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Abstract:

Using a combination of various research methods, the article identifies the important factors
affecting the current state of human resource training at the Hyatt Regency West hotel - Hanoi, one
of the leading 5-star hotels in Hanoi. Additionally, by comparing customer satisfaction levels with
the quality of the hotel’s direct service staff before and after the training process, the article assesses
the current state of human resource training. Based on these findings, the article proposes several
necessary solutions to improve human resource training at the Hyatt Regency West - Hanoi in the

future.
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1. Pit vén dé

Khach san Hyatt Regency West - Ha Noi la
khach san 5 sao tryc thuéc tip doan Hyatt
Hotels. Trong giai doan tir nam 2021 dén niam
2023, bén canh nhiing thanh céng nhét dinh trén
linh vuc kinh doanh, khach san van ton tai mot
s6 han ché trong cong tac quan ly, dién hinh 1a
cong tac dao tao ngudn nhan lyc cua khach san
van chua thyc sy dat hiéu qua cao. Hoat dong
ndy Van con mang tinh hinh thiic, nhidu nhén
vién tham gia hoat dong dao tao voi tam thé dbi
phd. Néu thuc trang nay khong duoc cai thién,
tat yéu s& dan dén chat lwong ngudn nhan luc
cua khach san bi giam st nghiém trong, tir d6
kéo theo su di xudng cua chit lugng dich vu,
giam sy hai long cua khach hang, anh huong
truc tiép dén hiéu qua kinh doanh cua khéch san.
Do vay, viéc nghién ctru danh gia thyc trang va
dé xuét hé thdng giai phép cai tién cong tac dao

tao ngudn nhan lyc cho khach san Hyatt
Regency West - Ha Noi trd thanh van dé cap
thiét, duoc ban lanh dao cua khach san dic biét
guan tam.
2. Tong quan nghién ciru

O pham vi qudc té, Felicity Thomlinson cho
rang: nganh dich vu khach san dang déi mat véi
tinh trang lao dong thiéu hut nhitng k¥ ning can
thiét va tap trung vao nhirng giai phap nang cao
nang luc lam viéc cho nguoi lao dong thong qua
dao tao truc tuyén, thuc day nhan vién trong viéc
tw dua minh tré thanh nhitng ngudi nhan vién tai
giéi (Thomlinson, 2019). Trong mot cdng trinh
nghién ctau cua minh, Merita Begolli Dauti's
ciing luan ban vé van dé trién khai dao tao nguon
nhan lyc va tim quan trong cua né dbi véi hoat
dong kinh doanh khach san, trong d6 nhdn manh
yéu té cong nghé, cac cong cu truc tuyén dé hd
trg viéc dao tao cling nhu vai tro cua lanh dao,
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quan ly trong viéc tao ra mot méi truong lam
viéc tich cuc va thuc ddy su phat trién cia nhan
vién (Dauti's, 2015).

Pai dién cho céac cbng trinh nghién ctu dién
hinh & trong nuéc la “Improving the
effectivenessof staff training in a hotel” cua tac
gia Pd Uyén. Cong trinh da tap trung lam rd
nhiing thach thirc trong dao tao nhan vién khach
san nhu thiéu ngan sach, tai nguyén, cac chuong
trinh dao tao phi hop cho timg déi tugng va cé
su khéc biét vé trinh do, kinh nghiém, kha ning
tiép thu cua nhan vién. Trén co so do, tac gia dé
XUt c&c giai phéap can thiét gom: ung dung cong
nghé trong dao tao, c& nhan hda trong thiét ké
chuong trinh dao tao, tao ra moéi treong hoc tap
lién tuc. Tuy nhién, hé théng giai phap nay van
chua mang tinh toan dién (Uyén, 2013). Clng
hudng nghién cuu, cac tac gia Duong Thi Minh
Thuong va Tran Ngoc Trinh da chi ra nhirng han
ché trong cong tac dao tao nguon nhan luc cua
mot s6 khach san ¢ Viét Nam, song hé théng
giai phap chua c6 nhiéu “tinh méi”, phu hop véi
xu thé dao tao hién nay (Thwong, 2018; Trinh,
2015).

