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TOM TAT

Khdi niém moéi trwong dich vu dang dwoc cdc hoc gid danh nhiéu
quan tdm vi tdm quan trong cta né trong viéc thiic ddy cdc két qud ddu
ra cta té chitc nhw: Chdt Iwong dich vu, két qud cong viéc, sw hai long ctia
khdch hang va két qud kinh doanh. Nghién cttu nay phdn tich sw tdc dong
cta qudn ly chdt lwong toan dién dén moéi trwdng dich vu & nganh khdch
san tai thanh phd Da Lat. D6i twong khdo sdt la cdc nhdn vién cdp trung
(N=165) tir cdc khdch san khdc nhau. S6 liéu thu thdp dwoc xit ly bdng
phdn mém SPSS véi viéc phdn tich dd tin cdy Cronbach’s Alpha, phén tich
nhdn té khdm phd va mé hinh hoi quy da bién. Két qud da do Iwong cdc
mitc dé va hinh thdi tdc ddng khdc nhau ctia bdy thanh phdn ctia TQM
dén méi trwong dich vu.

ABSTRACT

Many studies have proved the importance of service environment to
the outcomes of organizations such as: service quality, employees’s
performance, customer satisfaction and business performance. This study
focused on researching the influence of Total Quality Management to
Service Environment in the context of hotel industry in DaLat City. Data
were collected from 165 Middle managers from many different hotels.
SPSS program was used to analyze data and evaluate the reliability and
validity of scale. Multiple linear regression was conducted to test
hypothesis. The results show that all of seven constructs of TQM impact on
service environment both directly and indirectly.

1. Giéi thiéu

Trong méi trwong kinh doanh c6 tinh

va tr d6 danh dwoc sy hai long va long trung
thanh cda khach hang (Schneider va cs, 1998;
Salanova va cs, 2005; Hong va cs, 2013). Véi

canh tranh cao, mdt trong mudi nguyén tic
quan trong trong kinh doanh chinh la viéc giiv
chan khach hang. Cac nghién ctru da chi ra
rang, viéc lam hai long va gitt chin nhirng
khach hang hién tai sé tén it chi phi va dat
nhiéu lgi nhuin hon la viéc theo du6i nhitng
khach hang méi (Liao va cs, 2007). B c6 nhiéu
nghién ctru chitrng minh dwoc rang, khi mot to
chirc xay dung cho minh mot méi trwong dich
vu tot, sé lam thuc diy thai do lam viéc cua
nhén vién phuc vy, gia ting chit lwong dich vu

tam quan trong nhw trén, méi trwdng dich vu,
dwoc hinh thanh tir cAc nguon luc cia té chire,
dwoc nghién ciru dé danh gia tong quat viéc to
chirc da két hgp va phan phdi cac nguon luc
cho nhan vién nhu thé nao, nham tao ra mot
moi tredong thuan lgi hd trg nhan vién dich vu
hoan thanh t6t cong viéc cia minh.

Cac nguébn luc cta to chirc rat da dang va
phong phu, trong pham vi bai bio nay, tac gia
lwa chon mo hinh Qudn ly chdt lwong toan dién
(TQM) dé nghién ctru sw tdc déng cia nd dén
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Moébi trwong dich vu. Theo Stegerean va cs
(2009), TQM la mét triét Iy quan tri hwéng dén
viéc tich hop tat ca cic chirc ndng cla to chirc
nham 1am hai long khach hang va dat dwoc
nhitng muc tiéu cta té chirc. Pa c6 rit nhiéu
nghién ciru vé su tdc déng truc ti€p cia TQM
dén chat lvgng san pham, két qua kinh doanh,
két qua doi méi sdn pham, két qua 1am viéc va
sw hai long ctia nhan vién. Véi dac thu riéng
cuia nganh, TQM trong nganh dich vu dwogc ky
vong sé tao ra nhitng ngudén ning lwc canh
tranh didc biét, tiéu bi€u ctia nganh dich vu
(Wang va cs, 2012). Bai bdo nay sé xac dinh
cac thanh phan cu thé cia TQM trong moi
treong nganh dich vu khach san tai thanh pho
ba Lat, va do lwong sy tac déng ctia chiing dén
moi treong dich vu cia cac té chire nay.

Cac t6 chirc dwoc chon dé khao sat 1a cac
khach san tir hai dén nidm sao trén dia ban
Thanh ph6 Pa Lat, diy la mot trong nhirng
trung tam du lich va nghi dudng quan trong
clia ca nwéc cling nhw khu vwee Péng Nam A.
Véi xu thé phat trién manh mé cta nganh du
lich, rat can thiét c6 mot dé tai nghién ctru vé
qua trinh Qudn ly chdt lwong toan dién va Méi
trwong dich vu tai cac td chirc nay dé cac nha
quan tri lam co s& cho viéc hoach dinh cac
chinh sich vin hanh va phét trién cho t6 chic.

C4u tric cta bai viét nay bao gom 5 phéan:
Ngoai phan gi&i thiéu bén trén, phan tiép theo
la co s& ly thuyét va gid thuyét nghién ctiru dé
nghi, trong dé cac tién t6 la bay khia canh cta
quan tri chat lwong toan dién va hiu t6 cla
chung 1a méi trweong dich vu cua té chirc. Phan
ké tiép la phwong phap va két qua cia nghién
ctiru. Sau cung la phin két luin véi viéc thao
luin két qua, binh luin vé déng gép ly thuyét
cling nhw ham y quan tri lién quan.

