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TOM TAT

Nguon nhén lyc 1a nguon von quan trong ciia t6 chire, va cang quan trong trong nganh
khdch san noi chat heong Pphuc vu ciia nhdn vién la mot yéu té quyét dinh giit khdch va xdy dung
thwong hiéu. Nghién cuu nham khao sdt tac dong cua cac hoat dong quan tri nhan sy doi véi dé
hai long ciia nhén vién trong céng viéc ciing nhw hiéu qud cong viéc. Phan tich hoi quy dwoc siv
dung de phan tich dir liéu thu vé tir 162 ban tra loi hop [¢é tur cac nhan vién o cac bo phan khac
nhau lam viéc trong 23 khach san tir ba dén nam sao trén dia ban TP. HCM. Két qua nghién cuu
cho thdy tdc ddng dwong ciia cac hoat ddng qudn tri nhan sw doi véi do hai long trong cong viéc
va hiéu qua hoat dong cua nhdn vién, nhan manh hon nita tam quan trong cua quan tri nhdn su
trong cdc dich vu hiéu khdch.

Twr khoa: quan tri nguon nhan lyc, d¢ hai long trong cong viéc, hi¢u qua cong viéc,
khach san.

ABSTRACT

Human resources are key organizational resources, especially in hospitality industry
where employees’ service quality is a key factor for guest retention and brand building. This
study aims to investigate the effect of human resource practices on employees’ job satisfaction
and performance. Regression was utilized for the analysis of data garnered from 162 complete
responses from employees working in different functions of 23 hotels of three to five star
rankings in Ho Chi Minh City. Results unveiled the positive impact of human resource practices
on job satisfaction and performance, which underscores the importance of human resource
practices in hospitality services.

Keywords: human resource management, job satisfaction, performance, hospitality
industry.
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1. Din nhip

Theo s6 liéu thong ké cua Tong cuc du
lich cong b thi trong thang 12/2012, luong
khach quéc té dén Viét Nam uéc dat 614.673
luot, gidam 6,26% so voi thang trudc va tang
3,58% so voi cung ky ndm 2011. Tinh chung
12 thang ndm 2012 udc dat 6.847.678
luot, tang 13,86% so voi cung ky nam 2011.
Luong khach du lich ¢én Viét Nam ngay cang
tang thi nhu cau vé& nhan sy cua cac co so kinh
doanh trong linh vuc dich vu dac biét 1a trong
nganh kinh doanh khach san la rat 16n. Viéc
quan 1y nhan su sao cho hiéu qua nhat, toi da
hoa kha ning ciia nhan vién nhung ciing dong
thoi tao dung long trung thanh ctia nhan vién
v6i doanh nghi¢p da va dang la mot thach thirc
16n ddi véi cac nha quan 1y. Nghién ctru tac
dong cua hoat dong quan tri nhan su ddi vai
thai d¢ va hanh vi cua nhan vién trong cong
viéc c6 y nghia quan trong, vi day 1a co s& dé
cac nha quan 1y c6 mét cai nhin cu thé hon vé
van dé quan ly nhén su gop phan xay dung
mot chién luoc quan 1y va phét trién phu hop
tao dong luc lam viéc cho nhan vién va duy tri
dong luc nay, gitr chan nhan vién gioi, cling
nhu 1a tao dung long trung thanh noi nguoi lao
dong, va nang cao dong gop cua nhén vién vao
t6 chic (Luu Trong Tuan va cong su, 2014).
Muc tiéu nghién ctru ciia cong trinh nay nham
khao sat tdc dong ctia hoat dong quan tri nhan
su dbi voi do hai long trong cong viéc va hi¢u
qua cong viéc cua nhan vién.

2. Lugec sir dé tai

2.1. Qudn tri nguén nhan luc

Nguén nhan luc tao nén loi thé canh
tranh boi 1& ngudn nhan lyc 1a mot ngudn tai
nguyén cé gia tri, hiém, khong bat chudc duge
va khong dé thay thé (Wright et al., 1998).
Theo Storey (1995, tr. 5), quan tri ngudn nhan
luc 12 mot phuong phap quan tri nhan lyc dé
dat 1¢i thé canh tranh thong qua cac chién lugc
trién khai mot luc lugng lao dong c6 nang lyc
va gin bo, bang cach két hop vin hoa to chic
va nhén sy. Quan tri nguén nhan lyc cling bao
gom nhimg hoat dong thiét ké dé cung cip va
diéu phdi ngudn nhan lyc (Byars va Rue,
2004). Dessler (2005) xem quan tri ngudn
nhan lyc 1a nhitng chinh sach va hoat dong lién

quan dén phuong di¢n “con nguodi” hay ngudn
nhan lyc cia mot vi tri quan tri, bao gom tuyén
md, tuyén chon, dao tao, danh gia, va thuong.

