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LOI CAM ON

Loi dau tién em xin trin trong bay to 1ong biét on sau sic dén véi TS. La Nit
Anh Van va TS. Luong Thi Sao Bing - Giang vién Truong Pai hoc Phan Thiét, nguoi
d3 luon hudng dian khoa hoc cho dé 4n tt nghiép nay cua em, c6 da tin tinh huéng
dan trong sudt qua trinh thyc hién dé 4n. DU vin con nhiéu thiéu sot nhung em da cb
ging van dung tit ca nhimng kién thirc da hoc va tich lily duogc trong sudt thoi gian vira
qua dé hoan thanh bai dé an t6t nghiép cia minh. Nhung do kién thirc han ché va
khong c6 nhiéu kinh nghiém trong thuc tién nén kho tranh khoi nhiing thiéu sét trong
qua trinh nghién ciru va trinh bay. Rat kinh mong su gop ¥ ctua Co dé dé an t6t nghiép

cua em duoc hoan thién hon.

Xin chan thanh cam on Ban Giam Hiéu, Phong Quan 1y dao tao Pai Hoc Phan
Thiét d3 tao diéu kién thuén loi cho em trong sudt qua trinh hoc tap va nghién ctu

khoa hoc ctia em.

Xin chan thanh cam on Anh Nguyén Trung Nguyén — Giam doc diéu hanh
chudi Khach san Mandala, anh chi déng nghi¢p da luon tao diéu kién thuan loi dé cho
em dén tham quan khao sat, hoc héi cong viéc van hanh trong khach san ciing nhu

cung cap nhitng tu liéu quy bau gitp em hoan thanh tot dé an tét nghiép nay.

Xin cam on Ban lanh dao co quan da tao diéu kién va sy dong vién ho trg rat

16n tir d6ng nghiép, gia dinh trong sudt khoa hoc va qua trinh thyc hién dé an cia em.

Trong qua trinh hoc tap va lam viéc s& khong tranh khoi nhiing thiéu sot, em
rat mong s& dugc thdy cd gop ¥ va xin tran trong cam on nhitng gdp y ctia Thay Co

d3 cho em nhitng kién thirc quy gia dé em c6 thé hoan thién hon.

Xin tran trong cam on!



LOI CAM POAN

T6i xin cam doan rang dé 4n tt nghiép véi dé tai: “GIAI PHAP NHAM NANG CAO
CHAT LUONG PAO TAO NGUON NHAN LUC TAI MANDALA CHAM BAY
MUI NE HOTEL” 1a két qua nghién ctru do chinh t6i thuc hién dudi su huéng dan
ctia TS. La Nit Anh Van va TS. Luong Thi Sao Bing - Giang vién Truong Pai hoc
Phan Thiét.

Toan b nodi dung, s6 liéu trinh bay trong dé an déu 1a két qua nghién ctru trung thue,
dugc thu thap tir cac ngudn c6 kiém chimg va dugc trich dan day du, ding quy dinh
va 1a két qua nghién ctru ctia ca nhan toi. Toi khong sao chép hay st dung két qua

nghién ctru ctia ngudi khac ma khong ghi rd ngudn.

T61 xin chiu hoan toan trach nhi€m vé tinh trung thuc va toan ven cua dé an nay. Néu
co bat ky gian 1an nao dugc phat hién, to61 xin hoan toan chiu trach nhiém theo quy

dinh ctia Nha truong.
Lam Pong, Ngay Thang Nim

Nguwoi lam don cam doan

Nguyén Thi Thu Thiy



TOM TAT DE AN

Trong bdi canh nganh du lich ngdy cang khang dinh vai trd quan trong ddi véi
su phat trién kinh té — xa hoi, gop phan ning cao hinh anh diém dén va tao ra gia tri
kinh té bén virng cho quédc gia, cac doanh nghiép khach san khong chi chu trong dau
tur vao co s& vat chat va nang cao chét luong dich vu ma con can dic biét quan tam
dén yéu t6 con ngudi — ngudn nhan lyc. Trong d6, cong tac thuc hién dio tao va phat
trién ngudn nhan lyc cia doanh nghiép giit vai trd then chét trong viée nang cao trinh
d6 chuyén mén, ky ning nghé nghiép va thai do phuc vu cta doi ngii nhan vién. Chét
luong dao tao nguff)n nhan luc trong linh vuc khach san ¢6 anh huong truc tiép dén
hiéu qua hoat dong ctia doanh nghiép, murc dd hai long cia khach hang cling nhu kha

nang canh tranh ctia khach san trén thi truong.

Xuat phat tir yéu cau thyc tién do, dé tai “Giai phap nhim ning cao chit
lwong dao tao nguon nhan hre tai Mandala Chiam Bay Miii Né Hotel” dugc thuc
hién nham phan tich nhiing thuc trang va danh gia nhiing rii ro mot cach c6 hé thong
thong qua thuc trang cong tic dao tao ngudn nhan luc tai don vi nghién ciru, dong
thoi xac dinh nhitng han ché con ton tai trong qua trinh dao tao va phat trién nguén
nhan luc tai ddy. Trén co s& 46, dé tai dé xuat cac giai phap phu hop nhim nang cao
chat lugng dio tao ngudn nhén lyc, gop phan phat trién doi ngii nhan vién c6 trinh do
chuyén mon, k¥ nang nghiép vu va thai d6 1am viéc chuyén nghiép, dap img yéu ciu

ngay cang cao cua nganh khach san — du lich.

Muc tiéu tong quat ctia dé an nay 1a danh gia thuc trang chat luong dao tao
ngudn nhan lyc tai Mandala Cham Bay Miii Né Hotel, tir d6 dé xuat cac giai phap
mang tinh kha thi va phu hop véi diéu kién thuc té cta khach san nham nang cao hiéu
qua cong tac dao tao va phat trién nguén nhan lyc tai doanh nghiép. Viéc nang cao
chét lugng dao tao khong chi gbp phan nang cao ning luc lam viéc cua doi ngli nhan
vién ma con giup cai thi¢n chét lugng dich vy, nang cao hi€u qua hoat dong kinh
doanh va tang cuong nang luc canh tranh cua khéch san trong bdi canh hoi nhép va

phat trién ctia nganh du lich — khach san tai dia phuong va khu vuc.

V& phuong phap nghién ctru, dé an sir dung phwong phap nghién ctru hdn hop,
két hop gitta dinh tinh va dinh lugng. Nghién ctru dinh tinh dugc thuc hién thong qua



viéc thu thdp va phan tich céc dir liéu thi cép tor van ban nodi bg, sach, tap chi khoa
hoc, cac cong trinh nghién ctru lién quan, sb liéu thong ké va cac bao cao vé cong tac
dao tao va su dung lao dong ctia khéach san. Nghién ctru dinh lugng dugc trién khai
dura trén khung 1y thuyét vé chét luong dao tao ngudn nhan luc trong linh vyc khach
san; dit licu dugc thu thap thong qua khao sat nhan vién va duge xur ly b@ing phén
mém SPSS. Phuong phép phan tich hdi quy da bién duoc sir dung nhim xac dinh
mirc d6 anh hudng cua cac yéu té dén chat luong dio tao ngudn nhan luc tai khach

san.

Vé két cdu, dé an duoc chia thanh ba chuong chinh, bao gém: (1) Co s¢ 1y luan
vé chat luong dao tao ngu6n nhan lyc trong linh vuc khéach san; (2) Phan tich thuc
trang cong tac dao tao nguén nhan lyc tai Mandala Cham Bay Miii N¢ Hotel; va (3)
Pé xuét cac giai phap nham nang cao chét lugng dao tao ngudn nhan lyc tai Mandala
Chiam Bay Mili Né Hotel. Két qua nghién ciru khong chi gép phan cung cp co s
khoa hoc cho viéc hoach dinh va trién khai cac chuong trinh dao tao phu hgp ma con
hd tro khach san trong viéc xdy dung va phat trién doi ngii nhan lyc chét luong cao,

hudng téi muc tiéu phat trién bén viing trong thoi gian t4i.



PROJECT ABSTRACT

In the context of the tourism industry increasingly affirming its significant role
in socio-economic development, enhancing destination image, and generating
sustainable economic value for the nation, hotel businesses have recognized that
investing in physical facilities and improving service quality alone is not sufficient.
Greater attention must also be paid to human resources, which are considered a
critical factor in organizational success. In particular, training and human resource
development play a vital role in improving employees' professional knowledge,
occupational skills, and service attitudes. The quality of human resource training
in the hotel industry directly influences operational performance, customer
satisfaction, and the competitive advantage of hotels in the marketplace.

Based on these practical requirements, the study entitled “Solutions to
Improve the Quality of Human Resource Training at Mandala Cham Bay Miii
Né Hotel” was conducted to analyze the current situation of human resource
training and systematically evaluate the existing shortcomings in training and
development activities at the hotel. Based on the research findings, the study
proposes practical solutions to enhance the quality of human resource training,
thereby developing a workforce with strong professional competence, practical
skills, and professional working attitudes capable of meeting the increasing
demands of the hospitality and tourism industry.

The overall objective of this study is to evaluate the current quality of human
resource training at Mandala Cham Bay Miii Né¢ Hotel and propose feasible
solutions that are appropriate to the hotel's operational conditions in order to
improve the effectiveness of its training and human resource development
activities. Improving training quality not only enhances employees' work
performance but also contributes to better service quality, improved business
performance, and strengthened competitiveness of the hotel in the context of the
continuous development and integration of the local and regional tourism and
hospitality industry.

Regarding the research methodology, this study adopts a mixed-methods

approach that combines both qualitative and quantitative research methods.



Qualitative research was conducted through the collection and analysis of
secondary data, including internal documents, books, academic journals, previous
studies, statistical reports, and reports related to the hotel's training and human
resource management activities. Quantitative research was carried out based on the
theoretical framework of human resource training quality in the hospitality
industry. Data were collected through employee surveys and analyzed using SPSS
statistical software. Multiple regression analysis was employed to examine the
influence of various factors on the quality of human resource training at the hotel.

The study consists of three main chapters: (1) Theoretical foundations of human
resource training quality in the hospitality industry; (2) Analysis of the current
situation of human resource training at Mandala Cham Bay Miii N¢é Hotel; and (3)
Proposed solutions to improve the quality of human resource training at Mandala
Cham Bay Miii N¢é Hotel. The findings provide not only a scientific basis for
designing and implementing appropriate training programs but also practical
implications for developing a highly qualified workforce, thereby supporting the

hotel's sustainable development strategy in the future.
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PHAN I: MO PAU
1. Ly do chon dé tai

Thi truong nganh du lich Viét Nam vao nhitng nim gan day dang ¢ trong giai
doan but pha manh m¢, sau giai doan tinh hinh dich bénh Covid-19 kéo dai, thi nganh
du lich dang phuc hdi mét cach manh mé& nhd vao céac thé ché, chinh sach xuc tién
quang b thuong mai. Tuy nhién, thuc té cho thiy ring ngudn nhan luc trong linh vuc
du lich — khach san tai dia phuong van con nhiéu han ché ca vé trinh d6 chuyén mon,
k¥ ning nghé nghiép va tinh chuyén nghiép trong phuc vu. Piéu nay dit ra yéu cau
cap thiét dbi v6i cac doanh nghiép trong nganh phai chi trong hon dén cong tac dao
tao va phat trién ngudn nhan lyc nham dap tng nhu ciu ngdy cang cao cua thi truong.

Con ngudi ludn 1 nguodn luc co gia tri chién luogc trong qué trinh phat trién
clia moi quéc gia va doanh nghi¢p. Pac biét trong nganh du lich — khach san, noi chét
lugng dich vu phu thudc chi yéu vao yéu to con ngudi, nguon nhan lyc giir vai tro
quyét dinh ddi véi hiéu qua hoat dong, kha nang canh tranh va su phat trién bén viing
ctia doanh nghiép, dong thoi dong gop tich cuc vao su phat trién kinh té, van hoa va
x3 hoi. P6i véi mdi doanh nghiép, nguodn nhan lyc ciing 13 yéu té ¢au vao quan trong,
anh hudng truc tiép dén hiéu qua hoat dong san xuat kinh doanh ciing nhu kha ning
phéi hop va sir dung hiéu qua cac ngudn luc khac nham tao ra san pham va dich vu

dap Gmg nhu ciu cua khach hang.

Tai tinh Binh Thuan, dic biét 1a khu vic Miii Né — mét trong nhitng diém dén du
lich trong diém cua ca nudc — nhu cau nang cao chat luong dich vu khach san ngay
cang tré nén cap thiét. Khach san Mandala Cham Bay Mili Né 1a mt trong nhing co
s& luu tra tiéu biéu dang hoat dong tai khu vuc nay. Vai tiéu chuin 5 sao, thiét ké
kién trac doc do, hé thong trang thiét bi hién dai cuing nhiéu dich vu vui choi, giai
tri cao cap, Mandala Cham Bay Miii Né s¢ hiru nhiéu loi thé canh tranh trong phan
khic du lich nghi dudng cao cip tai Mili Né. Mandala Cham Bay Miii N¢é duoc khéi
cong xay dung vao nam 2019 va 13 mot phan trong chudi khach san thudc Tap doan
Apec Group. Mandala Cham Bay Miii N¢é 1a mdt trong nhiing dy an luu tra c6 quy

mo 16n nhat trong hé thong tap doan va ca khu vire Mili Né, Lam Pong. Chinh vi diéu



d6, Apec Group ciing dic biét quan tim dén yéu t6 con ngudi va sy phét trién ngudn
nhan luc cia cong ty. Vi triét 1y kinh doanh “Kinh doanh 13 phung sy”, tip doan
huéng dén muc tiéu mang lai gia tri va hanh phtc cho khach hang, c6 dong, can bo
nhan vién va xi hoi thong qua viéc cung cip cac san phiam va dich vu chat luong.
Tuy nhién, trong qua trinh phat trién, khach san van dang phai d6i mit v6i nhiéu thach
thirc, dic biét 1a trong cong tac tuyén dung, ddo tao va phat trién ngudn nhan luc chat
lwong cao — yéu td quan trong quyét dinh dén chit luong dich vu va kha ning dap

ung nhu cau ngay cang cao cua khach hang.

Hién nay, ngudn nhén luc trong linh vuc khach san — resort tai dia phuong dang
gip nhiéu khé khin ca vé sb luong va chat luong. Su phat trién nhanh chong cia
nganh du lich, dac biét tai cac khu vuc trong diém nhu Mii Né, doi hoi mot luc luong
lao dong 16n véi trinh d6 chuyén mén cao, k¥ niang nghé nghiép tét va phong cach
phuc vu chuyén nghiép. Tuy nhién, thuc té cho thay nhiéu co s luu trii van gip kho
khin trong viéc tuyén dung, dao tao va duy tri doi ngii nhan su phu hop. Tinh trang
nhan vién thiéu kinh nghiém, k¥ ning giao tiép han ché hodc chua duoc dao tao bai
ban khong chi anh huong dén chat luong dich vu ma con tac dong dén hinh anh va

uy tin cua doanh nghiép.

Do do6, viéc nang cao chat luong dao tao nguén nhan lyc dugc xem 1a mot trong
nhing giai phap quan trong nham giup doanh nghiép xay dung d6i ngii nhan vién co
nang lyc chuyén mon, k¥ niang nghé nghiép va thai d6 1am viéc chuyén nghiép. Tap
trung vao cong tac dao tao va phat trién nhan lyc ciia cong ty khong chi giup nang
cao chat lugng dich vu ma con goép phan ting cudng ning luc canh tranh va tao nén
tang vimng chac cho sy phat trién bén viing ciia doanh nghiép trong nganh du lich —

khach san.

Xuat phat tir thyc tién d6, dé tai “Giai phap nham nang cao chit lwong dao tao
nguﬁn nhan lyc tai Mandala Cham Bay Miii Né Hotel” dugc lya chon nham phan
tich thuc trang cong tac dao tao nguén nhan lyc tai khach san, danh gia nhitng han
ché con ton tai va dé xuét cac giai phap phu hgp nham nang cao chat luong ddo tao
ngudn nhan luc, gop phan nang cao chat lugng dich vu va thuc day sy phat trién bén

viing cua khéch san néi riéng va nganh du lich dia phuong néi chung.



2. Muc tiéu nghién ctru

2.1 Muc tiéu tong qudt:

Muc tiéu cta dé tai la nang cao chét luong dao tao nguén nhan luc tai Mandala

Cham Bay Miii Né.

2.2 Muc tiéu cu thé

1. Tim hiéu thuc trang cong tac dao tao nguén nhan luc tai Mandala Cham Bay
Miii N¢é Hotel thong qua viéc phan tich cac hoat dong dao tao, két qua dat duoc,
nhing han ché con ton tai va cac nguyén nhan anh huong dén chét lugng dao tao cia

khach san.

2. Bé xuit cac nhom giai phap va kién nghi c¢6 tinh kha thi nhdm hoan thién cong
tac dao tao nguon nhan luc tai Mandala Cham Bay Miii Né Hotel. Pong thoi, gop
phén nang cao chét lugng doi ngli nhan vién, cai thién chét luong dich vy, nang cao
hiéu qua hoat dong kinh doanh va tidng cuong ning lyc canh tranh cua khach san

trong bdi canh nganh du lich — khach san ngay cang phat trién.
3. Cau héi nghién ciru

1. Cac yéu td nao duogc st dung dé do luong chat luong dao tao ngudn nhéan luc

trong doanh nghiép khach san?

2. Thuc trang cong tac dao tao hién nay cua nguén nhan luc tai Mandala Cham

Bay Miii Né Hotel nhu thé nao?

3. Cac nhom giai phap nao can dugc dua ra dé nang cao chat luong dao tao nguon

nhan lyc tai Mandala Cham Bay Miii Né Hotel trong thoi gian sip t&i?

4. Poi twong va pham vi nghién ciru

4.1 Péi twong nghién ciru

- Poi twong nghién ciru: Chat luong ddo tao ngudn nhén luc tai Mandala Cham Bay

Mui Né Hotel.



4.2 Pham vi nghién cvwu
- Vé khéng gian:
Nghién ctru dugc thyc hi¢n tai Mandala Cham Bay Miii N¢é Hotel.
- Vé thoi gian:

Dé tai tap trung khao sat va danh gia thuc trang dao tao ngudn nhan luc trong giai

doan tir thang 07 dén 11.2025.
Dir liéu thr cap tir nam 2023 dén dau nam 2026.
- V& ndi dung:

Noi dung nghién ctru chi yéu tap trung vao cac van dé anh huong dén chat luong

dao tao nguén nhan lyc tai Mandala Cham Bay Miii N¢ Hotel.
5. Phwong phap nghién ciru

Dé tai sir dung phuong phap nghién ctru hdn hop, két hop giita nghién ciru dinh
tinh va nghién ciru dinh lugng nham tim hiéu va 1am 1 céc yéu t6 anh huong dén
chét lwong dao tao nguén nhan luc tai khach san Mandala Cham Bay Miii Né¢, tu
d6 xac dinh nhitng nguyén nhan con ton tai va dé xuat cac giai phap phu hop nham
nang cao hi€u qua cong tac dao tao nguén nhan luc tai don vi.

- Nghién ctru dinh tinh: D@t li€u duoc thu thap thong qua viéc téng hop va phan
tich cac tai liéu th cép nhu sach, bao, tap chi khoa hoc, cac cong trinh nghién ctru
c6 lién quan, s liéu thong ké va cac bao cao thudng nién vé tinh hinh dao tao va
st dung lao dong tai khach san Mandala Cham Bay Miii Né. Phuong phap nay
nham hé théng hoa co so ly luan vé dao tao va chit lugng dao tao nguén nhan luc,
ddng thoi 1am co sé dé xay dung khung nghién ciru cho dé tai.

- Nghién ctru dinh luong: Trén co sé khung 1y thuyét vé chat luong dao tao
nguén nhan lyc trong linh vuc khach san, nghién ctru tién hanh thiét ké bang cau
hoi khao sat va thu thap dir liéu tir nhan vién dang lam vi€c tai khach san Mandala
Chidm Bay Miii Né nham danh gia thuc trang cong tac ddo tao ngudn nhan lyuc.

6. Y nghia cia nghién ciru



- Vémit Iy luén:

Nghién ctru gép phan hé thong hoa co s 1y ludn vé chit lwong dao tao ngudn
nhan lyc trong linh vuc khach san, 1am rd cac khai ni€m, ti€u chi ddnh gia va vai tro

cua viéc dao tao ngudn nhan lyc trong su phat trién bén virng cua doanh nghiép.
- V& miit thye tién:

Két qua nghién ciru cung cdp cai nhin tong quan vé thyuc trang cong tac dao tao
ngudn nhan lyc tai khach san Mandala Cham Bay Mili Né. Trén co s& d6, dé tai dé
xudt cac giai phap nhdm ning cao chat lvgng dao tao ngudn nhan luc, gop phan phat
trién doi ngdi nhan vién c6 trinh do chuyén mén, k¥ ning nghiép vu va thai do lam
viéc chuyén nghiép. Giup khach san nang cao hiéu qua hoat dong kinh doanh, cai tién
chét luong dich vu va dong gép phan phat trién chung cho toan nganh du lich tai dia

phuong.

7. Két cau dé an

Ngoai 2 phan nhu mé dau va két luan, thi két cdu dé an gdm 3 chuong:
Chuong 1: Co s¢ 1y ludn va mé hinh nghién ciru ciia dé tai

Chuong 2: Thue trang cong tac dao tao ngudn nhin lue tai Mandala Chim Bay

Mii Né Hotel.

Chuwong 3: Pé xuit cac giai phap phit hop nhim hoan thién chat lwong dao tao

ngudn nhén lye tai Mandala Chim Bay Miii Né Hotel.



PHAN II: NOI DUNG
CHUONG 1. COSO LY LUAN VA MO HINH NGHIEN CUU CUA PE TAI

1.1. Co sé 1y thuyét
1.1.1. Khdi niém
1.1.1.1.  Nhan luc

Theo ThS. Nguyén Van Diém va PGS. TS Nguyén Ngoc Quén (2007) trong
gido trinh “Quan tri nhan lyc” da dinh nghia 1a “Nhan lyc con dugc hiéu la nguén luc

cua moi con ngudi ma nguon lyc nay goém co6 thé lyc va tri lyc.”

Trong gido trinh “Quan tri nhan lyc va quan tri chat luong” (2015) ciing c6
ghi “Nhan luc 1a lyc luong con nguoi hay ngudn luc ciia mdi con ngudi, bao gom:
thé luc (strc khoe, nang luc thé chét, nang luc co bap), tri luc (tri thire, k¥ nang, kinh
nghiém trong lao dong) va tdm duc (dao dirc 16i sdng, tinh than, thai do trong cong

viéc).”

V6i Tran Xuan Cau va Mai Qubc Chanh (2008), “Nhan luc Ia strc lyc con
ngudi, nim trong mdi con ngudi va 1am cho con ngudi hoat dong. Stc luc d6 ngay
cang phat trién cing véi sy phat trién cua co thé con nguoi va dén mot mire d6 nao
d6, con nguoi du diéu kién tham gia vao qua trinh lao dong — con ngudi cé sirc lao

dong.”

Va theo Pham Thanh Nghi va Vii Hoang Ngan (2004), “Nhan lyc chinh 13 tong
thé nhiing tiém nang ctia con ngudi ma trudc hét va co ban nhat 13 tiém niang lao dong
ctia mot qudc gia hodc ving lanh thé trong mot thoi ky nhét dinh (5 nam, 10 nam...)

phtt hop véi ké hoach va chit luong phat trién”.

Qua cic quan diém trén c6 thé thiy ring con nguoi giit vai tro trung tim va I3
ngudn lyc quan trong trong qua trinh pht trién cta t6 chirc cling nhu ctia nén kinh té
— x4 hdi. Nhan luc duoc thé hién trén nhiéu khia canh, khong chi ¢ suc lao dong ma
con bao gé)m nhiéu yéu td nhu: thé luc, tri luc, trinh do chuyén mon, k¥ nang va kinh

nghiém ctia mdi c4 nhan. Trong ca qua trinh lao dong, con nguoi cung luc st dung ca



thé luc va tri lyc dé thuc hién cac hoat dong san xuét, kinh doanh, tir d6 tao ra cta cai

vét chat va gia tri cho xa hdi.
1.1.1.2.  Ngudn nhén lyc

Khong kho dé chiing ta tim thiy duoc cac dinh nghia khac nhau vé ngudn nhan
Iirc. Tuy nhién, cac quan diém nay déu thong nhat ring con ngudi giir vai trd trung
tam va c6 anh huéng quan trong dén chat luong ciing nhu sy phat trién cua td chirc
va doanh nghiép. Duéi day 13 mot sé quan diém ndi bat trong nghién ctru vé ngudn

nhan luc.

Theo International Labour Organization (ILO, 2010), ngudén nhan luc duoc
hiéu 1a chat luong cua stic lao dong con ngudi sin co dé tham gia vao qua trinh san
XuAt hang hoa va dich vu. Ngu@m nhan luc bao gém toan bo von con nguoi nhu tri
Iuc, thé lyc va k§ nang nghé nghiép ciia mdi c4 nhan tham gia vao hoat dong lao
dong. Theo quan diém ndy, ngudn nhan lyc cia mot dia phwong hay mot qudc gia 1a
toan bd nguoén luc dan sb, bao gdm ca nhiing ngudi trong va ngoai do tudi lao dong
nhung c6 kha ning lao dong va co thé tham gia vao hoat dong san xuat. Do d6, ngudn
nhan luc dugc xem xét trén ca hai khia canh 13 sd luong va chét luong lao dong, phan
anh quy mo ciing nhu tiém luc cia mot qubc gia trong viéc tham gia cac hoat dong

kinh té va tao ra cua cai cho xa hoi.

Theo PGS. TS. Nguyén Tiép (2005) trong gido trinh “Ngudn nhan lyc” c¢6 dinh
nghia rang: “Ngudn nhan lyc (human resources): La ngudn luc con ngudi, yéu to
quan trong, ning dong nhit cua ting truong va phat trién kinh té - xa hoi. Ngudn nhan
luc ¢6 thé xac dinh cho mot qubc gia, vung lanh thd, dia phuong (tinh, thanh phd...)
va no khac véi cac ngudn luc khac (tai chinh, dat dai, cong nghé...) & chd ngudn luc
con nguoi voi hoat dong lao dong sang tao, tac dong vao thé gi61 ty nhién, bién doi
gidi tu nhién va trong qua trinh lao dong ndy sinh cac quan h¢ lao dong va quan hé

x4 hoi.”

Theo Begg, Fischer va Dornbusch (2008), ngudn nhan luc dugc hiéu 1a toan

bo trinh do chuyén mon va ky nang ma con nguoi tich lily dugc trong quaé trinh hoc



tap va lao dong, nhimng yéu té nay c6 kha ning mang lai thu nhap trong twong lai. Cac
tac gia cho rang kién thirc va k¥ ning ma con ngudi tich liy trong qué trinh lao dong
giit vai tro then chét, boi chinh nhitng yéu té ndy giup con ngudi tao ra cla cai vt

chat va gia tri cho xa hoi.

Tir nhitng dan chimg trén c6 thé thay dugc ngudn nhan lyuc 13 yéu té chu luc
gilf vai trd quan trong trong qua trinh phat trién kinh t& — xd hoi. Ngudn nhan luc
khong chi thé hién thong qua s6 lugng ma con bao gdm céc yéu td vé chat luong nhur
trinh do chuyén mon, k¥ nang nghé nghiép, thé lyc, tri lyc va kinh nghiém ctia con

nguoi.

Trong pham vi doanh nghiép, nguén nhan luc duoc hiéu 1a toan thé can b,
nhan vién dang 1am viéc va tham gia truc tiép hodc gian tiép vao cac qua trinh hoat
dong san xuat, kinh doanh cta doanh nghiép. Nguon nhan luc khong chi thé hién ¢
s6 luong lao dong ma con 1a & trinh d6 chuyén mén, ky niang nghé nghiép, kinh
nghi¢m, thai do va tinh than 1am viéc cua mdi c4 nhan dem lai. P6i véi Khach san
Mandala Cham Bay Miii N¢é, nguén nhén lyc chinh 13 toan bo doi ngil can bd quan 1y
va nhan vién dang lam viéc tai cadc bd phan trong khach san nhu 18 tan, buéng phong,
nha hang, k¥ thuat, hanh chinh — nhan su va cac bo phan ho tro khac. Pay 1a luc lugng
truc tiép tao ra va cung céip céc dich vu luu tr, 4m thuc va cac dich vu bd tro cho
khach hang, tir 46 gop phan quyét dinh dén chat lugng dich vy, hinh anh va hiéu qua

hoat dong cua khach san.
1.1.1.3.  Chét luong

Theo ISO 9000:2015, tai diéu khoan 3.6.2, “chat lugng la mirc 46 ma mot tap
hop céac dic tinh von ¢ ciia mot ddi twong dap tng cac yéu cau”. Theo d6, chat lugng
duoc hiéu 1a mac do dap ung cac yéu cau di dugce x4c dinh trude ctia mot san phém,
dich vy hodc qua trinh. Cac yéu cau nay c6 thé xuat phat tir nhu cau cua khach hang,

tiéu chuan k¥ thuat hodc cac quy dinh cua t6 chire, doanh nghiép dua ra.

1.1.1.4.  Chét luong ngudn nhan lyc



Theo PGS. TS. Nguyén Tiép (2005) trong gido trinh “Ngudn nhan lyc” thi
“Chét luong nguén nhan lyc 1a trang thai nhét dinh cua nguff)n nhan luc, 1a t& chat,
ban chét bén trong cua nguén nhan lyc, n6 luén c6 sy van dong va phan anh trinh do

phat trién kinh té - xa ho1 cling nhu murc song, dan tri cua dan cu.”

Theo Nguyén Ngoc Quan va Nguyén Vin Diém (2012), chit luong ngudn
nhan lyc 1a mirc d6 dap tng vé trinh d6 chuyén mon, k¥ ning, phdm chat dao duc,
sttc khoe va kha ning lao dong cua nguoi lao dong nham thyc hién c6 hiéu qua céc

muc ti€u cua to chuec.

