IELTS Reading
Cambridge 14 | Test 1 - Passage 3

Motivational factors and the hospitality industry

Bai doc
A.

A critical ingredient in the success of hotels is developing and maintaining superior performance from
their employees. How is that accomplished? What Human Resource Management (HRM) practices
should organizations invest in to acquire and retain great employees? Some hotels aim to provide
superior working conditions for their employees. The idea originated from workplaces - usually in the
non-service sector - that emphasized fun and enjoyment as part of work-life balance. By contrast, the
service sector, and more specifically hotels, has traditionally not extended these practices to address

basic employee needs, such as good working conditions.
B.

Pfeffer (1994) emphasizes that in order to succeed in a global business environment, organizations must
make investment in Human Resource Management (HRM) to allow them to acquire employees who
possess better skills and capabilities than their competitors. This investment will be to their competitive
advantage. Despite this recognition of the importance of employee development, the hospitality industry

has historically been dominated by underdeveloped HR practices (Lucas, 2002).
C.

(Q29) Lucas also points out that “the substance of HRM practices does not appear to be designed to
foster constructive relations with employees or to represent a managerial approach that enables
developing and drawing out the full potential of people, even though employees may be broadly satisfied
with many aspects of their work" (Lucas, 2002). In addition, or maybe as a result, high employee
turnover has been a recurring problem throughout the hospitality industry. (Q31/32) Among the many
cited reasons are low compensation, inadequate benefits, poor working conditions and compromised

employee morale and attitudes (Maroudas et al., 2006).
D.

(Q28/30) Ng and Sorensen (2008) demonstrated that when managers provide recognition to employees,

motivate employees to work together, and remove obstacles preventing effective performance,



employees feel more obligated to stay with the company. This was succinctly summarized by Michel et
al. (2013): “[P]roviding support to employees gives them the confidence to perform their jobs better and
the motivation to stay with the organization.” Hospitality organizations can therefore enhance employee
motivation and retention through the development and improvement of their working conditions. These

conditions are inherently linked to the working environment.
E.

(Q33) While it seems likely that employees’ reactions to their job characteristics could be affected by a
predisposition to view their work environment negatively, no evidence exists to support this hypothesis
(Spector et al., 2000). However, given the opportunity, many people will find something to complain
about in relation to their workplace (Poulston, 2009). There is a strong link between the perceptions of
employees and particular factors of their work environment that are separate from the work itself,

including company policies, salary and vacations.
F.

Such conditions are particularly troubling for the luxury hotel market, where high-quality service, requiring
a sophisticated approach to HRM, is recognized as a critical source of competitive advantage (Maroudas
et al., 2008). In a real sense, the services of hotel employees represent their industry (Schneider and
Bowen, 1993). This representation has commonly been limited to guest experiences. This suggests that

there has been a dichotomy between the guest environment provided in luxury hotels.
G.

(Q27) It is therefore essential for hotel management to develop HRM practices that enable them to
inspire and retain competent employees. This requires an understanding of what motivates employees at
different levels of management and different stages of their careers (Enz and Siguaw, 2000). This implies
that it is beneficial for hotel managers to understand what practices are most favorable to increase

employee satisfaction and retention.
H.

Herzberg (1966) proposes that people have two major types of needs, the first being extrinsic motivation
factors relating to the context in which work is performed, rather than the work itself. These include
working conditions and job security. (Q34) When these factors are unfavorable, job dissatisfaction may
result. Significantly, though, just fulfilling these needs does not result in satisfaction, but only in the

reduction of dissatisfaction (Maroudas et al., 2008).
l.

Employees also have intrinsic motivation needs or motivators, which include such factors as

achievement and recognition. Unlike extrinsic factors, motivator factors may ideally result in job



satisfaction (Maroudas et al., 2008). Herzberg’s (1966) theory discusses the need for a "balance" of

these two types of needs.
J.

The impact of fun as a motivating factor at work has also been explored. (Q36) For example, Tews,
Michel and Stafford (2013) conducted a study focusing on staff from a chain of themed restaurants in the
United States. (Q37/38/39/40) It was found that fun activities had a favorable impact on performance and
manager support for fun had a favorable impact in reducing turnover. Their findings support the view that
fun may indeed have a beneficial effect, but the framing of that fun must be carefully aligned with both
organizational goals and employee characteristics. ‘Managers must learn how to achieve the delicate
balance of allowing employees the freedom to enjoy themselves at work while simultaneously

maintaining high levels of performance’ (Tews et al., 2013).
K.

