TAP Chi CONG THYONG

HIEU QUA CONG VIEC
CUA NHAN VIEN DICH VU:
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TOM TAT:

Nghién citu dugc i€n hanh dua trén k&t qua khao sdt 225 nhin vién nha hang & HA Noi vé mot
s6 nhan t§ tdc dong 16i hidu qud cong viec. KEL qud cho thay, hiéu qud cong viéc cia nhan vién
nha hang & Ha Néi hién nay & muc thap. Thyc trang ndy c6 thé dnh hudng khong 16t d€n hiéu qui
cdng viéc va chit lugng dich vu cia cdc nhd hing & Ha N§i. Do viy. két qud nghién cifu cung cdp
nhitng can cif thyc tién cho viéc x4y dung cic chinh sdch, nhim ning cao hidu qua 1am viéc cla
nhan vién va chat lugng dich vu clia cdc nhi hang & Ha N§i hién nay.

Tw khéa: Hiéu qua cong viéc, nha hang, cang thing cong viéc, hd trg cia linh dao, hé irg ciia

ddng nghiép.

1. Pat van aé

Ngudi lao dong trong cdc nhd hing thudng la
cdc nhin vién cung cap dich vu, cbng viéc cda ho
rat phic tap khi hing ngiy phdi 1i€p xiic v8i rat
nhiéu khdch hing khdc nhau vi nhiéu yéu ciu
khéc nhau. Nhdn vién cung cdp dich vu duge xem
nhu ngudi dai dién ctia doanh nghiép giao ti€p véi
khdch hiang. Ho vira 13 nhidn vién bién hang, vifa
1am marketing, vifa 13 nhin vién quan hé khiach
hang Va1 trd d6 khi€n ho gAp nhiéu dp lyc trong
dnh hudng khong 16t dén hiéu qui cong
vnec D€ khai thdc hiéu qui ngudn nhin lyc, céc
nhd hing cin ¢ chinh sich nhEim nang cao hiéu
qud cdng viéc ciia ngudi tao dong.

2, Cd'sd ly thuyé't clia nghién ciu

2.1. Higu qud cong vigc

Theo Ding Thi Hong Hoa (2016), hiéu qui
cdng viéc clia ngudi lao dong duge xem nhu chat
lugng lao ddng, trong d6, mic d6 hoin thanh chitc
trdch. nhiém vy cda ngudi lao dong (k€t qua hoan
thianh nhiém vu dugc giao) 13 tiéu chi trung tam.
Bernardin v Russell (1993) khing dinh. hi¢u qua
cong viée cia nhin vién 13 sir 16ng hop két qud
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dugc (ao ra tf céc chde nang nhil dinh cda nhén
vién d6 hodc cdc nhiém vu duge nhin vién d6 thuc
hién trong mot khoang thai gian. Mangkunegara
(2007) nhin dinh, hiéu qud cong viéc dugc dinh
nghia la & lugng v chit Iugng cong viée cia mot
nhin vién trong viéc thyc hién nhiém vy cda minh
theo trich nhiém duoc giao. Theo nghién cifu cia
Tsui va cdng suf (1997), hiéu qud cong viéc dudc
dénh gi4 thong qua su so sanh thanh tich cong vi¢e
ma ngudi lao dong dat dude v6i mifc trung binh,
v6i yéu cdu dit ra, vi ddng nghiép va véi sur hai
Jong ctia ho d6i v6i k&t qua dat dugc.

2.2. M§t s6" nhdn 16 tdc djng 1di higu qud
cong vige

2.2.1. Sy hai long vdi céng viéc ciia nguoi lao
dong

Theo Alferaih, nghién citu vé mai quan hé gita
suf hai ldng va hiéu qua cong viéc 13 mét trong
nhitng ndi dung nghién ciu truyén mong vi on
dinh trong cdc nghién citu vé tam 1y hoc lao dong
(Alferaih, 2017). ddc biét vin d¢ nay thudng dudc
cdc nhd nghién cifu xem xét13i trong c4c nghiés
cttu vé quin tr nguén nhén lyc (Li vi Ngo, 2017
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va la mot (rong nhitng nhan t6 diu vdo quan (rong
tdc ddng t8i hiéu qué Jam viéc cha nhan vién trong
cdc 18 chic (Edwards vi c6ng su, 2008; Fu va
Deshpande, 2014; Li va Ngo, 2017).

