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Abstract

This study investigates the training and development of elderly human resources in
Vietnam's hotel and restaurant sector in the context of digital transformation. Drawing
on survey and transcript data from 56 elderly employees (aged 60—65) from Hanoi, Ho
Chi Minh, Ha Long and Da Nang, the research explores their demographics, digital
skills, training needs, perceived barriers, and motivations. The findings reveal that while
elderly workers bring substantial service experience and motivation, they face challenges
in adapting to digital tools due to limited training and workplace stereotypes. Tailored
training programs that accommodate the learning preferences of elderly individuals, along
with respect and intergenerational mentoring, can enhance their integration. The study
contributes to theory by extending the Technology Acceptance Model (TAM) to elderly
employees in hospitality and offers practical guidance for inclusive workforce development
in Vietnam.
Keywords: Elderly workforce, training and development, hotel and restaurant industry,
Vietnam, digital transformation, Technology Acceptance Model (TAM)

Dao tao va phat triéq ngqf“)n nhan lyc cao tudi nganh khach san, nha hang ¢ Viét Nam
trong bo6i canh chuyén do6i so .
ThS. Tran Ngoc Luong
Truong Dai hoc Hoa Binh
) Tac gia lién hé: tmluong@daihochoabinh.edu.vn
Tom tat P , R )
Nghién ciru nay tdp trung vao van dé dao tao va phdt trién nguon nhan lyc cao tuoi
trong nganh Khach san, nha hang tai Viét Nam trong boi canh chuyén d6i so. Dua_trén
dir liéu khao sat va phongvan 56 lao dong lon tuoi (tir 60-65 tuéi) tai Ha Noi, TP. Ho Chi
Minh, Ha Long va Da Nang, nghién citu phan tich dac diém nhan khau hoc, ky nang so,
nhu cau dao tao, cac rao can ciing nhuw dong lwc lam viéc cua ho. Két qua cho thdy mac
du nguoi lao dong cao tuoi co nhieu kinh nghiém dich vu va dong lyc gan bo, ho van gap
kho khan trong viéc thich vng voi cong cu so do han ché vé dao tao va dinh kién tai noi
lam viéc. Cac chuong trinh dao tao dwoc thiét ké phu hop voi phong cdch hoc tdp cua
nguoi cao o, ket hop voi s ton trong va hinh thirc co van lién the hé, co the giup tang
cuong kha nang hoa nhap cua ho. Vé mat Iy thuyet, nghién ciru mo rong mo hinh Chap
nhdn Cong nghé (TAM) ap dung cho nguroi lao dong cao tuoi trong nganh dich vu khach
san, nha hang, dong thoi, dwa ra nhitng goi y thue tien cho viéc phat trién nguon nhan lic
toan dién tai Viét Nam.
Tir khoa: Nguon nhan lyc cao tuoz dao tao va phat trién, nganh khdch san, nha hang, Viét
Nam, chuyén déi s6, mé hinh Chap nhan Céng nghé (TAM).

1. Introduction

Vietnam’s hotel and restaurant
industry is highly labor-intensive and
essential for tourism, service quality,
and cultural promotion. In recent years,

globalization, rising customer expectations,
and especially digital technologies such as
online booking, POS systems, CRM, and
Al have reshaped operations and employee
skill requirements (Buhalis & Leung,

20 S 18 - Thang 8.2025 - Tap chi KH&CN Truong Pai hoc Hoa Binh



KINH TE VA XA HOQI

2018; Jones et al., 2016).

Amid this shift, the elderly workforce,
those aged 60 and above, remain active
due to both necessity and passion. They
offer experience, loyalty, and strong
interpersonal skills valuable for customer
service, yet struggle with digital adaptation.
Factors such as slower learning pace, digital
anxiety, and health issues hinder their
inclusion (Nguyén Thi Thanh Mai, 2021),
placing them at risk of marginalization in a
technology-driven industry.

Despite their importance, few studies
explore ftraining strategies to support
elderly workers in digital transformation.
Most research centers on younger
employees or developed markets (Nguyen
Thi Thanh Mai, 2021; Tran Hiru Phudc,
2022; Buhalis & Leung, 2018), leaving a
gap in understanding inclusive workforce
development in emerging economies.

This study addresses that gap by
examining training and development
for elderly staff in Vietnam’s hospitality
sector. It asks: (1) What is the current state
of elderly workforce participation? (2)
What challenges do they face in adapting
to digitalization? (3) Which training
strategies best support their integration?
The research contributes theoretically by
extending the Technology Acceptance
Model (TAM) (Davis, 1989) to elderly
employees and practically by offering
guidance for managers and policymakers
to design inclusive training programs.

