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TOM TAT

Thwe trang ngudn nhan lyc du lich thanh phé Ba Nang hién nay chua cé tinh chuyén nghiép
cao, thiéu lao ddng cé tay nghé, yéu vé trinh d6 quan ly... la mét trong nhi¥rng réo can co ban
ddi v&i qua trinh thic day phat trién du lich Ba Nang. Thém vao do, yéu ciu vé nhan lyc trong
nganh Du lich ngay cang cao, d&c biét v& yéu cau chat lwgng, kj nang nghiép vu, trinh do
quén ly, ngoai ngi¥, ciing nhw co' ciu lao ddng hop ly. Thyc té ddi héi nganh Du lich Ba Nang
phai c6 chinh sach va chién lwgc phat trién ngudn nhan luc phu hop véi muc tiéu chung cla
chién Iwoc phat trién Du lich Viét Nam.

ABSTRACT

In reality, the present human resources of Danang tourism are not well-trained. The lack of
professional skills and weakness in management ability are among the basic obstacles to the
promotion and development of Danang tourism. Furthermore, the human resources
development in the tourism sector specially requires higher quality, better qualification,
management, foreign languages competence as well as proportional allocation of labour. It is
for this reason that Danang tourism should develop suitable policies and strategies based on
the overall objectives of Vietham human resourses development in tourism.

1. Pit van dé

Da Ning 14 thanh phd c¢6 nhiéu tiém nang va lgi thé phét trién nhanh du lich, dugc xac
dinh 1a mot trong nhitng trung tam du lich cua ca nudce. Trong nhitng ndm qua, du lich Da Nang c6
su phat trién kha nhanh vé co s& vat chét ky thuat phuc vu du lich, theo d6 lao dong duogc thu hut
vao nganh du lich lién tyc tang.

Tuy nhién, nguon nhan lyc hién nay chua dap ung duoc yeu cau phat trién ca vé mit co
cau chat lu(mg va so luong. Cong tic quan ly ngudn nhan lyc, viée tuyen chon, st dung, dao tao,
bdi duong nguon nhén luc tryc ti€p chua duoc quan tim dau tu dung mic.

Dé phat trlen nganh du lich Pa Nang nhanh choéng tr¢ thanh nganh kinh té mili nhon theo
tinh than Nghi quyet Dai hoi Dang bg thanh pho lan thr XIX da dat ra, trong d6 nhiém vu quan
trong hang dau c6 tinh quyét dinh 1a dao tao va phat trién nguon nhan lyc du lich.

Ngudn nhan luc du lich bao gdm nhiéu b phan: nguon nhan lyc thuc hién hién chirc nang
quéan 1y nha nude vé du lich; ngudn nhan lye true tiép kinh doanh du lich; cac nguon nhan lyc khac
(thuc hién churc nang quang ba, tuyén truyén, thong tin...). Trong pham vi bai viét nay, ching t6i
chi d& cap dén nguon nhan Iyc tryc tiép kinh doanh du lich ctia thanh phd Da Ning.

2. Thyc trang ngudn nhén lye tryc tiép kinh doanh du lich tai Tp. ba Ning y
Bang tinh hinh so lwong lao dong truc tiép kinh doanh du lich cia Tp Da Nang

Chi tiéu Dvt Niam 2004 Nim 2005 Nim 2006
S6 lwong Ty trong | S6 heong Ty trong | S0 lwong Ty trong
Tdng lao dong Ld 2.986 3.102 3.225
Lao dong nam Ld 1.405 | 47.05% 1.396 45% 1.396 | 43.29%
Lao dong nit Ld 1.581 52.95% 1.706 55% 1.829 | 56.71%
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Do tuoi 25t —40t | Ld 2.051 | 68.68% 2132 | 68.72% 2.224 | 68.97%
Ldong quan ly Ld 1.008 34% 1.025 33% 1.044 32%
L& tin Ld 244 8% 265 9% 280 9%
Buong Ld 307 10% 314 10% 324 10%
Ban Ld 345 12% 353 11% 366 1%
Bép Ld 168 6% 183 6% 201 6%
Lit hanh-Hdvién | Ld 391 13% 425 14% 435 13%
Lai xe Ld 259 9% 265 9% 286 9%
Bao vé sanh Ld 110 4% 115 4% 124 4%
Bao tri Ld 88 3% 90 3% 95 3%
Dvu bo sung Ld 66 2% 67 2% 70 2%

