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TOM TAT:

Hoan thién chinh sich phat trién nhan lyc trong cic khdch san nhiim muc tiéu ning cao hon nita

chat lugng dich vu dugc cung cip t6i khach hang va hiéu qud kinh doanh ctia doanh nghiép. Dya trén
cic két qua khdo sét thuc tién tai chudi khdch san cia Tap doan Wyndham Hotel Group tai Viét
Nam, tic gid dua ra mot s6 dé xuat ham y gidi phap, nhiim hoan thién chinh sach phat trién nhan luc

cta Tap doan Wyndham Hotel Group tai Viét Nam trong thdi gian tGi.
Tt khéa: phét trién nhan luc, chinh sdch nhan luc, chudi khich san.

1. Cos6 1y luan

1.1. Chuéi khdch san

0 Viét Nam, khdi niém vé chudi khach san chua
dudc cdc nha khoa hoc dua ra mét cich cu thé. Do
d6, sau khi da tim hiéu va nghién ctfu c4c tai li¢u da
dé cap t6i khai niém chudi khich san ciia cic
nghién cttu nu6c ngoai, tic gid nhan thay khdi niém
cia nhém Maya Ivanova, Stanislav Ivanov,
Vincent P. Magnin dd khai quat dudc tit ca cdc
khdi niém, y tuéng, nhian dinh truSc d6 vé chudi
khiach san. Theo d6: “Chudi khiach san 13 mot
nhém khich san, hodc bat k¥ co s luu tri ndo, c6
chung mot thuong hiéu, thyc hién chic ning quan
ly tAp trung, nhim dat dudc vi tri thi trudng 6t hon
va cai thién hiéu suit cla tit cd cic khach san co
s8. C4c chudi khach san st dung c4c hinh thitc kinh
doanh nhugng quyén hodc quan 1y truc tiép dé ting
trudng chung va hoat dong & cAp dia phuong, khu
vic, quoc gia hoic quoc t&.” Khai niém trén da dua
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ra dugc dinh nghia vé chudi khich san véi day dd
cdc ndi dung bao gébm: chifc ning, muc tiéu, di€m
manh, hinh thic kinh doanh, loai hinh kinh doanh
luu trd ctia chudi khach san.

1.2. Nhén luc trong chubi khdch san

Khdi niém nhan luc chudi khdch san dugc hiéu
nhu sau: Nhan luc chudi khdch san 1 toan bd ngudi
lao dong clia cic khich san co s& thudc chudi khach
san, gép suc luc, tri luc va siic manh cta tim 1y, dao
dtic va thdi do nhim tao ra sin phdm dich vu cung
cAp t6i khach hang, thyc hién nhitng muc tiéu
chung clia cdc khdch san co s& néi riéng va chudi
khéich san néi chung.

2. Thyc trang chinh sach phat trién nhan lyc
chudi khiach san Tap doan Wyndham Hotel
Group tai Viét Nam

2.1. Vé chinh sdch tuyén dung nhén luc

- Quy dinh vé ngudn tuyén dung nhan luc s6
51683/HSV15 (nim 2015): tap trung chli yéu vao
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nguodn tuyén dung bén ngoai. Quy dinh vé& ngudn
tuyén dung trong giai doan nay uu tién ddm bdo s&
lugng nhan Iyc cho khich san co sé dé van hanh
cung trng dich vu trong thdi ki dau hoat dong.

Quy dinh vé ngudn tuyén dung nhin luc s&
51683/AHSA20 (nim 2020): do chudi c¢6 thém 6
khich san di vao hoat dong, quy dinh vé ngudn
tuyén dung bd sung thém ngudn tuyén dung bén
trong chudi khach san.

Theo két qui khdo sit thuc t&, chinh sich vé
ngudn tuyén dung chi dat diém trung binh 3.41.
Mot s§ y ki€n cho riing chudi khich san cin tao
dung hinh 4nh lién két giita cdac khach san trong
chudi trén tit ca cac ngudn tuyén dung.

