NGHIEN CUU CAC YEU TO ANH HUONG BEN LONG TRUNG THANH
CUA NHAN VIEN O' CAC KHACH SAN CAO CAP TAI THANH PHO NHA TRANG

P& Thi Thanh Vinh*, Nguyén Thi Thanh Nhan**, Lé Chi Cong***

Nghién ciru su dung phuwong phdp dinh lwong, dwa trén viéc khao sat 310 nhan vién hién dang

lam viéc trong cac khach san cao cd}) (cac khach san dat tiéu chudn 4 va 5 sao) o thanh phé Nha

Trang dé xdc dinh cdc nhdn t6 anh hidng dén long trung thanh cia ho. M6 hinh dé xudt gom 8
thanh phan dya trén thang do AJDI di dwoc diéu chinh tir thang do JDI cho phit hop véi diéu kién
Viét Nam va cé bo sung thém yéu té “ndang luc ban than” va “thwong hiéu”. Két qua nghién ciiu

dd cho thdy c¢é nam thanh phan cé anh hwdng dén long trung thanh ciia nhéan vién doi véi t6 chire:

moi quan hé voi cap trén, co hoi dao tao, moi quan hé dong nghiép,; chinh sach phuc loi; thuong

hiéu. Trong d6, moi quan hé véi cdp trén la yéu té anh hwong then chot dén long trung thanh ciia

nhan viéen.

Tir khéa: khach san cao cép, Nha Trang, nhan vién, long trung thanh.

1. Gidi thiéu

Trong nhimg nam gan day, du lich Khanh Hoa da
¢6 nhitng budc phat trién manh mé, 4n tuong va
dong vai trd 1 nganh kinh t& miii nhon cho sy phat
trién kinh té ctia dia phuong. Doanh thu du lich ting
nhanh, tir 834,21 ty ddng nam 2006 1én 2.200 ty
dong nam 2011. Tdc d6 ting truong binh quén trong
giai doan trén dat 22%/nim, cao hon so vdi toc do
tang truong binh quan ctia nganh du lich (15,6%).
S6 co s¢ luu tri du lich dé ting tir 349 co s& nam
2006 1én 465 co so nam 2011 voi trén 11.000 phong
(Cuc théng ké tinh Khanh Hoa, 2012). Thém vao
6, s6 lugng cac khach san, khu nghi dudng cao cap
xuit hién ngay cang nhiéu nhu: Crown Plaza,
Havana, Sheraton, Vipearland, Ana Mandara,... da
g6p phan tao ra nhiéu co hoi viéc 1am cho ngudi lao
dong, dong thoi ciing lam cho thi trudng lao dong
trong nganh ngay cang néng hon. Pén nim 2015,
Khanh Hoa du kién dén 3 tridu lugt khach, twong
g can trén 20.000 lao dong truc tiép trong nganh
kinh doanh khéach san. Piéu nay da dan dén mot
thyc trang kha pho bién hién nay 1a viéc gianh giat
nhan sy gioi, lao dong tay nghé cao giita cac don vi
kinh doanh du lich.

Su thiéu hut nay tré nén tram trong bat dau tur
cudi ndm 2011 va ddc biét nam 2012 1a “thoi diém
vang” dé hang loat khach san d dau tur tir trudc nim

2008 dong loat hoan thanh va khai trwong nhu
Crowne Plaza, Havana, Mia resort, Amiana resort,
Thanh Van resort... Cac khach san cao cip nay dong
loat tuyén dung nhan sy da lam cho nhu clu lao
dong tang dot bién, trong khi ngudn cung vé nhan sy
duoc dao tao, c6 tay nghé, kinh nghiém... lai khong
tang. Hién tugng gianh giat nhan sy gitra cac khach
san cao cp nay di tré nén pho bién va cong khai
hon. Mic du cac co s& kinh doanh lwu tra cao cp
ngdy cang chu trong dén cong tic quan Iy nhan su
(trong d6 c6 chinh sach gitt chan nhiing lao dong
gi6i) nhung van phai luén déi dau véi tinh trang
nghi viéc rat cao ctia nhan vién.

Vi sao nhan vién lai thiéu trung thanh d6i voi to
chirc? Pau 1a nhimg yéu t6 anh huong dén long
trung thanh ciia nhan vién dbi véi to chirc? i co
nhiéu nghién ctru vé quan hé giita sy thoa man va
long trung thanh cta nhan vién, nhu: Mayer va
Schoorman (1992); Meyer va Allen (1996); Belling-
ham (2004); Elizabeth (2006); Ekmekei (2011). Tuy
nhién, & Viét Nam nhiing nghién ctru sau vé khia
canh nay trong linh vuc kinh doanh khach san van
con khé khiém ton.