Theo Bui Vian Nhon (2006), chit luong ngudn nhén luc 13 trang thai nhat dinh
ctia ngudn nhan lyc thé hién mdi quan hé gitra cac yéu to cau thanh nén ban chét bén
trong cua nguén nhan luc, bao gém trinh d6 hoc véan, chuyén mon k¥ thuat, stc khoe

va pham chat ctia nguoi lao dong.

Qua cac goc nhin trén ta c6 thé hiéu rang chat lugng ngudn nhan lyc 1a tong
hop tat ca cac yéu to vé trinh d6 chuyén mon, k¥ nang nghé nghiép, stc khoe, pham
chit dao dirc va nang lyc cuia nguoi lao dong, diéu nay thé hién kha nang lam vi¢c
cua ho khi tham gia vao qué trinh lao dong va tao ra gia tri cho doanh nghiép cling

nhu cho xa hoi.
1.1.1.5.  Pao tao nguodn nhan lyc

Theo Gary Dessler (2017) trong cudn “Human Resource Management” thi
“Pao tao la qua trinh day cho nhan vién méi hoac nhan vién hién tai nhitng k¥ nang

co ban can thiét dé thuc hi¢n cong viéc cuia hg.”

Theo Nguyén Van Diém va Nguyén Ngoc Quan (2004), trong gido trinh Qudn
tri nhdn lyc, do tao dugc hiéu 1a qua trinh hoc tap nham gitip ngudi lao dong nang
cao kién thirc va k¥ nang, tir d6 co thé thue hién cac chirc nang va nhiém vu cua minh
mot cach hidu qua hon trong coéng viéc. Theo quan diém nay, dao tao 13 qua trinh
cung cip cho ngudi lao dong cac kién thirc ca vé 1y thuyét va thuc hanh thong qua
cac hoat dong hoc tap trong t6 chirc. Qua trinh nay gitp ngudi lao dong nang cao

nang lyc thuc hién cong viéc, hoan thanh tot cac chirc nang va nhiém vu duogc giao.



Bén canh nhiing kién thirc va ky ning san c6, hoat dong dio tao trong doanh nghiép
con nham bo sung va hoan thién nhitng kién thire, k§ ning con thiéu hodc con han

ché ctia nguoi lao dong, tir d6 giup ho dap ung tot hon yéu cau ctuia cong viéce.

Ttir d6 c6 thé hiéu ring, ddo tao ngudn nhan lyc 13 qua trinh trang bi va bd sung
kién thirc, phat trién k¥ ning nghé nghiép, dong thoi rén luyén pham chat va thai do
lam viéc cho nguodi lao dong. Thong qua cac hoat dong dao tao, doanh nghiép khong
chi ning cao niang lyc 1am viéc chuyén mon cta doi ngii nhan vién ma con khuyén
khich sy sang tao dot pha, phat huy tiém ning ciia mdi c4 nhan, tir nhimng diéu d6 gop
phan nang cao hiéu sudt cong viéc va thiic day su phat trién bén viing ciia doanh

nghiép.

Trong linh vuc quan tri ngu@)n nhan lyc, hoat dong dao tao duoc to chtre dudi
nhiéu hinh thtrc ddo tao khac nhau nham dap Gng du cac nhu cau phat trién cia doanh
nghiép va ning cao tay nghé lam viéc ctia ngudi lao dong. Theo Nguyén Van Diém
va Nguyén Ngoc Quan (2004), dao tao ngudn nhan luc trong doanh nghiép thudng

bao gdm cac hinh thirc sau:

(1) Pao tao méi: Hinh thic ddo tao nay chu yéu danh cho nhitng nguoi lao
dong chua timg 1am qua cong viéc nhu sinh vién méi ra trudng chwa c6 nhiéu kinh
nghiém hodc 13 nhan vién tay ngang chua dugc dao tao chuyén mon. Trong nhiéu
truong hop, khi doanh nghiép khong tuyén dugc lao dong c6 trinh d6 phu hop, viée

dao tao m&i tro thanh giai phap can thiét nham bd sung ngudn nhén lyc cho don vi.

(2) Dao tao lai: Bay la qua trinh dao tao danh cho nhirng nguoi da c6 hoc qua
chuyén mon nhung hi¢n tai ho khong c6 thanh thao cong viéc hoac khong con phu
hop véi vi tri cong viée hién tai duoc tuyén dung vao. Viéc dao tao lai thuong dugc
thuc hién khi to chire ¢6 su thay ddi vé co ciu td chic, cong nghé san xuét, hodc khi
ngudi lao dong duge diéu chuyén sang vi tri cong viéc khac. Thong qua phuong thirc
dao tao lai, ngudi lao dong s& duoc trang bi kién thirc va k§ ning cii va méi mot cach

k¥ cang hon dé thich ting véi yéu cau cua cong vi¢c mdi.
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(3) Dao tao bo sung: Dao tao bo sung gitp nhan vién cung cod kién thuc
chuyén mon, nang cao nang luc chuyén mon, cai thién hiéu qua thuc hi¢n nhiém vu

va dap ung tot hon yéu cau ctia cong vigce.

(4) Pao tao ning cao: Day 1a hinh thirc ddo tao nhim phat trién trinh d6
chuyén mon va k¥ ning ctia ngudi lao dong 18n muc cao hon so véi yéu cau hién tai
cua cong viéc. Muc dich cua hinh thirc dao tao nang cao nay la gitip nhan vién phat
huy ning lyc nghé nghiép, nang cao hiéu suat lam viéc va tao ra ngudn nhan lyc chat

luong cao hon, thuc ddy cho su phat trién 1au dai cta to chirc.
1.1.1.6. Chat luong dao tao nguén nhan luc

Viéc nang cao chat luong dao tao nguén nhan lyc 1a mot qua trinh lau dai va
lién tuc, doi hoi cac to chirc phai thudng xuyén doi méi ndi dung, phuong phap va
hinh thirc dao tao dé giup ngudi lao dong khong nging nang cao nang lyc lam viéc,
thich tng véi sy thay doi ctia méi trudng kinh doanh va yéu cau ngdy cang cao cia
thi trudng lao dong. Qua trinh nay dugc thuc hién thong qua nhiéu hinh thtrc nhu dao
tao, boi dudng, huin luyén va phat trién nghé nghiép. Thong qua cac hoat dong nay,
ngudi lao dong co co hoi cap nhat kién thirc méi, nang cao k¥ nang chuyén mén, rén
luyén tac phong lam viéc chuyén nghiép, tich Iily kién thirc va ting kha ning Gng

bién voi nhing thay doi trong cong viéc.

Trong do, cac co s& gidao duc va dao tao nhu truong dai hoc, cao déng, trung
cip va cac trung tdm dao tao nghé dong vai tro quan trong trong viéc trang bi cho
ngudi lao dong nhitng kién thire nén tang va k¥ ning chuyén mén can thiét. Pay duoc
xem la budc chuan bi quan trong giup ngudi lao dong cé di ning luc tham gia vao
thi truong lao dong va dap mg yéu cau clia cac nganh nghé khac nhau. Tuy nhién,
dbi v6i doanh nghié¢p, dic biét 1a trong linh vyc dich vu nhu khach san — du lich, hoat
dong dao tao noi bo dong vai tro rat quan trong trong viée nang cao chit luong dao

tao nguon nhan lyc.

Trong nganh khéach san, viéc nang cao chat lugng dao tao ngudn nhan lyc dugc
thue hién thong qua cac hoat dong nhu xay dung chuwong trinh dao tao phu hop, to

chire cac khoa boi dudng chuyén mén, dio tao ki nang phuc vy, k§ nang giao tiép va
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k¥ nang xtr 1y tinh hudng cho nhan vién. Cac chwong trinh dao tao dinh ky khong chi
gitip ngudi lao dong cung cb va phat trién nhirng kién thire, k§ ning da c6 ma con tao
diéu kién dé ho tiép can vé6i cac phuong phap lam viéc méi, tir d6 ning cao hiéu sut
lao dong va chat luong cong viée. Qua do, doanh nghiép c6 thé xay dung dugc cho
minh mot d6i ngil nhan vién c6 trinh do chuyén mon cao, k¥ ning nghé nghiép va
thai d¢ lam viéc tich cyc, nang cao hi¢u suét 1am viéc va tao loi thé canh tranh dat
nén mong virng chic cho sy phat trién bén viing cua to chirc. Khi ngudn nhan lyc cia
doanh nghiép nang cao, cai thién dugc chét lugng dich vu thi mtrc d§ hai long ctua

khach hang ciing s€ duoc cai thién.

Tu d6 c6 thé rat ra dugc chat luong dao tao nguén nhan luc la mic do danh
gia ma cac chuong trinh dao tao gitp nguoi lao dong nang cao ning luc thuc hién
cong viée va dap umg cac yéu cau cta vi tri cong viée trong to chirc. Sy cai thién nay
duogc thé hién thong qua su phat trién vé kién thirc chuyén mén, k¥ nang nghé nghiép,
thai d6 lam viéc ciing nhu kha ning van dung nhiing kién thirc va k¥ ning da duoc

ddo tao vao thuc tién cong viéc.
1.1.2. Céng tic dao tao nguon nhan lwc trong doanh nghiép

Trong bdi canh méi truong kinh doanh ngay cang thay d6i mot cach nhanh
chong, thi yéu cau vé chét luong ngudn nhan luc ngay cang cao, viéc chu trong dau
tu cho dao tao va phat trién nguon nhan luc tai doanh nghiép lai trd thanh yéu t6 then

chét quyét dinh su phat trién bén viing cta doanh nghiép trong twong lai.

Mot doi ngli nhan vién lam viéc c6 tiém nang la doi ngli nhan vién co6 trinh do
chuyén mén cao, k§ ning nghé nghiép tt va thai do 1am viéc tich cyc s& gitip doanh
nghiép nang cao chat luong dich vu, cling nhu kha ning thich ung véi sy thay doi
nhanh chdéng cua thi truong ma khong bi dao thai. Vi thé, viéc xay dung va trién khai
cac chuong trinh dao tao nguén nhan lyc mot cach khoa hoc va bai ban nhiém vu cép

thiét d6i v6i cac doanh nghiép hién nay.

1.1.2.1. Xac dinh nhu cau dao tao
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Theo Nguyén Van Piém va Nguyén Ngoc Quan (2004), xac dinh nhu cau dao
tao la qua trinh xac dinh khi nao can dao tao, dao tao & bd phan nao, ddi tuong lao
dong nao can dugc dao tao, nhitng kién thire va k¥ ning ndo can dugc trang bi ciing
nhu s6 luong nguoi can tham gia dao tao. Viéc xac dinh nhu cau dao tao phai dya
trén phan tich nhu cau lao dong cua t6 chirc, yéu cau cua cong viée cling nhu trinh d6
va nang lyc hién co6 ctia nguoi lao dong. Day 1a budc quan trong trong qua trinh dao
tao, boi néu xac dinh ding nhu cau dao tao s& gitup doanh nghiép xay dung chwong

trinh dao tao phit hop, nang cao hiéu qua dio tao va tranh lang phi ngudn lyc.

Dé thuc hién hiéu qua coéng tac nay, doanh nghiép can xem xét thyuc trang
ngudn nhan e hién ¢, ddng thoi phan tich yéu cau vé kién thtc, ki ning va ning
Iue d6i voi timg vi tri cong viéc. Thong qua viéc xdy dung va hoan thién ban mo ta
cong viéc, doanh nghiép co thé xac dinh rd nhiing tiéu chuan can thiét ma nguoi lao

dong phai dap ing trong qua trinh thyc hién nhiém vu.

Bén canh do, viéc danh gia nang luc va két qua thuc hién cong viéc cia nguoi
lao dong gitip doanh nghiép nhan dién dugc nhitng han ché, thi€u hyt vé chuyén mon
hodc k¥ nang so vo1 yéu cau thyc té. Pay chinh 1a co s¢ dé x4c dinh do61 tuong, ndi

dung va mirc d6 dao tao can thiét cho tirng ca nhan hodc nhém lao dong.

Viéc xac dinh dung nhu cau dao tao c6 ¥ nghia quyét dinh dén hiéu qua cua
toan bo qué trinh dao tao. Khi nhu cau dugc déanh gia chinh xac, doanh nghiép s& xay
dung duoc cac chuong trinh dao tao phu hop, str dung hiéu qua ngudn luc va dat dugc
muc tiéu phat trién ngudn nhan luc da dé ra. Nguoc lai, néu nhu cau dao tao khong
duogc phan tich ddy da va chinh xac, doanh nghiép co thé phai d6i mit véi tinh trang
lang phi thoi gian, chi phi va nguon lyc cho nhiing chuong trinh dao tao khong thuc

su can thiét.

Dbi v6i nguoi lao dong, viée tham gia cac khoa dao tao khong phu hop véi
nhu cdu cong viéc hodc dinh hudng phat trién ca nhan co6 thé 1am giam htng tha hoc
tap, anh huong dén thai do va mirc do tham gia trong cac chuong trinh ddo tao tiép

theo. Vi vdy, doanh nghiép can thudng xuyén ra soat va danh gia nhu cau dao tao
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nham dam bao cic chuong trinh duoc trién khai phu hop véi thuc tién hoat dong,

ddng thoi dap tmg duoc mong mudn phat trién cia ngudi lao dong.

Sau khi xac dinh nhu ciu dao tao, doanh nghiép can xac dinh cu thé sd lugng
lao dong can dao tao cho timg ndi dung va ting vi tri cong viée. Dong thoi, doanh
nghiép can xay dung cac chinh sach va ké hoach dao tao pht hgp nham str dung hiéu
qua ngudn kinh phi dao tao di dé ra. Néu cong tac dao tao khong duoc t chirc hop
Iy, doanh nghiép c6 thé dan dén tinh trang lang phi ngudn luc, ca vé chi phi tai chinh

va ngudn nhan lyc.
1.1.2.2.  Xay dung chuong trinh dao tao

Chuong trinh dao tao duoc hiéu 12 hé thong cac ndi dung giang day duogc thiét
ké mot cach khoa hoc, bao gom kién thirc chuyén mon, k¥ ning nghé nghiép va cac

hoat dong hoc tap can thiét nham phat trién nang luc cta nguoi lao dong.

Trong qué trinh x4y dung chuong trinh dao tao, doanh nghiép can chuan bj
day du noi dung giang day, gido trinh, tai liéu hoc tip ciing nhu cac phuong tién hd
trg nhu thiét bj nghe nhin, cong cu thuc hanh va cac phuong tién giang day khac.
Viéc chuan bi ddy du cac diéu kién nay s& gop phan nang cao hiéu qua ciia qua trinh
dao tao, tao himg thu cho ngudi hoc va giup ngudi lao dong tiép thu kién thire mot
cach dé dang hon, dic biét khi noi dung dao tao phu hop véi nhu cau thuc té cua cong

viéc.

Mot chuong trinh dao tao hiéu qua can duoc xay dung mot cach cu thé va chi
tiét, bao gSm cac ndi dung nhu: danh myc cdc mon hoc hodc chuyén dé dao tao, ndi
dung kién thirc va k¥ nang cua tirng mon hoc, ) gid dao tao, thoi luong cia ting bai
hoc, chi phi ddo tao ciing nhu cac tai lidu va phuong tién can thiét phuc vu cho qua

trinh gidng day va hoc tap.

Chuong trinh ddo tao thudng dugc xay dung dua trén két qua phan tich nhu
cau ddo tao ctia doanh nghiép. Tir d6, doanh nghiép s& xem xét cac diéu kién thyc té
nhu trinh d6 ctia ngudi lao dong, ngudn kinh phi, co sé vat chét ki thuat va doi ngi

giang vién dé lya chon hinh thirc dao tao phu hop.
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1.1.2.3.  Tim kiém phuong phép dao tao phu hop

Viéc chon loc thuc hién cac hoat dong dao tao phu hop sé gitp viéc nang cao
chat luong d6i ngil lao dong tré nén dé dang hon. Thong qua qué trinh nay, nguoi lao
dong co co hoi bd sung kién thirc, hoan thién k§ ning dang thiéu va thich tmg tét hon
v6i yéu cau cong viée. Trong thuc tién, cac doanh nghiép thuong ap dung hai hinh
thire dao tao chu yéu la dao tao tai noi lam viéc va dao tao tach roi khoi moéi truong
lam viéc, tuy thudc vao muyc ti€u phat trién nhan sy va diéu kién cu thé cua to chirc.

*  Pao tao trong cong viéc
Dao tao trong cong vi¢c 1a phuong phap dao tao duge thuc hién ngay tai noi
lam viéc, trong qua trinh ngudi lao dong truc tiép tham gia vao hoat dong san xuét
hodac cung cép dich vu. Dua trén qua trinh lam viéc thuc té, nguoi lao dong cod thé tu
hoc hoi dugc kinh nghiém, ning cao k¥ nang nghé nghiép va tich lity kién thirc chuyén
mon trong qué trinh thuc hién. Pay 1a phuong phap dao tao c6 hiéu qua cao vi kién
thire va k§ nang dugc truyén dat gan lién véi cong viée thuc té.

Trong thuc té, cac doanh nghi¢p thuong lua chon nhiéu hinh thirc dao tao khac
nhau dé nang cao kién thirc, k¥ nang va kinh nghiém 1am viéc cho ngudi lao dong.
Nhom phuong phap dao tao trong cong viée duge ap dung kha phd bién do ngudi hoc
c6 thé tiép can truc tiép vo1 moi treong lam viée thuc té va nhanh chéng van dung
nhirng kién thirc dugc hoc vao cong viée. Mot s6 phuong phap thudong duoc sir dung
bao gébm huéng din cong viée, kém cip tai noi lam viéc va luan chuyén vi tri cong
tac.

- Huéng dan cong viée

Ngudi huéng dan s& trinh bay muc tiéu cong viéc, giai thich cac quy trinh thuc
hién va minh hoa cac thao tac can thiét. Sau do, nguoi hoc s€ thuc hanh dudi sy gidm
sat va hd trg cho dén khi co thé ty thyc hién cong viéec mot cach doc 1ap va ding yéu
cau.

- Kém cip va hd trg trong qua trinh 1am viéc

Vi phuong phap nay, ngudi lao dong duoc hoc hoi thong qua su huéng dan
cua nhitng cd nhan c6 kinh nghiém hodac trinh d§ chuyén mon cao hon. Trong qué
trinh 1am viéc, ngudi hudng dan khong chi truyén dat kién thirc va ki ning ma con

chia sé kinh nghiém thuc tién, gitip nguoi hoc nang cao kha nang xur ly cong viéc va
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thich nghi véi méi truong 1am viéc. Phuong phép nay thudng duge sir dung dé phat
trién nhan vién tiém ning hodc chuin bi ngudn nhan luc cho céc vi tri quan 1y.

- Thay ddi vi tri lam viée

Day 1a hinh thirc dio tao tao diéu kién cho ngudi lao dong trai nghiém nhiéu vi tri
hozc b phan khac nhau trong doanh nghiép. Thong qua viée tiép xuc véi cic nhiém
vu da dang, ngudi lao dong c6 thé méd rong kién thire, tich liy kinh nghiém thyc té
va hiéu rd hon vé quy trinh hoat déng cua t6 chirc. Dong thdi, phuong phap nay con
gitip nang cao kha nang phdi hop giita cic bo phan va phat trién doi ngii nhan sy co
nang lyc lam viée linh hoat.
* DPao tao ngoai cong viéc

bao tao ngoai cong viéc 1a hinh thirc dao tao dugc thyc hién bén ngoai moi
truong lam viéc thuong ngay cuia ngudi lao dong. Theo phuong phap nay, nguoi hoc
s€ tam tho1 ro1 khoi cong viée hién tai dé tham gia cac chuong trinh dao tao dugc td
chtrc tai cac co sé gido duc, trung tdm dao tao hoac cac khoa hoc chuyén dé do doanh
nghiép phdi hop thuc hién. Muyc tiéu ciia hinh thirc dao tao nay 1a bo sung kién thirc
chuyén mén, nang cao k¥ niang nghé nghiép va phat trién nang lyc lam viéc cho ngudi
lao dong.

Mot s6 phuong phap dio tao ngoai cong viéc duoc ap dung phd bién bao gom:

- PBao tao tai cac co sd gido duc va dao tao chuyén moén

Doanh nghi¢p ctr nguoi lao dong tham gia cac khoa hoc tai truong dai hoc,
cao dang, trung cap nghé hodc cac trung tim dao tao chuyén nganh. Thong qua qua
trinh hoc tap, nguoi lao dong c6 co hoi cap nhat kién thirc mai, nang cao trinh do
chuyén mon va hoan thién k¥ nang nghé nghiép.

- Phuong phap xir Iy tinh hudng

Ngudi hoe duoc tiép can véi cac tinh hudng co thé xay ra trong thuc té cong
viéc va tién hanh phan tich, thao luan dé tim ra phuong an xir Iy phu hop. Phuong
phap nay gitip ning cao kha ning tu duy logic, k¥ ning giai quyét van dé va ning luc
ra quyét dinh.

- C4c khoa dao tao toan thé

Doanh nghiép t6 chirc cac chuong trinh ddo tao theo timg chuyén dé véi noi

dung duoc xay dung phi hop véi muc tidu phat trién ngudn nhan luc. Cac khoa hoc
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thuong két hop giira 1y thuyét va thyc hanh, c6 sy tham gia cua giang vién, chuyén
gia hodc nhitng nguodi c6 kinh nghiém trong linh vuc lién quan.

- H61 nghi, hoi thao va toa dam chuyén mon

Thong qua vi¢c tham gia cac budi hoi thao, hoi nghi hodc chuong trinh chia sé
kinh nghiém, ngudi lao dong co diéu kién tiép can nhitng kién thitrc méi, cap nhat xu
huéng phat trién ctia nganh va mé rong médi quan hé nghé nghiép.

- Pao tao thong qua nén tang cong nghé

Sy phat trién ciia cong nghé thong tin di tao diéu kién cho doanh nghiép trién
khai cac chuong trinh ddo tao truc tuyén théng qua hé thdng hoc tap dién tir (E-
learning), video huéng dan hodc phan mém dao tao chuyén dung. Hinh thirc nay gitp
ngudi hoc chu dong vé thoi gian, dia diém va tée d6 hoc tap.

- Pao tao tur xa

Pay 1a phuong phap dao tao cho phép ngudi hoc tiép can ndi dung hoc tap
thong qua cc nén tang truc tuyén ma khong can tham gia truc tiép tai 16p. Hinh thirc
nay pht hop véi nhitng doanh nghiép c6 nhiéu chi nhanh hoic ngudi lao dong gip
khoé khan vé thoi gian va dia diém hoc tap.

- Pio tao bang md phong

Nguoi hoe duge thuc hanh trong méi trudng gia dinh thong qua cac phan mém
mo phong, trd choi quan 1y hodc cac tinh hudng duoc thiét ké gan giéng voi thuc té.
Phuong phép ndy gitp nang cao kha niang xir 1y tinh hudng, rén luyén k¥ ning nghé
nghiép va giam thiéu rui ro khi 4p dung vao cong viéc thuc té.

- Pao tao k¥ nang xir Iy cong viée va ra quyét dinh

Phuong phap nay thuong dugc ap dung cho ddi ngli quan 1y hodc nhan vién
van phong. Nguoi hoc s€ dugc tiép can v6i cac hd so, bao cdo hodc tinh huéng cong
viéc dién hinh dé thue hanh phan tich, xir Iy théng tin va dwa ra quyét dinh trong diéu

kién gidi han vé thoi gian.

1.1.2.4. Luya chon d¢i ngli gidang vién dao tao
Giang vién dugc lya chon can dap Gng cac tiéu chi nhu trinh d6 chuyén mén,
kha niing su pham, kinh nghiém thyec tién va uy tin trong linh virc chuyén mon (giang

vién tur cac truong dai hoc, trung tam dao tao nghé, o). Ddi voi hinh thie dao tao
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trong cong viéc, nguoi giang day can cé tay nghé cao, am hiéu cong viéc va c6 kha
ning huéng dan, truyén dat kinh nghiém thuce té cho ngudi hoc.

Can ctr vao dic diém hoat dong cua doanh nghi¢p, muc ti€u dao tao va ddi
tuong tham gia dao tao, viéc lya chon doi ngli giang vién can dugc xem xét va b tri
mot cach hop 1y nhim bao dam hiéu qua cta chuong trinh dao tao. Trén thyc té,
doanh nghiép thudng st dung hai ngudn giang vién chi yéu, bao gdm ngudn giang
vién nodi bo va ngudn giang vién bén ngoai, tiy thudc vao ndi dung dao tao ciing nhur
diéu kién cu thé cua tung don vi.

(1) Giang vién tir bén trong doanh nghiép:

Vi phuong phap nay doanh nghiép c6 thé dé dang dé cir ra nhiing nhan vién
c6 tay nghé cao, nhitng nha quan 1y c6 nhiéu kinh nghiém thyc té dé tham gia giang
day. Phuong 4n nay giup tiét kiém chi phi dao tao, dong thoi ndi dung dao tao thudng
gin lién voi thyc té cong viée tai doanh nghiép, gitp nguoi hoc dé dang tiép thu va
ap dung vao cong viéc.

(2) Giang vién tir bén ngoai doanh nghiép:

Doanh nghiép c6 thé chi dong Iya chon nhiing d6i ngii gidng vién tir cac
truong dai hoc, vién nghién ctru, trung tam dao tao hodc cac t6 churc chuyén cung cép
dich vu dao tao. Viéc st dung giang vién bén ngoai gitp ngudi hoc tiép cin nhiing
kién thtrc chuyén sau, cip nhat cic xu huéng méi va cac phuong phéap lam viée tién
tién trong linh vuc chuyén mén. Bén canh nhitng vu diém d6, hinh thire ndy thudng
doi hoi chi phi twong dbi 16n va trong mot s6 trudng hop, ndi dung dio tao co thé
chua phan anh day du dic thu ciing nhu yéu cau thuc té cia doanh nghiép.
1.1.2.5.  Trién khai hoat dong dao tao

Sau khi xay dung ké hoach dao tao, doanh nghiép tién hanh to chire trién khai
cac hoat dong dao tao theo ndi dung dd dé ra. Cong tac ndy thudong do bd phin nhin
su chu tri va phdi hop vai cac phong ban lién quan nham bao dam chwong trinh dugc
thuc hién hi¢u qua. Trong giai doan trién khai, mot sb nhiém vu quan trong can dugc
thuc hién bao gém:

e Phan cong cu thé trach nhiém va nhiém vu cho tung ca nhan, don vi tham gia

t6 chirc va thuc hién chuong trinh dao tao.
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Lua chon dang ddi tuong tham gia trén co s& nhu cau dao tao va yéu cau cua
tirng vi tri céng viée, ddng thoi 14p danh sach nhan sy cho tirng khoa hoc.
Chuan bi dﬁy du céc diéu kién phuc vu dao tao nhu giang vién, tai li¢u, co s&
vat chét, trang thiét bi va thoi gian to chire theo ké hoach da duoc phé duyét.
Theo dbi, giam sat va diéu phdi qua trinh thuc hién nham bao dam chuong
trinh dao tao dién ra ding tién do, ding ndi dung va dat hi¢u qua theo muc tiéu
da xac dinh.

Can ctr vao nd1 dung va muyc ti€u cuia chuong trinh, doanh nghiép sé lya chon

giang vién c6 chuyén mon phu hop dé tham gia giang day. Pong thoi, cac van ban

lién quan ciing can dugc chuan bi va ban hanh nham tao co s¢ cho viéc trién khai dao

tao, bao gom:

Cong vin hodc thu moi giang vién: Noi dung vin ban can thé hién rd chu dé
dao tao, yéu cau vé tai liéu giang day, thoi gian, dia diém to chirc cling nhu
thong tin vé dbi tuong hoc vién tham gia khoa hoc.

Quyét dinh cir nguoi lao dong tham gia dao tao: Vin ban nay xac dinh cu thé
nhing ca nhan dugc tham gia chuong trinh dao tao, dong thoi tao diéu kién dé
nguoi lao dong hoan thanh tdt nhiém vu hoc tap duoc giao.

Bén canh viéc t6 chtc cac khoa dio tao, doanh nghiép can thudng xuyén thyuc

hién cong tac kiém tra va giam sat trong sudt qué trinh trién khai. Viéc theo ddi két

qua hoc tap cua hoc vién, danh gia chit luong giang day cia giang vién va kip thoi

xtr Iy cac van dé phat sinh s& gop phan nang cao hiéu qua dao tao, déng thoi bao dam

chuong trinh dat dugc cac muc tiéu da dé ra.

1.1.2.6. Danh gia két qua dao tao

Thong qua hoat dong nay, doanh nghiép cé thé xem xét tinh hi¢u qua cia

chuong trinh, muc dd nang cao ning luc cua nguoi lao dong cling nhu kha nang

chuyén héa kién thtrc va k¥ nang dugc trang bi thanh két qua thuc hién cong viéc.

Két qua danh gia 1a co s& quan trong dé doanh nghiép cai tién ndi dung, phwong phap

va ké hoach dao tao, gop phan nang cao chét lwong ngudn nhén lyc trong dai han.
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Viéc danh gia két qua dao tao gitip doanh nghiép nhan biét nhirng diém manh
va han ché cua chuong trinh dao tao, tir d6 c6 co s& dé diéu chinh ndi dung, phuong

phap va hinh thirc dao tao cho phu hop hon trong cac chuong trinh ddo tao tiép theo.

Trong thuc té, két qua dao tao thudng duoc danh gia théng qua mot sd ndi

dung chi yéu sau:
(1) Panh gia mirc dd phén hoi ciia hoc vién ddi véi chwong trinh dao tao.

Théng qua céac phiéu khéao sat hodc hoat dong trao dbi truc tiép, doanh nghiép c6
thé thu thap nhan xét cia ngudi hoc vé ndi dung chuong trinh, phuong phap giang
day, chat lugng giang vién, tai liéu hoc tap va mdi truong dao tao. Két qua thu duoc
khong chi phan anh mirc d¢ hai long cua hoc vién ma con gitip doanh nghiép xac dinh

nhirng nodi dung can cai thién nham nang cao chat lugng dao tao trong twong lai.
(2) Panh gia mirc dd tiép thu kién thirc va k§ ning ciia hoc vién.