Deery (2008) has recommended several actions that can be adopted at the organizational level to retain
good staff as well as assist in balancing work and family life. (Q35) Those particularly appropriate to the
hospitality industry include allowing adequate breaks during the working day, staff functions that involve

families, and providing health and well-being opportunities.
Cau hoi

Questions 27-31

Look at the following statements and the list of researchers below.
Match each statement with the correct researcher, A-F.
Write the correct letter, A-F, in boxes on your answer sheet.

NB You may use any letter more than once.

List of Findings

A. Pfeffer

B. Lucas

C. Maroudas et al.
D. Ng and Sorensen
E. Enz and Siguaw

F. Deery



27. Hotel managers need to know what would encourage good staff to remain.

28. The actions of managers may make staff feel they shouldn't move to a different employer.
29. Little is done in the hospitality industry to help workers improve their skills.

30. Staff are less likely to change jobs if cooperation is encouraged.

31. Dissatisfaction with pay is not the only reason why hospitality workers change jobs.

Questions 32-35

Do the following statements agree with the information given in Reading Passage Number?
In the following statements below, choose:

Yes if the statement agrees with the information

No if the statement contradicts the information

Not Given if it is impossible to say what the writer thinks about this

32. One reason for high staff turnover in the hospitality industry is poor morale.
33. Research has shown that staff have a tendency to dislike their workplace.
34. An improvement in working conditions and job security makes staff satisfied with their jobs.

35. Staff should be allowed to choose when they take breaks during the working day.

Questions 36-40

Complete the summary below
Choose ONE WORD ONLY from the passage for each answer.

Write your answers in boxes on your answer sheet.

Fun at work

Tews, Michel and Stafford carried out research on staff in an American chain of (36........ccccccceene. ).
They discovered that activities designed for staff to have fun improved their (37............ccccoceee. ), and that
management involvement led to lower staff (38.........cccccccceens )- They also found that the activities
needed to fit with both the company's (39..........cccccveeeeen. ) and the (40........ccccceeeeinnnns ) of the staff. A

balance was required between a degree of freedom and maintaining work standards.



DPap an

Bang tdng hop dap an bai doc Motivational factors and the hospitality industry

27.E 28.D 29.B
30.D 31.C 32. YES
33.NO 34.NO 35. NOT GIVEN
36. restaurants 37. performance 38. turnover
39. goals 40. characteristics

Questions 27-31

Dang bai Matching Information yéu ciu ban xac dinh cac phat hién hodc quan diém nay thudc vé nha

nghién ctru ndo. Hay chu y dén céc tén riéng dwoc in hoa trong bai.

Questions 27 Pap an

Hotel managers need to know what would encourage good staff to remain. E. Enz and Siguaw

Dan chirng: (Poan G) It is therefore essential for hotel management... to inspire and retain competent

employees. This requires an understanding of what motivates employees...(Enz and Siguaw, 2000).

Giai thich: Nha quan ly can hiéu ré cac yéu tb thiuc day (motivational factors) dé cé thé gitr chan nhirng

nhan vién gioi.

Questions 28 Pap an

The actions of managers may make staff feel they shouldn't move to a different | B. Lucas

employer.

Dan chirng: (Poan D) Ng and Sorensen (2008) demonstrated that when managers provide recognition

to employees... employees feel more obligated to stay with the company.

Giai thich: Nhirng hanh déng ghi nhan cla quan ly tao ra sy cam két, khién nhan vién cdm thay khéng

nén r&i bé cong ty.

Questions 29 Pap an




Little is done in the hospitality industry to help workers improve their skills. D. Ng and Sorensen

Dan chirng: (Poan C) Lucas also points out that the substance of HRM practices does not appear to...

enable developing and drawing out the full potential of people.

Giai thich: Cac chinh sach nhan sy hién tai trong nganh khach san chwa thyc sy chu trong vao viéc

phat trién kj ndng hay tiém nang clia nguwoi lao dong.

Questions 30 Pap an

Staff are less likely to change jobs if cooperation is encouraged. B. Lucas

Dan ching: (Poan D) ...motivate employees to work together... employees feel more obligated to

stay...(Ng and Sorensen, 2008).

Giai thich: Viéc khuyén khich nhan vién hop tac va lam viéc nhém gitp ho gén boé hon, tir d6 giam kha

nang nhay viéc.

