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CHAT LUONG NGUON NHAN LUC TAI CAC KHACH SAN
3 SAO TREN DIA BAN TINH THUA THIEN HUE - GOC NHIN
TU NHA QUAN LY

Tran Thi Thu Hién
Khoa Du lich, Pai hoc Hué, 22 LAm Hoé“mg, Hué, Viét Nam

Tém tit: Chat luong ngu6n nhan luc luén nhan duoc su quan tim & cic linh viee chuyén mon trén toan
thé gidi boi tAm quan trong ctia né doi véi sy phat trién cia moi doanh nghiép. Véi dit liéu diéu tra phong
van cac lanh dao ¢ cac khéch san 3 sao trén dia ban tinh Thita Thién Hué, nghién cttu nay da sit dung mo
hinh néng lwc yéu cau d6i vdi lao dong du lich trong ASEAN d€ danh gia chat luong ngudn nhan lue. Déi
twong ma nghién ctru huwdng dén la chat lwong ctia ddi ngii c&p trung — mat xich quan trong lién két lanh
dao cap cao véi nhiing nguoi lao dong truc tiép. Két qua cho thay, tir géc nhin cta cac nha lanh dao ¢ céc
khach san 3 sao, ndng lwc ctia cadc nhan vién quan ly cap trung kha tét, vé ca kién thire, kj ndng va thai 4o,
nhung chwa dat duoc su ky vong ctia ban lanh dao. Diéu dang néi la méc du ban lanh dao ky vong rét cao
vé chat lugng d6i ngli nhan vién, nhung su dau tw vao hoat dong dao tao & cac don vi nay rat han ché. Vi
vay, cac don vi mudn nang cao chat luong ngudn nhan luc, trudc hét can c6 chién luoc dao tao va phat

trién ddi ngl nhéan vién ¢ don vi minh trong thoi gian tdi.

Tt khoa: chét lugng nguén nhan luwc, khach san, ngudén nhan lyc, nhan vién quan ly cap trung

1. Datvan dé

Ngay nay, ngu6n nhan luc tro thanh nguén tai san quy gia, la nhan td quyét dinh sy tang
treong va phat trién caa moi qudc gia, lanh thd. D&i voi nganh du lich, ngudn nhan lyc ¢6 chat
lwong cao lai 1a mot yéu t6 cwc ky quan trong dé nang cao nang lyc canh tranh cua diém dén du
lich néi chung va ciia mdi doanh nghiép ndi riéng. Trong thoi gian gan day, s luong ngudn
nhan lyc du lich dang ¢é xu hudng tang 1én nhanh chdng. Theo bao cao cta Vién Nghién cttu
phat trién du lich (ITDR), v6i toc dd ting truong la 6,2%/nam trong giai doan 2011-2015, dén
hét nam 2015, nhu cau nhan luc lam viéc truc tiép (hudng dan vién du lich, 1é tan, v.v.) trong
nganh wéc tinh can 620.000 ngwoi va dén nam 2020 nhu cau nhan luc caa nganh Du lich ting
lén khoang 870.000 lao dong truc ti€p véi téc dd ting truong trong giai doan 2016-2020 la
7,0%/nam. Song, nguon nhan lyc trinh do cao lai chiém ty 1é kha thap. Trong tong s lao dong
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trong nganh du lich, chi hon 12% c¢6 trinh dé cao déng, dai hoc tro 1én. Van dé chét luong

nguo6n nhan luc dang dat ra mot bai toan 16n cho cac nha quan ly vé du lich.

O Thira Thién Hué€, du lich duoc xé4c dinh 1a nganh kinh t€ mai nhon ctia dia phuwong.
Tuy nhién, theo bdo cdo ctia to chitc Lao ddong Qudc t€, phat trién cua nganh du lich Thira Thién
Hué con rat han ché€ so v6i ca nudc do ngudn nhan luc thiéu vé so luong, con chat luong dang o
trinh do thdp o cac doanh nghiép, dién hinh la khach san 3 sao. C6 thé thay rang khach san 3
sao & Hué voi miee gid phai chang kem chat luong dich vu kha tot da thu hat s6 dong du khach
c6 thu nhap béc trung, ca khach noi dia va qudc t€. Hién toan tinh ¢ 9 hé thong khach san dat
chuén 3 sao véi 736 phong va 1265 giwong phuc vu du khach. Theo danh gia cua t6 chiic Lao
dong Qudc t€, chat lugng nguon nhan luc ¢ cac khach san 6 Hué€ nhin chung chua tdt. Viéc
danh gia va phat trién ngudn nhan luc ¢6 vai tro quan trong trong viéc hd tro muc tiéu kinh

doanh va hinh thanh nén chién lugc kinh doanh ctua doanh nghiép [16].

Nghién cttu nay hudéng dén doi tuong la chat lwong cua doi ngli cap trung ¢ cac khach
san 3 sao trén dia ban tlt géc nhin ctia nha quan ly khéch san. Doi ngii nay la mat xich quan
trong lién két tam nhin chién lwgc ctia lanh dao cdp cao vdi nhimg nguoi truc tiép thyce hién va
d06i ngti nay cling chinh 1a nhitng nguoi truc tiép lanh dao nhém thuc hién cong viéc. Bén canh
dé, nghién ctru cting cho thdy ky vong cta cac lanh dao khéach san vé déi ngti nhan vién cap
trung. Trén co s6 do, nghién ctru dé xuat mot s giai phap nham nang cao chat luong nguén

nhan luc tai cdc khach san 3 sao trén dia ban Thita Thién Hué.