2.2. Dj hai long trong cong viéc

Theo Berry (1997), su hai long trong
cong viéc dugc dinh nghia la phan Gng cua
mot ¢4 nhan ddi véi cong viée da trai qua. Hay
n6i cach khac sy hai 1ong trong coéng viée dé
cap dén phan tng tich cuc ctia mot ca nhan dbi
vo1 mot cong vig¢e cu thé. Theo Madamba va
De Jong (1997), d6 1a mdt phan ung cho hi¢u
qua cong viéc tir sy so sanh cac két qua thuc té
v6i nhitng mong muén, dy doan hay nhiing
diéu déang dugc khen thuong.

2.3. Hiéu qua hoat dong

Dbi v6i nha quan tri, qui trinh quan trj
hiéu qua hoat dong phai ldy chién luoc lam
kim chi nam. Quan tri hi€u qua hoat dong theo
chién lugc 1a qui trinh 14i to chirc qua viée xac
dinh st ménh, chién luge va muc tiéu cua t6
chue, va do ludng nhitng thong s6 nay qua
nhiing chi s6 hoat dong cbt 18i, dé c6 nhimng
hanh dong dung dua t6 chuc di dung hudng
(Waal, 2007). Armstrong va Baron (2004)
dinh nghia quan tri hiéu qua hoat dong 1a “mot
qui trinh gop phan quan tri hiéu qua cac ca
nhan va cac doi dé dat dén hiéu qua cao cho to
chic. Quan tri hiéu qua hoat dong giup moi
thanh vién cing hiéu muc tiéu can dat dén
cling nhu cach lanh dao va phat trién nhan lyc
gitp dat dén muyc tiéu d6”. Sink va Tuttle
(1989) cho rfmg hoat dong ctia mdt td chirc 1a
mbi quan hé dan xen phirc tap giita 7 tiéu chi
hoat dong:

1. Két qua, ham y “lam dung viéc, ding
lic, dung chat luong™: trong thuc hanh, hiéu
qua duoc biéu thi bang ti sé giita dau ra thyc té
v6i dau ra du kién;

2. Hiéu qua, ham nghia “lam vi¢c dung
cach”, va dugc dinh nghia 1a ti sO gilra tai
nguyén du kién st dung so vdi tai nguyén thuc
te st dung;

3. Chét luong;

4. Nang suit, duoc dinh nghia 1a ti )
gitra dau ra va dau vao;

5. Chiat luong doi sdng cong viée, 1a
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phan déng gdp quan trong vao mot hé thong
hoat dong hi¢u qua;

6. Cai tién (d6i méi), 1a yéu t6 quan
trong dé duy tri va cai thi¢n hi¢u qua hoat
dong; va

7. Loi nhuan, biéu thi muc dich cuoi
cung cua moi to chuec.

Nha quan 1y khéach san hi€u qua cung
cap lién tuc thong tin phan hdi vé hiéu qua
hoat dong cho nhan vién minh. Qua trinh nay
1a can thiét dé t6i da hoa hiéu qua hoat dong
ctia ngudn nhan lyec.

Nhan vién tién sanh can biét nhiing nghi
thirc va ngon nglr ho st dung khi thyc hién
check-in cho khach c6 tét hon so v6i ngay
hém qua, tuan trude, hay thang trude, va da
dat dén chuan qudc té ma khach quéc té mong
doi hay chua. Nhan vién phuc vu budng can
biét vé nhitng thiéu sot ma khach than phién
(néu c6) trong ca truc hdém nay cia ho.

Pénh gia hiéu qua cong viéc co thé 1a
trach nhi€ém ctia by phan nhan sy, song nhiing
ngudi tryc tiép quan 1y nhan vién va cé kién
thie vé cong viéc thuong thyc hién viéc danh
gia nay chinh x4c nhat, va ho c6 thé giup nhan
vién cai thién thanh tich hoat dong cua minh
(Luu Trong Tuin va cong sy, 2014).

2.4. Nhitng nghién civu trwde ddy vé tic
dong cua hoat dong qudn tri nhan sy

Quan tri nhan sy nhu la mat yéu td thiét
yéu cho viéc tao nén loi thé canh tranh bén
viing. Nghién ctru cua Barney (1991) thong
qua viéc quan 1y cac ngudn tai nguyén khan
hiém va c6 gia tri gilip cac t6 chirc duy tri va
phat trién loi thé canh tranh. Quan tri nguon
nhan lyc cho phép cac t6 chirc sir dung ngudn
lwe mot cach t6i wu, hiéu qua, va khong ngimg
phat trién (Wernerfelt, 1984). Pfeffer (1994)
nhan manh rang ngudn nhan lyc 14 quan trong
cho cong ty hoat dong bén ving. Thyc té cho
thdy rang, trong nén kinh té tri thtrc, ngudn
nhan lyc da dugc cong nhan nhu mdt cong cu