2. Co s& ly thuyét va mo hinh nghién airu

Moéi trworng dich vu (Service Climate)

Tac gid Schneider (1998) da dinh nghia
méi trwong dich vu 1a nhitng nhan thic caa
nhén vién vé cong viéc, cdc qua trinh va cac
hanh vi dwoc Ung hd, duwgc mong doi va khen
thwéng lién quan dén sw phuc vu khach hang

va chat lwong dich vu khach hang. Theo
Johnson (1996), méi trwong dich vu la mot
phan quan trong ctia moéi trueong to chirc lién
quan dén viéc cic nhin vién cung chia sé
chung nhéin thirc vé nhitng diéu gi quan trong
va can thiét cho td chic cta ho. Méi truong
dich vu t&t khi cdc nhan vién déu hiéu ré phan
trach nhiém cong viéc cia minh déng gép nhw
thé nao cho toan bd muc tiéu chung cia doanh
nghiép doé 1a phuc vu thit t6t va lam hai long
khach hang.

Schneider va Bowen (1993) da dé xuit
rang, moi trwong dich vu c6 thé bao gobm mot
s6 hanh dong lién quan dén viéc khuyén khich
viéc cung cap dich vu c6 chat lwong cao, tao ra
nhitng diéu kién hd trg cho nhan vién trong
cong viéc, gidm boét nhivtng tré ngai cho céng
viéc, va nhitng chinh sich hé tro vé nhan su.
Trong bai bao nay, thang do méi trwdng dich
vu dwoc k€ thira tr mét nghién cliu trong
nganh khach san cda tac gia Salanova va cs
(2005). Thang do nay da dwoc rut gon tw
thang do méi truwong dich vu toan ciu (Global
service climate) cta tac gid Schneider (1998).
Theo d6, méi trworng dich vu dwoc thé hién qua
bo6n khia canh chinh 1a: Mirc dd cac nhan vién
nam rod kién thic va c6 ky ning tot vé cong
viéc phuc vu cta minh, viéc hd tro cdc ngudn
lwc cta to chirc cho nhan vién hoan thanh cong
viéc, viéc ghi nhan va khen thuéng sw nd luc
ctia nhan vién trong t6 chirc, va cudi cung la
chit lwong dich vu xuit sic ma t6 chirc mang
lai cho khach hang.

Véi tdm quan trong cia méi trwdong dich
vu néu trén, da co6 rat nhiéu hoc gia nghién ctiru
vé cAc tién td cla no, vi du nhw: Cac tinh chit
cébng viéc va lién két cidc bd phan dich vu
(Schneider va cs, 1998); sw tham gia cong viéc
va cac ngudn luc cua td chirc (Salanova va cs,
2005); khen thwdng, dao tao dich vy, truyén
théng gitra cic bo phén, tim nhin quan tri
(Antioco va cs, 2008); dinh hwéng chat lwong
dich vu (Salvaggio va cs, 2007); vai tro lanh
dao va chirc nang ngudén nhan lwc (Hong va cs,
2013);... Nhw vay, tirng khia canh nhé vé cac
nguon lwc cla td chirc da dwoc cac hoc gia dao
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siu nghién ctru vé sy dnh hwdng cia ching
dén méi trwong dich vu. Tuy nhién, véi kién
thirc cd nhan sau qua trinh nd lwc tim kiém,
hién nay chwa c6 nghién ctu nao danh gia sw
tac dong cua téng thé cac ngudn luc cia td chirc
dén yéu té méi trwong dich vu. Vi vy, trong bai
bao nay, mé hinh qudn ly chdt lwong toan dién
(TQM) dwoc st dung dé dai dién cho qué trinh
str dung va tich hgp tong thé cac ngudn luc cia
t6 chirc va sy tic dong clia né dén mdi trudng
dich vu sé dwoc do lwong cu thé théng qua
phwong phap nghién cttu dinh lwgng.

Qudn ly chdt lwong toan dién (TQM)

Tac gia Deming (1982) dinh nghia TQM la
nhirng phwong phap quan tri dwoc st dung dé
tang cwong chit lwong va ning suit clia tb
chitc. Quan ly chat lwgng toan dién (TQM)
dwoc ghi nhan mot cach pho bién 1a mét triét
ly vdn hanh va né di tré thanh khiu hiéu
chinh cho cac t6 chirc phin diu danh 13y loi
thé canh tranh trong thi trwong
(Sureshchandar & cs, 2001).

