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Loi Cam On f
4

Trong thoi gian hoc tap, nghién ctru tai khoa Quan tri Kinh doanh Truong Bai hoc Ki I"II‘T
Hué, duoc s gitip d& nhiét tinh clia thly ¢6, gia dinh, ban bé va nguoi than, toi da hoan tén
bai khda luan t6t nghiép clia minh vGi dé tai “Danh gia hiéu qua cong tac quan tri nguén nhan
lyc thong qua bd chi S5 do ludng hiéu suat — KPI tai khach san Mondial Hué™.

Pé hoan thanh bai khoa luan nay, toi xin bay to [ong biét on sau sac déa-thay Bui Van
Chiém, ngudi da tryc tiép hudng dan gidp do toi trong sudt qué trinh thuc hién nghién clru
dé tai. Bong thoi toi cling xin cdm on cac thay cb giao trong khhoa Quan tri Kinh doanh da
truyén dat nhirng kién thirc bd ich trong thoi gian ti hoc tap tai trudng.

Dong thoi, téi xin chan thanh cdm on Ban lanh dao khach: én Mondial Hué da tao
diéu kién cho t6i duwoc thurc tp tai khach san, nhat [a caC énh chi phong To chirc - Nhan sir,
cling cac anh chi trong khéach san da tao diéu kién thuan loi va ludn san sang giai dap
nhitng thic méc cling nhw tan tinh cung cAp tai Iiéu can thiét cho khda luén t6t nghiép clia
t6i trong subt thoi gian thiec tap. DEC biéftdi%in giti 101 cdm on dén anh Nguyén Van Quéc,
= nguoi da truc tiép hudng dan toi trong cua frinh thuc tap.

‘. :

- Bén canh d6, t6i cling xin cam'en ban bé, nguoi than nhitng ngudi ludn ditng ding sau

@ 10i dé cd vii, dong vién, va tao\diéu kién dé cho tdi co thé hoan thanh nghién cliu nay mot

cach t6t nhat co thé.

nay, bai khda. Iuan chac chan khong thé tranh khoi nhitng thiéu sot, han ché. Kinh mong s
Op y va giipdé clia cac thay gido, cd gido dé khda luan tot nghiép dugc hoan thién hon!

3 _ |an nira, toi xin chiic Quy thay, ¢ Khoa Quan tri Kinh doanh Trudng Bai hoc

Hué, thang 1 nam 2019
Sinh vién thuc hién
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Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

MUC LUC

0] 07N,V 0 | T i
MUGC LUC ..ttt ettt ens st ns st an s s s asnas s s aensasnsananeans i
DANH MUC CAC TU VIET TAT VA KY HIEU ..o vii
DANH MUC BANG ..ot ees s essssnss s sesses s senasssssssnsssensansnenes viii
DANH MUC HINH ..ot ses st esas st esssesn s ens et eseneessnensns X
PHAN I: DAT VAN DE .....ooiiceeeeeeeeeeeeeeseeesneersnsesseenenseen s ie e s 1
(I o (o X g o o [ (-8 = TR S T 1
2. MUC iU NGNIEN CIPU ..ot frmmge e B 2
3. Boi trgng vapham Vi NGhIEN CIU ........coveiviieiceeececeee e B e 2
4. Phuong phap NGhin CIU ......ccovvveeieeceeeeceeee e e B 3
4.1. Phrong phap thu thap dif HEU.........ocveiee e B B 3
4.2. Phrong phap tong hop Vaxt 1Y S0 18U ... 0 4
ST G Ao (Vo (I - TR 5
PHAN [1: NOI DUNG NGHIENCIWU. oot 6

CHUONG 1: TONG QUAN VE DPANH GIA HIEU QUA QUAN TRI NGUON
NHAN LUC TRONG DOANH NGHIEP THONG QUA BO CHIi SO BO LUONG

HIEU SUAT = KPl oo B 6
I O o N L 1V U T S SRS 6
1.1.1. TGNG qUAAVE NGUON NNEN TEC ...ttt e 6
1.1.1.1. Khai"ai€m nguon NNAN TWC ......c.eeveicicicececec et 6
1.1.242. Vai, tro NQUON NNAN TWC .....veieiieceeceeeee et 7
1.1.2. Hiéu qud sir dung nguon nhan lyc trong doanh Nnghiép.........ccceveeieiecieciecieeene, 8
1.1.2.1. Khai niém hiéu qua sir dung nguon NhaN [WC........c.ccvevveeeieeiecececece e 8
1.1.2.2. Y nghfa hiéu qua sl dung Ngudn NNAN TUC.........c.ceveevevereeeeeeeeeeeeeeeee e 9
1.1.3. Cac nbi dung co ban vé quan tri nguén NhaN TUC .......cc.ccveveeeeeiecicecece e, 10
1.1.3.1. Khai niém quan tri nguon NAN TUC ..........ocviuieecieceeeeeeeeee e 10
1.1.3.2. Cac nguyén tac clia quan tri NQUON NNAN TUC.......c.cvevevreeeeeeeeeeeeeeeeeseseeee s 10
1.1.3.3. Chtrc nang clia quan tri NguUON NNAN TUC.......cccceiveieieeceeee e 11