- Den nay, luc lugng lao dong cta nganh du lich thanh pho ba Nang tuy dong nhung
van con nhiéu han che bat cap. C6 thé noi dang trong tinh trang vira thira vira thiéu lao dong.
Thura lao dong 16 tudi, chua duoc dao tao vé chuyén mon nghlep vu (chiém 24,3%), thiéu lao
dong dugc dao tao co ban vé chuyen mon nghiép vy, ngoai ngu

- Chat luong doi ngu lao dong con thap. C6 741 nguoi tot nghiép dai hoc va cao dang
chiém 22,98% trong d6 ¢6 3, 66% tot nghiép dai hoc — cao dang vé du lich; 909 trung cap nghé
chiém 28,19%, s0_con lai 1a so cap.

- Rleng vé trinh do ngoai ngilr, tror mot s6 tot nghiép chuyen nganh ngoai nglt cac
truong dai hoc su pham, da1 hoc tong hop, phan 16m trinh do ngoal ngir tuong, duong bang A,
sO ¢0 2 ngoai ngit chi chiém khoang 4%, c6 35% tiép xtic dugc voi khach qudc té nhung chu
yéu la tieng Anh va Phap.

3. banh gia chit lwgng lao dong
3.1. Diém manh

Nguon nhan Iyc tryc tiép kinh doanh du lich c6 sy phat trién nhanh vé s6 lugng va chét
luorng Ty 1€ lao dong duoc dao tao, bd tri dang nghe ty 16 lao dong duoc dao tao lai, lao dong
c6 kinh nghlem nghé nghlep, ¢6 trinh do ngoai ngir c6 xu hudng tang, Ngudn nhan luc du lich
nhin chung da phan con rat tré (24 - 40 tu6i) chiém hon 70% tong so lao dong tryuc tiép kinh
doanh du lich, phu hop vai dic diém cla nganh Du lich.

Ngay cang cO nhiéu doanh nghiép ap dung mo hinh quan tri nguon nhan lyc tién tién,
lam tt cac khau tuyén chon, dao tao bdi duong, st dung va duy tri nguon nhan lyc. Dac biét,
cac don vi lién doanh nudc ngoal va cac cong ty It hanh 16n, do1 ngii lao dong c6 chét lu'ong
kha cao, cling nhu xét trén cadc mat phong cach, thai do nghé nghlep, k¥ nang thyc hanh, kién
thitc v trinh do glao tlep bang tiéng nudc ngoal

Nhan thirc vé tam quan trong cua nguon nhan lyc d6i voi hiéu qua hoat dong kinh
doanh du lich da co chuyen bién 13 rét. Mot s6 doanh nghiép du lich ddc biét 1a co s¢ luu tra
da tang cuong dau tu cho cong tac phat tnen nguon nhan luc.

Cong tac hop tac qudc té vé phat trién ngudn nhan luc ngay cang dugc ting cuong.

3.2 Diém yéu va nguyén nhén ciia cdc yéu kém
a. Diém yéu
N Chét lu'ong lao dong chua dap ng dugc yeu cau cua tung nghé, trong qua trinh phuc
vu van hay mac phai sai sot, ty 1€ khach hang phan nan vé chat luong dich vu con khé cao.

Cé su chénh l¢ch kha 16n vé y thtrc, thai d¢ lam vigc, trinh d§ chuyén mon nghiép vu,
ngoai ngfr gi&a doi ngﬁ lao dong truc tiép phuc vu du lich trong cac doanh nghiép c6 von dau
tu nudc ngoa1 v6i cac doanh nghlep Nha nu¢e hodc cac doanh nghi€p c6 quy mo nho.

Ky nang quang b4, gidi thi€u va ban san pham du lich, k¥ nang giao tlep bang tleng
nudc ngoai con han ché d6i v6i nhan vién truc tiép phuc vu du lich, hon nita chua co6 tac
phong lam viéc chuyen nghiép.

