QUAN TRI - QUAN LY

NGHIEN CUU CAC YEU TO
ANH HUGNG PEN SU TRUNG THANH
CUA NHAN VIEN POI V6T CAC KHACH SAN
5 SAO TAI TINH BA RIA - VUNG TAU

® Y| KIM QUANG

TOM TAT:

Ngudn nhan lyc duge xem 13 y&u t6 song con d€ canh tranh va phét trién bén vitng trong kinh
doanh khéch san. Do d6, nghién ctu nay nham kham phd va do ludng cdc y€u té dnh hudng dén
st trung thanh ctia nhan vién ddi v6i cdc khdch san 5 sao tai tinh Ba Ria - Viing Tau. Pé tai st
dung phuong phéap nghién citu dinh tinh k&€t hgp véi nghién citu dinh lugng ti€n hanh khio sdt
300 nhan vién chinh thic dang 1am viéc tai cdc khdch san 5 sao trén dia ban tinh Ba Ria - Viing
Tau. Thong qua phan tich nhan t6 kham pha (EFA), phin tich hdi quy bdi dugi su hd trd clia
phin mém SPSS 20, k&t qua nghién cifu clia dé tai chi ra ring 1ong trung thanh cda nhin vién
ddi v6i cdc khdch san 5 sao tai tinh Ba Ria - Viing Tau bi tdc dong bdi 6 y&u td: (1) Tién luong
va phiic 16i, (2) Piéu kién lam viéc, (3) Sy cong nhdn va cong bing, (4) Chinh sdch dio tao va
phat trién, (5) Trao quyén, (6) Mdi quan hé giita ddng nghiép va cap trén. Tir d6, gitip cdc nha
quan 1y kh4ch san c6 nhitng gidi phdp hiéu qud trong viéc cai thién cdc yéu td hién tai trong
viéc tao dong luc, gép phan duy tri va gia ting 1ong trung thanh cda nhin vién.

T khéa: Ngudn nhin lyc, sy trung thanh, khdch san 5 sao, tinh Ba Ria - Viing Tau.

1. Téng quan

Bén canh cdc yé&u t6 1a th€ manh clia tinh Ba
Ria - Viing Tau, ngudn nhan lyc ciing déng gép
vai trd rit quan trong d6i vdi su phét trién trong
kinh doanh luu trd, bdi né tdc dong truc ti€p dén
hiéu qua kinh doanh, chit lugng sidn phdm va dich
vu, gép phin mang dé€n sy hai long va trdi
nghiém tuyét vdi cho du khéch tai di€m dén. Tinh
dén nim 2018, toan Tinh hién c¢6 1015 co s§ luu
trid dang hoat dong, trong dé c6 459 co s da dugc
x€p hang tir 1 dén 5 sao va hang cao cip vdi
14.172 phong, trong dé c6 4 khach san tiéu chuin
5 sao, 16 khach san tiéu chuén 4 sao.

Tuy nhién, thyc t€ khé khiin ctia nganh Khach
san n6i chung trén dia ban Tinh hién nay 12 nguén

nhan lyc vdn con thi€u va yé&u. Theo bdo cdo
khdo sdt cia S VH-TT- DL, toan Tinh hién ¢6
9.363 lao dong trong nganh Du lich. Trong d6 chi
c6 47 ngudi c6 trinh do thac si, chi€m 0,5%; 1.490
ngudi cé trinh do dai hoc, chi€m 15,9%; cao dﬁng
1a 1.214 ngudi, chi€m 13%; trung cip l1a 2.616
ngudi, chi€m 28%; con lai 42,6% lao dong trong
nganh chua dugc dao tao chuyén moén nghiép vu.
Bén canh dé, tinh trang thi€u hut ngudn nhan lyc
chdt lugng cao dé€n tir nhitng nguyén nhan, nhu:
Nhiéu cédn b quan Iy, ngudi lao dong c6 tay nghé
chuyén mén dén tudi huu, trong khi lyc lugng k&
thira chua ddp tng dudc yéu cau clia sy phat trién.
Ngoai ra, sy on dinh ctia doi ngii lao dong trong
nganh chua cao do tinh trang thuyén chuyén, bd
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viéc hoic ra khdi nganh kh4 cao hién nay. Van
dé dit ra 1am sao d€ tuyén dung va giit chian
ngudi lao dong gdn b6 lam viéc lau dai va gia
ting 10ng trung thanh cda nhan vién d6i vdi
khdch san. Thuc trang trén doi hdi cdc nha quan
tri, cdc doanh nghiép kinh doanh luu trd phdi cé
nhitng gidi phdp hi€u qué nhdm gia ting sy trung
thanh ctia nhan vién, xem ngudn nhan lyc 1a y&u
t6 song con d€ canh tranh va phat trién bén virng.

