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Tom tit: Nghién ciru nham phdn tich anh huong ciia cac yeu 1 giao tiép nghé nghiép dén trai nghiém lwu trii ciia khdach
hang tai khach san Indigo Saigon. Dua trén co so ly thuyet vé giao tiép trong . khach san, trai nghiém khach hang va chat
lwgng twong tac dich vy, nghién ciru xem xét sau yéu 16 giao tiép gom: giao tiép ngon ngik ré rang, giao tiép phi ngén ngiv
chuyén nghiép, ky nang lang nghe, sw dong cam, khd ndang xir Iy van dé va giao tzep ca nhan hoa. Dir lieu dwoc thu thap
tir 258 khach hang da luu tri tai khach san Indzgo Salgon va dirge phan tich bang Cronbach’s Alpha, EFA, twong quan
Pearson va hoi quy tuyén tinh. Két qua cho thay 5/6 yéu té cé anh huong tich cuc dén trai nghzem luu tru. Trong do, giao
tiép cd nhan héa c6 anh hu"ng manh nhat, tiép theo la ky nang lang nghe kha nang xir 1y van dé, sy dong cam va giao tzep
ngon ngir ro rang. Giao tlepphl ngon ngit khéng c6 anh hwong truc tiép o y nghia thong ké. Két qud nghién civu gép phan
lam ré vai tro cua giao tiép nghe nghiép trong ndng cao trai nghiém khach hang tai khach san do thi mang phong cach
song, dong thoi dé xudt mot s6 ham ¥ quan tri cho hoat ddng dao tao va phdt trién nhéan vién tuyén dau.

Tir khéa: giao tiép nghé nghiép; trdai nghiém luu trii; khéch san Indigo Saigon; giao tiép cd nhéan héa.

THE IMPACT OF PROFESSIONAL COMMUNICATION ON CUSTOMER STAY
EXPERIENCE AT INDIGO SAIGON HOTEL

Abstract: This study aims to analyze the influence of professional communication factors on customer stay experiences
at the Indigo Saigon Hotel. Based on the theory of hotel communication, customer experience, and service interaction
quality, the study examines six communication factors: clear verbal communication, professional nonverbal communication,
listening skills, empathy, problem-solving ability, and personalized communication. Data was collected from 258
customers who stayed at the Indigo Saigon Hotel and analyzed using Cronbach's Alpha, EFA, Pearson correlation, and
linear regression. The results show that 5 out of 6 factors have a positive influence on the stay experience. Among them,
personalized communication has the strongest influence, followed by listening skills, problem-solving ability, empathy,
and clear verbal communication. Nonverbal communication does not have a statistically significant direct influence. The
research findings contribute to clarifying the role of professional communication in enhancing customer experience at

lifestyle urban hotels, and also propose some managerial implications for training and development of frontline staff-

Keywords: professional communication; guest experience; Indigo Saigon Hotel, personalized communication.

