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LOI CAM ON
Loi dau tién tac gia xin chan thanh cam on dén quy Thay C6 trong khoa Du Lich
cta truong Pai hoc Nam Can Tho, nhiing nguoi da giang day, truyén dat nhitng kién

thirc v6 cing bo ich cho t6i trong sudt bon nim qua. Va dé s& 1a hanh trang vo cing
quy gia cho t61 khi budc chan vao sy nghi¢p trong tuong lai.

Bén canh do, toi cling xin cam on trudong Dai hoc Nam Cén Tho di tao diéu kién
cho sinh vién cudi khoa co diéu kién va thoi gian thuc tap dé van dung nhing kién thuc
tai truong vao trong thyc té. Dac biét xin goi 1o cam on sau sac dén thac si Nguyén Du
Ha Long nguoi thay chu nhiém va ciing 1 di truyén dat nhitng kién thirc quy béo va
nhitng niém cam hing ciing nhu dong luc hoc cho toi va cing nhu cac ban trong suat
qua trinh hoc tap vira qua. Chung t6i da c6 thém nhiéu kién thac bd ich, tinh than hoc
tap hiéu qua, nghiém tac. Chac chan day sé 1a nhiing kién thirc quy bau, 12 hanh trang
c6 thé giup ich sau nay.

Ciing khong quén giri mot 151 cam on siu sic dén véi ThS. Lé Khanh An, nguoi
d3 tan tinh hudng dan t6i trong sudt qua trinh thuc hién bai bao cao tét nghiép, ludn
luén an cén va quan tam dén nhirng van dé khuat mac cua ching toi trong qua trinh
1am bai tiéu luan . Va khong thé thleu cac anh, chi ciing nhu cac bd phan c6 lién quan
tai West Hotel Can Tho di hd tro t6i rat nhidu trong qua trinh thyc tap

Mic du di rat cb gang nhung chéc chin nhitng hiéu blet va ky nang 1ap luén, hoat
dong thyc tién con han ché. Do d6, bai bao cdo thuc tap tot nghiép cua toi kho co thé
tranh khoi nhitng sai 1am va nhiéu chd chua chuan xac, kinh mong nhan duoc nhiing
nhan xét bd ich tir Thay C6 dé co thé ap dung vao thyc té trong twong lai.

To61 xin chan thanh cam on!

Can Tho, ngay... thang... ndm 2021

Nguwoi thuc hién



LOI CAM POAN

Téi xin dugc cam doan dé tai “Néng cao chat lwong dich vu luu tra tai West
Hotel Can Tho” 14 cong trinh nghién ctu, sy ¢d gang, nd luc cua riéng toi va dugc su
huéng dan, gitip d& cua ThS. Lé Khanh An. Cac ndi dung nghién ctru, két qua trong dé
tai nay trung thyc va chua cong bd dudi bat ky hinh thirc nao trude day.

Ngoai ra, trong bai bao cao con sur dung mot sé nhan xét, danh gia ctng nhu noi
dung tir cac tac gia khac, co quan t6 chirc khac déu co trich dan va ghi ngudn goC Cu
thé. Néu phat hién co bat ky su gian 1an nao toi xin hoan toan chiu trach nhiém vé noi

dung bdo cdo ctia minh.

Can Tho, ngay ... thang ... nam 2021
Ngwoi thuc hién



BANG MO TA NHAT KY THUC TAP

Tuin Hoc cac Pugc chi Quan ly b Ban than
1 noi quy, day cach phén budng cam thay
(5/4- quy dinh di ding, phong chi hoan
11/4) cua cia cach go Pham Ngoc thanh tot
khach ciia dé Dung. Nhan nhiém vu
san va vao don vién budng dwgc giao
van hoa budng, phong va hoc héi
ciia dwoc hoc Nguyén Vin dwoc
khach cach don Tan nhiéu kién
san, cac v¢é sinh, thirc mai
san don dep va Kkinh
phim phong nghiém
chinh theo dung chi ban
cua quy cach than
khach quy trinh
san ma khach
san yéu
ciu (trai
ga ném,
thay ao
g0i, 1am
d?ty caclo
dau goi,
sira
tam,..)
dwgc chi
phan biét
cac loai
phong dé
phuc vu
khach
dén.
Tuin Buong Don Nhén vién Hoan
2 phong va phong va budng phong Thanh tot