Viéc danh gia co thé dugc thuc hién thong qua cac bai kiém tra, bai thuc hanh,
thao ludn nhoém hodc cac hinh thirc danh gia khac nhim xac dinh muc do hiéu va kha

nang van dung kién thirc cia nguoi hoc sau khoa dao tao.

(3) Panh gia sy thay doi trong hanh vi va ning lwe 1am viéc ciia nguoi lao

dong.

Sau khi két thiic chuong trinh dao tao, doanh nghiép can theo ddi su thay doi trong
cach thire 1am viée, k¥ nang nghé nghiép va thai d lam viéc cua ngudi lao dong dé

xéac dinh hiéu qua thuc té cua chuong trinh dao tao.
(4) Panh gia hiéu qua ciia chwong trinh dao tao ddi véi doanh nghiép.

Dénh gia dya trén két qua ctia chuong trinh day nham xac dinh mirc d6 dong gop
ctia hoat dong dao tao d6i voi hiéu qua hoat dong ctia doanh nghiép, thong qua cac
chi ti€u nhu nang suét lao dong, chét luong cong viéc, muc do hai long ctia khach

hang.
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Thong qua viéc danh gia két qua dao tao mdt cach toan dién va khach quan, doanh
nghiép co thé danh gia duoc xem xét muc do hiéu qua cua chwong trinh dao tao ciing
nhu ning luc tiép thu cia hoc vién, nang cao chat luvong cong tac dao tao ngudn nhin

luc, gbp phén nang cao nang lyc canh tranh va hi¢u qua hoat dong cua t chue.

1.1.3. Cic yéu té anh huéng dén cong tic dao tao nguén nhan luc trong linh vwe

khdach san.

Cong tac dao tao ngudn nhan lyc trong doanh nghiép noi chung va trong linh
vuc khach san néi riéng chiu anh huéng cua nhiéu yéu t6 khac nhau, bao gdm cac
yéu t6 thudc vé to chirc, ngudi lao dong va moi truong kinh doanh. Theo Nguyén Véan
Piém va Nguyén Ngoc Quan (2004), cac yéu to nhu chién lugc phat trién ciia doanh
nghiép, ning lyc tai chinh, trinh d6 cua nguoi lao dong, d6i ngii giang vién va diéu
kién co s& vt chat co anh huong truc tiép dén hiéu qua cua hoat dong dao tao nguén

nhan luc.

Bén canh do, theo Gary Dessler (2020), hi¢u qua cuia cong tac dao tao con chiu
tac dong boi nhu cau phat trién cua to chire, ddng co hoc tap ctia ngudi lao dong, ciing
nhu su thay d6i ciia méi trudng kinh doanh va yéu cau ciia khach hang. Ddi véi nganh
khach san, su phat trién va muc do canh tranh trén thi truong cling 1a nhiing yéu tb
quan trong anh hudng tryc tiép dén viéc xay dung va trién khai cac chuong trinh dao

tao ngudn nhan luc ctia doanh nghiép.

1.1.3.1. Céc nhén t6 bén trong khdch san

(1) T chirc quan 1y va chinh sich ciia khach san

Dinh hudng ctia ban 1anh dao va cac chinh sach quan tri nhan luc cia doanh
nghiép c6 anh hudng tryc tiép dén cong tic dao tao va phat trién ngudn nhan lyc.
Nhan thtrc cua lanh dao vé vai tro cua dao tao ngudn nhan lyc s€ quyét dinh muc do

quan tim, dau tu va xay dung cac chinh sach dao tao phu hop trong doanh nghiép.

Ngoai ra, cac chinh séch quan tri nguén nhan luc nhu tuyén dung, dao tao, bd
tri va str dung lao dong, ché do tién luwong, khen thuéng va phuc loi ciing c6 anh
huong dang ké dén chit lvong ngudn nhén lyc cia doanh nghiép. Viée xay dung va

thuc hién céc chinh sach nay mdt cach khoa hoc, phu hop sé tao diéu kién thuén loi
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dé doanh nghiép thu hut, phat trién va giit chan d6i ngii nhan su ¢ ning luc. Qua do,
g6p phan ning cao hiéu qua hoat déng va bao dam ngudn nhén lyc dap tng dugc cic

muc tiéu ciing nhu dinh huéng phat trién 14u dai cia khach san.

Ngoai ra, dya vao ké hoach kinh doanh va chién lugc phat trién, khach san sé
xay dung ké hoach dao tao pht hop. Noi dung dao tao thudng bao gdm viéce trang bi
kién thirc chuyén mén, k§ ning nghé nghiép can thiét, danh gia thuc trang chat luong
nguén nhén luc hién tai va xac dinh nhu cdu dao tao nhim nang cao nang luc lam

viéc cua nguoi lao dong.
(2) Co sé vat chit va cong nghé dao tao

Su phat trién manh mé& cta khoa hoc va cong nghé da tao ra nhitng thay doi
sdu sic trong hoat dong kinh doanh ctia cac doanh nghiép khach san, tir hé théng quan
Iy, quy trinh cung cap dich vu dén viéc ing dung céc trang thiét bi hién dai. Nhiing
thay d6i nay dit ra yéu cau ngay cang cao dbi vai trinh do chuyén mon, k¥ niang nghé
nghiép va kha ning thich tng cua ngudi lao dong. Vi vay, cong tac dao tao ngudn
nhan luc can dugc chi trong nham gitp nhin vién cép nhat kién thirc méi, nang cao
nang luc 1am viéc va dap tng yéu cau ciia moi trudng lam viée hién dai. Pong thoi,
s d6i m6i cong nghé ciing lam thay d6i tiéu chuan chat lwong ngudn nhén lyc, bude

doanh nghiép phai khong nging dau tu cho hoat dong dao tao va phat trién nhan sy.
(3) Poi ngii dao tao ngudn nhan lye

Pé nang cao hiéu qua cong tac dio tao ngudn nhan luc, doanh nghiép can xay
dung do1 ngii phu trach dao tao c6 du nang luc va trinh d§ chuyén moén. Nhirng can
bd nay khong chi cin niam viing kién thirc vé& quan tri ngudn nhan luc va quan 1y
doanh nghi€p ma con phai hiéu 5 dic diém tim 1y, nhu cau va dong lyc lam viéc cua
ngudi lao dong. Diéu nay gitp qua trinh x4c dinh nhu cdu dao tao, xy dung chuong
trinh dao tao va danh gia két qua dao tao dugc thuc hién mdt cach khoa hoc va phu
hop voi thyc tién cua doanh nghiép. Pdng thoi, doi ngii phu trach dao tao dong vai
trd quan trong trong viéc két ndi myc tiéu phat trién nguén nhan luc véi chién luoc
phat trién chung cta doanh nghiép, gop phan nang cao chit luong va hiéu qua cua

hoat dong dao tao.
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B0 phan nay c¢6 nhi¢m vy xay dung ké hoach dao tao, td chirc cac chuong trinh
dao tao, danh gid hi¢u qua dao tao va tham muu cho ban lanh dao vé céc chinh sach
phat trién ngudn nhan luc. Ngoai ra, can bd phuy trach ddo tao cdn nim rd tinh hinh
san xuat kinh doanh ctia doanh nghiép, xu huéng thi trudng lao dong ciing nhu cac
chuong trinh dao tao tir cac co sé gido duc va trung tdm dao tao dé lya chon hinh thuc

dao tao phu hop.
(4) Chién lwgc va muc tiéu phat trién ciia doanh nghiép

Dinh hudng phat trién va muc tiéu kinh doanh ctia doanh nghiép 1a nhitng yéu
t6 quan trong tac dong dén cong tic diao tao ngudn nhan lyc. Trong timg giai doan
phat trién, doanh nghiép sé& dit ra nhimng yéu cau khac nhau vé chat luong ngudn nhan
luc nham dap trmg nhu cAu mo rong hoat dong, nang cao chét lugng san phém, dich
vu hodc gia tang nang luc canh tranh trén thi trudong. Vi vay, hoat dong dao tao can
dugc xay dung phu hop véi chién luoc phat trién ctua doanh nghiép dé bao dam doi

ngti nhan vién c6 du kién thic, k§ nang va nang luc thyc hién cdc muc tiéu da deé ra.

Ngoai ra, viéc phan tich va danh gia thuc trang ngudn nhan luc hién co gitip
doanh nghi€p nhan dién nhiing diém manh, han ché cling nhu cac ky nang con thiéu
ctia nguoi lao dong. Trén co sé d6, doanh nghiép co thé x4c dinh nhitng ndi dung can
dao tao, Iya chon d6i twong dao tao phu hop va xdy dung cac chuong trinh phat trién
nhan lyc sat véi nhu cau thuc té. Pidu nay khong chi gop phan ning cao chit luong
ngudn nhan lyc ma con hd tro doanh nghiép thich tng tét hon véi nhiing thay doi ciia

moi truong kinh doanh va duy tri loi thé canh tranh trong dai han.
(5) Kinh phi danh cho dao tao

Kinh phi dao tao 1a diéu kién quan trong bao dam cho viéc trién khai cac
chuong trinh dao tao va phat trién ngudn nhén lyc trong doanh nghiép. Ngudn kinh
phi nay duoc sir dung dé chi tra cho nhiéu hoat dong khac nhau nhu thué giang vién,
bién soan va cung cép tai liéu hoc tap, dau tu co s& vat chit, trang thiét bi phuc vu

dao tao ciing nhu cac chi phi t6 chirc lién quan.

Quy mo va chét luong cta hoat dong dao tao phu thudoc dang ké vao kha nang

tai chinh cta doanh nghiép. Mot ngudn kinh phi 6n dinh va dugc phan bo hop 1y s&
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tao diéu kién dé doanh nghiép da dang hoa hinh thirc dao tao, nang cao chat lugong
chuong trinh va dap tng tot hon nhu ciu phat trién ngudn nhan lwc. Nguoc lai, nhiing
han ché vé tai chinh c6 thé lam giam hiéu qua dao tao va anh huong dén viéc thuc

hién cdc muc tiéu phét trién ngudn nhén lyc trong dai han.
(6) Chit lwgng ngudn nhan lwe hién tai cia doanh nghiép

Trinh d6 va chét lugng nguén nhan lyc hién tai c6 dnh hudng truc tiép dén
viéc xac dinh muc ti€u, ndi dung va hinh thurc dao tao trong doanh nghiép. Khi ning
luc ctia ngudi lao dong chua dap tng day du yéu ciu cong viéc, doanh nghiép can
trién khai cac chuong trinh dio tao nham bo sung kién thirc, hoan thién k¥ nang va
nang cao hiéu qua thuc hién nhiém vu. Nguoc lai, dbi vai nhirng nhan su da c6 da
nang lyc chuyén mon, hoat dong dao tao sé hudng dén muc tiéu phat trién chuyén
sdu, nang cao k¥ nang quan 1y va chuan bi nguon nhan luc ké can cho céc vi tri quan
trong. Vi vay, viéc danh gia dang thuc trang ngudn nhan lyc 13 co sd quan trong dé

doanh nghiép xay dung cac chuong trinh dao tao phu hgp va hi¢u qua.

1.1.3.2. Céc nhén t6 bén ngoai khdch san

(1) Méi truwong kinh té

Sy phét trién ctia nén kinh té c6 sttc anh hudng 16n dén hoat dong cua cac
doanh nghiép noi chung va khach san néi riéng. Khi nén kinh té ting truéng, nhu cau
du lich va luu tra tang 1€n, cac khach san s€ c6 xu huéng mé rong hoat dong va dau
tu nhiéu hon cho dao tao nguén nhan lyc. Nguoc lai, nén kinh té suy thoai, doanh
nghiép mat doanh thu c6 thé phai cit giam chi phi dao tao dé han ché ganh ning vé

tai chinh, 1am cho chat luong dao tao nguén nhan lyc b1 giam sut.
(2) Méi trwong canh tranh

Su canh tranh gilta cdc doanh nghiép trong linh vuc khach san ngay cang gia
tang khi khach hang c6 nhiéu su lua chon hon va yéu cau vé chat luong dich vu ciing
ngdy cang khat khe. Trong bdi canh d6, ngudn nhan lyc duoc xem 13 yéu td quan
trong gitip doanh nghié¢p tao ra sy khac bi€t va nang cao nang luc canh tranh trén thi

truong.
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Dé dap (mg yéu cau cia khach hang ciing nhu duy tri vi thé ctia minh, cac khach san
can chu trong dau tu vao hoat dong dio tao va phat trién doi ngii nhan vién. Thong
qua qua trinh dao tao, nguoi lao dong duoc trang bi thém kién thire chuyén mon, ki
nang nghé nghiép va k¥ niang phuc vu khach hang, tir 46 nang cao hiéu qua lam viéc
va chit luong dich vu. Vi vdy, 4p luc canh tranh trong nganh khong chi 1a thach thuc
ma con 1a dong luc thic ddy doanh nghiép ting cuong dau tu cho cong tac dao tao

ngudn nhan lyc nham dap tng yéu cau phat trién trong dai han.
(3) Hé thong gido duc va dao tao cia xi hoi

Hé thng giao duc va dao tao 1a mot trong nhitng yéu t6 bén ngoai cé tac dong
dang ké dén cong tac phat trién ngudn nhan lyc ciia doanh nghiép. Sy phat trién cia
hé théng gido duc gop phan cung cip cho thi trudng lao dong doi ngii nhan sy co
trinh do chuyén mon, k¥ niang nghé nghiép va nang luc 1am viéc dap ing yéu cau cia
doanh nghiép. Nho d6, doanh nghiép co thé tiét kiém chi phi va thoi gian danh cho
dao tao ban dau, dong thdi nhanh chong st dung hiéu qua nguon nhan luc méi tuyén

dung.

Ngoai ra, su phat trién ctia cic co so dao tao nghé va cac chuong trinh dao tao
chuyén sau trong linh vuc du lich — khach san con tao diéu kién thuan loi cho doanh
nghiép trong viéc tiép can ngudn nhan lyc duge ddo tao bai ban. Diéu ndy gép phan
nang cao chat lugng ddi ngii lao dong, dap tng yéu cau ngay cang cao cta nganh va

hd tro doanh nghiép nang cao ning luc canh tranh trén thi truong.
(4) Thi truong lao ddong va ddi thi canh tranh

Sy bién dong cua thi truong lao dong cung véi xu hudng hoi nhap kinh té qudc
té d4 tao ra nhiing yéu cau méi dbi v6i cong tac quan tri ngudn nhan lyc trong cac
doanh nghiép khach san. Trong bdi canh canh tranh ngay cang gay gét vé thu hit va
duy tri doi ngii lao dong c6 trinh do, doanh nghiép can xay dung cac chinh sach dao
tao va phat trién nhan luc phi hop nhim ning cao chat lvgng ngudn nhén lyc va ting

cuong nang luc canh tranh trén thi truong.

Bén canh do, ap luc canh tranh gitta cdc doanh nghi¢p trong nganh cling thic

day viéc dau tu manh mé hon cho hoat dong ddo tao. Thong qua viéc nang cao kién
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thirc chuyén mon, k¥ ning nghé nghiép va chat lugng phuc vu ciia ngudi lao dong,
doanh nghiép c6 thé cai thién chat lugng dich vy, dap tng tét hon nhu cau ngay cang

da dang cua khach hang va tao dung loi thé canh tranh bén viing.

1.1.4. Chitc niing ciia chit lwrong dao tao ngudn nhén lwe trong linh vue khach

san

Phat trién ngudn nhan luc thong qua dao tao 13 yéu t then chét mang lai loi
ich song hanh cho ca t6 chirc 1an c4 nhan nguoi lao dong. D6i v6i nguodi lao dong,
cac chuong trinh dao tao giup ho cdp nhat kién thirc chuyén mon, trau doi k¥ ning
chuyén nghiép va cé thai do lam viéc tich cuc hon. Su tién bod nay truc tiép thuc déy
hiéu suét cling nhu chat luong dau ra ciia cong viéc. Vé phia doanh nghiép, day la
cong cu chién lugc dé hinh thanh do6i ngii nhan sy chat lugng cao, gitp td chure thich
ng tot va gia tang loi thé canh tranh trén thi truong. Nghién ctru ciia Nguyén Véan
Piém va Nguyén Ngoc Quan (2004) ciing dong tinh khi khiang dinh dao tao va phat
trién 1a mang hoat dong cbt 15i trong quan tri nhan su, vira gitp toi vu hoa nang luc

ca nhan, vura thuc day t6 chirc dat dugc cac muc ti€u chién luogc.
(1) Doi vo6i ca nhan nguoi lao dong

Pao tao ngudn nhan lyc dau tién 13 gitp thoa man nhu cau hoc tap, phat trién
ban than va ning cao trinh d§ cua nguoi lao dong. Trong qua trinh lam viéc, nguoi
lao dong ludn c¢6 nhu cau dugce trang bi thém kién thirc chuyén mén, k¥ ning nghé
nghiép ciing nhu cip nhat nhitng kién thirc méi nham dap ing yéu cau ngay cang cao

cua cong viéc.

Bén canh d6, dio tao con gop phan thay doi va hoan thién hanh vi nghé nghiép
cua nguoi lao dong. Thong qua cac chuong trinh dao tao, nguoi lao dong dugce rén
luyén cac k§ ning can thiét nhu k¥ ning giao tiép, lam viéc nhom, xir 1y tinh hudng
va tac phong lam viéc chuyén nghiép. Diéu nay gitip nguoi lao dong nang cao hi¢u
qua thuc hién cong viéc va cai thién chat luong phuc vy, déc biét trong linh vuc dich

vu nhu khach san.

Ngoai ra, dao tao con 1a ban dap viing chic cho co hoi thing tién va phat trién

nghé nghiép cho ngudi lao dong. Khi duoc trang bi day du kién thirc va k¥ ning can

26



thiét, nguoi lao dong cd nhiéu co hdi ddm nhan nhitng vi tri cong viéc cao hon trong
to chure. Diéu nay khong chi giip can bd nhan vién nang cao thu nhap ma con tao moi

lién két, dong luc dé nguoi lao dong gin bo 1au dai véi doanh nghiép.
(2) Poi v6i doanh nghiép

Dbi voi doanh nghiép, dao tao ngudn nhan lyc gop phan ning cao hiéu qua
hoat dong san xuét kinh doanh. Khi nguoi lao dong dugce dao tao bai ban, ho c6 kha
nang thyc hién cong viéc mdt cach nhanh chéng va chinh xac hon, tir 46 giip nang
cao nang suit lao dong, cai thi¢n chét lugng san phém va dich vu, df“mg thoi tiét kiém

thoi gian va chi phi cho doanh nghiép.

Bén canh d6, dao tao con gitp duy tri va nang cao chat lwong ngudn nhan luc,
tao ra d6i ngil nhan vién co trinh d6 chuyén mon va k¥ niang nghé nghiép cao. Pay la
yéu t6 quan trong gitip doanh nghiép ning cao loi thé canh tranh trén thi trudng, dic
biét trong nganh dich vu khach san, noi ma chét luong phuc vu phu thudc rat 16n vao

nang luc va thai d§ cia nhan vién.

Ngoai ra, dao tao con gillp doanh nghiép nang cao kha nang thich tng véi sy
thay d6i ciia moi truong kinh doanh. Trong béi canh khoa hoc cong nghé phat trién
nhanh chéng va nhu cau ciia khach hang ngay cang da dang, viéc ddo tao gitp ngudi
lao dong cap nhat kién thirc m&i, thich nghi vdi cac phuong thire 1am viée hién dai va
nang cao kha ning dap (mg yéu cau cong viéc. Theo Gary Dessler (2020), dao tao 1a
mot cong cu quan trong gitp doanh nghiép phat trién ngudn nhan lyc va nang cao

hiéu qua hoat dong trong moi trudng canh tranh ngdy cang gay gat.

1.2. Mo hinh nghién ctru
1.2.1. Cdc nghién ciru lién quan

1.2.1.1.  Nghién clru nudc ngoai

Nhiéu hoc gid qudc té da nghién ctru vé vai tro va hi¢u qua ctua dao tao nguon

nhan luc trong doanh nghi¢p no6i chung va nganh khach san néi riéng.

Theo Michael J. Boella va Steven Goss-Turner trong cuén Human Resource
Management in the Hospitality Industry (2005), dio tao va phat trién ngudn nhén lyc

la mét trong nhitng hoat ddng quan trong ctia quan tri nhan sy trong nganh khach san.
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Céc tac gia cho rang viéc dao tao nhan vién gitp nang cao k¥ ning nghé nghiép, cai
thién chat luong dich vu va tang kha nang canh tranh cua khach san trén thi truong.
Dng thoi, cac chuong trinh dao tao can dugce thiét ké phu hop véi nhu cau cong viée

va chién luoc phat trién ctiia doanh nghiép.

Theo Nghién ctru cua Christine Jaszay va Paul Dunk trong cuén Training
Design for the Hospitality Industry (2003) da dé xuit quy trinh thiét ké chuong trinh
dao tao trong khach san bao gém: phan tich nhu cau dao tao, xay dung ké hoach dao
tao, lya chon phuong phap dao tao va danh gia két qua dao tao. Nghién ciru ndy nhan
manh rang ddo tao hiéu qua s& gitip nang cao ning lyc chuyén mon va chat lugng

phuc vu cia nhan vién trong nganh dich vu khach san.

Theo Gary Dessler, dao tao va phat trién nhan lyc 13 mot trong nhitng chirc
nang quan trong cua quan tri ngudn nhan lyc trong doanh nghiép. Cac chuong trinh
dao tao va phat trién gitip ndng cao nang luc chuyén mon, cai thién k¥ nang lanh dao
va tang hiéu qua lam vi¢c cua nhan vién trong td chure. Pac biét, trong nganh dich vu
nhu khach san, viéc dao tao quan 1y khong chi gitp nang cao trinh d§ chuyén mon
ma con gop phan chuin bi doi ngii quan 1y c6 kha ning thich tng v6i nhitng thay doi

clia moi truong kinh doanh va yéu cau ngay cang cao cua khach hang (Dessler, 2020).

Véi Donald L. Kirkpatrick 13 hoc gia ndi tiéng trong linh vuc ddo tao va phat
trién nguon nhan luc. Ong da xay dung mo hinh danh gia hiéu qua dao tao 4 cap do
(Kirkpatrick Model) vao nam 1959 khi nghién ctru tai University of Wisconsin. M6
hinh nay hién duoc sir dung rong rai trong nghién ciru va thuc tién quan tri nhan lyc,

bao gdm ca nganh khach san — du lich.

Molenda, M. (2003) véi méd hinh ADDIE mé hinh ADDIE giup cac t6 chirc
xay dyung quy trinh dao tao 1 rang thong qua nim giai doan: phan tich, thiét ké, phat
trién, trién khai va ddnh gia. Nho d6, doanh nghiép co thé xac dinh chinh xac nhu cau
dao tao, xay dung ndi dung chuwong trinh phi hop véi yéu ciu cong viée va to chire

trién khai dao tao moét cach hi¢u qua.

Ngoai ra, Morgan McCall, Robert W. Eichinger va Michael M. Lombardo tai
Center for Creative Leadership di dé xuat ra nghién ctru vé mo hinh 70-20—10

Learning Model. M6 hinh nay chi ra ring qua trinh hoc tdp va phat trién ning luc cia
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nguodi lao dong chu yéu dén tir kinh nghiém thuc té trong cong viéc, bén canh sy hd

trg tr nguoi khac va cac chuong trinh dao tao chinh thiec.

1.2.1.2.  Cac nghién clru trong nudc

Trong nhiing niam gan ddy, cong tac ddo tao va phat trién nguén nhéan lyc
nganh du lich — khach san tai Viét Nam da thu hut sy chtl ¥ cia dong ddo cac nha
nghién ctru. Céc cong trinh khoa hoc thoi gian qua chu yéu tap trung md xé thyc trang
dao tao tai cac doanh nghié€p va co so luu tri, tir d6 chi ra nhitng thanh tyu dat dugc
1an cac nut that con ton tai. Trén co so d6, hang loat giai phap va kién nghi mang tinh
chién lugc da duoc dé xuat nham tdi wu hoa chat lugng ngudn nhan lyc, giup nganh
tang toc phat trién va nang cao niang luc canh tranh trong bdi canh hdi nhap qubc té

sau rong.

Nghién ctru ciia Nguyén Thily Duong va Phan Thi Phuong Thao (2024) vé
cong tac dao tao ngudn nhéan luc tai khach san Hyatt Regency West — Ha Noi cho
rang dao tao nhan vién c6 anh huodng truc tiép dén chat luong phuc vu va mirc d6 hai
10ng cua khach hang. Nghién ciru ciing chi ra rang cac khach san cin chu trong xay

dung chuong trinh ddo tao bai ban va pht hop véi yéu cau thuc té cia cong viéc.

Mot nghién ctru khéc nita ctia Tran Thi Thu Hién (2019) vé chat lugng ngudn
nhan lyc tai cac khach san 3 sao ¢ Thira Thién Hué cho thay trinh d6 chuyén mon, k¥
ning va thai do ctia nhan vién van con & muc trung binh va chua dap tng duoc ky
vong cuia cac nha quan 1y khach san. Vi vy, can ting cudng dau tu vao dao tao va

phat trién nguén nhan luc dé nang cao chat lugng dich vu khach san.

Theo nghién ctru cia Truong Thé Nguyén va Pham Van Anh (2019) vé dao
tao nguén nhan luc du lich chét lugng cao tai Viét Nam cho théy trong bdi canh cach
mang cong nghiép 4.0, cic chuong trinh dio tao can duge d6i moi vé ndi dung va
phuong phap nhim dap tmg yéu ciu cua thi trudng lao dong va sy phat trién cua

nganh du lich.

Ngoai ra, nghién ctru ctia Tran Ngoc Trinh (2014) vé phat trién ngudn nhan
luc tai cac khach san 4 sao ¢ thanh phé Can Tho cho théy cac hoat dong quan tri nhan

lyc nhu tuyén dung, dao tao va chinh sach dai ngd co vai tro quan trong trong viéc
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nang cao chit lwong ngudn nhéan lyc cia doanh nghiép khach san. Trong d6, hoat
dong dao tao duoc xem 1a giai phap quan trong gitip nhan vién nang cao kién thirc
chuyén mon, k¥ ning nghé nghiép va thai d6 phuc vu, tir d6 gop phan nang cao chit

lugng dich vu va hiéu qua hoat dong cua khach san.

Bén canh do, nghién ctru ctia Lé Thuy Dung (2023) vé viéc tng dung cong
nghé va sd hoa trong dao tao ngudn nhan luc quan 1y khach san cho thiy viéc tich
hop cong nghé thong tin va cic nén tang s6 vao chuong trinh dio tao giup ning cao
hiéu qua dao tao va dép g nhu cau tuyén dung cia cac khach san 4-5 sao. Nghién
cru nhan manh rang viéc d6i moi phuong phap dio tao thong qua tng dung cong
nghé s 1a xu huéng quan trong nham ning cao chat luong ngudn nhéan lyc trong

nganh khach san trong bdi canh chuyén di s6 hién nay.
1.2.1.3.  Nhéan xét

Tir cac nghién ctru nudce ngoai 13n trong nudc co thé thay rang viéc dio tao va
phat trién ngudn nhan lyc dong vai tro cuc ky quan trong trong viéc ning cao chit
lwong ngudn nhan luc va hiéu qua hoat dong cta doanh nghiép khach san. Tuy nhién,
phan 16n cac nghién ctru hién nay chil yéu tap trung vao viéc phan tich vai tro cia
dao tao hoac danh gia chat lugng nguén nhan lyc trong nganh du lich — khéach san no6i
chung. Cac nghién ctru chuyén siu vé cong tac dao tao ngudn nhén lyc tai timg doanh

nghi¢p khéch san cu thé van con han cheé.

Vi thé, viéc nghién ctru dé tai “Giai phap nham nang cao chat lugng ddo tao
ngudn nhén lyc tai Mandala Cham Bay Miii Né Hotel” 1a diéu can thiét va cip bach
nham danh gia thuc trang cong tac dao tao tai doanh nghiép, tir do dé xudt cac giai
phap phu hop dé nang cao chét lugng ngudn nhan luc va gbp phan nang cao hiéu qua

hoat dong cua khach san.

1.2.2. Cac mé hinh nghién cvwu lién quan

1.2.2.1. MO0 hinh nghién ctru nudc ngoai

Mo hinh danh gid dao tao cuia Donald L. Kirkpatrick 1a mdt trong nhitng mo

hinh pho bién nhat trong nghién ctru dao tao ngudn nhan luc va duoc ap dung rong
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rdi trong nhiéu linh vuc, bao gdm ca nganh khach san. M6 hinh nay dugc danh gia

hiéu qua dao tao théng qua 4 cip do:

Danh gia nhimng tac dong Ién hoat dong kinh doanh hoac méi truang do hoc
vién dem lai.
Do ludng bang:
* Ban hang: Thay ddi vé doanh thu, ty Ié luu giif khach hang, Igi nhuan
trén giao dich sau dao tao.
* San xuat: san lugng tang, chat lugng: gidm ty 1& phé phdm
* An toan lao Gdng: gidm tai nan lao ddng hodc giam muc dé trdm trong
Danh gié mirc d6 ma ngudi hoc co thé ap dung nhifng kién thifc, ky nang da
hoc vao cong viéc hoac dem lai su thuc hién cong viéc tot han.
Do ludng bang quan sat, phong vén, bang cau hol, danh myc danh gia,
trac nghiém (trudc/sau dao tao)
Danh gia su thay ddi vé kién thirc, ky nang va thai 66 cla hoc vién sau dao
tao.
Do Iudng bang phoéng van, trac nghiém (trudc/sau dao tao), quan sat va
két hgp cac phuong phap trén

Danh gia mic do hai long clia hoc vién vé chuong trinh dao tao: su hai long
> vé chat lugng, mirc dé phi hop clia chuong trinh, ca s vat chat, d an. phuc
Phan ung V...

Po luding bang bang cau hoi.

