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1. Tén dé tai: “Nghién ciru vé trai nghiém am thuc ciia du khach quoc té tai
Pullman Danang Beach Resort dudi goc nhin da van hoa”

2. Noi dung:

Noi dung khéa luan tap trung nghién ctru trai nghiém am thuc cta du khach quéc
té tai Pullman Danang Beach Resort dudi goc nhin da vin hoa. Trén co so hé
thong hoa cac van dé 1y luan lién quan dén trai nghiém am thuc, du khach quéc
té va yéu t6 da vin hoa trong hoat dong du lich, dé tai tién hanh phan tich thuc
trang trai nghiém am thuc cta du khach thong qua dir liéu thu thap tir cic nén
tang OTA va cic ngudn thong tin lién quan. Két qua nghién ctru nhim danh gia
nhirng diém manh, han ché trong hoat dong cung cép dich vu 4m thuc tai
Pullman Danang Beach Resort, dong thoi 1am rd su tic dong cia cac yéu tb vin
hoa dén cam nhén va mirc d6 hai 1ong cta du khach qudc té. Tir 4o, dé tai dé
xudt mot s6 giai phap va dinh huéng nham nang cao chit lwong trai nghiém am
thuc, gop phan nang cao kha ning canh tranh va dap tng tot hon nhu cau cua du
khach quéc té trong bdi canh hdi nhap va phat trién du lich hién nay.

3. Ngay giao khéa luan: 2/3/2026
. Ngay hoan thanh khéa luan: 25/5/2026
5. Giang vién huéng din: Lé Thi Kim Ngan

SN

Nbi dung va yéu cau Khoéa luan tot nghiép da duoc théng qua Bo mon.

Pa Nang, ngay 2 thang 6 ndm 2026
Truéng bo mon Giang vién huéng dian Sinh vién thuc hién

(ky ghi ro ho tén) (ky ghi r6 ho tén) (ky ghi ro ho tén)
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Noi dung nhan xét:
1.  Tinh than, thai @ 1am viéc:
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4. Pong y cho sinh vién bao vé khéa luin tot nghiép trwéc hdi dong.

Pa Ning, ngay 02 thang 06 nim 2026

Nguwoi nhan xét
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LOI CAM ON

Pé hoan thanh d& an khoa luan t6t nghiép ndy, em xin gti 101 cam on chan
thanh va sdu sic dén quy thay c6 Truong Dai hoc Kién Trac Pa Néng di tan tinh
giang day, truyén dat kién thtrc va tao diéu kién thuan loi cho em trong subt qua trinh
hoc tap va nghién ctru.

bdéc biét, em xin bay t6 long biét on sau sic dén c6 Lé Thi Kim Ngan — nguoi
da truc tiép hudng din, ludn tan tinh chi bao, gop y va hd trg em trong sudt qua trinh
thuc hién dé an. Nhitng ¥ kién déng gop quy bau cung su dong vién cua co da gitp
em hoan thién khoa luan mot cach tot nhat.

Em ciling xin chan thanh cdm on Ban lanh dao Pullman Danang Beach Resort
da tao diéu kién cho em c6 co hoi thuc tap, hoc hoi va tiép can moi truong lam viée
thuc té tai khach san. Béng thoi, em xin gui 101 cdm on dén cac anh chi tai bd phan
nha hang Epice Restaurant, dac bi¢t 1a chi Phuong, chi Daisy, chi Hon, chi Kién, chi
Quynh ciing toan thé anh chi nhan vién da nhiét tinh hd tro, huéng dan va chia sé cho
em nhiéu kinh nghiém quy bau trong suét thoi gian thuc tap.

Bén canh do, em xin cam on quy thay c6 khoa Du lich da lu6n tin tdm giang
day, truyén dat khong chi kién thitc chuyén mon ma con 1a nhitng kinh nghiém thuc
té va bai hoc nghé nghiép quy gia dé em c6 thém hanh trang cho cong viéc sau nay.

Mic du da ¢d gang hoan thanh dé 4n bang tat ca sy nd luc ciia ban than, nhung
do kién thtrc va kinh nghiém con han ché nén bai khoéa luan khé tranh khéi nhimg
thiéu sot. Em rat mong nhan dugc sy thong cam cung nhiing y kién dong gop quy bau
tir quy thay c6 dé bai khoa luan dugc hoan thién hon.

Cubi cing, em xin kinh chic quy thay c6 cung Ban lanh dao va toan thé anh
chi tai Pullman Danang Beach Resort that nhiéu src khoe, thanh cong va hanh phuc.

Em xin chan thanh cam on!



PHAN MO DAU

1. Ly do chon d@ tai

Trong bdi canh nganh du lich Viét Nam phat trién manh m&, trai nghiém am
thuc da tro thanh mot yéu t6 khong thé thiéu trong hanh trinh kham pha ciia du khach
quéc té. Dic biét, tai cac khu nghi dudng cao cdp nhu Pullman Danang Beach Resort,
viéc cung cap trai nghiém am thuc da dang, dap ing nhu cau va ky vong cta du khach
dén tir nhiéu nén vian hoa khac nhau 1a mét thach thirc cling nhu co hoi 16n. Am thyc
khong chi don thuan 1a viéc cung cap thyc pham ma con 1a phuong tién thé hién va
truyén tai gia tri van hoa dic trung cia ving mién. Tuy nhién, su khac biét vé thoi
quen, khau vi, va quan niém vé am thuc giita cac nén vin hoa di anh huong truc tiép
dén murc do6 hai long va trai nghiém cua du khach. Do d6, viéc nghién ctru trai nghiém
am thuc tir goc nhin da vin hoa s& gitup cac don vi luu tra nhu Pullman Danang Beach
Resort hiéu rd hon vé hanh vi tiéu dung, ky vong va nhu cu cta khach quéc té, tir d6
c6 thé diéu chinh va nang cao chat lugng dich vu phi hop.

Ngoai ra, hién nay chua c6 nhiéu nghién ctru chuyén sau vé trai nghiém am
thuc tai cac khu nghi dudng 5 sao & Pa Nang, dic biét 1a dudi goc nhin da vin hoa.
Pé tai nay khong chi gop phan lam phong phu thém kho tang nghién ctru khoa hoc
vé du lich 4m thuc ma con hd tro thuc tién trong viéc phat trién san phém dich vu
F&B tai Pullman Danang Beach Resort, hudng tdi ndng cao trai nghiém khach hang
va tao loi thé canh tranh bén viing.

Vi nhiing ly do trén, viéc lua chon dé tai “Nghién ctiu vé trai nghiém am thuc
ctia du khach quéc té tai Pullman Danang Beach Resort: Goc nhin da vin héa” 14 can

thiét va c6 ¥ nghia thiét thyc.
2. Muc tiéu nguyén ciru

- Hé théng hoa co s¢ 1y luan vé trai nghi¢m am thuc cta du khach quéc té véi
gbc nhin da van hoa.
- Panh gia trai nghiém 4m thuc va cac yéu t6 anh huong dén trai nghiém am
thuc ctia du khach qudc té tai Pullman Danang Beach Resort, phan tich véi
gbc nhin da van hoa.
- Pé xuét cac giai phap nham nang cao trai nghiém am thuc cta du khach quoc

té tai Pullman Danang Beach Resort.



3. Pbi twong va phwong phap nghién ciru
3.1. Pdi twong nghién ciru

Déi tuong nghién ctru: Trai nghiém am thuc cua du khach quéc té tai Pullman

Danang Beach Resort.
3.2. Phuwong phap nghién ciru

+ Thu thap thong tin tir sich, gido trinh va vin ban lién quan dé tong hop co
so 1y thuyét vé trai nghiém am thuc cta du khach qudc té v6i goc nhin da van hoa.

+ Thu thap dir liéu tir cac bao cdo ndi bo dé tong hop thong tin vé Pullman
Danang Beach Resort.

+ Thu thap dir liéu tir cdc ddnh gia va binh luan ciia khach qudc té lién quan
dén trai nghiém am thuce tai Pullman Danang Beach Resort trén cac trang OTA.

+ Thu thap dit liéu tir cadc bao cao, van ban ndi bo, két hop v6i quan sat, dé
danh gia cac yéu td anh huong dén trai nghiém am thuc cua du khach quéc té tai
Pullman Danang Beach Resort.

+ Phan tich cac vu diém va han ché trong dich vu am thuc ctia Pullman Danang
Beach Resort, tir d6 dé xut cac giai phap nang cao trai nghiém am thuc ctia du khach

quéc té tai Pullman Danang Beach Resort.
4. Két cau khéa luin

Nghién ctru bao gdm 3 ndi dung chinh:
Chuong 1: Co s& Iy ludn vé trai nghiém am thuc cua du khach quéc té véi
gbc nhin da van hoa
Chuong 2: Thuc trang trai nghiém am thuc cta du khach quéc té tai
Pullman Danang Beach Resort v41 goc nhin da van hoa
Chuong 3: Giai phap nang cao trai nghiém am thuc ciia du khach qudc té

tai Pullman Danang Beach Resort véi goc nhin da van hoa



CHUONG 1: CO SO LY LUAN VE TRAI NGHIEM AM THUC CUA
DU KHACH QUOC TE VOI GOC NHIN PA VAN HOA
1.1 Hoat dong kinh doanh khach san
1.1.1 Khdi niém hoat dong kinh doanh khdch san

Kinh doanh khach san 1a mdt loai hinh doanh nghiép dich vu mang tinh dac
thu, duoc hinh thanh tur nhiéu hoat dong kinh doanh khac nhau nham dap img nhu
cau da dang cua khach hang trong linh vyc du lich va luu tru. O giai doan ban dau,
hoat déng nay chu yéu chi tip trung vao viéc cung cp dich vu luu tra co ban, tic 1a
chd nghi qua dém cho khach. Tuy nhién, cing véi sy phat trién manh mé cta nganh
du lich va su thay d6i trong nhu cau tiéu ding cia con ngudi, pham vi hoat dong ciia
khéach san di dan duoc mo rong. Khong chi dirng lai ¢ dich vu luu tr, cac khach san
ngay nay con cung cap thém dich vu n uéng va nhiéu dich vu bo sung khac nham
nang cao chat luong trai nghiém cho khach hang.

Trong thuc té hién nay, khai ni¢m kinh doanh khach san co thé duoc tiép can
du6i hai goc do khac nhau, bao gdm nghia hep va nghia rong. Theo nghia hep, kinh
doanh khéch san duoc hiéu 1a hoat dong tap trung vao vi¢c cung cép dich vu luu tra
nham dap tng nhu cau nghi ngoi co ban cta khach hang trong thoi gian luu tru tai
diém dén. Nguoc lai, theo nghia rong, kinh doanh khéach san dugc hiéu 1a mot hoat
dong cung cap téng hop nhiéu loai dich vu khac nhau, bao gém lwu trd, dn udng va
céc dich vu bd sung nhu giai tri, thé thao, hoi nghi hoac cham soc strc khéde. Nhitng
dich vu nay duogc thiét ké nham dép tng ngdy cang tét hon nhu cau da dang va ngay
cang cao ctia khach hang trong bdi canh nganh du lich phat trién hién dai.

Véi dic diém 1a mot linh vue dich vu téng hop, hoat dong kinh doanh khach
san khong chi gidi han trong viéc tao ra cac san phém dich vu do chinh khach san
cung cip, ma con déng vai trd 1a cau ndi trung gian trong viéc tiéu thy san pham cta
nhiéu nganh kinh té khac nhau nhu thuc phém, dd uéng, van tai hay céc dich vu giai
tri. Bén canh d6, mot dic diém quan trong ctia nganh nay 13 qua trinh san xuét va tiéu
dung dich vu dién ra déng thot, nghia 1a dich vu dugc tao ra va ti€u dung ngay tai
thoi diém cung ing. Diéu nay doi héi cac doanh nghiép khach san phai c6 su to chirc
va quan 1y chat ché nham dam bao chét luong dich vu luon on dinh va hiéu qua.

Trong qué trinh hoat dong, cac doanh nghiép khach san luén phai giai quyét

hai hoa gitra hai myc ti€u co ban nhung mang tinh chat mau thuan véi nhau. Mot mat,
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doanh nghiép can tap trung vao viéc cung cap cac san pham va dich vu co chit luong
cao nham thoa man tdi da nhu cau va mang lai sy hai long cho khach hang. Mat khac,
doanh nghié¢p cling phai dam bao hi€u qua kinh doanh, tirc 1a doanh thu tao ra phai
da dé bu dap chi phi va dong thoi mang lai loi nhudn, tir d6 dam bao sy ton tai va
phat trién bén viing trong dai han.

Theo Hoang Thi Lan Huong (2008), Kinh doanh khéch san 1a hoat dong kinh
doanh trén co s& cung cép cac dich vu luu tru, an uéng va céc dich vu bd sung nham
dap tng nhu cau an, nghi va giai tri ctia khach tai cac diém du lich v&i muc dich sinh
101.

1.1.2 Tinh ddc thu trong hoat dong kinh doanh khdach san

Hoat dong kinh doanh khach san 1a mét loai hinh dich vu mang nhiéu dac diém
riéng biét, phan anh rd tinh chat dic thu cua nganh va c6 anh huong truc tiép dén
cong tac to chire, quan 1y ciing nhu hiéu qua kinh doanh cua doanh nghiép. Nhiing
dic diém nay tao nén co s& quan trong dé doanh nghiép xay dung chién lugc hoat
dong phu hop, dam bao kha ning canh tranh va phat trién bén viing trong bdi canh
nganh du lich ngdy cang phat trién.

Trude hét, kinh doanh khach san mang tinh phu thudc chit ché vao tai nguyén
du lich tai diém dén. Tai nguyén du lich duoc xem 1a yéu t6 nén tang hinh thanh nhu
cau luu tri va sir dung dich vu cua khach du lich. Nhirng dia diém so hitu tai nguyén
phong pht, da dang va hap dan thuong c6 kha niang thu hat lugng 16n khach du lich,
tlr d6 tao diéu kién thuan loi cho hoat dong kinh doanh khach san phat trién. Nguoc
lai, tai nhitng khu vuc c6 tai nguyén du lich han ché, kha ning thu hut khach thap
hon, diéu nay anh huéng truc tiép dén hiéu qua khai thac va hoat dong kinh doanh
cua khach san. Vi vay, viéc lua chon dia diém dau tu, xac dinh quy mo cling nhu dinh
huéng phat trién ctia khach san ludn gin lién véi qua trinh nghién ctru tai nguyén du
lich va phan tich thi truong khach muc tiéu.

Bén canh d6, kinh doanh khach san 14 linh vuc doi hoi dung lugng vén dau tu
16n. Bé dap tng yéu cau ngdy cang cao cia khach hang, cac khach san can dau tu xay
dung h¢ théng co s& vat chat ky thuat d@)ng bo, hién dai cung trang thiét bi phu hop
v6i tiéu chuan dich vu. Ngoai chi phi dau tu ban dau lién quan dén xay dung va trang
bi co s vat chat, doanh nghiép con phai chiu cac chi phi vé dét dai, noi that, van hanh

va bao tri trong subt qua trinh hoat dong. Pac biét, do dac diém mang tinh thoi vu ctia
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nganh du lich, hiéu qua khai thac khach san thudong khong 6n dinh trong nim, trong
khi cac chi phi ¢6 dinh vin duy tri & mirc cao, tir d6 tao ra ap lyc tai chinh déng ké
d6i voi doanh nghiép.

Mot dic diém quan trong khac cia hoat dong kinh doanh khach san la nhu cau
st dung lao dong truc tiép 16n. Do san phém dich vu khach san mang tinh v6 hinh va
qua trinh cung ung dich vu phy thudc nhiéu vao yéu to con ngudi, nén doanh nghiép
can mot lyc luong lao dong du 10n, c6 trinh do chuyén mén va ki ning phu hop. Cac
bd phan nhu 1& tin, budng phong, nha hang va cac bd phan dich vu khac phai hoat
dong lién tuc va phéi hop chat ch€ vo1 nhau nham dam bao chat luong phuc vu. Diéu
nay doi hoi cong tac to chic lao dong phai hop 1y theo ca kip, dong thoi can chi trong
dao tao va nang cao chat luong ngudn nhan lyc nham dép tmg yéu ciu ngdy cang cao
cua khach hang.

Ngoai ra, kinh doanh khach san con mang tinh chu ky o rét va chiu anh huéng
manh cua yéu t6 thoi vu. Nhu ciu st dung dich vu khéach san thuong xuyén bién dong
theo thoi gian, phu thudc vao mua du lich, diéu kién khi hau, dic diém thi truong
khach va loai hinh khéach san. Trong d6, cac khach san phuc vu khéach cong vu c¢6 xu
huéng 6n dinh hon, trong khi cac khach san nghi dudng thudng chiu tic dong manh
ctia tinh mua vu. Su bién dong nay doi hoi doanh nghiép phai xay dung ké hoach kinh
doanh linh hoat nham t6i uu hoa cong suat phong va dam bao hiéu qua doanh thu
trong tung giai doan.

Bén canh tinh thoi vy, hoat dong kinh doanh khach san con c¢6 tinh lién tuc
trong phuc vu. Khéch san phai duy tri hoat dong 24 gi¢ trong ngay va phuc vu khach
lién tuc trong sudt ca nam, khong bi gian doan. Piéu nay xuit phat tir dic diém nhu
cau ctia khach du lich vén khong bi gidi han vé mat thoi gian, do d6 doanh nghiép
can dam bao kha ning cung tmg dich vu lién tuc, ddng thoi duy tri chit lugng phuc
vu 6n dinh trong moi thoi diém.

Ngoai ra, kinh doanh khéach san con mang tinh chon loc dbi tuong khach hang.
M&di khach san thuong hudng dén mot hodc mot sb phan khtc khach hang muc tiéu
nhét dinh, tuy thudc vao vi tri, quy mo, cép hang va chién lugc kinh doanh. Sy lya
chon nay dugc thé hién thong qua chinh sach gia, chét luong dich vy, co so vat chét
va cac hoat dong marketing nham thu hut ding nhom khach hang phu hop, tir 46 nang

cao hi¢u qua khai thac va kha nang canh tranh trén thi truong.
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Mot dic diém khac 1a tinh doc lap tuong dbi gitta cac b phan trong khach san.
Céc bo phan nhu 18 tan, budng phong, nha hang... déu ¢ chirc ning va quy trinh
nghiép vu riéng biét, tuy nhién van cé su lién két chit ché trong qua trinh phuc vu
khach hang. Pic diém nay cho phép doanh nghiép té chirc quan 1y theo timg bo phan,
ddng thoi yéu cau sy phdi hop dong bo giita cac bd phan dé dam bao chat lwong dich
vu téng thé.

Cubi cung, kinh doanh khach san mang tinh truc tiép, tong hop va phuc vu da
dang ddi twong khach hang. Do dic thu san pham dich vu dugc tiéu dung ngay tai
thoi diém cung tmg va khong thé luu kho, qua trinh san xuét va tiéu dung dién ra
déng thoi. Déng thoi, dé tao ra mot san phém dich vu hoan chinh, can c6 su tham gia
ctia nhiéu bd phan khac nhau, thé hién tinh téng hop cao trong hoat dong kinh doanh.
Bén canh do6, d6i tuong khach hang cia khach san rat da dang vé quéc tich, d6 tudi,
thu nhép, s& thich va phong tuc tap quan, do d6 khach san can co su nghién ctu k§
ludng va linh hoat trong viéc dap tmg nhu ciu nham nang cao mirc d6 hai long cua
khach hang.

Nhitng dic diém trén phan anh rd nét tinh chat dic thu cua hoat dong kinh
doanh khéch san, dong thoi 1a co sé quan trong gitup doanh nghiép to chirc hoat dong
hiéu qua hon, nang cao chét lugng dich vu va cai thién hiéu qua kinh doanh trong boi
canh canh tranh ngdy cang gay gt ctia nganh.

1.1.3 Cac loai hinh dich vu trong hoat dong kinh doanh khach san

Theo Kotler, Bowen va Makens (2016), trong hoat dong kinh doanh khach
san, cac dich vu dugc xem 13 yéu t6 then chdt quyét dinh trai nghiém cta khach hang
cling nhu hinh anh thuong hiéu ciia doanh nghiép. Xuét phét tir nhu ciu ngay cang
da dang cua khach luu tra, hé théng dich vu trong khach san thuong dugc phan chia
thanh ba nhém chinh gém: dich vu co ban, dich vu bd sung va dich vu cao cép. Mbi
nhom dich vy ddm nhén nhiing vai tro khac nhau nhung déu hudng dén muc tiéu
chung 13 nang cao gia tri tong thé cta khach san, gia ting mirc do hai long va thuc
day long trung thanh cua khach hang.
1.1.3.1. Nhom dich vu co ban

Nhom dich vu co ban 1a nhiing dich vu t6i thiéu ma bat ky khach san nao ciing
can phai cung cép nham dam bao hoat dong luu tri dién ra 6n dinh va mang lai trai

nghiém ban dau tich cuc cho khach hang. Py duoc xem la nén tang trong toan bo hé
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théng dich vu khach san, bao gém hai cau phﬁn chinh 1a dich vu luyu tra va dich vu an
ubng co ban.

Trong do, dich vu luu tru gitr vai tro trung tdm ctia hoat dong kinh doanh khach
san, boi day 1a yéu t6 quyét dinh truc tiép dén cam nhan ban dau va muc do hai long
tong thé cua khach hang. Dich vu nay bao gdm hé théng phong nghi, quy trinh dit
phong, tha tuc check-in va check-out, ciing nhu céc tién ich co ban dugc cung cip
trong phong. Bo phan 18 tan duoc xem la diém tiép xtic dau tién va cudi cung gitra
khach hang véi khach san, c6 trach nhiém dén tiép, hudéng din, cung cp thong tin va
hd trg khach trong subt thoi gian luu tra.

Theo Kotler et al. (2016), 4n tugng ban dau tir b phan 1& tin cing véi chat
luong phong nghi c6 anh huéng manh mé dén mirc do hai long ciing nhu quyét dinh
quay trd lai ciia khach hang. Trong béi canh hién nay, nhiéu khach san da va dang
g dung hé thng dat phong truc tuyén (Online Booking), giup khach hang dé dang
lya chon loai phong, thoi gian luu tra va cac dich vu di kem mot cach thuan tién hon.
Bén canh d6, quy trinh budng phong nhu don dep, vé sinh va bo sung tién nghi ciing
can dugc chuan héa nhim dam bao khong gian nghi ngoi ludn sach s&, thoai mai va
an toan cho khach.

Bén canh dich vu luu tra, dich vu an uéng co ban cling dong vai tro quan trong
trong viéc hinh thanh trai nghi€ém cua khéach hang tai khach san. Theo Han va Hyun
(2017), dich vu am thuc 12 mot trong nhiing yéu td co tac dong truc tiép dén su hai
long cua khéch trong céc co s¢ luu tri, dic biét 1a khach san. Nha hang trong khach
san khong chi phuc vu cac bira an chinh nhu sang, trua va tdi cho khach Iwu trd ma
trong nhiéu trudng hop con mé rong phuc vu khach bén ngoai, qua d6 gop phéan gia
tang doanh thu va quang ba hinh anh thuong hi¢u.

Trong sb cac bita 4n, bira sang thuong duoc xem 13 quan trong nhat khi nhiéu
du khach c¢6 xu huéng sir dung dich vu nay ngay tai khach san nham tiét kiém thoi
gian va tan hudng su tién loi. Theo Kotler, Bowen va Makens (2016), chat luong mon
an, cach trinh bay, huong vi cling nhu su da dang trong thuc don ¢ vai tro quyét dinh
dén murc d6 hai long cua khach hang. M4t dich vu am thuc chat lugng khong chi dap
ung nhu cau dinh dudng ma con mang lai gid tri cam xtc, gitp khach cdm nhan dugc

su quan tam va ton trong.



Dong thoi, Zeithaml, Bitner va Gremler (2018) ciing nhin manh rang dich vu
an udng c6 chét lugng cao c6 thé tao ra hiéu tng truyén miéng tich cuc, khuyén khich
khach hang gioi thiéu khach san cho nguoi khac, tir d6 gia tang kha nang quay lai va
hinh thanh long trung thanh lau dai. Nhu vay, dich vu am thyc trong khach san khong
chi don thudn 13 viéc cung cép bita in ma con déng vai trd nhu mot coéng cu chién
lugc trong viéc nang cao trai nghiém khach hang, ciing ¢6 hinh anh thuong hiéu va
toi wu héa doanh thu.
1.1.3.2. Nhém dich vu bo sung

Bén canh cac dich vu co ban, nhém dich vu bd sung dugc xem la yéu td gia
tang gi tri trai nghiém cho khach hang, mic du khong mang tinh bat budc trong hoat
dong kinh doanh khéach san. Nhom dich vu nay tao ra sy tién lgi va linh hoat, gbp
phan nang cao chat lugng tong thé cia trai nghiém luu tru.

Mot trong nhirng dich vu pho bién 1a giat tii quan 4o, gitip khach hang tiét kiém
thoi gian va duy tri sy gon gang, chuyén nghiép trong trang phuc. O mot sé khach
san cao cip, dich vu nay c6 thé duoc bao gom trong gia phong, trong khi & cac khach
san khac dugc tinh phi riéng. Sy tién loi ctiia dich vu gidt 0 dac biét c6 y nghia doi
v6i khach Iuu tra dai ngay hodc khéch di cong tac.

Dich vu dua dén san bay ciing 1a mot trong nhirng tién ich quan trong, mang
lai su thuan tién, an toan va cam giac dugc chao don cho khach ngay tir khi bt dau
hanh trinh. Diéu nay dic biét c6 ¥ nghia dbi voi khach qudc té hoic nhitng du khach
1an dau dén dia phuong. Theo Zeithaml et al. (2018), cac dich vu hd tro nhu dwa don
g6p phan ning cao gia tri cam nhan va mac d6 hai long cta khach hang.

Ngoai ra, dich vu thué€ xe tu lai va xe dich vu cling ngay cang dugc ua chudng,
dic biét di voi nhoém khach du lich theo gia dinh hodc theo nhom. Dich vu ndy gitp
khach chu dong hon trong lich trinh di chuyén, ddng thdi nng cao trai nghiém kham
pha diém dén. Bén canh do, dich vu td chuc tour va huéng dan du lich cling dong vai
trd quan trong trong viéc mang dén cho khach hang nhirng trai nghiém tron ven hon
vé van hoa, lich sir va 4m thuc dia phuong. Theo Kandampully et al. (2018), nhiing
dich vu nay khong chi mang tinh tién ich ma con gop phan gia ting gia tri cam xiic
trong trai nghi¢m du lich.

Ngoai cic dich vu ké trén, céc tién ich nhu gitr hanh 1y, ddnh giay, photocopy,

in 4n hay cho thué phong hop ciing dong vai trd hd trg quan trong, gitp khach hang
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thuan ti¢n hon trong di chuyén, lam viéc va td chuc cac hoat dong ca nhan hoac cong
viéc. Mic du khong phai 1a dich vy ¢t 161, nhung nhitng tién ich ndy thé hién sy
chuyén nghiép, chu dao va dang cp cia khach san trong mét khach hang.

1.1.3.3. Nhom dich vu cao cdp

Nhom dich vu cao cfip duoc xem la yéu td tao nén sy khac biét trong trai
nghiém khach hang, d6ng thoi gop phan nang cao gié tri thwong hiéu va thu hiit phan
khuc khach hang cao cip hodc khach VIP.

Trong d6, dich vu Spa va phong tip gym la nhitng tién ich phd bién trong cac
khach san hién dai, giup khach hang thu gidn, giam cing thang va duy tri sitc khoe
trong subt thoi gian luu tra. Pac biét, dbi voi khach luu tra dai ngay, nhitng dich vu
nay gop phan quan trong trong viéc nng cao chat luong trai nghiém tong thé.

Dich vu quiy bar va café khong chi dap ing nhu cau giai tri va thu gidn ma
con tao ra khong gian giao luu x4 hoi cho khach hang. Pong thoi, day cling 1a mot
nguén doanh thu bd sung quan trong cho khach san, dac bi¢t trong nhom khach co
mtrc chi tiéu trung binh va cao.

Bén canh d6, cac khach san tir trung cdp dén cao cap thudng dau tu manh vao
hé théng phong hoi nghi va to chiic tiéc cudi. Theo Zeithaml et al. (2018), ddy khong
chi 1a dich vu hd trg luu tri ma con 1a nguén thu quan trong tir cac su kién, hoi thao
va tiéc cuoi.

Ngoai ra, dich vu hd tro khach VIP ciing ngdy cang duoc chu trong, bao gdm
khu vuc check-in riéng, phong chd VIP, dich vu xe dua don riéng va nhan vién phuc
vu c4 nhan (butler). Theo Kandampully et al. (2018), nhém dich vu nay gép phan
nang cao trai nghiém cam xuc, ting muc do hai long va khang dinh uy tin thuong

hi€u cua khach san trén thi truong.

Tong két:

Viéc phan chia dich vu khéch san thanh ba nhém co ban, bo sung va cao cép
gitip doanh nghiép c6 thé quan 1y va van hanh hé thong dich vu mot cach hiéu qua va
khoa hoc hon. Su két hop hai hoa giita cdc nhom dich vu khong chi dap Gmg nhu cau
da dang ctia khach hang ma con gop phan nang cao trai nghiém tong thé, gia ting
mirc d6 hai long, thiic day long trung thanh va cing 6 gia tri thuong hiéu cua khach

san trong bdi canh canh tranh ngdy cang gay git.
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1.1.4 Co céiu t6 chirc va cdc bj phin chirc ning
1.1.4.1. Khdi niém co cdu té chirc trong khdach san

Co ciu to chure trong khach san duoc hiéu 1a su sip xép cac bo phan chirc ning
va viéc xac 1ap mdi quan hé quan 1y gitra cac bd phan nay nham dam bao hoat dong
kinh doanh dugc van hanh mdt cach hiéu qua va théng nhét. Theo Gido trinh Quan
tri Kinh doanh Khéch san, mot co ciu to chirc hop 1y khong chi gitip doanh nghiép
phan coéng nhiém vu rd rang giita cac bd phan ma con gdp phan ning cao hiéu qua
cong tac quan 1y ciing nhu chit luong phuc vu khach hang.

Trong linh vyc kinh doanh khach san, co cAu to chuc thuong duogc xay dung
theo mé hinh truc tuyén — chirc ning. Theo d6, quyén han quan 1y duoc phan chia
theo cac cip bac tir cao xudng thip, ddng thoi cac bd phan chic ning vin dam bao
su phdi hop chat ché voi nhau trong sudt qua trinh hoat dong nham duy tri tinh thong
nhat va hiéu qua trong van hanh dich vu.
1.1.4.2. Bdc diém cia co cau té chire khdach san

Co ciu t6 chirc trong khach san mang nhiing didc diém co ban phan anh tinh
chét dic thu cua nganh dich vu. Trude hét, ¢6 thé thdy rd tinh chuyén mén hoa cao
khi cac bd phan duoc phan chia theo ting chiic ning riéng biét nhu 1 tan, budng
phong, am thuc va cac bd phan hd tro khac. Viée phan chia ndy gitp mdi bd phan tap
trung vao nhiém vy chuyén mon cia minh, tir 46 nang cao hiéu qua cong viéc va chat
luong dich vu cung ung.