(12/4- phu cong dem cac Nguyén Vin nhiém vu
18/4) viéc giac chin, ga, Tén dworc giao
ui tai 40 gobi dwgc su
kho xudng hai long
phong cao tir cac
giat ui anh chi
lam chung
Tuén Budng Do ngay Nhan vién Hoan
3 phong diép I¢ budng phong Thanh tot
(19/4- cong suat Ngoc Hoa Nhiém vu
25/4) phong cao dworc giao
nén da sb
don
phong va
tang ca
thém
Tuin Budng Vio tuin Nhén vién Kinh
4 phong cao diém budng phong nghiém
(26/4- ngay I¢ Ngoc Hoa don phong
2/5) don dwoc niang
phong va cao, ti mi
tang ca hon trong
thém lam viéc.
Tuan Buodng Don Nhan vién Hoan
5 phong phong va budng phong thanh tot
(3/5- dem chan Nguyén nhiém vu
9/5) ga 40 goi Trinh Ngoc
ném Tam
xuong
phong
giat ui
Tuan Buong Don Nhan vién Nang cao
6 phong phong budng phong duwgc tay
(10/5- Nguyén nghé don
16/5) Trinh Ngoc phong, va
Tam biét dwoc

nhiéu tir

tiéng anh
thong
dung




chuyén

nganh,
biét duwoc
cach ling
nghe va ti
mi trong
cong viéc.




NHAN XET CUA CO QUAN THUC TAP

- Co quan thyc tap: West Hotel Can Tho

Cén Tho, ngdy.... thang ..... nam 2021
Co quan thuc tap
(Ky, ghi ro ho tén)
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NHAN XET CUA GIANG VIEN HUONG DAN

- Ngudi huéng dan: Thac s Lé Khanh An ‘
- Don vi: Khoa Du Lich, truong Pai hoc Nam Can Tho

“VE NN UG ..ottt
SV HHAT A0 vvevvecierieieseeeeciee ettt
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Can Tho, ngdy.... thang ..... nam 2021
Cham diém : Ngudi hwéng din

(Ky, ghi ro ho tén)
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NHAN XET CUA GIAO VIEN PHAN BIEN

-HOc ham hoC Vi, NO VA TEN: ..oiiuiiiiiiie et
“DON VI
-Nhan xét ctia giao vién phan DIEN: ..........coveiieii e

Can Tho, ngay. ... thang ..... nim 2021
Cham diém: Gio vién phan bién

(Ky, ghi ro ho tén)

viii



MUC LUC

LOT CAM ON ...ttt i
LOT CAM DOAN ....coooomiriiiiiiieiesisis s i
BANG MO TA NHAT KY THUGC TAP .....cooiiiiiieeeeeeeeeeeeeeeesees s iii
NHAN XET CUA GIANG VIEN HUONG DAN ........ccooovveverererieeeeeeesees s Vii
NHAN XET CUA GIAO VIEN PHAN BIEN ........cooooovviieieeececeee e, viii
DANH SACH BANG .....ovvvmmiiimiieienisesssssis s ssss st Xii
DANH SACH HINH .....cooooviiiiiiiiiitinicrissiessess s Xiii
DANH MUC VIET TAT ..ot testeste st es s s s st Xiv
MO DA ..o 1
1. PAT VAN DE NGHIEN CUU .....cooooiiiieiieeceeeeeee s 1
2. MUC TIEU NGHIEN CUU........coovioeiereeeeeeeeeese e essesseesn s, 1
3. PHAM VINGHIEN CUU .....coooiviieierceieeeeeeeeese e, 2
4. PHUONG PHAP NGHIEN CUU ....coooviviriiriiiiinernssessssssssssseens 2
5. GIA THUYET KHOA HOC ... sesseesn s, 2
6. CAU TRUC TIEU LUAN .......coviririreierceeeeeeeeee e sessees s, 2
CHUONG 1: CO SO LY LUAN VE CHAT LUQNG DICH VU BUONG PHONG
TRONG KINH DOANH KHACH SAN ......c.oooviieieieiceeeeeee e 3
1.1 Khai niém du lich va khach du lich.............ccccoooiiiii 3
1.1.1 Khai ni€M du HCN oo 3
1.1.2 Khai niém khach du liCh........cooiiiii e 3
1.2 Khai nién khach san va kinh doanh khach san......................c.oo 4
1.2.1 khai ni€m Khach San ... 4
1.2.2. Khai niém kinh doanh khach san ...........ccccccooiiiiiiiiic e, 5
1.2.3 Khai niém kinh doanh luu trti trong khach san..........cccccovvvieiieeiiinennee 6
1.2.4 Dac di8M dICh VU IO Tttt ee s 7
1.2.5 Co so vat chat ky thuat caa khach san giir vi tri quan trong trong du lich
........................................................................................................................... 8
1.2.6 Kinh doanh khach san gitr vi tri quan trong thuc hién chién luoc xuat
KNAU QUOC 8. .veveeeeceeeeeees e st n s ne st ens s sss s 8
1.2.7 Cac phuong phap danh gia chat lugng dich vu trong kinh doanh khach
71 TP PRSPPI UPR PRSP 8
1.2.8 Y nghia cua viéc nang cao chét luong dich vu luu tra trong khach san 10
1.3 Gidi thiéu vé budng va bd Phan DUBNG ...........cc.ovvvevereeeeeieeee e, 11
1.3.1 Khai niém budng phong trong Khach san...........c..cccceeeuveureeeceereerenrnnnns 11
1.3.2 Cac loai budng trong KhACh SaN ........cc.cveveeververeeeeeeeesssseses s 11
1.3.4 Nhiém vu cua b phan bUOng phong trong khach san ...........cccccevvenee, 13
1.4. Khai niém va chat lwong vé buong PhONg.....ocoooiii, 14
1.4.1 Khai niém Ve chat Iuong bUSNE PhONG ......eevevcceeeceee e 14
1.4.2 Chét Irong V& BUONE PRONE ..., 14
1.4.2.1 Chét luong dich vu cao gitip gia ting loi nhuan cho khach san.......... 14