2.2.2. Cam két ciia ngusi lao déng vdi cong viéc

M&i quan hé giita cam k€t vdi cong viéc 1a mdt
trong nhifng y&u 18 d&u vao quan trong 4nh hudng
16i hidu qua 1am viéc cda ngudi lao dong (Edwards
va cdng su, 2008; Fu va Deshpande, 2014; Li va
Ngo, 2017). Nghién ctu cla Yu va cong sy ciing
cho thdy sy twdng quan phdn 4nh m&i quan hé
thuin chiéu giilta 2 y€u & cam k&t véi cong viéc
vd hiéu qud cong viéc cda nhin vién (Yu va cong
sy, 2014).

2.2.3. Su hé trg ciia cp trén

Theo Edward va cdng s, s hd trg cia cip trén
¢6 lién quan chit ché 16i méu qué thyc hién nhiém
vy cia nhdn vién (Edwards va cong sy, 2008).
Nhung su lién quan nay theo thdi gian sé giy ra
nhifng hiéu \tng khac nhau v61 tiing mitc do hd rg
khdc nhau (Kanat-Maymon va Reizer, 2017).

2.2.4. Su hé trg ciia dong nghigp

Theo Ellickson vd Borzaga, mdi quan hé véi
déng nghiép ¢6 dnh hudng khdng nhd 1di su hai
Jong cong viéc va hi€u qud cong viéc cia nhidn
vién (Borzaga va Tortia, 2006; Ellickson, 2002).
Peterson vi ddng sy cho thdy, sy than thién trong
gidm sdt vd m8i quan hé vdi ddng nghiép la mot
trong 53 nhitng nhan t3 quy&t dinh ddng lyc 1am
vigc vd hi¢u qua trong cbng viéc (Peterson va cong
sif, 2003).

2.2.5. Sut cding thiing céng viéc

Theo Dobreva-Martinova va céng suf, c6 nhiéu
khia canh céa sy cing thing nghé nghiép nhut: sy
mo hd, sy xung dgt, sy qué tai, sy khong hiéu qua
va trich nhié m vdi ngudsi khac, (rong 46 sur lién ket
gilta xung dgt voi sy hai 1ong cdng viéc va higu
qui coéng viéc rdt manh mé& vd nhdl qudn
(Dobreva-Martinova vi cong sy, 2002). Nghién
cttu cia (Mohr va Puck. 2007); cia Abualrub
(2004) déu cho thdy cing thing cdng viéc dnh
hudng tiéu cyc 16i hicu qué cong viée, cang thing
cdng viéc lam nhén vién luén cé nhitng sai s6t
trong thyc hién cdng viéc, do d6, hiéu qui cong
viéc khong duge nhu' y mudn (AbuAlRub, 2004).

3. Phuong phip nghién ciu

3.1. Mdu khdo sdt

Duva trén o s8 ly ludn, nghién ciu xdy dyng
bang héi gdm 26 thang do dai dién cho 5 nhan &
tdc dong 181 hiéu qud cong viéc clia nhdn vién nha

hing va 9 thang do dai dién cho hiéu qud cong
viéc. Ti€p d6, phi€u khdo sit dude phat 11 230
nhéin vién tai cdc nha hang ¢ Ha Noi, nhu: Hai
Xém, Thu Hiing, Vuvuzela, MyWay, Thugng
Hii,... trong khodng thdi gian fif thing 5 d&€n ddu
thdng 6/2020. S§ phi€u thu vé la 230 phiéu, trong
a6 ¢6 225 phiéu hgp 1é va 5 phi€u khong hgp 1&
do thi&u nhat quén v& théng un. Theo cdng thic
miu cia Hair va cdng sy thi kich thudc miu nay
dam bio tinh dai dién va c6 @6 tin ciy cao (Hair
vi cfng su, 1998).