chién lugc, thiét yéu ddi voi loi nhudn va tinh
bén vitng cua td chirc. Diéu nay da dan dén vai
trd méi ctia nha quan 1y ngudn nhan lyc nhu 1a
dbi tac chién lugce trong viéc xay dung va thuc
hién chlen luge td churc (Myloni et al., 2004).
Céac to chie dang chu dong theo dudi viéc
quan 1y ngudn nhan lyc mot cach hiéu qua va
c6 hé théng dé tan dung strc manh cua tai san
quan trong nay cho loi thé canh tranh bén
vitng trong nén kinh té tri thirc (MacDuffie,
1995; Jackson va Schuler, 2000).

Kooij va cong su (2010) qua nghién ciru
ctia minh da thiét 1ap mdi quan hé giita hoat
dong quan tri nhan sy va thai dg ctia nhan vién
trong cong vi¢c. Nghién ctru cua Atteya (2012)
cling cho thiy tac dong cla quan tri nhan sy
dbi v6i do hai long va trach nhiém cua nhan
vién trong cong viéc. Andreassi va cOng su
(2014) cling ching minh vai trd cua quan tri
nhan sy giup cho dac trung cong viéc co y
nghia d6i véi nhan vién, tir 46 ting d6 hai 1ong
ciia nhin vién trong cong viéc. Két qua tir
nghién clru cia Lim va Ling (2012) cling cho
thiy hoat dong quan tri nhan sy lién quan dén
d6 hai long trong cong viéc nhat 1a hoat dong
nhdn sy tao nén y nghia trong céng viéc,
moi truong lam viéc hi¢u qua va co hoi trong
cong viéc.

Nghién ctru cia Kehoe va Wright (2013)
cho thiy tac dong ciia hoat dong quan tri nhan
su d6i v6i do gin bo cua nhan vién ddi véi to
chure, tr d6 nang cao hiéu qua cong viéc cua
nhan vién. Quan tri nhan sy tao nén sy cong
bang trong to chirc, tir d6 tang dong luc va
niém tin noi nhan vién, dé tao nén hiéu qua
cong viéc cao nhét (Aryee va cong sy, 2013).

Nhiing 1ap luan trén dua dén nhiing gia
thuyét va mo hinh nghién ciru sau déy:

H1. Hoat dong quan tri nhan sy tac dong
tich cyc dén d6 hai 10ng trong cong viée cia
nhan vién.

H2. Hoat dong quan tri nhan sy tac dong
tich cuc dén hiéu qua cong viéc cua nhan vién.
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Hinh 1. M6 hinh nghién ctru

Hoat dong quan tri nhan s

3. Phwong phap nghién ctru

3.1. Cong cu nghién ciru

Nghién ctru nay khao sat mdi quan hé va
su tdc dong ctia bién doc 1ap 1a hoat dong quan
tri nhan sy 1én hai bién phu thudc 1a sy hai
long trong cong viéc va hi¢u qua cong viéc.
Bang cau hoi gdm 32 cdu va str dung thang do
tir 1 dén 5 dé danh gia mic do tan thanh ddi
voi cau tra 101 tuong ung véi 1 - hoan toan
khong dong ¥, 2 - khong dong ¥, 3 - trung lap,
4 - ddng ¥, 5 - hoan toan dong y. Hoat dong
quan tri nhan sy dugc do ludong qua thang do
12 cau hoi cua Tsaur va Lin (2002). B9 hai
long trong cong viéc cua nhan vién dugc danh
gia qua thang do 6 cau hdi do Babin and Boles
(1998) xay dung. Hiéu qua cong viéc cia nhan
vién dugc do luong qua 14 cau hai trong thang
do cua Fiedler (1993).

3.2. Chon mau
Doi tugng khao sat la nhan vién hién
dang lam viéc ¢ cac khach san thudc cac bo

@ long trong c6n@

Hiéu qua cong VD

phan budng, nha hang, 1& tdn va nhimng bo
phéan khéc. Nghién ctru nay dugc thuc hién tai
céc khach san c6 tiéu chuén tir ba dén nam sao
va thudc so hiru ctia nhiéu thanh phan trong d6
co khach san cia Nha nudc, tu nhan, 100%
vbn nudc ngoai va lién doanh.

