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Tém tit
Bai viét sit dung phitong phdp phén tich dinh lugng dé tim ra cdc nhén 16 dnh huéng 16i niing
e i ngid nhén lite quan 1y ciia cdc co 5@ luu tri dulich (CSLTDL) trén dia ban TP. Ha Néi.
K@t qud nghién citu cho thdy, ¢4 3 nhan 18, gdm: Kién thic; K3 niing; va Phdm chat ciia nhén
luc qudn Iy tdc ddng tdi ndng luc d6i ngii nhén luc qudn Iy ciia cdc CSLTDL. Trén cd 58 d6,
nghién cin dua ra mdt s& ggi y nhdm ndng cao ndng luc d¢i ngii nhan hic quén Iy cia cdc
CSLTDL trén dia ban TP. Ha Néi, gdp phdn ndng cao nang lyc canh tranh ciia cdc CSLTDL
trong béi cdnh hién nay.

T khéa: nhdn luc qudn Iy, ndng lyc nhdn luc qudn Iy, co s luu trii du lich

Summary

This paper employs qualitative method 10 identify determinants of the competency of
management human resources at tourism accommodation establishments in Hanoi. The fruit
points out three influential factors which are Knowledge; Skill; and Quality of management
human resources. On that basis, some suggestions are proposed to raise the compentency
of the aforementioned resources with a view to promoting the competitiveness of tourism
accommodation establishments in the current context.

Keywords: management human resourses, competency of management human resources,

tourism ace lishments
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GIGI THIEU trung vio viéc ddnh gid ning lyc cda ddi nhan luc cda

cdc CSLTDL dugc xép hang tir3 sao wh xu6ng (s6cosd

Trong nhitng ndm qua, du lich da
déng vai rd quan trong trong phét trién
kinh t&€ clia Tht @6 Ha Nbi. Tai céc khu
nght dung, chil lugng dich vy va thdi do
phuc vu luén duge dat 1én hang diu v
cdc ¢d s3 ndy thudng c6 doi ngd quan Jy,
nhin vién ¢6 chuyén mdn t8t. Tuy nhién,
ngodi cdc khu nghf dudng cao cap vi cic
khdch san c6 quy md Idn, dat tiéu chufn
4-5 sao, thi cdn nhidu cd s kinh doanh
I (rd chua chi trong nhiéu vio cd s vit
chat ky thudt, chit lugng dich vu, cing
nhy trinh d, nang lye, thdi d§ 1am viéc
cda ddi ng nhén lyc. Nghién cdu ndy (ap
TS., Trudng Dai hac Thi dé Ha Noi |
" ThS., Téng cuc Du lich

dat 3 sao trd xucfng chi€m 98,8% t6ng s6 CSLTDL trén
dia ban Thanh pho) Pay la cdc co s kinh doanh Juu trni
¢6 nhidu dic diém wong dng vé quy mo, cong nghé
va d6i ngl nhin lyc n6i chung va nhao Iyc quén 1y n6i
riéng. Do d6, viéc (4p trung nghién ciu cdc CSLTDL
duge xép hang tir 2 sao trd xudng vita ddm bdo tnh
khoa hoc, vifa cé y nghia thyc tién.
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BANG 1: CAC TIEU CH BANH GIA NANG LUC NHAN LyC

QUAN LY CUA CSLTDL

TIEU CHI K higu
Kién tinic
TG chifc quin tn kinh doanh cd sé luv i KT!
Marketing va xic tién kinh doanh KT2
Quin Iy thi chinh KT3
Quiin tn nhin luc KT4
Quiin 1y chit Iuang dich vu KTS
Ki€n thic phip duit lién quan 16i cong viec KT6
Ky ndng
Ky niing linh dao, quan ly (1p k& hoach, 16 chitc. didu hanh)| KNI
Giao uép, ddm phin KN2
Ky ning gidi quyét cic tinh hudng trang kinh doanh KN3
Ky ning kiém tra, giim sit KN4
Huiln luyén nhin vién KNS
Ky ning ing dung céng nghé théng tin KNé6
Ngoai ngit KN7
Phdm chit
Phong cAch vin minh, lich thiép PCI
Tut tin, chuyén nghiép khi uao dd1 vé1 khich PC2
Chi ddng vi hiing say nghé nghiép PC3
Ton rong, hap tic vai ddng nghiép PC4
Ton trong gid tri ci nhin, gid tri 13p thé PC5
Y thitc tdch nhigm PC6
D2 auat cua tac gie
BANG 2: SO LUGNG CAC ¢O $6 LUt TRA DU LICH
BUGC KHAO SAT
Loai CSLTDL S6 lugng TV 18 (%)
CSLTDL chua x&p sao 31 36,5
Klyich san | sao 29 34,1
Khich san 2 sao 20, 23,5
Khich san 3 sao S 59
Ting s6' 85 100,0
Nauen & a khio sat
sy phijt trién va kha ndng canh tranh ciia linh vyc dich