SVTH: Lé Thi Nhu Hoa i



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

1.1.3.4. NGi dung cliaquan tri ngudn NNAN TUC .........c.eevevvecieecieeeeee e 12
1.1.4. Céc yéu t6 anh hwdng dén quan tri ngudn nhan Iyc trong khach san ................. 14
1.1.5. Cac ndi dung vé danh gia hiéu qua quan tri nguén nhan luc trong doanh nghiép ...... 17
0 300 T 1 7= T 0 1= o OSSR 17
1.1.5.2. Muc tiéu vavai tro cliaviéc danh gia hiéu qua quan tri ngudn nhan luc......... 18
1.1.5.3. Tiéu chi danh gia hiéu qua quan tri ngudn NhaN TUC ........cccoveveeieereciecienee, 19
1.1.5.4. Céc nhan t6 anh hwdng dén hiéu qua quan tri nguon nhan luc....L.................. 20
1.1.6. Tim hiéu b0 chi so danh gia hiéu qua quan tri nguén nhan luc ... h.......... 22
1.1.6.1. Tong quan vé céc chi s6 danh gia hiéu qua hoat doNg......... 8. ..., 22
000 T 200 T O = T 1= 0 I s S 22
1.1.6.1.2. Phan biét KPl vamot s6 chi s do luong hiéu suath.. =......ccoeeveeveiieiee, 22
1.1.6.1.3. DAC diM CUACHT SO KPl ..o e Bttt eee e 24
1.1.6.1.4. Phan 10ai chi S0 KPl .......ccoooveieicieie e B B 25
1.1.6.1.5. LT ICh CUAKPL ... o ettt 27
1.1.6.2. Cac chi sb danh gia hiéu qua quan tri.,nguén Nhan [UC..........cceevvieereviecienenee. 28
000 T T2 T = T 1= 0 I 28
1.1.6.2.2. Phan loai chi s6 KPI quan thi nguon Nhan TUC..........cceveveeeeeeiecececeeee, 28
1.1.6.3. Phan tich mdt s6 chi,s&’KPl quan tri nguon Nhan [uC ..., 29
1.1.6.3.1. KPl V& tUYEN AURGA .......ocveveeeeeeieeeetceceee ettt 30
1.1.6.3.2. KPI V& GA0A0N. .....ccveiveteieieieeeiee ettt re bt sae e 32
1.1.6.3.3. KPI y& danh gia thirc hi€n CONG VIEC........ccueevicieceeeeeeeeeee e 33
1.1.6.3.4. KPEVE QIO |AM VIEC ..ottt 34
1.1.648.5. KPI danh gid V& ChE d0 IONQ .....ocuveveicieeeceeceee e 35
1.1.6.3.6. KPI VE 10Ng trung thanh ..o 36
1.1.6.3.7. KPI vé nang suat cilangudn NhAN [WC ..........ccoeeveeieciceeeeeceee e 37
1.1.6.4. Chi s KPI trong ITnh virc quan tri Khach san .........ccocoveveiciccciccceceee, 38
1.1.6.4.1. Nam chi s0 KPI quan trong nhéat trong Iihh vuc quan tri khach san............. 38
1.1.6.4.2. Quy trinh x&y dwng KPI cho kh&ch san hiéu qUa............cccovveeeieivciceee, 39
1.2, €O SO ENUC LN ettt ettt ettt et et eeee et e ee e e et et eteee et eeeaeeneeeeeeeseeeeenens 40

SVTH: L& Thi Nhu Hoa i



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

1.2.1. Thuc trang cdng tac quan tri ngudn nhan luc trong Iinh vuc du lich — khach san
O VB INGIM L.ttt ettt e e ae e e e saeeaeetesaeeaeensesaeeneeneesaas 40
1.2.2. Banh giéa thyc tién cbng téc quan tri ngudn nhan lvc trong linh vie du lich —
khach san & VIiet Nam hi@N NAY .........ccocoeiiiiiecie e 41
1.2.3. Céc cdng trinh nghién ciru €O lIéN qUaN ........cceeeeiieieeceeee e 42
CHUONG 2: HIEU QUA CONG TAC QUAN TRI NGUON NHAN LUC TAl
KHACH SAN MONDIAL HUE THONG QUA BO CHIi SO PO LUONG HIEU

SUAT “KPl ..ot sssssssssssssssssssssssssessessesssssssssessesss g s sonens 44
2.1. Tong quan vé khéch san Mondial HUE ............cccoceeriiiieiciceie et 44
2.1.1. Thong tin chung vé khach san Mondial HUE................ e B 44
2.1.2. Lich st hinh thanh va phét trién KhAch San.............c..o 5 e, 44
2.1.3. Chirc nang va nhiém vu Khach san..........cccooveee M M, 45
2.1.4. TO chirc b0 MAY QUAN Y ..o B Bt 46
2.1.4.1. S0 d0 b0 MAY QUANTY ..o T e 46
2.1.4.2. Chtrc ndng, nhiém vu cta cac phong ban, bd phan ...........ccccceeieeeieiececciens 46
2.1.5. Tinh hinh hoat ddng ctia khach.san qua 3 nam 2015 — 2017 ........cccceceeveevenennene 46
2.1.5.1. Nganh nghé Kinh doan ... % ... 46
2.1.5.2. Tinh hinh lao dong-cla’kKhach San............cooeeiiiiiicceceece e 47
2.1.5.3. Tinh hinh tai sAn¥a pguon von cliakhach san...........cccceeeiciiccccicecc 48
2.1.5.4. Co s& vat chat K§i. thuat & KhaCh San............cccoceeiiciccicieceeece e 50
2.1.5.5. Tinh hiah hoat dong kinh doanh cllakhach san...........cocccoiiiiiciicicicee, 51
2.1.5.6. Tinhink khach dén khach san qua 2 Nam ........ccceeveeieiecececccecece e 53
2.2. Hiéu qua cong tac quan tri ngudn nhan luc tai khach san Mondial Hué................ 54
2.2.1. Thue trang cdng tac quan tri nguén nhan luc tai khach san Mondial Hué.......... 54
2.2.1.1. Cong tac hoach dinh NgUON NhAN TUC ......c.eoveivicieciecceeeee e 54
2.2.1.2. Cong tac tuyén mo, [ra chon NNAN TUC .........ccccveveeeeeeeeceeeee e 55
2.2.1.3. Cong tac dao tao va phét trién nguon NNAN TUC ........ccoeveveereeeeeeeeeeeeee e, 55
2.2.1.4. BDanh gia thC hi€N CONQ VIEC ......ccuveieeeiie et 57
2.2.1.5. Tién luong, thudng, KY TUAL.........ccocoveeeicecece et 57
2.2.1.6. Cong téac thuc hién chinh sach xa hdi doi véi ngudi lao dong ..........cccveeveeeee. 58

