2023, tong lugt khach ting 1én 25.768 lugt. Nam 2024, tong
luot khach tiép tuc dat 33.530 luot.

Khach ndi dia lu6n chiém ty trong 16n trong co cau khach ciia khach san.
Nam 2022, khach noi dia dat 12.764 lugt. Con sb nay tang lén 19.858 lugt vao ndm
2023 va dat 26.347 luot vao nim 2024. Diéu nay cho thiy thi truong khach noi dia
van la ngudn khach chu lyc, dong vai trd quan trong trong hoat dong kinh doanh

cua khach san.
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Bén canh d6, luong khach quéc té ciing c¢6 xu hudng ting qua cac nim. Nam
2022, khach san phuc vu 4.702 luot khach quéc té, naim 2023 ting 1én 5.910 luot va
nam 2024 dat 7.183 luot. Mic du chiém ty trong thép hon khach noi dia, nhung tde
d6 tang truong 6n dinh ctia nhém khach nay cho thay kha ning thu hat khach qudc
té cua khach san ngay cang duoc cai thién.

Ca khach ndi dia va khach qudc té déu ting qua cac nim, gop phan lam cho
téng lugt khach cta BlueSun Danang Beach Hotel ting truong 6n dinh trong giai
doan 2022-2024. Két qua nay phan anh sy phat trién tich cuc cua khach san, déng
thot cho théy hiéu qua cua cac hoat dong marketing, nang cao chat luong dich vu va

mo rong thi truong khach.

Béng 2.3: Tinh hinh thu hit khach cia tirng nwéc tai BlueSun Danang
Beach Hotel 2022 — 2023 — 2024
DPon vi: Luot khach

Khich quoc té Nim 2022 Nim 2023 Niim 2024
Trung Qudc 90 705 650
Han Qudc 202 1.411 2.482
Nhat Ban 67 470 591
Théi Lan 78 376 414
An Do 45 205 296
Khac 638 1.535 1.477
Tong 1.120 4.702 5.910
Nguon: BlueSun Danang Beach Hotel
Nhan xét:

Bang s6 lidu cho thay lwong khach qudc té dén luu tra tai BlueSun Danang
Beach Hotel tang truong manh trong giai doan 2022-2024. Tong lugt khach qudc té
tang ttr 1.120 luot nam 2022 1én 4.702 luot nam 2023, tang 3.582 luot. Pén nam 2024,
luong khach quéc té tiép tuc tang 1én 5.910 luot, tang 1.208 lugt so voi nam 2023.
Trong co cau khach qudc té, thi trudng Han Qudc 13 thi truong khach trong
diém cua khach san. S6 luot khach Han Qudc ting tir 202 lugt nam 2022 1én 1.411
lwot nam 2023 va dat 2.482 luot nim 2024. Diéu nay cho thay stc hit ngay cang 16n
ctia khach san d6i véi thi truong Han Quéc.
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Thi trudng Trung Qudc c6 sy ting truong manh tir 90 luot khach nam 2022
1én 705 lwot ndm 2023. Tuy nhién, dén ndm 2024 luong khach Trung Qudc giam nhe
xudng con 650 luot. Mic du vy, diy van 1a mot trong nhitng thi truong khach qubc
té quan trong ctia khach san.

Khach Nhat Ban, Thai Lan va An D¢ déu c6 xu hudng ting trudng 6n dinh
qua cac nam. Cu thé, khach Nhat Ban tang tor 67 luot nam 2022 1én 591 lugt nam
2024, khach Thai Lan tang tr 78 lugt 1€n 414 luot, khach An Do tang tur 45 luot 1én
296 luot.

Nhom khach dén tir cac qudc gia khac ludn chiém ty trong khé 16n trong co
cAu khach quéc té. Nam 2022 dat 638 luot, tang Ién 1.535 lugt ndm 2023 va gidm nhe
xuéng 1.477 lugt nam 2024. Mac du ¢ su sut giam nhe trong nam 2024, nhém khach
nay van dong gop dang ké vao tong luong khach qudc té ctia khach san.

Co ciu khach qubc té ciia khach san ngdy cang da dang va c6 xu hudng tang
trudng tich cyuc. Trong do, thi truong Han Qudc giit vai tro chil dao, gop phan quan
trong vao su gia tang lugng khach qudc té va sy phat trién hoat dong kinh doanh cia
BlueSun Danang Beach Hotel trong giai doan 2022-2024.
2.2.4.2 Déi thi canh tranh cia khach san

BlueSun Danang Beach Hotel toa lac tai duong Vo Nguyén Gidp — khu vuc
tap trung nhiéu khach san ven bién, dic biét 1a phan khuc 4 sao. Do vay, khach san
phai d6i mat voi sy canh tranh gay gat tir cac co s& luu tri ¢6 cung vi tri va phan khuc
dich vu.

Dé c6 cai nhin téng quan va khach quan vé moi truong canh tranh hién tai cua
BlueSun Danang Beach Hotel, tac gia da tién hanh khao sat, thu thap thong tin co ban
ctia 05 d6i thu canh tranh tryc tiép 16n nhat ndm can ké trong cting phéan khuc 4 sao
tai khu vuc bién My Khé

Bang 2.4. Mt s6 ddi thii canh tranh ciia BlueSun Danang Beach Hotel

D thi Quy md Kh oﬁng‘ gid Danh gia cia kl?i,wh hang trén
STT Vi tri syt ( tri¢u déng/ (thang diém 10)
canh tranh (s0 phong) A
dém) Agoda Booking | Taveloka
PARACEL 204 V& Nguyén
1 DANANG Giap, An Hai, ba 165 1-1,6 8.8 8.7 8.9
HOTEL Ning
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278 VO Nguyén

HAIAN SR .
2 | Beach Hotel | &i4P> MY An, Net 212 1.1-2.6 93 9.1 9.2
& Spa Hanh Son, bDa
P Ning
Mandila 218 Vo Nguyén

3 | Beach Hotel | S14p: Phude My, 130 0.8-3,0 8.8 8.9 9
Son Tra, Pa Nang

Diamond 232 Vo Nguyén
4 Sea Hotel Giap, Phudc My, 125 1-23 9.1 9 8.9
Son Tra, Pa Ning

Minh Toan | 224 V& Nguyén
5 Safi  Ocean | Gidap, Phuéc My, 132 0.8-1.9 8.8 8.9 9
Hotel Son Tra, Pa Ning

Nguon: BlueSun Danang Beach Hotel

Nhan xét:

Duya vao bang trén, c6 thé thdy BlueSun Danang Beach Hotel dang hoat dong
trong moi truong canh tranh kha cao, ddc biét 1a trong phan khuc khach san 4 sao ven
bién tai Da Ning.

Vé vi tri, cac khach san nhu Paracel Danang Hotel, HAIAN Beach Hotel &
Spa, Mandila Beach Hotel, Diamond Sea Hotel va Minh Toan Safi Ocean Hotel déu
nam trén tuyén dudng V5 Nguyén Giap — khu vuc ven bién My Khé. Day 1a khu vuc
tap trung nhiéu khach san va c6 1gi thé 16n vé du lich, nén cac khach san g'?m nhu canh
tranh truc tiép voi nhau vé vi tri.

V& quy mé, cac khach san ddi thi c6 sd luong phong dao dong tir khoang 125
dén hon 200 phong, trong khi BlueSun c6 khoang 110 phong. Quy mé cia cac dbi
thu 16n hon, nén ho ¢6 loi thé hon trong viéc phuc vu khach doan va khai thac cong
suit phong vao mua cao diém.

Xét vé gia phong, mirc gia ciia cac khach san nam trong khoang tir 0,8 dén 3,0
triéu dong/dém, kha gidng voi mire gia cua BlueSun. Diéu nay cho thiy cac khach
san dang canh tranh trong cliing phan khuc, nén yéu té gia khong phai 1a 1oi thé ndi

bat ma chu yéu canh tranh vé chét luong dich vu.
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Ngoai ra, diém danh gia cua cac khach san trén cac nén tang nhu Agoda,
Booking va Traveloka déu kha cao (trén 8.7 diém). Mot s6 khach san ¢ diém s6 noi
bat hon, cho thdy ho dugc khach hang danh gia tot vé chat lugng phuc vu. Pay ciing
13 ap lyc ddi voi BlueSun trong viée duy tri va nang cao chat lugng dich vu ctia minh.

Céc ddi thu canh tranh ctia BlueSun déu c6 vi tri thun loi, quy mo 16n hon,
gia ca tuong duong va chat lugng dich vy tét. Vi vay, dé nang cao kha ning canh
tranh, BlueSun can cha trong hon dén viéc cai thién chét luong dich vy, dac biét 1a
k¥ ning tiép nhan va xir Iy phan nan cta nhéan vién 18 tin nhim nang cao su hai long
cua khach hang.

2.2.5 Két qua kinh doanh ciia BlueSun Danang Beach Hotel
Bang 2.5 Tinh hinh kinh doanh cia BlueSun Danang Beach Hotel 2022 —

2023 - 2024
Pon vi: Trié¢u dong
Chi tiéu Niam 2022 Nim 2023 Nam 2024
Doanh thu 29.914,29 69.864,00 117.769,57
Chi phi 20.940,00 48.904,80 82.457,60
Lgi nhuén 8.974,29 20.959,20 35.338,97

Nguon: BlueSun Danang Beach Hotel

Nhén xét:

Qua bang s liéu, co thé thdy két qua kinh doanh cua BlueSun Danang Beach
Hotel trong ba nam 20222024 c6 su tang trudng ro rét va tich cuec.

Cu thé, doanh thu cta khach san tdng manh qua cac ndm. Nam 2022, doanh
thu dat 29.914,29 triéu dong, dén niam 2023 ting 1én 69.864,00 triéu dong. Nam 2024,
doanh thu tiép tuc tang 1én 117.769,57 triéu dong. Piéu nay cho thiy hoat dong kinh
doanh cua khach san ngdy cang phat trién, luong khach luu tra va st dung dich vu c6
xu hudng gia tang.

Chi phi hoat dong ciing ting tir 20.940,00 triéu ddng nam 2022 1én 48.904,80
triéu dong nam 2023 va dat 82.457,60 triéu dong vao nam 2024.

Miic du chi phi ting, 1gi nhuén cua khach san van duy tri da ting truéng manh.
Niam 2022, loi nhuan dat 8.974,29 triéu dong, nam 2023 dat 20.959,20 triéu dong.
Pén nim 2024, loi nhuan tiép tuc ting 1én 35.338,97 triéu dong, ting 14.379,77 triéu
ddng so véi nim trude.
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Két qua kinh doanh cta BlueSun Danang Beach Hotel trong giai doan 2022
— 2024 cho thay xu huéng tang truong tich cuc ca vé doanh thu va lgi nhuan. Pay 1a
d4u hiéu cho théy khach san dang hoat dong hi€u qua, c6 kha nang canh tranh tbt trén
thi truong va tao nén tang thuan 1gi cho vi¢c tiép tuc mé rong hoat dong kinh doanh
trong nhitng nim tiép theo.

2.2.6 Nhirng thuan lgi va khé khan
a. Nhirng thuan lgi

BlueSun Danang Beach Hotel c6 nhiéu diéu kién thuén loi dé phat trién hoat
dong kinh doanh trong bdi canh du lich Pa Ning ngay cang ting truéng manh. Trudc
hét, khach san toa lac trén tuyén dudng V& Nguyén Giap, d6i dién bai bién Bai bién
My Khé — mot trong nhiing diém du lich ndi tiéng va thu hut déng dao du khach trong
nuoc cling nhu quéc té. Khu vuc nay ludén cé lugng khach on dinh, d3c biét vao mua
cao diém du lich, tao diéu kién thuén loi dé khach san duy tri cong suét phong va tiép
can ngudn khach tiém nang.

Thanh phé Pa Nang thuong xuyén to chirc nhiéu sy kién van héa, thé thao va
du lich quy mé 16n nhu L& hoi Phao hoa Quéc té Da Nang. Céac sy kién nay gop phan
thu hat lugng 16n du khach dén thanh phd, tir d6 tao co hoi dé BlueSun Danang Beach
Hotel gia tang lugng khach luu tra, mé rong thi trudng va nang cao muc dd nhan di¢n
thuong hi¢u.

Xu huéng du lich nghi dudng ngay cang phat trién, dic biét & nhém khéach co
thu nhap 6n dinh va khach qudc té, da lam gia ting nhu ciu ddi v6i cac khach san co
chat lugng dich vu tét va hé thng tién ich day du. Véi tidu chuan 4 sao cung nhiéu
dich vu b6 trg nhu nha hang, hd boi, spa va phong gym, BlueSun Danang Beach Hotel
c¢6 kha nang dap tmg tot nhu cau da dang cua du khach va nang cao sirc canh tranh
trén thi truong.

b. Nhirng khé khan

Bén canh nhiing thuan lgi néu trén, BlueSun Danang Beach Hotel ciling phai
d6i mat v6i khong it thach thirc trong qué trinh hoat dong. Trude hét, trén tuyén dudng
V& Nguyén Giap tap trung nhiéu khach san 4 va 5 sao c¢6 quy mo 16n, thuong hiéu
manh va hé théng dich vu da dang. Diéu nay tao ra 4p luc canh tranh gay git vé gia
ban, chat luong dich vu va hoat dong tiép thi, khién khach san phai lién tuc d6i méi
dé duy tri vi thé trén thi trudng.
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Yéu cau cua khach hang ngdy cang cao khong chi d6i voi co so vat chat ma
con dbi voi thai dd phuc vu, k¥ nang xtr 1y tinh hudng va trai nghiém tong thé trong
sudt thoi gian luu tri. Diéu nay doi hoi khach san phai thuong xuyén dao tao nhan
vién, nang cao chat lugng phuc vu va hoan thi¢n quy trinh van hanh.

Sy phat trién ctia cac nén tang dit phong truc tuyén nhu Agoda, Booking.com
va Traveloka giup khach hang dé dang so sanh gi4 ca, chat lugng dich vu va danh gia
ctia nhitng khach luu tri trude d6. Pidu ndy 1am gia ting muc do canh tranh va budc
khéch san phai duy tri chét lugng dich vy 6n dinh, chinh sach gia hop 1y va cac chuong
trinh wu d3i hap din dé thu hat va gitr chan khach hang.

2.2.7 Nhirng diém manh va diém yéu
2.2.7.1 Nhiing diém manh

BlueSun Danang Beach Hotel s& hitu nhiéu loi thé canh tranh quan trong, tao
nén tang thuan 1gi cho hoat dong kinh doanh va phat trién 1au dai. Trude hét, khach
san cO hé théng co sG VAt chat k¥ thuat tuong ddi hién dai va déng bo. Vo1 quy mod
18 ting va khoang 110—115 phong nghi dugc thiét ké sang trong, nhiéu phong c6 tam
nhin huéng bién, khach san dap g tot nhu cu luu tri ctia khach du lich nghi dudng
va khach cong tac. Bén canh do, hé théng tién ich nhu nha hang, hd boi vo cuc,
rooftop bar, spa, phong gym va phong hoi nghi da gop phan hoan thién san pham dich
vu va nang cao trai nghiém cua khach hang.

Mot diém manh khéac cua khach san 1a doi ngii nhan vién tré, nang dong va co
kha nang thich nghi nhanh véi moéi trudong lam viée hién dai. Phan 16n nhén vién nam
trong do tudi lao dong tré, c6 tinh than hoc hoi va thai do phuc vu than thién, nhiét
tinh. Bac biét, nhan vién tai by phan 18 tan va nha hang thuong nhan dugc nhiéu phan
héi tich cyc tir khach hang, gop phan tao an tuong tot va nang cao kha ning giit chan
khéch.

Khach san con sé hitu vi tri thudn loi trén tuyén dudng VS Nguyén Giap, doi
dién Bii bién M§ Khé — mot trong nhitng béi bién noi tiéng nhat tai Pa Nang. Loi thé
nay khdong chi thuan tién cho viéc thu hut khach ma con dugc khai thac hiéu qua trong
hoat dong quang ba thuong hi¢u, tao nén hinh anh khach san nghi dudng ven bién
sang trong va gan giii.

BlueSun Danang Beach Hotel d xay dung dugc uy tin nhat dinh trong phan
khuc khach san 4 sao ven bién thong qua nhiéu phan hdi tich cuc trén cac nén tang
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dat phong truc tuyén nhu Agoda va Booking.com. Hoat dong kinh doanh tuwong ddi
on dinh cling tao diéu kién dé khach san tiép tuc dau tu vao co s& vat chat, nang cao
chat luong dich vu va mo rdng cac ti€n ich bd sung.

2.2.7.2 Nhirng diém yéu

Bén canh nhiing loi thé néu trén, BlueSun Danang Beach Hotel van tdn tai
mot s6 han ché can duoc khic phuc. Trude hét, quy mo khach san con ¢ murc trung
binh so v&i nhidu khach san cing phan khuc trén tuyén duong Vo Nguyén Giap. Vi
khoang 110—115 phong nghi, khach san gip han ché trong viéc dap tmg nhu cau 16n
vao cac dip cao diém, tir d6 c6 thé bo 18 co hoi khai thac thém doanh thu.

Chat luong nguff)n nhan luc gitra cac bd phan chua thuc sy déng déu. Mic du
d6i ngil nhan vién tré va nhiét tinh, nhung kinh nghiém thyc té va k¥ nang xir 1y tinh
hubng cta mdt s6 nhan vién con han ché. Mot s6 bd phan nhu budng phong, bao tri
va 1€ tan d6i khi chua xir 1y kip thoi cac sy ) phét sinh. Dic biét, bo phan 1€ tan trong
mot sb truong hop con ling ting khi tiép nhan va giai quyét phan nan caa khach, anh
huong truc tiép dén mirc do hai long va hinh anh cta khéch san.