2. Co s6' Iy thuyét

2.1. Tong quan cdc nghién citu va co sé Iy
thuyét

“Long trung thanh cta nhan vién d6i voi to chuc”
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1a mot trong nhitng chu dé dugc rat nhidu hoc gia
trong nudc va trén thé gidi quan tim khi nghién ctru
vé hanh vi t6 chirc. Ngay nay, nguoi ta thira nhan
long trung thanh cua nhan vién c6 cac khia canh
sau:

- Trung thanh hanh vi: Cac tac gia dé cap dén thoi
gian cong hién, 1am viéc lau dai cing t6 chie: Long
trung thanh cia nhan vién dbi véi t6 chirc thé hién
qua qua trinh lam viéc lau dai cung t6 chirc (Cook
va Wall 1980).

- Trung thanh thdi dé: Céc nha nghién ctu déu
tiép can long trung thanh lién quan dén: cam két &
lai v6i to chirc 1au dai, ¥ dinh ¢ lai 1au dai, ¥ dinh
no6i tét vé t6 chirc voi nguoi khac. Vi Mowday va
cong su (1979, tr.226) cho rang trung thanh 1a “y
dinh hodc mong mudn duy tri trang thai 1 thanh
vién cua to chtre”; ¥ dinh 6 lai lau dai ctia nhan vién
v6i t6 chtrc mic du ¢6 noi khac c6 101 dé nghi luvong
bong hip dan hon (Stum 2001); Theo Nachbagauer
va Riedl (2002) thi trung thanh bao gém: (1) Sin
long gidi thiéu cong ty minh nhu mot noi lam viéce
tdt; (2) San 1ong gidi thiéu cac san pham va dich vu
ctia cong ty; (3) C6 y dinh gin bé lau dai véi cong
ty.

- Sw thoa man va long trung thanh: Su thoa man
thuong dugc do luong cung véi long trung thanh
(Mowday va cong su, 1979). Su thoa man cong viéc
c6 thé 1a nhan té duy nhat (Price va Mueller, 1986;
Williams va Fletcher, 1996) hoac la cung véi cac
nhan t6 khac (Gaertner, 1999) c6 anh huong dén
1ong trung thanh cua ca nhan ddi voi t chirc. Nhu
vay, cac nhan t6 tac dong dén long trung thanh cua
nhan vién 14 nhiing yéu t6 thudc thanh phan cong
viéc. Thang do mirc d6 thoa man cong viée ndi tiéng
trén thé giGi 1a chi s6 mo ta cong viéc IDI (Job Dis-
criptive Index), cia Smith va cong su (1969) bao
gf")rn 5 khia canh: ban chat cong viéc; co hoi dao tao
va thing tién; lanh dao; dong nghiép va tién luong.
Gié tri va do tin cay cua JDI dugc danh gia rat cao
trong ca thuc tién 14n 1y thuyét (Mayer va Schoor-
man, 1992). Nghién ctru cta Tran Kim Dung va
Tran Hoai Nam (2005) cho rang, ddi voi mot nén
kinh té dang phat trién nhu Viét Nam, céc t chuc s&
¢6 duoc long trung thanh cua nhan vién bang cach
théa man 5 khia canh trén cung véi 2 khia canh
(phiic loi va diéu kién lam viéc), co thé goi do la
thang do diéu chinh AJDI cho phu hop véi diéu kién
cua Viét Nam (Adjust Job Descriptive Index).

- Ung dung ciia AJDI & Viét Nam: Va mot sb

thanh phan cua thang do nay da dugc rat nhiéu nha
nghién ctru & Viét Nam st dung va bd sung khi
nghién ctru vé murc d théa méin cong viéc cling nhu
10ng trung thanh cta nhan vién ddi vai t6 chirc nhu:

+ Vit Khic Pat do luong “Cac yéu té tac dong
dén long trung thanh ciia nhan vién tai vin phong
khu vuc mién Nam Vietnam Airlines” (2008), véi
sau thanh phan: ban chat cong viéc, dio tao - phat
trién, danh gia, dai ngd, lanh dao, moi trudng tac
nghiép;

+ Tran Pic Duy (2009) véi nghién ciru “Ung
dung cac phuong phap phan tich dir liéu da bién
khao sat muac do thoa man cong viéc, long trung
thanh véi Supervisor, gin két to chirc cia nhan vién
tai cong ty Scavi” di st dung 3 thanh phan: tién
lwong, moi truong lam viée va lanh dao;

+ Nguyén Thanh My Duyén danh gia long trung
thanh cua nhan vién & cong ty co phan Beton véi
sau thanh phan: méi truong lam viée, lwong, co hoi
thang tién, dong nghiép, khen thuong va phic loi;

+ Nguyén Thi Kim Anh (2010) khi do luong mtc
d6 théa man trong cong viéc cua nguoi lao dong tai
cong ty c6 phan Fresenius Kabi Bidiphar da st dung
7 thanh phan cua thang do AJDI va bién méi 1a
“danh gia cong viéc”;