D3 c6 nhiéu hoc gia quan tAm tim hiéu cac
khia canh cua TQM nhuw: Flynn va cs (1994);
Black va Porter (1996); Kanji va Wallace
(2000); Brah va cs (2000). Vao nam 2012, tac
gia Wang va cs da tién hanh moét nghién ctiru vé
TQM trong moi trwedng khach san, véi viéc ap
dung khung ly thuyét TQM cta Grandoz va
Gershon (1998). Thang do da huwdéng TQM
trong nghién ctru nay cho thiy c6 do tin ciy va
do gia tri hoi tu cao, vi vy né dwoc lwa chon
dé str dung trong bai bio nay sau khi dwoc tién
hanh nghién cru dinh tinh dé thay doi, b6 sung
cho phu hgp véi moéi treong Viét Nam. Thang
do bao gbm 7 thanh phan sau:

Vai tro lanh dao (Leadership): Yéu t6
nay do lwong nhitng chirc nang chinh cta ban
quan tri khiach san nhw: Hoach dinh, to chic,
lanh dao va kiém tra. Theo Salvaggio va cs,
(2007), vai tro lanh dao la mot trong nhirng
nguoén lwc quan trong dén tir cic nha quan ly -
nhitng ngwoi dong vai tro quan trong trong
viéc truyén tai dén cac nhan vién sy cam két vé
dam bao chit lwong dich vu. Nha quan ly 1a

nguwdi luén dwoc cac nhan vién theo doi, hoc
héi va 1a ngwdi ndm gitt quyén lwc trong to
chirc. Vi vay nhitng hanh ddng, chinh sach cta
ho c6 tac dong rat 16n dén nhan thirc cta cac
nhan vién.

Tl nhirng ly ludn trén, gid thuyét H1 dwoc
dwara,

H1: Vai tro ldnh dao tdc ddng tich cwc dén
méi trwong dich vu.

Ddp wng cho nhdn vién (Employee
fulfillment): Lién quan dén viéc toan bd nhin
vién ctia khach san c6 dwoc cung cip du cac
nguon luc dé€ thwc hién tot céng viéc cta ho
hay khong? Véi vai tro 1anh dao tét cua ban
quan tri, cac nhan vién sé lién tuc dwgc dong
vién, khuyén khich, dwoc phan céng cong viéc
phu hop dé phat huy tit ca diém manh cta ho.
Twr d6, cac nhan vién sé cdm thiy hai long va
yéu thich cdng viéc clia minh, sdn sang céng
hién hét strc minh cho t6 chirc. Vi vdy, yéu t6
dap &ng cho nhan vién vira thé hién sy hd tro
vé mat nguodn lwc vat chit cho céng viéc, vira
bao ham cd nhin thitc vé quyén han, trach
nhiém cta nhan vién va déng lyc lam viéc tir
bén trong con nguoi ho.

Gia thuyét H2 dworc hinh thanh,

H2: Sy ddp trng cho nhdn vién tdc dong
tich cwc dén méi trwong dich vu.

Hop tdc bén trong (Internal
cooperation): Viéc két hop cic yéu t6 bén
trong va bén ngoai cua t6 chirc la diéu kién
then chot trong viéc tién hanh TQM (Wang
va cs, 2012). Yéu t6 nay do lwong mikrc do
hop tac lam viéc gitta cdc nhan vién va cac bo
phan bén trong cta khach san nham huwéng
dén nhirng muc tiéu chung. Cu thé, gitra cic
cdp quan ly va nhan vién tir cdc bé phin
khac nhau cé sw phdi hop véi nhau khi lam
viéc, thé hién qua viéc thwong xuyén lam
viéc nhém; nhan vién dwoc khuyén Kkhich
néu quan diém, kién nghi vé cdc hoat déng
cua khach san; moi nhin vién cung nhau hop
tdc dé cai tién chat lwong dich vu va quy
trinh lam viéc. Khi ¢6 sw hop tac chat ché
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gitra cac bo phan va méi quan hé tot véi moi
treong bén ngoai, cac hoat déng cta t6 chirc
sé dwoc tién hanh hiéu qua hon, gép phan
thidc ddy moi treong dich vu cua to chirc.

Trén co s& do, gid thuyét H3 dwoc xay dung,

H3: Hop tdc bén trong tdc dfng tich cuc
dén moi trwong dich vu.

Tap trung vao khdch hang (Customer
focus): Yéu t6 tip trung vao khach hang do
lwdng mirc do khach san cé luén luén quan
tdm dén chit lwong dich vu d€ lam hai long
khach hang hay khong? Hay néi cach khic,
cac hoat dong cia khach san c6 chu trong
dén viéc lam hai long khiach hang hay
khong? Khach san c6 dat ndng tim quan
trong cta khiach hang d6i véi viéc kinh
doanh cda minh hay khéng? Theo d6, khi cé
sw tap trung cao vao khach hang, khach san
phai x4y dwng mdi quan hé gan b6 véi khach
hang, dat minh vao vi tri cia khach hang dé
thiu hiéu nhirng nhu ciu, mong muén cua
ho, nham dwa ra nhitng dich vu phu hop
nhat v&i khach hang. Nhw vay, khi toan b t6
chitc cuing hwéng dén nhitng nhu cau cuia
khach hang, thi t6 chic di xiy dwng dwoc
mot moi trweong dich vu thanh céng.

Ching ta c6 gia thuyét H4,

H4: Tdp trung vao khdch hang tdc ddng
tich cwc dén méi trwong dich vu.