MO0 hinh 1. 1. M6 hinh danh gia dao tao cua Donald L. Kirkpatrick

Nguon: Kirkpatrick, D. L., & Kirkpatrick, J. D. (2006)

Mo hinh ADDIE 12 mét trong nhitng mé hinh phd bién trong linh vuc thiét ké
va phat trién chuong trinh dao tao ngudn nhan lyc. M6 hinh nay dugc phat trién nham
xay dung mot quy trinh c6 hé thdng cho viéc thiét ké chuwong trinh dao tao. Theo

nghién ctru ctia Michael Molenda, m6 hinh ADDIE bao gdm nim giai doan sau:

~ ADDIE

Evaluation M |
(Banh gid) ode

M6 hinh 1. 2. M6 hinh ciia ADDIE: Chién lwgc thiét ké chwong trinh dao tao hiéu
qua

Nguon: Molenda, M. (2003)
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Mo hinh 70-20-10 Learning Model 1d mot trong nhirng mo hinh ndi tiéng
trong linh virc dao tao va phat trién ngudn nhén lic, duoc dé xuat boi Morgan McCall,
Robert W. Eichinger va Michael M. Lombardo tai Center for Creative Leadership.
Véi mé hinh ndy nhan vién ¢6 thé hoc hoi nhiéu k§ nang quan trong nhu giao tiép
v6i khach hang, xtr 1y tinh hubng va nghiép vu chuyén mén thong qua thue tién cong

viéc va sy hudng dan cua nhitng nhan vién co6 kinh nghiém.

70:20:10 MODEL IN PRACTICE

@ EXPERIENTIAL
Applying learning on-the-job, situational learning in
various contexts, experiences, challenges, practice.
SOCIAL
Coaching, mentoring, feedback, social learning,
‘buddy’ systems, sharing, collaboration.
FORMAL
Programs, courses, eLearning, simulations,
training, lectures/conferences, reading.

Mo hinh 1. 3. M6 hinh 70-20-10 Learning Model

Nguén: McCall, M. W., Lombardo, M. M., & Eichinger, R. W. (1996)
1.2.2.2. M0 hinh nghién ctru trong nudc

Theo L& Thi Anh va Phung Thi Kim Anh (2019), cong tdc quan tri dao tao
nhan lyc trong khach san duoc trién khai theo mot quy trinh gdm bén bude co ban:
xac dinh nhu cau dao tao, xay dung ké hoach dao tao, tO chirc thuc hién va danh gia
két qua dao tao. Quy trinh nay gitp doanh nghiép khach san nang cao chat luong

nguén nhan lyc va cai thién hi¢u qua hoat dong kinh doanh. M6 hinh cu thé nhu sau:
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M6 hinh 1. 4. M6 hinh quy trinh dao tao nhan vién

Nguén: Tap chi Khoa hoc va Céng nghé — Pai hoc Thdi Nguyén

1.3.  Cac gia thuyét nghién ctru va mé hinh nghién ctru dé xuat

1.3.1. Cic gid thuyét nghién ciru

Ké thira tir cic md hinh nghién ctru trén va cac nhan té anh huong dén chat luong
dao tao ctia doanh nghiép, tac gia da duc két ra cac gia thuyét sau cho mé hinh nghién
clru cia dé tai:

(1) Phuong phap dao tao

Phuong phap dao tao 1 cach thirc truyén dat kién thirc va k¥ ning dén ngudi hoc,
bao gdm dao tao tai chd (on-the-job training), dao tao truc tuyén, dao tao mo phong
hoic két hop. Trong nganh khach san, phuong phap dio tao mang tinh thuc hanh cao
s& gitip nhan vién dé tiép thu va ap dung vao cong viéc. Phuong phap phut hop s& lam
tang sy hing thi, kha ning tiép nhan va chat luong dio tao cho ngudi lao dong. Tur

do, gia thuyét H1 duoc dé xuit:

> HI1: Phuong phap dio tao c6 anh hudng tich cuc dén chat luong dao tao ngudn
nhan luc.

(2) Giang vién dao tao

Doi ngii giang vién giit vai trd quan trong trong viéc quyét dinh hiéu qua cua qua
trinh ddo tao. Mot giang vién c6 trinh d6 chuyén mén tét, am hiéu nghiép vu va co
kinh nghiém thyc té s& giup nguoi hoc tiép thu kién thirc d& dang hon ciing nhu nang

cao kha nang van dung vao cong viéc. Bén canh do, phuong phap truyén dat, kha
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nang twong tac va tinh than hd tro cia giang vién ciing gop phan tao nén chat lugng

ctia chwong trinh dao tao. Do d6, gia thuyét H2 dwoc dé xuit:

> H2: Giang vién ddo tao c6 anh huong tich cuc dén chat luong dio tao ngudn
nhan luc.

(3) Co sé vt chit

Co so vat chit bao gdm phong hoc, trang thiét bi, cong cu hd trg ddo tao va moi
truong hoc tap. Trong nganh khach san, cc trang thiét bi mé phong (phong mau,
quay 1& tan, nha hang...) gitip ning cao tinh thyc tién cta dao tao. Co s vét chat day
du va hién dai sé tao diéu kién thuan loi cho qua trinh hoc tap, tir d6 nang cao sy trai
nghiém va chét luong dao tao cta ngudi lao dong. Duya trén 1y thuyét do, gia thuyét

H3 duogc xay dung nhu sau:

» H3: Co sd vat chit co anh huodng tich cuc dén chat luong dao tao nguén nhan
luc.

(4) Chinh sach dao tao

Chinh sach dao tao bao gdm cac quy dinh, ché d6 hd trg, khuyén khich va dii ngd
lién quan dén dao tao nhu hd tro chi phi, thoi gian hoc, co hdi thang tién sau dao tao.
Chinh sach ro rang va hop 1y s€ tao dong luc cho nguoi lao dong tham gia dao tao,
d6ng thoi gitp ho cam nhan dugc sy quan tAm cta doanh nghiép. Piéu nay giup thuc
day tinh ty hoc nang cao chat lugng dao tao hon. Vi vay, gia thuyét H4 duoc xay

dung:

» H4: Chinh sach dao tao c6 anh huong tich cuc dén chat luong dao tao nguén
nhan luec.

(5) Chét lwgng dao tao ngudn nhén lyc

Chat luong dao tao ngudn nhan luc trong nghién ctru nay khéng chi 1a bién phu
thudc ma con dugc xem 13 két qua chiu anh hudng cia cac yéu td thude cong tac dao
tao nhu ndi dung, phuong phap, giang vién, co so vat chét, dong luc hoc tap va chinh
sach dao tao. Phan anh mtrc d§ hi€u qua cua cong tac dao tao, viéc danh gia ding
chét lugng dao tao s€ giup doanh nghi¢p xac dinh dugc nhirng diém manh, diém han

ché trong hoat dong dao tao, tir d6 dé xuit cac giai phap phit hop nhim nang cao hiéu
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qua d4o tao va phat trién ngudn nhan lyc bén viing. Dya trén co s d6, gia thuyét tong

quan dugc xay dung nhu sau:

» H5: Chét luong dao tao nguén nhan lyc tai Mandala Chdam Bay Miii N¢ Hotel.

1.3.2. M& hinh nghién ciru dé xuat

Dua trén co s& 1y thuyét va két qua cua cac nghién ctru trude ddy, tac gia xay
dung mo hinh nghién ctru nham phén tich cac yéu té tic dong dén chat lwong dao tao
ngudn nhén lyc tai Mandala Cham Bay Miii Né Hotel. M6 hinh nghién ctru dugc dé
xuat gdbm 3 bién doc 1ap 1a: (1) Phuong phap dao tao, (2) Giang vién ddo tao, (3) Co
so vat chat, (4) Chinh sach ddo tao; cing mot bién phu thudc 1a (5) Chét lugng dao
tao nguén nhan luc. Cac bién trong mo hinh duogc Iya chon dya trén mic do phu hop
vo1 muc tiéu nghién ctru va dac diém hoat dong cua khach san. Trén co s& do, mod

hinh nghién ctru dé xuat dugc trinh bay nhu sau:

Phuong phép dao tao
Hl 4 p
Giang vién dao tao — Chit luong
dao tao
Co 56 vit chit HS nguon nhan
: luc
H3
\_ J
Chinh sach dao tao
H4

M3 hinh 1. 5. M6 hinh nghién ciru dé xuit cic yéu té znh hwomg dén chat lwgng dao
tao nguon nhan lyc tai Mandala Cham Bay Miii Né Hotel

1.3.3. Phuwong phdp nghién cuu
1.3.3.1. Tong thé nghién ciru

Dbi twong thudc tong thé nghién ctru ciia dé tai 13 toan bd nhan vién hién dang
cong tac tai Mandala Cham Bay Miii Né Hotel. Pay 1a luc luong lao dong truc tiép
tham gia vao qua trinh dao tao va phat trién ngudn nhan lyc cta khach san, déng thoi
1a ddi tuong thu hudng cac chuong trinh dao tao dugc trién khai. Do c6 su trai nghi¢m

va danh gia thuc té d6i voi hoat dong dao tao, nhém doi tuong nay dugc xem la nguén
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cung cap dit liéu phu hop, gitp phan anh khach quan cac yéu t6 anh hudng dén chat

lugng dao tao nguén nhan luc tai khach san.
1.3.3.2.  Phuong phép chon mau

Do nhitng han ché vé thoi gian, kinh phi nghién ctru va kha ning tiép can day
du tong thé nghién ciru, dé tai str dung phwong phap chon mau phi x4c suit theo hinh
thirc chon mau thuén tién. Theo do, cac ddi tuong khao sat dugc lya chon dua trén sy
san c6 va muc do san long tham gia tra 16i bang héi ctia nhan vién dang lam viéc tai
Mandala Cham Bay Miii Né Hotel trong thdi gian tién hanh khao sat. Phuong phap
nay duoc st dung kha phé bién trong cac nghién ctru thudc linh vuc khoa hoc xa hoi
nho tinh linh hoat, thuan tién va phu hgp voi diéu kién thuc tién cua qua trinh thu

thap dir liéu.
1.3.3.3. Kich thuéc mau

Pé bao dam tinh dai dién ciia mau va nang cao do tin cay cila cac két qua phan
tich, dac biét 1a phan tich nhan t6 kham pha (EFA), nghién ctru xac dinh kich thudce
mau dua trén huéng dan cta Hair va cong su (2010). Theo d6, s6 lugng mau ti thiéu
dugc khuyén nghi bang tir 5 dén 10 1an tong s bién quan sat duoc st dung trong mo
hinh nghién ctru. Trong nghién ciru ndy, bang cau hoi khao sat bao gdm 20 bién quan

sat. Do d0, kich thude mau tdi thiéu duoc xac dinh nhu sau:
e Mic tdi thiéu: n =35 x 20 = 100 mAu.
« Mic khuyén nghi: n =10 x 20 = 200 mau.

Bén canh d6, tong s nhan vién dang lam viéc tai Mandala Chim Bay Miii Né
Hotel vao thoi diém nghién ctru 1a khoang 176 nguoi. Dé ting tinh dai dién cua dir
lidu thu thap, nghién ctru huéng dén viéc khao sat phan 16n luc lugng lao dong cua
khach san. Két qua thu thap dugc 176 bang khao sat, trong d6 c6 151 bang hop 1& va
25 bang khong hop 1€. Vi sb luong 151 phiéu hop 1€, kich thudce mau di vuot mirc
t6i thiéu theo khuyén nghi cta Hair va cong sy (2010), dap tng di yéu cau cho céac

phan tich thdng ké va gop phan nang cao do tin cdy cua két qua nghién ctru.

1.3.3.4. Dbi tuong khao sat
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béi tuong khao sat 1a toan bo nhan vién dang lam vi¢c tai cdc b phan cua
khéach san nhu: Bo phan 1€ tan, bo phan buéng phong, by phan nha hang, by phan
Bép, bd phan k¥ thudt cung voi cac bd phan khéc trong khdi van phong va khéi van
hanh. Viéc lya chon da dang ddi tugng gitp phan 4nh diy du hon vé thuc trang dao

tao nguén nhan lyc trong khach san.
1.3.3.5. Thang do khao sat

Dua trén co s Iy thuyét va mo hinh nghién ctru da dé xuat, tac gia xay dung
thang do nham danh gia cac yéu t6 anh hudng dén chét lugng dao tao ngudn nhén lyc
tai Mandala Cham Bay Miii Né Hotel. Hé thong thang do bao gom céc bién nghién
ctru phan anh nhirng nhan t6 tac dong dén chét lwong dio tao ngudn nhan luc, trong
d6 c6 cac bién doc 1ap gom: (1) Phuong phéap dao tao, (2) Giang vién dao tao, (3) Co
sO vat chat, (4) Chinh sach ddo tao; cing mot bién phu thudc 1a (5) Chét luong dao

tao ngudn nhan luc. Tong s6 bién quan sat dugc st dung trong nghién ctru 13 20 bién.

Céc bién quan sat duoc do ludng bang thang do Likert 5 mitc d6 nham danh
gid mirc do anh hudéng cua tung nhan t6 dén chat luong dao tao nguén nhan luc. Cu

thé:
(1) Hoan toan khong dong ¥
(2) Khéng dong ¥
(3) Binh thuong
(4) Pong ¥
(5) Hoan toan dong y

Bang 1. 1. Cac yéu t6 anh hwéng va ngudn tai li¢u tham khio

STT

Nguon tai liéu tham khio

Cac yéu té anh huéng va N
i Christine | Boella Gary Nguyén .
bién quan sat Dessler | Donald . Tran
Jaszay & & . Thi N
. goc
Paul Goss- (2020) Thanh
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Dunk Turner Kirkpat Ha Trinh
(2003) | (2005) rick (2010) | (2014)
(1959)
I Phwong phap dao tao
1 Phuong phap dao tao d& hiéu X X
2 Phuong phap da dang X X X
3 C6 nhiéu hoat dong thuc hanh X X
A Phuofn’g phap phu hop véi X X
thue té
II Giang vién dao tao
1 Giang vién c6 chuyén mon tot X X X
2 Giang vién truyén dat dé hiéu X X X
3 Giang vién nhiét tinh X X X
A Giéngrvién ¢6 kinh nghiém X X
thuce te
III | Co sé vat chat
1 Phong hoc day du tién nghi X X X
2 | Trang thiét bi hién dai X X
3 | Tai liéu day du X X X
4 Moi truong hoc tap tot X X X
1A% Chinh sach dao tao
1 C6 chinh sach hd trg dao tao X X X
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Puogc tao diéu kién tham gia X X X X

Co6 chinh sach khuyén khich X X X X

Gan véi co hoi thing tién X X X X

Chit lwong dao tao ngudn

nhan lyc
Tiép thu duoc kién thirc X X X X
Ap dung duoc vao cong viéc X X X X
Hiéu qua cong viéc cai thién X X X X
Dap g yéu cau cong viée X X X X

1.3.3.6. Bang khao sat

Dé dap ung muc tiéu nghién ctru, tac gia xay dung hai loai bang hoi. Thtr nhat
1a bang cau hoi phong van sau duge st dung trong giai doan nghién ctru dinh tinh
nham kham pha, diéu chinh va bo sung cic nhén t ciing nhu thang do phu hop véi
bbi canh nghién ctru. Thit hai 1a bang cau hoi khao sat chinh thie duoc sir dung trong
nghién ctru dinh lugng dé thu thap dir liéu tr nhan vién dang lam viéc tai Mandala
Cham Bay Miii Né Hotel, phuc vu cho viéc danh gia cac yéu t6 anh huong dén chat

lugng dao tao ngu@)n nhan lyc tai khach san.

Béng 1. 2. Bang cau hoi khio sat

Mirc do hai long
Hoan
Hoan
Ki toan .
Cau hoi Khong | Binh | Bong | toan
hi¢u khong | | .
. dongy | thuong | vy dong
dong )
, y
y
Phwong phap dao tao
Phuong phap dao tao co dé
PP1 ' g phap :
hiéu hay khong?
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Cac hinh thirc dao tao tai

PP2 | khach san dugc td chuc da
dang va phu hop hay khong?
C6 nhiéu hoat dong thuc hanh
PP3 | trong qua trinh dao tao hay
khong?
Phuong phap phu hop véi thue
PP4 ’ g phap phu hop L
te lam viéc hay khong?
Giang vién dao tao
Giang vién c6 chuyén mon tot
GV1 . _
vé nghi€p vu hay khong?
Giang vién co truyén dat dé
GV2 B
hiéu hay khong?
Giang vién co6 nhiét tinh, tan
GV3 | tinh trong qua trinh day hay
khong?
Giang vién c6 kinh nghiém
GV4 | thuc té lam viéc tai khach san
hay khong?
Co sé vat chat
Phong hoc day di tién nghi ha
CSvCl1 s 4 s 4
khong?
Trang thiét bi hién dai, dap ung
CSvC2 .
dt nhu cau hoc tap hay khong?
CSVC3 Tai lidu co day du cac ndi dung
dao tao hay khong?
—— Moi truong hoc tap co tot va

thoai mai hay khong

Chinh sach dao tao
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sl Cong ty c6 chinh sach hd tro
trong dao tao tot hay khong?

Toi c6 dugc tao diéu kién
CS2 | tham gia dao tao cuia cong ty
hay khong?

0s3 Cong ty c6 chinh sach khuyén
khich sau dao tao

Cong ty tao diéu kién dao tao
CS4 | gin v6i co hoi thing tién hay
khong?

Chit hrong dao tao ngudn nhan luc

T6i tiép thu duoc nhiéu kién
CLDT!
thire tir dao tao

Toi c6 thé ap dung vao con
CLDT2 | b ung 8
viéc

Hi¢u qua cong vi¢c duoc cai
CLDT3 .
thién

Pao tao dap tng yéu cau con
CLDT4 | pumey 8
viéc

1.3.3.7.  Céch thure thu thap dir liéu

Thong tin phuc vu nghién ctru dugc thu thap tir cac nhan vién thong qua bang
khao sat dugc thiét ké trén nén tang tryc tuyén va ap dung thang do Likert 5 mirc do.
Qua trinh khao sat duoc trién khai bang nhiéu phuong thirc khac nhau, bao gém giri
biéu mau truc tuyén va phat phiéu truc tiép, nham tao diéu kién thuan lgi cho nguoi

tham gia va nang cao hi€u qua thu thap dir liéu.

Sau khi hoan tat viéc thu thap dir liéu, cac bang tra 1oi duoc tién hanh ra soat,
d6i chiéu va sang loc nham loai bo nhiing trudng hop khong dap ung yéu cau nghién
ctru nhu thiéu thong tin, tra 15i khong ddy da hodc co dau hiéu thiéu nhat quan. Dir
liéu dat yéu cAu sau d6 dugc ma hoa va nhap vao phén mém SPSS dé phuc vu cho

cac budce xtr ly, phan tich va kiém dinh mo6 hinh nghién cuu.
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TOM TAT CHUONG 1
Chuong 1 dd hé théng héa nhitng co s& 1y luan va co s nghién ctru lién quan
dén dé tai “Giai phap nang cao chét lugng dao tao ngudn nhan lyc tai Mandala Cham
Bay Miii N¢é Hotel”. Noi dung chuong tip trung lam rd cac khai niém vé dao tao
ngudn nhan lyc va chat luong dao tao ngudn nhan lyc, dong thoi phan tich quy trinh
dao tao trong doanh nghiép, vai tro ctia hoat dong dao tao va cac nhan té c6 anh hudng

dén chat luong dao tao nguén nhan luec.

Bén canh d6, chuong ciing tién hanh tong quan cac cong trinh nghién ctru trong
va ngoai nudc co lién quan dén linh vuc déao tao nguén nhan lyc. Viéc ké thira céc
két qua nghién ctru trudc da gop phan xay dung co sd khoa hoc cho dé tai, dong thoi
lam cin cir dé dé xuat mo hinh nghién ctru cac yéu té anh hudng dén chat luong dao

tao nguén nhan lyc tai Mandala Cham Bay Miii N¢é Hotel.

Nhu vay, chuong 1 dong vai trd nén tang 1y luan quan trong, dinh hudng toan
bd ndi dung nghién clru va tao tién dé 1am co s& dé khao sat va danh gia thuc trang

dao tao nguén nhan lyc tai khach san Mandala Cham Bay Miii N¢ trong chuong 2.
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CHUONG 2. THUC TRANG CONG TAC PAO TAO NGUON
NHAN LUC TAI MANDALA CHAM BAY MUI NE HOTEL.

2.1. Khai quat chung vé Mandala Chiam Bay Miii Né Hotel.
2.1.1. Vi tri dia ly

Mandala Cham Bay Mili Né 1a mot khu nghi dudng 5 sao trén doi cat trang tai
Miii N¢é. Puogc quan ly bo1 Mandala Hospitality Group, khu nghi dudng nay la mdt
trong nhitng chi nhanh cong ty kinh doanh dich vu ctia Tap doan Chau A Thai Binh
Duong (APEC Group). Du 4n c¢6 quy md 16n véi tong dién tich khoang 27 ha, bao
gd6m 2.912 cin ho, trong d6 c6 khoang 700 phong khach san dugc dua vao van hanh
phuc vu khéch luu tra. V&i quy mo nay, Mandala Cham Bay Miii Né duoc xem la
mot trong nhitng t6 hop nghi dudng c6 tim voc tai khu vuc, véi bon toa thap hién dai
v6i day du tién ich, mang dén cho du khéach trai nghiém nghi dudng sang trong va

dang cép.

» Dia chi: Toa lac tai dwong DT716, xa Hoa Théng, tinh Lam Déng.
» SDT: 0263 9999 980

» Email: welcome.serv@mandalahotels.com.vn

Mic du vi tri ndm cach xa trung tdm thanh phd, song dy lai 1a loi thé ndi bat
nhd so hitu canh quan thién nhién doc ddo va khong gian yén tinh. Nam trén trién doi
hudng ra bién, khach san c6 tdm nhin rong mé, cho phép du khach chiém ngudng
toan canh bién troi Miii Né. Vi tri nay khong chi mang lai cam giac thu thai, tach biét
khoi su 6n a0 ctia d6 thi ma con tao nén diém khac biét, gop phén nang cao gia tri trai

nghiém nghi dudng cho du khach.
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Hinh 2. 1. Vi tri Mandala Cham Bay Miii Né Hotel

Nguon: Mandala Chiam Bay Miii Né Hotel

2.1.2. Gid tri cot 16

Mandala Hospitality Group khong chi chim cha vé vé ngoai va con cha tam
dén noi tim bén trong tir ¥ nghia tén goi va cac gia tri cdt 18i ciia tip doan. Tén goi
Mandala (Man-da-la) bat ngudn tir tiéng Phan, mang nghia 1a "vong tron thiéng",
tuong trung cho su tron ven, hai hoa va tinh théng nhét cta vii tryu. Trong triét ly An
Do gido va Phat gido — hai ton gido 16n tai chau A — Mandala khong chi 1a biéu tugng
t6n gido, ma con 1a mo hinh thu nho ctia thé gidi ndi tam va vii tru bén ngoai. Mandala
1a dai dién cho sy két ndi gilra con nguoi va vil try, gitra cai hitu hinh va v6 hinh, gitta
thé gidi vat chat va chiéu sau tinh than trong vil try.

Lay cam hing tir vong tron Mandala twong trung cho nhimg vong xoay xé
dich bat tan cua Trai dat quanh mat troi cung ba yéu td tu nhién tao nén su séng: gio,
nudc, lira, Mandala khéc hoa cudc hanh trinh di kiém tim hanh phiic ciia mdi chung
ta. Mit khac, Mandala con tuong trung cho su trudng tho, hanh phiic va may mén
theo quan niém dan gian.

Trong su van dong, két ndi lién tuc, logo Mandala thé hién khat vong chinh
phuc dinh cao thanh cong, hudng dén nhitng gia tri nhan vin tot dep clia toan thé can
bd nhan vién Mandala Logo ¢6 su dan xen giita yéu t6 truyén thong va hién dai, vira
hoi nhap véi thé gidi vira gin bo chit ché voi coi ngudn lich sir Viét Nam. Pong thoi,

song hanh cung chién lugc phat trién bé virng 1a triét Iy bao ton moi truong sinh thai,

44



phat trién cac gia tri van hoa truyén thong, duong dai va dem dén cudc song hanh

phtic, nhan van cho con nguoi.

Hinh 2. 2. Biéu twong Mandala

Nguon: Mandala Chiam Bay Miii Né Hotel

Gia tri cbt 15i thyc su cua nganh khach san khong nam & cong ngh¢ tan tién
hay khong gian vi dai, ma nam & gia tri dich vu va nhiing con ngudi mang dén nhing
dich vu éy. Do d6, nhitng nu cuoi néng hau nhét, v&i sy tan tim, chu déo trong tung
101 noi, ctr chi tir nhitng con ngudi cia Mandala sé& 1a dau 4n sdu ¢dm nhét trong moi

vi khéach c6 duyén hanh ngd vé1 Mandala Hotels.

Gia tri Apec Mandala Hotels dé cao khong nam ¢ hinh thirc ma 1a dén tir gia
tri bén trong mdi con ngudi. Mandala mong mudn khong chi dé lai diu an trong long
mdi vi khach vé nhiing trai nghiém ‘vin hoa dia phuong’, ‘khoéng gian séng am ap”,
hay ‘su chuyén nghiép dang cip qudc t&’, ma con 1a ‘sy gan giii than thién’ va ‘cai

tam cua Mandala’.

2.1.3. Lich sir hinh thanh va sw phat trién ciia Mandala Chidm Bay Miii Né
Mandala Cham Bay Miii Né dugc trién khai xay dyng tir nim 2019 va chinh
thtrc di vao van hanh tir nam 2023. Du 1a mdt khu nghi dudng méi thoi gian hoat
dong chua lau, nhung khéach san da tung budc khéng dinh vi thé cta minh trén thi
truong nho hé théng co & vat chat hién dai va sy da dang vé dich vu. Khéch san cung
cap nhiéu hang phong khac nhau, dap tmg nhu cau da dang ciia cac nhém khach hang,

tir khach du lich c4 nhan, gia dinh dén khach doan va khach doanh nghiép.
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Hinh 2. 3. Qua trinh hinh thanh va phat trién ciia khach san

Nguon: Mandala Chiam Bay Miii Né Hotel

Toéng thé khu nghi dudng gém 4 toa nha dai dién cho 4 nén vin hoa Mandala
dic trung: Viét Nam, Trung Qudc, Tay Tang va Bhutan. Mdi tdoa mang dam diu 4n
thAm my va tinh than riéng biét — tir mau séc, chat lidu, hoa vin cho dén cach bai tri
— dua du khach budc vao hanh trinh trai nghiém da dang, day cam hing. Sy giao thoa
van hoa nay khong chi tao nén nét doc ddo riéng cho Mandala Cham Bay Miii N¢,
ma con khoi day su to mo, kham pha va két ndi sdu sic v6i nhitng gia tri phuong

DPong huyén bi.

APEC Group.

Hinh 2. 4. Bén phong cach thiét ké khac nhau ciia 4 tdoa nha trong Mandala

Nguén: Mandala Cham Bay Miii Né Hotel
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Tuy da dang vé hinh thirc, tong thé kién tric van gitr duoc sy lién két chat ché
qua triét Iy Mandala — huéng dén su tinh ling bén trong. Thiét ké kién trac céac toa
nha Codotel mai khéi trén dia hinh dbc 1dy cam hudng tir thap cham Posanu 13 tinh
hoa kién tric cua nguoi Cham tao thém sy chidm pha cho btrc tranh thién nhién 1a sy
hoa quyén gifta nét truyén thong Cham — ban dia va phong cach hién dai, tao nén mot
khong gian thu gidn, toi gian nhung tinh té. Ting duong nét, timg khoang khong gian

mo déu huong con nguodi dén trang thai thanh thoi, cham rai va day cam nhan.

Tai Mandala Cham Bay Miii N¢é, mdi budc chan déu nhu dang di chuyén trong
mot vong Mandala khong 16 — noi du khach khong chi kham pha vé dep bén ngoai,

ma con co co hdi lang dong va kham pha vé dep nd1 tdm cua chinh minh.

Khong chi gay an tuong bai phong cach kién triic dac sic, Mandala Cham Bay
Miii N¢é con chu trong dau tu vao hé théng luu tra voi céac trang thiét bi hién dai va
tién nghi. Cac phong nghi duoc thiét ké theo hudng két hop gitra tinh tham my va sy
tién dung, tao nén khong gian nghi ngoi thoai mai va phii hop v6i nhu cau ctia nhiéu
nhom khach hang. Nho vi tri thuan loi, phan 16n cac phong déu s¢ hitu tim nhin
hudng bién, mang lai trai nghiém gan giii véi thién nhién.

Ngoai ra, mdi phong duogc trang bi day du cac tién ich phuc vu nhu cau sinh
hoat va lam viéc ctia du khach nhu tivi két ndi internet, khu vuc 1am viée riéng, nudc
udng mién phi cing nhiéu tién nghi khac. Sy dau tu déng bd vé co sé vat chat va
trang thiét bi gop phan ning cao chit luong dich vy, mang dén cho khach hang nhing
trai nghiém luu tra tién nghi va thodi mai.

