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Véi nganh khach san, dic diém cong viéc caa nhan vién
tuyén dau mang tinh riéng biét boi dich vu doi hoi tir sy twong tac
cao gitra khach hang va nhan vién. Bén canh hanh vi céng dan tb
chie hudng dén dong nghiép va t6 chirc, hanh vi cong dan to chirc
hudéng dén khach hang c6 anh huong dang ké dén viéc nang cao
trai nghiém tich cuc cua khach hang, 1a nhan t6 ¢t 16i dem lai hinh
anh thuong hiéu cho khach san. Nghién cau nay van dung moé hinh
3 chan (a three-leg model) dé xay dyng thang do hanh vi cong dan
t6 chirc cua nhan vién trong bdi canh nganh khéach san tai thanh
phd Pa Nang, Viét Nam. Dé c6 nhiing hiéu biét rd rang va thau dao
hon vé thang do, tac gia sir dung phwong phap nghién ctru dinh
tinh; tiép theo, sar dung nghién ciu dinh lwong nham danh gia
thang do. Két qua nghién ctru cho thay mé hinh 3 chéan dat duoc su
twong thich cao, trong dé hanh vi céng dan t6 chiic cia nhan vién
trong nganh khach san cé thé do luong qua 18 muc hoi & 03 khia
canh 1a hanh vi céng dan t6 chirc hudng dén t6 chic (06 muc hoi),
hanh vi céng dan to chirc huéng dén dong nghiép (06 muc hoi) va
hanh vi cong dan t6 chie huéng dén khach hang (06 muc hoi).

ABSTRACT

In the hospitality industry, the job characteristics of
frontline employees are distinctively characterized by high levels of
interaction while serving customers. In addition to organizational
citizenship behavior directed towards colleagues and the
organization, organizational citizenship behavior oriented towards
customers significantly enhances positive customer experiences,
which is a core factor contributing to the enterprise’s success. This
study applies a three-leg model to develop a scale for measuring
employees’ organizational citizenship behavior directly serving
customers in the Danang City, Vietnam, hotel industry. The author
employs a qualitative research method to gain deeper insights into
the scale; subsequently, quantitative research is utilized to evaluate
the scale. The research findings indicate that the three-leg model
achieves a high level of compatibility, wherein the organizational
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citizenship behavior of hotel employees can be measured through
18 observed variables across three aspects: organizational
citizenship behavior directed towards the organization (06 items),
organizational citizenship behavior directed towards colleagues (06
items), and organizational citizenship behavior directed towards
customers (06 items).

1. Giéi thiéu

Thach thirc canh tranh trong nganh thuc dy cac khéch san nd luc nang cap ha tang va
ing dung cdng ngh¢; dang cht ¥ hon, can xem con ngudi 13 yéu té cbt 16i mang dén trai nghiém
tich cuc cho khach hang; qua do, xay dung hinh anh thuong hiéu cua khach san (Kandampully &
Suhartanto, 2000). Kim va cong sy (2018) d& nhan manh sic anh huéng ciia hanh vi tich cuyc tir
d6i ngii nhan vién va chi ra rang hanh vi céng dan té chirc (Organizational Citizenship Behavior
- OCB) 1a diéu kién dat duoc sy thanh cong cua cac khach san. OCB duoc khai niém 1a “nhiing
hanh vi tw nguyén, khong thugc ban md ta cong viéc chinh thize, khéng dwoc hé théng khen
thwong cua té chirc ghi nhdn, nhing nhitng hanh vi nay dem lai Két qua tot dep cho té chire”
(Organ, 1988, tr. 04). Trong nganh khach san, OCB thé hién qua nhitng hanh vi vuot Ién trén
nhiém vu dugc giao nhu giup d& dong nghiép, dé xuat y tuong cai tién dich vy, san 1ong phuc vy
khéch hang, giai thiéu hinh anh tich cuc cua khach san (Ma & ctg., 2013).

Khéch san 12 mdi truong kinh doanh dic thi, san pham mang tinh vo hinh, khach hang va
nhan vién duy tri su két ndi bén chat va xuyén suét trong moi giai doan dich vu (Bowen & Ford,
2002; Lovelock, 1983). Do d6, bén canh cac thanh tb truyén théng nhu OCB hudng téi ca nhan
(OCBI) va OCB huéng téi t6 chiic (OCBO) (Williams & Anderson, 1991), viéc do luong OCB
trong khach san can chu trong dén OCB hudng téi khach hang (OCBC) dé phan anh day du hanh
vi vuot I€n trén vai tro, nhiém vu cong viéc (Dimitriades, 2007). Chinh vi vay, Ma va cong su
(2013) da d& xuit moé hinh 3 chan caa OCB (three-leg model), dya trén két hop thang do OCBO,
OCBI cua Williams va Anderson (1991) cung thang do OCB hudng téi dich vu cua Bettencourt
va cong su (2001). Tuy nhién, nhiéu nghién ciu vé OCB nganh khach san van chua quan tim
dén ca 03 khia canh caa OCB ma chi tap trung vao OCBI va OCBO (Elche & ctg., 2020;
Kalargyrou & ctg., 2023; Kim & ctg., 2018; Srivastava & Pathak, 2020; Sun & Yoon, 2022), dan
dén han ché trong viéc nim bit ban chat da chiéu cua ciu trdc OCB nganh khach san (Ma & ctg.,
2023). Ngoai ra, mic cho su khac biét vian hoa giira cac bdi canh va nganh nghé nghién ctu co
thé khién cho su nhan thirc va céch thé hién OCB cua nhan vién khac biét (Farh & ctg., 2007),
nhiéu nghién ctru trude day lai 4p dung thang do duoc xay dung, phat trién & cac bdi canh van
hoa va nganh nghé thiéu su twong déng véi d6i tugng ma ho nghién ciu.