3.2. Kiém dinh d§ gid trj va dp tin cdy ciia cde
thang do

Sau hai 14n phén tich EFA, k&t qua cho gid tri
KMO = 0.804 (thda min 0.5<KMO<1), gid tri
phuong sai trich 1a 63,363% vdi diém ditng céc
nhén (3 Eigenvalues biing 1.412 va loai bd 01 bién
quan sdt 1a (CKCV4 - T6i thudng dé nghi ban be
tham gia nha hang nay). Diéu nay cho biél, ¢6 &
63,363% thay dGi cua cdc nhin 16 dugc gidi thich
bdi céc bi€n quan sdt va 25 bién quan sit duge
nhém lai thanh S nhan t& chinh phi hdp vdi mé
hinh Iy thuyét.

K&t qua ki€m dinh d6 tin cay thang do cdc nhan
16 tdc dong 161 hiéu qud cong viéc ciia ngudi lao
dong trong cdc nha hang & Ha Ngi cho két qud, a1
ci clc hé s6 Cronbach's Alpha cia cdc nhin (6 déu
16n hon 0.7 va hé s§ nrong quan bién t8ng cia cic
thang do thanh phin déu I6n hon 0.3 nén khdng
bién nao bi Joai bd, cic thang do 13 phit hap dé tién
hanh cdc nghién citu ti€p theo.

4. Thyc trang hi¢u qua cdng vi¢e va ciac nhan
té tac dong d&n hiéu qua cdng viéc cia nhan
vién nha hang ¢ Ha Noi

4.1. Thitc trang hiéu qud cdng vige ciia nhan
vién nha hang ¢ Ha Nji

K&t qua phén tich sd liéu cho thdy, thye trang
hi¢u qui céng vi¢c cha nhin vién nha hang ¢ Ha
Noi hién nay dang 8 mitc tuong ddi thap vdi pid tri
trung binh nhin 18 dat 3.623 di€m. V6i dic thd
cong viée tai cdc nhd hang, ndi ¢6 cudng do giao
1i€p cao vdi khdch hang, higu qui cong viéc phu
thudc nhiéu vao mitc 46 lién KéU gitta cdc nhém
phén vién va hanh vikhdch hang..., viéc ddnh gid
higu qua cong viéc cia mbi cd nhdn la khong hé dé
dang. Tuy nhién, k€t qud e ddnh gid nay phin dnh
phin nio thire 1& hiéu qud cong viéc cla cic nhan
vién nhi hang tai Ha N6i. khi m cdc tiéu chi ddnh
gid con chira r6 rang. cdn mang tinh “binh quan”.
vii céc chinh sdch khuyén khich thuc hign cdng
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viéc cling rit han ch€ khi€n nhan vién nha hang
chua thyc sy hét minh vi cdng viéc, din dén hidu
qué cong viéc chua cao. (Béng 1)

4.2. Thuc trang mdt s& nhan 16'tdc dong dén higu
qud cdng vige ciia nhén vién nha hang & Ha Nji

D€ dénh gid thyc trang céc nhan 1§ (e ddng
A€n hiéu qua cong viéc cia nhan vién nha hing ¢
Ha N§i, tdc gia ti€n hanh phin tich théng ké m6 14
dédnh gid cda nhan vién nha hang vé cic nhin 1§
trong md hinh vdi 25 thang do di dugc kiém ching
vé d tin cdy va d6 gid tri 3 trén, k&L qud nghién
cifu dugc téng hop trong Bang 2.

