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Tom tit: Trong nganh khach san hién dai, trai nghiém khéach hang la yéu t6 cot 16i quyét dinh nang luc canh tranh bén
vitng. Bén canh co so vt chdt, thdi dé phuc vu cua nhdn vién tuyén dau — ddc biét la bé phdn buéng phong — co tac dong
manh mé dén cam xiic va mirc dd hai long ciia khdch leu trii. Nghién ciru nay phan tich tac dong cua thai do phuc vu cua
nhdn vién buongphong dén trai nghiém cua khach hang tai Khach san Sheraton Can Tho. Bangphmmgphap nghzen cuu
tinh huong két hop phan tich dir liéu thir cap tir cuge khao sat thie té (n = 110), nghién cieu chi ra rang cac yeu 16 nhie sue
thén thién, tinh than hé tro va nang lc phdn hoz cua nhan vién buong phong co anh hu"ng thudn chiéu trc tlep dén trdi
nghiém cam xiic cia khach. Tuy nhién, bai viét ciing nhén dién mot so han ché vé tinh dong déu trong giao tlep, nang lyc
ngoai ngit va dp lwc dinh mirc ca lam viéc. Tir d6, tac gia dé xudt nhém ham ¥ qudn tri thiét thuc nham t6i wu héa chat
leong nguon nhan lyc va ndng cao trai nghiém khdch hang tai cdc co sé heu trii cao cdp.

Tir khéa: thdi @6 phuc vu, nhdn vién buong phong, trdi nghiém khach hang, quan tri khach san, Sheraton Can Tho.

THE IMPACT OF HOUSEKEEPING STAFF’S SERVICE ATTITUDE ON GUEST
EXPERIENCE AT SHERATON CAN THO HOTEL

Abstract: In the modern hospitality industry, customer experience is a core determinant of sustainable competitive
advantage. Beyond physical facilities, the service attitude of frontline personnel — particularly the housekeeping staff —
exerts a profound influence on guests’ emotions and satisfaction levels. This study analyzes the impact of housekeeping
staff’s service attitude on customer experience at Sheraton Can Tho Hotel. Utilizing a case study approach combined
with secondary data analysis from an empirical survey (n = 110), the findings indicate that attributes such as friendliness,
helpfulness, and responsiveness of housekeeping staff directly and positively affect guests’emotional experiences. However,
the study also identifies certain limitations regarding communication inconsistency, language barriers, and workload
pressure during shifts. Based on these insights, the author proposes a set of practical managerial implications aimed at

optimizing human resource quality and enhancing customer experience in luxury accommodation establishments.
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I. PAT VAN PE

Trong bdi canh nganh du lich va luu tra Viét
Nam tiép tuc phuc hdi va canh tranh ngay cang rd
nét, chat lugng dich vu trd thanh mot trong nhiing
yéu t6 quan trong gitp khach san duy tri loi thé
trén thi truong. Ddi voi linh vue khach san, trai
nghi¢m cua khach khong chi dugc hinh thanh tir
co s& vat chét hay tiéu chuin ky thuat, ma con tir
nhirng twong tac truc tiép va gian tiép véi doi ngii
nhan vién trong subt qua trinh luu tra. Cach tiép can
SERVQUAL cho thiy cam nhén ctia khach hang
chiu anh huong boi khoang cach gitra ky vong va
chét luong dich vu thuc té, trong do6 su tin cay, kha
ning dap tmg va sy dong cam ctia nhan vién giit vai
trd dang ké (Parasuraman, Zeithaml & Berry, 1988).
O gbc nhin trai nghlem Pine va Gilmore (2019)
cling nhin manh rang gia trj dich vu ngy cang gin
véi cam xuc, nhan thie va ky trc ma khach hang c6
duogc sau qua trinh sur dung dich vu.