Téng quan tinh hinh nghién ciru, nhém tac gia
nhan thiy, cho dén nay, van chua c6 cong trinh
nao di sdu nghién ctru cdng tac quan tri nguon
nhan luc cta khach san Hyatt Regency West -
Ha Noi, trong d6 ¢ cong tac dio tao ngudn nhan
lyc ctia khach san. Pay 1a 1y do dé nhom téac gia
Iwa chon ndi dung nghién ciru nay.

3. Phuong phap nghién ciru

Trong bai viét ndy nhém tac gia da sir dung
két hop cac phuong phap nghién ciru sau:

- Phuong phéap phong van sau: duoc thyc hién
thdng qua cac budi trao ddi truc tiép vaoi nhan
Vién va cac cap quan ly cua khach san dé danh
gi& phan ing cua ho ddi véi céc higu qua cua cac
khoa dao tao dd duogc tham gia.

- Phuong phép diéu tra khao séat bang bang
hoi: phuong phap nay duoc tién hanh vai quy
md mau la 150/257 nhan vién cua khach san
nhiam danh gia mic d6 hai long cia ho ddi voi

cac khoa dao tao da dugc tham gia. Ngoai ra, tac
gia cling da thyc hién khao sat mic d¢ hai long
cua 221 khach hang vé chét luong dich vu duoc
cung cdp boi nhan vién phuc vu truc tiép cua
khach san truge va sau khi duoc dao tao lam co
s& danh gia hiéu qua cong tac dao tao nguon
nhan lyc cua khach san. Cac khao sat nay déu
duoc thyc hién tir thang 7 nam 2023 dén thang 4
nam 2024.

- Phuong phap nghién ciu tai liéu tha cip: cac
béo céo tong két nam ciia khach san Hyatt Regency
West - Ha Noi 1a ngudn dir liéu dang tin cay phuc
vu cho viéc nghién ciru, danh gia thyc trang cong tac
dao tao ngudn nhan luc, trong giai doan tir ndm
2021 dén nam 2023.

4. Két qua nghién ciu

4.1 Thuc trang céong tic dao tao nguon nhan
luc cia khach sgn Hyatt Regency West - Ha
N@i, giai doan tir niim 2021 dén nim 2023

Khach san chinh thitc mang tén Hyatt
Regency West - Hanoi vao ngay 26 thang 10
nam 2020 va tryc thudc tap doan Hyatt Hotels ¢
tru s& chinh dat tai Hoa Ky. Pay la khach san
Hyatt dau tién tai Ha Noi va 1a khach san thir ba
cua tap doan dang hoat dong tai Viét Nam. Hyatt
Regency West - Ha Noi hién cung cip 519
phong duoc trang bi hién dai gilp mang téi cho
khach hang mét trai nghiém nghi dudng thu thai
tron ven.

Tap doan Hyatt Hotels luén dé ra dinh hudng
muc tiéu hoat dong 1a mang lai gia tri rat riéng
cho tat ca khach san thudc tap doan trén toan thé
gidi, hudng dén dé cao yéu té con nguoi trong to
chic, tao méi truong va diéu kién thuan loi dé
ho cd thé tré thanh phién ban tét nhat caa chinh
minh. Muc tiéu nay dwoc xem la nguyén tic
xuyén sudt qua trinh diéu hanh hoat dong kinh
doanh cua khach san.

Co cau nhan su cua khach san kha tinh gon,
s6 lwong nhan sy phan 16n tap trung & mang dich
vu. Pay 14 lyc luong lao dong tryuc tiép san xuat
tao ra san pham dich vu cung cip cho khéach
hang nhu 12 tan, nha hang, budng, bar, bép. ..

Bing 1. Co cdu lao dng theo trinh d§ chuyén moén tinh dén thang 3 nim 2024

Trinh d$ chuyén mon

Ty trong % S6 lwong (Nguoi)

Sau dai hoc

15 39
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Trinh d¢ chuyén mon Ty trong % S6 lwong (Ngudi)
Cu nhan dai hoc 35 90
Cao ding 30 77
Trung cép va lao dong phd thong 20 51
Téng 100 257

Nguon: Khach sgn Hyatt Regency West - Ha Ngi, 2024

Phan 16n lao dong trong khach san dat tir trinh
do trung cap tro 18n va tap trung vao nhém nhan
vién tuyén dau cua dich vu, 20% lao dong phd
théng con lai la nhan vién thudc bo phan An
ninh, Bao vé va Tap vu trong khéach san. Biéu
nay cho thdy, trinh d6 hoc van cua déi ngii lao
dong 1a kha cao, co ban dap ung dugc yéu ciu
caa cong viéc.

