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TOM TAT KET QUA NGHIEN CUU PE AN

Dé an nay nghién ctru anh hudng cua phong cach 1anh dao chuyén ddi dén hanh vi chia
sé kién thic tai Cong ty TNHH Baéo hiém Nhan tho Chubb Viét Nam — Chi nhanh Ha
No6i. Nghién ctru kham pha co sé 1y luan vé& phong cach 1anh dao chuyén dbi va mdi
quan hé ctia nd v6i hanh vi chia sé kién thuc trong té chirc. Str dung ca phuong phap
nghién ctru dinh tinh va dinh luong, dir liéu dugc thu thap tir cdc nhan vién tai chi nhdnh
Ha Noi dé danh gia muc d6 anh huéng cia phong cach lanh dao nay dén hanh vi chia
sé kién thirc ctia ho. Két qua cho thiy phong cach 1anh dao chuyén d6i c6 anh hudng
tich cuc dén hanh vi chia sé kién thtrc, tao ra moi truong thuan loi cho su ddi méi va loi
thé canh tranh. Nghién ctru cling dua ra céc khuyén nghi cu thé dé nang cao viéc thuc
hién phong cach lanh dao chuyén dbi tai Chubb Life Viét Nam nham cai thién hiéu qua
t6 chirc va quan 1y kién thtrc. Nhitng hiéu biét nay lam co s cho cac quyét dinh quan ly

va dong gop vao su phat trién chién luge tong thé cia cong ty.

Tir khoa: Phong cach lanh dao, phong cach 1anh dao chuyén d6i, hanh vi chia sé kién

thire trong t6 chirc.
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PHAN MO DAU
1. Tinh cap thiét cia dé tai

Lanh dao thudng duge cho rang bao gdm ca yéu t6 nghé thuat 1an khoa hoc. Hai yéu to
ndy dan xen 1an nhau trong qua trinh thyc hién chirc nang linh dao ctia nha quén trj va
chung khong phai 13 nhirng mé hinh d6i 14p ma 13 b6 sung 1an nhau. Khi ma yéu t6 khoa
hoc thé hién qua vi¢c chung ta hinh thanh dugc cac quan diém, hoc thuyét vé 13nh dao,
ddng thoi dé ap dung thi con phu thudce vao tirng bdi canh cu thé, thong qua viée ra quyét
dinh cudi cung cua nha quan tri - day la ltc khia canh nghé thuat duoc thé hién bai mdi
mot ¢4 nhan déu c6 lang kinh riéng ctia minh. Bayles & Orland (1993) tirng viét "nhitng
gi khoa hoc lam ching bang thuc nghiém, nghé thuat ludn biét bang truc gidc - rang cd
mot sy dung ddn ludn ton tai ddi voi cac hinh thic mang tinh chu ky cua ty nhién"
(Caulfield va Cong su, 2021). C6 thé nhan thay rat nhiéu diéu thi vi dé chiing ta nghién
ctru vé linh vuc nay khi ma n6 khong c6 dap an chung dung nhat cho tat ca cac truong
hop.

Lanh dao anh hudng dén hanh vi nhan vién va 1a tién dé cho qua trinh dat dugc muc tiéu
clia to chtrc. C6 rat nhiéu nghién ctru vé chii dé nay, chu yéu 1a tac dong dén kha ning
sang tao, sy cam két, dong luc lam viéc, thai do hoac la mic dd hai long ctia nhan vién.
Muc dich cudi cung la nén str dung phong cach lanh dao nao dé co su tac dong tich cuc
nhat dén nhan vién vai mong doi la dat duogc muyc ti€u cua t6 chic. Nhu da dé cap &
trén, cac nghién ctru thuc chung trong khoa hoc xa héi con phu thudce rit nhiéu vao cac
yéu t6 nhu van hoa, con ngudi, trinh do phat trién kinh té, méi trudng to chirc. Vay nén,
mdi mot t6 chirc ho déu c6 nhu cau nghién ciru va danh gia cy thé dé c6 cai nhin hé
théng va chinh x4c nhét vé& minh. Tt d6, lam co s& cho viée ra quyét dinh cua cac nha

quan tri.

Ban chat caa chuc nang lanh dao 1a gitip cho cong viéc sau khi hoach dinh, td chure thuc
hién thi dugc hoan thanh mot cach nhanh chong va chinh xac. Véi phong cach lanh dao
chuyén d6i 1 cach ma nha quan tri gitp cip dudi vuot qua duge mong doi vé hidu suat
bang cach thuc day nhimng thay dbi theo diing gia tri, dinh mirc va so thich ca nhéan cua
nhan vién. Phong cach 1anh dao chuyén déi ciing gbp phan khong nho thuc day hanh vi
chia sé kién thirc duoc thuc hién. Ma hanh vi chia sé kién thitc duoc cong nhan mang
lai két qua tich cuc nhu cho phép nhan vién d6i méi sang tao hoic tao ra kién thirc mai

nham tang cuong loi thé canh tranh va doi mai trong td chuc (Jabid va Cong su, 2023).

Qua qua trinh 1am viéc véi vi tri trudng nhom kinh doanh tai Cong ty TNHH Béo hiém
Nhan tho Chubb Viét nam — chi nhanh Ha Noi (Chubb Life Ha Noi), t6i nhan thiy phong



cach lanh dao ma cic nha quan tri cip trung va cap thap c6 nhiu nét twong dong véi
dic diém cua lanh dao chuyén doi nhung chua thyc sy dung va mang lai hiéu qua. Bén
canh d6, cac nét phong cach dugc thuc hién khong dam bao tinh thdng nhét gitra cac ca
nhan. Vay nén t6i quyét dinh chon dé tai: “Anh huéng ciia phong cdch lanh dao chuyén
d6i dén hanh vi chia sé kién thirc tai Céng ty TNHH Bdo hiém Nhén tho Chubb Viét nam
— chi nhdnh Ha Néi” dé 1am dé an t6t nghiép thac si ciia minh. V&i muyc dich kiém dinh
phong cach lanh dao chuyén dbi anh huéng nhu thé nao dén hanh vi chia sé kién thirc —
dugc tin 13 ting hiéu qua nhom, tir @6 tham muu cho cac nha quan trj dé ung dung vao
thue tién hoat dong kinh doanh cta t6 chirc nham cai thién tinh hinh hién tai.

2. Muc dich nghién ctru

(1) Nghién ctru co s& 1y luan vé lanh dao chuyén ddi va hanh vi chia sé kién thirc
trong to chuc.

(2) Xac dinh phong cach lanh dao chuyén dbi c6 anh hudng dén hanh vi chia sé kién
thirc tai Cong ty TNHH Bao hiém Nhéan tho Chubb Viét Nam — Chi nhanh Ha
Nbi.

(3) Kiém dinh muc d6 anh huong cua phong cach lanh dao chuyén d6i dén hanh vi
chia sé kién thirc tai Cong ty TNHH Bao hiém Nhan tho Chubb Viét Nam — Chi
nhanh Ha Noi.

(4) Pé xuét nhitng giai thuc day thuc hién phong cach 1anh dao chuyén doi tai cong
ty TNHH Bao hiém Nhén tho Chubb Viét Nam — Chi nhanh Ha Noi.

3. Cau héi nghién ctru

(1) Phong cach 1anh dao chuyén dbi c6 tac dong thé nao dén hanh vi chia sé kién
thirc trong t6 chuc?

(2) Lam thé nao dé thuc hién phong cach 1anh dao chuyén dbi hop Iy nham gia ting
hanh vi chia s¢ kién thirc trong t6 chtrc Cong ty TNHH Béo hiém Nhan tho Chubb
Viét Nam — Chi nhanh Ha N¢i?

4. Poi twong va pham vi nghién ciru
4.1. Poi twong nghién ciru

Tac dong ciia phong cach lanh dao chuyén doi dén hanh vi chia sé kién thirc tai Cong ty
TNHH Bao hiém Nhan tho Chubb Viét Nam — Chi nhanh Ha Ni.

4.2. Poi twong khdo sdt

Nhan vién dang lam viéc tai Cong ty TNHH Bao hiém Nhan tho Chubb Viét Nam — Chi
nhanh Ha Noi.



4.3. Pham vi nghién ciru
- Khéng gian: Coéng ty TNHH Bao hiém Nhan tho Chubb Viét Nam — Chi nhanh
Ha Noi.
- Thoi gian: Trong thoi gian 3 thang tir thang 03/2024 — 06/2024.
5. Phuwong phap nghién ciru
5.1. Cdch tiép cin
- PDinh tinh: Céac dé tai luan van, béo céo khoa hoc da cong bd trude day vé anh
huong cia phong cach 1anh dao chuyén dbi dén hanh vi chia sé kién thirc.
- Pinh luong: Kiém dinh dit liéu duoc khao sat.
5.2. Phwong phap thu thap dir liéu
- Dt liéu thu cép: thu thap tur tai liéu ndi sinh cua thu vién truong Pai hoc kinh té
Quéc dan, Pai hoc Quéc gia Ha Noi, tap chi cua cac nha Xuét ban uy tin nhu
ScienceDirect, ProQuest, Springer,...
- Dit liéu so cdp: khdo sat bang bang hoi.
5.3. Phwong phap xw ly va phdn tich dir liéu
- Dit liéu dugc xtr Iy, 1am sach va ma héa dé tién hanh kiém dinh. Loai bé nhiing
phiéu khao sat khong dat tiéu chuan.
- Tién hanh kiém dinh d9 tin cy, phan tich nhan t6 kham phéa (EFA), nhan t6 khang
dinh (CFA) va mé hinh c4u trac (SEM).
6. Két cau ciia dé an
Dé an dugc chia 1am 4 chuong:
Churong 1: Co 56 Iy ludn vé phong cdch lanh dao chuyén déi va hanh vi chia sé
kién thirc trong té chirc
Chuwong 2: Phuong phap nghién ciru
Chuong 3: Pdnh gid anh huéng ciia phong cdch lanh dao chuyén doi dén hanh
Vi chia sé kién thirc tai cong ty TNHH Bao hiém Nhan tho Chubb Viét Nam — chi
nhanh Ha Noi
Churong 4: Két ludn va gidi phdp thiic ddy thwc hién phong cdch lanh dao tai
cong ty TNHH Bao hiém Nhan tho Chubb Viét Nam — Chi nhéanh Ha Néi



CHUONG 1: CO SO LY LUAN VE PHONG CACH LANH PAO
CHUYEN DOI VA HANH VI CHIA SE KIEN THUC TRONG TO CHUC

1.1. Kh4i niém vé phong cach linh dao chuyén doi
1.1.1. Khdi niém vé phong cdch linh dao

Mot hé théng nghién ctru cac khai niém vé lanh dao tir nim 1900 dén 1990 duoc tong
hop, phan tich va két luan trong quyén Leadership for the Twenty-Fist Century ctia JC
Rost, 1991 rang sau nhiéu thap ky bat dong thi cac hoc gia dong y véi nhau 1a khong thé
dua ra dugc mdt dinh nghia chung cho lanh dao. Do nhiing yéu t6 nhu anh huodng toan

ciu ngdy cang ting va khoang cach thé hé (Northouse, 2021).

Trai qua ca thé ky thi nhitng dinh nghia ldnh dao ciing s& phét trién dé thich Gng véi
nhiing thay ddi ctia bdi canh xa hoi. Ban dau, chii dé chinh 14 nhan manh tinh kiém soat
va tip trung quyén luc, thong tri. Moore (1927) dinh nghia “Kha ning gy an tuong véi
¥ chi ctia nha lanh dao d6i voi nhitng nguoi duoc 1anh dao va khién nhitng nguoi duoc
lanh dao tuan theo, t6n trong, trung thanh va hop tac”. Pén nhitng ndm 40 thi cach tiép
can theo nhom voi1 1anh dao dugce dinh nghia 14 hanh vi cia mdt ca nhan khi tham gia
chi dao cac hoat dong cua nhém (Hemphill, 1949) va lanh dao béng su thuyét phuc duoc
phan biét v4i 1anh dao bang sy ép budc va quyén luc. Thém mot khoang thoi gian nira,
nhitng nam 60 thi muc dich chung cua nhém duge dua vao dinh nghia 1anh dao. Khi do
lanh dao 13 hanh vi anh huéng dén moi nguoi dé hudng dén mot muc tiéu chung
(Seeman, 1961). Pinh nghia cia Burns (1978) 1a khai niém dugc cho 1 quan trong nhat
vé 1anh dao “Su lanh dao xuét hién khi c4 nhan huy déng duoc cac nguodn luc thé ché,
chinh tri, tam 1y... dé khich 18, 16i cudn va théa man dong co hanh dong cua nguoi khac”
(Lé Van Chién va Cong su, 2021).

Cac nghién ctru duong dai vé cha dé 1anh dao chdp nhan rang lanh dao co cac thanh
phan trong tdim bao gdom: lanh dao 1a mot qua trinh, c6 su anh huong dén nhiing nguoi
theo ddi, 1anh dao xay ra trong bdi canh nhom va lanh dao c6 lién quan dén muc tiéu
chung. “Lanh dao 1a mot qua trinh trong d6 mot ca nhan anh hudng dén mot nhom céc
c4 nhan dé dat duoc muc tiéu chung” (Northouse, 2021). Con theo Omolayo (2007) thi
lanh dao 1a mgt qué trinh anh hudng xa hoi trong dé ngudi 1anh dao tim kiém su tham

gia tur nguyén ctia cap dudi trong nd lyc dat duge muyc tidu ctia to chire.

Theo d6, 1anh dao dugc thuc hién bdi nguoi ding dau mot nhom hodc to chire c6 kha
nang gy anh huong dén ngudi khic dé hoan thanh mot myc tiéu ndo d6. Nguoi ding
dau c6 thé c6 quyén luc hop phap hoic khong, nhung cac yéu td nhu ning lyc, tri thire,

pham chat,... phai ¢6 diém ndi trdi hon nhitng nguoi con lai trong nhém. Bén canh do,



vi€c gdy anh hudng lén ngudi khac khong phai 1a 161 kéo dua trén cai ma nguoi theo doi
khong biét hodc khong biét rd, nd chang khac gi 1a “mi dan”. Sy gdy anh hudng phai
dua trén co so 1 d3 cung cap cho ngudi theo ddi mot cai nhin toan canh bao gém ca y
nghia va muc dich ciia cong viéc. Cho nén méi ton tai cai goi 1a su phu hop giita lanh
dao va nguoi theo doi, sy phu hop co thé duoc thé hién qua tinh cach, hoat dong giao
tiép va nhan thirc vé cong viéc,... Ngoai ra, Muyc tiéu phai gan voi tAm nhin, st ménh
ctia nhom, to chire va tung cong viéc thyc hién. Lanh dao co thé 1a nguoi dat ra nhiing
didu ay va ciing c6 thé khong. Nhung diéu chic chin 1a lanh dao 13 nguoi giup ngudi
theo ddi cam két véi tAm nhin va st ménh d6.

Lanh dao khong c6 nghia 13 dung quyén lyc dé anh hudng 1én nguoi theo ddi budc ho
phai hoan thanh muc tiéu ma nguoi lanh dao mong mudn bang moi gia. Pidu nay s& dé
dang nhan thiy trong cac ché do phong kién xwa, dic biét 1a vin hoa phuong dong cb
dai d3 chimg minh nhiéu bét cap. Cac nghién ctru hién dai ngay nay luon dé cap dén sy
tu nguyén cua ngudi theo ddi, tim diém twong ddéng va phu hop nhat dinh, qua trinh
chon lgc do s€ giup hi¢u qua cua lanh dao tang Ién.

Nhu vy, ¢6 thé dinh nghia lanh dao la mét qud trinh gdy anh hwéng ciia mét cé nhan
dén mot nhém cd nhén va cung nhau thuc hién mot muc tiéu chung nhung khong bi rang

bugc boi quyén Ilyc.

Trong d€ an nay xem xét 1anh dao 1a mdt chirc ndng cia nha quan tri trong bon chuc
nang co ban la hoach dinh, t6 chirc, 1anh dao va kiém tra. Khong coi nha quan tri va nha

lanh dao 1a hai d6i tugng khac nhau.

Theo “Tur dién tiéng Viét” (Hoang Phé, 2009) cua Vién ngdn ngit hoc thi “Phong cach
la nhiing 161, nhirng cung cach sinh hoat, lam viéc, hoat dong, xir su tao nén cai ri€ng
clia mot ngudi hay mot loai ngudi ndo d6 (néi tong quat). Vi du: Phong cach lao dong,
phong céch lanh dao,...” Trong trudng hop nay, c6 thé hiéu phong cach linh dao chinh
la nét riéng cia mdt nguoi 1anh dao, cé tinh on dinh, 1ap di 1ap lai, tao thanh ban sdc

riéng. Nét riéng c6 thé 1a hanh vi, ngdn ngtr, phuong cham lam viéc,...

Tom lai, c6 thé hiéu phong cdch lanh dao la phirong thirc (cdch thirc va phiong phép)
thuc hién hoat dong lanh dao cua nguoi lanh dao. Hay cu thé hon, phong cach lanh dao
1a phuong thirc cia mot ngudi lanh dao duge thé hién khi ho tim cach gay anh hudng
1én nhirg ngudi theo doi. Nhitng thé hién d6 duoc phan biét d& dang boi nguoi khac
cling nhu chinh ban than ho khi cdm nhén va danh gia.

1.1.2. Khdi niém vé phong cdch linh dao chuyén déi



1.2.2.1. Pinh nghia vé phong cdch lanh dao chuyén doi

Ly thuyét lanh dao chuyén d6i (Transformational Leadership) duoc xdy dung béi James
MacGregor Burns (1978), 1a mot phan trong mé hinh lanh dao day du (The Full Range
of Leadership Model — FRL), theo 6ng thi ldnh dao 13 chuyén d6i (Transformational)
hodc chia sé (Transactional). Nam 1985, Bernard M. Bass xay dung bang cau hoi lanh
dao da yéu t6 (Multifactor Leadership Questionnaire — MLQ) dung dé do luong phong
cach nay. Cac nghién ctru tiép theo phan tich yéu td trong bang cdu hoi 1a Howell &
Avolio (1993), Bycio va Cong su (1995) dén Avolio va Cong sur (1999).

Lanh dao chuyén dbi thuc ddy ngudi khac 1am nhiéu hon dy dinh ban dau va thudng
tham chi nhiéu hon ho nghi ¢6 thé. Ho dat ra nhitng ky vong thach thirc hon va thuong
dat duoc hiéu suit cao hon. Lanh dao chuyén doi cling c6 xu hudng co nhiéu nguoi theo
ddi — nhitng nguoi bi anh hudng boi phong cach lanh dao, c6 thé 1a cap dudi hodc bat
ky ai trong t6 chirc — cam két va hai 1ong hon. Hon nita, 1anh dao chuyén d6i con trao
quyén cho nhitng ngudi theo ddi va chii ¥ dén nhu cdu ca nhan va su phat trién riéng
ctia ho, giup nhitng ngudi theo ddi phat trién tiém ning ldnh dao cta riéng minh... Lanh
dao chuyén ddi lién quan dén viéc truyén cam htng cho nhitng nguoi theo doi cam két
v6i tim nhin va muyc tiéu chung cho mét té chirc hodc don vi, thich thirc ho tré thanh
ngudi giai quyét van dé sang tao va phat trién ning lyc lanh dao cua ngudi theo ddi

thong qua huin luyén, c¢b van va cung cap ca thir thach va hd trg (Riggio & Bass, 2006).

Theo Bass 1985, phong cach ldnh dao chuyén ddi tap trung vao su phat trién cta cip
duéi cling nhu nhu cau cua ho. Cac nha quan Iy c6 phong cach lanh dao chuyén dbi tap
trung sy ting trudng va phat trién hé théng gia tri ctia nhan vién, mirc do truyén cam
htng va dao dirc ciia ho cung vé6i 101 mé dau vé kha ning cua ho (Nanjundeswaras &
Swamy, 2014).

Lanh dao chuyén doi 1a phong cach linh dao c6 kha ning khuyén khich va thuc day
ngudi theo ddi thay d6i theo hudng tich cuc. Nhitng thay d6i ndy dua trén sy nhan thirc
chu dong cua nguoi theo doi, co dugc thong qua sy moé rong tu duy boi ngudi 1anh dao
cung cap. Cong viéc va y nghia cia no dugc ngudi lanh dao dé cap day du, day 1a dong
luc then chot dé ngudi theo ddi cong hién hét minh. Phong cach lanh dao nay khong chi
dung lai ¢ viéc tao sy 161 cudn va hép dan ma con thach thtc kha nang tri tu¢ ciia nguodi
theo doi, giap ho vugt ra khoi bién gidi nang luc trong suy nghi ciia minh. Ngoai ra,
giao tiép hai chiéu va sy sin sang phan hoi cua lanh dao véi timg ngudi cling dugc dé

cap dén trong lanh dao chuyén doi. Pay vira 1a dong luc thic dy vira 1a sy dan dat,



huéng dan dé hoan thanh cong viéc. Két qua 1a ngudi theo ddi dat duge mire do hai 1ong

cao hon, tir d6 nang cao hicu suat.

Lanh dao chuyén doi giad (phi dao duc, xu hudng ca nhan hoa dya trén sy théng tri ca
nhan va hanh vi déc doan, tu dé cao ban than, phuc vu lg1 ich riéng va boc 16t nguoi
khac) duoc phan biét véi 1anh dao chuyén doi dich thyuc 1a ¢ xu hudng xa hoi hoa khi
ma dua trén hanh vi binh dang, phuc vu loi ich tap thé, phat trién va trao quyén cho
ngudi khac. Mot trong nhitng niém tin viing chic ctia James MacGregor Burns rang dé
chuyén ddi cac nha lanh dao phai nang cao dao dirc. Su hiéu qua cia lanh dao chuyén
d6i gan lién véi yéu td dao dirc cuia nguoi 1anh dao, duge ching minh thong qua nhiéu
nghién ctru (Parry & Proctor-Thompson, 2002; Banerji & Krishnan, 2000 trich dan trong
Riggio & Bass, 2006).

Qua d6, c6 thé nhan dinh phong cdch lanh dao chuyén doi la cach ma nha lanh dao gitip
nguoi theo doi cam két véi tam nhin va muc tiéu chung, dat dwoc hiéu sudt cong viéc va
tham chi viegt mong doi ciia chinh ho bang cdch thiic day sw thay doi theo ding gid tri,
nang lwc va so thich ciia tirng cd nhan. Nguoi lanh dao cung cdp ca thach thire lan su
hé tro thong qua dnh huéng Iy twong héa, truyén cam hing, kich thich tri tué va cdn

nhdc cd nhan héa.
1.1.2.2. Thanh phan cia phong cdch lanh dao chuyén doi

Lanh dao chuyén d6i lam viéc nhiéu voi ngudi theo ddi hon 14 thiét 1ap céac trao doi va
thoa thuan don gian. Ho thyc hién nhiing cach thirc nham mang lai két qua vuot troi
bang cach str dung mot hodc ca bdn yéu thanh phan cbt 161 cua lanh dao chuyén doi.
Theo Riggio & Bass (2006) bon thanh phan bao gdbm anh huong 1y twong hoa, dong luc

truyén cam hirng, kich thich tri tué va can nhac ca nhan hoa.