Cdai tién lién tuc (Continuous
improvement): Dé dap rng mot cach nhanh
nhat nhirng nhu cdu thay doi cia khach hang,
t6 chirc can cé sw cai tién lién tuc trong san
phim, dich vu (Dale va Plunkett, 1990). Yéu to
nay do lwong mirc d6 cac khach san khuyén
khich nhan vién cia minh khéng ngirng tim toi,
sang tao trong cong viéc hang ngay dé dé xuit
y kién nham cai tién quy trinh thwc hién dich
vu. Khi cac nhan vién dwgc khuyén khich déi
mé&i va sang tao, ho sé c6 tinh thin lam viéc t6t
hon, cac hoat dong phuc vu khach hang ciing
dwoc cai thién lién tuc, tir d6 gbép phan thic
d4y moi treong lam viéc cha té chikc.

Gia thuyét H5 nhw sau,

Hb5: Cdi tién lién tuc tdc dong tich cwc dén
méi trwong dich vu.

Hoc héi (Learning): Viéc hoc hoi trong
mot td chirc 1a viéc lam c6 y nghia chién luworc,
n6 dwoc thye hién théng qua qua trinh dao tao
& tit ca cac bd phéan, viéc hoc hoi sé mang lai
gia tri lau dai cho cac khach san (Claver va cs,
2006). Théng qua do, nhan vién sé dwoc nang
cao ky ning nghé nghiép, va c6 sw cam két gin
b6 14u dai véi to chirc (Haynes va Fryer, 2000).
Yéu t6 hoc héi do lwong mirc d6 dwoc dao tao
cla ca cap quan ly va nhin vién. Qua trinh dao
tao sé giup cho nhan vién dinh hwéng duoc
khach hang ctia minh, tir d6 hinh thanh cho ho
nhén thic vé ban chat cong viéc phuc vu. Vi
vay, hoc hdi la mot yéu t6 quan trong gop phan
xay dung nén moi trweong dich vu cho té chikc.

Gia thuyét H6 dworc hinh thanh,

H6: Hoc héi tdc dong tich cwc dén moi
trwong dich vu.

Quian ly quda trinh  (Process
management): Thé hién qua viéc cac nha
quan tri c6 chu trong dén quan ly quy trinh
l1am viéc cia khach san bing cac phwong phap
thich hop hay khong? DE€ viéc quan ly qua trinh
hiéu qua, cac quy trinh hoat dong cua khach
san déu phai dwoc tiéu chuin hoa va ghi ro
thong qua tai liéu hwdng dan; chit lwong trong
trng bwdc cia quy trinh dich vu phai dwoc do
lwdng ro rang. Cac nha quan ly khong nhitng
biét nhitng phwong phap do lwong, phén tich
chi phi, két qua kinh doanh ma con phai c6 kha
nang dong vién giam sat nhan vién trong qua
trinh lam viéc. Nhw vy, néu viéc quan ly qua
trinh cta khach san t6t, cic nhan vién sé duoc
lam viéc trong mdi trwong thuan loi, dwoc
déng vién khuyén khich thwong xuyén, tir d6
moi trwong dich vu cta t6 chirc sé dwgce thic
day phat trién.

Gia thuyét H7 nhu sau,

H7: Qudn ly qud trinh tdc ddng tich cwc dén

mdi trwong dich vu.
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3. Phwong phap nghién ctru
Thiét ké mau

Dit liéu dwoc thu thip bang phwong phap
ldy mau thuan tién, v&i cadc phiéu khdo sat
dwoc phat truc ti€p dén cac khach san tir 2 - 5
sao tai thanh phé Pa Lat. D6i twong khao sat
dwoc lwa chon la cac quan ly cip trung nhw
gidm doc, pho gidm doc, tredng nhém, tredng
bd phan dé dam bdo viéc nhin thic ré vé ca
qué trinh TQM cua t6 chirc va thau hiéu ré moi
treong lam viéc cda nhan vién. Sau hai thang
thu thap, tong cdng nhin dwoc 228 phiéu tra
loi, sau Kkhi loai b6 cac bang tra 1oi khong hop
1&, 165 phiéu dwoc giilt lai cho cac phéan tich
tiép theo.

Thang do

Cac thang do khai niém ly thuyét déu
dwoc k& thira tlr cic cong trinh nghién ctiru
trwéc véi mot s6 diéu chinh cho phu hop véi
ngon ngtr Viét Nam. Cu thé, thang do TQM
dwoc ké thira tir Wang va cs (2012) st dung lai
tlr Grandzol (1998), thang do moi trwdng dich

vu dwoc ké thira tir Salanova va cs (2005) st
dung lai tir Schneider va cs (1998). Cac khai
niém dwoc do lwong bang thang do khodng
Likert véi nam mirc do tir 1 (Hoan toan khong
déng y) dén 5 (Hoan toan dong y).

Phan tich dir liéu

Dt liéu dwoc xir Iy bang phan mém SPSS
21, véi hai budce phan tich chinh. Trwéc hét la
kiém dinh d6 tin ciy thang do théng qua phan
tich Cronbach’s Alpha va kiém dinh nhan to
kham pha EFA. Tiép theo, cic gid thuyét
nghién cttu sé dwoc kiém tra bang phwong
phép hoi quy tuyén tinh da bién.