Khong chi dung lai ¢ du lich nghi dudng, Mandala Cham Bay Miii Né con
huéng téi nhém khach hang doanh nghiép. Khu nghi dudng so hitu hé thong phong
hop, hoi nghi va hoi thao dat chuan quéc té, véi trang thiét bi hién dai, phu hop cho
céc su kién, chuong trinh dao tao, team building quy mé 16n. Bii bién riéng phia
trude khu nghi dudng ciing dugc khai thac t6i da cho cac hoat dong thé thao va gin
két tap thé nhu chéo kayak, SUP, bong d4 bai bién, yoga, gym... — mang lai sy cin

bang hoan hao gitra lam vi¢c va thu gian.
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Hinh 2. 5. Khu vue hi nghi

Nguén: Mandala Cham Bay Miii Né Hotel

Mandala Chiam Bay Miii Né con 1a diém dén 1y tudng cho moi lira tudi va ddi
tugng khach hang véi hang loat hoat dong trai dai trong sudt ky nghi. Véi cac cap doi
hay nhém ban, khu vuc bé boi ngoai tro1 luon 1a lya chon hang dau — noi du khach
c6 thé dam minh trong lan nuwéc mat, tha 1ong co thé dudi anh ning 4m 4p va tan
hudng khong khi trong lanh ctia bién troi Miii Né. Sau nhitng gid vui choi, khach co
thé tiép tuc thu gian tai khu spa cao cép, v6i céc li¢u trinh massage, sauna, tdm bun
khoang, bon tim thao duoc, x6ng hoi va tri liéu chuyén sau, gitp phuc hdi ning luong

va can bang tinh than.
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Hinh 2. 6. Khu vuc Spa
Nguon: Mandala Chiam Bay Miii Né Hotel

Hinh 2. 7. Bé bun khosng

Nguon: Fanpage Mandala Cham Bay Miii Né

W

MANDALA

Trdai nghiém

Xong hoi thu gidn

Hinh 2. 8. Xong hoi thu gidn

Nguén: Fanpage Mandala Chiam Bay Miii Né
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Ngay tir nhitng ngay dau dugc gidi thiéu ra thi truong, Mandala Cham Bay
Miii N¢é d3 thu hat sy quan tdm cta dong déo du khach trong nude va qudc té nho
quy md an tuong cung thiét ké kién trac doc ddo. Khu nghi dudng duoc danh gia 1a
mot trong nhitng cong trinh ndi bat tai khu vuc Miii Né, gop phr:in tao diém nhan cho
canh quan du lich dia phuong. Pac biét, viéc dugc vinh danh trong danh sach nhirng
khach san c¢6 quy mé 16n tai chau A da gop phan nang cao uy tin va hinh anh cia
Mandala Chim Bay Mili Né, dong thoi quang ba diém dén Miii Né — Binh Thuan dén

v61 du khach trong va ngoai nudce.

Nhiing thanh tyu nay khong chi khang dinh strc hit cua khu nghi dudng ma
con dong gop tich cuc vao viée nang cao vi thé ciia nganh du lich dja phuong, gop
phan dua hinh anh Miii Né — Binh Thuén tro thanh diém dén hap dan trén thi truong

du lich khu vuc va quoc té.

2.1.4. Triét ly kinh doanh
Hanh phuc chi thyc su dén khi chung ta biét cho di. Va muc tiéu ciia mot
doanh nghiép chinh 12 dem t6i hanh phiic cho khach hang, c6 déng, can bo nhan

vién va xa hoi bang nhitng san pham dich vy chat lugng.

Apec Group khing dinh triét Iy doanh nghiép: "Kinh doanh 1a phung sy"
chinh 1a kim chi nam cho moi hanh dong. Kién tao mot hé sinh thai phat trién bén
vitng vi lg1 ich ctia xa hdi 1a mot hanh trinh hanh phiic ma chiing t61 cing nhau xay

dung.

- XAy dung sw nghiép dwa trén cai gbc 1a tAm con nguoi
"Nhitng diéu di tir trai tim s& dén trai tim" Khi nhiing trai tim dugc gan két
v6i nhau bang mot niém tin viing chic thi khong c6 bat cir didu gi c6 thé dang tin

cay hon.

- Chia sé tri thirc t6i cong dong
Apec Group ciing c6 nhitng budi néi chuyén chia sé tri thirc véi sinh vién,
céc khach san nhu Mandala Cham Bay Miii Né ciing c6 cac chuong trinh lién két
thuc tap véi cac truong dai hoc giup sinh vién dinh huéng dugc nghé nghiép va thu

hut nhén tai vé cho cong ty.
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- Lan téa yéu thuwong chia sé hanh phuc
Véi triét Iy "Kinh doanh 13 phung su", Apec Group khong ngimng nd luc tao
ra gia tri tich cuc cho cong dong théng qua nhitng hanh dong cu thé, thiét thuc va
day yéu thuong. Mot trong nhitng chudi hoat dong ndi bat thé hién tinh than do6
chinh 1 cdc mo hinh mang tén “Hanh phuc”, dugc trién khai rong rdi nham sé chia
va lan téa hanh phuc dén v&i moi nguoi, dac bi¢t l1a nhitng hoan canh con nhiéu

kho khan trong xa hoi.

Cac mé hinh tiéu biéu: Siéu thi Hanh phuc, 16p hoc Hanh phuc, thu vién
Hanh phc, chuyén xe Hanh phuc, ...

Hinh 2. 9. Siéu thi hanh phuc 0d

Nguon: Mandala Cham Bay Miii Né Hotel

- Con nguéi la trung tim ciia sy phat trién
Apec Group ludn chu trong tri thirc, 14y con ngudi lam trung tAm mo céc 16p

dao tao ngudn nhan lyc dé nhan vién tr d6 c6 nén tang deé phat trién hon.

- Sang tao dé dot pha
Mot trong nhitng hoat dong ndi bat trong vian hoa doanh nghiép 13 chuong
trinh “APEC TALK”, duoc td chuc thuong xuyén nham tao co hdi cho nhan vién
trao d6i, chia sé nhiing suy nghi, nguyén vong, kinh nghiém séng ciing nhu kinh

nghiém lam viéc. Thong qua hoat dong nay, doanh nghiép khong chi tang cuong
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su gan két gitra cac thanh vién ma con xay dung moi truong lam viéc c¢di mo,

khuyén khich sy thau hiéu va phat trién ca nhan.

Bén canh d6, doanh nghi¢p luén dé cao tinh than d6i mai va sang tao trong
moi hoat dong. Ban 1anh dao nhén thirc rang viéc duy tri nhitng phuong thirc lam
viéc truyén théng s& kho tao ra loi thé canh tranh bén viing trén thi truong. Vi vay,
doanh nghiép khong ngirng khuyén khich tu duy sang tao nham phat trién cac san
pham va dich vy mang tinh khac biét, nang cao gia tri cho khach hang, dong thoi
xay dung moi truong lam viéc nang dong, chuyén nghi¢p va giau cdm hing cho

nguoi lao dong.

Song song vdi dd, doanh nghiép tirng budc hoan thién moé hinh quan tri theo
hudng tinh gon va hiéu qua, tip trung phat trién cac linh vuc ¢6 ham luong tri thirc
cao nhu quan 1y van hanh, marketing, thiét ké va cung cap céc giai phap tong thé.
Dinh huéng nay gép phan ning cao ning luc canh tranh, gia ting gia tri doanh

nghiép va tao nén tang cho su phat trién bén virng trong twong lai.

- Ky luat dé di xa
APEC luén chu trong xay dung méi trudng 1am viéc khuyén khich su doi
m&i va phéat huy ning luc sang tao ctia mdi c4 nhan. Doanh nghiép tao diéu kién dé
nhan vién manh dan dé xuit cac y tuéng moi, gop phan ning cao hiéu qua cong
viéc va tao ra nhiing gia tri khac biét. Viéc dé cao tinh than sang tao khong chi giap
khai thac t6i da tiém ning ctia ngudi lao dong ma con thic diy sy phat trién bén

viing cua to chuec.

Bén canh d6, APEC ciing nhan manh vai tro cta su nd luc, tinh than trach
nhiém va tinh ky luat trong cong viéc. Doanh nghiép x4y dung hé théng quy dinh
va nguyén tic lam viéc phu hop véi vin hoa t6 chirc nhim hinh thanh tac phong
chuyén nghiép, nang cao y thtrc trach nhiém cta mdi c4 nhan. Pong thoi, cac
chuong trinh ddo tao dugc trién khai nham trang bi cho nhan vién nhiing k¥ ning
can thiét trong viéc giai quyét van dé, thich ing véi 4p luc va vugt qua nhitng kho

khén trong qua trinh lam viéc.

Su két hop hai hoa gitta tu duy sédng tao va tinh ky ludt da tao nén nét dac

trung trong van hoa doanh nghiép cia APEC. Pay 1a nén tang gitp cic y tudng
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moi dugc hién thuc héa mot cach hi¢u qua, gop phﬁn nang cao nang luyc canh tranh

va thiic ddy su phat trién 1au dai ctia doanh nghiép.

2.1.5. Co cdiu t6 chire va diic diém nguén nhan lie tai khdch san

2.1.5.1. Co céu to chirc

__ MANDALA CHAM BAY MUINE
@ SO D0 TO CHU'C KEM HINH ANH

MANDALA codbi
@ Pham Quéc Tién
. QuAn 1y Nbi hing
/ phan Am thyc @ ©am Duy Trwding

. ®inh Phong Hanh

ZBR¥hé Quin I Budng phing

Nguyén Cong Hoang @ Nguyén Thi Tric Dung
nm 4t Budng phéng
PR B pnan
on, . L& Thi Nguyén Sa
( i.‘m sit Budng phong
Lé VyNa
Nguyén Lj Thién Ngén y -~ ————
Truémg nhém ? ; J] Toug phong 0
Mk S ‘ gy NGUYEN TRUNG NGUYEN - m_ .
i . LiQuang Nghia
GIAM DOC DIEU HANH @ Gidm st Kb vy Cong cng
os«g Thi Kim Phuang CHUOI

Phé Phong L& Van Quang Vacant

v Vin T8
Kétodn Tong Bép trurdng o L
Didu hinh

An Linh ®an |
Vacant ~ T3 Céng Truding
Truémg B phan i Gidm sit Spa Joém Ky thudt
Spa cum TIGT Y té Dr Metta
. NGUYEN NGOC PHI
1" - ©do Thi Yén Phi
Y & PHO QU LY
Sl Chuyén vien
B ¥igm soit ) lEU HANH .
" i Tran Xuin Quang neuylaTrong e
‘ PO i i i it
Thé thao Giai tri

Phung Anh VQ
Nhin vién Nguyén Thi T8 Nuang
Kixih Doanh Lé Minh Thy Vacant . Nguydn Thi Kim Phung m
Trudmg bd phin .
The Ky - Phé BY phin Tien sdnh
— L Toaan
Nguyén Quang Khai

B s €
So @6 2. 1. So' d6 to chirc ciia khach san Mandala Cham Bay Miii Né
Nguon: Phong nhén sw Mandala Cham Bay Miii Né Hotel
* Chirc ning nhiém vu cia tirng by phin:
- Ban diéu hanh:

Chtrc ning: Ban diéu hanh 13 bo phan quan 1y cao nhit trong hoat dong diéu
hanh hang ngay ctia khach san, chiu trach nhiém to chirc, quan 1y va kiém soat toan
bd cac hoat dong kinh doanh. Ban diéu hanh c6 vai trd tham muu cho Ban ldnh dao,
déng thoi truc tiép trién khai cac chién lugc, ké hoach nham dam bao hoat dong cua
khach san dién ra hiéu qua, dat duoc muc ti€u da dé ra.

Nhiém vu: Ban diéu hanh c6 nhiém vu xay dung va trién khai chién luoc kinh
doanh; t6 chirc va diéu hanh cac hoat dong kinh doanh cua khach san. Déng thoi, thuc

hién quan ly ngudn nhan luc, kiém soat chi phi va tai chinh nham dam bao hi¢u qua
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hoat dong. Bén canh do, Ban diéu hanh chiu trach nhiém xay dung va phat trién
thwong hiéu, cling nhu kip thoi giai quyét cac van dé phat sinh trong qua trinh van
hanh.

- B¢ phdn Hanh chinh nhan su:

Chtrc ning: B6 phian Nhan su c6 vai trd tham muu cho Ban diéu hanh trong
viéc hoach dinh va trién khai cac hoat dong quan tri nguén nhan luc cua khach san.
Ddng thoi, bd phan nay chiu trach nhiém quan 1y, phat trién va st dung hiéu qua
ngudn nhan lyc nham dap ung yéu cau hoat dong kinh doanh ciing nhu dinh huéng
phat trién ctia doanh nghiép.

Nhiém vu: Trién khai cic cong tac tuyén dung va bd tri nhan su phu hop cho
tirng phong ban, t6 chirc dao tao va phat trién ngudn nhén lyc. Quan Iy hd so va thong
tin nhan vién, xay dung va thuc hién chinh sach luong, thuong, phuc lgi. Theo doi,
danh gia hiéu qua lam viéc ctia nhin vién trong ting bd phan. Giai quyét cac vin dé
quan h¢ lao dong.

- B¢ phin Ké todn:

Chtrc nang: tham muu cho Ban l1anh dao trong cong tadc quan ly tai chinh va
kiém soat cac hoat dong kinh té phat sinh tai khach san. Bo phan nay chiu trach nhiém
t6 chirc thuc hién cong tac ké toan, quan 1y ngudn von va cung cip cac thong tin tai
chinh can thiét nham hd trg qua trinh quan tri va ra quyét dinh ctia doanh nghiép.

Nhi¢m vu: Thyc hién cong viéc hach toan, ghi chép lai va theo doi cac nghiép
vu tai chinh phat sinh. Quan 1y doanh thu, chi phi va kiém soat ngan sach cta khach
san. B4o cai tai chinh dinh ky chi tiét cho ban 1anh dao. Quan ly tién mat, cong ng va
tai san cia doanh nghiép.

- B{ phin kiém sodt nji bé:

Chtrc nang: B phan kiém soat ndi bd cé chirc nang giam sat, kiém tra va danh
gia viéc tuan thu cac quy trinh, quy dinh trong hoat dong ctia khach san, nham dam
bao tinh minh bach, hiéu qua va han ché rui ro trong quan 1y.

Nhié¢m vu: Thyc hi¢n céc cong tac kiém tra, giam sat viéc thuc hién cac quy
trinh va quy dinh ndi bg ctia can by nhan vién. Theo sat cac hoat dong trong cong
vi€éc cua cac phong ban. Phat hién va phong ngtra rui ro, sai st trong qua trinh lam

viéc, hoat dong kinh doanh. Kiém soat viéc sir dung tai chinh, tai san ctia doanh
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nghiép. Pé xuit cic bién phép cai tién quy trinh va nang cao hiéu qua quan 1y. Phbi
hop vé6i cac bd phan dé dam bao tuan thu quy dinh va tiéu chuan hoat dong.
- B¢ phdn kinh doanh:

Chuc nang: Tim kiém, khai thac va phat trién ngudn khach hang; xay dung
chién lugc kinh doanh nham ting doanh thu va ning cao hiéu qua hoat dong cua
khach san.

Nhiém vu: Tim kiém, khai thac va mé rong t€p khach hang cua khéch san, xay
dung va duy tri mdi quan hé véi khach hang. Xay dung va trién khai ké hoach kinh
doanh, ban phong va dich vu. Phéi hop mat thiét véi cac bd phan dé dua ra cac chién
lugc ban hang mai, thuc déy kinh doanh dam bao chat luong dich vu cho khéach. Theo
sat, cham soc khach hang va xtr 1y cac yéu cau phat sinh khi can thiét. Phan tich rd
thi truong, ddi thu canh tranh dé dé xuat chién luoc phu hop.

- Bo phdan Marketing:

Chtrc nang: Xay dung va trién khai cac hoat dong quang bé, cac mang truyén
thong nham nang cao hinh anh thwong hiéu cta khach san, thu hiit khach hang cho
khach san.

Nhiém vu: Xay dyung va trién khai chién lugc marketing phut hop véi muc tiéu
kinh doanh ctia khach san. Thuc hién cac hoat dong quang ba thuong hi¢u cuia khach
san nhu: truyén thong, quang cio, digital marketing. ... Quan 1y cac kénh truyén thong
nhu website, mang x3 hoi, OTA (Booking, Agoda...). Phdi hop véi cac bo phan dé
1am moi hinh anh, lién két véi Sales dé thiic day doanh thu. Xay dung chuong trinh
khuyén mai thu hat, xay dung cac sy kién danh cho khach hang.

- B¢ phdn nha hang:

Chtrc nang: T chirc va cung cip dich vu an udng cho khach luu tri va khach
bén ngoai, dam bao chét lugng moén an, phuc vu chuyén nghiép va gép phan nang cao
doanh thu cho khach san.

Nhi¢m vu: Lén thuyc don, menu phuc vy an uéng (buffet, a la carte, tiéc...)
theo tiéu chuan khach san. Pam bao chit lugng phuc vu ciia timg mén an, d6 udng
va vé sinh an toan thuc pham. Pem dén cho khach hang cach phuc vu chuyén nghiép,
dap tng nhu cau cua khach. Phdi hop v6i bo phan Bép va cac bo phan lién quan trong

qua trinh 1am vi¢c. Quan 1y chat ché dau vao va dau ra cua tirng nguyén vat liéu, ki€ém
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so4t chi phi va han ché that thoat. Sap xép, bo tri khong gian nha hang hop 1y, dam
bao thAm my. Tiép nhan va xir Iy phan hoi ciia khach hang nhim nang cao chat luong
dich vu trong nha hang.

- B§ phin buong phong:

Chtrc ning: Dam bao vé sinh, bao dudng va chudn bi phong & dat tiéu chuén,
g6p phan mang lai sy hai long va trai nghiém tot nhat cho khach luu tru.

Nhiém vu: Chuan bj phong sach cho khach hang, dam bao vé sinh phong khach
va khu vyc cong cong theo tiéu chuan khach san. Chuén bi phong san sang trude khi
don khach va kiém tra tinh trang phong. Thay thé, b6 sung vat dung trong phong
(amenities) ddy du, kip thoi tranh 1am gidn doan qua trinh phuc vu khach. Phdi hop
v6i bo phan 18 tan trong viéc cap nhat tinh trang phong. Kiém tra, bao cdo cac hu
hong va phéi hop véi bo phan ky thuat dé sira chira. Quan 1y d6 vai (linen), vat dung
va trang thiét bi budng phong. Pam bao an toan, an ninh va bao quan tai san cia
khéch.

- B¢ phin Bép:

Chtrc nang: Bo phan Bép ¢ chirc nang to chirc va thuc hién cong tac ché bién,
cung cip cac mén an phuc vu khach hang theo tiéu chuin chat luong cta khach san.
Déng thot, by phan chiu trach nhiém bao dam v¢ sinh an toan thyuc phém, dap Ung
nhu cau 4m thuc da dang cua khach luu tra va khach st dung dich vu tai khach san.

Nhi¢m vu: Lén chi phi dung cy, thuc phém ché bién, 1am cac moén an theo thuc
don va tiéu chuan cua khach san. Pam bao chat lwong moén an vé huong vi, hinh thire
va dinh dudng. Phdi hop v6i bd phan nha hang trong qué trinh phuc vu khach. Xay
dung, cai tién thuc don phu hop v6i nhu cau khach hang. Quan 1y nguyén vat liéu,
kiém soat chi phi va han ché that thoat. Bao quan, v¢ sinh trang thiét bj va khu vuc
bép.

- B¢ phdn Spa:

Chtrc nang: Cung cip cac dich vu chim soc stre khoe, thu gidn va lam dep cho
khach hang, gép phan nang cao trai nghiém nghi dudng va gia ting gia tri dich vu
cua khach san.

Nhiém vu: Cung cip cac dich vu cham soc sirc khoe va thu gidn nhu massage,

cham soc da, tri li¢u co thé va cac dich vu spa khac theo ti€u chuan ctua khach san.
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Pam bao chét luong dich vy trong sudt qua trinh phuc vy, mang dén cho khach hang
nhirng trai nghiém thoai mai va hai 10ng. Tuén thu cac quy dinh vé vé sinh, an toan
trong qua trinh phuc vu. Quan 1y trang thiét bi, san phim va khong gian spa. Phdi hop
v6i cac bd phan lién quan dé phuc vu khach hiéu qua. Tiép nhan va xir Iy phan hoi
ctia khach hang nham ning cao chét luong dich vu.

- B§ phin Thé thao gidi tri:

Chtrc ning: T6 chirc va cung cap cac hoat dong vui choi, thé thao va giai tri
cho khach hang, gop phan nang cao trai nghiém nghi dudng va tang sirc hap dan cia
khach san.

Nhiém vu: T6 chtrc va trién khai cac hoat dong thé thao, vui choi giai tri va
chdm soc strc khde danh cho khach luu trd nhu gym, tennis va cac hoat dong ngoai
troi khac. Hudng dan, ho tro va tao diéu kién dé khach hang tham gia cac hoat dong
mot cach thuan lgi, an toan va dat hiéu qua cao. Quan ly, kiém tra va bao dudng dinh
ky céc trang thiét bi thé thao, dung cu giai tri cling nhu khu vuc td chirc hoat dong
nham bao dam chit lugng phuc vu. Xay dung va phat trién cac chuong trinh giai tri
phil hop véi timg nhom khach hang, gop phan nang cao trai nghiém va muc do hai
1ong ciia khach luu tria. Pam bao céc tiéu chuin vé an toan trong qua trinh to chirc va
van hanh cac hoat dong thé thao, giai tri. Phéi hop véi cac bg phan lién quan trong
viéc t6 chire su kién, chuong trinh trai nghi€ém va cac hoat dong phuc vu khach hang
theo ké hoach cua khach san. T chirc cac hoat dong thé thao va giai tri (tennis, yoga,
gym, tro choi ngoai troi...).

- B¢ phin Lé tin:

Chtic ning: Pén tiép, phuc vu va hd trg khach hang trong sudt qua trinh luu
trt, dong thoi 1a cau ndi gitta khach hang véi cac bd phan khéac trong khach san. Bo
phan 1& tan duogc coi 12 bd mit cua khach san, tiép xuc nhiéu voi khach hang, tir d6
c6 thé tham muu véi ban linh dao vé nhimng chién lugc tiép can gan nhat véi khach
hang.

Nhiém vu: hyc hi¢n cac tha tuc nhan phong, tra phong cho khach. Tiép nhan,
cap nhat va xir Iy thong tin dit phong. Cung cip thong tin vé dich vu, tién ich cua
khach san; huéng dan va hd trg khach trong subt thoi gian luu tra. Quan 1y thong tin

khéach hang va tinh trang phong. Thuc hién thanh todn va cac nghiép vu lién quan.
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- B¢ phdn An ninh:

Chure nang: Bam bdo an toan, an ninh trat tu cho khach hang, nhan vién va tai
san cua khach san; gop phan duy tri méi trudng hoat déng on dinh va chuyén nghiép.

Nhiém vy: Pam bdo an ninh, trat ty trong toan b khu vuc khach san. Kiém
soat ngudi ra vao, giam sat cac khu vuc trong yéu. Tuan tra, phat hién va xir 1y kip
thoi cac su ¢b an ninh. Pam bao sy an toan cho khach hang, nhan vién va tai san cia
doanh nghiép. Phéi hop vdi cac bo phan trong xtr Iy tinh hudng khan cip. Thuc hién
cong tac phong chay chita chay va ctru ho khi can thiét. Lap bdo cdo va ghi nhan cac
su viéc xay ra.
2.1.5.2. Pic diém nguff)n nhan lyc tai khach san Mandala Cham Bay Miii N¢
* Co' c4u lao dong theo trinh dd

Trinh d6 lao dong cua khach san Mandala Cham Bay Miii N¢é dugc théng ké
theo bang 2.1 nhu sau:

Bang 2. 1: Co ciu lao dong theo trinh dd

2023 2024 2025
Trinhdo g8y iong | Tyle | Séluong | Ty1e | Sélugng | Ty Ie
(Nguoi) | (%) | (Nguoi) (%) (Nguoi) (%)
THCS 101 41,1 123 42,7 68 38,6
THPT 50 20,3 68 23,6 42 23.8
Cao dang
, 51 20,7 49 17 33 18,8
Trung cap
Pai hoc 43 17,5 47 16,3 33 18,8
Sau dai hoc 1 0,4 1 0,4 0 0
Téng 246 100 288 100 176 100

Nguon: Phong nhén sw Mandala Cham Bay Miii Né Hotel

Nhin vao bang s liéu trén ta thay:

- Vé 56 lwong:

58



Sd lugng nhan sy tai khach san c6 su bién dong tuong ddi ro rét qua cac nam.
Cu thé, nim 2024 ting thém 42 nhén sy so v6i ndm 2023. Su gia ting ndy phan 4nh
nhu ciu m& rong hoat dong kinh doanh va nang cao chét luong dich vu cua khach san
trong bdi canh nganh du lich phuc hdi manh mé sau giai doan khé khan trude do.

Tuy nhién, &én cudi nim 2025, do hiéu qua kinh doanh chua dat nhu ky vong
va khach san tién hanh diéu chinh cong suat phong nham phu hop véi tinh hinh thye
té, doanh nghiép da thyuc hién cit giam mot phan nhan su. Su diéu chinh nay tuy giup
t6i wu chi phi van hanh nhung ciing phan nao anh huéng dén tim 1y ngudi lao dong,
lam giam mirc do gin két va tac dong nhét dinh dén hinh anh, uy tin cta khach san
trén thi truong lao dong.

- Vé chit lwong:
Nhin vao bang s6 liéu trén c6 thé théy co cau trinh do nguén nhan luc tai khach

san c6 sy thay doi qua cic ndm 2023-2025.

Trude hét, nhom lao dong co trinh do THCS chiém ty trong cao nhat trong
tong sd nhan su qua cac nam, 1an lugt 13 41,1% (2023), 42,7% (2024) va giam xudng
con 38,6% (2025). Piéu nay cho thay khach san van str dung mot ty 1¢ 16n lao dong
pho thong, phu hop véi dic thu nganh dich vu. Tuy nhién, ty trong nay c6 xu hudng
giam nhe vao ndm 2025.

Déi voi nhém trinh d6 THPT, ty 1¢ ¢6 xu hudng ting nhe tir 20,3% (2023) 1én
23.6% (2024) va dat 23,8% (2025). Pay 1a lyc luong lao dong chiém ty trong twong
ddi on dinh, chu yéu dam nhan cac vi tri phuc vu truc tiép.

Nhom lao dong c6 trinh do cao ding va trung cip c6 su bién dong nhe, giam
tir 20,7% (2023) xudng 17% (2024) nhung ting trd lai 1én 18,8% (2025). Piéu nay
phan anh sy diéu chinh trong co cAu nhan sy theo nhu cau thuc té ctua khéach san.

D6i voi nhan su ¢o trinh d6 dai hoc, ty 1¢ dao dong khong 16n, tir 17,5% (2023)
giam xudng 16,3% (2024) va tang 1én 18,8% (2025). Nhém nay cha yéu dam nhiém
cac vi tri quan ly va chuyén mon.

Riéng nhom sau dai hoc chiém ty 18 rat thip va gan nhu khong dang ké trong
co ciu nhan sy, cho théy khéch san chua chu trong nhiéu dén nguén nhan luc trinh

do cao.
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Téng thé, co cau trinh d6 nhén su tai khach san tuong doi phu hop voi dac thu
nganh khach san — dich vu, trong d6 lao dong phd théng va lao dong trinh d6 trung
cip, cao dang chiém ty trong 16n. Tuy nhién, sy bién dong qua cac nim cho thiy co
cAu nhan sy chua thuc sy 6n dinh, déng thot ty 1€ nhan sy c6 trinh do cao con han
ché. Diéu nay dit ra yéu cau can thiét trong viéc ting cuong cong tac dao tao va phat
trién nguén nhan luc nham nang cao chat lugng d6i ngii va dap tng tot cac yéu cau

cong viéc trong thoi gian téi.
* Co' c4u theo gi¢i tinh va dd tud

Bing 2. 2. Co cu lao dong theo gi6i tinh va do tudi

STT Chi tiéu 2023 2024 2025
246 288 176
A Theo giGi tinh
(100%) (100%) (100%)
118 149 92
1 Nam
(48%) (51,7%) (52,3%)
128 139 84
2 N
(52%) (48,3%) (47,7)
N 246 288 176
B Theo d¢ tuoi
(100%) (100%) (100%)
, 96 119 62
1 Tu 18 dén 25
(39%) (41,3%) (35,2%)
, 120 134 83
2 Twr 26 dén 35
(48,8%) (46,5%) (47,2%)
, 25 27 27
3 Twr 36 dén 45
(10,2%) (9,4%) (15,3%)
5 8 4
4 Tu 45 tré 1én
(2%) (2,8%) (2,3%)

Nguon: Phong nhéan sw Mandala Cham Bay Miii Né Hotel
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Két qua bang sé liéu trén c6 thé thay:

- Vé giéi tinh:

V& co cdu gidi tinh, ngudn nhan luc cta khach san c6 xu huéng chuyén dich
tir trang thai nit chiém vu thé sang twong ddi can bang va nghiéng nhe vé phia lao
dong nam. Sy thay d6i ndy phan anh qua trinh diéu chinh co cdu lao dong nham dap

tmg t6t hon yéu cau van hanh thyc té cua khach san trong timg giai doan.

Tuy nhién, ty 1¢ giita lao dong nam va nit van dugc duy tri & mic hop 1y, khong
c¢6 su chénh léch qua 16n. Diéu nay cho thay méi truong lam viéc trong nganh khach
san tuong doi phu hop véi ca hai gidi, dong thoi dam bao tinh can bang va da dang

trong co cau ngudn nhan lyec.
- Ve do tuoi:

Co thé théy co ciu nhan su theo dd tudi tai khach san c6 su phan bd khong

d6ng déu va tap trung cha yéu ¢ nhém lao dong tré.

Cu thé, nhoém tudi tir 26 dén 35 chiém ty trong cao nhat trong téng sb nhan sy
qua cac nam, lan luot 1a 48,8% (2023), 46,5% (2024) va 47,2% (2025). bay 1a luc
luong lao dong chu luc cua khach san, c¢6 strc khoe, kinh nghiém va kha nang thich

ung tot voi yéu cau cong viée trong nganh dich vu.

Nhom tudi tir 18 dén 25 ciing chiém ty trong twong ddi 16m, véi 39% (2023),
tang 1én 41,3% (2024) va giam xudng con 35,2% (2025). Pay 1a luc lugng lao dong
tré, ning dong, dé tiép thu trong qué trinh dao tao nhung thuong thiéu kinh nghiém

thue tién.

Trong khi d6, nhém tudi tir 36 dén 45 chiém ty 1& thap hon, 1an luot 13 10,2%
(2023), 9,4% (2024) va tang 1én 15,3% (2025). Su gia ting nay cho thay khach san
¢6 xu hudng bd sung thém nhan sy c¢6 kinh nghiém nham nang cao hiéu qua quan ly

va chat lugng dich vu.

