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Tém tiit: bai viét phan tich vai tré quan trong ciia sw dong cam va thdu hiéu tam Iy khdch hang trong viéc ndng cao
chdt lrong dzch vu khach san, dac biét tai Viét Nam. Sy ddng cam giip nhdn vién tiép nhdn va chia sé cam xiic khdch hang,
xay dung moz quan h¢ tich cuc va nang cao sy hai long. Thau hiéu tam Iy khach hang hé tro dir dodn va ddp g cdc nhu
cau tlem an, tao trdi nghiém cd nhan héa. Két hop hai yéu to nay khong chi giup nang cao trai nghiém khdach hang ma con
ciing cé loi thé canh tranh bén viing cho khdch san. Bai bdo dé xudt cdc giai phdp thuec tién nhie dao tao kj nang dong cam,
xdy dung van héa phuc vu ldy khdach hang lam trung tam, iing dung cong nghé va quadn Iy dwa trén phan hoi dé phat trién
dich vu hiéu qua hon.
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Abstract: The article analyzes the important role of empathy and understanding customer psychology in improving
the quality of hotel services, especially in Vietnam. Empathy helps employees receive and share customer emotions, build
positive relationships and increase satisfaction. Understanding customer psychology helps predict and meet potential
needs, creating personalized experiences. Combining these two factors not only helps improve customer experience but
also strengthens sustainable competitive advantages for hotels. The article proposes practical solutions such as training
empathy skills, building a customer-centric service culture, applying technology and feedback-based management to

develop more effective services.
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I. PAT VAN DE

Nganh khach san dong vai tro then chét trong
phat trién kinh té du lich tai Viét Nam, noi du lich
ngay cang tr¢ thanh dong luc ting truong quan
trong (Nguyén Thi Hoa & Nguyén Thi Hang,
2017). Trong moi truong canh tranh khéc liét, chat
luong dich vu — dac bi¢t 1a sy tuong tac gitta nhan
vién va khach hang — 13 yéu t6 quyét dinh su hai
long va trung thanh cua khach hang (Nguyén Thi
Hong Hanh, 2022). Su dong cam, tirc kha ning
thdu hiéu va chia sé cam xuc khach hang, dong vai
tro tdm 1y quan trong trong nang cao trai nghiém
ca nhan hoa (Nysveen et al., 2018). Tai Viét Nam,
noi dé cao vin hoa hiéu khach, sy déng cam gitip
dap mg ky vong da dang cua du khach (N guyén
Thi Cam Phu, 2016). Tuy nhién, nghién ctru cu
thé vé vai tro cua sur dong cam trong nganh khach
san Viét Nam con han ché. Do d6, nghién ctru nay
nhim phan tich vai trd cua su dong cam va thiu
hiéu tam 1y trong viéc nang cao chat lugng dich
vu khach san, qua d6 dé xuét giai phap dao tao va
xay dung méi trudng 1am viéc phu hop nham ting
cuong nang lyc canh tranh cua nganh.
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II. NOI DUNG NGHIEN CUU

2.1 Khai ni¢m vé dong cam (Empathy)

Dong cam (empathy) duoc hiéu 1a kha nang
nhan biét, chia s¢ va thdu hiéu cam xuc, nhu cau
hoic quan diém ciia ngudi khac ma khong phan
xét (Nysveen et al., 2018). Theo nghién ctru ctia
Nguyén Thi Hong Hanh (2022), dong cam bao
gom hai loai chinh: ddng cam cam xuc (affective
empathy) va dong cam nhan thic (cognitive
empathy). Pong cam cam xic lién quan dén viéc
chia sé cam xtc v&i khach hang, vi du nhu cdm
nhén duoc sy that vong cua khach khi gdp van dé
vé dich vu. Trong khi do, d@)ng cam nhan thirc 1a
kha nang hiéu dugc quan diém hodc nhu ciu cta
khach hang thong qua viéc phan tich tinh hudng,
chéng han nhu nhén biét khach hang can sy hd
trg nhanh chong khi gap kho khan trong qué trinh
dat phong. Trong nganh khach san, dong cam
dong vai trd quan trong trong giao tiép va phuc
vu khach hang. Theo Tran Ha Thuy va cac cong
su (2019), nhan vién thé hién sy déng cam c6 thé
xdy dung mdi quan hé tich cuc véi khach hang,
tor d6 tang cuong su hai long va long trung thanh.
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Sy ddng cam gitp nhan vién khach san vuot qua
rao can van hoa va ngdn ngir, dic biét tai cac diém
dén nhu Viét Nam, noi khach hang quéc té ngay
cang gia tang (Nguyén Thi Cam Phu, 2016). Do
do, dong cam khong chi la mot k§ nang mém ma
con 1a mot yéu td chién luge dé nang cao chat
lugng dich vu.

