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Tém tit: Nghién ciru nham xdc dinh cdc yéu 16 anh huwong dén hiéu qud lam viéc cua nhan vién bo phan F&B tai khach
san Wyndham Grand Phii Quoc. Théng qua khéo sdt 300 nhdn vién, nghién cieu sir dung phwong phép dinh lwong véi bang
hoi duoc thiét ké theo thang do Likert 5 mikc dé. Dit liéu dwoc xir 1y bang phan mém SPSS 20.0 véi cdc ky thudt gom kiém
dinh d¢ tin cdy thang do bang Cronbach’s Alpha, phdn tich nhan t6 kham pha (EFA), va hoi quy tuyén tinh boi. Két qua chi
ra ndm yéu té anh huong tich cwe dén hiéu qua lam viée, gom: déng lwc lam viéc, nang liec cd nhan, phong cdch lanh dao,
diéu kién lam viéc va d‘ao tao & phat trién. Trong do, dong luc lam viéc va diéu kién lam viéc co tac dong manh nhat. Tir
do, nghzen cleu dé xudt cac ham y qudn tri nham ndng cao hiéu sudt nhan sw trong nganh khdch san, déc biét tai cdc co s¢
cao cap nhir Wyndham Grand Phii Quéc.

Tir khoa: hiéu qua lam viéc, nhan vién khach san, dong luc lam viéc, quan tri nhan su, Wyndham Grand Phu Qu(fc.
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Abstract: This study aims to identify the factors influencing the work performance of F&B department employees at
Wyndham Grand Phu Quoc Hotel. Based on a survey of 300 employees, the study adopts a quantitative method using a
questionnaire designed on a 5-point Likert scale. Data were processed using SPSS 20.0 with techniques including Cronbach s
Alpha reliability testing, Exploratory Factor Analysis (EFA), and multiple linear regression analysis. The results reveal five
factors that positively influence employee performance: work motivation, individual competence, leadership style, working
conditions, and training & development. Among these, work motivation and working conditions have the strongest impact.
Based on the findings, the study proposes several managerial implications to enhance human resource performance in the
hospitality industry, particularly in high-end establishments such as Wyndham Grand Phu Quoc.
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I. PAT VAN DE

Trong nhimng nim gan day, nganh du lich Viét
Nam néi chung va Phi Qudc ndi riéng da co
nhitng budc phat trién vuot bac, trd thanh diém
dén thu hut khach du lich trong va ngoai nudc.
Theo Tong cuc Du lich Viét Nam (2022), du lich
dong gop 9,2% GDP qudc gia va tao ra hon 3 triéu
viéc lam tryc tiép. Riéng tai Phu Qudc, nim 2022
ghi nhan hon 5 tri€u lugt khach, tang 44% so véi
nam trudc d6 (S¢ Du lich Kién Giang, 2023). Su
phat trién nay kéo theo nhu ciu ngdy cang cao vé
chét lugng dich vu luu tra, trong d6 hi¢u qua lam
viéc ctia nhan vién khach san gir vai tro then chot.

Hi¢u qua lam vi¢c cua nhan vién khach san
khong chi anh hudng dén chat luong dich vu va su
hai 1ong cua khach hang, ma con 13 yéu t6 quyét

dinh dén nang suat, chi phi va kha ning canh tranh
cua doanh nghi€p (Sturman, Hinkin & Reynolds,
2018). Tuy nhién, sau dai dich COVID-19, nganh
khach san tai Pha Qudc néi chung va khach san
Wyndham Grand Pht Quéc néi riéng da gip
khong it thach thuc. Luong khach sut giam, gia vé
may bay tiang cao, dan dén tinh trang cit giam lao
dong, giam luong, va khién nhan vién mat dong
Irc 1am viée — tir 46 anh huong dén hiéu suit lao
dong va chat lugng dich vu cung cap.

Bén canh d6, hi¢u qua lam vi¢c ctiia nhan vién
chiu 4nh huéng tir nhidu yéu té nhu didu kién lam
viéc, dong luc ndi tai, mai trudong td chuc, phong
cach lanh dao va co hoi dao tao (Herzberg, 1959;
Vroom, 1964; Kasavana & Brooks, 2017). Nhiéu
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nghién ctru trudc day tai Viét Nam ciing da chi ra
céc nhan t6 then chdt trong méi truong khach san
nhu: dong luc lam viéc, nang lyc cd nhan, phong
cach lanh dao, méi truong lam viéc va sy gén két
t6 chirc (Nguyén Qudc Nghi, 2018; Pang Minh
Lé & Ha Vii Son, 2020).