1.4.2.2 Tang kha ndng canh tranh va tang gia ban mot cach hop 1y trén thi

190800 0 RO SO SPRRI 15
1.4.2.3 Nang cao chét luong dich vy khach san gitip giam thiéu cac chi phi
kinh doanh cho doanh NGRIEP........covvviiiieii 15
1.5 Cac nhén t6 anh hudng dén chat lugng phuc va BUONG ... 16
1.5.1 C0O 56 VAt ChAL K§ tUAL........ooveeeceeeeeeeeeeee s, 16
1.5.2 Chat luong doi ngili 120 AONG .........evveveeverieeeeeeeeeeesee e seeteeesseesee s, 16
1.5.3 Quy trinh PRUC VUL, 16
1.5.4 MOt S8 CAC YEU 10 KNAC: ..., 16
CHUONG 2: THUC TRANG CHAT LUQNG DICH VU LUU TRU TAI WEST
HOTEL CAN THO .....ccoooooiiiiiieteiessss st 18
2.1 Tong quat vé West Hotel CAn Tho............ccoovvvvvererecieeeeesee e, 18
2.1.1 Gi6i thi¢u vé West Hotel Can Tho ..o, 18
2.1.1.1. Lich str hinh thanh ...........cccooiiiiii e 18
2.1.1.2. QUA trinh PhAL trIEN ...ocvveveereereeeeeee e, 18
2.1.2. Bo may t6 chirc va quan 1y ctia khach san West Can Tho'.........c..v..... 19
2.1.3. Doanh thu ciia West Hotel Can Tho theo méi mua thu nhap ............... 24
2.1.4. Co s& vat chat va dich vy bo sung trong kKhach san ..........ccccceveeveveenee, 24
2.1.5. Quy trinh phuc vy caa b phan budng tai West Hotel Can Tho........... 28
2.1.6 Co so vat chat k§ thuat ctia bo phan BUSNG............cceveeeveeeeeeeeeeee 31
2.2 Panh gia chit lwgng budng phong tai West Hotel Cin Theo ...................... 32
2.2.1. Panh gia theo hé thong a0 €O DAN..........cveveveereeeeeeereee e, 32
2.2.2 Theo chii quan cta nha cung cAp diCh Vil.......oo.ovvevecierereeeeseeeeeeiens 33
2.2.3 Panh gia theo ¥ kién phan hdi ciia khach hang...........cccocovvvvveereevevennn, 36
CHUONG 3: GIAI PHAP NANG CAO CHAT LUQNG DICH VU BUONG
PHONG TAl WEST HOTEL CAN THO VA KIEN NGHI, KET LUAN.............. 41
3.1. Co 86 VA @8 A QIAT PRAP.......ooovcveeeveeeeceeee e 41
3.1.1. Pinh huéng phat trién ctia du lich TP.CAN ThO ......eeveveeeeeeeeeiens 41
3.1.2. Pinh huéng va muc tiéu phat trién hoat dong kinh doanh dich vy luu tra
ClA WESE HOEl CAN TRO ..ot enes st 42
3.2. Mt so giai phap nhim ning cao hiéu qua chat lwong dich vu lru tra tai
WeSt HOtEl CAN TRO ... 42
3.2.1. Giai phap V& MArKEtNG.......coevveveereercecieeeeeeeeesesee e, 42
3.2.2 Néng cao vé to chirc quan 1y chat luong PhUC VU .....c.oveeveveeveeceeceen, 44
3.2.3. Tang cudNg hop tAc PhAt triEN........cc.ovveveereerereeeeeeeeeeeses e, 45
3.2.4. Tang cudng su phdi hop giira bo phan budng va cac bd phan khéc .....46
3.2.5. Nang cap va d6i MGi co s Vat Chat K§ thUat ..........ccocveveveeeeieieieenes 46
3.3. Panh gia cac yéu to tac dong dén viée thu hit khach tai West Hotel Can
TR0 . a e 46
3.3.1. Yéu t6 dia diém Kinh doanh ..........ccccomrreiniireinereieseiee oo, 46
3.3.2 Yéu té COM NGO 1ttt sttt b e n e b e r e n e nn e ne e reanns 47
3.3.3. Yéu t6 ing dung CONG NhS ..o 47
3.3.4 Didu Kien CO ST VAL CRAL c...vveeeeeeeeeeeeeee e 48