Questions 31 Pap an

Dissatisfaction with pay is not the only reason why hospitality workers change | C. Maroudas et al.

jobs.

Dan chirng: (Poan C) Among the many cited reasons are low compensation, inadequate benefits, poor

working conditions and compromised employee morale... (Maroudas et al., 2006).

Giai thich: Sw khong hai long vé lvong (low compensation) chi la mét trong nhiéu nguyén nhan; cac yéu

t6 khac nhw phuc lgi va tinh than ciing khién nhan vién thay dbi cong viéc.
Questions 32-35

V&i dang bai Yes/No/Not Given, ban can cuc ky can than véi cac tir chi mirc d6 hodc tan suat dé tranh

nham lan gitra No va Not Given.

Questions 32 Pap an

One reason for high staff turnover in the hospitality industry is poor morale. YES

DAan chirng: (Poan D) ...compromised employee morale and attitudes.

Giai thich: Bai doc xac nhan tinh than lam viéc (morale) bi anh hwéng la mét trong nhirng nguyén nhan

dan dén ty I& nghi viéc cao.

Questions 33 Pap an




Research has shown that staff have a tendency to dislike their workplace. NO

Dan chirng: (Poan E) ...no evidence exists to support this hypothesis.

Giai thich: Cau hdi cho rang nhan vién cé xu huwéng khong thich noi lam viéc, nhung bai doc khang

dinh khéng c6 bang chirng nao tng ho gia thuyét nay.

Questions 34 Pap an

An improvement in working conditions and job security makes staff satisfied | NO

with their jobs.

Dan chirng: (Poan H) ...just fulfilling these needs does not result in satisfaction, but only in the
reduction of dissatisfaction.
Giai thich: Viéc cai thién diéu kién va an toan coéng viéc chi gilp gidm bt sy khdng hai long chir khéng

thwe s mang lai sy thda méan (satisfaction) cho nhan vién.

Questions 35 Pap an

Staff should be allowed to choose when they take breaks during the working | NOT GIVEN
day.

Dan chirng: (Poan K) ...include allowing adequate breaks during the working day.

Giai thich: Bai doc chi dé cap dén viéc cho phép cé cac khoang nghi giai lao day du, hoan toan khéng

noi dén viéc nhan vién cé dwoc tw chon thdi gian nghi hay khéng.

ay la dang bai Summary Completion. Ban can tim ding mét tir duy nhat (One word only) tir bai doc dé

dién vao ché tréng.

Questions 36 bap an

Tews, Michel and Stafford carried out research on staff in an American chain of | restaurants
(36, ).

Dan chirng: (Doan J) ...conducted a study focusing on staff from a chain of themed restaurants in the
United States.

Giai thich: Nghién ctu dwoc thwc hién cu thé trén ddi twong nhan vién thudc mét chudi nha hang

(chain of restaurants) tai My.

Questions 37 Pap an




They discovered that activities designed for staff to have fun improved their | performance
(B7 e ),

Dan chirng: (Poan J) ...found that fun activities had a favorable impact on performance...

Giai thich: Cac hoat dong vui choi tai noi lam viéc da mang lai tac dong tich cwc, gitp cai thién hiéu

suat (performance) clia nhan vién.

Questions 38 Pap an

... and that management involvement led to lower staff (38.............ccccccee. )- turnover

Dan chirng: (Poan J) ...manager support for fun had a favorable impact in reducing turnover.

Giai thich: Sy tham gia va Gng ho tir phia quan ly trong viéc tao niém vui da gitp gidm dang ké ty I&

nghi viéc (turnover).

Questions 39 Pap an

They also found that the activities needed to fit with both the company's | goals
(39 yand the (40..........cccviieeeen. ) of the staff.

Dan chirng: (Poan J) ...the framing of that fun must be carefully aligned with both organizational

goals...

Giai thich: Cac hoat déng vui choi khéng dwoc td chirc tw phat ma can phai phu hop véi nhivng muc

tiéu (goals) chung ctia td chirc.

Questions 40 Pap an

They also found that the activities needed to fit with both the company's | characteristics
(39, )and the (40........................ ) of the staff.

Dan chirng: (Poan J) ...and employee characteristics.

Giai thich: Bén canh muc tiéu clia cong ty, cac hoat ddng nay ciing can phai twong thich v&i ddc diém

(characteristics) riéng biét ctia déi ngi nhan vién.