Anh huéng Iy twong héa (Idealized Influence): Phong cach lanh dao chuyén doi 1a nguoi
lanh dao hanh xtr theo nhiing cach cho phép ho dong vai trd 1a hinh mau cho nhiing
nguoi theo doi ho. Cac nha lanh dao dugc ngudng mg, ton trong va tin tudng. Nhing
ngudi theo ddi 1y nguoi din dau 1am hinh mau va mudn bét chude ho; Cac nha lanh
dao duoc nhitng nguoi theo ddi gan nhin cho ho 14 c6 kha nang, su kién tri va quyét tim
phi thudng. Do d6, c6 hai khia canh d6i véi anh hudng 1y tudng héa: hanh vi ciia nguoi
lanh dao (dnh hwéng bang hanh vi - Idealized influence behavior) va cac yéu to duge
quy cho ngudi lanh dao béi nhitng ngudi theo ddi va cac dong nghiép khac (dnh hwdng
bang sw quy két - Idealized influence attributed factor). Ngoai ra, cic nha lanh dao co

anh huong 1y tuong hoa cao san sang chap nhan rai ro va nhat quan hon 1a tiy tién. Ho



c6 thé duogc tin tudng dé€ lam diéu dung dan, thé hién cac ti€u chuan cao vé hanh vi

chuan muc va dao durec.

Béng lie truyén cam himg (Inspirational Motivation): Cac nha lanh dao chuyén doi
hanh dong theo nhitng cach thic day va truyén cam hing cho nhitng ngudi xung quanh
bang cach cung cap y nghia va thach thirc ddi véi cong viée ctia nhirng ngudi theo doi
ho. Tinh than déng doi dugc khot day. Sy nhiét tinh va lac quan dugc thé hién. Céc nha
lanh dao c6 dugc nhitng nguoi theo doi tham gia vao viée hinh dung céc trang thai tuong
lai hdp dan; Ho tao ra nhitng ky vong dugc truyén dat rd rang ma nhitng nguoi theo ddi

muon dap ung va cling thé hién cam keét v41 cac muyc ti€u va tdm nhin chung.

Kich thich tri tué (Intellectual Stimulation): Céac nha lanh dao chuyén dbi kich thich nd
luc d6i méi va sang tao cua nhitng nguoi theo ddi ho bang cach dit cau hoi vé cac gia
dinh, dinh hinh lai cac vin dé va tiép can cac tinh huéng cll theo nhitng cach méi. Sang
tao duoc khuyén khich. Khong c6 10i chi trich cong khai vé sai 1am cua timg thanh vién.
Nhitng ¥ tudng méi va giai phap van dé sang tao duoc thu hut tir nhitng nguoi theo ddi,
nhimg ngudi duoc dua vao qué trinh giai quyét van dé va tim giai phap. Nhitng ngudi
theo ddi duoc khuyén khich thir cac cach tiép can méi va y tuong ciia ho khong bi chi

trich vi chung khac véi y tudng ctia cac nha 1anh dao.

Cdn nhdc cd nhan héa (Individualized Consideration): Cac nha 1anh dao chuyén doi
dac bi¢t chu y dén nhu ciu cua tung nguoi theo doi dé dat duoc thanh tich va phat trién
bang cach dong vai tro 1a huan luyén vién hodc cb van. Nhitng ngudi theo ddi va dong
nghiép duoc lién tuc phat trién kha nang dén muc cao hon. Can nhic c4 nhan hoa duoc
thuc hién khi cac co hdi hoc tdp méi duoc tao ra cung véi moéi trudng hod trg. Su khéc
biét ca nhan vé nhu cau va mong muén dugc cong nhan. Hanh vi ctia ngudi lanh dao
thé hién su chép nhan sy khac biét cad nhan (vi du: mot s6 nhan vién nhan dugc nhiéu
dong vién hon, mdt s6 tu chu dong hon, c6 nhirng ngudi ¢6 nhiém vu don gian hon va
cling ¢6 nhitng nguoi c6 cau triic nhiém vy phuc tap hon). Mot trao doi hai chiéu trong
giao tiép dugc khuyén khich, va "quan ly bang cach di bd xung quanh" khong gian lam
viéc dugc thuc hién. Tuong tac véi nhitng nguoi theo ddi duogc thuc hién theo tung cudc
tro chuyén (vi du: nguoi lanh dao nhé céc cude tro chuyén trude dod, nhan thirc dugce
mbi quan tam cd nhan va xem c4 nhan 1la mét chinh thé toan dién chur khong chi 1a mot
nhan vién). Nguoi lanh dao quan tdm c4 nhan s& lang nghe mét cach hiéu qua. Nguoi
lanh dao giao nhiém vu nhu mot phuong tién dé phat trién nhitng ngudi theo ddi. Céc
nhiém vu duoc ty quyén dugc theo doi dé xem lidu nhimg nguoi theo ddi co can chi
dao hodc hd tro bd sung hay khong va dé danh gia tién do; Ly tuong nhat 1 nhirg ngudi
theo d&i khong cam thiy ho dang bi kiém tra.



1.2. Co s& 1y thuyét vé hanh vi chia sé kién thic trong t6 chirc
1.2.1. Khdi ni¢m vé kién thirc trong té chirc

Pén thoi diém hién tai c6 rat nhiéu cach hiéu vé kién thirc nhung van chua c6 mot két
qua ndo ma duogc tit ca moi ngudi chip nhan. N6 duoc dinh nghia trong nhiéu nganh
khoa hoc khéc nhau, tir triét hoc thué so khai cho dén tdm 1y hoc hoac trong nganh khoa
hoc quan 1y. Trong d6, n6i bat 1a mé hinh phan cap DIKW(Ackoff, 1989), duoc nhiéu
tac gia dung dé dinh vi khai niém kién thirc trong 3 khai niém twong quan khac 13 dir
li¢u, thong tin va tri tué. Tac gid duoc cho la cha dé cia mo hinh khai niém nay chinh la
Ackoff. Bén canh d6, trong dé an nay ciing s& lam rd khai niém kién thtrc trén goc nhin

cua khoa hoc quan ly.

No6i dung chinh cua kim tu thap khai ni¢m tir kién thirc dén tri tué DIKW 1a viéc xir ly
ndi dung cia cac cip do thap hon thong qua tich lity, tong hop va loc theo mot s6 tiéu
chi. Noi dung & cdp cao hon thu dugc nho xir Iy cac ndi dung & cap thap hon, theo do
thi muc do phuc tap ciing ting 1én va day 1a qua trinh phi tuyén tinh. Py dugc danh gia
12 m6 hinh don gian héa ctia mot qua trinh phtic tap va hau hét chua dugc danh gia sy
anh huong boi cac yéu toé nhu giao duc, kinh nghiém, tri thong minh va vin hoa cia
ting ca nhan. Ngay ca khi danh gia cac yéu to nay di chang nita thi giita cac ca nhan
cling co su khac biét nhat dinh (Bratianu & Bejinaru, 2023).
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Hinh 1.1: H¢ thong phan cip DIKW
(Nguon: Bratianu & Bejinaru, 2023)

Mo hinh cho ta cai nhin tong quat va hé théng nhung lai rat dé hiéu vé kién thirc. Vi
dir liéu 1a nhitng méang ton tai doc 1ap, thi thong tin 1a su két ndi nhitng mang doc 1ap

v6i nhau thanh nhitg nhom bang nhiing tiéu thirc phan loai cu thé. Tir thong tin, ching



ta tim hiéu va chung minh dugc cac quy luat ton tai khach quan véi nhan thirc cua con
ngudi dé 1am nén tang ra quyét dinh cho moi hoat dong, dé goi 1a kién thirc. Cudi cing
1a tri tug, 1a cach thirc ching ta str dung kién thuc, hay noi cach khac la ching ta ra phan

quyét trong thuc té dua trén kién thuc da co.

Di véi ca nhan, kién thirc co duoc thong qua hoc tap bang nhiéu cach, c6 thé 1a tiép
nhan trén co s& ¢6 san hoic tu chirng minh cho riéng minh ma thuong 1a dtc rat thanh
kinh nghiém. Cho nén sé& c6 sy khac nhau vé mirc do phong phu va chinh xac cta kién
thirc & mdi ca nhan.

Trong quan ly, kién thirc duoc hiéu 1a su hiéu biét, nhan thirc hodc quen thudc c6 dugce
thong qua nghién ciru, diéu tra, quan sat hodc kinh nghiém theo thoi gian. D6 1a cach
gidi thich thong tin cia mQt ca nhan dya trén kinh nghiém, k§ nang va nang lyc ca nhan.
Con d6i véi to chirc thi kién thirc dugc gan cho nhitng gi ma moi ngudi hiéu biét vé
khach hang, san pham, quy trinh, sai 1am va thanh c6ng. N6 nam trong co so dif liéu
(CSDL) hoic théng qua viéc chia sé kinh nghiém va thuc tién, hodc théng qua cac ngudn

thong tin khac ca bén trong 1an bén ngoai t6 chirc (Bollinger & Smith, 2001).

Trong ISO 9001:2015 dinh nghia “kién thirc ctia t6 chirc 1a kién thirc cy thé vai t6 chirc;
thuong thu duge bang kinh nghiém. Pay 1a thong tin dugc st dung va chia sé dé dat

duoc muc ti€u cua to chic”.

Trong td chuc, kién thtc lai kho xac dinh va phu thudce nhiéu vao yéu td con nguoi.
Ngay nay, voi sy phat trién ciia khoa hoc cong nghé thi s6 hoa hau hét cac linh vuc trong
mot doanh nghiép nhung nhitng gi luu trir duoc trong CSDL chu yéu ding lai & bac dit
liéu, thong tin va rat it kién thirc. Con ngudi van 1a vai tro chu dao trong hoat dong luu
trit va van hanh no.

Tom lai, c6 thé hiéu kién thirc trong t6 chire la nhitng kién thirc dwoc tich lity bang kinh
nghiém théng qua qud trinh lam viéc véi théng tin cé thé dén tir bén ngodi lan bén trong
16 chirc. Nhitng kién thirc nay biéu hién dudi dang cdc quy trinh, nguyén tac lam viéc, ...

c6 thé ton tai hivu hinh bang van ban, CSDL hodic vé hinh trong tam tri ciia nhdn vién.
1.2.2. Khdi niém vé hanh vi chia sé kién thirc trong té chirc

Hanh vi chia sé kién thuc 1a mot bién da mat trong moi trudong lam viéc nhém, co thé
duoc chia thanh hanh vi chia sé kién thire thuc su cua cac thanh vién nhém va méi
truong chia sé kién thirc trong nhom. Hanh vi chia sé kién thirc dé cap téi hanh dong
phan tan kién thirc cu thé c6 lién quan téi moi trudng nhém. Trong khi d6, méi truong
chia sé kién thtrc chi nhiing quan niém, wdc mong va nhing qui tic hanh vi dugc chia

sé 1an nhau vé viéc chia sé kién thtc trong nhom (Anderson & West, 1998).
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Theo Grant (1996), vai tro chi phdi ctia mét t6 chire 1a ap dung kién thuc hién c6 dé cai
thién viéc cung cép hang hoa hodc dich vy. Coi hanh vi chia sé kién thirc 1a mot qua
trinh cting ¢ hiéu qua cua t6 chirc bang cach ting cudng sir dung kién thirc dugc chia
sé boi luc luong lao dong. Pbi voi Chkravarthy va Cong su (1999), chia sé kién thirc 1a
mot qua trinh ciia mot don vi 1am viéc tai noi lam viéc dé tiép can kién thirc ¢ gia tri
ctia cac don vi cong viéc khac rit quan trong dé ting hiéu qua cua to chirc. Hon nita,
Bock & Kim (2002) dinh nghia thut ngit nay 1a sy chuyén giao hodc truyén ba kién

thirc ca nhan trong mot t6 chirc.

N6i cach khéc, chia sé kién thirc 14 sy dich chuyén kién thirc giita cac nhan vién va dong
nghiép trong mot to chire 1am ting ¥ thirc hop tac véi nhitng nguoi khac dé giai quyét
van dé, phat trién y twong méi hodc didu hanh cic chinh sach hodc thu tuc (Wang &
Noe, 2010). Ngoai ra, chia sé kién thirc chinh 1a thanh phan cdt 1561 ctia qué trinh quan
Iy tri thirc. N6 dugc cong nhén 14 qua trinh trao ddi thong tin, dit liéu, k¥ ning, chuyén
mon va bi quyét gifra cadc nhan vién dé thuc hién nhiém vu cua ho va dat duoc cac muc

tiéu cua to chirc, va nd gitip tao ra kién thirc méi (Rafique va Cong su, 2022).

Trong bdi canh td chire, chia sé kién thuc 13 viéc su dung céac hoat dong nham truyén
dat hoac truyén ba kién thic tir mot ca nhan hodc nhom khac. N6 ¢6 thé xay ra thong
qua nhiéu hinh thtc va cong cu khac nhau nham tao diéu kién thuan loi cho viéc nim
bat kién thirc. Trong d6, chu thé thyuc hién hanh vi chia sé kién thic va tiép nhan kién
thire déu 1a con nguoi. Kién thic trong to chirc ¢6 thé duoc tao mdi sau qua trinh trao
d6i va ciing 1a cong cu giai quyét cac cong viéc cta to chire d6. Cho nén hanh vi chia sé

kién thirc cling ¢ muc ti€u cu thé.

Qua phan tich cac dan chimg nghién ciru trude day, co thé nhan dinh hanh vi chia sé
kién thirc trong té chirc la qud trinh trao doi kién thirc gifta cdc cd nhan véi nhau, giita
cd nhan véi nhém va nguoc lai bang nhiéu cach khdc nhau. Xay ra trong méi truong té
chire nham dat dwoc sw hiép déng va déng thoi tao ra sy phat trién cho méi ca nhan néi
riéng va nhom noi chung.

1.3. Moi quan hé giira phong cach linh dao chuyén ddi va hanh vi chia sé
kién thirc trong to chirc

Mot trong nhitng tai nguyén cua doanh nghiép 1a kién thirc nhung n6 kho khin trong
viéc dinh lugng va luu trit. Chua ké dén viéc chia sé bén trong td chuc, day duogc xem
13 yéu t6 thuc tién quan trong trong viéc duy tri loi thé canh tranh trong méi truong kinh
doanh hdn loan nhu hién tai. Kién thitc duoc ton tai dudi hai dang 1a 10 rang va ngém

an. Kién thure 10 rang duoc xay dung hodc xac dinh 10 rang, dé dang chia sé va thuc hién
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ma khong mo hd, duoc luu trir dudi dang tai liéu hodc ma hoa luu trong CSDL. Kién
thirc ngam 1 kién thirc ma nhéan vién nam giir trong tam tri, thuong dudi dang k¥ niang,
kinh nghiém hodc ning luc cbt 18i. Kién thirc nay thuong kho mé ta va chuyén giao
(Bollinger & Smith, 2001). Trong cac nganh cong nghi¢p vao nhiitng nam 1998 va 1999,
da phat trién mot nhan thirc 1 rang rang co s tri thirc ngam c6 thé chiém phan 16n kién
thirc tap thé ciia mot to chire. Mot cude khao sat duge thuc hién boi Tap doan Delphi
vao nam 1999 da hoi cac cong ty, "Kho Iuu trir kién thirc chinh trong to chuc 1a gi?".
Céc cau tra 161 nhan duoc cho thiy trung binh, 42% kién thirc ctia cong ty nam trong
tam tri cua nhan vién (Clarke & Rollo, 2001).

Vian dung hai hoc thuyét xa hoi 16n dé chimg minh viéc 1anh dao c6 anh hudng dén hanh
vi chia sé kién thirc ctia nhan vién trong t6 chtrc. Pau tién, theo hoc thuyét trao doi x4
hoi (Blau, 1964), cac hanh vi trong tic ctia con nguoi 13 két qua ciia mot qua trinh trao
d6i. Myc dich 1a toi da hoa loi ich va tdi thiéu hoa cai gia phai tra khi thiét 1ap cac mdi
quan hé. Trong trudng hop nay, khi 1anh dao thé hién sy ton trong, can nhic dén ting ca
nhan, truyén cam hung lam cho nhan vién nhan thirc duogc tiém nang va nang luc cua
chinh minh. Dé dép lai diéu d6 1a thai d6 va hanh vi tich cuc trong méi trudng lam viéc
duoc thé hién va hanh vi chia sé kién thtrc 14 mot phén trong do nham hudng dén muc
tiéu cta to chic. Bén canh d6, hoc thuyét nay con dugc kiém ching 1a khi trao d6i véi
td chuc, sy hd tro tir 1anh dao thi tang muc d0 cam két v4i td chirc cta nhan vién va
nang cao chat lugng trong méi quan hé giita l1anh dao va cap dudi (Settoon va Cong su,
1996). Ly thuyét nhan cach ctia Carl R. Rogers ciing bo sung cho hoc thuyét nay véi noi
dung chinh 12 khi nguoi ta nhan duge sy quan tam tich cuc! va phat trién su tu ton tich
cuc?, dén luwot minh nguoi ta cd thé co su quan tAm tich cuc téi ngudi khac, 13 mot qua
trinh twong hd (Nguyén Vin Luot, 2020). C6 nghia 1a khi chiing ta duoc 1anh dao quan
tam, dong vién va tao diéu kién thi v&i mot nguoi binh thuong sé [am diéu tuong tu voi

ngudi khac va hanh dong nay ciing chinh 1a ty thda man ban than minh.

Tuong tu, theo hoc thuyét hoc tip xa hoi (Bandura & Walters, 1977), con ngudi ¢ xu
huéng hoc hoi thong qua quan sat, tir d6 co thé thay d6i hoic khong thay doi hanh vi,
thong qua viéc bat chudc hodc nhan thirc vé mot van dé. Diéu nay ngu y rang lanh dao
dong vai trd quan trong nhur mot hinh mau trong t6 chirc. Khi ngudi lanh dao chia sé
kién thirc va huéng dan cach thuc hién cong viée, ho khong chi gitip nhan vién hoan
thanh nhiém vy ma con khuyén khich nhan vién chii dong chia sé kién thirc véi dong

nghiép. Néu nhan vién coi lanh dao 13 hinh mau 1y tuéng, ho sé tich cuc chia sé nhiing

1 Sy quan tam tich cuc: sy chp thuan, tinh yéu thuong va tan thanh tir nhitng ngudi khac
2 Sy tu ton tich cuc: 1a diéu kién ma qua dé chiing ta ban tang cho ban than sy thira nhan va sy ing hd
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kién thirc, kinh nghiém ctia minh trong nhom lam viéc. Piéu nay dic biét quan trong vi
kién thirc trong to chirc thuong ton tai dudi dang ngam an trong tim tri nhan vién, khong
dé dang truyén dat truc tiép. Thong qua qua trinh quan sat va hoc hoi tir ngudi lanh dao,
hanh vi chia sé kién thtic trong tap thé duoc thuc ddy, tir d6 nang cao trinh do chuyén

mon va kién thirc chung cua toan t6 chirec.

Phong cach lanh dao chuyén d6i tic dong manh mé dén hanh vi chia sé kién thuc trong
t6 chirc thong qua nhiéu yéu té cu thé. Trude hét, lanh dao chuyén doi thuong xay dung
tam nhin chién lugc rd rang va truyén cam hing cho nhan vién bang cach két ndi ho véi
cac muc tiéu 16n hon ciia to chie. Khi nhan vién cam thay duoc khich 1¢ va nhin thay
gia tri trong viéc dong gop, ho sin sang chia sé kién thirc va kinh nghiém ctia minh dé
dat dugc muc tiéu chung. Hon niia, 1anh dao chuyén ddi tao dung niém tin thong qua
viéc thé hién sy quan tdm ca nhan va khuyén khich nhéan vién phat trién nang luc riéng.
Nho niém tin nay, nhan vién s& céi mo hon trong viée chia sé kién thirc, khong lo lang
vé viéc bi danh gia hay loi dung thong tin. Dong thoi, phong cach lanh dao nay khuyén
khich su sang tao, yéu cu nhén vién khong chi thuc hién cong viéc theo khudn mau ma
con dua ra cac ¥ tudng moi, tir d6 tao ra moi truong trao doi kién thire tu do. Phong cach
nay ciing thuc day vin hoa hoc héi lién tuc, noi nhan vién duoc khuyén khich tim kiém
va chia sé kién thirc dé giai quyét van dé mot cach hiéu qua hon. Cudi cung, lanh dao
chuyén d6i ludn chu trong phat trién c4 nhan va tinh than lam viéc nhom, tao moi trudng
ma moi ngudi cam thiy c6 trach nhiém hd tro nhau thong qua viéc chia sé thong tin va
kinh nghiém, dam bao rang t6 chitc khong chi dya vao tri thirc cia tirng c4 nhan ma 1a

su tong hop cua ca tap thé.

Ngoai ra, hau hét cac tac gia déu dong ¥ rang viéc chia sé kién thirc phu thudc vao dic
diém ca nhan, bao g@)m kinh nghiém, gia tri, dong luc va niém tin (Anwar & Prasad,
2011). Phong cach lanh dao chuyén doi lai rat chii ¥ dén cac dic diém c4 nhan nham
thuac déy ho dat dugc muc ti€u va tham chi vuot sy mong doi béng cach truyén cam
hing va kich thich tri tu¢. Con véi nghién ciru cia Tung & Chang (2011) cho thdy phong
cach lanh dao chuyén ddi tac dong rat manh mé& dén hanh vi chia sé kién thirc trong to
chtrc. Ngoai ra con rat nhiéu nghién ctru ching thuc rang lanh dao chuyén ddi ¢ tac
dong tich cuc dén hanh vi chia sé kién thtrc ctia nhan vién (Afsar va Cong su, 2019;
Masa’deh va Cong su, 2016; Phung va Cong sy, 2019; Yin va Cong su, 2020).
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H1 (+)

H2 (+)

H3 (+)
H4 (+)

HS5 (+)

Linh dao chuyén doi

A —

Anh huong ly teong hoa
(bang hanh vi)

Anh huong ly twong hoa
(bang su quy gan)

Hanh vi chia

sé kién thuic

Pong lyc truyén cam hing

trong t churc

Kich thich tri tué

Can nhac ca nhan hoa

Hinh 1.2: M6 hinh nghién ctru chinh thirc

Gia thuyét nghién ctru dé xuat:

HI: Anh hudng Iy twong héa (bang hanh vi) cia lanh dao chuyén déi cé tac dong tich

(Nguon: tac gid dé xudt)

cwec (thudn chiéu) dén hanh vi chia sé kién thirc trong t6 chikc.

H2: Anh hwéng Iy twéng héa (bang sw quy gan) ciia lanh dao chuyén doi c6 tic dong

tich cwc (thudn chiéu) dén hanh vi chia sé kién thirc trong t6 chirc.

