TAP CHi CONG THUGNG

NGHIEN CUULY THUYET
BAT HOA NHAN THUC TRONG VIEC
PONG VIEN TINH THAN NGUOI LAO PONG

® NGUYEN THI THANH NGUYET

TOMTAT:

Nghién cttu vé thuy&t bat hda nhan thiic (Cognitive dissonance theory - CDT) va ting dung &

linh vuc quén tri nhan sy, hanh vi t§ chifc tir 1au da dudc cac hoc gia trén the gidi quan tim. Hidu

dugc tic dong clia cic yéu to tim ly d€n moi trudng lam viéc rat quan trong d6i vdi cac td chiic va

qud trinh ra quyét dinh clia cdc nha quan tri. Muc dich clia bai viét nay nhim md rong tai liéu vé

CDT biing cdch khdm pha mot s& k&t qua nghién cttu dién hinh trén thé gidi trong linh vuc quén tri

va nhitng van dé lién quan d&n con ngudi trong 5 chiic. Nhan thdy déng gép ctia CDT ddi vdi sur

phét trién ki€n thic trong linh vurc nay, bai vi€t hy vong sé khdi diy sy quan tim nhiéu hon, siu sic

hon clia cac nha nghién cifu Viét Nam trong tuong lai.
Tir khéa: bat hoa nhan thifc, quan ly, thay d6i thai do, dong luc lam viéc.

1.bat van dé

Trong linh vurc nghién cttu hanh vi 8 chic, cic
nha quédn ly dugc khuyén nghi coi trong yé&u to
dong vién hay néi cdch khic 1a tao dong luc cho
ngudi lao dong bing cdc cach thitc khic nhau.
Nhiéu hoc thuyét quan tri theo trudng phdi tAm 1y
x4 hoi hoc dudc ng dung, nhu: Thuyé&t nhu ciu
clia A. Maslow, Thuyét hai nhan t§ ctia Herzberg,
Hoc thuyét X - Y ctia Douglas McGregor hay
Thuyétky vong ctia Victor Vroom... Hién nay, diéu
quan trong can phdi tinh dén cic yéu t& tim ly
trong hoat dong clia t& chiic, vi d6 1a nguyén nhan
din t6i nhitng van dé nhu cong viéc kém hiéu qua,
xung dot, khong hai 1ong, tdn thit 1gi nhuin,...
Ngoai ra, hi€u ro tdc dong clia cic y&u & tim ly
d&n moi trudng 1am viéc c¢é y nghia quan trong doi
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v6i t6 chifc va qud trinh ra quyét dinh, vi cdc gidi
phap d6i méi c6 thé dugc dp dung d€ quan ly tot
hon. Nam 1957, Leon Festinger dua ra thuy&t CDT
va gi6i thiéu & linh vuc tim ly xd hdi nhung dan
din né cling da trd thanh mot 1y thuyét duge nhic
dé&n nhiéu trong nghién cttu quan tri. Ly thuy&t nay
da khai m& nhitng con dudng mdi trong viéc tim
hi€u c4c hanh vi quan trong tai noi lam viéc.

Thuc t& tai mot tS chiic, ndi phitc hgp bdi nhiéu
cd nhan vdi nhan thic, gid tri khac nhau thi dé tat
cd moi ngudi cé cung suy nghi, cing hanh vi vi
cdc muc tiéu chung khong phdi 1a diéu dé dang.
Nhin chung, cdc nha quan 1y ludon gip thach thiic
phai dinh huéng hoic mong muén thay ddi hanh
vi cia nhan vién. Ching han nhu yéu cidu mot
nhém thuc hién mdt quy trinh mdi hay yéu ciu
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mdt cd nhan d&€n noi lam viéc ding gid. Chia khéa
dé thay ddi thanh cong va lau dai chinh 1a dong
luc. G Viet Nam, di 1y thuy&t ndy da dugc dé cap
tif 1au, nhung da s& 1y gidi vé hanh vi con ngudi tir
khia canh tdm 1y hoc va mot chit & linh vuyc ban
hang. Bai vi€t sé& ti€p cin cdc nghién cifu Gng
dung CDT trong linh vuc hanh vi t§ chic, nhim
tao dong luc cho ngudi lao dong, ting hi€u suit
lam viéc.