2. Cosély thuyét, phwong phap nghién ctru va dir liéu
2.1. Co sé ly thuyét vé chat lugng ngudn nhéan luc va danh gia chat lugng nguén nhan luc

Ngu6n nhan luc cia mot t6 chiee bao gom tat ca nhitng nguoi lao dong lam viéc trong to
chttc d6 cé sttc khoe va trinh d6 khac nhau, ho c6 thé tao thanh modt sttc manh hoan thanh tot
muc tiéu cta t6 chitc néu duge dong vién, khuyén khich phu hop [3]. C6 thé hiéu, nguén nhan
lire can phai hiéu la t6ng thé cac tiém ning lao dong ctia mot nwde hay mot dia phwong sdn

sang tham gia mot cong viéc nao do [8].

Nhiéu nghién cttu cling da chi ra vai tro ctia dao tao d6i véi chat luong ngudn nhan luec.
Cac doanh nghiép thuong xuyén c6 cac khéa dao tao ngan han, dai han va chuyén nghiép c6
do6i ngti lao dong thuc hién t6t hon cac nhiém vu [12]. Bén canh viéc quan ly hiéu suat lam viéc
va phat trién quan ly, viéc xac dinh nhu cau dao tao, dao tao va nang cao kién thic, kj ndng cho
nguoi lao dong la nhirng giai phap can c6 d€ nang cao chét lwgng ngudn nhan luc, gbp phan cai
thién hiéu sudt lao dong [15]. Cac doanh nghiép can cha trong ddy manh cdng tac boi dudng,
phat trién chat lwong nguén nhan lwc du lich, dac biét la d6i ngti lao dong tiép xuc tryee tiép voi
cac khach hang [14].
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Lién quan dén quy chuan vé chét lwgng ngudn nhan luc, Cong dong Kinh t& ASEAN
cling da thdng nhat xdy dung thoa thuan thira nhan lan nhau trong ASEAN vé nghé du lich
(MRA-TP) nham cho phép chuyén dich viéc lam ctia nguoi lao dong du lich lanh nghé gitta cac
quéc gia thanh vién va d& cong nhan cac ki nang va van bang ctia nguoi lao dong du lich tir cac
qudc gia thanh vién khac trong ASEAN. Hinh 1 thé hién m6 hinh nédng luc yéu cau d6i véi lao
dong du lich trong ASEAN thudc thoa thuan thira nhan 14n nhau trong ASEAN vé nghé du lich.

Nang luc cat 160
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Ngusri lao dgng du lich cé ndng lyc
(thirc hign céc nhidgm vy trong lae déng det yéu chu tidu chudn)

Hinh 1. M6 hinh nang lwc yéu cau d6i véi lao dong du lich trong ASEAN
(Ngudn: Hpi dong cip chirng chi nghiép vu du lich (VTCB) — Téng cuc Du lich)

Cac tiéu chudn nang lwc d6i voi lao dong du lich theo md hinh ndng luc MRA-TP la
nhitng tiéu chuén nang luc t6i thiéu chung chap nhan duoc theo yéu cau ctia nganh va nguoi
stt dung lao dong van dung tiéu chudn ky nang ctia mot nguoi ¢6 trinh dé dé cong nhéan va
danh gia twong dong gitra cac qudc gia thanh vién ASEAN. Theo MRA-TP, ¢6 32 chitc danh
cong viéc khac nhau, tir phan nganh nghiép vu budng phong, 18 tan, nha hang, ché bién mén &n
dén phan nganh diéu hanh tour va dai ly 1& hanh. Cac nidng luc duoc phan thanh ba nhém:

nang lwe cot 161, ndng lwe chung va nang lyc chitc nang.

Nang lyc cot 16i: Nang luc c6t 16i 1a nhitng ndng luc ma nganh da nhat tri 1a rat can thiét
phai c6 d&€ mot nguwoi dugc chdp nhén la ¢ nang lyc vé phan nganh lao dong so cadp. Nhiing
ndng luc nay truc tiép gan véi nhiém vu nghé nghiép then chst va bao gom cac ki nang nhu
“Lam viéc hiéu qua véi dong nghiép va khach hang, Thuc hién quy trinh an toan va stic khoé
nghé nghiép” [9].

Ning lyc chung: Nang luc chung 1a nhitng nang lic ma nganh da nhat tri 1a can thiét phai
c6 d€ mdt nguoi duoc chdp nhén 1a ¢d nang lwc vé phan nganh lao ddng thit cap, gom cac ky
nang nhu: “Stt dung cdc cong cu kinh doanh thong thuong va cong nghé, Quan ly va giai quyét

cac tinh huéng xung dot” [9].
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Nidng lyc chitc nang: Nang luc chitc nang la nhitng ky nang cu thé can cé cta cac cong
viéc hay vi tri trong phan nganh lao dong, gom cac ky nang cu thé va kién thic dé€ thuc hién
cong viéc hiéu qua, chang han ”Tiép nhan va xtt ly dat phong, Cung cdp dich vu don budng

phong cho khach, Biéu hanh mét quay bar” [9].

Nang luc doi hoi phai ap dung kién thic quy dinh, nhitng ky ndng va thai d¢ tham gia
hiéu qua, nhat quan theo thoi gian va tai méi truong lam viéc. N6i dén nang luc ctia nguoi lao

dong phai noéi dén ca 3 yéu t6: Thai do, ky nang va kién thic [11].

