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Tom tit: Nghzen cteu nay nham phan tich ky vong ciia cdc nha tuyén dung khéach san doi voi viéc sir dung tzeng Anh cua
sinh vién méi tot nghiép trong méi triwong lam viéc, thong qua phmmg phap dinh tinh. Cac cuéc phong van ban cau tric da
diege thuee hién véi tam quan Iy khdch san dén tir cac khdch san quéc té 5 sao tai Hai Phong. Dir liéu sau d6 dwoc phan tich
bang phwang phap phan tich chii dé, dwa trén mé hinh Target Situation Analyszs cua Hutchznson va Waters (1987). Két qua
cho thdy nang lyc tiéng Anh (ddc biét la ky ndng néi va viét) la mot yéu cau co ban doi véi tat ca cac bé phan trong khach
san, trong do cde vi tri tiép xiic truec tiép voi khdch doi hoi trinh dé cao hon. Bén canh dé, giao tiép néi bé giita cdc nhdn
vién — bao gom ca hién tieong chuyén ngiv (code—swztchzng) déng vai tré quan trong trong hoat dong hang ngay. Ngoaz ra,
viéc biét sir dung ngon ngit lich sw khi giao tiép véi khach ciing dwoc xem la mét ky vong quan trong tie phia nha tuyén dung.

Tir khéa: Phdn tich nhu cau, tiéng Anh trong nganh khdch san, tiéng Anh chuyén nganh (ESP)
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Abstract: This study aims to analyze hotel employers’ expectations regarding the use of English by recent graduates in
the workplace through a qualitative approach. Semi-structured interviews were conducted with eight hotel managers from
five-star international hotels in Hai Phong. The data were then analyzed using thematic analysis, based on Hutchinson
and Waters’ (1987) Target Situation Analysis model. The findings indicate that English proficiency—especially in speaking
and writing—is a basic requirement across all hotel departments, with higher levels expected for guest-facing positions.
Additionally, internal communication among staff—including the phenomenon of code-switching—plays an important role
in daily operations. Moreover, the ability to use polite language when interacting with guests is also considered a key

expectation from employers.
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I. PAT VAN PE

Trong nganh khich san qudc té, tiéng Anh
khong chi 14 ngdn ngir giao tiép voi khach hang
ma con 14 phuong tién trao ddi cong viéce giira cac
nhan vién trong méi trudng da qudc gia. Du sinh
vién t6t nghiép nganh ngoai ngit thuong dugc dao
tao vé tiéng Anh, nhiéu nguoi van gip kho khan
khi str dung ngén ngit nay trong moi truong lam
viéc thuc té, ddc biét 1a & cac vi tri tiép xuc truc
tiép voi khach. Nghién ctru nay nham tim hiéu ky
vong cuia nha tuyén dung dbi voi ning luc tiéng
Anh cua sinh vién mdéi ra trudong, tdp trung vao
ba khia canh: trinh d0 ngon ngtr, nang luc giao
tiép ndi bo, va kha ning st dung ngodn ngir lich
su trong dich vu. Thong qua d6, nghién ctu gép
phan dé xuat huéng diéu chinh nodi dung dao tao
tiéng Anh chuyén nganh pht hop hon véi thuc
tién nganh khéach san.
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II. NOI DUNG NGHIEN CUU

