TAP CHi CONG THUONG

UNG DUNG CONG NGHE TRONG
QUAN LY TRAI NGHIEM KHA CH HANG
TAI KHACH SAN SGH

® NGUYEN NGOC DUNG - NGUYEN TH| ANH PHUGNG

TOM TAT:

Cong nghé dang din di siu vio cudc song va cic nganh nghé khic nhau, nganh khach san du

lich ciing khong ding ngoai xu huéng trén. Ung dung cic y&u t6 cong nghé trong kinh doanh
khéch san 1a cach dé nang cao trai nghiém cho khach hang. Viéc nay khong chi gitip cic khach san
thu hit, duy tri sy hai 1ong cho khach hang - nhitng ngudi nim bit xu huéng cong nghé nhanh nhat,

ma con gidp cho khdch san ting dugc kha nang canh tranh trén thi trudng.

Mic dit cong nghé mang dén rat nhiéu 1¢i ich nhung cdc di€ém cham cdm xic trong hanh trinh

trdi nghiém ctia khach hang vin déng vai trd quyét dinh cho sy thanh cong, vi vay van c6 nhitng

han ché& nhit dinh cong nghé chua thay thé dugc con ngudi. Bai viét nhin nhan tir géc dd quén li

khich san vé tinh hiéu qué cda viéc ting dung cdng nghé trong viéc gia ting trdi nghiém khich

hang tai khach san Sojo Ga Ha Noi.

Tu khoa: cong nghé, tng dung cong nghé, trdi nghiém khach hang, quén li trdi nghiém khach
hang, kinh doanh khéch san, quan li khach san, khach san Sojo Ga Ha Noi.

1. Gié6i thié¢u khach san Sojo Ga Ha Noi

Sojo Ga Ha Noi, tén ddy dd 12 SoJo Hotel Ga Ha
Noi (SGH) dudgc khai truong vao nam 2021 la
khéich san thudn ich tht 4 trong 13 khach san hi€én
c6 clia chudi khdch san Sojo Hotel thudc Tap doan
TNG Holdings Vietnam. Muc tiéu ctia Sojo Hotels
gitp dinh hinh xu th€ ctia nganh Dich vu kh4ch san
tai Viét Nam, phli rong toan qudc trong giai doan
10 nim dau thanh lap va ti€p tuc vuon ra thi trudng
qudc t€ trong giai doan 10 ndm ti€p sau.

SGH ndm ngay tai trung tAm thanh phd Ha Noi,
tai s& 115 phd Tran Hung Pao, doi dién Ga Ha Noi
(ga Hang Cd) - mdt trong nhitng nha ga van chuyén
hanh khach 16n nhit ca nudc, xung quanh 1a céc s,
ban, nganh ctia Thanh phd va céc khu trung tam
thuong mai, dich vy, van héa. SGH [a mot ndi dirng
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chan Ii twdng dé nhitng ngudi khich d&n day nghi
s€ c6 co hoi khdm ph4 Thii d6 ngan nim vin hién.
Véi quy md 129 phong trén tong dién tich san xay
dung 6606 m2, hién SGH hién dang dudc dinh vi 1a
khach san 4 sao. Cac dang phong cd ban tai SGH
gdm phong 1 giudng ddi, phong 2 giudng don va
phong 1 giudng doi, cung 1 giudng phu. Mic gia
dao ddng quanh khodng tir 1,1 triéu t&i gan 2
triéu/phong/dém tuy loai phong.

2. M6t s6 khai niém co ban

2.1. Khdch san va kinh doanh khdch san

Diéu 48 Luat Du lich 2017 quy dinh vé cic loai
o s Iuu tri du lich gdbm: Khach san; Biét thy du
lich; Can hd du lich; Tau thdy luu trd du lich; Nha
nghi du lich; Nha & c6 phong cho khach du lich
thué; Bai cim trai du lich; Cac cd s luu tri du lich
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khédc. Trong d6 “Khdach san (hotel) 1a cd s luu tri
du lich, ¢6 quy mo tir mudi budng ngd trd 1&n, ddm
bio chit lugng vé co s& vat chat, trang thiét bi va
dich vu can thiét phuc vu khich lvu tri va sit dung
dich vu, bao gdm khach san thanh phd (city hotel),
khach san nghi dugng (hotel resort), khach san ndi
(floating hotel), khach san bén dudng (motel)”.