Kién thiic nguoi lao djng: Kién thitc nguoi lao dong dwoc dé cap ¢ day la kién thirc ma
ho ti€p nhéan trong qua trinh dao tao va ty dao tao. Kién thitc thudc vé nang luc tw duy, la hiéu
biét ma ca nhan c6 duoc sau khi trai qua qua trinh gido duc — dao tao, doc hiéu, phan tich va
tng dung, chéng han kién thtrc chuyén mén, kién thirc vé xa hoi, hdi nhap, canh tranh, phap
luét, kién thiec vé quan ly, diéu hanh, van hoa ban dia — dan toc, moi truong, v.v. [6]. Kién thic
gom 3 nhom yéu to: kién thitc tong hop (nhitng hiéu biét chung vé thé gidi), kién thic chuyén
nganh (vé mét vai linh viee dac trung nhu k€ toan, tai chinh,...) va kién thiic ddc thu (nhiing
kién thirc ddc trung ma nguoi lao dong truc tiép tham gia hodc duoc dao tao) [10]. Cac kién
thitc can c6 doi voi mot nguoi trong nganh du lich gom: mgt 1, nhitng kién thirc quan tri chung
nhu quan ly phat trién; toan cau hoa va hoi nhap qudc t€, thi truong va canh tranh; kién thic,
ky nang quan tri: quan tri sy thay doi, quan tri chién luoc, quan tri du 4n, quan tri rui ro, quan
tri chat luong, quan tri nhan luc, quan tri tai chinh, v.v.; hai la, nhiing kién thiic lién quan dén
phat trién san pham du lich; marketing du lich, k§ ndng phat trién y twong du lich; xuc tién
quang bd; cac loai hinh du lich; ba 4, kién thitc vé quan ly va phat trién diém dén; quy hoach, k&
hoach phat trién cac khu, tuyén, diém du lich; cu6i cung, kién thic vé van hoa, xa hoi va moi
treong (van hda ban dia, dan tdc, khu vuce va thé gidi; di san, lich st, tdm ly, xa hodi, cong dong
va hé sinh thai) [2]. Theo Bao cdo Phan tich nhu cau thi treong lao dong thudc Dy an Ky nang
Nghé nghiép Viét Nam, nguoi lao dong trong nganh du lich can c6 nhitng kién thic thiét yéu
vé du lich sau: hiéu biét vé nganh du lich; quang ba nganh du lich, cdng ty va dia phuwong; cung
cap dich vu chuyén nghiép cho khach hang; tri thong minh van hoa (ton trong va phuc vu cac

nhom van hoa khac nhau, quang ba gia tri van hoa Viét Nam) [1].

Kij ndng nguoi lao dgng. Ky nang ctia nguoi lao dong 1a sy thanh thao, tinh thong vé cac
thao tac, dong tac, nghiép vu trong qua trinh hoan thanh mot cong viéc cu thé nao do [10].
Nhu vay, ky nang thudc vé thao tac 1a kha nang bién kién thirc ¢ dugce thanh hanh dong cu
thé, hanh vi thuc t€ trong qua trinh lam viéc ctua ca nhan. Cac ky nang c6 thé la ky nang nghé
nghiép (cac ky nang ky thuat cu thé nhu han, tién, danh may, 1ai xe, 1anh dao, quan ly, giam sat,
v.v.) va k¥ ndng song (cac ky nang giao ti€p, ing xw, tu duy, giai quyét xung dot, hop tac, chia
sé, v.v.). Viéc trang bi va trau doi ky nang lam viéc 1a hét stec quan trong cho moi thanh vién

cua to chitc gom ca ky nang ciing va ky ndng mém. Nguoi lao dong lam trong nganh du lich
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can c¢6 nhitng ky nang nén tang vé du lich sau: ky nang ngoai ngtt; ky nang giao tiép; ky nang
tinh toan; k§ nang st dung mdy tinh va cong cu khac; kj ndng quan ly thong tin; kj nang tw
duy [1].

Thdi 46 nguoi lao dong: Trong tir dién tiéng Viét, Thai d¢ duoc dinh nghia la: “Céch nhin
nhén, hanh djng ctia ca nhan vé mot hudng nao doé trede mot van dé, mot tinh hudng can giai
quyét. D6 la tong thé nhiing biéu hién ra bén ngoai ctia y nghi, tinh cam cta ca nhan ddi voi con
nguoi hay mot sy viéc nao d6”. Thai do thudc vé pham vi cam xuc, tinh cam la cach ca nhan
tiép nhan va phan tng lai thuce t&€, dong thoi thé hién thai do dong co véi cong viéc. Thai do cta
nguoi lao dong cho thdy cach nhin nhan ctia nguoi dé vé vai tro, trach nhiém, mic d6 nhiét
tinh d6i véi cac cong viéc, diéu nay sé duoc thé hién qua cac hanh vi cua ho [10]. B6i v6i nganh
du lich, mét s6 biéu hién théi d6 can cé cua nhan luc duwoc dao tao nhu: phong cach van minh,
lich thiép, niém nd, hiéu khéch, nhiét tinh, tan tam, yéu nghé, luén an can giup dé nhung cé
khoang cach voéi khach; thai do ton trong, tu hao dan tdc trong don ti€p phuc vu khach [5].
Nguoi lao dong lam trong nganh du lich can c6 thai d6 phu hgp sau: thai do tich cuc; tinh than

trach nhiém; kha nang thich ting; trach nhiém trong hoc tap; an toan [1].

Vé danh gia chat luong ngudn nhan luc, mot s6 tac gia da nghién cttu va dé xudt nhiing
mo hinh lién quan. Chét lwong nguén nhan lyc la khai niém tdng hop vé nhiing nguoi thudc
nguon nhan lyc duoc thé hién & cac mat sau day: stec khoe cua nguoi lao dong, trinh d6 van
hoa, trinh d6 chuyén moén ky thuat, nang lwc thuc té€ vé tri thire, ky nang nghé nghiép, tinh nang
dong xa hoi (gom kha nang sang tao, sy linh hoat, nhanh nhen trong cong viéc, v.v.), phdm chat
dao dtec, tac phong, thai do d6i véi cong viéc, moi treong lam viéc, hiéu qua hoat dong lao
dong cta ngudn nhan luc va thu nhdp miic séng va mirc d¢ thdéa man nhu cau cd nhan (gom
nhu cau vat chit va nhu cau tinh than) ctia nguoi lao dong [7]. Chét lwgng nguon nhan luc con
duoc hiéu la mirc d6 thé hién ¢ két qua lam viéc cta tat ca cac thanh vién cong hién cho doanh
nghiép, 0 st viing manh ctia doanh nghiép trén thuong truong va né duoc quyét dinh boi kién

thitc, k§ nang va thai d¢ ctia chinh d6i ngfi lao dong d¢6 [4].

