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NHUNG NHAN TO TAC PONG PEN PONG LUC
LAM VIEC CUA NHAN VIEN TRONG KHACH SAN
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TOM TAT
Pong lyc 1am viéc 1 lie day nhdan vién dén cam két gan b6 véi té chizc. Nganh
khéch san 1a mét link vuec dich vu hiéu khdch ma s niém né phdi xudt phat tir dong luc ngi
sinh czza nhan vién tir bé phdn tién sanh, buong, d@én nha hang. Két qua bang cau héi gt
dén 136 nhan vién cap dudi ¢ cac khach san 3-5 sao trén dia ban Thanh phé Hé Chi Minh
(TPHCM) cho thdy c6 4 nhan té tic déng nhiéu dén déng luc 1am viéc cua nhan vién
khach san theo mute dé quan trong thdp dan, bao gom: quan hé véi cap trén, phat trién
nghé nghiép, diéu kién lam viéc, va ban chdt cong viéc.
Tar khoa: dong luc lam viéc, mize do hai long cua nhan vién, nganh khach san.
ABSTRACT
Factors impacting hotel employees’ motivation
Motivation is an inner force which increases employees’ commitment. Hotel
industryis a hospitable service industryin which warmth towards customers must stem from
intrinsic motivation of staff from front offices, chambers, to foods and beverages
departments. Through a survey of questionnaires distributed to 136 low-level staff
members at 3-5 stars hotels in Ho Chi Minh City, it is proven thatthere are four factors
impacting staff’s motivation including relationship with supervisors, prospective career,

working conditions, and the nature of work.

Keywords: motivation, employee satisfaction, hospitality industry.

1. Dannhap

Viéc nghién ctu vé nhiing nhan t6
tac dong dén dong luc 1am viéc caa nhan
vién trong khach san cd y nghia quan
trong, Vi day 1a co s¢ dé cac nha quan Ii
tao dong luc lam viéc cho nhan vién va
duy tri dong luc nay, hon hét 1 giir chan
nhan vién tai nang.

Chinh vi tim quan trong cua nd nén
cling d& c6 mot s dé tai nghién ctu vé

"HVCH, Trwong Dai hoc M& Malaysia (OUM)
” ThS, Trwdng Pai hoc Thi Dau Mot

TS, Trworng Dai hoc M& TPHCM

" 8V, Trweng Pai hoc Tai chinh-Marketing
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van dé nay. Tuy nhién, cac dé tai nghién
ctu chi mai nghién cau téng quan trén
cac doanh nghiép thudéc linh vuc san
XUat, tai chinh, ngén hang nhung chua
nhiéu d¢ tai lién quan dén linh vyc Kinh
doanh khéch san, nhét 1a & Viét Nam.

Li do lya chon nghién cau trong
linh vuc khach san vi nhiing déi ngo tai
chinh trong nganh nay con thap (muc
lwong twong d6i khdng cao), nhan vién
rit dé roi bo khach san dé dén noi c6 muc
lwong cao hon, do vay can phai luu y dén
nhitng dai ngd phi tai chinh (non-
financial compensation) bén canh nhiing
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ddi  ngo tai chinh (financial
compensation) [6]. M6i truong lao dong
chiu &p luc tdm i, boi vi nhan vién
thudng xuyén phai tiép xuc truc tiép véi
khéach hang. Khong nhu nhitng linh vuc
dich vu khac, thoi gian phuc vu cua
khach san la 24/24, do @6 nhan vién lic
nao ciing phai than trong dé duy tri trang
thai hai 1ong cao nhit noi khach hang.
Nghién ciru ndy s& goi md cho cac to
chirc, doanh nghiép, nhat 1a cac doanh
nghiép nganh khéch san c6 nhimng bién
phap dé tao dong lyc 1am viéc cho nhén
vién va mang lai hiéu qua cho to chuc.

2. Nhitng nghién citu truée diy vé
dong luc lam viéc caa nhan vién

Frederick Herzberg (1966) phat
trién thuyét dong vién cua minh khéng
dya vao viéc thoa man nhu ciu, su mong
doi hay sy c6ng bang ma phan tich méi
quan hé caa ca nhan di cdng viéc va théi
d6 huéng dén cong viée, didu nay s& xac
dinh duoc sy thanh cdng hay that bai dbi
Vv6i ca nhan d6. Herberzg cho rang khong
chi ton tai hai trang thai thoa mén hay bat
man & nhan vién ma con c6 cac nhan té
bén trong (nhan t5 dong vién —
Motivators) va nhan t6 bén ngoai (nhan
t6 duy tri) (xem bang 1), nhitng nhan t4
nay lién quan dén dong luc l1am viéc cua
nhan vién trong mdi quan hé giita cong
viéc va thai o cua ho. [2]