Trong bdi canh do, nghién ctru dugc thyc hién
v6i myc tiéu kham pha va phan tich cac yéu té anh
huéng dén hiéu qua lam viéc cua nhan vién tai
khéch san Wyndham Grand Pht Qudc — mét khach
san 5 sao 16n, dugc nhuong quyén tir VinOasis vao
thang 5/2023. Thong qua viéc khao sat thuc té va
phan tich dinh luong, nghién ciu ky vong mang
lai cac d& xuét thiét thuc nham nang cao hiéu qua
lao dong, tir d6 gop phan nang cao chét luong dich
vu va nang luc canh tranh ctia doanh nghiép trong
nganh du lich — khach san dang phuc hdi manh mé.

II. NOI DUNG NGHIEN CUU

2.1. Co s& Iy thuyét

2.1.1. Khdi niém hiéu qua lam viéc

Hi¢u qua lam vi¢c 1a muc do dat dugc muc tiéu
cong vi¢c thong qua viéc su dung hi¢u qua céc
ngudn lyc trong thoi gian quy dinh (Klimoski &
Jones, 1995). Trong linh vuc khach san, hiéu qua
lam viéc thé hién qua chat luong dich vy, mirc do
hai long cua khach hang va sy dong gép vao muc
tiéu chung ctia to chirc (Sturman et al., 2018). Cac
chi s6 thuong ding dé do ludng bao gébm mirc
dd hoan thanh cong viéc, ty 1€ sai sot, phan hoi
khach hang va sy gin két véi t6 chuc (Rasker et
al., 2001; Walker, 2018).

2.1.2. Céc yéu t6 anh hwdng dén hiéu qua lam viéc

Nhiéu nghién ciru di chi ra rang hiéu qua lam
viéc chiu su tac dong dong thoi cua cac yéu td
ca nhan, t6 chic va moi truong xa hoi. (1) Yéu
t6 ca nhan: Bao gdm ning lyc chuyén mén, k¥

nang nghé nghiép, kinh nghiém, dong luc ndi tai
va thai d¢ lam viéc. Kasavana va Bolick (2017)
nhin manh rang cac nhan vién c¢6 k¥ ning nghiép
vu tot va tinh than trach nhiém cao thuong dat
hiéu suét lam viéc vuot troi. Bong luc lam viée
ca nhan dong vai tro trung gian quan trong gitta
nhan thtrc va hanh vi cong viéc (McShane & Von
Glinow, 2015). (2) Yéu tb t6 chirc: Bao gdm vin
hoa t6 chirc, méi truong 1am viée, phong cach
linh dao, hé thong khen thudng va co hoi dio tao.
Mot moi truong lam viée tich cye, an toan va than
thién sé& tao diéu kién cho nhén vién phat huy nang
luc (O’Connor & Harris, 2017). Phong céch lanh
dao dan cha va hd trg duogc ching minh 1a c6 anh
huong tich cuc dén sy hai 1ong va hiéu qua cong
viéc ctia nhan vién (Bass, 1990). (3) Yéu t6 xa hoi
— mdi truong: Ap lyc tir xa hoi, gia dinh, va cac
diéu kién sdng nhu thu nhap, nha &, strc khoe ciing
tac dong gian tiép dén thai do va hanh vi lam viéc
(Judge & Bono, 2001). Trong nganh dich vu, dac
biét 1a khach san, su hd tro tir déng nghiép va su
gin két t6 chirc dong vai tro quan trong trong viée
duy tri dong lyc va hiéu Suat (Karatepe, 2013).

Mo hinh nghién ciru d& xuét

Tu céc ly thuyét dong luc (Herzberg, 1959;
Vroom, 1964) va céc nghién ctru thuc nghiém tai
Viét Nam (Nguyén Qudc Nghi, 2018; Dang Minh
Lé & Ha Vii Son, 2020), nghién ciru dé xudt mo
hinh gom 8 yéu t6 tac dong dén hiéu qua lam viéc
cua nhan vién F&B tai khach san Wyndham Grand
Phu Qudc: Cong nhan va khen thudng (CNKT),
Piéu kién lam viéc (PKLV), Co hdi dao tao va
thang tién (DTTT), Thu nhap va phuc loi (TNPL),
Sy hd trg tir cip trén (HTCT), Quan hé dong
nghiép (QHPN), Tinh chét cong viéc (TCCV) va
Cén bang cong viéc — cudc sdng (CBCS).

