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Tac dong cua chién lwgc ngwoi lao dong cam xuc dén sy hai long
trong cong viéc cua cong chirc tinh An Giang: Tac dong di€u tiet
cia niém tin vao nang lwe di€u chinh cam xuc cia ban than
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TU KHOA TOM TAT

Sy hai long cong viée,
tu hiéu qua cam xuc,
tri tué cam xuc,

t6 chtrc cong.

Nghién ctru danh gia vai tro cua cac chién luge lao dong cam xuc théng minh 1én sy hai long
trong cong viéc hién tai cta doi ngii cong chirc. Vai trd didu tiét cac tic dong nay cia cac yéu
t6 vé& niém tin vao nang lyc diéu chinh cam xac (NTNLDCCX) ciia ban than ciing dugc dicu
tra. Dt li¢u duogc thu thap tr 1034 cong chitc cong tac tai tinh An Giang qua khao sat truc

tuyén va tryc tiép. Mo hinh hoi quy da bién va diéu tiét tuong tac duge dénh gia bang phan
mém SPSS. Két qua cho thay biéu 1 cam xtic chidu sau va ty nhién 14 hai yéu t6 quan trong
du doan sy hai 1ong trong cong viéc. NTNLDCCX dong vai trd diéu tiét quan trong trén cac
mdi quan hé nay. Piéu ndy cung cép ci nhin sau sic vé& anh huong cua yéu té cam xitic dbi
v6i két qua cong viée, dong thoi goi ¥ xay dung méi trudng 1am viée hd trg phat trién ning

lyc cam xtic cho cong churec.

1. Giéi thiéu

Cing thing céng viée da gia tang trong cac linh
vuc nhu cham soc stre khoe, gido dyc, kinh doanh va
dich vu cong, dan dén nhiing ket qua tiéu cuc nhu giam
strc khoe tinh than va higu suat cdng viée (Dl_]XhOOI‘n
& cong su, 2021) bé glarn thiéu tac dong nay, cac
t6 chirc ngay cang dya vao tri tu¢ cam xuc (TTCX),
gitp nhén vién quan ly cing thang va nang cao hiéu
suat. TTCX dong vai tro quan trong trong lao dong
cam xuc, giup nhan vién di€u chinh cam xuc trong cac
cudc tuong tac va ap dung cac chién luoc lao dong cam
xuc thong minh (CLLDCXTM) (Lei, 2025). Cac chién
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lugc nay bao gom bleu 16 cam xtic bé mit (BLCXBM)
biéu 16 cam xuc chiéu sau (BLCXCS) va biéu 16 cam
xuc ty nhién (BLCXTN), cling véi khai niém két thuc
cam xuc (KTCX) (Hochschild, 1983).

Nghién ctru trude day cho thay TTCX1a yeu t6 quan
trong trong vigc quan ly cang thang cong viée, dac bit
trong cdc vai tro yéu cau cam xuc cao (Gabriel & cong
su, 2015). Trong bbi canh dich vu cong, nang luc diéu
chinh cam xuc cua ban than (NTNLDCCX) lién quan
dén kha nang quan 1y cam xuc cua ban than va nguoi
khéc, c6 thé diéu tiét mdi quan hé gitra CLLDCXTM
va sy hai long cong viéc (SHLCV) (Hsieh & cong
su, 2016). Cac nghién clru chi ra raing NTNLDCCX
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gitp giam tac dong tiéu cyc cia CLLDCXTM dbi véi
SHLCV (Hsieh & cong sy, 2016). Nghién ciu nély cﬁng
chi ra rang cac cong chure trong moi truorng s0 hda can
diéu chinh cac chién lugc lao dong cam xuc dé duy tri
hi¢u qua cong vi€e va strc khoe tam ly (Edlins, 2021)

Muc ti€u ctia nghién ctru nay 1a diéu tra mbi quan
h¢ giita bén CLLDCXTM va SHLCV trong khu vuc
cong, tich hop TTCX vao lao dong cam xuc va cach
NTNLDCCX, bao gém viéc quan ly cam xuc ban
than (QLCXBT) va xir Iy cam xtc cua ngum khac
(XLCXNK), diéu tiét cac mdi quan h¢ nay. Két qua
nghién ctru cling thao luan cach chuyén d6i sb thay doi
dong lyc diéu chinh cam xtc thong minh trong dich
vu cong.

2. Tong quan ly thuyét
2.1. Khung Iy thuyét

Nghi€én ctu nay dugc xdy dung dya trén ly
thuyét TTCX va NTNLbCCX dé nghién ciru cach
CLLDCXTM, bao gom BLCXBM, BLCXCS,
BLCXTN va KTCX anh huong dén SHLCV dudi tac
dong diéu tiét cia NTNLDCCX. TTCX dong vai tro
quan trong trong viéc quan Iy lao dong cam xtc tai noi
lam viéc thong qua cac chién lugc nhu BLCXBM va
BLCXCS (Hochschild, 1983).

Ly thuyet TTCX dugc mo rong qua NTNLDBCCX,
nhén manh niém tin cta ca nhan vao kha nang ap dung
cac k¥ nang cam xuc trong thuc té (Dacre Pool & Qualter,
2012). TTCX dugc chia thanh hai thianh phan: ky nang
nhén thire (kha nang nhan thirc va diéu chinh cam xtic)
va ddc diém tinh cach (sy tu nhén thirc va ty tin trong
viée quan ly cam xuc). NTNLDCCX tép trung vao ni€ém
tin ctia ca nhan vao kha nang ap dung cac k¥ nang cam
xuc, dic biét trong cac tinh hudng ap luc (Hamuli¢ &
cong sy, 2024). NTNLDCCX, bao gom QLCXBT va
XLCXNK. Nhimg yéu to nay c6 anh huong 16n dén
cach ca nhan phan g voi cic yéu cau cam xic trong
cdng viéc va quan Iy lao dong cam xuc, tir d6 anh hudng
dén SHLCV (Dacre Pool & Qualter, 2012).