Kinh doanh khach san la “hoat dong kinh doanh
dura trén co s& cung cap cdc dich vu luu trd, in udng
va cdc dich vu bd sung cho khach nhim dép tng
cdc nhu ciu in, nghi va gidi tri cia ho tai cic diém
du lich v6i muc dich mang lai Igi nhudn” (Luat Du
lich, 2017).

2.2. Khdch san “thudn ich”

“Thuén ich” dugc hiu lamang lai nhitng thuin
Igi, tién ich va hiéu quéa cho khdch hang. Trong
ti€ng Anh, khdng c6 tir nao d€ dinh nghia “thuin
ich” chinh xdcnhdt. N6 c6 thé hi€u 1a sy két hop
gifra tor “convenient” (thuln tién) véi “beneficial”
(c6 ich).M6 hinh “khdch san thudn ich” clda SoJo
Hotel tip trung vao 4 y&u t5: Ngudi tién phong
mang tam hon Viét; Thong minh theo cidch méi;
Than thudc v6i khach hang; Thic ddy cong ddng.

Sojo Hotels la thuong hiéu tién phong mang t&i
khai niém chua ting c6 - “khach san thudn ich”.
Sojo Hotels dugc thiét k& dua trén sy hi€u bi€t sau
sic vé khach hang, tinh thin tdn trong vin héa ban
dia va nd luc di diu trong gidi phip cong nghé.
Khong don thuin chi 14 ndi luu trd, Sojo Hotels 12
sy trai nghiém khac biét clia thiét ké day cdm hiing,
dich vu thong minh, phong cach phuc vu chin thanh
va Am 4p.

2.3. Ung dung cong nghé trong kinh doanh
khdch san

Cong nghé 1a nhitng thay d6i, nhitng sdng ché&
méi... nhim gidi quy&t mot van dé, cai ti€n nhitng
phuong phép, céch thic... da ton tai, dat mot muc
dich, hay thuc hién mot chifc ning cu thé doi hdi
nhitng yéu ciu cao vé k§ thuat, chit lugng (Luat
Khoa hoc va Cong nghé 2013 va Luat Chuyén giao
cong nghé 2017).

Ung dung cong nghé 1a qud trinh s& dung cong
nghé hién dai vao hoat dong cla cédc linh vuc khac
nhau. Theo tdng hgp tif cic nghién cu cia mot s&
tdc gid nhu Nguyén Thi Thiy Van (2017), Lé Bich
Hanh (2017), Nguyén Thi Van Anh (2019), Vii Vin

Thing (2021) v.v, trong kinh doanh khich san,
cong nghé c6 thé dudc tng dung vao nhiéu hoat
dong khac nhau nhu Marketing va ban hang, Quan
1y van hanh khach san, Quén 1y doanh thu, Quan ly
dit liéu khach hang, Trai nghiém khach hang, Tiét
kiém ning lugng, Bdo vé moi trudng v.v.

2.4. Quan li trai nghi¢m khdch hang

Quan Ii trai nghiém ctia khach hang (Customer
Experience Management - CEM) 1a cach quén li,
theo ddi nhitng cdm nhin, cdm xdc, ddnh gia tir
phia khach hang trong sudt qua trinh st dung san
pham, dich vu ctia doanh nghiép.

Trai nghiém khach hang (customer experience)
trong khéch san 13 cdc tuong tdc, phan hdi giita
khéach san va khach hang, giita cic khach hang véi
nhau trong thdi gian luu trd. Ching ciing bao gdm
nhitng trdi nghiém trudc khi d&€n (tim khach san, dit
phong, lién hé véi khach san..) va sau khi dén
(ph4n hoi, ddnh gid va thu hit quay trd lai). Trong
titng di€m ti€p xic cia hanh trinh khach hang, titng
4n tuong c6 thé 1a riéng biét hodc ndi ti€p, tich cuc
hoic tiéu cuc hoidc ci hai, s& dugc hinh thanh, dé
khdch hang c6 nhitng quyét dinh cho riéng minh la
s& khong trG lai hodc gidi thiéu cho ban be cla
minh hay khong.