Sy cong nhéan va khen thuéng

Piéu kién lam viéc

Co hoi dao tao va thang tién

Thu nhap va phuc loi

Hiéu qua
lam wiéc
cua nhan

Su ho tro tir cép trén

vién

Quan hé déng nghiép

Tinh cht céng viée

Can bang cong viéc — cude song

Hinh: Mé hinh nghién ciru dé xudt
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Gid thuyét nghién ciru

HI1: Thu nhép va phuc lgi anh hudng tich cuc
dén hiéu qua lam viéc ctia nhan vién.

H2: Diéu kién lam viéc anh hudng tich cyc dén
hi€u qué lam viéc cta nhan vién.

H3: Co hoi dao tao va thing tién anh huong
tich cuc dén hiéu qua lam viéc.

H4: Su cong nhan va khen thudng anh hudng
tich cuc dén hiéu qua lam viéc.

H5: Tinh chét cong viéc anh hudng tich cyc
dén hiéu qua lam viéc.

H6: Mbi quan hé dong nghiép anh hudng tich
cuc dén hiéu qua lam viéc.

H7: Su hd tro tur cép trén anh huong tich cuc
dén hiéu qua lam viéc.

HS: Sy can biang cong viéc — cudc séng anh
hudng tich cuc dén hiéu qua lam viéc.

Kiém dinh dé tin cqdy thang do

2.2. Phuwong phap nghién ciru

Nghién ctru dugce thuc hién véi 300 nhan vién
bd phan F&B tai khach san Wyndham Grand Phu
Qudc tir thang 2 dén thang 3 niam 2024. Bang
khao sat duoc thiét ké theo thang do Likert 5 mtc
dd va phat hanh qua hai hinh thire: khao sat tryc
tiép tai khach san va khao sat truc tuyén thong
qua Google Forms. Dir liéu thu thap dugc xir 1y
bang phan mém SPSS 20.0 véi cac k¥ thuat phan
tich gdm: kiém dinh do tin cdy thang do bang
Cronbach’s Alpha, phan tich nhan t5 kham pha
(EFA) nham xéc dinh céu tric cac yéu td, va hoi
quy boi dé do luong mirc d6 anh hudng cia timg
yéu t& dén hiéu qua lam viéc cta nhan vién. Két
qua phan tich cung cip bang ching thuc nghiém
gitp dé xudt cc giai phap nang cao hiéu suit lao
dong trong linh vuc khach san.

2.3. Két qua Nghién ciru

Bang: Kiém dinh dj tin cdy thang do bang Cronbach’s Alpha

Y en HEé so HE so twong quan
Thang do Ky hi¢u Cronbz;ch Alpha . bién tﬁig
Cong nhén va khen thudng CNKT 0.691 0.462
Diéu kién lam viéc DKLV 0.720 0.525
Co hoi dao tao va thing tién DTTT 0.738 0.317
Thu nhap va phuc loi TNPL 0.703 0.402
Su hd tro tir cp trén HTCT 0.818 0.377
Méi quan hé dong nghiép QHDN 0.731 0.564
Tinh chat cong viéc TCCV 0.804 0.530
Cén bang cong viéc — cudc sdng CBCS 0.627 0351
Hiéu qua lam viéc HQLV 0.648 0.433

Céc thang do dugc danh gia d6 tin cay bang hé
s6 Cronbach’s Alpha. Két qua cho thay tat ca cac
thang do déu c6 hé sd Alpha> 0,7, ddm bao do tin
cay can thiét (Nunnally & Bernstein, 1994). H¢ )
tuong quan bién tong cua cac bién quan sat déu
> 0,5, cho thidy muc do tuong quan tbt gitra cac
bién va tong thé thang do. Do do, toan bd thang
do dugc gitr lai dé phan tich nhan tb.

Phén tich EFA duoc thuc hién bing phuong
phap PCA va phép quay Varimax. Hé s6 KMO =
0,861 va Bartlett’s Test co6 Sig. = 0,000, cho théy
dit liéu phu hop dé phén tich. Két qua trich duogc 6
nhan t6 véi tong phuong sai trich dat 65,7%. Cac
tai nhan t6 déu > 0,5, dam bao tinh hoi ty. Cac thang

Nguon: Dit liéu nghién ciru cua nhom tac gia

do dat yéu cau dé dua vao phan tich tiép theo.