2. Cd sé 1y thuyét vé xay dung long trung
thanh

C6 rat nhiéu cdch ti€p cin khdc nhau vé su
trung thanh cta nhan vién khach san. T viéc &ng
dung thuy&t nhu ciu ctia Maslow (1943) d€ nhan
dang gép phan thod min nhu ciu cla con ngudi
tlr thip d€n cao va ciing 1a y€u td trong tao dong
luc dugc st dung trong khoa hoc quan tri nhéan su.
Hay theo nghién ciu ctia Herzberg va cdng su
(1959) cho ring, c6 2 nhém nhin td trong tao
dong lyc trong cong viéc, gdm: nhan t& duy tri va
dong vién. Herzberg cho ring cdc nha quin tri
ciing khong thé mong dgi sy théa man cia ngudi
lao dong bing cdch don gidn 1a x6a bd cdc
nguyén nhan giy ra sy bit man. Viéc quén ly
nhan vién c¢6 hiéu qud doi hdi phdi gidi quyét
thda ddng dong thdi cd 2 nhém nhan t& dong vién
va duy tri, chd khéng nén chi chid trong vao mot
nhém nao. Mit khéc, 1y thuyé&t vé sur cong bing
cda Stacy Adam (1963) cho ring ngudi lao dong
can c6 sy ddanh gid cong bing dua trén ty 1& dau
va0 so v6i diu ra, sy trung thinh cia nhin vién
phan 16n chiu dnh hudng bdi viéc tao ra moi
trudng lam viéc va ddnh gid cong biing. Bén canh
dé, cho thAy mdi quan hé thuin chiéu giita nhu
cau, mic do thda man trong cong viéc va long
trung thanh ctia nhan vién.

Y&u t6 con ngudi 12 ngudn luc cd ban trong
hoat dong kinh doanh khdch san, su ton tai ctia
doanh nghiép phu thudc vao viéc duy tri va phat
trién ngudn Iyc cd bdn nay (Landford & cong s,
2005). Sy trung thanh ctia nhan vién la sy cam
két d6i véi tuong lai va sy thanh céng cda td
chdc. Tao ra mdt moi trudng lam viéc thd vi
ciing véi nhitng co hoi gép phan gia ting 1ong
trung thanh clia nhan vién, gidi phdp t6t nha't dé
thic ddy va tao dong luc trong duy tri 1ong trung
thanh cda nhin vién 12 thong qua nhitng phin
thudng d6i v6i sy cam k€t gdn b6 va nhitng cong
hi€n cho sy phdt tri€n clia cong ty, qua dé ciing
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nhim d€ thé hién sy quan tim cda cong ty véi
nhitng c6ng hi€n ma ho da déng gép (Dailey &
Kirk, 2002).

Bén canh d6, nghién ciu ctiia Elizabeth Sekyi
va cong sy (2016) di khing dinh m&i quan hé
giffa viéc tao sy ddm bdo trong cong viéc, khuyén
khich nhan vién tham gia vao qué trinh ra quyét
dinh, d&i x{t cong bing, quan hé véi nhém lam
viéc, chinh sdch dao tao va phic Igi la nhitng
nhan t6 chinh 4nh hudng dé€n sy gdn k&t clia nhian
vién ddi v6i khdch san, bdi viéce tao cho ho cdm
gidc dude cong nhan va cdm thiy hanh phiic véi
cong viéc minh dang I[am. Thuc hién nhitng chinh
sdch qudn Iy nhan sy nhim théa man nhitng nhu
ciu va mong mudn clia nhan vién sé& tdc dong tich
cuc dén 1dong trung thanh cla nhin vién (Mehta
va cong su, 2010).

Mowday va cong su (1979) cho ring, trung
thanh 12 y dinh hodc mong mudn duy tri 1a thanh
vién ctlia td chirc. Nhan vién gin k&t v6i sy thanh
cong cida td chic va tin twdng ring sy lua chon
tot nha't clia ho 1a lam viéc cho t6 chic nay
(Loyal Research Center, 1990).

Theo Michael Armstrong (2009) két luan, su
gdn k€t clia nhan vién 1 tinh trang sin sang cla
nhin vién ddi véi t6 chiic, phan dau dat thanh
tich cao. Piéu nay thé€ hién qua viéc cdm thdy
thich thu, tich cyc va hiing hdi trong cong vi€c va
sdn sang lam viéc h&t cong suit. Mo hinh thang
do nghién citu 10ng trung thanh nhén vién cia
Man Power (2002) d3 khing dinh cdc tiéu chuin
1ong trung thanh gdm: Sin sang gidi thiéu cong ty
minh cho ngudi khdc nhu mot noi 1am viéc tdt;
sdn long gidi thiéu cdc sdn phdm va dich vu clia
cong ty; c6 y dinh gdn b6 va cong hi€n lau dai.
Diéu nay 1y gidi nhitng hanh dong, suy nghi tich
cuc (Positive Organizational Behavior - POB) clia
nhdn vién bén ngoai td chitc mot khi ho cé su
trung thanh va tu hao vé€ ndi minh dang 1am viéc
(Bakker & Schaufeli, 2008).