Le va cong su (2019) nghién ctiu vé OCB cua giang vién dai hoc véi thang do OCB dugc
ké thira bai Williams va Anderson (1991). Thang do nay dugc Williams va Anderson (1991)
phét trién tir dir liéu phan tich ddi v&i 127 nhan vién tai mot té chirc 16n trong nganh ché tao va
ban ¢ phu ting 6 t6 & My, bao gom cac nhém vé ké toan, tai chinh, tiép thi, dao tao va ky thuat.
Ngo (2019) nghién ciu vé OCB trong nganh Hang khdng véi thang do OCB ké thura boi
Bettencourt va cong su (2001). Thang do nay dwgc Bettencourt va cong sy (2001) phat trién tir
két qua khao sat 380 chuyén vién chiam soc khach hang va quan tri vién thu vién tai My. Tra va
cong su (2020) nghién ciu vé& OCB nganh khach san voi thang do OCB ké thira bai Foote va
Tang (2008). Thang do nay duoc Foote va Tang (2008) phat trién tir két qua khao sat 242 nhan
vién lam viéc trong cac nhom tu quan (self-directed teams) tai cAc nha may san xuét than & Hoa
Ky. Nguyen va Nguyen (2021) nghién ciu vé OCB nganh am thuc voi thang do OCB ké thira
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boi Ritz va cong sy (2014). Thang do OCB duoc Ritz va cong sy (2014) phét trién tir két qua
khao sat 569 cdng chtic quan 1y dia phuong cip xa/thi tran cua Thuy Si.

Nhu vy, c4c nghién ctu trong va ngoai nudc vé OCB trong nganh khéch san van con
nhiéu han ché. Hau hét cac nghién ciu sir dung thang do OCB dugc phét trién cho cac nganh
nghé khac hoic dua trén bdi canh phuong Tay mac du nganh khéach san c6 nhing dic thi riéng
va su khéc biét van hoa c6 thé dan dén sy khac biét vé OCB. Diéu nay cho thiy su can thiét phai
phét trién mot thang do OCB phu hop véi bdi canh nganh khéch san Viét Nam. M hinh ba chan
cua OCB (a three-leg model) bao gom OCBI, OCBO va OCBC cua Ma va cong su (2013), la
mdt hudng tiép can day trién vong vi nd gildp nim bt toan dién hon cac khia canh cta hanh vi
ngoai vai tro chinh thirc ma nhéan vién trong nganh khach san cé thé thé hién. Mot thang do OCB
dira trén md hinh ba chan va duoc hiéu chinh cho phu hop véi bdi canh vin héa va kinh doanh
cua Viét Nam s& 1a cong cu hitu ich dé cac nha quan 1y danh gia va thic ddy OCB trong t6 churc.
Tir d6, cac khach san c6 thé tan dung ngudn luc con nguoi dé nang cao chit lwong dich vu, ting
su hai 10ng va 1ong trung thanh cta khach hang, ciing nhu cai thién nang luc canh tranh trong boi
canh hoi nhap. Pong thoi, thang do nay 1a nén tang dé thuc ddy céc nghién ciru chuyén sau hon
vé OCB nganh khéch san tai Viét Nam.

2. Co s& 1y thuyét
2.1. Khai niém va thanh t6 ciia hanh vi céng din t6 chirc

Theo Smith va cong su (1983), OCB la nhung hanh vi duoc dic trung boi sy hop tac, su san
long hd tro, sy dong gop ¥ kién va nhitng cir chi thé hién su thién chi, 1ong vi tha cua nhan vién. Do
d6, OCB chtra dung 02 thanh t6 13 “su tuan tha tong qudat” (generalized compliance) va “Iong vi
tha” (altruism). “Sy tu@n thai tong quar” thé hién tinh phi ca nhan, khong huéng toi bat ky ca nhan
nao nhung vo hinh chung né dua dén loi ich gian tiép cho moi nguoi thong qua su tuan tha cac
quy tic noi bo (khdng lang phi thoi gian 1am viéc, ¢b gang 1am thém gio, ...). “Long vi tha” thé
hién 1ong nhiét thanh twong trg ngudi khac trong nhiing tinh hubng cu thé (hd tro nhan vién mai,
chia sé thong tin cho déng nghiép, hd trg ddng nghiép khi ho cé nhiéu cong viéc, ...)