4. Két qua

D€ thuin tién cho viéc phan tich, cic tén
khai niém cta nghién ctru dwgc ma hdéa nhw
sau: Moi treong dich vu (secli); vai tro lanh
dao (lead); dap rng cho nhan vién (emful);
hop tac bén trong (coop); tap trung vao khach
hang (cusf); cai tién lién tuc (imp); hoc hoi
(learn) va quan ly qua trinh (proma).

Bdng 1: Két qud kiém dinh Cronbach’s Alpha va EFA riéng tirng nhdn t6

Khai niém " | Hesotong [ yo 5 He s KMO;
o , ién quan st | quan bién- DOl Phuong sai trich
(Hé s6 Cronbach’s Alpha) téng nhan to VE%
LEAD1 0,636 0,849
Vai tro lanh dao (0,767) KMO = 0,69
LEAD2 0,556 0,795 VE% = 68,41%
LEAD3 0,612 0,836
bap rng cho nhan vién | EMFUL2 0,452 0,759
(0,654) KMO = 0,657
EMFUL3 0,496 0,792
VE% = 59,64%
EMFUL4 0,462 0,768
R COOP2 0,542 0,794
Hop tadc bén trong KMO = 0,635
0,756
(0,756) COOP3 0,7 0,889 VE% = 67.58%
COOP4 0,524 0,779
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. \ .| cusF1 0,514 0,785
Tap trung vao Kkhach KMO = 0,675
hang (0,707
ang ( ) CUSF2 0,517 0,789 VE% = 63,29%

CUSF3 0,55 0,813
IMP1 0,495 0,882

Cai tién lién tuc (0,702) KMO =0,65
IMP2 0,5898 0841 | ygo, = 6273%
IMP3 0,483 0,76
LEARN1 0,558 0,814

Hoc héi (0,724) KMO = 0,668;
LEARN2 0,589 0835 | vEye 64.48%
LEARN3 0,489 0,758
PROMA1 0,532 0,783
PROMA? 0,622 0,82 KMO = 0,754

Quan ly qua trinh (0,88) VE% = 67,78%
PROMA3 0,521 0,815
PROMA4 0,596 0,83
PROMAS 0,682 0,866

Moi truomg dich vy | SECHIL 0,44 0,683 | KMO = 0,724

(0,693) SECLI2 0,446 0,688 | VE%=52,48%
SECLI3 0,492 0,744
SECLI4 0,539 0,779

Trong qua trinh phan tich d6 tin cay thang
do Cronbach’s Alpha, 5 bién bi loai bd vi c6 hé
s6 twong quan bién - tdng nho hon 0,3. Cac
thang do trong bai con lai tir 3 dén 5 bién véi
gia tri ndi dung cua thang do van dwoc dam
bdo. Pac biét, trong thang do hop tdc bén
trong/ bén ngoai ké thira tr Wang va cs (2012)
gobm 4 bién, trong d6 mot bién thé hién sy hop
tac bén ngoai bi loai bd, vi vay, thang do dwoc
ddéi tén thanh hop tdc bén trong dé phu hop
v&i gia tri ndi dung ctia ba bién con lai.

Két qua kiém dinh Cronbach’s Alpha va
EFA riéng tirng nhin t6 véi phép trich
Principal components va phép xoay Varimax

dwoc thé hién & Bang 1 cho thay, cac thang do
déu dat do tin ciy véi cac hé sb tin ciy tir
0,654 - 0,88 (>0,6); twong quan bién - tong
>0,3, hé s6 KMO >0,5 va phwong sai trich >
50% (Hair va cs, 2014).

Bay thang do thanh phin cta TQM tiép
tuc dwoc phén tich nhin t6 kham pha chung
v&i phép trich Principal Axis Factoring va phép
xoay Promax, két qua thé hién & bang 2 cho
thdy cac nhan t6 déu thé hién d6 hdi tu va do
phén biét tot, véi cac hé s6 tdi nhan to cao hon
0,5 va chénh léch hé so tai nhan té chéo > 0,3.
Tong céng 7 nhin t6 dwoc rat trich véi
phwong sai trich dat 53,39%.
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Bdng 2: Két qud phdn tich nhdn té khdm phd EFA

Nhin to

1 2 3 4 5 6 7
LEAD1 ,739 ,131
LEAD2 ,665 -,159
LEAD3 ,792 -,148 ,108
EMFUL2 ,684
EMFUL3 ,502
EMFUL4 |,177 ,162 ,487
COoOP2 ,605 -111
CoOP3 ,916
COOP4 ,649 ,182
CUSF1 ,652
CUSF2 ,650
CUSF3 , 101 , 710
IMP1 ,202 ,598 -,215
IMP2 ,791
IMP3 -163 ,106 -116 ,630 ,206
LEARN1 ,709
LEARN2 |,147 ,781 118
LEARN3 | -,149 ,531 , 179 , 154
PROMA1 |,560 ,210 ,122
PROMA2 |,803 , 112
PROMA3 |,766 171 , 144
PROMA4 |,833
PROMAS5 |,726
KMO = 0,769
Eigenvalues = 1,000
Phwong sai trich = 53,39%

Sau khi dwoc lwu bang cach 14y mean cla
cac bién thanh phan, cic nhan t6 dwoc tiép tuc
kiém dinh hé s6 twong quan Pearson dé kiém
dinh mo6i lién hé tuyén tinh gitta cac bién déc
1ap va bién phu thudc. Két qua thé hién & Bang