Nhu vay, mo hinh danh gia chat lwong nguoén nhan luc hau hét gom 3 yéu t6: kién thic,
ky nang va thai d¢ cua nguoi lao dong. Dua theo Bao cao Phén tich nhu cau thi truong lao dong
thudéc Dy an Ky nang Nghé nghiép Viét Nam quy dinh vé nhitng kién thiic, ky nang va théi do
cua nguoi lao dong trong nganh du lich can c9, tac gia da dé xudt so bd cac chi tiéu nghién ctru
cu thé d€ danh gia vé kién thic, ky nang va thai d¢. Sau do, tac gia tién hanh tham khao y kién
chuyén gia la cac lanh dao ctaa khach san d€ hoan thién cac nhém tiéu chi danh gia chat lwong
nguodn nhan lie. Két qua, mo6 hinh nghién ctru dé xuat danh gia chat lwuong nguoén nhan luc cua

cac khéch san 3 sao trén dia ban Thira Thién Hué bao gom:
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(1) Kién thtce: Kién thiee vé khach san; Kién thie vé thi truong canh tranh; Kién thie vé
phat trién san pham khach san; Kién thic vé xac tién quang ba linh vic khach san; Kién thike vé van
héa dan tdc, ban dia; Kién thie vé xa hoi; Kién thic vé moi truong, vé sinh an toan thuc pham.

(2) Ky nang: Ky nang xtc tién ban hang; Ky nang phuc vu khach; Ky nang giao tiép; Ky
nang ngoai ngtt; Ky nang tin hoc; Ky nang lap ké hoach; Ky nang nghiép vu; Ky nang ban hang;
Ky néng quan tri; Ky nang quan ly méi treong; Ky nang x ly tinh hudng; Ky ndng lam viéc
theo nhém.

(3) Thai d¢: Phong cach van minh, lich thiép; Thai d¢ niém nd, hiéu khach; Thai d¢
nhiét tinh, tdn tdm; Sw an can, gan gii giup dd khach; Thai d6 tw ton, tw hao dan toc; Tinh chu
dong trong cong viéc; Tinh than cau tién, hoc hoi; Tinh than trach nhiém cao trong cong viéc.

2.2. Phuwong phép thu thap dit liéu

2.2.1. Nghién cttu so b dinh tinh: Nghién cttu dinh tinh duoc tién hanh thong qua viéc tham
khao y kién cua ban lanh dao khach san. Muc dich cha yéu cua budc nghién ctru nay la diéu

chinh céc chi tiéu cu thé phan anh chat luong nguon nhan luc vé kién thire, ky nang va théi do.

2.2.2. Nghién cttu so bd dinh lwgng: D6i tuong phan tich ctia bai bao la chat luong ctia doi ngti
quan ly cap trung, gom truedng cac bd phan trong khach san. Ddi tuong diéu tra 1a 1anh dao cua
9 hé thong khach san 3 sao trén dia ban Thira Thién Hué. Phuong phap diéu tra la tiép can truc
tiép dé€ thu thap thong tin. Trong trueong hop khong thé tiép xuc tryc tiép thi st dung phuong
phap thu thap s6 liéu thong qua hop thu dién ti cd nhan. Noi dung bang hoi gom nhitng ndi
dung chinh sau: (1) Panh gia cua lanh dao don vi vé chét luong do6i ngt quan ly cap trung tai
don vi gobm 3 khia canh: kién thirc, k§ ndng va thai d6 dua trén thang do Likert 5 muc do:
1 - rat kém, 2 — kém, 3 — binh thuong, 4 - t6t, 5 — rdt t6t; (2) Tinh hinh hoat dong dao tao nhan
vién cua cac khach san; (3) Danh gia mirc d6 quan trong ctia viéc nang cao cac yéu t6 chat luong
nguon nhan lyc tai don vi dua trén thang do Likert 5 mitc do: 1 — rat khong quan trong,

2 - khong quan trong, 3 — binh thuong, 4 — quan trong, 5 — rat quan trong.

3. K&t qua va thdo luan
3.1. Tinh hinh lyc lwgng lao dong tai cac khach san 3 sao trén dia ban

Nhin chung, trong s6 9 hé thdng khach san 3 sao duoc khao sat, c6 dén 77,8% la
khach san va 22,2% la khach san nghi dudng. Pa sd cac doanh nghiép luu tra dat chuédn 3 sao
dang hoat dong trén dia ban 1a doanh nghiép vira va nho. Xét vé loai hinh doanh nghiép, 44,5%
la doanh nghiép tu nhén, 22,2% la doanh nghiép ¢4 phan, chi c¢6 1 Cong ty TNHH (11,1%),
1 doanh nghiép nha nudc (11,1%) va 1 khach san c6 100% v6n nudc ngoai (11,1%). Do tam c& va
quy mo cta cac doanh nghiép khac nhau nén quy mé budéng phong ciing chénh léch khd ro rét,

da s6 cac khéach san 3 sao déu co trén 50 phong. Chiém ty 1é cao nhat la cac khach san c¢6 60-80
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phong dat 55,6%, tir 50 dén duéi 60 phong chiém ty 1€ 22,2%, chi hai khéach san dat c¢é s6 phong
trén 80 phong, trong d6 mot khach san c6 s6 phong trén 100 phong.