H3: Déng lyc truyén cam hing cia lanh dao chuyén doi c¢é tac dong tich cuwc (thudn

chiéu) dén hanh vi chia sé kien thirc trong to churc.

HA4: Kich thich tri tué cua lanh dao chuyén doi ¢é tac dong tich cuc (thudn chiéu) dén

hanh vi chia sé kién thirc trong t6 chirc.

H5: can nhdc ca nhan hoa cua lanh dao chuyén doi co tac dong tich cuc (thudn chiéu)

dén hanh vi chia sé kien thurc trong to chuec.
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CHUONG 2: PHUONG PHAP NGHIEN CcUU
2.1. Quy trinh nghién ctru

Quy trinh nghién ctru duoc mo ta thong qua so dd sau:

Van dé nghién ciru
Muc tiéu nghién ctiru
Cau héi nghién ciru

- Hinh thanh
Co s6 ly thuyet i gia thuyét

M5 hinh va gia thuyét nghién ctru "I nghién ciru

ban dau

A

Xac dinh thang do/cau héi

Lua chon
mau thir, tién |
hanh diéu tra
va lay y kién

Nghién ciru so b
DPieu chinh thang

Thang do chinh thire

Thu thip va chuin bi dir liéu
Phat phiéu khao sat
Ma hoéa, nhap liéu
Lam sach dir liéu

Phan tich dir liéu va dién giai
Danh gia do tin cdy thang do | Kiém dinh
Phan tich nhan t6 khim pha (EFA) " gia thuyét
Phan tich nhan t6 khang dinh (CFA)
Mo hinh mé hinh céu trac (SEM)
v
Pé xuit giii phap tir két qua
v

Hinh 2.1: So' dd quy trinh nghién ciru

(Nguon: Tdc gid nghién ciru)
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2.2. Nghién ctru dinh tinh
2.2.1. Thiét ké nghién ciru dinh tinh

Phuong phép dinh tinh chinh 1 dya trén nhitng logic vé mit ngdn ngit, cac hoc thuyét
dé tién dinh v& van dé va cac mdi quan hé ctia n6 dé 1am co so dé xuit cac gia thuyét.
Phuong phép nay dugc sir dung dé danh gia thuc trang, nghién ctru tai liéu va thiét 1ap
cac gia thuyét. Bén canh d6, con duoc dung dé hiéu chinh thang do cho phu hop véi cac
yéu t6 lién quan dén ngdn ngit, vin hoa va muc dich cua cudc khao sat thong qua thao

luan nhém va phong van chuyén gia.

Mubn kiém dinh dugc biang phuong phap dinh lugng thi ching ta phai lam viéc voi
nhing con sd. Bang cach xdy dung cac thang do (cong cu do luong va ma hoa) tir cac
tac gia nghién ctru trudce hodc tu xay dung, sau d6 tién hanh hiéu chinh cho phu hop véi
dbi tuong nghién ctru va dam bao dugc hai yéu tb 1a d0 tin cay va do hiéu luc cta thang

do. Hiéu chinh bang cach thao ludn nhém (mAu thir) va phong van chuyén gia.
2.2.2. Thang do

Trén co s& nghién ciru va danh gia tai liéu nghién ctru trude ddy vé lanh dao chuyén doi,
va hanh vi chia sé kién thirc dé dua ra thang do phu hop cho dé an. Vé yéu té lanh dao
chuyén d6i thi dé an s& st dung thang do lanh dao da yéu t6 MLQ dugc Bass phat trién
¢6 20 trong tong sd 36 cau hoi dé do ludng va duge viét bang tiéng anh. Tac gia tham
khao thém ban tiéng Viét cua tac gia Nguyén Phan Thu Hang & Diéc Vinh Thanh (2023).

Con vé thang do hanh vi chia sé kién thire thi dugc tham khao trong mot nghién ctru ciia
Lin, 2007 vé cac yéu té anh huong dén hanh vi chia sé kién thtrc ctia nhan vién ¢6 3 ciu
hoi dung dé do ludng. Tat ca déu bang tiéng anh, tac gia da dich sang tiéng viét. Bang
hoi sau khi tham khao, tong hop duoc tién hanh khao sat nhom véi s6 luong tham gia 1a
10 ngudi dé tién hanh 13y y kién phan hdi va hiéu chinh. Duéi day 1a dic diém cta ngudi
tham gia khao sat thu.

Bang 2.1: Pic diém ciia nguwoi tham gia nghién ctru dinh tinh

SL D) tuodi Vi tri cong tac Pon vi cong tac
1 30-40 Giam ddc cap cao, PH&PT KD ChubbLife Ha Noi
3 22-30 Truong nhom kinh doanh ChubbLife Ha Noi
6 22-30 Nhan vién kinh doanh ChubbLife Ha Noi

(Nguon: Tdc gid khdo sat)
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Dudi day 1a bang thang do hoan chinh va dugc ma hoa dé st dung khéo sat va phan tich
trong dé an nay sau khi tong hop tir tai liéu tham khao va hiéu chinh theo két qua khao

sat caa mau thu:

Bang 2.2: Thang do chinh thirc

Ma

héa Noi dung

Ila | Anh hwéng Iy twéng héa (bang su quy gan)

Ial | T6i sén sang tin tudng lanh dao cua t6i dé cing nhau vuot qua moi tré ngai

IIa2 | T6i cam théy tu hao khi dugc lam viéc vo1 l1anh dao cua minh

I1a3 | Lanh dao cta toi thé hién tai ning va ning luc xuét sic trong moi quyét dinh

IIa4 | Lanh dao cua toi 1a mot biéu tuong cua su thanh cong va tai nang

IIb | Anh hwéng Iy twéng héa (bang hanh vi)

Lanh dao cua toi truyén dat cho nhan vién gia tri cot 16i va dudng 16i phat trién

bl | =,
cua cong ty

[Ib2 | Lanh dao cua tdi dé ra muc tiéu va thuyét phuc nhan vién quyét tam thuc hién

Lanh dao cua toi huéng dan nhan vién dua ra nhirng quyét dinh hop 1y va c6

b3 dao duc

[Ib4 | Lanh dao cua to1 giap nhan vién hiéu vé tAm quan trong ctuia nhi€ém vu tap thé

IM | Pong luc truyén cam hing

IM1 | Lanh dao cua toi thé hién dugc sy manh mé, nang dong va thu hat

IM2 | T6i luén nhan duogc su khuyén khich va dong vién tur Ianh dao cua toi

T61 cdm nhéan dugc sy tAm huyét vé nhitng cong viéc can phai hoan thanh ma

M3 | 1anh dao cua t6i da chia sé

T6i biét duoc dinh hudng phat trién cong ty mot cach rd rang trong twong lai

M4 thong qua lIanh dao cua t61

IS | Kich thich tri tu¢

IS1 | Lanh dao gitp toi c6 cach ti€p can mdi cho cac van de cii trong cong viéc

IS2 | Lanh dao cua t6i cho 101 khuyén khi can thiét

Lanh dao cta t6i goi y cho nhan vién giai quyét nhitng van dé phat sinh trong

1S3 cong viée dudi nhiéu goc do khac nhau
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héa Noi dung

Lanh dao cua t61 ludn danh gia lai cac cach ti€p can cii dé xem chung c6 con

154 phu hop trong bdi canh hién tai hay khong

IC | Can nhac ca nhan hoa

IC1 | Lanh dao cta toi quan tdm dén tirng c4 nhan trong tap thé

IC2 | Lanh dao cta toi danh gia cao khi toi hoan thanh tét cong viée

IC3 | Lanh dao cua t61 danh thoi gian dao tao va hudng dan nhan vién

IC4 | Lanh dao cta toi giup nhan vién phat huy hét nhirg diém manh ctia minh

KS | Hanh vi chia sé kién thire

Trong t6 chure cuia ching t61, nhan vién chia sé kién thire cd nhan véi nhau mot

K51 cach co hé thong

KS? Tbi cam thdy minh dang duoc hoc hoi va nang cao nang luc dé phat trién trong
cong viéc

KS3 Cong ty chung t6i tién hanh cac chuong trinh dao tao dé chuyén giao chuyén

mon ca nhan gitra cac thanh vién

(Nguén: Tdc gid tong hop)
2.3. Nghién ctru dinh lwgng
2.3.1. Thiét ké nghién civu dinh lwong

Phuong phap nay dung logic toan hoc dé kiém dinh gia thuyét 1a chap nhan hodc béac
bo. Con dugc biét dén va phat trién nd ro tir nhitng nam dau thé ky XX voéi cai tén
phuong phéap thuc chitng. Sau khi c6 thang do thi tién hanh khao sat dé thu thap di liéu.
Dit li€u nay co cAu tric cu thé va duoc ma hoa dé thuan loi cho viée sir dung cac thuat
toan phén tich trong thong ké. Thang diém Likert 5 muc d6 dugc st dung dé do cam

nhan ctia ngudi tra 101 hodc 1a 1- rt khong dong v hodc 14 5 - rat dong y.

Phan mém duoc sir dung trong dé 4n 1a SPSS 26 (Statistical Package for the Social
Sciences) va phan mém AMOS 26 (Analysis of Moment Structures). Ca hai duoc str
dung phd bién trong nghién ctru vé khoa hoc xa hoi. Trong dé 4n nay, sau khi thu thap
dir liéu thi tién hanh nhap vao phan mém SPSS 26 dé phan tich théng ké mo ta, kiém tra
d6 tin cdy hé s6 Cronbach's Alpha, phan tich nhan t6 kham pha (EFA). Con dung phan
mém AMOS 26 dé phan tich nhan t6 khang dinh (CFA), phan tich mé hinh mé hinh cau
trac (SEM) va kiém dinh do tin cdy ctia cac wéc lugng (BOOTSTRAP).
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2.3.2. Miu khdo sdt

Thang do trong nghién ctru ndy dung dé do ludng vé phong cach lanh dao chuyén d6i,
hanh vi chia sé kién thirc tai Chubb Life Viét Nam — Chi nhanh Ha Ni. Vé nguyén téc,
s6 lwong mau cang 16n thi két qua nghién ctru c6 do tin ciy cang cao. Nhung trong mot
nghién ctiru c6 rat nhiéu han ché nhu 1a thoi gian hodc 1a kinh phi thuc hién. Bén canh
d6 s6 lwong mau qua 16n gy ra nhiéu van d& phire tap khi phan tich dic biét 1a d6 nhay
ctia cac chi s6 do ludng. Vay thi sé luong tdi thiéu ctia mau 13 bao nhiéu dé du dap ung

d6 tin cay? Gia tri tdi thiéu nay phu thudc chu yéu vao phuong phap phan tich.

Viéc xéc dinh kich thuéc mau cn can nhic dén tat ca cac phuwong phap phan tich duoc
st dung. Vi du, v6i phan tich nhan t6 kham pha EFA, vé6i 23 bién quan sat, chiing ta can
t6i thiéu 5%23 = 115 mau. Tuy nhién, d6i v6i phan tich nhan té khang dinh (CFA) va
phan tich mé hinh cu triic (SEM), viéc xac dinh s6 luong mau tdi thiéu dé dam bao do
phtl hop ctia md hinh 1a mot van dé phtc tap, chua co sy thong nhét trong cac nghién
ctru. Theo Hair va Cong sy 2009), khoang 100 dén 150 mAu 1a du dé dam bao d6 tin ciy
thang do 16m hon 0,60, vo1 diéu kién dir liéu thiéu khong vugt qua 10%. Vay nén, tac
gia tién hanh khao sat trén 150 nhan vién véi 150 phiéu khao sat thu vé dé dap tGng gia

trj t6i thiéu theo 1y thuyét.

Khao sat dugc thuc hién theo lat cat ngang mot 1an va phuong phap chon mau thuan
tién dé dam bao duogc céac tinh chat ctia nghién ciru nay. Vira thuan loi cho nghién ciru
vé mit khao sat nhung dam béo giai thich dugc két qua. Nghién ctru chi can két qua &
thoi diém hién tai va vai sd luong khao sat 150 mau da bao ham gan hét sb lugng nhan

vién cua chi nhanh.
2.3.3. Phdn tich dit liéu

Phan tich dir li¢u 1a phuong phap thuc ching, 1am rd rang va gidi thich cac thong tin co6
trong tap dir li¢u da thu dugc tur cac phiéu diéu tra. Dit liéu sau khi thu thap can lam
sach, nhép liéu vao phan mém SPSS 26 va AMOS 26 dé tién hanh phan tich. Quy trinh

phan tich gdm cac budc nhu sau:
2.3.3.1. Phan tich mo ta

Phan tich mo ta chinh 14 trinh bay dit liéu thd ban dau thanh mot dang thirc dé hiéu va
giai thinh. Cac dai luong théng ké mo ta thudng dung 13 trung binh cong (Mean), Tong
tat ca cac gia tri trong dit liéu quan sat (Sum), do 1éch chuan (Standard Deviation), Gia
tri nho nhat (Minimum), gia tri 16n nhat (Maximum) va sai s6 chudn khi u6c luong tri
Trung binh (SE mean) (Hoang Trong & Chu Nguyén Mong Ngoc, 2008).
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2.3.3.2. Kiém tra do tin cdy thang do

Do tin cdy thang do dugc xac dinh thong qua viéc giai thich hé sb Cronbach’s Alpha,
mot hé s tin cdy chi ra mirc d6 twong quan cua cac cau hoi véi chii dé né can do. Hay
néi cach khac, cau hoi co thuc sy do duoc van dé can do hay khong? H¢ s6 tin cay
Cronbach’s Alpha c6 dugc bang cach dung phian mém SPSS 26, y nghia dwoc danh gia
dua trén tai liéu tham khdo cua Zikmund va Cong sy (2010).Thong thuong cac nghién
ctru vé khoa hoc x3 hdi chép nhan thang do c6 do tin cdy 16n hon hoac bﬁng 0,60 va

turong quan bién tong co gid tri 1én hon hoic biang 0,30.
2.3.3.3. Phdn tich nhén té kham phd (Exploratory Factor Analysis - EFA)

Muc dich ctia buéc phan tich nay 1a tim ra cac nhom bién c¢6 lién quan véi nhau. Rut
gon mot tip bién quan sat thanh mot tap cac yéu td ¢d ¥ nghia hon. Co so 1a dya vao
moi quan hé tuyén tinh giita chung. Trong dé 4n sir dung phwong phap trich Principal
Component Analysis (PCA) va Phép xoay Varimax dé xac dinh c4u tric cic bién, ciing
1a phuong phéap duoc sir dung nhiéu nhat vi tinh don gian trong tinh toan va phu hop véi
dir liéu thuc té (Hair va Cong su, 2009). Dé két qua phan tich EFA duoc chap nhan, phai

thoa man cac tiéu chi sau:

(1) Hé s tai nhan t (Factor loading) > 0,5

(2) 0,5 < KMO < 1: Hé s6 KMO (Kaiser-Meyer-Olkin) 1 chi s6 dung dé do luong
mirc d6 phi hop cia dit lidu v6i phan tich nhan to.

(3) Kiém dinh Bartlett c6 y nghia thdng ké (Sig. < 0,05): dai luong théng ké dung dé
kiém dinh su tuong quan cta cac bién dé tién hanh phan tich nhan té hay khong.
Gia tri p-value < 0,05 thi bac bo gia thuyét cac bién khong twong quan va du diéu
kién dé tién hanh phan tich tiép.

(4) Phan tram trich phuong sai (percentage of variance) > 50%: chi ty 1& phan trim
clia tong phuong sai cua cac bién quan sat duoc giai thich béi cac nhan tb

(factors) d trich xuét.
2.3.3.4. Phan tich nhan t6 khang dinh (Confirmatory Factor Analysis - CFA)

Phan tich nhén t6 khang dinh 1 budc tiép theo ctia EFA nham kiém dinh xem liéu rang
dir liéu quan sat c6 phut hop véi ciu triic nhan té ma tac gia di gia dinh trude hay khong.
CFA tép trung vao md hinh do ludng (measurement models), cu thé 1a mbi quan hé gitra
céc bién quan sat hodc chi bao (indicators) vdi cac bién tiém an (latent variables) hay
con goi 13 nhén té (factors). CFA 13 mot phan quan trong ctia mé hinh cdu tric (SEM).
N6 duogc str dung dé danh gia tinh hoi ty, tinh phan biét va dg tin cay téng hop cua thang

do. Tinh hoi tu cao nghia 1 cac chi bao trong cing mét thang do ¢6 mbi quan hé manh
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m& v6i nhau, thé hién t6t y nghia cia bién me. Tinh phan biét cao nghia 13 cac thang do
khac nhau giai thich cac khai niém khac nhau mot cach rd rang. Do tin cdy tong hop

(CR) duoc sir dung dé do luong tinh nhat quan bén trong cia cac yéu to.

Do tin cdy tong hop (CR) c6 gia tri 16n hon 0,70 cho thay d6 tin cay tbt. Gia tri hoi tu
va gia tri phan biét duoc tinh toan bang phuong phap do Fornell & Larcker (1981) dé
xuat. Trong phuong phéap nay, gié tri phan biét dugc coi 1a phit hop néu gia tri trung binh
phuong sai dugc trich xuat (AVE) 16n hon phuong sai binh phuong chia sé t6i da (MSV)
hodc phuong sai binh phuong chia sé trung binh (ASV) va can bac hai AVE cua mot
bién 16n hon tuong quan gitta bién d6 vai cac bién khac trong bang Fornell and Larcker.
Dé gia tri hoi ty 1a phit hop, AVE phai 1a bang hodc 16n hon 0,50 va thap hon CR. Nghia
13, phuong sai dugc giai thich boi cdu trac phai nhiéu hon 161 do ludng va nhiéu hon tai
chéo. Gia tri hoi tu: CR > 0,7; CR > AVE > 0,5 | Gia tri phan biét: AVE > MSV

2.3.3.5 Phan tich mé hinh cau triic (SEM)

Mo hinh phuong trinh cau tric (SEM) 1a mot ho cac mo hinh thong ké tim cach giai
thich mdi trong quan giita nhiéu bién. Khi thuc hién diéu nay, né kiém tra cau tric cia
cac mdi quan hé qua mot loat cac phuong trinh, twong tw nhu mot loat cac phuong trinh
héi quy boi. Cac phuong trinh ndy md ta tat ca cac moi quan hé gitra cac cau tric (cac
bién phy thudc va doc 1ap) lién quan dén phan tich. Cu trac 1 cac yéu td khong thé
quan sat hodc tiém 4n dugc biéu dién bai nhidu bién (gidng nhu cac bién dai dién cho
mot yéu t6 trong phan tich nhan t6). Cho dén nay, mdi ky thuat da bién déu dugc phan
loai 1a k¥ thuat phu thudc 1an nhau hodc k¥ thuat phu thudc. SEM c6 thé duoc coi 1a sy
két hop doc ddo cua ca hai loai ki thuat vi nén tang ctia SEM nim & hai k¥ thuat da bién

quen thudc: phan tich nhéan t6 va phan tich hdi quy boi.

Mo hinh phuong trinh cu trac ¢6 ba dic diém chinh: (1) Uéc tinh nhiéu méi quan hé
phu thudc va lién quan dén nhau, (2) Kha ning thé hién cac khai niém khong quan sat
dugc trong cac mbi quan hé nay va tinh dén sai s6 do luong trong qua trinh wéc tinh va

(3) x4c dinh mot mod hinh dé giai thich toan b tap hop cic mbi quan hé.

Su khac biét rd rang nhat gitta SEM va k¥ thuét da bién khac 1a viéc st dung cac mbi
quan hé riéng biét cho mdi tap hop cac bién phu thudc. Noi mot cach don gian, SEM
ude tinh mot loat cdc phuong trinh hdi quy riéng biét, nhung phu thudc 1an nhau, mo
phong mot cach don gian bang cach chi dinh mé hinh cau triic duoc str dung boi chuong
trinh théng ké. Pau tién, nghién ctru dua trén 1y thuyét, kinh nghiém trude d6 va cac
muc tiéu nghién ctru dé phan biét bién nao trong cac bién phu thuéc du doan tirng bién

phu thudc. Cac bién phu thudc trong mot mdi quan hé co thé tro thanh cac bién doc 1ap
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trong cac mdi quan hé tiép theo, 1am phat sinh ban chat phy thudc 1an nhau ctia mé hinh
céu tric. Hon nita, nhiéu bién gidng nhau anh huong dén ting bién phu thudc, nhung
v6i cac hiéu tmg khac nhau. M6 hinh cdu tric thé hién cac mdi quan hé giita cac bién
doc 1ap va phu thudc, ngay ca khi mot bién phu thudc tré thanh mot bién doc 1ap trong

cac moi quan hé khac.

Véi nhitng vu diém duoc phan tich viée sir dung mé hinh SEM (phan tich bang AMOS),
trong dé an nay, tac gia chon phan tich mé hinh cau trac thay thé cho viéc chay mé hinh
hdi quy tuyén tinh thong thuong. Str dung chién lugc mé hinh x4c nhan trong phan tich
SEM nham muc dich kiém dinh cac gia thuyét dugc dua ra, va chi rd méi quan hé giira

cac bién va mirc do anh hudng ctia chung trong moé hinh nghién ctru dé xuat.

Tiép theo, tim cau tra 15i cho cau hoi: M6 hinh c6 hop 1é khong? Hay 1a do sy phu hop
ctia md hinh. Trén thuc té, duoc do luong béing cic nhom chi sd hodc nhém tiéu chi

duogc trinh bay dudi day:
(1) Kiém dinh Chi-Square (1°)

Biéu thi su khac biét trong ma tran hiép phuong sai quan sat va wdc tinh. La gia tri then
chét trong viéc danh gia 6 phu hop cia mé hinh. Trén thuc té ching ta kho st dung chi
s6 ndy boi vi nd rat nhay véi ¢d mau 16n. Ngay ca khi @6 phit hop cia mé hinh (su khac
biét trong ma tran hiép phuong sai) khong d6i, khi ¢c& mau ting thi > van ting. Nén
ngudi ta thuong dung chi sb x2/df dé danh gia. Bac tu do (df) trong SEM dura trén kich

thudc cia ma tran hi¢p phuong sai.

Khi ching ta tim thdy mot gi tri p cho kiém dinh 42 12 nho (c6 ¥ nghia théng ké), n6 chi
ra rang hai ma tran hiép phuong sai khac nhau vé mat thong ké va cho thiy cac van dé
v6i su phi hop. Vi vay, trong SEM, chiing ta tim kiém mot gi tri y* twong ddi nho (va
gia tri P 16n tuong ng), cho thay khong c6 su khac biét thong ké dang ké giita hai ma
tran, dé hd trg ¥ tudong rang mot 1y thuyét duoc dé xuat phi hop véi thuc té.
(2) Chi s6 Chi-Square/bdc tw do: y*/df

Chi s6 nay ciing ding dé do @6 phu hop ctia mé hinh va khong chiu anh huéng bai kich
thude mau. Ciing theo dé nghi ctia Hair va Cong sy (2009a) thi mitc phu hop cua ty 18
x*/df & mic 3:1 hodc thap hon, ngoai trir trong cac truong hop c¢6 mau 16n hon (16n hon

750) hoac céc truong hop dac biét khac, chrfmg han nhu muc d¢ phuc tap cao cua md
hinh.