+ Tuong ty, khi tiép cén trong linh vyc kinh
doanh khach san tai Nha Trang, tac gia Pham Héng
Liém v&i “Cac nhén té anh hudng dén sy gin bo cua
nhan vién ddi véi cong ty du lich Khanh Hoa”
(2011) da l1am 6 hon mirc d6 gan bo ciia nhan vién
cong ty du lich Khanh Hoa thong qua mdi quan hé
v6i sy hai long cong viéc va mdi quan hé véi sy gan
két. Tac gia cho rang: luong thuong, van hoa to
chtre, su trao quyén, thuong hiéu, phit hop véi muc
tiéu, su hd tro cua td chuc vira tac dong dén sy hai
10ng cong viée vira tac dong dén su gin bo. Trong
mo hinh d6 bién hai 1ong vira 13 bién phy thudc, vira
1a bién doc lap. Tuy nhién, trong cdc nhém nhan t6
tac gia bo qua nhan té “co hoi va thing tién”, trong
khi d6 nhan t6 nay ciing tic dong dang ké dén sy
gan bé cua nhan vién.

Trén co so thao luan nhom véi mot sé 1anh dao
lam vi€c trong nganh khach san, déng thoi dua trén
thang do diéu chinh AJDI cho phu hop véi diéu kién
cua Viét Nam (Adjust Job Descriptive Index) cua
Tran Kim Dung (2005) dé do ludng cac yéu t6 thanh
phan cua cong viée, cac tic gia di co mot s didu
chinh cho phu hop véi dic diém cua nganh nghé: 2
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yéu té “tién luong” va “phuc loi” clia thang do AJDI
dugc két hop va doi thanh “thu nhap va phuc 10i”,
cac tac gia thém vao yéu t& “ning lyc ban than”.
Yéu t6 nay chinh 1a bién méi ciia moé hinh. Cac
chuyén gia trong nganh kinh doanh khach san cao
cap déu dong ¥y rang: nhan lyc & linh vyc nay déu co
su tuyén chon k¥ ludng va doi hoi cao hon trong
nganh kinh doanh khach san noéi chung. Do do,
nhitng ngudi ¢6 ning luc ca nhan tt s& c¢6 nhidu co
hoi tring tuyén, nhiéu su lya chon va kha ning
thuyén chuyén cong viéc, ciing nhu roi bo to chirc
cao hon nhitng ngudi c6 ning luc han ché vi ho
mudn khing dinh ban than va gianh liy cac vi tri
cao hon trong nghé nghiép.

Cubi cung, nghién ciru d& xuit mo hinh gdm tam
yéu t6 tac dong dén long trung thanh ctia nhan vién
lam trong cac khach san cao cp tai thanh phd Nha
Trang: thu nhap va phuc loi; thuong higu t6 chirc;
nang lyc ban than; co hdi dao tao va thang tién; diéu
kién lam viéc; mbi quan hé voi cép trén; quan h¢ véi
ddng nghiép; ban chit cong viéc. Trong d6, mirc do
thoa man chung véi cac yéu té cong viée duoc 16ng
ghép vao mdi thanh phan cong viéc. Ngoai cac yéu
t6 trén, cac yéu t6 lién quan dén dic diém ca nhan
ciing c6 nhiing tac dong dén long trung thanh ciia
ngudi lao dong. Chung bao gém: gi6i tinh; tudi tac;
tinh trang hon nhan; trinh do hoc vén; chire danh.

3. Phwong phap nghién ciru

Nghién ctru dugc thuc hién theo 2 giai doan:

(1) Nghién ctru so bo voi phuong phap thao luan
nhém nham kham pha ra cac yéu té anh huong dén
su thda man cong viéc va long trung thanh ctia nhan
vién dbi v6i to chirc ngoai nhitng yéu t6 duoc dua ra
trong md hinh nghién ctru dé xut va chinh sira, bd
sung cac thudc tinh cua thang do luong. Sau khi
thao ludn, thang do chinh thuc gém 57 muc hoi dé
do luong 1ong trung thanh cia nhan vién dbi vai cac
khach san cao cdp tai thanh phd Nha Trang;

(2) Nghién ctru chinh thie dugc thyc hién b'ilng
phuong phap dinh lugong thong qua k¥ thuat phong
van truc tiép ngudi lao dong. Mau ¢ kich ¢d n =
310 va duoc lya chon theo phuong phap thuan tién.
Muc dich ctia nghién ctru 1a dé dénh gia do tin cay,
do gia tri cua thang do ludng cling nhu thuc hién cac
thong ké suy luan khac.

Thang do dugc thiét ké dua theo nhirng ti€u chi
sau: (1) Mirc d6 thoa mén véi cac yéu té thanh phan
ctia cong viée: do ludng bang thang do chi s6 mé ta

cong viéc JDI (Smith va cong su 1969) duoc Tran
Kim Dung (2005) diéu chinh vao diéu kién Viét
Nam (AJDI). Thang do c6 7 thanh phan: Ban chat
cong viéc, co hdi dao tao va thang tién, lanh dao,
dong nghiép, tién luwong, phic loi, diéu kién lam
viéc; (2) Long trung thanh cua nhén vién: dya vao
mo hinh thang do long trung thanh cua nhan vién
ctia Nachbagauer va Riedl (2002); Va thanh phan
trung thanh trong thang do OCQ (Mowday va cong
su 1979), duoc Tran Kim Dung va Morris, Abraham
(2005) diéu chinh cho phu hop véi diéu kién Viét
Nam.