Trong phan khuc khach san cao cép, yéu t6
con nguoi cang co ¥ nghia ndi bat vi khach hang
thuong ky vong khong chi mdt khong gian luu
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tra tién nghi, ma con mot qua trinh phuc vu nhét
quan, tinh té va pht hop voi nhu cau c4 nhan. Cac
nghién ctru trong bdi canh khach san cho thay co
s& vat chat 1a diéu kién can, nhung su chu dao,
thai do chuyén nghi€p va kha nang c4 nhan hoa
trai nghiém méi 13 nhirg yéu t6 gop phan tao nén
su hai long va long trung thanh cua khach luu tra
(Pham Xuan Hau va cong su, 2022).

Trong van hanh khach san, bd phan budng phong
thudng it xuat hién & tuyén giao tiép chinh nhu 18
tan hay nha hang, nhung lai c6 anh hudng truc tiép
dén cam nhan cta khach vé su sach sg, riéng tu, an
toan va tién nghi ctia phong &. Theo Nguyén Vin
Manh va Hoang Thi Lan Huong (2019), budng
phong la bo phan gitr vai trd quan trong trong hoat
dong kinh doanh Iuu tra, dac biét lién quan dén
doanh thu phong va tiéu chuan vé sinh. Vi vy, thai
d6 phuc vu ctiia nhan vién budng phong - thé hién
qua su lich su, than thi¢n, kha nang léng nghe va
tdc dd phan hi - ¢6 thé tac dong dén cam xtc va
danh gia tong thé cua khach hang vé khach san.
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Tuy nhién, viéc duy tri thai d§ phuc vu on dinh
trong thyc t& khong phai lac nao ciing thuéan loi.
Lao dong du lich ndi chung thuong chiu ap luc
tor cuong do cong vige cao, tinh mua vy, yéu cu
tuong tac v6i nhidu nhom khach hang va ky vong
phai duy tri thai do tich cuc trong moi trudong ap
luc (Lé Lam Huynh Thong, 2025a). Cac ap luc
nay c6 thé lam giam dong lyc, anh hudng dén
chat lugng tuong tac va 1am suy giam trai nghiém
dich vu néu khong duoc quan tri pht hop. Di voi
nhan vién tuyén dau trong khach san, viéc tuan
thii quy trinh van hanh chuan gitip bao dam tinh
déng bo cua chit lugng dich vy, nhung déng thoi
ciing c6 thé tao ap lyc thoi gian va tam 1y khi dinh
miurc cong viéc cao, tir d6 han ché nhitng biéu hién
giao tiép ty nguyén nhu chi dong chao hoi, mim
cudi hodc quan sat nhu cau tinh té ciia khach.

II. COSO LY LUAN

2.1. Chit hrgng dich vu va trai nghiém
khach hang

Pé danh gia chét luong dich vy, m6 hinh
SERVQUAL cua Parasuraman va cong su (1988)
thudng duogc sir dung nham xac dinh khoang cach
giita ky vong va cam nhan thuc té ctia khach hang.
Trong mo hinh nay, mtrc do tin cdy va kha nang
dap tng chiu anh hudng 16n tir tdc phong va cach
g xur ctia d6i ngil nhén sy truc tiép, qua do gop
phan hinh thanh niém tin ddi véi thwong hiéu.

Trong bdi canh Viét Nam, nghién ctru ctia Ngo
Thi Ngoc Dung (2025) tai Khach san B¢ Nhét cho
théy cac thanh phﬁn clia chét luong dich vu theo
SERVQUAL déu c6 tac dong tich cuc dén sy hai
long cua khach luu tri. Péc biét, su déng cam va
tinh déng tin cdy cia nhan vién 1a nhiing yéu to
anh huong 16 nét dén cam nhan cta khach hang
trong qua trinh st dung dich vu.

Theo Pine va Gilmore (2019), trong “nén kinh
té trai nghiém”, trai nghiém khach hang khong con
chi phu thudc vao yéu td vét chat hay ky thuat, ma
con gan voi cam xuc, nhan thirc va phan Gmg ctia
ngudi str dung. Cuing quan diém nay, Pham Xuén
Hau va cong sy (2022) cho rang ¢ phan khuc
khach san cao cap, co s vat chét chi dap ing nhu
cau nén tang; trong khi d6, su tdn tdm va cach ting
XU tinh té ctia nhan vién méi 1a yéu t6 gop phan
tao nén trai nghiém cé nhan hoa va duy tri long
trung thanh cta khach hang.