3 cho thiy, c6 sw twong quan gitra méi truong
dich vu (sercli) va 7 bién thanh phéin ctia TQM.
Trong 7 bién thanh phan cia TQM ciing c6 sw
twong quan nhe gitra cac cdp khai niém, hé so
twong quan giao dong tir 0,154 dén 0,416.
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Bdng 3: Hé s6 twong quan Pearson giira cdc cdp khdi niém

sercli | lead emful | coop | cusf imp learn | proma
Sercli | 1,000
Lead |,438** | 1,000
Emful |,444** |,312*¢ | 1,000
Coop |,301*|,118 |,154* | 1,000
Cusf ,483** | [)371** | ,280** | ,153 1,000
Imp MA38%% | 257%% | 253%% | 245%% | 292**% | 1,000
Learn |,317** |,247** | ,031 ,154* | ,273** | ,258** | 1,000
Proma | ,507** | ,416** | ,448** | ,]310** | ,330** | ,363** | ,127 | 1,000

Ghi chu: * p<0,05; ** p<0,01

Cuéi cung, viéc kiém dinh 7 gia thuyét cla

nghién ctru dugc thuc hién bang phwong phap
h6i quy da bién, véi bién phu thudc 1a moi
treong dich vu, cac bién doc lap la 7 yéu to
thanh phin cia TQM. Két qua hoi quy thé hién
& bang 4 cho thdy c6 5/7 gia thuyét nghién
ciru dwoc chip nhan (Sig < 0,05). K&t qua hoi
quy ctia mé hinh cé Sig=0,000, cho thiy mo

hinh hoi quy tuyén tinh da bién la phu hop véi
tap dit liéu va co6 thé st dung dwoc, cac hé so
phong dai phwong sai VIF < 2 nén khong c6
hién twong da cong tuyén giita cac bién doc
l1ap. Hé s6 R2? hiéu chinh cia m6 hinh bing
0,467 cho thay m6 hinh hoéi quy tuyén tinh da
xdy dwng phu hop 46,7% tap dit liéu bién
thién ctia 7 bién doc 1ap 1én bién phu thudc.

Bdng 4: Két qud hoi quy da bién

Hé s6 chuwa Hé s§ da ) :
ci chuin héa chusn Cglllnearlty
i& , i tatistics &t lul
thuyét Bién héa t Sig Két luan
B Std. Beta Tolerance| VIF
Error
H1 [Vaitro lianh dao 106 .054 131 1.968 | .051 .730 1.369 Bac bd
H2 Pap rng nhanvién | .178 .059 .199 3.029 | .003 .756 1.322 | Chip nhin
H3 Hop tac bén trong .082 .048 104 1.704 | .090 .874 1.145 Bacbo
T4 ao khach|
H4 hgggmng VaoKhach - 501 | 060 217 | 3.330 | 001 | .766 | 1.306 |Chdp nhan
H5 [Caitién lién tuc 167 .066 .163 2.533 .012 .784 1.276 | Chip nhan
H6 Hoc hoi 117 .052 .138 2.235 .027 .853 1.172 | Chip nhin
H7 Quanly qua trinh .158 .062 .183 2.548 | .012 .631 1.584 | Chip nhan
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5. Két luan
Thao luan két qua

Trong 7 khia canh ctia TQM, sy tac dong
dén moi trwong dich vu dwgc chirng minh ro
rét nhat tlr yéu to tdp trung vao khdch hang
(B=0,217), ddp ttng cho nhdn vién (3 =0,199)
va qudn ly qud trinh (8 =0,183). Trong ma tran
twong quan Pearson, day ciing la ba yéu to c6
sw tac dong truc tiép 16n nhat dén méi truong
dich vu. Hai yéu to ti€p theo thé hién su tac
dong yéu hon dén moi trwong dich vu la: Cdi
tién lién tuc (B =0,163) va hoc héi (B =0,138).
Cac nghién ctru trwéc cta Schneider va cs
(1998), Salanova va cs (2005) va Salvaggio va
cs (2007) ciing thé hién két qua twong tw khi
chirng minh dwgc dinh hwéng vé khach hang,
dich vu va viéc hd tro nhan vién c6 tac dong
tich cwc dén méi trwong dich vu. Bén canh do,
hai yéu t6 vai tro ldnh dao va hop tdc bén trong
khong cho thiy c6 sw tdc dong truwc tiép dén
moi trwong dich vu (Sig>0,05). Tuy nhién,
trong ma tran twong quan, khi dwoc hoéi quy
riéng v&i moéi trwong dich vy, ca hai yéu té nay
déu cho thiy c6 sw tic dong dén mdi trwong
dich vu va c6 sw twong quan véi cac yéu to con
lai cia TQM. Nhuw vay, theo Edwards va cs
(2007), vai tro ldnh dao va hop tdc bén trong
da thé hién sw tdc déng trung gian toan phin
dén moéi trwong dich vu thong qua cac yéu to
con lai cia TQM. Cu thé, vai tro ldnh dao thic
day sw ddp trng cho nhdn vién, hoc héi, qudn ly
qud trinh va tdp trung vao khdch hang, roi ti
dé tac dong dén méi trwong dich vu. Twong tu,
hop tdc bén trong tac dong dén cdi tién lién tuc
va qudn ly qud trinh, tir d6 tic dong dén moi
trwong dich vu.