2.2 Thau hiéu tim ly khach hang

Thau hiéu tim 1y khach hang dugc dinh nghia 1a
kha ning nhan dién va dap tmg cac nhu cau, mong
doi va trang thai cam xuic cua khach hang dua trén
viéc phan tich hanh vi va bdi canh (Nguyen Lé
Thi Van et al., 2021). Su thiu hiéu bao gom cac
yéu t6 nhu: (1) kha ning quan sat (nhan biét cac
tin hi¢u khong 101, nhu ngdn ngir co thé cua khach
hang); (2) ky nang lang nghe (hiéu 15 cac yéu cau
cu thé); va (3) kién thirc vé vin hoa va bdi canh
ca nhan cua khach hang (Solakis et al., 2022).
Trong nganh khach san, thau hiéu tam 1y khach
hang c6 vai tro quan trong trong viéc ca nhan hoa
dich vu. Theo Nguyén Thi Hoa va Nguyén Thi
Hang (2017), viéc hiéu rd tdm 1y khach hang gitip
nhén vién du doan nhu cau tiém an, tir d6 mang lai
trai nghiém ddc ddo va dang nhd. Chéng han, mot
nhan vién nha hang c6 thé nhan thdy khach hang
c6 tm trang khong tot va chu dong trd chuyén dé
tao khong khi thoai mai, hodc dé xuat mon an phu
hop véi s thich. Ung dung cta su thau hiéu tim
1y trong khéch san khong chi céi thién sy hai long
ma con gop phan xdy dung long trung thanh, ddc
biét khi khach hang cam thdy duoc quan tim va
ton trong (Osman & Sentosa, 2013). Tai Viét Nam,
noi vin héa hiéu khach dugc dé cao, su thau hiu
tam 1y khach hang 13 yéu té then chét dé dap tng
ky vong da dang cta du khéch trong va ngoai nudc.

2.3 Chit lwgng dich vu khach san

Chét luong dich vu khach san duoc xac dinh
boi kha nang dap ng hoac vuot qua ky vong
ctia khach hang théng qua cac yéu t6 hitu hinh
va vo hinh (Yang et al., 2016). Cac thanh phan
chinh cua chit luong dich vu bao gém: (1) thai do
phuc vu (sy nhiét tinh, than thién ctia nhan vién);
(2) k¥ ning giao tiép (kha ning truyén dat thong
tin rd rang va hiéu qua); (3) moi trudng vat chat
(tién nghi, sach s&, thiét ké); va (4) tinh dang tin
cay (dap ung ding cam két vé dich vu) (Nguyén
Vian Thuy & DPang Ngoc bai, 2012). Trong md
hinh SERVQUAL, su dong cam 13 mot trong nim
thanh phén ¢t 161, nhidn manh vai tro cua viée
thdu hiéu va quan tdm dén nhu cau ca nhan cia
khach hang (Nguyén Thi Phuong Thio, 2019).
Yéu t§ tam ly, dac biét 1a su déng cam va thiu

