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Tom t̂ t 
Bdi vie't s^ dung phucmg phdp phdn tich dinh luang de tim ra cdc nhdn to dnh hudng tdi ndng 
luc ddi ngU nhdn luc qudn ly ciia cdc ca sd lUu tru du lich (CSLTDL) trin dia bdn TP. Hd Ndi. 
Kit qud nghiin cdu cho thdy, co 3 nhdn td, gom: Kien thdc; Ky ndng; vd Phdm chd't cua nhdn 
luc qudn ly tdc dgng tdi ndng lite ddi ngU nhdn lUc qudn ly cua cdc CSLTDL. Tren ea sd do, 
nghiin cdu dua ra mot so gai y nhdm ndng cao ndng luc dgi ngii nhdn luc qudn ly cua cdc 
CSLTDL tren dia bdn TP. Hd Ndi, gdp phdn ndng cao ndng lUc cgnh tranh cua cdc CSLTDL 
trong bd'i cdnh hiin nay. 
Tlf khda: nhdn luc qudn ly, ndng li^c nhdn liCc qudn ly, ca sd lUu trii du lich 
Summary 
This paper employs qualitative method to 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 accommodation establishments 

GI6I THIEU trung vao vide ddnh gia ndng Iffc cua ddi nhdn life cua 
eac CSLTDL dffdc xd'p hang ttf 3 sao trd xud'ng (sdcd sd 

Trong nhtfng ndm qua, du lich da dat 3 sao trd xud'ng chie'm 98,8% tdng so CSLTDL trdn 
ddng vai trd quan trpng trong phat trid'n dia ban Thanh phd). Day Id cac cdsdkinh doanh ltfu tru 
kinh td' cua Thu do Ha Ngi, Tai cde khu cd nhieu dac did'm ttfdng dong ve quy md, cdng nghd 
nghi dtfdng, chd't Itfdng dich vu va thai dp va dpi ngu nhan Itfc ndi chung va nhan life quan ly ndi 
phuc vu ludn dtfdc dai len hang dau va rieng. Do dd, vide tap trung nghien ctfu cdc CSLTDL 
cdc cd sd nay thtfdng cd dgi ngD qudn ly, dtfdc xe'p hang tff 2 sao trd xud'ng vtfa dam bao tinh 
nhdn vien cd chuydn mdn td't. Tuy nhidn, khoa hgc, vtfa cd y nghia thtfc tidn. 
ngoai cdc khu nghi dtfdng cao cap vd cac 
khdch san cd quy mo Idn, dat tidu chua'n CO^̂ SCf LY THUYET VA PHL/CNG PHAP 
4-5 sao, thi cdn nhieu cd sd kinh doanh NGHIEN CU'U 
Itfu trii chtfa chu trgng nhieu vdo cd sd vdl 
cha't ky thual, chd't Itfdng dich vu, cung Cdsdly Ihuyei 
nhtf tnnh do, ndng Itfc, thai do lam vide Ngudn nhan Itfc trong nganh du lich dtfpe coi nhtf 
cua dpi ngu nhdn life. Nghidn ctfu ndy tdp mdt trong nhffng nhan td quan trpng nhd't dd' thuc day 
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BANG 1: CAC TIEU CHI DAMH OlA NAtHG LCfC MHAtS L 
QUAN LY CUA CSLTDL 

TIEU CHI 

Kien thiic 

To chiJc quin tn kmli doanii cd sS lifu tru 

Marketing va xiic tie'n kinh doanh 

Quan Iji tSi chfnh 

Quan tn nhan life 

Qu^n ly chat lu'dng dich vu 

Kien thu'c phap luai lien quan tdi cong vLec 

Ky ndng 

Ky nang lanh dao, quan fy (lap ke hoach, to chu'c, dieu hanh) 

Giao tife'p, dam phan 

Ky nang giai quyet cac tmh huong trong kinh doanh 

Ky nang ki6in tra, gian:i sat 

Hua'n luyen nhan vien 

Ky nang iJng dung cong nghe th6ng tin 

Ngoai ngO 

Pham chat 

Phong each van minh, lich thiep 

TlT tin, chuyen nghiep khi tLao doi vOi khach 

Chu dong va hang say nghe nghiep 

T6n trong, hdp tac vdi dong nghiep 

Ton trong gia tri ca nhan. gia tri tap the 

•̂  thfictiSch nhiem 

K^hi^u 

KTl 

KT2 

KT3 

KT4 

KT5 

KT6 

KNI 

KN2 

KN3 

KN4 

KN5 

KN6 

KN7 

PCI 

PC2 

PC3 

PC4 

PC5 

PC6 

BANG 2: SO LCfCirHG CAC CCJ Sd LtTU TRQ DG LICH 
Dddc KHAO S A T 

Loai CSLTDL 
CSLTDL chtra xep sao 

Khiich san I sao 

Khach san 2sao 

Khach san 3 sao 

Tong s6' 

Sd'Itfdng 

3! 