Ngoai ra, mdt sb hang muc co s¢ vat chit nhu tham hanh lang, noi thét phong
tdm va hé thong diéu hoa di c¢6 ddu hiéu xudng cp sau thoi gian sir dung. Néu khong
dugc bao tri va nang cap dinh ky, cac yéu té nay co thé tac dong tiéu cuc dén trai
nghiém cua khach hang va danh gia trén cac kénh OTA.

Khong gian phuc vu hoi nghi — sy kién cia khach san ciing con han ché vé quy
mo. Phong hoi nghi vdi strc chtra khoang 100—150 khach chwa du 16n dé canh tranh
v6i cac khach san chuyén phuc vu phan khiic MICE, do d6 kha nang thu hut khach
doan va khach to chirc su kién con bi gi6i han.

C6 thé thdy diém yéu ctia BlueSun Danang Beach Hotel chii yéu nim & quy
mod con ¢ muc trung binh, chét lugng nhan sy chua déng déu va mot sb hang muc co
sO vat chat can dugc ning cip. Viée khic phuc nhitng han ché nay s& gitp khach san
nang cao chat lwong dich vu, ciing ¢6 hinh anh thuong hiéu va tang cuong kha ning

canh tranh trén thi truong khach san ven bién tai Da Nang.
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2.3 Ning lwe tiép nhén va xir Iy phan nan cia b phén 18 tin tai BlueSun
Danang Beach Hotel
2.3.1 Giéi thiéu b phén 1& tin Bluesun Pa Ning Beach Hotel

B6 phan 18 tan 1a mot trong nhitng bd phin quan trong nhit trong co ciu to
chtrc ctia khach san, giit vai tro 13 cau ndi truc tiép gitta khach hang véi cac bo phan
chtic ning khac. Pay 1a noi dau tién tiép xuc v6i khach khi thyc hién thi tuc nhan
phong va ciing 14 bd phan cudi cung hd trg khach trong qué trinh tra phong. Vi vay,
chét lugng phuc vu cua bd phan 1& tan c6 anh huodng truc tiép dén muc dd hai long
cua khach hang cling nhu hinh anh va uy tin cua khéch san.

Tai BlueSun Danang Beach Hotel, bd phan 1€ tan truc thudc khdi tién sanh
(Front Office Department) va chiu su quan 1y truc tiép cta truéng bd phan 18 tan
(Front Office Manager). Bo phan duoc t6 chtrc theo mé hinh twong ddi gon nhe nhung
van bao dam thuc hién day di cac chirc nang nghiép vu nhu don tiép khach, thyc hién
thil tuc nhan phong va tra phong, tiép nhan dat phong, cung cap thong tin, phdi hop
voi1 cac by phan lién quan va dac biét la tiép nhén, xu 1y céc yéu cau cling nhu phan
nan cua khach hang.

Bo phan 18 tan cua khach san bao gébm 10 ngudi gdm cac vi tri chil yéu nhu
Truéng bd phan 18 tan, giam sat 18 tan (Front Office Supervisor), to trudng 18 tin
( leader) nhan vién 1 tan (Receptionist), 1& tin ca dém nhan vién hanh 1y (Bellman).
MBbi vi tri ddm nhan nhitng nhiém vu khac nhau nhung c6 mbi lién hé chit ché nham
bao dam hoat dong cua bd phan dién ra thong subt va hiéu qua.

2.3.1.1 Co céu to chirc ciia bd phéan 1€ tan Bluesun Pa Ning Beach Hotel

Trudng bd phan I tan

(Front Office Manager)

Giam sat Lé Tan

(Superious)

T6 trudng Lé Tan Nhanviénhanhly o

(Bellman)
(Leader)




Nhan vién Lé Tan Lé Tan ca dém

(Receptionist) (Night Shift

Nguén: T 5ng hop tir noi thuc tap va gidao trinh Nghiép vu 1é tin khdch san.

Hinh 2.5 Co céu t6 chitc ciia by phan 18 tin tai BlueSun Danang Beach
Hotel

B6 phéan L& tan tai BlueSun Danang Beach Hotel duoc to chiic theo co cau
phan cép 6 rang, trong d6 mdi vi tri ddm nhan nhitng chirc ning va nhiém vu cu thé
nhung c6 mbi lién hé chit ché véi nhau nham bao dam hoat dong cua khu vuc tién
sanh dién ra thong sudt va hiéu qua.

Front Office Manager (Truéng bd phan Lé tan) 1a nguoi giit vai trd quan 1y
cao nhét trong by phan 1& tan va chiu trach nhiém diéu hanh toan bo hoat dong cua
khdi tién sanh. Vi tri nay co churc nang hoach dinh, td chirc, giam sat va kiém soat
chit lugng dich vu tai by phan. Déng thoi, Trudong bo phan 18 tan tryc tiép xay dung
cac quy trinh 1am viéc, ban hanh cac quy dinh noi bd va phdi hop véi cac bo phan lién
quan dé bao dam hoat dong phuc vu khach dién ra hiéu qua. Trong qua trinh van hanh,
truong bo phan 18 tan 13 ngudi xir 1y cac phan nan phirc tap vuot qua thim quyén cia
nhan vién cép dudi, d@)ng thoi chiu trach nhiém dao tao, danh gia két qua lam viéc va
nang cao chat lugng phuc vu ctia doi ngii nhan vién.

Front Office Supervisor (Giam sat L& tan) 1a ngudi ho trg truéng bo phan 18
tan trong cong tac quan ly va giam sat hoat dong thuong nhat. Chic nang chinh cua
vi tri nay 1a theo di viéc tudn thi quy trinh nghiép vu, kiém tra chat luong phuc vu
va huéng dan nhan vién trong qué trinh lam viéc. Gidm sat 1€ tAn c6 nhiém vu phan
cong ca lam viéc, kiém tra tic phong va nghiép vu cta nhan vién, hd tro giai quyét
céc van dé phat sinh ciling nhu tiép nhan va xir Iy cac phan nan ciia khach trong pham
vi thAm quyén. Ngoai ra, vi tri nay con thuc hién bdo cdo tinh hinh hoat dong va dé

xuét céac bién phap cai thi¢n chét luong dich vu.
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Front Office Leader (Truong ca) chiu trach nhiém diéu phdi va quan 1y truc
tiép nhan vién trong timg ca lam viéc. Chirc ning cua truong ca 1a to chirc, kiém soat
va bao dam moi hoat dong tai quay 18 tan dién ra dang quy trinh va tiéu chuin da dugc
quy dinh. Nhiém vu chit yéu nhu trién khai cong viéc theo chi dao ctia cap trén, phan
cong nhi¢m vu cho tirng nhan vién, theo doi tién do thuc hién va hd trg nhan vién xir
1y cac tinh hudng phat sinh trong ca.

Receptionist Staff (Nhan vién L& tan) 1a vi tri truc tiép tiép xtic v6i khach hang
va dugc xem 13 “bd mit” cua khach san. Chirc ning ctia nhan vién 1€ tan 1a tiép nhén,
cung cip thong tin va hd trg khach trong sudt qua trinh luu tri. Cac nhiém vu chinh
bao gém don tiép khach, thuc hién thu tuc nhan phong (check-in) va tra phong (check-
out), tiép nhan va xtr Iy dit phong, dang ky luu tra theo quy dinh, cung cap thong tin
vé dich vu khach san va giai quyét cac yéu cau ciing nhu phan nan cta khach hang.

Night Shift Receptionist (Nhan vién Lé tdn ca dém) dam nhiém viéc duy tri
hoat dong lién tuc cta quay 18 tan trong thoi gian ban dém. Chtc ning cua vi tri ndy
12 bao ddm khach hang luon duoc hd tro kip thoi ngoai gior hanh chinh. Nhiém vu cu
thé bao gém thyc hién thu tuc nhan phong cho khach dén muén, hd tro khach tra
phong sém, truc dién thoai, tiép nhan cac yéu cau phat sinh va phdi hop véi cac bd
phan lién quan dé giai quyét cac van dé trong ca dém.

Bellman (Nhén vién Hanh 1¥) c6 chirc ning hd trg khach trong viée van chuyén
hanh 1y va hudng dan khach st dung cac tién ich cta khach san. Khi khach dén,
Bellman don tiép, hd trg van chuyén hanh 1y, huéng dan khach dén quiy 18 tan 1am
thi tuc va dua khach 1én phong, hd trg khach khi ¢6 yéu cau lién quan dén hanh ly
trong sudt thoi gian luu tra.
2.3.1.2 Co ciu nhan sy ciia by phin Lé Tan Bluesun Danang Beach Hotel

Bing 2.6. Co cAu nhan sy ciia by phan L& Tan Bluesun Danang Beach Hotel

Gi6i tinh Pj tubi Trinh dg chuyén
. mon
Vi tri So T Paih
' lugng _ 18-25 |26-35 | fUn8 | DA AeC
Nam Nir 2. Z. cap/cao | va Sau
tuoi tuoi 2 .
dang dai hoc
Truong
bo phan 1 1 1 1
1€ tan
Giam
st 18 : ! : :
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tan

Nhan

vién 18 8 4 4 7 1 1 7
tan

Téng 10 4 6 8 2 3 7

Nguon: BlueSun Danang Beach Hotel

Nhan xét:

B6 phan c6 tong cong 10 nhan sy, trong d6 nit chiém wu thé (6 ngudi) so véi
nam (4 ngudi. Xét vé do tudi, luc lwong lao dong tap trung cht yéu & nhom 18 — 25
tudi (8/10 nguoi), chi o 2 nhan sy trong nhom 26 — 35 tudi, va hoan toan khong co
ngudi trén 35 tudi. Piéu ndy phan anh doi ngil nhan vién con tré, ning dong va dé dao
tao, nhung lai han ché vé kinh nghiém lau nam.

V& trinh d6 chuyén mon, phﬁn 16n nhan su ¢co béng Pai hoc va sau Pai hoc
(7/10 nguoi ), dam bao nang luc chuyén moén, dac bi¢t & cac vi tri trudng bd phan,
giam sat va nhan vién. Nhan su trinh do trung cap/ cao dang chiém 2 nguoi, khong
c6 lao dong dung lai & trinh do THPT.

D01 ngti nhan sy cua khach san c6 trinh d§ chuyén mon cao, co ciu gidi tinh
can bang va ngudn nhan lyc tré trung, pht hop v6i dinh hudng hién dai, tuy nhién
khach san can bd sung hoic dao tao thém nhiing nhén sy gidu kinh nghiém
a. Chirc ning ctia bo phan 18 tin BlueSun Danang Beach Hotel

Bo phan 1¢ tan tai BlueSun Danang Beach Hotel giit vai trd trung tdm trong
viéc to chirc va diéu phéi cac hoat dong phuc vu khéch tai khu vuc tién sanh. Day 1a
bd phan truc tiép tiép xtic voi khach hang trong sudt qua trinh tir khi dit phong, nhan
phong, luu tra cho dén khi tra phong. Vi vay, b phan L& tan khong chi thyc hién cac
nghiép vu hanh chinh ma con gop phan quan trong trong viéc ning cao chét luong
dich vy, tao dung hinh dnh chuyén nghiép va gia tang doanh thu cho khach san.

Trudce hét, bd phan 1€ tan thyc hién chire ning tiép nhan va quan ly dat phong.
Théng qua viée cdp nhét tinh trang phong va xu 1y cic yéu cau dit phong tir nhiéu
ngudn khac nhau, bd phan nay bao dam viéc phan bo phong duoc thuc hién hop 1y,
han ché tinh trang trung lip hodc thiéu phong, ddng thoi tdi vu hoa cong suét st dung
budng phong.

Bén canh do, b phan 18 tan dam nhiém chirc nang don tiép khach va thuc hién

thu tuc nhan phong, trd phong theo dung quy trinh nghi¢p vu. Qua trinh nay dugc
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thuc hién nhanh chéng, chinh xac va chuyén nghiép nham tao thuan loi1 cho khach
hang, dong thoi bao dam quyén loi va trach nhiém giita khach va khach san trong
sudt thoi gian luu tra.

Ngoai ra, bo phan 1€ tin con thyc hién chirc ning giao tiép, tur vin va ban hang.
Thong qua vi¢c gidi thi€u cac dich vu nhu nang hang phong, nha hang, spa, tour du
lich va dich vu dua d6n san bay, nhan vién 1& tan gop phan thiic ¢y doanh thu va nang
cao murc dO hai long cua khach hang.

Mot chirc ning quan trong khac ctia by phan 1€ tan 1a tiép nhan, xt 1y va truyén
dat thong tin. BO phan nay dong vai tro 13 cau ndi gitra khach hang véi cac b phan
khac trong khach san nhu budng phong, nha hang, k¥ thuét va ké toan, dong thoi cung
cap cho khach nhitng thong tin can thiét lién quan dén dich vu, diém tham quan va
cac ti¢én ich tai dia phuong.

bac biét, bd phan 1& tan gitlr vai tro chu yéu trong viéc tiép nhan va xu ly céc
yéu cau, thic mic cling nhu phan nan cua khach hang. Viéc giai quyét kip thoi va
thoa dang cac van dé phat sinh khong chi giup han ché su khong hai 1ong cta khach
ma con gép phan nang cao uy tin va chit lvong dich vu cua khach san.

Cudi cung, b phan 1¢ tan thyc hién chtc ning thanh toan va thu ngan. Bo
phan nay c6 trach nhiém tong hop cac khoan chi phi phat sinh, 1ap hoa don va thyuc
hién thanh todn mot cach chinh xac, minh bach, bao dam quyén 191 cho ca khach hang
va khach san.

B6 phan 18 tan tai BlueSun Danang Beach Hotel dam nhan nhiéu chtrc nang
quan trong, tir dat phong, don tiép khach, cung cap thong tin, ban hang, thanh toan
dén tiép nhan va xtr Iy phan nan. Viéc thuc hién hiéu qua cic chiic ning ndy co ¥
nghia quyét dinh d6i v6i chat lugng phuc vu va mirc d6 hai 1ong cta khach hang.

b. Nhiém vu ciia by phan 1é tin BlueSun Danang Beach Hotel

Bo phan 1& tan tai BlueSun Danang Beach Hotel dam nhan nhiéu nhiém vu
quan trong nham bao dam qué trinh phuc vu khach dugc thyc hién lién tuc, chinh xéc
va hi¢u qua. Trudc hét, bd phan co trach nhiém tiép nhan va xur 1y cac yéu cau dat
phong tur nhiéu nguén khac nhau nhu khach dat truc tiép, qua dién thoai, email hoac
cac nén tang dit phong truc tuyén. Trén co s& d6, nhan vién 18 tin cap nhat thong tin
dat phong trén hé thdng quan 1y khach san va bd tri loai phong phit hop voi nhu cau
clia timg d6i tugng khéch.
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Khi khach dén luu trt, bo phan 1€ tan thyc hién thu tuc nhan phong (check-in),
bao gdm x4c nhan thong tin dat phong, ding ky luu tra theo quy dinh, huéng din
khach hoan tit cac thi tuc can thiét va xac nhan phuong thirc thanh toan. Khi khach
két thuc thoi gian luu tra, bo phan tién hanh thu tuc tra phong (check-out), kiém tra
cac khoan chi phi phat sinh, 1ap hoéa don va thuc hién thanh todn mdt cach chinh xac,
minh bach.

Trong subt thoi gian khach luu tra, nhan vién 1 tan c6 nhiém vu cung cép
thong tin, giai dap thic mac va phdi hop véi cac b phan lién quan nhu budng phong,
nha hang, k¥ thuat va ké toan dé dap tmg kip thoi cac yéu ciu cua khach vé dich vu
an uéng, van chuyén, dat tour va cac dich vu bd sung khac.

Mot nhiém vy dic biét quan trong ctia b phan 18 tan 1a tiép nhan, theo doi va
xtr Iy cac ¥ kién phan hoi, khiéu nai va phan nan cua khach hang. Viéc giai quyét kip
thoi, dung quy trinh va phii hop véi timg tinh huéng gép phan nang cao murc d6 hai
10ng ctia khach, han ché nhitng danh gia tiéu cuc va bao vé uy tin ctia khach san.

Ngoai viéc tiép nhan va xtr 1y cac y kién phan hdi truc tiép tir khach trong thoi
gian luu tra, bd phan 1€ tan con cé trach nhiém theo ddi, tiép nhan va phan hdi céac
danh gia ciia khach hang trén cac nén tang dit phong truc tuyén (OTA) nhu
Booking.com, Agoda, Traveloka va Expedia. Thong qua viéc thuong xuyén kiém tra
cac nhan xét, danh gid va phan hdi cta khach sau khi st dung dich vy, nhan vién 1&
tan c6 thé kip thoi ghi nhan nhiing gop ¥, xir Iy cac phan hoi tidu cuc va dé xuat cac
bién phép cai thién chat luong dich vu.

Bén canh do, bo phan 1€ tn con c6 trach nhiém thuong xuyén cép nhat thong
tin khach hang, tinh trang budng phong va céac dir liéu lién quan trén hé thong quan
1y khach san nham bao dam thong tin chinh xac, hd trg hidu qua cho cong tac quan 1y
va diéu hanh. Pong thdi, b phan thuc hién viée luu trit hd so khach, chimg tir thanh
todn va cdc tai liéu nghiép vu theo diing quy dinh cta khach san va co quan quan 1y
nha nudc.

B6 phan 1€ tan khong chi thuc hién cic nghiép vu hanh chinh nhu dit phong,
check-in, check-out va thanh todn ma con déng vai trd trung tAm trong viéc hd trg
khach hang, diéu phéi thong tin va xir Iy phan nan, gép phan quan trong vao viéc ning

cao chat luong dich vu va hi€u qua hoat dong ctia BlueSun Danang Beach Hotel.