hiéu, c6 mbi lién hé chat ch& vai chit luong dich
vu khach san. Theo Yacouel va Fleischer (2012),
su ddng cam cta nhan vién dugc phan anh qua
cac danh gia truc tuyén, 1 yéu t6 quan trong dé
xay dung danh tiéng va ting gia tri cam nhan cta
khach san. Hon nita, sy thdu hiéu tdm 1y khach
hang cho phép nhan vién du doan va dap Uimg céac
nhu cau khong dugc noi ra, tir d6 nang cao trai
nghiém tong thé (Nguyén Thi Minh Ly, 2011).
Trong bdi canh canh tranh khoc liét cua nganh
khach san Viét Nam, viéc két hop céc yéu t6 tam
1y vao chién luoc dich vu khéng chi cai thién su
hai 16ng ma con gitp cac khach san xay dung loi
thé canh tranh bén viing.

2.4. Vai tro dong cam va thau hiéu tam ly
khach hang trong nang cao chit lwgng dich vu
khach san

2.4.1 Pong cim giip nhin vién chuyén
nghiép hon

Sur dong cam (empathy) dong vai trd quan trong
trong viéc nang cao kha ndng phuc vu cua nhan
vién khach san, gitip ho dép tng t6t hon cac nhu
cau va ky vong cta khach hang. Theo Nysveen
et al. (2018), dong cam cho phép nhan vién nhan
biét va cam nhan chinh x4c nhu cau ciing nhu cam
xuc cua khach hang, tir d6 xay dung moi quan hé
gan gui. Chang han, khi mot khach hang t6 ra lo
lang vé viéc dat phong sai thong tin, nhén vién thé
hién dong cam c6 thé nhén ra sy cang thang qua
ngdn ngit co thé hodc giong noi, tir d6 dwa ra giai
phép nhanh chéng va an ui khach hang mét céch
chan thanh. Piéu nay dic biét quan trong trong
nganh khach san Viét Nam, noi van hoa hiéu
khach doi héi sy quan tam sau sac dén trai nghiém
c4 nhan cua khach (Nguyén Thi Cam Phi, 2016).
Hon nita, ddng cam gitip nhan vién giai quyét
tinh hudng va xtr Iy phan nan hiéu qua hon. Theo
Tran Ha Thuy va cac cong su (2019), nhan vién co
kha nang dong cam c6 thé chuyén doi nhiing tinh
hudng tiéu cuc thanh trai nghiém tich cuc bang
cach lang nghe va thau hiéu quan diém cia khach
hang. Sy dong cam ciing gitp nhan vién tao su
gan giii va tin cdy, tir 6 nang cao su hai long cua
khach hang. Nguyén Thi Hong Hanh (2022) chi
ra rang khach hang tai cac khach san vira va nho &
Binh Duong danh gia cao sy déng cam cua nhan
vién, vi diéu nay khién ho cam thay dugc quan
tam c4 nhan.

2.4.2 Thau hiéu tim Iy khach hang

Théu hiéu tam 1y khach hang 1 qua trinh phan
tich va dap tmg cac yéu t6 tAm 1y nhu mong doi,
trai nghiém, van hoa va trang thai cam xtc cua
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khach hang. Theo Nguyén Lé Thi Van va cac
cong su (2021), viéc thau hiéu tam 1y khach hang
doi hoi nhan vién phai quan sat can than cac tin
hiéu khong 16, ling nghe yéu cau cu thé va hiéu
1d bdi canh van hoa cua khach. Su thau hiéu nay
cho phép nhan vién dinh hudng dich vu phu hop
véi tung nhom khach hang khac nhau, tir d6 nang
cao chat luong dich vu (Solakis et al., 2022).