3. Phuong phap va md hinh nghién ciu

3.1. Phuong phdp nghién ctiiu

Pé tai nghién citu nay dugc thuc hién k&t hgp
ca 2 phuong phdp nghién ctu dinh tinh va phuong
phdp nghién cttu dinh lugng phan thanh 2 giai
doan: giai doan nghi€n ctfu sd bd va giai doan
nghién ctu chinh thitc. C4 2 phuong phdp nghién
citu nay hd trg va bd sung cho nhau trong qud
trinh thyc hién dé tai, gitip dé tai nghién citu c6
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dugc nhitng k&t qud mang tinh khdach quan va
hiéu qua hon.

Giai doan nghién citu so bd st dung phudng
phdp thdo ludn nhém chuyén gia d€ hiéu chinh
thang do va cdc phat bi€u nhim phuc vu cho giai
doan nghién cdu dinh lugng.

Thang do chinh thidc do ludng dva trén thang
do Likert 5 Iya chon. P&i tugng khdo sdt 1a cdc
nhin vién chinh thitc dang lam vi€c tai cdc khdch
san chuidn 5 sao trén dia ban tinh Ba Ria - Viing
Tau: Pullman Viing Tau, The Grand H6 Tram
Strip, Imperial Hotel Viing Tau. Véi kich thudc
mau 300 quan sdt theo phuong phdp chon miu
thuan tién, nhim muc dich kham phd va do ludng
muc do 4nh hudng clia cdc y&u t6 d€n 1dong trung
thanh clia nhan vién va dit liéu dudc hd trg xi 1y
bdi phan mém SPSS 20 (Bing 1).

3.2. M6 hinh nghién ctiiu

D& tai 6 sy k& thira cdc gid thuyét nghién ctu tir
nhitng d& tai c6 lién quan clia cdc tic gia trong va
ngoai nudc, nhung c¢6 hiéu chinh cho phit hgp véi
thuc tién va muc tiéu nghién cifu cic y&u t& dnh
hudng dén sy trung thanh clia nhan vién ddi véi cac
khach san 5 sao tai tinh Ba Ria - Viing Tau (Hinh 1).

4. K&t qua nghién citu

4.1. Thong ké mo td mdau khdo sdt

Khdo sdt dugc thuc hién vGi cdc nhdn vién
chinh thtrc dang lam viéc tai cac khach san 5 sao
trén dia ban tinh Ba Ria - Viing Tau (300 phiéu),
trong d6 c¢6 280 phi€u thu thap st dung dudc, dd
tiéu chudn d€ ti€n hanh phan tich nhin t& khdm
phd (Hair & cdng su, 2006) va phan tich hdi quy
(Tabachnick & Fidell, 1996). Thong ké mo td miu
khdo sit cu thé nhu Bing 2.

Bdng 1. Tdng hdp cdc gid thuyét nghién cGu dé xudt

Gia Cac gia thuyét
thuyét nghién cliu dé xuat

Ma

bigh Nguon

Tién luong va phuc lgi tac dong thuan chiéu

Elizabeth Sekyi & ctg (2016), Lé Thi Kim Oanh

long trung thanh clia nhan vién khach san

H1 o1 . ) o , LL | (2017), Nguyén Thi Thanh Nhan (2011),
dén long trung thanh cua nhan vién khach san Nguyéh Hoang Tan (2016)

Ho Diéu kién lam viéc tac déng thuan chiéu dén DK Lé Thi Kim Oanh (2017), Rahman Bin Abdullah
long trung thanh clia nhan vién khach san & ctg (2009), Nguyén Hoang Tan (2016)

H3 Trao quyén tac déng thuan chiéu dén long TQ Bowen & Lawler (1992), Nguyén Hoang Tan
trung thanh cla nhan vién khach san (2016), Lé Thi Kim Oanh (2017)

D A La aew Dibble (1999), Minchington (2006), Nguyén
Ha Thuaong hiéu té chuc tac dong thuén chiéu dén ™ Hoang Tan (2016), Nguy& Thi Thanh Nhan

(2011)

Chinh séach dao tao va phat trién tac dong

Rahman Bin Abdullah & ctg (2009), Nguyén

nhan vién khach san

H5 thijan ctneu dén long trung thanh cua nhén DP Hoang Tan (2016), Costen & ctg (2011)

vién khach san

MGi quan hé véi déng nghiép va cép trén tac . . s
H6 | dong thuan chiéu dén Iong trung thanh cla qn | Efizabeth Sekyi & ctg (2016), Nguyén Hoang

Tan (2016)

Su cong nhan va cong bang tac déng thuan
H7 | chiéu dén long trung thanh cla nhan vién
khach san

Elizabeth Sekyi & ctg (2016), Nguyén Hoang
CC | Tan (2016), Rahman Bin Abdullah & ctg (2009),
Danish & Usman (2010), Gostick & Elton (2006)