43



2.3.2 Quy trinh tiép nhén va xir Iy phan nan cia bd phén 1 tan tai BlueSun
Danang Beach Hotel

Trong qua trinh phuc vu khach luu trd, viée phat sinh cac ¥ kién phan nan 1a
diéu kho tranh khoi, dic biét trong moi truong kinh doanh khach san noi chit lugong
dich vu dugc danh gia dua trén cam nhan tryc tiép cua khach hang. Do do, xay dung
va thyc hién mot quy trinh tiép nhan va xir Iy phan nan hiéu quéa c6 ¥ nghia rat quan
trong trong viéc bao dam sur hai long ctia khach, han ché nhitng danh gia tiéu cuc va
nang cao uy tin cua khach san.

Tai BlueSun Danang Beach Hotel, bo phan 18 tan 1a don vi dAu tién tiép nhan
hau hét cac phan nan cua khach hang. Véi vai tro 1a cau nbi giira khach va cac bd phan
chutrc nang, nhan vién 1€ tan co trach nhiém ling nghe, ghi nhan thong tin, xac minh
nguyén nhan va phdi hop vé6i cac bo phan lién quan dé dua ra phuong an xu Iy phu
hop. Quy trinh xtr Iy phan nan tryc tiép tai khach san duoc thyc hién qua cac bude co
ban sau:

Buéc 1: Tiép nhan thong tin

Khi khach hang phan anh vé mot vin dé phat sinh, nhan vién 18 tan chi dong
léng nghe véi thai dg binh tinh, lich sy va thé hién sy déng cam. Déng thoi, nhan vién
ghi nhan day du cac thong tin lién quan nhu ndi dung phan nan, s6 phong, thoi gian
Xy ra sy viéc va mong mudn cua khach hang.

Budrc 2: Kiém tra thong tin

Sau khi tiép nhan phan anh, nhan vién 18 tan tién hanh kiém tra lai théng tin
trén hé thong quan 1y khach san hodc lién hé véi cac bd phan lién quan nhu budng
phong, nha hang, k¥ thuat dé xac dinh nguyén nhan cu thé ciia van dé.

Budée 3: Tim huéng giai quyét néu khong tw giai quyét dwge chuyén qua
b0 phan khac

Déi v6i nhitng van dé thudc pham vi tham quyén, nhan vién 18 tan s& truc tiép
xtr 1y. Trong trudng hop van dé vuot qua kha ning giai quyét, 18 tan bao cdo véi
truong ca, gidm sat hodc truong bo phan 18 tan, dong thoi chuyén thong tin dén bo
phan lién quan dé phéi hop xir Iy nhanh chong.

Budrc 4: Lién hé v6i khach va giai quyét cho khach

Sau khi c6 phuong an xir 1y, nhan vién 18 tin cha dong lién hé voi khach dé
thong bao két qua, xin 16i vé su bat tién va xac nhan mirc d6 hai long cua khach. Néu
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khach van chua déng v voi giai phdp dugc dua ra, by phan 1& tan tiép tuc theo doi, ho
trg va phdi hop voi cac cip quan 1y dé tim bién phap phi hop hon cho dén khi van dé
duogc giai quyét thoa dang. Néu khach khong hai 1ong véi huéng giai quyét van chim
soc khach trong sudt thoi gian do.

Nhan xét:

Qua nghién ciru thyc té, c6 thé nhan thay quy trinh tiép nhan va xur 1y phan nan
tai BlueSun Danang Beach Hotel d4 bao gdm cac budc co ban nhu tiép nhan thong
tin, kiém tra nguyén nhan, phéi hop giai quyét va phan héi két qua cho khach. Quy
trinh nay giup nhan vién c co sd dé xir Iy cac tinh hudng phat sinh mét cach twong
d6i nhanh chong va han ché anh hudng tiéu cuc dén trai nghiém cua khach hang.

Tuy nhién, so véi tiéu chudn nghé du lich Viét Nam (VTOS), quy trinh hién
tai van con tuong dbi don gian va chua duogc chuén hoa mét cach dﬁy du. Cu thé,
khach san chua thé hién rd viéc ghi chép va luu trir thong tin phan nan, chua nhan
manh budc trin an tim 1y khach hang ngay khi tiép nhan phan 4nh, ciing nhu chua
quy dinh cu thé viéc theo ddi va danh gia mic do hai long ctia khach sau khi xir 1y.

Ngoai ra, dbi v6i cac phan nan nghiém trong, Bén canh d6, VTOS ciing cht
trong dén viéc cap nhat théng tin va phan hoi két qua cudi cing cho khach, trong khi
quy trinh ctia BlueSun chua thé hién rd nodi dung nay. Piéu ndy c6 thé anh huong dén
murc do hai 1ong cta khach hang néu van dé khéng dugc theo ddi dén cung.

Trong khi d6, quy trinh ctia BlueSun Danang Beach Hotel chu yéu ding lai &
viéc chuyén thong tin cho bd phan lién quan ma chua quy dinh cu thé trach nhiém
theo ddi dén khi van dé duoc gidi quyét hoan toan.

Quy trinh tiép nhan va xir Iy phan nan cta bd phan 18 tan tai BlueSun Danang
Beach Hotel d3 dap tng dugc nhitng yéu ciu co ban trong thuc t& van hanh. Tuy
nhién, dé nang cao chit lugng phuc vu va phi hop hon véi tiéu chuan VTOS, khach
san can bd sung cic budc vé ghi nhan thong tin, trin an khach hang, cam két xu 1y va
theo ddi sau giai quyét nham bao dam moi phan nan déu dugc xtr Iy mot cach chuyén
nghiép va hiéu qua.
2.3.2.1 Cac truwong hop phan nan nao bo phan I tan xir Iy dwoc

Trong qué trinh phuc vu khéach luu tra, bd phan 18 tan 13 noi dau tién tiép nhan
hau hét cac ¥ kién phan anh va phan nan ctia khach hang. P6i véi nhitng van d& mang
tinh don gian, khong lién quan dén chuyén mén k¥ thuat hodc khong vuot qua tham
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quyén duoc giao, nhan vién 1& tan c6 thé chi dong kiém tra, giai thich va dua ra hudng
giai quyét ngay ma khong can chuyén sang bo phan khac.

Céc trudong hop phan nan ma bd phan 18 tan c6 thé truc tiép xir Iy chu yéu lién
quan dén nghiép vu dat phong, thu tuc luu tri va céc yéu cau hd trg thong tin. Cu thé,
18 tan o thé giai quyét cac sai sot trong qua trinh 1am tha tuc nhan phong va tra phong
nhu nhap sai thong tin khach, nham ma dat phong hodc xac nhan chua chinh xac vé
phuong thirc thanh toan. Ngoai ra, cac truong hop nham 1an thong tin dit phong nhu
sai loai phong, sai ngay luu tri hodc thiéu cic yéu cau dic biét cua khach nhu ké thém
giuong phu cling thudc pham vi xur Iy ciia b phan nay.

B phén 18 tan ciing c6 thé xir Iy cac phan nan lién quan dén viéc bd tri phong
chua phu hop véi yéu cau ban dau ciia khach, chang han nhu sai loai giudng, vi tri
phong khéng yén tinh, tang thap hodc khéng dung hudng nhin mong mudn. Trong
truong hop con phong trong phi hop, 18 tan c6 thé chii dong sap xép doi phong nham
dap Gmg tot hon nhu cau ctia khach hang.

Nhitng phan anh vé viéc thiéu cac vat dung co ban trong phong nhur thé phong,
khan tim, gbi, gidy vé sinh hodc nudc uéng mién phi ciing thuong duogc 18 tin giai
quyét nhanh chéng thong qua viéc lién hé bo sung hoic truc tiép hd tro khach. Cac
thac mac lién quan dén gia phong, phu thu va cac dich vu di kém ciing dugc nhan vién
18 tan giai thich cu thé dua trén chinh sach hién hanh cta khéch san.

Ngoai cac van dé trén, bd phan 18 tan con dam nhan viéc hd trg khach cung
cép thong tin, dat xe, dat tour, tu van dia diém tham quan, an uéng va giai dap cac nhu
cau phat sinh trong sudt thoi gian luu tra. Doi voi cac phan nan lién quan dén thai do
phuc vu, 12 tan c6 thé chu dong xin 151, ghi nhan ¥ kién, trdn an khach hang va bao
c4o cip trén khi can thiét. Trong mot sé truong hop, khach san c6 thé 4p dung céac
hinh thirc cham s6c nhu g trai cdy hodc voucher d6 uéng nham thé hién thién chi
va nang cao muc do hai long ctia khach.

Céc phan nan lién quan dén thu tuc hanh chinh, thong tin dat phong, b tri
phong va cham soc khach hang déu thude pham vi ma bd phan 18 tan c6 thé truc tiép
xtr ly. Viée giai quyét nhanh chong, chinh xac va khéo 1éo nhitng van dé niy gép phan
quan trong trong viéc nang cao chat lugng phuc vu va han ché cac phan héi tiéu cuc

tor khach hang.
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2.3.2.2 Céc truwong hop phan nan b phan I€ tin khéong xir Iy dwoc phai chuyén
bo phan khac.

Bén canh nhitng vin dé c6 thé chu dong giai quyét, trong thuc té hoat dong
khach san ton tai nhiéu truong hop phan nan vuot qua pham vi chuyén mén va tham
quyén cua bo phén 18 tan. Di v6i cac tinh hudng nay, 18 tan giit vai tro tiép nhan
thong tin ban dau, tran an khach hang, chuyén yéu cau dén bo phan c6 trach nhiém
xtr Iy va theo di tién d6 cho dén khi vin dé duoc giai quyét hoan toan.

Nhitng phan nan phd bién thuéc nhém nay thudng lién quan dén cac su cd ky
thuat trong phong nhu may diéu hoa khong hoat dong, nudc néng khong on dinh, tivi
bi 18i, dén hong, hé théng internet yéu hodc mét dién. Day la cac van dé thuoc trach
nhiém chuyén mon cta bo phan k¥ thuat. Tuong tu, cic phan anh vé vé sinh phong
nhu phong chua dugce don sach, c6 mui khoé chiu hodc chua duogc chuén bi dﬁy du vat
dung s& dugc chuyén dén bo phan budng phong dé xir 1y.

bdi véi céac phan nan lién quan dén chat lugng moén an va dich vu nha hang,
chang han mén an khong ding yéu cau, khau vi khong phii hop hodc thoi gian phuc
vu qué lau, bd phan 18 tan sé tiép nhan thong tin va chuyén dén bo phan Nha hang —
Bép dé giai quyét. Ngoai ra, nhitng phan anh vé tiéng dn phat sinh tir céng trinh xay
dung hoic cac yéu t6 khach quan bén ngoai ciing 1 nhitng truong hop ma khach san
kho kiém soat hoan toan, khi d6 1& tan chu yéu hd trg giai thich va dé xuat dbi phong
néu diéu kién cho phép.

Céc van dé lién quan dén an ninh va mat mat tai san ctia khach 1 nhiing tinh
hubng nhay cam, doi hoi su tham gia truc tiép ctia bd phan an ninh dé kiém tra va xtr
Iy theo dung quy trinh. Bén canh d6, cac yéu cau vuot qua thim quyén nhu hoan tién,
giam gia 16n, mién phi dich vu hodc nang hang phong khéng thu phi déu phai duoc
su phé duyét cua giam sat, truong bd phan hodc ban quan ly khach san.

Dbi v6i cac phan nan mang tinh ky thuat, chuyén mén hodc lién quan dén
chinh sach tai chinh, b phan 1& tan khong thé tryc tiép giai quyét ma can phdi hop
v6i cac bo phan chirc ning va cAp quan 1y. Tuy nhién, véi vai tro 12 ddu méi giao tiép
v6i khach hang, 18 tn van chiu trach nhiém theo ddi qua trinh xtr 1y, cap nhat thong

tin va bao dam khach hang nhan duoc phan hoi thoa dang trong thoi gian sém nhat.
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2.3.3 Panh gia niing lyc tiép nhan va xir Iy phan nan cia b phan 18 tin trén
cac nén tang OTA

Trong bdi canh céng nghé sb ngay cang phat trién, cac nén tang dit phong truc
tuyén (Online Travel Agency — OTA) nhu Booking.com, Agoda, Traveloka hay
Trip.com d3 tré thanh kénh quan trong giup khach hang tim kiém théng tin, dit phong
va chia sé trai nghiém luu tri. Khong chi déng vai tro 1a cong cu phan phdi phong,
cac nén tang nay con 13 noi tap trung nhiéu nhan xét, danh gia va phan hoi ctua khach
hang sau khi sir dung dich vu.

béi vé6i nganh khach san, dac biét la by phan 18 Tan — bd phan thuong xuyén
tiép xuc truc tiép v6i khach va chiu trach nhiém xir Iy phan 16n cic van dé phat sinh
trong qua trinh luu tri — cac danh gia trén OTA 14 ngudn dit liéu khach quan va c6 gia
tri trong viéc phan d&nh mtrc d6 hai long cua khach hang. Thong qua ndi dung phan
hdi, khach san c6 thé nhan dién nhitng diém manh trong chat lugng phuc vu ciing nhu
nhirng han ché lién quan dén kha ning tiép nhén, giai quyét va phan hdi cac phan nan
cua khach.

Viéc phén tich cac danh gia ctia khach hang trén cac nén tang OTA khong chi
gitip do ludng murc d6 hai long cua khach dbi véi dich vu 18 tin ma con 13 co s& quan
trong dé danh gia nang lyc tiép nhan va xtr Iy phan nan ciia bo phan nay. Trén co s&
d6, ndi dung dudi day s& tién hanh tong hop va phén tich cac nhan xét cuia khach hang
trén cac nén ting OTA nham lam rd thuc trang va hiéu qua xir 1y phan nan caa bo
phan L& Tan tai Bluesun Danang Beach Hotel.
2.3.3.1 Panh gia ciia khach hang trén cac nén ting OTA

Dé c6 co s¢ dir liéu khach quan, minh ching sinh dong cho thuc trang ning
luc tiép nhan va xir Iy phan nan coa doi ngil 12 tan tai BlueSun Danang Beach Hotel,
tac gia da tién hanh thu thap, phan loai va s hoa cac phan hoi thuc té ctia du khach
trén khong gian mang. Tép dit liéu nghién ciru bao gdm 60 cu lugt danh gia truc
tuyén tiéu biéu duoc sang loc khit khe trong giai doan tir naim 2025 dén nim 2026.
Céc dir liéu ndy dugc boc tach tap trung tir bon nén tang dai Iy du lich truc tuyén
(OTA) va mang x4 hoi du lich uy tin hang dau hién nay, bao gom: Agoda,
Booking.com, Traveloka va TripAdvisor. Viéc thong ké hé théng dir liéu nay theo
céc tiéu chi nhu kénh phéan phdi, co cdu qudc tich phan hoa va cac nhom yéu té anh
huong truc tiép, chan thuc vé chat lugng phuc hoi dich vu cta khdi tién sanh khach
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san dudi goc nhin cua khach hang luu tra dugc thé hién qua thong ké dir lidu di liéu
duogc thu thap tr ndm 2025 -2026 ( phu luc 1)

Tir hé thdng dit liéu tho gdm 60 luot phan hoi chi tiét duge tong hop & phu luc
1 ¢6 thé thiy cac sy phan nan ciing nhu khen ngoi cta du khach rit da dang vé mat
ndi dung, tinh chét va qudc tich. Tuy nhién, dé tim ra duoc ban chit va nguyén nhan
cot 161 ctia cac 16 hong trong quy trinh phuc vy, tép dit liéu nay can phai dugc phan
tach va boc tach dinh luong theo timg tiéu chi quan tri cu thé. Trude hét, tac gia s&
tién hanh phan loai doc 1ap 60 mau phan hdi nay dua trén ti€u chi kénh phan phéi truc
tuyén nham nhén dién rd nét mic do, tan suat xuat hién va hanh vi tuong tac sau luu
tra ciia khach hang d6i v6i khdi tién sanh BlueSun trén khong gian sb.
a. Co ciu danh gia ciia khach hang theo nén ting

Trong xu thé chuyén d6i s6 nganh du lich, mirc do phu séng va nhan dién
thuong hiéu ciia mot co so luu tra phu thude 16n vao tan suat twong tac ciia du khach
trén cac san thuong mai di¢n tir. Cac dir li¢u phan hoi duge sang loc, tién hanh phan

loai va lap bang thong ké ty 18 phan b cac bai danh gia cia khach hang theo ting nén

tang OTA cuy thé.
Bang 2.7 Co ciu danh gia ciia khach hang theo nén tang

Nén tang S6 lwong Ty 1€
Agoda 29 48,3%
Booking.com 14 23,3%
Traveloka 7 11,7%
Tripadvisor 10 16,7%
Tong 60 100%

Nguon: Téc gid ti tong hop

Bicu d6 co cau danh gia cua khach hang theo nén tang

49



Hinh 2.6: Co ciu danh gi clia khach hang theo nén ting

Nhén xét:

Biéu dd co cdu danh gia ciia khach hang theo nén tang cho thiy Agoda 1a kénh
dit phong truc tuyén c6 s6 lugng danh gia cao nhét, v6i 29 luot phan hoi, chiém
48,33% tong s6 danh gia thu thap duoc. Dung thir hai 1a Booking.com véi 14 danh
gia, tuong tng 23,33%.

Tripadvidor xép thtr ba voi 10 danh gia, chiém 16,67%. Mic du sé luong danh
gi4 thap hon so véi Agoda va Booking.com, nén ting nay van giit vai trd nhat dinh
trong viéc thu hat khach tir cac thi truong qubc té, dic biét 1a khu vuc chau A.
Traveloka c6 sb luong danh gia thép nhét véi 7 lugt, chiém 11,67%.