2.2. Thai d¢ phuc vu ctia nhan vién buf)ng phong

Bo phan budng phong giit vai tro quan trong
trong hoat dong van hanh khach san, gan tryc tiép
v6i chit lugng phong & va tiéu chuan vé sinh dich

28 |S6 chuyén dé thang 06/2026

vu (Nguyén Vin Manh & Hoang Thi Lan Huong,
2019). Thai do phuc vu cua nhan vién buéng
phong thuong duoc thé hién qua sy than thién
trong giao tiép, tinh than hd tro khach va kha nang
xir Iy nhanh cac yéu cau phat sinh.

Theo Luu Thanh Dtrc Hai (2021), nhan vién
budng phong khong chi phai tuan thu chit ché
quy trinh van hanh chuan (SOP) ma con can linh
hoat thich (mg v&i tam 1y va nhu cau da dang ciia
khach hang. Nghién ctru cua Pham Xuan Hau va
cong su (2022) ciing cho thiy sy tin tdm va tac
phong chuyén nghiép ctia nhan vién tuyén dau co
anh huong tich cuc dén y dinh quay lai ciing nhu
xu huéng truyén miéng tich cyc ctia khach luu tra.

Bén canh yéu td ca nhan, thai d¢ phuc vu con
chiu tdc dong tr 4p luc van hanh ndi bg. LEé Lam
Huynh Théong (2025b) cho ring viéc duy tri SOP
nghiém ngit giup bao dam chat lugng dich vu
dong bo, nhung dong thoi ciing tao ap luc 16n vé
thoi gian va tim 1y cho nhan vién. Khi khi lugng
cong viéc vuot qua kha ndng thich ing, nguoi lao
dong dé roi vao trang thai ki€t strc nhan thtc, tu
d6 1am giam kha nang kiém soat cam xtc va han
ché cac hanh vi giao tiép mang tinh hiéu khach.

I11. PHUONG PHAP NGHIEN CUU

Nghién cuu st dung phuong phap nghién ctru
tinh hudng (case study) tai Khach san Sheraton
Can Tho két hop phén tich dit liéu thir cap nhim
tang tinh thuc tién va han ché tinh cam tinh cua
cach tiép can dinh tinh. Dit liéu duoc ké thira tir
Du 4an Khao sat Chét luong Dich vu tai Sheraton
Can Tho (01/2025) véi 110 khach luu tra tham gia
khao sat. Cac bién quan st tap trung vao su than
thien kha ning thau hiéu va niang lyc xir Iy yéu
cau ctia nhan vién budng phong. Nghlen ctru chu
yéu st dung thong ké mo ta nhu tan sb va gia tri
trung binh dé phan tich dir liéu.

Ngoai ra, tic gia con két hop phan tich bao
cdo van hanh ngi by, danh gia tryc tuyén trén
TripAdvisor va Booking.com, cting 5 tinh huéng
twong tac thuc té cia bd phan budng phong trong
quy 1/2026. Cach tiép can nay giup dit liéu vira c6
tinh khai quat tir s6 liéu, vira phan anh dugc bdi
canh van hanh thuc té ciia doanh nghiép.

IV.KET QUANGHIEN CUUVA THAO LUAN

4.1. Thyec trang trai nghiém cia khach hang
dbi véi thai do phuc vu

Dir liéu tong hop tir 110 phiéu khao sat ghi
nhan nhing phan hdi tich cyc tir phia hanh khach
d6i voi hoat dong cua khdi budng phong thudc
Sheraton Can Tho. Péng chu y, cac tiéu chi lién
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quan dén mirc d6 vé sinh phong & va tinh dong bo
cua co s¢ vat chat dat diém binh quén rat cao, dao
dong tir 4.35 dén 4.52 (tinh theo thang diém 5).

