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Tém tit

Nganh khdch san bao goém cdc vi tri cong viéc doi héi mitc dj ndng lic va kv ndng ngay cang
tdng. Nghién citu nay xdc dinh cdc ndng luc dugce s& hitu bdi cdc nhom vi tri cong viéc ddc thit
trong nganh khdch san tir quan diém ciia cdc nha qudn 1y khdch san. D liéu dugc thu thdp tic
cdc cudc phéng vdn sau bdn cdu triic voi cdc nha qudn Iy trong cdc khdch san duoc xép hang
4-5 sao & Ha Noi. Két qud nghién citu cho thdy, Trinh do chuyén moén; K3 ndng; Tinh cdch;
Su sdn sang la nhitng ndng lyc can thiét cho 4 nhém vi tri cong viéc trong khdch san la: (i) Bo
phdn lwu trii; (ii) Bé phdn tién sdnh; (iii) B¢ phdn dm thuc; (iv) B phdn bdn hang, tiép thi.

T khéa: nganh khdch san, khdch san & Ha Nji, ndng licc can thiét, vi tri cong viéc

Summary

The hospitality industry encompasses a wide range of job positions requiring increasing levels of
competence and skill. This study identifies the competencies required by specific job groups in the
hospitality industry from the perspective of hotel managers. Datawere collected from semi-structured
in-depth interviews with human resource managers in star-rated hotels in Hanoi. Research results
show that, Professional qualifications; Skill; Character; Readiness are the necessary competencies
Jor 4 groups of job positions in the hotel including: (i) Accommodation department; (ii) Front office
department; (iii) Culinary Department; (iv) Sales and marketing department.

Keywords: hotel industry, hotel in Hanoi, required competencies, job position

GIGI THIEU

Nghién cttu v¢é ning luc chuyén mon
va k§ ning can ¢6 cho nganh dich vu
khdch san d dugc nhiéu nha nghién citu
thuc hién. Pa sd cdc nghién citu trude
day déu tap trung vao cdc ning luc chung
cho toan nganh khéch san va dich vu luu
trd (Marncros va cdng su, 2022; Millar
va cong su, 2010). Nhiéu ning luc ¢t 16i
nhu hi€u biét vé tiéu chuin nghé nghiép,
k¥ niing giao ti€p, k¥ ning mdy tinh, k§
ning lam vi¢e nhém duge danh gid quan
trong trong cdc nghién ciu trude day.

Tuy nhién, nghién ctu vé ning luc va
k¥ niing cho céc vi tri cdong vi¢e khac nhau
trong nganh khach san, cling nhu phan biét
tAm quan trong clia cdc nhém néng lyc nay
trong titng vi tri hodc nhém cong viéc hiu

nhu chua ¢6. Vi vy, muc tiéu ctia nghién ciiu nay 1a tim
hi€u v& ning Ivc chuyén mon cin thi€t cho ciac nhém
cdng vi¢e khac nhau trong cac doanh nghi¢p khach san
du6i géc dd clia nha tuyén dung.

CO SG LY THUYET VA PHUONG PHAP
NGHIEN cUU

Co sé 1y thuyét

Trong mot nghién citu riéng biét nhim xdc dinh
ning luc cot 16i gép phan vao su thanh cong cla cdc
nha qudn ly nganh khdch san trong tudng lai, Suh,
West va Shin (2012) da phat hién ra, 6 khia canh cta
céc ning luc ¢t 16i, bao gdm: (1) K§ ning thé hién su
hi€u khdch; (2) K§ ning xdy dung mdi quan hé; (3)
K§ ning giam sit; (4) K§ ning quin 1y thuc phim va
dd uong; (5) Ky ning lanh dao; (6) K§ ning giao tiép.

Gan diy, nghién cttu clia Marneros va cdng su
(2021) cling da xéc dinh 6 y&u t6 niing luc cot 16i, bao
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gdm: Kha ning linh dao va tr duy phdn bién; Ky ning
cong ngh¢ thong tin va phin tich tai chinh; Quan hé¢
con ngudi - giao ti€p; Giao i€p gifta cdc ¢4 nhén - da
dang viin héa; Quan 1y ngudn nhan luc; Xay dung hinh
anh chuyén nghiép - ki€n thic van hanh.

Shariff va Abidin (2015) da k&t ludn ring, k§ ning
giao ti€p, k¥ ning todn hoc va ky ning kinh doanh cd
b4n 12 nhitng ning luc quan trong nhat can ¢6 d6i véi sinh
vién t6t nghiép trudc khi ho budc vao nganh khach san.