SVTH: Lé Thi Nhu Hoa v



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

2.2.2. Banh gia hiéu qua cong tac quan tri nguén nhan luc tai khach san.................... 59

2.2.2.1. KPI trong tuy&n dung VA0 trT ........cccvevcueueueeeeeeeeeeceeee e 59
2.2.2.1.1. Tong SO ho so trong dot tUYEN dUNG.......c.ceeerieeieietceceeeeee et 60
2.2.2.1.2. TY 18 'NQ VIEN GAt YU CAU ....cveeveeeeeeeeiecteceeete ettt 60
2.2.2.1.3. TY LB TUYEN ChON ...ttt ettt 61
2.2.2.1.4. Chi s0 do lvong hiéu qua trong viéc quang céo tuyén dung.............ccc.e....... 62
2.2.2.1.5. Chi s0 hiéu qua cac nguon tuyEn dung..........ccceeveueveeeeeeereeeren e 62
2.2.2.1.6. Chi s0 thoi gian hoan thanh cong tac tuyén dung ...........ceeeee 0 hnnnne. 63
2.2.2.2. KPI V8 FA0 120 ..o s s st e e et 63
2.2.2.2.1. Thoi gian dao tao trung binh ..o e e B 64
2.2.2.2.2. Chi phi dao tao trung bINN.........ccoeeieiee e B e 65
2.2.2.2.3. Ty 1€ nhan Vién ArgC dA0 t0 ...cc.ccveeeeieeieeee e B 67
2.2.2.2.4. Hi€U QUA A0 180 ......cceeeeeecieceeieee e B Bttt 68
2.2.2.2.5. Ty |é chi phi dao tao/tong qlly IrONGW e e 69
2.2.2.3. KPI vé danh gia thuc hi€n CONG VIEC ......c.coveeveiiiiieieieeeieeee et 70
2.2.2.3.1. Ty |é nhéan vién khéng hoan thanh Nhi€M VU ..., 70
2.2.2.3.2. Ty | nhan vién hoanthanh®.00 % CONG VIEC........cceeeeeeeicese e 71
2.2.2.4. KPl V& QIO [aM VIBGu. it ettt s 72
22.2.4.1. Ty 1€ Ngay NGNIBOMA.....c.coviieeiieeceeee e 72
2.2.2.5. KPI danh gidVEIChE A0 IONQ .....cveueeeieeicieciece et 74
2.2.2.5.1. MrcAAURNAP trung DINN ..o 75
2.2.2.5.2. TYHE CHI PRI TONG w.cvvieieeecee e 75
2.2.206. KPL VE 1Y 18 NQNT VIEC ....vouicviiceece et 76
2.2.2.7. KPl v& 10ng trung thanh .........c.coocieiciceccee et 77
2.2.2.8. KPI danh gia tong hop vé két qua quan tri ngudn nhan [uc..........ccceeeveeeeeenee... 78
2.3. Danh gia cliacan bd vé cong tac quan tri ngudn nhan luc tai khach san Mondial Hué. 80
2.3.1. DAC AIBM CUAMAU GIBU ETA. ..ottt eee et et e et et etee e et seeeeeeeee e eeeeeeeeeeeeens 80
2.3.1.1. Co cau tdng thé theo gidi tiN .......c.c.cooveveieeeieeecce e 80
2.3.1.2. Co cau tdng the theo G0 tUOI.........ceeveeereeeeeeeeeeeeeec et 81
2.3.1.3. Co cdu téng thé theo thoi gian lamM VIEC.......c.cccvevivevcecceeeeeeee e 81

SVTH: Lé Thi Nhv Hoa v



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

2.3.1.4. Co cdu tdng thé theo bd phan laM VIBC ........ccccveveeeeceeecceeeeeee e, 82
2.3.1.5. Co cdu tong thé theo trinh d0 NOC VAN........cocveveveeeieeeececeeeseee e 82
2.3.2. KEL QUA GANN QIA.....ocvieeeiiiieecce et 83
2.4. Banh gia chung tinh hinh thyc hién cdng tac quan tri nguén nhan lyc ctia khach
SaN tronNg NNNG NEM QUAL.....eeueerieereeiesieeeeie e eeesae e eeeee e eseeeesseeseeseesseeseesesseeneensesees 90
2.4.1. Nhirng KEt qUA dat AUOC .....ocveeveeeececececece ettt s 91
2.4.2. NNTNG AN ChE........ocvieee s e 92