Bdng 1. Nhan té duy tri va nhan té dgng vién

Nhan t6 duy tri
(Nhén to bén ngoai)

Nhan to dong vién
(Nhén to bén trong)

An toan

biavi )

Cac moi quan h¢ vaéi cap dudi
Cudc song ca nhén

Quan h¢ véi dong nghigp
Mtc luong

biéu kién lam viéc

M&i quan hé véi cap trén

Su giam sat

Boo~NoaklwbdE

0. Chinh sach va quan trj cia cong ti

Phat trién
Tién bo
Trach nhiém
Cong viéc
Nhan biét
Thanh tyu

SouhhwWNE

Nguon: [4, tr.172]

Herzberg nhan thay nhan t6 dong vién va nhan t duy tri dwoc chia thanh hai
chiéu anh huong dén cac mat cua sw hai long cong viéc. (Xem bang 2)
Bdng 2. Anh hwong cua cac nhan to

Céc nhan té duy tni

Céc nhan té dgng vién

Khi ding Khi sai Khi ding Khi sai
Khdng cé su bat mén | Bat man Thoa man Khong thoa man
Khong dong vién Anh huong tiéu cuc D})ﬂg ,Vlen dirgC Krjong co sy bat

tang cuong man

Nguon: [1, tr.350]
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Li thuyét hai nhan té da duoc thu
nghiém bai nhiéu nha nghién ciu khéc va
cho rét nhiéu két qua khac nhau. Mot sb
nghién ctru da chi ra rang nhan té duy tri
trong tuyén bd cua Herzberg (1966) co
mot vai yéu td thuc su 1a dong luc. Két
qua cho Ii thuyét cia Herzberg c6 thé
khac nhau néu thir nghiém duoc tién
hanh trong cac nganh khac nhau.

Trong nghién ciu cua Teck-Hong
va Waheed (2011) xuét phat tir Ii thuyét
hai nhan t5 cua Herzberg, st dung cac

nhan t6 tac dong dén dong luc lam viéc
dé tién hanh cudc khao sat vgi nhan vién
ban hang tai Malaysia. Két qua cho thay
céc phan tich da ching minh ring bién
dong luc quan trong nhat 1a diéu kién l1am
viéc. Cong nhan 1a yéu té dang ké thu
hai, tiép theo chinh sach cong ti va céc
yéu t6 tai chinh. Céc bang chung két luan
rang cac nhan t6 duy tri hiéu qua hon
nhan té dong vién trong viéc tao dong luc
cho nhéan vién ban hang. [5]

Hinh 1. M6 hinh nghién cizu dirgc dé xudt tir thuyét hai nhan to cua Herzberg
cua Teck-Hong va Waheed (2011)

Ban chat
cong viéc

Su
cong nhan

Chinh sach
cong ti

Quan hé vaoi
dong nghiép
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N Do hai long lam viéc
Phat trien trong
nghe nghiép cong viéc

Diéu kién

Cong viéc
6n dinh

Quan hé
Vai cap trén

Nguon: [5, 73-94]
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3. Phwong phap nghién ctru

Nghién ctru nay dugc thuc hién tai
TPHCM. Pay 1a d6 thi tap trung nhiéu
khach san va ngudn nhan luc c6 trinh do
cao. Pong thoi, TPHCM ciing 1a noi
trung chuyén khach quédc té 16n nhét ca
nuéc. Vi thé, viéc nang cao vi thé cua
khach san ludn di kém vdéi viéc doi nga
nhéan vién khach san phai c6 trinh d6 cao
va nhiét tinh trong cong viéc, dé dap ung
t6t nhu cau cua khach hang.

Phuong phap nghién cau duoc su
dung la phuong phap dinh luong, st dung
thang do dé nghién ciru vé su tac dong cua
cac nhan t6 dén dong luc 1am viéc cua
nhan vién.

Péi twong khao sat chinh 1a 136
nhan vién cip thap thuoc cac bo phan 18
tan, budng, nha hang va nhitng b phan

Bdng 3. Thong tin vé nhdn

khac ¢ cac khach san. Nghién ctru nay sé
duoc thuc hién tai cac khach san co tiéu
chuan tir ba dén ndm sao va thudc sé hitu
cta nhiéu thanh phan, trong d6 c6 khach
san cua Nha nude, tu nhan, 100% vdn
nudc ngoai va lién doanh. Viéc chon mau
s& dugc tién hanh theo phuong phap chon
mau thuan tién.