3.4 Bién phap cai thién chat lwong budng phong tai West Hotel Cén Tho.....48

3.4.1. Dap tng nhu cAu KhAch hANG .......o.cvveiieieeeeeeeeeeee e 49

3.4.2 Quan tri KhAch SaN.........ccooiiiiiiie e 49

3.4.3. Nhan vién Khach San .........ccccccoiiiiiiiii e 49

3.5. Ki€N NN VA KL TUAN ......vieeieeceeeeeeeeeeeee e, 49
351 KELTUAN ..ottt 49

3.5.2 KIEN NON ..o 50

PHU LUC HINH ANH ..ottt 52
TAI LIEU THAM THAO.....c.ooioiioeeeoeeeeeeeeeeeee ettt 55

Xi



DANH SACH BANG ‘
Bang 2.1 : Binh mirc nhan su cua b phan buong tai West Hotel Can Tho

(Ngudn: Phong Nhan su khach san West Hotel Can Tho)...........oevveneiveneninee.

Bang 2.2 Gia phong (ngudn: West hotel Can Tho)............cc.oooveeiiiiinnn...

Xii



DANH SACH HINH

Hinh 2.1 : Phong Superior 1 ngudi (ngudn West Hotel CAn ThO) ......cocveeeecnns 25
Hinh 2.2: phong Superior 2 ngudi (ngudn: West Hotel Can Tho).........ccccc....... 25
Hinh 2.3: phong Deluxe giudng doi (ngudn : West Hotel Can Tho)................. 26
Hinh 2.4: phong Deluxe 2 giudng don (nguon : West Hotel Can Tho)............. 26
Hinh 2.5 phong West Suite — phong ngt (ngudn: West Hotel Can Tho).... .......27
Hinh 2.6: O cam dién bi MAt d6 DA0 VE..........ooviiiiiiiieiiiiii e, 33
Hinh 2.7 Xe dé rac, dung cu va khin dé lung tung khong ngan nap.................. 34
Hinh 2.8 San nha bi VEt 6 MAtVE MF QUAN.............oiiiiiiie et e, 34
Hinh 2.9 : phan hoi khach hang (ngudn : agoda.com.....................ccccceeeeen.. 36
Hinh 2.10: phan hdi khéch hang(ngudn: agoda.com)....................... coecee..... 36
Hinh 2.11: phan hoi khach hang (nguon: agoda.com).................ooooviniinn.. .37
Hinh 2.12: phan héi khach hang (ngudn: agoda.com)..................... ceeceeenn. .38

Xiii



VN
KS
DL
TP

DANH MUC VIET TAT

Viét Nam
Khach san
Du lich
Thanh phé

Xiv



