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TOM TAT:

Bai viét nghién cttu cdc nhan 8 4nh hudng dé€n chat lugng huéng dan vién (HDV) du lich clia
cdc doanh nghiép (DN) lit hanh trén dia ban Ha Noi. K&t qud nghién citu cho thiy, c6 6 nhan t6 4nh
hudng tich cuc d@&n chat lugng HDV du lich ctia cdc DN 1it hanh bao gdm: Tuyén dung HDV du lich;
B6 tri va st dung HDV du lich; Pao tao nghé nghiép; Panh gia k&t qua thuc hién cdng viéc; Moi
truong va diéu kién lam viéc; Thi lao va dai ngd. Trén cd s& d6, tic gia dé xuit mot vai gdi y dé
nang cao chat lugng HDV du lich ctia cic DN 1it hanh trén dia ban Ha N9i trong thdi gian t6i.

T khoa: huéng din vién du lich, nAng cao chat lugng, DN Iif hanh.

1. Co s 1y thuyé&t vé huéng din vién du lich

Theo PGS.TS. Pinh Trung Kién (2000), HDV
du lich 12 ngudi thuc hién huéng dan khach du lich
trong cdc chuy&én tham quan du lich hay tai cdc
di€m du lich nhim ddp wng nhu ciu dudc thda
thuan ctia khdch trong thdi gian nhat dinh va thay
mit t& chiic kinh doanh du lich gidi quyét nhitng
phat sinh trong chuyén du lich véi pham vi va kha
ndng ctia minh.

Theo Piéu 3, Chuong 1, Luit Du lich 2017 quy
dinh HDV du lich 13 ngudi dugc ciAp thé dé€ hanh
nghé huéng din. “HDV du lich la nguoi thic hién
hudng dén khdch du lich trong cdc chuyén thdam
quan du lich hay tai cdc diém du lich nhdm ddp ting
nhitng nhu cdu dugc théa thudn ciia khdch trong
thoi gian nhdt dinh va thay mdt t6 chitc kinh doanh
du lich gidi quyét nhitng phdt sinh trong chuyén du
lich vdi pham vi va khd ndng ciia minh, dong thoi
dugc cdc co quan lién quan cong nhdn”.

Nghién cifu vé cdc nhan t6 4nh hudng d&n chat
lugng nhan lyc trong cac DN, chdt lugng nhan luc
du lich bao gdm:

Pham Thi Hién (2018) da chi ra 5 nhan t6 c6
dnh hudng d&€n chat lugng ngudn nhin lyc trong
cdc DN Dugc pham Thanh Héa, bao gdm: Cong
tac tuyén dung; st dung lao dong; tién luong, tién
thudng; ch& do, chinh sich; dio tao, bdi dudng.

Pham Cao T6 (2017) chi ra 9 y&u t6 dnh hudng
dé&n chi't lugng ngudn nhan lyc du lich thanh phd
Viing Tau bao gdm: Tuyén dung lao dong; Pao
tao nghé nghiép; Vai trdo clia bo phin nhin su;
Mbi trudng 1am viéc; Quyén 1gi va ché do clia
ngudilao dong; Van héa DN; Thi trudng lao dong;
Hoi nhip qudc t€ vé lao dong va Vai trd clia cdc
cd s dao tao du lich tai dia phuong.

Nguyén Thi Ngoc Nga, Lé Thi Phugng Lién
(2020) da chi ra 7 y&u t6 4nh hudng dé€n chat
lugng nhan Iyc du lich trén dia ban Thanh phd
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HO Chi Minh, bao gém: Chinh sich cia dia
phuong; Su hgp tic clia cd s6 dao tao; Quyén 1gi
ctia ngudi lao ddong; Moi truong lam viéc; Pao tao
nghé; Pdnh gid cong viéc; Tuyén dung lao dong.
C6 nhiéu y&u t& 4nh hudng d&€n chdt lugng
HDV du lich ctia DN 1t hanh, gdm cédc y&u t& bén
trong cling nhu cdc y€u td bén ngoai. Tuy nhién,
tily theo bdi cdnh va thdi di€m ciing nhu dic thu
ctia mdi don vi, t6 chiic ma cdc nhan t& c6 thé thay
ddi mitc do tic dong. Trong pham vi nghién citu

ndy, tdc gia chi dé ciAp d&€n nhitng nhin td nhan t&

gdn v6i dic thi clia cdc DN 1it hanh Ha Ni trong
bdi canh hién nay.

