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SPSS Phan mém xu 1y thong ké xa hoi (Statistical Package for the Social
Sciences)

SRMR Chi s6 sai s6 chuan hoa cin bac hai (Standardized Root Mean Square
Residual)

VIF Hé s6 phong dai phuong sai (Variance Inflation Factor)




BO GIAO DUC VA PAO TAO
Pon vi: Pai Hoc Kinh Té, Pai Hoc Pa Ning

THONG TIN KET QUA NGHIEN CUU
1. Thong tin chung:

- Tén dé tai: Nghién ctru hanh vi cong dan t6 chtc dinh hudng khach hang cia
nhan vién ti€p xuc truc tiép trong nganh khach san

- Ma s6: T2024-04-42
- Chi nhiém dé tai: ThS. Nguyén Thi Ngoc Ly

- Thanh vién tham gia: TS. Tran Thi Kim Phuong, ThS. Doan Thi Hoai Thanh,
ThS. Hoang L& Sao Mai

- Bon vi chu tri: Khoa Du lich, Truong Pai hoc Kinh té - Pai hoc Pa Nﬁng
- Kinh phi thyc hi¢n: 30 triéu déng

- Thoi gian thye hién: 12 thang (01/2024 — 12/2024)

2. Muc tiéu nghién ciru:

Muc tiéu téng quat: Pé tai nay dugc thyc hi¢n nham dé xuét va danh gia mo hinh
nghién ctru dé xac dinh su anh hudng ciia cic nhan td yéu cau cong viéc va ngudn luc
cong viéc dén sy cing thang trong cong viée, su gan két cong viée va hanh vi cong dan
t6 chirc ctia nhan vién tiép xuc truc tiép tai cac khach san.

Cac muc ti€u cu thé:

- Xéc dinh céac thanh phan ctia yéu cau cong viéc va ngudn luc cdng viéc cua nhan
vién ti€p xuc truc tiép trong nganh khach san.

- Banh gia tac dong cia yéu cau cong viéc va nguon luc cong viéc dén su cang
thang trong cong viéc, su gan két cong viéc va dén hanh vi cong dan t6 chirc dinh hudng
khéach hang cua nhan vién ti€p xuc tryuc ti€p trong nganh khach san.

- Dua trén két qua nghién ctru, dé xuét cac ham ¥ quan trong cho cac nha quan Iy
cac doanh nghiép luu tré tai Viét Nam dé 1am giam su cing thang cong viéc cho nhan
vién tiép xuc truc tiép va thic ddy cac hanh vi tich cuc nim ngoai mé ta cong viée cia
nhén vién nham phuc vu khach hang t6t hon.

3. Tinh méi va sang tao:

Dé tai nay nghién ctru hanh vi cong dan t6 chirc dinh huéng khach hang (Customer-
Oriented Organizational Citizenship Behavior — CO-OCB) ciia nhan vién tiép xuc truc
tiép trong nganh khach san — mot linh vuc c6 tim quan trong cao nhung lai chua dugc
nghién ctru sdu trong bdi canh Viét Nam. Mic du CO-OCB dugc xem 1a yéu t anh
huong tryc tiép dén chat luong dich vu va su trung thanh ctia khach hang (Dimitriades,
2007), cac nghién ctru trong nudc phan 16n van dimg lai ¢ viéc khao sat dong luc 1am
viéc, su hai long hay gén b6 cua nhan vién, chua di vao phan tich hanh vi vugt ngoai
yéu cau chinh thirc trong méi trudng dich vu c6 tinh twong tic cao nhu khach san. Cac



dac thu cua nganh khéch san nhu dinh huéng dich vy, tinh v6 hinh, tinh d@)ng thoi gitra
san xudt va tiéu dung, tinh khong dong nhat khién cho CO-OCB trd nén rat quan trong
(Ma & cong su, 2013; Chen, 2016). Céac nghién ctru trude day cha yéu tip trung vao
viéc tim hiéu tac dong cua cac nhan t bén ngoai nhan vién 1én OCB, bo qua céc yéu t6
bén trong chu thé ciia chinh nhan vién nhu sy cing thing trong cong viée va sy gin két
cong viéc, din dén viéc nhan vién thuc hién CO-OCB.

Dé tai nay c6 bén déng g6p chinh vé mit 1y thuyét. Thir nhit, nghién ctru dé xut
mdi quan hé glu:a cac yéu t6 tdm 1y va nhan thirc bén trong clia nhan vién nhu sy cing
thang va sy gin két cong viéc véi CO OCB trong bbi canh nganh khach san, tr d6 mo
rong pham vi nghién ctru trude day von tap trung chu yéu vao cac yéu to bén ngoai. Thu
hai, nghién ctru nay xem Xxét tac dong clia ca yéu cau cong viéc va ngudn luc cong viée
mot cach truc tiép dén cac nhan té bén trong nhan vién va mot cach gian tiép 1én CO-
OCB ctia nhan vién tiép xtc truc tiép tai khach san. Thir ba, nghién ctru tich hop mé
hinh yéu cau — ngudn luc cong viéc (Job Demands-Resources JD-R), trong d6 yéu cau
va nguon lyc cong viée dong vai tro kich thich, su cing thang trong cong viéc va su gan
két cong viéc 14 phan ng tam 1y trung gian, dan dén CO-OCB cua nhan vién. Thir tu,
nghién ciru gop phan xay dung co so 1y luan vé CO-OCB — mét linh vuc nghién ciru
con ¢ giai doan so khai trong nganh khéch san tai Viét Nam. V& mit thuc tién, dé tai
mang lai cach tiép can hitu ich dé cac khach san nang cao chat lugng qua trinh tuwong
tac truc tiép v6i khach hang, théng qua viéc cai thién thiét ké cong viéc va xdy dung
chinh sich phic 1¢i ciing nhu hd trg nhan vién hop li.

4. Két qua nghién ciru:

Két qua kiém dinh cho thdy mé hinh nghién ctru dé xuat phu hop voi dit lidu thuc
té. Trong 07 gia thuyét dugc dé xuat, c6 04 gia thuyét duoc chap nhat va 03 gia thuyét
khong c6 ¥ nghia théng ké. Ngudn luc cong viée co tac dong truc tiép dén sy gin két
cong viée va gian tiép thuc day nhan vién tiép xtc truc tiép thuc hién CO-OCB. Trong
khi d6, mdi lién hé tir yéu cau cong viée truc tiép dén su gan két trong cong viée va gian
tiép dén CO-OCB lai khong c6 ¥ nghia thong ké trong nghién ciru nay, mic du nhan t6
nay truc tiép anh hudng dén su cing thing trong cong viéc ctia nhan vién tuyén dau
trong khach san.

5. San pham cia dé tai:

STT San pilan.l cua | S0 lwgng dat Chi tiét san pham
de tai dugc
1 | San pham khoa 01 “Hanh vi cong dan t6 chirc dinh huéng
hoc khéch hang Truong hop nghién ctlru
nhan vién tiép xuc tryc tiép trong khach
san”, Tap chi Khoa hoc Kinh té (ba duoc
chap nhan ding)
2 | San pham dao 01 Hudng dan sinh vién NCKH theo huéng
tao cua dé tai




Sinh vién thuc hi¢n: Ha Pham Phuong
Han, Pham Luu Tuong Vy, HO Hoang
Viét Thao, Nguyén Thi Ha Trang. Lép :

46K23.1
Tén dé tai: Turnover intention and
customer-oriented organizational

citizenship behaviour: the case of
frontline employees in hotels
Thoi gian hoan thanh: 05/2024

3 | San pham ung 01 Tén béo céo: Ban d¢ xuét giai phap lam
dung giam cing thing trong cong viéc, lam
tang sy gan két cong viéc va thuc day
hanh vi cong dan t6 chic dinh hudng
khach hang cua nhéan vién trong khach
san.

Thot gian hoan thanh: 11/2024

Dia chi ung dung: Khach san The
Memory — Danang, 202 Ho Nghinh,
Phuong Phudc My, Quan Son Tra, TP.

Pa Nang
4 | Bao cao toan 01
van, bao cao tom
tt
5 | Khac 0

6. Phwong thirc chuyén giao, dia chi ing dung, tic dong va loi ich mang lai
ciia két qua nghién ctru:

6.1. Phwong thirc chuyén giao, dia chi ing dung

a. Phwrong thire chuyén giao

Két qua nghién ciru duge chuyén giao gian tiép 1am tai liéu tham khao cho céc t6
chtic, ca nhan quan tdm thong qua 01 bai bao dugc chap nhan dang trén Tap chi Khoa
hoc Kinh té, Truong Dai hoc Kinh Té - Dai hoc Pa Ning, 01 bao céo chinh sach va 01
bao cao tong két dé tai.

b. Dia chi ung dung

Két qua nghién ctru dugc dung lam tai liéu tham khao cho céc nha quén tri va nhan
vién tai khach san The Memory — Danang, 202 HO Nghinh, Son Tra, TP. ba Nﬁng, va
céc khach san khéc trén dia ban thanh phd Da Néng, cling nhu céc ca nhan, to chirc quan
tam nham tmg dung phuong phap va két qua nghién ctru trong nghién ctru, giang day.

6.2. Tac dong va loi ich mang lai ciia két qua nghién ciru

a. Doi voi linh viee gido duc va dao tao



Pé tai 14 tai liéu phuc vu ddo tao.
b. Poi véi linh vuee khoa hoc va c¢ong nghé ¢6 lién quan

bé tai nhan dién dugc moi quan hé gitra yéu cau cong viéc, ngudn luc cong viéc,
su cang thang trong cong viéc, sy gan két cong viéc va hanh vi cong dan to6 chirc dinh
huong khach hang trong linh vuc khach san.

c. DBoi voi phat trién kinh té xa hoi

be tai dé xuat cac ham y quan trong cho cac nha quan tri cac doanh nghiép luu tra

tai Viét Nam dé giam su cing thang trong cong viéc, lam ting sy gin két cong viée va
thiic day hanh vi tich cuc ctia nhan vién nham phuc vu khach hang t6t hon.