P& quan li va gia ting trdi nghiém ctia khich
hang trong kh4ch san, diéu quan trong nhit phai c6
dugc thong tin va dic biét 13 nhitng thong tin vé
khach hang, bdi diy chinh 1a mdt tai san cia doanh
nghiép (L& Thi Bich Hanh, 2017). Phin mém quin
1y tai san trong khach san sé cho phép cac khiach
san thu thap va luu trit cdc thong tin cia khich
hang, ciing nhu thong tin vé cic hoat dong kinh
doanh cta doanh nghiép qua thdi gian, tir d6 xay
dung dudc kho dif liéu ngay cang 16n cho doanh
nghiép. Cac thong tin thu thap dugc tir khach hang
nhu: t&n, tudi, qudc tich, nghé nghiép, gia dinh, dia
chi lién lac, mic chi tiéu, tin sd tiéu dung, s thich
tiéu dung, hang hoéa, dich vu nao dugc khach wa
thich lwa chon, hang héa, dich vu nao it dugc lya
chon, tir @6, khach san c6 thé thi€t k& nhitng géi san
phdm phit hdp nhét v6i khach hang, ting doanh thu
va tdng tinh canh tranh cho khach san.

3. Thuc t& Wng dung cong nghé trong trai
nghié m khach hang tai Sojo Ga ha ndi

Phdng van dai dién 01 lanh dao va 01 qudn li
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ctia khach san SGH cung viéc khdo sit 32 nhin
vién cdc bd phan bo phian K& todn (01 ngudi),
Guru* (16 ngudi), B&p (02 ngudi), Budng (06
ngudi), Kinh doanh (01 ngudi), K§ thuat (05 ngudi),
CNTT (02 ngudi) cho cdc thong tin vé viéc tng
dung cong nghé trong quan li trdi nghiém khach
hang tai SGH nhu sau:

3.1. Truéc khi sit dung dich vu tai khdch san

Khéch hang c6 thé tim ki€m thong tin vé khich
san tai cdc kénh truc tuyén (online) nhu website
cia Sojo (www.sojohotels.com); facebook page
(www.facebook.com/SOJOHotels) hodc cic dai Iy
du lich truc tuyén (OTAs) gdm Booking, Agada,
Tripadvisor, Traveloka, Hotels, Ivivu, Trip v.v.
SGH va hé thong Sojo con ¢ tng dung (app) cai
trén dién thoai cd tén l1a Sojo Hotels giip khich
hang dé dang tim ki€m va dit trudc cdc dich vu.

Hé thdng ctia SOJO gilp khdch hang c6 thé
“silent check-in” biing viéc ding ky moi hoat dong
tai nha qua cédc ng dung dién thoai cia SOJO, dit
vanhan phong trudc 48 ti€ng. Khi t6i khach hang
chi can kich hoat qua hé thong dién thoai, khong
cin qua quiy 1& tin ma di thing vao thang mdy,d
dé c6 hé thong nhan dang FacelD va vao thflng
phong nghi.

3.2. Trong khi sit dung dich vu tai khdch san

T6i v6i SGH, viéc dau tién khach hang dugc trai
nghiém d6 chinh 12 y€u t& ban dia ciia Ha Noi trong
cac thi€t k& khich san qua phong cich ki€n tric
Neo-Industrial. Tir mdi 6 clra, sdnh va ca khu vuc
phong ngti ctia SGH, du khach ludn dugc chim dim
trong khong gian gdi nhd vé mo hinh dong co xe
Itta, nhitng 6 ctta s6 mang dic trung ctia mdi toa thu
nhim tdi hién lai khong khi nha ga c6 tudi d&i hon
100 nim, dugc 16ng ghép thém ngdn ngit mdi 1a
Early-fiction, do Sojo Hotels tuf phat tri€n, 1am ting
tinh lang man cho khdng gian ndi thit. Hé thdng
thang mdy, ctra phong dugc moé phdng theo mo hinh
clia doan tau v6i mdi phong nghi tuong ng v6i mot
toa dugc ddnh sd tuong ing tao cAm gidc thich thd
khi di vao cac khu vuc ctia khich san.

Ngay khi budc chin vao cin phong, bing cach
stt dung app SOJO Hotels trén dién thoai, cac JO
(tén goi than thi€t ma SOJO Hotels goi khach hang)
s€ nhan dugc 18i chao “JO o1, chao murng ban da gia
nhap cong ddng JO va s& lap tidc “bat mood” theo
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céc ch& do da cai dit sin. Trong khdng gian phong
nghi, khdchhang ciing ¢6 thé ty do diéu chinh hé
thong Am thanh, 4nh sing hoic nhiét do phong.
SGH ciing tng dung cdng nghé vao héthdng den
chi€u sdng trong phong tim dé khich tuy chinh
khong gian cho phut hgp v§i tam trang nhu s6i dong,
thu gian, v.v...