3.2.1. Chon khach san khao sat

Téng s6 khach san ¢ TP.HCM 1.425
khach san va co s¢ luu trd voi 29.001 phong;
trong d6 c6 910 co s& khach san vai s6 phong
26.845 phong va c6 hon 60 khach san tir 3 dén
5 sao voi 8.599 phong. Coé 15 khéch san dat tiéu
chuan ISO14001. Hau hét cic khach san nay
déu do nhiing tap doan qudc té quan 1y nhu:
Caravelle, Sheraton, Moevenpick (Omni cii),
New World, Equatorial, Legend, Renaissance
Riverside, Windsor Plaza, Sofitel Plaza, Park
Hyatt, Majestic, v.v. Trong d6 c6 13 khach san
5 sao, 13 khach san 4 sao, 49 khach san 3 sao,
180 khach san 2 sao, 655 khach san 1 sao va
duogc phan bd cu thé trong Bang 1.

Bang 1. Thong ké khach san tai Thanh phé H6 Chi Minh nim 2012

STT | o chuéu(: phong S6 khach san S6 phong

1. | Mét sao 655 | 71,98% | 10672 | 39,75%

2. | Haisao 180 | 1978% | 6347 | 23,64%

3. | Basao 49 538% | 3845 | 14,32%

4. | Bénsao 13 | 1428% | 1760 | 6,56%

5. | Nim sao 13 | 1428% | 4221 | 15,72%
Téng 910 | 100% | 26845 | 100%

Nguon: Nién gidm thong ké S¢ van héa thé thao va du lich TP.HCM nim 2012
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MaAu khach san dugc chon 13 cac khach
san tir 3 dén 5 sao. Dya vao bang s6 lidu trén
viéc chon lua cac khach san dé tién hanh khao
st s& can ctr vao tong s khach san tir 3 dén 5

sao dé chon ra 23 khach san. Trong d6 co 14
khach san 3 sao, 6 khach san 4 sao va 5 khach
san 5 sao.

Bang 2. Mau khach san khio sat

™ s Lien 100% vén -
STT lelﬁ Nha nudc Tw nhan nudc Tong so
chuan doanh .
ngoai
1. Ba sao 2 14,29% | 0 | 0% 14 85,71% 0 0% | 14 | 50%
2. Bon sao 1 16,67% | 3 | 50% 2 33,3% 0 0% 6 25%
3. Niam sao 0 0% 2 | 40% 1 20% 2 140% | 5 25%
Téng s0 3 12% 51|20% | 15 60% 2 8% | 25 | 100%

Trong 25 khach san ma ching t6i khao
sat, khach san 3 sao, c6 2 khach san c¢6 hinh
thitc s¢ hitu nha nudc (14,29%), khong cod
khach san 1a thudc lién doanh va hinh thirc so
hitu 100% vbn nudc ngoai, 14 khach thudc tu
nhan (85,71%). Khach san 4 sao c6 1 khach
san ¢O hinh thtc s& hitu nha nuodc (16,67%), 3
khach san 1a thudc lién doanh (50%), 2 khach
san la thudc tu nhan (33,3%) va khong cé
khéch san ndo c6 hinh thuc s& hitu 100% von
nude ngoai. P6i véi khach san 5 sao, khong co
khach san c6 hinh thirc s& hitu nha nudc, 2
khach san la thudc lién doanh (40%), c6 1
khach san nao c6 hinh thirc s& hitu tu nhan
(20%) va 2 khach san thudc sé hiru 100% véon
nudc ngoai (40%).

3.2.2. Chon nhan vién khach san khao
sat

Sd luong nhan vién dugc khao sat trong
mAu can it nhat 1 160 nhan vién dang 1am viéc
tai cac khach san & TP.HCM. Mau dugc chon
bang phuong phap ldy mau thuan tién nhung
dam bao nhan vién duoc khao sat lam viéc tai
cac by phan khac nhau nhu b phan buéng, 18
tan, nha hang va cac b phan khac.

Sau khi phat phiéu ciu hoi cho cic nhan

vién khach san, sd phiéu tra 11 thu vé it nhét
1a 160 phiéu (32 cau hoi x 5 = 160 phiéu), vi
day 1a nghién ctru phan tich cac nhan té va st
dung thang do thur béc, cho nén c& mau phai
du 16n it nhat 12 bang 5 1an sb bién trong phan
tich nhan t6 (Hoang Trong va Chu Nguyén
Mong Ngoc, 2008). Phian bd chon nhan vién
khao sat phai dam bao co day du nhan vién
lam viéc tai cac bd phan khac nhau. Mdi khach
san s€ khdo sat 7 nhan vién, vay s6 khach san
duoc khao sat it nhat 1a 23 khach san.

