TAP CHi CONG THUGNG
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CUA NHAN VIEN VA KET QUA HOAT PONG
CUA CAC DOANH NGHIEP BAN LE
G KHU VUC QUAN BAC TU LIEM,
THANH PHO HA NOI

@ NGUYEN THI NHUNG

TOM TAT:

Nghién ctfu 1am rd tdc dong clia sy hai long, gdn k&t dén k&t qua hoat dong clia cdc doanh
nghiép ban 1& § khu vuc Bic Tir Liém, Ha Noi. Dit liéu nghién cttu dudc tdc gid bai bdo thu thap tir
272 phi€u diéu tra sau 3 1an phat (sd luong phi€u phat ra 450 phi€u) cho cic nhan vién kinh doanh
tai cac doanh nghiép ban 1é & Khu vuc Trung tdim Bic Tir Liém, thinh phd Ha Noi. Bing cach sir
dung nghién ctu dinh Iugng mo hinh cu tric tuy&n tinh PLS-SEM trén phan mém SPSS va AMOS
20, k&t qua da xdc dinh dugc cdc y€u t& ngudn nhan luc dnh hudng dén két qua hoat dong clia
doanh nghiép ban 18, bao gom: (1) Vinh danh c4 nhan (PEH) c6 tdc dong tich cuc dén Su hai long
ctia nhan vién (EMS) véi hé s6 tdc dong 0,272; (2) Ning lyc lanh dao (LEC) c6 tdc dong tich cuc
dé&n Su hai 1ong clia nhan vién (EMS) vé6i hé s tac dong 0,019; (3) Sy hai 1ong clia nhan vién
(EMS) ¢6 tac dong tich cuc dén sy gén két cia nhan vién (EME) v6i hé s tdc dong 0,053; Su gin
k&t cla nhan vién (EME) c6 tac dong tich cuyc dén K&t qua hoat dong clia doanh nghiép (BPR) véi
hé s6 tdc dong cao nhat 0,809. Ngugc lai, chua ¢6 biang chiing cho thdy Thuong hi€u clia doanh
nghiép ban 1& (CORB) c6 tdc dong d&n sy hai long clia nhan vién (EMS).

Tu khéa: su hai 1ong, doanh nghiép ban 1&, tién luong va phiic 1di, ning luc quan 1y, két qué
hoat dong, quan Bic Tir Liém, thanh pho Ha Noi.

1. Dit van dé

Ngudn nhan lyc duge coi 1a y&u td quan trong
va déng vai trd quyét dinh dé€n sy thanh bai clia
moi doanh nghiép néi chung, ciing nhu d6i véi
mdi doanh nghiép ban 1& néi riéng. P& c6 thé dat
dugc cdc muc tiéu chién luge da dé ra, mdi doanh
nghiép ban 1é cin c6 su k&t hgp va st dung nhiéu
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ngudn lyc khdc nhau, nhung tyu chung ngudn
nhan luc, ma cu thé nhan vién kinh doanh déng
vai trd 12 nong c6t. Thuc t€ cho thdy, doanh
nghiép nao sG hitu ddi ngd nhan vién kinh doanh
chat lugng, doanh nghiép dé sé thanh cdng va c6
nhiéu 1¢i thé€ canh tranh trén thi trudng ban 18.

K&t qud hoat dong kinh doanh cta doanh



QUAN TRI - QUAN LY

nghiép phu thudc rat 16n vao hiéu qua lao dong
clia tirng cd nhan, d6 1a sy hai long, gidn két nhan
vién clia doanh nghiép va ngudi quin ly truc tiép
ctia nhan vién. Niang lyc lam viéc phu thudc vao
hoc védn, ki€n thic, k§ ning lam viéc, kinh
nghiém ban than clia mdi ngudi c6 dugc qua trai
nghiém thyc t€. Con dong luc lao dong hinh thanh
tf nhitng y€u t6 thudc bdn thAn mdi c4 nhan va
nhitng yé&u td ph4t sinh trong qud trinh lam viéc.
Nhéan vién c¢6 dong luc lam viéc dugc ddp Gng nhu
cau thi s& gin k&t v&i doanh nghiép, ho s& hing
say, nhiét tinh, dam mé véi cong viéc; diéu d6 sé
tao ra ning suat lao dong cao, gép phan vio viéc
dat dugc muc tiéu kinh doanh ctia doanh nghiép.

2. Tong quan nghién citu, cd s6 1y thuyé&t

2.1. Hoc thuyét nhu cdu ctia Abarham Maslow

Theo Maslow (1954), chia hé théng nhu ciu ciia
nhan vién ra thanh 5 nhém khac nhau theo thi tu tir
nhu cAu bic thap d&€n nhu ciu bic cao. C4c nhu ciu
bao gdm: Nhu ciu sinh ly; Nhu cau an; Nhu cau xa
hdi; Nhu cau duge ton trong, dudc cong nhan, cé
dia vi xa hoi; Tuw hoan thién ban than.