Bén canh d6, co ciu td chirc trong khach san thé hién rd tinh phan cép quan
ly. Hé thong quan 1y duoc t6 chirc theo nhiéu cip bac khac nhau, tir ban 1anh dao cap
cao dén céac bod phan va nhan vién tryc tiép, nham dam bao sy chi dao théng nhét va
kiém soat hiéu qua trong toan bo hoat dong ctia khach san.

Mot dic diém quan trong khac 13 tinh phéi hop giira cac b phan. Mic du mdi
bd phan c6 chic ndng va nhiém vu riéng biét, nhung trong qué trinh phuc vu khach
hang, cac b phan nay ludn co su lién két chit ché véi nhau nham dam bao tinh dé)ng
bd cua dich vu va mang lai trdi nghiém tdt nhat cho khach hang.

Ngoai ra, co cAu to chirc khach san con mang tinh linh hoat trong vén hanh.
Do déc thu ctia nganh dich vy 1a luén bién dong theo nhu cau thi truong va dac diém
khach hang, co cau t6 chiic can c6 kha ning diéu chinh phu hop dé dap ung kip thoi

cac yéu cau thuc té, dam bao hiéu qua hoat dong kinh doanh.
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1.1.4.3. Vai tro cia co cdu t6 chire trong khéch san

Co ciu t chirc dong vai trd quan trong trong toan bo hoat dong kinh doanh
khach san. Trude hét, n6 giup phan cong nhiém vu mot cach rd rang giita cac bo phén,
tir d6 han ché tinh trang chong chéo cong viéc va nang cao tinh trach nhiém trong qua
trinh thuc hién nhiém vu. Bén canh dd, co cau to chirc hop 1y con gép phén tao diéu
kién thuan lgi cho cong tac quan 1y va kiém soat hoat dong cua doanh nghiép, gitp
ban 1anh dao dé dang theo ddi va danh gia hiéu qua cia tirng bd phan.

DPodng thoi, co ciu td chirc khoa hoc con gop phin ning cao chét lwong dich
vu va mirc do hai 1ong ctia khach hang thong qua viéc dam bao sy phdi hop nhip
nhang giita cac bo phan trong qua trinh phuc vu. Ngoai ra, co ciu to chirc con gitip
ting cudng sy phdi hop gitra cac bo phan chirc ning, ddm bao qua trinh phuc vu
khéch dién ra lién tuc, 6n dinh va hiéu qua hon.
1.1.4.4. B6 phan churc nang

Dua trén co ciu t6 chirc chung, khach san dugc chia thanh nhiéu bo phan chirc
niang khac nhau. Mdi bd phan dam nhan nhiing nhiém vy riéng biét nhung co mbi
quan h¢ chat ché véi nhau nham dam bao toan bd qua trinh phuc vu khéach dién ra
dong bo va hiéu qua.

Bo phan 18 tan (Front Office) 1a b phan dau tién tiép xtc truc tiép vaoi khach
hang trong subt qua trinh tir khi khach dén cho dén khi roi khach san. Bo phan nay
chiu trach nhiém thyc hién cac thi tuc nhan va tra phong, cung cip thong tin, giai dap
thiac mic va hd trg khach hang trong sudt thoi gian luu tra. Vi vai trd 13 “bo mit”
ctia khach san, bo phan 18 tan c6 anh huong truc tiép dén an tuong ban dau ciing nhu
murc d§ hai long ctia khach hang.

Bo phan budng phong (Housekeeping) chiu trach nhiém dam bao vé sinh, tién
nghi va chat luong phong nghi cho khach. Cac cong viéc nhu don dep phong, thay
m&i vat dung, kiém tra tinh trang trang thiét bi va duy tri tiéu chuan phong & duoc
thuc hién thuong xuyén nham dam bao khong gian luu tri ludn sach s&, thoai mai va
dat chuan. Chét luong cua bd phan budng phong c6 anh hudng truc tiép dén trai
nghiém luu tr cling nhu kha nang quay lai ciia khach hang.

Bo phan 4m thyc (Food & Beverage — F&B) déng vai trd quan trong trong
viéc cung cap dich vu an ubng va tao ra gié tri gia ting cho khach san. Bo phan nay

bao gém hé thdng nha hang, quiy bar va dich vu tiéc. Trong bdi canh du lich phat
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trién manh m&, bo phin 4m thuc con gdp phan quan trong trong viéc mang lai trai
nghiém da van hoéa cho du khach, dic biét 1a khach qudc té.

B phéan kinh doanh va marketing chiu trach nhi¢m trong vi¢c tim kiém khéch
hang, xay dung chién lugc kinh doanh va quang ba hinh anh khach san dén thi truong
muc tiéu. Dong thoi, bd phan nay ciing quan 1y cac kénh ban phong va phat trién thi
truong, qua d6 dong vai tro quan trong trong viéc ddm bao doanh thu va nang cao
kha nang canh tranh cua khach san.

B phan tai chinh — ké toan dam nhiém viéc quan ly cac hoat dong tai chinh,
kiém soat chi phi va thyc hién 1ap cac bao céo tai chinh theo dinh ky. Pay 1a bd phan
c6 vai tro quan trong trong viéc dam bao hiéu qua kinh doanh ciing nhu sy phat trién
bén ving cta khach san trong dai han.

B6 phan nhan sy chiu trach nhi¢m tuyén dung, dao tao va quan ly nguén nhan
luc. BO phan nay gbp phan quan trong trong viéc xay dung doi ngii nhan vién chuyén
nghi¢p, tur d6 nang cao chét luong dich vu va hi€u qua hoat dong cua khach san.

Bén canh d6, bo phan k¥ thuat va an ninh cling giit vai trd khong thé thiéu
trong hé théng van hanh. B phan k¥ thuat ddm bao toan bd co so vat chit va trang
thiét bi ludn hoat dong 6n dinh, trong khi bd phan an ninh c6 nhiém vu dam bao an
toan cho khach hang ciing nhu tai san cua khach san trong sudt qua trinh hoat dong.
bénh gia chung:

Nhin chung, co cAu td chirc va hé théng cac bd phan chuc nang cua khach san
dugce xdy dung tuong dbi hoan chinh, dam bao sy phan cong rd rang va mic do
chuyén mén hoa cao giita cac bo phan. Pong thoi, su phdi hop nhip nhang gifta cac
bd phan gop phan quan trong trong viéc ning cao chit luong dich vu va mang lai trai
nghiém tot hon cho khach hang.

Dic biét, trong bdi canh kinh doanh khach san hién nay, bo phan am thuc giir
vai tro ngay cang quan trong trong viéc ning cao trai nghiém cua du khach quéc té,
qua d6 phu hop véi dinh huéng nghién ciru vé trai nghiém am thuc trong dé tai khoa
luan nay
1.1.5 Vai tro ciia kinh doanh khach san

Kinh doanh khéch san 1a mgt trong nhiing linh vuc quan trong cua nganh dich
vu va du lich, gitr vai tro cung cép khong chi dich vu luu trt ma con nhiéu dich vu bd

trg khac nhu an uong, giai tri, to chirc sy kién va cham séc khach hang. Véi dac thu
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12 nganh dich vu téng hop, hoat dong kinh doanh khach san dap tng da dang nhu cau
ctia khach du lich trong sudt hanh trinh luu tra, déng thoi gdp phan nang cao cht
lugng trai nghi€ém va muac do hai long cuia khach hang. Chinh vi vay, khach san khong
chi don thuan 13 noi nghi ngoi ma con 1a mot phan quan trong trong chudi gia tri du
lich.

Trude hét, kinh doanh khach san c¢6 vai tro thuc day sy phat trién ciia nganh
du lich n61i chung. Thong qua viéc cung cép hé théng co s& vat chat hién dai, dich vu
chét luong cao va moi trudng luu tri tién nghi, cac khach san gop phan tao nén trai
nghiém tich cuc cho du khach trong qué trinh tham quan va nghi dudng. Khi khach
hang c6 trai nghiém tot, ho s& c6 xu hudng quay trd lai diém dén hoic gidi thiéu cho
ngudi khac, tir d6 1am ting kha ning thu hit khach du lich. Diéu nay khong chi nang
cao strc canh tranh va uy tin cua diém dén ma con tao dong luc phat trién cho cac
nganh lién quan nhu I hanh, van tai va dich vu an uéng.

Bén canh tac dong ddi véi nganh du lich, kinh doanh khach san con mang lai
nhimg dong gop quan trong dbi véi kinh té dia phuong va qudc gia. Hoat dong nay
tao ra ngudn doanh thu dang ké cho doanh nghiép, dong thoi dong goép vao ngan sach
nha nudc thong qua cac loai thué va phi. Ngoai ra, sy phat trién ctia khach san con
kéo theo sy phét trién ctia nhiéu nganh cong nghiép hd tro nhur cung tmg thuc pham,
dd uéng, trang thiét bi ndi that, dich vu vé sinh va bao tri. Dic biét, khach san con
dong vai trd quan trong trong viée tao viéc lam cho ngudi lao dong & nhiéu vi tri khac
nhau nhu quan 1y, 1& tin, budng phong, bép va cac bd phan hd trg, tir d6 gbp phan
nang cao thu nhap va cai thién doi sdng xa hoi.

Khong chi mang ¥ nghia kinh té, hoat dong kinh doanh khéach san con cé vai
trd quan trong trong giao luu vin hoéa va quang ba hinh anh qudc gia. Khi phuc vu
khach quéc té, khach san tré thanh diém tiép xuc truc tiép gitta du khach véi van hoa,
phong tuc va con nguoi dia phuong. Thong qua trai nghiém dich vu, du khach co6 co
hoi hiéu 15 hon vé ban sic vin hoa ciia diém dén, dong thoi hinh thanh an tuong tich
cuc vé qubc gia d6. Diéu nay gép phin nang cao hinh anh, uy tin va vi thé cua dat
nudc trén truong quoc té, dic biét trong bdi canh hoi nhap va toan cau hoa hién nay.

Ngoai ra, kinh doanh khach san con thuc ddy canh tranh lanh manh trong
nganh dich vy, tir d6 gop phén nang cao chét lugng phuc vu. Khi cac khach san canh

tranh vé chét luong phong ¢, dich vu 3n udng, tién nghi va trai nghiém khach hang,
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ngudi tidu dung s& duoc hudng loi truc tiép thong qua viée tiép can cac dich vu ngay
cang t6t hon v&i muc gia hop 1y hon. Pong thoi, ap lyc canh tranh ciling budc cac
doanh nghiép phai lién tuc d6i méi, tng dung coéng nghé, cai tién quy trinh van hanh
va nang cao hiéu qua quan Iy nham dép Gmg t6t hon nhu cau ngdy cang cao ctia khach
hang.

Nhu vay, co thé théiy kinh doanh khach san khong chi mang lai lgi ich vé mit
kinh t& ma con ¢6 y nghia sau sdc vé mit x4 hoi, van hoa va chién lugc phat trién 1au
dai. Pay la mot trong nhitng linh vuc quan trong gop phan thuc ddy sy phat trién bén
vitng ctia nganh du lich, nng cao chit lwong ngudn nhan luc va ting cudng qua trinh
hoi nhap qudc té cia nén kinh té
1.1.6 Piic diém khdch hang quoc té trong kinh doanh khdch san
1.1.6.1 Khdi niém khach quoc té

Khach qudc té 13 nhitng du khach dén mét quéc gia khac v6i nhidu muc dich
khac nhau nhu tham quan, nghi dudng, cong tac, hoc tap hodc tham du céac sy kién
va co su dung céac dich vu luu tra tai khach san trong thoi gian luu tra. Pay 1a nhém
khach hang c6 vai tro dic bi¢t quan trong trong hoat dong kinh doanh khach san,
khong chi bai kha ning chi tiéu tuong dbi cao ma con vi nhitng anh hudng tich cuc
ma ho mang lai ddi voi hinh anh, uy tin va thuong hi€u cia khéch san trén thi truong
quéc té. Viéc thu hat va phuc vu tdt nhom khach nay vi vay luén dugc xem la mot
trong nhirng muc tiéu quan trong trong chién lugc phat trién cta cac doanh nghiép
khach san.

Khach quéc té co nhiing dac diém kha da dang, trudc hét 1a su khac biét vé
quéc tich, van hoa va théi quen sinh hoat. Do dén tir nhiéu quéc gia khac nhau, ho
mang theo nhiing dic trung riéng vé ngdn ngit, phong tuc, tp quan ciing nhu s¢ thich
c4 nhan. Piéu nay doi hoi khach san phai xay dung hé théng dich vu linh hoat, déng
thoi dao tao doi ngii nhan vién c6 kha niang giao tiép va xu 1y tinh huéng phu hop véi
su khac bi¢t van hoda, ddm bao mang lai trai nghi€ém thodi mai va thuén ti¢n nhét cho
khach.

Bén canh d6, khach quc té thudng cd yéu cau cao vé chat luong va tiéu chuan
dich vu. Ho quan tam nhiéu dén céc yéu t6 nhu tién nghi, v€ sinh, muc do an toan va

tinh nhat quan trong chét lugng phuc vu. Vi vy, nhom khach nay thuong uu tién lya
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chon nhitng khach san c6 thuong hiéu uy tin, dugce danh gia tt trén cac nén tang qudc
té hodc dap tng cac tiéu chuan dich vu rd rang, chuyén nghiép.

Ngoai dich vu luu trt, khach qudc té ciing c¢6 xu huéng sir dung nhiéu dich vu
bo tro trong khach san nhu nha hang, quéy bar, spa, tour tham quan, dich vu hdi hop
hoac thué phuong tién di chuyén. Ho thuong c6 nhu cau lya chon céc g61 dich vu tron
g6i nham tiét kiém thoi gian, dam bao tinh thuan tién va dong thoi nang cao trai
nghiém trong sudt qué trinh luu tra. Didu nay khién nhém khach qudc té trd thanh
ngué)n khach quan trong ddi v6i doanh thu tir cac dich vu phu tro cua khéch san.

Mot dic diém khac can luu ¥ 1 tinh mua vu va sy bién dong trong nhu cau
ctia khach qudc té. Luong khach thuong thay d6i theo mua du lich, cac dip 18 hoi, sy
kién qudc té hoic cac chuong trinh khuyén mai ctia diém dén va khach san. Chinh vi
vay, cac doanh nghiép khach san can c6 chién luge quan 1y nguon luc linh hoat, dong
thoi xay dung ké hoach marketing phut hop dé tan dung t6i da giai doan cao diém va
han ché tac dong trong thoi diém thap diém.

Cubi cung, khach qubc té co anh huong dang ké dén doanh thu cling nhu uy
tin cua khach san. Nhin chung, ho thuong c6 murc chi ti€u cao hon so véi khach ndi
dia va dong thoi c6 xu hudng chia sé trai nghiém thong qua cic nén tang truc tuyén,
mang x3 hoi hodc hé théng danh gia dich vu. Piéu nay tic dong truc tiép dén hinh
anh, mtrc d§ nhan dién thuong hi€u va uy tin cua khach san trén thi truong quéc té.
1.1.6.2 Bdc diém tam 1y va hanh vi am thwc theo phédn khiic vin héa

Khach quéc té mang theo nhitng nén tang vin hoa, hé gid tri va quan niém
riéng, va nhitng yéu t6 nay c6 anh hudng truc tiép dén tdm 1y ciing nhu hanh vi am
thyc cua ho trong qua trinh luu tra tai khach san. Theo Kotler, Bowen & Makens
(2016), cac dic diém tam ly nay co thé dugc phan tich théng qua nhiéu khia canh
khéac nhau, phan anh su da dang trong hanh vi ti€u dung cia tirng nhém khéach hang
theo vin hoa nguon.

Trude hét, tim 1y cta khach qudc té chiu anh huéng manh mé tir yéu t6 van
héa. Vin hoa hinh thanh nén cac chuian muyec, gia tri va niém tin lién quan dén thuc
pham va thoi quen an udng, tir d6 tac dong truc tiép dén so thich, mirc d6 chap nhan
mon an méi cling nhu hanh vi lya chon thuc pham. Trong nhiéu truong hop, khach

quoc té cd xu hudng uu tién nhiing moén an phu hop véi gia tri van hoa hodc ton gido
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ctia ho, dong thoi tim kiém nhitng trai nghiém 4m thuc mang lai cam giac quen thudc
va an toan trong qua trinh luu tri.

Bén canh d6, mot by phan khach quéc té lai thé hién tdm 1y trai nghiém va
kham pha am thyc ban dja. Ho mong mudn thong qua m thuc dé hiéu hon vé vin
hoa dia phuong, tir d6 sdn sang thir cdc moén dn mdi, so sanh hwong vi véi 4m thuc
qué huong va danh gia chat luong dich vu dua trén mutrc d6 dép tmg ky vong c4 nhan.
Tam Iy nay goép phan lam tang nhu cau da dang hoa thuc don ciing nhu nang cao tinh
sang tao trong dich vu am thuc cua khach san.

Ngoai ra, tim 1y lién quan dén strc khoe va chét luong thuc pham ciing 13 mot
yéu t6 quan trong trong hanh vi ciia khach qubc té. Nhém khach nay thuong quan
tam dén gia tri dinh dudng, ngudn gbc nguyén liéu va mac d6 an toan vé sinh thuc
pham. Piéu nay din dén ky vong cao hon vé sy da dang trong thuc don, quy trinh ché
bién dam bao tiéu chudn va phong cach phuc vu chuyén nghiép, minh bach.

Xét vé hanh vi am thuc theo phan khuc vin héa, ¢ thé thay rang van hoa
ngudn dong vai trd quyét dinh trong viéc hinh thanh s& thich va théi quen an uéng
cua khach quéc té. Cu thé, mdi nhom khach hang c6 su khac bi¢t ro rét trong viéce lya
chon thuc pham, trong d6 mot s6 nhom wu tién cdc mon an truyén théng hodc co yéu
cau dic biét lién quan dén ton gido va ché do an kiéng, trong khi cac nhom khac lai
san sang trai nghiém am thuc dia phuong méi la trong qua trinh du lich.

Bén canh do, nhan thirc vé chat lugng va an toan thyuc ph'?lm cling co6 sy khac
biét gitra cac nén van hoa. Mot s khach quéc té dic biét chu trong dén ngudn gbc
nguyén liéu, quy trinh ché bién va tiéu chuan vé sinh, trong khi nhitng nhom khach
khac lai tap trung nhiéu hon vao trai nghi¢m huong vi va sy méi mé cua moén an. Sy
khéc biét nay doi hdi khach san phai xay dung thyc don linh hoat va phu hop véi
nhiéu nhém khach hang khac nhau.

Ngoai ra, ky vong vé trai nghiém dich vu ciing 1a yéu t6 quan trong trong hanh
vi am thue ctia khach quéc té. Ho mong mudn dugc trai nghiém cic mén dn vira mang
dam ban sic dia phuong, vira ddm bao ti€u chuin phuc vu chuyén nghiép va déng
nhat. Piéu ndy dit ra yéu cau cho khach san trong viéc khong ngimng cai tién thuc
don, hinh thic trinh bay mén 4n ciing nhw chét lugng phuc vu dé dap tng nhu cau da

dang cua ting nhom khach theo van hoa.
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Theo Kotler, Bowen & Makens (2016), viéc hiéu rd tam 1y va hanh vi am thuc
theo vin hoa ngudn khong chi giup khach san dap tmg t6t hon nhu cau dinh dudng
ctia khach hang ma con gdp phan tao ra trai nghiém mang tinh c4 nhan hoa, tir d6
nang cao mirc do hai 10ng va 1ong trung thanh ctia khach qudc té. Tl nhitng phan tich
trén co thé théy réng, bén canh dich vu luu tra, dich vu 4m thue dong vai tro dac bi¢t
quan trong trong viéc nang cao chét lugng phuc vu va tao dung trai nghiém toan dién
cho khach hang, dic biét trong bdi canh du lich qudc té ngay cang phat trién va khach
du lich ngay cang quan tdm nhiéu hon dén trai nghiém vin hoa thong qua am thuc.
1.2 Dich vu 4m thue clia khach san
1.2.1 Khdi ni¢m ciia dich vu dm thuc

Trong hoat dong kinh doanh khéch san, dich vu am thuc gilr vai tro ddc biét
quan trong trong viéc dap tng nhu ciu da dang ctia khach hang, khong chi ding lai
¢ nhu cau dinh dudng co ban ma con mé rong sang nhu ciu trai nghiém vin hoa, giai
tri va giao luu xa hoi. Dich vy am thyuc trong khach san dugc hiéu la qua trinh td chure
va cung cap cac san pham, dich vu dn udéng cho khach luu tra ciing nhu khach bén
ngoai, bao gém hé théng nha hang, quéy bar, dich vu phuc vu tai phong, dich vu tiéc,
hoi nghi, cac su kién dac biét va nhitng chuong trinh am thuc dugce thiét ké theo yéu
cu riéng cua tirng nhém khach hang. V&1 pham vi hoat dong rong nhu vay, dich vu
am thuc khong chi 1a mét bd phan chirc nang trong khach san ma con 1a mot thanh
phan quan trong trong tong thé trai nghiém dich vu.

Theo quan diém cua Kotler, Bowen va Makens (2016), hoat dong am thuc
trong khach san khong chi don thuan ding lai & viéc dap ing nhu cau an udng co ban
cua con nguoi ma con dong vai tro quan trong trong viéc tao ra gia tri cam xuc, gia
tri thAm my va gid tri trai nghiém van hoa cho khach hang. Thong qua d6, dich vy 4m
thue gop phan nang cao chat luong tong thé cua dich vu khach san, déng thoi tao nén
su khac biét trong trai nghiém cua khéch luu tra gitra cac co s¢ kinh doanh khéc nhau.

Bén canh do, theo Kasavana va Brooks (2000), dich vu am thyuc con duoc xem
13 mét trong nhitng ngudn doanh thu quan trong trong co cAu hoat dong cua khach
san. Khong chi mang lai 1¢i ich vé mit tai chinh, bd phan nay con dugc xem 1a mot
cong cu chién luge gitp khach san ning cao trai nghiém khach hang, déng thoi gop
phan xay dyng va ctng ¢ hinh dnh thwong hiéu trong bdi canh canh tranh ngay cang

gay git ciia nganh dich vy luu tra.
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Ngoai ra, Holloway, Humphreys va Davidson (2009) cho ring dich vu 4m thuc
con dong vai trdo nhu mét cau ndi vin hoa giita khach san va khach hang, dic biét 1a
khach quéc té. Thong qua viée trai nghiém cac moén an va phong cach phuc vu, khach
qudc té c6 co hoi tiép can va hiéu rd hon vé am thyc truyén théng, phong tuc tdp quan
cling nhu cdc gia tri vin hoa dic trung cta dia phuong noi ho luu tri. Diéu nay gop
phan 1am phong phu thém trai nghiém du lich va ting gia tri cam xuc trong sudt hanh
trinh cua khach hang.

Tém lai, dich vu 4m thuc trong khach san khong chi don thuan 13 hoat dong
cung cip cac bira 4n ma con mang ¥ nghia nhu mot cong cu chién luge quan trong
trong viéc nang cao trai nghiém khach hang, tao dung gia tri cam xuc va xay dung
hinh 4anh thwong hiéu. Trong bdi canh canh tranh ngiy cang gia ting trong nganh
khéch san, dich vu 4m thyc trd thanh mot yéu td khac biét quan trong, gop phﬁn thu
hut, tao 4n tuong va giit chan khach hang, dic biét 1 ddi véi phan khic khach quéc
té.

1.2.2. Pic diém dich vu am thuc ciia khdch san

Dich vu 4m thuc trong khach san mang nhiing dac diém riéng biét, thé hién rd
tinh chat dic thu cua nganh dich vu luu tra néi chung va bo phan am thuc noi riéng.
Nhirng dic diém nay khong chi anh huong dén cach thirc to chirc va van hanh hoat
dong am thuc ma con tac dong truc tiép dén chat luong trai nghiém cia khach hang
trong sudt qué trinh str dung dich vu.

Trude hét, dich vu Am thuc mang tinh v6 hinh va khong thé luu trit. Cac san
phém am thuc duoc ché bién va tiéu thu ngay tai thoi diém phuc vu, khong thé bao
quan lau dai nhu hang hoa théng thudng. Chinh vi vy, chat luong mon an va chat
lugng phuc vu can dugc dam bao tinh 6n dinh va déng nhat trong toan by qua trinh
hoat dong. Bt ky su sai 1éch nao trong khau ché bién hoic phuc vu déu c6 thé anh
huong tryc tiép dén trai nghiém va mirc d hai long cta khach hang.

Tht hai, dich vu &m thyc phu thudc rat 16n vao yéu té con ngudi. Theo Kotler
et al. (2016) va Kasavana va Brooks (2000), chit lugng dich vu trong linh vuc 4m
thuc chiu anh hudng truc tiép tir k§ nang chuyén mon, thai do phuc vu va trinh do
nghi¢p vu cua ddi ngli nhan vién. Sy chuyén nghi¢p, tan tdm va kha nang xi 1y tinh
hudng linh hoat ctia nhan vién dugc xem 14 yéu t6 then chdt quyét dinh mirc do hai

1ong cua khach hang, dong thoi gbp phan xay dung hinh anh tich cuc cho khach san.
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Tht ba, dich vu 4m thuc mang tinh téng hop va déng b cao. Mot trai nghiém
am thuc hoan chinh khong chi phu thude vao chat lugng moén an ma con 1a sy két hop
hai hoa gitta nhiéu yéu t6 khac nhau nhu ngudn nguyén liéu, quy trinh ché bién, cach
trinh bay mén an, phong cach phuc vu va khong gian nha hang. Su phdi hop dong bo
gita cac yéu td ndy tao nén mot trai nghiém toan dién, gop phan nang cao gia tri cam
nhan ctia khach hang d6i voi dich vu 4m thuc cta khach san.

Bén canh do, theo Holloway et al. (2009), dich vu am thuc trong khéach san
con doi hoi tinh da dang va linh hoat cao nhdm dap tng nhu cau ctua nhom khach
hang qudc té dén tir nhiéu nén vian héa khac nhau. Mdi nhom khach cé nhiing yéu
cau riéng biét vé khau vi, thoi quen dn udng ciing nhu cac quy dinh lién quan dén ton
gido va ché d6 dinh dudng. Do d0, khach san can xay dung thuc don phong phi va
linh hoat dé ¢ thé dap g t6t nhat nhu cau cia timg ddi tugng khach hang.

Cudi cung, dich vy am thuc c6 anh huong truc tiép va manh m& dén trai
nghiém tong thé ciia khach hang trong qua trinh luu tra. Chat lugng mon an, chat
lugng phuc vu va khong gian am thuc khong chi tac dong dén cam nhan tic thoi ma
con anh huong dén 4n tuong 1au dai ciia khach ddi véi khach san. Tir d6, nhirng trai
nghiém tich cuc co thé thuc déy khach hang quay lai str dung dich vu hoac gidgi thiéu
khach san cho nguoi khac, gop phan nang cao uy tin va kha ning canh tranh cia
doanh nghiép.

1.2.3. Cdc loai hinh cung cdp dich vu am thwe trong khdch san

Dich vu 4m thyuc trong khéch san duogc td chirc va cung cép dudi nhiéu hinh
thtrc khac nhau, nham dap trng mot cach linh hoat va hiéu qua nhu cau da dang cua
khach hang. Tty thudc vao quy md, tiéu chuan va dinh huéng kinh doanh, mdi khach
san s€ xay dung hé théng dich vu am thuc phu hop dé vira dam bao nhu cau co ban
vira nang cao trai nghiém cho khéch luu tri va khach bén ngoai.

Trudc hét, nha hang chinh (Main Restaurant) 14 bo phan giit vai tro trung tam
trong hé thé)ng dich vu 4m thuc cta khéch san. bay la noi phuc vu cac bira an chinh
trong ngay nhu bita sang, bita trua va bita tdi, voi thuc don da dang nham dap Gng
nhu cau an udng co ban ctia khach hang. Nha hang chinh thuong dugc xay dung theo
tiéu chuin quéc té, dam béo su can dbi gitra chét luong moén an, cach phuc vu va
khong gian an uéng, tr d6 mang lai trdi nghi¢m 6n dinh va thuan tién cho khach trong

sudt thoi gian luu tri.
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Bén canh d6, nha hang chuyén dé (Specialty Restaurant) dugc thiét ké nhim
tap trung vao mot phong cach am thuc cu thé hodc cidc mén an dic trung cua tung
qudc gia, ving mién. Loai hinh nay huéng dén viéc mang lai trai nghiém am thwe doc
ddo, khac biét va mang tinh van hoa cao cho khach hang. Thong qua do, khach san
khéng chi dap tng nhu ciu dn uéng ma con tao co hoi cho khach trai nghiém sy da
dang ctia 4m thuc qudc té va ban dia trong cting mot khong gian dich vu.

Ngoai hai loai hinh nha hang, quay bar va lounge ciing 1a mét phan quan trong
trong hé théng dich vu 4m thue cua khach san. Day 1a khong gian cung cip cac loai
d6 udng, do an nhe, ddng thoi tao moi truong thu gidn, giai tri va giao luu xa hoi cho
khach hang. Quay bar va lounge thudng duoc thiét ké voi khong gian md, mang tinh
thAm my cao, gop phan tao nén trai nghiém dich vy mang tinh cam xuc va ning cao
gia tri thuong hiéu cia khach san.

Mot hinh thic phé bién khéc 1a dich vu phong (Room Service), cho phép khach
hang str dung dich vu in udng ngay tai phong nghi cua minh. Pay 1a loai hinh dich
vu mang tinh cd nhan hoéa cao, dap ing nhu cau tién loi va riéng tu cua khach, dac
biét phu hop v6i khach VIP, khach cong tac hodc nhitng khach c6 yéu cau dic biét vé
thoi gian va khong gian st dung dich vu. Viéc cung cap dich vu phong gép phan ning
cao muc do hai long va trai nghiém tién nghi trong qua trinh luu trt.

Bén canh céc hinh thtrc trén, theo Kotler et al. (2016) va Kasavana & Brooks
(2000), dich vu am thuc trong khach san con duogc trién khai du6i nhiéu dang td chirc
khéac nhu buffet, set menu va tiéc cocktail. Cac hinh thirc nay thuong dugc ap dung
trong cac su kién nhu hoi nghi, hoi thao, ti€c cudi hodc cac dip dac biét, nham dap
tmg nhu cau phuc vu s6 lugng 16n khach hang trong cung mét thoi diém. Viée da
dang héa hinh thirc phuc vu khong chi giup khach san t6i wu hoa hoat dong kinh
doanh ma con gop phan nang cao trai nghiém tong thé cta khach hang trong ting su
kién cu thé.