Trong nhitng nam qua khach san luén dat muc
tiéu dao tao va xay duyng do6i ngii nhan sy tu
quan ly xudng nhan vién déu co6 trinh do, ky
ning, kién thuc, tu duy dich vu tét, dat tiéu
chuan quéc té va van hanh kinh doanh hiéu qua.
Dé hién thuc héa muyc tiéu do, khach san Hyatt
huéng dén dao tao kién thuc, ky ning chuyén
mon va k§y nang mém cho nhan vién.

Trong giai doan tir nam 2021 dén nim 2023,
khach san da t6 chtc cac khoa dao tao, huin
luyén nhan vién ca vé kién thuc chung (phong
chay chita chay, an toan lao dong,...) va kién
thirc chuy@n mén nghiép vu riéng ddi véi ting
bo phan nghiép vu cua khéch san. S6 luong cac
khéa dio tao, huin luyén khong ngimg ting 1én
qua cac nam, trong d6 nam 2023, khach san da
t6 chirc nhiéu khoa dao tao nhét vai 25 khoa, gap
1,47 14n so vé&i nam 2021 va 1,14 1an so véi nim
2022 (Khach san Hyatt Regency West - Ha Noi,
2021, 2022, 2023).

Cho dén nay, hinh thirc dao tao cha yéu dugc
&p dung 1a dao tao tai chd két hop dao tao online
théng qua wng dung Hyatt Connect. Dé tham gia
cac khoa dao tao online, nhan vién st dung tai
khoan c4 nhan dé dang nhap hé thong dao tao
tryc tuyén cua tap doan. Tuy nhién, hinh thuc
nay chua dem lai hiéu qua cao do da sé nhan
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vién bi chi phéi nhiéu boi cong viéc va trinh do
ngoai ngir, mot bd phan nhan vién tham gia khda
hoc véi tinh than thu dong, ddi phé.

Kinh phi dao tao dugc coi 1a mot ngudn luc
¢6 anh huéng khong nho dén cac quyét dinh dao
tao. Ngan sach danh cho dao tao cta khach san
trong giai doan tir nim 2021 dén nam 2023 udc
tinh dat trung binh khoang 0,075% trén tong
doanh thu cua toan khach san, twong duong véi
586,4 triéu dong. Trong do, kinh phi dau tu cho
coéng tac dao tao ndm 2023 tdng manh so Voi
nam 2021 voi ty 1€ 131,9% tuong duong voi 475
triéu dong. Tuy nhién, néu so sanh véi tong
doanh thu cta khach san thi day van la mot con
sb hét sac khiém tén. Nhiéu hoat dong dao tao
thuong c¢6 su diéu chinh vé thoi gian va thoi
lwong do phu thudc vao hoat dong kinh doanh
thuc té cua khach san (Khach san Hyatt Regency
West - Ha Noi, 2021, 2022, 2023).

Két thic cac khoa dao tao, khach san Hyatt ap
dung céac hinh thitc danh gid nhu st dung bai
kiém tra trac nghiém, phiéu diéu tra y kién danh
cho nhan vién. Bén canh d6 cac cap quan Iy truc
tiép s& thdng qua viéc quan sat qua trinh lam
viéc dé danh gia sy tién bo cua ngudi hoc sau
khi dugc dao tao. Pa phan nhan vién cua khéch
san Hyatt c6 mong mudén dugc tham gia cac
khoa dao tao do khéch san t6 chuc, con sé nay
chiém 85,7% trong tong sé phiéu tra 1oi. Linh
vuc diao tao ma ho quan tam chu yéu 1a k§ ning
mém, dic biét 1a ky nang t6 chuc cdng viéc, giao
tiép va ngoai ngir. Ngoai ra, k§ nang xir Iy phan
nan cua khach ciing 1a mot khia canh dugc nguoi
lao d6ng mong muén duoc hoc hoi.
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Hinh 1. K§ niing nhan vién mudn dwoc hoc nhit