Theo Reychav va cong su (2010), ky vong vé
phan thudng 6 chitc nhu luong, thing ti€n va trién
vong tuong lai cda nhdn vién nhu 1a mdt bién
phép xdc dinh gid tri déng gép clia ho ddi véi t&
chitc. DIt liéu dugc thu thap tir 329 phi€u cau héi
trong s6 1.600 phi€u dugc phat ra cho nhan vién
lam viéc cdc td chic. Nhém nha nghién ctu nhan
thd'y gid tri niém tin vdo quédn ly, midc thudng la
tién dé virng chic cho nhin thic clia nhan vién, do
d6 c6 mdi twong quan thuin chiéu d6i véi hanh vi
cla nhin vién trong viéc gin bd v6i cdng viéc,
nang cao k&t qua hoat dong kinh doanh. Sy tham
gia clia nhin vién trong viéc ra cdc quyét dinh va
muc do déng goép tu chi 1a nhitng ti€éu chi manh
mé vé hanh vi cia nhan vién. Mot phat hién thi vi
12 viéc chia sé chuyén mon nghé nghiép déng gép
y&u vé hanh dong hanh vi ca nhan vién.

Theo Cetin va cong su (2018), d€ cai thién
hiéu quéd lam viéc cdc doanh nghi€p thudng tap
trung vao ki€n thic, k§ ning va phim chit cda
nhan vién. Trong cdc bi€n s6 nay, sy tu tin vao

ndng lyc ban than dugc ching minh 1a ¢6 vai tro
dnh hudng dén két qua cong viéc. Ning luc ban
than nghé nghiép va dong luc ndi tai c6 vai trd
dnh hudng ding k€ d€n hiéu sudt cong viéc va
dong lyc noi tai déng vai trd trung gian mdt phan
trong moi quan hé nay. K&t qua nghién ciu thu
dugce tir viéc khdo sdt 76 nhian vién lam viéc tai
cic doanh nghiép & Thé Nhi Ky, nhitng ngudi
tham gia dién vao mot bing cAu héi hang tuin
trong mudi tuan lién tiép.

Theo Andriani va cong su (2018), phong cich
lanh dao chuyén ddi c6 tac dong tich cuc va dnh
hudng ding k€ d€n thanh tich ctia nhan vién, bén
canh d6 dong luc lam viéc c6 tdc dong tich cuc va
rd rét d&€n nhan vién. Pic biét, phong c4ch lanh dao
chuyén d6i va dong luc 1am viéc c6 dnh huéng tich
cuc va diang k& d€n nhan vién trong t& chiic. P& c6
dugc két ndy, nhém tdc gid di st dung phuong
phap dinh lugng hdi quy da bién va tuong quan, dir
liéu dugc thu thap tir viéc phat phi€u khdo sit cho
790 nhan vién va thu dudc 193 miu.

Theo Haryono va cong su (2020), khda niang
lanh dao va dong luc lam viéc c6 tdc dong tich cuc
va dang k€ d&n sy hai long trong cong viéc. Sy hai
long trong cdng viéc khong lam dnh hudng dén
tdc dong cda lanh dao va dong lyc lam viéc doi
véi hiéu suit cda nhan vién. Miu nghién cttu ¢
355 mAu clia nhan vién thong qua bdng héi dudc
chon theo ty 1& 14y miu ngiu nhién. K§ thuat
phan tich dir liéu s dung md hinh phuong trinh
cdu triic (SEM) v6i AMOS 22. Céc doanh nghiép
trong thoi dai cong nghi€p 4.0 va thi trudng hién
dang phdi d6i mit v6i nhitng thach thic gay git
hon cdc thdi dai truSc. Thach thic ddi v6i mdi
doanh nghiép 1a chuin bi sin sang d€ d6i mit véi
toan cAu héa, nhiim duy tri 1¢i nhuén t8i da, dong
thdi gidm t6n that do canh tranh toan cdu thong
qua viéc quan ly hiéu qua cdc ngudn lyc va yéu td
con ngudi 1 y&u t& song con va quan trong nhat
trong moi ngudn luc clia td chic.