2.2. Phdt trién gid thuyét
2.2.1. Biéu 16 cam xiic bé mat va SHLCV

SHLCV la trang thai cam xuc tich cuc tur viéc danh
gia cong viéc cua ca nhén va dong vai tro quan trong
trong nang cao hiéu suit cong viéc, dic biét trong khu
vuc cong (Alzyoud 2018). Cong chirc hai 1ong ¢6 the
thé hién stic song va su tan tam, gop phan nang cao chét
lugng dich vu cong. Theo ly thuyét TTCX, cong chire
gdp kho khan trong viéc diéu chinh cam xtc thudng str
dung BLCXBM, dan dén mau thuan cam xuc, kiét qué
va glam SHLCV (Hochschild, 1983) BLCXBM c6 thé
lam glam két nbi cam xiic that su, giam sy tham gia cua
nhan vién. Vi vdy, nghién ciru dé xudt:

L& Tran Phuéc Mai Hoang va cong su

Gid thuyét 1: BLCXBM ¢6 moi quan hé tiéu cuc
voi SHLCV.

2.2.2. Biéu lp cam xuc chiéu sau va sy hai long voi
cong viéc

Cong chire c6 dong lye noi tai thuomg thé hién cam
xtc mot cach ty nhi€n, phan anh cam xuc that sy cua
ho. Diéu nay lién quan dén khai niém BLCXCS, trong
do cong chirc diéu chinh cam xtic ndi tai dé phu hop
v6i yéu cu cong viée, tir d6 biéu 16 cam xtc chén that
hon (Hochschﬂd 1983). Khi cong chuc trai qua su
tuong thich cam xuc cao, diéu nay nang cao SHLCV
va strc khoe tong the (Li & cong su, 2025). BLCXCS
giap cong chire hiéu quan diém cua cong dan, tranh
bat hoa cam xtc va thé hién cam xtc phu hop, dan dén
SHLCV cao hon (Lee & Chelladurai, 2018). Cong dan

cling phan ng tich cyc véi nhimng biéu hién cam xuc
chén thanh, tir d6 nng cao chat lugng dich vy. Do do,
nghién clru de xuat:

Gid thuyét 2: BLCXCS c¢6 moi quan hé tich cuee voi
SHLCYV.

2.2.3. Biéu 16 cam xiic tw nhién va SHLCV

Trong cac moi truorng lam viéc yéu cdu cam xuc
nhu cong viéc cua cong chire khi ti€p dan, kha nang
BLCXTN rét quan trong dé giam thiéu sy bat hoa cam
xuc va thuc day tinh chan that (HuppeITz & cong su,
2020). Nhitng cong chirc thé hién cam xuc that sy sé it
cang thang hon so v6inhitng nguoi st dung BLCXBM
hodc BLCXCS, vn lién quan dén mirc do cang thang
cao va sy khong hai long. Khi cam xuc the hién phu
hop v6i cam xtic noi tai, cong chirc cam thdy vién man
hon, it cang thang va nang cao SHLCV. Theo 1y thuyét
TTCX, nhu’ng cd nhan c6 TTCX cao s€ c6 kha nang
diéu chinh cam Xxtc t6t hon, gitip ho BLCXTN ma
khong bi cang thang Vi vay, kha nang bleu 16 cam xtc
tu nhién, duoc hd tro boi TTCX, gop phan vao SHLCV
cao hon. ) )

Gia thuyet 3: BLCXTN co moi quan hé tich cuc
voi SHLCV.

2.2.4. Ket thuc cam xuc va sy hai long cong viéc

Co ba loai quy tic bleu 16 cam xtic: tich hop, phan
biét va che gidu. Quy tic tich hop khuyen khich biéu 1o
cam xuc tich cyce, trong khi quy tic phan biét khuyen
khich cam xuc tiéu cye. Quy tic che glau lién quan dén
viéc kim nén cam xtic dé biéu 16 cam xtc khac. KTCX
lién quan dén viéc ngung tham gla vao cam xuc hoan
toan, ca bén trong va bén ngoal khac véi cac chién
lugc khac nhu che glau cam xtc (Yang & cong su,
2019). KTCX gitp cong chirc giam cing thing, duy
tri tinh chuyén nghiép va giam mét mai, tor d6 nang
cao SHLCV (Wollast & cong su, 2023). Viéc khong bi
cudn vao cam xuc gitip cong chirc tip trung vao cong
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viée, tao ra moi tm(mg lam viéc hi¢u qua va gop phan
vao thanh cong cua cong chirc. Do d6, KTCX c6 thé
dan dén SHLCV cao hon va cai thién sy tham gia cong
viéc. ) )

Gia thuyét 4: KTCX c6 moi quan hé tich cuc voi
SHLCV.

2.2.5. Vai tro diéu tiét cua niém tin vao nang lyc diéu
chinh cam xuc

Theo 1y thuyét TTCX va niém tin vao nang luc ban
than, NTNLDCCX gitip c4 nhan diéu chinh cam xtc clia
ban than va tuong tac higu qua véi cam xtc cua ngum
khac (Dacre Pool & Qualter 2012). Hai yéu tb chinh cua
NTNLDCCX la: (1) niém tin vao kha nang klem soat
cam xuc ban than trong cac tinh hudng cing thang, va
(2) niém tin vao kha ning hiéu va phan tmg véi cam xtic

cua nguoi khac (Dacre Pool & Qualter, 2012)

Trong dich vu cong, BLCXBM, khi cong chue kim
nén cam xuc that va thé hién cam xuc da dugc dinh san,
c6 thé dan dén bat hoa cam xiic va ting cing thing, lam
suy giam SHLCV (Grandey, 2003) Tuy nhién, nhung
cong chirc c6 QLCXBT cao ¢6 thé diéu chinh cam xuc
tot hon va duy tri sy diém finh, giam tac dong ti€u cuc cua
BLCXBM d6i v6i SHLCV (Hamuli¢ & cong su, 2024).
QLCXBT dong vai tro didu tiét tiéu cuc trong mdi quan hé
gitta BLCXBM va SHLCV. Khi QLCXBT cao, tic dong
ti€u cyc cua BLCXBM ddi voi SHLCV s¢ gidm bot.