[N

iy

Quan sat hinh 2 cho thiy: hinh thic dao tao
tai chd dang duoc st dung chu yéu tai khach san
Hyatt. Bi d6i voi hinh thic dao tao nay la
phuong phép kém cip dé nang cao trinh do
chuyén mon nghiép vu cho nhén vién, dac biét la
nhan vién mai (38,6%). Hinh thic va phuong
phép dao tao ndy dugc trién khai thong qua vai
trd huan luyén cua doi ngii quan ly giau kinh
Hinh 2. Phwong phap dao tao dwoc sir dung

= T4 chirc cong viée
= Thuyét phuc khach hang
= Giao tiép
Phuc vu
= Ngoai nglt
= Giai quyét phan nan
® Kiém soat cam xuc
= Kién thirc d6 udng

= Tét ca

(Nguon: Két qua nghién cizu ciza nhom tac gia)
nghiém cua khach san, diéu do gidp tiét kiém
duogc nhiéu thoi gian va chi phi. Tuy nhién, can
can nhéc trong viéc bd tri ddi twong hoc va thoi
gian hoc nhim dam bao chat lwong dao tao.
Ngoai ra, khach san con két hop mét sé phuong
phép dao tao khac dé nang cao hiéu qua dao tao
nhu: dao tao thdng qua hoat déng tac nghiép,
dao tao chéo, dao tao thong qua dong vai, ...

32 48

= Dao tao kém cdp

\

= Pao tao chéo

= Do tao thong qua nghién ctru tinh hudng = Do tao thong qua tro choi lanh dao

= Pao tao thong qua dong vai

= Hop tac cac don vi dao tao

= P3o tao tai chd

= Pao tao khac

Nguon: Nguon: Két qua nghién cizu ciia nhom tac gia

Hoat dong dao tao cua khach san tap trung
vao nhiéu noi dung. Trong d6, dao tao nghiép vu
cho cac bo phan chiém ti 1 cao nhét twong tng
véi 49%, tiép theo 1a noi dung dao tao dinh
huéng gidi thiéu vé vin hoa doanh nghiép. Két
qua khao sat ciing chi ra rang, thoi luong mot
khoa dao tao dugc to chuc 1a hop ly, véi 64,9%

Volume 3, Issue 1

nhén vién danh gia & mac “hai long”.

Song, ti 1é danh gia & mirc d6 nay dbi voi chi
tiéu vé& y nghia thuc tidn coa noi dung dao tao
van chua cao (chi chiém 57,1%). Trong thoi gian
t6i, bo phan dao tao cua khach san can tap trung
cai tién noi dung dao tao cho phl hop véi nhu
cau cbng viéc thyc té, nham dap (ng ngay cang
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t6t hon yéu ciu vé dao tao ciia ngudi lao dong trong khach san.
Hinh 3. Mikc dd hai 1ong vé y nghia thuc tién cia ndi dung dio tao

60
50
40
30
20
10

0
Rét khong hai Khong hai long
long

hai long

Réthailong  Tuyét ddi hai

long

B Muc do hai long vé ¥ nghia thuc tidn cta cong tac dao tao mang lai

Muc do hai long vé& su phu hop caa phuong
phap dao tao voi muc tiéu, nhu cau va noi dung
dao tao chi chiém ti I& thap, trong khi d6 c6 toi
30% y kién danh gia “khong hai 1ong” va 40,8%
o muc do “binh thuong”.

Vién dé tiép theo duoc dit ra 1a: liéu c6 su cai
thién niang suét lao dong sau khi nhan vién duoc
tham gia cac khoa dao tao do khach san té chuc
hay khong? Két qua la: chi c6 21,4 % danh gia &
murc “hai 1ong” va cé tdi 20,4% & mic “khdng
hai long”.

Bén canh do, dé dam bao tinh khach quan cho
két qua danh gia, nhom nghién ctru da tién hanh
khao sat mirc do hai 10ng cta khach hang ddi véi
chat lugng ddi ngii lao dong phuc vu truc tiép
trude va sau khi tham gia dao tao trong giai doan
tir nam 2023 dén nim 2024. Két qua ddi sanh
cho thay: sau khi tham gia do tao, trinh d6 nhan
vién da dugc danh gia cao hon. Song, ti I¢ ting
Ién khéng c6 su dot pha. Mot sb chi tiéu gom
quy trinh phuc vy, théng tin dugc théng bao
chinh xac dén khach hang, ky ning giao tiép
bang ngoai ngit, ky ning xtr ly phan nan cua
khéch van chiém ti trong cao nhit & muc danh
gi& trung binh. Dé ti da hoa hiéu qua dao tao,
khach san Hyatt can dic biét quan tam dén viéc
lap ké hoach dao tao, thoi gian, phuong phép va
huéng dén cai tién noi dung dao tao cho phi hop
Vi thuc té nhu cau cdng viéc va cia nguoi lao
dong.