Nghién ciru dugc tién hanh tai 23 khach
san khac nhau tir ba dén nim sao voi 200
phiéu khao sat dugc phat ra. SO phiéu bi that
thoat hodc khong thu vé dugc 1a 30 phiéu
(chiém 15% tong s6 phiéu phat ra), s6 phiéu
thu vé duoc la 170 phiéu (dat ty 1& 85% trén
tong sO phiéu phat ra). Nhu vay, ty 1¢ thu Ve
phiéu khao sat cao do dugc tiép xuc truc tiép
v6i d6i twong didu tra nén co thé thuyét phyc
dbi tuong tra 101, co thé giai thich 1d cho d6i
tuong vé cac cau hoi, co thé kiém tra dir liéu
tai chd trude tap hop téng két dir liéu. Sb phléu
khong hop 1¢ 1a 8 phleu (chiém 4,0% tong s
phiéu phat ra), so phleu hop 1¢ 1a 162 phiéu
(dat ty 16 81% tdng s6 phiéu phat ra).
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Bang 3. S6 lwong phiéu khio sat

Chi tiéu $6& lwgng Ty I€ phan
tram
S6 phiéu phat ra 200 100%
Sb phiéu khong thu vé duoc 30 15%
S6 phiéu thu vé S phiéu khong hop 18 8 4 %
duogc Sb phiéu hop 1é 162 81%
S6 phiéu dwa vao xir Iy dit liéu 162 85%

Bang 4. S6 nhan vién dwoc khio sat tai cac khach san theo hinh thire sé hiru ciia khach san

Hinh thae

Khach san

sé hiru 3 sao 4 sao

A 0
5 a0 So Yo

S % ) % S

%

O~

100% von
nudc ngoai

Tu nhan 78 |48,15%| 14 | 8,64%
Nha nudc 7 [432% | 7 4,32%
Liéndoanh | 0 | 0,00% | 20 | 12,35%

14 [ 8,64% | O 0,00% | 21 |12,96% | 35 21,60%
Tong sb 99 [61,11%| 41 |[2531% | 22 |13,58% | 142 100%

0,62% 93 57,41%
0,00% 14 8,64%
0,00% 20 12,35%

S o =

Bang 4 cho thiy c6 93 phiéu tra 10i tir
cac khach san hinh thirc s& hitu tu nhan
(57,41%), s6 hitu nha nudc la 14 phibu
(8,64%), lién doanh 1a 20 phiéu (2,35%) va

100 % v6n nudc ngoai 1a 35 phiéu (21,6%).

Sé phiéu dugc dua vao xu 1y co ty 18
phan bo nhan vién theo cac bd phan lam vige
dugc trinh bay trong Bang 5.

Bang 5. Phan b6 nhan vién dwogc khio sat theo by phan 1am viée tai cac khach san

Khach san . .
Tong so
3 sao 4 sao 5 sao
S % S % S % S6 %
Bo phan lam L& tan 33 [20,37%| 7 |432% | 3 | 1,85% | 43 |26,54%
viée Budng 16 [988% | 4 |247% | 4 | 247% | 24 |1481%
Nhahang | 22 |[13,58% | 21 [12,96%| 11 | 6,79% | 54 |33,33%
Khac 28 [1728%| 9 |[556% | 4 | 247% | 41 [2531%
Total 99 |61,11% | 41 [2531%| 22 | 13,58%| 162 | 100%

C6 99 phiéu tra 10i tir cac khach san 3
sao (61,11%), 41 phiéu tra 101 tr cac khach san
4 sao (25,31%), 22 phiéu tra 1oi tir cac khach
san 5 sao (13,58%). Trong 162 phiéu khao sat,

¢ 43 phiéu tir cac bd phan 18 tan (26,54%), 24
phiéu thuéc bd phan budng phong (14,81%),
54 phiéu thudc bd phan nha hang (33,33%) va
41 phiéu 1a tir cac bo phan khac (25,31%).
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4. Két qua nghién ctru va binh luin

4.1. Mé td méu khdo sdt

Bang 6. Thong tin vé nhan vién khach san dwogc khao sat

S6 %
Tubi Trén 20 134 82,72%
Trén 30 28 17,28%
Gid1 tinh Nam 69 42,59%
Nit 93 57,41%
B6 phan lam viéc L& tan 43 26,54%
Buodng 24 14,81%
Nha hang 54 33,33%
Khac 41 25,31%
Kinh nghiém Duéi 1 nam 52 32,10%
Ttr 1 dén 3 nam 65 40,12%
Tt ba nam tr¢ 1én 45 27,78%

Trong s6 162 ngudi tra 101, ¢6 134 ngudi
c6 do6 tudi tir 20 tudi dén 30 tudi (82,72%) va
28 ngudi trén 30 tudi (17,28%). S6 nhan vién
nam it hon sd nhan vién nit trong cudc khao
sat nay la 24 nguoi. 52 nguoi tra 101 cd kinh
nghiém lam vi¢c dudi 1 nam (32,1%), 65
nguoi c6 kinh nghiém tr 1 dén 3 nim
(40,12%) va 45 nguoi c¢6 kinh nghiém lam
viéc tu 3 nam trd 1én (27,78%).