Nguon: Nghién citu va téng hop ciia cdc gid
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Hinh 1: Mé hinh nghién ciu dé xuét cla tdc gid

( Tién luong va phuc Igi (H1) )

( Diéu kién lam viéc (H2)

( Trao quyén (H3) SU TRUNG THANH
CUA NHAN VIEN

¢ Thuong higu t5 chilc (H4) = KHACH SAN 5 SAO

TINH BA RIA
- VUNG TAU

( Chinh séach dao tao va phat trién (H5)

( M@i quan hé véi dong nghiép va cap trén (H6)

( Su cdng nhan va cdng bang (H7)

Bdng 2. Théng ké md té mau khdo sat

Chi tiéu S6 ngudi Ty 1é (%)

Nam 129 46,1
Gidi tinh NG 151 53,9
Téng 280 100
Dudi 30 tudi 38 13.6
30 - 40 tudi 108 38.5
Tubi 41 - 50 tudi 120 429

Trén 50 tudi 14 5
Téng 280 100
Nhan vién 146 52.2
T6 trudng 81 28.9
Giam sat 36 12.9

V) tri cdng viéc
Trg ly bd phan 10 35
Trudng bé phan 7 25
Téng 280 100
Trung hoc 124 44.3
] Cao dang - Pai hoc 145 51,8
Trinh d6 hoc van

Sau dai hoc 11 3,9
Téng 280 100
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Chi tiéu S6 nguoi Ty 1é (%)

B& phan bubng 58 20.7

B6 phan I€'tan 134 47.9

Bo phan cong tac B6 phan nha hang 69 24.6
B6 phan khac 19 6.8

Tong 280 100

Dudi 7 triéu 227 81.1

Thu nhép 7 triéu - 14 triéu 46 16.4
Trén 14 triéu 7 2.5

Téng 280 100

4.2. Ddanh gid do¢ tin cdy thang do

Tiéu chi danh gid khi phan tich d0 tin ciy v6i hé
s6 Cronbach’s Anpha diing d€ loai cdc bi€n ric c6
hé s6 tuong quan bi€n-tdng nhé hon hay bing 0.3
va dong thdi thang do dudc chadp nhan phdi thda
diéu kién gid tri Cronbach’s Anpha 16n hon 0.6
(Nunnally & Burnstein,1994) d€ thang do dat do
tin cAy va dudc st dung cho budc phan tich nhan t&
kham ph4 EFA. K&t qua nghién citu dudc trinh bay
trong Bang 3.

4.3. Phén tich nhan to' khdam phd (EFA)

Phuong phdp phan tich nhan t6 kham phd EFA
gidp ddnh gid 2 gid tri quan trong cta thang do 1a
gid tri hoi tu va gid tri phan biét. Hair va cong sy
(1998) cho riing hé sd tai nhan t6 Factor loading
> 0.5 dudc xem 1a c6 ¥ nghia thyc tién. Phan tich

Bdng 3. Phdn tich dé tin cy cla thang do

Nguén: Phén tich sé liéu ciia tdc gid

nhan t6 khdm pha (EFA), hé s6 KMO 0.796 > 0.5
cho thdy phan tich nhan t6 phu hgp vé6i dit lidu
thu dudc va ki€m dinh Bartlett ¢c6 y nghia thong
ké v6i gid tri sig. = .000 < 0.05 cho tha'y cdc bié€n
quan sit c6 mdi twong quan véi nhau trong tong
thé (Bing 4).

Bdng 4. Bang Hé s6 KMO va
Kiém dinh Bartlett’s

KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure 0.796
of Sampling Adequacy ’
Approx. Chi-Square | 6393.590
Bartlett's Test
of Sphericity Df 561
Sig. .000

ST | Wb
1 LL Tién luong va phuc Igi 5 0.868 0.647
2 DK Diéu kién lam viéc 5 0.899 0.717
3 TQ Trao quyén 5 0.864 0.612
4 TH Thuong hiéu t6 chic 4 0.781 0.519
5 DP Chinh sach dao tao va phat trién 6 0.907 0.665
6 QH MGi quan hé gilia dong nghiép va cap trén 5 0.828 0.577
7 CC Su cong nhan va cong bang 4 0.881 0.733
8 STT Su trung thanh cla nhan vién khach san 4 0.719 0.366
Tong cong 38

Nguoén: Phan tich s6'liéu ciia tdc gid.
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K&t qud c6 7 nhan td dugc rit trich tir gid tri
eigenvalue = 1.542 > 1. S6 nhin t§ dudc rit trich
phli hdp vdi nghién citu clia dé tai. Tédng phuong
sai trich dat 68.081 > 50%. Cho thdy phin tich
nhan t6 giai thich dugc 67.172% su bi€n thién clia

Bdng 5. Tdng phuong sai trich

cdc bi€n quan sdt. Ma trdn nhin t& sau khi xoay
cho thiy cdc nhan t& déu dat yéu ciu vé gid tri
hoi tu va gid tri phan biét, tat cd cdc bi€n quan sdt
déu c6 hé so tdi nhan t6 Factor loading > 0.5
(Bang 5, 6).