Nhdn bai: 19/04/2026

I. DAT VAN PE
Hién nay, Thanh phd H6 Chi Minh duoc biét
dén 1a diém dén du lich va trung tdm luu tra 16n
nhét cia ca nude. Su phét trién manh mé nay kéo
theo bdi canh canh tranh v6 cung khdc liét trong
linh vuc kinh doanh khach san d6 thi, doi hoi cac
doanh nghiép phai khong ngimg nd lyc dé duy tri
hoat dong va gilt chan du khach. Trong mot thi
truong ma cac tiéu chuan dich vu ngay cang duoc
nang cao, sy hai long cua khéach hang da tr¢ thanh
muc tiéu séng con quyét dinh sy thanh bai cia
mot thuong hi¢u khach san.
Dé tao ra loi thé canh tranh, nhiéu chu dau tu
san sang phan bo ngudn ngﬁn sach khéng 16 nhém
“xanh hoa” hoac nang cap “phan cimg” bao gdm
co s& vat chat, kién triic xa hoa va ha tang thong
minh. Tuy nhién, trdi nghiém luu trit ddng nho cua
khach hang khong chi don thuin dén tir su sang
trong cla co sO vat chit, ma cdt 16i ndm & chat
luong tuong tac gitta nhan vién va khach luu tra.
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Nganh dich vu khach san vé co ban phu thudc rat
16n vao chit luong twong tic cta con ngudi, noi
giao tiép lién c nhan dong vai tro 1a chia khoa dé
tao ra nhiing trai nghiém khac biét (Hargie, 2021;
Braithwaite va cong su, 2021). D41 ngli nhan vién
phuc vu tuyén dau 1a nhitng nguoi truc tiép xdy
dung mdi quan hé va dap tng cac yéu cau da dang
cua khach hang (Karatepe, 2006). Sy hai long cta
du khéch thuong la téng hoa trai nghi¢m cua ho,
bao gdm khong chi san pham vit chat ma con ca
cach thtrc phuc vu, khong khi va nhitng gia tri tinh
cam nhan dugc (Pizam & Ellis, 1999). Chinh chat
luong giao tiép cua ddi ngili nguoi lao dong sé
mang lai cam xuc tich cuc, qua do kich thich hanh
vi tiéu dung va sy gin bo cia du khach.

Mic du vai tro cta giao tiép trong khach san
da duogc cong nhan rdng rai, cac nghién ciru trude
day chu yéu tap trung vao khia canh chat luong
dich vy, sy hai long hodc tuong tac dich vy noi
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chung. Trong khi d6, chua c6 nhiéu nghién ctru
thuc nghiém phan tich cu thé mirc d6 anh huong
ctia timg yéu td giao tiép nghé nghiép dén trai
nghiém luu trii ctia khach hang trong bdi canh
khach san d6 thi mang phong cach song. Xuat
phat tir khoang tréng nay, nghién ciru dugc thyc
hién nham phan tich anh huéng cua cac yéu to
giao tiép nghé nghiép dén trai nghiém luu tra ctia
khach hang tai khach san Indigo Saigon. Thong
qua dir liéu khdo sat dinh lugng, nghién ctru ky
vong lam 15 yéu té giao tiép niao co anh hudng
n6i bat nhét, tir d6 d& xuat cac ham y quan tri gitip
khach san nang cao chét lugng twong tac dich vu
va t6i uru hoa trai nghiém khach hang.

II. NQI DUNG NGHIEN CUU

2.1. Co s& Iy thuyét va mo hinh nghién ctru

2.1.1. Khdi niém giao tiép nghé nghiép trong
khach san

Giao tiép nghé nghiép trong khach san 1a qua
trinh nhan vién str dung ngdn ngi, thai do va cac
tin hiéu phi ngdn ngir dé trao ddi thong tin, hd
trg khach hang va tao cdm nhan tich cuc trong
qua trinh st dung dich vu (Ha Nam Khanh Giao,
2010; Phan Té Oanh, 2019). Khic véi giao tiép
thong thuong, giao tiép trong khach san luén gin
v6i chuin muc phuc vu va muyc ti€u nang cao su
hai long cua khach hang (Braithwaite va cong su,
2021). Nhan vién tuyén dau 1a nhom tiép xuc truc
tiép v6i khach Iuu tra, do d6 chat luong giao tiép
ctia ho anh hudng manh dén cam xtc va danh gia
dich vu ctua khéach hang (Chen va cong su, 2019).
Theo Faruk Sahin va Isik (2020), nang luc giao
tiép va tri tué cam xtic gop phan nang cao chat
lwong phuc vu trong nganh hospitality. Giao tiép
nghé nghiép trong khach san mang ba dic diém
chinh: tinh tryc tiép va tinh hudng cao, tinh cam
xtc va tinh da van hoa. Nhan vién khong chi
phai linh hoat xir 1y yéu cau, phan nan cta khach
(Duong Vin Hiéu va cong su, 2023), ma con duy
tri thai 6 than thién va chuyén nghiép trong subt
qua trinh phuc vu (Nguyén Vin Anh & Nguyén
Thi Phuong Thao, 2020). Trong bdi canh chuyén
d6i s6, giao tiép nghé nghiép con tro thanh loi thé
canh tranh cua nguén nhan luc khach san. Theo
Lé Lam Huynh Thong (2025), ky ning giao tiép
va dong cam gitip nhan vién giam ap lyc lao dong
cam xtc va nang cao chat lugng phuc vu. Pong
thoi, Lé Lam Huynh Thong (2026) cho rang giao
tiép mang tinh nhan van va kj ning xanh dang tré
thanh yéu t6 quan trong trong viéc tao trai nghiém
bén viing cho khach hang.