(3) Céic chi s6 do dg phi hop khdc
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GFI: do d6 phu hop tuyét ddi (khong diéu chinh bac ty do) cia mé hinh SEM. Khong
c¢6 kiém dinh théng ké nao duoc lién két véi GFI, chi ¢6 cac hudng dan dé phu hop.
Pham vi gi4 tri GFI c6 thé c6 1a tir 0 dén 1, v6i gid tri cao hon cho biét d6 phu hop tot
hon. Thong thuong gid tri GFI 16n hon 0,80 thuong dugce chép nhan va 16n hon 0,90

duoc coi la tt.

NFI: NFI 1a mét trong nhitng chi s6 phu hop gia ting ban dau. N6 14 ty 1¢ giita chénh
léch gi4 tri %> cho mé hinh phu hop va mé hinh rong chia cho gia tri ¥ cho mé hinh
rong. N6 nam trong khoang tir 0 dén 1, va mot mé hinh phi hop hoan hao s& tao ra NFI
1a 1. Gia tri dé nghi la NFI 16n hon 0,9 duoc cho 1a phu hop. Mot nhugc diém 1a cac mo
hinh phtic tap hon nhit thiét s& c6 gia trj chi s6 cao hon va 1am ting gia tao udc tinh d6
phtt hop cta m6 hinh. Két qua 13, n6 it duoc st dung ngdy nay hon so véi mot trong hai

thudc do phu hop gia tang sau day.

TLI (Tucker Lewis Index): TLI danh gid mirc d¢ cai thién ciia mo6 hinh da udc tinh so
v6i mo hinh quan sat ma khong tinh dén murc do phirc tap ciia mé hinh. Chi s6 niy phan
anh muc do phu hop cia mo hinh so véi dir lidu, dong thoi diéu chinh theo d6 tu do cua
mo hinh, nham tranh viéc mé hinh phirc tap qua mirc c6 thé dan dén viée giam muc 4o
phu hop. TLI khong dugc chuan hoa, va do d6 gid tri cia né c6 thé giam xudng dudi 0
hoic trén 1. Tuy nhién, thong thudng, cac mé hinh c6 do phu hop tot ¢6 gia tri gin bang

1 va mb hinh c6 gia trj cao hon cho thdy d6 phu hop tét hon.

CFI: 1a mot chi s6 phu hop gia ting, 1a phién ban cai tién cta chi s6 pht hgp chuan hoa
(NFI). CFI duoc chuan hoa sao cho cac gia tri nam trong khoang tir 0 dén 1, voi cac gia
tri cao hon cho thay d6 phu hop tét hon. Vi CFI ¢6 nhiéu thudc tinh mong mubn, bao
gdm ca do nhay twong d6i, nhung khong hoan toan, d6i vdi do phirc tap ciia mo hinh,
nén nod la mot trong nhirng chi s6 duoc sir dung rong rai nhét. Gia tri CFI trén 0,90

thuong dugc lién két véi mot mo hinh phu hop tét.

RMSEA (Sai sd xap xi trung binh cin bac hai) thé hién mtc do phii hop ctia mé hinh
v6i tong thé. Chi sb nay cb gang can bang ca do phuc tap (bao gdm nhiéu ciu tric) cua
mo hinh va kich thuéc mau bang cach dwa ching vao tinh toan. Gia tri RMSEA thap
hon cho thay do phu hop tot hon. Thém mot loi thé ciia chi s6 nay 1a c6 thé xay dung
khoang tin cdy, dua ra pham vi gia tri RMSEA cho mt muc do tin cay nhét dinh. Do
d6, md hinh duoc chap nhan khi chi s6 RMSEA nam trong khoang tir 0,03 dén 0,08 véi
do tin cay 95%.

Sau khi d4nh gia sy phtt hgp ctia m6 hinh thi tién hanh x4c dinh cau trac mé hinh bang

céch phan tich mdi quan hé giita cac bién theo trat tyr cia mo hinh 1y thuyét da dé xuat.
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Hay néi cach khac, mdi quan hé nao ton tai giita cac cau trac? Mdi gia thuyét nghién
ctru dai dién cho mdi quan h¢ cu thé dugc chi dinh. Tac dong cua cac bién ndi sinh 1én
bién ngoai sinh va nguoc lai duwoc danh gia bang cac hé s6 hdi quy (Pay con duoc goi
12 m6 hinh phan tich nhan té xac nhan CFA). Mdi quan hé giita cac bién dugc biéu thi
bang miii tén trén mo hinh. Chiéu miii tén chi chiéu tac dong cua bién nay 1én bién kia.
2.3.3.6. Kiém dinh do tin cay woc lwong Bootstrap

Trong nghién ctru dinh luong, thuong ding mot tip mau twong ty dé kiém tra lai két
qua. Tuy nhién, dé 13p lai nghién ctru v6i mau khac s& ton rat nhiéu thoi gian va chi phi
khong can thiét khi ma sé lugng mau cua phan tich mé hinh ciu trac thuong kha 16n.
Mot giai phap thay thé 1a phuong phap Bootstrap — mot phuong phap 1y méu lip lai co
thay thé (Schumacker & Lomax, 1996).

Dé an nay st dung Bootstrap véi s6 lugng mau 1a 450, theo 1y thuyét thi trong d6 bao
gdm ca 150 mau ban dau. Phuong phap nay st dung AMOS 26 sé tinh ra hé sb hdi quy
chuan héa udc tinh va tir d6 tinh toan dé du doan xem phuong trinh hdi quy ¢é dung véi
sO luong mau 16n hon hay khong. Dé két luan mo hinh phi hop vé6i s6 lugng mau 16n
hon thi can chd ¥ thém hai gia tri ngoai cac chi s6 d6 phtt hop mo hinh nhu d trinh bay
& muc 2.3.3.5. Hai chi s6 @6 1a gia tri sai s6 p-value < 0,05 (D6 tin cay 16n hon 95%)
ctia hé s hdi quy chuan hoa uée tinh va gia tri Bollen-Stine > 0,05 dung dé kiém dinh

s6 lwong mau phu hop trong téng sé miu dua vao kiém dinh Bootstrap (Thakkar, 2020).
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CHUONG 3: KET QUA NGHIEN CUU VE ANH HUONG CUA PHONG
CACH LANH PAO CHUYEN POI PEN HANH VI CHIA SE KIEN
THU'C TAI CONG TY TNHH BAO HIEM NHAN THQ CHUBB VIET
NAM — CHI NHANH HA NOI

3.1. Gi6i thiéu céng ty TNHH béo hiém nhin the Chubb Viét Nam — Chi
nhanh Ha N¢i

3.1.1. Lich si¢ hinh thanh va phdt trién

Tén doanh nghigp: Cong ty TNHH Bao hiém nhan tho Chubb Viét Nam.

Tén tiéng anh: Chubb Life Insurance Vietham Company Limited.

Chii d4u tu: Chubb Ina International Holdings, Limited.

Hinh thire phap ly: Cong ty TNHH moét thanh vién.

Von diéu 1¢: 5.170 ty dong.

Linh vye kinh doanh: Kinh doanh bao hiém nhan tho, bao hiém strc khoe, kinh doanh
tai bao hiém va dau tu theo quy dinh cua phap lut.

Téng Giam doc: Ong Nguyén Hong Son duge bd nhiém vao chirc danh Téng Giam
dbc ctia Chubb Life Viét Nam ké tir ngay 17/12/2021 theo Cong van chip thuan sd
14387/BTC-QLBH cua B¢ Tai chinh.

Tru sé chinh: Tang 21, Toa nha SunWah - 115 Nguyén Hué, phuong Bén Nghé, quan
1, Thanh ph H6 Chi Minh.

Cong ty TNHH Béo hiém Nhan tho Chubb Viét Nam (Chubb Life Viét Nam) 1a thanh
vién ctia Chubb Limited. Chubb Limited cung cép cac dich vu bao hiém tai san doanh
nghi¢p va cd nhan, bao hiém tai nan va stc khoe, tai bao hiém va bao hiém nhan tho cho
cac dbi twong da dang.

Chubb Life Viét Nam bét dau hoat dong kinh doanh tai Viét Nam vao ndm 2005 va thanh
1ap Cong ty TNHH Mot thanh vién Quan ly Quy Chubb Life (Chubb Life FMC) vao
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nam 2013. Chubb Life Viét Nam hién nay c¢6 61 vin phong trén toan quéc, bao gom 1

tru s& chinh, 7 chi nhanh va 53 phong giao dich.
Nhirng c6t mbc trén hanh trinh phat trién tiéu biéu:

- 04/05/2005: Puoc cap phép thanh 1ap va hoat dong dé kinh doanh bao hiém nhan
tho tai Viét Nam.

- 2005: Chu tich ACE Life toan cau nhan gidy phép thanh 1ap va hoat dong cua
ACE Life.

- 2012: Vuot qua mbc doanh thu nghin ty dong.

- 2016: Déi tén tir ACE Life thanh Chubb Life Viét Nam — Thuong hiéu Chubb
Life chinh thirc dugc gidi thi¢u tai Viét Nam, sau thuong vu M&A 16n nhét lich
str nganh bao hiém gitta Tap doan ACE va Chubb véi gia trj 28,3 ty USD.

Chubb Life Viét Nam la doanh nghiép hiém hoi dat loi nhuan chi sau 4 nam hoat dong
va kinh doanh ¢6 lgi nhuan trong 13 nim lién tiép. Nam 2021, tong doanh thu phi bao
hiém géc cua Chubb Life Viét Nam dat 4.499 ty déng, loi nhuan trude thué dat 980 ty
dong.

3.1.2. Co céu té chirc

Hoidong Quan tri
P Kiémtoan

<

ndibd

Ban Giam doc

! ! | ! ! }

( Y4 N\ N\ N\ Phon N\ ( )
\ Phong Phong ong \
Phong . , 2 giai Phong

I Phong phat tham P .

to chirc <., 2 ) N quyét dich vu

. ké toan trién dmh ho N ,
hanh N . T quyeén khach

, tai chinh kinh so bao T \
chinh 2 lgi bao hang

doanh hiém h”
\§ VAN VAN T VAN o em ) J

[ Pai dién kinh doanh ]

Hinh 3.1: So' dd co céu to chirc ciia Chubb Life Viét Nam

(Nguén: Bdo cdo thwong nién ciia Chubb Viét Nam 2023)
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3.1.3. M6 hinh sin pham dich vu

Cong ty TNHH Bao hiém nhan tho Chubb Viét Nam cung cip cac san pham bao hiém
nhan tho, bao hiém strc khoé va kinh doanh cc hop dong tai bao hiém. Chubb Life Viét

Nam véi phuong cham “cudc song c¢6 nhiéu diéu dé kham pha. D& ban song mdt cudc

doi tron ven, san phim Bao hiém Nhan tho cung cAp giai phap toan dién dé ting trudng

tai san va bao vé€ suc khoe theo cac nhu cau va muc tiéu luén thay doi ciia ban”.

Bang 3.1: San phim bio hiém nhéin tho ciia Chubb Life Viét Nam

Tén san pham

Pac diem noi bat

San pham duoc thiét ké diac biét danh cho tré em, véi 3 goi

Hao

Tuwong Lai Hoan

K& hoach tai chinh quyén loi dem dén cho khach hang sy chu dong khi Iya chon
tuong lai giai phap bao vé sitc khoe va tai chinh cho con yéu trong sudt
hanh trinh cudc doi tir 01 thang tudi dén 99 tudi.
, .| Buoc thiét ké linh hoat dé khach hang c6 thé chu dong Iya chon
Keé hoach tai chinh ) . N N S
. mot trong ba goi quyén lgi, dap ing nhu cau dugc bao hiém
linh hoat . ] x.
khéc nhau va riéng biét cia moi ca nhan.
Ké hoach | Ca San phém dem dén cho khach hang sy bao v¢ toan dién trudce
Tai chinh | nhan | céc rui ro vé tai nan va bénh nan y.
vé Quyén
1oi Bao Gi San pham gitp gia dinh ban giam bét ndi lo vé kinh té dé vui
' ia . .
hiém Bénh dinh song hanh phtic va tron ven vé1 nhitng ké hoach va du dinh cho
: in
Nan Y tuong lai.
Chubb Life - San pham bao hiém gido duc duoc xem la giai phap tai chinh

thong minh va thiét thuc, gitip cac bac cha me ludn yén tam vé

tuong lai hoc van cia con tré.

dén tudi 75

Bao hiém Tich lity

Chi can dong phi ngin chi trong 10 hodc 15 nim, khach hang
s& dugc bao hiém dén tudi 75 voi do tudi tdi da dugc tham gia
la tir 50 — 55.

lgi cao cap

K& hoach Tai chinh

Tron doi - Quyén

Mirc phi canh tranh, quyén loi dau tu va pham vi bao hiém toan

dién.
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Tén san pham

Pac diem noi bat

K& hoach Tai chinh
Tron doi - Quyén

lo1 cao nién

san pham nay danh cho nhirng nguo1 dang ¢ do tudi tir 55 dén
80 tudi, dé ho co su chuan bi tot nhat vé mat tai chinh, dam bao
vui song an nhan, thyc hién nhitng udc nguyén ctia ban than va

luén yén tdm rang moi viéc s€ dugc chu toan.

Dai han 20 nam

Bao hiém T ky Chi bao hiém cho kha ning chét xay ra trong thoi gian da duoc
10/15/20 nam quy dinh cy thé trong hop déng.
Ké hoach Tai chinh | nham dap tng t6i wu hon nita nhitng nhu cau dugc bao vé tai

chinh toan di¢n v&i nhiéu quyén loi wu viét hon han.

o . bam béo kha ndng thanh toadn khoan no tin dung néu co6 bién co
Bao hiém Tu ky ) s i, e ek \ \
) khong may xay dén, gitp ban va gia dinh tiép tuc hoan thanh
Du no Tin dung . ) L.
nhirng udc mo dang ap u.

Bao hiém tir ky Chi bao hiém cho kha nang chét xay ra trong 1 ndm - thoi gian

thot han 1 ndm da duoc quy dinh cu thé trong hop dong.

(Nguon: Tai liéu mé ta san pham)

3.1.4. Gid tri cot 16i

Chinh trie - Huéng t6i khdch hang - Ton trong - Xudt sdc - Tinh than ddi nhém

Chinh trwe 13 nén tang dé xay dung niém tin va 1ong trung thanh ctia khach hang. Chinh
truc khong chi ding lai & trung thuc trong moi giao dich, duy tri cac tiéu chuan hanh vi
cao va minh bach trong moi hoat dong ma con thé hién qua viéc tuan thu nhiing 101 hira.
Trong linh vuc bao hiém nhan tho, chinh truc cling 1a bao vé ti da quyén loi ctia khach

hang trong khi van dat dugc muc tiéu tai chinh ctia cong ty.

Huwong toi khdach hang 13 gia tri cdt 161 ndi bat nhat, moi hoat dong cua cong ty déu dat
quyén loi ciia khach hang l1én hang dau. Chubb Life Viét Nam cung cép tét ca cac dich
vy, san pham phu hop véi timg nhém khach hang va dic biét phu hop véi vin hoa va
con nguoi Viét. Chinh chu tir khau thiét ké san phém, dich vu téi cach thire tuwong tac va
giai quyét van dé cho khach hang.

Tén trong dong vai trd quan trong trong vi¢c xay dung moi truong lam viéce tich cuc va

c6 mang dam nét van hoa riéng. Ton trong & day khong chi 1a su tuong tac gilra cac ca
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nhan trong cong ty ma con thé hién & sy tuong tac véi khach hang ciing nhu dbi tac.
Bén canh do, ton trong con dugc thé hién qua viéc cung cép dich vu chat lugng, dam
bao quyén loi va lang nghe cling nhu giai quyét moi thic mac, khiéu nai mot cach nhanh
chong va hiéu qua. Diéu nay khong chi gitp xay dung mbi quan hé tot dep v6i khach
hang ma con tao dung uy tin va thuong hiéu ctia cong ty bao hiém trong 1ong céng ching

muc tiéu.

Xudt sac Puoc hicu 1a mo1 mot con nguoi cua to chire, ¢ trong bat ky mot moi truong
nao déu phai thé hién duogc thai do, ctr chi, hanh vi mdt cach chuyén nghiép khi lam viéc
vo1 khach hang, doi tac. Ngoai ra, sy xuat sac con dugc thé hién trong khia canh vé

chuyén mén trong bao hiém, tai chinh dé téi wu hoa quyén loi cho khach hang.

Tinh than dgi nhém La dong luc thic ddy, chia khoa quan trong trong viéc dam bao hai
yéu td quan trong 13 sy hai long va quyén loi ctia khach hang. Tinh than d6i nhém khuyén
khich sy hop tac, giao tiép md cira va chia sé kién thire giita cac thanh vién, tir d6 tao ra

mot moi truong lam viéc nang dong va sang tao.
3.1.5. Thi trwong va khach hang

Chubb Life Viét Nam vé1 1 tru s& chinh, 7 chi nhanh va 53 phong giao dich trén toan
qudc phuc vu trén 540.000 khach hang, dén bu bao hiém 42.000 truong hop véi gi tri
hon 2.000 ty déng tinh dén hét quy 2 ndm 2020. Cong ty phuc vu khach hang trén toan
lanh thd Viét Nam, hudng dén tit ca cac phan khic khach hang.

V6i mong mudn lan toa gid tri nhan vin cta bao hiém nhan tho - “bao hiém 1a bao vé”
dén véi céc gia dinh Viét Nam, xay dung tdm 14 chan toan dién cho nguoi tru cOt va cac
thanh vién than yéu, Chubb Life Viét Nam khong ngimg phat trién va cung cép da dang
céc san pham bao hiém trén thi truong, duoc thiét ké riéng va chon loc k¥ cang dé mang
dén sy bao vé tdi uu cho tung khach hang nhu da trinh bay & muc 1.3. Bac biét trong
niam 2022, Chubb Life Viét Nam di nghién ctru, phét trién va cho ra doi “San phadm Bao
hiém Lién két don vi - K& hoach Tai chinh Chu dong” ké thira cac tinh ning bao vé wu
viét ciia nhitng san pham bao hiém da duoc Chubb Life Viét Nam gidi thiéu ra thi truong
nham cung cap cho khach hang thém maot giai phap tai chinh toan dién dap ung cé hai

nhu cau: bao vé va dau tu.

Danh muc san pham da trinh bay & muc 3.1.3 thi d6i twong khach hang pho rong tir tré
em dén nguoi gia, dac biét trong linh vuc bao hiém nhan tho rét it san phém danh cho
ngudi gia vi mie do rii ro rat cao. Hon thé nita, san pham con dugc thiét ké phu hop
v6i van hoa ngudi Viét dugc thé hién & chd dam bao quyén loi vé rui ro ciing nhu tai

chinh cho con cai lic méi sinh ra va bd me hoac chinh ban than luc vé gia.
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3.2. Két qua nghién ctru vé anh hwéng cia phong cich linh dao chuyén ddi
dén hanh vi chia sé kién thirc tai cong ty cong ty TNHH bio hiém nhan tho
Chubb Viét Nam — Chi nhanh Ha Noi

3.2.1. Mb td méu

Két thuc thoi gian khao sat, s6 lugng bang hoi duoc giri dén cac nhan vién & tat ca cac
van phong thudc chi nhanh Ha Noi cia Cong ty TNHH bao hiém nhan tho Chubb Viét
Nam. Két qua thu duoc 130 phiéu khao st truc tiép va 51 phiéu khao sat truc tuyén
bang cong cu Form ctia Microsoft. Sau khi kiém tra va danh gia lai cac phiéu khao sat,
loai bo nhitng phiéu khong phu hop nhu thiéu thong tin, phiéu trang va nguoi khong
thudc ddi tugng nghién ciru. Cudi cing tong cong ¢ 150 phiéu khao sat hop 16 va duoc

dua vao phan tich dir ligu.

Bang 3.2: Thong tin dd tudi ciia dap vién

Théng tin mau | Tan suit | TV 1¢ (%) Tudi
2%
P tudi: 150 100 8% ,
" 15%
18-22 tudi 3 2
: 31%
22-25 tudi 22 15
25-30 tudi 66 44 44%
30-40 tudi 47 31 2 18.22 = .25 = 2530
40-60 tudi 12 8 = 30-40 = 40-60

(Nguén: Phan tich ti dit liéu khdo sat)  (Nguon: Phan tich tir dit liéu khdo sat)
Hinh 3.2: Miu dwoc phén bé theo

do tuoi

Bang 3.2 thé hién thong tin vé do tudi cua cac dap vién tham gia khao sat. Theo d6, do
tudi tir 18-22 chiém 2% véi s6 luong 3 ngudi, tir 22-25 tudi chiém 15% vai s6 lugng 22
ngudi, tir 25-30 tudi chiém 44% véi s6 lwong 66 ngudi, tir 30-40 tudi chiém 31% véi s6
luong 47 nguoi, tir 40-6 tudi chiém 8% vai 12 nguoi. Nhan thay do tudi phd bién nhat
1a tir 25 - 40 tudi chiém 75% va do tudi it nhat 13 tir 18 - 22 tudi chiém 2%.
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Béang 3.3: Thong tin gidi tinh cta dap vién

x L 4 TV 16 e
Thong tin mau Tan suat e Gioi tinh
(“o)
Giéi tinh 150 100 0%
Nam 75 50 S0%
N 75 50
= Nt = Nam

(Nguon: Phan tich tir diF lidu khdo sat)  (Nguon: Phan tich tir dir liéu khao sat)

Hinh 3.3: Miu dwoc phén bo theo
gioi tinh

Nam, nit tham gia khao sat vdi ty 18 ngang nhau trong tong s6 150 ngudi.

Bang 3.4: Thong tin hoc vin ciia dap vién

x Ta Ty 18 %
Théng tin mau an N Hoc van
suat (%) .
: 5% 2%
Hoc van 150 100 4%
\ I/
THPT 3 2
Trung cap 6 4 56% 33%
Cao dang 50 33,33
bai hoc 84 56 ) i
= THPT " Trung cap = Cao dang
Sau dai hoc 7 4,67 *Paihoc = Saudai hoc

(Nguon: Phan tich tir dit liéu khdo sat) (Nguon: Phan tich tir dir liéu khdo sat)
Hinh 3.4: MAu dwoc phén bé theo

hoc van

Trinh d6 dai hoc chiém qué ban v&i 54% va ké d6 1a cao dang v6i 32%. Ngoai ra, trinh
do THPT, trung céip va sau dai hoc chiém 1an luot 12 2%, 4% va 4,67%, con sd rat thép
cho nhém nay véi tong khoang hon 10%.
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Béang 3.5: Thong tin thoi gian cong tac

cua dap vién

Thong tin midu | Tan suit | TV 1¢ (%) Thoi gian cong tac
8%
e A 13%
Thoi gian cong tac 150 100 ‘v
Duéi 1 ndm 12 8
1-2 nim 51 34 4%
45%
2.5 ndm 68 4533
= Duéi 1 ndm = 1-2 ndm
Trén 5 nam 19 12,67 =2-5nam = Trén 5 nam

(Nguén: Phén tich tir dit liéu khéo sat) ~ (Nguon: Phan tich tir di liéu khao sat)
Hinh 3.5: Miu dwoc phan bo theo
thoi gian cong tac

Thoi gian cong tic cta nhan vién trong cong ty chii yéu tir 1 — 5 nam véi 79%. Cu thé,
duéi 1 ndm 1a 8%, 1-2 ndm 1a 34% va nhicu nhét 1a 2-5 ndm véi 45,33%. Ngoai ra,
nhimg nguoi di gin bé véi cong ty trén 5 ndm khoang 12,67% va chii yéu 1a cac cip
quan ly.