2.1. Co s6' ly luén

Tiéng Anh dugc xem 1a ngdn ngir mic dinh
trong nganh khach san qudc té, khong chi dé giao
tiép voi khach ma con 13 cong cu trao doi cong
viéc gitra cac nhan vién trong moi truong da qudc
gia. Trinh d6 tiéng Anh vi thé tré thanh yéu t6
quyét dinh co hoi viéc 1am va thing tién. Tuy
nhién, van ton tai khoang cach 16n giira yéu cau
cong viéc va nang luc ngdn ngit thuc té cua sinh
vién moi ra truong. Nghién clru nay su dung Mo
hinh Phén tich Tinh huéng Muc tiéu (TSA) nham
xac dinh cac nhiém vu giao tiép bang tiéng Anh
va tiéu chuan sir dung ngdn ngit ma nha tuyén
dung ky vong, dac biét nhan manh vao nang luc
giao tiép va viéc sir dung ngdn ngir lich su trong
mdi truong dich vu. Dya trén 1y thuyét Lich su
cua Brown va Levinson (1987), nghién ctru chi ra
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rang sinh vién can c6 ning lyc ngdn ngit chuyén
nganh, kha ning giao tiép linh hoat va k¥ ning
ngit dung dé xir 1y cac tinh hubéng nhay cam.
Két qua gop phan dinh hudng dio tao tiéng Anh
chuyén nganh khach san tai Viét Nam sat voi yéu
cau thuc tién hon.

2.2.Phuong phap nghién ciru

Nghién ciru ndy sir dung thiét ké nghién ciru
dinh tinh, vi myc tiéu chinh 1a tim hiéu quan diém
va ky vong ciia cac nha tuyén dung dbi véi ning
luc sir dung tiéng Anh trong méi truong khach san
thuc té. Phuong phap nghién ctru dinh tinh ciing
cho phép nha nghién ciru tiép can sau hon vio cac
ddc diém ngdn ngit cu thé cling nhu nhu cau giao
tiép ma sinh vién mdi t6t nghiép can dap tng.
Nghién ctru chon phan tich di liéu theo mo hinh
Phén tich Tinh huéng Muyc tiéu (Target Situation
Analysis — TSA) do Hutchinson va Waters (1987)
dé xuat vi mo hinh nay hd trg viéc xac dinh cac
nhiém vu va tinh hubng giao tiép ma nguoi hoc
s€ gap phai trong mdi truong lam viée, tr do xay

dung ndi dung dao tao phu hop véi thuc tién.
Ngoai viéc 4p dung m6 hinh TSA, nghién clru con
tham khao khung nang luc giao tiép ctia Canale va
Swain (1980) cung Ly thuyét Lich su ctia Brown
va Levinson (1987) dé xay dung cau hoi phong
van va phan tich dir liéu. Ca hai khung 1y thuyét
nay gitip 1am 16 nhiing khia canh cy thé trong cach
sir dung tiéng Anh cta nhan vién khach san va tir
d6 hd tro viéc dién giai két qua nghién ctru mot
cach sau sac hon.

Nghién ctru dugce thuc hién thong qua phdng
van ban ciu tric voi cac quan 1y dén tir cac khach
san qudc té 5 sao tai thanh phd Hai Phong. Nhiing
nguoi tham gia duoc Iya chon bang phuong phap
chon méu c6 chii dich két hop vé6i ki thuat lay
mau theo chudi gidi thiéu (snowball) nhim dam
bao tiép can duoc cac quan 1y cdp cao co nhidu
kinh nghiém thyc tién trong nganh (da sé co tir
10 d&én 20 nam kinh nghiém). Nho do, dir liéu thu
thap dugc phan anh sau sic ky vong thuc té ciia
nha tuyén dung ddi véi viéc sir dung tiéng Anh
trong moi truong khach san.

Chirc danh nguoi tham gia B¢ phan lam viéc S6 lwong
Trudng phong Nhan sy B6 phan Nhan su 1
Giam ddc bo phan Phong Bo phéan Phong 1
Quan ly bd phan F&B B6 phan F&B 3
Quan 1y bo phan Tién sanh B6 phéan Tién sanh 2
Trudng phong Sales & Marketing B6 phan Sales & Marketing 1