2. Ly thuyé&t bat hoa nhan thite

Theo Festinger (1957), khi m&t cd nhdn c6 hai
hoic nhiéu nhan thic trdi ngugc nhau, ho s& cdm
thdy mot trang thdi khé chiu - sy bat hoa - cho
dé&n khi ho c6 thé gidi quyét trang thdi ndy bing
cdch thay ddi nhin thic cia minh. Tinh trang bat
hoa nhén thic s€ xdy ra khi mot ngudi trdi qua
cing thing bdi hanh dong ctia ho mau thuin
hoic khong phit hgp véi cdc gid tri hodc niém tin
cuia ho.

Trong 1y thuy€t cia minh, Festinger da dinh
nghia nhan thic 13 bat ky bi€u hién tinh thin nao
clia con ngudi, tifc 12 nhan thifc bao gdm thai do,
niém tin hoic tri thitc vé hanh vi ca chinh minh.
Ong cho riing chinh trang thai khong thodi mai do
nhitng nhan thifc khac biét gdy ra sé thic diy cic
cd nhan tim cdch gidm thi€u mic do bat hoa ma
ho phdi trdi qua. Sy ba't hoa sé& dudc c6 ging gidm
thiéu bing cdch loai bé nhan thic bat hoa, thém
nhan thic hai hda méi hodc gidm tAm quan trong
clia nhan thifc bat hoa. Vi du, ndo ching ta c6 su
bat hoa trong viéc “in udng thodi mai nhitng mén
ngon yéu thich” va “t6i cAn gidm cin”. Lic nay,
chiing ta c6 thé 1am gidm thi€u sy bt hoa bing 3
cdch, d6 1a: toi chua phéi 1a qud thira cin (loai bd
nhin thitc bt hoa), toi c6 thé tap thé duc sau khi
an thi s€ khong ting can (thém nhén thic hai hoa
mdi), dn thodi mdi mot bita cling khong ting cin
thém ngay duoc (gidm tAm quan trong cda nhin
thitc bat hoa).

T6i ndm 1959, Festinger va Carlsmith da cong
b& mot thir nghiém ¢ dién va sém nhat vé CDT.
Céc hoc gid da cho 2 nhém ngudi thyc hién cung 1
cong viéc rit nham chdn, lap di lip lai radtldu. Sau

d6, ho dé nghi 2 nhém sé& néi cong viéc nay rat thi
vi dé€ thuyé&t phuc ngudi khac tham gia vao. Ho
khuy&n khich 13i néi doi 4y biing tién thudng. Mot
nhém hira duge thudng $1 va mot nhém duge $20.
Lic nay, 2 nhém sé& c6 cdch gidi quyét bat hoa
nhdn thic khac nhau. NguGi ta mong dgi nhém
$20, dugc tra nhiéu tién hon sé c6 ging néi doi tot
hon. Tuy nhién, nhém $1 da nd luc hon trong viéc
néi doi cong viéc rat vui va thd vi. Sau dé, ho
dugc yéu ciu cho biét c6 thuc sy cadm thdy cong
viéc thd vi thdt khong. Nhitng ngudi dudc hda
thudng $20 cho ring cong viéc rdt nham chén,
trong khi nhitng ngudi dudc thudng $1 tra 15i ring
ho thdy cong viéc qué thuc thi vi. Viéc gidi quyét
bat hoa nhan thitc giita 2 nhém dugc 1y gidi nhu
sau: Thdi do cia nhém $20 khong ddi, nhung vi
dugc hira thudng s6 tién di 16n khi€n ho thay d6i
hanh vi ($20 dd d€ bién minh cho hanh vi ngudc
v6i thdi do); Nhém $1 thi trong trang thdi bi bat
hoa nhén thifc cao hon, ho c6 thé da luyén tdp né
trong diu nhiéu hon, nghi ra nhiéu cdch dién dat
hon, néi mot cdch thuyé&t phuc hon,... nghia 1a $1
thi khong ddng dé néi doi, ho di cd ging thay ddi
quan diém clia minh va cho ring cong viéc khd
thd vi. Thi¥ nghiém nhim ki€m ching 2 din xuét
cda ly thuyé&t ndy dua ra vao nim 1957: (1) Néu
mdt ngudi bi thuyé&t phuc Iam hoic néi diéu gi d6
trdi ngudc vdi quan diém riéng clia minh, ngudi
d6 s& c6 khuynh huéng thay ddi quan di€m cia
minh d€ khi€n né phii hgp véi nhitng gi ban than
da lam hodc da néi; (2) Ap lyc dugc st dung dé
kich hoat hanh vi cong khai cang 16n (vugt qua
mtc t0i thi€u cin thi€t d€ kich hoat nd), thi
khuynh huéng néu trén sé& cang yéu di.

