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he tourism busi-
Tness is consid-
ered as one of
key industries in Viet-
nam and Cén Tho is in-
cluded in a center of this
industry. The problem
with this industry in
Cédn Tho in the coming
years is how to develop
the human resource
needed for quantita-
tively and qualitatively
development when Viet-
nam integrates more
fully into the world mar-
ket and get open to for-
eign competition.

According to the the-
ory suggested by
Parasuraman  (1991),
quality of services, as
well as the tourism
ones, could be measured
by customers’ expecta-
tions and assessments
that reflect themselves
in the five key
dimensions:

- Reliability: Ability
to perform the promised
service dependably and
accurately (32%)

- Responsiveness:
Willingness to help cus-
tomers and provide
prompt service (22%)

- Assurance: Knowl-
edge and courtesy of em-
ployees and their ability
to convey trust and con-
fidence (19%)

- Empathy: The firm
provides cares and indi-
vidualized attention to
its customers (16%)

- Tangibles: Appear-
ance of physical facili-
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ties, equipment, person-
nel, and communication
materials (11%)

Of these dimensions,
the human resource
plays the most impor-
tant role accounting for
over 80% of the service
quality because the cus-
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degree of labor fluidity
is high (up to 70% in
certain firms). One of
major causes of the high
fluidity of labor is the
low income (some
VND1.2 million a
month in 2005) and
wide difference in the
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year. In training tour-
ism guides, it will
produce its first 70
graduates in 2008. The
Cén Tho Tourism Ser-
vice, in cooperation
with the Tourism Busi-
ness School in Viing
Tau, is giving courses in

Table 1: Labor force of the Cén Thd tourism industry 2001-05

Indicator 2000 2001 2002 2003 2004 2005

Labor force 1,221 1,320 1,520 1,732 1,928 2,300

- From colleges 155 210 250

- From high schools 153 400 600

- Manual laborers 913 910 1,078

- Trained in tourism services 307 478 450

Monthly income (VND1,000) 784 785 936 1,000 1,100 1,200
Source: Can Tha Tourism Service 2006
tomers’ satisfaction is income between em- tourism services and ho-
determined by employ- ployees and the man- tel management to 94
ees who provide ser- agement. Moreover, learners and an English

vices. That is why the
development of human
resource is decisive to
the development of the
tourism services. As for
the Cin Tho tourism in-

many laborers are fired
or replaced because of
their poor competence,
including ones with col-
lege degrees (their ma-
jor is not tourism busi-

Table 2: Need for hotel rooms by 2020

course to 28 managers.
These facts show
that the C4n Tho tour-
ism authority has no
plan to develop the hu-
man resource in prepa-

Demand 2005 2010 2015 2020
Room 2,300 4,330 10,360 21,430
Average occupancy rate 55% 60% 65% T0%

dustry, it’s useful to ex-
amine first the human
resource training in the
past few years before
discussing prospective
plans for the coming
ones.

1. Labor force in the
past few years

The table shows that
the best part of the la-
bor force of the Can Tho
tourism industry is un-
trained laborers and the

ness). College graduates
working in the industry
are usually from foreign
language faculties.

In Cén Tho, only a
handful of schools that
gives courses in tourism
services. The Faculty of
Business Management
and Tourism of the Can
The University has just
come into being recently
and could only train
some 20 students a

ration for future devel-
opment. In its plan for
the years 2010-2020,
the C4n Tho tourism au-
thority plans to make
the best use of its ad-
vantage as a center of
the Mekong Delta to at-
tract high-quality labor
force from other prov-
inces, and from abroad
as well, to develop Cén
Tho inte a “friendly,
safe and ideal destina-



tion for tourists” who
want to learn about
“Mekong lifestyle” and
turn the tourism busi-
ness into a key industry
of Can Tho.

The plan also pre-
dicts that by 2020, Cin
Tho needs some 21,000
rooms for tourists and
suggests a building

speed that is as follows:

In 2004, there were
1,951 hotel rooms in
Cé4n Tho cared by 1,928
laborers (that is, less

If the tourism busi-
ness can create such a
large number of new
jobs as suggested by the

above table, it will be a

very good piece of news
for laborers in the prov-
ince. But the problem
with the tourism au-
thority is how to train
and develop such an
army of high —quality
laborers in the coming
years to ensure a Sus-
tainable development
for the industry.

- Cooperating with
tourism schools or facul-
ties in order to help
learners to put their
knowledge in practice,
thereby improving their
skills; and seeking help
from national programs
to develop the human
resource.

- Giving short-term
training courses to se-
nior employees in order
to encourage them to
improve their skills and
loyalty to their firms.

Table 3: Demand for labor by Cén Thd tourism business by 2020
Laborer 2005 2010 2015 2020
Direct ones 2,390 6,930 16,570 38,600
Indirect ones 3,820 12,470 29,840 77,180
Total 6,210 19,400 . 46,410 115,780

than one laborer for a
room) while the re-
quired ratio of laborers
to room is 1.8. It is ex-
pected that by 2010 a
hotel room requires ser-
vices from 1.6 direct la-
borers and 1.8 indirect
ones. The respective fig-
ures for 2015 are 1.6
and 1.8; and for 2020
are 1.8 and 2.0.

2. Measures fo de-
velop the human re-
source for the Can
Tho tourism industry

- Making plans to re-
train and enhance ex-
pertise of the existing
employees and manag-
ers working in the in-
dustry; and at the same
time, training young la-
borers in preparation
for future development.
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- The tourism author-
ity can cooperate with
tourism agencies in sup-
plying such courses
while agencies can offer
more benefits and pref-
erential treatment to
senior employees in or-
der to encourage their
loyalty and  attract
skilled laborers.

- The provincial gov-
ernment should acceler-

ate the building of the
Can Tho  Tourism
School in order to pro-
duce skilled laborers for
the industry.

- Training courses
and programs should
aim at improving pro-
fessional ability, skills
and manners of laborers
with a view to encourag-
ing them to become at-
tached to their
occupation.

- Both tourism au-
thority and agencies
should make more in-
vestments in tourism
and training facilities in
order to help laborers
and learners get the
best performance after
graduation and save
tourism agencies from
expenses on retraining.

An army of skilled,
well-trained and de-
voted laborers in a pro-
fessional way will cer-
tainly be a firm basis for
the development of the
tourism industry in Cén
Tho.®
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