- Quy dinh truyén thong tuyén dung nhan lyc s&
51683/HMV15, nim 2015: chudi khdch san Tap
doan dp dung quy dinh truyén thong tuyén dung
nhan lyc gidi han pham vi tai khach san cd s3. V&
truyén thdng dai ching, chudi chua cé quy dinh vé
truyén thong tuyén dung nhan lyc pham vi lién két
khach san thudc chudi.

Qua khdo sat thyc t&, quy dinh vé truyén thong
tuyén dung nhan lyc dugc danh gia mic kém 2.57.
Cic y kién cho riing chinh s4ch truyén thong tuyén
dung nhan lyc chua c6 su lién két giita cdc khach
san trong chudi, do d6 nhan lyc khdng nim bit

dugc cac co hoi viéc 1am trén toan chudi khach san.

- Quy dinh vé sang loc, lva chon nhén luc s&
51683/HRV15,nam 2015:

Quy dinh vé tiéu chuin tuyén dung: d6i vé6i cac
cap bac, vi tri cong viéc khic nhau, cdc quy dinh,
tiéu chi 4p dung s& khéac nhau. Vi cac vi tri quan
ly, trudng bd phan quy dinh s& nim kinh nghiém t5i
thi€u tai vi trf tuong duong (1-5 nim).

Quy dinh vé quy trinh tuyén dung nhén lyc: sau
khi xem xét hd so tng vién, tdi da 5 ngay, khiach
san ti€n hanh lién hé va hen lich phdng van ting
vién. Ung vién dugc phdng van véi trudng bd phin
nhin sy, sau d6 1a trudng bd phan nhan luc truc
thudc. Sau khi phdng van, trudéng bo phan dua ra
quyé&t dinh tuyén dung.

Qua k&t qua khao sit thuc t& (Biéu db 1), quy
dinh vé tiéu chuin tuyén dung dugc ddnh gia tot,
diém trung binh 4.05 diém. Trong d6, 25.97% nhan
luc dénh gia t6t va 16.12% danh gid rat tot. Quy
dinh quy trinh tuyén dung dudc sy danh gia kha
cao, diém trung binh la 4.14, trong d6 33.7% danh
gid tot va 42.4% d4nh gid rat tot.

2.2. Vé chinh sdch bé'tri va sit dung nhén luc

- Quy dinh vé bd tri va st dung nhin luc ngin
han:

Quy dinh s& 51683/HRASI5 nim 2015 va

Bi€u dé 1: Két qud khdo sat vé quy dinh tiéu chudn tuyén dung

va quy dinh quy trinh tuyén dung

= Rét kém = Kém = Trung binh = Tét = Rat t6t
Keét qua khao sat vé quy dinh
tiéu chuan tuyén dung

= Rat kém = Kém = Trung binh = T6t = Rat t6t
Két qui khao sat vé quy dinh
quy trinh tuyén dung

Nguodn: Két qud khdo st thuc t&
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51683/HRAS-U17 nim 2017 quy dinh vé bd tri va
st dung nhin lyc trong ngin han, gdm: quy dinh,
cin ci 1ap k& hoach bd tri va st dung nhan luc
mua cao diém, thip di€m; quy dinh, nguyén tic
sdp x&p vi tri cong viéc; quy dinh vé bd tri lam
viéc nhém,... DSi v6i nhan lyc thdi vu: nguyén tic
bd tri st dung nhan luc thdi vu, quy dinh st dung
nhan luc thdi vu,,..

Qua kh3o sit thuc t&, chinh sdch bd tri vi tri
phit hop vdi ning luc nhan luc dat 4.11 diém,
trong d6 51.34% danh gid t6t va 32.54% danh gia
rit tot. Tuy nhién, k&t qua ghi nhan mitc diém
trung binh 3.22 v& ddm bio cong viéc khong qud
tdi mua cao di€m. Nhan luc tai cdc khich san xa
trung tdm (Wyndham Grand Flamingo Cat Ba
Resort, Wyndham Sky Lake Resort and Villas,
Wyndham Grand KN Paradise Cam Ranh) cho
bi€t mot s8 vi tri phdi kiém nhiém nhu quan ly dit
phong tryc tuyén, quan ly doanh thu,.. din dén
cong viéc qué tdi. Chinh sdch bd tri va st dung
nhin vién thdi vu va hgp ddng ngin han dugc