Theo Organ (1988), “OCB la nhitng hanh vi tuy y, khéng thugc ban md ta cong viéc
chinh thite, khéng dioc hé thong khen thwong truc tiép ghi nhdn, nhung nhitng hanh vi nay dem
lai két qud tot dep cho té chize” (tr. 04). Tinh chat tiy y thé hién su khéng bat budc caa hanh vi,
khong dugc quy dinh & hop ddng lao dong hay ban md ta cong viéc. Nhu vay, OCB la quyét
dinh ca nhan cua nhan vién, viéc bé qua nd thuong khong bi sy ky luat hay tring phat cua to
chirc. Theo d6, Organ (1988) dé xuat 05 thanh té caa OCB 1a “long v; tha” (altruism), “tinh than
thuong v0” (sportsmanship), “su tgn tdm” (conscientiousness), “tac phong lich su” (courtesy),
“phdm chdt cong dan” (civic virtue). Péng quan diém véi Organ (1988) nhung dé phan biét
“hanh vi thudc vai tro” (in-role activities) va “hanh vi ngoai vai tro” (extra-role), Williams va
Anderson (1991) d3 xem xét OCB theo muc tiéu cua hanh vi va chia OCB lam hai thanh té 1a
OCB huéng vao ca nhan (OCBI) va OCB huéng vao t6 chic (OCBO). OCBI nham mang lai loi
ich cho dong nghiép, co tinh twong dong véi “long vi tha”; OCBO bao gébm nhitng hanh vi danh
cho t6 chirc noi chung, ¢o tinh trong dong vai “si tan tam”.

Graham (1991) dé xuat ring OCB c6 thé duoc hiéu va xem xét trén khia canh quyen va
nghia vu cong dan. Ong dua ra sy tuong « ddng gitra OCB va trach nhiém ma mot cong dan can co
trong xa hoi. Cu thé, ciing giéng nhu mdi cong dan déu co nhitng bon phan va trach nhiém nhat
dinh vé6i cuong vi 1 ngudi dan cua dat nude, mdi nhan vién trong té chic ciing phai c6 nhing
nghia vu tuong ty ddi vai té chic ciia minh. Do d6, cac thanh t6 cua OCB bao gom: “si tham
gia vao té chirc” (organizational participation), “sir trung thanh véi té chic” (organizational
loyalty) va “sy tuan thu véi té chirc” (organizational obedience).
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Podsakoff va cong su (2000) nhan thdy c6 rat nhiéu sy tring lap gitra cac thanh t ¢
nhitng nghiéu ctu trude. Do dé, 6ng da téng hop va sip xép céac thanh t6 caia OCB thanh 07
nhom: “hdnh vi givip @5 (helping behavior), “tinh than thirong v8” (sportsmanship), “long trung
thanh véi t6 chic” (organizational loyalty), “sw tudn thi véi t6 chirc” (organizational
compliance), “sang kién c& nhan” (individual initiative), “phdm chat cong dan” (civic virtue),
“tir phét trién” (self development).

Dimitriades (2007) cho ring cac nghién cau vé OCB trude d6 khong co tinh tap trung
vao nganh va vi tri cong viéc. Trong khi d6, nganh dich vu c6 cac doi hoi dac biét déi véi cong
tdc giao dich va phuc vu khach hang nén OCBC la mét hudong nghién ctu dang chua trong.
OCBC dugc xem 1& “hanh vi khéng bdt bugc, 14 sw chi dong ciia méi ca nhan nham dem dén
dich vu tot nhdt cho khdch hang” (Dimitriades, 2007, tr. 474).

O moét khia canh khac, Choi (2007) cho rang trong bdi canh su thay d6i dién ra véi toe do
cao va ap luc canh tranh manh liét, to chiic can c6 mot doi ngii nhan sy linh hoat va sang tao
nham gidp to chac thich tng véi nhimg thay ddi, duy tri dugc hiéu suat hoat dong 6n dinh va
chiém linh lgi thé trong thi truong. Trude tinh hinh d6, mdi thanh vién trong té chirc can thé hién
su nang dong, tich cuc théng qua viéc dé xuat nhitng sang kién dé téi wu hoa quy trinh, cach thirc
va thi tuc hién hanh dé twong thich hon véi yéu cau thyc tién. Vi vay, bén canh nhiing thanh t6
ciia OCB nhu 10ng vi tha, su tuan thi, can tap trung vao su thay d6i. OCB dinh hudng thay doi
(change-oriented organizational citizenship behavior-OCBCH) dé cap dén nd lyc mang tinh cong
hién cua cac ca nhan trong té chire dé xac dinh va theo dudi nhiing thay doi lién quan dén céch
thirc 1am viéc, chinh sach va tha tuc dé cai thién hiéu suét caa to chic (Choi, 2007). OCBCH
twong ty nhu nhitng thanh té khac vi déu dé cap dén nhitng hanh dong tich cuc, vuot qua yéu cau
tiéu chuan cia nhan vién. Nhung thay vi tdp trung vao viéc hd tro dong nghiép va duy tri cac
hoat dong hién tai, OCBCH tap trung vao viéc cai thién ching (Chiaburu & ctg., 2022).