Trong cac khach san 3 sao ¢ Thira Thién Hué, nhéan vién nir chiém da s6 (62,8%). Vé trinh
d6 hoc van, nhom chiém ty 1€ 16n nhat la nhém c6 trinh d6 so cdp (25,2%), trung cap (37,4%),
tiép dén la cao déng (27,2%), dai hoc chiém 10,2%. Vé bd phan, ban giam ddc cac khach san
chiém 5,8%, vé phia nhan vién, chiém ty 1é cao nhét la nha hang (19,8%); tiép dén la by phan
budng (19,5%), bd phan bép va 1& tan véi ty 1& ngang nhau (11,7%), bd phan bao vé (9,5%),
bod phan kinh doanh — marketing (5,1%), k€ toan (4,9%), bo phan ky thuat (42%), bd phan
massage va spa (2,5%), thdp nhét la b phan nhan sw (1,9%).
3.2. Danh gia vé chat lugng nhén vién quan ly cip trung & khach san 3 sao trén dia ban

Thira Thién Hué
3.2.1. Danh gia vé kién thitc ctia nhan vién quan ly cip trung

Nhin chung, Bang 1 cho thdy danh gia cua lanh dao khach san 3 sao ddi véi kién thiee cua
cac nhan vién quan ly cdp trung 6 mic kha t6t, nhung gia tri trung binh chi dat 3,48. Diéu nay
cho thdy nhém yéu td kién thic cua nhan vién can duwoc cai thién hon nita d€ dap tng yéu cau
cong viéc cua mdt nhan vién quan ly cdp trung. Kién thirc ciia nhém doi ngtt quan ly cép trung
chua duoc danh gia cao mot phan do trinh dd hoc van ctia cac nhan vién ¢ khach san 3 sao hién
nay hau hét 1a so cap va trung cdp (62,6%), cao dang chiém 27,2% va dai hoc chi chiém 10,2%.

Bang 1. Danh gid ctia lanh dao cac khach san vé kién thtic ctia nhén vién quan ly cép trung

% ngwoi tra 10i theo cac mc do

Tiéu chi GTTB
1 2 3 4 5
1. Kién thitc vé khach san 0,0 13,5 9,6 67,3 9,6 3,73
2. Kién thtic vé thi truong canh tranh 3,8 19,2 30,8 46,2 0,0 3,19
3. Kién thiic vé phat trién san pham khach san 0,0 3,8 28,8 67,3 0,0 3,63
4. Kién thirc vé xtic tién quang ba khéach san 0,0 3,8 36,5 50,0 9,6 3,65
5. Kién thitc vé vin hda dan toc, ban dia 3,8 9,6 48,1 38,5 0,0 3,21
6. Kién thirc vé xa hoi 3,8 9,6 59,6 26,9 0,0 3,12
7. Kién thitc vé méi treong, an toan thic phdm 0,0 3,8 23,8 48,1 19,2 3,83
GTTB chung 3,48

(Nguon: Két qua diéu tra nim 2018)
Ghi chii: 1 - rat kém, 2 — kém, 3 — binh thuong, 4 - t6t, 5 — rat t6t
Trong cac yéu t6 duoc liét ké, cdc nhom yéu td duoc danh gia tot, d6 1a “Kién thirc vé moi
truwong, vé sinh an toan thwc pham” (GTTB = 3,83), “kién thitc vé khich san” (GTTB = 3,73), “Kién
thitc phdt trién san phdm khdch san” (GTTB = 3,63), “Kién thitc vé xiic tién quding ba linh vwc khich
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san” (GTTB = 3,65). Diéu nay c6 thé hiéu duoc do day la nhiing kién thiic co ban lién quan dén
khéch san ma cic nhan vién can biét, da dwoc cac co sé dao tao co ban. Bén canh d6, nhan vién
ciing duoc dao tao co ban vé cac kién thiic nay sau khi tuyén dung dé€ nam bat duoc cong viéc

hang, nhin chung, 1anh dao khach san danh gia nhan vién c6 kién thitc t6t vé cac van dé nay.

Trong khi d6, nhitng nhém yéu t6 kién thic con lai chwa dugce danh gia cao, bao gom:
“Kién thirc vé vin héa din toc, ban dia” (GTTB = 3,21), “Kién thirc vé thi trwong canh tranh” (GTTB =
3,19), thap nhat 1a yéu t8 “Kién thitc vé xi héi” (GTTB = 3,12). Hau hét cac lanh dao déu cho réng
nhan vién quan ly cap trung chua am hiéu vé van hoa dan tdc, ban dia; cting nhu vé thi truong
canh tranh, vé kién thiic xa hoi, day la diém yéu chung cta lao dong nganh du lich néi chung
va cing la diém yéu ctia hau hét cac sinh vién hién nay.
3.2.  Danh gia vé kj ning cia nhan vién quan 1y cdp trung

Nhin chung, Bang 2 cho thdy danh gia cua lanh dao cac khach san 3 sao vé ky nang cua
nhén vién quan ly cdp trung la khé t6t. Tuy nhién, gid tri trung binh chung ctia nhém yéu t&
ky nang that sw chua cao, chi dat 3,53. Diéu nay cho thdy yéu td ky ndng ctia nhan vién cap
trung can duoc quan tam cai thién d€ c6 thé hoan thanh t6t cong viéc cap trén giao cling nhw
tng xtt khéo 1éo va xtr ly t6t cac van dé cua cdp dudi va khach hang.