Dt liéu thu thap trong nghién cuu
la dit liéu so cap. Céc dit liéu nay dugc
thu thap truc tiép tir cac khach san véi
viéc khao sat mot sé nhan vién théng qua
bang cdu hoi cuia Tan Teck-Hong va
Amma Waheed (2011) duoc thiét lap dua
trén md hinh cua Herzberg. Dt liéu thu
thap duoc xur li qua phan mém SPSS
phién ban 16.0.

4. Két qua nghién ciru va binh luan

M0 t@ mdu khdo sat

vién khach san dwroc khao sat

S6 nhan vién Tilé %
2. Trén 20 86 63,2%
Tuoi ~

Trén 30 50 36,8%

0
Gisi tnh Nam 68 50,0%
N 68 50,0%
L& tan 58 42 6%

Bud 11 1%

Bo phan lam viéc “?”9 8,1%
Nha hang 30 22,1%

Khac 37 27.2%

Duéi 1 nam 21 15,4%

Kinh nghiém Tu 1 dén 3 nam 62 45,6%
T 3 nam tré 1én 53 39,0%

C06 136 nguoi tra loi bang hoi, trong
d6 c6 86 ngudi ¢ do tudi tir 20 tudi dén
30 tudi (63,2%) va 50 nguoi trén 30 tudi
(36,8%). S6 nam va nir trong khao sét

bang nhau 1a 68 nguoi (50,0%). C6 21
nguoi tra loi c6 kinh nghiém lam viéc
dudi 1 nam (15,4%), 62 ngudi cO kinh
nghiém tr 1 dén 3 nam (45,6%) va 53
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nguoi ¢ kinh nghiém lam viéc tir 3 nam
tro 1€n (39,0%).
Két qud nghién cizu va binh lugn
Phan tich nhan t6 duoc tién hanh dé
kiém tra xem dit liéu c6 thé sir dung
Exploratory Factor Analysis (EFA) théng
qua hé sé Cronbach's Alpha.
Béng 4. Thong ké dé tin cdy (Reliability
Statistics)
Cronbach's
Alpha

918 11

N of Items

Trong bang 4, Alpha la 0.918 véi
11 nhan t duoc quan sat. Va néu nhin
vao bang 5, & cot cudi cuing “Cronbach's
Alpha if Item Deleted”, cac gia tri déu
nho hon, nén khi phan tich nhan t6, ta
khéong nén loai bo nhan té nao.
Cronbach's Alpha tir 0.8 trg 1én dén gan 1
thi thang do luong la tét, theo Nunnally
(1978). [3]

Béng 5. Kiém tra dé tin cdy véi hé sé Cronbach's alpha
(Testing reliability with Cronbach's coefficient alpha)

Céc nhan té hai long Number of items Cronbach's Alpha if
trong cong viéc Item Deleted

Thanh dat (Achievement (AC)) 2 912
Su cdng nhan (Recognition (R)) 2 912
Thang tién (Advancement (AD)) 2 914
Ban chét cong viéc

(Work Itself (W)) 3 912
Phat trien  nghé  nghiép

(Growth (G)) 2 907
Chinh sach cong ti

(Company Policy (P)) 3 904
An toan trong cOng Vviéc 3 912
(Security at Work (S)) '
Quan hé véi doéng nghiép 5 906
(Relations with Peers (RP)) '
Yéu t6 luong bong

(Money Factor (M)) 3 909
Quan hé Vi “sép” 5 916
(Relations with Supervisor (RS)) '
biéu kién lam viéc 5 011
(Working Conditions (WC)) '
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Bdng 6. Tom tit mé hinh (Model Summary®)

Model

Adjusted R Square

Std. Error of the Estimate

Durbin-Watson

1

.686

455 1.525

a. Predictors: (Constant), WC, AC, RP, M, W, RS, AD, R, G, CP, WS
b. Dependent Variable: Sy hai long
Bang 6 cho thiy c6 68,6% bo s liéu vai cac hé s6 ¢d y nghia vai aphal= 5%.
Béing 7. Cac hé sé (Coefficients?)