Chua c6 sy 6n dinh cao vé doi ‘ngii lao dong truc tiép phuc vu du lich. Ty 1é lao dong
chuyén tir doanh nghlep du lich nay dén doanh nghiép du lich khac hodc ra khoi nganh co Xu
hudng tang.
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Che do tién 1u’0rng, tién thudng va ky lyat lao dong tai nhiéu doanh nghiép chwa c6 tac
d6ng khuyén khich nguol lao dong thyc hién t6t nhiém vy theo muc tiéu cta doanh nghiép.

b. Nguyén nhan cua cdac yéu kém

Co khoang cach kha 16n giita qui mo, co cdu, va chét luo‘ng dao tao v6i nhu cau sir
dung lao dong cua cac doanh nghlep Chu'ong trinh dao tao tai cac truong kha lac hau, dao tao
nang vé ly thuyet viéc d6i méi kha cham chap do thleu co s¢ vat chat thleu kinh phi dao tao.

. Nhiéu doanh nghiép du lich chua cé chién lugc phat trién ngudn nhan luc, cac tiéu
chuan trong nganh du lich chdm dugc ban hanh. Nhi€u doanh nghiép chua c6 doi ngii giam
doc nhan sy co tinh chuyén nghiép cao tai cac doanh nghi€p, chua xay dung dugc ti€u chuan
cong viéc, chua thyc hién dﬁng qui trinh tuyén chon, dao tao boi dudng ngudn nhan luc, chua
quan tam giai quyet t6t moi quan hé giltta st dung va boi duong lao dong

Thi€u cac chinh sach phu hgp dé huy dong céc ngudn tai tro va thiéu su phdi hop chit
ché gitra cac dbi tac lién quan dé phat trién ngudn nhén lyc du lich.

Nhén thirc cua cac doanh nghiép veé tam quan trong cia nguon nhén lyc chua day du,
do vay chua phan bo kinh phi dé dau tu dung mirc cho cong tac phat trién ngudn nhan lyc.

4. Mt so gidai phap phat trien nguon nhan lwc phuc vu du lich trén dia ban Tp. Pa Nang
4.1. Xdy dung chwong trinh phdt trién nguon nhan lyc du lich trong doanh nghiép

- Chuong trinh dinh hudng cong viéc va phat trién nhan vién mdi: tao dicu kién cho
nhalln Vien moi tim hi€u veé doanh nghié¢p, y thire duogc vi tri, vai trd ciia minh va b phén minh
s€ lam viéc.

- Chuorng trinh dag tao bdi dudng phat trién d6i ngii nhan vién: Cac doanh nghiép nén
theo ddi qua trinh phat trién chuyén moén, nghiép vu va ky ning lam viéc ciia nhan vién & moi
bd phan de lam co s& cho viéc hoach dinh, t6 chuc cac chuong trinh dao tao, boi dudng. Can
nhac itta chi phi dao tao va hi¢u qua su dung nhan vién sau dao tagp d€ lap ke hoach dao tao
thich hgp v6i moi cong viéc. Dong thoj, cac doanh nghiép nén co ké hoach luan chuyén nhén
vién gitra cac by phan dé nhan vien hi€u biét nhiéu hon vé cong viéc cua nhau. Tur do, dé ra
bién phap quan tri c6 hiéu qua.

- Chuong trinh d€ bat, thang tién: Ban lanh dao phai tao moi truong binh dan dé
khuyen kthh nhan vién. C4c tidu chuén, diéu kién cu thé doi voi timg vi tri cong tac can duge
cong bo cong khai. Nhitng nguoi dugc da bat vao vi tri cao hon phai [a ngudi gioi hon.

4.2. Hoan thi¢n cong tdac tuyen dung

- Céc doanh nghiép can dua trén co sé cac qui ché, chinh sach vé tuyen dung lao dong,
qui dinh v€ tiéu, chuan nhan vién cua nha nydc, cua nganh dé xay dung cac qui dinh, chinh
sach va tiéu chudn tuyén dung phu he v6i diéu kién thuc t€ cua doanh, ngh1e}11)

- Méi bd phan trong doanh nghiép can hoach dinh cho minh ké hoac tuyen dung kém
theo tiéu chuén cu thé vé trinh do, kinh nghiém, ngoai ngit, suc khoé, do tudi va hinh thue.