Component Initial Eigenvalues Rotation Sums of Squared Loadings
Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 7.305 21.486 21.486 4.365 12.839 12.839
2 3.582 10.534 32.020 3.715 10.926 23.765
3 3.237 9.520 41.540 3.371 9.916 33.681
4 2.837 8.344 49.884 3.318 9.760 43.441
5 2.493 7.331 57.215 2.996 8.811 52.251
6 2.153 6.331 63.546 2.883 8.479 60.730
7 1.542 4.535 68.081 2.499 7.351 68.081

Nguén: Phéan tich s6 liéu ciia tdc gid

Bdng 6. Cdc nhdn t8 dnh hudng dén l6ng trung thanh cla nhén vién khéch san 5 sao

tinh Bd Ria - Vang Tau

DP3. Anh/chj dugc dinh hudng va c6 10 trinh thang ti€n phu hgp

DP6. Khach san thuc hién t6t chinh sach dao tao chéo, nhan vién dugc luan chuyén bd phan lam viéc

Chinh
sach dao DP5. Anh/chi dugc dao tao nhiing kién thic va ki nang phu hgp vdi yéu cau cong viéc
tao Véﬁ DP4. Khach san tao ra nhiéu co hdi cho anh/chi phat trién va thang tién
phat trien
DP1. Anh/ch dugc tham gia céc I6p dao tao ban ddu khi méi dugc tuyén dung
DP2. Khach san thuéng t6 chiic cac I6p dao tao huan luyén cho nhan vién
DK5. Cong viéc dugc giao phl hgp véi chuyén mon va nang luc clia anh/chi
DK1. Bugc hé trg trang thiét bi, cdng cu phuc vu cho cdng viéc t6t
Dieukien ["hys Anhichy cam thay thich thii véi cong viéc minh dang lam
lam viéc
DK3. Coéng viéc khong gay nhiéu ap luc
DK2. Anh/chi khong phai thudng xuyén tang ca
LL4. Anh/chi nhan dudc tién thudng va tang luong khi hoan thanh tét nhiém vu
LL2. Anh/chi c6 thé séng hoan toan dya vao luong ti khach san
T[en Il,jdng. LL1. Anh/chi dugc tra luong x(ing dang véi cong stic minh bo ra
va phuc Igi
LL5. Chinh sach phdc Igi t6t thé hién su quan tdm clia khach san d6i véi nhan vién
LL3. Chinh sach luong, phc Igi rd rang va thoa dang
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TQ5. Cép trén phan cong cong viéc va dé Anh/ch ty thuc hién

TQ1. Anh/chi dugc chl dong ra quyét dinh trong cong viéc

Trao quyén

TQ4. Cap trén quan Iy dya vao két qua hoan thanh nhiém vy dugc giao

TQ3. Cép trén khuyén khich Anh/chi tham gia bay té chinh kién

TQ2. Cap trén tin tudng vao quyét dinh ctia Anh/chi

CC2. Nhan vién dugc ton vinh va cong nhan thanh tich thudng xuyén

Cong bang va

CC1. Nhiing c6ng hién va thanh qua dat dugc déu dudgc ghi nhan

nghiép va cap

cong nhan CC4. Anh/chy dugc tudng thudng xtng dang véi thanh qué minh dat dudc
CC3. Anh/chi cam thay moi ngudi déu dugc di xt cong bang
QH4. Céap trén lam viéc rat cong béng va binh dang
Maiquanhé | QH2. C4p trén thudng xuyén dong vién va hd trg cac anhichi khi can
gitia dong

QHS5. Anh/ch; dugc moi ngudi ton trong trong khach san

trén QH3. Su phdi hgp va hd'trg lam viéc nhom t6t

QH1. Moi ngudi luén vui vé va than thién

TH3. Khi ¢6 ai d6 khen ngai thuong hiéu clia khach san, anh/chi cam thay rat hanh phic

Thuaong hiéu t&

TH2. Anh/chi cdm th&y thuang hiéu clia khach san thé hién v tri x& hoi clia minh

chtc

TH4. Anh/chi cho réng thuong hiéu clia khach san 1a nguyén nhan khién anh/chi gan bé

TH1. Anh/chi cam thay tu hao vé thuong hiéu clia khach san

4.4. Phén tich tuong quan va hoi quy

Phin tich ma trin hé s6 tuong quan Pearson
nhim xem xét mdi twong quan giita cdc bi€n doc
1ap va bi€n phu thudc, diéu kién d€ ti€n hanh phan
tich hdi quy 1 cdc bi€n doc 1ap va bién phu thudc
phdi c6 mdi tuong quan véi nhau. Nhin vao ma trin
hé s& tuong quan Pearson, ta thdy bi€n phu thudc
STT (Su trung thanh cda nhin vién) déu tuong
quan c6 ¥ nghia v6i cdc bi€n doc 1ap trong mo hinh
nghién ctu (v6i cdc gid tri sig. déu nhd hon 0.05).
Hé sd tuong quan giita bi€n phu thudc va cdc bién
ddc 1ap déu 16n hon 0 va nhd hon 0.85 (chi s6 didu
kién cho ring cdc khdi niém nghién cttu da dat