Boiral (2009) nhan thay rang cac nghién cau vé chi dé OCB thuong danh su quan tam
vao khia canh con ngudi va cac van dé ndi bo cua to chirc, trong khi it xem xét dén yéu té moi
truong. Tuy nhién, cac thach thirc bao vé moi truong ngay cang gia tang va yéu cau sy chu dong,
linh hoat tir phia nhan vién nén can quan tam dén OCB, dic biét dbi véi cac nghién ctu trong
hoat dong quan ly moéi truong. OCB dinh hudng moi truong (organizational citizenship
behaviour for the environment-OCBE) dugc hiéu la “cac hanh vi ca nhan, tw nguyén, khong
dwoc cdng nhdn bai hé théng khen thirong chinh thice nhung gép phan vao viéc quan ly moi
truong hiéu qua” (Boiral, 2009, tr. 223).

2.2. Thang do hanh vi céng dan té chirc ciia nhén vién trong nganh khdch san

Trong nhitng nam gan day, nghién ciru vé OCB trong nganh khach san ngay cang nhan
duoc nhiéu sy quan tam. Céc nha nghién ctru da cb géng diéu chinh cac khai niém va thang do
OCB cho phil hop véi béi canh nganh khéch san.

Qua tong hop 107 nghién cau tir ndm 2000 dén 2020, Ma va cong sy (2023) chi ra rang hai
thang do OCB phd bién nhat dugc &p dung trong cac nghién ciu vé OCB & linh vuc khéch san 1a
thang do 02 thanh phan (OCBO - OCBI) caa Williams va Anderson (1991) va thang do OCB dinh
huéng dich vy cua Bettencourt va cong su (2001) véi ba thanh phan: 1ong trung thanh (loyalty), su
tham gia (participation) va cung cip dich vu (service delivery). Piéu nay cho thay cac nghién ctu
OCB trong béi canh khach san di chii y nhiéu hon dén céc thanh phan OCB lién quan dén dich vu
S0 VGi c4c nghién ctru OCB noi chung. Ngoai ra, Ma va Qu (2011) da két hop thang do 02 thanh
phan caa Williams va Anderson (1991) véi thang do OCB dinh huéng dich vu caa Bettencourt va
cong su (2001) dé @& xuat mot khung ly thuyét OCB 03 thanh phan bao gdm OCBO, OCBI va
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OCBC trong khach san. Khung Iy thuyét ndy phan anh ca OCB huéng noi va OCB huéng ngoai
trong béi canh khéch san. Tuy nhién, khung ly thuyét nay chua dwoc ap dung rong rai.

Tirndm 2021 dén nay, cac nghién ctu vé OCB trong nganh khach san tiép tuc st dung va
ké thira cac thang do da dang tir cac nghién ctru trude d6. Shagirbasha va Sivakumaran (2021) sir
dung thang do 22 bién quan sat dugc ké thira tir Coyle-Shapiro (2002). Oh (2022) sir dung thang
do 10 bién quan sét tir Williams va Anderson (1991). Sun va Yoon (2022) phét trién thang do 05
bién quan sat dua trén Williams va Anderson (1991), Posdakoff va MacKenzie (1994). Khairy va
cong su (2023) ké thira thang do 09 bién quan sat tir Podsakoff va cong su (1990). bic biét,
Kalargyrou va cong su (2023) tap trung vao OCBI véi thang do 04 bién quan sat dua trén
Turnley va cong su (2003), duoc phat trién tir Williams va Anderson (1991).

Su da dang trong viéc sir dung va ké thira cac thang do OCB cho thay nd luc cua céc nha
nghién ciru trong viéc diéu chinh va phét trién thang do phu hop véi bdi canh nghién ctu cu thé
trong nganh khach san. Tuy nhién, viéc phét trién cac thang do OCB mang tinh dic thi cao hon
cho nganh khéch san van can duoc diy manh. Piéu nay doi hoi su két hop giita viéc ké thira cac
thang do c6 uy tin trude d6 va didu chinh, bd sung cac bién quan sat méi dé phan anh tét hon dic
thu caa nganh khéach san.