- Moi théng tin tuyén dung, ché do uu tién... can duoc thong bao cong khai trén
phuong tién thong tin dai chang. Qua trinh thi tuyén phai dugc giam sat chat ch€ va bao dam
tinh cong bang.

- Ung vién tring tuyén can dugc trai qua thoi gian thir viée, it nhit 13 hai thang voi
85% lu’ong a cong bo. Trong thoi gian trén moi bén ¢6 quyén huy bo hop dong thir viéc bang
céch thong bao cho bén kia trudc 24 gio va khong phai boi thudng néu viée lam thir khong dat
nhu thoa thuén.

- Sau thoi gian thir viéc, nhan vién méi duoc xét tuyen dung v6i su rang buc gitra
nhan vién va doanh nghiép bang hop dong lao dong theo qui dinh tai diéu 57,58,59 cuia ho luat
Lao dong nu6c CHXHCN Vi€t Nam. Quyén loi cua nhan vién sau khi cham dit hop dong s
dugc giai quyét theo ché do bao hiém xa h01 va phu thudc vao thoi gian ma nhan vién lam viéc
cho doanh nghiép.

4.3. Ning cao cong tac dao tgo, boi dwong nham ning caq chat lwgng nguon nhan lyc

- Néng cao tinh chu dong trong cong tac dao tao, bdi dudng tai cho: cac doanh nghiép
can phai xay dung qui trinh cong ngh¢ chuan hodc xdy dung chat Tuwong dich vu theo tiéu
chuén ISO. Trén co s6 d6, moi ngud1 lao dong, moi bo phan p %al duoc hoc tap, boi dudng va
thuc hién theo qui trinh. Do d6 ,cong tac dao tao, boi dudng nhan vién phai la nhiém vu thuong
xuyén ctua doanh nghiép
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- Tang cyong su lién két, hop tac voi céc co s¢ dao taq:

+ Lién két gitta doanh nghlep va cac co s dao tao nham phat trién mo6 hinh dao tao tai
cac doanh nghiép theo don dat hang. Pay 1a mo hinh dao tao rat tiét kiém va hiéu qua.

+ Mo rong quan hé va gan bo vdi cac to chure, hiép hoi, tap doan khach san sé& tao duoc
co hoi dao tao, hoc hoi cho do1 ngli nhén vién cua doanh nghi€p minh. Dong thoi, thu hut va
tuyén chon du’oc cac nhan vién gioL.

+ Lién két chat ché véi cac truong nghe cao dang, dai hoc dao tao vé du lich nhgm thu
ht cac hoc vién, sinh vién gioi thong qua cic chyong trinh nhan sinh vién thyc tap, cap hoc
bong tai ning tré... nhim nang cag chat lugng nguon nhan lyec.

- Thanh lap quy dao tao, béi dudng va phat trién nguon nhan lyc.

- Pay manh sy hop tac véi cac doanh nghiép khac trong cong tac dao tao: trong nganh
du lich P4 Nang con ton tai nhi€u doanh nghi€p vira va nhé nén han ché kha nang ty t6 chug
dao tao, boi duong. Do d06, su lién két, hgp tac ciia nhi€éu doanh nghiép s€ t6 chuc dao tao de
dang va hiéu qua.

4.4. Cdi thién diéu kién lao dong va ndng cao chat lwong méi truwong lam viégc trong doanh
nghiép du_lich

Diéu kién lam viéc c6 anh huong truc tiép dén két qua lao dong ciia mdi ca nhan dong
thoi ciing anh huéng den strc kho¢ cua nguoi lao dong.

- Hoan thi¢n cong tac t6 chirc phuc vu noi lam viéc theo yéu ciu cua cong viée, tao ra
moi trudng thuan lgi vé tam sinh 1y cho nguoi lao dong.