Bén canh d6, két qua nghién ciru gitip dé xuat cac ham y cho chinh nhéan vién tiép
xuc truc tiép lam viée trong cac khach san dé chu dong tan dung cac ngudn luc cong
viéc dé han ché cing thang trong cong viéc, 1am ting sy gan két cong viée va thuc hién
cac hanh vi tich cuc hudng tdi khach hang.

d. Doi voi to chire chu tri va cac co so ung dung két qua nghién cuu

beé tai s€ lam tai liéu nghién ctru trong cac co sé gido duc, vién nghién curu.

Pa Ning, ngdy  thang  nim 2025

Pon vi quén Iy Chii nhiém d@ tai
(ky, ho va tén) (%, ho va tén)
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INFORMATION ON RESEARCH RESULTS
1. General information:

Project title: Investigating customer-oriented organizational citizenship behavior
(CO-OCB) of frontline employees in the hospitality industry

Code number: T2024-04-42
Coordinator: MSc. Nguyen Thi Ngoc Ly

Project’s members: Dr. Tran Thi Kim Phuong, MSc. Doan Thi Hoai Thanh, MSc.
Hoang Le Sao Mai

Implementing institution: Faculty of Tourism, University of Economics — The
University of Danang

Budget: 30 million VND
Duration: 12 months (January 2024 — December 2024)
2. Objective(s):

General objective: This study aims to propose and evaluate a research model to
determine the influence of job demands and job resources on job stress, work
engagement, and organizational citizenship behavior among frontline employees in the
hospitality industry.

Specific objectives:

- To identify the components of job demands and job resources experienced by frontline
employees in the hospitality industry.

- To assess the relationships between job demands and job resources with job stress,
work engagement, and customer-oriented organizational citizenship behavior among
frontline employees in the hospitality industry.

- Based on the research findings, to propose practical implications for managers of
hospitality businesses in Vietnam to reduce job stress and encourage positive extra-role
behaviors among frontline employees to enhance customer service quality.

3. Creativeness and innovativeness:

This study investigates Customer-Oriented Organizational Citizenship Behavior (CO-
OCB) among frontline employees in the hospitality industry — an area of significant
importance that has not been thoroughly explored in the context of Vietnam. Although
CO-OCB is considered a key factor directly influencing service quality and customer
loyalty (Dimitriades, 2007), most domestic studies have primarily focused on employee
motivation, satisfaction, or organizational commitment, without delving into extra-role
behaviors in highly interactive service environments such as hospitality. The distinctive
characteristics of the hospitality industry, including service orientation, intangibility,
simultaneity of production and consumption, and heterogeneity, make CO-OCB
especially critical (Ma et al., 2013; Chen, 2016). Previous research has largely
emphasized the influence of external factors on OCB, while overlooking internal



psychological states of employees such as job stress and work engagement, which may
play a decisive role in the enactment of CO-OCB.

This study offers four main theoretical contributions. First, it proposes the relationship
between internal psychological and cognitive factors of employees, specifically job
stress and work engagement, and CO-OCB in the hospitality context, thereby extending
previous research which has primarily focused on external factors. Second, the study
examines the direct effects of both job demands and job resources on employees’
internal states, and their indirect effects on CO-OCB among frontline staff in hotels.
Third, the research integrates the Job Demands—Resources (JD-R) model, in which job
demands and job resources function as stimuli, job stress and work engagement
represent internal psychological responses, and CO-OCB is the behavioral outcome.
Fourth, the study contributes to the theoretical foundation of CO-OCB, a research
domain still in its early stages within the hospitality sector in Vietnam. From a practical
perspective, the study provides a useful approach for hotels to enhance the quality of
customer interaction by improving job design and implementing appropriate employee
welfare and support policies.

4. Research results:

The result findings indicated that the proposed research model was consistent with the
empirical data. Among the seven proposed hypotheses, four were supported while three
were not statistically significant. Job resources were found to have a direct impact on
work engagement and indirectly promote CO-OCB among frontline employees. In
contrast, the direct relationship between job demands and work engagement, as well as
the indirect effect of job demands on CO-OCB, were not statistically significant in this
study, although job demands did have a direct influence on job stress among frontline
hotel employees.

5. Research products:

f
No. Products Number o Details
products

1 | Scientific product 01 “Customer-oriented organizational
citizenship behaviour: the case of
frontline employees in hotels”, Journal of
Economic Studies (Accepted)

2 | Educational 01 Supervision of student research project:

product - Students: Ha Pham Phuong Han, Pham

Luu Tuong Vy, HO Hoang Viét Thao,
Nguyén Thi Ha Trang

- Class: 46K23.1




- Project title: Turnover intention and
customer-oriented organizational
citizenship behaviour: the case of
frontline employees in hotels

- Completion time: 05/2024

3 | Applicational 01 - Report title: Proposal of policies to
product reduce job stress, enhance work
engagement, and promote customer-
oriented  organizational  citizenship
behavior among hotel employees.

- Completion time: 11/2024

- Application address: The Memory —
Danang Hotel, 202 Ho Nghinh Street,
Phuoc My Ward, Son Tra District,

Danang City
4 | Full report, 01
summary report
5 | Others 0

6. Transfer alternatives, application institutions, impacts, and benefits of research
results:

6.1. Transfer alternatives, application institutions

a. Transfer alternatives:

The research findings are indirectly disseminated as reference materials for interested
organizations and individuals through one article accepted for publication in the Journal
of Economic Studies, University of Economics — The University of Danang, one policy
proposal, and one final project report.

b. Application institutions:

The research findings have been utilized as reference materials for managers and
employees at The Memory — Danang Hotel (202 Ho Nghinh Street, Son Tra District, Da
Nang City), as well as other hotels in Danang City and interested individuals or
organizations, for the purpose of applying the research methods and results in academic
research and teaching.

6.2. Impacts and benefits of research results:
a. For education and training:
The study serves as a teaching and training resource.

b. For related science and technology:



The research identifies the relationships between job demands, job resources, job stress,
work engagement, and customer-oriented organizational citizenship behavior in the
hospitality sector.

c. For socio-economic development:

The study proposes key managerial implications for hotel business leaders in Vietnam
to reduce employee job stress, enhance work engagement, and foster positive employee
behaviors that improve customer service.

In addition, the research results offer practical suggestions for frontline hotel employees
to proactively utilize job resources to minimize stress, increase engagement, and
perform positive customer-oriented behaviors.

d. For schools and establishments applying research results:

The study serves as a reference material for educational institutions and research
institutes.
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GIOI THIEU

Téng quan tinh hinh nghién ctru thudc linh viee dé tai & trong va ngoai nudéc
Tinh cép thiét ciia dé tai

Nganh du lich déng mét vai trd quan trong trong nén kinh té toan cau, va khach
san 1a mat xich quan trong trong chudi cung cip dich vu du lich (Zhang & cong
su, 2009). Dich vu do khach san cung cép tap trung vao vi¢c phuc vu cac nhu cau khéc
nhau cua khach du lich trong thoi gian luu tra tai khach san. Theo Bordoloi & cong
su (2019), nhan vién tiép xuc truc tiép 1a mot trong ba chu thé cia b ba tiép xuc dich
vy, bén canh khach hang va td chirc dich vu. Mot trong nhitng hanh vi dugc mong doi
tir nhan vién tiép xtc truc tiép 1a hanh vi cong déan t6 chirc (organizational citizenship
behaviours - OCB) - cha dé da thu hat su chi y ciia cdc nha nghién ciru trong linh vuc
du lich va khach san trong nhiéu nam (Ma & cong sy, 2022). OCB bao gém cac hanh vi
khong dugc néu chi tiét trong mé ta cong viée cua timg nhan vién, bao gdm cac hanh
dong nhu gitp d& nguoi khac, nhan thém cong viée, 1am thém gio, bao vé to chiic va
coi mo nodi vé cac van dé quan trong cua td chirc (Organ & cong su, 2005). OCB khong
chi quan trong ddi v&i doanh nghiép ma con quan trong d6i v6i nhan vién va khach hang
cua ho (Kang & Jang, 2019).

Trong bdi canh canh tranh khéc liét cta nganh khach san, vi¢c cung cép cac dich
vu chét lugng cao cho khach hang co thé tao ra loi thé canh tranh bén viing cho cac
doanh nghiép luu trd. Cac nghién ctru trude day tap trung vao cac loai OCB khac nhau,
dugc phan chia dya trén muc ti€u ctia hanh vi — vi lg1 ich ctua td chirc, déng nghi¢p va
khach hang. Céac dac thu cta nganh khach san nhu dinh huéng dich vu, tinh v6 hinh,
tinh dong thoi giita san xudt va tiéu dung, tinh khong dong nhat khién cho OCB dinh
huéng khach hang trd nén rat quan trong (Ma & cong su, 2013; Chen, 2016). Cac nghién
clru trude day chil yéu tap trung vao viéc tim hiéu tic dong cua cac nhan t6 bén ngoai
nhan vién 1én OCB, bo qua cac yéu t6 bén trong chi thé ciia chinh nhan vién nhu sy
cing thing trong coéng viéc va su gin két cong viée, dan dén viéc nhan vién thuc hién
OCB, cu thé 1a OCB dinh hudng khach hang. Do @6, nghién ciru nay lap diy khoing
trong dau tién nay bang cach danh gia mdi quan hé ciia giira cac nhan td tim 1y va
nhan thirc bén trong nhan vién va OCB dinh hwéng khach hang, dac biét tap trung
vao nhan vién tiép xic truc tiép ciia khach san.