Su hai long véi céng vige ciia nguoi lao dong:
KE1 qua cho thiy, da s6 nhan vién nha hing & Hy
N§i ¢6 mitc 4§ hii 1dng v6i cong viéc & mic thap,
khi gid tri trung binh cla nhdn 18 ndy dart 2.38)
diém v il ca cdc thang do gidi thich cho nhan 1§
nay déu @ mic thip. Thyc (€ nay cho thiy. nhin
vién tai cde nhd hang & Ha Noi chua hai long véi
cong vige hién tai cda minh, din d€n két qui 1
chit lugng phuc vu tai cdc nha hang 6 Ha Noi con
& mitc thap.

Cam két ciia ngudi lao djng voi cong vige: Két
qud ddnh gid cda nhan vién nha hing & Ha N¢i vé

BAng 1. Thuc trang hiéu qud cdng viéc cda nhan vién nha hang & Ha Néi

Bién quan sét N B Ez:g‘
Hiéu qua cdng viéc cla 16i cao han nhidu so véi trung binh 225 | 3.307 | 0.930
Tiéu chudn chat luong cong viéc ctia 16i cao hon tiéu chudn chinh thuc cho cong viéc nay | 225 | 3.880 | 0.895
Cbng viéc cua t6i dap (ng mong dgi clia ngudi quan ly cua toi 225 | 3.916 | 0.899
Epha'n ddu cho chét lugng cong viéc cao hon yéu cau _ 225 | 3.391 | 0900
Téi hy vong sé dudc thang chic nhanh han muc trung binh | 225 | 3582 | 0.863
Toi hiéu biét han nhiéu so vdi nhiing nguai khac 1am vige trong finh vyc chuyén mén clia 161, 225 | 3.684 | 0.825
Toi tim thay niém vui thyc su trong cdng viéc cia minh va ti kha hai long _l 225 | 3.613 | 0.948
Toi thich cbng viéc clia minh hon muc trung binh cla ngudi khac ! 225 | 3.609 | 0.953
Toi du dinh sé& lam viéc nay lau dai 225 [ 3631 | 0917
Trung binh 225 | 3623 o 904 | .904 |

(Ngudn: K&t qud xi I s6 liéw trén phan mém SPSS)

BAng 2. Bang th&ng ké ma 1 cac nhan 16 tac dong dén hiéu qua céng viéc
cda nhén vién nha hang 8 Ha Néi

T Bién quan sat N TTB } D&Lﬁ :

[ Su hél long vdi cong viéc cia ngudi lao dpng ‘

’ Tor lhéy cong viéc cua minh kha dé chju _;‘225 2,596 ] OF

2 | To \hucng cam thay hung thd véi cng viéc clia minh 225 21m ‘ 0813 1
3 ]—Nm chung, té1 hai 1ng véi cong viéc hién tai | 225 | 2129 | 0.89

‘ J | Toi thudng thich di 1am [ 225 [ 2613 0915

| Toi chac chén thich cong viéc cla toi 1225 | 2462 | 087 T

‘ j Aiéu#rﬂw_ngay nao t6i cling deu cam thay nhiét tinh véi cong viéc clia minh N | 225 | 2369 | 0825 J

7 \ Cong viéc cla t6i kha tha v \ 2369 0907 |

'8 | TOi tim théy niém vui thuc su trong cong viec cua tsi ] 0673 |

797 'Ib-lm.éyT\anh phic vi da 1am cong viéc nay o 225 2489 L 0. 931 N

] 10 \ Trung blnh _ 25 - 3138‘1 0. 879 ;
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Trung binh

nhin 13 ndy dat & mife khd cao, cao nhit trong cdc
nhin 16, véi gid tri trung binh nhan t§ dat 3.145
diém. Bi€u nay c6 vé thi€u logic khi mic d§ hai
1dng cia nhan vién d8i vai cong viec khd thip
nhung mic dé cam k&l v6i cdng viéc lai khd cao,
tuy nhién lai d& hi€u khi nhin vién tai cdc nhi
hang 12 nhirng ngudi it dudc dio tao chuyén mon
siu va baj ban nén ho ciing ¢6 it khi ning thay d3i
d€ ¢6 mot cong viec 181 han. Vi vdy, nhdn vién nhd