Téng cong c6 8 cudc phong van chuyén sau
duoc tién hanh, trong d6, 7 cudc dugc thuc hién
tryc tiép va 1 cude duge thuc hién truc tuyén (voi
Truong phong Sales & Marketing). Mdi cudc
phong van kéo dai tir 45 dén 60 phiit va déu duoc
ghi 4m sau khi c6 su dong ¥ clia ngudi tham gia.
Cac thong tin ¢4 nhan duoc gilr bi mat tuy¢t ddi,
va toan b ndi dung tra 161 déu duoc an danh trong
qua trinh phan tich va trinh bay két qua nghién
ctru. Dir liéu phong van dugc chép lai va phan
tich theo phuong phap phan tich chii dé (thematic
analysis) dua trén quy trinh 6 budc do Braun &
Clarke (2006) dé xuat. Két qua phan tich da xac
dinh dwoc mot sb chu d& chinh phan anh cac khia
canh khac nhau trong ky vong cua nha tuyen dung
va duoc trinh bay chi tiét trong phan Két qua va
Thao luén sau day.

2.3.Két qua phén tich va thao luin

*Ai can sir dung tiéng Anh va khi nao tiéng Anh
dwoc sir dung: Ky vong vé nang lyc tiéng Anh doi
Véi sinh vién mdi tot nghiép

Dt li¢u thu thap cho théy, tai cac by phan tién

sanh, tiéng Anh chi yéu duoc st dung trong cac
tuong tac v6i khach dé xir Iy cac cong viéc nhu
nhan dit phong, ho tro 1am thi tuc nhan/tra phong,
tra 161 thic mic hodc khiéu nai tir khach, cling nhu
tu van vé dich vu an uéng, diém tham quan hodc
tién ich cua khach san. Ngoai ra, tiéng Anh con
dugc sur dung trong mot $6 cong viéc khac nhu
viét email cho khach hodc nha cung cap, doc va
hiéu cac Quy trinh Thao tac Chuan (SOP), hoic
dich lai yéu cAu cta khach cho nhting nhan vién
khong thanh thao tiéng Anh. Mot s6 quan 1y ciing
nhan manh rﬁng 18 tan con dam nhiém vai tro hd
tro phong ké toan — vi du nhu x4c nhan héa don,
xir 1y hoan tién hodc xuat hoa don d6 cho khach —
do d6, nhan vién can nam duoc cac thuat ngtlr tai
chinh co ban bang tiéng Anh.

Khéng chi dimg lai ¢ giao tiép vi khach, tiéng
Anh con déng vai trd quan trong trong giao tiép
ndi bo gilta cac nhan vién. Tai nhiéu khach san
qudc té, d6i ngii nhan sy bao gdm ca ngudi Viét
va nguoi nude ngoai, nén tiéng Anh dugc sir dung
nhu ngdn ngir 1am viéc chung dé trao ddi thong
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tin va ban giao ca truc. Déac b1et 1a, ngay ca gitia
cac nhan vién ngudi Viét, tiéng Anh van thuong
xuyén duogc s dung trong cac thuat ngtr chuyén
mon. Pay 1a mot dang chuyén ma ngén ngit, khi
cac tu vyng dac thu cua nganh (vi du: “chi o1 chi
clean room cho khach chua?”, “chi o1 phong nay
room move”, hoac “dua chi cai dust”) dugc st
dung hang ngay gitta cac nhan vién ngudi Viét.
Véi mie d6 sir dung phd bién nhu vay, viéc dua
cac thuat nglr chuyén nganh nay vao chuong trinh
ESP 14 diéu can thiét dé giip sinh vién mai ra
truong tranh nhing hiéu nham trong giai doan
dau di lam. Khong chi giéi han & bo phan Budng
phong, hién tuong nay con dién ra & cac bo phan
khéc nhu F&B (nhén vién goi tén moén an, dung
cy, ruou bang tiéng Anh), L& tan (trao doi cac thao
tac trén PMS bang tiéng Anh), hodc Ban diéu hanh
sir dung cac thuat ngir viét tit nhu FOM, DOR,
HKM... dé goi tén vj tri.