29 

20 

5 

85 

Ty 16 (%) 

36,5 
34,1 

23,5 
5,9 

100,0 

SlJ phat trien va kJia nang canh tranh cua ITnh vitc dich 
vu nay. Dennis Nickson (2007) trong nhin nhan nguon 
nhan life du lich dudi goc dp la nguon nhan lu'c xa hdi, 
nghien ciJu tong the nguon nhan li/c. Xu hiidng nghien 
ciiu niiy xem xet ngudn nhan lu'c nganh du lich tren cd 
sd chung cho toan bo nguon nhan ldc. Tuy nhidn, theo 
Janknovic va cong sti (2011), trong ITnh vifc dii lich cd 
the phan chia nguon nhan life ra tifng bd phan cau thanh, 
day cung la mpt each tiep can kha phd bien. Theo do, 
nhan life trong nganh du lich dddc phan chia thanh 2 
loai la lao dpng trtfc tiep lam du lich va lao ddng gian 
tiep lam du lich. Nlian luc quan Iy trong bai viet nay 
difdc hieu la life lUdng lao ddng lam eong t^c quan Iy 
trong cac CSLTDL, gom: lanh dao cd sd kinh doanh, 
trtfdng, pho phong, bd phan, giara sat cac bd phan. 

Con Benjamin Bloom ( IM« ''}° 
rang, nhan life quan Iy gom 3 nang 
life ehinh: Pham chat hay thai oo 
(Attitude), Ky niing (Skills) ™ K'™ 
thiJc (Kuowledges). Mansfield (IWO) 
eho rang, nang life nhan life quan Iy difdc 
xem xet, bao gSm: Kien thtfc; Ky nang^ 
vii Pham chat d vi tri cong viec quan ly 
do. Nhu- vay, danh gia nang Itfc nhan Itfc 
quan Iy ciia CSLTDL can mo ta to hdp 
cac kien thtfc. ky nang va ph9m chat ca 
nhan can de hoiin thanh tot mot eong 
viee ciia hp trong CSLTDL. 

Phitffngphdp nghien crtu 
Khao sat dudc tien hanh ddi vdi 105 

CO sd ltfu trii du Hch d Ha Npi xS'p hang ttf 
3 sao trd xud'ng, tap trung d khu vtfe npi 
thanh. Tac gia gSi phi6'u khao sat tdi eac 
CO sd kinh doanh dtfdc khao sat thong qua 
thtf dien ttf de dam bao tinh nhanh chdng 
trong thu th§p dtf heu va da nhan Iai 88 
phie'u tra Idi, dat ty ie 83,8%. Tuy nhien, 
sau khi xem xet cdn Iai 85 phie'u hop le. 
Dff heu dtfdc xti' Iy bang phan mem thdng 
ke SPSS 20. Khao sdt dtfdc thtfc hi6n vao 
thang 10/2018. 

Dtfa tren tdng hdp cac tai lieu nghien 
ctfu ve md hinh diinh gia nang Itfc va tieu 
ehuan nang Itfc nhan life quiin !y trong cd 
sd kinh doanh Itfu trii trong dd cd tai li6u 
ve Tieu ehuan nghe du lich Viet Nam 
(VTOS) - Quan ly khaeh san eua Tdng 
cue Du lieh, tac gia de xua't 19 tieu chi 
dd danh gia chat Itfdng ddi ngu nhSn life 
CSLTDL nhtf Bang I. 

KET QUA NGHIEN CL/U 

Thong tin ve man khdo sdt 
Trong tdng sd 85 CSLTDL dtfdc 

khao sat, cd 5 khach san 3 sao chie'm 
ty Ie ttfdng tfng la 5,9%; nhieu nha't 14 
cac CSLTDL chtfa dtfpe xe'p sao vdi so' 
lupng 31 cd sd, tudng tfng vdi 35,5%. 
Ke't qua khao sat nhtf Bang 2. 