2.3. M6 hinh 3 chéan (a three-leg model)

Xét dén ban chat khac biét cia nganh dich vy luu tré, nhitng hanh dong cha dong va nd
lyc vuot trén mong doi tir phia nhan vién c6 y nghia then chdt trong viéc cai thién tiéu chuan
phuc vu. Ngoai nhimng hanh dong nham hudng dén loi ich cua t6 chirc va hd tro dong nghiép,
OCBC ciing giir mot vj tri trong yéu va nén duge d& cao. Chinh vi vay, viéc do ludng OCB trong
linh vuc nay can c6 su diéu chinh cho phu hop véi béi canh. Xuat phat tir thuc tidn d6, Ma va
cong su (2013) da dé xuat moé hinh 3 chan (three-leg model) ciia OCB, trong d6 phan loai OCB
dya trén 03 nhém ddi twong chinh ma né hudng téi, bao gom: to chirc (OCBO), dong nghiép
(OCBI) va khach hang (OCBC), cu thé: OCBI 1a hanh vi dem lai lgi ich ngay Iap tic cho cac cé
nhan cy thé va thong qua d6 dem lai lgi ich cho to chuc, vi du nhu giup d& nhiing nguoi vang
mit, quan tdm c4 nhan dén cac nhéan vién khac; OCBO 1a hanh vi dem lai loi ich cho té chic néi
chung, vi du nhu thong béo trude khi khong dén 1am viéc, tuan thu cac nguyén tic khong chinh
thirc dugc dat ra dé duy tri trat tw; OCBC Ia nhitng hanh vi nham myc dich mang lai trai nghiém
tich cuc va gia tang mirc d¢ hai long cho khach hang.

Mo hinh 3 chan duogc phét trién dya trén két hop thang do OCBO, OCBI cua Williams va
Anderson (1991) cung thang do OCB hudng toi dich vu cua Bettencourt va cong su (2001), co
diéu chinh cho phu hop véi dic thi nganh khéch san, bao gém 22 bién quan sat, trong d6 OCBI
c6 06 bién quan sat, OCBO c6 08 bién va OCBC c¢6 06 bién (Phu luc A) (ban online).

Vé mit ly thuyét, md hinh nay cho phép phén tich sdu hon vé cac tién t5 va hau qua cua
03 loai hanh vi OCBO, OCBI va OCBC. Mai loai hanh vi OCB c6 thé c¢6 nhitng mdi lién hé
riéng biét véi cac tién td va hau qua khac nhau. Viéc phan biét rd 03 loai OCB nay gilp hiéu rd
hon vé cac yéu t6 anh hudng dén ting loai va hé qua caa ching. Vé mat thuc tién, md hinh nay
la cong cu hitu ich dé nha quan ly truyén dat ky vong vé hanh vi va két qua céng viéc téi nhan
vién trong ca 03 linh vuc OCB. TUy thudc vao muc tiéu va ngudn luc, to chic ¢ thé tap trung
vao khuyén khich mét loai OCB cy thé phii hop véi giai doan phét trién caa minh.

3. Phwong phap nghién ciru

Téc gia da xay dung quy trinh phét trién thang do dua trén nghién cau cua Bui va Ta
(2024), trong d6 bd sung thém buéc nghién ctru dinh lwong so bo (Hinh 1).
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Hinh 1
Quy Trinh Nghién Cetu

Khai niém, thanh t6 ciia OCB

Nghién ctru 1y thuyét  |--------
£ Y Y M6 hinh 3 chan

Nghién ctru dinh tinh

Phong vin sdu chuyén gia(n=7) | __ _>< >
Thao lugn nhém véi nhdn vién (n =15) Thang do so'bg

Nghién Cl’l'u,dinh lugng so b L __p Phén tich Cronbach’s Alpha
Khdo sat truc tiép nhén vién (n = 138) Phan tich nhan t6 kham kha EFA
|
v

@ng do chinh tD

Phan tich Cronbach’s Alpha

---» Phén tich nhan t6 kham kha
Phan tich nhan t6 khing dinh

Phén tich mé hinh céu trac tuyén tinh

A 4

Nghién ciru dinh lwgng chinh thire
Khdo sat tryc tiep nhdn vién (n = 469)

v

Budc thuc hién D K thuat phan tich O K&t qua thuc hi¢n

Nguon: T4c gia xay dung

Ghi cha:

Buwéc 1: Nghién cau ly thuyét nham xac dinh khéi niém va céc thanh té cua OCB, dong
thoi tim hiéu vé mé hinh 3 chan dugc phat trién boi Ma va cong su (2013).

Buwéc 2: Nghién ciru dinh tinh véi s lwong chuyén gia 1a 07 nguoi (03 can b quan ly
khéch san va 04 chuyén gia nghién ciru), dap tng yéu ciu thong tin bdo hoa, c6 nghia 14 tai do
qua trinh thu thap dir liéu khong con dem lai bat ky théng tin nao méi (Dworkin, 2012). Thao
luan nhom dugc khuyén nghi 1a can t6 chuc téi thiéu ba lan cho cac chii dé nghién ciru don gian
va tuan theo nguyén tic bao hoa (Nyumba & ctg., 2018). Trong nghién cizu ndy, thao luan nhém
duoc chia 1am 03 budi véi su tham gia caa 15 nhan vién.

Buwéc 3: Nghién ciru dinh lugng so bo voi s6 mau 1a 138, phuong phap chon mau thuan
tién. Tuy nhién, dé mau mang tinh dai dién hon cho cac cap hang khach san va cac bo phan khéac
nhau, tac gia chu dong tiép can vai nhan vién va thuc hién khao sat truc tiep.