No¢i dung cac thang do va cac khai ni¢ém trén
duoc ké thira va phat trién thanh ban cu hoi mo, tir
do6 xay dung duoc mot s6 bién trong thang do.

4. Két qua va thao luin

4.1. Théng ké mé td mau nghién ciru

Viéc khao sat dugc thuc hién trén 350 nhan vién
lam viéc toan thoi gian tai 5 khach san cao cép:
Sheraton Nha Trang, Michelia, Novotel, Sunrise va
Vinpear Land da dugc lya chon theo phuong phap
thuan tién. Sau khi thu thap va kiém tra, 40 mau bi
loai bo, cudi cung 310 ban cau hoi hoan tat dugc st
dung. Dir liéu duoc ma hoa, nhap liéu va lam sach
thong qua phan mém SPSS16.0. Nghién ciru nay
chon méu theo 6 bién kiém soat (Bang 1).

4.2. Kiém dinh thang do

Do tin cay va do gia tri cia thang do dugc kiém
dinh thong qua hai cong cu 1a hé sé Cronbach’s
alpha va phan tich nhan t6 EFA. Két qua phan tich
Cronbach’s Alpha & bang 2 cho thiy cac hé sé déu
c6 gia tri dao dong tir 0.834 dén 0.905. Vi vay, cic
thang do nay déu do ludng rét t6t cac khai niém.

Sau khi tién hanh kiém dinh da loai bot 5 chi bao
khong dat diéu kién, chi con 45 muc hoi cua bién
doc 1ap duoc chip nhan dua vao danh gia do gia tri.
Két qua phan tich EFA ciing da cho két qua 1a co 8
nhom nhan té duoc rat ra, gan gidng véi md hinh
ban dau. Két qua nay ching té mé hinh ban dau cua
nghién ctru dugc xay dung rét tt. Voi tong phuong
sai trich duoc 1a 70,56% cho théy cac nhan td trich
dugc trén day giai thich duoc 70,56% cac bién quan
sat.

Tiép tuc tién hanh phan tich EFA véi bién phy
thudc 10ng trung thanh, c6 thé thiy chi c6 mot nhom
nhan t6 dwoc rat ra va 01 thanh phan giai thich dwoc
66,701% bién quan sat.

4.3. Phan tich twong quan va hoi quy
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Bang 1: Théng ké md ta miu diéu tra

Pic diém S6 lwgng Ty 18 (%)
e, Nam 151 48.7
Gidi tinh Nir 159 513
Tur 18-29 tudi 176 56.8
D6 tudi Tu 30-39 tu()% 103 332
: Tir 40-49 tudi 21 6.8
Trén 50 tudi 10 32
Cap 3 33 10.6
Trung cap 58 18.7
Trinh dj hoc vin Cao Pang 64 20.6
Pai hoc 144 46.5
Sau dai hoc 11 35
. . . C6 gia dinh 143 46.1
Tinh trang hon nhdin Poc than 167 539
Dudi 1 nam 43 13.9
Tur 1 dén dudi 2 ndm 85 274
Thdm nién cong tac Tu 2 ndm -3 nam 73 23.5
T 3 ndm-dudi 5 ndm 66 213
Tu 5 nam trd 1€n 43 13.9
Nhén vién 205 66.1
Trudng ca 51 16.5
Chikc danh nghé nghiép %Z%S;tém = ?g ié
Phé/Trudng b phan 11 3.5
Giam doc 5 1.6

Nguon: Két qua xir Iy dir liéu ciia nhém tac gia, 2013

Bing 2: H¢ s6 Cronbach’s alpha va s6 lwgng bién quan sat

. S6 lugng bi€én quan sat Cronbach alpha So6 lrgng
Céc thang do Trude Sau Trude Sau__ | bién bj loai

1. Ban chat cong viéc 5 5 .875 .875

2. Thu nhép va phuc lgi 8 7 .886 .889 1

3. Thuong hi¢u t6 chirc 5 4 .740 872 1

4. Dicu kién lam viéc 8 5 .690 .834

5. Quan hé dong nghiép 5 5 .873 .873

6. Quan hé véi cap trén 8 8 905 .905

7. Co hoi dao tao thang tien 7 7 .896 .896

8. Nang lyc ban than 4 4 .853 .853

9. Long trung thanh 7 6 .878 .898 1

Tong 57 51

Mo hinh hdi quy boi duge xem co dang:

TT= B0 + B1*CT + B2*BC + B3*DN +
B4*NL+ B5*TH+ B 6*PL+ B 7*DT + B 8*DK

Trong dé: + Cdc bién doc lap la: CT (quan hé
cdp trén); BC (ban chdt céng viéc); DN (quan hé
dong nghiép); NL (ndng luc ban than); TH (thwong
hiéu té chirc); PL (chinh sdch phiic 1i); DT (co hgi
dao tao) va DK (diéu kién lam viéc).