Gid thuyét 5a: QLCXBT diéu tiét tiéu cuc doi voi
méi quan hé gita BLCXBM va SHLCYV,

Nguoc lai, CLLDCXTM nhu BLCXCS (thay d6i
cam x1c ndi tai dé phu hop véi ky vong cua t6 chirc),
biéu 16 cam xuc tu nhién va KTCX (su ngimg tham
gia vao phan ung carn xUc trong céc tuong tac chuyén
nghiép) thuong c6 mdi quan hé tich cyc voi SHLCV
(Diefendorff & cong sy, 2005). Nhirng cong chuic co6
muc dd QLCXBT cao hi¢u qua hon trong vi€c st dung
cac CLLDCXTM nay (Sahdat & cong sy, 2011). Ho

Chién lwgre lao dong
cim xiic théng minh

Biéu hién
cam xuc bé

Niém tin vao niing lyc diéu chinh

HS5: Viéce stir dung va quan 1y cam xuc
cua ban than
H6: Viée xir Iy cam xtc ctia ngudi khac

co xu hué‘ng xem céc chién lugc nay nhu mot phén cta
nang lye cam xtc chuyen nghlep clia minh, diéu nay
gop phan vao cam gidc hi€u qua va sy hoan thanh trong
vai tro cua ho. Do d6, nghién ctru dé xuat

Gid thuyét 5b: QLCXBT diéu tiét tich cuc doi voi
méi quan hé gitta BLCXCS va SHLCV.

Gid thuyét 5¢: QLCXBT diéu tiét tich cue doi voi
moi quan hé gitta BLCXTN va SHLCV.

Gid thuyét 5d: QLCXBT diéu tiét tich cuc doi voi
méi quan hé gita KTCX va SHLCYV.

Trong boi canh cung cap dich vy cong, cam xtic
cua cong dan thudng gin lién véi su thit vong, su cip
béach hoic sy thiéu tin tuong (Hattke & cong su, 2020).
Do d6, cong chirc khong chi phai quan 1y cam xuc cua
chinh ho ma con phai di€u huéng hi¢u qua cac dong thai
cam xUc trong cac cudc giao ti€p voi cong dan. Nhiing
ca nhan c6 mic d6 XLCXNK cao c6 kha néng nhan
thirc va phan ng thich hgp véi trang thai cam xtc ctua
nguoi khac, diéu nay cho phép ho co nhung tuong tac
dich vu mang tinh xay dung va dong cam hon (Dacre
Pool & Qualter, 2012). Khi dp dung CLLDCXTM nhu
biéu 16 cam xuc chidu sau, biéu 16 cam xuc chan that
hodc KTCX, cong chirc c6 mirc d0 XLCXNK cao ¢
kha ning diéu hudng nhitng cudc gip g cam xuc phiic
tap, tir 6 néng cao SHLCV cua chinh ho.

Tuy nhién, trong céc tinh hudng lién quan den
BLCXBM, cong chirc c6 mitc @ XLCXNK cao co thé
nhay cam hon véi cac phan tng ti€u cuc ctia cong dan khi
cac bleu 1 cam xuc bi cho 1a khong chén thét hodc dugc
chuén bi san (Lee, 2018). Sy nhay cam nay c6 thé dan dén
su cang thang tim 1y ting 1én va glam SHLCV. Do do,
XLCXNK dugc ky vong s& diéu tiet ti€u cuc mdi quan h¢
gitra BLCXBM va SHLCV va diéu tiét tich cuc cac moi
quan h¢ gitra cic CLLDCXTM khéac va SHLCV.

Gid thuyét 6a: XLCXNK diéu tiét tiéu cwc doi voi
moi quan hé gitta BLCXBM va SHLCV.

Gid thuyét 6b: XLCXNK diéu tiét tich cwc doi voi
méi quan hé gitta BLCXCS va SHLCYV,

cam xuc ban thin:

Su hai long
trong cong
viée

Hinh 1. M6 hinh nghién ciru
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Gid thuyét 6¢: XLCXNK diéu tiét tich cuc doi voi
moi quan hé giita BLCXTN va SHLCYV.

Gid thuyét 6d: XLCXNK diéu tiét tich cwc doi voi
méi quan hé gitta KTCX va SHLCV.

Theo nghién ciru trén, md hinh 1y thuyét duoc dé
xuét dugc minh hoa trong Hinh 1.

3. Phwong phap nghién ciru
3.1. Phwong phap thu thdp dii liéu

Dit liéu dugc thu thap bang bang hoi khao sat co
cau triic, phat hanh tryc tiép va qua hinh thic tryc
tuyén. Doi tuong khao sat la can bo cong chuc dang
1am viéc tai cc co quan hanh chinh nha nu¢c ¢ tinh An
Giang. Tong so mau khao sat la 1.034 mau thong qua
phuong phap ldy mau lin cau tuyét.

3.2. Thang do va bién quan sdt

Trong nghlen clru nay, tac gia str dung thang do Likert
7 diém, véi cac mure dg tr (1) hoan toan khong dong y dén
(7) hoan toan dong y. Thang do gom bay bién do luong
chinh va 34 blen quan sat, duoc ké thira tir cac nghién
ctru trude, bao gdm 07 bd thang do. Trong do, cac than
do cia BLCXTN, KTCX, BLCXBM, BLCXCS dugc ké
thira ttr Yang va cong su (2019), thang do SHLCV duge
ké thira tir Sloan (2014) va thang do tu hi€u qua cam xtic
v6i hai thanh phan QLCXBT va XLCXNK dugc ké thira
tu Dacre Pool va Qualter (2012).