Hién nay, CDT da dudc nghién ctu trong
nhiéu linh vuc nhu gido duc, hanh vi t§ chifc,
marketing... Trong gi6i han bai vi€t nay, tdc gid
chi xem xét cdc nghién cttu tng dung CDT nhim
tao dong luc cho ngudi lao dong.

3. Quy trinh kich thich va giam bét sy bat
hoa nhén thiic

Céc nha qudn tri thudng xuyén tim cdch tao ra
sy thay ddi hiéu qud va lau dai giita cdc nhin
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vién. Khi c6 gdng thay ddi, mdi nha quén tri phai
xem xét diéu gi sé& thic ddy mot nhan vién cu thé
tai mot thdi di€m cu thé. P& tao ra sy thay ddi lau
dai, ngudi ta tin ring cin phdi thay ddi thdi do,
niém tin hodc gid tri. Sy bat hdoa vé nhin thifc
dugc coi 12 dong luc manh mé dé thay ddi (M.
Gruber, 2003).

Quy trinh 4 budc kich thich va gidm bét sy bat
hoa. (Hinh 1)

Hinh 1: Quy trinh 4 buéc

CDT cho ring cdc cd nhan thich sy nhit quin
trong nhan thitc va cdm thdy khé chiu khi ho bi
phd v& tinh nhat quan (Cooper, 2012). Khi & trong
hoan cidnh budc phai gidm bat hoa nhan thic, diéu
quan trong cin luu y 13 dé gidi quyét sy bat hoa
mot cdch hiéu qua, cac cd nhin phai tham gia vao
mot s& hinh thite gidm thi€u sy khac biét vé nhan
thitc. Tuy nhién, mot s& ngudi c6 thé khong gidi
quyét thanh cdng sy bat hdoa va ho vin § trang
thdi cdm xdc tiéu cyc. Cdc nha nghién cu quan
tri thudng vién din sy bat hoa dé mo ti nhitng
cam gidc tiéu cuc kéo dai (vi du, sy khong hai
long trong cong viéc). N&u chi riéng CDT thi
khong thé giai thich dugc nhitng trudng hgp trai
qua su bat hoa kéo dai va khong dudc gidi quyét.
Bing cich két hgp CDT véi cédc 1y thuyét khic,
cdc hoc gid c6 thé md rong ranh gidi va gidm bét
nhitng han ch& cda tirng 1y thuyé&t riéng 18
(Hinojosa et. al., 2017).