1.2.4. Vai tré ciia dich vu am thwe déi véi trdi nghi¢m khdch du lich quoc té

Dich vu 4m thuc 12 mot trong nhitng yéu t6 quan trong gop phan hinh thanh
va hoan thién trai nghiém tong thé cua khach du lich quéc té trong qua trinh luu tra
tai khach san. Khong chi don thuan dap ing nhu cAu dn uéng co ban, dich vu 4m thuc
con dong vai tro nhu mdt thanh phﬁn quan trong trong viéc tao dung cam xuc, an

tuong va muc do hai long cia khach hang ddi véi chat luong dich vu cua khéch san.
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Trude hét, dich vu 4m thuc c6 anh huong truc tiép dén murc do hai long va
10ng trung thanh cua khach hang. Chat lugng mon an, cach phuc vy, khong gian nha
hang va thai d6 nhan vién déu 1a nhiing yéu t6 tac dong manh dén danh gia tong thé
ctia khach trong sudt thoi gian luu tra. Khi khach hang cam thay hai long véi trai
nghiém 4m thwe, ho ¢6 xu hudng quay lai str dung dich vu trong nhitng 1an sau ciing
nhu sin sang giéi thiéu khach san cho ngudi than va ban be, tir d6 gép phan nang cao
kha ning gitr chan khach hang va mé rong tép khach hang tiém nang cho khach san.

Bén canh d6, dich vu 4m thyc con tao ra gia tri gia tang dang ké cho khéch san
thong qua viéc dong gop vao doanh thu va nang cao hinh anh thuong hiéu. Trong bbi
canh canh tranh ngay cang gay gat ciia nganh khach san, dic biét 1a phan khuc phuc
vu khach quéc té, chat luong dich vy am thyuc tré thanh mot trong nhiing yéu to quan
trong giup khach san khéng dinh vi thé trén thi truong. Mot hé théng am thuc duoc
dau tu bai ban, chuyén nghiép khong chi gitp ting doanh thu tryc tiép tir hoat dong
4n uéng ma con gbp phan ning cao uy tin va gia tri thwong hiéu trong mat khach hang
quéc té.

Ngoai ra, dé dap ung nhu cau ngdy cang da dang cua khach du lich quéc té,
cac khach san can khong ngimg d6i méi va sang tao trong viéc xay dung thuc don,
phat trién san pham am thuc va cdp nhat cic xu hudng an udng hién dai. Viéc da dang
héa mén an, két hop gitta am thyc dia phuong va qudc té, ciing nhu chi trong dén
yéu t6 dinh dudng va thim my, s& giup khach san ning cao kha ning canh tranh va
dap tng t6t hon ky vong cia khach hang dén tir nhiéu nén vian héa khac nhau.

Theo Holloway et al. (2009), viéc thé hién ban sic vin héa dia phuong thong
qua mon an, cach trinh bay, phong cach phuc vu va cau chuyén am thuc di kém gitp
khach qudc té khong chi thuéng thirc mén dn ma con cb co hoi trai nghiém va kham
pha vin hoa ban dia. Diéu nay gbp phan lam gia ting gia tri trai nghiém va tao nén
su khac bi¢t cho thuong hiéu khach san. Déng thoi, theo Kotler, Bowen va Makens
(2016) va Kasavana & Brooks (2000), viéc ¢4 nhan hoa dich vu am thuc thong qua
thue don linh hoat, dap tng nhu ciu vé vin hoa, t6n gido va sé thich ca nhan cua
khach quéc té dong vai trd quan trong trong viéc nang cao mic do hai long va xay

dung mdi quan hé 1au dai véi khach hang.
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1.3 Trai nghiém Am thuc ciia du khach quc té dwéi géc nhin da vin hoa
1.3.1 Khdi ni¢m trdi nghiém du lich

Trai nghiém du lich duoc hiéu 1 qua trinh ma du khach tham gia va tuong tac
vO1 moi truong, con nguoi, cac hoat dong va dich vu tai diém dén. Nhitng tuong tac
nay khong chi kich hoat cac phan irng vat Iy ma con tao ra cadc cam xuc, nhan thirc va
gia tri van hoa. Trai nghiém du lich 13 két qua tong hoa giira hanh vi, cam xtic va nhan
thire ctia du khach trong sudt qua trinh tham quan, kham pha.

Theo Holbrook & Hirschman (1982), trai nghiém c6 ban chat 1a cam xuc, phat
sinh tir sy twong tac gitta ca nhan va moi trudng, gitp hinh thanh cac ky tc va an
tugng sau sac vé chuyén di.

Theo Pine & Gilmore (1998), phan loai trai nghiém du lich thanh bén nhom:
giai tri (entertainment), gido duc (educational), thim my (aesthetic) va trai nghiém
nhap vai/thoat ly (escapist). Trong bdi canh du lich, trai nghiém am thuc c6 thé dong
tho1 mang gia tri gidi tri (thudng thirc moén an), gido duc (khdm phé van hoa dia
phuong), tham my (trinh bay mén an) va cam xuc (tao an tuong lau dai).

1.3.2 Khdi ni¢m trdi nghiém am thwc

Theo Cohen & Avieli (2004), trai nghiém am thuc khong chi 14 viéc an udng
ma 14 qua trinh cam nhan tong thé cac yéu té vat chat va phi vat chét lién quan dén
am thuc, bao g@)m: huong vi, chét luong nguyén li€u, cach ché bién, cach trinh bay,
cach phuc vu va méi trudng thuong thirc. Pay 1a mot phan quan trong cua trai nghiém
du lich, gitip du khach cam nhan va kham pha ban sic van hoa dia phuong.

Déi véi du khach qudc té, Anton, Camarero & Carrero (2019), nhan manh rang
trai nghiém am thuc mang dén co hoi tiép xuc voi su da dang van hoa, nhan biét
phong tuc tp quan, va hinh thanh nhiing ky rc dang nhé vé diém dén. Ngoai viéc
théa méan nhu cau dinh dudng, trai nghiém am thyuc con tac dong truc tiép dén su hai
long, 1ong trung thanh va kha nang quay lai cua du khach
1.3.3 Piic diém trdi nghiém am thuwe ciia du khdch dwdi géc nhin da vin héa

Trai nghiém 4m thuc cua du khach quéc t& c6 nhitng dic diém riéng biét so
v6i trai nghiém am thue théng thuong, boi nd chiu sy chi phdi manh mé cua cac yéu
t6 van hoa, c4 nhan va xa hoi. Su da dang vé nguén géc van héa cua du khach khién

nhu cau va céch thirc cam nhan am thyuc tré nén phong phu, dong thoi dat ra yéu cau
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cao hon d6i véi cac co sé luu tra va dich vu an udng trong viée thiét ké va cung cap
san pham am thyc phu hop.

Trude hét, mot trong nhirng dac diém quan trong nhét 1a sy khac biét vé khau
vi va so thich dn udng gitta cac nhom du khach dén tir cic nén vian héa khac nhau.
M&i quéc gia, mdi khu vuc déu hinh thanh nhitng thoi quen 4m thyc riéng, tir d6 anh
huodng truc tiép dén su lya chon moén an cua du khach. Mot bd phan khach hang c6
xu hudng wu tién nhimg mén an quen thudc dé dam bao cam giac an toan va phu hop
v6i théi quen sinh hoat, trong khi d6 mét nhom khac lai mong mudn kham pha nhitng
huong vi méi la mang tinh ban dia. Chinh su khac biét nay doi hdi cac nha hang va
khach san phai xay dung thuc don da dang, dam bao sy can bang giita yéu t6 quen
thudc va trai nghiém khdm pha nham dap Gmg tot hon nhu cau cua tirng nhom khach
hang (Putra, 2021).

Bén canh d6, yéu t6 ton gido va tin ngudng cling c6 anh huong dang ké dén
hanh vi tiéu dung 4m thuc cta du khach quéc té. Nhiéu du khach tuan thu cac quy
dinh an uéng ddc thu nhu halal, kosher hodc ché d6 an chay vi ly do ton giao hoac
niém tin ca nhan. Viéc hiéu rd va dap ting dung cac yéu ciu nay khong chi thé hién
su ton trong d6i v6i van hoa va tin ngudng cta khach hang ma con gbp phan nang
cao muc do hai long, tao cam gidc an toan va ting cuong su gan két giira khach hang
voi dich vu khach san (Lin, Marine Roig & Llonch Molina, 2021).

Ngoai ra, trai nghiém am thuc con 13 mot phuong tién quan trong gitip du
khach tiép can va kham pha vin héa dia phuong. Thong qua cach ché bién mon an,
cach trinh bay, khong gian thuéng thirc cling nhu nhitng cau chuyén van héa gin lién
voi Am thuce, du khach ¢6 co hoi hiéu sdu hon vé ban sic va truyén théng cua diém
dén. Theo Holloway, Humphreys va Davidson (2009), dich vu am thyc dugc xem
nhu mot “ciu ndi van hoa”, déng vai trd quan trong trong viéc nang cao gia tri trai
nghiém tong thé cua du khach quc té.

Bén canh yéu té mén an, méi trudng va khong gian thudng thirc cling c6 anh
huong truc tiép dén trai nghiém am thyc. Cac yéu t6 nhu khong gian nha hang, anh
sdng, am nhac, cach bai tri ban an va thai 4o phuc vu cia nhan vién déu gop phﬁn tao
nén cam xuc tich cyc hodc tiéu cuc trong qua trinh trai nghi¢ém. Mt moi truong an

ubng dugce thiét ké hop 1y, hai hoa va chuyén nghiép sé gitp du khach cam thay thoai
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mai, ting himg tha va nang cao gid tri cam xuc trong sudt qua trinh sir dung dich vu
(Antén et al., 2019).

Cubi cung, tinh c4 nhan hoa va su linh hoat trong dich vy 4m thyc ngay cang
tro thanh xu hudng tit yéu trong nganh khach san hién dai. Du khach qubc té co
nhirng nhu cau rat da dang va mang tinh c4 nhan cao, bao gdm khau phén dn, cach
ché bién, hinh thirc phuc vu tai phong ciing nhu cc yéu cau lién quan dén di Gmg thuc
phém hodc s¢ thich riéng. Vi vay, viéc cung cép dich vu linh hoat, c6 kha nang tuy
chinh theo tirng khach hang 13 yéu t6 quan trong gitip nang cao chit lwong trai nghiém
va dap ung tot hon ky vong cta du khach (Sthapit, 2017).

1.3.4 Vai tro ciia trai nghiém dm thuc

Trai nghiém am thyc giit vai trd quan trong trong viéc hinh thanh gia tri cam
xuc, an tuong va nhéan thirc tong thé cua du khach doi véi diém dén du lich. Khong
chi dung lai & viéc dap tng nhu cu dn udng, trai nghiém 4m thuc con goép phan tao
nén nhitng cam xuc tich cyc, gitip chuyén di trd nén tron ven va dang nhé hon d6i
v6i du khach quéc té.

Trude hét, trai nghi¢m am thuc c6 tac dong truc tiép dén mutrc d6 hai long va
gia tri cam xuc cua du khach. Nhitng mén an duoc ché bién ngon, cach phuc vu
chuyén nghiép cung khong gian thudng thirc phit hop c6 thé mang lai cam gic thich
th, thu gian va khoi goi sy khdm pha van héa moi. Chinh nhiing trai nghiém tich
cuc nay gop phan nang cao muc d6 hai long chung cua du khach, dong thoi gitp ho
ghi nhé sau sdc hon vé diém dén cling nhu co s¢ luu trd ma ho da lya chon (Anton et
al., 2019).

Bén canh do, trai nghiém am thyc con dong vai tro nhu mot kénh quan trong
gitip du khach khdm pha va hiéu biét vé van hoa dia phuong. Thong qua cic mon an
truyén thong, cach ché bién, nguyén liéu st dung ciing nhu phong cach phuc vu, du
khach c6 co hi tiép can v6i nhimng gia tri van hoa, tip quan va ban sac ciia cong dong
ban dia. Diéu nay khong chi 1am phong phéi thém trai nghiém du lich ma con gop
ph'ém tao nén sy két ndi cam xiic sau sic gitra du khach va diém dén.

Ngoai ra, trai nghiém am thuyc tich cuc con ¢6 anh huong dang ké dén hanh vi
sau chuyén di cua du khéch, dic biét 1a y dinh quay lai va hanh vi truyén miéng. Khi
du khach c6 nhiing trai nghiém am thyc hai 1ong, ho thudng ¢ xu huéng chia sé cam

nhan tich cuc v6i ngudi khac théng qua cac nén tang tryc tuyén hoic trong giao tiép
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c4 nhan, dong thoi gia ting kha ning quay tré lai diém dén trong tuwong lai. Biéu nay
khong chi gitip ning cao gié tri thwong hiéu ciia khach san ma con gop phan mo rong
hinh anh tich cuc cho diém dén du lich (Lin, Marine Roig & Llonch Molina, 2021).

Cubi cliing, trai nghiém am thyc con dong vai trd quan trong trong viée dinh vi
diém dén va tao ra loi thé canh tranh trong nganh du lich. Nhiing diém dén biét cach
khai thac va phat trién tot yéu td am thuc, dic biét 1a sy da dang van hoa trong am
thuce, s& c¢6 kha nang thu hat manh mé& hon ddi v6i du khach qudc té. Diéu nay gitp
nang cao stc hip dan cua diém dén, dong thoi tao ra loi thé canh tranh bén virng va
gia ting uy tin trén thi truong du lich toan cau (Putra, 2021).

1.4. Cdc yéu té anh hwéng dén trdai nghiém am thwc ciia du khdch
1.4.1 Yéu t6 van héa dm thuc

Vin hoa am thuc 1a mot trong nhitng yéu to quan trong anh hudéng dén cach
du khach quéc té tiép nhan va danh gia trai nghiém am thyc tai diém dén. Am thuc
khong chi phan anh nguyén liéu va phuong thic ché bién ma con thé hién lich su,
truyén thong va phong cach sdng ciia cong dong ban dia. Theo Ozcelik va Akova
(2021), 4m thuc dugc xem nhu mot phuong tién truyén tai ban sic van hoa, giup du
khach hiéu sau hon vé diém dén du lich.

Dbi véi du khach quéc té, su khac biét vé& van hoa 4m thuc vira tao ra sy hép
dan vira c6 thé gdy ra rao can trong trai nghiém. Nhitng mén dn mang tinh dic trung
dia phuong thuong dem lai cam giac méi la, kich thich sy kham ph4, tuy nhién su
khac biét vé khau vi, tdp quan an udng hodc quy dinh t6n gido c6 thé anh huong dén
murc do chép nhan mon an. Vi vay, yéu t6 van hoa tac dong truc tiép dén cam nhén,
su hai 1ong va danh gia ctia du khach ddi véi trai nghiém am thuc.

1.4.2 Chit lwong sin phdam dm thuc

Chat lwong san phdm am thuc 13 yéu t6 trung tim quyét dinh trai nghiém an
ubng cta du khach. Theo Lee va cong sy (2010), chat lwong moén in duge danh gia
thong qua hwong vi, d6 twoi ngon, tinh an toan thuc pham va cach trinh bay moén an.

Bén canh d6, Jang va Liu (2009) nhdn manh rang su da dang cua thuc don va
kha nang dép ung cac khau vi khac nhau, dic biét trong moi truong phuc vu khach
quéc té, 1a yéu td quan trong ning cao chit luong trai nghiém. Khi chéat luong mén
an dap tmg hoac vuot ky vong, du khach c6 xu hudng hinh thanh cam xuc tich cuc,

tor d6 nang cao murc do hai long va y dinh quay lai.
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1.4.3 Chit lwong dich vu

Chat luong dich vu 13 yéu t6 quan trong anh hudng truc tiép dén cam nhan cia
du khach trong qua trinh trai nghiém 4m thwc. Theo mé hinh SERVQUAL cua
Parasuraman va cOng su (1988), chit lugng dich vu dugce xac dinh thong qua su chénh
1éch gitra ky vong va cam nhén thyc té cia khach hang.

Trong linh vyc am thyc, chat luong dich vy thé hién qua thai d¢ phuc vy, muc
d6 chuyén nghiép, kha ning giao tiép va kha ning dap tng nhu ciu cua nhan vién.
Déi véi du khach qudc té, yéu t6 ngdn ngit va k§ ning giao tiép lién vin héa dong
vai tro quan trong trong vi¢c tao sy thuan ti€n va nang cao trai nghiém téng thé
1.4.4 Khéng gian va méi truwong am thic

Theo Han va Hyun (2017), méi truong vat 1y ¢6 anh huong dang ké dén cam
xuc va hanh vi ciia khach hang trong qua trinh sir dung dich vu. Khong gian 4m thuc
bao gdém thiét ké noi that, anh sang, 4m thanh, nhiét do, cach bai tri va muc do vé
sinh.

Mot khong gian duogc thiét ké hai hoa, sach s& va c6 tinh thAm my cao s¢ tao
cam giac thoai mai va nang cao trai nghiém cua khach hang. Nguoc lai, moi truong
khong dam bao chat lugng c6 thé 1am giam muc d6 hai 10ng, ngay ca khi chat luong
mén an va dich vu tdt.

1.4.5 Gia ca dich vu

Gia ca 13 yéu t6 anh huong dén nhén thice gia tri ctia du khach doi véi trai
nghiém 4m thuc. Theo Liu va Jang (2009), cam nhan vé gia khong chi phu thudc vao
muc gia thuc té ma con duya trén su so sanh gitra chi phi bo ra va loi ich nhan dugc.

Khi du khach cam thdy murc gia hop 1y va twong xtng v6i chat lugng dich vu,
ho c6 xu hudng danh gia tich cuc va hai long hon. Nguogc lai, cdm nhan vé su khong
tuong xtmg gitra gia va chét luong c6 thé dan dén danh gia tiéu cuc va anh huong dén
hanh vi ti€u dung trong tuong lai
1.4.6 Yéu t6 cd nhén ciia du khach

Bén canh cac yéu td bén ngoai, dic diém c4 nhan cua du khach cling anh hudng
dang ké dén trai nghiém am thuc. Theo Septiari va Omar (2017), cac yéu t6 nhu sé
thich ca nhan, théi quen an uéng, dong co du lich va mtrc do san sang trai nghi¢ém

moi co tac dong tryc tiép dén hanh vi tiéu ding.
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Mot s6 du khach ¢o xu hudng vu tién trai nghiém am thuc méi la va san sang
thir mon an dia phuong, trong khi nhom khéc lai wu tién sy quen thudc va an toan
trong lya chon thuc phém. Su khéc biét nay dan dén su khac nhau trong danh gia va

murc do hai long doi véi cung mot trai nghiém am thuyc.
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CHUONG 2: THU'C TRANG TRAI NGHIEM AM THU'C CUA DU KHACH
QUOC TE TAI PULLMAN BEACH RESORT DANNAG VOI GOC NHIN PA
VAN HOA

2.1. Gi6i thiéu vé Pullman Danang Beach Resort

¥ 0
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Hinh 2.1: Pullman DaNang Beach Resort
Nguon:https://www.pullmandanang.com

Tén doanh nghiép: Pullman Danang Beach Resort
Tiéu chuin: Ytk

Chiu quan: thudc tap doan Accor Hotels

Pai chi: S6 101, Puong V5 Nguyén Giap, Phuong Ngii Hanh Son, Pa Néng
Viét Nam

Dién thoai: 0236 395 8888

Fax: 0 236 395 1898

Email: H8838@accor.com
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2.1.1. Téng quan khdch san
2.1.1.1 Gi6i thiéu chung vé Pullman Danang Beach Resort

Pullman Danang Beach Resort 14 khu nghi dudng cao cp toa lac tai bai bién
M$ An, mét trong nhiing bai bién ndi tiéng cua thanh phd Pa Nang. Véi vi tri dia Iy
thuan loi cting canh quan thién nhién dic sic, bao gom bi cat tring min va lan nudc
bién trong xanh, khu nghi dudng tré thanh diém dén 1y twong, dap ing nhu cau nghi
dudng da dang cta du khach trong va ngoai nudc. Khong chi ndi bat vé vi tri, Pullman
Danang Beach Resort con gy an tuong boi chat lugng dich vu dat tiéu chuan qudc
té khi 1a mét trong nhitng co s& luu tra truc thudc tdp doan Accor.

Accor 12 mot trong nhiing tap doan quan 1y khach san hang dau thé gidi, hién
s¢ hiru mang ludi hon 5.600 khach san va 10.000 nha hang tai hon 110 quéc gia. Tai
thi truong Viét Nam, tap doan dang van hanh khoang 40 khach san véi tong s6 gan
9.885 phong, qua d6 khang dinh vi thé va ning luc canh tranh trong linh vuc dich vu
luu tra. Tap doan dugc sang 1ap bdi hai doanh nhan nguoi Phap 1a Gérard Pélisson
va Paul Dubrule, v&i hon 50 ndm kinh nghi¢ém trong nganh. Trong qua trinh phat
trién, Accor di xay dung danh muc gdm 39 thuong hiéu khach san da dang, trai rong
tir phan khic cao cap dén trung cp va binh dan, dong thoi chu trong tmg dung céac
giai phap cong nghé s6 nham toi wu hoa quy trinh van hanh va ning cao trai nghiém
khach hang.
2.1.1.2 Lich sir hinh thanh va phdt trién

a. Nhitng mdc quan trong

Qua trinh hinh thanh va phat trién cta tdp doan Accor gan lién voi nhiéu cot
mbc quan trong trong nganh dich vu luu tra trén thé gigi. Nam 1967, khach san
Novotel dau tién duoc khai truong tai Lille Lesquin (Phéap), danh dau budc khoi dau
cho su phat trién cia tap doan. Pén nam 1974, thuong hiéu ibis dau tién chinh thirc
di vao hoat dong tai Bordeaux, m¢ rong phan khtic khach san gi trung binh. Tiép do,
Accor khong ngimg mé rong quy mé théng qua cac thwong vu mua lai, tiéu biéu 1a
Mercure vao nam 1975 (phan khuc 3 sao) va Sofitel vao nam 1980 (phan khuc 4 sao).
Nam 1983, tap doan Accor chinh thirc dugc thanh lap, tao nén tang cho qua trinh phat
trién toan cau.

Trong nhitng nam tiép theo, Accor tiép tuc khang dinh vi thé thong qua viéc

thanh 14p Accor Academy vao nam 1985 nhim ddo tao ngudn nhan luc chat luong
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cao. Bén nam 1991, tap doan chinh thirc gia nhap thi trudng Viét Nam. Budc sang
thé ky XXI, Accor ddy manh chuyén d6i s6 voi viéc xay dung cac nén tang truc tuyén
nhu accor.com va accorhotels.com vao nam 2000. Nam 2007, Accor gidi thiéu thuong
hiéu Pullman — dong khach san cao cip huéng dén khach doanh nhan. Pén nim 2015,
tap doan ddi tén thanh AccorHotels va dua ra khau hiéu “Feel Welcome”, thé hién
triét 1y dich vu lay khach hang lam trung tdm. Giai doan gan déy, Accor tiép tuc ddi
m&i véi viée ra mat chuong trinh khach hang than thiét theo phong cach sdng vao
nam 2019 va trién khai tiéu chuin vé sinh ALLSAFE trén toan hé théng vao nam
2020.

b. Nhitng diém nhan phat trién

Pullman Danang Beach Resort trong qué trinh hinh thanh va phat trién da ghi
nhan nhiéu diu 4n quan trong vé thuong hiéu va dinh vi. Ban dau, khu nghi dudng
hoat dong dudi tén goi Lifestyle Resort Danang, sau d6 dugc tap doan Accor dua vao
hé thong thwong hiéu Pullman va chinh thirc mang tén Pullman Danang Beach Resort.
Pay 1a khu nghi dudng Pullman dau tién tai Viét Nam theo mo hinh resort va 13 co
s¢ thur hai cua thuong hi¢u nay tai Viét Nam, sau Pullman Ha No6i. Khu nghi dudng
dugc dinh vi theo mé hinh “bleisure” — két hop giita cong viéc (business) va nghi
dudng (leisure), phu hop vdi xu hudng du lich hién dai.

Bén canh d6, resort dic biét chii trong phat trién phan khiac MICE (du lich hoi
nghi, hoi thao, su kién) théng qua viéc nang cip hé théng phong hop va sanh tiéc,
trong do ndi bat 1a Lotus Ballroom duoc dua vao hoat dong vao cudi nim 2024 nham
phuc vu céc su kién quy mo 16n. Viéc tré thanh thanh vién ctia Golf Coast Vietnam
tir ndm 2015 ciing gdp phan giup khu nghi dudng thu hut thém phan khac khach yéu
thich golf két hop nghi dudng.

Vé mat ghi nhan va thanh tyu, sau nhiéu 1an cai tao va nang cép, khu nghi
dudng da dugc vinh danh trong danh sach “Recommended Hotel” ctia Forbes Travel
Guide vao nam 2019, ciing voi nhiéu giai thuong quéc té khac lién quan dén nghi
dudng bién, spa, td chire su kién va phat trién bén virng.

c¢. Tam nhin va st ménh

Thuong hi¢u Pullman, truc thude tap doan Accor, huéng dén tAm nhin “thiét
lap mot nhip diéu mai trong du lich va phong cach séng toan cau”, qua dé tao ra

khong gian noi khach hang c6 thé can bang gitta cong viéc va nghi ngoi. P61 véi
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Pullman Danang Beach Resort, tam nhin duoc cu thé hoa b'fmg muc tiéu trd thanh
diém dén nghi dudng cao cip hang dau tai Pa Ning, dap (mg dong thoi nhu cau thu
gian, thé thao, to chtrc sy kién va trai nghi¢m van hoa — am thuc.

Vé st ménh, khu nghi dudng cam két mang dén cho khach hang nhiing trai
nghiém doc ddo, giau cam xuc thong qua thiét ké khong gian hai hoa véi thién nhién,
dich vu chét lugng cao va am thuc sang tao. Béng thot, resort ch trong gén két voi
van hda ban dia béng viéc két hop tinh hoa am thyuc Viét Nam va quéc té, tao nén ban
sdc riéng biét. Ngoai ra, Pullman Danang Beach Resort con huéng dén viée cung cap
khong gian da nang, dap Gmg linh hoat cac nhu cau tir nghi dudng, 1am viéc dén t6
chtrc sy kién. Song song d6 1a cam két phat trién bén viing va trach nhiém xa hoi
thong qua cac chuong trinh ciia Accor nhu Accor Sustainability va Accor Solidarity.

d. Muc dich, nhiém vu va gia tri cot 16i

Muc dich hoat dong cua Pullman Danang Beach Resort 1a huéng dén vi thé
din dau trong nganh dich vu khach san, déng thot trg thanh nguoi ban déng hanh
dang tin cay ciia du khach trong mdi hanh trinh. Pé dat dugc muc tiéu nay, khu nghi
dudng x4c dinh nhi¢ém vy trong tdm 1a mang dén nhiing trai nghi¢m dich vu an tuong,
chat lugng cao va nhat quan cho khach hang trén toan cau.

Bén canh do, hé thdng gia tri cdt 161 ctia khu nghi dudng dugc xay dung dua
trén cac nguyén tic nhu: dam mé phuc vy khach hang, tinh than chinh phuc va doi
moi, sy tin tudng, hi¢u suét bén virng va ton trong. Pay chinh la nén tang quan trong
gitip khu nghi dudng duy tri chat lugng dich vu, nang cao uy tin thwong hiéu va phat
trién bén virng trong mai truong canh tranh ngay cang khoc liét

2.1.1.3 Co cdu t6 chire ciia Pullman Danang Beach Resort
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So @6 2.1: So db co ciu td chirc cia Pullman Danang Beach Resort

(General director
General manager

Financial controler Director of gles& Director food & Breutve chef Front office Housekeeping Engineering Secutynanagr Guest experience Revewe manage
marketing beverage manager manager manager manager
T solutions Chief Beverages . Assistant quest Lead:‘ng& Assistant front office Asusm‘t Assistant chief Assistant security
F&8 manager Executive sous chef conclerge housekeeping Spamanager Revenue manager
manager | | accountant manager felatons manager manager o engineer manager manager
manager

Nguén: Phong Nhdn si Pullman Danang Beach Resort, 2025

Assistantto general
director

Co cdu to chuc ciia Pullman Danang Beach Resort dugc xdy dung theo mo
hinh quan 1y chuyén nghiép, dam bao su phdi hop chit ché giita cac bd phan nham
nang cao hi¢u qua van hanh va chat lugng dich vu theo tiéu chuan cua Accor.

Pung dau hé thong quan 1y 1a General Director (Tong Giam ddc), nguoi chiu
trach nhiém diéu hanh toan bd hoat dong cua khu nghi dudng. Vi tri nay dam nhén
vai tro hoach dinh chién luoc kinh doanh, kiém soat tai chinh — ngan sach, giam sat
hoat dong ctia cac bd phan va dam bdo duy tri tiéu chuan dich vu 5 sao quéc té. Déng
thoi, Tong Giam ddc con truc tiép tham gia vao cong tac dbi ngoai, cham soc khach
hang VIP va phat trién cac mdi quan hé dbi tac chién luoc, cling nhu xay dung va
phat trién d6i ngii nhan sy cap cao.

Hb tro Tong Giam déc 1a General Manager (Téng Quan 1y), ngudi truc tiép
diéu hanh hoat dong van hanh hang ngay cua resort. Téng Quén Iy chiu trach nhiém
vé hiéu qua kinh doanh, chét lugng dich vu, quan ly d6i ngli nhan sy va dam bao su
hai 10ng ctia khach hang. Bén canh do, vi tri ndy con tham gia xay dung va trién khai
céc chién luoc kinh doanh — thwong hiéu, dong thoi giam sat cac trudong bo phan

nham dam bdo céac ti€u chuan ctia Pullman va Accor dugc thyc hién nhat quan.
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Assistant to General Director (Tro Iy Tong Giam déc) dong vai tro hd tro trong
cong tac diéu hanh, quan 1y lich lam viéc, td churc cac cude hop va dam bdo thong tin
duoc truyén dat hi€u qua gitta ban lanh dao va cac bd phan. Ngoai ra, vi tri nay con
tham gia xt 1y vin ban, hd tro di ngoai va dam bao tinh bao mat cua cac thong tin
quan trong.

Trong linh vyc tai chinh, Financial Controller (Kiém soat vién tai chinh) chiu
trach nhiém gidm sat toan bd hoat dong tai chinh — ké toan cua khu nghi dudng. Cong
viéc bao gém 14p va quan 1y ngan sach, kiém soat chi phi, phan tich hiéu qua tai chinh
va cung cap dir liéu hd tro ban giam dbc trong qua trinh ra quyét dinh kinh doanh.