Theo Mulang (2021), nguyén nhin xady ra
khong thé tich rdi ning luc, dong luc, moi trudng
lam viéc. Ba bi€n sd nay truc ti€p hodc gidn ti€p
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c6 4nh hudng dén hoat dong clia nhin vién trong
doanh nghi€p. Bai bdo da xdc dinh va phan tich
dnh hudng cua ning lyc, dong luc, mdi trudng hoc
tap d&€n hoat dong clia nhan vién, chat lugng cong
viéc va nhitng tdc dong gidn ti€p thong qua hoat
dong cda ngudi nhan vién. Téng s miu nghién
ctu la 393 ngudi trd 15i. Dt liéu dugc phan tich
bing M6 hinh phuong trinh ciu tric (SEM) st
dung AMOS 18. K&t qua cho thdy tdc dong truc
ti€p hoic gidn ti€p dén ning lyc, dong luc, moi
trudng lam vi€c ¢6 tdc dong tich cuc va ddng ké
d&€n k&t qua clia nhan vién.

Trén cd s nghién citu 1y thuyét, bai bio dé nghi
céc gia thuyét:

- H1: Vinh danh ca nhan (Personal honor - PEH)
c6 tac dong tich cyc d&€n Sy hai Iong clia nhan vién
(Employee satisfaction - EMS).

- H2: Nang lyc lanh dao (Leadership capacity -
LEC) c¢6 tidc dong tich cuc dén Sy hai long cuia
nhan vién (Employee satisfaction -
EMS).

- H3: Sy hai long cua nhan CORB

vien (Employee satisfaction -
EMS) c6 tdc dong tich cuyc dén su LEC

gin k&t cia nhan vién (Employee
engagement - EME). SAB
- H4: Su gin két clia nhan vién
(Employee engagement - EME) c6
tdc dong tich cuc dé€n K&t qua hoat
dong ctia doanh nghiép (Business
performance results - BPR).

;

cau tric tuyén tinh PLS-SEM x4c dinh tdc dong clia
st hai long, gin k&t d&€n k&t qud hoat dong tai cic
doanh nghiép bén 1é khu vuc quan Bic Tir Liém,
TP. Ha Noi dugc thyc hién trén phan mém SPSS 20
va AMOS 20 (Arbuckle, 2011). (Hinh 1)
M0 hinh c6 dang:

EMS =f(CORB, LEC, SAB, PEH);

EME = f(EMS): BPR = f(EME)

* Dif ligu nghién ciiu: TAt cd cdc bi€n trong md
hinh dugc do ludng bing thang do Linkert 5 mtc do
(Likert, 1932), nghién cdu da thu thap dugc 272
phi€u khio st clia ca 3 1an phat phi€u diéu tra (450
phi€u phit ra), dit liéu dugc 1am sach tru6c khi dua
vio chay md hinh bing phAn mém SPSS 20 va
AMOS 20.

* Co cdu clia doi tugng khdo sdt: K&t qua thu
thap dugc 1am sach cta nhin vién kinh doanh tai
cdc doanh nghiép ban 18 tai Ha Noi, co ciu cu thé
tai Bang 1.

Hinh 1: Mé hinh nghién ciu

- (Cews J—~(Ceme }—(Come |

:

BAng 1. CA cdu cla déi tugng khdo sét

nghiép ban 1é (Characteristics of Nhan vién Telesales 9 3,31
retail businesses - CORB) c6 tic Nhan vién kinh doanh 86 3162
0 ich & hai 10 .
dong tich cyc dén Sy hai long Nhan vien tu van ban hang 33 12,13
cua nhadn vién (Employee : —
satisfaction - EMS). Nhan vién ho trg kinh doanh 21 7,72
3. Phuong phap va mé hinh Truéng nhém bén hang 12 4,41
nghién ciu Nhan vién thy trudng 65 23,90
Nghién ctu st d 0 hinh
_oeuien ol sy GiuS mb fin Nhan vién quén Iy ban hang khu vuc 38 13,97
cau tric tuy€n tinh PLS-SEM:
* Muc tiéu nghién ciu dinh Trudng phong ban hang 8 2,94

Iugng: Ki€m dinh mé hinh mo hinh
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Ngudn: Téng hop tix qud trinh khdo sdt ciia tdc gid
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4. Ki€m dinh mé hinh héi quy va thio luan vé Qua Bang 2 cho thdy mo hinh tich hgp phit hdp
két qua véi dit liéu thuc t&€ do ddp ng dudc cic tiéu chi
Mb hinh do ludng phi hop véi dit liéu thuc t€ ki€ém dinh.
phdi phit hgp v6i nam thuéc do 1a (i) Cmin/df; (ii) Tai Bang 3, mic y nghia clia cdc hé s6 udc
TLI; (iii) CFI; (iv) NFI; va (v) RMSEA. (Hinh 2) lugng: p-value < 0.05; muc tin cdy > 95%, cac nhan