Co céu danh gia cho thiy Agoda va Booking.com 1a hai nén tang OTA quan
trong nhat, chiém tong cong 71,66% sb lugng phan hoi. Diéu nay ching to phan 16n
trai nghi€ém cua khach hang va hinh anh dich vu cta khach san dugc phan 4nh thong
qua hai kénh nay. Vi vay, khach san can wu tién theo doi, phan hdi danh gia va t6i wu
chat lugng dich vu trén Agoda va Booking.com nham nang cao uy tin tryc tuyén va
tang kha nang thu hat khach hang trong tuong lai.

b. Co cAu danh gia ciia khach hang theo quoc tich
Bang 2.8: Thong ké co ciu qudc tich khach hang ( 2025 — 2026 )

Khu vuc Qubdc tich cu thé S6 lwong Ty 1€
Viét Nam, Nhat Ban, Han Quéc, An D9,
Chiu A Singapore, Hong Kong, Philippines, Sri 40 66,7%

Lanka, Taipei, Nepal, UAE

Chau Au Vuong qudc Anh, Phap, Duc, Thuy S§ 10 16,7%
Chau Uc Uc, New Zealand 5 8,3%
Chau My Hoa Ky (M¥), Newyork 3 5%
Khu vuc khac Morocco, Tho Nhi Ky 2 3,3%
Tong 60 100%

Nguon: Tdc gid tir tong hop

Biéu d0: Co cu danh gia cta khach hang theo qudc tich
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https://www.agoda.com?utm_source=chatgpt.com
https://www.booking.com?utm_source=chatgpt.com
https://www.traveloka.com?utm_source=chatgpt.com

Chau Uc

Chau A

Hinh 2.7: Co ciu danh gia ciia khach hang theo qudc tich

Nhén xét:

Co cau danh gia ctia khach hang theo qudc tich ¢ thé thiy khach luu trii tai
khach san kha da dang, thé hién kha ning thu hut khach qudc té tir nhiéu khu vuc trén
thé gi6i.

Trong d6, khach dén tir chau A chiém ty trong cao nhat vai 40 khach (66,7%),
cho thdy day 1a thi truong khach chu luc ctia khach san. Tiép theo 1a chau Au voi 10
khach (16,7%), khu vuc khac voi 2 khach (3,3%), chau Uc vé6i 5 khach (8,3%) va
chau My véi 3 khach (5,0%). Co ciu nay cho thay khach san khong chi tip trung vao
thi truong khu vuc ma con thu hat dugc nhiéu nhém khach quc té khac nhau, qua d6
dat ra yéu cau doi voi doi ngii 18 tan phai c6 kha nang giao tiép ngoai ngir va k¥ nang
phuc vu phu hop vé6i dic diém vin héa cua timg nhom khach.’

c. Co cau cac yéu to anh hwéng dén trai nghi¢ém khach hang

Bang 2.9: Cac yéu t6 anh hwéng dén trai nghiém khach hang

Danh muc S6 lwong Ty 18 (%)
Khen 1& tan & CSKH 22 36.67%
Dich vu tong thé tot 5 8.33%
Phan nan thai d6 nhan vién 5 8.33%
Budng phong & vé sinh 5 8.33%
HO tro dic biét 8 13,33%
Tiéng on 4 6.67%
Co so vat chat 6 10.00%
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Check-in/out & van hanh 3 5.00%
Nha hang & db an 2 3.33%
Tong cong 60 100%

Nguon: Tdc gid tir tong hop

Biéu do: Co cau céac yéu to anh huong dén trai nghiém khach hang

22
(36.67%)

(13.33%)

5 5
(8.33%) [ (8.33%)

Hinh 2.8: Co cdu cac yéu t6 anh hwéng dén trai nghiém khach hang

Nhén xét:

Biéu dd cho thdy phan 16n phan hoi cta khach hang tap trung vao khen ngoi
18 tan va chét lugng chim soc khach hang, voi 22 ¥ kién, chiém 36,67%, diy 1a nhom
c6 ty 18 cao nhat. Tiép theo 13 hd trg dic biét voi 13,33% va co sé vat chat vai 10,00%.
Cac nhoém phan hoi khac nhu dich vu tong thé, thai do nhan vién va vé sinh budng
phong déu chiém 8,33%.

Céc danh gia tich cuc chiém wu thé, cho thay nhan vién 18 tan dugc khach hang
danh gia tot vé thai do phuc vu va kha ning hd tro, tuy nhién khach san van can cai
thién thém vé co so vat chét, tiéng on va quy trinh van hanh dé nang cao chét luong
dich vu.
2.3.3.2. Phan tich két qua phan hdi ctia khach hang trén nén ting OTA
a. Cac phan hdi tich cuc

Dua trén dit liéu thu thap tir cac nén tang OTA nhu Agoda, Booking.com,
Traveloka va Tripadvisor, ¢6 thé nhan thay khach hang c6 nhiéu danh gia tich cuc
dbi voi chat luong dich vu cia khach san, dic biét 12 bo phén 18 tan.

Trudc hét, thai d§ phuc vu ctia nhan vién la yéu td duoc danh gié cao nhat.

Phan 16n khach hang nhan xét nhan vién 18 tan than thién, nhiét tinh va luon sin sang
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hd tro trong sudt thoi gian luu tra. Nhiéu trudng hop cho thay nhan vién chu dong hd
trg khach trong viéc tim kiém thong tin, tu van dia diém tham quan, dit xe cling nhu
giai quyét cac yéu cau phat sinh mét cach nhanh chéng va hiéu qua.

Cung voi d6 kha nang xu 1y tinh hudng va hd tro khach ciing dugc ghi nhan
tich cuc. Mot s6 danh gia cu thé cho théy nhan vién da hd tro khach trong cac tinh
hudng phat sinh nhu khach quén d6 sau khi tra phong, nhan vién da chi dong lién hé,
sap xép phuong tién va giri lai d6 cho khach mét cach kip thoi. Diéu nay thé hién tinh
than trach nhiém cao va gbp phan nang cao murc d6 hai long cua khach hang.

Ngoai ra, yéu t6 c4 nhin héa trong phuc vu ciing 1a mét diém manh caa khach
san. Nhan vién khong chi thuc hién ding nhi€ém vu ma con chu dong quan tam, héi
tham va hd tro khach ngay ca ngoai gid lam viéc, tao cam giac than thién va gan giii.

Khong chi riéng bd phan 1€ tan, mot s6 dich vu khac cua khach san cling nhan
dugc phan hoi tich cuc. Bira sang dugc nhiéu khach hang d4nh gia cao vé chét lugng
va su da dang, trong khi vi tri khach san thuéan lgi va mot sb tién nghi co ban dap Uing
t6t nhu cau luu tri. Nhitng yéu t6 ndy gop phan tao nén trai nghiém tong thé tuong
d6i tot ddi v6i khach hang.

Cac phan hdi tich cuc cho théy khéch san c6 thé manh ndi bat vé chat luong
phuc vu va thai dd nhan vién, dic biét 1a kha ning hd tro va tuong tac voi khach hang.
b. Cac phan hdi tiéu cwe va phan nan caa khach hang

Bén canh nhiing d4nh gia tich cuc, dit liéu tir cac nén tang OTA ciing cho thay
tdn tai nhiéu phan hoi tiéu cuc lién quan dén chat lugng dich vu. Cac van dé nay Xuét
hién v6i tan sudt dang ké va c6 thé duoc phan thanh cac nhém chinh nhu sau:

Thi nhat, vé quy trinh phuc vu tai bd phan 18 tan: Mot s6 khach hang phan anh
quy trinh check-in va check-out con thiéu sy dong bo, gy mat thoi gian va tao cam
giac chua chuyén nghi¢p. Trong mdt sb truong hop, thai d§ phuc vu cua nhan vién
chua thuc sy phu hop, lam gidm mirc do hai 1ong cua khach.

Thir hai, vé viéc b tri va quan Iy phong: Khach hang phan anh tinh trang b6
tri sai loai phong so véi dat trude, khong dap tmg yéu cau vé vi tri hodc view phong.
Mot s6 trudng hop phai khiéu nai nhiéu 1an méi duoc giai quyét.

Thi ba, vé co s& vat chat va trang thiét bi: Nhiéu y kién cho rang khach san c6

dau hi€u xudng cap, vdi cac van dé nhu ndi that cii, thiét bi hu hong, wifi khong 6n
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dinh, 4p luc nudc yéu hodc cac tién nghi khong hoat dong ding cach. Nhirng han ché
nay anh huong truc tiép dén chét luong luu tru.

Tht tw, vé van dé vé sinh: Day 1a mét trong nhitng ndi dung bi phan nan nhiéu,
bao gdm tinh trang phong chua dugc don dep k¥, c6 vét ban, mui &m mdc hodc tham
chi xuét hién con trung trong phong. Diéu nay 1am giam dang ké trai nghiém va sy
hai long cta khach hang.

Thir nam, vé tiéng 6n: Nhiéu khach hang phan dnh bi anh hudng boi tiéng 6n
tr bén ngoai (quén karaoke, nha hang lan can) cling nhu tir bén trong khach san (khu
bép, sura chira). Tiéng dn kéo dai, dic biét vao ban dém hodc sang sém, anh hudng
tryc tiép dén chat lugng nghi ngoi cta khach.

Thir séu, vé su thiéu sot trong cung cap dich vu: Mot sd khach phan anh viée
thiéu cac vat dung co ban nhu thé phong, khan, gbi hodc gidy vé sinh va phai yéu cau
nhiéu 1an méi duoc bod sung. Piéu nay cho thay sy phdi hop giita cac bd phan chua
hiéu qua.

Thu bay, vé dich vu b6 trg: Cac dich vu nhu nha hang, spa, hd boi hodc phong
gym chua dap tmg duoc ky vong cia khach hang, mét s6 truong hop khéng dung nhu
thong tin quang c4o hodc chit luvgng chua twong xtimg véi gia phong.

Thir tam, mac du khach san thuong xuyén phan hoi cac danh gia trén cac nén
tang OTA, nhung ndi dung phan hdi vin con kha giéng nhau va cha yéu dimg lai ¢
viéc xin 15i hodc ghi nhan y kién khach hang. Cac bién phap khac phyc cu thé chua
duoc thé hién rd, khién mét sb van dé van tiép tuc duogc khach phan anh ¢ nhiing thot
diém khéc nhau.
2.3.3.3 Panh gia chung vé ning lwc tiép nhin va xir Iy phan nan cia b phan 18
tan thong qua phan hdi trén cac nén ting OTA

Phan hdi ctia khach hang trén cic nén tang dat phong truc tuyén (OTA) nhu
Agoda, Booking.com, Traveloka va TripAdvisor 14 ngudn thong tin quan trong dé
danh gia nang luc tiép nhan va xir Iy phan nan cta bo phan 1€ tan tai BlueSun Danang
Beach Hotel. Thong qua viéc phan tich cadc danh gia tich cuc va ti€u cuc cua khach
hang, c6 thé nhan thay ning lyc cia doi ngil 1& tan hién nay ton tai ca nhiing diém
manh va nhitng han ché can duoc cai thién.

Trude hét, nhiéu khach hang danh gia cao thai d6 phuc vu ctia nhan vién 18
tan. Cac nhan xét tich cyc tap trung vao su than thién, nhiét tinh, san sang hd tro va
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tinh than trach nhiém trong qua trinh phuc vu khach. Diéu nay cho thay doi ngii 1 tan
d3 thue hién kha tot vai tro 14 bo phan tiép xtc truc tiép voi khach hang, gop phan tao
thién cam va ning cao trai nghiém luu tra. Khi phat sinh cac yéu cau hodc su ¢b don
gian, nhan vién c6 kha nang tiép nhan thong tin nhanh chéng va hd trg khach trong
pham vi trach nhiém cia minh.

Tuy nhién, cac phan hi tiéu cyc trén OTA ciing phan 4anh mot s6 han ché trong
nang luc tiép nhan va xr Iy phan nan cua bo phan 18 tan. Mot sé khach hang cho biét
thoi gian giai quyét su ¢ con cham, dic biét ddi v6i cac van dé lién quan dén thu tuc
nhan phong, 15 thé tir hodc cac su cb ky thuat trong phong nghi. Piéu nay cho thiy
kha ning diéu phdi va theo ddi qua trinh xtr Iy ctia nhan vién chua thuc su hiéu qua.

Trinh d6 ngoai ngir cia mdt sé nhan vién chua dap tng t6t yéu cu giao tiép
v6i khach qudc té. Trong cac tinh hudng phan nan phtc tap, viéc dién dat chua rd
rang hodc chua hiéu day du ndi dung phan anh cia khach ¢ thé 1am anh huong dén
hiéu qua xtr 1y sy cd. Pay 1a mot han ché dang chu y trong bdi canh khach quéc té
chiém ty trong 16n trong co cau khach luu tra cia khach san.

Ngoai ra, phan héi cta khach hang ciing cho thdy su phéi hop giira b phan 18
tan v6i cac bd phan lién quan nhu Budng phong va K thuat déi khi chwa that sy dong
bd. Mic du nhan vién 18 tin da tiép nhan thong tin phan anh cua khach nhung viéc
theo ddi tién do xtr 1y va phan hoi két qua cho khach chwa duoc thuc hién thudong
xuyén, dan dén mot sd truong hop khach phai chd doi 1au hodc tiép tuc phan anh
nhiéu 1an vé cting mot van dé.

Vé ning luc quan 1y va theo ddi phan nan, bo phan Lé tin chua xay dung dugc
quy trinh xir 1y khép kin theo tiéu chuan nghé nghiép. Budc theo ddi sau xir chua
duoc thuc hién thudng xuyén, dong thoi cac phan hdi caa khach hang trén OTA chua
dugc khai thac hiéu qua dé phuc vu cong tac danh gia ning lyc nhan vién va cai tién
chét luong dich vu.

B0 phan 1é tan tai BlueSun Danang Beach Hotel c6 lgi thé vé thai do phuc vu
va tinh than hd trg khach hang. Tuy nhién, nang lyc tiép nhan va xtr Iy phan nan van
can tiép tuc dugc hoan thién thong qua viéc nang cao trinh do ngoai ngfr, chuan hoa
quy trinh nghiép vu, ting cudng phdi hop lién bd phan va xiy dung co ché theo ddi

khach hang sau khi giai quyét su cd.

55



2.3.3.4 Danh gia phan héi ciia khach san trén cac nén tang OTA

Viéc phan tich dir liéu twong tac phan hoi tir phia khach san ddi véi cac bai
danh gia cua du khéach truc tuyén cho thdy BlueSun Danang Beach Hotel dang van
hanh mét co ché tuong tac truc tuyén, doéng vai tro nhét dinh trong vi¢c quan tri hinh
anh thuong hiéu sb. Nang luc twong tac va phan hdi cua khach san ddi véi cac y kién
dong gop, khiéu nai trén khong gian mang dugc thé hién qua cac khia canh cy thé
sau:

a. Nhirng vu diém

Piém dic biét trong mo hinh phan hdi cta khach san 1a su lién két chat ché
gitra dir li¢u truc tuyén va danh gid nhan vién thuc té. Khach san chu dong ghi nhan
va vinh danh cac nhan vién dugc khach hang nhic tén tryc tiép nhu Ellie, Luna, hay
Peter trong cac phan hdi chinh thirc. Hanh dong nay khong chi 1a mot 1oi cam on x3
giao ma con la cong cu tao dong luc ndi ba.

Déi véi cac khiéu nai vé tiéng dn, co s& vat chét hoac 16i phuc vu, khach san
ap dung quy trinh phuc hoi dich vu theo ba giai doan: Thira nhan — Xin 16i — Cam Kkét.

Khach san khong né tranh cic phan hdi tiéu cuc (nhu van dé tiéng 6n
karaoke hay thai do nhan vién chua chuin muc) ma truc tiép ddi thoai, gidi trinh va
dua ra cac cam két cai thién cu thé. Cach tiép can ndy gitp chuyén hoa mot trai
nghié¢m tiéu cuc thanh co hoi dé chirng minh sy cau thi, tir d6 bao vé uy tin cia khach
san trudc cac khach hang tiém nang khac dang theo di trén san OTA

Dit liéu cho thiy khach san d thanh cong trong viéc tich hop cac nén tang
nhan tin hién dai (WhatsApp, KakaoTalk) vao quy trinh dich vu. Viéc khach san xac
nhan su tién loi cua cac kénh nay trong phan phan hoi cho thiy bo phan 18 tan da cha
dong tmg dung cong nghé dé nang cao kha ning twong tac véi khach hang
b. Nhitng han ché

Mic du da c6 nhiéu cb ging trong viée tiép nhan va phan hoi ¥ kién khach
hang trén cac nén tang truc tuyén, hoat dong xur 1y phan hoi ctia BlueSun Danang
Beach Hotel van con mét sd han ché.

Thir nhat, viéc phan hoi danh gia ciia khach hang chua dong déu giita cac nén
tang OTA. Khach san thuong xuyén phan hoi cac danh gia trén Booking.com va
Agoda, tuy nhién trén Traveloka va Trip van con nhiéu danh gia chua duoc phan hdi
kip thoi. Mot sé phan hdi con mang tinh chung chung, chua thé hién su quan tim dén
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ting truong hop cu thé. Piéu nay co thé 1am giam sy hai 1ong ctia khach hang va anh
huong dén hinh anh chuyén nghiép cua khach san trén moi truong truc tuyén.