B6 phan kinh doanh va tiép thi duoc diéu hanh bdi Director of Sales &
Marketing (Giam déc Kinh doanh & Tiép thi), nguoi chiu trach nhiém xdy dung va
trién khai cac chién lugc kinh doanh, marketing va quan 1y doanh thu. Vi tri nay dong
vai trd quan trong trong viéc t6i vu hoa cong suit phong, phat trién thuong hiéu va
nghién ctru thi trudng nham nang cao kha niang canh tranh cia resort.

Hoat dong am thuc tai Pullman Danang Beach Resort do Director of Food &
Beverage (Giam déc Am thuc) quan 1y, chiu trach nhiém diéu hanh toan bé dich vu
an ubng, bao gdm nha hang, quiy bar, tiéc va dich vu phong. Vi tri ndy tap trung vao
viéc xay dung chién luge kinh doanh, kiém soat doanh thu — chi phi va dam bao chat
luong dich vu theo tiéu chuan ctia Accor.

Trong khi d6, Executive Chef (Bép trudng) chiu trach nhiém tryuc tiép vé hoat
dong cua khu bép, bao gdm x4y dung thuc don, kiém soat chat luong mén an, dam
bao vé sinh an toan thuc pham va quéan 1y nhan sy bép.

Trong linh vyc nhan sy, Talent & Culture Manager (Quén ly Nhan sy & Van
hoa) dong vai trod quan ly toan dién cac hoat dong tuyén dung, dao tao, phat trién nhan
vién va xay dyng moi truong lam viéc chuyén nghiép, phu hop véi gia tri thuong
hiéu.

Front Office Manager (Truong bd phan L& tan) chiu trach nhi¢ém quan ly hoat
dong don tiép khach, bao gébm check-in, check-out, dit phong va xir Iy cac yéu cau
cua khach trong thoi gian luu tri. B phan nay dong vai tro quan trong trong viéc
dam bao chét luong dich vu dau va cudi cua trai nghi¢m khach hang, déng thot phéi

hop vai cac b phan lién quan dé toi vu hi¢u qua van hanh.
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Housekeeping Manager (Quan ly Budng phong) chiu trach nhiém giam sat
toan bd hoat dong vé sinh phong khach va khu vuc cong cong, dam bao tiéu chuan
sach s&, tién nghi theo yéu ciu 5 sao ciia Accor. Dong thoi, bo phan nay quan 1y dd
vai, vat tu tiéu hao va phdi hop véi cac bd phan khac dé dap tmg kip thoi nhu cau cia
khéch.

Bén canh d6, Director of Engineering (Giam ddc K§ thuat) chiu trach nhiém
quan 1y toan b hé théng co s& vat chat, dam bao hoat dong k¥ thuat dién ra an toan,
lién tuc va hiéu qua. Cudi cing, Security Manager (Quan 1y an ninh) dam bao an toan
cho khach hang, nhan vién va tai san cua resort thong qua viéc trién khai cac bién
phap kiém so4t an ninh va xir 1y cac tinh huéng khan cap
2.1.2. Linh vwc hoat dpng cua Pullman Danang Beach Resort
2.1.2.1 Dich vu luu tru

Pullman Danang Beach Resort cung cap hé thong luu tri gdm 186 phong va
biét thy, duogc thiét ké vai ban cong riéng va khong gian mé nham két ndi tdi da vai
thién nhién, mang dén trai nghiém nghi dudng thu gidn cho khach hang. Hé thong
phong nghi tai resort dugc chia thanh nhiéu hang phong khac nhau nham dap tng da
dang nhu cau ciia khach luu tru.

Hang phong Superior c¢6 dién tich 42m?, duoc xem 14 loai phong tiéu chuén,
c6 thé bé tri givong King hodc hai giwdng don, véi hudng nhin ra khu vuon. Bén
canh d6, Superior Family Connecting c¢6 dién tich 84m2 bao gdm hai phong két ndi
v61 nhau, phu hop cho gia dinh ¢6 tré nho hodc nhém khéch di cung nhau.

Hang phong Deluxe ciing ¢ dién tich 42m2, duoc thiét ké voi giuong King
hodc hai givong don, s hitu ban cong riéng va co thé lua chon hudng vuon hoac
huéng bién. Trong d6, Deluxe Ocean View cé tdm nhin truc dién hodc mot phan
hudng ra bién, trong khi Deluxe Partial Ocean View dugc bd tri mot givong Queen
v6i huéng nhin bién.

DP6i v6i nhém khach gia dinh, Junior Family Suite c¢6 dién tich 75m?, duoc bd
tri két hop giwdng King va giuong tang, pht hop cho gia dinh c6 tré em. Junior Suite
c6 dién tich 72m?, sir dung givong King, phu hop cho 2 ngudi 16n va 1 tré em véi
hudng nhin ra khu vuon. Family Suite ¢6 dién tich 122m?, s¢ hiru khong gian rong
rii v6i tam nhin huéng bién hodc hd nude, két hop giuong King va givdng Hollywood

Twin hodc giudng ting, pht hop cho gia dinh dong thanh vién.
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Phén khtc cao cip hon bao gdm Penthouse Suite v6i dién tich 130m?, duoc
thiét ké gom hai phong ngii, ban cong 16n hudng bién hodc hd boi, kém theo khu bép
va phong tim c6 bdn suc Jacuzzi. Ngoai ra, resort con cung cap hé théng biét thy cao
cap, trong d6 biét thy mot phong ngii co dién tich 130m>, thiét ké khong gian mo
mang phong cach Bali, hoa hop vdi thién nhién. Biét thy hai phong ngu c6 dién tich
160m?, duoc trang bi hd boi riéng, phong khach ngoai troi va hai phong ngu riéng
biét, mang lai trai nghiém nghi dudng sang trong va riéng tu.
2.1.2.2 Dich vu am thuc

Hé théng dich vu 4m thuc tai Pullman Danang Beach Resort 1a mgt trong
nhitng bd phan quan trong, dong vai trd truc tiép trong viéc nang cao trai nghiém luu
tri va gia ting gia tri thwong hiéu cua khu nghi dudng. B6 phan 4m thuc (Food &
Beverage — F&B) dugc to chic theo mo hinh da dang dich vy, bao gom nha hang,
quay bar, dich vu phong va dich vu t6 chtic tiéc (banquet), nham dap tng dong thoi
nhu cdu an udng, giai tri va to chirc sy kién cta khach hang.

Nha hang Epice 1a nha hang chinh cta resort, hoat dong theo hinh thac buffet
va a la carte, phuc vu da dang mén an A — Ay, trong do6 chi trong phat trién 4m thuc
Viét Nam nham gidi thiéu ban sic dia phuong dén khach qudc té. Khong gian nha
hang duoc thiét ké mo, két hop anh sang ty nhién va khu vuc bép mé (open kitchen),
gitip ting tinh trai nghiém va twong tac tryc tiép gilta khach hang va dau bép. Pay
cling 13 yéu t6 gdp phan nang cao tinh “trai nghiém am thuc” thay vi chi don thuan 1a
an ubéng. Nha hang thudng phuc vu theo khung gid bita sang, trua va tdi, trong d6
buffet sang 1a dich vu chinh hing ngay.

Bén canh d6, Azure Beach Lounge 13 khong gian 4m thuc ven bién, chuyén
phuc vu hai san, 46 4n nhe va do udng, quay bar va lounge thudng hoat dong tir
khoang chiéu dén t6i muon, pht hop v6i nhu ciu thu gidn va giai tri cia khach.
Infinity Bar tai khu vyc sanh chinh dong vai tro 1a khong gian giao luu xa hdi, cung
cip da dang dd udng nhu ca phé, tra, cocktail va banh ngot, dong thoi thudng xuyén
trién khai cac chuwong trinh khuyén mii theo khung gio (Happy Hour vao budi chiéu
— t61) nham thu hut khach.

Ngoai dich vu tai nha hang va quﬁy bar, Room Service hoat dong 24/7, dap
mg nhu ciu an udng tai phong, dic biét phu hop véi khach nghi dudng cao cap,

khach gia dinh va khach cong vu can sy riéng tu. Dich vu Banquet khong c¢b dinh
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thoi gian hoat dong giir vai trd quan trong trong phan khuc MICE, chuyén t6 chirc
tiéc cudi, hoi nghi va sy kién quy mo 1on, voi khéa nang cung cép thuc don linh hoat
theo yéu ciu, tir set menu dén buffet va tiéc ngoai troi.

Nhin chung, hoat dong am thuc tai khu nghi dudng khong chi mang chirc ndng
cung cép dich vu an udng ma con dugc dinh huéng tré thanh mot phan cbt 161 cua
trai nghiém nghi dudng tong thé. Cac yéu té nhu chat lugng nguyén liéu, tinh sang
tao trong ché bién, su két hop giita am thyc dia phwong va qudc té, cing v6i phong
cach phuc vu chuyén nghiép theo tiéu chuan Accor, da gbp phan tao nén loi thé canh
tranh cho khu nghi dudng trong phan khuc khach san cao cap tai thanh phd Pa Ning
2.1.2.3 Dich vu giai tri

Dich vu giai tri 1a mot trong nhimg yéu t6 quan trong gép phan hoan thién hé
thong san pham dich vu va nang cao trai nghiém ciia du khach tai Pullman Danang
Beach Resort. Nhim dép Gmg nhu cau nghi dudng ngdy cang da dang ctia khach hang,
dic biét 1a khach quéc té, khach san di dau tu phat trién nhiéu loai hinh dich vu giai
tri phong phtl va hién dai.

Khéach san s& hitu bai bién riéng tai khu vuc M§ An v6i khong gian sach sé,
yén tinh, dugc trang bi dﬁy du tién nghi nhu ghé tam néng, tao diéu kién thuan loi
cho du khach thu gidn va tdn huéng canh quan thién nhién. Bén canh d6, hé théng hd
boi ngoai tro1 dugc thiét ké hién dai, sat bién, c6 khu vuc riéng danh cho tré em, phu
hop véi nhiéu ddi tugng khéach luu tra.

Ngoai ra, khach san cung cép dich vu cham séc strc khoe va thu gian tai The
Nang Spa vdi cac li€u phap nhu massage, cham soc da va xong hoi. Khong gian spa
duoc thiét ké gan giii v6i thién nhién, mang lai cam giac thu thai cho du khach. Phong
gym hién dai v6i day di trang thiét bi nhu may chay bo, xe dap, ta va khu vuc tap
yoga, hoat dong 24/7, dap tng nhu cau rén luyén strc khoe cua khach.

Bén canh cac dich vu trén, khach san con to chirc nhiéu hoat dong thé thao va
giai tri ngoai troi nhu cau 16ng, bong chuyén bii bién, ciing véi cac 10p yoga va zumba
theo lich. Cac dich vu giai tri trong nha nhu phong bi-a, khu vui choi tré em va khu
vuc lounge, bar véi khong gian 4m nhac nhe nhang va da dang do uéng ciing gop

phan 1am phong phu thém trai nghiém cua du khéach.
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Nhin chung, hé théng dich vu giai tri tai khach san twong d6i da dang, dap tmg
t6t nhu cau thu gidn va nghi dudng ctia khach hang, dong thoi gop phan nang cao
chét luong dich vu va kha nang canh tranh ctia khach san trén thi truong
2.2. Tinh hinh hoat dong kinh doanh ctia Pullman Danang Beach Resort
2.2.1 Hoat dong kinh doanh cua Pullman Danang Beach Resort

Pullman Danang Beach Resort 12 khu nghi dudng tiéu chuan 5 sao truc thudc
tap doan Accor, hoat dong theo mo hinh kinh doanh dich vu du lich nghi dudng cao
cép. Vi loi thé vé vi tri ven bién, co s& vat chit hién dai va thuong hiéu qué)c té,
resort da xay dung hé théng hoat dong kinh doanh da dang, bao gém luu tr, 4m thuc,
hoi nghi — su kién (MICE) va cac dich vu bo tro.
2.2.1.1 Hoat dong kinh doanh luu tru

Hoat dong luu tra 1a Iinh vuc kinh doanh cot 151, dong vai tro chu dao trong co
céu doanh thu cia resort. Pullman Danang Beach Resort cung cip hé thong phong
nghi va biét thy cao cip véi nhiéu hang phong khac nhau nhu Superior, Deluxe, Suite
va Cottage, dap g nhu ciu da dang ctia khach hang.

Déi twong khach chinh bao gdm khach quéc té, khach doanh nhan, khach nghi
dudng gia dinh va cac cip doi. Resort chli trong nang cao chét lwong dich vu budng
phong, cai tién co s& vat chat va c4 nhan hoa trai nghiém khach hang nham gia ting
murc d§ hai long va ty 1€ khach quay lai.

Nhin chung, hoat dong luu tré giit vai trd nén tang, gop phan 6n dinh doanh
thu va khéng dinh vi thé thuong hi¢u cua resort trén thi truong.
2.2.1.2 Hoat dong kinh doanh am thuc

Bén canh luu tra, hoat dong kinh doanh am thyc 1a mot trong nhirng linh vuc
quan trong tai Pullman Danang Beach Resort dong gop dang ké vao tong doanh thu.
Resort s hitu hé thong nha hang va quiy bar phuc vu da dang céac loai hinh 4m thuc
tir truyén théng Viét Nam dén qudc té dap ung nhu cau phong phu ctia khach hang.

Dich vu 4m thuc khong chi phuc vu khéach luu tri ma con hudng dén khach
bén ngoai, dac biét trong cac dip su kién, ti¢c cudi va hoi nghi. Khong gian nha hang
duoc thiét ké hién dai, sang trong, phu hop voi nhiéu muc dich st dung khac nhau
nhu gap g& ddi tac, t6 chure tiéc hodc trai nghi¢m am thuc.

Hoat dong F&B gbp phan gia tang doanh thu, ddng thoi nang cao chat lugng

dich vu tong thé va kéo dai thoi gian luu tra cia khach.
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2.2.1.3 Hoat dong kinh doanh hoi nghi, hoi thao va sy kién (MICE)

Pullman Danang Beach Resort 1a mét trong nhimg dia diém t6 chac MICE
tiéu biéu tai Da Niang. Resort dugc trang bi hé théng phong hdi nghi, hoi thdo va
ballroom vdi strc chtra 16n, dap g nhu cau to chirc cac sy kién quy mé tir nho dén
l6n.

Céc loai hinh su kién duoc td chirc bao gém hoi nghi doanh nghiép, hoi thao,
ti€c cudi, gala dinner va cac chuong trinh team building. Vi doi ngti nhéan su chuyén
nghi¢p va trang thiét bi hién dai, resort dam bao chét luong td chure su kién dat tiéu
chuan quéc té.

Hoat dong MICE khong chi mang lai nguon doanh thu dang ké ma con gop
phan nang cao cong sudt phong, dic biét trong mua thap diém du lich.
2.2.1.4 Hoat dong dich vu giai tri

Ngoai cac dich vu chinh, resort con cung cap nhiéu dich vu bo tro nham ning
cao trai nghiém khach hang, bao gdm: spa, trung tdm thé hinh, hd boi, cac hoat dong
thé thao bién, khu vui choi tré em va dich vu t6 chtrc tour tham quan.

Céc dich vu nay gop phan kéo dai thoi gian luu tri va gia ting muc chi tiéu
cua khach, déng thoi tao nén su khac biét trong san phém dich vu cua resort so voi
céc d6i thi canh tranh.
2.2.1.5 Dinh hudng phdt trién hoat dong kinh doanh

Trong bbi canh nganh du lich ¢ nhiéu bién dong, Pullman Danang Beach
Resort dang tap trung phét trién theo xu hudng két hop giita du lich nghi dudng va
cong tac. Pay 1a xu hudng pho bién trong nhom khach doanh nhan hién nay.

Bén canh d0, resort tiép tuc dau tu nang cép co s& vat chét va chat luong dich
vy, da dang hoa san phém dich vy va nang cao chét luong nguén nhan lyc nham tang
cudng ning lyc canh tranh va dép tng tt hon nhu ciu ngay cang cao ctia khach hang.

Danh gid chung:

Co thé théy, hoat dong kinh doanh cua Pullman Danang Beach Resort dugc to
chtrc theo mo6 hinh da dang va déng bo, trong d6 Iuu tra gitt vai tro chu dao, cac hoat
dong am thuc, MICE va dich vu bd trg dong vai tro ho trg va phat trién.

Su két hop hai hoa giita cac linh vuc kinh doanh da giup resort khong chi tdi
uu hdéa doanh thu ma con nang cao chét lugng dich vu va cung ¢d vi thé trén thi

treong du lich cao cép tai Pa Nang.
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2.2.2 Tinh hinh nhdn lyc ciua Pullman Danang Beach Resort

Pullman Danang Beach Resort 1a mot khu nghi dudng 5 sao quc té truc thude
tap doan Accor, voi doi ngii nhan su chuyén nghiép quy mé tir 200 dén 500 ngudi,
bao gém ca nhan vién chinh thirc, hop dong thoi vu va thuc tap sinh. Poi ngil nay
duoc td chirc theo co cAu hién dai, da phong ban nham dam bao chat luong dich vu

chuan quoc té va dap ing nhu ciu ngay cang cao cua du khach trong nudc va quoc

7
A

te.
Bang 2.1 Ngudn lwc lao dong tai Pullman Danang Beach Resort
N, guén: https://www.pullman-danang.com
sTT | Ténbd | So Gi6i tinh | Trinh d6 hoc van Trinh d6
phan lugng ngoai ngir
_ | Thac | Pai | Cao | Trung | Tiéng | Ngon
Nam | Nir s hoc | diang | cip anh | ngir
khac
1 H(f)i 10 5 ) 10 | 10 - - 10 3
dong
quan tri
2 Ban 4 1 3 2 2 - - 4 4
gidm
doc
3 | Tién 12 5 | 7] - |12 - - 12 5
sanh
4 Am 38 | 17 |21 | 1 |27 | 10 - 38 -
thuc
g | Buong | 17 | 10 | 7 - 6 | 10 - 10 -
Phong
6 Giai tri 10 5 5 - - 1 - 10 -
7 Kinh 9 3 6 2 9 - - 9 1
doanh
8 Nhan 5 - 5 1 5 - - 5 -
su
g |Kétoan| 6 | - | 6| - | 6| - | - | 6 | -
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10 K}Z 6 6 - - 3 3 - 5 -
thuat
11 An 10 9 1 - - 9 1 5 -
ninh
Téng s 127 61 61 16 80 35 1 107 13

Nhan xét: Qua bang 2.1, s6 luong lao dong hién tai ctia Pullman Danang Beach
Resort, t61 nhan thay ré“tng sb luong duogc chia déu cho tung b phan dé phuc vu tdt
luong khéach on dinh sau dich Covid-19. Sb lugng ctia bd phan am thuc chiém nhiéu
nhat 14 38 nhan vién chiém 29,92%, tiép theo 12 bd phan Budng phong c6 17 nhan vién
chiém 13,38%. B0 phan tién sanh c6 12 nhan vién chiém 9,45%. Ba b phin nay dem
lai doanh thu chinh cho khach san. Khach san phan bo cac bd phan déy du cac nhan
vién dé dap tmg kip va nhanh chéng cho khach san. Pa phan cac nhan vién déu co
bang dai hoc va cao dang. Khang dinh nhan vién tai Pullman c¢6 nghiép vu chuyén mén
kha tot.

2.2.3 Tinh hinh co sé vit chit ciia Pullman Danang Beach Resort

Pullman Danang Beach Resort s& hitu hé thong co s vat chat hién dai va dong
bd, dap ung tiéu chuin cua mot khu nghi dudng 5 sao qubc té. Khu vuc phong nghi
ctia resort bao gom khoang 186 phong va cac loai cottage, duoc thiét ké theo phong
cach hién dai két hop véi yéu t6 thién nhién. Hau hét cac phong déu co ban cong riéng
v6i tim nhin hudng ra bién, ho boi hodc khu vuon nhiét d6i, mang lai khong gian nghi
dudng thoai mai va gin giii v6i thién nhién cho khach luu tri.

Mot trong nhiing loi thé ndi bat cta resort 1a vi tri nam sat bai bién Béc M¥ An,
cung voi khu vuc bai bién riéng danh cho khach. Diéu nay gitip khach c6 thé dé dang
tham gia cic hoat dong tim bién, nghi ngoi va thu gidin trong khong gian riéng tu. Bén
canh do, resort con dugc trang bi h¢ théng hd boi da dang, bao gém ho boi vo cuc gﬁn
bién, hd Jacuzzi va hd boi ngoai troi, gop phan nang cao trai nghiém nghi dudng cho
khéch hang.

V& dich vu chiam soc sire khoe, resort cung cap khu spa mang tén “The Nang Spa”
v6i day di cac tién ich nhu phong xong hoi kho, x6ng hoi wét, hd ngdm va cac phong

tri liéu. Tai day, khéach co thé lya chon nhiéu liéu phap massage tu truyén théng dén
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hién dai, phu hop v6i nhiéu ddi tugng khac nhau, bao gdm ca phu nir mang thai va tré
em. Ngoai ra, khu vyc phong tap thé hinh (Fit Lounge) ciing dugc trang bi day du cac
thiét bi nhu may cardio, may ta va cac dung cu hd tro tap luyén, phuc vu nhu clu rén
luyén suc khoe cua khach va hoat dong 24/7.

Resort ciing dic biét chu trong dén nhom khach gia dinh khi cung cip céc tién ich
nhu Kids Club hoat dong hang ngay, dich vu gitr tré va hé théng phong két nbi phit hop
cho gia dinh dong nguoi. Nhitng tién ich nay giup nang cao sy tién lgi va tao cam giac
thoai mai cho khéch khi di du lich cung gia dinh.

Bén canh d6, hé thong nha hang va quy bar tai resort ciing rat da dang, bao gdbm
nha hang chinh Epice, Infinity Bar va Azure Beach Lounge, phuc vu nhiéu loai hinh
am thyc tir Viét Nam dén quéc té. Khong gian am thuc duoc thiét ké hién dai, phu hop
cho ca nhu cau an udng hang ngay va to chirc cac budi tiéc, su kién.

Ngoai ra, Pullman Danang Beach Resort con c¢6 hé théng phong hop va khu vuc
td chuc su kién véi quy mo 16n, co thé phuc vu cac su kién ngoai troi 1én dén khoang
1.000 khach. Cac phong héi nghi duogc trang bi déy du thiét bi 4m thanh, anh sang hién
dai, dap ing nhu cau t6 chtrc hoi nghi, hdi thao va cac chuong trinh doanh nghiép.

Cudi cung, resort con cung cAp nhiéu tién ich phu trg khac nhu Wi-Fi phu toan
khu, bai dau xe, dich vu giat 1a, 18 tan 24 gi0, an ninh va hd tro dit tour tham quan.
Nhiing yéu tb nay gop phén hoan thién hé théng co s& vat chat, mang lai sy tién nghi
va nang cao chat luong phuc vu khach hang.

2.2.4. Tinh hinh hoat dong kinh doanh cua khach san
2.2.4.1 San Pham dich vu
a. Dich vu luu tru
Dich vy luu tri 13 san pham c6t 16i va quan trong nhat tai Pullman Danang
Beach Resort, dong thoi ciing 13 yéu t& quyét dinh trai nghiém tong thé cua khach
hang. Bo phan buéng phong tai resort chiu trach nhiém dam bao chét lugng vé sinh,
bao tri va tiéu chudn phong & theo dung tiéu chuin 5 sao quéc té. Hién nay, resort
cung cip khoang 186 phong va biét thu véi nhidu hang phong khac nhau nhu
Superior, Deluxe, Junior Suite, Penthouse Suite va céc loai cottage tir 1 dén 2 phong
ngu, dap tmg da dang nhu cau ctia khach hang.
Céc hang phong tai resort duoc thiét ké theo huéng hién dai, sang trong nhung

van gan giii voi thién nhién. Hau hét cac phong déu c¢6 ban cong riéng vi tam nhin
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huéng bién, hd boi hoic khu vudn nhiét d6i, tao cam giac thu gidn cho khach luu tra.
Céc loai phong tiéu chudn nhu Superior va Deluxe c6 dién tich khoang 42m?, duoc
trang bi dy du tién nghi co ban va phu hop voi khach di 1é hodc cip doi. Trong khi
do, cac hang phong cao hon nhu Deluxe Ocean View hay Junior Suite c6 khong gian
rong hon, tam nhin dep va duoc bd sung céac tién ich nhu bon Jacuzzi, pht hop véi
nhu cau nghi dudng cao cap.

Bén canh do, cac loai phong danh cho gia dinh nhu Superior Family
Connecting, Junior Family Suite va Family Suite duoc thiét ké véi khong gian rong
rai hon, nhiéu phong ngu va tién ich phu hop voi tré em. Ngoai ra, hé thong biét thu
(villa) mot va hai phong ngii mang dén khong gian riéng tu cao hon, c¢6 san vuon
riéng va khu vuc sinh hoat chung, phu hop v&1 nhom khéch gia dinh hodc khach luu
tri dai ngay. Nhin chung, hé théng phong nghi tai resort duoc xay dung kha da dang,
dap Gng t6t nhiéu phan khuc khach hang khac nhau.

b. Dich vu am thuc

Dich vu 4m thuec tai resort duoc phat trién kha da dang véi nhiéu nha hang va
quiy bar nham dép tng nhu cau dn udng va giai tri cua khach hang. Nha hang chinh
Epice 1a khu vuc phuc vy an udng all-day dining, cung cp buffet sang va thyc don
goi moén theo phong cach A — Au. Khong gian nha hang duoc thiét ké ma, co khu vire
trong nha va ngoai trdi, nhin ra khu vuon va hd nudce, tao cam giac thoai mai cho
khach khi str dung dich vu. Bén canh dé, Epice con td chire cac 16p hoc niu an, mang
lai trai nghi¢ém van hoa cho khéch luu tri.

Ngoai Epice, Azure Beach Lounge 14 khong gian 4m thuc ven bién mang
phong cach hién dai, pht hop v6i khach yéu thich khong gian mé va trai nghiém gan
bién. Nha hang nay phuc vu cac mon an két hop giita am thyc Viét va phuong Tay
cung cac loai dd uéng, dic biét 1a cocktail va dd an nhe. Trong khi d6, Infinity Bar
lai tap trung vao khong gian thu gidn, gip g& va giao luu, phuc vu cac loai do udng,
tra chidu va ca phé, dong thoi c6 cac hoat dong trai nghiém nhu 16p hoc pha ché.

Bén canh do, dich vy room service hoat dong 24/7, giup khach co thé sur dung
dich vy an udng ngay tai phong véi thyc don da dang tir mén chinh dén d6 udng.
Ngoai ra, resort cling c6 kha nang td chirc cac loai hinh tiéc va su kién nhu tiéc cudi,
hoi nghi, gala dinner hay tiéc ngoai trdi véi stic chira 16n, dap (mg nhu cau da dang

cua khach hang ca nhan va doanh nghiép.
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c. Dich vy giai tri

Dich vu giai tri tai resort dwgc xay dung nham nang cao trai nghiém nghi
dudng toan dién cho khach hang. Trong d6, khu vuc thé thao bao gdm sin tennis mién
phi cho khach luu tr vao ban ngay, phong tap thé hinh Fit Lounge hoat dong 24/7
v6i trang thiét bi hién dai, dap tng nhu ciu rén luyén stc khoe cua khach trong thoi
gian luu tru.

Ning Spa 1a mot trong nhirng dich vu ndi bat, cung cp cac liéu phap chim
soc stre khoe va thu gidn nhu massage, xong hoi va tri liéu toan than. Spa dugc thiét
ké theo hudng yén tinh, giup khach hang thu gidn ca thé chat 1an tinh than. Ngoai ra,
resort con to chiic cac 16p yoga ngoai troi va chuong trinh Fit Run doc bai bién, gitp
khéch c6 thém trai nghiém van dong trong khong gian tu nhién.

Déi voi nhom khach gia dinh, Kid’s Club 1 khu vie danh riéng cho tré em véi
cac hoat dong vui choi va hoc tap sang tao theo dinh huéng Montessori. Dich vy nay
gitip tré em c6 khong gian riéng trong khi phu huynh c6 thé thu gidn hodc sir dung
cac dich vu khéc trong resort.

d. Dich vu hoi nghi — su kién (MICE)

Hoat dong hoi nghi va sy kién tai resort dugc dau tu kha bai ban véi hé thong
phong hop va khong gian t6 chirc linh hoat. Lotus Ballroom 1a khu vyc t6 chirc su
kién trong nha véi stc chira 16m, phtt hop cho hoi nghi, héi thao va tiéc cudi. Ngoai
ra, resort con co cac phong hop nho va khong gian ngoai trdi nhu bii bién, khu vuon
va khu vue hd boi, phu hop cho nhiéu loai hinh su kién khac nhau.

Céc loai hinh su kién dugc to chuc tai day kha da dang, bao g@)m hoi nghi
doanh nghié¢p, hdi1 thao, ti€c cudi, gala dinner va cac hoat dong team building. V&1 lgi
thé khong gian rong va vi tri sat bién, resort c6 thé dap ing dong thoi ca sy kién trong
nha va ngoai tro1, mang lai trdi nghiém linh hoat cho khach hang doanh nghiép va ca
nhan

2.2.4.2 Thi Truong — Khdch hang cua Pullman Danang Beach Resort
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Bang 2.2 Lwot khach cta khach san giai doan 2022-2024

Ngudn: https://www.pullman-danang.com

Luot |Nim |Nim |Nim Nam 2023/Nam 2022 | Nim 2024/Nam 2023
khach | 2022 {2023 |2024
SL TT (%) SL TT (%)
Khach
ndi 16.106 150,9 367
31.633 | 47.739 | 48.106
dia 100,8
Khach
. 9.464 158,1 4.112
quéc té | 16.296 | 25.760 | 29.872 116,0
Tong 25.570 153,3 4.479
47.929 | 73.499 | 77.978 106,1
Nhan xét:

Qua bang s6 liéu co thé théy, luot khach tai Pullman Danang Beach Resort
tang trudng 6n dinh trong giai doan 2022—2024. Cu thé, tir nim 2022 dén nam 2023,
téng lugt khéach tang manh 25.570 lugt, tuong duong 53,3%. Trong do, khach noi dia
ting 16.106 luot (150,9%) va khach qudc té ting 9.464 luot (158,1%), cho thiy sy
phuc hoi 13 rét cua hoat dong du lich sau giai doan bi anh huong bai dich bénh.

Sang giai doan 2023-2024, tong luot khach tiép tuc ting nhung voi toc do
cham hon, dat 77.978 luot, taing 4.479 luot so voi nam trude (106,1%). Trong do,
khach noi dia chi ting nhe 367 luot (100,8%), cho thiy xu huéng gan nhu bio hoa
cua thi truong ndi dia. Nguoc lai, khach quéc té van duy tri da tang trudng tich cuc
vo1 muce tang 4.112 lugt (116,0%), phan anh vai tro ngay cang quan trong cua thi
truong khach qudc té trong co ciu khach cua khach san.