Hinh 2: Két qué udc Iigng héi quy mé hinh

Amos Text Chi-square=4,95; TLI= 885 ;CFl= 985; NFl= 5886; RMSEA=,046
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Nguén: Théng ké trén phan mém AMOS 20

Bdng 2. Banh gid mic dé phu hgp mé hinh

TT Thudc do Ky hiéu Gia trj tham khao Gia try mo hinh
Chi binh phuang diéu chinh theo bac tu do . x2df< b

1 (Cmin/d) x2/d.f (Cmin/df) Cmin/di<5 4,95

2 | ChisoTLI(Tuker-Levis Index) TLI TL>0,90 0,885 (tam chap nhan)

3 Chi s6 thich hgp CFI (Comparative Fit CFl N C.EI>OA"90 o 0,985
Index) va cang tién vé 1 cang tot

4 | Chis6NFI(Normal Fit Index) NFI NFI gén bang 1 la tét 0,886

5 Chisb RMSEA(Root Mean Square Error RMSEA RMSEA<0,05 12 phit hop 0,046
Approximation)

Nguon: Tdc gid téng hop tit bdo cdo mo hinh SEM
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Bdng 3. K&t qud ki€m dinh gid thuyét

Gia thuyét Tac dong Estimate S.E. CR P Label
H1 EMS « PEH 0,272 0,103 2,638 0,008 Chép nhan
H2 EMS « LEC 0,019 0,016 2,168 0,043 Chép nhan
H3 EME « EMS 0,053 0,83 2,473 0,013 Chép nhan
H4 BPR « EME 0,809 0,19 4,264 b Chép nhan
H5 CORB « EMS Bacbo

t0 dua vao md hinh ¢ § nghia thong ké va c6 cic
gia thuyé&t dudc chap nhan.

5.Ham y chinh sach

Trén cd s6 k&t qua kiém dinh hdi quy PLS-SEM,
bai bio dé xuat cic nhém gidi phap gitip nha doanh
nghiép bédn 1é trong viéc ning cao két qud hoat
dong kinh doanh, cu thé:

Mét la, nang cao chdt lugng nhan lyc quéan ly
cAp trung tf trudng nhém gidm sdt bin hang dé€n
trudng phong kinh doanh: (i) Xdy dung chién
luge phét trién ngudn nhin lyc quin 1y bai ban;
(i) Xay dung tiéu chuén trinh d6 nhan su quan ly
phul hop véi thuc tién thi trudng; (iii) Pa dang

TAILIEU THAM KHA O:

Nguodn: Thong ké trén phan mém AMOS 20

trién khai hé théng dao tao thudng xuyén bao
gdm ca dio tao tip trung theo thing, theo quy va
dao tao truc tuyén trén nén ting dién thoai di
ddng, mdy tinh (kém véi chinh sdch thudng dao
tao); (iv) Trién khai hé thdng chinh sich vinh
danh c4 nhin va tap thé thudng xuyén.

Hai la, trién khai hé thong trd luong thudng,
cong bing canh tranh véi thi trudng nhu: Thiét
k& chinh sdch trd luong phi hgp véi nhan vién
thi trudng nhim ddm bio sy phin b3, co ciu
luong c6 dinh va bi&n ddi phit hgp vdéi tiing giai
doan phat trién kinh doanh clia doanh nghiép trén
diabanm
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A STUDY ON THE RELATIONSHIP BETWEEN
THE EMPLOYEE SATISFACTION, EMPLOYEE ENGAGEMENT,
AND BUSINESS PERFORMANCE OF RETAIL COMPANIES
INBACTU LIEM DISTRICT, HANOI

® Master. NGUYEN THI NHUNG
Hanoi University of Natural Resources and Environment

ABSTRACT:

This study clarifies the impact of satisfaction and engagement on the performance of retail
companies in the Bac Tu Liem district, Hanoi. The study’s data was collected through 272 valid
questionnaires out of 450 sent-out questionnaires that surveyed sales employees of retail
companies in the Bac Tu Liem district. By using the PLS-SEM linear structural model on SPSS
and AMOS 20 software, the study identifies human resource factors that affect the performance
of retail companies. In details, the Personal honors (PEH) and the Leadership capacity have a
positive impact on the Employee Satisfaction (EMS), with an impact coefficient of 0.272 and
0.019, respectively. In addition, the EMS has a positive impact on the Employee Engagement
(EME) with an impact coefficient of 0.053, and the EME has a positive impact on Business
Performance Results (BPR) with the highest impact coefficient of 0.809. In contrast, there is no
evidence that the Brand of a Retail Business (CORB) has an impact on the EMS.

Keywords: satisfaction, retail companies, wages and benefits, management capacity,
performance results, Bac Tu Liem district, Hanoi.
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