Bén canh d6, Jiang va Alexakis (2017) da goi y
ring, cdc nha quén ly va sinh vién ¢6 nhin thic khdc
nhau vé tAm quan trong clia nang luc quan ly cap co
ban. Cu thé, cic nha quéan ly d4nh gid “Sin sang hoc
héi” va “K§ ndng lam viéc nhém” & mdc do quan
trong cao hon so vdi sinh vién. Ngudc lai, sinh vién lai
cho riing “K§¥ niing quin 1y thdi gian” va “Kién thifc vé
nganh khédch san” § mdc do quan trong hon so vdi danh
gi4 clia cdc nha tuyén dung.

B¢ md rong nghién ctu, Jiang va Alexakis (2019)
da st dung phdn hdi tir khdo st cda cdc nha quan ly
khdch san va so sdnh vdi chuong trinh gidng day cia
20 chuong trinh khich san hang diu clia Hoa Ky. K&t
qua cho thdy ring, sy tip trung vao viéc trang bi cdc
ning lyc thi€t y&u nhu k§ niing giao tiép va cic ky
ndng hoc tdp cao hon nhu tr duy phan bién va giai
quy&t van dé can dugc ticp tuc duy tri.

Phuong phap nghién cdu

Nghién cttu nay dudc thuc hién thong qua cic cudc
phong van ban ciu tric vdi 9 chuyén gia da 1am vicce
trong nganh hon 10 nam, la gidm déc nhén sy hodc quan
1y cap cao trong cac khdch san 4 sao va 5 sao ¢ Ha Noi.
Nhitng ngudi nay duge danh ma HR1, HR2... HR9.

Céc budi phong vin trao doi sau vE cdce khia canh:
cac vi tri cdng vi¢c trong khach san; nang Iuc chuyén
mon cho cdc vi tri cong viée, k§ ning, pham chit, mic
do sin sang.

Ciéc cudce phong van hau hét dude thuc hién tai vin
phong ctia cdc nha quén 1y doanh nghiép vad mot s&
trudng hop dude thuc hién truc tuyén qua zoom trong
thdi gian ¢6 dich Covid-19. Mdi cudc phong van kéo
dai trung binh 1 ti€ng. TAt ¢4 cdc cudc phong van, véi
st ddng ¥ clia ngudi tham gia phdng van, dudce ghi Am
lai va sau d6 ghi lai dudi dang vin ban d€ nghién citu.
Thoi gian thuc hién phdng van truc ti€p, phong van
online, khdo st online form dién ra tf ngay 11/3/2021
dén ngay 15/6/2022.

KET QUA NGHIEN cUu

Céc glam ddc nhan sy tham gia phong Van déu cho
rang, cdc vi tri cong viéc nay khOIlé yéu ciu chuyén
nganh dao tao dai hoc chuyén siu trong mang du lich
khdch san. Nhitng ngudi (0t nghiép dai hoc & cdc chuyén
nganh khac, nhu: quén tri kinh doanh, ngdn ngit, du lich
hodc kinh 1& déu ¢ thé dugc tuyén dung néu dat yéu ciu
qua cdc bai ki€m tra va phong van tuyén dung.

Céc vi tri quan Iy trong khach san déu yéu cAu nhan syt
¢6 kinh nghi¢m trong méang cong vi¢c chuyén mon. Céc
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vi tri cOng viéc trong khiach san déu yéu
cau kha ning ti€ng Anh nhat dinh, nhung
¢6 su yéu ciu khédc bi¢t vé kha ning néi
va viét. Vé nang luc su dung cong ngh¢,
cac nha quan 1y nhin sy déu thong nhat
yéu cau ky nang tin hoc vian phong doi
vdi cdc vi tri. MOt s céc vi tri cong viec
yéu ciu kha ning st dung cdc phan mém
chuyén dung cho mang cong viéc cu thé.
Cic yéu cau cu thé dic thi clia cdc vi tri
cdng viéc dudc tém it va trinh bay theo
mang cdng viéc clia 4 nhoém vi tri cong
vi¢c trong khach san la: (i) BO phéan luu
trd; (ii) BO phdn tién sdnh; (iii) Bd phéan
4m thuc; (iv) BO phan ban hang, tiép thi.
Cu thé nhu sau:

B6 phan lvu tri

Nhitng ngudi dugce phong van déu dong
¥ quan diém vé& su hiéu biét siu sic cic
chinh sdch, quy trinh va chuin muc luu
trd clia khéch san doi vai vi tri quan 1y Tuu
tra. O vi trf quén 1y, nha quén tri cin phal
¢6 k¥ ning tinh toan vé doanh thu, gid c,
chi phi, ¢6 k¥ ndng ldp du todan, phén tich
k&t qué kinh doanh. Vi tri cong viéc ndy
cling y&u cau kha ning quin 1y nhan su,
t6 chiic cong viée va diéu phoi nhan vién
cling nhu viéc tuén thi cdc quy dinh cu thé
clia nganh, clia khich san, céc quy dinh vé
an toan, hdp dong, luat lao dong.