Dependent Variable: Si hai long vé cong viéc (Job satisfaction)

Unstandardized Standardized Collinearity
Model Coefficients Coefficients t Sig. Statistics
B Std. Error Beta Tolerance| VIF

AC .067 .058 .082 1.150 .252 .455 2.199
AD -.048 .060 -.059 -.805 422 427 2.342
W 116 .055 143 2.091 .039 497 2.010
R .081 .060 .099 1.331 .186 418 2.391
G 179 .063 221 2.827 .005 381 2.628
CP .075 .070 .092 1.069 287 314 3.189
RP .075 .063 .092 1.180 .240 381 2.625
WS -.088 071 -.108 -1.232 220 .300 3.331
RS 190 .061 235 3.141 .002 A17 2.400
M .097 .059 120 1.653 101 442 2.264
wC 159 .055 196 2.878 .005 501 1.994
F 27.811
R? 712

Adj ;szted 686

Phan tich hoi quy duoc tién hanh dé

xac dinh méi quan hé gitra c4c nhan tb
tac dong dén dong luc lam viéc ma
Herzberg d& néu lén trong thuyét hai
nhan té va su hai 1dng vé cong viéc caa
cac nhan vién trong khach san tai
TPHCM. Phan tich hdi quy véi quan hé
phi  tuyén, <cac gia tri VIF

(variance inflation factor) trong bang 7
nhé hon 5. Diéu nay cho thdy khong c6
hién twong cong tuyén, hé sé hoi quy cua
cac bién riéng I¢ déu c6 y nghia véi do
tin cay trén 95%. Do d6, ta c6 thé chap
nhan md hinh nay dé phan tich cac nhan
t6 tac dong dén dong luc lam viéc cua
nhan vién trong khach san thong qua bién
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phu thudc 1a sy hai long vé cong viéc caa
nhan vién. Hé s6 xac dinh R® 1a mot wéc
lugng lac quan cua thude do sy phu hop
caa md hinh. Két qua cho thiy ring
71,2% cac nhan t6 tac dong dén muc do
hai long cia nhéan vién trong khach san
tai TPHCM c6 thé dugc giai thich bang
nhan té tao dong luc va nhan t duy tri
cua Herzberg véi kiém dinh F (kiém dinh
d6 phu hop cua md hinh) — ti 1¢ 27.811
(p=0.00) chi ra rang md hinh héi quy vé
cac bién caa nhitng nhan té tac dong dén
dong luc lam viéc cua nhan vién va su
hai long vé cong viéc duoc danh gia 1a co
y nghia thong ke.

Két qua cho thdy rang chi c6 4
trong s6 11 bién dong luc cé su tac dong
dang ké dbi vai nhan vién 1am viéc trong
cac khach san tir ba dén nim sao tai
TPHCM. Céac phan tich chang minh ring
nhan t6 tac dong dén dong luc lam viéc
cua cac nhan vién trong khach san quan
trong nhat 1a mdi quan hé voi cap trén
(Relations with Supervisor). Biéu nay cho
thiy, nhan vién s& c6 dong luc lam viéc
t6t hon khi co sy hd tro tir cap trén va
cam thay hai long véi cong viéc vi moi
quan hé tét véi cap trén. Phong céch lanh
dao cua cap trén thé hién muc trao quyén
cao (empowerment) cho nhan vién, mang
dén cho nhan vién co hoi sang tao, néu
séng kién va ra quyét dinh, s& gilp nhan
vién thdy y nghia hon trong cong viéc, tir
do tang dong luc noi tai (intrinsic
motivation) ¢ nhan vién [7]. Quan h¢ vai
cap trén con thé hién chiéu giao tiép
manh tor dudi 1én trén  (upward
communication), d6 1a chiéu giao tiép
gilip nhan vién c6 thé chia sé nhiing kho
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khian ciing nhu thé hién nhiing tri thic va
ki nang méi ma nhan vién trau doi dugc
[8], [13], [14], [15]. Cing chinh chiéu
giao tiép di 1én nay s& tang thém niém tin
cuia nhan vién doi véi cap trén va cong ti
[9], [10]. Quan hé véi cap trén cang gan
b6 thi chidu giao tiép tir trén xudng
(downward communication) cling manh
Ién, ludng thong tin phan hdi ciing nhu
nhitng 16i ngoi khen, cdng nhan duoc
truyén dat dén nhan vién, gidp ho cai
thién dugc hiéu qua cdng viéc cua minh
ciing nhu ting dong luc dong gop cho t6
chuc.

Nhan t thir hai tic dong dén dong
luc lam viéc cua nhan vién la phat trién
nghé nghiép (Growth). C6 nghia 1a, dong
lyc d nhan vién 1am viéc trong cac khach
san 1a mong muébn dugc hoan thién ban
than, dugc phéat trién dé trao doi nhimng
kinh nghiém, ki nang... Khi nhén vién co
dugc co hoi phat trién nghé nghiép nhu
dao tao, thang tién, thi ho cang cO thém
dong lyc 1am viéc va céng hién. Nguoc
lai, néu nhiing doanh nghiép khach san
khéng chi trong dén dao tao va huan
luyén, khi c6 co hdi thang tién lai tuyén
dung tir bén ngoai hon 14 thing tién nhan
luc hién hitu thi s€ lam giam di nhiét tinh
cdng hién cua nhan vién. Nhan vién & cac
doanh nghiép d6 co6 khuynh hudng tu dao
tao va khi da nang cao nang luc thi ho s¢
roi khoi cong ti.