Déi ngii tré, nang dong, cé tiém nang: Phan 16n nhan vién nam trong do tudi 18-30, di
¢6 kinh nghiém lam viéc tr 2-5 nam va c6 trinh d6 hoc van tir dai hoc tr& 1én. Diéu nay
cho thay cong ty c6 mot luc lwong lao dong tré trung, ning dong, c6 kha niang tiép thu
nhanh va tiém nang phat trién 16n. Ty 1é nhan vién c6 thoi gian cong tac tir 2-5 nim

chiém da s6, cho thay cong ty c6 kha nang gilr chan nhan vién & mirc kha.

Thiéu nhan sy cdp cao va chuyén gia: Ty 1¢ nhan vién trén 5 nam kinh nghi¢m va cé
trinh do sau dai hoc con rat thap. Piéu nay c6 thé dan dén thiéu hut nhan su cap cao, co
kinh nghiém quén 1y va chuyén mon sau, anh huéng dén kha nang phat trién thi truong
kinh doanh cua cong ty.

Mat can bang giita nhan vién moi va cii: Ty 1¢ nhan vién méi (dudi 1 ndm) va nhan vién
lau ndm (trén 5 ndm) déu thap, cho thay c6 sy mat can bang trong co cau nhan sy.
Nganh nay co6 su canh tranh va ap luc 16n va doi héi nhan sy ngoai kién thuc chuyén

mon con phai trang bi thém nhiéu k¥ ning khac khi lam viéc.

3.2.2. Danh gid thang do
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Bang 3.6: Thong ké md ta va do tin cdy thang do

SN M ey | Copear | Tomegua
I1a 04 150 | 1-5 | 3,82-3,96 (,86-1,01) ,793 ,50 -,67
IIb 04 150 | 1-5 | 3,69-391(94-1,01) ,760 ,93 -,58
IM 04 150 | 1-5 | 3,92-3,94 (,99-1,03) ,799 57 -.,71
IS 04 150 | 1-5 3,84 -3,95 (,93 -,96) ,843 ,61-.71
IC 04 150 | 1-5 | 3,71-3,87 (,90- 1,04) , 793 55 -.,64
KS 03 150 | 1-5 3,61-3,71 (,72-,79) ,741 ,93-,63

Ghi chii: So items: s6 luong bién quan S7dl,' N: s6 luong mau; Min - Max: GTNN — GTLN; Mean
(Std.D): Gia tri trung binh (d¢ léch chuan); Cronbach’Alpha: hé so tin cdy thang do.

(Nguén: Phén tich tir sé liéu khdo sat bang SPSS)

Trong thang do Likert 5 diém, ching ta ¢6 muc 3 1a muc trung gian, néu thién vé 3-5

nghia 1a dap vién dong y véi quan diém cua bién dé ra, nguoc lai n€u thién vé 1-3 thi

dap vién khong dong ¥ v6i quan diém dé ra. Theo két qua bdang 3.6 thi khong c6 bién

nao co gié tri trung binh (Mean) < 3 ¢6 thé thiy da s6 nhan dinh thién vé dong y.

Vé do 1éch chuan (Std.D), gia tri cia do 1éch chuan cho théy lga chon cua cac dap vién

khong c6 chénh 1éch nhiéu. Nguoc lai néu gi tri ndy cang 16n, thi cho thdy dap vién co

nhan dinh rat khac nhau vé bién d6, cho nén gia tri lya chon chénh 1€ch nhau nhiéu. Tt

ca chi dao dong quanh 0,681 — 1,041, cho théy su déng thuan cao.

Tir két qua c6 duge phan tich dit liéu ¢ bdng 3.6, c6 thé thiy 6 thang do déu c6 do tin

cay Cronbach’s Alpha thoa man yéu cau dit ra 13 16n hon 0,6. Ngoai ra, hé sb twong quan

bién tong cta cac bién quan sat déu 16n hon 0,3 (chi tiét tai Phu luc B).

3.2.3. Phan tich nhén t6 khdm phd (EFA)

Bang 3.7: Kiém dinh KMO va Bartleet ciia cac bién

Yéu t6 cin danh gia Két qua Panh gia
Hé s6 KMO 854 0,5<KMO< 1
Gia tri Sig. trong kiém dinh Bartlett ,000 ,000 < ,05
Phuong sai trich 64,378% > 50%
Gia tri Eigenvalue 1,334 Eigenvalue > 1

(Nguén: Phan tich tir s6 liéu khdo sat bang SPSS)
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Tir két qua bang 3.7 ta thdy quy mé mau (thé hién & chi s6 KMO) va sy twong quan giita
cac bién trong tong thé (thé hién ¢ kiém dinh Bartlett) du diéu kién dé tién hanh phan
tich nhan t6 kham ph4. Pong thoi, tong phuong sai trich ctia 5 nhém nhan t6 giai thich
dugc 64,378% su bién thién cta dir liéu (chi tiét xem phy luc C). Tir 20 bién quan sat
ciia nhom bién doc lap, sau khi phan tich EFA bang phwong phap trich Principal
Component Analysis (PCA) va Phép xoay Varimax thi két qua 1a giai thich cho su bién
thién dir liéu ctia 5 bién. Tuong ty voi ndi dung trong thang do chinh thire, khong ¢ su
x40 tron nao va dugc thé hién trong bdng 3.8.

Bang 3.8. Két qua ma tran xoay nhan t6

Nhén td
1 2 3 4 5
IS1 811
IS2 , 765
IS4 ,740
IS3 ,733
IM1 ,769
IM2 , 754
M4 ,721
IM3 , 708
IC4 , 763
IC2 , 738
IC3 , 725
IC1 ,676
ITa2 , 7187
ITa4 , 740
ITa3 , 720
ITal , 714
IIb1l , 728
IIb2 ,709
IIb3 ,704
I1b4 ,698

(Nguén: Phan tich tir s6 liéu khdo sat bang SPSS)
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3.2.4. Phan tich nhén té khing dinh (CFA)

Phén tich nhan t6 khang dinh CFA hay con goi 1a phuong phap khing dinh ciu trac mé
hinh nghién ctru. Tir két qua ta c6 thé thdy 1 < X*/df = 1,388 < 3; GFI = 0,860 > 0,8;
CFI1=0,939>0,9; TLI=0,928 > 0,9; 0,03 < RMSEA = 0,051 < 0,08; PCLOSE = 0,439
> 0,01 (Hinh 3.6). Tat ca déu nam trong ngudng chip nhan theo 1y thuyét vy nén mo
hinh CFA nay duoc chip nhén.

64

70 /73 80\ 94

64

68 61 71 79 73 (76 69 71\ 70

50Y 304 46 a7 Y 514 49

60 .85 /67 5
49 | 54 30 prac W27 4% 51 P73 PasY 4 I

4 s B! ; k , 63 | 44 ) rh4 s E
o] [1s2] [1] [noa] [ior] (2] (i3] [ioa] [wre] [ivi2] (] [wia] 1] [1S2] [is3] [is4] [ie1] [ic2] i3] [ica] [ksi] ksl (ks
D@D D@D D@ @ @ e e EDE D @ @ @
Chi-square/df=1,388; GFI=,860; CFI=,939 ;TLI|=,928; RMSEA=,051; PCLOSE=,439

80 /78 160

61 63

(Nguon: Phan tich tie it liéu khdo sdt bang AMOS)
Hinh 3.6: M6 hinh phan tich nhan t6 khiang dinh CFA (dang chuin héa)
Bang 3.9: Cac chi so hop 1é ciia md hinh khi phén tich CFA

Chi s6 CR, AVE, MSV Bang Fornell and Larcker
CR | AVE | MSV IM b IS IC Ila KS
IM |,803 | ,609 [ ,528 |,733
b | ,760 | ,543 | ,461 | ,507*** | 665
IS |,844 | 577 | ,569 | ,588*** [ ,499*** | 759
IC | ,795 | ,594 | ,657 | ,479*** | ,605*** | 510*** | 703
Illa | ,792 | 593 | ,413 | ,457*** | ,466*** | ,489*** | 538*** [, 702
KS | ,742 | ,589 | ,657 |,726*** | ,679*** | [754*** | 701*** | 643*** | 700

Ghi chi: CR: D¢ tin cdy tong hop; AVE: Phiong sai trung binh duwoc trich; MSV: Phirong sai chia
sé lon nhat; P-value: ***p < 0,001.

(Nguon: Phan tich tir dir liéu khdo sdt bang AMOS)
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Thang do dugc danh gia do phu hop qua tinh phan biét, hoi tu va do tin cay tong hop
(CR). Theo 1y thuyét, cac chi s6 CR > 0,7; AVE > 0,5; CR > AVE (Bdng 3.9) ¢ tt ca
thang do nén dam bao tinh hoi tu. Tuong tu, chi s6 AVE > MSV va cidn bac hai AVE cua
mot bién 16n hon twong quan giita bién d6 véi cac bién khac trong bang Fornell and
Larcker & tat ca thang do nén ciing dam bao tinh phan biét. Vay c6 thé khang dinh mo
hinh cau trac 1y thuyét 1a phu hop véi dir liéu diéu tra va tiép tuc phan tich mé hinh cu
trac (SEM).

3.2.5. Kiém dinh phong cdch linh dao chuyén doi dnh hwéng dén hanh vi chia
sé kién thirc
3.2.5.1. Phdn tich mé hinh cdu tric tuyén tinh (SEM)

Pé phan tich su tac dong cua lanh dao chuyén do6i 1én hanh vi chia sé kién thuc trong
nhoém va khang dinh mé hinh 1y thuyét, tac gia sir dung mo hinh céu tric tuyén tinh
(SEM) va xut ly dit liéu bang phan mém AMOS 26 véi bo dir liéu gom 150 mau. Céc chi
s6 vé do pht hop mo hinh (Model fit) dugc trinh bay & hink 3.7 cho thay cac chi s6 do
lwong dat ngudng chap nhan. Cu thé, X°/df= 1,388 < 3; GFI = 0,860 > 0,8; CFI = 0,939
>0,9; TLI=0,928 > 0,9; 0,03 <RMSEA = 0,051 <0,08; PCLOSE = 0,439 > 0,01. Nhu
vdy, mo hinh kiém dinh c6 y nghia thong ké va dugc sir dung dé phan tich mdi lién hé

gitra hai y€u to.
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(Nguon: Phan tich tir dir liéu khdo sdt bang AMOS)

Hinh 3.7: Phén tich mé hinh cu tric SEM (dang chuin hoéa)
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Biang 3.10: Bang trong s6 chwa chuin h6a cho mé hinh nghién ctru

Estimate | S.E. C.R. P R2 Két luan
KS <-- IM| 0,150 0,058 2,577 0,010
KS < Ilb| 0,077 0,081 0,955 0,039

C6 ¥
KS <— IS| 0190 | 0067 | 2825 | 0,005 882 nghia
KS <- IC| 0300 | 0083 | 3632 . thong ke

KS <-- lla| 0,085 0,069 1,238 0,016

Ghi chu: Estimate: Trong 56 chua chudn héa; P-value: ***<0,001.

(Nguon: Phén tich tir dit liéu khdo st bang AMOS)
Trong bdang 3.10 cho ta thay tit ca cac khia canh cua lanh dao chuyén ddi tac dong 1én
hanh vi chia sé kién thtrc ¢ ¥ nghia théng ké. Chi s chua chuan hoa déu duong, khang
dinh lanh dao chuyén ddi tic dong thuan chiéu 1én hanh vi chia sé kién thuc trong t6

chtrc. Chuén hoéa trong s ta co két qua dudi day:

Bang 3.11: Bang trong s6 chuin héa cho mé hinh nghién ciru

Bién phuc thujc Bién ddc lap Estimate R?
KS <-m- IM 0,255
KS < 1b 0,101
KS <--- IS 0,283 ,882
KS < IC 0,422
KS < 1la 0,114

Ghi chu: Estimate: Trong 56 chudn héa; P-value: **%<0,001.

(Nguon: Phan tich tie div liéu khdo sdt bang AMOS)

Bdng 3.11 cho thay trong sd chuan héa duong; Tat ca cac bién doc 1ap déu anh huong
1én bién phu thudc, 1an luot 1a can nhic ca nhan hoa (IC) voi trong s6 chuan hoa 0,422,
kich thich tri tu¢ (IS) véi trong s6 chuan hoa 0,283, dong luc truyén cam hing (IM) voi
trong s6 chuan hoa 0,255, anh huong 1y tuong héa (bang su quy gan) (Ila) véi trong sb
chuan hoa 0,144, anh huong 1y tuéng hoéa (bang hanh vi) (IIb) véi trong s6 chuan hoa
0,101 va tat ca giai thich 88,2% (R?=0,882) cho bién phuy thudc. C6 thé nhan dinh rang
tat ca cac khia canh cua linh dao chuyén doi tic dong tich cuc dén hanh vi chia sé kién
thirc trong cong ty TNHH Bao hiém Nhan tho Chubb Viét Nam — Chi nhanh Ha Nbi.

Két qua nghién ciru cho thdy dv diéu kién dé chdp nhdn cdc gia thuyét H1, H2, H3, H4,
HS5 dwoc dé xudt trong muc 1.3.
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3.2.5.2. Kiém dinh do tin cdy cdac uoc luong Bootstrap

Bang 3.12: Két qua wée lwong Bootstrap

SE SE-SE Mean Bias SE-Bias P
KS|<--|[IM]| 0,151 0,005 0,691 -0,013 0,007 otk
KS|<--|IIb] 0,102 0,003 0,412 -0,006 0,005 otk
KS | <---| IS 0,091 0,003 0,549 0,007 0,004 otk
KS | <--| IC 0,115 0,004 0,476 -0,007 0,005 ok
KS|<--|Ila] 0,113 0,004 0,440 -0,003 0,005 ek

Ghi chi: Mean: H¢ s6 hoi quy ciia wéce heong Bootstrap; Bias = Mean — Estimate; SE-Bias: do léch
chuan cua Bias,; P-value: ***<0,001.

(Nguon: Phan tich tie div liéu khdo sdt bang AMOS)

St dung phuong phap Bootstrap dé danh gia tinh bén viing ctia mé hinh, N = 450. Két
qua tir bang 3.12, cho thiy tit ca cac ude tinh déu nam trong khoang tin cdy nén két luan

rang cac udce tinh 13 hop 1¢ dua trén k¥ thuat bootstrapping dé chuan héa di liu.

Bang 3.13: Bollen-Stine Bootstrap

Mo hinh phui hop hon véi 413 mau bootstrap.

N6 phu hop nhu nhau trong 0 mau bootstrap.

N6 phu hop hon hodc khong phu hop véi 37 mau bootstrap.

Kiém tra gia thuyét raing mo hinh 1a chinh xéac, Bollen-Stine bootstrap p =,084

(Nguon: Phan tich tir dir liéu khdo sdt bang AMOS)

Bollen-Stine Bootstrap cho thiy 413 miu phu hop hon v6i mé hinh va 37 mau phu hop
t¢ hon hodc khong phu hop, p = 0,084 > 0,05 nén c6 thé két luan rang mo hinh van phu
hop véi cac mau bootstrap.
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CHUONG 4: GIAI PHAP THUC PAY THUC HIEN PHONG CACH
LANH PAO CHUYEN POI TAI CONG TY TNHH BAO HIEM NHAN
THQ CHUBB VIET NAM — CHI NHANH HA NOI

4.1. Thao ludn vé két qua nghién ciu

Nghién ctru ndy di chting minh dugc rang phong cach lanh dao chuyén dbi c6 tac dong
rat 10n dén hanh vi chia sé kién thtc trong nhém ctia nhan vién tai cong ty TNHH Bao
hiém Nhén tho Chubb Viét Nam — Chi nhanh Ha Néi. Két qua nay phu hop véi cac
nghién ctru trude ddy da duge dé cap trong chuong 1, cac tac gia ndy déu dong ¥ ring
lanh dao chuyén dbi c6 tac dong tich cuc dén hanh vi chia sé kién thirc (Afsar va Cong
su, 2019; Masa’deh va Cong su, 2016; Phung va Cong su, 2019; Yin va Cong su, 2020).
Cu thé, mét nghién ctru ciia Yin va Cong su, 2020 trong bdi canh quéc té hoa va & thi
truong méi ndi twong ty véi Ha Noi, Viét Nam 1a Trung Qudc, két qua cho thiy tit ca
cac khia canh cua lanh dao chuyén ddi déu co6 anh huong tich cuc dén hanh vi chia sé
kién thirc ctia nhan vién. Cu thé, cac yéu t6 anh huong 1y tuong héa, can nhic c4 nhan
hoa, dong lyc truyén cam hing va kich thich tri tu¢ c6 hé sé chuan hoéa lan luot 14 0,35;
0,32; 0,34; 0,37. So sanh véi két qua dé an, yéu td can nhic ca nhan hoa co hé sb cao
hon (0,42) do nhéan vién kinh doanh can su din dit ca nhan nhiéu hon dé phu hop véi
cong viée. Trong khi d6, anh hudng 1y tudng hoa thap hon (bang hanh vi - 0,10 va bang
su quy gan - 0,14) do muc tiéu nghé nghiép cua ho di duoc xac dinh rd rang tir trudc,

giam bt sy phu thudc vao l1anh dao ly tuéng.

Bén canh d6, hanh vi chia sé kién thirc duoc cong nhan mang lai két qua tich cuc nhu
cho phép nhan vién d6i méi sang tao, tao ra nhiing ¥ twong hoic kién thirc mdi nham
tang cuong loi thé canh tranh va d6i mai trong t6 chire (Jabid va Cong su, 2023). N6
con dong mot vai tro rat 16n cho hiéu qua cong viée ctia cac nhom tiép thi, phat trién san
pham moi, nghién ctru va phat trién, phat trién phan mém (Madhavan & Grover, 1998;
Faraj & Sproull, 2000; Bain & cdng su, 2005 trich trong Tran Thi Bich Hanh va Cong
su, 2018)... tai cac cong ty, doanh nghiép. Pac biét 1a khi lyc lugng lao dong chu yéu la
nhan vién tré tudi, nang dong, c6 kha ning tiép thu nhanh va tiém ning phat trién cao.
Viéc chia sé kién thirc khong chi gitip nhan vién nang cao ning lyc ca nhan ma con tao
ra mQt mdi truong lam vi¢e tich cuc, sang tao va hi¢u qua hon.

Tuy nhién, cé nhiing diéu can chu y gitra mdi quan hé nay. C6 nhiéu nghién ctru cho
rang giira lanh dao chuyén dbi va hanh vi chia sé kién thirc con c6 cac yéu to dong vai
tro trung gian nhu hi€u qua ban than va long tin vao 1anh dao (Hananta & Suratman,

2023), an toan tdm ly va hoc tap nhom (Yin va Cong su, 2020),...Ngoai ra, lanh dao
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chuyén d6i gia (dong lyc truyén cam himg cao nhung anh hudng 1y tuéng thap nham
lam moi cach dé dat duoc muc tiéu nhom, quan liéu va kiém soat cao), hay 1a lanh dao
chuyén d6i thiéu dao dtrc dan dén giao tiép trong to chirc khong hiéu qua (Kazmi, 2017)

chting t6 hanh vi chia sé kién thirc ciing khong duogc thuc day.

Nghién ctru nay van con mot sd han ché nhit dinh. Thr nhat, 12 mot nghién ctu cat
ngang, nghién ctru lanh dao chuyén ddi tic dong dén hanh vi chia sé kién thirc ciia cong
ty cAn c6 mot nghién ciru duoc thiét ké theo chiéu doc nham phan anh dugc qua trinh
va c6 nhiéu thong tin hon cho viéc dé xuat giai phap. Thir hai, khi nghién ctru nhan vién
clia cong ty bao hiém can phan tich thém tinh chat nganh, chan dung khach hang va méi
truong kinh doanh 1am co sé cho viée danh gia cac bién trung gian diéu tiét méi quan
hé giita lanh dao chuyén ddi va hanh vi chia sé kién thirc. Cudi cing, nghién ciru sir
dung dit liéu tu bdo céo tir nhan vién nén mang tinh cha quan, can c6 nhimng danh gia

khach quan tir quan sat hanh vi.

4.2. Mot so giai phap thiic day thuc hién phong cach linh dao chuyén ddi tai
cong ty TNHH Bio hiém Nhan tho Chubb Viét Nam — Chi nhanh Ha Ngi

Phong cach lanh dao chuyén doi gdm c6 bén yéu té ciu thanh, bao gdm: anh huong 1y
tuong hoa, dong luc truyén cam hing, kich thich tri tu¢ va can nhac ca nhan hoa. Trong
d6 anh hudng 10n nhét 13 can nhic ca nhan hoa va thip nhét 1a anh hudng 1y tuong hoa.
Pé an sé dé xuit gidi phap dya vao bdn khia canh nay cua lanh dao chuyén ddi nham cu
thé va dé dang thyc hién khi dua vao thuc té cong ty. Bén canh do, thir tw giai phap dé
xut theo thr tu anh hudng giam dan va mdi giai phap bao gdm: co s¢ dé xuit (1y luan

va thuc tién), ndi dung thyc hién va dy kién két qua.
4.2.1. Can nhic cd nhin héa
4.2.1.1. Co s¢ dé xudt gidi phdp

Can nhéc c4 nhan hoa (hé s6 anh huong 14 0,422) 1 nguoi lanh dao dong vai tro nguoi
huéng dan hay ¢ van dé gitip cho ting c4 nhan phat trién t6i murc tét hon va giao tiép
hai chiéu dugc thiic ddy. Hoat dong dugc thé hién khi mé ra co hdi hoc tap mai, chip
nhén su khac biét ca thé va mong muén duoc chép nhén ctia nhan vién. Sy can nhéc ca
nhan héa con dugc dinh nghia 1a nhitng ngudi theo ddi dugc nha lanh dao ctia ho ddi xir
khac nhau nhung cong bang, cho thiy su cai thién dang ké trong hiéu qua linh dao (Paul
Breaux, 2014b). Ngoai ra, khi yéu td can nhic ca nhan hoa dugce lanh dao chu trong thi
cam giac bi phan biét dbi xtr ty cam nhan ctia nhan vién s& giam di, tang sy hoa hop
gitra 1anh dao va nhan vién (Bergh & Hoobler, 2023).
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Mot thuc té tai Chubb Life 1a chua may ai quan tim t6i yéu td ndy mic du ¢ kha nhiéu
hoat dong hoc tap nang cao kién thirc cho nhan vién duoc mé ra (k§ niang quan Iy nhan
luc, k¥ nang kinh doanh ving, t6i uvu héa san pham cho khach hang,...). Nhung ho doi
ho6i nhan sy phai phat trién toan dién va c6 niang luc twong duong nhau. Tat nhién d6 1a
mot doi hoi chinh ddng nhung khong phai lac ndo noé ciing té ra 1a phuwong an tdi wu.
Bé&i cong viéc duge hoan thanh con phu thudc vao nhiéu yéu td khac khong chi moi
nang lyc thudn tay (Scott E. Page, 2007). Gidi phdp dé xudt la thay doi nhdn thirc ciia
lanh dao vé chdp nhén khdc biét ca thé dua trén sw hiéu biét dé cé cac hanh dong cu

thé nham dat muc tiéu chung.