vu nay. Denmis Nickson (2007) rong nhin nhan ngudn

nhén luc du lich dué gée d6 [3 ngudn nhén hue
nghién citu 16ng thé ngudn nhan lyc. Xu huéng
citu niy xem xét ngudn nhan lye nganh du lich
s& chung cho toan b$ ngudn nhén luc. Tuy nhié
Janknovic va céng su (2011), trong linh vyc du
thé phan chia ngudn nhan lvc ra titg bo phan

xa hoi,
nghién
rén co
n, theo
lich c6

cu thanh,

day ciing 1A mot céch (i€p can khd phé bién. Theo d6,

nhén lyc trong nganh du lich dudc phin chia (
Joai 12 Jao dbng truc 1€p 1am du lich va lao dér
1iép Jam du lich. Nhan luc quédn Iy trong bai v

hanh 2
ng gidn
iet ndy

dude hiéu 13 We lugng lao dong 1am céng tdc qudn Iy

trong cdc CSLTDL, gém: lanh dao cd s3 kinh

doanh,

wudng, phé phdng, bd phan, gidm sit cde b phin.
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Con Benjamin Bloom (1956) cho
s N 2 4 adm 3 ndng

ring. nbin Jyc_ quan !) adm ! dE
lyc chinh: Phim chdt hay thdi do
(Attitude), Ky nang (Skills) v Kién
thie (Knowledges). Mzmsflcl’d (/l996)
cho riing. ning | n lyc quan Iy duge
xem xét, bao g6m: Kién thife: K§ nang};
vi Pham chit & vi iri cong viée quin 1y
d6. Nhu vay, dinh gid ndng luc nhin lue
quén Iy cia CSLTDL cin md @ (oh‘h(fp
cdc ki€n thic, ky ndng Vi pl)am chnlA ch
nhan cin d€ hoan thanh &t mot cong
viéc ciia ho trong CSLTDL.

Phitong phdp nghién ctiu

Khio féfdlrﬁc tién hanh d8i véi 105
¢d s hu i du lich & Ha N§i x€p hang 1
3 520 118 xudng, tap trung d khu vye ndi
thanh. Téc gid gli phi€u khio sét 16i cdc
cd sd kinh doanh dudc khio sit thong qua
thy dién 1t d€ ddm bio tinh nhanh chéng
trong thu thap dit héu va da nhén lai 88
phiéu trd 13t dat 1y lé 83,8%. Tuy nhién,
sau khi xem xét cbn Jai 85 phiép hgp 1€.
Dir liéu duge xit Iy biing phan mém théng
ké SPSS 20. Khdo st dugc thirc hién vao
thing 10/2018.

Dya trén t8ng hgp cdc tai liéu nghién
ctiu v8 md hinh ddnh gid niing e va tiéu
chudn niing Iuc nhén luc quén Iy trong cd
s kinh doanh luu trd trong d6 c6 tai ligu
vé Tiéu chuin nghé du lich Viét Nam
(VTOS) - Quin 1y khich san cda Téng
cuc Du lich, téc gid dé xudt 19 néu chi
dé€ ddnh gid chat luong d6i ngd nhan luc
CSLTDL nhv Béng 1.