Nhan t6 tac dong tiép theo 1a diéu
kién 1am viéc (Working conditions). Hau
hét diéu kién dé nhan vién lam viéc tét
dugc cung cap bai nha quan li. Biéu kién
lam viéc ¢ day khong chi ham y khong
gian 1am viéc va nhirng trang thiét bi trong
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cong viéc, ma con ham y ca khong khi
lam viéc (organizational climate) cua cong
ti. Noi do, nhan vién cam thay tinh nguoi
gitta con ngudi hudng vé st ménh va tam
nhin cia to chuc, ho sin sang chia sé tri
thuc cling nhu nhan tri thic duoc chia sé
tir ddng nghiép va cap trén; noi do, moi
xung dot déu dugc vuot qua vi lgi ich
chung cua doanh nghiép va cac bén lién
quan (stakeholders).

Ban chat cong viéc la nhan t6 quan
trong thir tu tac dong dén mirc d6 hai long
trong cdng viéc cua nhan vién. C6 thé
thdy, cong viéc gilip nhan vién co thém
kinh nghiém, hay sy tht thach va hang
thd. Viéc trao quyén quyét dinh trong
cong viéc tao cho nhan vién mot dong thai
lam viéc tich cuc hon.

5. Kétluan

Nhan vién lam viéc trong cac khéach
san tai TPHCM bi tac dong boi cac nhan
t duy tri hon nhan té dong vién, cu thé 1a
diéu kién 1am viéc, dai ngo tai chinh va
chinh séch cong ti, méi quan hé voi dong
nghiép, voi cdp trén. Trong d6, nhan t6
“mdi quan hé véi ddng nghiép” duoc cho
la tac dong dang ké dén nhan vién lam
viéc tai cac khéch san tir ba dén nam sao.
Trong sé cac nhan té dong vién theo
thuyét Herzberg, chi c6 nhan té “phét
trién nghé nghiép” 1a tac dong dang ké
trong khao sat nay. Nhirng phéat hién cho
thdy rang bat ki mot khach san nao khi
chuan bi mét phan thuéng, mot chuong
trinh thi ciing can phai xem xét nhiing
nhan t6 tac dong dén dong luc lam viéc
cia nhan vién, trong d6 co moi quan hé
VGi cap trén, co hoi phat trién nghé
nghiép, diéu kién 1am viéc va ban chét

cong viéc. Nhitng nhan t6 nay co thé
dugc st dung dé gidp cai thién cong viéc,
su hai 1ong, nang cao tinh than lam viéc
cua nhan vién va gilp khach san hoat
dong hiéu qua. [11], [12]

Y nghia chinh cta nghién ctu nay
1a nha quan Ii khach san can phai gitr cho
nhan vién sy hai long, chu trong nhiting
mdi quan tdm va nhu ciu caa nhan vién.
Khi hai 1ong thi nhan vién s€ nhiét tinh
hon va lam tbt cong viéc cua ho, tir do
lam tang sy hai long ciia khach hang veé
khach san noi ho Iuu tra, dong thoi hinh
anh cua khach san s& dugc nang Ién trong
mét khach hang. Néu cac nha quan Ii cai
thién diéu kién lam viéc thi s& giam bét
tinh trang nhan vién roi khoi doanh
nghiép va 1am giam chi phi dang ké phat
sinh trong viéc dao tao nghiép vu cho
nhan vién méi.

O nhiéu khach san, nhimg nguoi
lanh dao khong biét 1am thé nao dé xay
dung mot doi ngl nhan vién linh dong,
nhiét tinh ma chu yéu dya vao viéc tim
kiém nhan vién giau kinh nghiém. Trong
cac khach san tir ba dén nam sao, hau hét
cac quan Ii muén nhan vién caa minh 1am
viéc nhiét tinh, nhung ho khéng tao du
dong luc cho nhan vién. Két qua nghién
ctu chi ra rang cac nhan vién c6 dong
thoi dong luc bén trong va dong luc bén
ngoai. Véi y nghia do, cdc nha quan li
nén st dung mot hon hop cac phuong
phdp — bao gom ca tién thuong, khen
ngoi va cong nhan hiéu qua, thac dy con
ngudi, tao sy hai long cdng viéc, nham
khuyén khich nhan vién thudc cip lam
viéc hiéu qua hon.
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