Buwéc 4: Nghién ctu dinh luong chinh thac vai quy mo mau 1a 469, phuong phap chon
mau két hop phuong phap dinh muc (quota sampling) theo cap hang khach san va qua cau tuyét
(Snowball sampllng) nham d& dang tiép can va danh gla muc do phu hop ctia d6i twong khao sét,
d6ng thoi han ché nhugc diém cua phuwong phap chon mau phi xé4c suat.
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4. Két qua nghién ciru
4.1. Két qud nghién ciu dinh tinh

Chuyén gia va nhan vién thé hién sy ddng thuan cao ddi véi thang do OCB theo mé hinh
3 chan cua Ma va cong su (2013). Tuy nhién, van phong caa mot s6 muc hoi dugc khuyén nghi
diéu chinh. Mot s6 muc hoi trong mé hinh khong dwoc chap nhan boi tat ca chuyén gia va nhan
vién déu cho rang hanh vi nay hiém khi thyc hién, chang han nhu “déng gdp ¥ tuweng cho hoat
déng khuyén mai va truyén thong téi khdch hang”, “gidi lao it hon thoi gian cho phép”. Cac muc
hoi ¢6 nhiéu y kién trai chiéu s& duoc giir lai va luu ¥ trong giai doan tiép theo.

Bén canh do, tinh thoi vu 1a mét dic trung cta nganh khach san, dong thoi su diéu
chuyén nhan vién trong ngin han dé hd trg cac bo phan khac thuong xuyén xay ra nén chuyén
gia va nhan vién dé xuét bd sung 03 muc hoi: (1) “sdn long doi ca/ting ca givip dong nghiép”;
(2) “san long tang ca khi khdch san yéu cau”; (3) “san long diéu chuyén sang cac bg phdn khac
dé hé tro néu khéach sgn yéu cau”. Nhu vay, thang do OCB nganh khach san sau nghién ctru dinh
tinh gom c6 20 muc hoi, trong d6 ké thira 17 muyc hoi caa Ma va cong su (2013) va bo sung 03
muc hoi méi. Két qua chi tiét duoc trinh bay ¢ Phu luc A (ban online).

4.2. Két qud nghién ciru dinh luwong so by

Hai muc hoi khong dam bao d tin cay do hé sé twong quan bién - tong nho hon 0.3 1a “T6i
sé théng bdo trueéc néu toi khdng thé dén lam viéc” va “Téi dwa ra nhitng dé xuat mang tinh xay
dung dé cai thién dich vy”. Thém vao do6, hai muc hoi nay da nhan duoc sy khuyén nghi cua mot
s6 chuy@n gia va nhan vién 1a khéng pht hop nén bj loai bo khoi danh muc thang do nghién cu.

Thang do OCB con lai 18 myc hoi, dam bao yéu cau phan tich (Bang 1) va duoc trinh
bay chi tiét & Phu luc A (ban onling).

Bang 1
Két Qua Nghién Citu Pinh Lirong So' Bé

Thang do | Cronbach's Alpha | (L08R -EES | B
OCBI 0.882 0.595 - 0.856 0.553 - 0.917
OCBO 0.854 0.595 - 0.766 0.623 - 0.877
OCBC 0.897 0.661 - 0.789 0.713 - 0.837
KMO = 0.855; Sig. (kiém dinh Bartlett’s Test) = 0.000;
Phuong sai trich = 64.063%; Eigenvalues = 2.098

Nguon: Dit lidu khao sat so bo

4.3. Két qud nghién citu dinh lreng chinh thic

4.3.1. M6 td mdu nghién cizu

Téc gia phét ra 500 phiéu, tong s6 phiéu thu vé 1a 487, trong d6 sb phiéu hop I& dé phan
tich 1a 469 phiéu. Mau nghién ctu gdm c6 328 nhan vién nit (69.9%) va 141 nhan vién nam
(30.1%); cha yéu tir 25 dén 30 tudi (51.6%), tham nién 1am viéc tir 02 dén 04 nam (49.5%).
Nhan vién tai khach san 3 sao chiém 58.9%, khéach san 4 sao chiém 30.1% va khach san 5 sao
chiém 11.9% (Bang 2).
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Bang 2
Thong Ké Mé Ta Mdu Nghién Ciru Pinh Lirong Chinh Thirc

Dic diém miig Ty (t,/';‘-’”g Diic diém Sé lwong | T§ trong %
Gioi tinh Tham nién
Nam 141 30.1 |Du6i 02 nam 132 28.1
Nt 328 69.9 |Tur 02 dén 04 nim 232 49.5
Do tudi Tir 05 dén 10 nam 68 14.5
Dudi 24 tudi 118 25.2 |Trén 10 nim 37 7.9
Tur 25 dén 30 tudi 242 51.6 |B® phan lam viéc
Tir 31 dén 35 tudi 74 15.8 |L2tan 112 23.9
Trén 35 tudi 35 7.5 |Nhahang 257 54.8
Cép hang khéach san Giai tri 79 16.8
3 sao va tuong duong 272 58.0 |Khac 21 4.5
4 sao va tuong duong 141 30.1
5 sao va tuong duong 56 11.9
Tong 469 100