Bang 2. Pénh gia ctia 1anh dao cac khach san vé kj ning ctia nhan vién quan ly cap trung

% nguwoi tra 10i theo cac mirc do

Tiéu chi GTTB
1 2 3 4 5
1. Ky nang xdc tién ban hang 3,8 0,0 48,1 40,4 7,7 3,48
2. Ky ndng phuc vu khach 0,0 0,0 58 76,9 17,3 4,12
3. Ky ndng giao tiép 0,0 5,8 17,3 69,2 7,7 3,79
4. Ky nang ngoai ngit 3,8 1,9 30,8 55,8 7,7 3,62
5. Ky ndng tin hoc 3,8 1,9 51,9 34,6 7,7 3,40
6. Ky nédng lap k& hoach 3,8 1,9 84,6 1,9 7,7 3,08
7. Ky nang nghiép vu 1,9 1,9 23,1 65,4 7,7 3,75
8. Ky nang ban hang 1,9 3,8 11,5 76,9 58 3,81
9. Ky ndng quan tri 1,9 3,8 36,5 55,8 1,9 3,52
10. Ky nang quan ly moéi trueong 1,9 3,8 44,2 48,1 1,9 3,44
11. Ky nang xt ly tinh huéng 1,9 3,8 61,5 23,1 9,6 3,35
12. K¥ nang lam viéc nhéom 1,9 0,0 94,2 1,9 1,9 3,02
GTTB chung 3,53

(Nguon: Két qua diéu tra nam 2018)
Ghi chii: 1 - rdt kém, 2 — kém, 3 — binh thuong, 4 - t6t, 5 — rat t6t

94



Jos.hueuni.edu.vn Tap 128, S6 6D, 2019

Dénh gia cu thé 6 ting ky nang cho thay, ky nang duwoc lanh dao danh gid tot nhat, do la
“Kij niang phuc vu khach” (GTTB = 4,12), ki nang nay duoc danh gia kha cao boi vi ky ndng nay
la k¥ nang thiét yéu nhat trong linh vyc du lich ndi chung. Ky nédng nay luén duoc cac don vi
dao tao co ban ngay sau khi tuyén dung dé€ c6 thé lam hai long khach hang nhat. Nhitng yéu t&
thudc vé ky ndng dugc danh gia kha tot tiép theo, bao gom “Kyj ning bin hang” (GTTB = 3,81),
“Kij nang giao tiép” (GTTB = 3,79), “Kij ning nghiép vu” (GTTB = 3,75), “Kij nang ngoai ngir” (GTTB
= 3,62) “Kjj niang quan tri” (GTTB = 3,52), “Kjj nang xiic tién bin hang” (GTTB = 3,48), “Kij ning
quén Iy moi trieong” (GTTB = 3,44), “Kj ning tin hoc” (GTTB = 3,40). Nhitng k¥ ning trén la rat
can thiét va thuong dugc dao tao, dac biét ¢ vi tri quan ly cap trung tai cac khach san. Pang chu
y 1a ky ndng ngoai ngtt chi duoc danh gid ¢ mic 3,62. Vi vay, can phai nang cao ky nang giao
tiép bang ngoai ngtt cho b phan quan 1y cap trung d€ ho cé thé phuc vu va xtt ly t8t cac tinh
hudng lién quan dén khach qudc té.

Nhitng kj nang bi danh gia chwa tot bao gom “Kij nang xi lyj tinh huong” (GTTB = 3,35),
“Kij niang lam vigc nhom” (GTTB = 3,02), “Kyj ning ldp ké'hoach” (GTTB = 3,08). Cac lanh dao nhéan
dinh, nhan vién quan ly cdp trung ctia ho chwa that s nhanh nhay d€ xt ly cac tinh hudng,
chua c6 ké hoach lam viéc cu thé va ky nang lam viéc, phan cong nhom chua t6t. Day la nhiing
yéu t6 rat can thiét cho vi tri quan ly, song chua dwgc cac lanh dao danh gia cao.
3.3. Danh gia vé thai d§ cia nhan vién quan ly cip trung

Nhin chung, Bang 3 cho thdy danh gia cta lanh dao vé thai dd cua ddi ngti quan ly
cap trung la kha t6t, gia tri trung binh cta cdc danh gia vé thai do lam viéc dat 3,60.

Bang 3. Danh gia ctia 1anh dao cac khach san vé thai d6 ctia nhén vién quan ly cdp trung

% nguoi tra 10i theo cac mirc do

Tiéu chi GTTB
1 2 3 4 5
1. Phong cach van minh, lich thiép 0,0 1,9 21,2 57,7 19,2 3,94
2. Théi d6 niém no, hiéu khach 0,0 1,9 30,8 28,8 38,5 4,04
3. Théi d¢ nhiét tinh, tan tam 0,0 17,3 51,9 21,2 9,6 3,23
4. Su an can, gan gui giup 4o khach 0,0 1,9 40,4 48,1 9,6 3,65
5. Thai d9 tw ton, tw hao dan toc 0,0 1,9 78,8 9,6 9,6 3,27
6. Tinh cht dong trong cong viéc 0,0 1,9 50,0 38,5 9,6 3,56
7. Tinh than cau tién, hoc hoi 0,0 1,9 59,6 28,8 9,6 3,46
8. Tinh than trach nhiém cao trong cong viéc 0,0 1,9 38,5 55,8 3,8 3,62
GTTB chung 3,60

(Nguon: Két qua diéu tra nam 2018)
Ghi chii: 1 - rat kém, 2 — kém, 3 — binh thuong, 4 - t6t, 5 - rat tot
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Dénh gia cu thé ting yéu t0 thai d6, “Thdi d¢ niém nd, hiéu khich” dwoc danh gia cao nhat
(GTTB = 4,04), ti€p dén la “Phong cich vin minh, lich sw” (GTTB = 3,94), “Sw dn cin, gitip do khdch”
(GTTB = 3,65), “Tinh thiin trach nhi¢m cao trong cong vigc” (GTTB = 3,62), “Tinh chu dong trong cong
vigc” (GTTB = 3,56), “Tinh thin ciu tiéh, hoc hoi” (GTTB = 3,46).