3.3. Quy trinh phdn tich dir liéu

Trong nghién clru nay, tac gia st dung phan tich nhan
t6 kham phé (Exploratory Factor Analysis - EFA) va phin
tich nhan t6 khang dinh (Conﬁrmatory Factor Analysis
- CFA) dé danh g1a tinh hop 1€ cta thang do. Mac du
thuong CFA duge dp dung cho cac thang do da co cau
trac ly thuyet 1 rang, EFA dugc Iya chon nhim tranh viéc
rang budc vao mot mo hinh ¢ dinh va cho phép kham
pha mure d phu hop cua thang do trong bdi canh khu vie
cong tai Viét Nam. Do d6, dé tang tinh thuyét phuc vé tinh
hop 1¢ thang do, ca EFA va CFA duogc st dung.

Céc bude phén tich dir liéu trong nghién ctru bao
gdm viéc kiém dinh do tin cdy, phan tich EFA, CFA,
phén tich tuo‘ng quan Pearson, phan tich hoi quy tuyén
tinh bdi va phuong phap tuong tac didu tiét. Vai tro
dleu tiét cia QLCXBT va XLCXNK duoc danh gia
bang phuong phap tao bién tuong tac trong hoi quy
tuyén tinh boi. Cu thé, cac bién doc 1ap dugc tinh trung
binh, chuan hoa, sau d6 nhan véi bién diéu tlet dé hinh
thanh blen tuong tac va dua vao mo hinh h01 quy. Su
thay d6i c6 y ngh1a thong ké cua cac hé so hoi quy cho
phép xac dinh va kiém chimg tic dong didu tiét.

4. Phéan tich dir liéu

L& Tran Phuéc Mai Hoang va cong su

4.1. Thong ké mé ti nhin khau hoc

Trong s6 1034 mau khao sat, ty 1€ nam nit gan
nhu nhau (41,8 va 55,9%). Nhom ¢6 thu nhép tir 5 dén
10 triéu dong chiém ty 1& cao nhét (45,1%), trong khi
nhom thu nhép trén 30 tri¢u dong c6 sd luong thap nhét
(1,2%). Ve thdm nién kinh nghi€ém, nhom ¢ thdm nién
tir 10 dén 15 nim chiém ty trong 16n nhat (31, 1%),
trong khi nhom ¢6 thdm nién tir 25 dén 30 ndm chlem
ty 1& thap nhat (3%).

4.2. Danh gid dj tin cdy thang do

Biéng 1. Gia tri trung binh, Dy 1éch chuin (SD),
T4&i trong nhan t6 va Cronbach’s alpha (o)

};}éinc;lug?lﬁ:e{t Trung binh Do 1éch chuan Cglcl’) rﬂ:azil),s

BLCXTN 5,065 1,395 0,848
KTCX 4,211 1,331 0,799
BLCXBM 3,655 1,581 0,868
BLCXCS 4,798 1,279 0,782
SHLCV 4,962 1,364 0,887
QLCXBT 4,976 1,280 0,966
XLCXNK 4,740 1,362 0,957

4.2.1. Bdnh gia vé d¢ tin cdy

Hé sb Cronbach's alpha cang cao cho thiy do
tin cdy cua thang do cang 16n. Trong qua trinh kiém
dinh, tac gia da loai 04 bién quan sat gom BLCXBM1,
BLCXCS3,BLCXTN3 vaSHLCVI dé t6i vuhoa do tin
ciy cua thang do. Sau khi loai, tat ca gia tri Cronbach’s
alpha cta céc thang do deu dat g1a tri 16n hon 0,7, dam
bao d¢ tin cdy cao. Cy thé, hé sd Cronbach’s alpha cta
cac thang do dao dong tir 0,782 (BLCXCS) dén 0,966
(QLCXBT) (Bang 1).

4.2.2. Banh gia vé gid tri trung binh va d¢ léch chuan

Tat ca cac thang do déu thu thap du 1034 két
qua Céc thang do thuoc nhom BLCXTN, BLCXCS
va SHLCV c¢6 gia tri trung binh 16n hon 4, cho thay
xu huéng dong tinh cao, trong khi KTCX (4,2) va
BLCXBM (3,6) thé hién mirc do dong tinh trung lap
dén thap. So sanh nay dua trén moc 4 trong thang
do Likert 7. Di voi d6 léch chuan cua cac thang do
c6 gia tri dao dong tir 1,279 (BLCXCS) dén 1,581
(BLCXBM) cho thay mirc d¢ phan tan trung binh —
cao cua dir liéu quanh gia tri trung binh.

4.3. Phin tich EFA va CFA

Két qua kiém dinh cho thay chi s6 Kaiser-Meyer-
Olkin (KMO) 1a 0,798 > 0,5 va kiém dinh Bartlett’s
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Test of Sphericity c6 gia tri Chi- square = 7062,215, p
<0,001, cho thay ma tran tuong quan c6 y nghia thong
k€. Phén tich EFA da ruat trich duge 05 nhén to, giai
thich 82,779% tong phuong sai. Ma trn xoay cho thy
cac bién quan sat c6 hé s6 tai nhan t6 > 0,7 (tir 0,738
den 0,907), chiing t6 su tuong quan cao v0i cac nhan
t6 tuong tng. Ngoai ra, h¢ s0 tai cua cac bién quan sat
trong ting nhan t6 chinh cao hon 10 rét so voi mire tai
& cac nhan t6 con lai (> 0,3). Dleu nay thé hién tinh
phén biét rd rang gitra cac nhan t6, dong thoi cho thay
rang cac bién quan sat do luong tot nhat cho nhan t6
ma chung thude vé.