Nhan vién trong nganh khach san phai d6i mat v6i nhitng yéu cau da dang tir ca
khach hang va to chire. Cong viéc & khach san doi hoi nhan vién tiép xtc truc tiép phai
lién tuc twong tac v6i khach hang, 1am viéc nhiéu gio va vao nhitng khung gid trai voi
gid x4 hoi thong thuong, dong thoi phai thuc hién lao dong cam xitic (Haldorai & cong
su, 2022). Bén canh d6, moi truong lam viéc noi nhan vién phai chiu dung nhirng hanh
vi va phan xét ctia khach hang (vi du khach khé chiu, khach tho 16) da tro thanh ngudn
con chinh gay ra sy cing thang trong cong viéc cho doi ngii nhan vién tiép xuc truc tiép
trong khach san (Cho & cong su, 2016). Tuy nhién, ton tai song song véi cic yéu cau
cong viée nay 1a cac ngudn luc dén tir phia to chirc va khach hang. Cac ngudn luc nay
co thé 1a nguén luc vat chit va tinh than (Van Den Tooren & De Jonge, 2008), su hd tro
xa hoi (Brough & cong sy, 2013), sy phan hoi (Hakanen va cdng sy, 2008, Van
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Ruysseveldt va cong sy, 2011) va moi trudong lam viéc an toan (Hall & cong sy, 2013).
Nhu vay, cic trang thai cam xtc trong cong viéc va cac dau ra hanh vi ctia nhan vién
can dugc danh gid trong mdi quan hé tich hop ca yéu cau cong viée va ngudn luc cong
viéc. Nghién ctru nay lap day khoang trong nghién ciru thir hai khi xem xét tac dong
ciia ca yéu cAu cong viéc va ngudn lwe cong viée mot cach tryce tiép dén cac nhan té
bén trong nhin vién va mdt cach gian tiép 1én OCB dinh huéng khach hang ciia
nhén vién tiép xic true tiép tai khach san.

Tai Viét Nam, nghién ctru vé cac yéu td tac dong dén OCB cua nhén vién thudc
cac nganh nghé khac nhau duoc thuc hién trong nhirng nim gan day nhu tai cic cong ty
da quéc gia hoat dong tai Viét Nam, dich vu nha hang, van chuyén hang khong, ngan
hang thuong mai, va gido duc dai hoc. Trong linh vuc khéach san, cong trinh cua Tra Luc
Di¢p & cong su (2020) cho théy su khac biét vé cac yéu t5 nhan khau hoc gifra cac hanh
vi thanh phan ciia OCB trong nhan vién nganh khach san. C6 thé thay, nghién ctru vé
OCB ¢ Viét Nam, ddc biét la trong nganh du lich va khach san, con ¢ giai doan so khai
va c6 rat it nghién ciru bai ban nham dén nhan vién trong nganh khéach san (trong gidi
han tim kiém cia tac gia). Do d6, nghién ctru nay giii quyét khoang trong nghién
ciru thir ba khi déng gép mot nghién ciru 1y thuyét va thye tién vé OCB dinh huéng
khach hang ciia nhan vién tiép xic truc tiép tai cac khach san ¢ Viét Nam.

Dé lap day cac khoang tréng nghién ctru trén, dé tai str dung phuong phap M6 hinh
cAu trac binh phuwong nho nhit ting phan, thuong duoc goi 1a PLS-SEM (Partial least
squares structural equation modeling) dé kiém dinh cac gia thuyét thé hién viéc mo rong
mo hinh Yéu cau — Ngudn Iyc Céng viée (Job Demands-Resources JD-R), xem xét tac
dong ciia cac nhan t6 yéu cau va nguon luc cong viée 1én cac nhan té dugc dé xuét trong
mo hinh. Nhw vy, nghién ctru nay lip diy khoang tréng nghién ctru thir tw vé sw
thiéu hut cac khung Iy thuyét virng chic dé danh gia OCB dinh huwéng khach hang
trong linh vuc khach san.

Muc tiéu nghién ciru
Muc tiéu tong qudt

Pé tai nay dugc thuc hién nham dé xuat va danh gia mo hinh nghién ctru dé xac
dinh su anh hudng ciia cac nhan té yéu cdu cong viée va ngudn luc cong viée dén su
cang thang trong cong viéc, sy gan két cong viée va hanh vi cong dan to chirc ctia nhan
vién tiép Xuc truc tiép tai cac khach san.

Muc tiéu cu thé

- B¢ xuat va xac dinh céac thanh phan cta yéu cau cong viéc va ngudn luc cong
viéc cua nhan vién ti€p xUc truc ti€p trong nganh khach san.

- Pbanh gla mdi quan hé tryc tiép glu:a yeu cau cong viéc Va ngudn lyc cong viéc
dén su cing thang trong cong viée va su gian két cong viée, va mdi quan hé gian tiép dén
OCB dinh huéng khach hang ctia nhan vién tiép xuc tryc tiép trong nganh khach san.

- Kiém tra moi1 quan hé gitra hai nhan t6 chu thé 1a sy cang trong cong viéc va sy
gan két cong viéc cuia nhan vién ti€p xuc truc tiép trong nganh khach san.



- Dya trén két qua nghién ctru, dé xudt cdc ham ¥ quan trong cho cac nha quan tri
cac doanh nghiép luu tra tai Viét Nam dé 1am giam sy cang thang cong viéc cho nhan
vién tiép xuc truc tiép va thic ddy cac hanh vi tich cue nim ngoai mé ta céng viée cua
nhan vién nham phuc vu khach hang tot hon.

Péi twong va pham vi nghién ciru
Doi twong nghién ciru
Céac nhom dbi twong nghién ciru cua dé tai nay duoc liét ké nhu sau:
- Yéu cau cong viéc
- Nguén luc cong viée
- Su cang thang trong cong viée
- Su gan két cong viéc
- Hanh vi cong dén t6 chtc dinh hudng khach hang
Pham vi nghién ciru

- Pham vi ndi dung: Nghién ctru hudng téi hanh vi cong déan t6 chtc dinh huéng
khach hang ctia nhan vién tiép xtic truc tiép trong nganh khach san

- Pham vi khong gian: Nghién ctru khdo sat cac khach san tai Viét Nam
- Pham vi thoi gian: Nghién ctru dugc thyc hién trong nam

Céu tric nghién ciu
Pé tai gdm 05 chuong, bao gom:

Chuwong 1: Gidi thigu - Phan ndy trinh bay vé dong co nghién ctru, muc tiéu, d6i
tuong va pham vi nghién ctru, dong gop cua nghién ctru va cau triic nghién ciu.

Chuwong 2: Téng quan tinh hinh nghién civu — Phan nay trinh bay co so Iy thuyét,
cac khai niém nghién ctru, mdi quan hé gitra cac khai niém nghién ctru va xay dung gia
thuyét nghién ctru.

Chuwong 3: Phwong phdp nghién ciru - Phan nay trinh bay cach thtic tién hanh
nghién ctru thong qua cac cong cu nghién ciru, phuong phap phan tich dir liéu, kich c&
mau nghién ciru va thiét ké ban cau hoi diéu tra.

Chuong 4: Két qua nghién ciru — Két qua nghién ctru s& duoc phan tich va danh
gia trong phan nay.

Chuwong 5: Két ludn va ham y chinh sdch - Cac két luan chung s& duoc dua ra
dya trén co s& 1y ludn va ham y chinh sach. Ngoai ra, nhitng han ché ciia dé tai va cac
huéng nghién ctru tiép theo trong twong lai dwgc trinh bay ¢ phan nay.
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| CHUONG 1
TONG QUAN TINH HINH NGHIEN CUU

1.1. Nhan vién tiép xuc truc tiép trong khach san

Trong nganh dich vu du lich, nhan vién tiép xtc truc tiép thuong xuyén tiép xtc
tryce tiép v6i khach hang c6 nhu cu da dang, thuc hién cac cong viée twong ddi khong
theo céu trac (Coelho & cong su, 2011; Wang & cong su, 2021). Nhitng cd nhan nay
dam nhan cac vai tro khac nhau, bao gff)m nhan vién 18 tan, nhan vién concierge, nhan
vién bellhop, nhan vién don phong, nhan vién phuc vu nha hang va nhan vién trung tam
dich vu (Chen, 2016), cing nhau thé hién ban chat cua 10ng hiéu khach va su chuyén
nghié¢p. Vi dy, nhan vién tiép tan la nhan vién tiép xuc truc tiép ¢6 nhiém vu tao ra mot
moi trudong chao dén va hiéu khach cho khach hang. Mdt mat, ho chao don khach véi
sur néng nhiét va chu ddo thue su, tao tién dé cho toan bd trai nghiém cua khach hang.
Mit khac, nhan vién tiép xtc duoc ky vong giai quyét cac van dé cta khach hang khong
hai 10ng, xtr 1y va giai quyét khiéu nai ciia ho mot cach hiéu qua dé bién ho thanh khach
hang hai long.

Déi voi nhan vién tiép xuc truc tiép, viée gitp khach hang giai quyét vin dé c6 thé
dan dén cam giac nang luc va gid tri ban than ting lén (Lieberman, 2013; Sayer, 2007).
Cho du giai quyét khiéu nai ctia khach hang, giai quyét cac van dé vé dich vu hay dap
ing cac yéu cau dic biét, nhan vién tiép xuc truc tiép déu thé hién su kién cudng, thao
vat va cam két dap g tot nhét cac nhu cau cua khach hang. Ho 1a nhiing nhan vién
khong thé thiéu trong nganh du lich, luon thé hién tinh than dich vu xuét sic va hiéu
khach. Su cbng hién, chuyén nghiép va cam két mang lai su hai long cho khach hang
ctia ho 1a mot phan khong thé thiéu dé khach san thanh cong. Nhiing ning luc ndy nhan
manh ban chat 1ay khach hang lam trong tim ctia cong viéc khach san va nhiing pham
chat cu thé can thiét cho nhén vién tiép xuc truc tiép dé dam bao cung cap dich vu tuyét
vo1 (Robinson & cong su, 2016).