- Tao ra bau khong khi dan chu, twong tro gitp do 1an nhau giira, nhimg nguoi quan ly,
lanh dao voi nguoi lao dong, gitra nhung nguoi %ao dong voi nhau d€ nguoi lao dong cam
nhan duoc su ton trong va phat huy hét moi tiém nang cia minh.

- Xay dung moi truong van hoa doanh nghiép, tao ra nhiing ddu an dic trung cho
doanh nghlep nhu tinh dan chu, ¥ thirc tap thé, sw quan tam va c¢é ¥ thirc trach nhiém voi nhau
trong cong viéc. Diéu d6 vira g(’)p phan nang cao chat lugng phuc vu va y thirc trach nhiém cia
nguoi lao dong.

- Thuong xuyén t6 chirc kiém tra strc khog, co6 ké hoach chiam soc stc khoé cho nhén
vién. Viéc 1am nay s& giup cho nhan vién c6 mot strc khoé tot dé ho tan tinh voi cong viée va
cam thdy doanh nghiép quan tdm nhiéu dén minh.

4.5. Hoan thién ché dp dai ngg, danh gid va khen thuwéong nguoi lao dong

- Hoan thién cong tac tién lwong ciia doanh nghiép :

F+Nguoi lanh dao doanh nghi€p phai biét duoc gia tri cua lao dong trong timg loai cong
viéc, nam bat dugc thong tin v¢ khung luong cho loai lao dong do, cong viec do trén thi
tmong lao dong dé quyét dinh murc lyong, muc tra cong lao dong hop 1y

+Mo6i doanh nghiép du lich can Iya chon duoc hinh thirc tra luong hop 1y vira khuyén
khich dugc nguoi lao dong vira bao dam cac muc tiéu kinh doanh. Hinh thirc tra luong hién
nay phu hop nhat 13 hinh thirc khoan theo doanh thu hodc thu nhap.

+D¢ gan tién luong y6i chat luong lao dong, moi ngudi lao dong sau mot thang lam
vi¢e thi can duge danh gia xép loai theo cac muae do. Vi du : A(1,2) -B(1,0) — C(0, 3)

+N"éu ngudi lao dong co thcn gian gan bé lau dai véi doanh nghlep thi nén str dung h¢
s6 luwong theo tham nién trong qua trinh tinh luong cho nguoig lao dong. Vi du: 5-10 nam
(1,2); 10 15 nam (1,4); 15-20 nam (1,6); 20-25 nam (1,8); 25 nam tro 1€n (2,0)

- Phat trién cac hinh thuc thuéng va dai ngd khac d6i voi nguoi lao dong:

+Thudng cho nhimg nhén yién gidi thieu duge khach dén véi doanh nghiép. Mirc
thudng dugc xac dlnh ban% ty 1é phan tram trén doanh thu tir khach.

+Thudng ddi véi nhitng nhan vién cung cap duoc cac dich vu c6 chat luong cho khach
hang nhu dugc khach hang khen ngoi, duge cac dong n%hlep tin nhiém va dugc ngudi quan ly
tryc ti€p xac nhan. Muc thudng duge xac dinh bang ty I¢ phan trim trén muc lurong thang ctia
nguoi do.

+ Ngoai ra, cac doanh nghiép can duy tri cac hinh thirc thuéng khac nhu thudng cudi
nam, thuéng hoan ‘thanh vuot k€ hoach, thuong sang kién..

+ Cac hinh thirc dai ngo khac co tac dong dén dong o va ning suit lao don nhu céac
danh hi€u khen thuong, tham hoi, dong vién ti % than cua lanh dao doanh nghiép doi voi ca
nhan va gia dinh nguo1 lao dong nhan d1p hiéu hi, sinh nhat, 1& tét. .

4.6. Hoan thién hé thong ngi qui va ting cuong ky lugt lao dong



- Céc doanh nghiép can cung cd va hoan thién, ndi qui lao dong theo Nghi dinh 41 CP ngay
6/7/1999 cuia chinh phu va theo cac ngi dung sau : cac dleu khoan tuyén dung, trat tur trong doanh nghiep,
thot gian lam viée va nghi ngoi, an toan lao dong va vé sinh lao dong, cac qui dinh bi mat kinh doanh, i
mét thong tin cua doanh nghi€p, cac qui dinh vé quyén | loi ctia nhan vién.