Nha tuyén dung ciing yéu cau kha
ning n6i va vi€t ti€ng Anh thanh thao cho
vi tri ndy. Yéu cAu nhin su & vi tri nay
can ¢6 khd niang st dung 16t phin mém
chuyén dung cho khéach san. Cic gidm
doc nhan sy dé cao mot s6 k§ niang cho
vi tri quin 1y lvu trd bao gdbm kha ning
t6 chiic cong viéc, quan 1y nhém, k¥ niing
gidi quyét van d¢ cling nhu k§ ning tao
dung mdi quan hé véi khach hang. Vi tri
cOng viéc cling yéu cAu phdm chit cu thé
nhu lich thiép, kién nhin, kha ning quin
ly 4p luc, &€ y dén cdc chi i€t ciing nhu
kha ndng x{r Iy phan nan cia khach hang.

Giam doc nhan sy clia 1 doanh nghiép
HR2 con d& cap cu thé d&n mot pham chat
dic biét gitp ngudi quan ly Iuu trd thanh
cong hon trong cong viéc. P6 1a sy tinh &
trong dp ng yéu cAu clia khich hang. K§
ning ndy ciing dudc d& cap bdi gidm doc
nhén sy HR3. Gu thim m§ s& 13 mot yéu 16
d¢€ ngudi quan ly Iuu trd hay quan 1y budng
phong thanh cdng trong vi tri cong vi¢c. Vi
tri cong viéc trong mang ndy can nhitng
hi€u biét ciin ban vé thiét k& ndi va ngoai
that dé tao ra mot khong khi chio don va
trdi nghiém dic biét cho khach hang. Do
vay, HR3 ciing cho ring, su sdng tao va gu
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thim my 6t s& 1a mot 1di th& cho nhan sy
lam vi¢c trong mang hoat dong nay.

B phén tién sanh

Bo phan tién sinh gdm cdc vi tri cong
viéc qudn 1y 1€ tan, nhian vién 1& tin,
nhdn vién dit phong, nhan vién chim
soc khach hang.

Vi tri qudn 1y 1€ tan 1a cong vi¢e quén
ly toan bd cdc hoat dong dén ticp, diéu
phoi cdc hoat dong clia toan bo khu vue
sanh. Ngoai cdng viéc chao dén khéch,
cung cip cdc thong tin va gdi y lién quan
dén dia diém luu trd, vi tri cong viée nay
con xt Iy didt phong, (i€p nhan va xu ly
phan hdi clia khach hang, ciing nhu gidm
sat va diéu phdi toan bd cic hoat dong
lién quan dén 1€ tan. Vi tri quan 1y 1& tan
yéu cau ngudi lao dong 16t nghiép dai hoc.
Chuyé&n mon dao tao trong linh vuc du lich
hoic ngdn ngit duge wu tién trong tuyén
dung. Vi tri cong viéc nay doi hoi ngudi
lao ddng trai qua rat nhi¢u hoat dong tap
huan chuyén mon va kinh nghi¢m thuc (€.

Khé ning ngoai ngit n6i va viét thanh
thao 12 yéu cau bdt buoc. G Ha Ndi, do
mdt s6 khach san 16n ¢6 cdc tép khach
hang 16n dén tr mot s6 qudc gia, do vay
viéc bi€t thém mot ngdn ngit bo sung,
nhu: ti€ng Han, ti€ng Trung hodc ti€ng
Phdp s& 1a mot vu thé cho vi tri quén 1y 18
tan (HR3, HR4). Quin 1y I€ tn can c6 k§
ning 6 chitc cong viéc t6t, khong chi cho
ban thin ma cho ¢i nhém lam viéc. Su
phdi hgp lién tuc v6i cdc bo phan khéc
trong khdch san ciing nhu luan chuyén
cdc ca lam viéc doi hoéi cdc k¥ ndng lam
vi¢c nhém hi¢u qud.

O vi tri ti€p xtc tryc Gi&p, thudng
xuyén vdi khach hang, cic khich san
déu c6 yéu cau cao vé do lich thiép, kién
nhin va ki€m sodt khi xit 1y phan nan clia
khdch hang, phéi chinh xdc nhung ddm
bdo linh hoat trong vi¢c xt ly thong tin,
yéu cau clia khach hang. K§ ning quin
1y quan h¢ khdch hang 12 rit cin thict.