2.1.2. Khdai niém trai nghiém luu tru cua khach hang

Trai nghiém luu tra 13 tong hop nhimg cam
nhan va danh gid cua khach hang trong toan
bd qué trinh sir dung dich vu khach san. Theo
Carbone (1998), trai nghlem khéch hang dugc
hinh thanh thong qua su tiép xtc v6i san pham,
dich vu va doanh nghiép. Trong linh vyc khach
san, trai nghiém luu trd khong chi dén tir co s&
vét chit ma con chiu anh huong 16n tir chét lugng
tuong tac gitra nhan vién va khach hang (Williams
& Soutar, 2000). Theo Tran Thi Hién va cong
su (2019), sy hai long cua khach hang chiu tac
dong manh boi cam xtc va cach thic phuc vu.
Trai nghiém luu trd thuong bao gém bén thanh
phén: cam xuc, nhan thirc, tuong tac dich vu va
ky trc trai nghiém. Trong d6, twong tac gitra nhan
vién voi khach hang dong vai trd quan trong trong
viéc hinh thanh cam xuc tich cuc va an tuong lau
dai. P6i v6i cac khach san lifestyle nhu Indigo
Saigon, khach hang ngay cang ky vong nhiing trai
nghiém mang tinh c4 nhan héa va cdm xtic hon la
chi chu trong tién nghi vat chét (Baquero, 2023).
Theo Anti Lutiana (2024), giao tiép ctia nhan vién
c6 kha ning tao cam giac duge quan tdm va thau
hiéu, tir d6 nang cao sy hai long cua khéch luu tra.

2.1.3. Moi quan hé giita giao tiép nghé nghiép
va trai nghiém lwu tru

Trong nganh khach san, phan 16n cac “diém
cham dich vy” déu dién ra théng qua twong tac
giita nhan vién va khach hang. Vi vay, giao tiép
nghé nghiép c6 vai tro quan trong trong viéc hinh
thanh trai nghiém luu tra. Mot 161 chao than thién,
kha nang ling nghe hay cach xur ly tinh hudng phu
hop déu c¢6 thé anh huong tryc tiép dén cam xiic
va danh gia cua khach hang (Braithwaite va cong
su, 2021). Khi nhan vién giao tiép hiéu qua, khach
hang s& cam thdy duoc ton trong, hd trg va quan
tam, tor d6 nang cao murc do hai long va tao ra ky
Gic tich cuc vé trai nghiém luu tra (Williams &
Soutar, 2000). Nguoc lai, giao tiép thiéu rd rang
hodc thiéu déng cam co thé lam giam chat lugng
trai nghiém dil co so vat chat van dat tiéu chuan
cao. Theo Anti Lutiana (2024), glao tiép nhan vién
la yeu t6 quan trong tao nén su gan bo cam xuc
giita khach hang voi thuong hiéu khach san. Pong
thoi, Baquero (2023) cho rang trong hospitality
hién dai, trai nghiém khéach hang ngay cang phu
thudc vao cam xuc va su ca nhan hoa hon 1a tién
nghi vat chit don thuan. Tir co s¢ d6, nghién ciru
xem xét sau yéu t6 giao tiép nghé nghiép c6 kha
nang anh huong dén trai nghiém luu tra ciia khach
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hang, gom: giao tiép ngdn ngir rd rang, giao tiép
phi ngdn ngir chuyén nghiép, k¥ ning ling nghe,
sy dong cam, kha ning xir Iy van dé va giao tiép
ca nhan hoa.