90

Nguon: Két qua nghién cizu ciia nhém tac gia

C6 6 yéu t6 anh huong dén cong tic dao tao
cua khach san, cu thé nhu sau:

Thir nhat, Co so vat chat. Bé dam bao cho
hoat dong dao tao duoc dién ra thuan loi nhat,
khéch san Hyatt da bd tri nhitng phong hop nho
tan dung lam phong dao tao nén trang thiét bi
dung cu va tién ich diy du, tién nghi véi hé
théng phong dén chiéu, bang Flip chart, may
tinh, ban ghé...

Thet hai, Chuong trinh dao tao. Chuong trinh
dao tao can phan &nh cac nhu cau dic trung cia
nganh khach san. Cac noi dung dao tao cua
khach san Hyatt Regency West - Ha Noi chu yéu
tap trung vao ky nang vé quan ly, giao tiép, dich
vu khach hang... Tuy nhién cac chuong trinh nay
chua co su lién két vé noi dung véi phat trién
bén viing va quan 1y méi truong... Ngoai ky
nang chuyén mén, cac chuong trinh dao tao can
huéng dén phat trién ki ning mém nhu lam viéc
nhom, giai quyét van dé va quan ly thoi gian dé
hoat dong hiéu qua trong méi treong khach san,
tao cho nhan vién cam thay hanh phic va hd trg
ho dé tuong tac tich cuc vai khach hang.

Thit ba, Ung dung cdng nghé cao trong dao
tao. Nhiam nang cao chat lwong dao tao, Ban
lanh dao cta khach san da chu trwong tng dung
cac phan mém giang day, cac bai giang dién tir
két hop hinh thire dao tao truyén thong va hién
dai nham tao su hirmg tht cho nguoi hoc.

Thi i, Pong luc thiic day hoc tap cua ngudi
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lao dong. Khach san Hyatt c6 chinh sach khuyén
khich vé mit tai chinh nhu ting lwong cho nhan
vién co thanh tich vuot troi hoac trao thudng cho
nhan vién hoan thanh tét nhét cac khoa dao tao.

Thit nam, Pao tao vién va chuyén gia dao tao.
Dao tao vién cua khach san Hyatt chu yéu la cac
can bo thuoc bo phan nhan sy va cac cap quan
ly. Pay la nhirng nguoi da day dan kinh nghiém
trong cdng viéc, dam trach thuc hién nhiém vu
huan luyén cho nhan vién cip dudi dé nang cao
trinh d6 chuyén mén nghiép vu. Déi vai nhitng
hoat dong dao tao vé an toan, an ninh, phong
chay chira chay, so cdp ctu..., khach san thuong
mai chuyén gia vé dao tao tai khach san.

Thir sau, Trinh do cta déi ngii lao ddng. Trinh
d6 hoc vin cua doi ngii lao dong caa khéch san
nhin chung twong ddi cao. Pay 1a mot didu kién
thuan loi dé ho c6 thé nhanh chéng tiép can voi
c4c noi dung dao tao, ddy manh kha ning van
dung nhiing kién thirc da hoc vao thuc tién cong
viéc nhiam nang cao chat lwong dich vu cho
khach san.

Nhin chung trong thoi gian vira qua khach san
Hyatt da khai thac t6i da cac diéu kién vé co s
vat chit dé phuc vy cho hoat dong dao tao.
Khéch san da 4p dung cac yéu t6 cong nghé cao
trong dao tao. Cong tac dao tao, phuong phap
dao tao duoc quan tam va thuc hién nghiém tic
tai khach san. Hinh thac dao tao tai chd theo
huéng cam tay chi viéc dugc ap dung phd bién
tai khach san, hinh thirc nay rat phu hop véi dbi
tuong la nhan vién mai. Thoi lugng dao tao cua
cac khoéa hoc la phu hgp. Gia tri ma nguoi hoc
nhan dugc sau dao tao ciing duwgc danh gia cao.
Day c6 thé coi 1a mot trong nhing diém tich cuc
vé hoat dong dao tao caa khach san.