Tht hai, ndi dung phan hdi dbi v6i cac ¥ kién phan nan con kha don gian va
mang tinh khuon mau. Phan 16n cac phan héi chi dimg lai ¢ viéc xin 16i va cam on
khach d3 gop ¥ ma chua dua ra huéng giai quyét hodc bién phap khic phuc cu thé.
Diéu nay khién khach hang khé nhén thay sy thay doi thuc té tir phia khach san sau
khi tiép nhan phan hoi.

Thir ba, su phéi hop gitra vi¢c tiép nhan phan hdi truc tuyén va hoat dong van
hanh thue té chua that sy hiéu qua. Mot $6 v kién phan nan cua khéch trén cac nén
tang OTA chua duoc chuyén ddy du dén cac b phan lién quan nhu 1 tin, budng
phong hoac k¥ thuat dé xur ly. Vi vay, mot sb van dé nhu tiéng dn, mui phong hoac
su cb trang thiét bi co thé tiép tuc 1ap lai, anh huong dén trai nghiém cta khach trong
nhimng lan luu tra tiép theo.

Nhirng han ché trén cho thay khach san can hoan thién hon quy trinh tiép nhan,
theo ddi va xir Iy phan hoi khach hang trén cic nén tang tryc tuyén nham nang cao
chét luong dich vu cling nhu nang luc tiép nhéan va xtr 1y phan nan cua nhan vién 1&
tan
c. Nhin xét chung vé niing hre truc tuyén ciia khach san

Dua trén két qua phan tich cac phan hdi cua khach hang trén cac nén tang
OTA, c6 thé thdy ning lyc tiép nhan va xir Iy phan nan tryc tuyén cia BlueSun
Danang Beach Hotel ¢6 ci uu diém va han ché.

Vé wu diém, khach san kha cha trong dén viéc theo doi va phan hoi v kién cta
khach hang trén cac nén tang truc tuyén. Cac phan hdi thuong duogc thuc hién voi thai
do lich su, thé hién su ghi nhan nhitng gop y ctia khach va cam két cai thién cht luong
dich vu.

Tuy nhién, hiéu qua xir 1y phan nan trong thuc t& vin con mot s6 han ché.
Nhiéu phan hoi trén OTA chu yéu dimg lai & viéc xin 18i va cam on khach da gop y
ma chua néu ro bién phap khéc phuc cu thé. Mot s6 van dé duoc khach phan anh nhiéu
lan nhu tiéng On, mui phong hodc cac su ¢b lién quan dén trang thiét bi van chua dugc
xtt 1y triét dé. Piéu nay cho thiy viéc chuyén thong tin phan hoi tir cc nén tang truc

tuyén dén cac bd phan lién quan dé khac phuc van dé con chua thuc sy hiéu qua.
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Ngoai ra, mot s6 nguyén nhan giy phan nan xuat phat tir moi truong bén ngoai
khach san, chéng han nhu tiéng dn tir cac co s& kinh doanh 1an can. Mic du day la
nhirng yéu t6 kho kiém soat, nhung van anh huéng dén trai nghiém cua khach va tao
ap lyc cho nhan vién 18 tin trong qua trinh tiép nhan, giai thich va xtr Iy phan nan.

Co thé tha?iy BlueSun Danang Beach Hotel da thuc hién kha tdt viec tiép nhan
va phan hoi y kién khach hang trén cac nén tang tryc tuyén. Tuy nhién, khach san can
tang cuong su phdi hop gitra cac bo phan trong viéc khic phuc cac van dé duoc khach
phan anh, tir d6 nang cao hi¢u qua xtr ly phan nan va cai thién chét lugng dich vu mot
céch bén viing.

d. Két luin

Ning luc tiép nhan va xir Iy phan nan cua nhan vién 18 tan tai BlueSun Danang
Beach Hotel da dat dugc nhiing két qua tich cuc nhung van con mot s6 han ché can
khac phuc. Dgi ngii nhan vién 18 tan c6 trinh d6 chuyén moén twong dbi tot, phan 16n
duoc dao tao tir cao déng va dai hoc, déng thoi ludn thé hién thai do than thién, nhiét
tinh va san sang ho trg khach hang. Nhan vién di thuc hién kha t6t nhiém vu tiép nhan
thong tin, giai dap thic mic va xt 1y cac phan nan théng thudong trong qué trinh khach
luu tra.

Tuy nhién, trudc yéu ciu ngdy cang cao cua khach hang, dic biét 1a khach
quéc té, nang lyc tiép nhan va xir 1y phan nan ciia nhan vién 1& tin van con mot s6 han
ché nhu kha ning ngoai ngit chua dong déu, k¥ niang xir 1y cac tinh huéng phtc tap
con han ché va sy phdi hop giita cac bd phan trong qua trinh giai quyét phan nan d6i
khi chua thyc su hiéu qua. Bén canh d6, viéc theo ddi, phan hoi va chuyén hoa céc
¥ kién dong gop tir cac nén tang truc tuyén thanh cac bién phap cai thién chit luong
dich vu van can dugc quan tam hon.

BlueSun Danang Beach Hotel di xay dung duoc nén tang kha t6t trong cong
tac tiép nhan va xur Iy phan nan cta khach hang. Tuy nhién, khach san can tiép tuc
nang cao trinh d6 chuyén mén, k¥ nang nghiép vu va kha nang phdi hop cua doi ngii
nhan vién 18 tan, ddng thoi chudn hoa quy trinh xtr Iy phan nan theo Tiéu chuan nghé
Du lich Viét Nam (VTOS) nham nang cao chat lugng dich vu, ting sy hai long cia

khach hang va cung ¢d vi thé canh tranh trén thi truong.
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2.4 Phan tich cac yéu té anh huwéng dén niing lyc tiép nhan va xir Iy phan nan
ciia bd phan L& Tén tai BlueSun Danang Hotel

Ning luc tiép nhan va xt 1y phan nan ctia nhan vién 18 tan tai BlueSun Danang
Beach Hotel chiu anh hudng bdi nhiéu yéu t6 khac nhau. Qua qué trinh tim hiéu thuc
té tai khach san va phan tich cac phan hoi ctia khach hang trén cac nén tang OTA, ¢
thé thay hiéu qua xir Iy phan nan phy thudc cac yéu té nhu cong tac quan 1y ctia khach
san, ning luc chuyén mon ctia nhan vién 1€ tan va kha ning tmg dung cong nghé trong
qué trinh phuc vu khach hang
2.4.1. Cong tac quan 1y chit hrong & bd phan 1€ tin

Cong tac quan 1y c6 anh huong truc tiép dén hiéu qua tiép nhan va xu 1y phan
nan cua nhan vién 1€ tan. Tai BlueSun Danang Beach Hotel, bd phan 1€ tan duogc td
chtic theo co cdu gdm trudng bod phan, gidm sat, td trudng ca va nhan vién. Sy phan
cong nay giup viéc giam sat thai do phuc vu va chét luong cong viéc dugc thuc hién
thuong xuyén.

Khach san van chua xay dung dugc quy trinh théng nhét cho viéc tiép nhan
va xir 1y phan nan trén cic nén tang OTA. Mot s6 nén tang nhu Booking.com va
Agoda dugc theo doi thuong xuyén, trong khi Traveloka va Trip chua dugc quan tam
dung mirc. Pidu nay dan dén tinh trang mot sé phan hoi cua khach hang chua dugc
xtt 1y kip thoi, anh huéng dén hinh anh cta khach san trén moéi trudng truc tuyén.
2.4.2. Niing lwc va k§ ning nghé nghiép & bd phan 1€ tin

Pay 1a yéu t6 anh hudng 16n nhat dén chat luong tiép nhan va xtr 1y phan nan.
Doi ngii 18 tan ctia khach san c6 nhiéu vu diém nhu tré trung, nang dong, thai do phuc
vu than thién va ludn san sang hd tro khach hang. Nhiéu phan hoi tich cuc trén OTA
cho thay khach hang danh gia cao sy nhiét tinh va tinh than phuc vy ctia nhan vién 18
tan.

Mot s6 han ché van con ton tai. Do phén 16n nhan vién con tré nén kinh nghiém
xtr Iy cac tinh hudng phtrc tap chua nhiéu. Trong mét s6 truong hop khach hang tirc
gian hodc c6 yéu cau dic biét, nhan vién con lang ting trong cach giai quyét. Ngoai
ra, kha ning ngoai ngit chua dong déu, dic biét 1a tiéng Han va tiéng Trung, gay kho
khin trong qua trinh giao tiép va tiép nhan thong tin tir khach qudc té.

Mot van dé khac 1a su phdi hop giita 18 tn v6i cac bo phan nhu budng phong
va k¥ thuat d6i khi chua hiéu qua. Mot s6 phan nan cua khach da duoc tiép nhan
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nhung viéc theo doi va don dbe xur 1y chua dugc thyc hién thuong xuyén, khién khach
hang phai cho doi hodc tiép tuc phan anh nhiéu lan.
2.4.3. K¥ niing sir dung cong nghé é b phan I¢ tin

Trong hoat dong tiép nhan va xir Iy phan nan, cong nghé dong vai tro hd tro
quan trong. Khach san di trang bj hé thong phan mém quan 1y khach san, may tinh,
dién thoai ndi bd va cac cong cu lién lac gitp nhan vién tra ciru thong tin va xur ly yéu
cau cua khach nhanh chong hon.

BlueSun con sir dung cac ung dung nhu WhatsApp va KakaoTalk dé hd trg
giao tiép v6i khach qubc té. Piéu nay gitp khach hang dé dang giri yéu ciu va nhan
hd tro trong qua trinh luu tra.

Tuy nhién, viéc khai thac cong nghé van chua that sy déng bd. Mot sd phan
hdi trén Traveloka va Trip chua duoc theo ddi thudng xuyén, dong thoi cac thong tin
phan nan tir OTA chua duoc chuyén tai diy di dén cac bo phan lién quan dé xir Iy va
theo doi két qua. Piéu nay 1am giam hiéu qua ctia qua trinh tiép nhan va giai quyét
phan nan.

2.5 Panh gia chung vé niing lwe ti€p nhin va xir Iy phan nan cia bd phén 18 tan
tai BlueSun Danang Beach Hotel
2.5.1 Nhirng wu diém

Qua qua trinh nghién ctru va phan tich thuc trang, c6 thé thiy ning luc tiép
nhéan va xir Iy phan nan ctia nhan vién 1& tan tai BlueSun Danang Beach Hotel di dat
duoc mot sb két qua tich cyec.

Tht nhét, nhan vién 1& tan co thai do phuc vu than thién, nhiét tinh va ludn san
sang hd tro khach hang. Piéu nay dugc thé hién qua nhiéu phan hdi tich cuc ctia khach
trén cac nén tang OTA, dac biétlacacy kién khen ngoi v& su tan tinh, lich su va tinh
than hd trg cta d6i ngii 18 tan. Pay 1a yéu td quan trong gitp tao an tuong tt v6i khach
va gdp phan giam bdt cing thang trong qua trinh tiép nhan cac y kién phan nan.

Thir hai, d6i ngii nhan vién cé trinh do chuyén mén twong dbi tot va kha nang
thich rng nhanh v&1 méi truong lam viéc. Phan 16n nhan vién duge dao tao tir cao
dang, dai hoc nén c6 kha ning tiép thu nghiép vu va tmg dung cong nghé trong cong
viéc. Vige str dung cac cong cu hd trg nhu phén mém quan ly khach san, WhatsApp,
KakaoTalk va cic ung dung dich thuat dd giup qua trinh giao tiép v6i khach hang
duoc thuan loi hon.
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Thir ba, khach san kha quan tdm dén viéc tiép nhan va phan hdi cac danh gia
ctia khach hang trén cac nén tang truc tuyén. Cac phan hdi trén Agoda va
Booking.com dugc thuc hién tuong dbi thuong xuyén, thé hién sy ton trong ddi voi
¥ kién khach hang va gop phan duy tri hinh anh tich cuc cta khach san trén moi
truong truc tuyén.

2.5.2 Nhirng han ché

Bén canh nhitng wu diém, ning lyc tiép nhan va xir Iy phan nan cta nhan vién
18 tan tai khach san van con ton tai mot sb han ché can dugc cai thién.

Thir nhit, kinh nghiém xu 1y céc tinh hudng phan nan phirc tap ctia mot sb
nhan vién con han ché. Do ddi ngii nhan sy con tré nén trong mot sé trudng hop ap
luc cao hoac khi gap khach hang kho tinh, vi¢c xur 1y tinh huéng chua thuc su linh
hoat va dong nhit giita cac nhan vién.

Thir hai, kha ning ngoai ngir ctia nhan vién chua dong déu. Mic du c6 thé giao
tiép bang tiéng Anh trong cic tinh hudng thong thuong, nhung khi tiép nhan va giai
quyét cac phan nan c6 ndi dung phirc tap, mot s nhan vién van gip kho khan trong
viéc dién dat hodc hiéu chinh xac yéu cau cua khach. Ngoai ra, khach san con thiéu
nhan su str dung thanh thao cac ngoai ngir nhu tiéng Han, tiéng Trung va tiéng Nhat,
trong khi day la nhitng thi truong khach quan trong ctua khach san.

Tht ba, su phédi hop giita bo phan 1& tan vé6i cac bd phan lién quan nhu budng
phong, k¥ thuat va nha hang d6i khi chua thuc sy hiéu qua. Mot s6 phan nan cua
khach da dugc tiép nhan nhung viéc theo ddi qua trinh xtr Iy va phan hdi két qua cho
khach chua duoc thyc hién day du, lam kéo dai thoi gian giai quyét van dé.

Thir tu, cong tac quan 1y va phan hoi danh gia trén cac nén tang OTA chua
d6ng déu. Trong khi cac phan hdi trén Agoda va Booking.com dugc quan tim thuong
xuyén thi trén Traveloka va Trip van con nhiéu danh gia chua duoc phan hoi hodc
phan hdi con mang tinh chung chung. Diéu nay c6 thé anh hudng dén hinh anh va uy
tin ctia khach san trén cac kénh truc tuyén.

Quy trinh xtr Iy phan nan tai BlueSun Danang Beach Hotel hi¢n tai chua khép
kin va chua dat d6 hoan thién theo tiéu chuan nghé du lich Viét Nam (VTOS). Nhan
vién chua hinh thanh théi quen theo ddi hau xir 1y, thiéu bude lién hé lai d¢ kieém tra

muc do hai long ctiia du khéach sau khi su ¢6 da dugc khac phuc, dan dén viéc nhiéu
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16i van hanh hé théng (nhu 15i thé tir phong, 16i két ndi dat phong) bi bé quén hodc
lap di lap lai nhiéu lan trén san OTA.

Khéch san chua x4y dung va ban hanh tai liéu huéng dan quy trinh xtr 1y truc
tuyén. Cong tac twong tac trén mang xa hoi hién nay hoan toan mang tinh chat hinh
thirc. Noi dung phan hoi chi yéu dua trén cic van ban rap khudn co sin dé xoa diu
du luan trudc mat chi chua thiét 1ap dugc quy trinh chuyén héa cac phan nan tryc

tuyén thanh cac bién ban 15i k¥ thuat cu thé dé chan chinh noi bo.
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CHUONG 3: GIAI PHAP NANG CAO NANG LUC TIEP NHAN VA
XU LY PHAN NAN CUA BQ PHAN LE TAN TAI BLUESUN DANANG
BEACH HOTEL
3.1. Co sé dé xuat giai phap
a. Pinh huwéng chién lwgc phit trién ciia BlueSun Danang Beach Hotel

BlueSun Danang Beach Hotel toa lac trén tuyén duong V& Nguyén Giap, dbi
dién bii bién My Khé va la mot trong nhitng khach san 4 sao ¢6 vi tri thuén loi dé
phat trién du lich nghi dudng tai thanh ph Pa Néng. Trong bdi canh nganh du lich
ngay cang phuc hdi va canh tranh giita cac khach san cung phan khiic ngdy cang gia
tang, khach san da xac dinh mdt sb dinh hudng phat trién trong thoi gian toi nham
nang cao chét luong dich vu va khéng dinh vi thé trén thi truong.

Truéce hét, khach san dinh huodng tiép tuc nang cao chit lugng co s vat chét
va dich vu nhim dap ung t6t hon nhu cau ngay cang cao cta khach hang. Bén canh
viéc dau tu, bao tri va nang céip trang thiét bi, khach san cht trong hoan thi¢n quy
trinh phuc vu dé mang dén trai nghiém luwu tra thudn tién va chuyén nghiép hon.

Bén canh do6, khach san chu trong mo rong thi trudng khach quéc té, dic biét
1a cac thi truong trong diém nhu Han Qudc, Trung Qudc, Nhat Ban va An Po. Pong
thoi, ddy manh Gng dung cong nghé trong hoat dong quan 1y va cham soc khach hang
nham ning cao hiéu qua van hanh cling nhu ting cuong kha nang tuong tic v6i khach
trudce, trong va sau thoi gian luu tri.

Ngoai ra, BlueSun Danang Beach Hotel xac dinh chét lugng dich vu 1a yéu tb
then chdt tao nén loi thé canh tranh. Vi vay, khach san luén huéng dén viéc nang cao
su hai 10ng ctia khach hang thong qua viéc cai thién chat lugng phuc vy, ting cudng
tiép nhan phan hoi va xu 1y kip thoi cac ¥ kién, phan nan phat sinh trong qua trinh
khach Iuu tru.

Nhing dinh huéng trén 1a co s quan trong dé khach san tiép tuc phat trién
bén viing, nang cao hinh anh thuong hiéu va kha ning canh tranh trén thi trudng du
lich Pa Nang trong thoi gian téi.

b. Pinh hwéng phat trién ciia bd phan 1€ tin BlueSun Danang Beach Hotel

Bo phén 18 tan 13 bo phan truc tiép tiép xtic voi khach hang trong hau hét cac

giai doan ctia qua trinh luu tra, tir ¢4t phong, nhin phong, cung cap thong tin cho dén
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tiép nhan va xur Iy cac phan hoi, phan nan ciia khach. Vi vay, trong thoi gian téi, khach
san xac dinh bd phéan 1& tan 1a mot trong nhitng bo phan trong tam can duoc quan tam
phat trién nhim nang cao chit luong dich vu va mutrc d6 hai 1ong cua khach hang.