+ TT: Long trung thanh ciia nhan vién (la bién
phu thuoc).

Budc dau tién khi phan tich hdi quy tuyén tinh la
xem xét cac moi quan hé twong quan tuyén tinh giira
bién phy thudc va timg bién doc lap, ciing nhu giira
cac bién doc 1ap voi nhau. Néu hé sd tuong quan
gitia bién phu thudc va cac bién doc 1ap 16n, chung
t6 giita chung c6 quan hé voi nhau va phan tich hoi
quy tuyén tinh c6 thé phu hop. Mt khéc, néu giita
cac bién doc 1ap ciing c6 twong quan 16n v6i nhau
thi d6 ciing 1a dau hiéu cho biét giita chiing co thé
xay ra hién tuong da cong tuyén trong md hinh hoi
quy tuyén tinh dang xét.
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Bang 3: Két qua phan tich nhéan té cia bién doc lap

Cac nhan to Bién quan sat Hé s0 tai SO bién

CT8 810
CT3 776
CT4 764

Quan hé v&i cip trén CTé6 755 7
CT5 750
CT7 707
CT2 630
BC2 812
BC3 779

Ban chat cong viéc BCl1 776 5
BC5 757
BC4 709
DNS5 .845
DNI 801

Quan hé véi dong nghiép DN2 797 5
DN4 738
DN3 714
NL3 872
< A NL4 849

Nang lyc ban than NL2 ~08 4
NL1 .740
THS 794
T TH4 710

Thuong hiéu to chirc THI =00 4
TH2 697
DT4 825

Co hoi dao tao DT6 776 3
DTS5 716
DK4 .790

Diéu kién lam viéc DK35 743 3
DK6 737
N7 794

Chinh sach phuc lgi TNS 710 3
TN6 .700

Tét ca cac hé sb tuong quan giira 8 bién doc lap
va phu thudc déu duong (xem bang 5), ching to ddy
1a quan hé ddng bién. Cu thé, hé sé twong quan giita
cAp trén v6i 1ong trung thanh 14 0.673. Tuong tu, hé
s6 tuong quan gitta ban chat cong viée, dong
nghiép, ning lyc, thwong hiéu, dao tao, diéu kién
lam viéc, phtc loi voi long trung thanh lan luot 1a
0.451; 0.396; 0.197; 0.551; 0.545; 0.412 va 0.540.
Nhu vy, mdi quan hé tuong quan chit ch& nhat 1a
gilta thang do “mdi quan hé cép trén” véi “long
trung thanh” vi ¢6 r = 0.673 va yéu nhat 1a giira
thang do “nang luc” véi “long trung thanh” (r =
0.197).

Ta thay tat ca cac hé sd tuong quan déu c6 hai ddu

Nguon: Két qua xir Iy dit liéu ciia nhém tac gia, 2013

sao (**) & canh gid tri. Nhu vay, néu ta str dung mirc
¥ nghia 1% (tirc 1a chap nhan gia thuyét sai 1a 1%)
thi gia thuyét hé s6 tuong quan cua tong thé bang 0
bi bac bo. Va tat ca cac gia tri Sig (2 tailed) cta cac
bién déu co gia tri 0.000 (rét nhd). Nhu vay, trén
thyc t& khong c6 mdi lién hé tuyén tinh nio trong
téng thé giita cac yéu to thanh phan cong viée va
1ong trung thanh cta nhéan vién. Do d6, co thé dua
tat ca 8 bién doc 14p nay vao mé hinh hdi quy dé giai
thich cho su thay dbi cua bién trung thanh.

Dé tién hanh phan tich hdi quy tuyén tinh boi, cac
bién dugc dua vao mo hinh theo phuong phap Enter.
Tiéu chuédn kiém dinh 14 tiéu chuin duoc xiy dung
vao phuong phap kiém dinh gia tri thong ké F va
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Biang 4: Phwong sai trich ciia cac bién phu thudc

Nhin 6 Eigenva‘lues Téng binh phu’(rng’hé s0 tai
ban dau da trich xuat

Toan phan 7 cua fr ?;Ong sai % tich lity | Toan phan 7o cua Fr}iglong sai %h;l;h
1 4.002 66.701 66.701 4.002 66.701 66.701
2 .786 13.097 79.798
3 423 7.047 86.845
4 332 5.533 92.378
5 241 4.020 96.398
6 216 3.602 100.000