- Céc doanh nghicp can qui dinh 10 cac,cac dicu khoan vi 1 pham ndi qui lao dong v4 hinh thire ky
luat di kém. Noi qui lao dong, cac dicu khoan vé ky luét lao dong can dugc doanh nghiép pho bién rong rii
cho toan thé nhan vién va xur Iy that nghiém minh moi tryong hop vi pham

- Ton %thu nhap ma nhan vién nhén dugc sau moi thang lam viéc nén duog chia lam hai phan: tién
luong va tién thuong. Dbi voi nhan vién vi pham ky ludt, doanh nghiép s€ cat, trir tién thudng ctia thang do
tuy theo hinh thirc, murc do vi ]pham ky luat va hinh thirc ky luat di kem. Day 1a mdt bién phap hiru hi¢u dé
nang cao y thurc va gitr gin ky luat lao dong trong cac doanh nghiép du lich.

4.7. Bo triva phdn cong lao dpng thich hop tai cdac by phédn doanh nghiép

Vi tri lam viéc la mét dong luc thuc day nhan vién van dung dugc kha nang tri tué ctia ho
vao cong viéc ma hg dang dam nhiém.

- Phai xem x¢ét, danh gia trinh d¢ chuy¢n mén cua nhan vién du lich, xem nhung nguoi
nao phu hop ydi nhimg cong viée gi, tir d6 bo tri dam bao “dung ngudi dung viéc”

- Viéc po tri nhan vién cho cac bd phén cta doanh nghiép, (% lich phai can ‘ol vao tinh
hinh thuc té vé cong viéc, trach nhiém cia bd phan d6. Phaj b tri sao cho khoi luong cong
viéc ma moi cA nhan dam duorng phu hop véi kha nang thuc té cua ho.

- B0 tri sdp x€p nhén vién du lich 1am viéc & cac bo phan cung tinh cach, cung tam ]y vao
mdt nhom lam viéc, lic d6 ho phai thic day nhau lam vi€c, cung két hop, trao doi dé hoan
thién cong viéc.

- Trén ¢ s¢ danh gia trinh d§ nhéan vién thi can manh dan giao cong viéc cling nhu quyén
han va trach nhiém cho nhan vién dé ho co thé doc lap tu chi trong cong viéc.

5. Két luan va kién nghi
5.1. Két lugn

Nguon nhan lyc dong vai tro rat quan trong dbi vai su phat trién du lich thanh phd Pa
Ning, co tac dong quyct dinh to1 hiéu qua kinh doanh cpia cac doanh nghlep Céac doanh
nghlhep du lich c6 phat trién dugc hay khong phu thudc rat 16n vao doi ngii nhan vién cua
minh.

Trong nhiing ndm qua, vi¢c phat trign nguon nhan lyc truc tiép kinh doanh du lich tai
thanh pho Pa Nang van con nhiéu ﬁan ché. Chinh vi vay, ca¢ doanh nghiép, S¢ du lich can
quan tam nhiéu hon dén nhan vién du lich, coi viéc phat tri€én ngudén nhan lyc truc tiép la
nhi€ém vu hang dau.

5.2. Kién nghi

bé nghi S¢ Du lich thong qua UBND thanh pho kién nghi v6i Bo Gido duc va Dao tao
dua ra mot sO mon hog bang ngoai ngit (song ngit), vao trong chuong trinh giang day cua cac
truong dai hoc, cao dang va trung hoc du lich nham gitip cho sinh vién nang cao kha ning
ngoai ngu.

S Du lich can t6 chuc cac hoi nghi chuyén deé hang nam vé phat trién nguon nhan lyc
du lich nham trao d6i kinh nghiém, xac dinh kh6 khan va cach khic phuc dé phat trién nguon
nhan lyc Du lich.

S Du lich can day manh cong tac thanh tra dén cac doanh n hiép du lich.

Pé nghi Tong cuc Du lich qui hoach mang ludi va hoan than % som hé thong truong dao
tao nghiép vu Du hc%
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