2.2. Phuong phap nghién ciru va két qua
phéan tich

Mau khao sat gdm 258 khach hang, trong d6
nit chiém 55,4% va nam chiém 44,6%, cho théy
co céu gidi tinh tuong d6i can bang. Nhom tudi
25-35 chiém ty 1& cao nhat v&i 50,8%, phan anh
nhom khéch hang tré, nang dong va c6 kha nang
chi tra cho dich vu khach san d6 thi. Khach noi
dia chiém 65,1%, cao hon khach quéc té, cho
thdy Indigo Saigon c6 sirc hut dang ké ddi voi thi

truong trong nudc. Ngoai ra, 55% khach da ting
luu tra tir hai 1an tré 1én, cho théy khach san c6 kha
ning duy tri mot nhém khach quay lai tuong déi tot.

Két qua Cronbach’s Alpha cho thiy cac thang
do déu dat do tin cay tdt, voi hé s dao dong tu
0,812 dén 0,895. Riéng thang do giao tiép phi
ngon ngir ¢c6 mot bién quan sat PNN4 bi loai do
hé sé tuong quan bién tong thap hon 0,3, cho
thdy bién nay chua phu hop véi ciu tric thang
do. Sau khi loai bién, thang do van dat yéu cau
v6i Cronbach’s Alpha = 0,844. Diéu nay ching
minh céc thang do con lai ¢6 tinh nhit quan noi
tai tot va du diéu kién dé dua vao phan tich nhan
t6 kham pha.

Bang 1. Két quéa phan tich nhan t6 kham pha (EFA)

Chi sb kiém dinh EFA Gia tri dat dwgc | Nguwong tiéu chuan | Két luin
Hé s6 KMO ( N
¢ < <
Kaiser-Meyer-Olkin) 0,856 0.5<KMO<1 Thoéa man
Kiém dinh B'artlett sT 0,000 <0,05 Caf: ble~1’1 cO tuong quan
est (Sig.) chat ché
Eigenvalue 1,204 > 1 "l;rlch XLAlat duoc 6 nhan
to hop 1€
Téng phwong sai trich o o Mo hinh giai thich dugc
(Cumulative Variance) 68,45% = 30% 68.45% bién thicn
H¢ s6 tai nhén t6 A
(Factor Loading) 0,554-0,892 >0,5 Dat gia tri hdi tu

Két qua EFA cho thdy hé s6 KMO dat 0,856,
vuot ngudng 0,5, chimg to dir liéu phu hop dé
phan tich nhan té. Kiém dinh Bartlett c6 Sig. =
0,000 cho thdy cac bién quan sat co twong quan
v6i nhau trong tong thé. Sau nhan t§ duogc trich

xuat voi Eigenvalue = 1,204 va tong phuong sai
trich dat 68,45%, nghia 1a mo6 hinh giai thich dugc
phan 16n su bién thién cta dir liéu. Hé s tai nhan
t6 nam trong khoang 0,554-0,892, cho thay cac
bién quan sat c6 gia tri hoi tu tot.

Bang 2. Ma trin twong quan va kiém dinh da cong tuyén

Bién s6 TN NN | PNN | LN DC XL | CN 2}’1;"
1. Trai nghi¢m 1,000 -
(TN)
2. Ngon ngit (NN) | 0,421%* [ 1,000 1,152
3. Phingdn ngit | 0,385%* [0,210%* | 1,000 1214
(PNN)
4. Lang nghe (LN) |0,512%% [0,305%* [ 0,284%* | 1,000 1,402
5. Pong cam (DC) | 0,490%* | 0,245%* [0,412%* | 0,360%* | 1,000 1,650
6. Xirly van d& | 0,503%* [0,311%* [0,205%* | 0,401%* | 0,388** | 1,000 1,510
(XL)
7.Canhanhéa | 0,615%% |0,340%* [0,200%* | 0,450%* | 0,420%* | 0,415%* | 1,000 | 2,104
(CN)