Nguon: Két qua xir Iy dir liéu ciia nhom tac gia, 2013

Bing 5: H¢ s6 twong quan tuyén tinh giira 1ong trung thanh va cic thanh phin

CT | BC|DN| NL| TH| DT | DK| PL | TT
CT  |Hé sb twong quan 1 4137 3887 1917 4717 499" 3917 4987 .6737]
BC  [Hé¢ s tuong quan 1 | 2417 .142] 4717 4137 3467| 4847 4517
DN  [Hé¢ s tuong quan 1 | 1817 3727 3437 3417 3047 .396
NL  |H¢ s tuong quan 1 | 3827 2187 2707 2167 .197]
TH |Hé sb twong quan 1 4537 5507 54771 5517
DT  [H¢ s tuong quan 1 | 3917 5067 .5457
DK  |Hé sb trong quan 1 | 4637 4127
PL  [H¢ s tuong quan 1 5407
TT  |Hé sb twong quan 6737 4517 3967| 1977 5517 5457 4127 5407 1

Sig. (2-tailed) .000 | .000| .000| .000 | .000| .000 | .000 | .000

S6 quan st 310 | 310 | 310 | 310 | 310 | 310 | 310 | 310 | 310

Nguon: Két qua xir Iy dir liéu ciia nhém tac gia, 2013

Bang 6: Mé hinh tém tit phwong phap Enter

Théng ké thay ddi
R Hé sb 2 4x Sai s 5 Heé sb
}1\‘1/; (;1 R | tuong Rh(iirll;u chuan cua R tP.ay F thay Muc y Durbin-
quan | © uée luong| 401 46i |dfl [df2 | nghia F | Watson
thay doi
1 | .753%p68 560 | .56908 568 (79789 | 5 304 .000 1.735

Nguon: Két qua xir ly dir liéu ciia nhém tac gia, 2013
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Béang 7: Mo hinh phan tich ANOVA
M6 hinh Toéngbinh | Bacty | Binhphuong | Gia tri théng| Mucy
phuong do trung binh ké F nghia
1 [Phin giai thich 129.197 5 25.839 79.789 .000°
Phan du 98.450 304 324
Tbng cong 227.647 309

Nguon: Két qua xir Iy dir liéu ciia nhom tac gia
xac dinh x4c suét twong ng cua gi tri thong ké F,
kiém dinh méc do phu hop gitta mau va tong thé
thong qua hé s6 xac dinh R2 Cong cu chan doan
gitip phat hién sy ton tai cia cong tuyén trong dir
liéu duoc danh gia mac d6 cong tuyén lam thoai hoa
tham s6 wéc lwong 1a: Hé sé phong dai phuong sai
(Variance inflation factor — VIF). Quy tic 1a khi VIF
vugt qua 10, d6 1a déu hiéu cua da cong tuyén
(Hoang Trong va Chu Nguyén Mong Ngoc, 2008).

Két qua hdi quy cho thay 8 bién doc lap trén déu
c6 tuong quan voi bién 1ong trung thanh véi muc y
nghia 5% va R hiéu chinh = 0.560. Diéu nay cho
thdy mdi quan hé giira bién phu thudc va bién doc
lap tuong ddi chat ché, ca 8 bién trén giai thich
56.0% su khac bi¢t muc do trung thanh cua nhan
vién dbi v6i khach san. Va hé sb Durbin- Watson =
1.735 gan bang 2, diéu nay cho thady mé hinh khong
c6 hién tuong tu twong quan.

Gia tri thong ké F 1a mot kiém dinh gia thuyét vé
d6 phu hop ctia mé hinh hdi quy tuyén tinh téng thé.
Ta thiy F = 79.789 véi mirc y nghia = 0.000 chimng
to ta c6 thé bac bo gia thuyét cho rang tat ca cac hé

s6 hdi quy bang 0, nghia 1a mé hinh hdi quy 1a phu
hop véi dir liéu nghién ctu, cod thé su dung dugc va
c6 ¥ nghia thong ké.

Véi do chép nhén cua bién nhoé hon 2 va hé sb
phong dai phuong sai cta cac bién 16n hon 1 (nho
hon 10), cho thiy cac bién doc 1ap khong c6 mdi
quan hé chit ch& v6i nhau. Diéu nay ching to khong
c6 hién tuong da cong tuyén xay ra. Do vay, phuong
trinh hoi quy c6 thé st dung dugc.

Pé mbi quan hé giira cac nhan t6 va sy thoa méin
c¢6 y nghia thi mirc ¥ nghia < 0.1 va cac hé s Beta
déu khac 0. Nhu vay, hau hét cac bién déu thoa man.