92,

danh gid ¢ mdc do trung binh 3.44. Trong do,
7.76% danh gia mdc kém va 45.97% danh gid
mifc trung binh. (Bi€u d6 2)

Chinh sach cit gidm nhan lyc do dai dich Covid-
19 dugc danh gid mitc do kém, 2.87 diém, trong d6
8.06% miic do rat kém, 27.16% mitc do kém. Mot
bd phan I16n nhan lyc cho ring chinh sdch 4p dung
chua thong nhat. Cu thé, khich san Wyndham
Grand KN Paradise Cam Ranh, Wyndham Grand
Flamingo Cat Ba Resort, Wyndham Grand
Flamingo Dai Lai Resort cdt gidm nhan luc 50%
trén toan khach san, 5 ¢o sG con lai giit lai b phan
van hanh 70% nhan luc, cic bd phan khac gitr lai
30% nhan luc.

- Quy dinh vé bd tri va st dung nhan lyc dai han:

Chudi khich san 4p dung quy dinh s§
51683/HRALI1S (nim 2015) vé bd tri va st dung
nhan lyc dai han: nguyén tic, cin ctf xdy dung k&
hoach nhan Iyc dai han, nguyén tic trong viéc bo tri
va str dung nhan lyc dai han chudi khach san.

Véi sy dnh hudng cla dai dich Covid-19, chudi

Bi€u db 2: Két qud khdo sat vé chinh sach bé tri va st dung nhdn luc ngdn han chudi
khach san Tép doan Wyndham Hotel Group tai Viét Nam

0.90%
ERitkém ®Kém ®Trungbinh = Tot WRAt tot
Trong do:

CSBT1: Chinh sdch bd tri vj tri céng tac phl hgp vdi ndng Iuc cla nhdn luc
CSBT2: Chinh sdch ddm bdo bd tri céng viéc khéng qua téi mia cao diém
CSBT3: Quy dinh bd tri va s& dung nhdn vién thdi vu, hgp déng ngdn han
CSBT4: Quy dinh vé bd tri va st dung nhdn luc do dnh hudng dai dich Covid-19
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Nguon: Két qud khdo st thuc t&
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khach san thuc hién quy dinh s& 51683/HRCC-20
bao gbm nguyén tic duy tri va st dung cdc nhan luc
c6 kinh nghiém, trinh dd chuyén mon, k¥ ning tot
tai tdt ca cdc cAp bac, chudn bi sdn sang cho viéc trd
lai hoat dong binh thudng cua thi trudng.

Theo két qua phdng van siu cdc quén ly, quy
dinh vé& bd tri va st dung nhan luc dai han dugc
ddnh gia 1a tuong ddi hgp 1y, c6 tinh cap nhat véi thi
trudng.

- Quy dinh vé luan chuyén nhan lyc trong chudi
khéch san s6 51683/HRTI-19, nim 2019 bao gdm
quy dinh vé diéu kién nhan lyc duge phép luian
chuyén va quy dinh quy trinh thyc hién luin
chuyén. K&t qua khao sit thuc t& cho thdy nhan luc
d4nh gid kh4 cao vé chinh sach v6i mitc di€ém trung
binh 1a 4.32.

2.3. Vé chinh sdich dao tao va phdt trién
nhén luc

- Quy dinh vé hinh thitc, phuong phdp dao
tao nhan lvc: chudi khdch san d4p dung Quy dinh
s6 51683/HRPT-15 (nim 2015) vé d6i tugng ap
dung hinh thidc dao tao va phudng phap thuc hién
daotao.

Chudi khach san thuc hién quy dinh vé 2 phuong
phdp dao tao chinh: dao tao trong cong viéc: kém

cip, huéng din tai chd; luan phién thay d6i cong
viéc va tap su; dao tao ngoai cong viéc: chuong
trinh hoi thdo, dao tao ngidn ngay, glri nhan luc t6i
céc trudng chinh quy. Qua khéo sit thuc t€, nhan
lyc danh gid noi dung nay véi diém trung binh 4.13,
mifc do t5t. Noi dung vé quy dinh d6i tugng dp dung
hinh thiic dao tao ctia chudi khach san ciing dudc
d4nh gid mic do tot, dat4.14 diém trung binh.