Trong nghién ctru nay, QLCXBT va XLCXNK la
cac bién didu tiét, khong thudc ciu trac thang do chinh
ma chi dong vai tro tic dong bén ngoai dén cac mdi
quan h¢ trong m6 hinh. Vi vy, hai bién nay khong
dugc dua vao phén tich céu tric thang do tong thé
cung cac blen chinh, ma dugc tién hanh phan tich EFA
riéng biét dé dam bao cu trac thang do chinh cia m6
hinh. Két qua kiém dinh cho thdy cac chi s6 déu dat
muc yéu cau (KMO = 0,965 > 0,5; va Bartlett’s Test
of Sphericity co6 X*(153) = 21.207,547, p < 0,001).
Phan tich EFA da rut trich dugc 02 nhén t6, giai thich
77,001% tong phu’ong sai, Ma tran xoay cho thy cac
bién quan sat déu €0 hé sO tai nhan t6 16n hon 0,7 (tur
0,763 dén 0,826 dbi voi QLCXBT va 0,7 dén 0,838 ddi

v XLCXNK). Ngoai ra, hé sd tai cla cac bién quan
sat trong tirng nhén t6 chinh cao hon 16 rét so voi mic
tai & cac nhan to con lai (> 0,3). Diéu nay khang dinh
thang do cua hai bién déu co tinh phan biét 0 rang.
Tiép theo thang do chinh cua mé hinh duoc danh
gia CFA. Két qua cho thdy cac hé sd chuan hoa cta
tung blen quan sat déu 16n hon 0,5. Ngoai ra, gia tri
tin cay tong hop (CR) déu 16n hon 0,7, chimg to do
tin cdy cao cua cdc thang do cua 05 bién chinh. Cac
gia tri AVE deu l6n hon 0,5 dam bao d6 hoi tu cua
timg bién. V& do phan biét, cac gla tri AVE déu 16n
hon MSYV, trong khi can bac hai cia AVE trén duong
chéo déu 16n hon gié tri twong quan cua tung cap b1en
tuong ung nam “phia duéi duong chéo (Bang 2). Cudi
cung, cac chi s6 model fit déu thoa yeu cau, chiing to
rang thang do ciia mo hinh phu hop tot voi dir liéu phan
tich ctia nghién ctru [ X %(27) =132,659; X ? /df=4,913<
5; GFI=0,978>0,9; TLI=0,963>0,9; CFI=0,985>0,9].
Céu tric thang do khong c6 thay ddi sau danh gid CFA.

4.4. Kiém tra sai léch phwong phdp chung

Dé kiém tra kha ning sai léch phuong phap chung,
nghién ctru sir dung Harman’s single-factor test. Két qua
phuong sai trich cho mdt nhén t6 chi giai thich duge
39,702% tong phuong sai, thap hon ngudng 50%. Diéu

Béang 2. Tinh hop 1€ ciia thang do
Bién CR AVE MSV SHLCV KTCX BLCXTN  BLCXBM BLCXCS
SHLCV 0893 0,736 0,501 0,858
KTCX 0801 0,575 0,191 0328 0,758
BLCXTN 0,845 0,732 0,501 0,708 0437 0856
BLCXBM 0882 0,792 0319 0134 0418 0,117 0,89
BLCXCS 0,794 0,66 0319 0520 0381 0,526 0,565 0,813

Chién lwoc lao déng
cdm xiic théng minh

e 0,042

Biéu hién

Cém xc 0’2’11***

chiéu sdu

Bifu hién
cam xic ty
nhién

0,051

Két thiic
cam xtic

Sy hai long
trong céng
vidc

Hinh 2. Két qua kiém dinh hoi quy boi

Chii thich: ***p-value < 0,001; cic hé s6 chudn

—— : dwong dan cé y nghia thong ké,
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héa dwoc thé hién trén cac moi quan hé trong mé hinh;

» : duong dan khéng cé ¥ nghia thong ké.



nay cho thay khong c6 hién tuong sai léch phuong phép
chung nghiém trong trong dir liéu khao sat.

4.5. Kiém dinh gia thuyét

Céc chi sb Tolerance (0,550-0,729) va VIF (1,371-
1,818 < 2) cho thay khong c6 hién tuong da cong
tuyén, dam bdo do tin cay cho phan tich hoi quy, tuyén
tinh tlep theo. Hinh 2 m6 ta két qua danh gia hoi quy
boi gitra cdc CLLDCXTM va SHLCV. Két qua phan
tich cho thay hé s6 R2= 0,449 va ket qua ANOVA [F =
209,319 vap =0,000<0,001] cho thiy mé hinh hoi quy
c6 y nghia thong ké. Cu thé, BLCXBM khong ¢6 anh
hudng dang ké dén SHLCV, véi hé sé p=-0,042. Trong
khi @6, BLCXCS c6 anh hudng tich cyc va dang ké
dén SHLCV, véi hé s6 $=0,212. BLCXTN c6 tac dong
manh mé va tich cyc dén SHL, vé6i p=0,541, cho thay
rang viéc BLCXTN ¢ thé tao ra tac dong 16n dén cam
giac hai long ctia nhan vién trong cong viéc. Dac biét,
KTCX lai khong c6 tac dong 10 rét, voi f=0,051. Gia
tri R? hi¢u chinh la 0,446, cho thdy bon CLLDCXTM
giai thich duoc 44,6% su bién thién cua SHLCY, trong
d6 c6 hai chién lugc o tac dong ¢6 y nghia thong ké
1a BLCXCS va biéu 16 cam xuc tu nhién. Do d6 chap
nhan gia thuyét H2 va H3.