Qua tat ca cac cudc nghién clru tuong tu, cac
quén 1y khach san déu nhan manh rang tiéng Anh
13 yéu cau nén tang ddi v6i moi vi tri, bat ké thudc
bd phan nao (Youngblood et al., 2020). Tuy nhién,
mirc d6 thanh thao tiéng Anh dugc ky vong s& khac
nhau gifta cac vi tri cong viéc. Déi v6i cac vi tri
khong tiép xuc truc tiép v6i khach, dic biét & bo
phan Budng phong va Am thue (vi du: nhan vién
buong, gidt la, bép), chi can trinh do tiéng Anh co
ban dé hiéu va dap ung cac yéu cau cua khach.
Nguoc lai, nhitng vi tri thuong xuyén giao tiép
v6i khach nhu Lé tin, Nha hang, Concierge, va B
phan Chiam séc khach hang can c6 trinh do tiéng
Anh cao hon. Pdc biét, nhitng vi tri nhu Guest
Relation hodc Butler khong chi yéu cau tiéng Anh
churc ndng ma con doi hoi kha nang tro chuyén sau
hon voi khach — goi 1a “small talk” — dé tao méi
quan h¢ va nang cao trai nghi¢m dich vu. Ngoai
ra, nhiéu quan 1y ciing nhan manh rang k¥ ning
doc SOP, sir dung phan mém quén 1y khach san
(PMS), va tiép nhan brief tir cp trén thuong st
dung tiéng Anh, do vay sinh vién khong nén danh
gia thap vai tro cta k¥ ning doc hiéu trong cong
viéc hang ngay.

Cu thé, khi dugc hoi vé mirc trinh o cu the,
mot sb quan ly cho rang diém IELTS 5.5 Ia
ngudng t6i thiéu phu hop cho cac ung vién ung
tuyén vao vi tri L& tan. Mac du khong phai tat ca
nguoi dugce phong van déu dua ra yéu cau diém
s6 cu thé, nhitng ngudi ¢6 chia sé cho biét rang ho
s& can nhic nhiing tmg vién ghi diém IELTS 5.5
trong CV cho vong lién hé tiép theo. Mot quan 1y
khéc cho biét thém, dya trén kinh nghiém tuyén
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dung ctia minh, nhimng ung vién c6 “diém IELTS
6.0 hodc 7.0, hoac TOEIC tur 700 tr¢ 1én” thuong
tao dugc an tuong manh véi nha tuyen dung. Tuy
nhién, “mic 5.5 IELTS van co thé chép nhan
dugc” néu ing vién c6 “ky ning giao tiép tot tong
thé va hiéu biét vé& nganh khach san”. Tuy nhién,
mot s& quan 1y ciing luu ¥ ring diém sb chi nén
dugc xem nhu mot chi dau ban dau; kha nang tmg
dung thuc té — tirc phan xa ngdn ngir, kha nang xu
ly tinh huong va thai d¢ khi giao t1ep méi 1a yéu
t6 quyét dinh trong vong phong van va qua trinh
thir viéc.

*Can sir dung tiéng Anh nhie thé nao va sir
dung vao viéc gi: Cdc ky nang ngon ngit va chién
lirge giao tiép ma nha tuyen dung ky vong

Céc nha tuyén dung déu nhin manh ring ky
nang néi va nghe 1a hai nang luc quan trong nhat
d6i vai sinh vién méi t6t nghiép khi 1am viéc tai
cac khach san 5 sao. Ho cho biét nhiéu nhan vién
moi thuong gap kho khan trong viée hiéu cac
giong tiéng Anh khac nhau va khong thé phan
héi nhanh chéng voi khach. Mot quan 1y chia sé:
“Nhiéu ban méi ra trudng rat lung tung khi giao
tiép v6i khach. Céc ban biét tiéng Anh nhung mat
qua nhiéu thoi gian dé phan hoi.” Mot quan ly
khac cho biét: “Nhan vién cta ching toi can c6
kha nang phan rng ngay lap ttrc, khong nén ngap
ngung qua lau. Khach khong thich phai cho.”
Tham chi, c6 nhitng trudng hop nhan vién hiéu
dugc yéu cau cua khach nhung khong thé noi ra
duoc cau phan hoi don gian, hodc ndi ngit ngt,
khién khach cam thiy khong yén tdm vé dich vu.
Mot sd ban con c¢6 xu hudng né tranh giao tiép
bang cach it lui, hodc khong gidi thich 1d rang
khién khach bi “hut hing”.