4. Mot so nghién ciu trén thé gidi xem xét
bat hoa nhan thite trong linh vuc quan tri

Moi ngudi cdm thdy thodi mdi v6i sy nhat
qudn va thich nhat qudn trong suy nghi, niém tin,
cam xuc, gid tri, thdi dd va hanh dong cia minh.
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(1) Sukhéc bigt (2) Subéthoa (3)Dong luc (4) Giam thidu
VB hanitie Trang thai cam Doéng luc xt ly SUkEcbict
Hai hay nhiéu » xuc tiéu cuc » théng tin va/hodc » Diéu chinh nhan
nhan thic hanh vi dé giam thiic dé giam su
xung dot bét hoa khac biét vé
nhan thic
o W, o J o J o W,

Khi c6 sy mau thuin, c4 nhan d6 s& cdm thdy mat
can bing hodc bat hoa. P& gidm bdt cdm gidc
mAt cAn biing ndy, cdc cd nhin c6 thé thay ddi
thdi do hodc hanh vi d€ 1ay lai cdm gidc nhat
qudn (Hinojosa et. al., 2017). Tu l4au, nhiéu
nghién cifu cho thay sy bat hdoa vé nhin thifc,
hay su khé chiu vé mit tim 1y c6 thé cén trd cdc
cd nhan ti€p thu ki€n thic mdi trong khi t&
chitc dang trdi qua giai doan chuyén d6i

Nguon: Hinojosa et. al. (2016)

(Dechawatanapaisal & Siengthai, 2006). Vin hda
td chidc va mitc @6 ba't hoa vé nhan thic déng vai
tro then chét trong viéc xdc dinh chi€n lugc hiéu
qua nhat d€ quan ly sy thay d6i trong mot tinh
hudng cu th€ (Burnes & James, 1995).

Dé dang thdy 4nh hudng tiéu cuc do bat hoa
nhén thiic gdy ra trong td chiic & viéc nhan vién c6
mic do hai long trong cong viéc thap, nhung vin
duy tri cong viéc cia minh. Nhin vién duara ly do
hgp 1y nhu cdng viéc it 4p lyc, ¢6 thé vé nha diing
gid, khong phai ting ca, bAu khong khi t6 chic
khong cing thing.. Ngoai ra, chiing ta con thiy
nhan vién c6 thé khong coi trong van dé ho c6 hai
long trong cong viéc hay khong. Piéu nay thé
hién n€u ho gidi quy€t bt hdoa nhin thifc bing
cach: “Toi khdng cin phdi thich cong viéc cla
minh, mién 12 né trd dudc cdc héa don; d6 1a diéu
quan trong”. Trén c¢o s§ CDT, nghién citu cla
Karanika-Murray et. al. (2017) dua ra gid thuyét:
mdi trudng tim ly t5t s& nang cao nhin thic vé
dic di€m cong viéc khi c6 su nhit quin giita
chiing va bu ddp cho nhan thitc vé nhitng bt cap
trong thi€t k&€ cong viéc khi ching khong nhit
quan. Nghién cttu thyc nghi€ém nay da xdc nhin
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nhitng phdng dodn nhu vy va mdi trudng tAm ly
1a mot y&u t6 bdi cdnh quan trong 4nh hudng dén
su hai long trong cdng viéc. Cac phat hién chiing
minh ring bau khong khi t& chic 1a y&u t§ diéu
ti€t ding k€ mdi quan hé giita yéu cau cong viéc
va su hai long trong cong viéc; ddng thdi cé thé
xem xét anh hudng ctia n6 dén céc két qua khac
cia nhan vién nhu cing thing trong cong viéc va
cam két v4i t8 chitc.