Nhin chung, giai doan 20222024 cho thay xu hudng ting trudng tich cuc cia
Pullman Danang Beach Resort, trong d6 dong luc chinh dén tr sy phuc hdi ctia khach
quoc té. Giai doan 2022-2023 1a giai doan ting trudng bung no, trong khi 2023-2024

van duy tri da ting nhung toc d6 di cham lai. Vi viy, trong thdi gian t6i, khach san
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can tiép tuc tap trung khai thac thi truong qudc t& nham duy tri mic ting trudng 6n
dinh va bén vimg.
Bang 2.3 Luot khach qudc té ciia khach san giai doan 2022-2024

Ngué)n: https://www.pullman-danang.com

Khach Nim 2022 Nim 2023 Nim 2024
quéc té
TT TT
SL SL SL TT (%)
(%) (%)
Han Qubc | 7.427 45,6 10.363 40,2 10.814 36,2
Trung Quéc| 1.695 10,4 3.812 14,8 5.885 19,7
Nhat Ban 1.190 7,3 2.112 8,2 2.121 7,1
Thai Lan 1.152 7,1 1.829 7,1 2.479 8,3
My 1.095 6,7 1.753 6,8 2.061 6,9
Khac 3.737 22,9 5.891 22,9 6.512 21,8
Tong 25.760 100,0 29.872 100,0
16.296 100,0

Nhin xét

Tong luot khach qudc té tai Pullman Danang Beach Resort tang lién tuc giai
doan 2022-2024, tr 16.296 luot (2022) 1én 25.760 lugt (2023, ting 58,1%) va dat
29.872 luot (2024, ting 16%). Diéu ndy cho thy su phuc hdi manh cia du lich qubc
té va xu hudng ting truéng 6n dinh trong giai doan sau dich.

Xét vé co cdu thi truong, khach Han Quéc ludn chiém ty trong cao nhat nhung
giam dan tir 45,6% xudng 36,2%, du s6 lugng van ting. Trong khi d6, khach Trung
Quéc tang nhanh ca vé sb luong va ty trong, tir 10,4% 1én 19,7%, cho théy tiém nang
phat trién manh. Cac thi truong Nhat Ban, Théi Lan va My duy tri mirc 6n dinh, trong

khi nhém “khac” chiém ty trong kha déu va c6 xu huéng ting nhe.
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Nhin chung, co cau khach qudc té ngay cang da dang, giam phu thudc vao mot
thi trudng duy nhat. Khach san can tiép tuc duy tri cac thi truong truyén théng va day
manh khai thac céc thi trudng méi dé dam béo ting trudng bén viing.

2.2.5 Déi thii canh tranh ciia Pullman Danang Beach Resort

Trong thi truong khach san — resort tai Pa Nang hién nay, Pullman Danang
Beach Resort dang chiu sy canh tranh kha 16n tir nhiéu khu nghi dudng 4-5 sao trong
khu vuc. C6 thé théy céc d6i tha ndi bat nhu InterContinental Danang Sun Peninsula
Resort, Furama Resort Danang va Naman Retreat déu c6 nhirng loi thé riéng vé vi tri,
thuong hiéu ciing nhu dinh huéng san pham. Diéu nay khién thi trudng phan khiic
cao cap tai Pa Nang trd nén kha so6i dong va canh tranh tryc tiép vé ca chat luong
dich vu 1an tép khach hang.

Trong s6 d6, InterContinental Danang Sun Peninsula Resort 1a d6i thu thudc
phan khiic cao cap nhit. Resort ndy nam ¢ ban dao Son Tra nén c6 khong gian rat
riéng tu, yén tinh va canh quan ty nhién nbi bat. Piém manh Ién nhit cua
InterContinental 1a thiét ké doc ddo, dich vu cao cép va dinh vi r0 rang & phan khuc
luxury. Tuy nhién, do vi tri kha xa trung tam nén viéc di chuyén khong that sy thuan
tién, va mirc gia phong ciing kha cao nén khong phu hop voi nhiéu nhom khach phd
thong hodc khach c¢6 ngan sach vira phai.

Péi v6i Furama Resort Danang, ddy 1a mot resort 1au doi va kha quen thudc
v6i thi truong du lich Pa Necmg. Furama c6 lgi thé 16n vé vi tri khi ndm ngay khu vuc
bién My Khé, rat thuan tién dé di chuyén vao trung tdm thanh phd hoic cac diém du
lich 1an can. Ngoai ra, resort cling c6 hé théng dich vu kha day du va khong gian rong.
Tuy nhién, do da hoat dong 1au nam nén mot s6 khu vue ¢6 thé chua hién dai béng
cac resort mdi, vi vay doi khi chua tao duge su ndi bat manh vé trai nghiém méi me
cho khach hang cao cip.

Bén canh d6, Naman Retreat lai di theo hudng khac khi tap trung vao phan
khuc nghi dudng két hop cham soc strc khoe. Resort ndy phu hop véi nhitng khach
hang mudn tim su yén tinh, thu gidn va trai nghiém thién nhién nhiéu hon 1a cac hoat
dong soi dong. Uu diém ctia Naman 1a khong gian khé riéng tu, thiét ké thién vé thién
nhién va dich vu spa ndi bat. Tuy nhién, han ché 13 chua da dang vé loai hinh phong,
dic biét 1a ddi v6i khach di theo nhom hoic gia dinh 16n, nén tinh linh hoat trong khai

thac khach chua cao.
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C6 thé thdy, mdi ddi thi ciia Pullman Danang Beach Resort déu c6 mot huéng
phat trién riéng va tép khach hang riéng. InterContinental manh vé phan khic siéu
sang va trai nghiém biét 1ap, Furama c6 lgi thé vé vi trf va thuong hi¢u lau nam, con
Naman Retreat lai tap trung vao nghi dudng tri li€u va thu gian. Trong khi d6, Pullman
Danang Beach Resort nim & phan khic trung cao cp, huéng dén khach doanh nhan
két hop nghi dudng va khach gia dinh, vi vy canh tranh tryc tiép nhung van co su
khac biét nhét dinh vé dinh vi san pham
2.2.6 Két qua kinh doanh ciia Pullman Danang Beach Resort

Biang 2.4 Két qua kinh doanh ciia khach san giai doan 2022-2024

Nguén: https://www.pullman-danang.com

DVT : Tri¢u dong

Chi Niam 2023/Niim 2022 | Nim 2024/Nim 2023
ticu Niam 2022 Niam 2023 Nim 2024 SL TL SL TL
Doanh
61.711 142,9 | 22.435
thu 143787 205498 227933 110,9
Chi
51.615 141,7 | 10.750
phi 123.657 175.272 186.022 106,1
Loi
) 10.096 150,2 11.685
nhuén 20.130 30.226 41911 138,7

Nhin xét:

Qua s6 liéu cho thay, tinh hinh kinh doanh ctia khach san c¢6 xu hudng ting
trudng tich cuc trong giai doan 2022 — 2024

Niam 2022: Doanh thu dat hon 143,7 ty ddng, chi phi khoang 61,1 ty dong, loi
nhuan 82,6 ty déng. bay la giai doan phuc hdi sau dich bénh, Pullman d nhanh chong
6n dinh hoat dong.

Niam 2023: Doanh thu ting manh 1én 205,5 ty dong (ting ~43% so v6i nam
2022), loi nhuan dat 119,1 ty déng, phan anh hi¢u qua kinh doanh cao va kha nang

kiém so4t chi phi tét.
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Niam 2024: Doanh thu tiép tuc ting 1én 227,9 ty ddng, chi phi dat 106,9 ty
df)ng, lg1 nhuén tang 1én 140,9 ty déng, thé hién su phat trién on dinh va bén viing.

Nhin chung: Pullman Da Ning c6 téc d6 ting trudng déu din vé ca doanh thu
va lo1 nhuan. Loi nhuan chiém ty trong 16n trong doanh thu, chirng minh khach san
hoat dong hi€u qua, c6 kha nang canh tranh manh m¢ trén thi truong du lich — dich
VU cao cap.

2.2.7 Pdnh gid chung vé tinh hinh hoat dong kinh doanh
2.2.7.1 Nhitng thudn loi va kho khan

Trong qua trinh hoat dong, Pullman Danang Beach Resort s¢ hitu nhiéu thuan
loi quan trong gép phan nang cao hiéu qua kinh doanh. Trudc hét, khach san c6 loi
thé 16n vé vi tri khi nam tai bai bién My Khé — mot trong nhitng bai bién dep va noi
tiéng, thu hut dong dao du khach trong va ngoai nudc. Pong thoi, khoang cach gan
trung tAm thanh phd gitp du khach dé dang di chuyén dén cac diém tham quan nhu
Ngii Hanh Son, Ba Na Hills hay Hoi An, tir d6 gia ting strc hap din cua diém dén.

Bén canh do6, khach san huéng dén phan khuc khach cao cép va khach MICE,
nhd d6 duy tri ngudn khach 6n dinh va c6 mirc chi tiéu cao. Sy phuc hdi ciia thi truong
du lich ndi dia sau dai dich cling tao diéu kién dé khach san mo& rong tép khach hang
thong qua cac chuong trinh uu dii va chién luge marketing pht hop. Ngoai ra, khach
san con co tiém ning phat trién cac san phadm mai nhu nghi dudng cham séc ste khoe
hodc trai nghiém van hoéa, dap ing xu hudéng du lich hi¢n dai.

Tuy nhién, khach san cling ddi mat véi khong it kho khan. Ap luc canh tranh
ngay cang gia ting tir cac khu nghi dudng cao cap nhu InterContinental Danang Sun
Peninsula Resort hay Hyatt Regency Danang Resort and Spa budc khach san phai
lién tuc nang cao chét lugng dich vu. Bén canh do, muc gia cao co thé han ché kha
nang tiép can ctia mot sd nhom khach, dic biét trong mua thép diém.

Ngodi ra, su thay doi trong xu huéng du lich, khi du khach ngay cang uu tién
trai nghiém c4 nhan hoa va bén viing, dit ra yéu cau ddi maéi lién tuc. Céc yéu td bén
ngoai nhu dich bénh, thién tai hay bién dong kinh té ciing anh hudng déng ké dén
luong khach. Pic biét, tinh mua vu trong du lich van 1a thach thic 16n dbi vai viee

duy tri cong sudt phong on dinh.
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2.2.7.2 Nhitng diém manh va han ché

Xét vé tong thé, Pullman Danang Beach Resort c¢6 nhiéu diém manh ndi bat
giup kh'fmg dinh vi thé trén thi truong. Trudc hét 1a 1oi thé vé vi tri ven bién, tao diéu
kién thuén lg1i cho céac hoat dong nghi dudng va nang cao trai nghiém cua du khach.
Bén canh do, khach san dugc dau tu co sé vat chit hién dai véi hé théng phong nghi
sang trong cung cac tién ich cao cép nhu nha hang, ho boi, spa va khu vuc td chue su
kién.

Ngoai ra, khach san c6 dinh hudng thi truong rd rang khi tap trung vao phan
khuc khach quéc té va khach MICE, qua d6 dam bao ngudn doanh thu 6n dinh. Chat
luong dich vu ciing 1a mot diém manh khi doi ngii nhan vién dugc dao tao chuyén
nghiép, c6 kha ning dap tng t6t nhu cau da dang ctia khach hang. Pong thoi, khach
san con nhiéu tiém ning phat trién cac dich vu méi nham gia ting trai nghiém cho du
khach.

Tuy nhién, khach san van ton tai mot sd han ché nhit dinh. Trudce hét 1a ap luc
canh tranh 16n tir cac ddi thu trong cung phan khic, dic biét khi nhiéu khu nghi dudng
méi lién tuc xudt hién trén thi truong. Bén canh do, mirc gia cao co thé khién khach
san kho tiép can mot sd phan khac khach hang, dac biét 1a khach ndi dia.

Ngoai ra, hoat dong kinh doanh chiu d&nh hudng béi tinh mua vy, gay kho khan
trong viéc duy tri doanh thu 6n dinh. Su thay doi trong nhu cau du khach, dic biét xu
huéng tim kiém trai nghiém méi va du lich bén viing, ciing dit ra yéu cau doi méi
lién tuc. Cubi cung, chi phi van hanh cao la mot thach thirc 16n trong viéc duy tri chat
lwong dich vu va hiéu qua kinh doanh lau dai.

2.3. Panh gia trai nghiém Am thye cia du khach qudc té tai Pullman Danang
Beach Resort v4i goc nhin da van hoa

2.3.1. Pdc diém dich vu dm thwe ciia khdch san

2.3.1.1 Gioi thiéu chung

Dich vu 4m thuc tai Pullman Danang Beach Resort dugc xem la mot trong
nhitng bd phan quan trong, gdp phan truc tiép vao trai nghiém téng thé cua khach
hang ciing nhu doanh thu ctia khu nghi dudng. Resort dugc t6 chirc theo mé hinh tiéu
chuén cua khu nghi dudng 5 sao qudc té, bao gdm nhiéu loai hinh phuc vu nhim dap

g da dang nhu cau ciia khach du lich. Hé thong nay khong chi cung cap céc bita an
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thong thudng ma con hudng téi viée xay dung trai nghiém am thuc toan dién, két hop
giita yéu t6 chét luong, khong gian va cam xtc khach hang.

Hién nay, khu nghi dudng s& hiru hé théng 4m thuc gém ba khu vuc chinh:
nha hang phuc vu ca ngay, nha hang ven bién va quiy bar — lounge. Mdi khu vic dam
nhan nhirng chtrc ning khac nhau, nhung déu hudng dén muyc tiéu chung 1a dap Gmg
nhu cau an udng, thu gidn va trai nghiém cta nhiéu nhom khach khac nhau nhu khach
nghi dudng, khach gia dinh, khach quéc té hay khach cong vu (MICE).

C6 thé thay rang, thay vi chi tdp trung vao viéc cung cip mon an, dich vu 4m
thyc tai day con hudng dén viéc tao ra “trai nghiém am thuc”, tic 1a két hop gitra
moén an, khong gian, phong cach phuc vu va cac yéu to giai tri di kém.
2.3.1.2 Co céu khdch hang sw dung dich vu am thue

Co céu khach hang st dung dich vu am thuc tai Pullman Danang Beach Resort
kha da dang, trong d6 chu yéu 1a khach quéc té. Nhoém khach dén tir chau A chiém ty
trong 16n, bao gdm Han Qudc, Trung Qudc, Nhat Ban va cac qubc gia Pong Nam A.
Pay 1a nhom khach c6 nhu ciu cao vé 4m thyc phong phii va phu hop khau vi chau
A.

Bén canh d6, khach dén tir chau Au nhu Anh, Phap, btrc va cac nude Bic Au
cling chiém ty 1 dang ké. Nhom khach nay thuong quan tdm nhiéu dén trai nghiém
khong gian, chat lugng nguyén liéu va phong cach phuc vu.

Ngoai ra, khach dén tir chau My va chau Uc tuy sé luong it hon nhung c6 xu
huéng luu tra dai ngay va chi tiéu cao cho dich vu am thyc va giai tri.

Su da dang vé qudc tich khach hang doi hoi hé théng am thuc cua khach san
phai linh hoat trong viéc thiét ké thuc don, dam bao vira mang tinh qudc té vira giir
dugc ban sac dia phuong.
2.3.1.3 Hé thong nha hang

a. Nha hang phuc vu ca ngay — Epice Restaurant
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Hinh 2.2: Nha hang Epice Restaurant tai resort

Ngudn: Website chinh thirc cta resort, 2025
Epice Restaurant 1a nha hang trung tam cua resort, hoat dong theo mé hinh

“all-day dining”, phuc vu 24/7 theo khung gid bita sang — trua — ti. Day ciing 1a
khu vuc c6 stre chira 16n nhat trong hé théng am thue, voi kha nang phuc vu khoang
300-350 khach/lan phuc vu (tily theo setup su kién va cong suat van hanh).

Khong gian nha hang duoc thiét ké mé, bao gdm khu vyc trong nha va khu
vuc ngoai troi hudng bién, phit hop véi ca khach ca nhan, gia dinh va doan khach
lom.

o Dich vu buffet

Mot trong nhitng diém nodi bat cua nha hang 1a dich vu buffet, dac biét 1a buffet
sang. Thyuc don buffet dugc danh gia 1a kha phong phil, bao gdm nhiéu nhém mén in
khéac nhau nhu:

Quéy mon Viét Nam: phd, bln, banh mi, mén dia phuong

Quay mon A: Nhat, Han, Trung (sushi, dimsum, mén xao)

Quﬁy mén Au: salad, phd mai, cold cut, bAnh mi, ph6 mai, trung ché bién theo
yéu cau

Quay live cooking: ché bién truc tiép (pho, tring, mi, mon néng theo yéu cau)

Quay trang miéng: banh ngot, trai cdy, kem

Bén canh cac quidy mon an chinh, Epice Restaurant con bd tri quiy dd udng
riéng, gop phan hoan thién trai nghiém buffet cua khach hang. Khu vyuc nay bao gom:
Quéy ca phé Viét Nam: khach cé thé lya chon sir dung dich vu pha ché truc tiép tur
nhan vién hodc ty pha theo sé thich c4 nhan, tao sy twong tac va trai nghiém mang
tinh ca nhan hoa, quay tra: cung cp da dang cac loai tra nong va tra thio moc, phu
hop vé6i nhiéu dbi twong khach qubc té, quiy nudc trai ciy tuoi: phuc vu cac loai
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nudc ép trai cay theo mua, dam bao tinh twoi méi va phit hop véi nhu cau dinh dudng
cua khach luu tru.

Viée bd tri quiy dd udng riéng khong chi gitp da dang hoa lua chon trong
buffet ma con nang cao trai nghiém am thyc tong thé, dap ung tét hon nhu cau cia
cac nhom khach qudc t& dén tir nhidu nén vin hoa khac nhau.

Ngoai buffet sang, nha hang con to chirc buffet tdi theo chu dé nhu buffet hai
san hodc buffet qudc t&) nham ting tinh da dang va thu hat khach. Diém dang chu ¥
1a su xudt hién cua cac quay ché bién truc tiép, noi dau bép ché bién mon in ngay
trude mit khach hang. Piéu nay khong chi dam bao d6 twoi ngon cia moén an ma con
tao su twong tac va tang tinh hap dan cho bira an.

Tuy nhién, hinh thtrc buffet cling tdn tai mot s6 han ché nhu khé dam bao mire
d6 ca nhan hoa cao va co thé dan dén tinh trang lang phi thuc pham néu khong kiém
soat tot.

e Dichvua la carte

Bén canh buffet, Epice Restaurant con phuc vu thyc don goi moén (a la carte)
vao cc khung gio trua va t6i. Thuc don nay tap trung vao cac mon in dugc ché bién
k¥ ludng, c6 sy dau tu vé chit lugng nguyén liéu va cach trinh bay.

Céc moén an trong thuc don kha da dang, tr mon Viét Nam truyén théng dén
cac mén Au nhu pasta, steak hodc pizza. Piéu ndy cho phép khach hang lwa chon
theo khau vi ca nhan, déng thoi tao cam gidc “cao cap” hon so véi buffet.

o Khong gian va trdi nghiém

Khong gian nha hang dugc thiét ké theo phong cach ma, két hop giita khu vuc
trong nha va ngoai troi. Piéu nay giup khach hang c6 thé vira thuong thire am thuc
viura tdn huong canh quan thién nhién cua khu nghi dudng.

Ngoai ra, nha hang con t6 chirc cac hoat dong nhu 16p hoc nau an (cooking
class) hodc khu vui choi danh cho tré em. Nhiing yéu t6 nay goép phan lam ting trai
nghiém cua khach, dac biét 1a ddi véi nhom khach gia dinh.

Tht hai, vé dich vu a la carte, nha hang cung cip thuc don goi moén véi cac
moén an dugc ché bién theo phong cach két hop giita am thuc Viét Nam va qudc té.
Hinh thirc nay cho phép ca nhan hoa trai nghiém cua khach hang, dong thoi chi trong

den chat lugng moén an va cach trinh bay theo tiéu chuan cao cap.
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Bén canh do, nha hang con t6 chuc céac hoat dong bd trg nhu 16p hoc niu an
va khu vyc danh cho tré em, gop phan gia ting gia tri trai nghiém va phu hop voi

nhiéu phan khiic khach hang khac nhau, dic biét 1a khach gia dinh.

b. Nha hang ven bién — Azure Beach Lounge

Hinh 2.3: Nha hang Azure Restaurant tai resort
Ngudn: Website chinh thirc cia resort, 2025

Azure Beach Lounge 13 mo hinh nha hang két hop gitta 4m thuc va giai tri, toa
lac tai khu vurc ven bién ciia khu nghi dudng. Day 1a khong gian mang tinh “lifestyle
dining”, hudng té1 trai nghiém thu gidn va tan hudng cia khach hang. Nha hang co
sttc chira khoang 120-180 khach, tuy theo cach bd tri (tiéc ngdi hodc su kién ngoai
troi). Diéu dic biét, day la khu vyc nha hang nam sat bién, tan dung t6i da loi thé vé
vi tri va canh quan.

Nha hang cung cip nhiéu loai hinh dich vu khac nhau nhu tiéc nuéng ngoai
tro1 (BBQ), thuc don goi mon va cac set menu dac biét. Thuc don tap trung vao hai
san twoi song va cac moén an quoc té, phi hop véi dic trung cuia khu nghi dudng bién.

Bén canh dich vu an uéng chinh, Azure Beach Lounge con cung cép trai
nghiém am thyuc gin lién voi hoat dong nghi dudng va giai tri tai khu vuc hd boi va
bai bién. Khach hang c6 thé dé dang sir dung dich vu d6 udng va 4m thyuc nhe ngay

tai khu vuc nghi ngoi ma khong can di chuyén vao khéng gian nha hang chinh.
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Cu thé, sau cac hoat dong nhu boi 161 hoac tdm bién, khach c6 thé duge phuc
vu céc loai d6 uéng nhu bia, cocktail khong cOn, nudce trai cay tuoi hodc cac loai nudc
giai khat ngay tai khu vuc lounge hoac poolside. Bén canh do, nha hang cling cung
cép cac mon an nhe (light meal, snack, finger food) nham dap mg nhu cau nap ning
lugng nhanh trong qua trinh nghi dudng.

Hinh thic phuc vu ndy gép phin tao nén mo hinh “dining-in-leisure
experience”, trong d6 hoat dong an udng duoc tich hop truc tiép vao trai nghiém nghi
dudng, giap tang tinh tién loi, linh hoat va nang cao murc d¢ hai long cua khach hang

Diém dic biét ctia Azure Beach Lounge khong chi nim ¢ san pham am thyc
ma con & khong gian va trdi nghiém. Véi vi tri hudng bién, két hop am nhac, anh
sang va cac hoat dong giai tri (nhu DJ hodc su kién theo chu dé), nha hang tao ra mot
mdi trudng dn uéng mang tinh cam xuc cao. Picu niy tao nén trai nghiém mang tinh
cam xuc cao, khac biét so vdi mo hinh nha hang truyén théng.

Déi twong khach chit yéu: khach quéc té, cip doi, nhom khach tré, khach nghi
dudng dai ngay. Mirc gia thuong cao hon Epice do bao gdm gia tri khong gian va trai
nghiém. D4y 14 xu hudng phat trién pho bién trong nganh dich vy 4m thuc hién dai,
noi ma trai nghiém ctia khach hang dugc dit ngang hang véi chit lugng mon an.

c. Qudy bar va lounge — Infinity Bar

Hinh 2.4: Khong gian Infiniti Bar
Ngu(;n: Website chinh thirc cua resort, 2025

Infinity Bar 14 khu virc bar va lounge nam trong khuén vién khu nghi dudng,
dong vai tro 1a khong gian thu gian va giao luu xa hoi cho khach Iuu tra. Dich vu tai
day tap trung vao céc loai d6 ubng nhu cocktail, rugu vang, ca phé va cac mon an

nhe.
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Khéng gian cia quay bar duoc thiét ké mé, hudng ra canh quan thién nhién,
tao cam gidc thodi mai va sang trong nhung khong qua trang trong. Pay la noi phu
hop dé khach gap g3, trd chuyén hodc thu gidn sau hoat dong trong ngay. Ngoai ra,
cac chuong trinh nhu “happy hour”, Chill music / DJ nhe hay tra chiéu ciing duoc
trién khai nham ting tinh hap dan va khuyén khich khach st dung dich vu.

Bén canh cac dich vy dd ubng tai chd, Infinity Bar con cung cip hinh thiic
phuc vu mé rong theo yéu cau cta khach hang. Theo d6, khach co thé lua chon dat
moén an tu thyc don cua nha hang Epice trong khu nghi dudng sau d6 dugc phuc vu
va thuong thire tai khong gian cia Infinity Bar. Hinh thirc nay gitp tdng tinh linh hoat
trong trai nghiém am thuc, déng thoi tao su lién két gitra cac bd phan dich vu trong
hé théng am thuc cta khach san.

Ngoai dich vu dd uéng chinh, Infinity Bar d6i khi td churc céc hoat dong trai
nghiém lién quan dén pha ché nhu huéng dan lam cocktail hodc mocktail don gidn
theo su kién. Pay la hoat dong mang tinh twong tac, gitp khach hang c6 thém trai
nghiém giai tri va thu gian trong khong gian bar — lounge ctia khu nghi dudng

V& vai tro trong hé thong m thyc Infinity Bar khong chi 1 khu vire phuc vu
d6 uéng ma con gop phan: Gia ting thoi gian trai nghiém ciia khach tai resort, ting
doanh thu dich vu ngoai phong (outlet revenue), da dang hoa trai nghiém 4m thuc

theo hudng linh hoat va ca nhan hoa.

d. Dich vu tiéc va su kién (Banquet & Wedding)

Hinh 2.5: Khu vuec t6 chire sur kién tai Pullman Danang Beach Resort

Ngué‘n: Website chinh thirc cua resort, 2025
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Bén canh cac hoat dong am thuc tai nha hang va qudy bar, Pullman Danang
Beach Resort con phat trién manh dich vu to chire tiéc va sy kién, dic biét 1a tiéc cudi
va hoi nghi (MICE). Day 1a mot trong nhitng mang dich vu quan trong, gbp phan da
dang héa nguén doanh thu va ning cao trai nghiém tong thé ciia khach hang.

Khu vuc t6 chic su kién ¢ kha nang phuc vu ) luong khach 16n, Dich vu
banquet tai khach san dugc thiét ké linh hoat theo tung loai hinh sy kién nhu tiéc cudi
ngoai trdi, tiéc gala dinner, tiéc cong ty va hoi nghi qubc té. Khong gian to chirc
thudng dugc b tri tai khu vuc bai bién hodc phong tiéc chuyén dung, két hop giira
am thuc, trang tri va dich vu phuc vu chuyén nghiép linh hoat theo tirng loai hinh nhu
ti¢c cudi, gala dinner, hdi nghi, ti€c cong ty va céac su kién ri€ng tu (private event).
Trong d6, cac loai tiéc phd bién bao gdom:

Tiéc cudi (Wedding banquet): t6 chirc trong nha hodc ngoai troi, két hop trang
tri theo chu dé, thuc don set menu hodc buffet va dich vu tron go1,

Gala dinner: tiéc toi sang trong danh cho doan khach, doanh nghiép hoac su
kién dic biét, thuong két hop biéu dién va chuong trinh giai tri.

Tiéc hdi nghi — hoi thdo (MICE catering): phuc vu trong céac su kién hdi nghi
vo1 hinh thirc tea break, buffet hodc set menu.

Tiéc riéng tu (Private dining/event): danh cho nhém khach nho, sinh nhat, ky
niém hodc su kién ca nhan.

Thuc don cho cac loai tiéc duoc thiét ké linh hoat, két hop am thuc Viét Nam,
chau A va chau Au nham déap Gng da dang nhu cau cia khach qudc té. Bén canh mén
an, dich vu con bao g6m do uéng, banh ti€c va cac yéu cau dic biét theo chu dé su
kién.

Dich vu am thyc tiéc khong chi mang tinh phuc vu an uéng ma con goép phan
tao nén trai nghiém sy kién tron ven, nang cao hinh anh va chat luong dich vy té)ng
thé cia khu nghi dudng.
2.3.1.4 Bac diém chung cua dich vu am thue

Tir viéc phén tich cac bo phéan trong hé théng 4m thyuc tai Pullman Danang
Beach Resort, ¢6 thé rat ra mot sd dic diém nodi bat nhu sau:

Thé nhat, dich vu 4m thuc mang tinh da dang cao, bao gém nhiéu loai hinh
nhu buffet, & la carte, tiéc nudng ngoai trdi va bar — lounge, dap Gng nhu cau cia

nhiéu d6i twong khach khac nhau.

54



Thir hai, yéu td trai nghiém duoc chu trong, thé hién qua cac hoat dong nhu
ché bién truc tiép, td chire su kién 4m thuc va két hop vai khong gian thién nhién.
Diéu nay phan anh xu hudng chuyén dich tir “dich vy dn udng” sang “trai nghiém am
thuc”.

Thi ba, tinh qudc té hoa thé hién rd trong thuc don, v6i sy két hop gitta 4m
thuc dia phuong va cac mon an tir nhiéu nén vin héa khac nhau, phi hop véi déi
tugng khach quéc té chiém ty trong 16n.

Thr tu, mirc d6 ca nhan hoa dich vu cao, dac biét trong hinh thire a la carte va
cac set menu chuyén biét, cho phép dap tng nhu ciu riéng cua ting khach hang.

Dich vu 4m thuc tai Pullman Danang Beach Resort dugc xay dung theo mo
hinh hién dai, két hop giita tinh da dang, chit lwong va trai nghiém. Hé théng nay
khong chi dap tng nhu cau dn uéng co ban ma con gop phan nang cao gia tri tong thé
cua san phém du lich nghi dudng, tao loi thé canh tranh cho khu nghi dudng trong
bbi canh thi trudng ngdy cang phat trién
2.3.2. Ddnh gid trdi nghiém am thuwc ciia du khdch quéc té qua néi dung binh
ludn trén cac trang OTA
2.3.2.1 Gidi thiéu nguon dir liéu va phwong phdp thu thdp

Dé danh gia trai nghiém am thuc cia du khach qudc té tai Pullman Danang
Beach Resort, nghién ctru tién hanh thu thap cc binh luan cta khach hang trén cac
nén tang OTA phd bién nhu Agoda, Booking.com va Tripadvisor. Day 1a nhitng nén
tang duoc nhiéu du khach qudc té sir dung dé dit phong va chia sé cam nhén sau qué
trinh luu tru tai khach san.

Céc dit liéu duoc thu thap trong khoang thoi gian tir thang 01/2025 dén thang
03/2026. Noi dung binh luan duoc lya chon dua trén mirc d6 lién quan dén trai nghiém
am thuc cta du khach tai resort, bao gff)m cac danh gia vé chat lugong moén an, thyc
don, phong cach phuc vy, khong gian nha hang, gia ca va trai nghiém tong thé d6i
v6i dich vu an uéng.