; Bi&h quan sat ‘ N TB B0 loch
chuan |
Cam két cua nguoi lao dng vo cong vidc |
1| Toi kha 1y hdo nbi v6i moi ngudi ring t6i [am vigc cho nha hang ‘ 225 | 3164 | 1.159 |
Ngay ca khi nha hang hoat déng khang t6t vé 4i chinh, t6i & mién cud
2 ngu );I)héi chuyén san?; nha hén:khéc SSRGS i B } 225 | 311 | 1.1654 !
ng v &y mi o 3
3 ran;rgnhi ;t;ﬁ:ahg:gh, t6i cam thay minh dang n& lyc, khong chi cho ban than 25 | 3111 | 11145 ‘
4 | Tai hat ldng khi bist cong viée cla minh déng gép dudc cho nha hang 225 | 3196 | 1.0761 l
F Trung blnh 225 | 3145 | 1129
o Sy hb'trg ciia cp trén ﬂ
1T th8y ngudi quan ly ctia minh rét hitu ich trong viée thuic hién nhiém vy cia minh ‘ 225 | 2169 | 0.895 |
A . o N N o R .. N N 3 I — 1 1
2 :;h;ér;u;i:n:n nhiém vy dich vy ctia minh, t6i phu thuc rét nhiéu v3o nguél quan 225 | 2169 | 0.890
Ngudi quan ly cla téi cung cip cho t61 thdng tin va 16i khuyén quan trong lign ‘ D k‘
3 qgan d:'n cérfg viéc giap l?\uc';ién cdng vié?: clia (6: dé da);\g h%n e \‘ 25, [ 164 0899 !
Toi c6 (hé tin tubng vao ngudi quan Iy clia minh dé thyc hién cong viéc dang dén | ; b
4 | kni phuc vy khéch hang Fz‘zs | 128 0802 ‘
5 | Trung binh 225 2900 | o871
e SyhStgciadong nghiep |
1 | Toi th8y déng nghiép ctia minh rat hilu ich trong viéc thyc hién nhiém vy cla minh| 225 ] 2.3& 0781 |
2 | Kni thyc hién nhiém vy clia minh, 18i phy thuc rét nhiéu vao ddng nghiép clia minh ‘ 225 | 2.449 | 0.886
3 péng nghiép cua 6i thudng cung cap cho toi t.héng tin va lai khuyén quan trong ‘ 225 ‘ 2329 'EO‘—
lién quan dén cang viéc gip thyc hién céng viéc cla toi dé dang han | | ‘
4 | Trung binh | 225 | 2373 | 0866 |
Sy caing thdng cong vide |
1| Tor thuang cam thy bén chon, lo 1ang vé ket qué cong viéc cla tor | 225 | 2698 | 1477 |
2 | Toithudng bi qua tai cong viéc B 225 | 2622 e \
3 | Cé nhiéu I cong viéc cua ti dbn ti vao chan tudng 25 | 2876 | 1204 |
4 | Doikhi, 10i cam thay kho th khi nghi vé cong viéc | 225 | 2907 | 1.197 |
5 | Toi thudng cam ma‘”yﬁmi khong lam viec ] }
5 1

Neudn: Két qua xit Iy s ligu trén phin mém SPSS

hang & Ha Noi van chon gidi phdp [a cam két vai
cdng viéc hién1ai.

Sut hé o cia cdp trén; Gid tr1 trung binh nhin
16 ny dat & mifc thap (2.109 di€m) cho thy, nhin
vién nhil hing nhan duge it su hé trg 1t cip trén. ho
cho rling vai trd ctia cip trén dai vér thire hin cong
viéc ciia ho khd md nhat. Diéu ndy dé hidu khi
cOng viée cba cdc nhan vien § nhd hing duge dao
120 thye hién theo quy trinh kich bin céng viéc.
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con ngudi quin 1y thudng chi déng vai tro gidm
sa1, ddnh gid nhidn vién 1am viéc.