Sy bit hoa vé nhan thic d3 dudc nganh quin
tri 4p dung va st dung d€ gidi thich cdc van dé
khac nhau. Mot trong s6 d6 13 quan 1y sy thay ddi.
Trong bSi canh thay ddi clia t8 chiic, vi nhan vién
bi bao vy bdi nhiéu tinh hudng tao ra sy bat hoa
khdc nhau, diéu quan trong 1a phdi thu hit ho
tham gia vao cdc quyét dinh quan trong d€ ddm
bao thuc hién thay d6i mot cach an toan va hiéu
qua. Md hinh tu do lya chon cda 1y thuyét CDT
cho ring su bat hoa cé thé xdy ra sau khi mot
quy&t dinh doi hdi phai thay ddi thai do hoic hanh
vi hién tai dugc dua ra. Khi moi ngudi § trong tinh
th€ phéi 4p dung nhitng hanh vi mdi gy ra su bat
hoa, ho sé& chi chip nhin nhitng thay d6i hanh vi
néu ho tin ring ho ¢6 quyén tv do thay ddi hanh vi
ctia minh. N&u sy thay d6i bi ép budc, rat c6 thé
né s€ gip phai sy phan khang (Burnes & James,
1995). Trao quyén vé mit tim ly (y nghia, ning
luc, quyén tu chii va 4nh hudng) c6 tic dong dén
sy hai long trong nghé nghiép cda nhin vién
(Arogundade & Ayodeji, 2015). Theo Yan et. al.
(2020), mdi trudng tAim 1y cé tic dong dang ké
dé&n hiéu suat va phiic 1gi cda nhan vién.

Nghién cttu cia Tovmasyan (2023) nhian dinh
hiéu qua thuc hién cong viéc phu thudc vao nhiéu
yé&u t8. Trong d6, y&u td quan trong nhat 1a y&u to
tim ly. Tay theo tim ly va tinh cdch ctia mot
ngudi ma ngudi dé c6 thé hanh dong khic nhau
trong nhitng tinh huéng kh4c nhau. Cdc y&u to tim
1y ciing 4nh hudng dé€n viéc ra quyét dinh, dam
phén, giao ti€p,... Su bat hdoa vé nhan thiic cling c6
tdc dong dén viéc ra quyét dinh. Mdi con ngudi
déu c6 nhitng dic di€m taim 1y riéng, c6 ngudi boc
ddng, c6 ngudi trim tinh, c6 ngudi quyét dodn,...

Ngudi quin 1y va ngudi lao dong nén thuc hién
cdc budc d€ khic phuc nhitng thanh ki€n va su bat
hoa vé nhén thic, cling nhu quin 1y cdc yéu td
tam 1y d€ qua trinh 1am viéc c6 hiéu qua. Dya trén
k&t qua nghién cttu, mot s6 khuyé&n nghi duge dua
ra, d6 la: (1) S& dung cdc phuong phdp sing tao
trong viéc ra quy&t dinh nhém, ching han nhu 4p
dung phuong phiap ddng nao, dong ndo dong vai,
dong nido ngudgc, Starbursting, 6 chi€c mil tu duy,
lap so dd tu duy,...; (2) Phét trién k§ ning tu duy
phan bién va ddi mdi giita cac nha tuyén dung; (3)
Thyc hién cdc khéa dao tao nhim ning cao k¥
ning cdm xidc, phan tich, ra quy&t dinh va dam
phdn; (4) T6 chic dao tao d6i méi vé diac diém
tam ly, thanh ki€n nhin thic va CDT trong t&
chic @€ nhan vién nhan thic dudc va bi€t cich
khic phuc; (5) Piéu chinh cic chinh sach nhan su,
bao gdm cic bai ki€m tra tim 1y thich @#ng vdi sy
ddi méi trong quan Iy ngudn nhan lyc; diéu nay sé&
cho phép ddnh gid mdc d6 tim 1y cla nhan vién;
(6) Ap dung céc hinh thifc va phong cdch lanh dao
sdng tao, quan 1y dan chd,...