2. Phuong phap nghién ciu

2.1. Gid thuyét va mé hinh nghién ciiu

- Gi4 thuyé&t H1: Tuyén dung HDV du lich c6
dnh hudng tich cuc d&€n cha't lugng HDV du lich.

- Gia thuy€&t H2: B6 tri va sit dung HDV c6 dnh
hudng tich cuc d€n chi't lugng HDV du lich.

- Gia thuyé&t H3: Giid thuyét Pio tao nghé
nghiép c6 dnh hudng tich cuc d&€n chat lvgng HDV
du lich.

- Gia thuy&t H4: Bédnh gia k€t qud cong viéc c6
4nh hudng tich cuc d&€n cha't lugng HDV du lich.

- Gia thuy&t H5: Moi trudng va diéu kién lam
viéc c6 dnh hudng tich cuc dén chat lugng HDV
du lich.

- Gia thuy€&t H6: Thu lao va dii ngd cho HDV
du lich ¢6 4nh hudng tich cuvc dén chat lugng HDV
du lich.

Vi cdc gid thuyét trén day, tdc gid dé xudt mo
hinh nghién ctu nhu sau: (Hinh 1)

Hinh 1: Mé hinh nghién ciu
Tuyén dung HDVDL

]—H1+
]—H2+
]—H3+

B& tri va st dung HDVDL

\

viéndulich
Banh gia két qua thuc hién cong viéc ]— H4 + v/ ctiaDN
I& hanh

Mai trudng va diéu kién lam viéc

[
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( Pao tao nghé nghiep
[

[

( Thirlao va dai ngo

Nguoén: DBé xudt ciia tdc gid
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Chatlugng
hudng dan

2.2. Phuong phdp nghién ctiiu

D¢ thu thap dif liéu phuc vu cho nghién citu,
tdc gid da luwa chon miu diéu tra 12 nha quén tri
cda cdc DN lit hanh trén dia ban Ha Noi. Vé kich
thudc miu, s6 lugng phi€u khio sdt dudc phat ra
1a 220 phi€u khdo sit. Tdc gid chon thang do
Likert 5 mic do: tr 1 di€m - th€ hién mic do
kém/rdt khong dnh hudng/ra't khdng cin thiét cho
dén 5 diém - thé hién mic do rat tot/rdt anh
hudng/ra't cin thiét.

Phuong phdp xu ly dit liéu: Nghién ctu st
dung phan mém dinh lugng SPSS, st dung hé s&
Cronbach’s Alpha d€ ddnh gid dd tin cdy clia
thang do, phan tich nhian & khim pha (EFA) dé
ki€m dinh gia thuyét.

3. K&t qua nghién ciru

3.1. Kiém dinh thang do

Céc thang do c6 hé s6 Cronbach’s Alpha déu
trén 0,6, hé s6 tuong quan bién tdng >0,5 cho thdy
cdc thang do ddm bdo tinh tin cdy va phu hgp.
(Béng 1)

3.2. Phén tich nhén to' khdm phd (EFA)

Sau khi cdc thanh phan thang do clia cdc nhan
t0 dugc ddnh gid so bo, do tin ciy bing hé s6
Cronbach’s Alpha, cdc bi€n vé cd bdn déu dat
yéu cau. Ti€p theo, tdc gid sit dung phuong phap
EFA v6i phép trich nhan td Principal Component
Factoring, phép quay Varimax ddi véi tirng nhan
t0 va tip hgp cdc nhin td dia dudc ki€m dinh
thang do.