Viéc thdu hiéu tAm 1y khach hang con gitp nhan
vién dy doan va dap tmg kip thoi cac nhu ciu tiém
an. Nguyén Thi Hoa va Nguyén Thi Hang (2017)
nhan manh rﬁng nhén vién khach san c6 thé nhan
biét cac nhu cau khong duge noi ra, nhu khi khach
hang to ra mét moi sau chuyén di dai va can hd trg
dic biét, chang han cung cip nudc udng hodc sip
xép check-in nhanh chéng. Tai Viét Nam, noi du
khach qudc té ngay cang da dang, viéc thau hiéu
cac khac biét van hoa (nhu so thich Am thuc hodc
phong céch giao tiép) trd thanh yéu t6 quan trong
dé c4 nhan héa dich vu. Sy thau hiéu tdm Iy khach
hang khong chi cai thién trai nghiém ma con giup
xdy dung long trung thanh. Osman va Sentosa
(2013) cho rang khach hang cam thy du’oc thau
hiéu s& c6 xu hudng danh gia tich cyc hon vé dich
vu va quay lai st dung dich vu trong tuong lai.
Diéu nay dic biét quan trong trong nganh khach
san, noi sy canh tranh phu thudc vao kha nang tao
ra trai nghiém déng nhd.

2.4.3.T4c dong tong thé dén chit lwrong dich vu

Su dong cam va thau hleu tam 1y khach hang
c6 tac dong tong thé sau sic dén chit lugng dich
vu khach san. Pau tién, chung giup nang cao trai
nghiém khach hang thong qua vi¢c ca nhan hoa
dich vu. Theo Yang et al. (2016), viéc nhan vién
thé hién sy dong cam va thau hiéu giup khach
hang cam nhan duoc gia tri ca nhan, tir do tang sy
hai 10ng. Su déng cam va thau hiéu gbp phan ting
su trung thanh va danh gia tich cuc tir khach hang.
Yacouel va Fleischer (2012) chi ra rang cac danh
gia truc tuyén thuong deé €ao su déng cam cua
nhan vién, vi day 14 yéu td tao nén an tuong lau
dai. Trong bdi canh Viét Nam, noi cic nén tang
nhu Booking.com va TripAdvisor ngay cang phd
bién, nhitng danh gié tich cuc vé su quan tam cua
nhan vién co thé nang cao danh tiéng va thu hat
thém khach hang (Nguyén Thi Minh Ly, 2011).Su
dong cam va thau hiéu gitp giam thiéu xung dot
va cai thién moi truong lam viéce tich cuc cho nhan
vién. Theo Nguyén Vin Thuy va Ding Ngoc Dai
(2012), khi nhan vién duoc dio tao dé thau hiéu
tam 1y khach hang, ho c6 kha nang xir Iy khiéu nai
mot cach khéo 1éo, giam cang thing trong cong
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viéc. Déng thoi, mot moéi truong lam viée khuyén
khich su déng cam s€ tao dong luc cho nhan vién,
gitp ho cam théy duoc ton trong va hd tro, tir do
nang cao hiéu suat 1am viéc (Nguyén Thi Phuong
Thao, 2019). Két qua 13, chat lugng dich vu khong
chi duoc cai thién tir goc do khach hang ma con tu
hiéu qua van hanh ndi bd ctia khéch san.

2.5. Giai phap ning cao vai tro dong cam
va thau hiéu tim 1y khach hang trong dich vu
khach san

Thir nhat: Pao tao ki ning dong cam va
giao tiép cho nhan vién. Viéc nang cao su dong
cam va thau hiéu tam 1y khach hang doi héi cac
khach san phai trién khai cac chuong trinh dao tao
chuyén sau vé ky ning mém va ky ning tam ly
cho nhan vién. Cac khéa dao tao cin tip trung vao
viéc rén luyén kha ning lang nghe tich cuc, nhan
dién cac tin hiéu khong 161 nhu biéu cam khuon
mit hay ngon ngir co thé, va xur 1y cac tinh hudng
nhay cam mdt cach khéo 1¢o. Vi dy, nhan vién
18 tan c6 thé duge hudng dan cach nhan biét khi
khéach hang té ra mé¢t méi hoac lo léng, tr do su
dung ngdn ngir an i nhu: “Ching t6i hiéu chuyén
di cua anh/chi co thé vt va, hay dé chung t6i hd
tro ngay lap tuc.” Cac chuong trinh dao tao nén
két hop céc bai tap thuc hanh nhu nhap vai dé mo
phong cac tinh huéng thyc té, chang han xu ly
phan nan vé chat luong phong hodc dap ung yéu
cau dac biét cua khach hang. Ngoai ra, dao tao can
nhin manh ca ddng cam cam xuc (chia sé cam xiic
v6i khach) va dong cam nhan thirc (hiéu rd quan
diém cua khach), gitip nhan vién khéng chi phan
g ma con du doan nhu cau ciia khach hang mot
cach hi¢u qua.