Theo Toro-Alvarez (2020), tic gid 1ap ludn
CDT thic dffy viéc tim ki€m su logic va mach lac
clia vdn dé nhu mot phuong tién dé thoat khdi sy
bat hoa. Mot s6 ham y dugc néu ra cho viéc phat
tri€n 1y thuy&t va cdc tng dung hitu ich trong quan
ly, thi€t k& va thay ddi t chitc. Nghién citu da ngu
y riang cdc nha quin ly nén nhan thic duge su
logic, mach lac thich hgp trong cdc khdi niém, két
luan va quyét dinh ctia ho d€ x4y dung hinh th4i t8
chifc logic. Ngoai ra, cidc nha qudn 1y ciing cin c6
cdc chién lugc phit hgp d€ moi ngudi tim ra va hi€u
dugc su logic, mach lac clia vin dé mong mudn.

Nhin chung, cidc nghién cttu dya theo CDT trén
th€ gigi da s6 nhin nhin nhitng rao cin tim ly bt
budc gap phdi ctia nhan vién va lanh dao trong céc
t6 chiic. Trong tuong lai, véi dic diém vin héa, boi
cdnh xa hdi Viét Nam, nhitng nghién ctu thuc
nghiém dya trén nén tding CDT va mot sd khia
canh lién quan khac chic chin s& dua ra nhitng
ham y quén tri hitu ich cho cdc doanh nghiép trong
nuéc, ciing nhu céc 8 chite da quoc gia.
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5.Kétluan

Nghién cttu CDT, hi€u rd quy luit hinh thanh
va gidi quy&t bat hoa clia nhin vién, cdc td chifc
c6 thé thyc hién cdc budc can thi€t va xdy dung
cdc chién luge ddi mdi va hiéu qua dé thanh cong.
Bén canh d6, cdc nha lanh dao ciing cin tao ra
mot moi trudng lam viéc tot dua trén sy hi€u biét
1in nhau va cdc mdi quan hé hgp tic 1am viéc
lanh manh.

Khi 1am viéc theo nhém, cin c6 su hgp tic dé
thyc hién cdc muc tiéu clia td chic. Vi vay, & diy
cAn phdi quin 1y con ngudi, trong d6 can c6 cic
phuong phip quin ly tim ly xd hoi. D€ thanh
cong, cac td chiic nén tinh dén dic diém tim ly
clia nhan vién d€ lanh dao ho mdt cach hiéu qua.
Duya trén nhitng ddnh gid vé tidc dong clia dic
diém tam 1y, nha quin ly c6 thé 4p dung céc

TAI LIEU THAM KHAO:

phuong phdp sdng tao trong viéc ra quyét dinh,
lam viéc nhém, gidi quyét xung dot va dam phén.
Giao ti€p tot, dam phdn hiéu qud, quyét dinh dua
trén dit liéu, hé thong thong tin mach lac va hop
tdc 1au dai 12 can thi€t cho moi td chic.

Trén thé gidi, nhiéu hoc gid da phan tich cling
nhu dua ra nhiéu mo hinh, dé xuat ly thuyét bd
sung cho CDT. CDT va tng dung tai Viét Nam
van con nhiéu khodng trong. Vi du, cdc chién luge
khdc nhau dugc st dung bdi cdc nha lanh dao ¢6
phong cdch chuyén ddi gitip cap dudi gidm bét sy
ba't hoa nhu thé nao? Lam thé nao dé cic cong ty
quan 1y su bat hoa theo nhém va chién lude ndo
c6 kha ning tot nhat d€ gidm thiu sy bat hoa cho
tirng bén lién quan? Chic chin, thdo ludn cla cdc
nha nghién cttu trong tuong lai s& hitu ich va dong
g6p ddng ké vao khoa hoc quan tri m
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ABSTRACT:

Research on cognitive dissonance theory and its application in the fields of human resource
management and organizational behavior have long been of interest to scholars around the
world. Understanding the impact of psychological factors on the working environment is very
important for organizations and the decision-making process of managers. This study explored
some typical research results in the world in the field of management and issues related to
people in organizations. Recognizing the contribution of cognitive dissonance theory to the
development of knowledge in this field, the study is expected to arouse more and deeper interest
from Vietnamese researchers in the future.
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