1.2. Cac khai niém nghién ciru
1.2.1. Hanh vi cong dén té chirc (Organizational citizenship behaviour - OCB)

Thuat ngir Hanh vi Cong dan T chic (OCB) duoc xay dung vao nhitng nam 1980.
Organ (1988, trang 4) dinh nghia OCB 1a "hanh vi cua ca nhan, tu nguyén, khong duoc
hé théng khen thuéng chinh thirc truc tiép hodc rd rang cong nhan, va tong hop lai thic
day hoat dong hiéu qua cta to chtrc". No6i cach khac, nhin vién c6 thé thé hién nhimng
hanh vi vuot ra ngoai nhiém vu ctia ho (Tambe & Shanker, 2014), chéng han nhu ho tro
cac thanh vién khac, tuan thu cac quy tac bat thanh van, hd trg khach hang va thuc hién
cac hanh vi ty nguyén bod sung (Lee & cong su, 2015; He & cong su, 2019). OCB mang
tinh tw nguyén; thong thuong, nhan vién khong bi phat hodc ky luét chinh thuc vi khong
tham gia. Tuy nhién, nghién ctru cho thdy OCB mang lai lgi thé cho céc t6 chuc (Dai &
cong sy, 2018), nhan manh tam quan trong cua viéc khuyén khich nhan vién ap dung
OCB.

1.2.2. Hanh vi cong dan t6 chirc dinh hwéng khich hang (Customer-oriented
organizational citizenship behaviour - CO-OCB)
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Duya trén OCB, CO-OCB 1 mot khai niém méi lay khach hang 1am trung tam, lién
quan dén hanh vi ty nguyén ciia nhan vién bén ngoai hé thong khen thuong chinh thirc
clia cong ty va co kha ning nang cao hiéu qua cta hé thdng d6 (Dimitriades, 2007).
Chinh xac hon, CO-OCB dé cap dén cac hanh dong ma nhan vién tu nguyén thuc hién,
khong theo yéu cau ciia cong viée, nham gitip d& khach hang va cai thién cach twong tac
vo1 ho (Bienstock & cong su, 2003; Dimitriades, 2007). CO-OCB dién hinh bao gém
dam bao khach hang cam thiy hai long va duoc tran trong, giai quyét cac van dé cua ho
va cung cip thém sy hd trg vuot qua yéu cau cia to chirc (Cheng & cong su, 2023).
Nhitng tuong tac gitta nhan vién va khach hang nay c6 thé lam ting sy hai 1ong cua ho
vé dich vu, dong thoi cling nang cao chat lwong va uy tin ciia khach san, do d6 rit quan
trong d6i véi cac doanh nghiép khach san.

1.2.3. Su ciing thang trong cong viéc ciia nhan vién tiép xiic truc tiép trong khach
san

Brown va Campbell (1990) dinh nghia ap luc nghé nghiép 1a tac dong tiéu cuc do
¢4 nhan cam nhén vé tinh trang cong viéc cua ho. Butts & cong su (2009) dinh nghia n6
theo cac tac dong tam 1y va thé chit ciia nod, bao gdm cing thang trén cac khia canh thé
chat, tinh than va cam xuc. Cooper & cong sy (2001) dé xuat rang cing thang nghé
nghiép phat sinh khi c¢6 su xung dot giita cc yéu cau cua cong viéc va kha ning dap
ing cac yéu cau d6 ciia ca nhan. Nhiéu nha nghién ciru da xem xét cac yéu to gop phan
gay ra ap luc nghé nghiép. Yéu cdu cong viéc cing thiang (Barnett va Brennan, 1995;
Hu & Cheng, 2010), vai tro xung dot (Cosway & cdng su, 2000), thoi gian [am viée kéo
dai va thiéu linh hoat (Russell & cong sy, 2009) duoc xac dinh 1a nhing yéu t6 gop phan
gay ra ap luc nghé nghiép. Dua trén nhitng nén tang d6, chung t6i nghién ctru sy hinh
thanh mirc d6 cing thang cong viéc & nhan vién khach san lién quan dén cac dic diém
cu thé ctia moi trudng 1am viée nhu ap luc thoi gian hodc cuong d6 twong tac voi khach
hang.

1.2.4. Sw gin két cong viéc ciia nhan vién tiép xuc truwc tiép trong khach san

Su gén két cong viéc dugc dac trung va do luong nhu mot cau trac doc 1ap, duoc
dinh nghia Ia “trang thai tri 6c tich cuc, théa man va li€n quan dén cong viéc, duoc dac
trung boi su hiang hai, cong hién va tip trung” (Schaufeli & cong su, 2002, trang 74).
Trong bdi canh khach san, viéc hiéu cac yéu td gbp phan vao su gin két cong viée cua
nhan vién 1a diu can thiét dé nang cao hiéu suét, giam ty 18 thoi viéc va cudi cung 1a
mang lai trai nghiém tuyét voi cho khach hang. Ngoai ra, sy gan két cong viéc con lién
quan dén viéc kich hoat va hoat dong tdi wu cua hanh phuc tai noi lam viéc (Christian
& cong su, 2011); do do, diéu nay c6 nghia l1a khi nhan vién tham gia sau sdc va nhiét
tinh vao cong viéc cua ho, nd s€ anh hudng tich cuc dén téng thé hanh phuc va hi¢u sudt
ctia ho trong méi trudng to chirc.

1.2.5. Yéu cau cong viéc ciia nhan vién tiép xuc true tiép trong khach san

Yéu cau cong viée dugc hiéu 1a cac yéu t6 tdm 1y, sinh 1y va xa hoi cta cong viée
doi hoi sy gang stic vé thé chat hodc tinh than lién tuc va gan lién v6i nhitng bat 1oi hodc
chi phi cu thé (Demerouti & cong su, 2001). Trong khach san, nhirng yéu cau nay co
thé bao gom khbi lwong cong viée, lao dong cam xuc, vai trd khong rd rang va xung dot
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gilra cac ca nhan (Grandey, 2000). Nhan vién tiép xuc truc tiép cua khach san phai doi
mat véi mat loat cac yéu cau cong viéc doc ddo, nhu dugce nhi€u nha nghién ctru danh
gia:

« Ap Iyc thoi gian

« Mat can bang gitra cong viéc va cudc song

e Méi truong lam viée
1.2.6. Nguon luc cong viéc ctia nhan vién tiép xic truce tiép trong khach san

Ngu@)n lyc cong viéc dugc hiéu 1a cac khia canh vat chat, tim li, x3 hoi, hodc td
chtrc cua cong viéc ma cé thé giup nhan vién dat dugc muc tiéu cong viée, 1am giam
yéu cau cong viée v6i chi phi twong Gmg vé mit tim 1y va sinh 1y, va thiic day viéc phat
trién c4 nhan ctia nhan vién (Demerouti & cdng sy, 2001). Ban cht dich vu cua cong
viéc trong nganh khach san khién cho viéc lam viéc theo nhém tré thanh diéu khong thé
tranh khoi, nhan vién nhan duoc phan hoi ciia dong nghiép va quan 1y lién tuc dé cung
hoan thanh viéc phuc vu khach. Ngoai ra, khach hang c6 thé phan hdi vé chat lwong dich
vu do nhan vién cung cp mot cach truc tiép, qua phiéu khao sat hodc trén cac nén tang
mang x3 hoi hodc trang web. Nhu vay, phan hdi dugc cho 1 yéu td quan trong thudc
nguon lyc cong viée ciia ngudi lao dong trong nganh khach san (Demerouti & cong su,
2001; Wang & Wang 2021).

Hon nita, ngudn luc cong viéc trong cac nganh nghé chuyén vé dich vu c6 lién
quan chat ché dén sy hd tro xa hoi (tir to chirc, ngudi quan 1y va dong nghiép) (Lopez-
Cabarcos & cong sy, 2022) - yéu td dugc hiéu 1a kha ning tiép can cac mdi quan hé giap
d5 tai noi lam viéc va chit lwong ctia nhitng méi quan hé d6 (Leavy, 1983; Kim & cong
su, 2017). Quyén tu cha trong cong viéc cling 1a mot khia canh khac trong nguén luc
cong vi¢c (Nguyen-Phuoc & cong su, 2023), chi mic 6 tu do ma nhén vién c6 trong
viéc kiém soat cac nhiém vu va quy trinh cong viéc cua ho.

1.3. Mo hinh nghién ciru va gia thuyét nghién ciu
1.3.1. Mb hinh yéu ciu - nguon lyc cong viée (JD-R)

Theo mé hinh JD-R, diéu kién 1am viéc bao gém hai nhan t6: yéu cau cong viéc
va ngudn luc cong viée (Demerouti & cdng su, 2001). "Yéu cau cong viéc" duoc dinh
nghia 1a "céc khia canh vat chat, x4 hoi hodc t chirc cia cong vi¢c doi héi nd lyc thé
chat hodc tinh than lién tuc, do d6 lién quan dén cac phi ton vé mat sinh 1y va tam ly
nhét dinh (vi du nhu su kiét strc)" (Demerouti & cong su, 2001). Khi cac yéu ciu cong
viéc dugc thiét ké kém dén mirc nhan vién khong thé dap (mg dugc nhitng yéu cau do,
nhan vién c6 thé bi kiét stc, cang théng hodc c6 nhitng hanh vi ¢6 hai tai noi lam vi¢c
(Hu & Cheng, 2010). "Ngudn luc cong viéc" dugc hiéu 1a cac dic diém vat chit, tim 1y,
x4 hoi hodc td chirc cla cong vigc ¢ thé (1) hd tro dat duoc muc tiéu nghé nghiép; (2)
giam bét yéu cau cong viée va (3) thuc ddy su phat trién ban than (Demerouti & cong
su, 2001). Nhitng ngudn lyc nay giup nhan vién dap tng cac yéu cau cong viéc va bao
vé cac ngudn luc khac (Bakker va Demerouti, 2007).
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Nhan vién tryc tiép trong khach san thudng phai lam viéc trong mot méi truong
cang thang, khong chi lién quan dén viéc giai quyét khdi luong cong viée nhiéu va lich
1am viéc thay ddi lién tuc (Coelho & cong sy, 2011; Hu & cong su, 2017) ma con phai
giai quyét cac nhu ciu mau thuin tir nhiéu bén lién quan, dic biét 1a khach hang (Kim
& Wang, 2018). Do do, nghién ctru hanh vi céng dan t6 chirc dinh hudng khach 1a rat
quan trong khi xem xét cac yéu té gy cang thang trong diéu kién lam viéc ctia nhan
vién tiép xtc truc tiép trong khach san.