Game héa 12 cidch d€ SGH gia ting thém cic
trdi nghiém cho khach hang bing mot loat cudc
“d@au tri” nho nhé véi ban than. Vi du, khi buéc
vao phong tim, cip doi diu godi sé “ddnh d6” JO
bing cdu hdi di ddm “JO di, tim tru6c hay goi
trudc. P6 1a van dé&” trén b sdn phaAm nha tim.
Hoic nhu chiéc tii dung mdy sdy vdi 16i nhic nhe
“Séng bit diu tir gi6, gi6é bit dau tir diy”, chi€c
ddng hd véi chit “Now” ciing 1a cdch Sojo mang
d&€n ngudn ning lugng tich cuc, v6i § nghia
khuy&n khich cdc Jo tich cuc, tran trong tiing phut
gidy trdi nghiém trong cudc sdng. “Jo oi, y tudng
khong nén vat vudng” 1a dong chif in trén chiéc
biit, d€ gon gang canh t&p gidy & diu giudng.
Khéch hang c6 thé phi cudi khi cAm biit 1&n, cim
thdy hitng khdi va mudn viét ra diéu gi d6. Poi
dép di trong nha v46i hai mau tudng nhu “coc
cach” ctia SOJO ciing c6 nhitng ky tu bién tau tir
thuong hiéu cda khdch san nay, sin sang dua
khdch vao cudc choi gidi ma ngdn ngi.

Nha hiang & SGH ciing khong con theo kiéu
truyén thng ma 12 mot khu vic md - sdnh JO247,
noi moi ngudi c6 thé gin giii va k&t ndi hon, ndi két
hop gitta gidi tri va 4m thyc. SGH ciing khdng c6
ban nhan vién t6i héi xem khach candiing mén gi
ma thay vio d6 13 mot mdy tinh bing dé khich
hang c6 thé chon mén trén d6. Trong thdi gian tdi,
nha hang ctia SGH s& phit triéntheo hudng gitip
khéach hang c6 thé lya chon va diéu chinh mén in
theo nhitng cich riéng, vi du mot tich tra it dudng
hay nhiéu dudng, ting gidm d6 chua hay do ngot
clia mén dn ngay v.v trén may tinh bang.

Khédch hang ciing khong cAn ban tim viéc gl
hanh Iy khi di ra ngoai, vi SGH ¢6 thi€t k€ mot cin
phong rit gon vdi nhiéu cabin. Khach hang diing
mat khiu d€ ki€m soat moi van dé an ninh, an toan.
Cabin dugc thiét k&€ dap @ng nhiu nhu ciu khic
nhau, khong chi d€ tdi xdch nhd ma ca nhitng va-li
dai (kich c& tir 24 dén 28 inch). Céc cabin nay la
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mot dang ti dd trén nhitng tuyén metro 16n clia
Nhat Ban hay mot s6 nudc chdu Au hién dai.

Tai khu giit 13, khiach hang c6 thé thanh todn
phi qua hé thong thanh toan tv dong bing ma QR
hay thé tin dung. Trong lic chd dgi dd dudc
gidt,khdch hang cé thé gidi tri, thu gidn, dn u6ng vi
ndi giit da dugc k&t hop vé6i lounge bar. Thiét k&
dua trén nhitng ky vong 4n gidu cta khach hang,
khu vyc nay mang tGi nhitng trdi nghiém “wow”
cham tGi cdm xdc v4i mot loat cdc tro chai tir dan
gian nhu 6 dn quan, nhdy 10 cd, d&€n cdc trd hién
dai nhu bi ldc, phi tiéu, rdit gb... Khdch hang sé
cadm tha'y khong bi ling phi khodng thdi gian nay.
DAy la nhitng khong gian k&t hgp y€u t6 thuan ich
dé khach hang c6 thé tu trdi nghiém va phuc vu
ban than khi d&€n SOJO Hotels.

3.3. Sau khi sit dung dich vu tai khdch san

V& phan chim séc khach hang, SGH c6 st dung
hé thong CRM riéng k&t n6i v6i phan mém quan li
van hanh khach san Newway cting app Sojo Hotel.
Khach hang s& dugc tich diém cho tit ca cdc hoat
dong tir tai app, book dd dn, book phong v.v. Khich
doan di cong tic thudng xuyén s€ c6 gid vu dai theo
g6i (c4 nim). Sau mdi 1an khich nghi tai SGH, khi
check-out (trd phong) trén app (Gng dung) c6 bill
(héa don), khach hang dugc dé nghi thuc hién viéc
danh gia chat lugng dich vu ctia khach san. Va mdi
Sojo Hotels déu c6 KPI vé ty 1& danh gid ctia khich
hang, trong d6 SGH ludn dugc ddnh gid § mic cao
(gaAn 9 trén 10 diém) theo nhu trao d8i véi lanh dao
khach san.