Trong qua trinh thu thap dir li€u, cac binh luan khong lién quan hodc c6 ndi
dung trang 13p duogc loai bé nham dam bao tinh chinh xac cho qua trinh phan tich.
Sau d6, cac nodi dung danh gid dugc tong hop va phan loai theo cac nhoém yéu tb
nghién ctru nhu van hoa am thuc, chat lugng san phém, chét lugng dich vy, khong

gian, gia ca va mot s6 yéu té khac (Xem phu luc 1).
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Tt nhitng dit liéu thu thap duoc, nghién cru tién hanh théng ké va xay dung
biéu dd minh hoa nham thé hién xu huéng danh gia ciing nhu mirc d6 hai 10ng cua
du khach quéc té d6i v6i dich vu 4m thuc tai resort. Qua do6, ndi dung phan tich tro
nén tryc quan hon va gép phan lam rd thyc trang trai nghiém am thyc ciia du khach
trong thot gian luu tra.
2.3.2.2 Bang tong hop danh gid ciia du khdch quéc té vé trai nghiém am thiee tai
Pullman Danang Beach Resort

a. Thong ké dit liéu nghién ciru:

Bang 2.5: Thong ké két qua danh gia theo nén tang OTA
Ngudn: Tac gia tu tong hop

Nén tang S6 luogng Ty 1€

Booking.com 20 36,4%
Tripadvisor 20 36,4%
Agoda 15 27,2%
Tong 55 100%

Ty |é binh luan theo nén tang OTA

Booking.com

Tripadvisor

Biéu d0 2.1: Co ciu danh gia ciia khach hang vé trai nghiém Am thue tai
Pullman Danang Beach Resort theo nén tang OTA

Nhan xét:
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Két qua théng ké cho thiy dir liéu nghién ctiru duoc thu thip chu yéu tir nén
tang Booking.com va Tripadvisor v&i cing ty 18 36,4% tong sd binh luan khao sat.
Trong khi d6, Agoda chiém 27,2% tong sd ¥ kién thu thap dugc.

Diéu nay cho thiy Booking.com va Tripadvisor 12 hai nén ting dugc du khich
quéc té sur dung phé bién dé chia sé trai nghiém luu trt va dich vu am thyc tai Pullman
Danang Beach Resort. Déng thoi, vi¢e thu thap dir li€u tr nhiéu nén tang khac nhau

cling gop phan ting tinh da dang va khach quan cho qua trinh nghién ctru.

Bang 2.6: Thong ké két qua danh gia theo Qudc tich
Nguén: Téac gia tw tong hop

Quéc tich S6 lugng Ty 1é
Chau A 32 58,2%
Chau Au 8 14,5%
Chau Uc 7 12,7%
Chau My 3 5,5%
Khac 5 9,1%
Tong 55 100%

Ty & quéc tich du khach theo khu vyc

Chéu A

Chau Au

Biéu dd 2.2: Co ciu danh gia ciia khach hang theo khu vue

Nhan xét:
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Két qua théng ké cho thay khach du lich dén tir khu vuc chau A chiém ty 1&
cao nhat v&i 58,2% téng sb binh luan khao sat. Nhom khach nay cha yéu dén tir Han
Quéc, Nhat Ban, Trung Qubc, Hong Kong va An 6. Piéu nay cho thiy thi truong
khach qudc té ctia Pullman Danang Beach Resort c6 sy tip trung dang ké & khu vuc
chiu A.

Bén canh d6, nghién ciru cling ghi nhan cac y kién danh gia dén tir chau Au,
chau Uc va chau My, phan anh su da dang trong co cdu khach qudc té cua resort. Su
khac biét vé& van hoa va khau vi giita cac nhém khach gép phan tao nén nhiéu goc
nhin khéac nhau dbi véi trai nghiém am thyc tai khach san

b. Thong ké chu dé trai nghiém am thuc:

Bang 2.7: Thong ké két qua danh gia theo chii dé trai nghiém am thuc
Nguén: Téc gia tu tong hop

Chu dé S6 lugng Ty 1¢
Breakfast Quality 10 18,2%
Menu Variety 6 10,9%
Food Quality 5 9,1%
Restaurant Experience 5 9,1%
Beverage 4 7,3%
Local Food 4 7,3%
Bar Experience 3 5,5%
Service Quality 3 5,5%
seafood 2 3,6%
Atmosphere & Dining Space | 3 5,5%
Chu dé khac 6 10,9
Tong 55 100%
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Ty & cha d@é binh luan vé trai nghiém &m thyc

Menu Variety

Food Quality

Breakfast Quality

Restaurant Experience

Beverage

Other Topics

Local Food

Seafood

Buffet Experience
Atmosphere & Dining Space

Service Quality Bar Experience

Biéu d6 2.3: Co ciu danh gia ciia khach hang theo chii dé vé trai nghiém am

thuc

Nhan xét:

Két qua théng ké cho thiy chu dé dugc du khach dé cap nhiéu nhat 1 chat
luong bita sang (Breakfast Quality), chiém 18,2% tong s6 binh luan khao sat. Diéu
nay cho thiy bita sang 1a mot trong nhitng yéu t6 tao an tuong rd nét dbi véi du khach
quéc té trong qua trinh trai nghi¢m dich vu am thuc tai Pullman Danang Beach Resort.

Bén canh do, cac ndi dung lién quan dén su da dang thyc don (10,9%), chét
lwong mon an (9,1%) va trai nghiém tai nha hang (9,1%) ciing dugc nhic dén véi tan
suat kha cao. Diéu nay phan anh du khach khong chi quan tam dén huong vi mén an
ma con chu trong dén su phong phu trong lya chon thuc don va khong gian dung bita.

Ngoai ra, cac yéu t6 nhu d6 uéng, mon an dia phuong, buffet, chét lugng phuc
vu, quiy bar va khong gian trai nghiém ciing nhan duoc nhiéu y kién danh gia tir du
khach. Mic du chiém ty 18 thap hon, cac chu dé nay van gop phan tao nén trai nghiém
am thuc téng thé tai resort.

Nhin chung, két qua théng ké cho thiy trai nghiém am thuc cta du khach tai
resort dugc danh gia dua trén nhiéu yéu té khac nhau, trong d6 chat luong mén an,
su da dang thuc don va khong gian trai nghi¢ém dong vai troé quan trong trong viéc
nang cao murc d6 hai 1ong cua khach qudc té.

c. Thong ké diém trung binh theo chu dé:
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Bang 2.8: Thong ké két qua danh gia diém trung binh theo chi dé trai nghiém

am thuc
Nguén: Téc gia tu tong hop

Chu dé S luot Diém trung binh
Breakfast Quality 17 9,51
(Chét luong bita sang)
Menu Variety 14 9,40
(Thyc don da dang)
Food Quality 19 8,93
(Chét luong mén an)
Restaurant Experience 1 10,00
(Trai nghi¢m nha hang)
Beverage (D6 udng) 3 10,00
Local Food 4 10,00
(Am thuc dia phuong)
Bar Experience 3 9,33
(Trai nghiém tai quay bar)
Service Quality 2 9,00
(Chét luong phuc vu)
Portion size 3 9,33
(Kich c& phan n)
Breakfast Variety 4 9,50
(Pa dang bira sang)
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Biéu dd diém trung binh theo chd dé trai nghiém &m thuc

10 4

BDiém trung binh

2

Breakfast Food Menu Breakfast Beverage Service Bar Local Portion Restaurant
Quality Quality Variety Variety Quality Experience Food Size Experience

Biéu d6 2.4: Két qua thong ké diém trung binh theo chii dé trai nghiém 4m
thuc
Nhén xét:

Két qua théng ké diém trung binh theo chu dé cho thiy cac yéu t6 lién quan
dén d6 ubng (Beverage), moén in dia phuong (Local Food) va trai nghiém nha hang
téng thé (Restaurant Experience) dat mirc diém cao nhit (10.0 diém). Diéu nay phan
anh mirc d6 hai long rat cao clia du khach ddi véi cac khia canh nay tai Pullman
Danang Beach Resort.

Bén canh d6, cac chu dé nhu Breakfast Quality (9.51 diém), Menu Variety
(9.40 diém) va Breakfast Variety (9.50 diém) cling nhan dugc danh gié tich cuc, cho
thdy bira sang va su da dang trong thuc don 1a nhitng yéu t& quan trong gop phan
nang cao trai nghiém am thyc cta du khach qudc té.

Nguoc lai, Food Quality (8.93 diém) 1a nhom cé diém trung binh thap hon
tuong ddi so véi cac nhom con lai, cho théy van ton tai mot s& han ché nhat dinh
trong viéc dam bao su dong déu vé chat lwong moén an.

Nhin chung, két qua cho thiy trai nghiém 4m thyc tai khach san duoc danh gia
cao, dic biét ¢ yéu to do ubng, mon an dia phuong va bita sang, trong khi chat luong
mon an chinh la yéu t6 can tiép tuc duoc cai thién
d. Téng hop két qua binh luin ctia khach hang vé trai nghiém am thyc tai Pullman

Danang Beach Resort
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e Diém manh trong trai nghi¢m am thuc:

Thong qua ndi dung céc binh luan trén cac nén tang OTA, c6 thé nhan thay
phﬁn 16n du khach quéc té déu danh gia tich cuc vé chit luong dich vu am thuc tai
Pullman Danang Beach Resort. Trong d6, bira sang 1a yéu td duoc nhic dén nhiéu
nhét véi cdc nhan xét tich cuc vé su da dang cua thuc don, huong vi moén an va kha
ning dap tmg khau vi ctia nhiéu nhom khach qudc té khac nhau.

Bén canh d6, chat lugng moén an duge danh gia kha cao nho nguyén li¢u tuot,
cach ché bién phu hop va hinh thirc trinh bay dep mat. Mot sé du khach dic biét yéu
thich cic mén an mang huong vi dia phuong, gop phan tao nén nét dic trung riéng
cho trai nghiém am thuec tai resort.

Khong gian nha hang va khu vuc ding bita ciing 1a diém ndi bat duoc nhiéu
du khach dé cap. Cac binh luan cho théiy khu vuc am thuc c6 thiét ké sang trong,
thodng mat va tao cdm gidc thodi mai trong qua trinh str dung dich vu. Ngoai ra, thai
d6 phuc vu than thién, chuyén nghiép ctia nhan vién ciing gop phan nang cao mirc do
hai long cua du khach quoc té.

e Nhimg diém cin cai thién:

Bén canh cac danh gia tich cuc, ndi dung binh luan ctia du khach van phan anh
mot sd han ché nhat dinh trong trai nghiém am thuc tai Pullman Danang Beach
Resort.

Mot s6 du khach cho rang thuc don chua c6 nhiéu su thay d6i dbi véi khach
lwu tra dai ngay, dan dén cam giac lap lai trong qua trinh trai nghiém. Ngoai ra, mot
vai ¥ kién nhan xét gia do udng tai resort con kha cao so vdi ky vong ctia khach qudc
té.

Bén canh do, trai nghiém tai khu vuc quﬁy bar chua thuc sy ndi bat va chua
tao duoc nhiéu diu 4n riéng ddi véi mot sd du khach. Mot sb binh luan cling cho théy
chét luong mon n d6i lic chwa dong déu giita cac thoi diém phuc vu.

Nhin chung, mac du dich vu am thuc tai resort dugc danh gia tich cuc ¢ nhiéu
khia canh, viéc cai thién tinh da dang ctia thuc don, nang cao su dﬁ“)ng déu trong chét
lugng moén an va phat trién thém trai nghiém dd udng s& gop phan nang cao murc do

hai long cua du khéch trong tuong lai.
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2.3.3 Phan tich cdc yéu t6 anh hwéng dén qua ni dung binh ludn trén cdc trang
0TA
2.3.3.1 Gioi thiéu nguén dit lieu va cach thirc thu thap

Pé phan tich cac yéu td anh huéng dén trai nghiém am thuc cia du khach quéc
té tai Pullman Danang Beach Resort, nghién ctru tién hanh thu thap dir li¢u tir cac noi
dung binh luan cua khach hang trén cac nén tang OTA phd bién nhu Agoda,
Booking.com va Tripadvisor. Cac binh luan dugc lua chon trong khoang thoi gian tur
nam 2023 dén nim 2025 nhim dam bao tinh cip nhat va phan 4nh twong dbi day du
trai nghiém thuc té cta du khach trong thoi gian gan day.

Qua trinh thu thap dir liéu dugc thuc hién bﬁng cach chon loc cac binh luan c6
ndi dung lién quan dén dich vu 4m thuc tai resort. Sau khi téng hop, cac binh luan
dugc tién hanh phan loai va ma hoa theo cac nhom yéu té anh hudng nhu chét luong
mén n, chét luong dich vy, khong gian, gia ca va cac yéu td khac c6 lién quan dén
trai nghi¢m am thuc cua du khach. (Xem phu luc 2)

Bén canh d6, nghién ciru ciing str dung phwong phap thong ké mo ta dé tong
hop dir liéu theo timg nhom yéu t6, két hop voi biéu d6 minh hoa nham lam rd xu
huéng danh gia ciia du khach quéc té. Ngoai viéc phan tich dinh lugng thong qua sb
liéu va diém danh gia, nghién clru con tién hanh phan tich dinh tinh dya trén ndi dung
céc binh luan thuc t& nham 1am rd nhitng diém manh ciing nhu cac han ché con ton
tai trong dich vy am thuec tai resort.

Thong qua viéc két hop gitra dit liéu dinh luong va dinh tinh, két qua nghién
ctru khong chi phan anh mitc d6 hai long ciia du khach ma con gép phan xéac dinh
nhing yéu t6 c6 anh huong dang ké dén trai nghiém am thyc tai resort.
2.3.3.2 Bang tong hop danh gid ciia du khdch quéc té qua cdc yéu té anh huéng

a. Thong ké dit lidu:
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Bang 2.9: Thong ké két qua danh gia theo nén tang OTA
Nguon: Tac gia tu tong hop
Nén tang S6 luong Ty I¢
Agoda 20 40%
Booking.com 15 30%
Tripadvisor 15 30%
Tong 50 100%
B
Biéu d6 co cu nén tang OTA
Agoda
Booking.com
Tripadvisor

Bi¢u d6 2.5: Co ciu danh gia cia khach hang vé cac yéu to anh hwong dén trai

nghiém am thuec tai Pullman Danang Beach Resort theo nén tang OTA

Nhén xét:

Duya trén biéu d6 co ciu nén tang OTA, c6 thé thiy Agoda 1a nén ting chiém

ty 18 binh luan cao nhat v6i 40% tong s6 dit liéu thu thip dugc. Piéu nay cho thay

Agoda 1 kénh dat phong va chia sé trai nghiém duoc nhiéu du khach qubc té st dung

khi luu tra tai Pullman Danang Beach Resort.

Trong khi do, Booking.com va Tripadvisor ¢o ty 1¢ tuong duong nhau, cung

chiém 30% téng s6 binh luan. Nhin chung vi¢c dir liéu duoc thu thap tr nhiéu nén

tang khac nhau gitip két qua nghién ctru c6 tinh da dang va phan anh khach quan hon

ve trai nghi€ém am thyc cia du khach qudc té tai resort.
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Bang 2.10: Thong ké két qua danh gia theo Qudc tich
Ngudn: Tac gia tu téng hop

Quéc tich Sb luong Ty 1€
Chau A 28 56%
Chau Au 12 24%
Chau My 7 14%
Khac 3 6%
Téng 50 100%

Bi€u do6 co cau quéc tich du khach

Chéau A

Chau My
Chéau Au

Biéu d6 2.6: Co ciu danh gia khach hang theo khu vue
Nhén xét:

Két qua thong ké cho thdy du khach dén tir khu vuc chau A chiém ty 1é cao
nhit v6i 56% tong sb binh luan dugc thu thap. Piéu niy phan anh thi truong khach
qudc té chu yéu cua resort tip trung & khu vue chau A, déng thoi cho thiy cac danh
gi4 trong nghién ctru phan 16n dén tir nhém khach c6 su twong dong nhat dinh vé van
hoa va théi quen 4m thurc.

Bén canh d6, du khach dén tir chau Au va chau My ciing chiém ty 1¢ tuong ddi
dang ké, lan luot 12 24% va 14%. Su da dang vé qudc tich gitip ndi dung dénh gia
phéan anh nhiéu gbc nhin khéac nhau ddi véi trai nghiém am thuec tai resort. Ngoai ra,
nhém khach thude cac khu vuce khac tuy chiém ty 1 nho nhung van gop phan bo sung
thém tinh da dang cho ngudn dit liéu nghién ciru.
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b. Thong ké cac yéu té anh huong dén trai nghiém 4m thuc
Bang 2.11: Thong ké két qua danh gia ciia khach hang vé cac yéu t6 trai
nghiém 4m thuc

Nguon: Tac gia tu tong hop

Yéu t6 anh huong S6 luong Ty 1¢

Chét luong san pham 30 28,0%
Chat luong dich vu 24 22.4%
Khoéng gian 15 14,0%
Gia ca 14 13,2%
Yéu t6 ca nhan 13 12,1%
Vin hoa am thyc 11 10,4%
Tong 107 100%

Biéu dd co cAu cac yéu té dnh hudng dén trai nghiém dm thuc

m Chat lugng san pham
B Chat lugng dich vy
®m Khéng gian
Gia ca
B Yéu t6 ca nhan

® Van héa am thuc

T6ng s6: 107 luot dé cdp (100%)

Biéu d0 2.7: Co ciu danh gia ciia khach hang vé cic yéu t6 anh hwéng dén trai
nghiém 4m thuc
Nhan xét:
Két qua thong ké cho thiy yéu t6 chat luong san pham chiém ty 1& cao nhat

vGi 28,0% tong sb luot dé cap trong cac binh luan cua du khach quéc té. Piéu nay
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cho thay chat luong moén an 13 yéu td duoc du khach quan tim nhiéu nhit khi danh
gia trai nghiém am thuc tai Pullman Danang Beach Resort. Phan 16n cac binh luin
tap trung vao huong vi mén an, do tuoi cua nguyén li€u, cach trinh bay cting nhu su
da dang trong thuc don. Pay duoc xem 13 yéu t6 c6 anh huong tryc tiép dén mirc do
hai long cua du khéch trong qué trinh trai nghiém dich vu am thuc tai resort.

Bén canh do, yéu td chat lugng dich vu cling chiém ty 1¢ kha cao v&i 22,4%
tong s6 luot dé cap. Két qua nay phan anh vai tro quan trong cta doi ngii nhan vién
trong viéc tao nén trai nghi€ém tich cuc cho du khach. Cac ndi dung binh luan chu yéu
lién quan dén thai do phuc vu, su than thién, kha nidng hd tro cling nhu tinh chuyén
nghiép cuia nhan vién tai cac khu vuc nha hang va quy bar.

Ngoai hai yéu td trén, cac yéu t6 nhu khong gian, gia ca va yéu td ca nhan
cling duoc du khach nhac dén véi ty 18 twong d6i dang ké. Trong d6, khong gian ding
bira dugc danh gia thong qua sy thoai mai, thiét ké va vi tri nha hang; gia ca phan anh
murc do phu hop gitra chi phi va chét luong dich vu; con yéu té ca nhan chi yéu lién
quan dén khau vi, nhu cau va cam nhan riéng ciia ting nhém khach quéc té.

Trong khi d6, yéu t6 van hoa am thuc chiém ty 18 thip hon so véi cac nhém
con lai, tuy nhién van déng vai tro nhét dinh trong viéc tao nén sy da dang va dac
trung cho trai nghiém am thuc tai resort. Mot s6 du khach danh gia tich cuc ddi vai
c4c mén dn mang huong vi dia phuong va su két hop gitra am thuc A — Au trong thuc
don phuc vu.

Nhin chung, két qua thong ké cho thay trai nghiém am thuc ctia du khach qudc
té tai Pullman Danang Beach Resort chiu anh huéng béi nhiéu yéu t khac nhau,
trong do chét luong moén an va chat luong dich vu 1a hai yéu td co tac dong ndi bat
nhat dén mirc do hai long cta du khach
c. Tong hop két qua binh luan cta khach hang vé trai nghiém am thyc tai Pullman
Danang Beach Resort

Bén canh viéc théng ké dir liéu dinh lugng, nghién ctiru con tién hanh phan tich
dinh tinh dya trén ndi dung cac binh luan cua du khach qué)c té trén cac nén tang
OTA. Qua d6, giup 1am rd hon nhitng danh gia thuc té cua du khach ddi véi trai
nghi¢m am thuec tai resort, dé)ng thoi x4c dinh cac diém manh va nhirng van dé can
cai thién trong dich vu am thuc.

e Diém manh:
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Qua ndi dung cac binh luan duoc thu thap tir cac nén tang OTA, phan l16n du
khach qudc té danh gia tich cuc vé chat lugng mon an tai Pullman Danang Beach
Resort. Nhiéu ¥ kién cho rdng mon an c6 hwong vi pht hop, nguyén liéu twoi va thuc
don da dang, dac bi€t 1a cac mon an trong bira sang buffet. Mot s6 du khach cling
danh gia cao cach trinh bay mén an va su két hop giita 4m thyc dia phuong véi cac
moén an quéc té trong thuc don phuc vu.

Bén canh chét lugng moén an, yéu td dich vu cling nhan duoc nhiéu phan hoi
tich cuc tir du khach. Nhan vién tai cac nha hang va quﬁy bar dugc nhan xét 1a than
thién, nhiét tinh va c6 thai do phuc vu chuyén nghiép. Sy hd tro nhanh chéng cung
cach giao tiép lich su gop phan tao nén trai nghiém am thyc thoai mai cho khach luu
tra.

Ngoai ra, khong gian am thuc tai resort ciing dugc nhiéu du khach danh gia
cao nho thiét ké rong rai, thoang mat va co vi tri gan bién, tao cam giac thu gidn trong
qua trinh dung bira. Mot sb binh luan con cho thay du khach hai long véi su yén tinh
va tinh thim my trong khong gian nha hang.

e Nhimg diém cin cai thién:

Bén canh cac danh gia tich cuc, mot sé du khach van dwa ra cac y kién gop ¥
lién quan dén trai nghiém am thyc tai resort. Trong d6, mot s6 binh luan cho ré“mg
thuc don chua c6 nhiéu thay doi giita cac ngay, dic biét ddi véi khach luu tra dai
ngay. Diéu ndy c6 thé lam giam sy mdi mé trong trai nghiém ciia du khach.

Ngoai ra, mot sb6 ¥ kién cho ring gia ca cua dich vu an udng tai resort con
twong ddi cao so véi ky vong ctia khach hang. Mot vai du khach ciing nhan xét thoi
gian phuc vu tai mot s6 thoi diém dong khach con cham, anh huong dén trai nghiém
dung bira.

Bén canh do, du khong chiém ty 1€ 16n, van ¢ mot s6 binh luan dé cap dén su
khac biét vé khau vi va vian hoa 4m thuc giira cac nhom khach qudc té. Diéu nay cho
thay resort can tiép tuc da dang héa thyc don va diéu chinh mén an phii hop hon véi
nhiéu nhém khach khéac nhau.

Tur cac ndi dung phan tich trén cd thé théy réng, mic du dich vu 4m thuec tai
resort nhan duoc nhiéu phan hoi tich cuc, van con mot s6 van dé can duge cai thién

nham nang cao hon nita mtrc d6 hai long va trai nghiém cua du khach quoc teé.
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Nhin chung, két qua phan tich dinh tinh cho théy dich vu 4m thuc tai Pullman
Danang Beach Resort da tao duoc nhiéu 4n tuong tich cuc ddi voi du khach quéc té.
Tuy nhién, resort van can tiép tuc cai thién mot sd han ché lién quan dén su da dang
thue don, tdc 6 phuc vu va mirc gia nham nang cao hon nita chat luong trai nghiém
am thyc va kha nang dap tng nhu cau cua nhidu nhém khach quéc té khac nhau
2.3.4. So sdnh trdi nghiém am thwe ciia du khdch quoc té theo nhém vin héa

Bén canh viéc phan tich cac danh gia ciia du khach theo quéc tich, nghién ciru
cling tién hanh so sanh trai nghiém am thuc giita cac nhom khéch theo khu vic vin
héa nham 1am r& anh huong cia yéu to da van hoa doi voi trai nghiém am thyc tai
Pullman Danang Beach Resort. Mdc du cung st dung mdt hé théng dich vu, moi
nhém khach lai ¢6 nhitng dic diém vin hoa, thoi quen dn udng va ky vong khac nhau,
tir 46 dan dén su khac biét trong cach cam nhan va danh gia chét luwong dich vu.
2.3.4.1. Nhém khach Chéu A

Khach du lich dén tir cac qudc gia Chau A bao gém céac thi trudng nhu Han
Quéc, Nhat Ban, Trung Qudc, Singapore, Thai Lan va mot sé quoc gia khac trong
khu vuc thudng c6 nhiéu nét tuong ddng vé van hoa am thuc nhu vu tién cadc mon in
néng, st dung com, mi hodc chéo trong bita an, dong thoi chu trong sy can bang gitra
huong vi va gia tri dinh dudng. Bén canh dé, nhiéu quéc gia trong khu vire con chiu
anh huong cua cac yéu td ton gido hodc tip quan in udng riéng, nhu thuc phdm Halal
dbi vé6i khach Malaysia va Indonesia hoac khau vi thanh dam ctia khach Nhat Ban.

Trong qua trinh trdi nghiém tai Pullman Danang Beach Resort, nhom khach
nay thuong danh gié cao su da dang cua buffet sang, kha nang dap ing cac mén an
chau A va huong vi phit hop voi khau vi. Ngoai chat lwong mén an, ho ciing quan
tam dén toc do phuc vu, su sach s€ cua khu vuc an uéng va tinh thuan tién trong qua
trinh st dung dich vu.
2.3.4.2. Nhém khach Chau Au

So vé6i khach Chau A, khach Chau Au nhu Anh, Phap, buc, Ha Lan va céc
qudc gia khac c6 thoi quen thuong thirc bira dn véi thoi gian dai hon va xem bira an
la mot hoat dong trai nghi¢m van hoéa. Ho thuong quan tdm dén chat lugng nguyén
liu, su troi ngon cua thyuc phém, cach ché bién va hinh thtrc trinh bay mon an. Béng
thoi, khong gian nha hang, 4nh sdng, 4m nhac va sy riéng tu ciing 1a nhiing yéu té
anh hudng dén cam nhéan ctia nhom khach nay.
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V& quy trinh phuc vu, khach Chau Au thudng mong mudn nhan vién phuc vu
chuyén nghiép nhung khong 1am gian doan bita in. Ho danh gia cao sy chu dong hd
trg khi can thiét, ddng thoi mong mudn ¢ du thoi gian dé thudng thirc moén an thay
vi phuc vu qua nhanh hodc qué nhiéu lan.
2.3.4.3. Nhom khach Chau My

Dbi v6i khach Chau My dén tir Hoa Ky, Canada, Australia va New Zealand
trai nghiém am thuc thudng gin lién véi tinh tién loi, khau phan an hop 1y va chat
lugng dich vu. Nhém khach nay c¢6 xu hudng danh gia cao su than thién, c61 mo va
kha nang giao tiép ciia nhan vién. Trong qua trinh phuc vu, ho mong mudn nhan vién
chu dong trao ddi, hd tro va tao cam giac gén gfii.

Ngoai ra, khach Chau My ciling c6 xu hudng uu tién thuc don da dang véi
nhiéu lua chon, dic biét 1a cac mén an quéc té, mon nuong, salad va cac lua chon phu
hop voi ché d6 an uéng lanh manh. Vi vay, trai nghiém cua nhom khach nay chiu anh
huong khong chi bai chat lwong mén dn ma con béi toan bd qua trinh twong tac voi
nhan vién phuc vu.
2.3.4.4. So sanh sy khdc biét gitta cac nhom van hoa

Qua phén tich c¢6 thé nhan thay sy khac biét giita cac nhom khach khong chi
nam ¢ so thich moén an ma con thé hién trong ky vong d6i voi quy trinh phyc vu va
trai nghiém dung bira.

Khach Chau A uu tién cdc mén an phi hop khau vi, phuc vy nhanh va dam
bao vé sinh. Trong khi d6, khach Chau Au chii trong nhiéu hon dén chét luong nguyén
liéu, khong gian nha hang va nhip d6 phuc vu vira phai dé c6 thé tan huong bita an.
Ddi véi khach Chau My, yéu t tao nén su hai long lai 1a su than thién cia nhan vién,
kha nang tuong tac va tinh linh hoat trong phuc vu.

Nhitng khac biét ndy phan dnh anh hudng o rét ciia yéu t6 van hoa dén hanh
vi tiéu dung va trai nghiém am thuc cua du khach qudc té. Do d6, dé nang cao chat
lugng dich vu theo dinh hudng da van hoa, Pullman Danang Beach Resort can xay
dung thuc don phu hop vé6i timg nhom khach, dao tao nhan vién vé giao tiép lién vin
hoa va linh hoat diéu chinh quy trinh phuc vu theo dic diém cua timg thi trudng

khach.
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2.4. Panh gia chung vé trai nghiém Am thwe ciia du khach quéc té tai Pullman
Danang Beach Resort véi goc nhin da van hoa

Dua trén két qua phan tich & muc trudc, c6 thé thy ring trai nghiém am thuc
ctia du khach quéc té khong don thuan dugc hinh thanh tir timg yéu to riéng 1¢, ma
con chiu anh hudng rd rét boi su khac biét vé van hoa, khiu vi va thoi quen tiéu dung.
Chinh sy da dang nay khién cung mot dich vu nhung lai dugc cam nhén theo nhiéu
cach khac nhau, tiiy thudc vao nén tang vin héa cia mbi nhoém khéch.

2.4.1. Nhitng wu diém

Nhin tir géc d6 da van hoa, diém tich cuc dé nhan thay 1a kha niang thich tng
tuong ddi linh hoat cta dich vu am thuec tai khach san. Thuc don khong chi dung lai
& viéc cung cap mén dn ma con thé hién su két hop giita yéu t6 ban dia va quc té.
Céc moén an Viét Nam nhu pho, ca phé hay hai sdn mang lai trdi nghiém mdi mé cho
du khéch, trong khi nhiing lya chon quen thudc giup ho khong cam thay qua “la 1am”
trong qua trinh luu tri. Su cAn bang nay gop phan 1am giam khoang cach vé khau vi
giita cic nén vin hoa khac nhau.

Chat luong phuc vu ciing tao duoc 4n tuong tich cuc trong nhiéu truong hop.
Su than thién va thai d6 ho trg ctia nhan vién gitp du khach cam théy thoai mai hon,
nhat 13 khi ho phai thich nghi v&i mot méi truong méi. O mot sd tinh hudng, du viéc
giao tiép chua thuc su troi chdy, cach ung xtr linh hoat ctia nhan vién van du dé giir
trai nghiém & murc dé chiu.