- Quy dinh vé ndi dung dao tao, d6i tugng thuc
hién dao tao nhan luc:

Chudi khdch san Tap doan Wyndham Hotel
Group tai Viét Nam 4p dung Quy dinh sO
51683/HRCT-15 (nim 2015) va Quy dinh so
51683/HRCT-19 (nim 2019) vé ndi dung dio tao.
Trong d6, tap trung dao tao vin héa tdp doan va ky
ning nghé. Sau d6, dao tao k§ ning mém, nhu: k§
ning giao ti€p, k¥ ning lam viéc nhém,... dugc bd
sung va dp dung.

Bén canh d6, chudi khiach san d4p dung Quy
dinh s§ 51683/HRIC-15 (ndm 2015) va Quy dinh
s6 51683/HRICU-19 (nim 2019) vé ddi tugng
thyc hién dao tao (Biéu d6 3). Pai tugng thuc hién
dao tao 12 cdc quan ly cap cao tai chudi khdch
san, chuyén gia cia Tadp doan Wyndham Hotel
Group. Quy dinh vé d6i tugng thuc hién dio tao

Biéu dé 3: Két qud khdo sat quy dinh ndi dung va déi tuigng thuc hién déao tao nhén Iuc chudi
khach san Tap doan Wyndham Hotel Group ftai Viét Nam

60.00% 54.93%
0,
50.00% 42.99%
40.00% 35.82%
E 0,
30.00% TR
20.00% 15.22% 13 7304
9.25%
10.00% 1.78% .
0.00% 0.00% -
0.00% =
. 1 . 2,
mRat kém = Kém ¥ Trung Binh Tot B Rat tot
Trong do:  QPPTI: Quy dinh vé ndi dung dao tgao

QPBT2: Quy dinh vé ddi tugng thuc hién

Nguoén: Két qud khdo sdt thuc t&
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mé rong va bd sung thém ddi tugng 13 cdc chuyén
gia trong nganh, cdc gido vién/dao tao vién tai
cdc td chiic gido duc.

Qua kh3o sit thuc t€ (Biéu db 3), quy dinh ddi
tuong thuc hién dao tao dugc ddnh gid 4.27, mdc do
tot, khong c6 phi€u dinh gid mic do kém, chi
9.25% déanh gid mudc trung binh. Tuy nhién, quy
dinh ndi dung dao tao chi dugc dinh gid & miic
trung binh 3.1, trong d6 23.28% danh gid kém do
céc y ki€n cho riing noi dung dao tao dang cung cap
kién thtc co ban, chua thiét thuc. Tai 2 khach san
Wyndham Garden Hanoi va Wyndham Grand
Flamingo Cat Ba Resort chua ¢6 ndi dung dao tao
ngoaingi.

- Quy dinh vé phén b8, st dung chi phi dio tao
va phat trién nhan luc: chudi khich san 4p dung
Quy dinh s6 51683/HRCT-15 nim 2015 vé phan
b8, st dung chi phi dio tao: cin ci, nguyén tic
trong xay dung k& hoach phan b3 sit dung chi phi
dao tao; quy dinh st dung chi phi dao tao va phat
tri€én nhan luc theo tinh mua vu.

Qua khdo sat thyc t€ can b nhan vién, quy dinh
vé phan b8, st dung chi phi dao tao va phat trién
nhén lyc con chua hgp 1y, nhiéu ¥ ki€n cho ring
mtic chi phi con qué thap, do d6, k&t qua khdo sit
ndi dung nay chi dat 3.07, mic do trung binh.