Mot nha quén 1y con dé cap cu thé ddi
véi vi tri ndy, n€u ngudi quan 1y ¢6 dam
mé vdi cong viéc, biét chd y dén ting
khédch hang, hiéu khach hang s& dép tng
dugc t6t hon nhu ciu clia khiach hang
va ning cao chuin phuc vu khich hing
thi s& dat dugc nhicu thanh cong. Ngoai
ra, k¥ ning ban hang gia ting 12 mdt k¥
ning dugc nha tuyén dung dinh gid cao
khi ¢6 th¢ mang lai doanh thu cao hon
cho nhiéu méng dich vu ctia khich san.

D061 v6i vi tri clia nhan vién dit phong,
quén 1y nhian sy HR5 yé&u ciu va danh gia
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cao k¥ niang phén tich dit liu nhuw mot k¥ niing bd sung
cin ¢6 cho vi tri cong viée nay. K§ niing phén tich dit li¢u
gitip 18i wu hod cong suit phong khach san, cung cap dit
li¢u d¢ du bdo doanh thu nhiim dwa ra cdc di¢u chinh kip
thdsi vé chinh sdch ban hang. BO phan tién sénh ciing bao
gdm vi tri cham s6c khéach hang. Ngoai nhitng yéu cau vé
k¥ nang va pham chat chung vdi cic cong vicc thude bd
phan tién sanh, vi tri chim sé¢ khéch hang ¢ nhitng yéu
cAu riéng. Quan 1y nhin sy HR4 cho riing, nhan sy’ chim
soc khach hang can kién thic va kinh nghiém thuc & o
(it ca cdc bo phan van hanh trong khach san. Su nhanh
nhay, tinh (& va khéo 1éo 1a phim chit can thi¢t cho vi tri
cOng vicc nay.

Bo phan 4m thuc

Nhan sy thudc bd phan 4m thuc di¢u phoi va quan
ly céc hoat dong cung cip dich vu #n udng, tiéc trong
khéch san bao gdm nha hang, quiy bar, phong chd. Cic
vi trf cOng viéc trong mang nay doi hoi viée 1ap k& hoach,
quan 1y cung @ng nguyén vat liu, quan ly nhan vién,
ki€ém sodt chat lugng dd dn va thic udng véi muc tiéu
quén 1y hi¢u qua v&é mit chi phi va cung cip cho khich
hang chat lugng dich vu cao nhit pht hgp véi hinh 4nh
va danh ti€ng clia nha hang, chuin chat ludng ctia khich
san. Ngudi quan 1y nha hang phoi hdp véi bép trudng
va Sommelier d€ Iva chon san ph?fm, lya chon nha cung
cAp, Iva chon mén in va rugu d€ dua vao thuc don. Ngoai
ra, vi¢c quan 1y an toan v¢ sinh thuc ph§m va dd udng, vé
sinh ctia dd diing, chuin chat lugng dich vu tai ban cin
dudc ddm bao theo diing chuin chit lugng clia khach san.

Ngudi quan 1y mang cong viéc nha hiang can c6
kién thitc chuyén mon sau v& hoat dong nha hang, bép,
bar va chuin chat lugng clia khich san, cach thic 5
chuc dich vu, thi trudng cung Ung.

Vi tri cong viéc niy cin ning luc phét trién moi
quan h¢ véi khach hang va nha cung cp, lam viéc
hi¢u qua theo nhém va k§ ning gidi quyé&t van dé tot.
Khé niing thuyét trinh ciing nhu k§ nidng bdn hang gia
tdng 12 mot 1gi the. Vi tri ¢cdng viéc trong mang nay
cAn su lich thiép, kién nhin, kha ning kiém sodt stress,
doi héi sy ti mi, chi tiét va linh hoat. Gidm d6c nhan su
HR2 cho ring, sy sdng tao va dam mé cung sy chd y
dén tirng khdch hang s& 1am nén thanh cong cho cic vi
tri quan 1y trong mang nha hang dé cung cap dugc cho
khach hang chat lugng dich vu cao nhat.

B6 phan ban hang, ti€p thi

Céc vi tri cdng viéc trong bd phan nay bao gdbm quéan
ly va nhén vién G€p thi (marketing), quén 1y ban hang,
nhan vién kinh doanh, nhan vién truyén thong. Céc vi
tri cong vi¢c trong mang hoat dong nay doi hdi sy hi€u
biét siu vé nhu cau ctia khich hang nhim dim bio
su hai long ctia khdch hang vé co sd vat chat va dich
vu khdch san. C4c vi tri nay déu doi hoi tng vién 5t
nghi¢p dai hoc va uu tién ding chuy¢n nganh dao tao
dé dam bao ki¢n thiic chuyén mon cho cong viéc. Ning
luc ngoai ngir luu lodt, thanh thao ca 4 ky ning nghe,
n6i, doc viét. K§ ning tin hoc vian phong thanh thao.