Nguon: Két qua phan tich dit liéu bang SPSS

4.3.2. Panh gia chdt lirong muc héi

Két qua phan tich & Bang 3 cho thiy thang do dam bao db tin cay boi hé s6 Cronbach’s
Alpha caa cac thanh té déu Ion hon 0.8, tuong quan bién - tdng 16n hon 0.3 (thap nhit 13 0.623).
Ngoai ra, thang do dap (rng yéu cau hoi tu va phan biét bai hé sé tai nhan té caa cac muc hoi déu
I6n hon 0.5 (thap nhat 14 0.671) va khdng c¢6 muc hoi nao tai 1én hai nhan té véi gia tri chénh
léch tai nhan t6 thap hon 0.3.
Bang 3
Két Qua Phan Tich Cronbach’s Alpha va Phan Tich Nhan Té Kham Pha EFA

Thang do Twong quan bién-tong Hé sé tai nhan to
OCBI1 0.689 0.755
OCBI2 0.685 0.746
ocsBl OCBI3 0.720 0.781
(Cronbach’s Alpha = 0.872) OCBIl4 0.637 0.688
OCBI5 0.661 0.715
OCBI6 0.641 0.691
OCBO OCBO1 0.729 0.755
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Thang do Twong quan bién-tdng Heé s tai nhan to
(Cronbach’s Alpha = 0.891) OCBO2 0.717 0.802
OCBO3 0.674 0.697
OCBO4 0.719 0.775
OCBO5 0.701 0.754
OCBO6 0.714 0.690
OCBC1 0.623 0.689
OCBC2 0.701 0.747
OCBO OCBC3 0.642 0.682
(Cronbach’s Alpha = 0.864) OCBC4 0.643 0.694
OCBC5 0.664 0.671
OCBC6 0.682 0.756

Nguon: Dir ligu khao sat chinh thirc

CAc tiéu chuan danh gia mo hinh déu phd hop theo Ha va Bui (2019), cu thé: Chi-
square/df = 1.318 < 5.0; GFI = 0.961 > 0.9; CFI = 0.989 > 0.9; TLI = 0.988 > 0.9; RMSEA =
0.026 < 0.08 (Hinh 2). Trong s6 hoi quy chuan hda (standardized regression weight) ciia cac muc
hoi déu 16n hon 0.5 (thdp nhat 14 0.673) va gia tri sig. déu nho hon 0.05 (Bang 4). Do d6, 18 muc
hoi dam bao yéu cau dé do luong cho 03 thanh té caa OCB.
Hinh 2

Két Qua Phan Tich CFA

OCBO1 Chi-quare=173.911; df=132; p=.008;
° Chi-quare/df=1.318;
OCBO2 D*& GFI=.961; TLI=.988; CFI=.989;
RMSEA=.026
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Nguon: Dir ligu khao sat chinh thic
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Bang 4

Trong Sé Hoi Quy Chuan Hoa

Muc hai| T7eng sb h(‘)’i AUY | puc hoi | TTON9 sb h(‘),i AU | puchoi| TTON9 sb h(‘),i quy

: chuan hoa : chuan hoéa : chuan hoéa

OCBI1 0.748* 0CBO1 0.782* OCBC1 0.673*
OCBI2 0.746* 0CBO2 0.762* OCBC2 0.766*
OCBI3 0.782* 0OCBO3 0.721* OCBC3 0.702*
OCBl4 0.689* 0CBO4 0.768* oCBC4 0.698*
OCBI5 0.718* OCBO5 0.750* OCBC5 0.741*
OCBIl6 0.690* OCBO6 0.773* OCBC6 0.732*

Ghi cha: *gia tri sig. < 0.001
Nguon: Dir liéu khao sat chinh thuc

Két qua & Bang 5 cho thay d6 tin cay tong hop (Composite Reliability - CR) caa 03 thanh
t6 déu 16n hon 0.7 (thdp nhat 13 0.865), phuong sai trich trung binh (Average Variance Extracted
- AVE) cua 3 thanh té déu 16n hon 0.5 (thdp nhat 1a 0.517) nén gié tri hoi tu cua thang do duoc
dap ung. Phuong sai chia sé 16n nhat (Maximum Shared Variance - MSV) cua 03 thanh t6 déu
nhé hon cin bac 2 cia AVE va cin bac 2 cua AVE 16n hon twong quan gitra cac thanh t6. Nhu
vay, gié tri phan biét ctua thang do dugc dap tng.