2. Literature Review and Theoretical
Bases
2.1. Digital Transformation in Hospitality

Digital  transformation  integrates
technology into operations, customer
interactions, and  business = models

(Westerman et al., 2011). In hospitality,
tools such as online booking, kiosks,
and Al chatbots improve efficiency and
personalizing experiences (Buhalis &
Leung, 2018). Restaurants also benefit from
POS and CRM systems that provide data
for forecasting and loyalty programs (Jones
et al.,, 2016; Kimes, 2018). In Vietnam,
however, SMEs face barriers including
limited resources, technical skills, and
cultural] reluctance toward automation
(Nguyén Thi Thanh Mai, 2021).
2.2. Elderly Workforce in Services
Employees aged 60+ contribute
experience, loyalty, and soft skills valued
in service industries (Taylor, 2014). In
Vietnam, cultural respect for seniors
further supports their participation. Yet

they face digital literacy gaps, slower
adaptability, health constraints, and
workplace stereotypes (Nguyén, V.H.
2021). Elderly staff excel in interpersonal
and mentoring roles (ILO, 2019), but
without targeted training risk exclusion
from digital workflows.

2.3. Training  and  Development
Approaches
One-size-fits-all training is

ineffective for elderly workers. Studies
stress  customized, practice-oriented,
and supportive learning (Armstrong &
Taylor, 2020). Effective methods include
experiential learning, peer-to-peer
mentoring, blended formats, and ongoing
encouragement. These approaches align
with adult learning theory (Knowles,
1984), which emphasizes relevance
and self-directed motivation for mature
learners.
2.4. Theoretical Frameworks

The Technology Acceptance Model
(TAM) (Davis, 1989) explains adoption
through perceived usefulness (PU) and
perceived ease of use (PEOU). For elderly
workers, PU relates to simplifying tasks,
while PEOU reflects confidence in using
tools. Extensions of TAM highlight
training, organizational support, and
culture (Venkatesh & Bala, 2008). Service
management theories (Parasuraman et al.,
1988) stress human interaction in customer
satisfaction, where elderly staff can excel
if digital systems support them. Together,
TAM and service management offer a
framework to analyze digital adaptation
and service quality.
2.5. Research Gap

Although digital transformation and
workforce aging are widely studied, few
works address them jointly in emerging
markets. In Vietnam, research emphasizes
young staff or general technology adoption
(Nguyen Thi Thanh Mai, 2021; Tran Htiu
Phudc, 2022). The training of elderly
employees during digital transformation
remains an overlooked yet critical issue,
forming the gap this study aims to address.
3. Methodology

A mixed-methods approach was
adopted, combining survey data and
open-ended transcripts from 56 elderly
employees in Hanoi, HoChiMinh City,
Halong and Danang. All participants aged
60-65, with at least 15 years of hospitality
experience. Data collection included
structured questionnaires on digital skills,
training needs, barriers, and motivations,
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complemented by qualitative narratives.
Descriptive  statistics and  thematic
coding were applied. Tables and figures
summarize the demographic composition,
training needs, barriers, and motivations.
4. Findings

This section presents the results from

the survey of 56 elderly employees in hotel
and restaurant sector. It is organized into
five subsections: demographics, current
digital skills, training needs, perceived
barriers, and motivations. Both quantitative
and qualitative results are reported.

4.1. Demographic Characteristics

Table 1. Demographic Profile of Respondents

Variable Category Frequency Percentage
Age 60-65 56 100%
Gender Female 36 64.3%
Male 20 35.7%
Years of Experience |>15 years 24 42.9%
>20 years 32 57.1%
Location Hanoi 26 46.3%
HoChiMinh City 10 17.9%
Halong 10 17.9%
Danang 10 17.9%
Job Roles Front-of-house 26 46.4%
Back-of-house 30 53.6%

Most respondents were between 60—65
years old with long experience in hospitality
(over 15-20 years). Women made up the
majority, and workers were spread across
Hanoi, Ho Chi Minh City, Halong, and Danang,
covering both front-of-house and back-of-
house roles.

4.2. Current Digital Skills and Technology Usage

Survey responses revealed that elderly
employees demonstrated limited direct use
of digital systems. While some were aware
of POS or online booking systems, most did
not interact with them daily. Instead, they
performed tasks manually or relied on younger
colleagues for digital functions.

Table 2. Current Exposure to Digital Tools

Tool/Platform % Familiarity % Daily Use
POS systems 40% 23%
CRM systems 33% 17%
Online booking 27% 7%
Social media (for work) 20% 5%
Housekeeping apps 13% 10%

Elderly employees had limited daily
use of digital systems, though many were
somewhat familiar with POS and CRM tools.