CHUONG 3: MOT SO GIAI PHAP NHAM NANG CAO HIEU,QUA CONG
TAC QUAN TRI NGUON NHAN LUC TAl KHACH SAN MONDML HUE ...93

3.1. Binh huéng clia khach san trong thoi gian tdi ..........ccee e Mo 93
3.2. Binh huwéng phét trién ngudn nhan lwc tai khadch san....oo. e, 94
3.3. Mot S8 giai phdp nham nang cao hiéu qua cong tac'quan tri ngudn nhan lvc tai
KNACh San MONial HUE ........cooeeeeeeeeeeeeeseeee e B ettt ee e eaeesre e e e e sneesereas 95
3.3.1. Nang cao hiéu qua cong tac ké hoach héanguon nhan [uc.............ccceeeveeeeeee. 95
3.3.2. Nang cao hiéu qua cong tac tUYEN dUNG........ccoevevereeeereieeeieeeeeseeeee e 96
3.3.3. Nang cao hiéu qua cong tac.dae tao, bdi dudng, phét trién nhan siy................... 97
3.3.4. Nang cao hiéu qua cong tac danh giathuc hién cong Viéc.........ccoeeeveevecieenenee. 98
3.3.5. Nang cao hiéu qua cong tae-thu 1ao 120 dONQ.........cceeeveeireeicieciceeece e 99
3.3.6. MOt SO Qidi PhAD KRBCA......c.veeeeeeeie et 100
PHAN [11: KET LUANWA KIEN NGHI oot en s 101
L KET LUAN AL Sttt 101
2. MOT SO KIEN NGHI....ooiieireieieieie et 102
2.1. D00 VOILNNA NUGC ...cveveecteeeieciees et ne e 102
2.2. D06i VO KNACH SAN ...t 102
TAILIEU THAM KHAO ..ot 104
PHU LUC ottt ettt se st ne st e s nnene st 105

SVTH: L& Thi Nhu Hoa vi



Khéa luan t6t nghiép

GVHD: ThS. Bui Van Chiém

DANH MUC CAC TU VIET TAT VA KY HIEU

KPI
NV

PVT
GS
PGS.TS
NXB
QTNNL
TS

KD

o)

LD
CSH
DT
CSLTDV
TNHH

: Key Performance Indicators
: Nhan vién

: SO lvong

: PBon vi tinh

: Giao su

: Pho gido su - Tién st

: Nha xuat ban

: Quan tri nguén nhan lue
: Tal sdn

: Kinh doanh

: Cédinh

“Luu dong

: Chl s hitu

: Doanh thu

: Co s lwu trd du lich

: Tréch nhiém hitu han

SVTH: LEThi Nhv Hoa

Vil



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

DANH MUC BANG

Bang 2.1. Tinh hinh lao dong clia khach san qua 3 ndm 2015 — 2017 ..........c.coeeuvene..e. 47
Bang 2.2. Tinh hinh vén, nguén v6n ctia khach san qua 3 ndm 2015 — 2017............... 48
Bang 2.3. Co cau hang phong cliakhach san Mondial HUE..............ccccoeiiveevicieieneee. 50
Bang 2.4. Bang gia cliatirng loai phong clakhach san...........cccoeeevviiciecccece, 51
Bang 2.5. Tinh hinh hoat ddng kinh doanh ctia khach san qua 3 nam 2015 - 2017.....51
Bang 2.6. Tinh hinh khach dén khach san qua 2 nam 2016- 2017..........8. 0 A.......... 54
Bang 2.7. Céc chi tiéu KPI trong tuyén dung vabo tri ...........c.coveeeibe e, 59
Bang 2.8. Ty |é (*ng vién dat yéu cau tai khach san giai doani2015 -'2017.................. 60
Bang 2.9. Ty Ié tuyén chon qua cac dot tuyén dung tai khachsan'.............ccccoeveveeneee. 61

Bang 2.10. Hiéu qua quang céo tuyén dung tai khach san giai doan 2015 - 2017........ 62
Bang 2.11. Chi s5 hiéu qua cac ngudn tuyén dung tai khéch'san giai doan 2015 - 2017 .....62

Bang 2.12. Chi sd thoi gian hoan thanh cong\téc tuyén dung tai khach san giai doan

2015 — 2007 .ooeeeeeeieeeeeeee e ettt na e 63
Bang 2.13. Thoi gian dao tao trung biph,tal khach san giai doan 2015-2017............... 64
Bang 2.14. Chi phi dao tao trung,binfsai khéch san giai doan 2015 -2017 ................. 65
Bang 2.15. Ty Ié nhan vién-dwgCidao tao tai khach san giai doan 2015 -2017............. 67
Bang 2.16. Hiéu qua dao 140 tai khach san giai doan 2015 -2017 ........cccceeeeeeveeveenenne. 68
Bang 2.17. Ty |é chi ‘phiydao tao/tdng gy lvong tai khéch san giai doan 2015 -2017.69
Bang 2.18. Cac-chirntieu KPI vé danh gia thic hién cdng VIEC ........ccvevveveieeveciecieee. 70
Bang 2.19..Cac chi tiéu KPI V& gid lamM VIEC .......cocvvivicieieeeeceeeeeee e 72
Bang®@.20NTy 18 vang mat cia NV tai khéch san giai doan 2015 -2017....................... 72
Bang 2.21. Ty |é thoi gian lam viéc thuc té tai khach san giai doan 2015 -2017 ......... 73
Bang 2.22. Cac chi tiéu KPI danh gia vé ché d0 Iuong........ccceveveeeeeieceiececeeee, 75
Bang 2.23. Thu nhap trung binh tai khach san giai doan 2015 -2017............cccccueeueene. 75
Bang 2.24. Ty |é chi phi lvong tai khach san giai doan 2015 -2017.........cccccceeveeeeneee. 76
Bang 2.25. Ty 1€ nghi viéc cia NV tai khach san giai doan 2015 -2017...................... 76
Bang 2.26. Long trung thanh cia NV tai khéach san giai doan 2015 -2017 .................. 77
Bang 2.27. Hiéu qua vé dau tv tai khach san giai doan 2015 -2017 .........cccceeveveneee. 78