4. P4nh gia va khuy&n nghi

4.1. Panh gid thanh cong, han ché

Thong qua nhitng phin tich & phin 3 clia nghién
cliu, tdc gid dua ra mot danh gid vé viéc ng dung
cOng nghé trong quan Ii trai nghiém khach hang tai
SGH nhu sau:

% Mot s6'thanh cong da dat duoc:

- SGH da tao ra nhiing trdi nghiém khdch hang
khong chi mdi la ma con rdt nhan vin: SGH khong
lam dung cdng nghé&, ma chi st dung cong nghé &
mitc hop ly d€ dap tng ot nhat “insight” - sy that
ngam hi€u - cia nhém khach haing muc tiéu. Vi sy
im ling clia th€ hé (slient generation), viéc ti€p xitic
cang it s& cang khi€n kh4ch hang thiy hai long,
nhung khong phéi 1a sy im ling mai mai hay im

ling khong cdm xic. Khich hang dudc quyén chon
va hoidc khong chon ti€p xic cé con ngudi (nhan
vién phuc vu). Va dii ti€p xtic khong c6 con ngudi,
khach hang van c6 thé duy tri cAm xiic viéc bing ty
do song tai khach san nhu tai nha minh (goi d6 #n tir
ngoai mang vao, niu d6 in mang theo v4i bép va
dung cu dudc cung cAp mién phi, chdi cic dd chdi
dan gian vui vé cung nhau v.v). Hay thay vi viéc
cung cap dich vu giit 12 nhu céc khich san truyén
thong, SGH c6 cd mot khu vuc gidt 1a riéng véi mitc
gi4 gAn nhukhong gitip mang lai cho khdch san mot
cadm gidc clia nhitng “ngudi ban” hd trg 1An nhau,
thay vi tim moi cdch d€ tan thu nhau.

- SGH da gép phan dinh hinh duoc xu thé trdi
nghiém dich vu luu trii méi va phdt huy dvigc bdn sdc
vin héa dia phiong: K& thira dugc mo hinh ciing
nhu 12 tri&t ly kinh doanh cta hé thong Sojo Hotels,
SGH cung véi cac khach san ctia chudi dang dan
dinh hinh mot phong cich “séng s6” va ton vinh
y&u t& ban dia. Nhitng thong tin vé Ga Ha Noi hang
trim nim tudi ma khong phai ai cling bi€t di lam
nén nét rieng c¢6 diy ty hao cda SGH, gitip cho
khdch luu trid ¢6 dugc nhiéu gid tri hon khi & tai day.
Bén canh d6, nhitng thong tin van héa, su kién, dia
diém v.v... tai Ha Noi dudc cung cip ciing gitip cho
du khach hi€u biét hon vé manh dat, con ngudi noi
day gitp cho nhitng trai nghiém ctia khach hang tré
nén ddng nhd va s€ khong quén quay lai khi c6
diéu kién.

< Mot s6 han ché con ton tai:

- Tinh bén dia chua duoc khai thdc dii manh dé
tao dn tuong sdu scc cho khdch hang:

Piém nhan vé tinh ban dia cia SGH chinh la
thi€t k€ mo phdng doan tau, toa thu ciia Ga Ha Noi
cho toan bo khach san. Mac du viy, viéc tng dung
nay cling chua hoan toan triét d€ nhim tao ra dudc
mot An tugng manh mé ngay tir 1an nhin thiy hoic
st dung dich vu dau tién. Vi du vé visual t8ng thé,
né&u nhin tir xa khdch san vAn gidng nhu mot tda nha
binh thudng, khong thiy c¢6 hinh 4nh thi€t k& nao
tao su lién k&t v6i Ga Ha Noi. Con khi di vao ting
1, thang mdy dugc thi€t k& hinh dau tau, vich ngin
la banh xe xich cla tau; cdc phong trong khdch san
va hanh lang c4c tAng trén dudc thi€t k& nhu céc toa
thu v.v 12 nhitng di€m dic biét tai SGH, tuy nhién
lai khd kh6 d€ nhén ra vi thi€u su ndi bat trong mot
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t6ng thé ddy mau sic tim xanh cda logo va mot s
baitri kha dep matkhac.