Social media and housekeeping apps were
least used, showing a clear digital skills gap.
4.3. Training Needs

Table 3. Training Needs Identified by Elderly Employees

Category Hlustrative Responses Frequency | %
Service skill Professional knowledge/ skills 45 80.3%
Digital tools Skills in using digital technology 39 69.6%
and social media
New equipment/machinery Skills in using new machinery and 32 57.1%
equipment
Communication/customer care | Better communication with guests 21 37.5%
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The data show that elderly
employees still see service skills as their
strongest and most essential competency
(80.3%). However, a large majority
(69.6%) also recognize the growing
need for digital tools, while more than
half emphasize equipment operation
(57.1%). Notably, over one-third (37.5%)
stress the importance of communication

and customer care, reflecting a shift
toward combining traditional service
excellence with new technological and
interpersonal skills.
4.4. Perceived Barriers
Adaptation

When asked about challenges, elderly
staff reported a combination of personal
and organizational barriers.

to Digital

Table 4. Reported Barriers to Digital Adaptation

Category Frequency %
Difficulty adapting to new technology 34 60.7%
Lack of formal training opportunities 31 55.4%
Fear of job loss due to automation 27 48.2%
Physical/health constraints 19 33.9%
Age-based stereotypes 15 26.8%

The most common barrier faced by
elderly employees is difficulty adapting to
new technology (60.7%), followed closely
by lack of formal training opportunities
(55.4%). Nearly half also fear job loss due to
automation (48.2%), while over one-third

report health constraints (33.9%) and more
than a quarter note age-based stereotypes
(26.8%). These findings show that both skill-
related and social factors play a major role in
limiting digital adaptation.

4.5. Motivations and Career Intentions

Table 5. Motivations Reported by Elderly Employees

Motivation Ilustrative Responses Frequency %

Social contribution As long as We are healthy, We 37 66.1%
can contribute

Passion for hospitality Working is my passion, daily 30 53.6%

meeting with guests

Financial need Still in need of wor 26 46.4%

Health-dependent commitment | As long as I’'m healthy, I will 22 39.3%
keep working

Elderly employees are strongly
motivated by asense of social contribution
(66.1%) and their passion for hospitality
work (53.6%). Almost half also continue
due to financial need (46.4%), while many
note their willingness to stay employed as
long as health permits (39.3%). These
findings highlight that intrinsic values,
alongside practical needs, drive elderly
workers to remain active in the hospitality
industry.

In terms of career intentions, most
respondents planned to remain employed
for another five years, conditional on their
health status.

4.6. Dissatisfaction Factors

Some employees reported
dissatisfaction that could drive exit from
the sector, including:

- Heavy workload (e.g., “number of
rooms to be cleaned immediately”).

- Supervisory behavior (e.g., “wrong
behavior of superiors”™).

- Age comparisons with younger
workers.

Although not universally reported,
these concerns reflect the need for better
workload distribution, fair treatment, and
managerial sensitivity.

Summary of Findings: The findings
highlight a paradox: elderly employees are
motivated and experienced but lack digital
competencies and face barriers that reduce
their confidence and participation. At the
same time, they express strong willingness
to learn if training is accessible, respectful,
and relevant.

5. Discussion

The findings of this study provide
new insights into the role and challenges
of elderly employees in Vietnam’s
hospitality sector during the era of digital
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transformation. While elderly workers
demonstrate strong service commitment,
interpersonal  skills, and motivation
to continue contributing, their limited
digital literacy creates a significant barrier
to inclusion. This paradox reflects the
broader tension between traditional human
capital and emerging digital requirements
in service industries.

First, the results align with the
Technology Acceptance Model (TAM)
(Davis, 1989), confirming that perceived
usefulness (PU) of digital tools is relatively
high among elderly workers, as they
recognize technology’s role in simplifying
tasks and enhancing service quality.
However, perceived ease of use (PEOU)
is considerably lower, due to unfamiliarity
with technology and lack of structured
training. This imbalance explains why
elderly employees are motivated to learn but
hesitant to adopt technology independently.
The study extends TAM by showing that
age-related factors-such as slower cognitive
adaptability and digital anxiety-moderate
the relationship between training and
adoption, highlighting the importance of
customized learning interventions.

Second, the findings resonate with
service managementtheory (Parasuraman
et al., 1988), which emphasizes that human
interaction remains central to customer
satisfaction, even in technology-driven
contexts. Elderly employees’ interpersonal
strengths, such as empathy, patience,
and cultural knowledge, continue to
add value. Thus, digital transformation
should not be interpreted as replacing
human contributions but as integrating
technology to complement them. This
perspective underscores the necessity of
intergenerational collaboration, where
younger employees support digital training
while learning service values from seniors,
creating mutual benefits.