Pong gop vé ly thuyét

Nghién ctru da thuc hién thanh c6ng muc
tiéu do lwong mirc do tac dong cua tirng thanh
phin TQM dén méi trwong dich vu. Trong cac
nghién cku trwéc cua cac tac gid nhw
Schneider va cs (1998); Hur va cs (2011);
Hong va cs (2012) da chirng minh vai tro ldnh

dao va hop tdc bén trong tic dong truc tiép
dén moéi trwong dich vu. Dé tai nay da tié€p tuc
tim hiéu cu thé hon vé viéc tich hop cac nguon
lwc cta t6 chirc thong qua md hinh TQM, va
chirng minh dwoc vai tro ldnh dao va hgp tdc
bén trong tac dong dén méi trwong dich vu
thong qua vai tro trung gian toan phin cua cac
yéu to khac nhw: Pdp trng cho nhdn vién, hoc
héi, tdp trung vao khdch hang, cdi tién lién tuc
va qudn ly qud trinh. Vé&i cadc mirc do va hinh
thai tdc dong khic nhau cta 7 thanh phan
TQM, mo6 hinh nghién ctru da giai thich dwoc
46,7% sw bién thién ctia méi trwong dich vu.

Ham y quan tri

Nghién cttu c6 thé dong gbp mot s6 goi y
cho cac nha quan tri nganh khach san noéi
riéng va nganh dich vu néi chung. Tuy mirc do
tac dong cltia cac thanh phian TQM dén méi
trwrong dich vu 1a Khac nhau, nhwng ca 7 thanh
phan trén déu c6 mdéi lién hé mit thiét véi
nhau, cung gép phan xay dwng nén méi trwong
dich vu cho t6 chirc. Vi vdy, viéc ap dung qudn
Iy chdt lwong toan dién cho khach san sé giup
tang cwong méi trwong dich vy, tir dé gitp cho
khach san c6 thé dat dwoc nhitng muc tiéu
trong kinh doanh nhw chit lwgng dich vy, sw
hai long khach hang, doanh thu, lgi nhuan va
phét trién bén virng.

Han ché va nhirng hwéng nghién ctiru
tié€p theo

Han ché cta bai b4o 1a viéc 14y mau thuin
tién trong dia ban Thanh ph6 DA Lat van chwa
khai quat dwgc hét cac dic diém cia nganh
dich vu. Ngoai ra, cin st dung cic phwong
phép phén tich di liéu khac nhw mé hinh ciu
tric SEM va m6 hinh canh tranh dé tim hiéu ro
hon méi quan hé phtrc tap gitta cac thanh
phén cia TQM va sy tac dong cda chung dén
moi trwong dich vu. Cac nghién ctru tiép theo
c6 thé kiém dinh lai tinh tong quat ciia mo
hinh bing cic phuwong phip liy mau va
phwong phap nghién ctru khac.
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Phu luc 1: Bang thang do va cau héi khao sat

Ki hiéu TQM: Quan ly chat lwgng toan dién
Pwoc phat trién béi Grandzol (1998), dwoc Wang et al (2012) chinh stra va st dung
lai trong mot nghién ctru vé nganh khach san, bao gom 7 yéu t6/31 bién
Customer focus: Tap trung vao khach hang

CUSF1 Our activities are centered on | Cac hoat dong ctia khach san chd trong dén
satisfying our customers. viéc lam hai long khach hang

CUSF 2 Satisfying our customers, and | Lam khach hang hai long va dap &ng nhirng
meeting their expectations, is the | mong doi cla ho la nhiém vu quan trong
most important thing we do. nhat cta khach san

CUSF 3 We actively and regularly seek | Ching t6i chi dong thwong xuyén huwéng
customer inputs to identify their | dén khiach hang d€ hiéu nhirng nhu ciu va
needs and expectations. mong doi cua ho

CUSF 4 Senior executives behave in ways | Cic nha quan tri cw x( theo cach khong dat
that lessen the importance of | ndngtdm quan trong cia khach hang*
customers.*

CUSF 5 We have an effective process for | Ching tdi c6 quy trinh hiéu qua dé giai
resolving customers’ complaints. quyét nhirng phan nan ctia khach hang
Internal/external cooperation: Hgp tac bén trong/ bén ngoai

COO0P1 Managers emphasize activities that | Nha quan tri chu trong dén nhitng hoat
lead to a lack of cooperation between | dong hop tac gitta khach san va cac nha
our hotel and our suppliers. cung cap

COOP 2 Managers, supervisors, and | Cac cdp quan ly, gidm sat va nhan vién tir
employees from different | cic bd phan khic nhau cung lam viéc dé
departments work independently to | hwéng dén muc tiéu chung
achieve their own department’s
goals.

COOP 3 In the Thotel, teamwork is | Tai khich san cda toi, lam viéc nhom rat phé
commonplace—the expected way of | bién va la hoat dong thong thwong trong
doing business. kinh doanh.