Phuong trinh hdi quy tuyén tinh dugc viét lai nhu
sau ( xem bang 8):

TT =0.411*CT + 0.186*TH + 0.167*DT +
0.128*PL +0.072*DN

Tam quan trong ctia cac bién doc 1ap trén ddi voi
bién trung thanh dugc xac dinh can cr vao hé )
Beta di chuan hoéa. Néu gia tri tuyét dbi ciia hé sd
Beta cta yéu t6 nao cang 16n thi cang anh huong
quan trong dén 10ng trung thanh cua nhan vién dbi
v6i khach san. Do d6, anh hudng quan trong nhat

Bang 8: Két qua hdi quy sir dung phwong phap Enter

Hé sb Beta chua |Hé sévBeta da Théne ké da cone tuvé
chuén héa chuén héa ong ke da cong tuyen
M6 hinh T Sig. ; ] .
B bo I%Ch He s6 Beta bo cﬂhap~ ?han H¢ s6 phong .de,u
chuan cua bicn phuong sai
(Hang s6) 577 234 -2.466 | .014
Cép trén 481 .056 411 8.554 | .000 .617 1.621
DPdng nghiép 095 .056 .072 1.686 | .093 .790 1.266
Thuong hi¢u 214 .056 .186 3.845 | .000 611 1.636
Pao tao 185 .052 167 3.537 | .000 .635 1.576
Phic loi 139 .054 128 2.591 | .010 .585 1.710

Nguon: Két qua xir Iy dit liéu ciia nhom tac gia, 2013

Sé 204(11) thing 6/2014

121

Kinh téPhat trién




dén 1ong trung thanh ciia nhan vién 1a yéu té cp
trén (Beta = 0.411), thtr hai 1a yéu t6 thuong hiéu
(Beta = 0.186), thtr ba 13 yéu t6 co hoi dao tao (Beta
=0.167), thi tu 1a yéu t6 phuc loi (Beta = 0.128) va
cudi cung 13 yéu t6 ddng nghiép (Beta = 0.072). Va
cac bién déu anh huong cung chiéu voi 1ong trung
thanh ctia nhan vién.

Nhu vy, sau khi tién hanh kiém dinh m hinh, da
cho thdy c6 nim thanh phan c6 anh hudng dén sy
long trung thanh cta nhan vién ddi véi cac khach
san cao cdp tai thanh phd Nha Trang. Két qua
nghién ciu cta dé tai nay co nhimg diém twong
dong voi cac nghién ctu trude ddy vé long trung
thanh va sy grfm két ciia nhan vién véi to chire, mic
du c6 su khac nhau vé cach dit tén cho mdi nhén tb.

V6i két qua do, dé tai nay da co nhitng dong gop
nhat dinh vé mit 1y thuyét ciing nhu tmg dung thuc
tidn trong cong tac quan tri nhan su tai ddi v6i linh
vuc kinh doanh khach san cao cép tai thanh phé Nha
Trang.

Nghién ctru ciing chi ra rang c6 su khac nhau vé
muc do trung thanh cta cac nhan vién theo cac dac
diém nhan khau hoc nhu: gi6i tinh, tudi tac, trinh
trang hon nhan, trinh d¢ hoc vén, thAm nién cong tac
va chtrc danh nghé nghiép.

(1) Gioi tinh: Nt ¢c6 mtc d trung thanh cao hon
nam;

(2) Tuéi tic: Co sy khac nhau vé mic do trung
thanh trong cac nhom tudi. Nhom tudi tir 30 dén 39
va nhom tir tudi 40 dén 49 thi c6 muc d6 trung thanh
cao hon nhom tudi tir 18 dén dudi 29 tudi;

(3) Trinh dé hoc vin: Ciing c6 su khac nhau gitra
4 nhém hoc van dén 1ong trung thanh. Trong do,
nhom trinh d¢ dai hoc it trung thanh hon so voi
nhém cap 3, nhom trung cip va nhém cao ding;

(4) Tinh trang hon nhdn: Nhém co gia dinh trung
thanh hon nhoém ddc than;

(5) Thdam nién céng tac: Co su khac nhau vé mirc
do trung thanh gitta 4 nhém tham nién. Tuy nhién,
nhom c6 tham nién tur 5 ndm trd 1€n thi trung thanh
hon nhom c¢6 tham nién dudi 1 nam, hon nhom tir 1
dén dudi 2 ndm va hon nhom tir 2 dén dudi 3 nam;

(6) Chitc danh hién tai: Nhoém nhan vién dugc
danh gia véi mirc d6 trung thanh thip hon so véi
nhom giam sat va trudng ca.

4.4. Tinh moi ciia nghién ciu

Mot diém dang luu ¥ 1a trong qua trinh kiém

dinh, thanh phan ning lyc ban than khong c6 ¥
nghia thong ké: Chua khing dinh dwoc mdi lién hé
gilta nang luc ca nhan va mac do trung thanh cia
nhan vién véi to chirc. Co thé 1a do ddi twong nghién
cuu la cac nhan vién dang lam viéc trong cac khach
san cao cép nén trinh d6 va chuyén moén cua ho da
duogc khiang dinh hon so v6i cac khach san cip thap.
Dé c6 thé nhan dinh day du vé tac dong cua ning
luc ca nhan nhan vién dén long trung thanh, co 18
can mo rong ddi twong nghién ciru cho cac khach
san cdp thap hon (2 va 3 sao).