Tuy nhién, khi phén tich su vao cac bién quan
sat thuoc nhom “Thai do phuc vu cia nhan vién”,
két qua co sy phan hoa 10 rét, thé hién qua Bang 1:

Bing 1: Két qud ddnh gid ciia khdch hang vé thdi dé nhén vién buéng phong

A K 0 se an Pié¢m trung binh . <
STT Yeéu to thai do phuc vu (Mean / 5) Danh gia
1 I\{han Vrlel’l lich sy, ton trong khong gian riéng tu 441 Tt
cua khach
) Nh‘an \q/1.en than thién, chu dong mim cuoi va 382 Kha
chao hoi
3 NAhan‘AV1en san sang lang nghe va thau hiéu cac 3.95 Khé
yéu cau
4 | Tbc d6 phan hoi va xur 1y cac yéu cau phat sinh 3.76 Trung binh kha

S liéu tir Bang 1 chi ra rang, trong khi tiéu
chuén vé su lich su va ton trong khach hang dugc
dam bao rat tét (4.41), thi tinh chu dong trong
tuong tac cam xuc (3.82) va toc do phan hoi dich
vu (3.76) 1a nhiing diém nghén lam giam chét
luong trai nghiém tong thé ctia khach luu tri.

4.2. Phan tich cic han ché ton tai tir thye té
tuwong tac

Qua dbi chiéu sb liéu khao sat voi cac bién ban
van hanh ndi bo va ghi nhan tinh huéng thuc té,
nghién ctru nhan dién rd 3 nhom han ché sau:

4.2.1. Sy thiéu dong déu trong tinh chii dong
giao tiép

Dir liéu khéo sét chi ra yéu t6 "chi dong mim
cuoi va chao don" chi dat mire 3.82/5. Qua phan
tich sdu cac tinh hudng thuc té tai don vi, nguyén
nhan cdt 18i din dén han ché nay khong xuét phét
tir y thirc ky luat ctia nguoi lao dong, ma chii yéu
do 4p lyc tr dinh muc van hanh. Vao mua cao
diém, mot nhan sy thudc bién ché phai chiu trach
nhiém don dep tir 14 dén 16 phong/ca. Sirc ép thoi
gian tir quy trinh van hanh chuan (SOP) v6 hinh
trung gdy qua tai thé chat va nhan thirc cho nhan
vién. Thyc té nay twong thich véi két luan cta Lé
Lam Huynh Thong (2025b) khi chiing minh ring
cac chi tiéu co hoc nghiém ngat ludn c6 xu hudng
lam syt giam nang lugng, tir 6 suy yéu higu suat
va chat luong twong tic ctia doi ngii tuyén dau.

4.2.2. Han ché vé néng luc ngoai ngit chuyén
nganh va xi 1y tinh hudng

Yéu t6 "san sang ling nghe va thau hiéu" dat
3.95/5, nhung d6i voi nhém ddi tugng 1a khach
lru tra quéc té, ty 1¢ hai 1ong c¢6 xu hudng thap
hon. Ghi nhan tir cac phan hoi tryc tuyén cho

Nguon: Tong hop tw dir lieu du an khao sat (2025)

théy, mot bd phdn nhan sy mdi va nhan sy thoi
vu (dugc ting cuong trong mua cao diém) gip
rdo can 16n vé tiéng Anh giao tiép chuyén nganh
buong phong Khi khach nuéce ngoa1 dua ra céac
yéu cau nam ngoal quy trinh chuan (V1 du: xm
thém tham phong tim - bath mat, hoic d6i loai gdi
mém hon - feather pillow), nhan vién thuong t6
ra ling ting, khong hiéu rd y khach dan dén viéc
giao nham vat dung, budc khach phai goi dién
phan 4nh lai véi bo phan L& tan lan hai. Diéu nay
lam dut gay dong trai nghiém muot ma cua khach
hang quéc té.