COOP 4 Employees are hesitant to voice their | CAic nhan vién khéng ngai néu lén quan

opinions, make suggestions, or
inquire about any of the actives of
the hotel.

diém, kién nghi, hodc quan tAm tim hiéu vé
bat cr hoat dong nao ctia khach san.
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Continuous improvement: Cai ti€n lién tuc

IMP1 Employees usually do not get an | Cic nhan vién thuwdng xuyén c6 co hoi dé dé
opportunity to suggest changes or | xudt nhitng thay déi hodc cach cai tién quy
modifications to existing processes. trinh lam viéc hién tai

IMP2 The hotel encourages continual study | Khach san khuyén khich viéc nghién ctu
and improvement of all its products, | lién tuc va cai thién tit ca san pham, dich vu
services and processes. va quy trinh lam viéc.

IMP3 The hotel has received recent | Khdch san di nhdn dwgc nhitng 1di khen
compliments and recognition for | ngoi va sw ghi nhin cho viéc cai tién sdn
improving its | phdm, dich vu va quy trinh lam viéc.
products/services/processes.

Leadership: Vai tro lanh dao

LEAD1 Senior executives share similar | Cic nha quan tri c6 chung niém tin vé dinh
beliefs about the future direction of | hwéng twong lai cho khach san
this organization.

LEAD 2 Activities and investments that have | Cac nha quan tri hd tro cho cac hoat dong va
long-term benefits receive little | viéc dau tw mang lai lgi ich dai han.
support from management.

LEAD 3 Managers and supervisors rarely | Cac cdp quan ly va gidm sat luén chdp nhan
allow employees to take necessary | cho nhan vién ty lam nhitng viéc ma ho cho
action on their own. la can thiét cho cong viéc

LEAD 4 Senior executives anticipate change | Cac nha quan tri phan tich sy thay doi va lap
and make plans to accommodate it. ké hoach dé thich ng
Employee fulfillment: Dap irng nhan vién

EMFUL1 My work duties and responsibilities | Cic nhan vién c¢6 d0 quyén han va trach
contribute little to satisfying my need | nhiém dé phuc vu khach hang mot cach tét
to create quality products/services. nhit

EMFUL 2 | I like my job because I'm doing what | Cac nhan vién yéu thich céng viéc cia minh
[ want to do. vi ho dang lam nhirng diéu ho muon

EMFUL 3 | Employees in the hotel are dedicated | Nhan vién ctia khach san luén cong hién hét
to their jobs. strc minh cho cong viéc
Learning: Hoc héi

LEARN1 Managers and supervisors ensure | Cic nha quan trj ddm bao tit ca nhan vién
that all employees receive training | dwoc huin luyén dé gitp ho nhin ra cac
that helps them understand how and | cong viéc & khach san phai thwc hién nhw
why the hotel does what it does. thé nao va vi sao nhu véy.

LEARN 2 Many employees in the hotel do not | Cac nhan vién cia khach san cé du kién thirc

possess sufficient knowledge about
the basics of our industry

cin thiét vé nganh dich vu khach san
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LEARN 3 Few employees in the hotel | CAc nhin vién cta khach san hiéu ré quy
understand the basic processes used | trinh co ban dé€ phuc vu khach hang
to create our products/services.

Process management: Quan ly qua trinh

PROMA1 | Preventing defective | Khach san rit quan tdm dén viéc phong
products/services from occurring is | ngira nhitng sai sot trong dich vu
a strong attitude in the hotel.

PROMA 2 | The processes for designing new | Cac quy trinh thiét ké dich vu m&i ctia khach
products/service in the hotel ensure | san déu dam bao chit lwgng
quality.

PROMA 3 | Explaining the variation in processes | Khach san luén chd y nhirng bién déng bat
is rarely used as an analysis | thwong trong tirng quy trinh khi phan tich
technique in the hotel. hoat dong

PROMA 4 | Managers and supervisors | Cic nha quan tri biét cach tao dong lwc va
understand how to motivate | khuyén khich nhan vién doc hét sttc minh
employees and encourage them to | cho cong viéc
perform at their highest levels.

PROMAS5 | We strive to establish long-term | Ching tdi ¢ gang thiét 14p mdi quan hé dai
relationships with suppliers. han v&i cac nha cung &ng
Service climate: Méi trwro'ng dich vu
Phat trién béi Schneider et al (1998), dwoc Salanova et al (2005) str dung lai
va rut gon thanh thang do 4 bién

SECLI1 Employees in our organization have | Cac nhan vién ctia khach san c6 kién thirc vé
knowledge of the job and the skills to | cong viéc va kj ndng dé cung cip nhirng
deliver superior quality work and | dich vu c6 chit lwong dang cap
service.

SECLI 2 Employees receive recognition and | Cic nhdn vién dwoc ghi nhan va khen
rewards for the delivery of superior | thwéng khi ho cung cip cho khach hang
work and service. dich vu t6t nhat

SECLI 3 The overall quality of service | Chit lwong toan dién cua dich vu ma khach
provided by our organization to | san chung toi cung cip cho khach hang rit
customers is excellent. tuyét voi

SECLI 4 Employees are provided with tools, | Cac nhan vién dwoc cung cip dung cu, cong

technology, and other resources to
support the delivery of quality work
and service.

nghé va cac nguodn lwc khac d€ hd tro ho
trong cong viéc phuc vu khach hang
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