Trong khi Hinh 2 trinh bay cdc hé sO chuan hoa
(B) dé so sanh tuong d6i muc do anh huong glua cac
bién, phuong trinh ho6i quy dudi day s dung cac hé sO
khong chuan hoa (B) dé thé hién murc do thay d01 thuc
té ctia bién phy thudc khi bién doc lap thay doi mot
don vi:

SHLCV=1.104 - 0,036*BLCXBM +
0,226*BLCXCS + 0,530*BLCXTN + 0,052*KTCX

Bing 3. Két qua kiém dinh tac dong diéu tiét ciia

QLCXBT va XLCXNK
Gia thuyét B SE.  t-value

Tac dong diéu tiét cia QLCXBT
BLCXBM*QLCXBT ---> SHLCV -0,003 0,036  -0,086
BLCXCS*QLCXBT ---> SHLCV -0,032 0,037  -0,850
BLCXTN*QLCXBT ---> SHLCV 0,142 0,039 3,658***
KTCX*QLCXBT  ---> SHLCV 0,056 0,034 1,638

Tac dong diéu tiét cia XLCXNK
BLCXBM* XLCXNK ---> SHLCV 0,053 0,037 1,433
BLCXCS* XLCXNK --> SHLCV  -0,066 0,039 -1,691
BLCXTN* XLCXNK ---> SHLCV 0,027 0,039 0,681
KTCX* XLCXNK ~ --> SHLCV 0,085 0,034  2,482%

Chil thich: B: hé s6 khéng chudn héa;
**¥*pvalue<0,001; *p-value<0,05; ‘p-value 0,1

Két qua phan tich cho thay R2 = 0,527, véi két
qua ANOVA [F=126.995 va p=0,000 < 0,001], cho
thdy mé hinh hdi quy c6 ¥ nghia thong ké. Tac dong
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didu tiét coa BLCXTN*QLCXBT c¢6 h¢ s6 0,142,
véi muire ¥ nghia thong ké rat cao (p < 0,001), chi ra
rang QLCXBT dong vai tro diéu tiét tich cuc trong
moi quan h¢ gitra BLCXTN va SHLCV (Bang 3). Cu
thé, khi cong chue ¢6 kha nang su dung va quan ly
cam xtic tot, viecc BLCXTN cang gitp ho cam thay
hai long hon véi cong viée. Tuy nhién, cac tuong tac
BLCXBM*QLCXBT (-0,003) va BLCXCS*QLCXBT
(-0,032) khong co y ngh1a thong ke, didu nay cho thay
QLCXBT khong c6 vai tro diéu tiét rd rang trong moi
quan hé¢ gitta BLCXBM va BLCXCS Ién SHLCV.
Cu01 cung, tac dong diéu tiét cia KTCX*QLCXBT c¢6
hé 56 0, 056, c6 xu hudng tich cyc nhung chua dat mirc
y nghia thong ké (p > 0,1). Do do, chi chip nhan gia
thuyét H5c.

Tuong tu, két qua phan tich cho thay R?=0,531,
voi két qua ANOVA [F = 128,582 va p = 0,000 <
0,001], vi vdy mo hinh hoi quy c6 y nghia thong ké.
Tac dong diéu tiét cua KTCX*XLCXNK c6 hé so
0,085, v&i muc ¥ nghia thong ké ¢ p < 0,05, cho thay
XLCXNK diéu tiét tich cuc rn01 quan hé¢ KTCX va
SHLCV (Bang 3) Cu thé, néu can bo c6 kha nang
XLCXNK tot, vigc cham dut cam xuc ding luc s& giup
ho cam thy hai long hon v&i cong viée. Tac dong diéu
tiét ctia BLCXCS*XLCXNK c06 hé 50 -0,066, v6i mirc
¥ nghia thong ké bién (p<0,1), cho thdy XLCXNK c6
theé lam giam tac dong tich cyc cta hanh dong cam
xUc siu, tuy nhi€n mic do nay yéu va di ngugc voi
két qua mong doi cua gia thuyét nghlen clru nén can
nghién ctru thém dé xac nhan. Cac méi quan hé con lai,
nhu BLCXBM*XLCXNK va BLCXTN*XLCXNK,
khong c6 y nghia thong ké (p>0,1), di€u nay cho thay
XLCXNK khong ¢6 vai tro diéu tiét dang ké trong cac
mdi quan h¢ nay. Do do, nghién ctru nay chi chap nhan
gia thuyét H6d cho tac dong diéu tiét cia XLCXNK.

5. Thao luin va két luin
5.1. Thdo ludn

Nghién cru nay khao sat vai tro cua kha nang
NTNLDbCCX trong mdi quan h¢ gitra CLLDCXTM va
SHLCV. Mot s6 gia thuy€t khong duge hd tro, nhu tac
dong cua BLCXBM dén SHLCYV, diéu nay co thé giai
thich qua 1y thuyét sy kién cam xuc, cho thay SHLCV
khong chi phu thuc vao BLCXBM ma con vao cac
sy kién cam xtc quan trong. Didu nay goiy rang trong
bdi canh khu vue cong Viét Nam, noi de cao tinh chan
that va sy gin két cam xuc, nhitng biéu hién bé ngoai
kho tao ra sy hai long thyc sy. Cling nhu vay, KTCX
khong lam ting SHLCV, va viéc két hop QLCXBT voi
BLCXCS khong c6 tac dong dang ké. Theo 1y thuyet
bdo ton tai nguyen (Hobfoll, 1989), qua trinh duy tri va
kiém soat cam xuc doi hoi ti€u tén dang ké céc ngudn
lye tinh than. Khi nhan vién lién tuc pha1 diéu chinh
dé biéu 16 cam xtic phit hop vai yéu cau cong viéc, ho
d& roi vao trang thai can kiét tai nguyén, dan dén bat
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hoa cam xtc. Nhiing phat hién nay cho thay cac chlen
luge cam xuc, mic du bao vé, co thé dan dén su bt
hoa cam xuc, lam glarn strc khoe va SHLCV. Piéu nay
dac biét dung trong moi trudong cong vu Viét Nam, noi
nhén vién thuong xuyén chiu ap lyc tuan thu chuan
muc hanh chinh trong khi van phai duy tri tinh gan gili
véi nguoi dan.