Trudc hét, bd phan 1€ tan dinh huéng nang cao tinh chii dong trong cong viéc,
dic biét 1 trong viée tiép nhan phan hoi va giai quyét cac van dé phat sinh cua khach.
Nhan vién can cht dong quan sat, lang nghe y kién khach hang va kip thoi hd trg, han
ché dé céc su ¢d kéo dai hodc anh huong dén trai nghi¢m luu tra ctia khach.

Bén canh d6, bo phan 1& tan can tiép tuc hoan thién quy trinh tiép nhan va xur
Iy phan nan theo hudng 1 rang, théng nhat va pht hop véi tiéu chuan nghé du lich.
Viéc xay dung quy trinh cy thé s& gitp nhan vién d& dang ap dung trong thyc té, dong
thoi nang cao hiéu qua phdi hop vai cac bd phan lién quan trong qua trinh giai quyét
su ¢d.

Ngoai ra, khach san dinh huéng ting cudng ddo tao ki ning nghé nghiép cho
d6i ngil nhan vién 18 tan, dic biét 1a k¥ ning giao tiép, k¥ ning xt 1y tinh hudng va
k¥ niang kiém soat cam xuic khi lam viéc dudi 4p luc. Piéu nay gop phan ning cao
tinh chuyén nghiép va tao sy dong déu vé chat luong phuc vu giita cac nhan vién.

Déi voi nang luc ngoai ngit, bd phan 18 tan can tiép tuc ning cao kha ning giao
tiép bang tiéng Anh va khuyén khich nhan vién hoc thém cac ngoai ngit khac nhu
tiéng Han, tiéng Trung hoic tiéng Nhat dé dap ung tot hon nhu ciu ctia cac nhém
khach quéc té. Viéc nang cao trinh do ngoai ngir khong chi gitip nhan vién giao tiép
hiéu qua ma con hd tro tét hon trong qua trinh tiép nhin va xir Iy cac phan nan cia
khéach nudc ngoai.

Bo phan 18 tan can ting cudng tng dung cong nghé trong cong viée, st dung
hiéu qua cac phan mém quan Iy khach san va cic nén tang truc tuyén dé theo doi phan
hdi cua khach hang, gop phan nang cao chat lugng phuc vu va xay dung hinh anh
chuyén nghiép cho khéch san.

3.2. Mgt s6 giai phap ning cao ning luc tiép nhin va xir Iy phan nan cia b
phan I€ tin tai BlueSun Danang Beach Hotel.

3.2.1. Ap dung ti¢u chuian VTOS trong quy trinh tiép nhan va xir Iy phan nan
cua khach hang

Trong hoat dong kinh doanh khach san, phan nan ctia khach hang 14 tinh hudng
thudng xuyén phat sinh va c6 anh huong truc tiép dén chat luong dich vu ciing nhu
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hinh anh cua doanh nghiép. Qua qua trinh khéo sat thuc té tai BlueSun Danang Beach
Hotel, c6 thé nhan thay quy trinh x{r Iy phan nan hién nay van con mot sd han ché
nhu: cach xtr 1y gifta cac nhan vién chua ddng nhat, viéc phdi hop giita cic bd phan
con cham, thiéu budc theo ddi sau khi giai quyét su ¢b va chua c6 quy trinh chuan ap
dung théng nhét cho toan bo nhan vién 1& tan. Vi vy, viéc ap dung Tiéu chuin nghé
Du lich Viét Nam (VTOS) vao quy trinh tiép nhan va xir Iy phan nan 1a giai phap can
thiét nham ning cao tinh chuyén nghiép va hiéu qua trong coéng tac phuc vu khach
hang.

VTOS 14 bo tiéu chuan nghé nghiép dugc xay dung nhim chuin hoa ky ning,
nghiép vu va thai d¢ lam viéc cua nhan vién trong nganh du lich — khach san. Viéc ap
dung VTOS gitp nhan vién 1& tan c6 quy trinh xt 1y rd rang, han ché sy ling ting khi
gip cac tinh hudng phat sinh, ddng thoi nang cao kha ning kiém soat cam xtic va giao
tiép v6i khach hang trong méi trudng ap luc cao.

Dé trién khai hiéu qua, khach san can xay dung quy trinh xir Iy phan nan thong
nhat theo 4 budc co ban cia VTOS
a. Chuan héa quy trinh tiép nhén va xir Iy phan nan cia by phan L& Tan tai
Bluesun Danang Beach Hotel theo tiéu chuin VTOS

Nham khac phyc nhiing han ché trong cong tac tiép nhan va xir Iy phan nan
ctia khach hang, ddng thdi nang cao tinh chuyén nghiép trong hoat dong cia bo phan
L& tan, BlueSun Danang Beach Hotel can xay dung va ap dung quy trinh xir 1y phan
nan theo tiéu chuan VTOS. Viéc ap dung quy trinh nay gitp bd phan L& tan xir 1y cac
tinh huéng phat sinh mot cach théng nhat, nhanh chéng va hi¢u qua, gop phan nang
cao su hai 10ng cua khach hang gdm 4 budc:

Budc 1: Tiép nhan, ling nghe chii dong

Budc 2: Xac minh, Phan tich nguyén nhan va phan cap thim quyén

Budc 3: Dé xuét giai phap va thoa thuan thoi gian (Thoi han xir 1y)

Budc 4: Thuc hién khéc phuc, theo d6i hau xur Iy va luu ho so

- Ndi dung chi tiét cho quy trinh:

Buéc 1: Tiép nhan va xir Iy phan nan

Khi khach hang phan anh vé su c¢b hodc chat lugng dich vu, nhan vién bo phan
18 tan can chu dong léng nghe vdi thai do binh tinh, lich sy va thé hién su déng cam.
Trong qua trinh trao ddi, nhan vién khong duoc ngat 161 khach ma can ghi nhan day
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du céc thong tin lién quan nhu ho tén khach, sO phong, thoi gian xay ra sy viéc, ndi
dung phan nan va mong mudn cua khach hang.

Sau khi tiép nhan thong tin, nhan vién can xac dinh chinh x4c ban chit ctia van
dé thong qua viéc dat cau hoi phi hop dé 1am rd nguyén nhan. Toan bd ndi dung phan
nan phai duoc ghi nhan vao s6 nht ky ca truc hoic hé théng phin mém quén 1y khach
san nham phuc vu cho qua trinh theo ddi va xir 1y sau nay.

Budrc 2: Xir Iy phan nan theo quy trinh va thim quyén

Sau khi tiép nhan thong tin, bo phan 1& tin tién hanh kiém tra thong tin trén hé
théng PMS hoic lién hé voi cac bd phan lién quan nhu budng phong, k¥ thuit va nha
hang dé xac minh nguyén nhan phat sinh.

Déi v6i cac su cd thude pham vi tham quyén, nhan vién 18 tan co thé truc tiép
giai quyét theo quy dinh cua khach san. Trong truong hop can phdi hop voi bo phan
khac, nhan vién phai chti dong chuyén thong tin va theo ddi qua trinh xtr 1y thay vi
chi tiép nhan rdi chuyén giao.

Trong qua trinh xir 1y, nhan vién can khang dinh vé6i khach rang van dé dang
duogc giai quyét va khach san cam két xtr 1y trong thoi gian sém nhat nhiam tao sy yén
tam cho khach hang. Pong thoi, cac thong tin va két qua xtr Iy phai duoc cap nhat day
du trén hé théng quan ly dé thuén tién cho viéc theo ddi.

Bwéc 3: Xac dinh hanh ddng va giai quyét phan nan

Sau khi xac dinh dugc nguyén nhan cua sy ¢6, bo phan 18 tan tién hanh trao
d6i véi khach hang dé thong nhat phuong 4n giai quyét pht hop. Nhan vién can giai
thich rd nguyén nhan phat sinh van d¢, dong thoi dé xuat cac giai phap khic phuc cu
thé dua trén quy dinh cua khach san va muc d anh hudng dén khach hang.

Trong qué trinh trao doi, nhan vién can thoa thuan va xac nhan véi khach vé
phuong an xir 1y, thoi gian hoan thanh ciing nhu cac hinh thirc hd trg hodc boi thudng
(néu c6). Viéc thé hién sy cam két va trach nhiém trong qua trinh xtr 1y giup khach
hang cam thay duoc ton trong va yén tim hon.

Sau khi thyc hién giai phap, by phan 18 tan chu dong lién h¢ véi khach dé thong
bao két qua xir 1y, gri 101 xin 18i vé nhimng bat tién da xay ra va xac nhan mirc do hai
1ong ctia khach hang d6i voi phuong an di thuc hién.

Dbi véi truong hop khach hang hai 1ong v6i két qua xir Iy, nhan vién tién hanh
cap nhat thong tin vao ho so luu trit va két thiic quy trinh giai quyét phan nan.

66



Truong hop khach hang van chua dong ¥ hodc chua hai long véi giai phap
dugc dua ra, bo phan 1& tan tiép tuc theo doi, hd trg va duy tri viéc cham soc khach
trong sudt thoi gian lwu tra. Dong thoi, nhan vién phdi hop véi cac bo phan lién quan
va cap quan 1y dé tim kiém phuong an pht hop hon nham giai quyét triét dé van de,
dam bao quyén loi va nang cao muc d6 hai 1ong ctia khach hang.

Budéc 4: Chuyén cap xir ly doi véi cac phan nan nghiém trong

Déi véi nhitng truong hop vuot qua thAim quyén giai quyét ciia nhan vién 18
tan hodc c6 tinh chat nghiém trong nhu khiéu nai lién quan dén tai san, an ninh, yéu
cau bdi thuong 16n hodc cac su ¢d anh hudng nghiém trong dén hinh anh khéch san,
nhan vién can nhanh chéng bao céo cho trudng ca, giam sat hodc trudng bd phan LE
tan dé duogc hd tro xir 1y.

Khi chuyén cép xir 1y, nhan vién phai ban giao day du cac thong tin lién quan
nhu ndi dung phan nan, qua trinh xac minh, cac bién phép da thyc hién va céac tai li¢u
lién quan. Viéc chuyén giao day du thong tin gitip qua trinh xtr Iy duoc lién tuc, tranh
dé khach hang phai trinh bay lai nhiéu 1an va gép phan nang cao hiéu qua giai quyét
phan nan.

b. Yéu ciu vé kién thirc va k§ niing ciia nhin vién b phan L& tin theo tiéu chuin
VTOS

Dé quy trinh tiép nhin va xtr Iy phan nan theo tiéu chuan VTOS dugc thuc
hién hiéu qua, bo phan 1& tan tai BlueSun Danang Beach Hotel can chu trong nang
cao kién thirc va k§ nang nghé nghiép cho d6i ngii nhan vién.

Trudc hét, nhan vién cin nam viing cac loai phan nan thudng gip tai khach
san nhu phan nan vé thi tuc nhan phong, tra phong, chit luong budng phong, co s
vét cht, tiéng on, thai do phuc vu hodc cac su cd phat sinh trong qua trinh luu tra.
Pong thoi, nhan vién phai hiéu rd quy trinh tiép nhan va xir Iy phan nan theo tiéu
chuan VTOS dé dam bao moi phan 4nh ctia khach hang déu dugc giai quyét mot cach
thong nhat va chuyén nghiép.

Bén canh kién thirc nghiép vu, nhan vién can duoc trang bi k¥ ning ling nghe
cht dong nham ghi nhan day di ndi dung phan anh va mong mudn cia khach hang.
Day 1a k¥ nang dic biét quan trong d6i véi bo phan 18 tan vi 18 tan 1a don vi dau tién

tiép nhan hau hét cac phan nan caa khach trong thoi gian luu tra.
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Ngoai ra, k§ ning giao tiép va Gmg xir véi khach hang can dugc nang cao thong
qua cac chuong trinh ddo tao dinh ky. Nhan vién phai biét cach str dung ngbn ngi
lich sy, thé hién sy dong cam, giit binh tinh trong nhing tinh hudng khach hang dang
burc xtic va tao cam giac duoc ton trong cho khach trong sudt qua trinh giai quyét van
de.

Dbi véi dac diém thi truong khach quéc té ciia BlueSun Danang Beach Hotel,
nhan vién 18 tAn can nang cao ning lyc ngoai ngit, dic biét 1 tiéng Anh chuyén nganh
khach san. Déng tho1, khach san nén khuyén khich nhan vién hoc thém tiéng Han va
tiéng Trung nham han ché nhirng kho khin trong giao tiép va tiép nhan thong tin tir
khach qudc té.

Bén canh d6, nhan vién can duoc rén luyén k¥ ning ghi nhan thong tin, cap
nhat hd so phan nan va theo dai két qua xir 1y trén hé thdng quan 1y khach san. Viéc
luu trit day di thong tin giup bo phan 18 tan d& dang theo ddi tién d6 giai quyét va han
ché tinh trang bo sot hodc xir Iy chdm cac phan anh cua khach hang.

Cubi cung, nhan vién can c6 kha ning danh gia murc d6 nghiém trong ciia ting
vu viéc dé xac dinh khi nao c6 thé tu xir Iy va khi nao cin béo cdo trudng ca, giam sat
hoic truéng bo phan L& tan. Diéu nay gitip qua trinh giai quyét phan nan dién ra nhanh
chong, dung tham quyén va dam bao hiéu qua xtr 1y.

3.2.2. Hoan thién cong tac theo d6i va danh gia sau xir ly phan nan

Sau khi phan nan dugc giai quyét, bo phan 18 tan can phan cong rd trach nhiém
theo ddi két qua xur Iy. Ddi voi cac trudng hop thong thuong, nhan vién 18 tan tryc
tiép tiép nhan phan nan s& chiu trach nhiém lién hé lai voi khach trong vong 15-30
phut sau khi sy ¢ duoc khic phuc dé xac nhan mac d6 hai long. béi véi céc truong
hop nghiém trong hodc lién quan dén nhiéu bo phan, truéng ca hodc giam sat 1& tan
s& tryc tiép theo ddi cho dén khi khach x4c nhan van dé da duoc giai quyét hoan toan.

Toan bo két qua phan hdi ctia khach phai duge ghi nhan vao sé ban giao ca
hoac hé th6ng quan ly khach san dé thuan tién cho viéc theo ddi gilra cac ca truc.
Truong hop khach chua hai long, bd phén 18 tan can tiép tuc phdi hop véi cac bd phan
lién quan dé dua ra giai phap bo sung thay vi két thiic xir Iy ngay sau lan giai quyét
dau tién.

Dinh ky hang tuan, truong bo phan 18 tan tién hanh ra soat cac trudng hop phan
nan phat sinh, danh gia hi€u qua xur 1y cua tirng nhan vién thong qua céc ti€u chi nhu
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thoi gian phan hoi, thai d6 phuc vu, kha nang phdi hop lién bd phan va mirc do hai
1ong ctia khach hang. Két qua danh gia duoc st dung lam co sé cho cong tac dao tao,
khen thudng hodc nhic nhé nhan vién nhim ning cao ning lyc tiép nhan va xir Iy
phan nan cta bo phan 1€ tan.

Qua qua trinh phan tich thyuc trang tai BlueSun Danang Beach Hotel, tac gia
nhan thay khach san hién nay chua xay dung van ban huéng dan cu thé vé viéc tiép
nhan va xtr 1y cic phan hoi ctua khach hang trén cac nén tang OTA nhu Agoda,
Booking.com, Traveloka va TripAdvisor. Viéc phan hdi chu yéu dya vao kinh
nghiém cuia tirng nhan vién nén ndi dung con mang tinh chung chung, chua gan lién
vO1 qua trinh kiém tra, xac minh va khic phuc su cd trong thuc té. Vi vay, khach san
can xay dyng va ban hanh quy trinh thong nhat nham nang cao hiéu qua xur Iy phan
nan trén moi trudng truc tuyén.

3.2.3. X4y dung quy trinh tiép nhén, xir Iy va theo déi phan hoi ciia khach hang
trén cic nén ting truc tuyén

Qua qué trinh phéan tich thuc trang tai BlueSun Danang Beach Hotel, tac gia
nhan théy khéch san hién nay chua ban hanh vin ban huéng dan cu thé vé viéc tiép
nhan va xir Iy cic phan hdi ctia khach hang trén cac nén tang OTA nhu Agoda,
Booking.com, Traveloka va TripAdvisor. Viéc phan hoi hién nay chil yéu dya vao
kinh nghiém thuc té, ndi dung tra 16i con mang tinh chung chung, chwa gin lién véi
qua trinh xac minh nguyén nhan va khac phuc su ¢ trong thyuc té. Diéu nay khong
chi anh huong dén hinh anh cta khach san trén méi truong truc tuyén ma con lam
giam hiéu qua quan 1y chéat lugng dich vu. Vi véy, khach san can xdy dung va ban
hanh quy trinh théng nhat nham ning cao hi¢u qua tiép nhan, xir Iy va theo ddi cac
phan hoi ciia khach hang trén cic nén tang truc tuyén.