=

KET QUA NGHIEN cUu

Théng tin vé mbiu khéo sdt

Trong (8ng s6 85 CSLTDL dudgc
khdo sdt, ¢6 5 khdch san 3 sao chiém
ty 1€ tudng tng 13 5,9%; nhidu nhat 1a
cdc CSLTDL chua duge x€p sao véi s6
lugng 31 co sd, wong wng véi 36,5%.
K& qua khio sdi nhu Béng 2.

Theo két qui khdo s4t, 85 CSLTDL
c6 tong cong 1.785 ngudi lao ddng.
Trqng d6, nam gidi 1a 966, wigng dng
YL3| 54.1_%; N gi61 12 819 ngudi, wong
Ung vdi 459%. Do dic thd 1a cdc
CSLTDL ¢6 quy mé nhé, nén s6 lugng
lao d?ng nam gidi chi€m ty 1 cao hon
120 ddng 14 nif g16i. Trong 16ng 56 1785
ngudi lao dong, doi ngh nhéin lyc quin Iy
€6 305 ngudsi (tit vy ui giam sat by phan
trd 1€n) chi€m 1 1€ 17,1%; do» ngd nhan
vien nghiép vu c6 1.480 ngudi. vii g ja
tuong img 12 82,9%.
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V& trinh d§ di ngli nhan lyc quén ly,
nhitng ngudi ¢6 trinh &g tir dai hoc (cd 1én
12 218 ngudi, chiém 1ty 1€ 71,5%; trinh d§
cao ding, trung cip chuyén nghiép la
69 ngudi, chi€m 22,6%. Do diic thi cde
CSLTDL & Thi d6, nén trinh 6 doi ngi
nhén lyc wong doj cao. Nhitng ngudi lao
dog c6 trinh dd dudi trung cip chuyén
nghiép ciing c6 thé ddm nhin cic vi
trf, nhu: ttudng bé phin an nmh, tap vy
(Banu 3).

Kiém dmh dé tin cdy ctia lhang do

K& qud Bang 4 cho thdy, 141 ca ba
thang do vé ning luc doi ngu nhan
lyc quin ly CSLTDL déu c6 hé 58
Cronbach's Alpha 16n han 0.6 (thap nhat
12 0,749 va cao nhat la 0,858). Hé s&
Cronbach’s Alpha phéi c6 gia tri tir 0,6
d4am bdo céc bién trong cing mét nhin
18 ¢6 tudng quan véi nhau. Cic hé s6
(wdng quan bién tdng (Corrected Item -
Total Correlation) clia cdc bién do luding
thanh phin nay d&u 16n hon tiéu chuin
131 thiéu 12 0,3. C4c bién do ludng thinh
phin déu c6 hé s8 twong quan bién tdng
kb4 cao (16n han 0,5). Ciic bién do ludsng,
thang do déu dam bdo d6 tin cfy cho cdc
phan tich (léE theo. Nhur vy, cd 19 tiéu
chi thanh phnn duge dé xudt ban diu dé
d4nh gid chat lugng nhan lyc qudn 1y ciia
CSLTDL la phd hgp dya trén kétl qud
phan tich tir dit liéu thu thip dugce.

Nédng luc nhén luc qudn 1y ciia co' s¢
i trit du I[ch

Kél qua Bang 5 cho lhay, trong 3 tiéu
chuin d€ ddnh gid chil luong nhin lvc
quin 1y, nhan t& Ki&n thic cd diém s6
trung binh thp nhit v4i 3,1902; 1iép theo
12 K§ nang vdi 3,3186. V§i mifc diém s6
nay, ¢6 thé cho [ﬁng ki€n thire va ky
ning cta nhin lyc quin ly cdc CSLTDL
& mic d6 1rén trung binh. Trong khi do,
nhén 8 Phim chit cd diém s& trung binh
cao nhat véi 3,7033. Nhur vay, thdi do
cia dét ngit nhan lyc quin Iy duge ddnh
g1d cao hon va dat mirc @6 khd,