Mot phat hién quan trong cua nghién cuu la vai
tro diéu tiét tiéu cyc cua XLCXNK trong mdi quan
h¢ gitra BLCXCS va SHLCV. Ket qua gia thuyét nay
cho thay XLCXNK c¢6 tac dong diéu tiét nguoc véi ky
vong ban dau. Phat hi¢n nay mo ra goc nhin méi vé sy
phure tap trong quan ly cam xuc tai noi lam viéc. Cu
thé, khi cong chtrc c6 XLCXNK cao, viéc thuc hién
BLCXCS ¢o thé tré nén thach thirc hon. Diéu nay co
thé dugc hiéu 1a do cong chirc c6 khd nang nhan biet va
xtr Iy cam xuc cia nguol khéc tot s& trd nén nhay cam
hon véi céc tin hi¢u cam xtc phire tap tr moi truong
lam viéc. Két qua 1a, viéc duy tri sy chan that trong
cam xUc ca nhan dong thoi dap ting ky vong cam xuc
trong vai tro nghe nghlep doi hoi mot luong tai nguyén
tinh than dang ké, c6 thé dan den giam SHLCV. bac
tho van hoa Viét Nam 1a noi de cao tinh tép thé va
su hai hoa trong giao_ tlep c6 thé khlen cong chuc ¢o
XLCXNK cao cang dé roi vao tinh thé mau thuan cam
xuc, lam gia tang ganh nang thay vi mang lai lgi ich
nhu mong doi. Ngoai ra, XLCXNK khong phat huy
tac dong bao v¢ trong moi quan hé gitta BLCXBM
va SHLCYV, do ngay ca nhiimg c4d nhén c¢ kha nang
XLCXNK cao cling d& nhan thic 16 sy bt hoa giita
cam xuc that va biéu hién bé ngoai. Ddi véi BLCXTN,
mic du dugc xem la chién luoc thich nghi, nhung viée
duy tri ranh g101 cam xuc trong moi truong cong viée
doi hoi cam xuc cao van tiéu hao nhiéu nguon lye, nén
XLCXNK cling khong tao ra hi¢u tmg diéu tiét rd rét.
Nguoc lai, két qua cho thay XLCXBT chi thyc su phat
huy loi ich khi két hop v6i biéu 10 BLCXTN. Su két
hop nay glup nhén vién duy tri tinh dong nhét giita
cam xuc ca nhan va yéu cau cong viéc, tir d6 nang cao
SHLCV. Tuy nhién, XLCXBT khong lam gia tang hi¢u
qua cho cac chlen lugc khac nhu BLCXBM, BLCXCS
hay KTCX. Diéu nay phan anh tinh chon loc trong vai
tro diéu tiét cua QLCXBT: no6 chi phat huy loi ich khi
gan v6i nhing chién luge cam x(ic mang tinh ty nhién
va phu hgp véi gia tri ca nhan.

Tuy nhién, BLCXCS va BLCXTN lai ¢c6 mbi quan
h¢ tich cuc vi SHLCV, ching t6 vai trd quan trong
cua sy phu hop cam xuc chén that va kha nang thiét lap
ranh giGi cdm xuc trong cong viéc. Piéu nay phu hop
voi ly thuyet su phu hop cam xuc (Hochschild, 1983)
khi viéc biéu 16 cam xtc chén that va ty nhién gitp
nhan vién duy tri sy dong nhat giita cam xuc c nhan
va vai tro cong vigc, tr do nang cao SHLCV.

Nhin chung, céc két qua cho thay quan 1y cam xuc
trong khu vuc codng mang tinh hai mat: trong khi su
chan that va kha nang thict lap ranh gidi cam xtc gop
phan nang cao SHLCV, thi cac chién luge “bao vé” lai
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co nguy co lam suy giam hi¢u qua do ti€u tén nh1eu
nguodn lye tinh than Nghlen ctru nhan manh sy can
thlet phai phat trién TTCX va NTNLDCCX trong cac
t6 chirc cong, ddc biet ¢ Viét Nam, noi vigc quan ly
cam xuc va cac moi quan hé la yeu t6 quan trong trong
cung cip dich vu cong hiéu qua.

5.2. Pong gop Iy thuyét

Dau tién, nghlen ctru kiém nghlem va khang dinh
mdi quan hé g1u’a CLLDCXTM va SHLCV trong b01
canh dic thu cta cong chirc Vigt Nam. Mac du mdi
quan hé nay da dugc nghlen clru rong rai trén the g101
viéc kiém dinh trong méi truong van hoa va thé ché ctia
khu vye cong Viét Nam mang lai gia tri thuc nghlern
quan trong. Piéu nay cho thay, viéc che glau cam xuc
s€ lam anh hudng dén tam trang lam vigc clia nhan vién
t6 chirc cong. Viéc dé cho ho duoc thé hién cam xtic
that ciia ban than s€ lam giam ap lyc va 1a yéu t6 quan
trong gitp ho cam thiy thoai mai | trong cong viéc hon.

Thu hai, nghlen ciru cung cap hiéu biét ly thuyét
mai vé cach cac CLLDCXTM tuong tac véi cac thanh
phin NTNLDCCX de anh huong dén SHLCV. Mic
diu BLCXCS lién két voi két qua cong viée tich cyc,
nghién clru phat hién rang XLCXNK khong dleu tiét
tich cyc moi quan hé nay nhu ky vong, gorl ¥ vé su
phtrc tap trong qua trinh quan Iy cam xtic va cung cap
g6c nhin mdi cho ly thuyét vé tuong tac gifra cac nang
luc cam xtc va cac yeu to lao dong cam xtc. KTCX
cling duge nghién ctru nhu mot chién lugc doc lap, 1am
tang tac dong tich cyc d6i voi SHLCV va sy tuong tac
v6oi XLCXNK.