SVTH: L& Thi Nhu Hoa vii



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

Bang 2.28. Thong tin V& ddi troNg GIEUraL........cecveivicieceecieeeeeee e 80
Bang 2.29. Danh gia hoat dong tuyén dung va b6 tri nhan vién ctia nguoi lao dong ...84
Bang 2.30. Banh gia co hoi dao tao va thang ti€n clia nguoi lao dong............cccveeee. 85
Bang 2.31. Banh gia mdi truong [am viéc clia ngudi lao dong........cccceeveeevececienene, 86
Béang 2.32. Banh gia hoat dong danh gia nhan vién clia nguoi lao dong...................... 87
Bang 2.33. Banh gia luvong, thwéng vaphuc lgi clia ngudi 1ao dong ........cccceeveeeeeneee. 88
Béang 2.34. Banh gia long trung thanh clia ngudi 120 ddNg........cceeveeveeee b, 89

SVTH: L& Thi Nhu Hoa ix



Khéa luan t6t nghiép

GVHD: ThS. Bui Van Chiém

DANH MUC HINH

Hinh 1.1. M6 hinh baloai chi sb do luong hiéu suat

SVTH: LEThi Nhv Hoa



Khéa luan t6t nghiép GVHD: ThS. Bui Van Chiém

PHAN I: DAT VAN BE

1. Li do chon dé tai

Ngay nay nén kinh té ngay cang phét trién véi xu hrdng toan cau hoéa, do vay su
canh tranh gil*a cac doanh nghiép dang la van dé dang duoc chu trong. Canh tranh
ngay cang gay gat doi hdi cac doanh nghiép phai d6i moi va khai thac mdt cach co
hiéu qua moi ngudn lwc san co. Trong dé ngudn nhan luc ciing 1a mdt trong nhiing
nguodn luc quan trong cta doanh nghiép. Cong tac quan tri nguoén nhafiyluc la hoat
dong cla doanh nghiép dé thu hat, xay dung, phat trién, st dung, dahh gia va gitr gin
lwc lwong lao ddng phu hop voi yéu cau cong viéc cta doanh nghiép ca vé s luvgng va
chat lvgng. Do vay, cong tac quan tri nguén nhan lyc cowairtio to Ién doi voi hoat
dong san xuat kinh doanh ctia mét doanh nghiép, né da hoat dong bé sau chim bén
trong doanh nghiép nhung lai mang yéu t6 quyét«dinh*dén két qua hoat dong kinh
doanh clia doanh nghiép. M6t doanh nghiép,c@ nguén tai chinh doi dao, c6 may méc
k¥ thuat hién dai dén dau ciing tré nén vd.nghia néu cong tac quan tri nhan su khong
dwoc chd trong béi con nguoi la ngudnd Twc=ddng vai tro quan trong nhat. Ngudn nhan
luc ¢ thé coi la mot trong nhitng Yéu't0 $6ng con ddi voi cac doanh nghiép. Vi vay,
vai tro clia cong tac quan tri agudn nhan luc ngay cang quan trong va ngudén nhan luc
la yéu t6 chién luvgc taodén Igi thé canh tranh cho cac doanh nghiép. Hon nira, v&i su
phét trién clia khoa hée k¥ thuat da tao ra nhirng nhan sw c6 trinh dd chuyén mon va
tay nghé cao.“Chat xanT.tfi thirc, kinh nghiém clia ddi ngli nay layéu t6 quyét dinh cho
sy canh tranh'cla doanh nghiép. Tuy nhién, do ciling la mot thach thic voi doanh
nghiéprkhi deanh nghiép can cé du kha nang quan ly, tao moi trwong cho ddi ngl nay
phét trién dé ho cdng hién cho doanh nghiép mot cach lau dai nhat.

Trong b6i canh kinh t€ thi trudng nhu hién nay, doanh nghiép nao khong xay dung
vaduy tri dwgc ngudn nhan lrc cia minh thi khdng thé ton tai duwoc. Cong téc quan ly
ngudn nhan luc, dac biét la cong tac danh gia hiéu qua hoat dong clia ngudn nhan lyc
la mot trong nhitng chirc nang quan trong trong qua trinh quan ly doanh nghiép. C6 thé
noi, viéc danh gia hiéu qua cong viéc co y nghia vé cung quan trong ddi voi nguoi sl

dung lao déng va nguei lao ddng. Banh gia hiéu qua cdng viéc gilp ngudi sir dung lao
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dong biét dwgc mirc d6 hoan thanh cdng viéc clia ngudi lao dong, tir d6 dé dao tao phu
hop hay d& ngd gilp tao dong luc thic day nguoi lao dong va cé phuong phap quan
tri ding d&n. Ngoai ra, danh gia hiéu qua cong viéc con gitp ngudi lao dong nhan thic
dwoc nang luc clia minh va cé dong lwc phan dau hoan thanh tot cong viéc. Nhwng dé
danh gia mot cach chinh xac va khach quan hiéu qua quan tri nguon nhan lyc lavan dé
ma cac doanh nghiép can quan tdm. Tuy nhién, khong phai doanh nghiép nao cling
thanh cong trong viéc quan tri ngudn nhan lwc bdi 1€ ho khong biét tach xay dwng
cling nhv danh gia tinh hiéu qua clia cong tac nay. D€ co thé 1am r6 hgndvé tinh hiéu
qua clia cdng tac quan tri ngudn nhan luc toi xin lwa chon dé tai; “Danh‘gia hiéu qua
cdng tac quan tri nguon nhan luc théng qua bd chi sd dolwong hiéu suat — KPI
tai khach san Mondial Hué” lam dé tai khéa luan t6t nghiép céa minh.