Mot diém dang chii y khac ndm ¢ tinh linh hoat trong phuc vu. Viéc dap tng
céc nhu cau riéng nhu moén chay, diéu chinh khau vi hay chuan bi theo yéu cau cho
thiy khach san di c6 su quan tim nhat dinh dén timg ddi twong khach. Nhiing chi tiét
nho nay khong qua noéi bat néu nhin riéng 1é, nhung khi dit trong béi canh da van
hoa, chiing lai dong vai tro kha quan trong trong viéc nang cao sy hai long.

Khong gian am thyc cling gop phan tao nén trai nghiém tron ven hon. Cam
giac thoai mai, thiét ké md va tAm nhin hudng bién giup viée dung bira khong chi
ding & chirc ning “an ubng” ma con mang yéu tb thu gidn, dung véi ky vong cua
mot khu nghi dudng.

2.4.2. Nhitng han ché

Tuy vy, khi dit trong bbi canh da vin hoa, mot s6 han ché ciing boc 16 1 hon.
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Su khéc biét vé khau vi van la mot rao can nhét dinh. Co nhirng moén an duogc
danh gia cao b1 nhom khach nay nhung lai khong thuc sy phu hop vé1 nhom khach
khac. Diéu nay dic biét d& thiy ¢ cac mon dja phwong, khi huong vi truyén thong d6i
khi chwa “dé tiép can” véi tat ca du khach qudc té. Viéc dung hoa giita giit ban sic va
diéu chinh cho phu hop van 1a mot bai toan khong dé.

Vén dé giao tiép trong qua trinh phuc vu ciing dé lai anh huong nhat dinh. Khi
s6 luong khach dén tir nhiéu qudc gia khac nhau ting 1én, yéu ciu vé kha ning sir
dung ngoai ngir va xtr Iy tinh hudng ctia nhan vién ciing cao hon. Nhitng tinh hudng
hiéu nhdm, ghi nhan sai yéu cau hay phuc vu chua ding thoi diém tuy khong qua phd
bién nhung dii dé 1am gian doan trai nghiém.

Céach cam nhan vé gia ca ciing khong hoan toan gidng nhau giita cac nhom
khach. C6 ngudoi cho rang murc gia 13 hop 1y trong béi canh nghi dudng, nhung ciing
c6 ngudi cam thay chua twong xtmg néu so sanh véi lya chon bén ngoai hoic tiéu
chuan tai quéc gia ctia ho. Sy khéac biét ndy cho thay yéu té gia khong chi phu thudc
vao con s cu thé ma con gan véi ky vong va thoi quen tiéu ding.

Khong gian am thuc, du duge danh gia tich cuc & nhiéu khia canh, ddi luc van
chua dap tng tot trong nhitng thoi diém dong khach. Su thoai mai, mirc do riéng tu
hay cam giac dé chiu c6 thé bi anh huong néu cach bd tri hodc diéu kién moi truong
chua thuc sy t6i uu

Tir nhitng quan sat trén c6 thé thdy rang, trai nghiém 4m thyuc cta du khach
qudc té chiu tac dong kha rd boi yéu t van hoa. Su khac biét trong khau vi, thoi quen
va ky vong khién cing mot dich vu ¢ thé duoc nhin nhan theo nhiéu goc d6 khac
nhau. Piéu nay dit ra yéu cau can c6 sy diéu chinh phu hop trong cach té chuc va
cung cap dich vy, nham dam bao kha nang thich ung tot hon véi dac diém cia timg

nhom khach.
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CHUONG 3: GIAI PHAP NANG CAO TRAI NGHIEM AM
THU'C CUA DU KHACH QUOC TE TAI PULLMAN DANANG
BEACH RESORT VOI DOC NHIN PA VAN HOA

3.1. Co sé dé xudt giai phap

Trong nhitng nim gan ddy, nganh du lich nghi dudng tai Viét Nam noi
chung va thanh phé Pa Ning néi riéng c6 sy phat trién manh mé&, kéo theo nhu
cau ngdy cang cao cua du khach ddi voi chat luong dich vu luu tra va am thye.
Déi vai phan khuc resort cao cip, dich vu am thuc khong chi dap tng nhu cau an
ubéng ma con tré thanh mot phan quan trong trong trai nghiém du lich tong thé cia
du khach quéc té. Nhiéu du khach hién nay khong chi quan tdm dén chét luong
moén dn ma con chi trong dén khong gian, phong cach phuc vy, yéu té van hoa va
cam xuc trong qua trinh trai nghiém.

Dua trén két qua phan tich & Chuong 2, c6 thé thay trai nghiém am thuc
ctia du khach qudc té tai Pullman Danang Beach Resort nhin chung duoc danh
gia tich cuc ¢ nhiéu khia canh nhu chét lugng bita sang, su da dang trong thuc
don, khong gian nha hang va thai d6 phuc vu ctia nhan vién. Nhiéu du khach quéc
té dic biét 4n tuong voi buffet sang, cac mén dn mang huwong vi dia phuong va
khong gian am thuc gan bién mang lai cam giac thu gidn trong qua trinh luu tra.

Tuy nhién, bén canh nhitng vu diém ndi bat, két qua nghién ciru cling cho
théy van con ton tai mot sé han ché anh huong dén trai nghié¢m am thuc cua du
khach quéc té. Mot s6 binh luan phan anh thuc don chua co nhiéu thay doi dbi
v6i khach luu tra dai ngdy, chat luong mon in déi luc chua dong déu giira cac
thoi diém phuc vu, tdc do phuc vu con cham trong gio cao diém va kha nang giao
tiép ngoai ngit ciia mot s6 nhan vién chua thyuc sy dap ing tot nhu cau cta khach
quéc té.

Ngoai ra, dudi goéc nhin da van hoa, sy khac biét vé khau vi, thoi quen an
ubng va ky vong ciia timg nhém khach quéc té ciing tao ra nhiing yéu cau khac
nhau dbi vé6i dich vu 4m thyc tai resort. Co nhirng mén an dugc khach chau A yéu
thich nhung lai chua phu hop véi khau vi cta khach phuong Tay. Nguoc lai, mot
s6 du khach mong mudn dugc trai nghiém nhiéu mon an Viét Nam hon dé cam

nhan nét dac trung van hoa dia phuong.
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Trong bdi canh nganh du lich nghi dudng ngay cang canh tranh, trai nghiém
am thuc khong chi ding lai ¢ viéc dap ung nhu cau an udng ma con tré thanh mot
phan quan trong trong trai nghiém du lich tong thé cua du khach. Di véi phan khic
resort cao cép, chét lugng dich vu am thyc c6 thé anh huong truc tiép dén mirc d6 hai
1ong, kha ning quay lai va quyét dinh gidi thiéu diém dén cho ngudi khac.

Vi vy, viéc dé xuit cac giai phap nham nang cao trai nghiém am thyc cta du
khach quc té tai Pullman Danang Beach Resort 14 can thiét. Cac giai phap khong chi
tap trung vao chit luong mén an ma con can chi trong dén yéu td da vin hoa, kha
nang ca nhan hoa trai nghiém, chét lugng phuc vu va su linh hoat trong qua trinh cung
cap dich vu. Qua d6 gop phan nang cao hinh anh, kha ning canh tranh va chat lugng
dich vu tong thé cia resort trong thoi gian toi.

3.1.1 Pinh hwéng, muc tiéu phdt trién ciia resort

Trong bdi canh du lich nghi dudng tai Pa Ning ngay cang phat trién manh
m&, Pullman Danang Beach Resort dinh huéng tiép tuc duy tri vi thé 13 mot trong
nhirng khu nghi dudng cao cap hudng dén phan khiic khach quéc té va khach nghi
dudng c6 muc chi tiéu cao. Bén canh viéc ning cao chét lugng luu tra, resort cling
chu trong phat trién cac dich vu bd tro nhim mang dén trai nghiém toan dién cho
du khach, trong d6 dich vu am thuc dong vai tro quan trong.

Dinh huéng phat trién cila resort trong thoi gian téi khong chi tap trung
vao yéu t6 tién nghi ma con hudng dén viéc tao ra nhing trai nghiém mang tinh
c4 nhan hoa va khac biét cho khach hang. DPiéu nay phu hop véi xu hudng du lich
hién nay khi du khach qudc té ngay cang quan tdm nhiéu hon dén trai nghiém vin
hoa, phong cach phuc vu va gia tri cdm xuc trong qua trinh luu tra.

Bén canh do, resort huéng dén viéc xay dung hinh anh mét diém nghi
dudng quéc té c6 kha ning dap Gmg da dang nhu cu cta nhidu nhém khach dén
tir cac quoc gia va nén van hoéa khac nhau. Vi vy, yéu to da vin hoa trong dich
vu noi chung va dich vu am thuc noi riéng trd thanh mot ndi dung can duogc chu
trong trong chién lugc phat trién.

Ngoai ra, Pullman Danang Beach Resort ciing huéng dén muc tiéu nang
cao chat luong dich vu theo tiéu chuin quéc té thong qua viéc cai thi¢n co s vat
chat, nang cao chat lugng ngudn nhan luc va ting cudng Gmg dung céng nghé

trong qua trinh phuc vu. Viéc nang cao trai nghiém am thuc khong chi gop phan
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gia tang muc dd hai 1ong ctia du khach ma con giup resort nang cao kha nang canh
tranh trong phan khuic nghi dudng cao cap tai thanh phd Pa Ning.

Mot dinh hudng quan trong khéc 1 ting cudng quang ba vin hoa am thuc
dia phuong dén voi du khach qudc té. Trong bdi canh du lich trai nghiém ngay
cang phat trién, 4m thuc khong chi 1 nhu ciu thiét yéu ma con 1a mot cach dé du
khach tim hiéu vin hoa, con ngudi va ban sic dia phwong. Vi vay, viéc két hop
gitta am thyc qudc té va cdc mon an truyén thong Viét Nam s& gop phan tao nén
d4u 4n riéng cho resort.

3.1.2 Dinh hwéng, muc tiéu phdt trién ciia bg phin Am thuc

Céc nha hang tai Pullman Danang Beach Resort dong vai trd quan trong
trong viéc tao nén trai nghiém tong thé ctia du khach qudc té trong thoi gian luu
tr. Vi vay, dinh hudng phat trién ciia bo phan nha hang khong chi tap trung vao
chat luong moén dn ma con hudng dén viée xay dyung trai nghiém am thyc da dang,
chuyén nghiép va mang tinh qudc té.

Mot trong nhitng muc tiéu quan trong ctia nha hang 1a tiép tuc nang cao
chat lwvong mén n va duy tri sy da dang trong thyc don nham dap tmg khau vi
ctia nhiéu nhom khach quéc té khac nhau. Piéu nay dic biét can thiét trong boi
canh luong khach dén tir khu vuc chau A chiém ty 1é cao nhung dong thoi resort
cling d6n tiép nhiéu du khach dén tir chau Au, chau My va chau Uc.

Bén canh d6, nha hang hudéng dén viéc phat trién cic mén in mang ban
sic dia phwong nham tao diu 4n riéng trong trai nghiém cta du khach. Cac mon
an truyén thong Viét Nam nhu phé, banh mi, hai san dia phuong hay ca phé Viét
Nam khong chi gép phan quang ba van héa 4m thuc ma con gitp tao ra su khac
biét so v&i cac resort khac.

Ngoai viéc chii trong chat lwong moén in, b phan nha hang ciing hudng
dén nang cao chat lugng phuc vu théng qua dao tao nhan vién vé ky ning giao
tiép, ngoai ngit va xir 1y tinh hudng véi khach qudc té. Trong moi truong phuc vu
da van hoa, kha nang thiu hiéu nhu cau va ing xir linh hoat v6i nhiéu nhom khach
khac nhau 1a yéu t6 rat quan trong.

Bén canh do, nha hang ciling dinh huéng tang cuong tng dung cong nghé
vao quy trinh phuc vu nham nang cao tinh tién loi va rat ngan thoi gian cho doi

cua khach hang. Viéc str dung menu dién tur, thanh toan khong tién mat hay ho tro
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dit ban tric tuyén s& gop phan nang cao trai nghiém cta du khach trong qua trinh
st dung dich vu.

Ngoai ra, vi¢c td chire cac hoat dong trai nghiém nhu 16p hoc niu an, dém
am thyc theo chu dé hay cac chuong trinh gidi thiéu mén an dia phuong ciing 1a
mot dinh hudng phi hop nhim gia ting gia trj trai nghiém cho khach qudc té.

3.2. Mt so giai phap nang cao trai nghiém am thuc ciia du khach quéc té tai
Pullman Danang Beach Resort vdi goc nhin da van hoa

3.2.1. Gidi phdp da dang héa thuc don theo hwéng phi hop véi khiu vi va dic
diém vin héa ciia du khdch quéc té

Két qua nghién ctru & Chuong 2 cho thdy chat lwong mén an va su da dang
ctia thuc don 13 nhimg yéu té c¢6 anh huong tryc tiép dén trai nghiém am thyc cta du
khach qudc té tai Pullman Danang Beach Resort. Bén canh nhiéu danh gia tich cuc
vé chat lugng mon an, buffet sang va cac mon an dia phuong, van con xuét hién mot
s6 v kién cho rang thuc don chua c6 nhiéu su thay doi giita cac ngay, dic biét d6i véi
khach Iuu tra dai ngdy. Ngoai ra, mot s6 mon in dic trung cia Viét Nam nhu pho
chua thyc su dap ng duoc ky vong cua mot bd phan du khach quéc té vé huong vi
va chat luong.

Trude hét, resort cAn ra soat va cai thién chit luong ddi voi nhitng moén an
nhan dugc nhiéu y kién trai chiéu tir khach hang. P6i véi mon phd — mot trong nhing
mén in tiéu biéu ctia Am thuc Viét Nam thuong dugc du khéach quéc té lua chon trai
nghiém — bd phan bép can chu trong hon dén chét luong nude dung, nguyén licu,
cach trinh bay va sy 6n dinh vé huong vi giita cac thoi diém phuc vu. Pong thoi, nha
hang c6 thé bd tri quay phd ché bién truc tiép nhim dam bao do néng cia moén dn va
tao sy hap dan d6i v6i du khach.

Bén canh do6, buffet sang can duogc d6i méi thuong xuyén nham han ché cam
giac 13p lai. Resort c6 thé xay dung thyc don luan phién theo ngay hodc theo tuan,
ddng thoi bd sung thém cic moén dn méi dé tao su da dang cho khach luu tra dai ngay.
Ngoai cac mén an quen thudce, buffet sing nén tdng cudong cac mén dic trung cua dia
phuong, mén an theo mua va cac mén an qudc té duoc nhiéu du khach wa chudng
nham déap Gng t6t hon nhu cau ctia nhiéu nhém khach khac nhau.

Ngodi ra, resort can tiép tuc da dang hoa thuc don theo hudng can bang giira

am thyc Viét Nam va am thuc quoc té. Viéc bo sung cadc mon an phu hop véi khau vi
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ctia nhirng thi truong khach trong diém sé& giup du khach c6 nhiéu lwa chon hon trong
qua trinh luu trd. Song song véi do, cac mon an dia phuong duge danh gia tich cuc
nhu hdi san, banh mi va ca phé Viét Nam can tiép tuc dugc dau tu vé chat luong nham
tao dau 4n riéng trong trai nghiém am thyc cua du khach qudc té.

Ddi véi khach chau A, dic biét 1a khach Han Quéc, Nhat Ban va Trung
Qudc, resort c6 thé bo sung thém cac moén an mang huong vi quen thudc nhu
kimchi, sip miso, com cudn, mi ramen hodc cac moén an nhe kiéu A trong buffet
sang. Trong khi d6, dbi voi khach phuong Ty, nha hang c6 thé cha trong hon dén
cac mon salad, banh mi, pho mai, ngli cde, moén nuong hodc thuc don healthy phu
hop v6i xu hudng an udng hién nay.

Resort can ting cuong thay doi thuc don theo ngdy nham han ché cam giac
lap lai d6i v&i khach luu tra dai ngay. Viéc luan phién mén an, thay doi cach ché
bién hoic xay dung cac quiy buffet theo chu dé s& giup trai nghiém am thuc trd
nén méi mé va hap dan hon.

Bén canh sy da dang trong thuc don, chét luong moén an cling can duoc
duy tri dong déu giira cac thoi diém phuc vu. Bo phan bép can kiém soat chit ché
nguyén liéu dau vao, quy trinh ché bién va tiéu chuan trinh bay mén dn nham han
ché su chénh léch vé chét lugng gitra cac ca phuc vu.

Déi voi cac mon an dia phuong, resort nén tiép tuc phat huy thé manh hién
¢6 nham tao diém nhan trong trai nghiém cta du khach qudc té.. Dong thoi, nha
hang c6 thé bd sung bang gi6i thiéu ngan vé ngudn gbc mon in, cach thudng thirc
hodc dic trung van hoa nhiam gitp du khach hiéu rd hon vé am thuc Viét Nam.

Ngoai mén dn, d6 udng ciing 13 yéu t6 gép phan quan trong trong trai
nghiém am thyc tong thé. Resort c6 thé phat trién thém céc loai thirc uéng mang
dac trung dia phuong nhu ca phé dura, nudc ép trai cay nhié¢t ddoi, cocktail tir
nguyén liéu ban dia hodc cac loai tra truyén théng Viét Nam.

Resort nén xay dung cic chuong trinh d6 udng theo chu dé nham ting tinh
trai nghiém cho du khach nhu happy hour, tropical cocktail night hoac workshop
pha ché co ban. Diéu nay khong chi tao thém hoat dong giai tri ma con gop phan
nang cao hinh anh chuyén nghi¢p cua khu nghi dudng.

Ngodi ra, resort cling can cht y hon dén cic nhu cau dn udng dic biét ctia

du khach nhu mén chay, mon halal, thyc don danh cho ngudi an kiéng hoac thuc

77



don danh cho tré em. Trong bi canh luong khach qudc té ngay cang da dang, kha
nang dap ung linh hoat cic nhu cdu ca nhan s& gop phan nang cao mirc do hai
long va tao 4n tuong tich cuc dbi v6i du khach.

Dbi v6i dd udng, resort co thé phat trién thém céac loai thirc uéng mang ban
sdc dia phuong nhu ca phé Viét Nam, nudc ép trai ciy nhiét doi, tra thao moc hodc
cocktail str dung nguyén liéu dia phuong. Diéu nay khong chi gop phan lam phong
pht thue don ma con gitp du khach c6 co hoi trai nghiém vin hoa am thyc Viét Nam
mot cach da dang hon.

3.2.2. Gidi phdp néng cao nang lwc phuc vu va kj néing giao tiép da vin héa ciia
nhdn vién

Trong linh vuc nha hang — khach san, nhan vién phuc vu l1a bd phan tiép
xuc truc tiép v6i khach hang va c6 anh huong 16n dén chat luong trai nghiém cia
du khach. Théai d6 phuc vy, kha ning giao tiép ciing nhu cach xir 1y tinh hudng
ctia nhan vién déu tac dong truc tiép dén mirc do hai 10ng cua khach quc té trong
qua trinh sir dung dich vu am thuc. Két qua phan tich & Chuong 2 cho thy phan
16n du khach danh gia tich cuc vé su than thién va nhiét tinh cia nhan vién tai
Pullman Danang Beach Resort. Pay 1a mot trong nhitng diém manh gép phan tao
an tuong t6t d6i véi khach qudc té trong thoi gian luu tri.

Tuy nhién, vin con mot s6 ¥ kién phan anh tinh trang giao tiép ngoai ngir
chua tdt, phuc vu chdm hodc ghi nhan sai yéu cau cua khach trong magt vai thoi
diém dong khach. Piéu nay cho thdy bd phin nha hang van cén tiép tuc ning cao
chat lugng ngudn nhan lyc dé dap tmg tot hon nhu cau ctia du khach quéc té.

Trude hét, resort can chu trong dao tao ngoai ngir cho nhan vién, dac biét
1a tiéng Anh giao tiép trong linh vuc nha hang — khach san. Trong qua trinh phuc
vu khach quéc té, kha ning giao tiép t6t s& gitip nhan vién dé dang trao ddi thong
tin, ghi nhan yéu cau va hd tro khach hiéu qua hon, dong thoi han ché cac sai sot
phat sinh trong qua trinh phuc vu. Ngoai tiéng Anh, resort ciing c6 thé to chirc
thém cac khoa dao tao ngin han vé tiéng Han, tiéng Trung hodc tiéng Nhat ddi
v6i nhitng vi tri thudng xuyén tiép xic véi khach quéc té. Viée trang bi thém ki
ning ngoai ngit s& gitp nhan vién ty tin hon khi giao tiép va tao cam giac gan giii

d0o1 véi1 du khach.
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Bén canh ngoai ngit, nhan vién phuc vu ciing can dugc dao tao vé k¥ ning
giao tiép da van héa. Mdi nhom khach qudc té s& c¢6 nhimng dic diém khac nhau
vé thoi quen an udng, phong cach giao tiép va nhu cdu trai nghiém dich vu. Vi
vay, nhan vién can c6 su linh hoat trong cach tmg xtr ¢ phu hop véi timg nhom
khach. Vi du, khach chau Au thuong dé cao tinh chuyén nghiép va su riéng tu
trong qua trinh diing bira, trong khi khach chau A lai chi trong nhiéu hon dén su
nhiét tinh va téc do phuc vu. Viéc hiéu duoc nhitng khac biét nay sé& gitip nhan
vién phuc vy hi€u qua hon va tao dugc thién cam véi khach hang.

Ngoai ra, resort ciing can ting cudng dao tao k¥ nang xir Iy tinh huéng cho
nhan vién trong qua trinh phuc vu. Trong hoat dong nha hang — khach san, nhiing
su ¢d nhu phuc vu cham, nhdm mén an hodc hiéu sai yéu cau cta khach la diéu
kho tranh khoi. Tuy nhién, néu nhan vién biét cach hd tro va xu 1y khéo 1éo thi
trai nghiém cua du khach van c6 thé duge dam bao. Vi vay, resort nén thuong
xuyén t6 chirc cac budi dio tao tinh hudng thue té nham giup nhan vién ning cao
kha ning Gmg x{r va giai quyét van dé trong qua trinh lam viéc.

Bén canh do6, nhan vién phuc vu cling can duoc trang bi kién thtrc co ban
vé mon an va vian héa am thuc dé co thé gi61 thi€u mon an cho khach mot cach tu
nhién va chuyén nghiép hon. Pdi v6i nhiéu du khach quéc té, viéc duoc nghe gisi
thiéu vé nguyén liéu, cach ché bién hoidc nét dic trung cua moén an Viét Nam s¢€
gilp trai nghi¢m am thyc trd nén tha vi hon. Vi du, khi phuc vu cac mon an truyén
théng nhu phé, mi Quang hodc hai san dia phuong, nhan vién c6 thé gi6i thiéu
ngan gon vé ngudn géc mon an hodc cach thudng thirc phi hop. Piéu nay khong
chi gitip tang su twong tac voi khach ma con gop phan quang ba vin hoa am thuc
Viét Nam.

Ngoai k¥ ning chuyén mon, resort ciing can xay dung phong cach phuc vu
chuyén nghiép va dong nhét giita cic nhan vién trong bd phan nha hang. Tir cach
chao hoi, huéng din khach cho dén tac phong 1am viéc déu can dugc thuc hién
theo tiéu chuén dich vu nhit dinh nhdm tao cam giac chuyén nghiép va ning cao
hinh anh cua resort trong mét du khach quoc té. Pong thoi, bo phan quan 1y can
thudng xuyén theo ddi phan hodi cia khach hang trén cac nén tang OTA hoic phiéu

khao sat dé kip thoi phat hién nhiing han ché trong qua trinh phuc vu. Tl nhiing
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phan hoi thuc té nay, resort ¢ thé diéu chinh phuong phap dao tao va nang cao
chat lugng phuc vu ctia nhan vién.

Bén canh do, resort ciing nén c6 chinh sach khen thuong ddi voi nhitng
nhan vién nhan duoc nhiéu phan hoi tich cuc tu khach hang nham tao dong luc
1am viéc va nang cao tinh than trach nhiém trong qué trinh phuc vu. Ngoai viéc
nang cao chat luong chuyén mén, resort ciing can xdy dyng méi trudng 1am viée
tich cuc va chuyén nghiép cho nhan vién. Khi nhan vién c6 tinh than lam viéc
thoai mai va dugc ghi nhan trong cong viéce, chét luong phuc vu cling s€ duoc cai
thién 13 rét. Pay 1a yéu té quan trong gitp duy tri chit lwong dich vu 6n dinh trong
hoat dong nha hang — khach san.

Nhin chung, nhan vién phuc vu 1a mét trong nhitng yéu t6 c6 anh hudng
tryc tiép dén mirc d6 hai 1ong cua du khach quéc té trong qua trinh trai nghiém
dich vu 4m thuc. Vi viy, viéc nang cao chat lugng ngudn nhén luc khong chi giup
cai thién hiéu qua phuc vu ma con gbp phan xay dung hinh anh chuyén nghiép,
than thién va mang tinh qudc té cho Pullman Danang Beach Resort trong thoi gian
toi

3.2.3. Gidi phdp hoan thi¢n khéng gian am thuc va ning cao sw thodi mdi trong
quad trinh sw dung dich vu

Co so vat chat va khong gian nha hang 13 yéu t6 anh huong truc tiép dén
trai nghiém am thuc ctia du khach qudc té. Két qua phén tich & Chuwong 2 cho thiy
nhiéu du khach danh gia tich cuc vé khong gian gan bién va khong khi thu gidn
tai Pullman Danang Beach Resort. Tuy nhién, resort van can tiép tuc nang cip va
hoan thién khong gian nham déap tmg tot hon nhu cau cua khach quéc té.

Dau tién, resort can duy tri khong gian dung bira theo huéng hién dai, thong
thodng va phi hop véoi phong cach nghi dudng ven bién. Viéc két hop hai hoa
giita anh sang, 4m nhac va cach trang tri s& gitip du khach cam thay thoai mai hon
trong qué trinh st dung dich vu. Resort ciing c6 thé bd sung thém cac chi tiét
mang nét dic trung vin hoa dia phuong nham tao diém nhan riéng cho khéng gian
nha hang.

Ngoai yéu td tham my, resort can chu trong dén sy tién nghi trong khu vurc
nha hang. Ban ghé, hé thong diéu hoa, 4nh sang va khu vuc buffet can dugc kiém

tra thuong xuyén dé dam bao chét luong phuc vu 6n dinh. Trong nhiing thoi diém
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d6ng khach, resort nén bd tri khong gian hop 1y dé han ché tinh trang chen chiic
hodc phai cho doi lau.

Khong chi tip trung vao khu vuc nha hang chinh, resort con c6 thé tin
dung khong gian bién dé phat trién thém cac khu vye am thyuc ngoai troi hodc khu
vue thu gidn danh cho du khach. Ddng thoi, resort cling nén b tri khong gian phu
hop voi nhiéu nhom khéach khac nhau nhu khach gia dinh, khach cap do61 hoac
khach nghi dudng cao cip nham dap tng tot hon nhu cau cia du khach qudc té.

Ngoai ra, resort cdn quan tim hon dén vin dé vé sinh trong khu vuc nha
hang. Khong gian dung bita cAn duoc giit sach s&, gon gang va tao cam giac thoai
mai cho khach hang. Pay ciing 1a mot trong nhirng yéu té quan trong anh hudng
dén danh gia ctia du khach quéc té ddi véi chat lugng dich vu am thye.

Nhin chung, viéc nang cap co sé vat chat va khong gian theo hudng hién
dai, tién nghi va phul hop véi nhidu nén vin hoa s& gop phan nang cao trai nghiém
am thyc ciing nhu xay dung hinh anh chuyén nghiép cho Pullman Danang Beach
Resort.

3.2.4. Gidi phdp phdt trién cdc hoat dong trdi nghiém am thwc gin véi vin héa dia
phuong

Dich vu tién ich 14 yéu t6 gop phan hd trg va ning cao trai nghiém 4m thuc
ctia du khach quéc té trong qua trinh luu tra tai resort. Ngoai chat lugng mén an
hay khong gian nha hang, nhidu du khach hién nay con quan tdm dén cac dich vu
di kém nham tao sy thuén tién va thoai mai trong qua trinh str dung dich vu.

Két qua phén tich & Chuong 2 cho thdy Pullman Danang Beach Resort c6
loi thé vé khong gian nghi dudng, khu vuc hd boi va vi tri gan bién. Day 1a diéu
kién thuan lgi dé resort phat trién thém cac dich vu tién ich két hop véi trai nghiém
am thuc danh cho khach qudc té.

Dau tién, resort ¢6 thé ting cudng cac hoat dong am thyc két hop giai tri
nham tao sy m&i mé cho du khach. Mot sb chuong trinh nhu ti¢c buffet theo chu
dé, tiec BBQ ngoai tro1 hodc biéu dién Am nhac nhe vao budi tdi s& gillp nang cao
trai nghiém cua khéach hang trong thoi gian luu tro.

Ngoai ra, resort cling c6 thé to chirc thém céc hoat dong trai nghiém van

héa am thye Viét Nam danh cho khach qudc té. Cac 16p hoc nau an, huéng dan
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pha ché hoic gi6i thiéu moén in dia phwong s& giup du khach hiéu rd hon vé vin
héa Am thuc Viét Nam va tao cam giac tha vi trong chuyén di.

Khong chi tip trung vao hoat dong giai tri, resort ciing can chu trong dén
céc tién ich hd trg trong khu vic nha hang. Hé thong wifi, khu vuc nghi ngoi, khu
vuc danh cho tré em hodc dich vu hd trg khach hang can duoc duy tri 6n dinh
nham tao su thun tién cho du khach trong qua trinh str dung dich vu.

Bén canh do, resort nén quan tam nhiéu hon dén nhu ciu cua tung nhom
khach quéc té khac nhau. D6i voi khach gia dinh, resort c¢6 thé bd tri thém ghé
danh cho tré nhé hodc khu vyc vui choi phu hgp. Trong khi d6, khach nghi dudng
cao cap thuong c6 xu hudng yéu thich cac dich vu mang tinh riéng tu va thu gidn
hon.

Ngoai ra, resort ciing c6 thé ting cudng céc tién ich hd trg khach qudc té
nhu bang huéng din bang nhiéu ngon ngi, hd tro dit ban truc tuyén hodc cung
cap thong tin vé thuc don va chuong trinh 4m thyc thong qua ma QR. Piéu nay
s& giup khach dé dang tiép can dich vu va tao cam giac thuan tién hon trong qué
trinh trai nghiém.

Pong thoi, bo phan quan 1y can thuong xuyén khao sat ¥ kién khach hang
dé kip thoi cai thién nhitng tién ich chua phu hop. Viée ling nghe phan hi thuc
té tir du khach s& gitp resort nang cao chat luong dich vu va dap ung t6t hon nhu
cau cua khach qudc té.