Két qud ciing cho thay, trong nhin
1§ Kién thic, bién Quin ly tai chinh ¢6
diém s& trung binh cao nhat § mitc 3,45.
Tuy nhién, ddy lai 1a tiéu chi khong may
quan trong theo nhin djnh ctia lanh dao
céc CSLTDL. Ddng ndi 13, 2 bién Kién
thic phdp ludt lién quan 18i céng viéc
vd Marketing va xiic tién kinh doanh
c6 diém s& trung binh thip vdi cdc mifc
wdng tng 1 2,85 va 3,03. Trong khi d6,
diy lai 13 nhiing bi€n dude cho 12 quan
trong hon.
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BANG 3. TRINH B €A NHAN LUC QUAN LY 8 CAC CSLTDL

DUGC KHAO SAT

Trinh 4} S4 Wigng (ngudi) TV 1§ (%)
Dai hoc v sau dai hoc 218 75
Cao diing, trung cip chuyén nghiép 69 226
Khic 18 5.9
Tong ¢ 305 100

BANG 4: KET QUA DANH GIA BO TIN CAY COA CAC THANG DO

Thang do Cronbach’s Alpha S& bi€n thanh phin
Kién thifc cda nban Iuc quin 1§ 0,749 6
K§ nang ciia nhin hc quin I§ 0,858 7
Phdm chill ciia nhin lyc quin Iy 0.820 6

BANG 5: TONG HQP TIEU CHI DANH GIA DOI NGO NHAN LYC QUAN LY

Tieu chufn/Tiéu chf thAnh phin N et 91'_5;;“‘

KIEN THUC 85 1,83 5,00/3,1902

T3 chide quan tri kinh doanh cd s& lwu 85 2 5| 3.26
Marketing v2 xGc uén kinh doanh 85 | 5 303
Quiln 1y tai chinh 85 2 5| 345
Qudn (r) nhin lue 85 2 51 338
Quin ly chit luong dich vy 85 2 50 3,18
Kién (hic phdp ludt lién quan t61 cong viéc 85 2 5| 285
KV NANG 85 1,86 5,00/ 3,3186]

:](I);S]:r;ﬁgnh dgo, qudn 1§ (1ap k& hoach, td chifc, 85 2 5| 348
Giao uép, dam phén 85 2 5 336
Ky nang gidi quyét cic tinh hudng trong kinh doanh |85 2 5| 339
Ky ning kiém tra, gidm sé1 85 2 5| 3.63
Huén luyén nhin vién 85 2| 5| 3.08
K§ niing tfng dung cdng nghé thong tin 85 2| 51 321
Ngoai ngir 85 1 5 3
PHAM CHAT 85 2,000  500[3,7033

Phong céch van minh, lich thiép 85 2 5| 376
Ty tin, chuyén nghiép khi trac ddi vdi khach 85 2 5| 3.84
Chii dong va hing say nghé nghiép 85 2 50 396
Tén trong. hdp tic vér ddng nghiép 85 2 5| 345
Ton trong gid tn ¢ nhan, gid rj tip thé 85 2 5| 3R
Y thic trich nhiém 85 2 5| 349

D&i v6i nhan 16 K§ nang, bi€n Ky ning kiém tra,
gidm sdt clta dGi ngil nhan lye quan 1§ duge cho (a 64
nhat, véi mirc diém trung binh 12 3,63. Tlep theo la
Ky ning linh dao, qudn 1¢ vd K¥ nang glal quyél céc
tinh huéng trong kinh doanh, v6i mic di€m 1rung binh
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tuong dng 12 3,48 va 3,39. Tuy nhién, Ky ning huin
luyén nhan vién c6 mifc diém trung binh lai thip nhip
v6i 3,05. Viéc sit dung ngoai ng® ciing coi 13 quan
rong trong viéc cung cdp dich vu tai CSLTTDL, thi
d5ingil nhin lyc quén 1y ciing chi d4p dng & e trung
binh vdi di€m s6 trung binh theo ddnh 12 3,11.