- Tinh ca nhdn héa trong trdi nghiém dich vu tai
SGH la chua cao:

Ngoai trir sy khdc biét ngay tir trong thi€t k&
khdch san ban ddu 1 thi€t k€ mang hinh 4nh ga
Ha Noi, moi thit con lai cia SGH déu giong nhu
hiu hét cdc khdch san clia Sojo. Piéu nay lam
gidm di sy td mo cing mong mudn dugc di tSi
nhiéu Sojo Hotels trén toan Viét Nam dé c6
nhitng trdi nghiém riéng c6, thi vi tai tiing di€m
dirng chan & mdi tinh, thanh phd. SGH ciing chua
c6 nhitng tai liéu gidi thiéu thit riéng vé Ha Nai,
nhitng di€m nén dé&n, nhitng mén nén in, nhitng
dich vu nén trdi nghiém. V§&i ban tinh ham khdm
phd, khach hang s& ludn thich nhitng mang lai
nhiéu trdi nghiém doc ddo, siu sic chif khong chi
12 nhitng dié¢u nhin thdy ban dau.

4.2. Mjt s6' dé xudt

Khéc biét trong san phim va cd nhan héa tdi
trng khach hang sé tao nén nhiing trdi nghiém
khach hang xuit sic. Do vay, d€ ting cudng viéc
ting dung cong nghé vao quan li trdi nghiém khéach
hang, mot sé dé xuit cho SGH dudc tc gia dua ra
nhu sau:

Ngoai nhitng sy khic biét “tinh” da ¢6 sén trong
thi€t k& ban diu cla khdch san, thi sy cip nhat
nhitng khic biét “dong” tai ting Sojo Hotels 1a
diéu vo cling cAn thi€t va khi€n cho mdi 1an & tai
bat ky mot Sojo Hotels clia hé thong déu 1a mot 1an
trdi nghiém thi vi. Vi du nhw SGH ¢6 di€ém nhan l1a
thi€t k€ mod phdng doan tau, toa tau thi vdi xu
huéng ti€p nhan ndi dung truyén thong (content)

TAILIEU THAM KHAO:

hién tai SGH cAn 1am mdt video chio mirng khich
dén véi SGH, k€ cho ho nghe vé ga Ha Noi hang
trim nim tudi cling tri€t ly va s ménh kinh doanh
cla Sojo Hotels n6i chung, cia SGH néi riéng. Bén
canh d6, nén lam nhiéu video khic dé gidi thiéu
cho du khéch t6i SGH nhitng mén dn ngon, nhitng
mén qua qué ctia Ha Noi; nhitng dia diém check-in
theo tirng mua xudn, ha, thu, dong tai Tha do6 cling
nhitng tinh thanh lan cin dé khach c6 thé chua di
dugc ngay 1an ddu nhung s& c6 nhitng thong tin dé
nhd lai cho nhitng 1an sau khi c6 cd hoi. Nhu vy,
khéch hang s& nhé SGH, dé 1an sau c6 dip sé& quay
lai hodc gidi thiéu cho nhitng ngudi ban chua tirng
c6 trai nghiém & Ha Noi, & Viét Nam biét vé nhitng
diéu thi vinay.

Bén canh d6, tinh ban dia ciing nén dudc thé
hién siu sic hon trong viéc huéng din khich, dic
biét 12 nhitng kh4ch nu6c ngoai hay khdch 1an dau
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nhu viéc gidi thi€u vin héa ban dia cling mdi chi
dirng & mdc c6 chit chua sdu m
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APPLYING TECHNOLOGICAL ADVANCES
IN MANAGING CUSTOMER EXPERIENCE
AT SOJO TRAIN STATION HANOI HOTEL
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ABSTRACT:

Technology has been applied in different socio-economic sectors, including the hotel and
tourism industries. Applying technological advances in hotel business is not only to improve the
experience of customers who grasp technology trends the fastest but also to increase the
competitiveness of hotels in the market. Although technology brings many benefits, emotional
touch points in the customer experience journey still play a decisive role, so there are still certain
limitations that technology cannot replace humans. This paper analyzed the effectiveness of
technology applications in increasing the customer experience at the Sojo Train Station Hanoi
Hotel from a hotel management perspective.

Keywords: technology, technology application, customer experience, customer experience
management, hotel business, hotel management, Sojo Train Station Hanoi Hotel.
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