Nhom tubi tir 45 tudi trd 1én chiém ty trong rat nho, dao dong tir 2% dén 2,8%
qua cac nam. Diéu nay cho thay dic thu ctia nganh khach san véi cudong do 1am viéc

cao, thuong phu hgp hon voi lao dong tré.
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Nhin chung, co cdu d6 tudi ciia khach san tap trung chil yéu vao nhom lao
dong tré dudi (18-35 tudi). Pay 1a loi thé vé sy ning dong, c6 kha ning tiép thu
nhanh, dé thich nghi v6i phuong phap dio tao méi va cong nghé hién dai, tir d6 gitip
nang cao hiéu qua dao tao trong thdi gian ngin. Tuy nhién, do con han ché vé kinh
nghiém thue tidn, nhom nay cin duge dio tao thudng xuyén va bai ban dé nang cao

k¥ nang nghé nghiép.

Nguoc lai, nhom lao dong 16n tudi tuy chiém ty 18 thip nhung lai c6 nhiéu kinh
nghiém, ¢ thé hd trg qua trinh dao tao thong qua hinh thirc kém cip, hudng din thuc
té. Do d6, khach san can xay dung chuong trinh dao tao phii hop véi timg nhom do

tudi nham phat huy tdi da hiéu qua dio tao va ning cao chat luong ngudn nhan lyc.

2.2. Thue trang dao tao nguon nhan luc tai Mandala Chim Bay Miii Né

Hotel

2.2.1. Phuwong phap dao tao nhan sw tai Mandala Cham Bay Miii Né Hotel
Vé phuong phap ddo tao Mandala dang két hop giita 2 phuong phéap dao tao

trong cong viéc va dao tao ngoai cong viéce tiiy thudc vao nhu cau dio tao va tinh hinh

kinh doanh cua khach san.

* Hinh thirc dao tao trong cong viéc:

D6i vé6i hinh thire dao tao trong cong vi¢c, Mandala hién dang trién khai mot
s6 phuong phéap chii yéu nhu sau:

- Phuong phap chi dan cong viéc:

Phuong phap nay duoc ap dung chu yéu di véi nhan vién méi, thong qua viée
giGi thiéu va huéng din cic ndi quy, quy dinh, quy trinh lam viéc cta khach san.
Nhan vién c6 kinh nghiém va tay nghé cao sé tryc tiép huéng din, chi din cu thé timg
cong vi¢c cho nhan vién méi cho dén khi ho c6 thé thuc hién thanh thao va dap ung
yéu cau cong viéc. Phuong phép ndy gitip nhin vién nhanh chong lam quen voi méi
truong lam viéc va nang cao hiéu qua thyc hién nhi¢ém vy. Phong nhan sy s€ ¢o 1
budi tranning, gidi thiéu vé khach san cho tit ca cac nhan vién méi va dua nhan vién
vé bd phan dao tao chuyén mon, dam bao 100% méi déu duoc dao tao theo dang quy
dinh.

- Dao tao theo kiéu kém cip, chi bao (coaching):
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Phuong phap nay duoc trién khai thong qua sy huéng dan truc tiép ctia cap
quan 1y dbi v6i nhan vién. Noi dung ddo tao tip trung vao viée truyén dat kién thirc
chuyén mén, chia sé kinh nghiém thyc tién, ddng thoi cip nhét cac yéu cau méi tir
Ban lanh dao. Nho d6, nhan vién c6 thé nang cao nang luc lam viéce, dap tng t6t hon
céc tiéu chun dich vu va muc tiéu kinh doanh cta khach san.

Tai Mandala, phuong phap nay van dang duoc thuc hién va duy tri dinh ky
hang thang vao nhitng mua thip diém. Cu thé, vao ddu mdi thang, cac trudng bd phin
s& xay dung ké hoach dao tao va gui vé phong Hanh chinh nhan su dé xin phé duyét
n6i dung, cling nhu hinh thirc dao tao. Sau khi duoc théng qua, cac bo phan tién hanh
t6 chitc dao tao cho nhan vién. Trong qua trinh dao tao s& duoc phong Hanh chinh
nhan sy giam sat, dong thoi Ban lanh dao c6 thé tham du dot xuat nham dam bao chat
lugng va hiéu qua ciia chuong trinh. Cubi mdi thang, cac bd phan co trach nhiém lap
bao céo két qua dao tao va giri vé phong Hanh chinh nhan sy dé kiém tra, danh gia
va luu trix

Bang 2. 3. Bang thong ké so lwong budi dio tao nim 2025.

STT Bo phén SL budi dao tao Két qua

Tat ca nhan vién nim duogc
1 Am thuc 33 kién thtc, quy trinh sau dao
tao

TAt ca nhan vién nim duoc
2 Buong phong 253 kién thirc, quy trinh sau dao
tao

TAt ca nhan vién nim duoc
3 Lé tan 41 kién thtc, quy trinh sau dao
tao

TAt ca nhan vién nim duoc
4 Bép 12 kién thirc, quy trinh sau dao
tao

TAt ca nhan vién nim duoc
5 Hanh chinh nhan su 5 kién thirc, quy trinh sau dao
tao

TAt ca4 nhan vién nim duoc
6 Spa 68 kién thtrc, quy trinh sau dao
tao

TAt ca4 nhan vién nim duoc
7 Thé thao giai tri 35 kién thirc, quy trinh sau dao
tao

Nguon: Phong nhén sw Mandala Cham Bay Miii Né Hotel
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* Hinh thire dao tao ngoai cong viéc:

Déi v6i cac phuong phap dao tao ngoai cong viée, khach san sé cir nhan vién
di hoc tai cac trung tAm dé nhan vién c6 thé nang cao cac ki ning mém, ki ning ngoai
ngir, quan li, ning cao tay nghé. Song phuong phap nay co chi phi cao va chua tiét
kiém duogc thoi gian do d6 anh hudng dén hoat dong kinh doanh ctia khach san.

Véi phwong phap ndy Mandala s& ap dung dbi véi nhitng nhan vién doi hoi
nghiép vu dic thi cao, phai c6 chimg chi nhu: Dau bép, budng phong, nhan vién ciru
ho, tai xé lai xe 16 chd trd 1én va cac nhan vién 18 tan thudng xuyén tiép xtc truc tiép
voi khach hang dé ho co thé thuc hién duoc cong viéc moi, phire tap hon. Phuong
phép nay c6 cac hinh thirc cu thé duéi day:

- Cu nguoi di hoc tai cac trung tdm, truong chinh quy
- Cho nhéan vién tham gia céc hdi nghi, hdi thao, hoac cac bai giang

Céc hinh thtrc dao tao trong cong viéc va ngoai cong viéc tai khach san cling
duoc thuc hién xen k&, song song voi nhau. Nhan vién duoc cur di hoc tai cac trung
tam déng thoi cling dugc kém cap, chi dan tai khach san. Biéu nay giup cho nhan
vién c6 thé hoan thién cac kién thirc vé 1i thuyét ciia minh va ap dung vao thuc hanh
tai khach san.

Céc phuong phép dao tao tai khach san dugc bd xung day du vé 1i thuyét va
thuc hanh giup nhan vién, can bd quan 1i c6 thé thyc hién tot cong viée ngay sau dio
tao. Song viéc xip xép dao tao van con gip nhiéu khé khian do mét sé van dé vé nhan
su, hoat dong kinh doanh ctia khach san, nén chua thé trién khai mot cach triét dé
hon.

2.2.2. Lwa chon giang vién dao tao tai Mandala Cham Bay Miii Né Hotel

D41 ngli gidng vién tham gia cong tac dao tao tai khach san dugc hinh thanh

tir hai ngudn chinh, bao gém giang vién bén ngoai va giang vién ndi bo.

Giang vién bén ngoai: Day 1a cic giang vién, chuyén gia dén tir cac truong
dai hoc, co s& dao tao nghé hodc cac trung tdm dao tao co lién két v6i khach san.
Nhoém gidng vién ndy thuong tham gia giang day trong cac chuong trinh dao tao ngoai
doanh nghiép nham cung cap kién thirc chuyén mén, k¥ ning nghiép vu va nhitng xu

hudng maoi trong nganh. Khi Iya chon doi tac dao tao, khach san wu tién cac don vi
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c6 uy tin, doi ngti gidng vién c6 trinh d chuyén mon cao, kinh nghi¢ém giang day
phong pht va phuong phap truyén dat hiéu qua. Dong thoi, cac yéu td nhu vi tri ddo
tao thuan ti€n va chi phi phu hop cling dugc xem xét nham tao diéu kién thuan loi
cho nguoi lao dong tham gia hoc tap.

Giang vién ndi bg: Pay l1a nhitng nhan sy dang lam viéc tai khach san, co
trinh d6 chuyén méon, kinh nghiém thuc tién va ky nang nghé nghiép tét. Nhom giang
vién nay chi yéu tham gia cac chuong trinh dao tao tai noi lam viéc nhim hudng dan,
chia sé kinh nghiém va hd trg nhan vién nang cao nang lyc thyc hién cong viéc. Khach
san thuong lua chon cac quan 1y, gidam sat hodc nhan vién c6 thanh tich tot dé dam
nhan vai tro giang day. Viéc b tri giang vién ndi bd dugc thuc hién linh hoat va phu
hop vé6i ké hoach dao tao nham bao dam khong anh hudng dén hoat dong chung cia
khach san.

Bang 2. 4. Panh gi ciia ngwdi lao dong vé kién thirc chuyén mén

cuiia giao vién dao tao

STT Chi tiéu S6 lugng (Nguoi) Ty 18 (%)
1 | Hoan toan khong dong ¥ 6 4%
2 | Khong dong y 5 3,3%
3 | Binh thuong 38 25,1%
4 | Pongy 75 49,7%
5 | Hoan toan dong y 27 17,9%
Tong 151 100

Nguén: Khdo sdt cia tac gia
Bang 2. 5. Panh gia ciia nguwoi lao dong vé kha ning truyén dat

cuia giao vién dao tao

STT Chi tiéu S6 luong (Ngudi) Ty 18 (%)
1 Hoan toan khong dong y 7 4,6%
2 | Khong dongy 12 8%
3 | Binh thuong 36 23,8%
4 | Poéngy 76 50,3%
5 | Hoan toan dong y 20 13,3%
Tong 151 100

Nguon: Khao sdt ciia tic gid
Két qua khao sat cho thiy phan 16n ngudi lao dong danh gia doi ngi giang

vién tham gia dao tao co6 kién thirc chuyén mon viing vang va kha ning truyén dat &
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murc kha tot. Piéu nay cho thay cong tac Iya chon giang vién cua khach san nhin
chung dd dap Gmg dugc yéu ciu cua cac chuong trinh dao tao. Tuy nhién, van con
mot bo phan nhan vién danh gia chit lugng giang day & muc trung binh hodc chua
thyc su hai long, phan 4nh mdt s6 han ché can dugc quan tam khéc phuc.

Trén thuc té, khach san thuong sur dung cac nhan vién co nhiéu kinh nghi¢m,
tay nghé cao hodc cac cip quan 1y, giam sat dé tham gia dao tao ndi bo. Mic du nhirng
c4 nhan nay co kién thire chuyén mén va kinh nghiém thyc tién phong pht, nhung da
sO chua dugc trang bi day du k¥ ning su pham va phuong phap giang day chuyén
nghiép. Diéu nay c6 thé anh huong dén hiéu qua truyén dat kién thirc, 1am giam kha
nang tiép thu cua hoc vién cling nhu han ché viéc cap nhat nhiing kién thitc chuyén
sau va xu hudng méi trong linh vuc khach san. Do do, chit lugng dao tao va hiéu qua
phat trién nguén nhén luc ciia khach san c6 thé chua dat duge mure téi vu nhu mong
doi.

2.2.3. Co sé vit chit trong dao tao

Nhim nang cao hi€u qua ctua cong tac dao tao nguén nhan luc, Ban Giam ddc
khach san da quan tam dau tu co s vat chat va cac trang thiét bi phuc vu hoat dong
dao tao. Nhin chung, hé théng co s& vat chit hién ¢ co ban dap tmg duoc yéu cau
ctia cac chuong trinh ddo tao va phu hop véi diéu kién thuc té cua khach san.

Ddi véi cac khoa dao tao duge to chire ndi bd, khach san bd tri khu vue hoc
tap riéng voi ddy du ban ghé, bang viét va cac phuong tién hd trg can thiét cho viée
giang day 1y thuyét. Bén canh d6, cac dung cu, trang thiét bi phuc vu thuc hanh ciing
duoc chudn bi trong ddi day du, tao didu kién thuan loi cho ngudi lao dong rén luyén
k¥ nang nghé nghiép trong qua trinh hoc tap.

Ngoai ra, tai cac bo phan chirc nang, khéach san da trang bi hé théng may moc,
thiét bi va cong cu lam viéc dép ung yéu cau chuyén mén clia timg vi tri cong viéc.
Day ciing 1a diéu kién thuan loi dé trién khai cac hinh thirc dio tao tai noi lam viéc,
huéng dan thuc hanh va kém cip truc tiép. Nho d6, nguoi lao dong c6 thé nhanh
chéng van dung nhiing kién thirc d duoc hoc véo thuc tién cong viéc, gop phan nang

cao hi¢u qua cua qua trinh dao tao va phat trién nguon nhan lyc.
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Bang 2. 6: Khao sat vé co' s¢ vat chat phuc vu cho dao tao

STT Chi tiéu S6 luong (Nguoi) Ty 18 (%)
1 Hoan toan khong dong y 5 3,3%
2 | Khong dong y 7 4,6%
3 | Binh thuong 42 27,8%
4 | DPdngy 69 45,7%
5 | Hoan toan dong y 28 18,6%
Tong 151 100

Nguon: Khao sdt ciia téc gid
Qua két qua khao sat trén, hau hét tit ca nhan vién déu hai long v6i co so vat
chat va k¥ thuat phuc vu cho cong tac dao tao. Tuy nhién, khach san van can cht
trong bao tri va dau tu hop 1y vao cac trang thiét bi, cong nghé méi nham nang cao
chat luong dao tao, déng thoi tao diéu kién dé can bo nhan vién duoc tiép can va lam
quen v&i nhiéu cong nghé hién dai hon.
2.2.4. Chinh sach dao tao
Vé chinh sach dao tao thi tit ca nhan vién trong khach san déu co hoi tham gia
cac khoa dao tao nghiép vu cua cac bd phan khac trong khach san. Truong b phan
phai tao moi diéu kién thuan loi cho nhan vién dugc tham gia. Vi du: Nhan vién bd
phan tién sanh c6 thé tham gia cac khdo dao tao nghiép vu ciia bo phan Budng phong

hoac B¢ phan am thuec.

- Viéc dao tao s€ duoc Ién ké hoach, dugc thyc hién va danh gid xép hang dé dam
bao moi nhan vién déu c6 co hdi phat trién kha nang cong viéc mdt cach xuat sac, dat
chuan & moi linh vuec.

- Mdi vi tri cong viéc doi hoi nhan vién phai cé ting k¥ ning, nhiém vu va trach
nhi¢m riéng biét. Do d6 phai chuan bi ké hoach dao tao cho tirng by phan. Nhan vién
kinh nghiém cting dugc dao tao lai d€ dam bao dat céc ti€u chuan va dac tinh cong
viéc.

- Nhéan vién phai c¢6 kha nang lam dugc nhitng viéc co ban doi véi tat ca cac vi tri ma
khong can c6 gidm sat hodc dugc dao tao trudc khi duge phan cong vao mot vi tri cu

thé.
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- Khach san ap dung chinh sach hd tro kinh phi ddi v6i nhitng cén bd, nhan vién duoc
ctr tham gia cic chuong trinh dao tao va bdi dudng chuyén mén trong nudc hoic
nude ngodi. Cac khoan hd tro co thé bao gém hoc phi, tai liéu hoc tap, chi phi di lai,
an & va céac chi phi lién quan dén qué trinh dao tao. D& bao dam hiéu qua dau tu vao
phat trién ngudn nhan luc, ngudi lao déng duoc hd trg dao tao phai cam két thoi gian
lam viéc nhat dinh tai khach san sau khi hoan thanh khéa hoc. Trong truong hop don
phuong cham dit hop dong lao dong trude thoi han cam két, nguoi lao dong co trach

nhiém boi hoan chi phi dao tao theo cac quy dinh hién hanh ctua khach san.

- Khéch san xem viéc dao tao va phat trién cho nhan vién Ia rat quan trong va xem dé
la tai san 16n nhat. Phong Nhan sy va truong cac bo phan két hop t6 chuc cac khoa
dao tao dé dap trng nhu cau trude mat va lau dai cho nhan vién cling nhu cho khach

san.

2.2.5. Chit lwong dao tao nguon nhén luc
Da sb nhan vién dugc khao sat déu cho rr?lng hiéu qua lam viéc duoc cai thién
sau qua trinh dao tao. Cu thé, c6 49% nhan vién cho biét ho thuc hién cong viéc tot
hon va 16,6% la rat t6t sau khi tham gia cic chuong trinh dao tao ctia khach san.
Piéu nay cho thdy cong tac dao tao di mang lai nhitng tac dong tich cuc trong viéc

nang cao k¥ nang va hiéu qua lam vi¢c cua nguoi lao dong.

Tuy nhién, van con mot sb it nhan vién cho rang kha niang lam viéc cta ho
chua co su thay d6i dang ké sau dao tao. Diéu ndy cho thy hiéu qua dao tao chua
thue sy ddng déu gitta cac ddi twong nhan vién va khach san can tiép tuc hoan thién
n6i dung ciing nhu thay dbi nhiéu phuong phap dao tao hon dé nang cao chit lugng

dao tao trong thoi gian toi.

Keét qua khao sat danh gia chat lugng cong viéc ctia can b nhan vién sau khi

qua qua trinh dao tao tai khach san dugc thé hién nhu sau:

Bang 2. 7. Khao sat danh gia chit lwgng cong viéc ciia cAn b nhén vién sau khi dao
tao

STT Mirc do S6 lugng (Nguoi) Ty 18 (%)

1 | Hoan toan khong dong y 6 4%
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2 | Khong dong y 12 7,9%
3 | Binh thudng 34 22,5%
4 |Poéngy 74 49%
5 | Hoan toan dong y 25 16,6%
Tong 151 100

Nguon: Khao sdt ciia téc gid

Vé murc d6 hai long ctia nhan vién voi d6i v6i hidu qua dao tao thi da sé nhan
vién duogc khao sat danh gia hai long voi cong tac dao tao cua khach san, trong do
51% y kién cho rang hai long va 16% cho rang rat hai 1ong. Két qua nay cho thay cac
chuong trinh dao tao cia khach san da phﬁn nao dap ung dugc nhu cau hoc tap va
nang cao k¥ nang ctia nguoi lao dong.

Tuy nhién, van con 22,5% nhan vién danh gia & muc binh thuong va 6,6% chua
thuc su hai long vé cong tac dao tao. Diéu nay cho théy hoat dong dao tao ctia khach
san van con mot s6 han ché nhit dinh va can duoc cai thién hon trong tho1 gian téi.
Vi vay, khach san can tim hiéu nguyén nhan, dong thoi dua ra cac giai phap phu hop
nham nang cao chat lugng va hi€u qua dao tao nguén nhan luec.

Bing 2. 8. Khio sat danh gia vé mirc d hai long ciia can b nhan vién sau khi dao tao

STT Mirc d6 S6 luong (Nguoi) Ty 18 (%)
1 | Hoan toan khong dong y 6 3,9%
2 | Khong dong y 10 6,6%
3 | Binh thuong 34 22,5%
4 | Pongy 77 51%
5 | Hoan toan dong y 24 16%
Téng 151 100

Nguon: Khao sat cua tdc gia
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2.3. Panh gia thwe trang dao tao ngudn nhin luc tai khach san Mandala
Cham Bay Mii Né
2.3.1. Piém manh

Trong thoi gian qua, cong tic dao tao ngudn nhan luc tai Mandala Chim Bay
Mili Né Hotel d3 dat dugc nhiéu két qua dang ghi nhan, gop phan nang cao chat luong
d6i ngii nhan vién va ho tro hiéu qua cho hoat dong kinh doanh ctia khach san.

Cong tac dao tao ngay cang dugc chu trong va ting budc hoan thién. Khach san
da quan tam nhiéu hon dén viéc xac dinh nhu ciu dao tao dua trén yéu cau thyuc té
cua tung vi tri cong viéc, tu d6 xay dung ndi dung va muc ti€u dao tao phu hop véi
dinh huéng phat trién ctia doanh nghiép. Viéc t6 chiic cac chuong trinh dao tao ciing
duoc thuc hién c¢6 ké hoach va nhan duoc sy phéi hop tir cac b phan li€n quan, gop
phan nang cao hiéu qua trién khai.

Nguoi lao dong ngay cang nhan thirc rd hon vé tim quan trong ciia viéc hoc tap
va phét trién ban than. Nhiéu nhan vién chi dong tham gia cic chuong trinh ddo tao
nham b sung kién thirc chuyén mon, hoan thién k¥ ning nghé nghiép va nang cao
trinh do ngoai ngit. Piéu ndy phan anh tinh than cau tién ciing nhu sy quan tim cua
ngudi lao dong ddi v6i qua trinh phat trién nghé nghiép l1au dai.

Hoat dong dao tao da gop phﬁn cai thién chat lugng nguén nhan luc cua khach
san. Trinh d§ chuyén mon, k¥ ndng thyc hién cong viéc va kha nang thich ung voi
yéu cau cong viéc cta nhan vién c6 nhiéu chuyén bién tich cuc. Doi véi doi ngii quan
1y, cac chuong trinh dao tao va boi dudng da hd tro nang cao nang lyc lanh dao, quan
1y va diéu hanh, dap Gmg yéu cu phat trién trong bdi canh canh tranh ngay cang cao.

Nguén lyc tai chinh danh cho dao tao dugc quan tim phan bd hop 1y, tao diéu
kién dé khach san trién khai nhiéu chuong trinh dao tao phu hop véi nhu cau thuc té.
Viéc sir dung kinh phi duroc thyc hién theo hudng tiét kiém va hiéu qua, gop phan toi
wu hoa két qua dat dugc tir cac hoat dong dao tao.

Hiéu qua cta cong tac dao tao duoc thé hién thong qua su tién bo cua nguoi lao
dong sau qua trinh hoc tap. Nhan vién c6 kha niang ap dung kién thirc va k¥ ning da
dugc trang bi vao cong viée, tir d6 nang cao chét lwong phuc vu, cai thién ning suat

lao dong va gdp phan ning cao hiéu qua hoat dong ctia khach san. Pay ciing 1 nén
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tang quan trong giup doanh nghiép nang cao ning luc canh tranh va phat trién 6n dinh
trong thoi gian toi.
2.3.2. Piém yéu

Bén canh nhiing két qua da dat duogc, cong tac dao tao nguén nhan luc tai Mandala
Cham Bay Miii N¢ van con ton tai mot sd han ché can duoc quan tam va khic phuc
nham nang cao chat luong dao tao trong thoi gian toi.

Tht nhét, mic du Ban lanh dao khach san d3 quan tam dén cong tac dao tao va
nhu cau hoc tip cta ngudi lao dong, song phuong phap dio tao van con mang tinh
truyén thdng, thiéu sy ddi méi va da dang. Cac chuong trinh dao tao chu yéu duoc
trién khai theo hinh thirc tap trung hodc dao tao ngoai cong viéc, trong khi cac phuong
phap hién dai nhu dao tao truc tuyén, dao tao theo tinh huéng hay mé phéong thuc té
chua dugc 4p dung rong rai. Piéu nay khong chi 1am ting chi phi ddo tao ma con anh
huong dén thoi gian lam vi¢c va mirc d§ hirng thi ciia nguoi hoc.

Tht hai, viéc lua chon d6i tuong tham gia dao tao chua thyc su dua trén nhu cau
dao tao va niang lyc ciia timg ca nhan. Trong mot sd truong hop, viéc cir nhan vién
tham gia dao tao con mang tinh chii quan, chua c6 tiéu chi danh gia ro rang. Piéu nay
c6 thé tao ra tam 1y so sanh, anh huong dén nhan thirc vé sy cong bang trong co hoi
hoc tap va phat trién nghé nghiép ctia nguoi lao dong.

Thi ba, muc tiéu dao tao chua duge xéac dinh cu thé va chua gén vO1 cac chi tiéu
danh gid dinh lugng. Nhiéu chuong trinh dao tao mdi chi dung lai ¢ viée truyén dat
kién thirc ma chua x4y dyng dugc cac tiéu chi rd rang dé do ludng mirc d6 hoan thanh
muc ti€u cling nhu hi€u qua sau dao tao. Do do, vi¢c danh gia két qua dao tao con
gip nhiéu khé khan va thiéu tinh chinh xac.

Thtr tu, cong tac lya chon gidng vién dao tao van con mdt sé han ché. Ddi véi
giang vién noi bo, viéc lya chon chu yéu dua trén kinh nghiém va quyét dinh cua cép
quan 1y ma chwa c6 hé théng tiéu chuan danh gia cu thé vé chuyén mon va k¥ ning
su pham. Déi véi giang vién bén ngoai, ndi dung va phuong phap giang day doi khi
chua thyuc sy pht hop véi dac thu hoat dong kinh doanh cua khéch san, 1am giam hi¢u
qua tiép thu cia ngudi hoc.

Thur nam, cong tac danh gia két qua dao tao chua dugc thuc hi¢n mdt cach khoa

hoc va hé thong. Viéc danh gia chu y€u dua trén nhan xét cia giang vién hodc cap
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quan Iy ma chua xay dung duoc bo tiéu chi danh gia cu thé va mang tinh dinh luong.
Bén canh d6, ty 1& nhan vién sau dao tao nhung chwa duoc cap chimg chi hoic chimg
nhén van con twong ddi cao, anh hudng dén viéc ghi nhan két qua hoc tap cia ngudi
lao dong.

Thtr sau, khach san chua thyuc sy chu trong dén viéc danh gia hiéu qua téng thé
clia cong tac ddo tao. Hoat dong dénh gia hién nay chi yéu tap trung vao kha ning
thuc hién cong viéc sau dao tao ma chua xem xét dﬁy du cac khia canh khac nhu murc
do hai long cta nguoi hoc, tinh phu hop ctia néi dung dao tao hay mtrc 4o dap ting
nhu cdu phat trién nghé nghiép cta nhan vién.

Thir bay, mic du khach san di c6 chinh sach hd trg kinh phi cho nhan vién tham
gia cac khoa hoc va chuong trinh dao tao, nhung van chwa xay dung dugc co ché
khuyén khich va tao dong luc ro rang cho ca ngudi dao tao va ngudi hoc. Diéu nay
khién nguoi lao dong chua thue su chu dong tham gia hoc tap, déng thoi 1am giam
su nhiét tinh cta doi ngli phu trach cong tac dao tao.

Cudi cung, viéc rng dung cong ngh¢ vao dao tao con han ché. Khach san chua
trién khai hiéu qua cac hinh thuc dao tao truc tuyén, tai liéu dién tur hay céc phﬁn
mém hd trg hoc tap va md phong nghiép vu. Bén canh dé, co sd vat chat phuc vu dao
tao doi khi chua déap tng tdt nhu cau thuc té, dac biét khi sd luong hoc vién tham gia
d6ng, 1am anh hudng dén chat lugng va hiéu qua cia qua trinh dao tao.

2.4. Phan tich két qua khao sat
2.4.1. Kiém dinh két qua thang do
2.4.1.1. Kiém dinh Cronbach
> D0i v6i thang do PP: Phwong phap dao tao
Bang 2. 9. Bang kiém dinh Cronbach d6i v6i thang do PP

Thong ké tin ciy M&éi quan hé giira bién quan sat va thang do
A X So ,

HE so | quan Trung binh Phuq’ng H¢ so Alpha
Cronbach's (it than sal tuon néu

54 do né % . | thang do b.g; loai bid

0,762 4 onéuloai | < 7. | quanbién | loai bién

bién bidn tong nay

PP1 9,82 3,388 0,629 0,668

PP2 9,81 3,263 0,636 0,663

PP3 9,85 3,445 0,617 0,675
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Nhdn xét:

| pp4 |

9,85

4,232

0374 |

0,796 |

- Két qua kiém dinh cho théiy hé sb Cronbach's = 0.762 > 0,6

- Hé sb twong quan bién tong (Corrected Item-Total Correlation) > 0,3.

Két lud@n: Thang do PP dam béo chit luong phan tich. Bién quan sat bi loai: Khong

> D6i v6i thang do GV: Gidng vién dao tao

Thong ké tin ciy
Cronbach's | 1%
sat
0,721 4
Nhdn xét:

- Hé sb Cronbach's =0.721 > 0,6

- Hé sb tuong quan bién tong (Corrected Item-Total Correlation) > 0,3.