Theo ket qua khao sat, 85 CSLTDL 
cd tdng epng 1.785 ngtfdi lao ddng. 
Trong do, nam gidi la 966, ttfdng tfng 
vdi 54,1%; nff gidi la 819 ngtfdi, ttfdng 
tfng vdi 45,9%. Do dac thu la ciic 
CSLTDL ed quy md nho, nen sd Itfdng 
Iao dong nam gidi chie'm ty Ie cao hdn 
lao dpng la nff gidi. Trong tdng sd 1.785 
ngtfdi lao dpng, dpi ngu nhan lu'c quan IJ 
cd 305 ngifdi (ttf vi tri giam sat bo phan 
trd len) chiem ty Ie 17,1%; dpi nga nhjn 
vien nghiep vu cd 1.480 ngtfdi. vdi ty le 
ttfdng tfng la 82,9%. 
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Ve tiinh d6 d6i ngu nhan life quan ly, 
nhiing ngif5i co tnnh do tif dai hoc trd len 
la218ngifcfi,chiemty le71,5%; trinh do 
cao dang, trung ca'p chuyen nghiep la 
69 ngiTtJi, chiem 22,6%. Do dac thu cac 
CSLTDL 8 Thu do, nen trinh do dpi ngu 
nhSn lî c tu'dng do'i cao. Nhifng ngu'di lao 
dong CO trinh do difdi trung ca'p chuyen 
nghiep cung co th^ dam nh§n cac vi 
tri, nhif: tnfdng bg phan an nmh, tap vu 
{Bang^3). 

Kiem dinh dQ tin cay ciia thang do 
Ke't qua Bang 4 cho tha'y, ta't ca ba 

thang do ve nang li/c doi ngu nhan 
Itfc quan ly CSLTDL d^u co he so' 
Cronbach's Alpha ldn hdn 0,6 (thap nha't 
la 0,749 va cao nhat la 0,858). Hfe s6' 
Cronbach's Alpha phai cd gia tri tif 0,6 
dam bao cac bie'n trong cung mot nhan 
to' cd tifdng quan vdi nhau. Cac h$ s6' 
tifdng quan bie'n t^ng (Corrected Item -
Total Correlation) cua cac biS'n do Iifdng 
thanh phan nay deu ldn hdn tieu chuan 
to'i thieu la 0,3. Cac biS'n do lu'dng thanh 
phan deu c6 h& so tu'dng quan biS'n tdng 
kha cao (ldn hdn 0,5). Cac bien do Ufdng, 
thang do deu dam bao dp tin cSy cho cac 
phan tich tie'p theo. Nhu' vay, ca 19 tieu 
chi thanh phan difdc d^ xuS't ban dau de 
danh gia chat Iifdng nhan life quan ly cua 
CSLTDL la phii hdp difa tren ket qua 
phan tich tii' dif lieu thu thap difdc. 

Nang lUc nhan lUc qudn ty ciia cd sd 
lUii trii du lich 

Ke't qua Bang 5 cho tha'y, trong 3 ti6u 
chuan de danh gia cha't lu'dng nhan lu'c 
quan ly, nhan to' Kie'n thu'c cd d\im so' 
trung binh thap nha't vdi 3,1902; tiep theo 
la Ky nang vdi 3,3186. Vdi mdc diem so' 
nay, cd the cho rSng, ki6'n thu'c va ky 
nang cua nhan life quan ly cac CSLTDL 
d mile dp tren trung binh, Trong khi dd, 
nhan to'Pham chat cd diem so'trung binh 
cao nha't vdi 3,7033. Nhif vay, thai dp 
cua doi ngu nhan life quan Iy difdc danh 
gia cao hdn va dat mu'c dp kha. 

Ke't qua cung cho tha'y, trong nhan 
to Kie'n thiJc, bien Quan ly tai chinh cd 
diem so'trung binh cao nha't d mii'c 3,45. 
Tuy nhien, day lai la tieu chi khong may 
quan trpng theo nhan dinh cua lanh dao 
cac CSLTDL. Dang ndi la, 2 bien Kien 
thu'c phap luat hen quan tdi cong viec 
va Marketing va xuc lien kinh doanh 
cd diem so' trung binh tha'p vdi cac mu'c 
tu'dng Lfng la 2,85 va 3,03. Trong khi do, 
day lai la nhu'ng bien du'dc cho la quan 
trong hdn. 