Thay ddi nhan thirc cta lanh dao vé chép nhan su khac biét ca thé nhung phai dya trén
su hiéu biét. Piéu nay c6 thé kho thay ddi vi ban chit con ngudi thuong co sy dbi xur
thién kién v6i nhitng nhém ngudi cé nhiing dic diém khong giéng minh (Tajfel va Cong
su, 1971). Cho nén sy hiéu biét 14 thanh t6 quan trong cua giai phap nay boi vi rat kho
c6 mot tiéu chuan nao dé phan dinh rach roi gitta cai khéac biét phai dugc ton trong va
nhirng khéc biét mang tinh di bi¢t c6 tdc dong ti€u cuc dén hoat dong cua td churc. Piéu
nay thudng xudt phat tir viéc hiéu va ton trong gia tri cia sy da dang trong tinh cach,
quan diém, va kinh nghiém séng cia mdi nguoi. Nhitng su khac biét ca thé khong xuat

phat tir y chi chu quan nham thuc hién mot muc tiéu cu thé dé phuc vu loi ich ca nhan.
4.2.1.2. Noi dung thuc hién giai phap

Dé tang yéu td cAn nhic ca nhan héa cua lanh dao tai Chubb Life, cong ty can xay dung
mot moi trrong lam vi¢c noi mdi nhan vién cam théy dugc coi trong va hd tro phat trién
c4 nhan. Trude hét, can t6 chire cac khoa dao tao va huan luyén cho cac nha quan ly, tap
trung vao viéc nang cao k¥ nang hudng dan va cb van, dic biét 1a cac k§ ning mém nhu
ling nghe, giao tiép hiéu qua, va tao dong luc cho nhan vién. Nhitng khoa hoc nay nén
két hop cac bai tip tinh hudng va thao luin nhém dé lanh dao hiéu rd hon vé tim quan
trong cta viéc can nhic ca nhan hoa va cach thuc hién nd trong cong viéc hang ngay.

Nhirng budc dau nén coi ddy 1a trach nhiém ctia nguoi lanh dao thay vi 1a k¥ nang.

Tiép theo, Chubb Life can x4y dung cic chuong trinh hoc tap va phat trién nghé nghiép
cho nhéan vién. Tuy c6 nhiéu khoa hoc trong thuc t& duoc trién khai nhung muc tiéu
khong xuat phat tir nhu cau ciia ngudi hoc. Vay nén chuong trinh hoc tip mong mudn
cua tung nhan vién va dé ho tu do lua chon, bao g@)m cac khoa hoc truc tuyén, hoi thao

va buoi dao tao chuyén mon.

Thém vao do, cong ty nén tao ra m9ot mdi truong lam viéc ma sy khac bi¢t duoc ton

trong va khuyén khich. Diéu nay co thé thuc hién thong qua cac budi hop mat, su kién
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van héa va cac hoat dong nhom nham ting cudng sy hiéu biét va gin két giita cdc nhan
vién. Pong thoi, thiic dy giao tiép hai chiéu bang cach thiét 1ap cac kénh giao tiép mo,
noi nhan vién c6 thé dé dang chia sé y kién, phan hoi va dé xuat cai tién. Lanh dao can
ling nghe va phan hoi mot cach tich cuc, hiéu rang y kién ciia nhan vién duoc coi trong.
Viéc thuc hién céc bién phap ndy doi hoi su kién tri va nhéat quan tir 1anh dao. Pé dam
bao hiéu qua, can thiét 1ap danh gia dinh ky, sir dung céc khao sat, phan hdi tir nhan vién
va céc chi s6 hiéu suit cong viéc dé theo dbi tién trinh va diéu chinh chién luge khi can
thiét. Quan trong nhét, 1anh dao can nhan thuc réng mdi nhan vién c6 nhitng nhu cau va

muyc tiéu riéng, do do, viéc can nhéc ca nhan héa phai linh hoat.
4.2.1.3. Dy kién két qua gidi phdp

Chubb Life s& dat duoc nhiéu két qua nhu nhan vién cam thay dugc ton trong va hd tro,
tor do tang su hai long va gan két; nang suat va hi¢u suat lam viéc dugc cai thién; moi
truong lam viée tré nén da dang va sdng tao hon; va moi quan hé gitra 1anh dao va nhan

vién dugc cai thién, gop phan xdy dung mot vin héa doanh nghiép bén virng.
4.2.2. Kich thich tri tué
4.2.2.1. Co s¢ dé xudt gidi phdp

Kich thich tri tu¢ (hé s6 anh huong 1a 0,283) cta phong cach 1anh dao chuyén d6i chinh
1a khuyén khich ning lyc d6i méi sang tao vai hoat dong cot 18i 1a khong cong khai chi
trich sai 1am ctia nhan vién, dong thoi ciing khong bi chi trich vi ¥ tudong khac véi 1anh
dao. Khi nhan vién thyc thi sang kién cta chinh minh, ho ¢6 xu huéng hoan thanh tét
hon va ho con mong mudn rang cho phép ho tao ra nhiéu sang kién va thyc thi ching
hon (Otieno va Cong sy, 2019; Paul Breaux, 2014a). Yéu td ndy con giup dén su thanh
cong ving chic trong con dudng sy nghiép ctia chinh ho (Pongpearchan, 2015).

Tai Chubb Life, hoat dong kich thich d6i méi sang tao rat duge chl trong thé hién qua
su cho phép nhan vién hoat ddong moét cach kha tu do. Puoc thé hién nang luc cua minh
ma it bi kiém soat boi cAp trén. Nhung diu nay ciing 1 nguyén nhan chinh sau mét thoi
gian nhan vién khong con nhiét huyét dé sang tao nita boi vi ho thiéu cong cu va cach
thire thye hién (Amabile & Pratt, 2016). Gidi phdp dé xudt la xdy dung sdng tao thanh
van héa té chire, dao tao ndng cao kj nang va tao ra mot méi truong lam viéc thich hop

bao goém ca bai tri van phong, cdch thire qudn Iy va cong nghé hé tro.
4.2.2.2. Noi dung thyc hién giai phap

beé kich thich tri tu¢ va khuyén khich nang luc d61 mdi sang tao cia nhan vién, can xay

dung mdt van hoa lam viéc ma moi nguoi déu cam thay an toan khi dua ra y tuéng méi
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ma khong lo s¢ bi chi trich. Trong méi trudng cong ty bao hiém nhu Chubb Life, noi su
sang tao va ddi méi co thé mang lai loi thé canh tranh, viéc thic déy mot van hoa khuyén
khich nay 14 cuc ky quan trong. Cach thuc hién giai phap ndy bao gdm viéc tao cac budi
brainstorming dinh ky, thiét 1ap hé thong goi ¥ ¥ twéng, thuong va cong nhan su doi
moi. Cac budi “brainstorming” (ddng néo, tap hop ¥ twong) dinh ky gitip nhan vién thoai
mai trinh bay ¥ tudng ctia minh ma khong bi chi trich hay danh gia tiéu cuc. Hé thong
201 ¥ y tudng cho phép nhan vién giri ¥ twong mot cach an danh néu ho cam thiy khong
thoai mai khi trinh bay trudc dam dong. Cudi cung, viéc tao ra cac chuwong trinh khen
thuong va cong nhan nhitng y tudng sang tao, ngay ca khi nhirng y tudng nay khong
duogc thuc hién ngay lap tirc, s& thic day tinh than doi méi trong cong ty. Dé giai phap
nay thanh céng, cin dam bao moi ngudi déu hiéu rang cic budi brainstorming 1 khong
gian an toan va khong c6 su phan xét, luén phan hoi tich cuc va khuyén khich moi y
tuong, bat ké chiing c6 thé thuc té hay khong, va dam bao rang hé théng goi ¥ ¥ tudng

an danh “thyc sy an danh” va nhan vién tin tuéng vao tinh bao méat cua hé thong nay.

T6 chirc cac chuong trinh dao tao va phat trién k¥ niang nham nang cao kha ning sang
tao va tu duy d6i méi cho nhan vién 13 mot giai phap quan trong khac. Nhirng khoa dao
tao nay khong chi giup nhan vién phat trién k¥ ning ma con lam ting su ty tin ctia ho
khi dua ra y tudng mai. Viéc nay cod thé thyuc hién béng cach td chirc cac khoa dao tao
vé k¥ ning tu duy sang tao, mdi cic chuyén gia hodc to chirc cac khoa hoc truc tuyén
dé dao tao nhan vién vé cach phat trién tu duy sang tao va giai quyét van dé. Bén canh
d6, to chuc cac workshop va hoi thao chuyén dé vé doi méi va sang tao, tao co hdi cho
nhan vién hoc hoi tir nhitng nguoi c6 kinh nghiém va chuyén gia trong nganh. Cubi
cung, dé dam bao hiéu qua, can dam bao cac chuong trinh dao tao duoc thiét ké sao cho
phtl hop voi nhu ciu va trinh d6 cia nhan vién, khuyén khich nhan vién tham gia tich
cuc va ap dung nhirng kién thirc hoc dugc vao cong viéc thuc té, va tao moi truong hoc

tap lién tuc, noi nhan vién luén dugc khuyén khich cap nhat kién thirc va ky nang mai.

Mot khong gian 1am viéc thoai mai va khuyén khich sang tao s& giup nhan vién cam
thdy tu do va dé dang dua ra y twong méi. Piéu nay co thé bao gom viéc thay ddi cach
b6 tri van phong, tao ra cac khu vuc lam viéc linh hoat va thuc day su giao tiép mo giira
céc nhan vién. Viéc thiét ké khong gian mé, xay dung cac khu vuc 1am viéc mé, khong
gian linh hoat dé nhan vién c6 thé tu do di chuyén va 1am viéc cing nhau, 1a mot budc
quan trong. Bén canh dé, can tao ra cac khu vuc thu gidn va sang tao trong vin phong,
noi nhan vién cé thé nghi ngoi va nay sinh y tuéng méi. Cong nghé hd tro ciing dong
vai trd quan trong, cung cap cac cong cu va cong nghé hién dai hd tro qua trinh séng

tao, nhu bang trang k¥ thuat s6, phan mém quan 1y ¥ tuéng, va cac thiét bi cong nghé
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khac. Khi thye hién giai phap nay, can dam bao rang khong gian lam viéc m¢é khong lam
gidm su tap trung va hi¢u suat lam viéc ciia nhan vién, can nhac cac y€u to nhu anh sang,
mau sac va tién nghi dé tao ra mgt moi truong lam viéc thoai mai va truyén cam hung,

khuyén khich sy giao tiép, hop tac giita cac phong ban dé tao ra sy da dang vé ¥ tudng.
4.2.2.3. Dy kién két qua gidi phdp

Giai phap nay thuc day hoat dong d6i méi sang tao mang tinh l1au dai va bén viing. Hoat
dong nay tr¢ thanh mot phﬁn cua cong viéc, ding hon 1a mot nhi€ém vu ma nhan vién
phai hoan thanh. Nhung né lai 1a dong luc, sy thu vi trong cong viéc chir khong phai ap
Ire d6i véi nhan vién. Ngoai ra, giai phap ndy con giup hé thdng hoa dé tao tinh thuin

tién va truc quan trong hoat dong quan 1y va danh gia.
4.2.3. Pong lyc truyén cam hirng
4.2.3.1. Co s¢ dé xudt gidi phdp

Yéu té dong lyc truyén cam hing (hé s6 anh huong 1 0,255) cua lanh dao chuyén doi
bao gom viéc tao ra nhimng thach thirc va ¥ nghia trong cong viéc, dong thoi khoi day
tinh than déng do1, su nhiét tinh va lac quan. Lanh dao can vach ra mot vién canh tuong
lai hép dan va htra hen, tao ra nhitng ky vong ma nhan vién mong muén dat duoge, va
thé hién muc tiéu cling nhu tdm nhin chung cta t6 chic. Lanh dao chuyén doi c6 thé
truyén cam hig cho nhan vién bang cach truyén tai mot tim nhin twong lai c6 ¥ nghia,

d6ng thoi thiét ké cong viéc 1y tuong dé khoi day su nhiét huyét va cam két.

Tuy nhién, can luu ¥ rang dong luc truyén cam hing khong phai lac nao ciing mang lai
két qua tich cyc cho tat ca moi ngudi. Kha nang tiép nhan va phan tmg cia mdi c4 nhan
c¢6 thé khac nhau, gdy mat can bang giita cong viéc va cac muc tidu séng khac khi ma
ho cb gang hoan thanh cong viéc c6 mau thudn véi cac muc tiéu séng khac. Hon nira,
dong lyc truyén cam himg can phai dugc duy tri trong mot bbi canh thuc té va cac cam

két dua ra can phu hop v6i kha nang thuc thi, tranh hira hen nhimng diéu qua xa voi.

Trong cong ty, dong luc truyén cam hing ma nhan vién nhan duoc tir 1anh dao sé& co su
khac nhau va két qua cong viéc duoc thuc ddy boi no ciing s& khac nhau. Cac nghién
ctru chi ra rang, ngudi sdng phu thudc nhiu vao yéu t6 tdm linh s& dé dang bi chi phdi
boi nhitng ngudi gy anh huong hon (Bailey va Cong sy, 2019). Ciing tuong tu, yéu tb
kiém soat bén ngoai (nhirg nguoi tin rang, cudc doi minh ludn duoc quyét dinh boi s6
ménh va kho ma thay doi dugc) ho dé bi anh huong bdi nhitng nguoi khac, dac biét la
nhirng ngudi truyén cam himg hodc c6 quyén luc (Gore va Cong sy, 2016). Con rat

nhi€u céc yé€u to6 khac cua ca nhan nhu ty hi€u qua ban than, ty ki€m soat,... cling s€
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anh huong dén sy khac nhau khi tiép nhan dong lyc truyén cam himg. Néu truyén cam
hiing v61 muc dich cong viéc sai trai, phi dao duc rat d& dang thao ting nhiing c4 nhan
6 dic diém phu thudc vao tam linh va tiéu diém kiém soét bén ngoai. Can can nhic sy
can bang gitta 2 yéu td 14 anh hudng 1y tudong hoa va dong luc truyén cam himg dé dam
bao phong cach lanh dao chuyén d6i dugc thuc hién dung cht khong phai 1a lanh dao
chuyén ddi gia (nhu d trinh bay & muc 4.1).

Pong luc truyén cam hing qua mirc cua lanh dao c6 thé din dén sy mat can bang trong
cac muc tiéu khac trong cudc sdng cua nhan vién. Khi nhan vién theo dudi cong viéc
mot cach mu quang, du cong viée cé ¥ nghia, diéu ndy c6 thé dan dén 10ng tham va
mong mudn vuot quéa nhu cau thuc té, gay ra sy bAt mén va so sanh lién tuc véi nguoi
khac, tir d6 gia ting cam giac thiéu thén va sy khong hai 1ong véi cude sdng hién tai
(Kates, 2021). Cac ca nhan s& c6 xu hudéng xay dung mot cai téi tudng tugng dé phu
hop v6i nhitng mong doi ctia ngudi khac nham theo dudi su chdp nhan hoidc céng nhén,
khac xa voi cai toi thuc té. Diéu nay tao ra cudc dau tranh dé hoa hop giira cai goi 1a
thuc té ban than mong mudn va cai ma minh tao ra dé don 13y sy ngudng mo va chap
nhan tir nguoi khac. Theo Carl R. Rogers thi su ddu tranh nay s& kéo theo sy mat can
bang trong cudc song, dung hon 13 sy dau khd va cam thay khong thuc sy théa man
(Nguyén Vin Luot, 2020). Can luu y & khia canh nay, dé phat huy duoc dong luc truyén

cam hung cua 1anh dao nhung dam bao sy hai long trong cong viéc cua nhan vién.

Pong luc truyén cam hing cta lanh dao chuyén doi chii yéu 1a dua ra tim nhin o rang
vé mot tuong lai c6 ¥ nghia va nhitng dic diém 1y tudng cua cong viée. Y nghia cia
cong viéc can dugc cu thé hoa khong chi thong qua 10i noi, cac van kién hay bai phat
biéu trong cac cudc hop, ma con qua nhirng biéu hién cu thé. Tam nhin néu qua mo ho
c¢6 thé khién nhan vién kho hiéu hodc khong phan anh dung nhimng gi ho thuc sy tim
kiém. Do d6, cac ¥ nghia triru twong can duoc biéu hién qua nhitng yéu t6 vat Iy dé nhan
biét. Hon nita, chu ky cta biéu hién can dugc diéu chinh hop 1y, sao cho khong qué dai

ma cling khong qua ngan, phu hgp vdi cam nhan cia nhan vién.

Tranh truyén cam himg bt chap cho nhan vién chi dé ho c6 dong luc hoan thanh chi
tiéu bang moi gia. Trong thoi budi hién nay, diéu nay xay ra trong cic doanh nghiép
khong c6 gi la la. Bai vi it nhiéu cong ty s& lam moi cach dé ting doanh thu va lgi nhuan.
Nhung doanh nghiép mudn phat trién bén virng thi can phai huéng dén cac gia tri dao

duc trong kinh doanh (Nguyen va Cong su, 2021).

Tai Chubb Life Viét Nam, cong tac dong luc truyén cam hung dugc thyc hién kha tt.
Muc tiéu cong viée, cac hudng dan thyc hién va quyén loi déu rat rd rang. Lanh dao cac

cap cling rat quan tam yéu t0 nay, tuy nhién khia canh y nghia cong viéc chua duoc

45



truyén tai mot cach dang din. Noi dung phd bién ma nhan vién tu van cho khach hang
1a “thay vi minh giri tiét kiém ngan hang thi minh c6 thé mua san pham nay dé vira tiét
kiém va vira bao vé strc khoe khi can thiét”. Cau néi nay thoat nghe c6 vé rat binh thuong
va da s6 moi ngudi déu ndi nhu vay. Tuy nhién, ban chat ctia gui tiét kiém va cac san
pham bao hiém 12 hoan toan khac nhau. Khi tu vdn ma khong giai thich cu thé cho khach
hang, dic biét 1a khach hang 16n tudi s& dé gay ra hiéu nhdm va bat mén sau khi tham
gia hop ddong. Diéu nay thé hién qua két qua khao sat chung vé bao hiém nhan tho Viét
Nam dugc thuc hién ndm 2022 cho thdy hon 62% s6 ngudi dugc hoi sé khong tham gia
hop dong bao hiém trong tuong lai, va gan 50% ngudi duoc hoi vé 1y do rdi bo bao hiém
nhan tho ma ho ting tham gia 1 vi khong c6 nhiéu loi ich tai chinh (RUNSYSTEM,
2022). Nhu vy, c6 thé thiy rang ca ngudi chua tham gia 14n ngudi da tham gia va roi
b6 sau d6 déu chua hiéu 1d vé ban chat ciia bao hiém nhan tho. Ho coi ddy 1a kénh dau
tu thay vi hiéu bao hiém nhan tho 13 phuong thitc dam bao sy 6n dinh tai chinh cta gia

dinh khi khong may gép rui ro.

Y nghia coéng viéc tu van cac san pham bao hiém (vi tri ctia da sé nhan vién duoc hoi
trong khdo sat nay tai Chubb Life Viét Nam) dong vai tro quan trong va tao cam hung
lau dai cho ho 1a khi ho nhin théy dugc khéach hang cia minh dugc san sé phén nao rui
ro ma san pham ho d3 tu van mang lai. Cho du c6 nhiéu y nghia khéc, nhung khi duoc
hoi thi nhiéu 1anh dao trong nganh dong quan diém 1a “dé c6 thé gan bo lau dai véi cong
viéc nay, doi hoi cac tu van vién phai c6 10ng yéu nghé, yéu san pham bao hiém va dong
thoi tan tim cham soc, hd trg khach hang nhu ngudi nha, mang quyén loi dén cho khach
hang”. Khong phai nhan vién khong nhan ra y nghia cong viéc ma 13 vo tinh vi nhiéu
yéu t6 khac tic dong nén di quén mat khi 1am viéc. Nhung van c6 d6i ngudi con cho
rang ding y nghia nay dé tu van cho khach hang s& khong hiéu qua bai vi loi ich kinh

té van 14 yéu t6 hap dan khach hang nhat.

Gidi phép dé xudt la truyén dat dén nhan vién y nghia cong viéc thwc sy ciia nganh bdo
hiém nhén tho mot cach toan dién, ddc biét thong qua nhitng cau chuyén thuc té véi
diéu kién dam bao gidi quyét diege cdc han ché nhw da trinh bay.

4.2.3.2. Noi dung thuc hién giai phap

Nganh bao hiém néi chung va bao hiém nhéan tho néi riéng hoat dong véi muc dich chia
sé ri ro bang cong cu tai chinh nham giam thiéu ton that cho timg ca nhan trong cac
thoi diém khac nhau. Hon nita, dé phu hop hon véi nhip séng hién dai, nhiéu dich vu tai
chinh dugc tao ra dudi cong cu bao hiém nham dap ing nhu cau da dang cia khach hang

cung voi do 1a hoa hong ban san pham bao hiém nhan thg & mtrc kha cao. Di¢u nay cling
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la dong luc quan trong cua nhan vién khi ban cidc san pham nhung cling vo tinh quén

mat di ¥ nghia ban dau.

Can c6 cac hoat dong trién khai thuc té dé han ché nhan vién tu van lam cho khach hang
hiéu sai vé san pham dan dén du luan khong hay vé bao hiém trong khi no 13 yéu t6 rat
can thiét cho sy phat trién ctia nén kinh té va giup 6n dinh an sinh x4 hoi. Cai kho nhat
clia giai phap nay 1a khong phai nhin vién khong hiéu y nghia cong viéc ma do ho dat
loi ich ngan han 1én trude. Piéu nay dan dén ho khong co dong luc dé 1am viée 1au dai
trong linh vyrc bao hiém nhung khong tim ra nguyén nhan. Cang ngay, chinh ho ciing
coi bao hiém nhan tho khong gitip duoc cho bat ky ai. Nhitng ngudi tu van bao hiém co
thé hiéu y nghia cong viéc dudi mat hinh thirc va chap nhan duéi sy chi phdi ciia cac

yéu t6 xa hoi. Con trai nghiém dugc ¥ nghia d6 bang thuc té thi khéng may ai trai qua.