K&t qua phan tich EFA tirng nhin t& (6 nhan
t6) cho thay cdc hé s6 KMO va gid tri ki€m dinh
Bartlett déu c6 ¥ nghia.

D6i véi phan tich EFA tap hgp céc
nhan t&, véi hé s6 KMO = 0,919 >0,5
khd cao cho thdy phan tich nhan t& 1a
phit hop véi tap dit lieu, gid tri ki€m
dinh Bartlett c6 y nghia (Sig = 0,000 <
0,05), cdc nhém nhan t& dugc trich véi
tdng phuong sai trich 75,017% > 50%.

3.3. Két qud kiém dinh cdc gid thuyét
nghién ciiu

K&t qua ki€m dinh cho thdy, cdc hé
s6 hdi quy chudn héa déu >0 va p<0,05,
nhu viy tit cd cdc gid thuyé&t déu dudc
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Bdng 1. K&t qud ki€m dinh su tin cdy céc thang do

Bién Hé s tuong Cronbach’s Alpha Bién Hé s6'tuang Cronbach’s Alpha
quan sat quan bién tong néu loai bién quan sat quan bién téng néu loai bién

Tuyén dung HDV du lich (Cronbach’s Alpha = 0,904) TLDN4 ,693 ,862
TD1 ,708 ,904 TLDN5 ,612 ,882
TD2 ,805 ,868 Danh gia két qua cong viéc (Cronbach’s Alpha = 0,907)
TD3 ,842 ,856 DG1 ,756 ,892
TD4 ,790 874 DG2 ,847 ,860
Dao tao nghé nghiép (Cronbach’s Alpha = 0,884) DG3 ,823 ,868

DT1 ,693 ,865 DG4 ,738 ,899
DT2 ,653 874 Méi truong va diéu kién lam viéc (Cronbach’s Alpha = 0,907)
DT3 ,790 ,842 MK1 719 ,896
DT4 ,695 ,865 MK2 749 ,890
DT5 77 ,845 MK3 ,822 874
Bé6'tri, sttdung HDV du lich (Cronbach’s Alpha=0,774) | MK4 ,763 ,887

BS1 ,630 674 MK5 778 ,883
BS2 ,538 74 Chét lugng HDV du Iich (Cronbach’s Alpha = 0,941)
BS3 ,665 ,632 CL1 ,854 ,925
Tha lao va dai ngé (Cronbach’s Alpha = 0,882) CL2 ,842 ,927
TLDN1 767 ,844 CL3 817 ,931
TLDN2 744 ,850 CL4 ,863 ,923
TLDN3 178 ,842 CL5 ,825 ,930

ing ho bdi k€t qua nghién cttu. (Bing 2)
4. Thao luian két qua nghién citu
Qua tdng hdp diém ddnh gia cla cic

nhin t8 trong md hinh cho thdy, nhan t&

Piao tao nghé nghiép cho HDV du lich

dugc ddnh gid cao nhi't chitng td viéc dao

tao nghé nghiép dudc cac DN it hanh coi
trong. Y€u t6 ddnh gid thap nhatla bo tri
va sit dung HDV. Nguyén do tinh chit
mua vu ctia du lich, nhiéu DN lit hanh st
dung cd nhitng HDV méi vao nghé va
nhitng HDV cdng tdc méi, nén viéc bo tri
va st dung doi khi chua phan dnh ding
chat lugng cia HDV du lich (Bang 3).

Nguén: Két qud phan tich SPSS

BAng 2. Bang tém tdt két qué ki€ém dinh gid thuyét
trong mé hinh nghién cliu cdc yéu 6 &dnh hudng dén
chéit lugng HDV du lich cGia cac DN It hénh trén dia

bdn Ha Noi
Giathuyst | Heé sdbetachuanhéa Két qua kiém dinh
H1 0,247 Chap nhan
H2 0,083 Ch&p nhan
H3 0,252 Ch&p nhan
H4 0,161 Chap nhan
HS 0,127 Chap nhan
H6 0,261 Chap nhan