Bén canh do, mdt sy khac bi¢t dang quan tam
khac 1a d¢ tai da phat hién ra méi lién hé duong giira
thuong hi€u ctia mdt cong ty voi long trung thanh
ctia nhan vién véi cong ty d6. Su xuat hién cua yéu
t6 thuong hiéu cong ty ham y ring cic nha quan ly
nén thay ddi cach thirc quéan tri nhan sy. Thay vi chi
chu trong dén cai to chinh sach, ché d6 dai ng, to
chirc d6 can quan tim dén viéc ning cao hinh anh,
uy tin thuong hi€u cua don vi minh.

Mot van dé tha vi nita 13 két qua nghién ctru cho
thdy khi ngudi lao dong trong cac khach san cao cp
lai quan tim dén co hoi duoc dao tao hon 13 co hoi
thang tién. Thong thuong 2 thanh phan dao tao va
thang tién thuong dwoc nhém chung voi nhau. Vi
dao tao thudong nhim muc dich cudi cing 13 thing
tién hodc nang cao hiéu qua lam vi€c cua nhan vién.
Hon nita, theo suy luan logic thong thuong, da s6
con ngudi thich duge thiang tién trong cong viéc hon
1a viéc duoc dao tao. Tuy nhién, véi nghién ctru nay,
thi ngudi lao dong trong cac khach san cao cip quan
tam nhiéu dén cac co hoi duoc dao tao trong khi do6
thanh phan thing tién khong c6 ¥ nghia thong ké.
Phai ching, ho muén dugc tich liy nhimg kinh
nghiém tir khach san hién tai dé c6 co hoi thing tién
& mot khach san nao dé hon.

4.5. Hudng phdt trién cho cdc nghién civu tiép
theo

Nghién ctru nay chi thyc hién ddi véi phan khiic
la cac khach san cao cip trong thanh phé Nha
Trang, nén chi ¥ nghia thuc tién véi cac don vi kinh
doanh luu tra cao cip. Néu duoc thyc hién mé rong
cho cac don vi kinh doanh luu trG nho hon trong
nganh thi nghién ctru ¢6 thé s& duoc so sanh va xay
dung mot hé thong thang do chung cho toan nganh.

Nghién ctru chua dua vao nhimng yéu t xa hoi co
anh huong dén mutc do trung thanh cia nguoi lao
dong: ban be, gia dinh...
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Day 1a nghién ciru mang tinh kham pha trong linh
vuc kinh doanh luu tri cao cap nén mé hinh nghién
ctru dua ra don gian. Do vy, chi ¢6 thé ap dung cac
phuong phap kiém dinh théng thuong (d6 tin cay,
do gia tri). Vi vay, can ¢o nhitng nghién ctru sdu hon
v6i mo hinh phtic tap hon dé c6 thé sir dung cac
phan tich khang dinh (phan tich nhan té khang dinh
CFA va kiém dinh md hinh SEM).

5. Két ludn

Vi nghién ctu nay, nhom tac gid hy vong sé
mang lai cai nhin tong quat hon vé nganh kinh
doanh khach san cao cép 0 Nha Trang. Cu thé, két
qua cho thy long trung thanh ctia nhan vién voi cac
khach san bi anh huong truc tiép béi ndm nhan td.
Trong do, yéu t& quan hé véi cp trén c6 anh hudng
manh nhat &én muc do trung thanh cua nguoi lao
dong, thtr hai 1a yéu tb thuong hi¢u td chuc, tht ba
la co hdi dao tao, thr tu la chinh sach phuc lgi va

cubi cung 12 mdi quan hé véi dong nghiép. Tir do,
cac nha quan 1y cac khach san cao cap & Nha Trang
can quan tAm tap trung cai thién theo cdc nhom trén
dé nang cao long trung thanh nhan vién véi khach
san minh. Cac nhom trén dai dién cho céc ti€u chi
kiém dinh.

Nghién ctru di gép phan hoan thién hé thong
thang do 1ong trung thanh ciia nhan vién ddi véi t6
chirc. Nghién ctru ciing cho thdy c6 sy khac biét vé
long trung thanh cta nhéan vién theo yéu td “ning
luc ca nhan”. Két qua nay cang khing dinh thém
tinh diing dén trong mé hinh dong nhan lyc ctia Shi
(2007): Nguoi lao dong c6 nang luc ca nhan cao thi
kha nang thay d6i cong viéc cang cao. Tuy nhién,
can c6 nhitng nghién ctru siu hon trong twong lai dé
khing dinh thém mdi quan hé mdi nay & Viét
Nam.(J
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A study on factors that affect employees’ loyalty in luxury hotels in Nha Trang city

Abstract

The study used quantitative methods and is based on the survey from 310 employees currently working in
the luxury hotel (the hotel standards 4 and 5 stars) in Nha Trang city to determine the influence of the fac-
tors affecting their loyalty. The model consists of eight components, proposed based on scale AJDI which
was adapted from scales JDI to suit the conditions of Vietnam with two additional factors: "personal
capacity” and "brand". The research results showed that there are five components influencing employee's
loyalty to the organization: relationships with superiors, training opportunities, colleague relations, wel-
fare policies and brand. In particular, the relationship with superiors is a key factor to influence employ-
ee loyalty.
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