- Quy dinh s& 51683/MHER-15, nim 2015 vé
dao tao va phét trién tdng quan ly khich san va
quan 1y cip cao tai chudi: quy dinh vé hinh thic dao
tao riéng biét danh cho quan 1y cAp cao nhu clr dén
cac khach san thudc chudi tai nudc ngoai tip su,
dao tao truc tuyé€n v6i quan ly cAp cao; quy dinh vé
ndi dung dio tao va phat trién nhan luc: k§ ning
quan ly van hanh, k§ ning quan ly doanh thu,... Qua
phéng van siu, cdc quin 1y dinh gid cao vé quy
dinh dao tao va phat trién cac vi tri quan 1y cap cao,
céc quy dinh tao dugc dong luc cho cdc quéan 1y, tir
do6, gitp cdc quan 1y xdc dinh dugc muc tiéu phian
d&u clia ban than trong cong viéc.

2.4. Vé chinh sdch dai ngp nhan luc

- Chinh sich dii ngd tai chinh nhan luc s&
51683/HRTF-15, nim 2015 quy dinh cdn ct,
nguyén tic xay dung quy luong; quy dinh ch& do
tién luong nhu 4p dung thang luong theo hé s& cAp
bac cong viéc (cAp 1 dén cap 10), tudn thl cédc
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nghi dinh cia Nha nuéc vé mitc luong t8i thiu
viing (Nghi dinh s& 145/2020/NP-CP ban hanh
ngay 14/12/2020); quy dinh, nguyén tic vé phan
b tién luong,...

Bén canh d6, chudi khich san cia Tap doan
Wyndham Hotel Group tai Viét Nam dp dung
chinh sich bdo hiém, tién thudng, phu cip theo
Quy dinh s6 51683/HRI-15, nim 2015: quy dinh
vé thudng phi dich vu (service charge), thudng
hoan thanh chi tiéu, ch& d6 bio hi€m, phu cap:
phu cip trach nhiém, phu cdp cong viéc nguy
hi€m...; cdc quy dinh vé phu cip phic lgi: qua,
tién thudng nhan dip 1€ t&t,...

Qua kh3o sét, quy dinh vé& phan bd tién luong
dat 4.05 diém, mic do tot. Tuy nhién, chinh sdch
phu cip dat mic kém 2.8 diém. Céc y ki€n cho
ring céc vi tri ddc tht nhu bép, k§ thuat chua ¢
muc ddi ngd canh tranh. Mic phu cip tai 3 khach
san xa trung tim (Wyndham Grand KN Paradise
Cam Ranh, Wyndham Sky Lake Resort and Villa,
Wyndham Grand Flamingo Cat Ba Resort) chua
hap dan.

- Chinh sach ddi ngd phi tai chinh nhan lyc s6
51683/HRTB-15 nim 2015 quy dinh vé dai ngod phi
tai chinh nhan lyc thong qua mdi trudng lam viéc
va qua cong viéc; quy dinh, nguyén tic trong xay
dung chinh sach dai ngd phi tai chinh dya trén cac
yé&u t: tinh hinh kinh doanh, thuc trang ddi ngii
nhan lyc tai khach san...

Qua khdo st thuc t&, chinh sach dii ngd phi tai
chinh dugc danh gi4 tuong doi tot: chinh sach dai
ngo phi tai chinh thong qua moi trudng [am viéc dat
4.27 di€m, chinh sich dii ngd phi tai chinh thong
qua cong viéc dugc danh gia 4.24 diém, mifc do tot.
Tuy nhién, mdt s6 ¥ ki€n nhan lyc dong gép y ki€n
ring chudi khach san chua c6 di€m médi la trong
chinh sich ddi ngd phi tai chinh so vé6i cdc chudi
khach san da c6 mat trén thi truGng Viét Nam.

3. Mot so dé xuat ham ¥ giai phap nhiim hoan
thién chinh sach phat trién nhan lyc cia chudi
khach san Tap doan Wyndham Hotel Group tai
Viét Nam