Third, the study has implications for
organizational culture and management
practices. Age-based stereotypes and
managerial insensitivity were identified
as barriers, suggesting that inclusivity
requires more than technical training.
Respect, recognition, and fair workload
distribution are equally important.
International comparisons reveal that
Vietnam shares challenges common to
emerging markets-such as limited training
infrastructure and resource constraints-but
also possesses a cultural advantage: deep-
rooted respect for the elderly. Leveraging

this cultural asset could strengthen the
effectiveness of training and integration
programs.

Finally, these findings connect to
broader debates on sustainable workforce
development. As Vietnam’s hospitality
industry expands, reliance solely on young
digital-native workers is neither realistic
nor inclusive. Elderly employees represent
a valuable but underutilized resource
whose integration can enhance labor
force resilience, reduce skill shortages,
and promote social sustainability. This
perspective aligns with global calls for
lifelong learning and active aging
policies, positioning elderly workers not
as liabilities but as assets in a balanced
workforce strategy.

In  summary, the discussion
demonstrates that digital transformation
in hospitality is not solely a technological
challenge but a socio-cultural one.
Addressing elderly workers’ barriers
through tailored training, intergenerational
mentoring, and inclusive management
practices ensures that digital progress is
matched with human warmth, thereby
enhancing both service quality and
workforce equity.

6. Conclusion and Implications
6.1. Conclusion

This study investigated the training
and development of elderly human
resources in Vietnam’s hotel and restaurant
industry within the context of digital
transformation. Using survey data from
56 employees aged 60-65 and qualitative
narratives, the research identified both
the strengths and challenges of elderly
workforce participation.

The findings revealed that elderly
employees are motivated, loyal, and
experienced, yet face significant barriers
to digital adaptation. Their digital literacy
is low, but their willingness to learn is
high if training is tailored to their needs.
Barriers include limited exposure to
technology, lack of structured training
opportunities, age-based stereotypes, and
health-related constraints. Motivation to
remain employed includes passion for
service, social contribution, and financial
necessity.

From a theoretical standpoint, the
study applied the Technology Acceptance
Model (TAM) to highlight the importance
of perceived usefulness and ease of use
in shaping elderly employees’ acceptance
of digital tools. It also demonstrated how
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service management theory underscores

the value of elderly employees’
interpersonal  skills  in  customer
satisfaction. Together, these insights

extend the academic discourse on digital
transformation and inclusive workforce
in emerging markets.

6.2. Practical Implications

6.2.1. For Hospitality Managers

- Design Elderly-Friendly Training
Programs: Training should be modular,
practical, and repetitive, focusing on task-
specific applications such as POS or CRM
basics.

- Encourage Intergenerational
Mentorship: Younger staff can support
elderly colleagues in digital learning,
while seniors transfer service knowledge
to juniors.

- Promote Respect and Equality:
Managers should actively challenge age
stereotypes and recognize the contributions
of elderly employees.

- Offer Flexible Work Arrangements:
Adjust workloads and schedules to
accommodate health conditions while
maximizing productivity.

6.2.2. For Policymakers and Industry
Associations

- Provide Incentives for Inclusive
Training: Government programs could
subsidize digital training initiatives
targeting elderly workers in SMEs.

- Develop National Lifelong Learning
Frameworks: Hospitality training curricula
should integrate modules specifically
designed for older learners.

- Encourage Corporate
Responsibility (CSR): Industry
associations can promote inclusivity
campaigns that celebrate elderly workers
as assets rather than liabilities.

6.3. Limitations and Future Research

While this study provides important
insights, it has limitations:

- Sample Size and Scope: The survey

Social

References

included only 56 participants, all based
in Hanoi, HoChiMinh City, Halong and
Danang which may not represent the
entire country.

- Cross-Sectional Data: Findings
capture a single moment in time;
longitudinal studies would better reflect
changes over time.

- Limited Managerial Perspectives:
While elderly employees’ views were
central, the perspectives of HR managers
and younger colleagues could enrich the
analysis.

Future research should expand to
other cities such as Nha Trang, Pht Qudc,
and Da Lat, include a larger sample,
and apply quantitative modeling (e.g.,
Structural Equation Modeling) to test
causal relationships between digital
training, TAM constructs, and performance
outcomes. Comparative studies between
Vietnam and other ASEAN countries
would also deepen understanding of
regional challenges.

6.4 Final Remarks
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Elderly workers, empowered through
training, can continue to play an essential
role in Vietnam’s hotel and restaurant
sector, ensuring that technological progress
is matched with human warmth and service
excellence.
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