Vi tri cong viée trong mang hoat dong nay cin kha
ning phat trién quan hé véi khich hang, k§ ning 5
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chiic cong viéc cho ban thian va cho ngudi khéc, ky
ning gidi quy&t van d¢. Cdc k§ ning bdo cdo, thuyét
trinh 12 c¢in thiét cho cong viéc. Ning luc tu kiém sodt,
linh hoat, tv duy tdng hdp va phan tich 12 nhitng k§
ning ma cdc nha quan 1y nhan su khich san déu yéu
cAu. Gidm doc nhan sy HR3 luon nhan manh kha ning
tr tao dong luc 13 rat quan trong dé€ lién tuc sdng tao.
Cdc vi tri cong vi€c ctia b phdn bdn hang va marketing
déu yéu ciu su lich thiép, chuyén nghiép.

Cic khach san déu d€ cap dén nhitng ning luc chuyén
biét cho cédc vi tri khdc nhau. D&i véi vi tri marketing,
nhifng nha quan 1§ nhan sy déu doi hoi k§ nang 6t v& st
dung mang xa hoi, kha ning thi&t k&, 1am va chinh stta
video, khd ning viét noi dung (HR2, HR3, HR4, HRS,
HR7, HRS8). Quan ly nhan sy HR1, HRY con d¢ cao kha
ning linh hoat va thich tng clia cong viéc marketing d6i
v6i su thay ddi ctia thi trudng va mdi trudng.

V6i cong viée kinh doanh va ban hang, k¥ nidng
dugc ddnh gid cao bao gdm kha ning chdt don hang,
k¥ ning bdn hang gia ting va k§ niing giao ti€p khéo
1éo (HR3, HR4, HRS, HR6). Cdc nhan sy HR2, HR4,
HR6 con dé cao tinh trung thuyc nhu 13 mdt pham chat
vO cling quan trong d6i véi cong viéc nay. Nhan sy
HRS5 cho ring, nhitng ngudi than thién, hoat bét, huéng
ngoai, ¢cdi md§ s& ¢6 uu thé trong cong viée nay. Gidm
ddc nhan sy HR3 dé cip ring, viéc hi€u khich hang 13
rit quan trong v4i nhan vién kinh doanh.

KET LUAN VA KHUYEN NGHI
Két luan

K&t qud nghién cttu cho thdy, Trinh d§ chuyén
moén; Ky ndng; Tinh cdch; Su sin sang 1a nhitng

TAI LIEU THAM KHAO

ning Iuc can thi€t cho 4 nhém vi tr
cong vi¢c trong khdch san la: (i) Bo
phan luu tri; (ii) B6 phdn tién sdnh;
(ii1)) BO phéan 4&m thuc; (iv) Bo phén
bdn hang, ti€p thi.

Khuyé&n nghi

D6i véi cdc ting vién vi tri cong viée §
khdch san: Céc tng vién cin chuin bi (6t
hon vé kién thife, dic biét 1 k§ ning va
phdm chit cin c¢6 cla cdc vi tri cong viéc,
nhim ddp ng ngly cang t6t hon véi doi
héi ngay cang cao cia doanh nghiép va
d4p tng dugc su thay d6i nhanh chong vé
xu huéng va mdi trudng kinh doanh cla
doanh nghiép.

Poivdi cdc co sé dao tao nganh khdch
san: DE chuén bi cho sinh vién hanh trang
can thiét cho cong vi¢c, nha trudng cin
cung cip thong tin cho sinh vién v¢ thi
truong lao ddng clia nganh, chid dong va
thuong xuyén k&t ndi véi doanh nghiép
dé cap nhat cdc yéu cAu vé kién thifc, k§
ning va phdm chit cho cong viéc. Cic
trudng c6 thé xay dung mot hé thong nén
tdng truc tuy€n vdi cdc thong tin chi tiét
v& yéu cau cu thé cho céc vi tri cong viée
khédc nhau, cho phép sinh vién truy cép,
tham khdo, cip nhat kién thifc va thong
tin vé nganh, vé& doanh nghiép, vé cdc vi
tri cong viéc. T d6, sinh vién biét minh
cin chd dong ting cudng tich luy ki€n
thitc va k§ ning can thiét khi budc vao
thi trudng lao dong.U
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