Bang 5
Két Qua Panh Gid Gid Tri Thang Po
CR AVE MSV OCBO OCBI OCBC
OCBO 0.891 0.577 0.467 0.760*
OcCBI 0.872 0.532 0.011 0.091 0.730*
OCBC 0.865 0.517 0.467 0.684 0.106 0.719*

Ghi th'l: *|a F can bac 2 cia AVE
Nguan: Dir liéu khao sét chinh thuc

4.3.3. Pdnh gid y nghia cua ting thanh té

M6 hinh nghién ctu dam bao su phd hop, Cu thé: Chi-square/df = 1.318 < 5.0; GFI =
0.961 > 0.9; CFI = 0.989 > 0.9; TLI = 0.988 > 0.9; RMSEA = 0.026 < 0.08 (Hinh 3). Tit c4 03
thanh t6 déu tham gia vao viéc do luong OCB, trong d6 OCBC c6 ¥ nghia 16n nhét (B = 0.893),
tiép theo sau 1a OCBO (B = 0.765) va OCBI (B = 0.119).
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Hinh 3
Két Qud Panh Gid Y Nghia tirng Thanh To

OCBO1 Chi-quare=173.911; df=132; p=.008;
B Chi-quare/df=1.318;
0OCBO2 D)& GFI=.961; TLI=.988; CFI=.989;
G RMSEA=.026
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Nguon: Dit lidu khao sat chinh thirc
5. Két luin

Trén co s& nén tang md hinh 3 chan ciia Ma va cong su (2013), tac gia da phat trién thang
do OCB cuia nhan vién tuyén dau trong bdi canh nganh khach san tai Thanh phé Da Ning, Viét
Nam, bao gém 18 muc hoi thudc 03 thanh té 1a OCBI, OCBO va OCBC.

Vé mit ly thuyét, két qua nghién ctu c6 sy twong dong va cing cb co so ly thuyét vé
thang do OCB nganh khach san. Cu thé, két qua nay dat duoc sy dong thuan cao véi thang do
OCB ctia Ma va cong su (2013) khi ké thira 15/22 bién quan sét va khang dinh sy phil hop cua
mod hinh 3 chan. Piéu nay cho thay ddi véi nhan vién tuyén dau nganh khach san, OCB cén
huéng dén ca 03 d6i twong 1a dong nghiép, to chirc va khach hang, trong dé dac biét 1a OCB
hudng dén khach hang bai dic thd cdng viéc ciia nhan vién yéu cau sy twong tac cao va lién tuc
véi khach hang. Két qua nay cung ¢ quan diém cua Dimitriades (2007) vé tim quan trong cua
OCB huéng dén khéch hang trong nganh dich vu. Bén canh d6, sau khi kiém chang mé hinh 3
chan trong bi canh nganh khéch san tai Thanh phé Pa Ning, Viét Nam, nghién ctru nay da luot
bo 07 bién quan sat khong phu hop va bd sung 03 bién quan sat. Cac bién quan sat khong phu
hop chu yéu thé hién nhitng hanh vi duoc xem 12 hanh vi thudc vai trd, nhiém vu caa nhan vién
hoac nhirng hanh vi nhan vién hiém khi thuc hién. Cac bién quan sat duoc b sung tap trung vao
nhitng hanh vi ¢ tinh dic thu ctia nganh khach san, lién quan dén tinh thoi vy trong nganh. Nhu
vay, két qua nghién ciru nay ang ho quan diém cua Farh va cong su (2007) khi khang dinh su
khac biét vian hoa dem lai sy khac biét vé quan niém va céch thirc thé hién OCB. Két qua nay
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ciing bd sung bang ching thuc nghiém ung hd quan diém caa Ma va cong su (2023) vé viéc can
phét trién cac thang do OCB dic thi cho nganh khach san.

Vé mat thyc tién, nhan dién va do ludng OCB theo mé hinh 3 chan gilp c4c nha quan ly
khéch san hiéu biét su sic hon vai tro ciia mbi quan hé tuong tac giira nhan vién véi dong
nghiép, nhan vién véi to chirc va nhan vién vai khach hang trong viéc hinh thanh vin héa to
chirc hudng dén khach hang. Két qua nghién ciu cho phép nha quan ly khach san phét trién
chinh séch nhan su tap trung vao viéc cai thién va nang cao cac hanh vi tich cuc; tir do, tbi da
héa sy hai 10ng va trung thanh ciia khach hang ciing nhu ting cudng van héa t chic va tinh than
ddng doi. Nghién ciu cung cip mot khung co s¢ dé danh gia va khen thuong cac hanh vi tich
cuc vuot Ién trén vai tro, nhiém vu cta nhan vién, qua do khuyén khich su tham gia cta nhan
vién nham phét trién moi truong 1am viéc sang tao, ning dong. Diéu nay khdng chi gitp mdi ca
nhan trong t6 chtc cai thién hiéu suat céng viéc ma con gop phan vao su thanh cong chung cua
t6 chirc. Ngoai ra, 4p dung md hinh 3 chén trong viéc do luong OCB mé ra co hdi cho céc
nghién ctru tuong lai tim hiéu sdu hon vé chu dé nay, dac biét 1a trong bdi canh nganh khach san
tai Viét Nam.
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