1.3.2. Mo hinh nghién ctru dé xuat

Dua trén mé hinh JD-R d3 duoc dé cap, nghién ciru ndy bao gdm céc tac nhan kich
thich (yéu ciu cong viéc va ngudn luc cong viéc) anh hudng dén co ché cam xtc cia
chu thé nhan vién tiép xtc truc tiép (su cing thang trong cong viéc, su gin két cong
viéc), tir d6 dan dén phan Gng ctia nhan vién (hanh vi cong dan t6 chirc dinh huéng
khach hang). Tir d6, dé tai nay dé xuat moé hinh nghién ctru nhu sau:

7

Ap luc thoi
gian

Su mat can

bing cong Yéu cau cong

viéc/cudc song viee
' 9
Su tuong tac Su cang thing
v6i khach hang frong cong vice Hanh vi cong
dan t6 chirc
- dinh hudng
Su tu chu tron v khach hang
X cong viec Su gén két cong
viéc
Ho tro xa hoi tu
td chire -
N Nguon lyc
HO tro xa h01 cong viee
tir d6ng nghiép
.
Phan hoi

Hinh 1.1. M6 hinh dé nghi nghién ctru
1.3.3. Phat trién gia thuyét nghién ctru
H1: Yéu cau cong viéc c6 tac dong truc ti€p va tich cuc dén sy cing thang trong
cong viéc cua nhan vién tiép xtc truc tiép trong khach san
H2: Yéu cau cong viéc co tac dong truc ti€p va ti€u cuc dén su gan két cong viéc
cua nhan vién ti€p xuc truc tiép trong khach san



H3: Nguén luc cong viéc co tac dong truc tiép va tiéu cuc dén su cang théng trong
cong viéc ciia nhan vién tiép xiic truc tiép trong khach san

H4: Nguén luc cong vige co tac dong truc tiép va tich cuc dén su gén két cong vi¢e
ctia nhan vién tiép xuc truc tiép trong khach san

H5: Su cang thing trong cong viée co tac dong truc tiép va tiéu cuc dén su gan két
cong viéc ctia nhan vién tiép xtc truc tiép trong khach san

H6: Sy cing thiang trong cong viée co tic dong truc tiép va tiéu cuc dén CO-OCB
ctia nhan vién tiép xuc truc tiép trong khach san

H7: Su ga"ln két cong viéc c6 tac dong truc tiép va tich cuc dén CO-OCB ctia nhan
vién tiép xtc truc tiép trong khach san
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CHUONG 2
PHUONG PHAP NGHIEN CUU

2.1. Bbi canh nghién ciu

Dé tai tién hanh nghién ciru thuc nghiém trong bdi canh nhan vién tiép xtc truc
tiép va nganh khach san & Viét Nam.

2.2. Thiét ké nghién ctru
2.2.1. Phuwong phap nghién ciru

Nghién ciru thuc nghiém duoc tién hanh qua hai giai doan chinh: (1) nghién ciru
so bd va (2) nghién ctru chinh thirc.

Nghién ctru nay thuc hién nghién ctru so bd dinh tinh va dinh lugng. DPéi véi nghién
ctru so bd dinh tinh, mot cudce thao luan nhom duoc to chirc v6i 05 nhan vién tiép xuc
trye tiép va 05 nha quan trj tic nghiép tai cac khach san & Pa Ning. Két qua cua qué
trinh nay duoc dung dé phat trién thang do nhap thtr hai. Mot nghién ctru so bo dinh
luong dugc thiét ké nham danh gia do tin cdy va gia tri cta thang do di diéu chinh. Dir
liéu duoc thu thap qua khao sat online v&i phuwong phap 1ay mau thuan tién. Két qua thu
duoc tao co so cho viée thiét ké bang cau hoéi sir dung trong khao sat chinh thtrc.

Nghién ctru dinh luong chinh thirc dugc tién hanh dé kiém dinh mé hinh 1y thuyét
va gia thuyét nghién ctru. Dit liéu dugc thu thap bang cach str dung khao st truc tuyén
va khdo sat tryc tiép trén gidy. Phan mém SPSS 23 va SmartPLS 4.1.0.0 dugc sir dung
dé phan tich dir liéu.

2.2.2. Tién trinh nghién ciru

Nghién ctru dugc thuc hién theo quy trinh tai Hinh 2.1 va tién do nghién ctru trién

khai dugc trinh bay tai Bang 2.1.

Bang 2.1. Tién d6 nghién ciru

Giai Loai Phuwong Phwong phip | Pia diém Thoi gian
doan nghién phap thu thap dir
cuiru nghién ciru li€u
1 So bo Dinh tinh Thao luan Pa Nang 02/2024
nhém
2 So b Dinh lvgng | Truc tuyén Viét 02/2023
Nam
3 Chinh thirc | Dinh lugng | Tryc tiép trén Viét 03/2024 —
gidy va truc Nam 05/2024
tuyén

Nguon: Nhom téc gia dé xudt
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[ Xdc dinh vn d& va myc tiéu P‘ Cosoly thuyét —* Thang do nhap lan 1

nghién ctu
\ /N 4
( : || Nghién ci
. Thao luin nhé /&1 chuvé 1en ciru
Thang do nhap lan 2 N do g(;;n YO N gso’ bo

l

<
{ Danh gia d9 tin cay thang do thong qua Cronbach's alpha & EFA
1 ) -
Nghién ctru dinh hrgng chinh
thir
N~ | _ Nghién ciru
l chinh thire

Thang do chinh thire J

~

Dinh gia md hinh thang do chung, danh gia sai léch phuong phép, dédnh gid md hinh ciu tric tuyén

tinh va gia thuyét nghién ciu )

Két luan, ham ¥, han ché dé tai va hudng nghién ctru trong twong lai

Hinh 2.1. Quy trinh nghién ctru

Nguon: Nhom tac gia dé xudt

2.3. Thao luan nhom

Muc tiéu ciia budi thao luan nhom 1a thu thap ¥ kién tir cac chuyén gia da duoc Iya
chon vé mé hinh va thang do nghién ciru, déng thoi diéu chinh cach dién dat ciia thang
do khi dich sang tiéng Viét, nham dam bao phu hop véi bdi canh nghién ctru trong nganh
khach san tai Viét Nam. 05 nhan vién lam viéc truc tiép va 05 nha quan ly tac nghiép tai
cac khach san ¢ Pa Niang dugc moi tham gia thao luan. Cac budi thao luan dién ra truc
tuyén thong qua Google Meet va kéo dai trong 2 gid.

Hau hét cac chuyén gia déu danh gia cao mé hinh nghién ciru duoc dé xuat. Cac
chuyén gia cho rang tac gia di tong hop cac bién quan sat mot cach chi tiét. Mot bién
quan sat FEB3 dugc thém vao thang do dé mé ta day du cac khia canh khac nhau cia
phan hdi ma nhén vién tiép Xuc truc tiép nhan duogc trong cong viéc. Mat khac, ho dé
xudt sy can thiét phai diéu chinh ngir nghia khi dich cac bién quan sat sang tiéng Viét.
2.4. Nghién ctru so' bo dinh lugng

Sau khi thao luan nhém véi cac chuyén gia, mdt thang do nhap thur hai da duogc
xay dung. Trén co s& d6, mot bang cau hoi so bo duoc thiét ké dé tién hanh khao st thir
nghiém trude khi dua vao nghién ctru chinh thire. Dt liéu dugc thu thap thong qua mot
cudc khao sét tryc tuyén, trong d6 bang cau hoi duoc tao bang Google Forms va phan
phdi qua Facebook bang phuong phap 1dy mau thuan tién.

2.4.1. Théng tin miu diéu tra
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Mau khao sat 12 nhitng nhitng nhan vién tiép xuc truc tiép tai cac khach san tai
Viét Nam v6i s6 luong N = 42. Két qua thong ké mé ta mau duogc trinh bay ¢ Bang 3.4
trong Bao cédo tong két de tai.

2.4.2. Phan tich nhan t6 kham pha (EFA)

Két qua EFA duoc thé hién ¢ Bang 3.5. trong Bao cdo tong két dé tai. Kiém dinh
KMO va Bartlett cho thay hé s6 KMO = 0,858 (0,5 < KMO < 1) véi mic ¥ nghia sig =
0,000 cho thiy dit liéu phu hop dé phan tich nhan t6. Két qua EFA cho thdy 10 nhan to
duoc trich rat tai Eigenvalues = 1,145 va tong phuong sai duoc trich 1 83,520%. Nhu
vy phuong sai trich dugc dat yéu cau (>50%). Ngoai ra, hé sd tai nhan tb cua tit ca cac
bién quan sat déu dat yéu cau (> 0,5).