Dich nghia bai doc

Mot yéu td then chdt gép phan vao sw thanh cdng cla khach san chinh la viéc phat trién va duy tri hiéu
suat vwot troi clia nhan vién. Lam sao dé dat dwoc diéu d6? Nhirng chinh sach Quén ly Nhan sy (HRM)
nao ma té chirc nén dau tw dé tuyén dung va gitr chan dwoc nhivng nhan vién tai ndng? Mot sé khach
san dang hwéng dén muc tiéu cung cap didu kién lam viéc vuot trdi cho nhan vién. Y twéng nay co
ngudn gbéc tr nhixtng méi trwdng lam viéc - thwdng 1a ngoai linh vwe dich vu - noi coi niém vui la mot
phan cla sw can bang céng viéc va cudc séng. Trai lai, nganh dich vu néi chung va khach san nai riéng
lai chwa thwe sw ap dung rong rai nhirng cach tiép can nay dé dap ng cac nhu cau co ban cla nhan

vién, chang han nhw méi trudng lam viéc tét.

Pfeffer (1994) nhAn manh rang dé ton tai va phat trién trong méi trwdng kinh doanh toan ciu, cac t6
chirc can dau tw vao linh vwc Quan ly Nhan sw (HRM) dé thu hut dworc nhirng nhan vién cé kj ndng va
nang luc vuot troi so voi ddi thi canh tranh. Nhitng khodn dau tw nay sé tao loi thé canh tranh cho
doanh nghiép. Tuy nhién, du da nhan thirc dwoc tdm quan trong cla viéc phat trién nhan vién, nganh
khach san tir triwéc dén nay van chl yéu bi chi phdi béi cac chinh sach nhan sy kém phat trién (Lucas,
2002).

Lucas ciing chi ra rang ban chat cla cac chinh sach Quan Iy Nhan sw dwérng nhw khong duorc thiét ké
dé xay dwng mdi quan hé tich cwc véi nhan vién, hodc dé ap dung cach tiép can quan ly nhdm phat trién
va khai thac toan bd tiém ndng ctia con ngwdi, méc du nhan vién cé thé nhin chung hai ldng véi nhiéu
khia canh coéng viéc ctia ho (Lucas, 2002). Ngoai ra, hodc cé thé do diéu do, ty I&é nhan vién nghi viéc
cao da tr& thanh van dé I&p lai trong nganh khach san. Mét sé ly do thwdng dwoc dwa ra bao gom:
lwong thap, phuc loi khdong day dud, diéu kién lam viéc kém va tinh than cling nhw thai d6 ctia nhan vién

bi anh hwéng tiéu cwc (Maroudas et al., 2006).

Ng va Sorensen (2008) da chi ra rang khi cac nha quan ly ghi nhan sw déng gép ciia nhan vién, khuyén
khich ho hop tac véi nhau va loai bd nhirng rao can can tré hiéu qua coéng viéc, nhan vién sé cam thay
c6 trach nhiém hon trong viéc gén bo véi cong ty. Michel va cdng sy (2013) da tédm lwoc diéu nay mot
cach ngan gon: Viéc hd tro nhan vién sé giup ho cé thém sw tw tin dé lam viéc hiéu qua hon va c6 dong
lwc dé tiép tuc & lai vdi td chirc. Do d6, cac td chirc khach san cé thé nang cao déng luc va gilr chan
nhan vién théng qua viéc cai thién diéu kién lam viéc, b&i nhirng diéu kién nay gén lién véi moi trudong

lam viéc.

M&c du cé vé nhw phan (rng clia nhan vién véi cong viéc cla ho cé thé bj anh huwéng béi khuynh huéng
nhin nhan tiéu cwc vé mdi trvdng lam viéc, nhung hién khéng cé bang chirng nao Gng hé gia thuyét nay
(Spector et al., 2000). Tuy vay, khi c6 co hdi, nhidu ngudi van sé tim ra diéu gi d6 dé phan nan vé noi
lam viéc ctia minh (Poulston, 2009). C6 mét méi lién hé rd rang gitra cach nhan vién cdm nhan va
nhirng yéu t6 cu thé trong méi trwéng lam viéc — nhirng yéu té khong lién quan trwc tiép dén ban than

cong viéc — nhw chinh sach cong ty, mirc lwong va ché dd nghi phép.