2. Muc tiéu nghién ctru

Muc tiéu ctia nghién clru danh gia duoc hiéu quacong tac quan tri nguon nhan luc
tai khach san Mondial Hué qua chi s6 do luvomghiéu suat KPI. Tir d6 dua ra cac giai
phap nham nang cao hiéu qua st dung ngdén.nhan lvc ctia khéach san.

Muc tiéu nghién clru clia khdaluantap trung vao cac ndi dung sau:

- Hé théng hoéa ly luan vé“‘quan tri ngudn nhan luc va chi s6 KPI trong quan tri
ngudn nhan lyc.

-Danh gia hiéu qua céhg/tac quan tri ngudn nhan lyc tai khach san Mondial Hué

- Trén co s& danh, gia thwc trang thong qua bd chi sd do lvong hiéu suat KPI, dé dé
Xudt giai phap pham nang cao hiéu qua cong tac quan tri ngudn nhan lvc tai khéach san
Mondia Hué

34Dboitirong va pham vi nghién ciru

- Bor twong nghién clru: Cong tac danh gia hiéu qua quan tri nguén nhan luc tai
khach san Mondial Hué théng qua bd chi s6 do lvdng hiéu suat - KPI.

- Pham vi nghién ctu:

= Pham vi khong gian: Bé tai thwc hién nghién ctru trong khéng gian clia khach
san Mondia Hué.

= Pham vi thoi gian:

+ S0 liéu thiv cap: Thu thap cac 0 liéu, tai liéu trong giai doan 2015 — 2017.
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+ S0 liéu so cdp: Thong tin so cap lién quan dén viéc diéu tra phdng van truc tiép
ngudi lao dong dang lam viéc tai khach san Mondial Hué vao thang 12 nam 2018.

4. Phuong phap nghién ctru

4.1. Phrong phap thu thap dir liéu

% Phuong phap thu nhap so liéu thi cap:

» Thu nhap tlr cac ngudn tai liéu nhu: giao trinh Quan tri nguon nhan luc, Quan ly
ngudn nhan Iuyc trong to chirc cong, séch tham khao vé quan tri, tap ¢hi, website co
lién quan dén phwong phap danh gia hiéu qua cong viéc, bd chi s danhgia hiéu qua
cong viéc theo KPI.

» Thu nhap cac 6 liéu thit cap tlr cac phong ban lién quan nhtk: Phong T6 chirc —
Nhén s, phong K€ toan — Tai chinh,... cac tai liéu d6 nhwNlich’sir hinh thanh va phét
trién, co cau té chirc, quy mé lao dong, tinh hinh cong tac tuyén dung, dao tao, b
lvgng nhan vién nghi viéc, bang bao cdo két guankinh doanh, bang lvong clia khach
san Mondia Hué.

= Tim hiéu cac dé tai nghién ctru c6 lién quan.

% Phuong phap thu nhap sb liéu-sei.cap:

= Tién hanh &p dung céc cbag thitc clia chi so do lvong hiéu suadt KPI dé tinh toan
dua ra duwoc cac ty sb cu thé hhdm danh gia mac do hiéu qua cong tac quan tri ngudn
nhan lwc tai khach san.

= Piéu tra khao &t bang bang hoi dé thu nhap y kién ctia ngudi lao dong dang lam
viéc tai khach sdn'Mondial Hué vé cong tac quan tri nguén nhan lyc clia khach san dé
biét dvoc mibe. d&'thda man ctia ho doéi voi khach san.

»(T0oNgthé: Toan bo nguoi lao dong dang lam viéc tai khach san Mondial Hué.

Vi s0 nguoi lao dong hién c6 mat clia khach san khi toi thic hién diéu tra phéng
van la 110 ngudi (trong d6 da trir di s nguoi di cong tac, nhitng ngudi nghi khong
lvong hodc di hoc khong cé mat tai khach san).. nén toi tién hanh diéu tra toan bd tong
thé véi 110 phiéu phét ra vathu vé 110 phiéu hop I€. Sau khi diéu tra thu lai bang hoéi

dat yéu cau vatién hanh x& ly bang phan mém SPSS.
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4.2. Phwong phap tong hop va xt ly so liéu

% Phuong phap xt ly 6 liéu thir cap:

0 Céc 0 liéu thir cap thu nhap duoc tong hop, théng ké, 1ap bang, so sanh qua doé
thdy duoc nhirng bién dong cla ddi twong quatirng giai doan.