Thtr ba, nghién ctru 1am phong phti thém tai li¢u vé
TTCX, NTNLDCCX va CLLDCXTM, dong thoi dong
gop vao quan ly nguon nhén lyc khu vyc cong ¢ Viét
Nam. Nghién cuu nhin manh sy can thlet phai phat
tnen NTNLDCCX cho cong chirc tuyen dau, dic biét
1avé QLCXBT va XLCXNK, nham cai thién hiéu suat
cong vigc va duy tri SHLCV trong moi tnrong dich vu
cong. Viéc phat trién nang lyc cam xtic s& glup cong
chire dbi pho t6t hon véi yéu cau cam xuc va cai thién
chat lugng dich vu cong. Nhimng mdi quan hé nay chua
duoc klem nghiém thuc ngh1en1 trude day va mo rong
ly thuyet TTCX, lao dong cam xuc va NTNLDCCX
trong moi truong cong viée yeu cau sy dleu chinh vé
cam xtic cao nhu cac dich vu cong tuyén dau.

5.3. Pong gop thuc tién

Nghién ctru nay duara bén tac dong thuc tién quan
trong d01 voi céc to chirc khu vuce cong, dic blet lad
cac quoc gia dang phat trién nhu Viét Nam. Dau tién,
cdc to chirc nén giam bat sy phu thuéc vao BLCXBM
bang cach tao ra nhitng moi trudng khuyen khich su
tham gia cam xuc chan that. Cy thé, tap trung vao
cac chién lugc dleu chinh cam xuc nhu BLCXCS va
BLCXTN c6 thé nang cao SHLCV. Bé hd trg diéu nay,



cac chuong trinh dao tao nén duoc thiét ké dé nang
cao NTNLDCCX, ddc bi¢t la tang cuong QLCXBT va
XLCXNK, glup nhan vién dleu chinh CXBT tot hon
va hiéu qu & hon trong viéc diéu hudng cac tuong tac
cam xuc voi nguoi khac. Cac chuo‘ng trinh nay c6 thé
bao gém cac hoi thao Ve nhan thirc cam x10c, noi nhan
vién hoc cach nhén biét phan g cam x0c cia minh
va phan biét gilra cam xuc ndi tai va biéu 16 bén ngoal
gitip ho chuyén tir BLCXBM sang tham gia cam xuc
chén that hon.

Thir hai, cac t6 chirc cong nén vu tién phat trién
QLCXBT va XLCXNK dé trao quyén cho nhan vién
trong viec QLCXBT cung nhu CXNK trong cac tuong
tac voi dong nghlep va nguoi dan. Diéu nay co thé dat
duoc thong qua cac chuorng trinh dao tao nham vao
vigc cai thién nhén thire cam xdc, diéu chinh cam xuc
va sy dong cam. Bang cach trang bi cho nhén vién cac
nang lyc cam xuc ndy, cc to chue co thé Xay dung
mot luc luong lao dong co6 kha nang d6i pho véi nhimng
thach thurc cam xuc trong vai tro cua ho.

Thur ba, khi cac nén tang so dong vai tro ngay cang
quan trong trong viéc cung cap dich vu, cac to chuc
cong nén trang bi cho nhén vién cac ky nang de giao
tlep hi€u qua voi cong dan tryc tuyen Viéc trién khai
cac cong cu sd, chang han nhu huan luyen cam xuc 4o
va dao tao tryc tuyen, s€ gitp nhén vién quan ly yéu
cdu cam x0c va giam thi€u kiét qu¢, dac bi¢t la trong
cac moi tnrong cang thang

Thur tu, cac to chiic cong nén dau tu vao viéc xay
du’ng mot van hoa lam viée hd tro, glup cung co ca
viéc diéu chinh cam xuc ndi tai va quan ly cam xuc
bén ngoai. Céach tiép can can bang nay s glup dam
bao SHLCV tét hon va cai thién viéc cung cap dich
vu cong.

6. Han ché cia nghién ciru va hwéng nghién ciru
tuwong lai

Nghlen ctru chu yéu str dung phuong phap dinh
luo‘ng va chua két hop véi cac phuong phap nhu phong
véan sdu hodc quan sat hanh vi thyc t€, diéu nay c6 thé
dan dén viéc chua g1a1 thich day du cac dong co ndi tai
hodc anh huong cua b01 canh to chirc dén cach cong
chirc biéu 16 va diéu tiét cam xuc.

Du mo6 hinh phén tich cho thay mdi quan hé giita
CLLDCXTM, NTNLDBCCX va SHLCV thong qua
md hinh h01 quy boi, nghién ctru chua danh g1a mot
cach sau sic cdc tac dong tiém ning clia cac yeu td k¥
nang ky thuat sé 1én moi quan h¢ gitta CLLDCXTM
va SHLCV. Do do, trong boi canh chuyen d6i s6 dang
dién ra rong rdi trong khu vuc cong, cdc nghién clru
tuong lai nén tich hop cac bién s6 do luong truc tiép
v€ k¥ nang ky thudt s6 hay hi€u qua ban than ky thuat
so dé kiém tra tac dong diéu tiét phuc tap cua cac yeu
t6 cong ngh¢ trong m6 hinh quan 1y cam xtc cta cong
chirc. Diéu nay s€ cho phép kiém nghiém tryc t1ep
cac mdi quan hé gitta CLLDCXTM, NTNLDCCX va
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SHLCYV trong bdi canh sb hoa, thay vi chi dua vao suy
dién tir bdi canh chung nhu trong nghién ciru hién tai.
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Effects of Emotionally Intelligent Labor Strategies on Civil Servants’
Job Satisfaction in An Giang Province: The Moderating Effects of
Emotional Self-Efficacy
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Abstract

This study examined the role of emotionally intelligent labor strategies on job satisfaction of civil servants. The
moderating roles of emotional self-efficacy dimensions on these relationships were also investigated. Data were
collected from 1034 civil servants in An Giang province through both online and offline surveys. Multiple regression
and interaction moderation were performed by SPSS software. The results show that deep acting and expression
of natural felt emotions significantly affected job satisfaction. Two dimensions of emotional self-efficacy (using
and managing your own emotions and dealing with emotions in others) played important moderating roles in these
relationships. This provides insight into the influence of emotional factors on work outcomes and suggests ways to
create a working environment that supports the development of emotional competence in civil servants.

Keywords: Job satisfaction, emotional self-efficacy, emotional intelligence, public sector.
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