2.4.3. Kiém tra d tin cay Cronbach's alpha

Két qua phan tich do tin ciy cua thang do duogc thé hién & Bang 3.6 trong Béo cdo
tong két dé tai. He sé Cronbach’s alpha & tat ca cac thang do déu dat yéu cau (> 0,7). 39
bién quan sat do luong 10 cau trac tiép tuc dugce dua vao nghién ciru chinh thirc (thé
hién trong Bang 3.7 & Béo céo tong két dé tai).

2.5. Nghién ciru dinh lwgng chinh thire
2.5.1. Thiét ké bang cau héi

Bang cdu hoi chinh thirc bao gdm céac cau hoi chuan hoa véi cac lua chon tra 10
dd duoc dinh sn, duoc thiét ké dé thu thap 39 bién quan sat cho 10 ciu trac khac nhau.
Mirc 6 dong ¥ cua ngudi tra 10i duge do ludng qua thang do Likert 5 diém, véi cac
muc tir 1 (hoan toan khong dong y) dén 5 (hoan toan dong ¥).

Bang cau hoi khao sat chinh thirc dugc trinh bay & Phu luc 1 cia Bdo cao téng két
deé tai.
2.5.2. Chon miu va kich thuwéc miu

Muc tiéu ctia nghién ctru nay 14 tap trung vao ddi tuong dap vién 13 nhitng nhan
vién ti€p xuc tryc tiep voi khach hang tai cac khach san ¢ Viét Nam. M6 hinh ctia nghién
cuu nay co6 39 bién quan sat, do d6 ¢d mau toi thi€u can co 1a 195 nguoi.

Dit liéu duogc thu thap thong qua hai phwong phéap khao sat: truc tuyén va truc tiép
bang gidy. Pdi v6i khao sat trén gidy, phuong phap phong van chin va thuén tién duoc
str dung, va dbi twong khao sat chu yéu 13 nguoi Viét Nam. Dbi voi khao sat truc tuyén,
nhiéu nén tang mang xa hoi pho bién nhu Facebook, LinkedIn, cac nhém nhan vién
khach san va email gui dén cac nha quan ly nhan su tai khach san da dugc st dung dé
tiép can dap vién.

Cudc khao sat kéo dai ba thang, tir thang 3/2024 dén thang 5/2024. Sau khi thuc
hién khao sat, c6 288 ban tra 161 hop 1¢ dugc st dung cho phan tich chinh thuec.
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CHUONG 3
KET QUA NGHIEN CUU

3.1. Théng tin miu nghién ciru
3.1.1. Théng tin vé dic diém nhan khau hoc ciia dap vién

Sau khi tién hanh thu thap dit liéu, s6 luong miu khao sat hop 16 14 288. Theo thong
ké ngudi tham gia khao sat cho thdy nam gidi chiém 36,46%, trong khi nit gii chiém
63,54%. Da s nguoi tra 11 thudc nhom tudi tré, vi hon 90% dudi 35 tudi. Vé tinh
trang hon nhén, 67,36% sb nguoi duge hoi con doc than, trong khi phén con lai da két
hén. Ngoai ra, hon mot nira sd ngudi tham gia khao sat c6 mirc thu nhap dudi 60 triéu
d6ng/nam, chiém 56,94%. Xem Bang 4.1. va 4.2. trong Bao céo tong két dé tai dé biét
thém thong tin va dic diém cong viéc cua dap vién.

3.2. Phan tich mo ta

Céc bién quan sat duoc do ludng bang thang do Likert 5 diém, trong d6 diém s6
cao hon phan anh mirc d6 ddéng ¥ cao hon cua ngudi tra 10i. Theo Nisfiannoor (2009),
muc tiéu chi dir liéu duoc xac dinh dya trén diém trung binh thuc nghi¢m (Bang 4.3).

Bang 3.3. Mitrc d9 tiéu chi dir li¢u theo diém trung binh thwe nghiém

Piém trung binh Miktc d9 tiéu chi dir liéu
3,68 — 5,00 Cao
2,34 -3,67 Trung
1,00 — 2,33 Thap

Ké thira tir Nisfiannoor (2009)

Xem Bang 3.3 trong Béo cao tong két dé co thém thong tin diém trung binh va cac
tiéu chi dir liéu cta 39 bién quan sat dung dé do luong 10 ciu truc.

3.3. Danh gia mo hinh do ludng
3.3.1. Danh gia moé hinh do ludng bac 1

Két qua & Bang 4.5 trong Béo cao tong két cho thay tat ca cac bién quan sat trong
thang do déu dat do tin cay voi hé sb tai ngoai trén 0,7 (Henseler va cong su, 2009).
Thém viao d6, chi s6 phuong sai trung binh duoc trich (AVE) cta 10 cau trac dao dong
tir 0,604 dén 0,821, cao hon muc ngudng dé xuit 12 0,5, cho théy mo hinh do luong dat
gia tri hoi ty (Fornell & Larcker, 1981).

Dé danh gia do tin cdy tong thé cia thang do, cac chi sé pA, Cronbach’s alpha
(CA) va hé s6 do tin cdy tong hop (CR) dugc sir dung. Cac gié tri nay ddi v6i chin cdu
truc trong mo hinh déu vuot ngudng 0,7, ddm bao do tin cay nhat quan noi bg. Riéng
pA va CA ciia Ap luc thoi gian (TIP) thap hon 0,7 nhung van cao hon mtrc chap nhan
duoc 13 0,6, do d6 van dugce giit lai.

Gia tri phan biét ctia thang do duoc kiém tra thong qua chi sb twong quan HTMT.
Theo d6, cac gia tri HTMT & Bang 4.6 déu nho hon ngudng khuyén nghi 0,85. Ngoai
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ra, két qua cta thu tuc hoan chinh sir dung phuong phap 1y mau ngau nhién 10.000
vong lap (bootstrapping) voi mirc y nghia 5% con cho thay can trén ciia khoang tin cay
gia tri HTMT cua ting cdp cdu trac déu nhé hon ngudng 0,85, ddm bao mé hinh do
ludng dé xuat cé tinh phan biét tot.
3.3.2. Danh gia mo hinh do lwong bac 2

Két qua phan tich cho thay tit ca hé sb tai ngoai ciia cac bién quan sat trong mo
hinh bac hai déu 16n hon 0,7 (Bang 3.7). Bén canh d6, chi s6 AVE déu 1én hon ngudng
dé xuat 1a 0,5, chimg t6 mé hinh do lugng dam bao tinh hoi tu. Cac gia tri p4, hé s6
Cronbach’s alpha (CA) va hé s6 d6 tin cdy tong hop (CR) ctia cac ciu trac bac hai déu
16n hon muc khuyén nghi la 0,7, dam bao do tin cay nhét quan ndi bo.

Bang 3.7. Két qua danh gia dé tin cdy va dd hdi tu thang do bac hai

Hé sb tai

Cau tric bac hai/ bic mot ngoai CA P4 CR | AVE
Yéu cdu cong viéc (JDE) 0,698 | 0,818 | 0,828 | 0,619
Ap luc thoi gian (TIP) 0,721
Sy mat can bang cong viéc/cude séng 0.910
(WLI) ’
Su tuong tac voi khach hang (CUC) 0,713
Nguén luc cong viéc (JRE) 0,772 | 0,779 | 0,869 | 0,690
Su tu chu trong cong viéc (WAU) 0,746
HJ trg x4 hoi tir to chitc (ORS) 0,878
HJ trg x4 hoi tir ddng nghiép (COS) 0,861
Phéan hoi (FEB) 0,700

Nguon: Tinh todan cua tdc gia

Doi v6i gia tri phan biét thang do ciia mo hinh bac hai, cac gia tri HTMT & Bang
3.8 déu nho hon ngudng khuyén nghi 0,85. Két qua kiém tra khoang tin ciy gia tri
HTMT ciia tiig cip cau trac déu nhé hon ngudng 0,85. Nhu vdy, md hinh do ludong bac
hai dam bdo tinh phan biét.
Bang 3.8. Két qua danh gia gia tri phan biét thang do

JDE | JOS | JRE | OCB | WOE

Yéu ciu cong viéc (JDE)

Sy cing thang trong cong viéc (JOS) 0,683
Nguén lyc cong viéc (JRE) 0,179 | 0,235

Hanh vi cong dan to chic dinh huéng

khéch hang (OCB) 0,135 10,192 | 0,724
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Sy gin két cong viéc (WOE) 0,130 | 0,291 | 0,783 | 0,785

Nguon: Tinh todn ciia tdc gia
3.4. Kiém tra sai léch phwong phap

Bang 3.9 trinh bay dir lidu vé gia tri R? cia cac bién phy thudc trude va sau khi
thém bién GEN-FACT vao mé hinh, véi phuong phép Bootstrapping dugc thuc hién
trén mau 1ap 5000 lan. Két qua cho théy su chénh l¢ch gia tri R* cua cac bién phu thudce
JOS, WOE va COB truéc va sau khi thém bién General Factor 1a khong dang ké. Diéu
nay cho thay rang sai léch phuong phap khong ton tai trong nghién ctiru nay (theo
Tehseen va cong sy, 2017), tir d6 khing dinh rang nghién ctru du diéu kién dé tiép tuc
céc phan tich tiép theo.

Bang 3.9. So sanh R? truwdc va sau khi thém bién General Factor (GEN-FACT)

R2 trudc khi thém bién General Factor R2 sau khi thém bién General Factor

JOS 0,364 JOS 0,365
WOE 0,476 WOE 0,476
COB 0,498 COB 0,500

Nguén: Tinh todn ciia tic gid
3.5. Panh gia mé hinh ciu tric
3.5.1. Panh gia tinh cong tuyén ciia cac bién doc lap

Trong nghién ctru ndy, cac bién doc 1ap ciia OCB, JOS va WOE déu khong xay ra
hién tuong cong tuyén do toan bo gia tri VIF di tir 1,002 dén 1,593, déu nho hon muc
khuyén nghi t6t nhat 13 0,3.