Thir nhat, quy dinh rd trach nhiém tiép nhan va quan 1y phan hoi truc tuyén
trén cac nén tang OTA. Hién nay, tai BlueSun Danang Beach Hotel, Truéng bo phan
L& tan 13 ngudi truc tiép theo ddi va phan hoi cac danh gia ctia khach hang trén cac
nén tang OTA nhu Agoda, Booking.com, Traveloka va TripAdvisor. Tuy nhién,
nhiém vu nady méi duge thyc hién theo kinh nghiém thuc té, chua dugc quy dinh cu
thé bang van ban nén dé dan dén sy thiéu théng nhat trong qué trinh quéan 1y va xu ly

phan hdi.
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Vi vay, khach san can xay dung va ban hanh vin ban hudng dan chinh thic,
trong d6 quy dinh rd trudng bd phan 18 tan 13 ngudi chiu trach nhiém tiép nhén, theo
ddi, tong hop va phan hdi cac ¥ kién danh gia cua khach hang trén cic nén tang truc
tuyén. Hang ngdy, truong bo phan 18 tan can kiém tra cac danh gia méi dugc dang tai
trén cac OTA dé kip thoi phat hién nhitng phan hdi tiéu cuc lién quan dén chat luong
dich vu, co s& vat chat hodc thai do phuc vu ctia nhan vién.

Khi xuat hién cac danh gia khong hai 1ong, truong bo phan 18 tan cé trach
nhi¢m ghi nhan dﬁy da céac thong tin lién quan nhu tén khach, thoi gian luu tra, ndi
dung phan anh va cac bg phan co lién quan. Nhitng thong tin nay dugc luu trir va theo
ddi nham phuc vu cho qua trinh x4c minh nguyén nhan, phdi hop xir Iy va danh gia
hiéu qua khic phuc sau nay. Viéc quy dinh 1 trach nhiém cua truéng bd phan 18 tan
s& giup hoat dong quan 1y phan hdi truc tuyén duoc thuc hién dong bd, han ché tinh
trang bo sot danh gia ciia khach hang va gop phan nang cao hinh anh, uy tin ctia khach
san trén moi truong truc tuyén.

Thir hai, thuc hién x4ac minh thong tin va phdi hop xu 1y. Sau khi tiép nhan
phan héi, truong bo phan 18 tan tién hanh tra ctru thong tin khach hang trén hé thong
quan 1y khach san dé x4c dinh s6 phong, thoi gian luu tra va cac bo phan c6 lién quan.
Pong thoi, bo phan 1€ tan phdi hop voi cac bo phan nhu budng phong, ki thuat hodic
nha hang dé kiém tra nguyén nhan thuc té cua sy viée.

Viéc x4c minh thong tin truéc khi phan hoi gitip khach san hiéu rd van dé
khach gip phai, tir 46 dwa ra ndi dung phan hdi chinh xac va c6 bién phéap khéc phuc
phu hop. Ddi v6i cac 161 xuét hién nhiéu lan, truong bd phan 1€ tan can téng hop va
bao co ban Giam ddc dé c6 hudng xir 1y kip thoi.

Thi ba, quy dinh ndi dung phan héi khach hang trén. Noi dung phan hdi can
duogc thuc hién theo hudng chuyén nghiép, thé hién su ton trong va tinh than tiép thu
¥ kién khach han. M&i phan hoi can bao gém 16i cam on khach da déng gop ¥ kién,
10i xin 16i dbi v6i nhitng bat tién ma khach gip phai, giai thich ngan gon nguyén nhan
cla su cd va thong tin vé céc bién phap khéc phuc ma khéch san da hodc dang thuc
hién.

Khach san can han ché viée sir dung cac mau phan hoi giéng nhau cho moi
truong hop. Noi dung phan hoi can duoc xay dung ph hop véi ting tinh hudng cu
thé nhiam thé hién su quan tdm cta khach san ddi véi trai nghiém ctia khach hang.
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Thir tu, theo ddi két qua xir Iy sau phan hoi tryc tuyén. Sau khi phan hoi khach
hang trén cac nén tang OTA, trudng bd phan 18 tan tiép tuc theo ddi qua trinh khéc
phuc cta cac bd phan lién quan nham dam bao van dé da duoc giai quyét triét dé. Ddi
v6i nhitng truong hop lién quan dén co s vat chit hodc quy trinh phuc vu, cic bd
phan chirc ning cin bao cdo két qua xir Iy cho bd phan 18 tin dé cap nhat vao hd so
theo dai.

Dinh ky hang thang, trudng bd phan 18 tan tong hop cac phan hoi va phan nan
ctia khach hang trén cac nén tang OTA, phan loai cic nhom van dé thuong gip va bao
c4o ban Giam dbc. Trén co sd d6, khach san c6 thé danh gia hiéu qua xir 1y cua cac
bd phan lién quan, diéu chinh quy trinh phuc vu va dua ra cac bién phap cai thién chat
lugng dich vu phu hop.

Viéc xdy dung quy trinh tiép nhén, xir Iy va theo ddi phan héi truc tuyén mot
cach théng nhat khong chi gitup nang cao hiéu qua quan 1y chat luong dich vu ma con
g6p phan cai thién hinh anh, uy tin ciia BlueSun Danang Beach Hotel trén cac nén
tang OTA, tur d6 nang cao murc dJ hai long cua khach hang trong twong lai.

3.2.4. Nang cao nang lwc chuyén mon va ky ning xir ly phan nan cia bg phén
1& tin
a. Co sé dé xuiat giai phap

Qua phén tich thyc trang tai Chwong 2, ning luc tiép nhan va xu Iy phan nan
ctia bd phan 18 tn van con mot s6 han ché nhu k¥ nang xir Iy tinh hudng chua dong
déu giita cac nhan vién, kha ning ngoai ngit con han ché d6i v6i mot sb thi trudong
khach quéc té va kinh nghiém giai quyét cac phan nan phuc tap chua thyc su dap ung
yéu cau thyuc té. Do d6, viéc nang cao chét lugng ngudn nhan luc theo tiéu chuin
VTOS la yéu cau can thiét nham nang cao hiéu qua xu 1y phan nan va chit lugng phuc
vu khach hang.
b.Noi dung giii phap

Thir nhét, nang cao chét luong tuyén dung dau vao. Khach san can xay dung
cac tiéu chi tuyén dung pht hop véi yéu cau ctia bd phén 18 tan theo tiéu chuan VTOS.
Bén canh trinh d¢ chuyén mon nghiép vu khach san, ing vién can dugc danh gia vé
kha ning giao tiép, k¥ nang xir 1y tinh hudng, kha ning kiém soat cam xuc va trinh

dd ngoai ngtr.
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Trong qué trinh tuyén dung, khach san nén t6 chirc cac tinh hudng gia dinh
lién quan dén phan nan ctia khach hang dé danh gia ning luc thyuc té cta tmg vién.
Thong qua dé, bo phan nhan sy va Trudng bo phan 18 tan co thé lya chon dugc nhirng
g vién c6 kha nang thich Gng va xir 1y tinh hudng tot ngay tir dau.

Th hai, t chtrc dao tao chuyén sau vé k¥ ning tiép nhan va xir Iy phan nan.
Sau khi tuyén dung, nhan vién maoi can duoc tham gia chuong trinh dao tao hdi nhap
va dao tao nghi¢p vu theo quy trinh xur Iy phan nan ctia khach san. Noi dung dao tao
can tap trung vao cac k¥ ning theo tiéu chuan VTOS nhu k§y ning lang nghe chii dong,
k¥ ning giao tiép, k¥ nang ghi nhan thong tin, k§ ning giai quyét van d¢, k¥ nang xir
1y khach hang kho tinh va k¥ ning giao tiép lién vin hoa.

Ngoai ra, khach san nén thuong xuyén té chtrc cac budi dio tao ndi bd dinh ky
dua trén nhirng tinh hudng phan nan thuc té di phat sinh tai khach san nham giap
nhan vién ning cao kha ning tmg bién va rut kinh nghiém trong qué trinh phuc vu
khach.

Thur ba, thyc hién danh gid nang lyc dinh ky dbi v6i nhan vién bod phan 18 tan.
Khach san can xdy dung b tiéu chi danh gia ning luyc xir Iy phan nan dua trén cac
tiéu chuan VTOS va yéu cau thuc té tai don vi. Viéc danh gia co thé duoc thuc hién
hang quy hodc 6 thang mot 1an thong qua cac tiéu chi nhu kha ning tiép nhan thong
tin, thai do phuc vu, k¥ ning giao tiép, thoi gian xir Iy phan nan, mérc d6 hai long cia
khach hang va kha nang phdi hop véi cac bo phan lién quan. Két qua danh gia sé 1a
co s& dé khen thuong, dao tao bo sung hoac diéu chinh vi tri cong viéc phu hop doi
véi tung nhan vién.

Thtr tu, xay dung co ché khuyén khich va tao dong luc lam viéc cho nhan vién.
Khach san c¢an c6 chinh sach khen thuéng d6i véi nhimg nhéan vién c6 thanh tich tot
trong cong tac phuc vu khach hang va xt 1y phan nan. Bén canh d6, can quan tam dén
ché do luong, thuong va co hdi phat trién nghé nghiép nham tao dong lyc dé nhan
vién khong ngimg nang cao nang lyc chuyén mon va chat luong phuc vu.

3.2.5. Ting cuwdng phdi hop giira b phén 18 tin va cac b phan lién quan

Phan 16n cac phan nan ciia khach hang khong chi lién quan dén bo phan 18 tan
ma con lién quan dén budng phong, k¥ thuat, nha hang va cac bd phan khac. Vi vay,
viéc tang cudng phdi hop gitta cac bo phéan 13 yéu ciu can thiét nham nang cao hiéu
qua xu ly phan nan.
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Khach san can xay dung co ché phdi hop rd rang trong qué trinh tiép nhan va
xu ly su ¢6. Khi nhan duoc phan anh tir khach, by phéan 18 tan phai nhanh chéng
chuyén thong tin dén bd phan lién quan va theo ddi tién d6 xur Iy cho dén khi vain dé
duogc giai quyét hoan toan.

Cac bo phan can thuc hién ché do bao céo két qua xir Iy cho bd phan 1€ tan dé
nhan vién c6 co s& phan hoi lai cho khach hang. Viéc phdi hop chit ché s& gitip rat
ngan thoi gian xtr Iy, han ché tinh trang dun day trach nhiém va ning cao murc d6 hai
long cua khéch luu tru.

3.2.6. Ting cwdng ing dung cong nghé trong tiép nhan va xir Iy phan nan

Trong bdi canh chuyén ddi sé hién nay, viéc ing dung cong nghé dong vai tro
quan trong trong nang cao chat luong dich vu khach san.

BlueSun Danang Beach Hotel can khai thac hiéu qua hé théng phan mém quan
1y khach san dé luu trit, theo dbi va quan 1y lich str phan nan cta khach hang. Moi
thong tin vé sy ¢b, qua trinh xur 1y va két qua giai quyét can duoc cip nhat day du trén
hé théng nham phuc vu cho cong tac theo doi va danh gia.

Ngoai ra, khach san can tan dung cac ung dung nhu WhatsApp, KakaoTalk
hozc email dé hd trg khach hang phan anh su ¢6 nhanh chéng trong qua trinh luu tra.
Viéc tng dung cong nghé gitip bo phan 18 tan tiép nhan thong tin kip thoi, rat ngin
thoi gian xir 1y va nang cao kha ning twong tic véi khach hang quéc té.

3.2.7. Nang cao cong tac quan ly chat lwong dich vu

Dé nang cao ning lyc tiép nhan va xir Iy phan nan ctia bd phan 18 tan, khach
san can ting cuong cong tac quan ly chéat lwong dich vu mot cach thudng xuyén va
lién tuc.

Ban quan 1y can dinh ky tong hop cac truong hop phan nan cta khach hang,
phan tich nguyén nhan phat sinh va danh gia hi¢u qua xur ly cta ting bd phan. Trén
co sO d6, khach san c6 thé kip thoi diéu chinh quy trinh 1am viéc, khic phyc céc ton
tai va ngin ngura nhitng sai st tuong tur tai dién.

Viéc xay dung co ché khen thudng ddi véi nhitng ca nhan c6 thanh tich tot
trong cong tac phuc vu khach hang va xtr 1y phan nan ciing 12 giai phap can thiét nham

tao dong luc cho nhan vién nang cao chat luong cong viéc.
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3.3. Kién nghi d6i véi Ban Giam déc BlueSun Danang Beach Hotel

Dé cac giai phap ning cao ning lyc tiép nhan va xu Iy phan nan ctia bd phan
18 tan duoc trién khai hiéu qua trong thuc té, tac gia dé xuét mot sb kién nghi ddi véi
Ban Giam ddc khach san BlueSun Danang Beach Hotel nhu sau:

3.3.1. Hoan thién co ché phéi hop va giam sat giita cac bd phén

Qua qua trinh nghién ciru cho thay, nhiéu truong hop phan nan cia khach hang
chua duoc xtr 1y triét dé do sy phéi hop giira bo phan 1& tan vdi cac bd phan budng
phong, k¥ thuat va nha hang chwa thyc sy dong bd. Vi vy, ban Giam ddc can ban
hanh quy dinh cu thé vé trach nhiém phdi hop giita cac bo phan trong qua trinh tiép
nhan va xu 1y phan nan ctia khach hang.

Pong thoi, can quy dinh rd thoi gian xt 1y dbi v6i ting loai sy ¢6 nham han
ché tinh trang chim tré hodc dun ddy trach nhiém. Bén canh d6, két qua phdi hop xtr
1y phan nan can dugc dua vao tiéu chi danh gia hiéu qua cong viéc ciia cac bd phan
nham nang cao tinh than trach nhiém va chat luong phuc vu khach hang.

3.3.2. Ting cuwong dau tw phat trién ngudn nhan lue b phan LE tan

Ban Giam déc can quan tim hon dén cong tac tuyén dung, dao tao va danh gia
ning luc ctia nhan vién bo phan 1€ tan theo dinh hudng tiéu chuan nghé du lich Viét
Nam (VTOS). Trong qua trinh tuyén dung, can chu trong danh gia k¥ ning giao tiép,
kha ning xir 1y tinh hudng, trinh d6 ngoai ngir va thai do phuc vu khach hang cta g
vién.

Bén canh d6, khach san can thuong xuyén to chirc cac chwong trinh dao tao,
boi dudng nghiép vu va k§ nang xir Iy phan nan nham nang cao nang lyc chuyén mén
cho ddi ngii nhan vién. Pong thoi, can xay dung chinh sach khen thudng va dii ngd
pht hop dé tao dong luc 1am viéc, gop phan ning cao chit lwong ngudn nhan lyc va
giam ty 1& bién dong nhén sy.

3.3.3. Pau tw cong nghé va chuin hoa cong tic quan 1y phan hdi khach hang

Ban Giam ddc can quan tim dau tu, nang cap hé théng cong nghé hd trg cong
tac tiép nhan va xtr Iy phan nan cua khach hang. Trong d6, cAn xdy dung co s& dir liéu
luu trir thong tin phan hoi ctia khach nham phuc vu cho viéc theo doi, danh gia va cai
thién chét luong dich vu.

Dbi véi cac nén tang OTA nhu Agoda, Booking.com, Traveloka, Tripadvisor,
khach san can ban hanh vin ban quy dinh rd trach nhiém quén 1y, theo ddi va phan
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hdi danh gia khach hang. Tai BlueSun Danang Beach Hotel, truémg bod phan 1€ tan 1a
ngudi truc tiép phu trach theo déi cac phan hdi trén OTA, vi vy can dugc giao quyén
va trach nhiém cu thé trong viéc tiép nhan, tong hop, phan hdi va bao cao cac y kién
ctia khach hang cho Ban Giam ddc.

Ngoai ra, khach san nén nghién ctru tmg dung cac phan mém quan 1y phan hoi
khach hang nham hd trg theo ddi danh gia truc tuyén, lwu trit lich sir xir Iy phan nan
va canh bao kip thoi cac phan hdi tiéu cuc. Viée ung dung cong nghé s& giup nang
cao hiéu qua quan 1y chit luong dich vu, han ché bo sot thong tin va gbp phan xay
dung hinh anh chuyén nghiép cho khach san trén méi truong truc tuyén.

3.3.4. Kién nghi dau tu cai thién co sé vat chit va kiém soat tiéng on ngoai
canh

Bén canh cac yéu t6 lién quan dén k¥ ning nghiép vy, nhiéu phan nan cua
khach hang tai BlueSun Danang Beach Hotel xuét phat tir cac van dé vé co so vat
chét nhu 161 khoa thé tir, thiét bi phong ngti xudng cap, mui am mdc hodc tiéng on tir
moi truong bén ngoai. Pay 1a nhiing yéu t6 anh hudng tryc tiép dén trai nghiém luu
tri va tao ap luc 1én cho bd phan 1€ tan trong qua trinh xtr 1y phan nan.

Do d6, Ban Giam dc can ting cudng dau tu ngan sach cho cong tac bao tri va
nang cép co sO vat chét dinh ky nham han ché céc su cd lap lai nhiéu 1an. Pic biét,
khéch san cén uu tién kiém tra va thay moi hé théng khoa thé tir, thiét bi dién trong
phong va cai thién hé théng thong gié nham giam thiéu cac van dé lién quan dén chat
lugng phong luu tri.

Ngoai ra, ddi voi tinh trang tiéng on tir khu vuce bén ngoai khach san, can
nghién ctru trién khai cic giai phap cach 4m pht hop cho cac phong hudng mit dudong
nham nang cao chét luong nghi dudng va han ché cac phan nan lién quan dén moi
truong luu tri. Viée dau tu cai thién co s vat chat khong chi gitip giam ap luc xu 1y
su ¢d cho bd phan L& tin ma con gbp phan nang cao hinh 4nh chuyén nghiép va ning

lyc canh tranh cta khéch san trén thi truong.
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KET LUAN

Trong hoat dong kinh doanh khach san hién nay, ning luc tiép nhan va xir ly
phan nan cua nhan vién L& tan giit vai tro dic biét quan trong, anh hudng truc tiép
dén chat luong trai nghiém khach hang, mirc d6 hai 1ong va hinh anh thuong hiéu cia
doanh nghiép luu tra. Pic biét trong bdi canh chuyén d6i s va sy phat trién manh
mé cila cac nén tang OTA, moi phan hdi cua khach hang déu c6 kha ning tac dong
16n dén uy tin va nang lyc canh tranh cta khéch san trén thi truong.