Tuy nhién coéng tac dao tao cua khéach san con
c6 nhitng han ché sau: Poi ngii dao tao vién cua
khéch san chua duoc dio tao qua trudng l6p vé
nghiép vu su pham nén chua dugc danh gia cao
vé kha ning truyén dat kién thuc, do dé, hoat
dong dao tao chua thuc sy hdp dan va 16i cudn
nguoi hoc. Trinh d§ ngoai ngir cia doi ngii nhan
vién con han ché nén viéc khai thac tri thuc tur
bai giang online trén hé thong cua tap doan chua
dem lai hiéu qua nhu mong muén. Khach san
Hyatt hién nay chu yéu tap trung vao dao tao

Volume 3, Issue 1

dinh huéng va hoi nhap (onboard training), con
lai cac hoat déng dao tao chuyén mon do céac
quan ly va quan ly trung gian thudc khdi van
hanh dam nhiém. Do dac thu trong viéc van
hanh kinh doanh nén hoat dong dao tao thuong
bi hodn lich, day 1a mot kho khan can phai go.
Noi dung dao tao con tap trung nhiéu vao kién
thirc han 1am, it té chirc cac khoa dao tao chuyén
vé k¥ nang nhu: k¥ nang 1am viéc nhém, ban
linh giao tiép hay giao tiép bang tiéng Anh,...
Diéu ndy xuét phat tir nguyén nhan chwa hiéu rd
nhu cau dao tao thyc su cua ngudi hoc. Phuong
phép dao tao chua linh hoat nén chua thuc su
hiéu qua trong viéc phat huy tinh than tich cuc
hoc tap cta nhén vién.

4.2. Giai phap nang cao chat lugng cong tac
dao tao ngudn nhan lyc cia khach san Hyatt

Dé cai tién chit luong cua cong tac dao tao
nguon nhan lyc, trong thoi gian t6i, khach san
Hyatt can tap trung vao cac giai phap sau:

Gidi phap 1: Xay dung ké hoach dao tao ngdn
han va dai han véi dinh hwéng rb rang va muc
tiéu cu the.

Ban quan ly khéach san can gilp nhan vién
nhan thic dang vé tu duy dich vu “mind set”
ngay tir dau vé& “core value” (gié tri cot 16i) cua
doanh nghiép, vé& su chuyén nghiép, kién thic,
tac phong, nu cudi tir trai tim, tinh than ty hao
cdng viéc, truyén cam hing céng viéc. Gilp
nhan vién nhan ra gié tri, tu hoc hoi dé thay doi,
chuyén tdm hon trong cong viéc. Ngoai ra, can
chi trong xay dung muc tiéu dao tao bam sat
thuc té va can ddi v6i ngan sach dao tao. Ké
hoach can dwoc biéu miu héa, phan loai ké
hoach dao tao ngian han ciing nhu dai han dé
bam sat muc tiéu da dé ra; xay dung chuong
trinh, noi dung cu thé xuat phat ti
cac nhu cau dao tao; dong thoi thyuc hién ma tran
k¥ nang danh cho déi tuong hoc.

Gidi phap 2: Két hep hinh thirc dao tao véi
cdi tién ngi dung dao tao theo hwéng phi hop
véi thyc té cong viéc ciing nhw nhu cau cua
nguoi lao dong.

Can két hop hinh thic dao tao tai chd véi
phuong phap kém cdp, thuc hién giao trach
nhiém cho nhiing nhan vién c6 kinh nghiém dé
truyén dat, huéng dan cho céc nhan vién cip
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dudi. Bén canh d6 sir dung phuong phap dong
dé nhan vién dwoc trai nghiém thuc tién cong
viéc ciing nhu rén luyén k¥ ning giao tiép va su
tir tin. Khach san nén gui nhan vién dén hoc hoi
kinh nghiém & céac khéach san khac trong cung hé
thong; dong thoi ting cudng dao tao cho doi ngii
quan ly vé nang lyc su pham va dam bao ché do
dai ngd hop ly khi ho tham gia dao tao nhan su
cho khach san. Bay manh &p dung phuong phap
dao tao thong qua tinh hudng, dong vai, trd choi
lanh dao dé ting cuong kha ning tu duy va giai
quyét van dé cho nhan vién.