Ghi chu: ** Twong quan co y nghia o murc 0.01 (2-tailed).
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Két qua twong quan Pearson cho thay tat ca
cac bién doc 1ap déu c6 tuong quan thuan va cé
y nghia théng ké véi trai nghiém luu tra & mic
0,01. Trong do, giao tiép ca nhan hoa c6 twong
quan manh nhat véi trai nghiém luu tra, dat r
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= 0,615. Cac hé s6 VIF dao dong tir 1,152 dén
2,104, déu thap hon ngudng 5, cho thdy mé hinh
khong xay ra hién tugng da cong tuyén nghiém
trong. Vi vay, céac bién doc 1ap co thé duoc dua
vao mo hinh hoi quy dé kiém dinh gia thuyét.

Bang 3. Két qua phén tich hoi quy va kiém dinh gia thuyét

.. «. | Méiquan hé | H¢ so chuin Giatrit Mirc y nghia PO
Gid thuyet tac dong hoa (Beta - B) (t-value) (Sig.) Ket luan
H1 Giao tiep ngon 0,154 2,541 0,012 Chép nhan
ngtt — TN
Giao tiép phi Bac bo (Khong
H2 ngén ngit — 0,082 1,150 0,251 tac dong
TN truc tiép)
K§ ning ling 4 a
H3 oahe — TN 0,215 3,410 0,000 Chép nhan
H4 Su dong cam 0,186 2,860 0,005 Chép nhan
— TN
H5 Xuly van a8 0,198 3,125 0,001 Chép nhan
— TN
Giao tiép ca
H6 nhan héa — 0,342 5,204 0,000 Chép nhan
N

Két qua hoi quy cho thdy 5/6 gia thuyét duoc
chép nhéan, bao g6m H1, H3, H4, H5 va H6. Trong
d6, giao tiép ca nhan hoa c6 tic dong manh nhat
dén trai nghiém luu tra voi p = 0,342 va Sig. =
0,000. Tlep theo 1a k¥ nang lang nghe, xr 1y van
de, su dong cam va giao tiép ngdn ngir. Riéng
giao tiép phi ngdn ngir khong c6 tac dong truc
tiép co y nghia thong ké do Sig. = 0,251 > 0,05, vi
vay H2 bi bac bo.

III. KET LUAN

Nghién cuu da phan tich anh huong cia cac
yéu to giao tiép nghé nghiép dén trai nghiém luu
tri cia khach hang tai khach san Indigo Saigon.
Két qua cho thiy nim yeu t6 gdbm giao tlep ngoén
ngtt 10 rang, k¥ nang lang nghe, su dong cam,
kha niang xur 1y van dé va giao tiép ca nhan hoa
déu c6 anh huong tich cuc dén trai nghiém luu
tri. Trong d0, giao tiép ca nhan hoa 1a yéu té co

tac dong manh nhat, phan anh xu huéng khach
hang ngay cang dé cao cam giac dugc quan tdm
va phuc vu theo nhu cau riéng. Nguoc lai, giao
tiép phi ngon ngir khong c6 anh huo’ng truc tlep
¢6 ¥ nghia théng ké. Diéu nay cho thiy cac biéu
hién nhu ny cudi, anh mat hay tac phong chuyén
nghiép co6 thé da tré thanh tiéu chuan phuc vu
co ban trong khach san cao cap, thay vi 1a yéu
t6 tao khac biét noi bat. Tur két qua nghién ciru,
Indigo Saigon can chu trong dao tao nhan vién
theo huéng nang cao k¥ niang ling nghe, dong
cam, xtr 1y tinh hudng va ca nhan hoéa giao tiép
v6i khach hang. Tuy nhién, nghién ctru con han
ché do chi khao sat tai mot khach san va chua
phan tich su khac biét gitra cac nhém khach. Cac
nghién ctru tiép theo c6 thé mod rong pham vi
khao sat va bo sung cac bién nhu su hai long, gia
tri cdm nhan hoac long trung thanh.
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