Thong qua qua trinh nghién ctru 1y luan két hop khao sat thuc tién tai BlueSun
Danang Beach Hotel, khoa luan d hoan thanh cic muc tiéu nghién ciru da dé ra.

Thir nhét, dé tai da hé thong hoa co so 1y luan lién quan dén ning luc tiép nhan
va xtr Iy phan nan ctia nhan vién L& tdn theo dinh huéng tiéu chuan nghé du lich Viét
Nam (VTOS). Noi dung nghién ctru da lam rd céc khai niém, vai tro, quy trinh xur 1y
phan nan ciing nhu cac yéu té anh hudng dén chat lugng xir 1y tinh hudng trong hoat
dong kinh doanh khach san. Pay 1a co s& quan trong dé danh gia thyc trang va dé xuat
giai phap phu hop cho doanh nghiép.

Thr hai, trén co s& phan tich cac phan hoi thuc té cia khach hang trén cac nén
tang OTA trong giai doan 2025 — 2026, khoa luan di phan anh twong ddi toan dién
thuc trang nang luc tiép nhan va xir Iy phan nan ctia bd phan L& tan tai BlueSun
Danang Beach Hotel. Két qua nghién ctru cho thay bd phan L& tan c6 nhiéu uu diém
nhu thai @6 phuc vu than thién, tinh than hd trg khach hang tich cuc va kha nang ung
dung cac nén tang giao tiép truc tuyén trong cham soéc khach luu tra. Tuy nhién,
nghién ctru cling chi ra mot s6 han ché con ton tai nhu quy trinh xir Iy phan nan chua
duoc chuan hoa dong bo, sy phdi hop lién bd phan con cham, ky ning ngoai ngir
chuyén nganh con han ché va chua chu trong budc theo ddi sau xir Iy phan nan. Nhing
han ché nay da anh hudng nhat dinh dén hiéu qua xir Iy tinh hudng va muc do hai long
cua khach hang.

Thi ba, tir két qua nghién ctru thyc trang, khoéa luan da dé xuat mot s giai
phap va kién nghi nham nang cao nang lyc tiép nhan va xtr Iy phan nan ctia nhan vién
L& tan tai BlueSun Danang Beach Hotel. Cac giai phap tap trung vao viéc chuan hoa
quy trinh xtr Iy phan nan theo hudng khép kin, nang cao k¥ ning nghé nghiép va kha
nang kiém soat cam xuc clia nhan vién, ting cudng dao tao ngoai ngit chuyén nganh,
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cai thién co ché phdi hop lién bo phan va dau tu nang cAp co s vat chat. B(‘Sng thoi,
dé tai ciing dé xuét mot sb kién nghi ddi véi Ban Giam ddc nham hd trg qua trinh trién
khai giai phap mot cach hiéu qua va déng bo hon trong thuc tién van hanh khach san.
Mic du da c6 nhiéu cb ging trong qua trinh nghién ctru, khoa ludn van con
mot s6 han ché nhat dinh vé pham vi khao sat va thoi gian nghién ctru. Tuy nhién, em
hy vong rang nhimng ndi dung nghién ciru, giai phap va kién nghi duogc dé xuat trong
dé tai s& gép phan hd tro BlueSun Danang Beach Hotel nang cao cht luong dich vu,
cdi thién trai nghiém khach hang va xay dung hinh anh thuong hi¢u khach san chuyén

nghiép, bén viing trong bdi canh canh tranh va hoi nhap qudc té hién nay.
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PHU LUC

Théng ké dit liéu dugc thu thap tir ndm ( 2025 — 2026)

STT Ng“‘;?édanh Quédc tich Nhan xét ctia khach Chu @& Diém | Cam xtc
The attentive support of receptionist Peter in
assisting my 95-year-old grandmother with a Reception Positive
1 Agoda Singapore | wheelchair was greatly appreciated. The check-in | Service / Special 10 )
process was quick and efficient, and the front desk | Assistance
staff were friendly, polite, and always welcoming.
The Front Office Manager was outstanding and
highly professional. All front desk staff were
) Acoda Vuong helpful and always willing to assist guests. Reception 23 Positive
& Quoc Anh | However, I was dissatisfied with the Service ) )
Housekeeping Department due to early-morning
noise and delays in room cleaning.
n Nhan vién nén binh tinh hon trong khi xtr Iy cac Complaint
3 Agoda Viet Nam van dé ophats sinh trude miat khach Handling Skills 84 | Neutral
The quality of service did not fully meet
expectations considering the price paid. However, Personalized Positive
4 Agoda Singapore | I highly appreciated the proactive approach of the Support 88 +)
restaurant manager and front desk staff in seeking pp
feedback to improve service quality.
The front desk staff were unfriendly and unhelpful
A Toa during the check-in process. I was also dissatisfied | Reception Negative
> Agoda Nhat Ban with having to visit the front desk every day to Attitude 32 )
reactivate the room key card.
I was disappointed with the noisy room assigned .
. - Reception
2\~ | by the hotel and the poor housekeeping service. : .
Tho Nhi Service / Negative
6 Agoda . The room was not cleaned throughout the stay, 48
Ky . ) , . Currency )
which negatively affected the guest’s wedding
. . Exchange
anniversary celebration.
7 Agoda Uc Felt thaj[ staff did not respond adequately to their Regeptlon 48 Negative
complaints Attitude )
I was dissatisfied with the slow response to service
requests. A blocked room drain was reported but
2 Agoda Hoa K was not repalr-e(.i during th@ stay. In adlelon, some qunmumcahon 72 | neutral
in-room amenities were missing, and noise from Skills
the restaurant area at night negatively affected the
ouest's experience.
I was dissatisfied with the limited selection of
Indian food. In addition, the front desk staff
£ R member (Ellie) was perceived as uncooperative Digital
? Agoda An Do and did not provide effective assistance. The Communication 64 | neutral
currency exchange service also caused
considerable inconvenience during the stay.
He lady at the lobby for morning shift is quite Check-in
10 Agoda Philippines | unapprochable but the one in night duty . 68 | Neutral
. Handling
compensates 1t
. I forgot personal items, including contact lenses. Complaint Positive
11 Agoda Nhat Ban | Tpe front desk staff assisted by locating a nearby 88

pharmacy and providing the necessary

Response Time




information. (&)
The bellman handled the luggage carelessly by Communication
12 Agoda Nhat Ban | throwing it into the room without speaking to the Skills 72 | neutral
guest or offering a friendly greeting or smile.
I was disturbed by noise from a neighboring room.
A Toa Although the issue was reported to the front desk, | Personalized Positive
13 Agoda Nhat Ban it took three separate complaints before the noise Support 80 )
was finally reduced.
The front desk staff were helpful, polite, and
14 Acoda Hong communicated well in English. However, I was Multilingual 38 Positive
& Kong bothered by noise from the surrounding area Service G)
during the stay.
The facilities were old and not soundproof.
15 Acoda Hong However, the front desk staff were friendly, Communication R0 Positive
& Kong proactively helped guests, and always had a smile | Skills )
on their faces.
Hong The room key card repeatedly expired. Although Personalized Negative
16 Agoda Kon the hotel continuously changed our room, the Support 40 “)
& problem was still not resolved. pp
An employee named Luna helped us with many
\ < | things through KakaoTalk. It was great that she Reception Team Positive
17 Agoda Han Quoc handled our various requests through chat. All the | Performance 88 +)
staff were very friendly.
| We were not able to check in on time. The front Personalized Negative
18 Agoda Han Quoc | desk staff laughed very loudly, and the facilities 60
Support
were poorer than those of other hotels. (-)
Connecting rooms were booked, but the hotel
| unilaterally changed them to two separate rooms. Recention Negative
19 Agoda Han Quodc | The requested room type had been given to other ServiI::e 56 “) &
guests, and the hotel promised to change it the
following day without offering any apology.
| On the first day of check-in, the shower was Recention Positive
20 Agoda Han Quodc | broken. The front desk staff responded promptly P 76
. Service )
when the issue was reported.
\ < | Here should be room guidelines indicating which | Lost and Found Negative
21 Agoda Han Quoc items are allowed to be used and which are not. Handling 40 +)
Vuong The staff that tend to say yes to everything even if | Reception
22 Agoda Qudc Anh | they didn’t understand what you want. Attitude 80 | neutral
Upon arrival, we had to wait for more than an hour Travel
23 Agoda Hoa Ky | for our luggage to be delivered to the room, but in . 72 | neutral
. . Assistance
the end, we went downstairs to collect it ourselves.
I would like to put a special thanks to the manager
£ R Lua Who helped us a lot in recommending must Transportation Positive
24 Agoda An Do try places to eat vegetables food and best cafes in | Support 84 )
town
During my stay, my room was heavily infested . .
25 Agoda Nhat Ban | with ants, and I requested assistance from the staff. Speglal 92 Positive
. Assistance )
I am very grateful for their prompt response.
Mot s6 nhan vién 18 tan khong noi duoc tiéng Anh,
A Toa nhung tat ca ho déu c6 ging hét stc dé gitip ching | Reception Positive
26 | Agoda | NhatBan | o o cach str dung tmg dung dich thuat trén | Service 101
dién thoai thong minh cua ho




Previously, I mentioned that the noise from the
beach bar was somewhat disturbing, and it seems Positive
27 Agoda Nhat Ban | they upgraded me to a suite with a separate Guest Care 10 +)
bedroom. Thanks to that, I was no longer disturbed
by outside noise in the bedroom..
I would like to extend special thanks to Luna at the .
Hong . i Check-out Postive
28 Agoda reception and the other lobby staff; they were very . 80
Kong S . Handling ()
enthusiastic and answered all of our questions.
) That staff member had a rather stiff expression Guest Welcome
29 Agoda Han Quoc | because I could not speak English during the . 72 | Neutral
. Experience
check-in process.
The staff were very enthusiastic and attentive in Recention Positive
30 | Booking.com Phap listening to your requests and feedback. Anna at P 90
. Attitude )
the reception desk was very helpful.
I would like to sincerely thank Ellie for )
coordinating with us when we left some items in Postive
31 | Booking.com An Do the lobby during che.ckout. She helped ensure that | Front Qfﬁpe 10
the forgotten belongings were sent to us via Coordination
courier service at our next accommodation in Ho )
Chi Minh City.
The hotel is in very good condition. Receptionist . ..
. , . . Reception Posttive
32 | Booking.com Duc Anna was very friendly and patient. She answered : 9
. . . Service +)
all my questions satisfactorily.
' i Thp reception §taff are very frlc?ndly, l?ut they nqed Reception Positive
33 | Booking.com | Thuy Sy | to improve their customer service during check-in . 80
Service )
and check-out.
. . Particularity Luna on the reception desk. She was | Reception Positive
34 | Booking.com | Sri lanka so helpful when my husband had hurt his foot Attitude 10 +)
) I was offered a one-hour late check-out extension Recention Team
35 | Booking.com An Do after noon, but the service attitude was somewhat P 80 | neutral
Performance
rude.
Vuon The reception team was excellent—very pleasant Positive
36 | Booking.com Jone and helpful (Luna and Jenny were great during the | Problem Solving 80
Quoc Anh (+)
check-out process).
Ellie at the reception desk was very helpful in
. Vuong arranging our trips and was very attentive. Kyle, Interdepartmental Positive
37 | Booking.com Quoc Anh | who had only been working as a bellboy for one Support 10 +)
week, was very friendly and polite.
The front desk manager was always willing to help
. with everything. Her English is excellent. The Travel Positive
38 | Booking.com Nepal reception staff—Jenny, Jade, Anna, Dung, and Assistance 10 )
Ally—were very friendly and extremely helpful.
Ellie from the reception team has been in contact
. . with us via WhatsApp since we made the booking. | Check-in Positive
39 | Booking.com ue She went above and beyond to make our stay Efficiency 10 )
memorable..
The reception staff did a great job. I had food
. poisoning, and they .checked on me and asked if I Late Check-out Positive
40 | Booking.com | Morocco | needed anything or if they could prepare any food Handlin 88 +)
for me. They were always ready to help, whether &
arranging a taxi or handling any other requests.
Even Peter repaired my broken sunglasses, and the Recention Positive
41 | Booking.com UucC reception staff also helped me find computer P 10
. Attitude +)
repair shops.




) I was offered a one-hour late check-out extension Positive
42 | Booking.com An Do after noon, but the service attitude was somewhat | Problem Solving 80 +)
rude.
The housekeeping service was inconsistent, which
made us have to call and request it. During
United checkout, the receptionist told us that some towels Complaint
43 | Booking.com Arab were missing, which made us very frustrated. We Response Time 50 | Negative
Emirates | explained that the management had forgotten to p
provide them, and after checking the records, they
let us go.
Can cai thién cong tac cua cac anh bao vé khi
44 Traveloka Viét Nam khAéchAdén tI}éi 96 cE‘)nAh(‘)’i hgt chzilc nghil la kh'éch Trayel 25 | neutral
viét nén lo 1a dén d6 1én phong ciing chang co ai Assistance
hudng dan
Tbi c6 ngay & lai thoai mai, nhung c6 mot sb diém
chua hai 10ng nhén vién vé sinh don ¢ cac phong
. khac on o, tdi ¢ trong phong nghe ho rat 6n. Cam | Complaint Positive
4 Traveloka Viet Nam on mot nam 1& Tan d?ig clileckgin %)ut cho, t6i khong Han(ﬁing Skills 85 ()
nho tén cau éy, da cau éy hoi ngam, cau rat nhiét
tinh, lich su.
Phong sach s&, view bién. Nhéan vién than thién, Reception Positive
46 Traveloka Viét Nam | support khach. khach san cling offer free khi gia Service 85 +)
dinh minh c6 nhu cau check out lac 13h.
47 Traveloka Viét Nam K.IEéCll san co V1 tri t(f)t Vé}kviewA biég ?@P- Nhan Guest .Welcorne 35 Positive
vién 1€ tan ca sang va chiéu than thién. Experience +)
N‘hén’vién rat than thién va nhiét tinh. Moi ng}I(‘ri Reception Positive
48 Traveloka Viét Nam | deu rat tuyét voi trong cong viéc, dac biét 1a 1€ tan . 10
o Attitude (+)
va nha hang.
nha minh ¢6 2 bé nén da dugc nhan vién doi cho
in hong to hon ma khong mat thém phi cuc ok lai Reception Positive
49 Traveloka Viet Nam Ic)(‘)n V%ew bién. diém trl‘% la blra sénz chua da dang Attinfde 10 +)
bé boi hoi nhd
Ngoai ra minh danh gia rat cao sy hd tro khach
hang t6i da cua khach san, dép Gmg hoan hao nhu
. cau cua khach. Cam on khach san néi chung va Reception Positive
S0 | Traveloka | VigtNam | o400 & phong Sale 1 noi ring da hét sfxcggiﬁp Attitude 7T 1
dd van dé c4 nhan ciia minh. Néu c6 dip nhit dinh
s€ quay lai!
' New Reception s.taff - th.ey are the highlight of this Reception Positive
51 Trip hotel. Specially Ellie. She helped a lot with . 5 sao
Zealand . Service )
suggestions about restaurants, places to go etc.
59 Trip Thornton | I have only been checked in less than 4 hours and | Travel 5 sa0 Positive
Heath already have been very impressed. Assistance )
. NeW The hotel is very good qga}lty, our staff very nice, | ;i and Found Positive
53 Trip Delhi, breakfast is fully and delicious, the reception is . 5 sao
. . . Handling G)
India friendlines
Subt dém, chung t6i khong thé nga duoc vi tiéng .
. n 6n 16n tir quan karaoke ddi dién khach san. Ching | Guest Welcome Negative
54 Trip Viet Nam | .. av 9% aA 22 1 v s NS . 1 sao
toi da goi I¢ tAn d€ phan nan nhung c6 ay ndi ho Experience
khong thé 1am gi dé ngan chan no. (-)
_ Auckland We bo‘ghere.d regeption st.aff often. with lost cards, Complaint Neutral
55 Trip Central help with directions, advice on this and that, and Handling Skills 5 sao “)
> | we found them all to be be helpful, sincere and




determined to offer the very best in customer
service.

56

Trip

Vuong
quoc anh

The receptionist Jenny was very helpful in
advising and helping us book our excursion and
ensuring we had great comfort.

Problem Solving

5 sao

Positive

)

57

Trip

West
Hartford

While checking in into Hoi An Historic Hotel and
realized my passport was still in the safe at Blue
Sun Hotel. I was nevous and called the
receptionist. My password was delivered to my
room at Hoi An Historic Hotel next day with no
cost.

Travel
Assistance

5 sao

Positive

()

58

Trip

Taipei

When checked in, I'm really tired cause delayed
flight. So I was suprised to receive a bouquet of
flowers from sales executive and receptionist.
They welcome my children and I very friendly.
The hotel also gave us a fruit plate in room. I was
really impressed with the enthusiasm of the staff
here.

Communication
Skills

5 sao

Positive

)

59

Trip

New York

The receptionist is super friendly and helpful.
They were very glad to help us with our several
personal issues. They are always smiling and
glowing. Greetings :)

Reception Team
Performance

5 sao

Positive

()

60

Trip

India

Special mention of Luna who took care of us very
well, she made sure the check in and check out
was smooth and was very helpful in guiding us
exploring the city. Kudos to your staff ! Great
hotel and mesmerising stay !

Complaint
Response Time

5 sao

Positive

)