Mot thach thire khac ciing dugc cac quan 1y dé
cap l1a viéc nhan vién mai gap kho khan trong viée
nghe hiéu cac giong tleng Anh khac nhau, ddc biét
1a tr nhitng khach dén tir cac qubc gia khong sur
dung tiéng Anh 13 ngdn ngir chinh. Cac nha tuyén
dung cho biét phén l6n khach quéc té tai khach
san dén tir Han Qudc, Trung Qudc, Nhat Ban va
An D¢. Do d6, sinh vién méi ra trudng can duoc
chuin bi dé nhan dién duogc cac dac diém phat
am pho bién trong cac giong tiéng Anh nay, nham
hiéu va phan hoi hiéu qua hon. Mot quan 1y chia sé
rang co truong hop sinh vién nghe nham sé phong
hodc s6 tién trong don dit mon, din dén sai sot
nghiém trong trong quy trinh phuc vu. Diéu nay
cho thay cac chuong trinh dao tao tiéng Anh can
tich hop thém hoat dong luyén nghe thyc té, gitp
ngudi hoc tiép xtc véi da dang giong néi trong
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moi trudng sir dung tiéng Anh toan cau Ngoai ra,
viéc luyén tap cac tinh hudng thuc té co yéu to
thot gian va ap luc (vi du nhu check-in trong glo
cao diém hogc xir ly. khiéu nai khi khach dang ndi
gian) ciing 1a diéu can thiét dé cai thién kha ning
phan xa va diéu tiét cam xtic trong giao tiép.

Bén canh k¥ ning nghe va néi, cic nha tuyén
dung ciing ky vong nhan vién ludn str dung tiéng
Anh lich sy va chuyén nghiép khi giao tiép voi
khach. Mot sé biéu hién lich su phd bién duoc
nhiéu ngudi phong van dé cap bao gom: thém tir
“please” khi dua ra dé nghi hoac yéu cAu; sir dung
ciu trac “Would you/Could you (mind)...” thay
vi “Can you...”; dung cau hoi “How may I assist
you?” thay cho “What do you want?”; hoic xin 16i
dung cach bang cach néi “I’'m very sorry for the
inconvenience” thay vi chi né1 “Sorry”. Pac bi¢t,
trong nhiing truong hop khach té ra kho chiu, nhan
vién khach san dugc ky vong phai giir thai do binh
tinh, sir dung ng6n nglr nhe nhang va thé hién sy
dong cam dé xir Iy khiéu nai. Mot quan Iy b6 phan
Am thyc (F&B) chia sé vé tinh hudng thudng gip
v6i thyuc tap sinh va sinh vién mdi ra truong: “Du
cac ban hiéu rd quy trinh xtr Iy khiéu nai, nhung
lai khong noi gi voi khéach trude khi ro1 khoi hién
truong, khién khach co cam giac bj bo roi.” Ngoai
ra, mdt s6 nhan vién khi hudng dan khach thuong
dung cau m¢nh 1énh don gian nhu “Go there” hodc
“You take this way”, tao cam giac tho 16, trong khi
chi can diéu chinh thanh “You may go this way,
please” 1a da thé hién dugc su chuyén nghiép va
than thién. Nhing ky vong nay ciing phu hop voi
két qua ctia nhiéu nghién ctru trude do trong cling
linh vuc (Nickerson, 2017; Blue & Harun, 2003),
d6ng thoi chi ra rang cac chuong trinh dao tao nén
tang cudong chu trong vao k¥ ning mém, dic biét