Bang 2. 10. Bang kiém dinh Cronbach d6i véi thang do GV

M&éi quan hé giira bién quan sat va thang do

Trung binh Ph;rzgng Hé s6 Alpha

thang tuong néu
X . | thang do X oz

do néu loai X . | quan bién | loai bién
bién néu loai tong nay
bién

GV1 9,72 3,538 0,517 0,656
GV2 9,75 3,670 0,394 0,728
GV3 9,69 3,496 0,477 0,679
GV4 9,83 3,117 0,666 0,562

Két ludgn: Thang do GV dam bao chat lugng phan tich. Bién quan sat bi loai: Khong
> Doi voi thang do CSVC: Co sé vat chat
Bang 2. 11. Bang kiém dinh Cronbach dbi véi thang do CSVC

Thong ké tin ciy
Cronbach's q ,
sat
0,761 4

Mobi quan h¢ giira bién quan sat va thang do

Trung binh Phlr;i’ng Hé s6 Alpha

thang > tuong néu

P . | thang do 1 X

do néu loai X . | quan bién | loai bién
bién néu loai tong nay
bién

CSVCl1 8,28 4,575 0,566 0,703
CSvC2 8,13 3,929 0,585 0,692
CSVC(C3 8,18 4,428 0,532 0,719
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- ‘csvesa| 813 4,409 0,562 | 0,703 |

Nhdn xét:
- Hé¢ s6 Cronbach's = 0.761 > 0,6
- Hé sb twong quan bién tong (Corrected Item-Total Correlation) > 0,3.
Két lugn: Thang do CSVC dam bao chit luong phan tich. Bién quan sat bi loai:
Khong
> D6i véi thang do CS: Chinh siach dao tao
Bang 2. 12. Bang kiém dinh Cronbach déi véi thang do CS

Thong ké tin C@,y - M&éi quan hé giira bién quan sat va thang do
A K S6 :
C H?bsoh' quan Trung binh Ph;r;ng He¢ so6 Alpha
ronbach’s Sat thang tuong néu
£ . | thang do = g
0.787 4 do néu loai S logi | dUAN bién | loai bién
’ bién nel joul tong nay
bién
CS1 9,26 3,126 0,719 0,671
CS2 8,72 3,565 0,494 0,784
CS3 8,80 3,454 0,475 0,799
CS4 9,23 3,189 0,720 0,673
Nhdn xét:

- He¢ s6 Cronbach's = 0.787 > 0,6
- Hé sb twong quan bién tong (Corrected Item-Total Correlation) > 0,3.
Két lud@n: Thang do CS dam bao chat lugng phan tich. Bién quan sét bi loai: Khong
> D0i v6i thang do CLDT: Chit lwgng dao tao ngudn nhan lue
Bang 2. 13. Bang kiém dinh Cronbach d6i véi thang do CLDT

Thong ke tin ciy Mobi quan hé giira bién quan sat va thang do
A K S6 ,
He s0 .| quan Trung binh Phuqng H¢ s6 Alpha
Cronbach's (it than sal fwon néu
54 do né flg . | thang do bgA loai bi
0,745 4 onéuloai | < 7 . | quanbién | loai bién
bién bidn tong nay
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Nhdn xét:

CLDTI 9,89 3,421 0,532 0,690
CLDT2 9,87 3,449 0,472 0,724
CLDT3 9,77 3,322 0,534 0,689
CLDT4 9,99 3,146 0,620 0,639

- Hé sb Cronbach's = 0.745 > 0,6

- Hé sb twong quan bién tong (Corrected Item-Total Correlation) > 0,3.

Két lud@n: Thang do CL dam bao chét luong phan tich. Bién quan sat bi loai: Khong

Bang 2. 14. Bang két luan chat lwong thang do

TONG HQP BIEN VA THANG PO BI LOAI
THANG PO BIEN QUAN SAT
KHONG KHONG
THANG PO HE SO ALPHA KET LUAN
PP 0,762 Chét luong tot
GV 0,721 Chat luong t6t
CSVC 0,761 Chét luong tot
CS 0,787 Chat luong t6t
CLDT 0,745 Chét luong t6t

2.4.2. Phén tich nhén t6 kham phd EFA
2.4.2.1. Kiém dinh tinh thich hop ctia EFA va kiém dinh tinh twong quan giita

cac bién quan sat

Bang 2. 15. Két qua kiém dinh tinh thich hop cia EFA

KMO and Bartlett's Test

Kaiser-Meyer-

Sphericity Chi-Square

Olkin Megsure of 0,752
Sampling
Adequacy.
Bartlett's Test of Approx. 785,516
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df 120

Sig. 0,000

Nhdn xét:
0,5<KMO=0,752<1
Va Sig. <0,05 (Hair va cong su, 2006)

Két lugn: Cdc bién quan sdt c¢é twong quan tuyén tinh trong méi nhén to.
2.4.2.2. Kiém dinh phuong sai trich (cumulative variance %)

Bang 2. 16. Két qua Total Variance Explained bién ddc 1ap

Total Variance Explained

Extrac
;:l(;;ls Rotation
Com of Sums of
pone Initial Eigenvalues Squared
Square .
nt d Loading
Loadin s
gs
%% of Cumulat % of | Cumul %o of Cumulat
Total | Varian | ~. "/ Total | Varian | ative Total | Varian | ~. "
ive % o ive %
ce ce % ce

3,866 | 24,162 | 24,162 | 3,866 | 24,162 | 24,162 | 2,593 16,205 | 16,205

2,402 | 15,011 | 39,173 | 2,402 | 15,011 | 39,173 | 2,415 15,094 | 31,300

1,890 | 11,812 | 50,985 1,890 | 11,812 | 50,985 | 2,397 | 14,980 | 46,279

1,494 | 9,336 | 60,321 1,494 | 9,336 | 60,321 | 2,247 14,042 | 60,321

0,848 | 5,300 | 65,621

0,792 | 4,952 | 70,573

0,769 | 4,809 | 75,382

0,640 | 4,003 | 79,384

0,557 | 3,483 | 82,868

0,547 | 3,421 | 86,289

0,474 | 2,964 | 89,253

0,463 | 2,896 | 92,149

0,413 | 2,581 | 94,729

0,352 | 2,198 | 96,927

Iy N I IS I = Rl e BN o AV R N [P S

0,347 | 2,166 | 99,093

16 0,145 | 0,907 | 100,000

Extraction Method: Principal Component Analysis.

Phuong sai trich bang 60,3% > 50% va Eigenvalue c6 gia trj bang 1,494 > 1
(Gerbing vaAnderson, 1988).
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Két ludn: DPiéu nay cho thiy 4 nhan t6 duogc trich giai thich dugc 60,3% sy bién

thién trong dit liéu ctia cac bién quan sat (thanh phan cua Factor).

2.4.2.3. Dit lai tén cho cac yéu té dam bao yéu cau phan tich

Bang 2. 17. Két qua ma tran xoay nhan tb ciia cac bién ddc lap

Rotated Component Matrix*
Component
1 2 3 4
CS4 0,889
CS1 0,877
CS2 0,658
CS3 0,605
PP2 0,787
PP3 0,777
PP1 0,767
PP4 0,582
CSvC2 0,781
CSVCl1 0,770
CSV(C3 0,747
CSVC4 0,744
GV4 0,848
GV3 0,734
GVI 0,709
GV2 0,588
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser
Normalization.
a. Rotation converged in 5 iterations.

Két qua ma tran xoay cho thay cac bién quan sat dugc phan thanh 4 nhan t6
riéng biét va déu giai thich tot cho cac nhéan t6 doc 1ap ban dau. Cac hé s tai nhan t6
déu 16n hon 0,5, diéu nay chung to cac thang do dat gia tri hoi tu va gia tri phan biét
t6t. Pong thoi, khong cé bién quan sat nao bi loai khoi mé hinh nghién ctru, vi vay
tac gia gitr nguyén mo hinh nghién ctru ban dau. Cac nhan té sau khi trich van giir

nguyén tén goi nhu mo hinh dé xuat ban dau, bao gom:

F1 - Chinh sach dao tao (CS) gdbm: CS4, CS1, CS2, CS3
F2 - Phuong phép dao tao (PP) gdm: PP2, PP3, PP1, PP4
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F3 - Co s& vat chat (CSVC) gdbm: CSVC2, CSVCI1, CSVC3, CSVC4
F4 - Giang vién ddo tao (GV) gdom: GV4, GV3, GV1, GV2

2.4.3. Phan tich hoi quy da bién

2.4.3.1. Kiém dinh hé s hoi quy

Bang 2. 18. Két qua kiém dinh hé s6 hoi quy

Coefficients?®
5 -
N Standar Contd e
d Unstandardized dized T Si ence Correla
Coefficients Coeffic & tions Y.
e ients Interval Statis
| for B tics
Uppe
Std. Lower r Zero- . Toler
B Error Beta Bound | Boun order Partial Part ance VIF
d
(Consta
1 nt) 0,082 | 0,165 0,495 | 0,621 | -0,244 | 0,408
PP 0,074 | 0,035 0,077 2,099 | 0,038 | 0,004 | 0,143 0,343 0,171 0,068 | 0,794 | 1,259
GV 0,891 0,034 | 0,904 26,139 | 0,000 | 0,824 | 0,958 0,913 0,908 0,851 0,887 | 1,128
CSvVC 0,067 | 0,029 | 0,076 2,336 | 0,021 0,010 | 0,123 0,004 0,190 0,076 | 0,991 | 1,009
CS -0,036 | 0,035 | -0,036 | -1,008 | 0,315 | -0,106 | 0,034 | 0,187 -0,083 -0,033 | 0,837 | 1,195

a. Dependent Variable: CLDT

Phén tich két qua kiém dinh hé s6 hdi quy:

Két qua phan tich hdi quy cho thay c6 3 bién doc lap 1a PP (Phuong phap dao
tao), GV (Giang vién dao tao) va CSVC (Co sé vat chat) c6 gi tri Sig. nho hon 0,05.
Theo Greene (1991), céc bién c¢6 mirc ¥ nghia thong ké nho hon 0,05 duoc xem 14 ¢6

anh huong dang ké dén bién phu thudc véi do tin cay 95%.

Cu thé, bién PP (Phwong phép dao tao) co gia tri Sig. = 0,038 < 0,05, cho thay
nhan t6 nay c6 y nghia théng ké va co tac dong dén chét luong dao tao ngudn nhan
luc tai khach san. Diéu nay ching to viée lwa chon va ap dung cac phuong phap dao

tao pht hop s& gop phan nang cao hiéu qua dao tao.

Tuong tu, bién GV (Giang vién dao tao) co gia tri Sig. = 0,000 < 0,05, cho
thdy nhan t6 ndy c6 y nghia thong ké va anh huéng dén chat lugng dio tao. Nhu vay,

viéc lya chon cach dao tao va lya chon nguon giang vién dao tao ding gitp cho can
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bd nhan vién co thé d& dang tiép thu, hoc mot cach nhanh chong, cai thién dugc chét

luong lam vigce.

Bién CSVC (Co s& vat chét) ¢6 gia tri Sig. = 0,021 < 0,05, cho thiy nhan t6
nay ciing c6 y nghia thong ké va anh hudéng dén chit luong dao tao. Két qua nay phan
anh vai tro quan trong cua diéu kién co s& vat chét, trang thiét bi va méi truong hoc

tap dbi voi hiéu qua tiép thu kién thirc ciia ngudi lao dong.

Nguoc lai, CS (Chinh sach dao tao) c6 gia tri Sig. 16n hon 0,05. Do do, chua
¢ du co sé thdng ké dé khiang dinh sy tac dong ctia nhan t6 nay dén chat lugng dao
tao ngudn nhan lyc trong pham vi nghién ctru. Vi vy, cac gia thuyét lién quan dén
bién nay khong dugc chap nhan va bién nay khong dugc xem 1a yéu té c6 anh hudng

dang ké trong mé hinh hdi quy nghién ciru.
2.4.3.2. Mitc do giai thich cia mé hinh tong thé

Bang 2. 19. Két qua mirc dd giai thich ciia mo hinh tong thé

Model Summary®

. Std.
Adjusted Error of | Change Durbin-
Modell R R .
R |g the [Statistics Watson
quare |p .o
Square stimate
R Square| F Sig. F
Change |Change dfl |df2 Change
I 1,919*|0,845| 0,841 |0,23300| 0,845 [199,362| 4 |146( 0,000 | 1,931

a. Predictors: (Constant), CS, CSVC, GV, PP

b. Dependent Variable: CLDT

R? hiéu chinh = 0,841 => 84,1% thay ddi cua CLDT duge giai thich véi céac

bién doc 1ap dugc dua vao nghién ctru. Phan con lai dugce giai thich béi cac yéu to

ngoai mo hinh nghién ctru.

2.4.3.3. Murc d6 phu hgp ciia md hinh
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Bang 2. 20. Két qua mirc dd phit hop ciia mé hinh

ANOVA?

Model Sumof | 4p | Mean F Sig.
Squares Square

1 Regression| 43,294 4 10,823 | 199,362 | ,000P

Residual | 7,926 146 0,054

Total | 51,220 | 150

a. Dependent Variable: CLDT

b. Predictors: (Constant), CS, CSVC, GV, PP

Kiém dinh Sig. bang 0,000 nho hon 0,05, ching to cac bién doc 1ap co tuong
quan tuyén tinh voi bién phu thudc, mé hinh hoi quy ¢ ¥ nghia thong ké va phu hop
v6i dir liéu nghién ctlru.
2.4.3.4. Kiém tra hién twong da cong tuyén

Bing 2. 21. Két qua kiém tra hién twong da cong tuyén

Coefficients?
5 -
N Standar Contid b
d Unstandardized dized T Si ence Correla
Coefficients Coeffic & tions Y
e ients Interval Statis
| for B tics
Uppe
Std. Lower r Zero- . Toler
B Error Beta Bound | Boun order Partial Part ance VIF
d
(Consta
1 nt) 0,082 | 0,165 0,495 | 0,621 | -0,244 | 0,408
PP 0,074 | 0,035 0,077 2,099 | 0,038 0,004 | 0,143 0,343 0,171 0,068 | 0,794 | 1,259
GV 0,891 0,034 | 0,904 26,139 | 0,000 | 0,824 | 0,958 0,913 0,908 0,851 0,887 | 1,128
CSvVC 0,067 | 0,029 | 0,076 2,336 | 0,021 0,010 | 0,123 0,004 0,190 0,076 | 0,991 | 1,009
CS -0,036 | 0,035 | -0,036 | -1,008 | 0,315 | -0,106 | 0,034 | 0,187 -0,083 -0,033 | 0,837 | 1,195

a. Dependent Variable: CLDT

Hién tugng da cong tuyén xay ra khi cac bién doc 1ap cd6 modi quan hé tuyen

tinh chit ché voi nhau. Theo Belsley va cong su (1980), hé s6 phong dai phuong sai
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VIF (Variance Inflation Factor) dugc st dung dé kiém tra hién tuong nay, néu VIF

nho hon 10 thi mé hinh hdi quy khong xay ra hién twong da cong tuyén.

Két qua phan tich trong bang 2.21 cho thiy cac hé s6 VIF cia cac bién doc 1ap
déu < 10. Piéu nay chimg td mo hinh nghién ctru khong xay ra hién tuong da cong

tuyén, déng thoi cac bién doc 1ap khong c6 hién tuong twong quan voi nhau.
2.4.3.5. Kiém dinh twong quan

Bang 2. 22. Két qua kiém dinh twong quan

Model Summary®

: Std.
Adjusted Error of | Change Durbin-
Model] R R .
R |g the |Statistics Watson
quare | .o
Square stimate
R Square, F Sig. F
Change |Change dfl |df2 Change

I 1,919%10,845| 0,841 |0,23300| 0,845 |199,362| 4 |146/ 0,000 | 1,931

a. Predictors: (Constant), CS, CSVC, GV, PP

b. Dependent Variable: CLDT

Hé s6 Durbin—Watson duoc st dung dé kiém dinh hién tuong tu twong quan
ctia phan du trong mé hinh héi quy. Theo quy tic thong thudng, gia tri Durbin—
Watson (d) dao dong trong khoang tir 1 dén 3 cho thdy mé hinh khong xay ra hién

tuong tu tuong quan.

Két qua phan tich cho théy hé s6 Durbin—Watson ctia m6 hinh dat giatri 1,931,
1<1,931<3 nam trong khoang cho phép. Piéu nay chimg t6 phan du ctia mé hinh c6
tinh doc 1ap voi nhau, hay néi cach khac mo hinh khong xay ra hién tugng tu tuong
quan. Do d6, mé hinh hdi quy dam bao d tin cy va phu hop dé thyc hién cic phan

tich tiép theo.

2.4.3.6. Kiém dinh phuong sai phan du khong doi
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* Két qua kiém dinh PARK

CLDT

® Chserved
= Linear

1,00
-4,00000 -2,00000 ,00000 2,00000 4,00000 6,00000

Standardized Residual

Hinh 2. 10. Két qua kiém dinh PARK
Theo hinh cho thiy twong quan giita bién phu thujc (CLDT) VA USQUARE
c¢6 dang tuyén tinh. Khong c6 hién tuong Heteros.

Két luan: Qua 6 kiém dinh, cac bién tac dong dén CLDT bao gém cac bién

sau: PP, GV va CSVC.
2.4.3.5. Két luan cac gia thuyét nghién ctru

Dua vao két qua hoi quy, nghién ctru di dén két luan cho céc gia thuyét ban dau
nghién ctru dit ra dugc trinh bay trong (Bang 2.23) bén dudi day nhu sau:

Bang 2. 23. Bang két luin céc gia thuyét

Gia thuyét Noi dung gia thuyét Mikc y nghia Két qua
HI Yéu t6 Phuong phéap dao tao 0.038 Chap nhan
H2 Giang vién ddo tao 0,000 Chép nhan
H3 Co sé vat chat 0,021 Chép nhan
H4 Chinh sach dao tao 0,315 Bac bo
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2.4.4. Théo ludn két qua hoi quy
Bang 2. 24. Két qua kiém dinh hdi quy

Coefficients?
5 -
M Standar Cenfid o
od Unstandardized dized T Si ence Correla ca
Coefficients Coeffic & tions .
el ients Interval Statis
for B tics
Uppe
Std. Lower r Zero- . Toler
B Error Beta Bound | Boun order Partial Part ance VIF
d
1| (©ons 082 | 0,165 0,495 | 0,621 | -0244 | 0,408
tant)
PP 0,074 | 0,035 | 0,077 2,099 | 0,038 | 0,004 | 0,143 0,343 0,171 0,068 | 0,794 | 1,259
GV 0,891 0,034 | 0,904 26,139 | 0,000 | 0,824 | 0,958 | 0,913 0,908 0,851 0,887 | 1,128
C(S:V 0,067 | 0,029 | 0,076 2,336 | 0,021 0,010 | 0,123 0,004 0,190 0,076 | 0,991 | 1,009
CS -0,036 | 0,035 | -0,036 | -1,008 | 0,315 | -0,106 | 0,034 | 0,187 -0,083 -0,033 | 0,837 | 1,195

a. Dependent Variable: CLDT

2.4.4.1. Hé s6 hdi quy chua chuan hoa (Unstandardized Coef.)

Hé sb hodi quy chua chuan héa (B) phan dnh mic d6 thay doi cua bién phu
thudc khi bién doc 1ap thay d6i mot don vi, trong diéu kién cac yéu to khac khong

doi.

Két qua phan tich cho thdy bién PP c¢6 ¥ nghia thong ké voi Sig = 0,038 < 0,05
va hé s6 hdi quy B = 0,074. Piéu nay cho thiy nhan t6 GV ¢ quan hé cung chiéu véi
chat lugng dao tao, khi nhan t6 PP ting thém 1 don vi thi chat lugng dao tao (CLDT)

s& tang trung binh 0,074 don vi, trong diéu kién cac yéu t6 khac khong dbi.

Bién GV c6 ¥ nghia théng ké voi Sig = 0,000 < 0,05 va hé s6 hdi quy B =
0,891. Piéu nay cho thdy nhan té GV c6 quan hé cing chiéu v6i chét luong dao tao,
khi nhan t6 GV ting thém 1 don vi thi chat lugng dao tao (CLDT) s& ting trung binh

0,891 don vi, trong diéu kién céc yéu t6 khac khong doi.

Bién CSVC c6 y nghia thong ké véi Sig = 0,029 < 0,05 va hé sé hodi quy B =
0,067. Piéu nay cho thdy nhan té6 CSVC c6 quan hé clng chiéu véi chat luong dao
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tao, khi CSVC tang thém 1 don vi thi chit luong ddo tao (CLDT) s& ting trung binh
0,067 don vi, trong diéu kién cac yéu t6 khac khong dbi.

Bién CS c6 gia trj Sig 16n hon 0,05 nén khong c6 ¥ nghia théng ké trong mo
hinh hdi quy. Do d6, chua du co s& dé két luan nhan t6 ndy anh huéng dén chat luong

dao tao trong nghién ctru.
2.4.4.2. Hé s6 hdi quy chuin hoa (Beta)

Bang 2. 25. Xac dinh tAm quan trong ciia cac bién ddc Iap theo ti 1¢ %

Thang do Beta % Vi tri
PP 0,077 7,3% 2
GV 0,904 85,5% 1

CSVC 0,076 7,2% 3
Tong 1,057 100%

Giang vién dao tao (GV) 1a yéu t6 c6 mic do anh hudng 16n nhat dén chat
lugng dao tao nguén nhan lyc tai Mandala Cham Bay Miii Ng, chiém 85,5% téng
mure do tac dong clia cac bién co y nghia théng ké. Tiép theo 1a phwong phéap dao tao
(PP) véi ty 18 anh huong 7,3% va co s& vét chat (CSVC) véi ty 16 anh huong 7,2%.
Két qua nay cho théiy khéch san can vu tién dau tu vao chét luong giang vién dao tao,
1a nguoi tiép xuc truc tiép voi nguon nhan luc, dua nhitng thong tin va ndi dung dao
tao ma&i dén cho can bd nhan vién, cach truyén dat hi€u qua s€ gitp can by nhan vién
dé hinh dung, tiép thu kién thirc ddo tao mot cach nhanh chong hon, déng thoi d6i
méi phuong phap dio tao, ning cip co so vét chat hd giang vién trong qua trinh
truyén dat kién thirc mai, thu hat sy cha ¥ cta can bd nhan vién, nham nang cao chét

luong dao tao nguén nhan luc.
Thir tw anh huéng cia cac yéu to: GV, PP, CSVC.
KET LUAN

Mo hinh duoc kiém dinh béi cac yéu t6: Giang vién dao tao, phuwong phap dao

tao va co s vat chat.
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2.4.5. Ham y quan tri

Bang 2. 26. Bang ham y quan tri

TT Giang vién dao tao
GV1 Giang vién c6 chuyén mon t6t
GV2 Giang vién truyén dat d& hiéu
GV3 Giang vién nhiét tinh
GV4 Giang vién c6 kinh nghiém thuc té
Phuwong phap dao tao
PP1 Phuong phép dao tao d& hiéu
PP2 Phuong phap da dang
PP3 C6 nhiéu hoat dong thuc hanh
PP4 Phuong phap phu hop voi thuc té
Co sé vat chat
CSVCI Phong hoc day du tién nghi
CSVC) Trang thiét bj hién dai
CSVC3 Tai liéu day du
CSVC4 Moi trudong hoc tap tbt
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TOM TAT CHUONG 2

Chuong 2 tac gia di tap trung phan tich thuc trang cong tac dao tao ngudn
nhan lyc tai Mandala Cham Bay Miii Né Hotel thong qua viéc thu thap dir liéu khao
sat tir d6i ngil nhan vién va sir dung cac phuong phap phan tich dinh lugng bang phan
mém SPSS. Trén co sé do, chuong dd danh gia mirc do tac dong cia cac nhan td dén

chat lugng dao tao nguén nhan luc tai khach san.

Két qua kiém dinh d¢ tin cay Cronbach’s Alpha cho thiy cac thang do déu dat
yéu cau va duoc st dung cho budc phan tich nhan t6 kham pha (EFA). Két qua phan
tich EFA xac dinh dugc bén nhan t6 doc 1ap gdm: Phuong phap dio tao (PP), giang
vién dao tao (GV), co s6 vat chat (CSVC) va chinh sach dao tao (CS). Cac bién quan
sat déu c6 hé s6 tai nhan t6 16n hon 0,5, dam bao gia tri hoi tu va gia tri phan biét ciia

thang do.

Két qua phan tich hoi quy cho thdy mé hinh nghién ctru phu hop véi dir liéu
khao sat, khong xay ra hién turong da cong tuyén va ty twong quan. Trong bon nhan
t6 dugc dua vao mé hinh, c6 ba nhéan t6 1a giang vién dao tao (GV), phuong phap dao
tao (PP) va co s& vat chat (CSVC) c6 tac dong tich cuc va ¢ y nghia thong ké dén
chat luong dao tao nguén nhan luc tai khach san. Trong d6, nhan td c6 muc anh huong
manh nhét 13 giang vién dao tao (GV), tiép theo la phuong phap dao tao (PP) va co
s& vat chat (CSVC). Nguoc lai, nhan t6 Chinh sach dao tao (CS) chua thé hién duoc

su anh huong cé y nghia théng ké trong pham vi nghién ciru.
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CHUONG 3: PE XUAT CAC GIAI PHAP PHU HQP NHAM
HOAN THIEN CHAT LUQNG PAO TAO NGUON NHAN
LUC TAI MANDALA CHAM BAY MUI NE HOTEL

3.1. Co sé dé xuat giai phap dao tao ngudn nhan lyc tai Mandala Chim
Bay Miii Né.
3.1.1. Muc tiéu dao tao cua khach san
3.1.1.1. Khach hang, thi trudng, san pham
- V& phia thi trudng: Khach san luén dinh hudng mé rong thi truong, gia ting
ddé nhan dién thuwong hi€u va nang cao suc canh tranh trén thi trudong. Déng
thoi, déy manh cac hoat dong marketing, quang b4 hinh anh nham thu hat thém
nhiéu ddi tugng khach hang trong va ngoai nudc, gop phan gia ting doanh thu
va thi phan cta khéach san.
- Vé phia khach hang: Mandala Cham Bay Mili Né huéng dén viéc cung cap
cac dich vu chuyén nghiép, tdn tam va khac biét, mang dén nhirng trai nghiém
nghi dudng chat luong cao, gop phan nang cao muc do hai long va 1ong trung
thanh cta khach hang.
- San pham: Khach san luén tiép nhén cc ¥ kién tir khach hang, thay doi hoan
thién chat luong, nang cao chéit luong dich vu luu tra va céac dich vu bo tro,
d6ng thoi da dang hoa san pham nham dap tng nhu ciu ngay cang phong pha
cua khach hang. Viéc phat trién cac dich vu giai tri, cham séc suc khoe, am
thue va trai nghiém vin hoa dja phuong s& gop phan gia ting gia tri dich vu
va nang cao nang lyc canh tranh cua khéch san.
3.1.1.2. Nang cao chét luong ngudn nhén luc

Néng cao ngudn nhén luc ludn 13 yéu t6 hang dau quyét dinh chét luong dich
vu va hiéu qua hoat dong kinh doanh cia doanh nghi¢p. Do do, ddi ngili can bd quan
1y va trudng cac bo phan dugc lua chon trén nguyén tac cong khai, minh bach, dua
trén nang lyc chuyén mon, phém chit dao dirc va két qua thuc hién cong viéc.

Dbi v6i nhan vién, khach san chu trong cong tac tuyén dung, dao tao va phat
trién nham xay dung doi ngii lao dong c6 trinh d6 chuyén mén, k§ nang nghé nghiép

va tac phong lam viéc chuyén nghiép. Pong thoi, khach san tao diéu kién dé ngudi
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lao dong phat huy ning luc, khuyén khich sy sang tao va xay dung 16 trinh phat trién
nghé nghiép rd rang, tao co hoi thing tién cho nhitng c4 nhan c6 thanh tich tdt.
3.1.1.3. Van héa doanh nghiép

Mandala Chim Bay Mili Né huéng dén viéc xay dung mot méi trudng lam
viéc than thién, chuyén nghiép va dé cao tinh than trach nhiém, hop tac gilra cac thanh
vién trong t6 chirc. Khach san ludn khuyén khich sy trao doi thong tin, chia sé kinh
nghiém va hd trg 13n nhau giira cic bo phan nhim nang cao hiéu qua cong viée va
chat luong phuc vu khach hang.

Bén canh d6, doanh nghiép chi trong tao diéu kién dé doi ngii quan 1y va nhan
vién c6 co hoi hoc hoi, phat trién nang lyc chuyén mon théng qua cic hoat dong dao
tao, hudng dan va chia sé kinh nghiém thuc tién. Viéc tao dung vin hoa dao tao trong
doanh nghiép khong chi gitip ning cao trinh do ctia ngudi lao dong ma con gop phan
tao nén sy gan két va phat trién bén viing cta to chirc.

Ngoai ra, khach san luén dé cao cac gia tri nhu trach nhiém, tinh than chu
dong, tinh chuyén nghiép va thai d§ phuc vu tan tam. M&di can bo nhan vién dugc
khuyén khich phat huy tinh sang tao dot ph4, khong nglng cai tién, sang tao trong
cong viée va cing nhau xdy dung mdi truong lam viée tich cuc, doan két. Pay ciing
1 nén tang quan trong gitp khach san nang cao chat lugng ngudn nhan luc va ting
cuong nang luc canh tranh trén thi truong.

3.1.2. Phwong huwéng dao tao nguon nhén lwc ciia khdch san

Trong giai doan phat trién sdp t6i, Mandala Cham Bay Miii Né xac dinh cong
tac dao tao ngudn nhan luc 1a mot trong nhitng yéu td then chdt gop phan nang cao
chat luong dich vu va hiéu qua hoat dong kinh doanh. Trudc nhiing thay d6i nhanh
chong cua thi trudng du lich va nhu ciu ngdy cang cao cua khach hang, khach san
dinh huéng xay dung doi ngii lao dong c6 chuyén mén viing vang, k¥ ning nghé
nghiép t6t va kha nang thich tng véi méi truong lam viéc hién dai.

Dbi véi doi ngii quan 1y, khach san tap trung boi dudng kién thire quan tri, k§
nang diéu hanh, nang lyc ngoai ngit va kha ning xir Iy cac tinh hudng phat sinh trong
hoat dong kinh doanh. Nang cao chét lugng van hanh, ting doanh thu cho khach san

Dbi voi nhan vién, khach san chi trong phat trién cac k§ nang nghiép vu gan

Vo1 ting vi tri cong viéc, dong thoi tdng cudong dao tao ngoai nglt va k¥ nang giao
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tiép nham nang cao chat lugng phuc vy khach hang. Bén canh kién thirc chuyén mon,
ngudi lao dong ciing duogc khuyén khich tham gia cac chuong trinh boi dudng k¥
ning mém dé ning cao kha ning phdi hop va xir Iy cong viée trong méi trudng dich
vu.

Ngoai viéc hoan thién ndi dung dao tao, khach san dinh hudéng dau tu thém
cac nguén lyc phuc vu hoat dong dao tao, tirng budce cai thién diéu kién hoc tap va
ung dung cong ngh¢ vao qué trinh dao tao. Pa dang cac hinh thirc dao tao, tao ra
nhiéu co hoi duoc cir di ddo tao xa dé phat trién thém cac k¥ nang méi cho nhén vién.
DPiy dugc xem 1a nén tang quan trong dé xay dung ddi ngii nhan sy chat luong cao,
g6p phan nang cao nang luc canh tranh va khang dinh vi thé cia Mandala Cham Bay
Miii N¢ trén thi truong du lich nghi dudng.