0 S dung céc chi so KPI dé danh gia dugc hiéu qua cong téc quan tri ngudn nhan
[we tai khach san Mondial Hué.

% Phuong phap xtr ly s0 liéu so cap:

0 Céc s liéu so cdp thu nhap duoc tir viéc diéu tra bang bang hoisdwoe tong hop
vaxt ly bang phwong phap thdng ké mo ta théng qua pham mém SRSS'nham lam rd
hon hiéu qua clia cong tac quan tri ngudn nhan luc tai khachsan.

o Céach ma héa dir liéu: Cac thang do duoc ma héa theoding sb thr tw cau hdi
trong bang hdi, sir dung thang do likert 5 thr bac: 1 =*rat\khong dong y”, 2 = “khong
dong y”, 3 = “trung lap”, 4 = “dong y”, 5 = “ratzdengwy”. Cac thang do dinh danh duoc
ma hda theo ding so thy tv clia cau tra 101 ghiktrong bang héi. Ma héa thang Scale cho
thang do Likert, thang Nominal cho thang do dinh danh, thang Ordinal cho thang do
thr bac.

o Thdng ké mo ta: tan sudty(Freguency), phan tram (percent), giatri trung binh (
Mean) v6i y nghia cla tirpg,gié@'tel trung binh doéi véi thang do khoang cach. Quy mo
khoang cach nhu sau:

Giatri khoang'each = (maximum— minimum) / n= (5-1)/5= 0.8

Tw do ta cd-thang do gia tri nhu sau:

- Giatri trdng binh 1.00 — 1.80: Banh gia rat khong dong y
&, Glatri trung binh 1.81 — 2.60: Banh gia khéng dongy

- Giétri trung binh 2.61 — 3.40: Banh gia trung 1ap

- Giatri trung binh 3.41 — 4.20: Banh gia dong y

- Giatri trung binh 4.21 — 5.00: Banh gia rat dong y
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5. Két cau de tai

Phan I: DAT VAN BE

Phan dat van dé néu ré ly do chon dé tai nghién ctru, dong thoi trinh bay rd muc
tiéu, d6i twong, pham vi va phuong phap nghién ctru.

Phan 11: NOI DUNG NGHIEN CUU

Chuong 1: Tong quan vé danh gia hiéu qua quan tri ngudn nhan Iyc trong doanh
nghiép théng qua b chi so do luvong hiéu suat — KPI

Chuwong 2: Hiéu qua cdng tac quan tri nguon nhan luyc tai khach san'Wlondial Hué
théng qua b chi so do luvong hiéu sudt — KPI

Chuong 3: Mot S8 gidi phép nham nang cao hiéu qua cong.téc quan tri ngudn nhan
[we tai khéch san Mondial Hué

Phan I11: KET LUAN VA KIEN NGH|
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PHAN I1: NOI DUNG NGHIEN CUU
CHUONG 1: TONG QUAN VE PANH GIA HIEU QUA QUAN TRI
NGUON NHAN LUC TRONG DOANH NGHIEP THONG QUA BO
CHI SO PO LUONG HIEU SUAT - KPI

1.1. Co s¢ ly luan

1.1.1. T6ng quan vé ngudn nhan lyc

1.1.1.1. Khai niém nguén nhan luc

Ngudn nhan luc la ngudn lwvc con ngudi. Nguon lwvc do duocxem xét 6 hai khia
canh. Trwéc hét, véi y nghia la ngudn goc, la noi phat sinh ta ngtion luvc. Nguon nhan
lwvc ndm ngay trong ban than con ngudi, do ciing la sy khac\wthau co ban gitra ngudn
lwc con nguoi va cac ngudn luc khéc. Thir hai, ngudn fihkan lic deoc hiéu la tong thé
nguon lrc clia qua trinh phét trién, ngudn nhan lwe languon lwc con ngwdi co kha nang
séng tao ra clia cai vat chat va tinh than che x& hai*dwoc biéu hién rala sd lvgng va
chat lvong nhét dinh tai mot thoi diém nhatdinh

Khai niém vé nguén nhan lyc du¢c 'sir“dung rong réi & cac nudc co nén kinh té
phét trién tlr nhirng ndm gitra thé kthtr XX, véi y nghia la ngudn lic con nguoi, thé
hién mot sy nhin nhan lai vaigre Yéu td con nguoi trong qua trinh phét trién. N6i ham
ngudn nhan lyc khéng éhisbap ham nhitng nguodi trong do tudi lao dong co kha nang
lao dong, cling khéng*chi bao ham vé mat chat lvugng ma con chira dwng cac ham y
rong hon.

Trwéc dayp.nghién clru vé ngudn lwc con nguoi thuong nhdn manh dén chat
lvgngwvavai™Mro clia nd trong phét trién kinh té xa hoi. Trong ly thuyét vé tang tredng
kinh té,con nguoi dwoc coi la mdt phuong tién hiru hiéu cho viéc ddm bao téc dod
tang trudng kinh té€ bén virng tham chi con ngudi dwgc coi la mot ngudn von dac biét
cho sy phét trién — vén nhan lvc. V@ phuong dién ndy Lién Hiép Qudc cho rang
ngudn lyc con nguoi la tat cd nhitng kién thic k§ nang va nang luc con nguoi co
quan hé toi sir phét trién kinh té xa hdi cta dat nwéc. Ngay nay, ngudn nhan lyc con
bao ham khia canh vé sd lvgng, khong chi nhirng nguoi trong do tudi ma ca nhirng

nguoi ngoai do tudi lao dong.
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O nuéc ta, khd niém ngudn nhan luc dwoc s dung rong réi tir khi bat dau cong
cudc doi méi. Diéu nay dwoc thé hién rd trong céc cong trinh nghién clru v& ngudn
nhan Iyc. Theo gido s vién sy Pham Minh Hac, ngudn Iic con nguoi duoc thé hién
thong qua sd lvong dan cu, chét lvong con nguoi (bao gom thé luc, tri lwc va nang luc
pham chét). Nhu vay, ngudn nhan Iic khong chi bao ham chéat lwvgng ngudn nhan Iuwc
hién tai ma con bao ham c& nguén cung cap nhan luc trong tuvong lai.