Nguon: Phan tich s& li¢u cia tdc gid

dudc gid tri phan bi€t). Vi vdy, ta c6 thé ké&t luan
céc bi€n doc 1ap c6 moi tuong quan véi bién phu
thudc va dd diéu kién d€ ti€n hanh phan tich hdi
quy boi (Bang 7).
X4y duyng va ki€m dinh m6 hinh hdi quy boi
nhu sau:
STT = B, + B, LL + BpDK
+ BroTQ + BryTH + fppDP
+ BouQH + B cCC
Thong qua hé s6 xdc dinh R? hiéu chinh =
0.542, diéu nay c6 nghia ring cdc bi€n doc 1ap
trong m6 hinh nghién citu gidi thich dugc 54.2%
su thay ddi ctia bi€n phu thudc (Su trung thanh clia

Bdng 7. Ma trdn hé sé tuong quan Pearson

FSTT FCC FLL FTQ FTH FDP FQH FDK

Pearson Correlation 1 251 | 650" | .308™* .128* .366™ | .415% | 448

FSTT Sig. (2-tailed) .000 .000 .000 .032 .000 .000 .000
N 280 280 280 280 280 280 280 280

Nguon: Phan tich s6 liéu ciia tdc gid
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nhan vién d6i vdi cdc khdch san 5 sao tai tinh Ba
Ria - Viing Tau). Ki€m dinh sy phi hgp ctia mo
hinh véi kiém dinh F = 48.151 (sig.= 000 < 0.05)
cho tha'y, md hinh hdi quy phit hgp véi tap dit liéu
va ¢6 y nghia thong ké.

dd chdp nhan Tolerance clia cdc bi€n doc lap déu
16n hon 0.5 va hé s6 phéng dai phuong sai VIF
(Variance Inflation Factor) déu nhé hon 2, ta cé
thé k&t ludn khong xdy ra hién tuong da cong
tuy&n trong md hinh.

Bdng 8. Hé sé phuong trinh héi quy

. Unstandardized Coefficients Sct::) :(ij’r?c:i(:rzisd ( Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) -.050 231 -215 .830
FCC 130 .029 183 4.424 .000 .959 1.043
FLL 371 .033 462 11.078 .000 945 1.059
FTQ 15 .035 142 3.266 .001 .867 1.154
1 FTH .058 .030 .078 1.910 .057 974 1.027
FDP 147 .040 A71 3.647 .000 745 1.342
FQH 103 047 13 2.201 .029 .628 1.594
FDK 144 034 .201 4.230 .000 724 1.381
R2 = 0.553
R2 hiéu chinh = 0.542
Durbin-watson (d) 1.480
Kiém dinh F = 48.151 véi gia try Sig. = .000 < 0.05

Thong qua Bang 8 két qua hé s6 phuong trinh
hdi quy cho thiy cdc y&u t& 4nh hudng thuin chiéu
dé&n 1ong trung thanh ctia nhan vién bi tic dong bdi
6 y&u td v6i tAm quan trong gidm din: Tién luong
va phic 1gi (B, = 0.462), Piéu kién 1am viéc (Bpg
= 0.201), Sy cong nhan va cong bang (Bee =
0.183), Chinh sdch dao tao va phat trién (Bpp =
0.171), Trao quyén (Bro =0.142), MG&i quan hé
gitta ddng nghiép va cip trén (B =0.113). Yéu
t6 “Thudng hiéu t6 chifc” khong c6 y nghia thong
ké trong phan tich hdi quy do gid tri sig > 0.05 nén
bi loai khdi mé hinh nghién cttu. Nhu vy, mo hinh
hdi quy chuidn héa ctia dé tai nghién citu dugc viét
lai cu thé nhu sau:

STT = 0.462LL + 0.201DK + 0.183CC

+ 0.171DP + 0.142TQ + 0.113QH

Ki€m tra hién tugng ty tuong quan chudi bac 1
v6i hé s6 Durbin-watson (d) = 1.480 (1 < d < 3).
Ki€m tra hién tugng da cong tuyén vdi diéu kién

114 $6 15 - Thdng 8/2019

Nguon: Phan tich sé liéu cia tdc gid

5. Pé xuit giai phap

Dua trén k&t qua phan tich clia mo hinh hdi quy
bdi do ludng mitc dd dnh hudng clia cdc yéu td dén
su trung thanh cia nhan vién ddi véi cdc khach san
5 sao tai tinh Ba Ria - Viing Tau nhim dé xui't mot
s0 gidi phdp nhu sau:

Thit nhdt, xay dung va hoan thién hé thong tién
luong - ch& do phic 1gi phit hgp. Y&u t& “Tién
luong va phiic 1¢i” ¢ tdc dong manh nhit dén su
trung thanh ctia nhan vién. Do d6, cdc khach san
5 sao trén dia ban tinh Ba Ria - Viing Tau cin xay
dung va hoan thién hé thdng thang/bing ludng
ciing nhu ¢6 ché& do phic Igi thda ddng danh cho
ngudi lao dong d6i vdi tirng vi tri cong viéc. Pidu
nay sé& han ché hién tugng nhdy viéc nhim tim
ki€m co hdi méi v6i mitc luong cao hon tai nhitng
khdch san khdc, gép phan gia ting sy trung thanh
ctia nhan vién d6i véi khdch san. Hon hét, dé
ngudi lao dong that sy co thé song hoan toan dva
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vao luong nhéan tir khdch san, tao cdm gidc an tim
trong cong viéc, ludng dugc trd tuong xding vai
hiéu qua cong viéc. Bén canh d6, khich san ciing
cAn ddm bao thuc hién 6t cic ch& d6 phic 10i khic
danh cho ngudi lao dong: ché€ dd bdo hiém va
chim séc stc khde, tién thudng theo doanh thu
(service charge) hang thing, ning luong dinh ky...
ddm bdo cdc quyén 1gi clia ngudi lao dong dugc
thuc hién rd rang va minh bach.

Thit hai, cai thién vé diéu kién lam viéc. Piéu
kién lam viéc thé hién qua cdng viéc dudc giao
phtt hgp vdi chuyén mén va nang lyc ctia ngudi lao
dong, tao cdm gidc thich thi trong thuc hién nhiém
vu dudc giao, ngudi lao dong c6 dudc hd trg cdc
cong cu va trang thi€t bi phtt hgp phuc vu cho cong
viéc, sin sang ng phé vdi nhitng dp luc d€ hoan
thanh cong viéc mot cdch hiéu qud nhit. Song bén
canh d6, cdc nha quin ly khdch san cin chid y phan
cong nhin sy’ trong miia cao diém va nhitng ch& do
lién quan dén viéc ting ca lam thém gid clia ngudi
lao ddong, bdi dic diém kinh doanh cda nginh
khach san la hoat dong theo mua du lich. Gidi phap
c6 thé str dung thém lao dong thdi vu hoic ti€p cin
vdi cdc trudng dai hoc/cao ding lién két trong viéc
viéc bo tri cong viéc cho thyc tAp sinh mot cdch
khoa hoc va hgp 1y, cling gép phan trdnh tao 4p
lyc 4nh hudng d&n sitc khde va tinh than lam viéc
ctia nhan vién chinh thic.

Thit ba, chu trong trong cong tdc danh gid cong
bing va cong nhan thanh tich cia ngudi lao dong.
Céc nha qudn ly khéch san doi hdi phai thi€t 1ap hé
thong ddnh gia khoa hoc, chinh xdc va cong bing
g6p phin tao dong luc cho ngudi lao dong hoan
thanh t6t cong viéc. Tuyén duong va ghi nhin
nhirng déng gbp cling nhu thanh qud clia nhin
vién, khich & va dong vién tinh than lam viéc cia
ho bing nhitng phin thudng nhu: Nhan vién xuat
sidc trong thdng (Staff of the month), nhan vién
xudt sic clia nim (Staff of the year) hodc xét nang
luong dot xuat hay dinh ky. Qua d6, gép phan gia
ting sy hai long va tinh yéu trong c6ng viéc cua
ngudi lao dong, gitip ho c6 dong luc d€ phan dau
va gin b hon véi khdch san.

Thit tu, thyc hi€én chinh sdch dao tao va phdt
trién hiéu qua. Pong lyc d€ cho nhan vién lam viéc
tai khach san la viéc thda man nhu cau hoc hdi va
cd hdi phét trién ban than, trau ddi k§ ning va kinh
nghiém chuyén mon. Khi nhan vién c6 dudc co hoi
dao tao va thing ti€n phi hgp, ho sé c6 thém dong

luc d€ 1am viéc va cong hi€n. Nhitng 16p huan
luyén danh cho nhitng nhan vién mdi (Orientation
Training) g6ép phan tao su thiu cdm vé sit ménh,
tAm nhin va gép phan dinh huéng nhin vién khi
méi gia nhip t6 chiic. Nhitng gidi phap trong dao
tao tai khdch san c6 thé ng dung cic md hinh dio
tao tai chd (On the job training), hodic md nhitng
16p dao tao tdp trung danh cho nhitng nhan vién
trong qua trinh cong tic hay nhitng 16p bdi dudng
danh cho nhitng nhin vién xuit sic dugc dé bat
1én nhitng vi tri cao hon (Train the Trainer)... Ngugc
lai, thay vi chd trong tao ra nhiéu co hoi trong cong
tdc d4nh gi4 ning luc va dé bat ndi bod thi khach
san lai tuyén dung bén ngoai ciing gép phan lam
gidm di su nhiét tinh va trung thanh cia ngudi lao
dong. Kinh nghiém tir cdc khdch san qudc t& cho
thdy, viéc sit dung chinh sdch dao tao chéo hiéu
qua, nhin vién cé thé dugc luan chuyén bd phan
cong tdc theo nguyén vong ciing gép phan trong
tao dong luc 1am viéc cho nhan vién, 1am ho gin
b6 hon véi khach san.