Nhin chung, viéc nang cao chét lugng dich vu tién ich khong chi giup tang
su hai 10ng cta du khach ma con gdp phéan tao diém nhan riéng cho dich vu 4m
thuce tai Pullman Danang Beach Resort. P4y ciing 13 yéu t quan trong gitp resort
nang cao kha nang canh tranh va thu hut khach qudc té trong thoi gian téi

3.3. Kién nghi
3.3.1 Kién nghi d6i véi Pullman Danang Beach Resort

Trong bdi canh nhu cdu du lich nghi dudng ngay cang phat trién, trai
nghiém 4m thuce khong chi don thuan dap tng nhu ciu an uéng ma con tré thanh
mot trong nhing yéu t6 quan trong anh huéng dén mirc d6 hai long ciia du khach
quéc té. Vi vay, Pullman Danang Beach Resort can tiép tuc cht trong dau tu va
hoan thién chét luong dich vu am thuc nham nang cao hinh anh thuong hi¢u va

tang kha ning canh tranh trén thi truong du lich nghi dudng cao cép.
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Trude hét, resort can tiép tuc da dang hoa thuc don theo hudng két hop
gifra am thuc quéc té va cac moén dn mang nét dac trung cuia Viét Nam. Viéc
thudong xuyén doi méi mon an, bd sung cac mon healthy, mén an chay hoic thuc
don phi hop v6i nhiéu nén van hoa sé giup dap ung tot hon nhu ciu ngay cang da
dang cua du khach quéc té. Pdng thoi, resort ciing nén chu trong khai thac cac
moén an dia phuong nham tao diém nhan riéng trong trai nghiém am thyc cia
khach hang.

Bén canh chat lvgng mén n, Pullman Danang Beach Resort can quan tim
hon dén cong tac dao tao va phét trién ngudn nhan lyc trong bd phan nha hang.
Resort nén thuong xuyén to chic cac khoa dio tao vé ngoai ngit, ki ning giao
tiép da vian hoa va k¥ nang xu Iy tinh hudng cho nhan vién. Piéu nay khéng chi
gitip nang cao chat lwong phuc vu ma con goép phan xay dung hinh anh chuyén
nghiép va than thién déi véi khach qudc té.

Ngoai ra, resort can tiép tuc dau tu co s& vat chat va khong gian nha hang
theo hudng hién dai, tién nghi nhung van phu hgp véi phong cach nghi dudng ven
bién. Khong gian dung bita can tao dugc cam giac thoai mai, thu gidn va co diém
nhan riéng dé nang cao trai nghiém cua du khach trong qua trinh luu tri.

Pullman Danang Beach Resort cling nén tang cuong hoat dong quang ba
dich vu 4m thuc trén cac nén tang truc tuyén va mang xa hoi nham tiép can nhiéu
nhém khach hang hon. Pong thoi, resort can thuong xuyén theo ddi phan hoi cua
khach hang trén cac nén tang OTA dé kip thoi cai thién nhitng han ché con ton tai.
Viéc lang nghe ¥ kién thuc té tir du khach s& giup resort nang cao chat luong dich
vu va dap ung tot hon nhu cau cua khach qudc té trong thoi gian toi.

3.3.2 Kién nghi véi ban lanh dao

Ban lanh dao Pullman Danang Beach Resort can x4y dung chién lugc phat
trién dich vy 4m thuc theo hudng chuyén nghiép, hién dai va phu hop véi xu
hudng du lich quéc té hién nay. Trong do, cAn xem trai nghi¢m am thyuc 1a mot
trong nhimg yéu td quan trong gop phan nang cao chat lvong dich vu va tao loi
thé canh tranh cho resort.

Dé thuc hién diéu do, ban 1anh dao can c6 ké hoach dau tu hop Iy cho hoat
dong nang cap co so vat chat, cai thién khong gian nha hang va phat trién cac

chuong trinh 4m thyc mang tinh trai nghiém danh cho khach quéc té. Pong thoi,
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can tao diéu kién dé nhan vién tham gia cac khoa dao tao chuyén mén, ngoai ngi
va k¥ nang phuc vu nham nang cao chit lwvong ngudn nhén lyc trong bo phan nha
hang.

Bén canh viéc dau tu vé co s& vat chit va nhan sy, ban 1anh dao cling can
quan tdm hon dén viéc tmg dung cong nghé trong hoat dong phuc vu va quéan ly
dich vu 4m thuc. Mot s6 hinh thirc nhu menu dién ti, thanh toan khong tién mat
hozc hd tro dit ban truc tuyén sé gitip nang cao tinh chuyén nghiép va tao sy thuan
tién cho khach hang trong qua trinh st dung dich vu.

Ngoai ra, ban lanh dao cin thuong xuyén kiém tra va danh gia chét luong
dich vu thong qua phan hoi ciia khach hang trén cac nén tang OTA hoic phiéu
khao sat thuc té. Tir nhitng phan hoi ndy, resort ¢ thé kip thoi diéu chinh nhimng
han ché con t6n tai va dua ra hudng cai thién phu hop hon.

Pong thoi, ban lanh dao ciing nén xay dung chinh sach khen thudng hop
Iy d6i v6i nhitng nhan vién c6 thanh tich tdt trong qua trinh lam viéc nham tao
dong luc va nang cao tinh than trach nhiém ctia nhan vién. Viéc xay dung moi
truong 1am viéc tich cuc va chuyén nghiép sé gop phan duy tri chat luong dich vu
6n dinh trong hoat dong nha hang — khach san.

Nhin chung, dé nang cao trai nghiém am thuc cta du khach qudc té theo
gdc nhin da van héa, Pullman Danang Beach Resort can c6 su phdi hop dong bo
gilra hoat dong quan ly, dao tao nhan sy, nang cép co s& vat chit va cai thién chét
luong dich vu. Py sé& 1a nén tang quan trong giup resort nang cao hinh anh thuong

hiéu, tang kha ning canh tranh va thu hat khach qudc té trong thoi gian toi.
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KET LUAN

Trong bbi canh du lich qudc té ngay cang phat trién, trai nghiém am thuc
d3 trd thanh mot trong nhimg yéu td quan trong goép phan tao nén su hai long va
an tuong ctia du khach dbi véi diém dén ciing nhu co s¢ luu tra. Db véi cac khu
nghi dudng cao cép, dich vu 4m thuc khong chi dap tng nhu cau dn udng ma con
1a phuong tién truyén tai gia tri van hoa, gop phan tao nén nhiing trai nghiém dang
nhé cho du khach. Vi vy, viéc nghién ctru trai nghiém 4m thuc cua du khach quéc
té dudi goc nhin da vin hoa cé ¥ nghia thiét thuc ca vé mat 1y luan va thyc tién.

Thong qua qué trinh nghién ctru dé tai “Pinh hudéng nghién ciru vé trai
nghiém am thyc cta du khach qudc té tai Pullman Danang Beach Resort dudi goc
nhin da vin héa”, khoa luin di hé thong hoa nhirng van dé 1y luan lién quan dén
trai nghiém du lich, trai nghiém am thuc, du khéach quéc té va cac yéu td anh
huong dén trai nghiém am thuc trong moi trudong da vin héa. Pay 1a co so dé
phan tich va danh gia thuc trang trai nghiém am thuc cia du khach quéc té tai
Pullman Danang Beach Resort.

Két qua nghién ctru cho thiy trai nghiém am thyuc cta du khach quéc té tai
Pullman Danang Beach Resort nhin chung dugc danh gia tich cuc. Cac yéu té nhu
chat lugng mon an, sy da dang cua thuc don, khong gian nha hang, chét luong
phuc vu va cac mén an mang dic trung dia phuong nhan dugc nhiéu phan héi tich
cuc tu du khach. Trong do, buffet sing dugc xem la mot trong nhirng diém nodi
bat cta dich vu am thuc tai resort. Bén canh do, su két hop gitra am thuc Viét Nam
va am thuc quéc té da gop phan dap tng nhu cau cta nhiéu nhom khéach dén tir
céc nén van hoa khac nhau.

Tuy nhién, két qua nghién ctu ciing cho thdy van con ton tai mot sd han
ché nhat dinh. Mot s6 du khach cho rang thuc don chwa c6 nhiéu su thay d6i ddi
v6i khach Iuu tra dai ngay, mot s6 moén dn dic trung chua thuc su dap tng duoc
ky vong cta du khach qudc té, dong thoi van ton tai nhitng khac biét trong cam
nhén vé khau vi, gia ca va chét lugng phuc vu gitra cac nhom khéach dén tur nhitng
nén vin hoa khac nhau. Piéu nay cho thdy trai nghiém 4m thyc khong chi chiu
tac dong boi chat luong san pham va dich vu ma con bi anh huong béi yéu t6 vin

hoa, thoi quen ti€u dung va ky vong cua tirng nhom khach.
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Tu nhitng két qua nghién ctru dat dugc, khoa luan da dé xuét mot sd dinh
hudng va giai phap nham gop phan nang cao chét lugng trai nghiém am thuc cia
du khach quéc té tai Pullman Danang Beach Resort. Cac dinh hudng nay tap trung
vao viéc hoan thién thuc don theo huéng phu hop véi dic diém vin hoa va khau
vi ciia du khach, nang cao chat luong phuc vy, cai thién khong gian trai nghiém,
hoan thién quy trinh phuc vu va ting cudng cac hoat dong trai nghiém gin véi
van héa am thyc dia phuong.

Do han ché vé thoi gian nghién ctru, pham vi khao sat va ngudn dir liéu sir
dung, khoa luan van con mot sd han ché nhét dinh va chua thé phan anh dﬁy du
moi khia canh trong trai nghiém am thyc cua tit ca nhém khach quéc té. Trong
tuong lai, cac nghién ctru tiép theo c6 thé mé rong pham vi khao sat, két hop thém
cac phuong phap nghién ctru dinh lugng va nghién ciru truc tiép ddi véi timg thi
truong khach cy thé nham c6 cai nhin toan dién hon vé trai nghiém am thuc trong
moi truong da van hoa.

Nhin chung, két qua nghién ciru da gop phan 1am rd thyc trang trai nghiém
am thyc cta du khach qudc té tai Pullman Danang Beach Resort duéi goc nhin da
van hoa, dong thoi cung cap nhimng co sé tham khao hitu ich cho resort trong qua

trinh hoan thién va nang cao chat luong dich vu am thuc trong thoi gian toi.
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PHU LUC

PHU LUC 1: Panh gia trai nghiém am thyc ciia du khach quoc té qua ndi

Bang tong hop danh gia ciia du khach qudc té vé trai nghiém am thyc

dung binh luén trén cac trang OTA

STT | Nguon Qudc tich | Nhan xét cia khach Chu dé Piém | Cam xtc
1 Booking.com | Viét Nam | Bita sang rat tot, chat luong | Breakfast 9 Positive
Quality (+)

2 Booking.com | Nhat Ban | Excellent. Good quality | Breakfast 10 Positive
breakfast, Friendly and | Quality / +H)
helpful staff Service

3 Booking.com | Vuong Food was great too. Loved | Food Quality/ | 9 Positive

Quéc Anh | it here Bar (+)
Bar closes early at 9:45
each night
4 Booking.com | Vuong The food is really delicious | Food Quality / | 10 Positive
Quéc Anh | and diverse. Bar (+)
Happy hour does not
include beer, no beer
promotions.

5 Booking.com | Uc Very good. Breakfast was | Breakfast 8 Neutral
awesome Quality (~)

6 Booking.com | Trung I really like the pho here, | Local Food 10 Positive

Quoc it's wonderful. Nothing to (+)
dislike.

7 Booking.com | Uc The menu at lunch and | Menu Variety |8 Neutral
dinner is the same. Need (~)
more variety

8 Booking.com | Saudi The food is very diverse. | Menu Variety | 10 Positive

Arabia Everything was perfect ()

9 Booking.com | Uc Excellent buffet breakfast, | Breakfast 9 Positive
clean Quality (+)

10 | Booking.com | Hong Chat luong cua cac loai thit | Breakfast 9 Positive

Kong an sang c6 thé duoc cai | Quality (+)

thién
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11 | Booking.com | Ha Lan Outstanding breakfast and | Breakfast 10 Positive
clean Quality (+)

12 | Booking.com | ViétNam |I love the breakfast | Breakfast /|10 Positive
especially Bloody Mary | Beverage ()

13 | Booking.com | Hong The menu is very diverse, | Food Quality / | 8 Neutral

Kong but some dishes are not | Menu Variety (~)
tasty: Fried rice and stir-
fried noodles

14 | Booking.com | Hong Food and drink options | Menu Variety | 9 Positive

Kong were plenty. The happy |/ Bar (+)
hour menu has changes
since last year - not as great
of a deal

15 | Booking.com | Uc The best breakfast I have | Breakfast 10 Positive
ever had at a hotel Quality ()

16 | Booking.com | An D¢ The breakfast buffet has | Menu Variety | 10 Positive
many  choices, from (+)
international dishes to local
dishes

17 | Booking.com | Han Quéc | Better fruit choices at | Breakfast 9 Positive
breakfast Quality (+)

18 | Booking.com | My The buffet breakfast was | Breakfast 10 Positive
the highlight throughout | Quality ()
my stay because there were
so many dishes to choose
from

19 | Booking.com | Malaysia | The food is very delicious, | Food Quality / | 10 Positive
and especially the Bloody | Beverage (+)
Mary dish at breakfast.

20 | Booking.com | Bahrain The food is delicious, but | Food Quality / | 8 Neutral
we waited too long. Service (~)

21 | Tripadvisor | Uc The breakfast buffet is very | Breakfast 10 Positive
varied. Variety / (+)
List of restricted cocktails Bevergge

Selection

and wines.
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22 | Tripadvisor | France The meals are of excellent | Food Quality/ | 10 Positive
quality and the serving | Portion Size (+)
sizes are very generous.

23 | Tripadvisor | Vuong The food is really great. | Food Quality/ | 9 Positive

Quéc Anh | The restaurant's main menu | Menu Variety ()
feels a bit limited in terms
of choices

24 | Tripadvisor | Uc The fish and fries from | Food Quality/ | 10 Positive
Azure Restaurant are very | Breakfast (+)
delicious. Breakfast has | Variety
many international and
local dishes

25 | Tripadvisor | Trung The breakfast is diverse but | Breakfast 8 Neutral

Quéc of mediocre quality. Variety / Food (~)
Quality

26 | Tripadvisor | ThaiLan | The food is good but not | Food Quality |9 Positive
great, but the french fries (+)
are very special

27 | Tripadvisor |HO  Chi | The buffet breakfast has a | Breakfast 10 Positive

Minh lot of Western and Asian | Variety / ()
dishes, and my favorite | Beverage
part is the DIY Bloody | Experience
Mary bar.

28 | Tripadvisor | California | The food 1s  great, | Food Quality | 10 Positive
especially  the  pizza, (+)
steamed clams, and fish
fillet are excellent

29 | Tripadvisor | Vuong The seafood at Azure | Seafood 10 Positive

Qudc Anh | restaurant is very fresh and | Quality (+)
delicious

30 | Tripadvisor | Singapore | We find the food at Azure | Food Quality / | 10 Positive
by the pool to be top- | Restaurant (H)
notch. Experience

31 | Tripadvisor | Germany | I attended a party at Epiec | Food Quality/ | 10 Positive
restaurant, the food was | Event (+)
very delicious Catering

32 | Tripadvisor | Anh The food and drinks are | Variety /|10 Positive
diverse but not expensive | Value for (+)

Money
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33 | Tripadvisor | Colombia | The main restaurant serves | Dining 10 Positive
buffet meals and the bar | Options / (+)
serves tapas dishes for | Restaurant
great connoisseurs. Offering

34 | Tripadvisor | Nhat Ban | Breakfast has many kinds | Breakfast 10 Positive
of foods, it will satisfy your | Variety ()
stomach every morning

35 | Tripadvisor |DaiLoan | The hotel has many | Restaurant 8 Positive
restaurants with delicious | Variety / (+)
food but needs to change | Menu
the menu to be more | Diversity
diverse

36 | Tripadvisor | Trung We had lunch and dinner at | Food Quality / | 10 Positive

Quéc the main restaurant, a | Portion Size +H)
beautiful restaurant with
delicious food and
generous portions.

37 | Tripadvisor | Han Qudc | Breakfast is great. I like the | Breakfast 10 Positive
egg station, Vietnamese | Quality / ()
bread, and coconut coffee | Signature
here the most. Items

38 | Tripadvisor | Vuong The food at the restaurant is | Food Quality / | 10 Positive

Quéc Anh | very delicious, the dishes | Freshness (+)
are served very fresh and
prepared very carefully.
39 | Tripadvisor | Hong The only thing that | Food Quality |7 Negative
Kong disappointed me was the (-)
food. The pho and the
sandwich with meat were
not like I imagined.
40 | Tripadvisor | Hong The breakfast buffet was | Food Quality/ | 8 Neutral
Kong very good, but when I | Food Safety (~)
enjoyed seafood in the
evening, the result was not
good; I got a stomachache
and nausea.
41 | Agoda Trung Breakfast  buffet  was | Breakfast 10 Positive
Quéc delicious with a wide | Quality / (+)
variety of options. Menu Variety
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Food was fresh, well-

presented, and full of
flavor

42 | Agoda Han Qudc | Breakfast was very good | Breakfast 9.6 Positive
and enjoyable. Quality (+)
Staft provided helpful
service during breakfast.

43 | Agoda An Db The breakfast options are | Menu Variety | 10 Positive
great with a vegetarian ()
menu available. 1 really
like that

44 | Agoda Han Quéc | The breakfast was diverse | Breakfast 10 Positive
and delicious, so we ate | Quality / +H)
very well. Menu Variety

45 | Agoda Nhat Ban | The portion for a dish is | Food Quality/ | 9.6 Positive
very large and delicious, I | Portion Size ()
am very surprised about
that

46 | Agoda Nhat Ban | I recommend that you book | Breakfast 10 Positive
a room that includes | Quality (+)
breakfast because the
breakfast is very delicious.

47 | Agoda Han Qubc | The breakfast menu is | Menu Variety | 10 Positive
diverse, including Korean |/ Local Food (+)
cuisine, so throughout the
holiday I didn't go to any
other Korean restaurant.

48 | Agoda An Do Breakfast at the restaurant | Menu Variety | 10 Positive
serves Indian vegetarian (+)
dishes according to the
customer's request

49 | Agoda Nhat Ban | Breakfast and the bar at the | Food Quality / | 10 Positive
epiec restaurant are of high | Beverage (+)
quality, both the food and
the drinks are delicious

50 | Agoda Han Quéc | Breakfast was very | Breakfast 10 Positive
delicious, I especially liked | Quality / (+)
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the banana soup and fried | Signature
eggs. Items

51 | Agoda Indonesia |1 am satisfied with the | Menu Variety | 10 Positive
breakfast with many dishes (+)
from local to international.

52 | Agoda Han Qudc | The food in general is very | Local Food 10 Positive
delicious with the sweet (+)
and salty flavors of
Vietnam. I really miss this
taste.

53 | Agoda Uc The best part is definitely | Breakfast 10 Positive
the buffet breakfast, it is | Quality / (+)
the most delicious dish we | Menu Variety
have had while traveling in
Vietnam. Very fresh and
lots of choices.

54 | Agoda Viét Nam | The breakfast was terrible, | Food Quality | 3,6 Negative
I barely liked any of the (-)
dishes except for the pho.

55 | Agoda Germany | I really like Vietnamese, | Local Food /| 10 Positive
Korean, and Japanese | Menu Variety (+)

dishes, they really suit my
taste

Ngudn: https://www.booking.com/reviews/vn/hotel/pullman-da-nang-beach-
resort.en-gb.html

https://www.tripadvisor.com/Hotel Review-g298085-d1732187-Reviews-

Pullman_Danang_Beach Resort-Da_Nang.htm

Pullman Pa Nang Beach Resort, Da Nang | 2026 Cap nhat gid, vu dai
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PHU LUC 2: Panh gi4 cac yéu t6 anh hwéng qua ndi dung binh luin

trén cac trang OTA

Bang tong hop danh gia ciia du khach quoc té cac yéu t6 anh hwéng

quite expensive.

STT | Ngudn Quéc tich Nhan xét cua khach Céac yéu td | Cam xuc
anh
huong
1 | Booking.com | Viét Nam Nhan vién than thién Chat Neutral
Menu Au khong ngon, menu Viét lwong )
qua man dich vu
Chat
luong san
pham
2 Booking.com | Uc Great breakfast Chat Positive
Staft has poor English, hard to lwgng san | ()
communicate pham
Chét
luong
dich vu
3 Booking.com | Vuong Qudc | Friendly and enthusiastic staff Chat Positive
Anh Staff support dietary needs lwong ()
dich vu
Yéu t6 ca
nhan hoa
4 Booking.com | My The facilities at the restaurant are | Khong Positive
excellent. gian (+)
The food is very delicious but | Gia ca
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Chét

lugng san
pham
5 Booking.com | M§ Beer prices are high, so use the | Gid ca Neutral
promotion time. Chét (~)
Diverse breakfast buffet, many | lugng san
choices pham
6 Booking.com | An Do Diverse dishes, including both | Van hoa | Positive
international and local dishes am thuc (+)
7 Booking.com | Hong Kong Breakfast buffet with many dishes, | Chat Positive
changing every day. lugng san | (+)
Friendly and cheerful staff. pham
Chat
lugng
dich vu
8 Booking.com | Singapore Delicious dinner with fresh | Chét Positive
seafood and meat, including wine | lugng san | (+)
pham
9 Booking.com | Malaysia Staff friendly with our children Chat Positive
I really like the Bloody Mary at lwong ()
breakfast dich vu
Chat
lugng san
pham
10 | Booking.com | Uc Unfriendly staff Chat Negative
Uncomfortable restaurant space lwong ()
dich vu

Price not worth it
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Khong
gian

Gia ca

11 | Booking.com | Uc Kids' food is bad Yéu to c4 | Negative
we got food poisoning from nhén ()
seafood Chat
The price is quite expensive lwong san

pham
Gid ca

12 | Booking.com | Ytaly High prices but do not meet | Gid ca Neutral
expectations Chét (~)
Restaurants and bars close early lugng

dich vu

13 | Booking.com | Turkmenistan | Monotonous breakfast, limited | Chat Positive
menu. lugng san | (+)
Prices at the bar and restaurant are pham
high. Giaca

14 | Booking.com | Thuy si There is both Asian and European | Van hoa | Positive
cuisine, and there should be more | am thuc (+)
Vietnamese dishes. Chét
The dining table is set quickly and | lugng
neatly. dich vu

15 | Booking.com | Bai Loan The breakfast is very delicious. Chat Positive
I especially like Vietnamese lwong san | (+)
coftee. phim
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Van hoa

am thyuc
16 | Booking.com | Germany A wide variety of food prepared | Chat Positive
fresh at the counter lugng san | (+)
pham
17 | Booking.com | France Asian-style breakfast Van hoa | Positive
Not suitable for Western tastes am thyc (+)
Yéu té ca
nhan
18 | Booking.com | Thuy Dién The pizza at Azure restaurant is | Chat Positive
very delicious. lugng san | (+)
The bar space is dull, with no pham
music. Khong
gian
19 | Booking.com | Germany Breakfast 1is too expensive, | Gid ca Neutral
equivalent to 20 EUR per day (~)
20 | Booking.com | Han Qudc I chose this hotel because of the | Khong Positive
excellent amenities. gian (+)
The breakfast was delicious, | Chét
exceeding expectations. luong san
pham
21 | Tripadvisor | Iran A diverse breakfast with both | Van hoa | Positive
Vietnamese and Western dishes, | 4m thuc ()
good for health.
Try the nitrogen ice cream — very Yéu t6 c4
delicious and fun. nhan
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Seafood on hot stone is tasty but a

bit expensive

Gia ca

22

Tripadvisor

Germany

Breakfast buffet is extremely
diverse with many international

options.

Wide selection of  drinks,
including coffee, tea, and healthy

options.

Hard not to find something you

like at breakfast.

Van hoa

am thuc

Chat
lugng san

pham

Yéu t0 ca

nhan

Positive

(+)

23

Tripadvisor

Vuong Qudc

Anh

Experience an amazing cooking
class with a friendly and helpful
staff.

A perfect way to learn Vietnamese
cooking in a spacious

environment.

Chat
lugng

dich vu

Khong

gian

Positive

(+)

24

Tripadvisor

Thai Lan

Staff were very friendly and

attentive.

They handled food allergies and

customized dishes well.

Chat
lugng

dich vu

Positive

(+)

25

Tripadvisor

Viét Nam

The breakfast buffet has many

Western and Asian options.

I like the self-service Bloody Mary

bar.

Van hoba
am thuc
Yéu to ca

nhan

Positive

(+)
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There are many types of wine and

Chét

local craft beers here, very great. | lugng san
pham
26 | Tripadvisor | California Having lunch at Azure is really | Chat Positive
great, especially the clams and sea | lugng san | (+)
bass. pham
I especially like pho and
Vietnamese sandwich stalls.
Yéu té ca
nhan
27 | Tripadvisor | Uc The fresh juice counter, the egg | Chat Positive
and noodle counter, crepes and | lugng san | (+)
walftles are all great. pham
Here I can make myself a cup of
coffee or a pot of tea that I like Véu 6 ca
nhan
28 | Tripadvisor | Uc Discount was unclear due to extra | Gid ca Negative
taxes and service charges. Chét (-)
Employees need retraining. lugng
Food served at the wrong time. dich vy
29 | Tripadvisor | Nhat Ban The food is reasonably priced Gid ca Neutral
The air conditioning is not strong | Khong )
enough, making dining | gian
uncomfortable due to the heat
30 | Tripadvisor | Uc I am disappointed with the food | Chat Neutral
service being very slow, especially | lugng (~)
in the main restaurant. dich vu
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Staff sometimes have language
problems and record the wrong

dishes

The food is very delicious, fresh,

and of high quality.

Chét
luong san

pham

31

Tripadvisor

Malaysia

The restaurant 1s beautifully

decorated.

Service at the main restaurant was

very slow.

Staff training needs improvement.

Khong

gian

Chat
luong

dich vu

Negative
)

32

Tripadvisor

A variety of dishes for different

international tastes.

There are many coffee options, I
highly recommend Vietnamese

iced coffee.

Prices are quite high compared to

outside restaurants.

Van hoa

am thuc

Yéu t0 ca

nhan

Gia ca

Positive

(+)

33

Tripadvisor

Colombia

The breakfast buffet is excellent
and the bar offers great tapas for

food lovers.

The restaurant's architecture is

very beautiful.

Chét
luong san

pham

Khong

gian

Positive

()

34

Tripadvisor

Vuong Qudc
Anh

The restaurant offers very fresh

seafood and is carefully prepared

Chét
luong san

pham

Positive

()
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I particularly like the space at | Khong
Azure restaurant because you can | gian
see the sea
35 | Tripadvisor | Dai Loan Delicious food with  very | Chat Positive
generous portions luong san | (+)
Thoughtful and friendly staff. pham
High prices but I am very Chat
satisfied. lwong
dich vu
Gid ca
36 | Agoda Trung Qudc The staff are very friendly, | Chat Positive
professional, and attentive. lugng (+)
The restaurant has a beautiful dich vu
design with a stunning sea view. | Khong
The food is of high quality and gian
includes a full variety of dishes Chat
lugng san
pham
37 | Agoda Han Qudc The staff is very responsible, | Chat Positive
friendly, and professional. lugng (+)
The restaurant remembered my dich vu
favorite pho here, I really liked
that Yéu t6 c4
nhan
38 | Agoda AnPo The main restaurant is very clean | Khong Positive
with perfect amenities gian (+)
The prices are very reasonable Gid ca
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The restaurant offers both Asian-

European dishes and a purely

Van hoa
vegetarian menu. Am thyc
39 | Agoda Han Quéc The breakfast menu changes | Van hoa | Positive
slightly with options from Korea, | 4m thuc (+)
Vietnam, and the West.
Staftf are friendly and always Chéat
welcoming. lwong
Prices are reasonable and worth | dich vu
the value.
Gid ca
40 | Agoda Hoa Ky Breakfast food was undercooked | Chat Negative
or overcooked. luong san | (-)
Breakfast options were limited. pham
Staff had poor English and Chat
misunderstood orders lwong
dich vu
41 | Agoda Viét Nam Experiencing an uncomfortable | Khong Neutral
breakfast due to the air conditioner | gian (~)
being broken and too hot Chét
Food is just okay, not highly rated | lugng san
Staff are very enthusiastic and pham
cheerful Chat
luong
dich vu
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42 | Agoda Germany A wonderful breakfast buffet with | Chat Positive
many diverse choices. Luogng (+)
I really like the pastries, the egg san pham
station, and Vietnamese coffee, it's
great. Chét
The staff is always very friendly. | lugng
dich vu
43 | Agoda Thai Lan Breakfast buffet is a terrible | Yéu t6 ca | Negative
experience nhan (-)
Crowded seating and poor layout. | Khong
Coftfee service is very slow and glan
staff are unresponsive. Chat
luong
dich vu
44 | Agoda Nhat Ban Breakfast experience was very | Yéu td ca | Negative
disappointing. nhan -)
Staff reassigned our table before | Chat
we finished eating. lugng
Dining environment was noisy and dich vu
uncomfortable.
Khong
gian
45 | Agoda Hong Kong Delicious, fresh breakfast buffet | Chat Positive
with many choices. lugng san | (+)
Includes both Vietnamese and pham
international dishes. Van hoa
am thuc
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Friendly, polite staff who are
always ready to help.

Chét
luong
dich vu
46 | Agoda Nhat Ban I really enjoy the breakfast buffet | Chat Positive
here and the  traditional | lugng san | (+)
Vietnamese dishes are very | phim
delicious.
47 | Agoda bai Loan The Vietnamese coffee counter at | Chat Neutral
breakfast is very tasty, especially | lugng san | (~)
the coconut coffee pham
There should be more breakfast
options to make it more diverse.
In my opinion, the bread is not
very good.
48 | Agoda Han Qudc Staff are friendly and | Chat Positive
communication is smooth. lugng (+)
The restaurant staff prepared a dich vu
birthday cake and drinks for me,
which made me very happy. YVéu t6 ca
nhan
49 | Agoda Nhat Ban Breakfast is great with a variety of | Chét Positive
breads changing daily. luong san | (+)
Dessert: Croissant with chestnut phim
cream is very delicious.
50 | Agoda Han Quéc The restaurant space is very chill | Khong Neutral
and comfortable. gian (~)
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Breakfast is extremely diverse,

and the coffee is very good. Chét
lugng san
pham

Nguén:

https://www.booking.com/reviews/vn/hotel/pullman-da-nang-beach-resort.en-

gb.html
https://www.tripadvisor.com/Hotel Review-0298085-d1732187-Reviews-

Pullman Danang Beach Resort-Da Nang.htm

Pullman Pa Ning Beach Resort, Pa Ning | 2026 CAp nhit gia, wu dai
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