3.2. Mot s6 giai phap hoan thién cong tac dao tao ngudn nhin lwc tai
khach san Mandala Cham Bay Miii Né
3.2.1. Nhém gidi phdp vé giang vién dao tao

Két qua phan tich hoi quy cho thay giang vién dao tao 1a nhan t6 ¢6 muc do
tac dong 16n nhat dén chét lugng dao tao nguén nhan lyc tai Mandala Cham Bay Miii
Né Hotel. Diéu nay khang dinh rang chat luong ctia di ngii giang vién khong chi anh
huong dén kha nang tiép thu kién thirc ctia ngudi hoc ma con quyét dinh hiéu qua cia
toan bo chuong trinh dao tao. Vi vay, khéach san can vu tién dau tu phat trién doi ngii
giang vién ndi bo cling nhu nang cao chat lugng giang day cta cac chuong trinh dao
tao.

Trude hét, khach san can xay dung tiéu chi lya chon giang vién rd rang, uu
tién nhiing cdn by quan ly va nhan vién co6 trinh d§ chuyén moén viing vang, kinh
nghiém thuc tién phong phu, k¥ ning giao tiép tot va kha nang truyén dat hiéu qua.
Dbi voi cac chuong trinh dio tao chuyén sau, khach san nén hgp tac véi cac chuyén
gia hodc don vi dao tao c6 uy tin trong linh vuc khach san — du lich nhdm bd sung
kién thirc méi va cap nhat cac xu hudng quan tri hién dai.

Bén canh nang luc chuyén mon, khéach san cling can cha trong boi dudng k¥
ning su pham cho ddi ngii gidng vién ndi bo. Viéc huéng dan phuong phap xay dung
gido an, to chirc 16p hoc, truyén dat ndi dung va twong tic véi ngudi hoc s& gop phan

nang cao chat luong giang day, gitp nhan vién tiép thu kién thirc mot cach higu qua
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hon. Pong thoi, doanh nghiép nén khuyén khich giang vién thudng xuyén cap nhat
kién thirc chuyén mén, chia sé kinh nghiém thuc tién va cai tién phuong phap giang
day dé dap ung yéu ciu ngdy cang cao cua hoat dong dao tao.

Ngoai ra, khach san can tao co ché khuyén khich d6i véi giang vién thong qua
cac chinh sach ghi nhan, khen thudng hodc hd tro kinh phi tham gia cac khoa boi
dudng chuyén moén. Py s& 1a dong lyc dé d6i ngii giang vién khong nging nang cao
nang lyc va tich cuc tham gia vao cong tac dao tao cua doanh nghiép.

Song song voi d6, can xay dung co ché danh gia chat luong giang day sau mdi
khoéa dao tao. Viéc danh gia co thé dugc thuc hién thong qua y kién phan hdi cta hoc
vién, két qua kiém tra sau dao tao va murc do cai thién hiéu qua cong viéc cua nguoi
lao dong. Két qua danh gia s€ la co so dé khéch san diéu chinh noi dung dao tao, lya
chon giang vién phu hop va ting budc hoan thién chat luong cac chuong trinh dao
tao trong nhiing giai doan tiép theo.

Nhin chung, viéc phat trién doi ngii giang vién c6 chuyén mén, kinh nghiém
thue tién va k¥ ning giang day tot s& gop phan nang cao hiéu qua dao tao ngudn nhin
Iuc, cai thién chéat lwong dich vy, dap (mg yéu cau ngdy cang cao ciia khach hang va
tang cuong niang lyc canh tranh ciia Mandala Cham Bay Miii Né Hotel trong bbi canh
nganh du lich — khach san khong nging phat trién.

3.2.2. Nhém gidi phdp vé phwong phdp dao tao

Khach san can chuyén tir hinh thire dao tao chii yéu theo phwong phap truyén
dat 1y thuyét sang két hop nhiéu phuong phép ddo tao khac nhau nham nang cao kha
nang tiép thu va van dung kién thirc ctia nguoi lao dong. Tuy theo timg vi tri cong
viéc va muc tiéu dao tao, c6 thé ap dung linh hoat cac hinh thirc nhu dao tao tai noi
lam viéc, dao tao theo tinh hudng, thao ludn nhdm, mé phong quy trinh phuc vy, dong
vai xr Iy tinh hudng va dao tao truc tuyén. Viéc da dang hoa phuong phéap dao tao s&
gitip nhan vién chu dong tham gia hoc tap, tang tinh twong tdc va nang cao hiéu qua

sau dao tao.

Do déc thu cua nganh khach san doi hoi ngudi lao dong phai c6 k§ nang thuc
hanh va kha ning xir 1y tinh huéng nhanh chéng, khach san can wu tién cac chuong
trinh dao tao gén vo1 moi trudong lam viée thuc té. Céc budi dao tao nén duge to chire

ngay tai by phan lam viéc, két hop huéng dan truc tiép v6i thuc hanh nghiép vu nham
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gitp nhan vién nhanh chong hinh thanh k¥ nang va nang cao kha nang thich tng.
Dng thoi, cac trudng bo phan can thuong xuyén chia sé kinh nghiém, c6 nhiing bubi
thi thie hanh, huéng din nhan vién méi va hd trg xir Iy cac tinh hudng phat sinh trong

qua trinh phuc vy khach hang.

Hiéu qua cta chuong trinh ddo tao can duge dénh gia thong qua nhiéu tiéu chi
thay vi chi dua trén két qua kiém tra cudi khoa. Khach san nén két hop danh gia kién
thire, k¥ nang thyc hanh, mirc do cai thién hiéu qua cong viéc va phan hdi cua khach
hang sau dao tao. Két qua danh gia s& 1 co s¢ dé diéu chinh phuong phap giang day,

n6i dung dao tao va ké hoach boi dudng trong céc giai doan tiép theo.

3.2.3. Nhém gidi phdp vé co sé vit chit ciia doanh nghiép

bé nang cao hiéu qua cong tac dao tao nguén nhan lyc, khach san can chd
trong dau tu va cai thién co s& vat chat phuc vu dao tao theo hudng hién dai va déng
bo hon. Trudc hét, khach san can nang cap cac trang thiét bi hd trg giang day nhu
may chiéu, hé théng am thanh, man hinh trinh chiéu, may tinh va céc thiét bi phuc vu
thuc hanh nghiép vu nham tao diéu kién thuan loi cho ca giang vién va hoc vién trong
qua trinh dao tao. Pong thoi, can thudng xuyén kiém tra, bao tri va thay mai cac thiét
bi da xubng cap dé dam bao qua trinh hoc tap khong bi gian doan.

Bén canh do, khach san nén xay dung khong gian dao tao chuyén nghiép, thoai
mai va pht hop véi sé lugng hoc vién tham gia. Viéc bd tri phong hoc day du anh
sang, khong gian thong thoang va trang thiét bi phu hop s& gitip ngudi lao dong tap
trung hon trong qua trinh hoc tap. Ngoai hinh thirc dao tao tai phong hop, khach san
cling c6 thé to chirc dao tao truc tiép tai ting bd phan nham ting tinh thuc té va gitp
nhan vién dé dang tiép can cong viéc thuc té hon.

Ngoai ra, khach san can ddy manh ung dung cong nghé hién dai vao cong tac
dao tao nhu trién khai cac khéa hoc truc myén, xay dung thu vién tai licu dién tu,
video huéng dan nghiép vu hoic sir dung phan mém mo phong tinh hudng thuc té
trong cong viéc.

3.2.4. Nhém gidi phdp vé chinh sach dao tao

Chinh sach dao tao 14 co s& dinh hudng toan bo hoat dong phat trién ngudn nhan

luc trong doanh nghiép. Pdi véi Mandala Cham Bay Miii Né Hotel, mic du khach
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san d4 quan tim dén cong tac dao tao nhan vién nhung chinh sach dao tao van con
mang tinh ngin han, chua xay dung duoc 16 trinh phat trién nghé nghiép rd rang va
chua tao dong luc dé nguoi lao dong chu dong tham gia hoc tap. Vi vay, khach san

can hoan thién chinh sach dao tao theo cac giai phap sau:

Thir nhat, xdy dung chinh sach dio tao gan voi chién lugc phat trién ciia khach
san. Mdi chuong trinh dao tao can duge xay dung trén co sé muc ti€u phat trién dai
han ctia doanh nghiép, phtt hop véi dinh huéng nang cao chat luong dich vu va phat
trién nguén nhan luc chét lugng cao. Trude khi trién khai dao tao, phong Nhan sy
can phéi hop véi cac truong bo phan tién hanh khao sat nhu cau dao tao, xac dinh
khoang cach gitra nang luc hién tai ciia nhan vién va yéu ciu cong viéc, tu do lap ké

hoach dao tao phu hop cho tirng vi tri.

Thtr hai, ban hanh chinh sach hd tro va khuyén khich nguoi lao dong tham gia
dao tao. Khach san nén quy dinh cu thé cac quyén loi ciia nhan vién khi tham gia cac
khéa dao tao nhu dugc tinh thoi gian dao tao vao gio lam viéce, hd tro toan bd hoidc
mot phan kinh phi hoc tap, hd trg chi phi tai liéu va cap chimg nhan sau khi hoan
thanh khoa hoc. Dbi voi nhitng nhan vién dat két qua cao, khach san c6 thé ap dung
hinh thirc khen thudng bang tién, gidy khen hodc uu tién xem xét thang chirc nham

tao dong luc hoc tap lau dai.

Thi ba, xdy dung 19 trinh dao tao va phat trién nghé nghiép cho tig nhém chire
danh. Dbi v6i nhan vién moi can thuc hién déy dua chuong trinh dao tao hdi nhép; dbi
v6i nhan vién dang 1am viéc can xay dung ké hoach dao tao nang cao chuyén mén,
k¥ ning phuc vu va ngoai ngit theo tirng giai doan; d6i v6i doi ngii quan 1y can chi
trong dao tao k¥ nang lanh dao, quan tri nhan su va quan tri dich vu. Viéc cong khai
16 trinh phat trién nghé nghiép s& gitip ngudi lao dong nhan thay co hoi thang tién, tir

dé nang cao sy gan bo védi doanh nghiép.

Thtr tu, hoan thién chinh sach danh gid sau dao tao. Hi¢u qua dao tao can duoc
danh gia thong qua nhiéu tiéu chi nhu muc do tiép thu kién thirc, kha nang van dung

vao cong viéc, su thay doi vé nang suat lao dong, chat luong phuc vu va mtrc do hai
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1ong cua khach hang. Két qua danh gia can dugc luu trir trong hd so nhan su dé 1am

can ctr xét thuong, ting luong, quy hoach va bd nhiém nhan su.

Thr ndm, tang cuong ting dung cong nghé trong quan 1y dao tao. Khach san nén
xay dung hé théng luu trit dir liéu dao tao dién tir, theo doi lich stir hoc tap, két qua
kiém tra va qua trinh phat trién ning lyc ciia timg nhan vién. Dong thoi, c6 thé két
hop cac khoa hoc truc tuyén vo1 dao tao truc tiép nham giam chi phi, tao diéu kién

dé nguoi lao dong chu dong hoc tap theo thoi gian phi hop.

Thir séu, hoan thién chinh sach rang budc va gilt chan nhan luc sau dao tao. Déi
voi1 cac khoa dao tao cé chi phi 16n do doanh nghiép tai trg, khach san can xay dung
thoa thuan cam két thoi gian lam viéc sau dao tao nham han ché tinh trang nhan vién
nghi viéc ngay sau khi dugc dao tao. Bén canh do, can két hop dao tao véi chinh sach

tién lwong, phuc loi va co hoi thang tién dé giir chan nguoi lao dong cé ning lyc.

Viéc hoan thién chinh sach dao tao khong chi gop phan nang cao trinh d6 chuyén
mon, k¥ ning nghé nghiép va y thirc phuc vu ciia doi ngil nhan vién ma con giup
Mandala Cham Bay Miii Né Hotel xdy dung ngudn nhan luc 6n dinh, dap Gng yéu
cau canh tranh trong nganh khach san va nang cao chat luong dich vu trong thoi gian

toi.
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TOM TAT CHUONG 3

Sy phat trién nhanh chong cia cong nghé ciing xu thé hdi nhap quéc té da bién
ngudn nhan lyc thanh tai san chién lugc, quyét dinh su sdng con ciia doanh nghiép
trong moi trudong canh tranh khdc liét. Dic biét, dbi vai phan khuc khach san nghi
dudng nhu Mandala Cham Bay Miii N¢, viéc nang cao nang luc do1 ngli nhan sy qua
cong tac dao tao la chia khoa dé cai thién chét luong dich vu va t8i wu hoa hiéu qua
kinh doanh. Qua qua trinh dao tao, nhan vién khéng chi duoc bdi dudng vé chuyén
mon, hoan thién k¥ ning ma con nhay bén hon voi nhitng thay ddi trong méi trudng
lam viéc. Xuat phat tir két qua danh gia thuc trang, Chuong 3 di dinh hinh céc giai
phap cu thé nham hoan thién cong tac nay. Khi duoc ap dung hiéu qua vao thuc té,
cac kién nghi trén s& gop phan chuan hoa tac phong, nang tim trinh do cua doi ngii
nhan su, tao don béy chién luoc gitp khach san phat trién bén viing va but pha trén

thi truong.
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PHAN III: KET LUAN VA KIEN NGHI
1. Két luan

Trong bbi canh nganh du lich — khach san ngay cang phat trién va canh tranh
manh mé&, ngudn nhéan luc duge xem 13 yéu té then chdt quyét dinh chét lwong dich
vy, hi€u qua hoat dong kinh doanh va nang lyc canh tranh ctiia doanh nghiép. DPéi voi
cac khach san hoat dong trong phan khuc nghi dudng cao cdp nhu Mandala Cham
Bay Miii Né Hotel, viéc nang cao chét lugng ddo tao ngudn nhan luc cang trd nén
can thiét nhim dap tmg yéu ciu ngay cang cao cia khach hang va xu huéng phat trién
cua nganh du lich hién nay.

Thong qua viéc nghién ctru dé tai “Giai phap nham nang cao chat luong dao
tao nguén nhan lyc tai Mandala Cham Bay Mii1 N¢é Hotel”, dé an da hé théng hoa co
sO 1y luan vé dao tao va chat luong dao tao nguén nhan lyc trong linh vuc khach san;
d6ng thoi phén tich va dénh gia thuc trang cong tac dao tao ngudn nhan luc tai khach
san trong thoi gian qua. Két qua nghién ciru cho thay khach san di c6 sy quan tim
nhat dinh dén hoat dong dao tao nhan vién thong qua cac chuong trinh dao tao chuyén
mon, k¥ nang nghiép vu va dao tao ndi bo. Tuy nhién, cong tac dao tao van con ton
tai mot sd han ché nhu phuong phap dao tao chua that sy da dang, néi dung dao tao
chua gén chit v&i nhu cau thyc té coa cong vige, co s& vat chit phuc vu dao tao con
han ché va chinh sach khuyén khich nhan vién tham gia dao tao chua that sy hi¢u
qua.

Trén co s6 két qua nghién ctru dinh tinh va dinh lugong, dé 4n da xé4c dinh duoc
cac yéu td anh huodng dén chat luong dao tao ngué)n nhan lyuc tai khach san, tir d6 dé
xudt mot sd giai phap nham ning cao hiéu qua cong tic dao tao nhu: hoan thién
chuong trinh va phuong phap dio tao, nang cao chat luong doi ngii giang vién, ting
cuong dau tu co s& vat chét phuc vu dao tao, xay dung chinh sach hd tro va khuyén
khich nhan vién tham gia dao tao, déng thoi gén hoat dong dao tao voi nhu cau thuc
tién va dinh hudng phat trién cua khach san.

Nhin chung, viéc ning cao chat lugng dao tao ngudn nhan luc khong chi gitp
Mandala Cham Bay Miii N¢é Hotel xay dung d¢i ngli nhan vién c6 trinh d§ chuyén
moén, k¥ ning nghé nghiép va thai d6 phuc vu chuyén nghiép ma con goép phan ning

cao chat lugng dich vy, hi¢u qua hoat dong kinh doanh va nang lyc canh tranh cua
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khach san trong thoi gian t6i. Pong thoi, ddy ciing 1a co sd quan trong gitup khach san

phat trién bén virng trong bdi canh hoi nhap va phat trién manh mé cua nganh du lich

— khéch san hién nay.

2. Kién nghi

D¢ nang cao chat lugng va hi¢u qua cong tac dao tao ngudn nhan lyc trong

thot gian to1, tac gia dé xuat mot so kién nghi doi voi1 Ban 1anh dao khach san nhu

Sau.

Truée hét, khach san cin sém xay dung chién lvgc dao tao va phat trién nguén
nhan luc mang tinh dai han, gin lién véi dinh huéng phat trién kinh doanh va
nhu cau ngdy cang da dang ctia khach hang. Trén co s¢ d6, xay dung ké hoach
dao tao phu hop cho ting giai doan va timg nhom dbi tugng lao dong. Trong
truong hop can thiét, khach san c6 thé hop tac vdi cac don vi tu van hodc
chuyén gia trong linh vuc dao tao dé nang cao tinh chuyén nghiép va hiéu qua
cua hoat dong nay.

Dbéi véi cac chuong trinh dao tao do khéach san td chure, can c6 chinh sach thu
lao hop 1y dbi v6i giang vién bén ngoai nham thu hit doi ngii chuyén gia c6
trinh d§ chuyén mon cao va kinh nghiém thyc tién. Dé)ng thoi, khach san nén
chu trong xay dung doi ngli giang vién ndi bd thong qua viéc lua chon nhitng
c4 nhan c6 nang luc, kinh nghiém va kha ning truyén dat tét, tir 46 timg budc
chu dong hon trong cong tac dao tao.

Khach san can ban hanh céc quy dinh cu thé vé dao tao va st dung nhan su
sau dao tao, dam bao viéc dao tao gén lién v&i nhu cu cong viéc va dinh
hudng phat trién nghé nghiép cta ngudi lao dong. Bén canh d6, can xay dung
co ché danh gia, khen thuong va khuyén khich phu hop d6i voi ca ngudi dao
tao va nguoi dugc dao tao nham nang cao tinh than trach nhiém va hiéu qua
hoc tap.

Tang cuong cac chinh sach tao dong luc cho nguoi lao dong thong qua viéc
cdi thi¢n moi trudong lam viée, mo rdng co hodi hoc tap va thang tién, déng thoi
ghi nhan kip thoi nhitng dong gop ctia nhan vién. Pay 1a co s¢ quan trong giup
nang cao muc do gan két, han ché tinh trang nghi viéc va thu hiit ngudn nhan

luc ¢ chat lugng.
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« Ngoai ra, khach san can ting cuong hoat dong nghién ctru thi trudng, phan
tich nhu cau khach hang va xu hudng phat trién ctua nganh du lich — khach san
dé lam co so xdy dung cac chuong trinh dao tao phu hop. Cht trong cong tac
tuyén dung ngudn dau vao va thu hut ngudn nhan luc o trinh d6 chuyén méon

cao nham dap tmg yéu cdu phat trién trong giai doan téi.
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Phu luc 1: Bang cau hoi khéo sat

PHU LUC

Cau hoi khao sat

Mikc d§ hai long
Hoan
toan Hoan
Khong | Binh .
khong | | Pongy | toan
. dong y | thuong .
dong dong y
y

Phuong phap dao tao co dé
hiéu hay khong?

Cac hinh thirc dao tao tai
khach san duge to chirc da

dang va phu hop hay khong?

C6 nhiéu hoat dong thuc hanh
trong qua trinh dao tao hay

khong?

Phuong phap phu hop véi thue

té lam viéc hay khong?

Giang vién c6 chuyén mon tot

vé nghiép vu hay khong?

Giang vién c6 truyén dat dé

hiéu hay khong?

Giang vién co6 nhiét tinh, tan
tinh trong qua trinh day hay
khong?

Giang vién c6 kinh nghi¢m

thyc té 1am viéc tai khach san

hay khong?
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Phong hoc day du tién nghi hay
khong?

Trang thiét bi hién dai, dap ung
da nhu cau hoc tap hay khong?

Tai li€u c6 day du cac ndi dung

dao tao hay khong?

Moi truong hoc tip co tot va

thoai mai hay khong

Cong ty c6 chinh sach hd tro

trong ddo tao tot hay khong?

Tbi c6 duge tao diéu kién
tham gia dao tao cua cong ty

hay khong?

Cong ty c6 chinh sach khuyén

khich sau dao tao

Cong ty tao diéu kién dao tao
gan voi co hoi thang tién hay

khong?

T6i tiép thu duoc nhiéu kién

thure tir dao tao

To1 c6 thé &p dung vao cong

viéc

Hiéu qua cong viéc duoc cai

thién

Dao tao dap trng yéu cau cong

viéc

Phu luc 1. Kiém dinh Cronbach ddi vé6i thang do PP: Phuong phép dao tao
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Case Processing Summary

N %
Cases Valid 151 56,1
Excluded? 118 439
Total 269 100,0

procedure.

a. Listwise deletion based on all variables in the

Scale Statistics

Phu luc 2. Kiém dinh Cronbach dbi véi thang do GV: Giang vién dao tao

Case Processing Summary

N %
Cases Valid 151 56,1
Excluded? 118 43,9
Total 269 100,0

procedure.

a. Listwise deletion based on all variables in the

Phu luc 3. Kiém dinh Cronbach ddi véi thang do CSVC: Co s¢ vat chét

Case Processing Summary

N %
Cases Valid 151 56,1
Excluded?® 118 43,9
Total 269 100,0

procedure.

a. Listwise deletion based on all variables in the

. Std. N of
Mean Variance Deviation Items
13,11 5,901 2,429 4
Scale Statistics
. Std. N of
Mean Variance Deviation Items
12,99 5,620 2,371 4
Scale Statistics
. Std. N of
Mean Variance Deviation Items
10,91 7,138 2,672 4

Phu luc 4. Kiém dinh Cronbach ddi vé6i thang do CS: Chinh sach dio tao

Case Processing Summary

N %
Cases Valid 151 56,1
Excluded? 118 43,9
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Scale Statistics
. Std. N of
Mean Variance Deviation Items
Total 269 100,0 12,00 5,533 2,352 4

a. Listwise deletion based on all variables in the
procedure.

Phu luc 5. Kiém dinh Cronbach dbi véi thang do CLDT: Chat luong dao tao

Case Processing Summary Scale Statistics
0
N % Mean Variance Sj[d'. N of
- Deviation Items
Cases Valid 151 56,1 13.17 5.463 2337 4
Excluded?® 118 439
Total 269 100,0

a. Listwise deletion based on all variables in the
procedure.

Phu luc 6. Kiém dinh tinh thich hop cia EFA va kiém dinh tinh tuong quan giita cac
bién quan sat

Descriptive Statistics
Std. Analysis

Mean Deviation Ny

PP1 3,29 0,805 151
PP2 3,30 0,841 151
PP3 3,26 0,796 151
PP4 3,26 0,735 151
GVl 3,28 0,767 151
GV2 3,25 0,832 151
GV3 3,30 0,816 151
GV4 3,17 0,795 151
CSVC1 2,63 0,797 151
CcsvC2 2,77 0,974 151
CSv(C3 2,73 0,871 151
CSVC4 2,77 0,850 151
CS1 2,74 0,735 151
CS2 3,28 0,752 151
CS3 3,20 0,808 151
Cs4 2,77 0,713 151
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Correlation Matrix

PP1 PP2 PP3 PP4 GV1 GV2 GV3 GV4 csvet csve2 CSvC3 CsvC4 Ccs1 cs2 CSs3 [o:1}
Correlation PP1 1,000 597 548 ,300 278 41 270 216 -.049 067 -010 087 ,286 303 259 220
PP2 597 1,000 550 314 302 140 A16 203 -119 -022 -159 031 290 231 273 249
PP3 548 550 1,000 330 220 155 104 ,090 - 069 024 -,091 ,096 275 266 220 268
PP4 300 314 330 1,000 A79 114 040 189 017 56 -,067 062 124 19 194 ,099
GV1 278 ,302 220 179 1,000 268 364 ,569 072 -049 -,026 005 211 081 222 249
GV2 a4 J40 155 14 268 1,000 272 412 - 113 -137 -036 -148 RED 122 145 251
GV3 270 REL 104 ,080 364 272 1,000 L487 042 028 033 -045 -057 o010 089 004
GV4 216 ,203 090 189 568 412 487 1,000 -028 -,089 -,084 -132 118 043 A56 184
csvet -049 -9 - 069 017 072 113 042 -,029 1,000 502 421 M7 -074 -012 -040 089
csve2 067 -022 024 156 -,049 =137 028 -,089 502 1,000 A4 470 =110 070 023 121
CSVC3 -010 - 159 -,091 -067 026 -036 033 -,089 421 414 1,000 448 -,089 037 039 -013
CsvC4 087 O 096 062 005 -148 -045 -132 417 ATO0 448 1,000 -,051 059 -070 -,062
cst 286 ,200 275 124 211 191 -,0587 REL] -074 - 110 -,089 -,051 1,000 424 446 830
cs2 303 2N 266 119 081 122 010 043 -012 070 037 059 424 1,000 356 468
cs3 259 273 220 194 222 145 089 156 -,040 023 039 -070 446 356 1,000 402
Ccsa 220 ,249 268 ,099 ,249 251 004 184 -,089 -121 -013 -,062 830 468 402 1,000
>
Communalities
Initial Extraction

PP1 1,000 0,663

PP2 1,000 0,683

PP3 1,000 0,651

PP4 1,000 0,361

GV1 1,000 0,579

GV2 1,000 0,421

GV3 1,000 0,582

GV4 1,000 0,738

CSVCl1 1,000 0,608

CSVC2 1,000 0,638

CSVC3 1,000 0,595

CSvC4 1,000 0,600

CS1 1,000 0,799

CS2 1,000 0,491

CS3 1,000 0,426

CS4 1,000 0,818

Extraction Method: Principal
Component Analysis.
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Eigenvalue

[X]

Scree Plot

2 3 4 6 7 g 9 0 11 12 13
Component Number
Component Matrix®
Component
1 2 3 4

CS4 0,671
CS1 0,670
PP2 0,669
PP1 0,668
PP3 0,622
CS3 0,567
GV1 0,556
CS2 0,516
GV2
PP4

csve2 0,791

CSvc4 0,766

CSVCl1 0,719

CSVC3 0,686
GV3 0,674
Gv4 0,636

Extraction Method: Principal Component Analysis.
a. 4 components extracted.

Component Transformation Matrix
Component 1 2 3 4

1 0,634 0,606 | -0,139 | 0,459

2 0,036 0,230 0,971 | -0,060

3 0,605 | 0,045 0,061 0,793

4 0,481 -0,760 0,186 0,396
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Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

Phu luc 7. Kiém dinh hé sb hoi quy

Descriptive Statistics

Mean De\s/itg';ion N
CLDT 3,2930 0,58435 151
PP 3,2781 0,60728 151
GV 3,2483 0,59266 151
CSvC 2,7268 0,66793 151
CS 3,0000 0,58808 151
Correlations
CLDT PP GV CSVC CS
Pearson Correlation CLDT 1,000 343 8913 004 187
PP 343 1,000 310 -,004 389
GV 913 310 1,000 -,082 218
CsvC 004 -,004 -,082 1,000 -,050
CSs 187 389 218 -050 1,000
Sig. (1-tailed) CLDT ,000 000 482 01
PP 000 ,000 483 000
GV ,000 ,000 158 004
CsvC 482 483 158 272
CS 01 ,000 004 272
N CLDT 151 151 151 151 151
PP 151 151 151 151 151
GV 151 151 151 151 151
CSvVC 151 151 151 151 151
CS 151 151 151 151 151

Variables Entered/Removed?

Variables | Variables
Model Entered Removed Method
CS,
1 CSVC, Enter
GV, PP®

a. Dependent Variable: CLDT

b. All requested variables entered.
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Coefficient Correlations®

Model Cs CsvC GV PP
1 Correlations CS 1,000 044 -107 -,347
CSvC 044 1,000 ,080 -,037
GV -107 080 1,000 -,253
' PP -,347 -037 -,253 1,000
Covariances CS 001 4 412E-5 ,000 ,000
CSVYC 4 412E-5 001 7.813E-5 -3, 710E-5
GV 000 TB13E-5 ,001 ,000
PP 000 -3,710E-5 ,000 001
a. Dependent Variable: CLDT
Collinearity Diagnosticsa
Condition Variance Proportions
Model Dimension Eigenvalue Index (Constant) PP GV CsvC Ccs
1 1 4,883 1,000 ,00 ,00 00 ,00 ,00
2 059 9,109 00 03 04 71 05
3 027 13,419 00 01 56 ,00 51
4 020 15,561 ,00 a1 A2 00 32
5 ,010 21,644 99 05 28 28 12
a. Dependent Variable: CLDT
Residuals Statistics”
Minimum  Maximum Mean Std. Deviation N
Predicted Value 15047 43767 32930 A3724 151
Residual -,70362 1,14370 ,00000 ,22988 151
Std. Predicted Value -3329 2,017 000 1,000 151
Std. Residual -3,020 4,509 ,000 987 151

a. Dependent Variable: CLDT

Phu luc 8: Két qua kiém dinh Park
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Model Description

Model Name MoD_2
Dependent Variable 1 CLDT
Equation 1 Linear
Independent Variahle Standardized
Residual
Constant Included

Variable Whose Values Label Observations in Plots  Unspecified

Case Processing

Summary
N
Total Cases 269
Excluded Cases® 118
Forecasted Cases 0
Newly Created Cases 0

a. Cases with a missing
value in any variable are
excluded from the
analysis.

Variable Processing Summary

Variables

Dependent  Independent

Standardized

CLDT Residual

Mumber of Positive Values 151 61
MNumber of Zeros 0 0
Number of Negative Values 0 a0
Mumber of Missing User-Missing 0 0
Values System-Missing 118 118

Model Summary and Parameter Estimates

DependentVariable: CLDT

Model Summan,' Parameter Estimates
Equation R Square F dft dn sig. Constant b1
Linear 155 27,279 1 149 ,000 3,293 233

The independent variable is Standardized Residual.
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