D3i véi nhan 16 Phim chdt ¢4 nhan cia doi ngd
nhin lue guﬁn ly, cac tiéu chi d4nh gi4 thanh phan
¢6 mife di€ém trung binh twong d6i khd ddng déu. Céc
diém s trung binh cao hon tap trung vao céc tiéu chi,
nhu: Thdi 8 w tin, chuyén nghiép; Chii ddng, hang say
trong cOng vigc... Tuy nhién, 2 bi€n c6 di€m s& trung
binh thap hon ¢4 1a Tén trong, hop téc véi ddng nghigp
(3,45) va Y thic irdch nhiém (3,49). Nhu viy, tuy ddi
ngti nhan hyc ¢6 sy chi dfng, ham mé cdng viéc, nhung
can phéi nfing cao hon nira y thic trdch nhiém d€ gidi
quyé&t cong viéc (di cng, ciing nhut ning cao hon chat
lugng cong viéc gidi quyét, dong (hdi ting cudng phéi
hop vai dong nghiép.

KET LUAN VA MOT $6 GQ1 ¥

Ké&t qud nghién ctu cho thdy, chat lwong déi ngil
nhén lyc quin 1y cda cdc CSLTDL trén dia ban TP.
Ha Ndi c6 nhitng diém manb, nhu: C6 trinh dé khd
cao so v mat bling chung trong pham vi cd nude. C6
ki€n thic ¢d ban vé kinh doanh luu trd du lich, ki&n
thitc ¢ bin... V6i Igi the 1a Thi d, di song vé kinh
t€ x3 hdi cao, nhiéu co sd gido duc - dao tao, nén cic
CSLTDL c¢6 nhiéu thuan 1gi trong viéc U€p can ngudi
hoc 81 nghiép, ciing nhy tham gia cdc chudng trinh
ddo 120. Tuy nhién, chat lugng d6i ngii nhan luc cda
cdc CSLTDL ciing ¢6 nhitng han ch€, nhu: kién thic
phip ludt va kién thic marketing, hoat dong xiic 1i€n
kinh doanh dich vu cdn thép trong khi day lai 12 nhiing
nhin (¢ dugc cho 13 quan trong trong quan Iy kinh
doanh CSLTDL. B3i ngii nhdn lyc ctia cdc CSLTDL
néi chung con yéu vé ning lyc ngoai ngi, rong khi
day 12 didu quan trong dai vdi ho & moi vi trf vige Iam.

TAI LIEU THAM KHAO I

T nhing vdn dé néu mém cde

CSLTDL can quan tdm hop nia visc
ningcaonang luc doingi nhan ¢ quén
Iy. Hoat déng tuyen dung cd lrdrjh
mang tinh hinh thifc dé ning cao khau
Kiém so4t chit lugng ddu vio trong b
cAnh canh tranh trong tuyén dung, thu
hiit nhan hyc gita cdc CSLTDL va véi
cdc (3 chie, doanh nghi¢p khdc dang
dién ra khd manh mé. Cidc CSL_TPL
cho diy quy md nhd, song cing phéi tinh
16i vige xdy dung hé thong bdng phén
tich cong viéc, iéu chudn chic ’da‘nh
cbng viéc ré rang dé lam cin cif t{é lam
thuée do phén loai, ddnh g1d nharj Iuc
d€ dao tao, st dung, dii ngd va trd thy
Jao xiing ddng. Ché d dai ngd vat chat
vi phi vt chdt phdi that su hap dan,
ndi trdi hon so v6i cdc doanh nghiép
thudc cc linh vyc kinh doanh khéc trén
dia bio TP. Ha Néi. Bén canh 46, viéc
git chan ngudi lao ddng cda CSL'I:DL
phii dudc quan tdm, ché trong d€ du
site hap din ngudi cé ning lwc cao,
nhitng ngudi lao dong x4c dinh gin bé
vdi nghé va c6 phim chat 161. Céc hoat
déng ddo tao va bdi dudng ning cao
kién thite, k§ ning, phdm chal cia déi
ngii nhin lyc quin ly phai thyc sy thi€t
thue, ¢6 hiéu qud gdn v6i yéu cdu hdi
nhip qudc €. Viée tdp trung vio cdc
ki€n thite, k§ ning nghé nghiép la can
1hi€t song cdc CSLTDL ciing cin tdp
trung vdo mot s& ki€n thic, ky nang
b8 trg ma né quan trong d8i vé6i nhiing
ngudi 1am qudn 1y. Tuy nhién, y thitc
ning cao nang lyc cia mdi vi ui quin
1y trong CSLTDL ciing 12 nhan 5 vé
ciing quan trong.0
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