Hoat dong thiét thuc 1 t6 chirc cac budi gip g& gilta nhitng nguoi da timg nhan duoc
quyén loi tir bao hiém va nhan vién. Muyc dich dé nghe chia sé¢ hoan canh, cam xtc va
su cam kich khi ho tham gia hgp dong bao hiém kip thoi. Rui ro 1a tha khong ai mong
mudn, néu nd d3 xdy ra thi ciing khong ai c¢6 thé thay doi. Nhung thtr c6 thé thay doi 1a
khic phuc hau qua lién quan dén né mét cach chu toan nhat. Tré em s& khong con phai
ra doi kiém sdng sém vi cha me khong may gip rui ro qua doi, ngudi gia s& khong con
phai lao dong kiém sbéng vat va vi thiéu quy du phong tai chinh khi vé huu, hoic chang
may con cai bo bé khong chim soc. Nhitng diéu nay cho nhan vién thém dong luc dé
thuc hién cong viéc. BPong luc nay 1a mot dong luc tich cuc, khong mang tinh thao tiing
cling nhu & mirc d6 phi hop dé khong gay ra sy mét can bang cam xtc ¢4 nhan. Panh

gia dua trén co sé 1y thuyét dugc trinh bay trong muc 4.2.3.1.
4.2.3.3. Dy kién két qua gidi phdp

Khi nhan vién cam nhan dugc y nghia cua cong viéc, diéu dau tién 1a khién ho c6 dong
luc hon va dat hi¢u qua cao hon. Nhung hon hét, 1a nang cao nhan thurc ciia moi nguoi
vé bao hiém nhan tho, vai trd ciia n6 ddi v6i ban than minh va trong su phat trién kinh
té chung cua x3 hoi. Cudi cung, gop phan vao su phat trién bén vitng ctia nganh bao
hiém nhan tho Viét Nam.
Mot trudng hop thuc té duoc ké lai dé ¢6 thé minh chimg cho ¥ nghia cia cong viée tu
van bao hiém nhan tho 1a gia tri nhan van cua nd.
“Ban dau, t6i khong c6 y dinh tu van va ban cho ngudi nha & qué vi dinh kién
& d6 con kha gay gt v6i nhitng ngudi 1am nghé nhu t6i. Sau mot 1an ngoé 16
ctia chi ddu vé y dinh mua bao hiém thai ky boi chi ciing khong cé nhiéu tai

chinh. Chi mua dé phong truong hop rii ro phat sinh trong qua trinh nay. Chi
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da phai d6i mat v6i nhidu chi trich tir nguoi than khi ho cho rang da khong
c¢6 nhiéu tién ma lai con mua thém mot thir véi tinh chat may rii. Tuy nhién,
chi van quyét dinh mua. That khong may, trong qué trinh vuot can khong
sudn sé va chi da phai dung rat nhiéu dich vu y té chat luong cao, ddng nghia
v6i 80 tién vién phi cling rat 16n. Bao hiém ma chi quyét dinh mua luc nay da
gitip chi phan nao, ca vat chét 1an tinh than.” — Cau chuyén ciia mot nhan

vién tu van ké lai.

Sau do, nguoi nay chia sé 1a da ty tin hon rat nhi€u, chinh cai y nghia nhan van cua cong

viéc nay 1a dong luc gitip chi bén bi véi cong viée.
4.2.4. Anh hwéng Iy twéng héa
4.2.4.1. Co s¢ dé xudt gidi phap

Ly thuyét 1anh dao chuyén doi, anh huong 1y tuéng hoa cua lanh dao duoc thé hién boi
hai khia canh: 12 anh hudng bang hanh vi (0,101) 13 khi nguoi 1anh dao thé hién sy chinh
truc, cam két va dam mé véi cong viéc, c6 nang luc va tiéu chuan dao durc cao thi nhan
vién s& c6 xu hudng noi theo va tin tudng; Anh huong bang su quy gan (0,144) hoic
gan nhan 1a khi nguoi 1anh dao dugc nguoi theo ddi va dong nghiép cho rang ho 13 hinh
mau dang dé hoc tap nhung khac ¢ anh hudng bang hanh vi 1a ¢6 thé ho chua ching
kién nhitng gi ma lanh dao lam thyc té.

Anh huéng 1y tuong hoa cua 1anh dao bao gdm nhiém vy truyén dat van hoa va Iy tudng
ctia td chtrc, ma nhan vién coi d6 1a gia tri dé céng hién cho cong vigc. Bac biét, muc
d6 phu hop gitra 1y tuéng ca nhan va to chic cang cao thi mirc d6 cam két thyc hién
cong viéc cang cao (Posner, 2010). Anh huéng 1y tuong hoa ciing dién ra giita cac cip
lanh dao. Mirc do hoa hop giira ca nhan va to chirc chic chin ciing s& giam dan qua céc

cép, cudi cung 1a nhan vién (Bauer & Erdogan, 2011; Kristof-Brown va Cong su, 2005).

Trong qua trinh cong tac tai Chubb Life Viét Nam — chi nhdnh Ha Noi, nhan théy chua
c6 sy dong nhat trong viéc anh hudng 1y tuéng héa dén nhan vién cua cac lanh dao. Sy
khong ddng nhat nay dan dén hoat dong ctia cac nhoém nhan vién ciing s& khac nhau gay
kho khin trong quan 1y chét luong va hiéu qua cong viéc. Ngoai ra, gia tri vin hoa cua
cong ty trong nhan thirc ctia cic nhom nhan vién d6 ciing khac nhau. Gidi phdp dé xudt
la xdy dung hinh anh lanh dao nhw mot kénh truyén thong tich cuc dé lam cdc tru cot

van hoa cua cong ty.
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4.2.4.2. Noi dung thuc hién giai phap

bé xay dung hinh anh lanh dao nhu mot kénh truyén thong tich cuc dé 1am céc tru cot
vin hoa ctia cong ty thi diéu quan trong 13 hinh anh phai mang tinh dong nhit ma khong
phu thudce vao cad nhan thuc hién. Vay nén viéc xay dung bo quy tdc chuan muc 13nh
dao 1a diéu can thiét. Giai phap bao gdm ndi dung quy tic dé xuit, hoat dong danh gia

va to chire thuc hién.

Dau tién, dé dam bao su nhit quan hanh vi cua rat nhiéu ngudi thi mot bo quy tic chung
phai duoc thiét 1ap. BO quy tic d6 phai dam bao su boc 16 pham chit cia mot ngudi lanh
dao theo dung tiéu chuin ma vin hoa cta cong ty mong mudn. MSi mot chi tiét phai
dam bao duoc su truyén Iy tuong cia td chirc 1a nhu nhau & moi ca nhan. C6 thé dé xuat

cac nhom quy tic cho khdi 1anh dao cu thé nhu sau:

(1) Minh bach va r rang trong moi tinh hudng - yéu t6 quan trong nhat dé xay dung
long tin va uy tin, vugt qua ca kha nang 1anh dao (Edelman, 2021). Tuan thu
nghiém ngit dao dirc nghé nghiép, cac quy dinh nodi b va phap luat. Doi xtr voi
ddng nghiép, cap dudi bang nhirg chuan myc tuong tu nhau, khong thién vi vi
cam xuc.

(2) Mitc d6 hanh vi phit hop cho cac nhém khac nhau. “Nhom” trong t6 chirc thudng
c¢6 nhiéu tiéu thirc dé phéan loai, nhung chu yéu 1a nhém chinh thirc va khong
chinh thtrc. Chiing ¢ nhiing dic diém ddi 1ap nhau, néu nguoi lanh dao khong
chu ¥ thi rat dé anh hudng dén hinh anh ctia ban than. Nhom chinh thirc thuong
1a ¢6 sy rang budc bang quy dinh va muc tiéu 1 cong viéc, nhom khong chinh
thire thi théng thudng xudt phat tir mdi quan hé ca nhan. Vay nén, khi tham gia
nhom can tudn thu mie do boc 16 hanh vi. Chang han, khi tham gia nhom cong
viéc thi 1anh dao thé hién 1a mot nguoi rat cong bang, nhiét huyét. Tuy nhién, khi
tham gia nhoém khong chinh thitc — thuong 1a nhitng nguoi hgp tinh cach nhau,
thanh 1ap vé1 muc dich sinh hoat ngoai cong viéc, cd nhan thuong budng long
céc tiéu chuan ctia mot ngudi lanh dao. Su khong nhét quan nay s& gay réi nhidu
hinh 4nh ctia ban than trong mat nhitng ngudi theo ddi.

(3) C6 trach nhiém vé nhiing quyét dinh va hanh dong clia ca nhan va xuét phat tir
muc tiéu chung ctia t6 chirc. Khi ra quyét dinh sai 1am thi phai c6 quan diém nhat
quan, c6 10i giai thich véi cap trén va nhan vién ngay lap tirc. Dong thoi, Dé xut
phuong hudéng giai quyét ciing nhu cach thirc khic phuc hau qua. Ngoai ra, can
thao luan véi tap thé dé rat kinh nghiém cling nhu bai hoc trong cong viéc. Viéc

né tranh khong 1am cho hinh anh ctia lanh dao t6t 1én ma con gay mat 1ong tin &
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nhan vién va rat mat thoi gian dé khoi phyc lai trang thai ban dau (Gillespie &
Dietz, 2009).

(4) Lanh dao nén sir dung da kénh dé giao tiép nhung phai c6 su khac biét vé tinh
chat ciia noi dung (Daft & Lengel, 1986). Kénh truyén dat thong tin nhanh nhur
tin nhan, mang x4 hoi chi nén giao tiép v&i nhitng noi dung khong qué quan trong
va nhing noi dung thudng ngay can phan tng nhanh. Nguoc lai, nhiing thong tin
mang tinh chat thdng bao quan trong va chinh thng thi can sir dung cac kénh
nhu email, hé thong thong tin ctia cong ty. Ngoai ra, nhitng thong tin can su trao
d6i, phan hoi 1am co s6 ra quyét dinh thi nén t6 chiic cac cudc hop truc tiép hoic
tryc tuyén. Pam bao tinh nhat quan trong thong tin, khong gay hiéu 1am hodc
nhiéu loan cho nhan vién. Nhiéu nhén vién lam viéc & Chubb Life d3 bao céo
rang, viéc tat ca thong tin déu dugc giri thong qua ing dung nhan tin OTP (Over
the Top) nhu Zalo khién ho rat khé chiu va din dén am anh, ngoai ra con gay kho

khan trong hoat dong nam bét duoc thong tin.

Thi hai, hé théng danh gia ciing 13 mot phan quan trong cua giai phap, bao gdm cach
thirc va tiéu chuan dé danh gia. Hién nay, cach thitc dé danh gia duoc hanh vi cua lanh
dao c6 thé thong qua quan sét truc tiép hodc gian tiép, dit lidu tu bao cao ctia nhan vién,
d6ng nghiép va cap trén. V& tiéu chuan danh gia, c6 thé sir dung thang do mirc do likert
5 dé danh gia dua trén bd quy tic di dé xuit. Mdi nhom quy tic dé xuét c6 thé dua ra
thém nhiéu tiéu chi cu thé tiy timg bd phan dé phu hop véi cong viéc hang ngay. Panh
gia c¢6 thé thyuc hién 6 thang mot 1an, khoang thoi gian dam bao can bang giira hiéu qua
danh gia va nhan vién khong cam thay phién.

Thi ba, dé cho 1dnh dao cac cép c6 thé thuc hién duoc thi can c6 cic budi dao tao ndi
bd. Muc dich ¢t 16i cta cac budi dao tao 1a hiéu tAm quan trong, thuc hién dugc va
quan triét tu tuong. Binh thuong hoa suy nghi vé hé thong dénh gia tranh gy hiéu nham
1a tdng thém &p lyc cho nhiing ngudi bi danh gia. Ciling xem day 1a cong cu ddm bao cac

gi tri cua cong ty dugc truyén tai xudng khong bi tam sao that ban.
4.2.4.3. Dy kién két qua gidi phdp

Viéc thyc hién nhat quan & tt ca cc cap quan ly va duy tri sy dong bo theo thoi gian
va khong gian s& thé hién phong cach linh dao chuyén ddi & khia canh anh hudng ly
tuong hoa. Tao ra “dong phuc” cho quy trinh lam viéc va trong nhan thirc vé cong viéc

cling nhu t6 chic cia nhan vién.

50



TAI LIEU THAM KHAO

. Ackoff, R. L. (1989). From data to wisdom. Journal of applied systems analysis,
16(1), 3-9.

. Afsar, B., Masood, M., & Umrani, W. A. (2019). The role of job crafting and
knowledge sharing on the effect of transformational leadership on innovative work
behavior. Personnel Review, 48(5), 1186-1208.
https://doi.org/https://doi.org/10.1108/PR-04-2018-0133

. Amabile, T. M., & Pratt, M. G. (2016). The dynamic componential model of
creativity and innovation in organizations: Making progress, making meaning.
Research in Organizational Behavior, 36, 157-183.
https://doi.org/10.1016/j.ri0b.2016.10.001

. Anderson, N. R., & West, M. A. (1998). Measuring climate for work group
innovation: development and validation of the team climate inventory. Journal of
Organizational Behavior: The International Journal of Industrial, Occupational
and Organizational Psychology and Behavior, 19(3), 235-258.

. Anwar, S., & Prasad, K. D. (2011). Factors Influencing Knowledge Sharing
Behaviour: Developing a Theoretical Framework. Infernational Journal of
Management Prudence, 3(2), 7-11.

. Avolio, B. J., Bass, B. M., & Jung, D. 1. (1999). Re-examining the components of
transformational and transactional leadership using the Multifactor Leadership.
Journal of occupational and organizational psychology, 72(4), 441-462.

. Bailey, C., Lips-Wiersma, M., Madden, A., Yeoman, R., Thompson, M., &
Chalofsky, N. (2019). The Five Paradoxes of Meaningful Work: Introduction to the
special Issue ‘Meaningful Work: Prospects for the 21st Century’. Journal of
Management Studies, 56(3), 481-499. https://doi.org/10.1111/joms.12422

. Bandura, A., & Walters, R. H. (1977). Social learning theory (Vol 1). Englewood
cliffs Prentice Hall.

. Bauer, T. N., & Erdogan, B. (2011). Organizational socialization: The effective
onboarding of new employees. Trong APA handbook of industrial and
organizational psychology, Vol 3: Maintaining, expanding, and contracting the
organization. (tr 51-64). American Psychological ~ Association.
https://doi.org/10.1037/12171-002

10. Bergh, C., & Hoobler, J. M. (2023). Why and when is implicit racial bias linked to

abusive supervision? The impact of manager racial microaggressions and

51



individualized consideration. Current Psychology, 42(25), 22036-22049.
https://doi.org/10.1007/s12144-022-03292-8

11.Blau, P. M. (1964). Justice in social exchange. Sociological inquiry, 34(2).

12.Bock, G. W., & Kim, Y.-G. (2002). Breaking the Myths of Rewards. Information
Resources Management Journal, 15(2), 14-21.
https://doi.org/10.4018/irm;.2002040102

13. Bollinger, A. S., & Smith, R. D. (2001). Managing organizational knowledge as a
strategic  asset. Journal of Knowledge Management, 5(1), 8-18.
https://doi.org/10.1108/13673270110384365

14. Bratianu, C., & Bejinaru, R. (2023). From Knowledge to Wisdom: Looking beyond
the Knowledge Hierarchy. Knowledge, 3(2), 196-214.
https://doi.org/10.3390/knowledge3020014

15.Bycio, P., Hackett, R. D., & Allen, J. S. (1995). Further assessments of Bass’s
(1985) conceptualization of transactional and transformational leadership. Journal
of applied psychology, 80(4), 468.

16. Caulfield, J. L., Lee, F. K., & Richards, B. A. (2021). Leadership as an art: an
enduring concept framed within contemporary leadership. Leadership &
Organization Development Journal, 42(5), 735-747.
https://doi.org/10.1108/LODJ-11-2020-0524

17.Chkravarthy, B., Zaheer, A., & Zaheer, S. (1999). Knowledge Sharing in
Organizations: A Field Study. Organization Science Research Workshop on
Management.

18. Clarke, T., & Rollo, C. (2001). Corporate initiatives in knowledge management.
Education + Training, 43(4/5), 206-214.
https://doi.org/10.1108/00400910110399201

19. Cong ty c6 phan GMO-Z.com RUNSYSTEM. (2022). Khdo sdt vé bdo hiém nhan
tho.

20.Daft, R. L., & Lengel, R. H. (1986). Organizational information requirements,
media richness and structural design. Management science, 32(5), 554-571.

21.Edelman. (2021). Edelman Trust Barometer. www.edelman.com

22.Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with
unobservable variables and measurement error. Journal of marketing research,
18(1), 39-50.

23.Gillespie, N., & Dietz, G. (2009). Trust Repair After An Organization-Level
Failure. Academy of  Management  Review, 34(1), 127-145.
https://doi.org/10.5465/amr.2009.35713319

52



24.Gore, J. S., Griffin, D. P., & McNierney, D. (2016). Does Internal or External Locus
of Control Have a Stronger Link to Mental and Physical Health? Psychological
Studies, 61(3), 181-196. https://doi.org/10.1007/s12646-016-0361-y

25.Grant, R. M. (1996). Toward a knowledge-based theory of the firm. Strategic
Management Journal, 17(S2), 109—122. https://doi.org/10.1002/smj.4250171110

26.Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2009). Multivariate data
analysis.

27.Hananta, M. A. T., & Suratman, A. (2023). How are leaders trusted in the
knowledge-sharing process? [International Journal of Business Ecosystem &
Strategy (2687-2293), 5(1), 11-22. https://doi.org/10.36096/ijbes.v5i11.386

28.Hemphill, J. K. (1949). The leader and his group. Educational Research Bulletin.

29. Hoang Phé. (2009). T dién tiéng Viét. Nha xuét ban Pa Néng.

30.Hoang Trong, & Chu Nguyén Mong Ngoc. (2008). Phdn tich dir liéu nghién ciru
véi SPSS. Nha xuét ban Hong Drc.

31.Howell, J. M., & Avolio, B. J. (1993). Transformational leadership, transactional
leadership, locus of control, and support for innovation: Key predictors of
consolidated-business-unit performance. Journal of applied psychology, 78(6),
891.

32.Jabid, A. W., Abdurrahman, A. Y., & Amarullah, D. (2023). Empowering leadership
and innovative behaviour in the context of the hotel industry: Knowledge sharing
as mediator and generational differences as moderator. Cogent Business &
Management, 10(3). https://doi.org/10.1080/23311975.2023.2281707

33.Kates, R. C. (2021). Greed, the Market, and Human Flourishing. Trong M. S.
Pritchard & E. E. Englehardt (B.t.v), Everyday Greed: Analysis and Appraisal (tr
111-123). Springer International Publishing. https://doi.org/10.1007/978-3-030-
70087-4 8

34.Kazmi, S. A. Z. (2017). Cross Comparative Analysis on the Models of
Transformational Leadership and Pseudo - Transformational Leadership.
International  Journal of Strategic Decision Sciences, §8(3), 59-77.
https://doi.org/10.4018/1JSDS.2017070103

35.Kristof-Brown, A. L., Zimmerman, R. D., & Zimmerman, R. D. (2005).
Consequences of individuals’ fit at work: a meta-analysis of person—job, person—
organization, person—group, and person—supervisor fit. Personnel Psychology,
58(2), 281-342. https://doi.org/10.1111/.1744-6570.2005.00672.x

36.Lé& Van Chién. (2021). Gido trinh khoa hoc lanh dgo. Nha xuat ban Ly luan chinh

tri.

53



37.Lin, H. F. (2007). Effects of extrinsic and intrinsic motivation on employee
knowledge sharing intentions. Journal of Information Science, 33(2), 135-149.
https://doi.org/10.1177/0165551506068174

38.Masa’deh, R., Obeidat, B. Y., & Tarhini, A. (2016). A Jordanian empirical study of
the associations among transformational leadership, transactional leadership,
knowledge sharing, job performance, and firm performance: A structural equation
modelling approach. The Journal of Management Development, 35(5), 681-705.
https://doi.org/https://doi.org/10.1108/JIMD-09-2015-0134

39.Moore, B. V. (1927). The May conference on leadership. Personnel Journal,
6(124), 50-74.

40. Nanjundeswaras, & Swamy. (2014). Leadership styles. Advances In Management,
7(2).

41.Nguyen, N. T. T., Nguyen, N. P., & Tu, T. H. (2021). Ethical leadership, corporate
social responsibility, firm reputation, and firm performance: A serial mediation
model. Heliyon, 7(4), €06809. https://doi.org/10.1016/j.heliyon.2021.e06809

42.Nguyén Phan Thu Hing, & Diéc Vinh Thanh. (2023). Tac dong cua phong cach
lanh dao chuyén ddi dén két qua cong viéc thong qua dong lyc lam viée, su sang
tao trong cong viéc va sy hai long cua nguoi lao dong — Nghién clru cac doanh
nghiép FDI tai Long An. Tap chi Kinh té va Phat trién, 83-93.
https://doi.org/10.33301/jed.vi.1429

43.Nguyén Vian Luot. (2020). Gido trinh Tam Iy hoc nhédn cach. Nha xuat ban Pai hoc
Quéc gia Ha Noi.

44.Northouse, P. G. (2021). Leadership: Theory and practice. Sage publications.

45.0molayo, B. O. (2007). Effect of Leadership Style on Job-Related Tension and
Psychological Sense of Community in Work Organizations: A Case Study of Four
Organizations in Lagos State, Nigeria. Bangladesh e-Journal of Sociology, 4(2),
30-37.

46.Otieno, C. D., Linge, T., & Sikalieh, D. (2019). Influence of intellectual stimualtion
on employee engagement in parastatals in the energy sector in Kenya. International
Journal of Research in Business and Social Science, 8(6), 148-161.
https://doi.org/https://doi.org/10.20525/ijrbs.v816.506

47.Paul Breaux. (2014a). EMS Leadership Part 3: Intellectual Stimulation
Transformational Leadership in EMS. Trong EMSWorld.com. HMP
Communications. https://www.proquest.com/trade-journals/ems-leadership-part-
3-intellectual-stimulation/docview/1718098421/se-2?accountid=39958

54



48.Paul Breaux. (2014b). EMS Leadership Part 4: Individualized Consideration
Transformational Leadership n EMS. EMSWorld.Com.
https://www.proquest.com/trade-journals/ems-leadership-part-4-
individualized/docview/1718098444/se-2?accountid=39958

49.Phung, D. Van, Hawryszkiewycz, 1., & Chandran, D. (2019). How knowledge
sharing leads to innovative work behaviour: A moderating role of transformational
leadership. Journal of Systems and Information Technology, 21(3), 277-303.
https://doi.org/https://doi.org/10.1108/JSIT-11-2018-0148

50. Pongpearchan, P. (2015). Effect of transformational leadership on strategic human
resource management and firm success of Toyota’s dealer in Thailand. Trong 7The
Business & Management Review (Vol 7, Sb 1, tr 256-265). Centre for Business &
Economic Research. https://www.proquest.com/conference-papers-
proceedings/effect-transformational-leadership-on-
strategic/docview/1757281569/se-2?accountid=39958

51.Posner, B. Z. (2010). Another Look at the Impact of Personal and Organizational
Values Congruency. Journal of Business FEthics, 97(4), 535-541.
https://doi.org/10.1007/s10551-010-0530-1

52.Rafique, M. A., Hou, Y., Chudhery, M. A. Z., Waheed, M., Zia, T., & Chan, F.
(2022). Investigating the impact of pandemic job stress and transformational
leadership on innovative work behavior: The mediating and moderating role of
knowledge sharing. Journal of Innovation & Knowledge, 7(3), 100214.
https://doi.org/10.1016/5.j1k.2022.100214

53.Riggio, R. E., & Bass, B. M. (2006). Transformational Leadership: A
Comprehensive Review of Theory and Research (2nd a.b). Lawrence Erlbaum
Associates.