Thi hai: Xdy dung vin héa phuc vu lay
khach hang lam trung tam. Viéc xay dung mét
van hoa phuc vu ldy khach hang 1am trung tim
1a giai phap c6t 156i dé thuc diy sy dong cam va
thdu hiéu tim 1y khach hang. Céac khach san can
khuyén khich nhan vién dit minh vao vi tri cta
khach dé hiéu rd hon vé nhu cau va ky vong cta
ho. Vi dy, mot nhin vién budng phong co thé
tudng tuong cam gidc cua khach khi budc vao
mot can phong sach s€, thoai mai sau mot chuyén
di dai, tir 6 chu y hon dén cac chi tiét nho nhu
sap xép dd dung gon gang hay dam bao phong c6
anh sang de chiu. Dé xdy dung van héa nay, ban
lanh dao can thudng xuyén to chirc cac bu01 thao
luan nhom, chia sé cau chuyén thanh cong vé viée
phuc vu khach hang, va khen thudng nhiing nhan
vién thé hién sy quan tim dic biét. Viéc tao ra mot
moi truong 1am viée khuyén khich sy dong cam
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khong chi gitip nhan vién cam thdy dugc hd tro
ma con thiic day ho mang lai trai nghiém tot hon
cho khach hang, tir d6 ning cao danh tiéng cua
khach san.

Thir ba: Ung dung cong nghé hd tro thiu
hiéu khach hang. Cong nghé dong vai trd quan
trong trong viéc hd tro nhan vién thau hiéu tam ly
khéach hang thong qua viéc thu thdp va phan tich
dit lidu. Céc khach san co thé st dung hé théng
quéan 1y khach hang (CRM) dé luu trit thong tin vé
sO thich, thoi quen va phan hoi cua khach, tir 6
gitp nhan vién dy doan nhu cAu mot cach chinh
xac hon. Chang han, néu dir liéu cho thdy mot
khach hang thuong yéu cau _phong yén tinh, nhan
vién co thé chu dong sap xép phong & khu vy it
tiéng 6n. Ngoai ra, cac cong cu phan tich phan
hdi truc tuyén tir cac nén tang nhu Booking.com
hodc TripAdvisor c6 thé gitp khach san xac dinh
cac xu hudng tim 1y ctia khach hang, chang han
nhu mong mubn duogc phuc vu nhanh chong hoac
nhu ciu vé dich vu c4 nhan héa. Viéc mg dung
cong nghé khong chi hd trg nhan vién trong viéc
thau hiéu khach hang ma con giap t6i uvu héa quy
trinh phuc vy, ttr 46 nang cao chét lugng dich vu
tong thé.

Thir tu: Quan ly va danh gia dwa trén phan
héi ciia khach hang.Dé dam bao sy dong cam va
thau hiéu tdm 1y khach hang duoc duy tri trong
dich vu, cac khach san can thiét 1ap céc ti€u chi do
ludong cu thé dwa trén phan hdi ciia khach hang.

Céc tiéu chi nay c6 thé bao gdm murc do hai long
v6i thai do clia nhan vién, kha ning giai quyét
van dé nhanh chong, hodc mirc d§ c4 nhan hoa
trong dich vu. Vi du, khéach san c6 thé sir dung
bang khao sat sau khi khach check-out dé danh
gia xem nhan vién co thé hién sy quan tdm va thau
hiéu hay khéng, chang han théng qua cau hoi:
“Nhéan vién c6 hiéu va dép tmg tot nhu cau ctia
quy khach khong?” Dua trén phan hdi nay, ban
quan 1y co thé danh gia hiéu qua cta timg nhan
vién va to chirc cac bubi dao tao bd sung néu can.
Ngoai ra, vi¢c cong khai khen thuong nhiing nhan
vién nhan dugc danh gia tich cuc tir khach hang s€
khuyén khich d6i ngii duy tri sy dong cam trong
cong vige, tu do nang cao chét luong dich vu va
trai nghiém khéch hang.