4.2. Két qua nghién civu va binh lugn

Phan tich nhan t6 kham pha 1 mot

phuong phap phén tich thong ké ding dé rat
gon mot tap tin gdm nhiéu bién quan sat phu
thuoc 1an nhau thanh mot tap bién it hon dé
chiing c6 ¥ nghia hon nhung van chtra dung
hau hét ndi dung thong tin cta tdp bién ban
dau (Hair va cong sy, 1998). Cronbach o tir
0.7 tré 1én dén gan 1 thi thang do luong 1a tot
theo Nunnally (1978). Bang 7 biéu thi phan
tich thanh t chinh ctia cic thang do véi cac hé
s6 Cronbach o trén 0.7.

Bang 7. Phén tich thanh t6 chinh ciia cic thang do

S6 TT Cac cau héi thang do Tal £ Tuong quan Cronbach a
nhan to bién- tong
A Hoat dong quan tri nhan sy (Thang do ctia Tsaur va Lin 0.81
(2002))
1 Cong ty toi trong khi tuyen dung nguoi moi thuong sir dung
c4c trac nghiém nhu tric nghiém ngoai ngit, tinh cach, kién
thire, v.v. 0.85 0.78
2 Trong qui trinh tuyén dung cia cong ty, cong ty giai thich
cac mat tich cuc va tiéu cyc clia cong viéc. 0.79 0.71
3 Cong ty t6i sir dung cac phuong phap phong van chudn hoa
trong khi tuyén dung. 0.81 0.76
4 Nhan sy trong cong ty tdi dugc dao tao mdi nim it nhét mot
lan. 0.88 0.82
5 Cong ty toi t6 chuc nhiing khoa dao tao chinh thuc, trong
tam dé chuan bi cho nhan vién trudce khi vao cong viéc. 0.82 0.74
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6 Cong ty t6i phan tich mét cach hé thong dé xac dinh nhiing

gi con thiéu trong cac chuong trinh dao tao cho nhan vién. 0.77 0.70
7 Cong ty toi thé hién trach nhiém ddi v6i nhan vién, nhu t6

chure cac chuong trinh dao tao. 0.84 0.79
8 Cong ty toi sir dung két qua ctia cac chwong trinh dao tao dé

danh gia hiéu qua dao tao. 0.81 0.75
9 Nhan vién biét duoc két qua danh gia hiéu qua hoat dong qua

thong bao chinh thuec. 0.86 0.81
10 Panh gid hi¢u qua hoat dong phan anh cac muc tiéu chung

clia cong ty, ma da cing nghién ctru va déng thuan. 0.78 0.71
11 Panh gia hiéu qua hoat dong gdm ca chi tiéu tai chinh va phi

tai chinh. 0.83 0.76
12 Cong ty toi sir dung nhitng tiéu chudn cong viéc dé thang tién

va bo nhigm. 0.79 0.72
B Do hai long cia nhan vién trong cong viéc (Thang do cua

Babin and Boles (1998)) 0.79 0.69 0.78
1 Tbi thay cong viée cua toi khong thi vi (ma dao nguoc) 0.82 0.79
2 Tbi thudng cam thay chan cong viée ctia toi (mi dao ngugc) 0.78 0.72
3 Tbi cam thay kha hai long v6i cong viée hién tai 0.81 0.78
4 Thuong t6i phai budc minh di [am (ma dao ngugc) 0.77 0.71
5 Gan nhu ngay nao t6i cling say mé cong viéc cia minh 0.79 0.72
6 Tbi thit vong vi da chon cong viéc nay (mé ddo nguoc) 0.84 0.79
C Hiéu qua hoat dong (Thang do cua Fiedler (1993)) 0.82
1 Tb6i ndm bt t6t, ap dung, va nhé nhing khai niém moi. 0.77 0.73
2 Tbi hoat dong doc 1ap hay khong can nhitng chi dan cy thé. 0.82 0.76
3 Téi xac dinh dung nhirng tinh hudng. 0.80 0.71
4 Téi st dung thong tin dé dua ra y kién hay két luan dung. 0.84 0.78
5 T6i co kién thirc va thong tin vé nhing yéu cau cia cong

viéc. 0.89 0.81
6 Tbi c6 thé dua ra nhimng ¥ tuong, khai niém, va giai phap méi

giup dat dugc muc tiéu. 0.86 0.79
7 Tbi san sang nhan thém trach nhiém dé hoan thanh muc tiéu

cuia don vi (san sang lam viéc ngoai gio). 0.81 0.74
] T6i thuong chi y dép tinh chinh xéc, can trong, ding ltc, su

ngan ndp, va tinh nhat quan trong cong viéc. 0.81 0.76

Tbi hoan tit cong viée duge giao véi két qua tt. 0.85 0.79
10 T6i c6 thé va sin sang lam viéc cing v6i ngudi khac va vi