3.5.2. Danh gia do phu hgp mo hinh

Nham dénh gia ¢ pht hop cia mé hinh, Henseler va cong su (2015) khuyén nghi
sir dung chi tiéu 1a trung binh s6 du binh phuwong chuan SRMR véi ngudng tiéu chuin
13 0,08 va chi sd phu hop chuan hoa NFI v6i ngudng 13 0,8 (Hu & Bentler, 1998). Két
qua phan tich cho thiy SRMR 13 0.07 < 0.08, va NFI 13 0.817 > 0.8, chiing t6 mo hinh
nghién ctru dat dugc do phu hop véi dir licu khao sat.

3.5.3. Panh gia modi quan hé truc tiép

Bén trong bay gia thuyét duoc chap nhan khi so sanh gia tri ¢ thuc nghiém véi gia
tri kiém dinh t & mtc y nghia 0,05. Yéu cau cong viéc ctia nhan vién tiép xuc truc tiép
v6i khach hang trong khach san co tac dong truc tiép va cung chiéu Ién su cing thang
trong cong viéce, trong khi tac dong ctia ciu tric nay 1én sy gin két cong viée lai khong
¢6 ¥ nghia thdng ké. Ngudn luc cong viéc déu c6 anh hudng truc tiép 1én sy cang thang
trong cong viéc va sy grfm két cong viéc.

Ngodi ra, sy cang thang trong cong viéc clia nhan vién khong c6 mdi lién hé truc
tiép dén su gin két cong viée cua ho trong nghién ciru nay. Trong hai mdi quan hé truc
tiép dén CO-OCB, su gén két cong viéc 1a nhan td tac dong tich cuc manh mé véi hé sb
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tac dong chuan héa p = 0,710, trong khi tac dong ctia sy cing thang trong cong viéc lai
khong c6 ¥ nghia théng ké.

Bang 3.10. Két qua kiém dinh cAc méi quan hé tryec tiép

i i Khoang tin cay i
Gia thuyet | Moi quan hé B t P Ket qua
2,5% 97,5%
HI JDE ->JOS 0,565 | 11,252 | 0.000 0,468 0,663 | Chap nhan
H2 JDE -> WOE | -0,034 | 0,567 | 0,571 -0,156 | 0,085 Tir chdi
H3 JRE > JOS -0,199 | 3,608 | 0,000 0,310 | -0,093 | Chép nhan
H4 JRE ->WOE | 0,655 | 14,402 | 0,000 0,561 0,740 | Chap nhan
H5 JOS > WOE |-0,106 | 1,607 | 0,108 -0,232 | 0,022 Tir chdi
H6 JOS -> OCB 0,016 | 0,344 | 0,731 -0,079 | 0,100 Tir chdi

H7 WOE ->OCB | 0,710 | 15,926 | 0.000 0,613 0,785 | Chap nhan

Nguon: Tinh todn cia tdc gid
3.5.4. Panh gia moéi quan hé gian tiép
Trong nghién ctru ndy, su cing thing trong céng viéc va su gin két cong viée 1a
bién trung gian. Tuy nhién, c6 thé thdy tir két qua kiém dinh méi lién hé truc tiép ¢ trén,
chi c6 mot con dudng lién két gian tiép tir ngudn lyc cong viéc dén CO-OCB thong qua
su gan két cong viéc can dugc kiém tra. Két qua nghién ctru cho thay anh hudng gian
tiép nay c6 y nghia théng ké cao véi p = 0,465, p = 0,000.

Bang 3.11. Két qua kiém dinh tac dong gian tiép 1én OCB

, Khoding tin cay ,
Moi quan hé¢ B t p Keét qua
5% 95%

JRE ->JOS > WOE ->OCB | 0,015 | 1,364 | 0,265 | -0,003 0,040 Tur chéi
JRE > WOE > OCB 0,465 | 8,868 | 0,000 | 0,359 0,564 | Chap nhan
JDE ->JOS -> OCB 0,009 | 0,341 | 0,735 | -0,044 0,059 Tur chéi
JDE ->JOS -> WOE -0,060 | 1,564 | 0,228 | -0,137 0,013 Tur chéi
JRE ->JOS -> OCB -0,003 | 0,329 | 0,743 | -0,018 0,021 Tur chdi
JRE ->JOS > WOE 0,021 | 1,321 | 0,277 | -0,004 0,058 Tur chéi
JDE > WOE -> OCB -0,024 | 0,568 | 0,563 | -0,108 0,060 Tur chéi
JDE ->JOS -> WOE -> OCB | -0,043 | 1,582 | 0,223 | -0,096 0,009 T chdi
JOS -> WOE -> OCB -0,075 | 1,632 | 0,212 | -0,162 0,016 Tir chdi

Nguon: Tinh todn cia tdc gid
3.5.5. Danh gia nang lyc gidi thich va ning lwe du doan ctia mo hinh

- R?hiéu chinh ctia OCB 14 0.494, ching to bién doc 1ap JRE va WOE giai thich
dugc 49,4% su bién thién cua OCB.
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- R%hiéu chinh cua JOS 14 0,360, chimg to bién doc 1ap JDE va JRE giai thich duoc
36% sy bién thién ciia JOS.

- R? hiéu chinh cia WOE 1a 0,471, chirng to bién doc 1ap JRE giai thich duoc
47,1% su bién thién ctia WOE.

Trong nghién ctru nay, ning luc dy bio ngoai mau cua mo hinh dé xuit dugc danh
gia thong qua thil tuc PLSpredicr. Két qua cho thiy gia tri Qpredict clla tt ca cac chi s cta
ba bién phu thudc JOS, WOE va OCB déu 16n hon 0, thé hién ring mé hinh dudng dan
PLS vuot qua chudn so sanh thap nhat (gia tri trung binh cac bién quan st trong miu
phan tich) (Bang 3.12). Gia tri RMSE cuia phan 16n (hodc mét nira) cac bién quan sat
cua WOE (2 trén 3 chi bao) va JOS (2 trén 4 chi bao) tu phan tich PLS-SEM nhoé hon
gia tri RMSE tir mé hinh so sanh chuin LM, chimg t6 mé hinh c4u trac ctia nghién ctru
nay c6 ning luc du bao trung binh ddi véi sy gan két cong viée va sy cing thang trong
cong viéc. Trong khi d6, mo hinh dé xuat c6 ning luc du bao thap ddi voi CO-OCB
(Hair va cong su, 2022).

Bang 3.12. Két qua ning lue dw bao clia md hinh dé xuat

Bién quan sat Qpredict PLS-SEM_RMSE LM_RMSE
JOS1 0,279 0,870 0,882
JOS2 0,261 0,925 0,917
JOS3 0,221 1,029 1,055
JOS4 0,230 0,949 0,912

WOEI 0,440 0,670 0,692
WOE2 0,379 0,695 0,698
WOE3 0,268 0,822 0,821
OCBI1 0,190 0,848 0,862
OCB2 0,293 0,736 0,729
OCB3 0,274 0,738 0,703
OCB4 0,294 0,694 0,673
OCB5 0,237 0,757 0,754

Nguon: Tinh todan cua tdac gia
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CHUONG 4
KET LUAN, HAM Y VA HUONG NGHIEN CUU TUONG LAI

4.1. Ham y cia két qua nghién ciru
4.1.1. Ham y Iy thuyét

Nghién ctru nay déng gop vao 1y thuyét vé hanh vi cong dan t6 chirc dinh hudng
khach hang (CO-OCB) trong bbi canh nganh dich vu du lich va khach san. Két qua
nghién ctru ching minh dugc su gin két cong viée cua cac chu thé nhan vién tiép xtic
tryc tiép déng vai trd quan trong trong viée thic ddy CO-OCB, nhat quan véi két qua
ctia nhirng nghién ctru trude day khi cho ring nhan vién voi su gin két cong viée cao
hon dem lai hiéu suit va hanh vi thuc hién dich vu tich cuc hon (Cheng & coOng su,
2018; Karatepe, 2014; Yeh, 2012; Kanjanakan & cdng su, 2023). Trong khi do, su cang
thang trong cong viéc khong nhét thiét kéo theo viéc nhan vién tiép xuc truc tiép it thuc
hién cac hanh vi phuc vu khach hang nam ngoai vai tro ctia minh. O ddy, mic du yéu
cau cong viéc cao khién cho nhan vién gip cang thang nhiéu hon, nhung diéu d6 khong
anh huong dang ké dén su gan két cong viéc va CO-OCB. Tuy nhién, mot sd nghién
ctru trude cho két luan nguoc lai, chang han nhu Liang (2012) hay Yu & cong su (2021).
Sy khac biét nay co thé dugc giai thich bai sy kién cudng cao hon ctia nhan vién tiép
xUuc trong bdi canh nganh khach san trong dai dich, dic biét 1a nhan vién lau nam
(Agmapisarn & Khetjenkarn, 2024), ham ¥ nhéan vién c6 thé chiu cing thang cong viéc
cao nhung van ¢ kha ning dau tu thoi gian va cong stic vao cac hoat dong lam ting
chat luong trai nghiém dich vu ctia khach hang nam ngoai mé ta cong viéc ciia minh.