Trong d6, yéu t6 bi danh gia thap nhat trong tat ca cac yéu td vé thai do, dé chinh la
“Thdi d nhiét tinh, tdn tdm cong viéc” (GTTB = 3,23), yéu t6 “Thdi dg tw ton, tw hao din toc” clng
khong duoc danh gia cao (GTTB = 3,27). Theo y kién cta cac lanh dao, du sy an can, thai do
niém no dugc danh gia kha tdt, song doi ngli quan ly cdp trung noi riéng chua that sw lam viéc
mot cach tan tm. Vé nguyén nhan, ho cho rdng béi vi nhan vién it c6 xu huéng gan b lau dai
0 cac khach san, nén ho khong that sy lam chuyén tdm. Nhan vién it ¢6 tinh than cau tién, hoc
hoi, chu yéu duoc giao nhiém vu nao thi hoan thanh nhiém vu d6, chit it ¢6 tinh chia dong va sy

tan tam, yéu nghé. Vi vay, nhan vién thuong it gén bd lau dai véi cong viéc.
3.4. Mitec dd quan trong cia cac yéu t6 chit lwgng nguon nhan luc 6 khach san

Bang 4 cho thdy murc do chénh léch gitra chat luong nhan vién quan ly cip trung theo su
ky vong cua lanh dao so v6i chat lwgng thuc t€ tai cac khach san 3 sao hién nay. Sy khac biét thé
hién trén ca 3 yéu t0 kién thic, ky ndng va thai d6. Nhin chung, ca yéu td kién thic, kj nang va
thai do déu cho thay cac nha lanh dao ky vong kha cao & nhén vién cua minh thé hién qua cac
gia tri trung binh cao. Nhin chung, chét lwong ctia d6i ngti quan ly cdp trung chwa dat dwoc su

ky vong ctia ban lanh dao, ngoai trit yéu t6 “Kién thirc vé moi trieong, vé sinh an toan thyc phim”.

Bang 4. So sanh gia tri thuc t€ va gia tri ky vong cta ban lanh dao vé chat luong ngudn nhan luc tai don vi

GTTB GTTB Chénh o

STT Tiéu chi dinhgia  kyvong  léch ;‘;f’g
) (2 (2)-(@) )

A KIEN THUC

1 Kién thirc vé khach san 3,73 4,08 0,35 6
2 Kién thuirc vé thi truong canh tranh 3,19 4,21 1,02 1
3 Kién thitc vé phat trién san phdm 3,63 4,35 0,72 4
4 Kién thitc vé xtc tién quang ba 3,65 4,12 0,47 5
5 Kién thitc vé vin héa dan toc, ban dia 3,21 3,98 0,77 3
6 Kién thirc vé xa hoi 3,12 4,06 0,94 2
7 Kién thitc vé moéi trueong, an toan thuc phdm 3,83 3,63 -0,20 7
B  KYNANG

8 K¥ nédng xtc tién ban hang 3,48 4,15 0,67 4
9 Ky nang phuc vu khach 412 438 0,28 10
10 Ky nang giao tiép 3,79 4,29 0,50 6
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11 Ky nang ngoai ngix 3,62 4,10 0,48 7
12 Ky nang tin hoc 3,40 3,73 0,33 9
13 Ky nang lap k& hoach 3,08 3,79 0,71 3
14 Ky nang nghiép vu 3,75 4,48 0,73 2
15 K§ nang ban hang 3,81 4,21 0,40 8
16 K§ nang quan tri 3,52 4,04 0,52 5
17 K§ nang quan ly moi truong 3,44 3,92 0,48 7
18 Ky nang xt ly tinh hudng 3,35 4,02 0,67 4
19 Ky nang lam viéc theo nhém 3,02 4,00 0,98 1
C THAIDPO

20 Phong cach van minbh, lich thiép 3,94 4,12 0,18 7
21 Thai d6 niém no, hiéu khach 4,04 4,67 0,63 4
22 Théi d6 nhiét tinh, tan tam 3,23 4,63 1,40 1
23 Sw an can, gan giii giap dd khach 3,65 4,19 0,54 5
24 Thai d6 ty ton, ty hao dan toc 3,27 4,00 0,73 2
25 Tinh cht dong trong cong viéc 3,56 4,04 0,48 6
26 Tinh than cau tién, hoc hoi 3,46 4,02 0,48 6
27 Tinh than trach nhiém cao trong cdéng viéc 3,62 4,29 0,67 3

(Nguon: Két quda xi Iy ciia tdc gid)

Vé kién thuic, chi ¢é yéu t8 “Kién thitc vé moi truong, vé sinh an toan thwc phdm” vé co ban
dap ting duoc yéu cau cta doanh nghiép, con lai cac yéu t6 khac déu c6 muirc d6 chénh léch 16n
so voi ky vong ctia cac khach san nén can dwgc wu tién cai thién theo thi tw nhw sau: “Kién thirc
vé thi trwong canh tranh”, “Kién thirc vé xi hdi”, “Kién thirc vé vin hoa, din tdc ban dia” va “Kién thirc
Ve phit trién sin pham”.

Vé ky ndng, khong c6 yéu t6 nao ddp ing duoc mirc d6 ky vong cua cac lanh dao khach
san. Nhitng yéu t6 vé ky nang ctia nhan vién cip trung c6 muc chénh léch khac cao, can duoc
uwu tién cai thién theo thtt tw nhw sau: “Ky ning lam viéc theo nhém”, “Kij ning nghiép vu”,
“Kij ndng 1dp ké'hoach”, “Kyj ndng xiic tién ban hang”, “Kyj ndng qudn tri” va “Kij nang giao tiép”.