nguoi khac. 0.78 0.71
11 Toi dang tin cay vi hoan thanh trégh nhi¢m va thyc hién cong

viéc giao pho trong thdi han yéu cau. 0.80 0.73
12 Tc?i cb géng tranh di tré va ving mit. o 0.87 0.82
13 V~é vi)éc Viét~thu va viét bgio cdo, toi co thé dien dat rd rang,

de hiéu va dé thyc hién (néu cé lién quan). 0.76 0.69
14 T6i tudn thu cac chjnh sach va qui trinh cua cong ty (nhu

trang phuc, cac chuan myc dao duc, cac qui tac ing xu, do

an toan, v.v.). 0.79 0.72
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Bang 8. Tém tit md hinh
Heé s6 Hg¢ s6 binh phuong Lbdi phuong sai Tri 86
Mo hinh| binh phuong diéu chinh ude luong Durbin-Watson
1 756 759 48326 1.776

Bang 8 cho thiy voi mirc y nghia 5% mo hinh giai thich duoc 75.6% sy thay d6i cta cac
quan sat.

Bang 9. ANOVA

Mo hinh binllr Sﬁﬁong b6 tu do B:lflul;gilfg}?g HesSF Do y nghia
1 Hoi quy 7.589 2 3.795 16.249 .000]
Con lai 37.133 159 234
Tong 44.723 161

Vi mie ¥ nghia 0=0.05, ding phan phéi Fisher ta c6 gia tri ctia f (2,159)0,05=2.99. So sanh
v6i gia tri ciia F=16.249 (F>f) cho nén mé hinh duoc thiét 1ap 13 phu hop (Kiém dinh F).

Bang 10. Tac dong ciia hoat ddng nhan sy dén d) hai long trong cong viéc

Heé sb khong chuan héa |Hé s6 chuan hoa o
M6 hinh o - Giatrit |D0 ynghia
B Loi phuong sai B
1 (Hang sd) 2.167 428 5.057 .000
HDNS 076 .082 .068 932 035
Bién phu thudc: Do hai long trong cong viéc
Bang 11. Tac dong ciia hoat ddng nhin sw dén hiéu qua cong viée
Heé s6 khong chuan héa |Hé s6 chuan hoa o
Mo hinh — - Giatrit [P ynghia
B Loi phuong sai B
1 (Hang sd) 4.027 944 4.106 .000
HDNS 451 .082 399 5.481 .OOO|

Bién phu thudc: Hi€u qua cong viéc

@i long trong Cén@

Hoat dong quan trg nhan sir

Hiéu qué cong viéc>
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Phan tich hoi quy duogc tién hanh dé xac
dinh mdi quan h¢ gitra tac dong cuia hoat dong
quan tri nhan sy d6i v6i do hai 1ong trong cong
viéc va hi¢u qua cong viéc cua cac nhan vién
lam viéc trong khach san tai TP.HCM.

Giéa tr1 Sig trén bang ANOVA cho phép
ta bac bo gia thuyét Hy (mé hinh hdi quy xay
dung khong phu hop véi tong thé). Tir két qua
trén cho thiy toan bo mé hinh hdi quy déu co
y nghia giai thich cho viéc tdc dong ctia hoat
dong quan tri nhan sy dén do hai 1ong trong
cong viéc va hi¢u qua cong vi¢c cua nhan vién
trong khéch san.

Céc gia tri Sig cla cic bién trong md
hinh dugc thiét 1ap déu cho ta nhitng théng tin
rat tot. hé sé hdi quy ctia cac bién riéng 1é déu
c¢6 ¥ nghia véi do tin cay 95%. Ta co thé chap
nhén st dung moé hinh nay cho viéc du bao vé
tac dong cua hoat dong quan tri nhan sy cia
khach san dén d6 hai long trong cong viéc va
hiéu qué cong vi¢c cia nhan vién.

Mo hinh trén cho thdy rang hoat dong
quan tri nhan su c6 tac dong dén su hai long va
hiéu qua cong viéc cua nhan vién lam viéc
trong khach san. Nha quan 1y khach san can
phai tao nén 4n tugng hai long cho nhan vién
tir khi nhan vién budc vao khach san dé du
tuyén dung. Ban mé ta cong viéc phai thé hién
hét trach nhiém cua to chtc véi nhan vién, va
t6n trong quyén ctia nhan vién duoc hoc hoi,
dugc sang tao, dé dong gop khong chi cho c¢o
dong ma cd nhitng bén lién quan khach cua
khach san, nhat 1a khach hang va trach nhiém
voi cong d@)ng (Luu Trong Tuén va cong su,
2014). Két qua cta qui trinh tuyén dung d6i
v6i ting vién phai thé hién sy cong bang qui
trinh (procedural justice), va su cong bang do
phai duge thé hién tiép sau d6 khi nhan vién da
chinh thitc gia nhap vao té chic. Nadiri va
Tanova (2010) trong nghién ctu cuia minh
trong linh vuc khach san d ching minh mbi
quan h¢ gitra cong bang va do hai long cia
nhan vién.