St hé v ciia ddng nghigp: Hiéu qua thyc hign
cbng viéc clia nhan vién nha hang thudng gin véi
k&t qua Iam viéc cda nhém, bdi cong viéc clia nha
hang 14 waén theo cic quy rinh ¢6 sy lién quan chit
ché& gia cdc by phan, cdc vi ri chite danh. Tuy
nhién, k&t qui dinh gi4 lai cho thdy, mdc do hd
1rg nhau trong cdng viéc cda nhin vién nha hang
& Ha Noi hién nay dang & mitc thap (2.373 diém).
D1éu nay din d&n chalt lugng dich vu cia cic nha
hang & Ha Ni hién nay con & mgc thip.

Su cdng thdng cong viéc: Nhin 8 nay dudc
ddnh gid b3i 5 thang do, két qui khdo sdt 225
nhin vién nhi hiang 8 HA Néi cho gid tri trung
binh nhin 16 dat 2.848 diém (mwc 3). Day 1
nhin 1§ dugc dénh gid & muc cao thit hai trong 5
nhan & nghién citu, k&t qua cho thay, nhin vién
nhi hing chiju khd nhiéu cdc 4p Iyc cong viéc, ho
thudng thi'y khd mét mdi khi lam viéc. Didu nay
rt logic v6i mic d§ hii 1dng cdng viéc cda nhin
vién nhi hing 8 midc thap, ho nhdn dugc it su hd

TAITLIEU THAM KHAO:

1rg ciia cdp (rén va ddng nghiép trong cong viéc.

5. K&t lugn

Nhu vy, nghién ciu vdi S nhin 16 tic déng dén
hi&n qua cng viéc va 1rén s& lugng 225 nhén vién
nha hang & Ha N§i cho k€t qud, hiéu qua cbng vise
cGa nhén vién dat & mic tuong ddi thap khi gid i
trung binh dat 3.623 diém: mic d§ hai ldng véi
cng viéc dat 2.381 di€m; Mdc do cam kél véi
cong viéc dat 3.145 diém; Sy hd rg cia cip wén
dat 2.109 di€m; Sy hé trg cia déng nghiép dat
2.373 diém va muc db cing thing cdng viéc dat
2.848 di€m. K& qui nay phan dnh, nhan vién nha
hang & Ha Nai nhan dugc it sy hd trg o cap rén
va ddng nghiép, chinh vi th¢ mdc dd hai long véi
cong viéc khong cao va mic do cang thing cong
vigc cling vt th€ ma ting Ién. Tuy nhién. nhén vién
nha hang tai HA N6i vin c6 mic 8¢ cam két véi
cong viéc d mie cao vi cdng viéc nay phit hgp véi
trinh d6. nang lyc cda ho, hg it ¢6 ¢d hdi chuyén
d3i céng viée sang linh vyc khdc. Thyc trang niy
gidi thich vi sao hiéu qua cong viéc cia nhin vién
nha hing & Hi Noi hién nay con & mic thip ®
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THE PERFORMANCE OF RESTAURANT SERVIVE STAFF:
A CASE STUDY OF SOME RESTAURANTS IN HANO1
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ABSTRACT:

This study is to find out the factors affecting the work efficiency of restavrant staff by surveying
225 employees working for restaurants in Hanoi. This study's findings reveal that the work
efficiency of restaurant staff in Hanoi is quite low. This issue could adversely affect the
performance and seryice quality of restaurants in Hanoi. This study's results are expected to provide
practical bases for poliy development in order to improve the work efficiency of employees and the
service quality of restaurants in Hanoi.

Keywords: Work efficiency. restaurant, job stress, leader support., coworker support.
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