Vé thai do, khong cd yéu t6 nao dap tng duoc mirc do ky vong cua cac lanh dao khach
san, dit 6 mdt s§ yéu t& ban lanh dao khéch san danh gia kha cao nhan vién cta ho, song van
chua dap ung duoc sw ky vong. Yéu t& “Nhiét tinh, tin tim véi cong viéc” c¢d sy chénh léch rat
16n. Cac yéu t6 thai do cd su chénh léch 16n can dwgc wu tién cai thién theo t ty nhw sau:
“Nhiét tinh, tdn tdm véi cong viéc”, ti€p dén la “Thdi d¢ tw ton, tw hao din téc”, “Tinh thin trach

nhi¢m cao trong cong vigc”, “Thdi d¢ niém no, hiéu khach”, Sy dn cin, gan giii gitip do khdch” .
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3.5. Tinh hinh dao tao nhan vién é cac khach san 3 sao

Vé tinh hinh dao tao nhan vién ¢ cc khach san duoc khao sat, két qua cho thdy cac khach
san chua that su xem trong cong tac dao tao nhan vién. Khong cé khach san nao ct nhan vién di
dao tao, tit ca cac khach san thuc hién dao tao tai chd, chu yéu la dao tao sau khi tuyén dung.
Chi c6 3 doanh nghiép c6 thué cidc nha dao tao vé tai khach san d€ nang cao kién thirc va ky
nang cho nhan vién. Cac co sd dao tao thuong duwoc moi dén la Truong cao dang du lich Hug,

va trung tam Reach Hué chuyén dao tao ky nang nghé cho thanh nién ¢ hoan canh kho khan.

Vé chi phi dao tao, mtc kinh phi dao tao dao dong dwdi 50 triéu dong/ ndm & cac khach
san. Co 4 khéch san chi danh 10 triéu dong/ ndm cho dao tao, ¢ 4 khach san danh ttr 10 dén 50
triéu dong cho hoat dong dao tao. C6 mot khach san khong hé cé kinh phi dao tao. Diéu nay

cho thay rang cac khach san chwa quan tam dung muic cong tac dao tao ngudn nhan luc.

Tit day, c6 thé nhan thdy sy mau thuan gitta ky vong ctia nha quan 1y d8i véi nhan vién
va su dau tu cho hoat dong dao tao nguon nhan lwec. Trong khi cadc nha quan ly ky vong cao doi
v6i chét luong nhan vién cap trung, song ho lai khong chu trong vao hoat dong dao tao. C6 1é
day chinh 1a mot trong nhitng nguyén nhan dan dén chat luong nhan vién cap trung chua dap

tng duoc ky vong ctia nha quan ly.

4. Kétluan

Két qua diéu tra cho thdy chat luong doi ngli quan ly cap trung tai cac khach san 3 sao
trén dia ban duoc danh gia ¢ mitc kha t6t, tot nhat la thai d9, tié€p dén la kj nang va cudi cung
la kién thire. Tuy nhién, xét vé mic diém danh gia thi cac gia tri trung binh khong cao, xoay
quanh 3,5. Trong chdt lwgng ngudén nhan lyc dang ton tai khoang cach kha 16n gitra thuc trang
va nhu cau, ky vong tuyén dung ctia doanh nghiép. Diéu dang noéi la cac khach san 3 sao trén
dia ban lai chua thuc sy quan tam dang muc dén hoat déng dao tao thé hién qua chi phi dao
tao rat thdp. Day chinh l1a nguyén nhan cht yéu dan dén thyc trang chat lwong chua cao ¢ doi

ngli nhan vién quan ly cap trung ndi riéng va doi ngli nhan vién lao dong truc tiép ndi chung.

Két qua cho thay nhém “Kién thirc vé thi truong canh tranh” va “Kién thirc vé xa hi”, “Kién
thitc vé van héa, din tdc ban dia” can duoc wu tién cai thién. Vé kj nang, wu tién cai thién cac ky
nang “Kij ning lam viéc theo nhom”, “Kij nang nghiép vu”, “Kij niang ldp ké'hoach”, “Kij ning xiic tién
bin hang”, “Kyj niang qudn tri”. Vé thai do, nhiing yéu t& vé “Nhiét tinh, tin tim vdi cong viéc”, tiép
dén la “Thai g tw ton, ti hao din toc”, “Tinh thin trach nhiém cao trong cong viéc”, “Thaii d§ niém ng,
hiéu khdch”, “Sw dn cin, gin giii itip do khich” can duoc wu tién cai thién.

Lanh dao khach san trong thoi gian téi can c6 chién luoc phat trién doi ngli nhan vién
cap trung ¢ don vi minh thong qua viéc thic day viéc hoc tap cd tinh td chiic, tdng creong hoat

dong dao tao béng nhiéu hinh thite: dao tao ndi by, moi chuyén gia hodc ctr di dao tao.
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HUMAN RESOURCES QUALITY
IN THREE-STAR HOTELS IN THUA THIEN HUE

Tran Thi Thu Hien
School of Hospitality and Tourism, Hue University, 22 Lam Hoang St., Hue, Vietnam

Abstract: The quality of human resources has always received a lot of attention from experts around the
world because of its importance to the development of every business, in particular, in the hotel sector.
With the survey data from the leaders of three-star hotels in Thua Thien Hue, this study used the ASEAN
Common Competency Standards for Tourism Professionals to assess the quality of human resources. The
objective of the study is to qualify the middle managers because this group is an important link between
the senior management and the lower levels of an organization. From the perspective of the leaders in the
studied three-star hotels, the competencies of the middle managers are relatively good in terms of
knowledge, skills, and attitudes, but they have not met managers’ expectations yet. It is worth mentioning
that although the managers' expectations are high for the quality of their staff, the investment of
companies in training activities is still very low. Therefore, to improve the quality of human resources,

enterprises need to have a strategy for training and developing their staff.

Keywords: human resource, quality, hotel, middle managers
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