Thit ndm, gia ting su trao quyén cho nhan vién
trong thurc hién cong viéc. Su trao quyén thé hién
su tin tudng cda cAp trén d6i véi nhan vién, mang
dé&n cho ho sy sdng tao va chi dong trong thuc hién
cong viéc. Khuyén khich nhan vién néu sdng ki€n
va ra quyét dinh, cling nhu quan 1y dwa vao két qua
dat dugc gidp nhan vién cdm thdy c6 ¥ nghia va
nhiét tinh hon trong cdng viéc. Tir d6, gép phan gia
ting dong luc ndi tai, phat huy tinh than ty chd va
tu chiu trach nhiém, qua d6 gép phin gia ting 1ong
trung thanh cla nhin vién trong khédch san.

Thit sdu, xdy dung mdi quan hé giita dong
nghiép va cdp trén tot. Piéu nay thé hién qua
viéc xay dung mdt mdi trudng lam vi€c tich cyc
va than thién. Nhan t§ quan trong trong tao dong
luc va thiic day tinh thin 1am viéc ctia nhan vién
khdch san chinh 12 x4y dung mdi quan hé t6t v6i
cdp trén va dong nghiép. Su hd trg, giao tiép,
ddnh gid cong bing, dong vién va ghi nhin trong
cdc mdi quan hé giao ti€p giita cap trén va dong
nghiép s& gép phan gia ting niém tin, sy hitng thd
va gin b6 clia nhin vién trong t chitc. Mot moi
trudng lam viéc hi€u qué va than thién s€ duy tri
thai dd tich cuc (Positive bahaviour), nhin vién
cdm thdy tw hao va hanh phic vi da quyé&t dinh
gidn bé véi td chiic nay. Qua dé, moi thanh vién
déu sdn sang chia sé va cing huéng vé mot muc
tiéu chung cilia td chic.
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6. Két luan

Qua k&t qua nghién ctfu cla dé tai chira ring
1ong trung thanh ctia nhan vién d6i vdi cdc khach
san 5 sao tai tinh Ba Ria - Viing Tau bi tdc dong
bdi 6 y&u t6: (1) Tién luong va phic 1gi, (2) Piéu
kién lam viéc, (3) Su cong nhin va cong bing,
(4) Chinh sdch dao tao va phdt tri€n, (5) Trao
quyén, (6) M&i quan hé giita dong nghiép va cip
trén. Nhitng nhan t& nay gép phan cdi thién va
théa min nhu cdu, ning cao tinh thin lam viéc
cling nhu sy hai 1ong trong cong viéc cia nhan
vién tai cdc khdch san 5 sao trén dia ban tinh Ba

Ria - Viing Tau. K&t qud cda nghién citu nay
nhdm gitp cdc nha qudn ly khdch san c6 nhitng
gidi phdp hiéu qua trong viéc gia ting 10ng trung
thanh ctia nhan vién, cdi thién cdc diéu kién hién
tai va cdc y€u td trong tao dong lyc nhim lam
gidm tinh trang nhan vién rdi bd doanh nghiép,
g6p phin trong viéc duy tri va st dung hiéu qué
ngudn nhian lyc khdch san cho muc tiéu canh
tranh va phdt tri€n bén vitng trong nganh. Tuy
nhién, viéc chon miu thuin tién c6 thé gay kho
khdn trong viéc khdi qudt héa va d6 cling chinh
1a huéng nghién citu ti€p theo W
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ABSTRACT:

Human resource is considered a vital factor for competition and sustainable development in
the hotel industry. Therefore, this study aims to discover and measure factors affecting
employee’s loyalty for the 5-star hotels located in Ba Ria - Vung Tau province. The study uses
qualitative research method combined with quantitative research to survey 300 official
employees working for 5-star hotels located in Ba Ria - Vung Tau province. By using the
Exploratory Factor Analysis (EFA) and multiple regression analysis through the SPSS 20, this
research’s results show that the loyalty of employees working for 5-star hotels located in Ba Ria
- Vung Tau province is affected by 06 factors: (1) Wages and benefits, (2) Working conditions,
(3) Recognition and fairness, (4) Training and development policy, (5) Empowerment and (6)
Relationship between colleagues and superiors. This research’s study is expected to help hotel
managers have effective solutions in motivating, maintaining and increasing the employee’s
loyalty.

Keywords: Human reserouce, employee’s loyalty, 5-star hotel, Ba Ria - Vung Tau province.

$6 15 - Thang 8/2019 117