Ting cudong dao tao k§ ning mém, ky ning
giao tiép bang ngoai ngir, ki niang xur ly tinh
hubng, tbc do phuc vu, quy trinh nghiép vu
chuin xac...cho nhan vién bing nhiing hoat
dong tich cuc nhu: nhan vién can tuan tha chuén
muc Vé giao tiép gitra nhan vién va khach hang
thong qua dinh hudng “mind set”. B§ phan dao
tao thuc hién video miu vé quy tic giao tiép
dugc thuc hién ¢ cac bo phan nghiép vu cua
khéch san dé hoc vién tap su. Khach san c6 thé
moi mot s6 chuyén gia trong linh vuc vuc giao
tiép chia sé phong cach giao tiép chuyén nghiép
trong phuc vy. Pong thoi, xay dung mot sé
chuong trinh hoc tiéng Anh hoic théng qua cac
ing dung hoc tiéng dé thdi thic nhan vién tich
cuc hoc tap, nang cao trinh do ngoai ngir;
khuyén khich va hd tro vé thoi gian ciing nhu
mot phan tai chinh cho nhan vién khi ding ky
tham gia cac I6p ngoai ngir ngoai gio lam viéc.
Khéch san c6 thé hop tac véi cac trung tam
ngoai ngir mo 16p ngoai ngir ngan han vé giao
tiép tai khach san vao mua thap diém. Bén canh
do, thanh lap CLB ngoai ngit trong khéch san dé
nhéan vién c6 co hoi giao luu, hoc hoi. Thuc hién
huan luyén nghiép vu thong qua thuc hién quy
trinh phuc vu chuan xac cua khéch san, qua d6
g6p phan cai thién tbc d phuc vu caa nhan vién.
Hoat dong nay nén dugc duy tri thuon xuyén
theo dinh ky 3 thang/lan. Ngoai ra, can khong
ngtng hoc haéi va ap dung c&c md hinh dao tao &
cac khach san tién tién trong nudc va trén thé
gioi.

Gidi phap 3: Phéi hop Véi cdc don vi khac
trong nganh dé té chic tdp hudn cho mét sé céan
bé co churc vu cao.

Clr can bo 1anh dao, quan ly di hoc hoi kinh
nghiém tai cac khéach san thudc tap doan Hyatt.
Hoat dong nay gidp mang vé nhiéu sang kién, y
twdng Mai ciing nhu nang luc dé cai tién cac quy
trinh phuc vu cho khéach san.

Gidi phap 4: Hoan thién chwong trinh kiém
tra danh gida sau dao tqo.

Dé hoan thién chuong trinh kiém tra danh gia,
khéch san can xac dinh rd tiéu chuin cua nguoi
danh gi4, tham gia kiém soat hoat dong dao tao.
Ho trudc hét phai 1a nhitng ngudi hiéu ré vé noi
dung, chuong trinh dao tao; c6 trinh d6 va
chuy&n mén phi hop, ¢ tinh than trach nhiém,
cong tu phan minh. Pong thoi, xay dung b tiéu
chudn danh gia véi thang diém chi tiét, cu thé
dbi voi tirng noi dung dao tao dya trén chuén
d4u ra cua timg chuong trinh dao tao. Chd trong
thu nhan y kién phan hdi tir phia hoc vién dé
hoan thién ngay cang tét hon hoat dong dao tao
cua khéach san. Bic biét cha trong hoat dong to
chuc cac cudc thi tay nghé ddi véi ting khu vire
phuc vu truc tiép dé qua do danh gia ning luc
nghé nghiép cua nhan vién.

Gidi phap 5: C6 nhazng chinh sach tao déng
luc hoc tdp cho nguoi lao dong.

Pé thyc hién dwoc diéu nay, trudc hét, khach
san Hyatt can chd trong xay dung moét moi
truong van hoa hoc tap tich cuc, trong do, cac
cap lanh dao, quan ly caa khach san can lam tim
guong sang truyén cam hang cho nhan vién. Van
dé cbt 16i 1a phai gidp nhan vién hiéu 1& duoc sy
can thiét phai khéng ngung hoc tap dé hoan
thién ban than. Dong thoi, dé cao tinh ky luat
trong hoc tap. Bén canh d6, khach san ciing can
c6 su hd tro ti da vé kinh phi, thoi gian va co s
vat chét k§ thuat téi vu dé ngudi lao dong hoan
thanh tot cac khoa dao tao, c6 chinh sach khen
thudng xing dang danh cho nhitng nhan vién co
thanh tich hoc tap xuit sic.