T nhitng sv phan tich trén, & dang khét quét nhat, cd thé hiéu ngudn nhan luc la
mot pham tru diing dé chi sirc manh tiém an clia dan cuv, kha nang huydéng tham gia
vao qua trinh tao ra clia cai vat chat va tinh than cho xa hdi trong/hién'tai cling nhw
trong twvong lai. St'c manh va kha nang dé dwoc thé hiénsthong ‘qua sd lvong, chat
lrvong va co cdu dan s0, nhat la s lvgng va chat lvgng con'ngret co da diéu kién tham
giavao nén san xuat xa hoi.

1.1.1.2. Vai tro nguén nhan luc

v' Con nguoi la mat yéu td khong thé thiéu trong qua trinh san xuat

Qua trinh san xuat la sy két hop cac eu t6 tu liéu san xuat (tu liéu lao dong, ddi
twong lao dong) va lao dong clia copgudi. Do vay, yéu to lao dong la mdt pham tru
khach quan gan lién véi bat kynén sam xuét x& hoi ndo. Khong cé yéu td con ngudi, &
khong c6 mot qué trinh sanxuétnao dién ra, Iic do tw liéu san xuét chi lavat chét, chi
co yéu to lao dong cla eenmnguoi mai lam cho tw liéu san xuat sdng lai tao ra san
pham méi.

v/ Con ngudi la muc tiéu clia sy phét trién

Con ngudi muon ton tai va phét trién dwgc can phai dwoc thda mén nhirng nhu cau
thiétg€u V&, san pham vat chat vatinh than. D€ cé duoc nhirtng san pham dé, con nguoi
phai tién"hanh san xudt ra ching. Chinh xuét phét tr nhirng nhu cau dé ma con nguoi
trd thanh muc tiéu clia sv phét trién. Nhu cau con nguoi ngay cang phong phi vé sb
lvgng va nang cao Vvé chat lvong thi sin xudt cang dugc cai tién dé san xudt ra nhirng
san pham phu hop. Mat khéc, trong nén san xudt va trao déi hang héa, nhirng san

pham san xuét ra suy cho cuing ciing la dé thda man nhu cau nao dé clia con nguoi.
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v Con nguoi la dong lwc clia sy phét trién

NGi dén nhan lyc la ndi chi thé tham gia vao qua trinh phét trién kinh t€ xa hoi.
Tuy nhién dé khong phai lachi thé biét ap, riéng 1€ mala nhitng chl thé dwoc to chirc
veé lrc lvgng, théng nhat vé tv twdng va hanh dong.

Pong luc clia sy phét trién la nhitng gi thic day qua trinh nay van dong va phat
trién. Vi vay, khi néi dén “con nguoi la dong lwc clia sy phét trién” la chi yéu noi dén
nhitng pham chét tich cwc clia con nguoi dwgc bdc 16 trong qué trinh thic day sy phét
trién. Vi vay, quan trong la phai tao diéu kién tdi da dé con ngudi phét trén, thé hién
nhirng mat tich cwc clia minh va han ché nhitng mat tiéu cuc.

1.1.2. Hiéu qua s dung nguén nhan luc trong doanhnghiép

1.1.2.1. Khai niém hiéu qua s dung ngudn nhan lyc

Trén thyc t€ c6 rat nhieu quan diém khéch nhau™é“danh gia hiéu qua sl dung
ngudn nhan lyc va nhitng khai niém nay chuasthéng.nhat voi nhau vé mat ndi dung.
Tuy nhién, theo y kién clia téc gid cac khéi niem=dd duoc hudng vao ba ndi dung co
ban nhu sau:

- Thi nhé&t: ¢ quan diém cho rang hiél qua st dung ngudn nhan lyc dugc thé hién
& cac chi tiéu két qua san xuét kinfvdoanh nhu tong doanh thu, tong lgi nhuan ma
doanh nghiép dat duoc tlr eéc chivphi kinh doah, céch t6 chirc quan ly lao dong hay thé
hién & tién lvong binh quah mot lao dong.

Nhu vay, theo guan @iém nay thi hiéu qua sr dung ngudn nhan luc duoc lvgng héa
mot cach cu thélvadoanh nghiép nao c6 tong doanh thu, tong loi nhuan cao chirng to
doanh nghigpisir-dung cé hiéu qua nguén nhan luc.

-Aht hai: cling c6 nguoi cho rang hiéu qua s dung ngudn nhan luc khéng phai
duoc thé hién & nhitng chi tiéu két qua san xudt kinh doanh ma hiéu qua s dung
nguon nhan luc dugc thé hién & kha nang st dung ngudn nhan lyc ddng nganh nghg,
dam bao strc khoe, an toan cho nguoi lao dong, mic do chip hanh ky luat ctia moi
ngudi lao dong, kha ning sang kién can tién k§ thuat & moi ngudi lao dong, & bau
khong khi tap thé doan két, gitip d& 1an nhau, mdi quan hé than mat gitra nha quan ly
vGi nguoi lao dong va kha ning dam bao cong bang cho nguoi lao dong. Tic la theo

quan diém nay thi khdng quan tdm dén céc chi tiéu doanh thu, lgi nhuan.

SVTH: Lé Thi Nhv Hoa 8