BANG 3. TRIMH DO CQA NHAN U J C QaAM LY 6 CAC CSLTDL 
Dcfdc KHAO SAT 

Trinh do 

Dai hpe va sau dai hpc 

Cao dang, trung cap chuyen nghiep 

Khac 

T6"ng so 

SS'lifdngCngtftfi) 

218 

69 

18 

305 

Ty le {%) 

71,5 

22.6 

5.9 

100 

BAnG 4: KET QUA DANH GIA DO TIN CAY CUA CAC THANG DO 

Thang do 

Kien thii'c cua nhan lu'c quan ly 

Ky nang cua nhan life quan Iy 

Pham cha't cua nhan life quan Iy 

Cronbach's Alpha 

0,749 

0,858 

0,820 

Sd'bi^n thanh phdn 

6 

7 

6 

BANG 5: TONG HOP TIEU CHI DANH GiA DOI NGQ NHAN LtTC QGAN LY 

TiSu chu^n/Tieu chi thanh phan 

KIEN THTfC 

T^ chiJc quan tri kmh doanh cd sd lUu tru 

Marketing va xlic tien kmh doanh 

Quan ly liii chinh 

Quan tn nhan life 

Quan ly chat lu'dng dich vii 

KiS'n thu'c phap luat Hen quan tdi cong viec 

KY NANG 

Ky nang lanh dao, quan iy (lap ke hoach, to chiTc, 
dieu hiinh) 

Giao tie'p, dam phan 

Ky nang giai quye't cac tinh huong trong kinh doanh 

Ky nang kiem tra, giam sat 

Hua'n luySn nhan vien 

Ky nang u'ng dung cong nghe thong tin 

Ngoai ngu' 

PHAM CHAT 

Phong each van minh, hch chiep 

Tlf tm. chuyen nghiep khi trao doi vdi khach 

Chti dong va hang say nghe nghiep 

Ton irong, hpp tac vdi dong nghiep 

Ton trong gia in ca nhan, gia tri tap the 

Y Ihii'c trach nhiem 

N 

85 

85 

85 

85 

85 

85 

85 

85 

S5 

85 

85 

85 

85 

85 

85 

85 

85 

85 

85 

85 

85 

85 

GT 
nho nha't 

1,83 

2 

1 

2 

2 

2 

2 

1,86 

2 

2 

2 

2 

2 

2 

I 

2,00 

2 

2 

2 

2 

2 

2 

GT 
Wa nhS't 

5,00 

5 

5 

5 

5 

5 

5 

5,00 

5 

5 

5 

5 

5 

5 

5 

5,00 

5 

5 

5 

5 

5 

5 

Dilm 
TB 

3,1902 

3,26 

3,03 

3,45 

3,38 

3,18 

2,85 

3,3186 

3,48 

3,36 

3,39 

3.63 

3,05 

3.21 

3.11 

3,7033 

3.76 

3,84 

3,96 

3.45 

3.72 

3,49 

Do'i vdi nhan to Ky nang, bien Ky nang kiem tra, 
giam sat cua dpi ngii nhan lu'c quan ly difdc cho la to't 
nhat, vdi mu'c diem hung binh la 3,63. Tie'p theo la 
Ky nang lanh dao, quan ly va Ky nang giai quyet cac 
tinh hud'ng trong kinh doanh, vdi mu'c diem trung binh 
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tu'dng u'ng la 3,48 va 3,39. J u y nhiSn, Ky nang hua'n 
luyen nhan vien cd miJc diem hung binh lai tha'p nhS'p 
vdi 3,05. Viec &vc dung ngoai ngfl cung coi la quan 
trpng trong viec cung cap dich vii tai CSLTTDL, thi 
dpi ngu nhan life quan ly cung chi dip u'ng d miJc trung 
binh vdi diem so'trung binh theo danh la 3,11. 