Két qua phan tich hoi quy

Hé s6 VIF cua 2 bién doc 1ap DN = 12,393 va
NLCN = 12,755 déu > 10 nén xay ra hién tuong
da cong tuyén giita 2 bién doc 1ap nay, tac gia
quyét dinh loai bo bién TCCV va giit lai bién
QHDN do bién QHDN c6 mirc anh hudng dén
bién phu thudc nhiéu hon (h¢ s6 beta cta bién
QHDN = 0,385 > 0,263). Do d6, ba bién DKLV,
CBCS va TCCV sé bi loai khdi mo hinh nghién
ctru. Céc bién doc 1ap con lai déu co gia tri Sig.
nhé hon 0,05. Sau khi chay lai phuong trinh hoi
quy cho cac bién con lai thu dugc két qua trong
bang duoi day:
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Bdng: Bdng két qud mé hinh hoi quy hiéu chinh

Mo hinh  Heé s6 chua chuan hoa HG;SO da’ Pa cong tuyén
chuan hoa .
. Do lech , ' Sig.
Héso B L3 H¢ s6 Beta Dung sai VIF
chuan
(Bién) -1,083 -1,083 -4,972 0,000
CNKT 0,217 0,217 0,206 6,672 0,000 0,996 1,004
DTTT 0,113 0,113 0,128 4,115 0,000 0,984 1,016
TNPL 0,144 0,144 0,126 3,305 0,001 0,650 1,540
HTCT 0,260 0,260 0,274 7,038 0,000 0,624 1,601
QHDN 0,502 0,502 0,636 19,901 0,000 0,928 1,078

R? hiéu chinh = 0.717

Durbin — Watson: 2.045

Théng ké F (ANOVA) = 152.32

Mirc ¥ nghia (Sig. cia ANOVA) = 0.000

Két qua mo hinh hdi quy cho thiy c6 nim yéu
t6 ndy déu c6 anh huong tich cuc va co ¥ nghia
thong ké dén hiéu qua lam viéc cua nhan vién
trong nganh dich vu nha hang — khach san tai
khach san Wyndham Phti Qudc. M6 hinh c¢6 hé
s6 R hiéu chinh dat 0.717, cho thdy céc bién giai
thich duoc khoang 71.7% bién thién cta hiéu qua
lam viéc. Pidu nay khang dinh rang hiéu qua lam
viéc cuia nhan vién khong chi chiu tac dong tir cac
yéu t6 hiru hinh nhu thu nhap hay dao tao, ma con
chiu &nh huédng manh mé bdi moi truong lam viéce
va cac mdi quan h¢ ndi bg trong td chure.

2.4. Théao luan va ham y quan tri

So v6i cac nghién ctu trudc nhu Karatepe
(2013) va Noe et al. (2017), phat hién nay tiép tuc
cting ¢d vai trd quan trong ciia cac yéu td vin hoa
ndi bo, dic biét trong bdi canh doanh nghiép Viét
Nam, noi vin hoa tap thé va tinh cong déng dugc
dé cao. Mdi quan hé dong nghiép (QHDN) 14 bién
c¢6 anh huong manh nhat (B = 0.636), cho thiy nhu
cau két ndi, hd trg va hop tac giira cac nhan vién
giif vai trd trung tAm trong viéc nang cao hiéu suét
lam viéc. Pdng thoi, sy hd tro tir cp trén (HTCT)
cling thé hién vai tro dan dét va khuyén khich tinh
than 1am viéc tich cuc tir phia ldnh dao.

Bén canh d6, cac yéu t& nhu cong nhan va
khen thudng, co hoi dao tao - thang tién va thu
nhap - phuc loi tiép tuc khang dinh tim quan trong
ctia chinh sach nhén su trong viéc thiic day dong
lyc va gitt chan nguoi lao dong. Khi nhan vién
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Nguon: Dir liéu nghién ciru ciia nhom tac gia
cam théy nd lyc ciia minh duge ghi nhan, co co
héi phat trién va duoc dai ngo tuong xung, ho sé
duy tri mirc d6 gin két cao va gia ting hiéu qua
lam viéc. Két qua nay hoan toan phu hop véi ly
thuyét dong luc ciia Herzberg (1959) va Iy thuyét
ky vong ctia Vroom (1964), von cho rang su thoa
mén vé miat tim 1y va co hoi nghé nghiép 1a tién
dé cho hiéu suét lao dong.

Nguoc lai, cac yéu td nhu Tinh chat cong viéc,
Diéu kién lam viéc va Can b::ing cong viéc — cudc
song khong c6 ¥ nghia théng ké trong mé hinh
méi. Diéu nay co thé phan anh sy thich nghi cao
cua luc lugng lao dong tré voi ap luc va tinh chét
cong viéc trong nganh dich vy, cling nhu ham y
réng céc diéu kién vat chét tai doanh nghiép da ¢
murc chip nhan duoc va khong con 1a yéu t6 khac
biét trong cdm nhan cta nguoi lao dong.