5. Ban luan

Nhitng giai phap duoc dé xuat trong két qua
nghién ciu c6 thé 1a nhitng goi y hitu ich cho
khéch san Hyatt cai tién cong tac dao tao nguon
nhan lyc trong thoi gian téi. Tuy nhién, dé &p
dung hé thdng céc giai phéap trén, khach san phai
dbi mat véi khong it kho khian. Mot mat, viéc
xay dung ké hoach va trién khai dong bo giai
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phép c6 thé tao ra &p lyc tai chinh cho khach san.
Mat khéc, giai phap co thuc hién thanh céng hay
khdng con phu thudc vao su hd tro tich cuc tir
phia nhan vién va khach hang théng qua su thay
d6i vé van hoa va hanh vi. Diéu nay c6 nghia la:
bén canh viéc td chirc dao tao cho nhan vién,
khéch san ciing can tao ra chién dich gi4o duc
cho khéch hang vé tu duy phat trién bén viing, tir
d6 tao ra bdi canh hoan thién cho nhan vién &p
dung hiéu qua cac kién thuc, ky ning da hoc
nham thuc hién tt nhiém vu vai sy phéi hop cua
khéch hang. Pong thoi, dé cac khoa dao tao
duoc trién khai theo dung ké hoach va khéng bi
dut gdy do viéc tang ca ctia nhan vién, khach san
cing can cang ¢b va bd sung nhan sy cho cac bo
phan dich vu, gilp giam bét ap luc cong viéc
cho nguoi lao dong.

Do thoi gian nghién ctu han ché va quy mé
mau duoc sir dung dé nghién ciu chi tap trung
tai mot khach san cu thé nén hé thng giai phap
c6 thé chua phu hop dé &p dung rong réi. Vi vay,
rat can nhitng cong trinh khac trong tuong lai

tiép tuc nghién ctru sau va rong hon vé dao tao
ngudn nhan lyc trong chudi khach san cua tap
doan nham khéc phuc han ché ciing nhu cang ¢
két qua nghién ctru nay.
6. Két luan

Trong bdi canh hoat déng du lich héi sinh
manh mg&, cung su phat trién dot phé cua cong
nghé; nhu ciu, doi hoi ngdy cang cao vé chat
lugng dich vu tir phia khach hang thi hoat déng
dao tao cua khéach san van chua thuc sy phi hop
va hiéu qua. Diéu cbt 18i nhit cua dao tao van la
viéc trao cho nguoi lao dong su tu nhan thirc tim
guan trong cua viéc hoc tap va phét trién ban
than cung véi tu duy nghé nghiép “Mind set”
dung dén. Piéu nay s& giup ngudi hoc tu dinh
huéng va nd luc vuon 1én, dem lai gia tri gia
tang 16n hon trong linh vuc dich vu va théa mén
nhu ciu ngay cang cao cua khach hang. Bong
thoi con gidp tiét kiém chi phi dao tao théng qua
viéc kiém soét noi dung dao tao va truyén cam
hirng tich cuc dé nguoi lao dong nang cao tinh
than trong ban than va trong tap thé.
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Tom tit

Bang viéc sir dung két hop nhiéu phirong phdp nghién ciru khac nhau, bai viér da chi ra cac
yéu to quan trong dnh hwong téi thuc trang cong tac dao tao nguon nhan luc cia khach sgn Hyatt
Regency West - Ha Ngi, mgt trong nhiing khach san 5 sao hang dau ¢ Ha Ngi. Pong thei, théng qua
viée déi sanh mie dé hai 1ong cia khdch hang doi véi chat luong ddi ngii lao déng phuc vu truc tiép
cua khach san truwdce va sau qud trinh ddo tqo, bai viét da danh gid thut trang cong tdc dao tao
nguon nhan luec, tir d6 dé xudt mét sé gidi phap can thiét nham cdi tién cong tdc dao tao nguon nhan

luc cho khach sgn Hyatt Regency West - Ha Ngi, trong thoi gian tdi.

Tir khoa: Chdr hiwong nguon nhan luc; Céng tic dao tao nguon nhan lyc; Khach sgn Hyatt

Regency West - Ha Ngi.
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