Do'i vdl nhan td' Pham chat ca nhan cua ddi ngu 
nhan life quan ly, cac tieu chi danh gia thanh phan 
cd mu'c diim trung binh tifdng do'i kha dong deu. Cac 
diem so' trung binh cao hdn tap trung vao cac tieu chi, 
nhif: Thai dp tif tin, chuyen nghi$p; Chu dpng, hang say 
trong cdng v i e c . Tuy nhien, 2 bie'n cd diem so' trung 
binh tha'p hdn ca la Ton trpng, hdp tac vdi dong nghiep 
(3,45) va Y thu'c trach nhiera (3,49). Nhif vay, tuy dpi 
ngu nhan lu'c cd sir chu dpng, ham me cong viec, nhifng 
can phai nSng cao hdn nu'a y thu'c trach nhiem de giai 
quye't cdng viec tdi cung, cung nhU nang cao hdn cha't 
lUdng cdng viec giai quyS't, ddng thdi tang cifdng pho'i 
hdp vdi ddng nghiep. 

KET LUAN VA MQI SO GCfl Y 

Ke't qua nghien ciJu cho thay, chat Iifdng ddi ngu 
nhan life quan ly cua cac CSLTDL tren dia ban TP. 
Ha Npi cd nhO'ng diem manh, nhU: Cd trinh do kha 
cao so vdl mat bang chung trong pham vi ca nudc. Cd 
kie'n thifc cd ban ve kinh doanh ltfu trii du lich, kie'n 
thu'c cd ban... Vdi ldi thfe'la Thu dd, ddi sd'ng ve kinh 
te' xa hdi cao, nhieu cd sd giao due - dao tao, nen cac 
CSLTDL cd nhieu thuSn ldi trong viec tiep can ngifdi 
hpc td't nghiep, cung nhtf tham gia cac chUdng trinh 
dao tao. Tuy nhien, chat lu'dng dpi ngu nhan \iic cua 
cac CSLTDL cung cd nhii'ng han che', nhU: kie'n thu'c 
phap luat va kie'n thu'c marketing, hoat dpng xiic tie'n 
kinh doanh dich vu con thap trong khi diy lai la nhO'ng 
nhan td' difdc cho la quan trpng trong quan ly kinh 
doanh CSLTDL. Ddi ngu nhan life ciia cac CSLTDL 
ndi chung cdn ye'u v^ nang liJc ngoai ngu", trong khi 
day la dieu quan trpng dd'i vdi ho d mpi vi tri viec lam. 

TiJf nhiJng va'n de neu tren, cac 
CSLTDL can quan tam hdn nffa vi?c 
nang cao nang life ddi ngu nhan life quan 
ly. Hoat ddng tuyen dung can tranh 
mang tinh hinh thffc de nang cao ktiâ u 
kiem soat chat Iffdng dau vao trong boi 
cdnh canh tranh trong tuy^n dung, thu 
hut nhan life giffa cac CSLTDL va vd. 
cac td chffc, doanh nghiep khac dang 
diln ra kha manh me. Cac CSLTDL 
cho du quy md nho, song cung phai tinh 
tdi viec xSy dffng he thdng bang phan 
tich cdng viec, tieu chu^n chffc jlanh 
cdng viec ro rang de lam can cff de lam 
thu'dc do phan loai, danh gia nhSn Itfc 
de dao tao, sff dung, dai^ngd va tra thu 
lao xffng dang, Che dp dai ngd vat chat 
va phi vat chat phai that sff hS'p dSn, 
ndi trdi lidn so vdi cac doanh nghiep 
thudc cac ITnh vffc kinh doanh khac trdn 
dia ban TP. Ha Ndi. Ben canh dd, viec 
giff chan ngtfdi lao dong cua CSLTDL 
phai dtfdc quan tam, chii trpng de du 
sffe ha'p dSn ngffdi cd nang lu'c cao, 
nhffng ngtfdi lao dpng xac dinh gan bd 
vdi nghe va cd pham chS't td't. Cac hoat 
dpng dao tao va bdi dtfdng nang cao 
kie'n thffc, ky nang, phim cha't cua ddi 
ngu nhan Itfc quan ly phai thifc stf thie't 
thtfc, cd hieu qua gan vdi y6u c^u hdi 
nhap qud'c te'. Viec tap trung vao cac 
kien thffc, ky nang nghe nghiep U cSn 
thie't song cac CSLTDL cung can tap 
trung vao radt so' kien thffc, ky nang 
bd' trd ma nd quan trpng dd'i vdi nhffng 
ngtfdi lam quan ly. Tuy nhien, y thffc 
nang cao nang Itfc cua radi vi tri quan 
ly trong CSLTDL cung la nhan td vd 
ciing quan trong.• 
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