A . . ’ .
Nguon: Kiem dinh ciia tdc gia
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Bdng 3. Piém trung binh cdc thang do

STT Thang do trui:::;egilnh
1| Tuyéndung HDV dulich 3,41
2 | Bétrivasldung HDV 2,73
3 | Danhgiakét qua cong viéc 342
4 | Daotao nghé nghiép 3,49
5 Mai trudng va diéu kién lam viéc 3,07
6 Thu lao va dai ngd cho HDV du lich 3,46

Nguén: Tdc gid khdo sdt

5. Mot so gidi phap

Téc gid dé xuat mot s6 gidi phap nhim cai
thién tdc dong clia cdc y&u t& dén chat lugng HDV
du lich ctia cdc DN 1it hanh trén dia ban Ha Noi
nhu sau:

Thit nhdt, hoan thién chinh sdch trd thu lao, dai
ngd, khen thudng ctia DN 1& hanh. Ngoai viéc
thudng vao cdc ngay 1&, t€t, DN ¢6 thé st dung
hinh thiic mua bdo hi€m tai nan trong va ngoai
nudc cho cdng tac vién sudt 1 nam. C6 nhu vay thi
mdi c6 thé thu hit ho vé véi DN.

Thit hai, hoan thién cong tdc bd tri va sit dung
HDV du lich. B& tri va st dung HDV du lich theo
chuyén mon cla tirng cd4 nhan nhim ddm bio mdi
HDV du lich thdy hitng thd khi thuc hién cong
viéc ding chuyén mon. Mot HDV du lich thutng

TAILIEU THAM KHAO:

¢6 ning luc trén nhiéu linh vyc khic nhau va c6
thé tham gia vao nhiéu cong viéc khic nhau. Tuy
nhién, nha quan tri cin st dung phuong phap phan
tich danh gid dé€ xem xét linh virc chuyén mon nao
cta HDV du lich ndi trdi va ¢ ich nhit cho t8
chitc. Tir d6 bé tri, st dung HDV du lich vao cédc
cong viéc ma ho c6 chuyén mon gidi nhit va cé
thé dem lai hiéu qua nhat cho DN. B& tri va sit
dung HDV du lich can chuyén sau chit khong can
s6 lugng nhiéu. DN nén han ché& viéc kiém chiic,
ki€m nhiém.

Thit ba, tao moi trudng va dicu kién 1am viéc
t6t cho HDV du lich. Cu thé 1a:

- Pdm béo sitc khée cho HDV du lich. Sic
khée cia HDV du lich phdi dugc ddm béo trong
qué trinh 1am viéc, day 1a y&u t6 dnh hudng truc
ti€p va tdc dong rat 16n d&€n chat lugng lam viéc.
Hang ndm, DN cin t§ chitc khim stc khde dinh
ky cho ddi ngii HDV du lich, t§ chic cic hoat
dong thé duc, thé thao lanh manh giip HDV du
lich nang cao thé luc.

- Cdi thién moi trudng lam viéc. Moi trudng
lam viéc tot cling phai 1a ndi tao dugc sy doan két,
gin b6 cia HDV du lich véi DN. DN cin phii tao
ra moi trudng lam viéc lanh manh, ton trong 14n
nhau. Khi 1am viéc cling nhu khi két thic cong
viéc, HDV du lich phdi ludn cdm thdy vui vé,
thodi mai va c¢6 cdm gidc ban thAn minh 1a mdt
phan ctia DN va ludn mong dudc cong hi€n cho sur
phét trién cia DN m
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ABSTRACT:

This study examines the factors affecting the quality of tour guides working for travel
agencies in Hanoi. The study finds out that there are six factors positively affecting the quality of
tour guides, including: the tour guide recruitment, the staffing arrangement, the professional
training, the evaluation of work performance, the working environment and conditions, the
salary and compensation. Based on the study’s findings, some suggestions are made to improve
the quality of tour guides working for travel agencies in Hanoi in the coming time.

Keywords: tour guide, quality improvement, travel agency.
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