Ngoai ra, nghién clru ndy giup mé rong mo hinh Yéu ciu - Nguén luyc Cong viéc
(JD- R) truyén théng cua Demerouti va cOng su (2001) khi danh gid méi quan hé giira
yeu cau cong viéc, nguon luc cong viéc va sy cang thang trong cong viéc cling nhu sy
gan két cong viéc, bo sung thém cau tric dau ra vé hanh vi cong dan to chirc dinh huéng
khach hang vao mé hinh. Pong thoi, nghién ctiru dong gop vao tai liéu con han ché vé
viéc tmg dung md hinh JD-R dé nghién ctru hanh vi nhan vién trong linh vuc du lich va
khach san (Kwon & Kim, 2020). Két qua nghién ctru cho thiy rang ngudn lyc cong viée
co tac dong tich cuc dén su gén két cong viéc cua nhan vién; cung véi do, yéu ciu cong
viéc cling gay anh hudng cung chiéu ti sy cing thang trong cong viéc, nhat quan véi
cac nghién ctru vé& nhéan luc doanh nghiép truéc day (Demerouti & cong sy, 2001;
Nguyen-Phuoc & cong su, 2022; Nguyen-Phuoc & cong su, 2023). Bén canh d6, ngudn
luc cong viée ciing c6 tac dong chéo, nguoc chiéu téi su cing thang trong cong viéc.
Diéu niy bo sung vio co sd 1y thuyét trong linh vure quan tri khach san véi s6 it nghién
clru xem xét tac dong ciia ngudn luc cong viée (Kim & Wang, 2018) hay cua cac khia
canh nguén lyc cong vi¢c don 1€ nhu sy kiém soat cong vi¢c (Chiang & cong su, 2010)
1én su kiét strc vi cong viée. Mic du cac nghién ctru trude ddy van chua dua ra dugc
nhiing phat hién nhat quan vé tac dong clia yéu cau cong viéc 1én sy gan két cong viéc
(Babakus & cong su, 2017; Xanthopoulou & cong su, 2013), nghién ctru nay cho théy
mdi lién hé trai chidu gilta yéu cau cong viéc va sy gan két cong viéc khong co y nghia
théng ké, thong nhat véi cac nghién ctru nhu Chiang va Chen (2024), Radic va cong su
(2020), Schaufeli va Bakker (2004).
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O dong gop thir ba, vai trd trung gian cua sy gan két cong viéc duoc khang dinh
trong nghién ctru hién tai. Trong méi quan hé gian tiép tir ngudn luc cong viéc dén CO-
OCB, su gin két cong viéc 1a yéu td trung gian c6 ¥ nghia, trong khi cing thing cong
viéc khong phai 1a yéu t6 trung gian hiéu qua. Diéu nay nhat quan vé6i két qua cia cac
nghién cuu trude (Wang & Tseng, 2019, Chung & Angeline, 2010; Demerouti & cong
su, 2010). Su gan két cong viéc dong vai tro nhu mot cau ndi quan trong, giup chuyén
hoa ngudn luc cong viée thanh cac hanh vi c¢6 loi cho t6 chire, dong gop vao hiéu biét
sau hon vé cach thirc phat huy cac ngudn luc cong viéc.

Trong bdi canh nganh dich vu va khach san tai Vi¢t Nam, nghién ctru hién tai da
tién phong trong viéc tim hiéu tac dong ciia cac yéu td yéu cau va ngudn luc cong viée
dén CO-OCB ctia nhan vién tuyén dau trong nganh khach san. Trong khi cac nghién ctru
trude ddy & Viét Nam chi ding lai & viéc xac dinh méi lién hé tryc tiép giita sy gan két
cong viéc va OCB no6i chung hodac OCB dinh hudng dich vy, t6 chirc va ca nhan (Ngb
Thi Thanh Huyén, 2020; Lé Nhat Hanh & cong su, 2019; Bui Nhat Vuong, 2022) va
giita sy hd tro tir to chire dén OCB (Bui Quang Hung & cong su, 2022; Ngo Thi Thanh
Huyén, 2020; Nguyén Hoang Kim & Nguyén Lé Hoang Long, 2021), két qua ctia nghién
clru nay xac nhan vai tro trung gian ciia sy gan két cong viéc trong moi quan hé giira
ngudn lyc céng viéc ndi chung va CO-OCB cua nhan vién tiép xtic tryuc tiép trong khach
san. Bén canh d6, su cing thang cong viéc khong phai 1a ciu ndi dan dén viéc nhan vién
tiép xuc trong nganh khach san tai Viét Nam khong thuc hién cac hanh vi hd trg va cham
soc khach hang ngoai mo ta cong viéc cua minh. Nghién ctru ndy lam phong pha thém
Iy thuyét vé hanh vi cong dan t6 chirc ctia nhan vién khach san trong bdi canh chau A.

4.1.2. Ham y quan tri

Céc phat hién trong nghién ctru nay cho thiy viéc xay dung moéi trudng cong viéc
voi su hd tro xa hoi phu hop nham tao diéu kién cho nhan vién ga‘in két vai cong viéc sé
12 mot cach hiru hidu dé thuc ddy CO-OCB ctia nhan vién tiép xtc truc tiép trong khach
san, thay vi chi tap trung vao viéc giam thiéu yéu cu cong viéc ciia ho. Pé duy tri sy
gén két trong cong viéc, vi¢c dam bao phuc lgi, cha trong léng nghe va cham lo cho
nhan vién thong qua cac quy dinh chinh thirc can duoc mé rong.

Nguén luc cong viée trong nghién ciru nay con dén tir s hd tro tir dong nghiép.
Vi yéu t6 x4 hoi nay c6 thé thay doi hang ngay (Shi & cong sy, 2022), cac nha quan tri
can dau tu xay dung van hod lam viéc hd tro 1an nhau thong qua cac nhom lam vigce,
cong nhan va khen thudng cac hanh vi hd tro dong nghiép mang lai két qua tét. Bén
canh d6, van hoa phan hoi thudng xuyén, hai chiéu va mang tinh xay dung giita cac cip
nhan vién, va phan hodi dong déng ciing can dugc thuc ddy. Pong thdi, phan hoi khach
hang can dugc str dung nhu mét cong cu phat trién thay vi tao ap luc.

Lién quan dén sy tu chu trong cong viéc, vi¢c thiét ké lai cong viéc dé tang cuong
tinh tu chi ¢6 thé gitp cai thién strc khde va tinh than cta nhan vién, nhu 1ap luén cua
Guest (2017). Cac nha quan tri can c6i mé hon véi viée trao quyén cho nhan vién, dong
thoi dau tu vao viéc thiét ké lai cong viéc két hop véi xay dung kich ban cho céc tinh
hudng tiép xuc khach hang dé trao quyén thyuc hién cong viéc cho nhan vién.



19

Mic du trong nghién ctru nay, cac yéu cau cong viéc dén tir ap luc vé thoi gian, su
mat cn bang giita cong viéc va cudc sdng, va sy tuong tac véi khach hang khong tac
dong truc tiép dén sy gin két cong viéc nhung lai dan dén sy gia ting cing thing trong
cong viéc néu khong dugc quan 1y tét. Cac nha qua tri nén thiét 1ap mot hé théng theo
ddi strc khoe dé giam sat nhitng cing thing trong coéng viéc hang ngay ctia nhan vién va
tranh dé ho tiép xtic voi nhitng cing thing hang ngay trong thoi gian dai. Hé théng nay
c6 thé duoc thiét ké don gian gidng nhu may danh gia mirc do hai long cta khach hang
theo thang do tir 1 dén 5 c6 tai cac ngan hang. Bang cach theo di muc do cing thing
cua nhan vién, nha quan tri c6 thé xac dinh duoc su can thiét phai thuc hién cac chién
luge quan 1y céng théng hay khong. Céc chuong trinh thé duc, yoga, thién dinh tai noi
1am viéc c6 thé gop phan lam lam giam bodt cang thang trong cong viée, dong thoi giup
nhan vién can bang tot hon giira cong viéc va cudc song.

Bén canh d6, vi su thiéu van minh ctia khach hang 14 ganh ning d6i véi nhan vién
tuyén dau, ho coi sy hd trg xa hoi tir cép trén truc tiép cua minh la mot nguén lyc quan
trong (Demerouti va cong sy, 2001). Do d6, cac nha quan tri cap cao trong cac khach
san phai dé cao va tro gitip kip thoi cho nhan vién tiép xtc truc tiép, ddng thoi ding 1én
bao vé phém gid va quyén lgi cuia nhan vién khi ho phai chiu su ddi xtr bat cong hodc bi
bt nat mot cach vo ly.

4.2. Han ché va huéng nghién ciru trong twong lai

Ngoai nhitng dong gop vé mat 1y ludn va thuc tién, nghién ctru ndy ciing khong thé
tranh khoi mot s6 han ché nhat dinh. Cu thé:

Th nhét, cac cAu tric tac dong dén su gén két cong vi¢c va sy cang théng trong
cong viéc ctia nhan vién tiép xuc tryc tiép trong nghién ctru nay con han ché. Do do, cac
nghién ctru trong tuwong lai c6 thé phan biét cac yéu cau cong viéc mang tinh thach thirc
(tich cuc) va cac yéu cau mang tinh can trd (tiéu cuc) dé hiéu hon vé tac dong ciia chung
dén sy cang thang trong cong viéc va su gin két cong viéc. Ngoai ra, cac nhan t lién
quan dén ngudn lyc va yéu cau ca nhan ctia nhan vién can dugc tich hop vao mo hinh.

Th hai, két qua nghién ctru dugc rut ra tu mau khao sat cac nhan vién khach san
tai Viét Nam. Do d6, tinh khai quat hoa cia mé hinh dé xuat con chua cao. Cac nd luc
nghién cuu tiép theo can thuc hién trong bdi canh van hoa khac hodc tién hanh céc
nghién ctru so sanh dé thiy su khac biét vé tic dong ctia cac yéu td bdi canh dén CO-
OCB.

Thi ba, nghién ciru nay tap trung vao hanh vi nim ngoai mé ta cong viéc hudng
t6i khach hang ctiia nhan vién tiép xtc truc tiép trong khach san. Trong twong lai, viéc
xéc dinh tac dong ctia cac yéu td ngudn lic va yéu cu ctia cong viée va ciia ca nhan dén
hanh vi cong déan t6 chirc hudng t6i to chirc va dong nghiép, bén canh hanh vi huéng téi
khach hang, s& bd sung dang ké vao Iy thuyét vé dau ra céng viéc ctia nhan vién nganh
khach san.
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