1. KET LUAN

Nghién ctru khang dinh sy dong cam va thau
hiéu tdm 1y khach hang 1a nhén t6 then chdt gitip
nang cao chét lugng dich vy khéach san. Nhan vién
thé hién sy d6ng cam va hiéu rd tam 1y khach hang
khong chi dap tmg tot nhu cau va cam xdc ma
con tao trai nghi¢ém ca nhan hoda, gia tang sy hai
long va trung thanh. Pac bi¢t tai Viét Nam, yéu
t6 nay gop phan tao lgi thé canh tranh bén viing
trong nganh khach san. Cac giai phap nang cao
k¥ ning ddng cam va thau hiéu tdm 1y cho nhan
vién s€ gitip khéach san phat trién dich vu hiéu qua,
phu hop véi xu hudng thi truong va ky vong ngay
cang da dang cua khach hang.

TAI LIEU THAM KHAO

1. Nguyén Thi Hoa, & Nguy&n Thi Hing. (2017). Nghién ciru v& vai trd ciia du lich trong phat trién kinh té va vin hoa. Tap chi Du
lich Viét Nam, 15(2), 45-52.

2. Nguyén Thi Hong Hanh. (2022). Anh huéng cia chit luong dich vu dén sy hai long khach hang trong nganh khach san. Tap chi
Quan tri va Kinh doanh, 8(1), 34-41.

3. Nysveen, H., Pedersen, P. E., & Skard, S. (2018). Empathy in service encounters: The role of emotional and cognitive empathy in
customer satisfaction. Journal of Service Management, 29(5), 751-769.

4. Trin Ha Thuy, Nguy&n Thi Lan, & L& Minh. (2019). Tac dong ciia sy ddng cam cta nhan vién t6i trai nghiém khach hang trong
nganh khach san. Tap chi Khoa hoc va Cong ngh¢, 7(3), 112-119.

5. Nguyén Thi CAm Phu. (2016). Van hoa hiéu khéch Viét Nam va ung dung trong nganh du lich. Tap chi Van hoa Ngh¢ thuat, 10(4), 27-34.

6. Nguy&n Lé Thi Van, Trin Quang Huy, & Pham Thi Mai. (2021). Thiu hiéu tam ly khach hang trong dich vu khach san. Tap chi
Kinh t& va Quan ly, 12(6), 56-64.

7.Solakis, A., Tzikas, G., & Papadakis, V. (2022). Non-verbal communication and customer satisfaction in hospitality: A psychological
approach. International Journal of Hospitality Management, 105, 103256.

8. Osman, M., & Sentosa, 1. (2013). The influence of customer understanding on customer loyalty in service industry. Journal of
Marketing Research, 50(4), 517-529.

9. Yang, Z., Fang, X., & Zhang, Z. (2016). Service quality and customer satisfaction in hotels: An integrated model. Tourism
Management, 52, 47-55.

10. Nguyén Vin Thuy, & Ding Ngoc Dai. (2012). Danh gia chét luong dich vu khéch san tai Viét Nam. Tap chi Kinh té Viét Nam,
6(2), 78-85.

11. Nguyén Thi Phuong Thao. (2019). Vai tro ciia déng cam trong dich vu khach san hién dai. Tap chi Quan ly va Phat trién, 4(1),99-107.

12. Yacouel, N., & Fleischer, A. (2012). The role of empathy in online customer reviews: An empirical study. Journal of Interactive
Marketing, 26(4), 251-262.

13. Nguyén Thi Minh Ly. (2011). Tac dong ciia trai nghiém khach hang dén sy hai long va trung thanh. Tap chi Kinh t& va Quan tri,
8(3), 22-29.

TAM LY - GIAO DUC | 165