la kha nang st dung ngdn ngir lich sy va ngoai
giao trong céac tinh huéng dich vu. Viéc dua vao
cac budi thyc hanh mo6 phéong (role-play) cac tinh
hudng tiép xuc vé6i khach, kém theo phan hoi cu
thé tir giang vién hodc chuyén gia trong nganh, s&
gitip sinh vién vira trau dbi k¥ ning ngdn ngit, vira
hinh thanh phan xa giao tiép phu hop voi chuan
muc nghé nghiép.

III. KET LUAN

Nghién ctru khiang dinh rang k¥ ning noéi va
nghe dong vai tro then chét dbi v6i sinh vien méi
t6t nghiép khi lam viéc trong khach san 5 sao, dac
biét 0 cac vi tri tiép xuc truc tiép véi khach. Trinh
d6 tiéng Anh duoc ky vong ¢ mirc IELTS 5.5-6.0
tro 1én, va di kém voi do 1a kha nang giao tiép lich
su, chuyén nghiép va thé hién su dong cam. Két
quéa nghién ctru con chi ra rang, tiéng Anh ciing
duoc str dung rong rii trong giao tiép nodi bo, bao
gdm cac cum tir chuyén ma va thuat ngit chuyén
nganh giira cac nhan vién nguoi Viét. Diéu nay
cho thiy su can thiét cua viéc dua cac tinh hudng
thyc té va tir vung nganh nghé vao chuong trinh
dao tao ESP, dong thoi ting cudng thuc hanh véi
cac giong tiéng Anh da dang tir khach quéc té.
Nhu vy, ¢6 thé thay rang chuong trinh dao tao
cén gan chit hon véi méi trudng lam viée thyc
té, khong chi rén ky nang ngén ngir ma con phat
trién k§ nang mém va hiéu biét lién van héa. Viéc
hop tac gitta nha trudng va doanh nghiép 1a diéu
thiét yéu dé dam bao chwong trinh hoc ludn cap
nhat va sat voi nhu ciu nganh. DU pham vi nghién
clru con gi6i han, két qua da mé ra hudng cho
cac nghién ciru sdu rong hon trong tuong lai, dac
biét la huong nghién cuu vé theo ddi su phat trién
nang luc giao tiép cua sinh vién trong qua trinh
lam viéc thuc té.

TAI LIEU THAM KHAO

Baum, T. (2002). Skills and training for the hospitality sector: A review of issues. Journal of Vocational Education &

Training, 54(3), 343-364.

Blue, G. M., & Harun, M. (2003). Hospitality language as a professional skill. English for Specific Purposes, 22(1), 73-91.

Braun, V., & Clarke, V. (2006). Using thematic analysis in psychology. Qualitative Research in Psychology, 3(2), 77-101.

Brown, P., & Levinson, S. C. (1987). Politeness: Some universals in language usage. Cambridge University Press.

Nickerson, C. (2017). (Im)Politeness in business communication. In F. Bargiela-Chiappini & D. Z. Kadar (Eds.), The
Palgrave Handbook of Linguistic (Im)politeness (pp. 577-596). Palgrave Macmillan.

Nickson, D., Baum, T., Losekoot, E., Morrison, A., & Frochot, I. (2003). Skills, organisational performance and
economic activity in the hospitality industry: A literature review. Economic and Social Research Council, UK.

Wang, Y.-F., & Tsai, C.-T. (2014). Employability of hospitality graduates: Student and industry perspectives. Journal of

Hospitality & Tourism Education, 26(3), 125-135

Youngblood, B., Hinson, T., & Jernigan, M. (2020). Learning English as a second language in the back-of-the-house:
Perceptions of hotel supervisors and managers. Journal of Hospitality & Tourism Education, 32(4), 197-207.

TAM LY - GIAO DUC | 235