Hoat dong dao tao va phat trién ciing
phai thé hién sy céng bang. Moi nhan vién
trong khéach san, du ¢ lanh dao cép cao hay
nhan vién & cdp thip nhat, du 1a nhan vién
tuyén truéc hay nhan vién hd trg ¢ Phong

Hanh Chinh hay K& toan, ciing phai déu c6 co
hoi hoc tap nang cao nang luc cot 161 va gia tri
cbt 18, ciing nhur co hoi thang tién (Luu Trong
Tuén va cong su, 2014). Pao tao khong chi
huéng dén cung cip ky nang cho nhén vién,
ma nang cao gia tri cot 161 cho nhan vién, de
nhin vién nang tir niém tin tinh toan véi to
chtic (calculation-based trust) — niém tin duwa
trén sy trao ddi vé mat kinh té gitta nhan vién
va to chirc (economic exchange), nghia 1a céng
hién twong tng voi dii ngd tai chinh — 1én dén
niém tin nhan dang (identity-based trust) —
niém tin khi thdy minh 1a mot thanh vién cia
t6 chuc, dong gop cho st ménh va chudi gia tri
cta t6 chic (Luu Trong Tuin, 2012). Tur do,
nhan vién hai long hon va lam viéc hang say
hon vi khong chi hang ngdy dén khach san dé
thuc hién mot chudi nhfmg hoat dong quen
thudc, ma dé chia sé véi dong nghiép, mang
dén gia tri cho khach hang, va thdy cong viéc
minh c6 y nghia cho moi nguoi.

Trong céc hoat dong nhan sy, danh gia
hiéu qua cong viéc va dai ngd twong ng chinh
1a nhitng yéu té tac dong manh nhét dén hiéu
qua cong viéc cua nhan vién. Danh gia khong
day du nhimg dong gép cua nhan vién vao su
phat trién ctia khach san s& khong thé giir dugc
nguoi tai. Panh gid hoat dong nhan vién can
chu trong dén ca hai binh dién tai chinh va phi
tai chinh (Luu Trong Tuén, 2010), va binh
dién phi tai chinh c6 thé md rong thanh ba
binh dién: khach hang, qui trinh ndi b, va hoc
hoi va phét trién nhu trong mo hinh thé diém
can béng (Luu Trong Tuén va cong su, 2014).
Mot khi tat ca nhitng dong gép cua nhan vién
vao chudi gid tri ciia khach san déu dugc danh
gia day du va dii ngd xtimg dang, ho s& hai
1ong, va dong gop hon nita cho to chic, ciing
nhu moi goi thém nguoi tai dén véi t6 chirc.

5. Két lujn

Tac dong ctia hoat dong quan tri nhan sy
¢6 anh huong dén d6 hai long va hiéu qua
cong viéc cua nhan vién lam viéc trong cac
khach san tai Thanh phd H6 Chi Minh. Két
qua nghién ctru cho thy rang cac khach san
can chu trong dén hoat dong quan tri nhan su
vi tac dong dén d6 hai long va hiéu qua cong
viéc clia nhan vién. Két qua nghién ciru nhat
quan v6i két qua nghién ctu cia Atteya
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(2012), va Lim va Ling (2012) vé tac dong cua
hoat dong quan tri nhan sy dbi vai do hai long
ciia nhan vién, ciing nhu véi két qua nghién
ctru cua Kehoe va Wright (2013), va Mostafa
va Gould-Williams (2014) vé tac dong cua
hoat dong quan tri nhan su dbi voi hiéu qua
hoat dong ctia nhan vién.

Y nghia ciia nghién ctru ndy 1a nha quan
1y khach san can phai thuc hién nhitng chinh
sach quan tri nhan sy hop 1y va can chu trong
dén viéc nang cao d§ hai long va hiéu qua
cong viéc cua nhan vién. Khi hai long voi

cong viéc, thi nhan vién lam viéc trong khéach
san s€ mo ta cong vig¢c cua ho la tuyét voi va
ho s& thuc hién tdt, nhiét tinh hon trong cong
viéc cua ho. Tu do lam tang do hai long cia
khach hang va nang cao hinh anh cua khach
san trong ky trc khach hang. Néu cac nha quan
Iy cai thién cac hoat dong quan tri nhan su,
lam cho nhan vién thay y nghia hon véi cong
viéc, s€ giam bdt tinh trang nhan vién roi bo
khach san va 1am giam chi phi dang ké trong
viéc tuyén dung va dao tao nghi¢p vu cho nhan
vién moi.
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