- Vé chinh sdch tuyén dung nhdn luc: Xay dung
céc chinh sich vé viéc ky két theo phuong thitc dit
hang tryc ti€p véi cdc td chifc, don vi dao tao vé s&
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lugng nhan Ivc: hién nay, s6 luong sinh vién/hoc
vién dugc dio tao tai cic td chic gido duc vé nganh
khach san du lich con han ché so v6i nhu cau thuc
t&, viéc di trudc d6n dau bo phan nhan Iuc ndy la
hét siic quan trong trong viéc cung cap dudc s6
lugng lao dong c6 trinh do can cho chudi khich san
tdp doan Wyndham Hotel Group tai Viét Nam thai
gian t6i. Xay dung, 4p dung chinh sich vé MOU
(Memorandum Of Understanding - bién ban ghi
nhé hgp ddng) dbi véi céc sinh vién, lao dong theo
phuong thdc thuc tip sinh, lao dong thdi vu tai
chudi khich san. Xiy dung hinh 4nh nha tuyén
dung 16n, chuyén nghiép trén tit cd cic ngudn
tuyén dung ctia chudi khach san: véi mo hinh la
chudi khich san thuong hiéu qudc t&, c6 s6 lugng
khach san co s& tuong ddi 16n tai Viét Nam.

- Vé chinh sdich bé tri va sit dung nhan luc: Ap
dung chinh sich st dung nhan lyc theo hgp dong
lao dong ngin han: chudi khich san Tap doan
Wyndham Hotel Group tai Viét Nam nén can nhic
st dung nhan luc theo phuong thifc hgp dong lao
dong ngin han 3 thdng - 6 thdng. Chinh sdch kiém
nhi€m vi tri cong viéc cho nhém khich san: v6i sy
hd trg clia céc trang thi€t bi k§ thuat, phAn mém
quan 1y dit lieu khach san nhu Opera, hé thong
hach todn Sunsystem dang dudc sit dung tai chudi
cho phép viéc truy xuat, xif ly dit liéu tir xa. Pua ra
céc quy dinh trong cong tac bo tri lao dong thdi vu
mot cach hgp 1y, uu tién st dung cac lao dong thoi
vu di c6 thdi gian 1am viéc tai chudi khach san.

TAILIEU THAM KHA O:

Pua ra cdc chinh sach cu thé nhim bd tri nhan luc
mot cach hgp 1y trén thyc trang nhan lyc tré tudi
chi€m ty trong cao tai chudi kh4ch san hién nay.

- Vé chinh sdch dao tao va phdt trién nhdn lic:
B§ sung, hoan thi€n ndi dung chinh sidch dao tao
va phat trién nhan luc: vé6i s6 lugng 16n khach san
sdp tGi di vao hoat dong, ddi hdi ban qudn Iy nhan
luc chudi khich san cian nhanh chéng bd sung,
hoan thién cdc nodi dung chinh sich vé ndi dung
dao tao. Ap dung chinh sdch chud trong dao tao
gidm sdt, qun 1y tai chudi khach san. Xay dung
chinh sdch dao tao va phat tri€n nhan luc thdi vu
va lao dong theo hgp dong ngin han. Huy dong,
tdng cudng kinh phi cho cong tdc dao tao va phat
tri€n nhan luc.

- Vé chinh sdch dai ngé nhan luc: Xay dung
chinh sidch dai ngd tai chinh rd rang, hgp 1y theo
tirng nhém cdng viéc. Xem xét dp dung cic chinh
sach vé dii ngd nhan luc hgp 1y hon véi cdc khach
san xa trung tAm. X4y dung qu¥ luong hap dan hon.
Xay dung nét doc ddo trong chinh sach dai ngd phi
tai chinh.

Vi nhitng dé xudt ham ¥ gidi phdp tic gid hy
vong trong giai doan ti chudi khich san tap doan
Wyndham Hotel Group tai Viét Nam c6 thé phat
trién 8t nhan luc phuc vu cho muc tiéu nang cao
chat lugng va hiéu qud kinh doanh ctia Tap doan,
cling nhu ddp ng ngay cang tdt hon nita nhu ciu
ctia khach khi dén sir dung dich vu tai nhitng cd s
cia Tapdoanm
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ABSTRACT:

It is essential for Wyndham Hotel Group in Vietnam to improve its human resources
development policies in order to enhance the hotel’s service quality and performance. Based on
surveys conducted at the group’s hotel chain, this study proposes some solutions to help Wyndham
Hotel Group in Vietnam improve its human resources development policies in the coming time.
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