4.2.3. Toc do phan héi dich vu va Sl_/t'phéi hop
lién bo phan chua 16i uu

Chi s6 toc do phan hdi dat muc thip nhat
(3.76/5). Thyc t& van hanh cho thdy, khi khach
hang yéu cau cac dich vy phat sinh (nhu thém nude
ubng, d6 amenities hodc don phong dot xuét), thoi
gian cho doi doi khi kéo dai qua 15 phut. Sy cham
tré nay mot phan do hé¢ thong phan mém thong
tin ndi bd gitta bd phan Lé tan (Front Office) va
Budng phong (Housekeeping) doi luc chua cép
nhat kip thoi trang thai phong theo thoi gian thuc
(Real-time). Viéc thong tin phai di qua khau trung
gian 1a diéu phdi vién budng phong trude khi dén
bd may bd dam cuia nhan vién truc tﬁng lam kéo
dai thoi gian cho dgi mot cach khong can thiét,
anh hudng tiéu cuc dén tam 1y cua khach hang
dang can xtr 1y gap.

4.2.4. Ham ¥ quan tri déi véi Khdach san
Sheraton Can Tho

Trude hét, khach san can tang cuong dao tao
k¥ niang mém va tiéng Anh chuyén nganh theo
hudng ngén gon, thuc hanh truc tiép tai noi lam
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viéc thay vi tap trung qua nhiéu vao 1y thuyét.
Céc budi “15-minute line-up” dau ca c6 thé duoc
sir dung dé hudng dan nhanh céch xir 1y cac tinh
huong thuong gap nhu giao tiép voi khach qudc
té, tlep nhan yéu cau phét sinh hodc xtr ly phan
nan. P4i voi nhan sy thoi vy trong mua cao diém,
can c6 budc kiém tra k§ ning giao tiép co ban
trude khi bo tri 1am viée tai tang phong nham han
ché cac sai sot trong phuc vu thuc té.

Bén canh d6, khach san nén diéu chinh dinh
mirc cong viéc linh hoat theo cong suit phong
nham giam ap lyc cho nhan vién budng phong
vao cac giai doan cao diém. Thyc té cho thiy khi
sd luong phong don vugt qua kha nang xir 1y trong
mdt ca, nhan vién thuong c6 xu hudng gidm tuong
tac v6i khach dé bao dam tién do cong viée. Vi vay,
Sheraton Can Tho ¢ thé bd sung nhan sy hd trg don
phan thé hodc ting ca ban thoi gian vao cudi tuan
va dip 1é. Déng thot, viéc ghi nhan cac phan hdi tich
cuc tir khach trén TripAdvisor hodc Booking.com
dé khen thuong dinh ky sé& gitp tao dong luc va cai
thién tinh than phuc vu cia nhan vién.

Ngoai yéu td con nguoi, khach san ciing can
cai thién kha ning phdi hop thong tin giira cac bd

phan nhim rit ngan thoi glan phan hoi dlCh vu.
Trong thuc té, nhiéu yéu cau ctia khach van pha1
truyén qua nhiéu khau trung gian truéc khi dén
nhan vién truc tﬁng, lam kéo dai thoi gian xu ly.
Viéc ing dung hé thong quan ly buong phong trén
thlet bi di dong s& gitp 18 tn chuyén yéu cau truc
tlep dén nhan vién phu trach khu vuyc, dong thoi
cap nhat trang thai phong theo thoi gian thue. Giai
phép nay khong chi giam d¢ tré van hanh ma con
gdp phan nang cao trai nghiém tién nghi va tinh
chuyén nghiép cta khach san.

V. KET LUAN

Nghién ctru di 1am rd mdi lién hé giira thai
d6 phuc vu ciia nhan vién budng phong va trai
nghiém cuia khach hang luu tra tai Khach san
Sheraton Can Tho. Phén tich thyc trang chimg
minh rang di ha tang va tiéu chuan vét chat tai co
s& dap ing hoan hao cac yéu cau khit khe tir tap
doan Marriott, song chudi cam xtic ciia khach van
bi dut gdy do mot s diém nghén mang tinh noi bo
ctia nhan su truc tiép. Su thy dong khi giao tiép,
rao can tiéng Anh chuyén nganh ciing toc d6 phan
hoi dich vu chua tdi wu 1a nhiing thach thuc can
dugc xtr Iy bang céc giai phap dong bo.
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