Nhirng diéu kién nhw vay dac biét dang lo ngai dbi véi phan khac khach san cao cp — noi ma dich vu
chét lwong cao doi héi mét cach tiép can tinh té trong quan ly nhan sw, vén dwoc xem 1a nguédn loi thé
canh tranh quan trong (Maroudas et al., 2008). Trén thwc t&, dich vu ma nhan vién khach san cung cép
chinh la dai dién cho ca nganh céng nghiép nay (Schneider va Bowen, 1993). Tuy nhién, sw dai dién nay
thwong chi gi¢i han & trai nghiém cta khach hang. Diéu nay cho thdy cé sy dbi lap ré rang gitra moi
trwdng ma khach hang nhan dwoc va méi trudng lam viéc thwe t& ma nhan vién trdi qua trong cac

khach san hang sang.

Vi vay, viéc phat trién cac chinh sach quan ly nhan sy (HRM) phu hop dé truyén cdm hing va gilr chan
nhirng nhan vién c6 nang lwc 1a diéu cwc ky quan trong déi véi ban quan ly khach san. Bé lam dwoc
diéu nay, ho can hiéu ré diéu gi thic day nhan vién & cac cdp d6 quan ly khac nhau va tai nhirng giai
doan khac nhau trong sw nghiép cta ho (Enz va Siguaw, 2000). Piéu nay c6 nghia la cac nha quan ly
can biét rd nhirng chinh sach nao l1a hiru ich nhét trong viéc nang cao sy hai long va ty 18 gén bé cia

nhan vién.

Herzberg (1966) cho rang con nguwdi ¢ hai loai nhu cau chinh, trong d6 loai dau tién la cac yéu té thuc
day tlr bén ngoai — tirc la nhirtng yéu té lién quan dén bdi canh thye hién céng viéc chir khéng phai ban
than cong viéc. Cac yéu td nay bao gébm diéu kién lam viéc va sy ddm bao codng viéc. Khi nhirng yéu t6
do6 khong thuan loi, sw khong hai long trong cdng viéc c6 thé xuat hién. Tuy nhién, diéu dang chu y la
viéc dap &ng nhirng nhu ciu nay khéng mang lai sw hai long thuc sw, ma chi giup gidm bét sw khéng

hai long ma thoéi (Maroudas et al., 2008).

Ngoai cac nhu cau tir bén ngoai, nhan vién con cé nhirng nhu cau déng lwc ndi tai — hay con goi la cac
yéu t6 thuc day tlr bén trong — bao gdm nhirng yéu td nhw thanh tich dat dwoc va sw cong nhan. Khac
v&i cac yéu td bén ngoai, nhirng yéu té thic day bén trong nay cé thé mang lai sw hai ldng thwc sy trong
cobng viéc (Maroudas et al., 2008). Ly thuyét ctia Herzberg (1966) nhan manh tdm quan trong cua viéc

can bang gitra hai loai nhu cau nay.

Tac dong cha yéu t6 niém vui nhw mét dong lwe trong coéng viéc cling da dwoc nghién ctru. Vi du, Tews,
Michel va Stafford (2013) da tién hanh mét nghién clu v&i cac nhan vién tai médt chudi nha hang theo
chi dé & Hoa Ky. Két qua cho thay cac hoat ddng mang tinh gidi tri cé anh hwéng tich cwc dén hiéu
suat lam viéc, va viéc quan ly hé tro cac hoat ddng vui vé cling gép phan lam giam ty & nghi viéc.
Nhirng phat hién nay cho thay rang yéu t6 vui vé thuc sy c6 thé mang lai hiéu qua tich cwc, nhwng can
phéi dwoc xay dwng sao cho phi hop véi ca muc tiéu cla td chivc va dac diém cia nhan vién. “Cac nha
quan ly phai hoc cach dat dwoc sw can bang tinh té gitra viéc tao diéu kién dé nhan vién duwoc tan

hwéng niém vui trong céng viéc va duy tri hiéu suét lam viéc & mirc cao” (Tews et al., 2013).

Deery (2008) da dé xuat mot sé bién phap co thé ap dung & cap dd t chirc dé gir chan nhan vién gidi,
ddng thoi gitp ho can bang gitra céng viéc va cudc sdng gia dinh. Déi véi nganh khach san, cac bién
phap phu hop bao gdm: cho phép nhan vién nghi ngoi hop ly trong gi® lam viéc, tb chirc cac hoat ddng

c6 su tham gia cla gia dinh, va cung cép cac co hdi chdm séc strc khde va nang cao doi séng tinh than.
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