54.Schumacker, R. E., & Lomax, R. G. (1996). A beginner’s guide to structural
equation modeling. Trong A beginner’s guide to structural equation modeling.
Lawrence Erlbaum Associates, Inc.

55.Scott E. Page. (2007). How the Power of Diversity Creates Better Groups, Firms,
Schools, and Societies (New Edition). Princeton University Press.
https://doi.org/10.2307/j.ctt7sp9c

56.Seeman, M. (1961). Social status and leadership: The case of the school executive.
American Journal of Sociology, 66(6), 648—649.

57.Settoon, R. P., Bennett, N., & Liden, R. C. (1996). Social exchange in organizations:
Perceived organizational support, leader—member exchange, and employee

reciprocity. Journal of applied psychology, 81(3), 219.

55



58. Tajfel, H., Billig, M. G., Bundy, R. P., & Flament, C. (1971). Social categorization
and intergroup behaviour. European journal of social psychology, 1(2), 149-178.

59. Thakkar, J. J. (2020). Procedural Steps in Structural Equation Modelling. Trong J.
J. Thakkar (B.t.v), Structural Equation Modelling: Application for Research and
Practice  (with AMOS and R) (tr 29-34). Springer Singapore.
https://doi.org/10.1007/978-981-15-3793-6 3

60. Tran Thi Bich Hanh, Vii Anh Diing, & Pham Thi Lién. (2018). Anh hudng cia
phong cach lanh dao chuyén doi va phong cach lanh dao chia sé 1én hanh vi chia sé
kién thtrc trong nhém. Kinh té va Phat trién, 254, 90-98.

61.Tung, H., & Chang, Y. (2011). Effects of empowering leadership on performance
in management team. Journal of Chinese Human Resources Management, 2(1), 43—
60. https://doi.org/https://doi.org/10.1108/20408001111148720

62. Wang, S., & Noe, R. A. (2010). Knowledge sharing: A review and directions for
future research. Human resource management review, 20(2), 115-131.

63.Yin, J., Ma, Z., Yu, H., Jia, M., & Liao, G. (2020). Transformational leadership and
employee knowledge sharing: explore the mediating roles of psychological safety
and team efficacy. Journal of Knowledge Management, 24(2), 150-171.
https://doi.org/https://doi.org/10.1108/JKM-12-2018-0776

64. Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2010). Business Research
Method (8th a.b). Cengage Learning.

56



PHU LUC
A. Théng ké mé ta

Descriptive Statistics
N Minimu | Maximu Mean S.td..
m m Deviation
.. .. .. .. Std. .
Statistic | Statistic | Statistic | Statistic Statistic
Error
Gioitinh 150 1 2 1,50 ,041 ,502
Tuoi 150 1 5 3,29 ,072 ,885
Hocvan 150 1 5 3,57 ,060 ,736
Thoigianct 150 1 4 2,63 ,066 ,807
ITal 150 1 5 3,82 ,078 ,956
I1a2 150 1 5 3,88 ,082 1,009
IIa3 150 1 5 3,87 ,082 ,999
ITa4 150 2 5 3,96 ,070 ,858
IIbl 150 1 5 3,69 ,078 ,956
I1b2 150 1 5 3,73 ,081 ,988
1Ib3 150 1 5 3,91 ,077 941
1Ib4 150 1 5 3,69 ,083 1,011
IM1 150 1 5 3,92 ,081 ,987
IM2 150 1 5 3,93 ,082 1,008
IM3 150 1 5 3,94 ,081 ,991
IM4 150 1 5 3,93 ,084 1,028
IS1 150 1 5 3,84 ,076 ,927
IS2 150 2 5 3,91 ,077 ,948
IS3 150 1 5 3,95 077 ,940
1S4 150 1 5 3,91 ,079 ,962
IC1 150 1 5 3,87 ,078 ,950
IC2 150 1 5 3,71 ,076 ,931
IC3 150 1 5 3,81 ,074 ,903
IC4 150 2 5 3,81 ,085 1,041
KS1 150 2 5 3,61 ,059 , 723
KS2 150 2 5 3,63 ,064 ,789
KS3 150 2 5 3,71 ,056 ,681
Valid N
(listwise) 150
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B. D¢ tin ciy Cronbach’s Alpha

Reliability Statistics

Cronbach's Alpha | N of Items
,793 4
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted | Total Correlation | if Item Deleted
ITal 11,71 5,427 ,607 ,739
IIa2 11,65 5,060 ,652 ,715
[Ta3 11,66 5,098 ,653 ,715
JIEY 11,57 6,166 ,502 , 787
Reliability Statistics
Cronbach's Alpha | N of Items
,760 4
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted | Total Correlation | if Item Deleted
IIbl 11,33 5,365 ,575 ,694
IIb2 11,29 5,427 ,526 ,720
IIb3 11,11 5,505 ,551 , 707
11b4 11,33 5,150 ,578 ,692
Reliability Statistics
Cronbach's Alpha | N of Items
,799 4
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted | Total Correlation | if Item Deleted
IM1 11,81 5,727 ,710 ,700
IM2 11,79 6,085 ,594 , 757
IM3 11,79 6,209 ,579 , 764
IM4 11,79 6,111 ,568 J771
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Reliability Statistics

Cronbach's Alpha [ N of Items
,843 4
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
IS1 11,77 5,693 ,711 , 787
IS2 11,70 5,634 ,704 ,790
IS3 11,67 6,009 ,610 ,830
1S4 11,70 5,634 ,0688 ,797
Reliability Statistics
Cronbach's Alpha | N of Items
,793 4
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted | Total Correlation | if Item Deleted
IC1 11,32 5,400 ,620 , 732
IC2 11,49 5,392 ,644 ,721
IC3 11,39 5,849 ,545 ,768
1C4 11,39 5,111 ,605 , 742
Reliability Statistics
Cronbach's Alpha | N of Items
741 3
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted | Total Correlation | if Item Deleted
KS1 7,34 1,649 ,543 ,682
KS2 7,31 1,384 ,630 ,576
KS3 7,24 1,754 ,533 ,694
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C. Phin tich nhan t6 kham pha EFA

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
,854
Adequacy.
Bartlett's Test of Approx. Chi-Square | 1234,61
Sphericity 9
df 190
Sig. ,000
Total Variance Explained
Extraction Sums of Rotation Sums of
Initial Eigenvalues Squared Loadings Squared Loadings
Tot /o F)f Cumulati | Tot /o 9f Cumulati | Tot 7 9f Cumulati
Compon Varian Varian Varian
al ve % al ve % al ve %
ent ce ce ce
! 6’5; 32,861 32,861 6’5; 32,861132,861 2’73 13,836 13,836
2 1’83 9,246| 42,107 1’83 9,246(42,107 2’6; 13,087126,923
3 1’62 8,465 50,572 1’62 8,465(50,572 2’5i 12,922 (39,845
4 1’4§ 7,137 57,709 1’4§ 7,137(57,709 Z’Sé 12,595152,440
> 1’32 6,670 64,378 1’33 6,670 64,378 2’32 11,938 64,378
6 , 898 4,489 68,868
7 ,7591 3,793 72,661
8 ,684| 3,418 76,079
9 ,632] 3,161 79,240
10 , 5931 2,965 82,205
11 , 5251 2,625 84,830
12 4541 2,272 87,102
13 A25( 2,124 89,226
14 , 3831 1,917 91,142
15 , 3571 1,787 92,929
16 , 3291 1,643 94,572
17 , 3091 1,545 96,117
18 2951 1,475 97,592
19 2701 1,351 98,942
20 , 2121 1,058 100,000

Extraction Method: Principal Component Analysis.
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Rotated Component Matrix?

Component

1

3

IS1
IS2
1S4
IS3
IM1
IM2
IM4
IM3
IC4
IC2
IC3
IC1
ITa2
ITa4
ITa3
IIal
IIbl
11b2
IIb3
I1b4

,811
,765
,740
,733

, 769
, 7154
, 721
,708

,763
,738
, 725
,676

, 187
,740
,720
, 714

, 728
,709
,704
,698

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser

Normalization.

a. Rotation converged in 6 iterations.
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D. Phan tich nhén t6 khang dinh CFA

Scalar Estimates (Group number 1 - Default model)
Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
IM1 <--- IM 1,000

IM2 <--- IM ,806 ,097 8,268 ***
IM3 <--- IM ,786 ,096 8,182 ***
IM4 <--- IM (78 100 7,774 F**
[lbl <--- Ilb 1,000

b2 <--- llb 927 152 6,119 ***
b3 <--- 1lb 952 147 6,490 ***
b4 <--- llb 1,109 ,162 6,865 ***
IS1 <--- IS 1,000

IS2 <--- IS 1,000 ,103 9,699 ***
IS3 <--- IS 843 ,104 8,088 ***

IS4 <--- IS 1,029 ,105 9,850 ***
ICl1 <--- IC 1,000

IC2 <--- IC 1,021 ,123 8,330 ***
IC3 <--- IC ,807 117 6,914 ***
IC4 <--- IC 1,015 135 7,514 ***
llal <--- lla 1,000

a2 <--- lla 1,110 ,146 7,612 ***
a3 <--- lla 1,203 ,150 8,049 ***
llad <--- lla ,699 119 5,856 ***
KS1 <--- KS 1,000

KS2 <--- KS 1,135 146 7,775 ***
KS3 <--- KS 956 ,126 7,608 ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
IM1 <--- IM ,854
IM2 <--- IM ,674
IM3 <-—-—- M ,667
IM4 <--- M ,638
bl <--- Ilb ,679
b2 <--- 1lb ,609
[1b3 <--- Ilb ,657
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Estimate

b4 <---
IS1 <---
1IS2 <---
IS3 <---
IS4 <---
IC1l <---
IC2 <---
IC3 <---
IC4 <---
lal <---
a2 <---
a3 <---
a4 <---
KS1 <---
KS2 <---
KS3 <---

b
IS
IS
IS
IS
IC
IC
IC
IC
lla
lla
lla
lla
KS
KS
KS

712
797
779
663
791
734
765
623
680
699
734
805
544
687
714
697

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
llb <--> lla 201,054 3,718 ***
IM <--> llb 275 066 4,157 ***
IM <--> IS 364 ,072 5,045 ***
IS <--> IC 261 ,060 4,327 ***
IC <--> KS 279 0563 5,309 ***
IM <--> lla 255 064 3,975 ***
IM <--> IC 279 ,067 4,162 ***
IS <--> lla 240 ,058 4,145 ***
lla <--> KS 212 ,046 4,601 ***
b <--> IS 238 058 4,081 ***
b <--> IC 272 ,061 4,453 ***
b <--> KS 217 047 4,622 ***
IM <--> KS 302 057 5,334 ***
IS <--> KS 275 ,051 5,346 ***
IC <--> lla 249 058 4,255 ***

Correlations

Estimate
IIb <--> lla ,466
IM <--> |lb ,507
IM <--> IS ,588
IS <--> IC ,510

: (Group number 1 - Default model)
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Estimate
IC <--> KS ,810
IM <--> lla 457
IM <--> |IC 479
IS <> |lla ,489
lla <--> KS ,643
Ilb <--> IS ,499
llb <--> IC ,605
Ilb <--=> KS ,679
IM <--> KS 126
IS <--> KS , 154
IC <--> lla ,538

Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
IM , 705 119 5934 ***
b 419 100 4,197 ***
IS 542 1,098 5523 ***
IC 483 1,100 4,813 ***
Ila 443 099 4,474 ***
KS 245 0565 4,493 ***
el ,262 1,068 4,500 ***
e2 551 ,075 7,328 ***
e3 542 073 7,374 ***
e4 ,622 1,082 7,568 ***
e5 490 ,073 6,724 ***
e6 ,609 ,083 7,322 ***
e’ ;500 ,072 6,941 ***
e8 501 ,079 6,332 ***
e9 312,060 6,295 ***
el0 ;351 ,053 6,557 ***
ell 492 065 7,597 *F**
el2 344 054 6,389 ***
el3 414 062 6,656 ***
eld 357 ,057 6,238 ***
el5 495 065 7,572 *F**
el6 ,578 ,080 7,185 ***
el7 465 ,067 6,896 ***
el8 466 072 6,478 ***
el9 349 ,066 5,286 ***
e20 515 ,065 7,886 ***
e2l 274 037 7,389 F**
e22 303 ,042 7,145 ***
e23 237 1,032 7,306 ***
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Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
KS ,882
KS3 ,486
KS2 ,510
KSI1 472
ITa4 ,296
IIa3 ,647
I1a2 ,539
IIal ,488
IC4 ,462
IC3 ,388
I1C2 , 585
IC1 , 538
1S4 ,625
1S3 ,439
IS2 ,607
IS1 ,635
IIb4 ,507
IIb3 431
1Ib2 ,371
IIbl ,461
M4 ,407
IM3 ,445
IM2 454
IM1 , 729
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E. Phin tich mé hinh céu triic tuyén tinh SEM

Scalar Estimates (Group number 1 - Default model)
Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

KS <--- IM ,150 ,058 2,577 ,010
KS <--- llb 077 ,081 955 ,039
KS <--- IS ,190 ,067 2,825 ,005
KS <-- IC 300 ,083 3,632 ***
KS <--- lla ,085 ,069 1,238 ,016
IM1 <--- IM 1,000

IM2 <--- IM ,806 ,097 8,268 ***
IM3 <--- IM 786 ,096 8,182 ***
IM4 <--- IM (78 ,100 7,774 A<**
[lbl <--- Ilb 1,000

b2 <--- llb 927 152 6,119 ***
b3 <--- 1lb 952 147 6,490 ***
b4 <--- llb 1,109 ,162 6,865 ***
IS1 <--- IS 1,000

IS2 <--- IS 1,000 ,103 9,699 ***
IS3 <--- IS ,843 ,104 8,088 ***
IS4 <--- IS 1,029 ,105 9,850 ***

IC1 <--- IC 1,000

IC2 <--- IC 1,021 ,123 8,330 ***
IC3 <--- IC ,807 117 6,914  ***
IC4 <--- IC 1,015 135 7,514 ***
llal <--- lla 1,000

a2 <--- lla 1,110 ,146 7,612 ***
a3 <--- lla 1,203 ,150 8,049 ***
llad <--- lla ,699 119 5,856  ***
KS1 <--- KS 1,000

KS2 <--- KS 1,135 146 7,775 ***
KS3 <--- KS 956 ,126 7,608 ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
KS <--- IM 255
KS <--- llb 101
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Estimate

KS <---
KS <---
KS <---
IM1 <---
IM2 <---
IM3 <---
IM4 <---
bl <---
b2 <---
11b3 <---
b4 <---
IS1 <---
1S2 <---
IS3 <---
IS4 <---
IC1 <---
IC2 <---
IC3 <---
IC4 <---
lal <---
a2 <---
a3 <---
llad <---
KS1 <---
KS2 <---
KS3 <---

IS
IC
lla
IM
IM
IM
IM
Ib
b
Ib
b
IS
IS
IS
IS
IC
IC
IC
IC
lla
lla
lla
lla
KS
KS
KS

283
422
114
854
674
667
638
679
609
657
712
797
779
663
791
734
765
623
680
699
734
805
544
687
714

,697

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
IM <--> llb 275 ,066 4,157 ***
b <--> IS 238 058 4,081 ***
IS <--> IC 261 ,060 4,327 ***
IC <--> lla 249 058 4,255 ***
IM <--> IS 364 ,072 5,045 ***
IM <--> IC 279 ,067 4,162 ***
IM <--> lla 255 ,064 3,975 ***
llb <--> IC 272 ,061 4,453 ***
b <--> lla 201,054 3,718 ***
IS <--> lla 240 1,058 4,145 ***

Correlations: (Group number 1 - Default model)
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Estimate

IM
b
IS

IC
IM
IM
IM
b
b
IS

b
IS

IC
Ila
IS

IC
Ila
IC
Ila
Ila

,507
499
,510
,538
,588
479
,457
,605
,466
,489

Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
IM , 705 1,119 5,934 ***
b 419 100 4,197  ***
IS 542 1,098 5,523  ***
IC 483 ,100 4,813 ***
lla 443 099 4,474  x**
e2l ,029 ,017 1,652 ,098
el 262 ,058 4,500 ***
e2 551 ,075 7,328  ***
e3 542 073 7,374 ***
e4 622 ,082 7,568 ***
e5 490 ,073 6,724  ***
e6 ,609 ,083 7,322 ***
e’ 500 ,072 6,941  ***
e8 501 ,079 6,332 ***
e9 312,050 6,295  ***
el0 351 ,053 6,557 ***
ell 492 065 7,597  ***
el2 344 054 6,389 ***
el3 414 062 6,656  ***
el4 357 ,057 6,238  ***
el5 495 065 7,572 ***
el6 578 ,080 7,185 ***
el7 465 ,067 6,896 ***
el8 466 ,072 6,478  ***
el9 349 ,066 5,286 ***
e20 515 ,065 7,886 ***
e22 274 037 7,389 ***
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Estimate S.E. C.R. P Label
e23 303 ,042 7,145 ***
e24 237 ,032 7,306 ***

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
KS ,882
KS3 ,486
KS2 ,510
KS1 472
a4 ,296
a3 ,647
a2 ,539
llal ,488
IC4 462
IC3 ,388
IC2 ,585
IC1 ,538
1S4 ,625
IS3 439
1S2 ,607
IS1 ,635
b4 ,507
b3 431
b2 371
b1l 461
IM4 407
IM3 445
IM2 454
IM1 7129
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F. Phiéu khao sat

G
'5' =

#& . KHAOSATVELANHPAO @

Téi I hoc vién cao hoc cla Pai hoc kinh té Quéc Dén. Trong khudn khé d& dn Thac si
ma tdi dang nghién cdu véi dé tai: “Phong cdch idnh dgo dnh hudng dén hanh vi cla
nhén vién tai Chubb Life - Chi nhdnh Ha N&i”. Rat mong nhdn dudc sy hdp tdc cla
anh/chi bang cdch tham gia véio khdo sdt nay. Théng tin thu thép dudc sé dugc sur
dung hodéin toéin cho muc dich nghién clru vé sé dugc bao mét tuyét dsi.

HHTE g
£ S

D4/, -

THONG TIN CA NHAN

Trinh d6 hoc vén: Gidi tinh:

B Nam HNG
OTHPT U Trung cdp ECao déng EDaqihoc U SBH
Théi gian cdng tdc: Db tudi:
O<1ném O1-2ndm O 2-5ndm O >5ndm H18-22 U22-25 U 2530 U30-40 P40-60
NOI DUNG

Phdan chinh cla khéo sdt bao gdm 23 cdu hdi. Néu mdi cdu md ta dang nhat vdi thuc té
thi chon 5 - rat dong y. Muc d6 gidm ddn dén 1 - rat khéng dong y.

CAU HOI MUC B0

Anh huéng ly tuéng héa (béing sy quy gdn) 1 2 3 4 5

Toi sGn sang tin tudng I&nh dao cha tdi dé cing nhau vugt qua moi trd ngai

Toi ¢dm thdy tu hdo khi duge lam viée véi ldnh dao clia minh

Lénh dao cda téi thé hién téi ndng vé ndng luc xudt sdc trong bét cl diéu gi anh
dy/cd dy quyét dinh

Lanh dao cla t6i & mét biéu tudng cda sy thanh cdng v téi ndng

Anh hudng ly tudng hda (béing hénh vi) 1 2 3 4 5

Lénh dao cia téi truyén dat cho nhén vién gid tri c8t 18i var dusng 18i phdt trién
cda céng ty

Lanh dao cha téi dé ra muc tiéu var thuyét phuc nhén vién quyét tdm thuc hién

Lénh dgo hudng dén nhan vién dua ra nhitng quyét dinh hgp ly vé ¢é dao dic

Lanh dgo gidp nhén vién y thiic duge tdm quan trong clia nhiém vu tép thé

Pong luc truyén cdm hiing 1 2 3 4 5

Lanh dgo cda téi thé hién dugc sy manh mé, néing ddng vér thu hat

Toi ludn nhan dudc su khuyén khich va dong vién tir I&nh dao cia toi

Tai cdm nhdn dudc sy tdm huyét vé nhiing céng viéc cdn phai hodan thanh ma
I&inh dgo cla tdi da chia sé

Téi biét dudc dinh hudng phdt trién cong ty mét cdch rd rang trong tudng lai
théng qua lénh dgo cla téi
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Kich thich tri tué 1 2 3 4

Lanh dao gidp toi ¢ cdch ti€p cdn mdi cho cdc vén dé cli trong cong viéc

Lanh dao clia t8i cho I8 khuyén khi cdn thiét

Lanh dao cua t8i ggi y cho nhén vién gidi quyét nhing van dé phdt sinh trong
cdng viéc dudi nhiéu géc dd khdc nhau

Lénh dao cta tdi ddnh gid lgi cdc cdceh tiép cbn cli d& xem ching cé con phu
hgp trong béi cdnh hién tgi hay khéng

Cén nhéc cd nhén héa 1 2 3 4

Lanh dao cba t6i quan tdm dén ti ¢d nhén trong tép thé

Lanh dao cua t8i ddnh gid cao khi tbi hodin thanh tét céng viéc

L&nh dao cla tdi dénh thdi gian hudn luyén vé huéng dén nhdn vién

Lénh dao cha téi gitip nhén vién phdt huy hét nhitng diém manh clia minh

Hanh vi chia sé kién thic 1 2 3 4

Trong t6 chifc clia ching téi, nhén vién chia sé kién thic cd nhén véi nhau mét
cdch cé hé théng

Tai cdm théy minh dang dudc hoc hoi va ndng cao néing luc dé phdt trién trong
cbng viéc

Céng ty ching téi tién hanh cdc chuong trinh ddo tao dé chuyén giao chuyén
mén cd nhan gilta cde thanh vién

CHAN THANH CAM ON SU HGP TAC CUA ANH CHI

Moi thdc méc xin lién hé: 0877.11.00.23
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