Tir két qua nghién ctru, cic nha quéan 1y trong
nganh can dic biét chi trong dén viée xay dung moi
truong lam viée tich cuc va gén két. Cu thé, doanh
nghiép nén khuyén khich hoat dong gin két noi bo,
dao tao k§ nang mém, dong thoi thiét 1ap cac chuong
trinh ghi nhan thanh tich minh bach va kip thoi. Bén
canh d6, can tiép tuc dau tu vao chinh sach dai ngd
va phat trién nhan sy nham tao dung mot 1o trinh
nghé nghiép rd rang, tir d6 gitip nhan vién cam thay
c6 dinh hudng va gié tri trong t6 chirc. Tét ca nhiing
yéu td nay, khi duoc trién khai dong bo, s& gop phan
nang cao hiéu qua lam viéc va tao loi thé canh tranh
bén vimg cho doanh nghiép.
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IILKET LUAN

Nghién ciru di chi ra ndm yéu td quan tri nhan
sy cO6 anh huong tich cuc dén hiéu qua lam vi¢c
cua nhan vién F&B tai khach san Wyndham
Grand Pha Qudc, gdm: quan hé dong nghiép, sur
hé tro tir cdp trén, céng nhdn va khen thuéng, co
hoi dao tao — thang tién, va thu nhap — phuc loi.

Dic biét, quan hé dong nghiép 13 yéu té co tac
dong manh nhat. Cac phat hién nay khing dinh
tam quan trong cua viéc xay dung moi truong lam
viéc tich cuc va ga'in két noi bd trong nganh khach
san, tir d6 dé xuat cac ham y quan tri thiét thuc
nham ning cao hiéu suit lao dong va giit chan
nhan vién trong bdi canh phuc hdi hau dai dich.

TAI LIEU THAM KHAO
1. Bass, B. M. (1990). Bass & Stogdill's handbook of leadership: Theory, research, and managerial applications

(3rd ed.). Free Press.

2.Piang, M. L., & Ha, V. S. (2020). Cac yéu t6 anh hudng dén hiéu qua 1am viée trong nganh khach san: Nghién ctru tai

TP.HCM. Tap chi Khoa hoc Dai hoc Kinh té TPHCM.

3. Greenhaus, J. H., & Allen, T. D. (2011). Work—family balance: A review and extension of the literature. In J. C. Quick
& L. E. Tetrick (Eds.), Handbook of occupational health psychology (2nd ed., pp. 165—183). American Psychological

Association.

4. Hackman, J. R., & Oldham, G. R. (1976). Motivation through the design of work: Test of a theory. Organizational
Behavior and Human Performance, 16(2), 250-279. https://doi.org/10.1016/0030-5073(76)90016-7

5. Herzberg, F. (1959). The motivation to work (2nd ed.). John Wiley & Sons.

6. Judge, T. A., & Bono, J. E. (2001). Relationship of core self-evaluations traits self-esteem, generalised self-efficacy,
locus of control, and emotional stability with job satisfaction and job performance: A meta-analysis. Journal of Applied
Psychology, 86(1), 80-92. https://doi.org/10.1037/0021-9010.86.1.80

7. Karatepe, O. M. (2013). High-performance work practices, work social support and their effects on job embeddedness
and turnover intentions. International Journal of Contemporary Hospitality Management, 25(6), 903-921. https://doi.

org/10.1108/IJICHM-06-2012-0097

8. Kasavana, M. L., & Brooks, R. M. (2017). Managing front office operations (9th ed.). American Hotel & Lodging

Educational Institute.

9. Klimoski, R., & Jones, R. G. (1995). Employee performance. In N. R. Anderson, D. S. Ones, H. K. Sinangil, & C.
Viswesvaran (Eds.), Handbook of industrial, work & organizational psychology (Vol. 1, pp. 193-204). Sage.

10. McShane, S. L., & Von Glinow, M. A. (2015). Organizational behavior (7th ed.). McGraw-Hill Education.

11. Nguyén, Q. N. (2018). Cac yéu té anh huéng dén hiéu qua lam viéc ctia nhan vién nganh khach san tai Can Tho.

Tap chi Khoa hoc Truong Pai hoc Can Tho.

12. O'Connor, P., & Harris, J. (2017). Hospitality management: A critical approach. Routledge.
13. Sturman, M. C., Hinkin, T. R., & Reynolds, D. (2018). The Cornell School of Hotel Administration on hospitality:

Cutting edge thinking and practice. Wiley.
14. Vroom, V. H. (1964). Work and motivation. Wiley.

TAM LY - GIAO DUC | 85



