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 The goal of this research is to investigate the relationship between human resource management 
and tourism supply chain management, as well as the effects of human resource and tourism 
supply chain on customer satisfaction and operation performance. The research was carried out 
in Vietnam at several tourist destinations. The study found 297 viable samples after screening 
the sample. A Partial Least Squares (PLS) algorithm was used to process the data. The study's 
findings revealed a link between human resources and supply chain management in the tourism 
business. Furthermore, the study discovered that human resource management uncertainty had 
an impact on organizational performance.   
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1. Introduction 

The integration of important business processes from suppliers to deliver value-added products, services, and information to 
end-users is known as supply chain management (Krmac, 2011). As a result, supply chain management has an important 
human component that promotes communication and cooperation among all parties involved in the supply chain (Power, 
2005). Human resources and supply chain management are generally viewed as different topics of study, even though they 
are “intimately interwoven” in most company situations (Garanca, 2008). In fact, Taylor et al. (2010) presented human 
resource management as a new research topic in relation to the realm of activity. An effective human resource system is 
essential for establishing a supply chain, increasing customer happiness, and improving operational performance 
(Gunasekaran, 2004). A tourism supply chain is a network of different organizations and businesses that supply one or more 
components of tourism products/services, such as airline and lodging services, for the distribution and marketing of final 
tourism products and services in a tourist destination, and it involves multiple levels, industries, and participating businesses 
in both the public and private sectors (Zhang et al., 2009). Tourism supply chain management is the linking of processes in 
the tourism industry from initial providers (transportation, lodging, dining, sightseeing, and shopping while traveling) to end 
users (tourists) to give products, services, and information to them (Berger, 2002). The establishment and proper management 
of a tourist supply chain will aid in the maximization of benefits for all parties involved (the state, suppliers, tourism 
businesses, tourists, and local people in the tourism destination). calendar). This is also the problem of improving the quality 
of “tourist products” (Dinh, 2017). In 2020, vaccines, country tourism policy, the economy, and the environment will all have 
an impact on the tourism sector. Covid-19 has extended the influence of these repercussions on Vietnam's tourism business, 
contributing significantly to the development of the Vietnamese tourism trend in 2021.Prior to Covid-19, discovering a 
crowded city, meandering through lively marketplaces, dining with locals in pubs, and visiting appealing tourist attractions... 
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are all highly engaging experiences for Vietnamese travelers. Restrictions imposed during the epidemic season, on the other 
hand, have affected the way tourists travel. Travel in the direction of social distancing to adapt to the situation is expected to 
be a trend in 2021 (Corazza & Musso, 2021). 

Due to the impact of the epidemic, tourism activities have been greatly reduced, but according to statistics, the tourism industry 
in 2020 will still increase by 2.34% and contribute to Vietnam's GDP 33.5% compared to 2019. According to Agoda site data, 
Vietnam is one of the four most attractive tourist destinations in 2020. Tourism, as a general economic sector, is forecast to 
suffer a lot of damage and may last even after the epidemic ends. Therefore, Vietnam must prepare plans to develop the 
tourism industry after the epidemic is controlled. The research will study the relationship between factors human resource, 
supply chain management, customer satisfaction, organizational performance to find out the influencing factors and propose 
options.  

2. Literature review 

2.1. Tourism supply chain management 

Tourism is a multi-use sector that includes a variety of products and services (such as transportation and lodging) that are 
combined to create the ultimate tourism product (Buhalis et al., 2012). Because services cannot be saved for future use, travel 
products are not kept. Because tourism items cannot be tested before purchase and tourists must visit tourist producing 
locations to consume items, the tourism sector is a highly information-intensive industry (Khondker et al., 2015). As a result, 
the selling of tourism items is strongly reliant on the product's presentation and interpretation at the point of sale. Tourism 
products are classed and aggregated in general, and comprise various service components such as lodging, transportation, 
sightseeing, dining, and shopping (Divisekera, 2010). Due to fierce rivalry among service providers, the tourism business 
frequently experiences bigger demand variations and more complex dynamics than related businesses (Zhang et al., 2009). 

The four dimensions are often used variables to represent tourism supply chain management such as (1) Order process 
management, (2) Relationship management (suppliers and customers), (3) Service performance management, and (4) 
Capacity and resources management (Yılmaz et al., 2006; Palang et al., 2019). 

2.2. Human resource management 

The success of supply chain management is determined by the behavior of the personnel who make up the supply chain in the 
company. HRM, according to some authors, serves as a support and a mechanism for managing supply chain obligations and 
interactions. Menon (2012) discovered that certain HRM practices, such as flexible job descriptions, team organization, 
collaboration training, and the use of performance indicators, are strongly linked to supply chain success. 

The four dimensions are often used variables to represent HRM such as (1) compensation & benefits, (2) training & staff 
development, (3) communication management style; and (4) recruitment and selection of employees (Smith-Doerflein et al., 
2011; Hohenstein et al., 2014) 

2.3. Customer satisfaction  

According to Kotler (1999), satisfaction is defined as a person's experience of pleasure, excitement, delight, or disappointment 
because of comparing a product's perceived performance to their expectations. The level of satisfaction depends on the factors 
of service quality, product quality, price, and personal factors (Rizan, 2010; Asadi et al., 2014; Pappas, 2017). 

2.4. Organization performance 

Organizational performance refers to how successfully a company meets both its market-oriented and financial objectives 
(Munizu, 2013). The traditional approach of evaluating performance based solely on financial metrics is faulty. Several past 
studies have used financial and commercial factors to assess organizational effectiveness, such as return on investment (ROI), 
market share, and profit margin (Jarad, 2010; Munizu, 2013). The four dimensions are often used variables to represent 
organization performance such as (1) maker share, (2) return on investment, (3) profit margin on sales; and (4) overall 
competitive position. (Li et al., 2006) 

Based on empirical studies and theories, the research hypotheses are: 

H1: Human Resource Management has a positive effect on Tourism Supply Chain Management. 

H2: Human Resource Management has a positive effect on Customer Satisfaction. 

H3: Human Resource Management has a positive effect on Organization Performance. 

H4: Tourism Supply Chain Management has a positive effect on Customer Satisfaction. 

H5: Tourism Supply Chain Management has a positive effect on Organization Performance.  
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Fig. 1. Model Concept 

3. Methodology 

A structural equation modeling technique employing partial least squares (PLS) was employed to experimentally test the 
presented hypotheses (Wong, 2013). This methodology has proved particularly useful in multivariate analysis, and its 
application in the field of SCM has been expanded (Gimenez et al., 2005; Hazen et al., 2015). PLS is the most appropriate 
methodology for this research since it is a tool for performing predictive causal analysis (Soni et al., 2012; Chen et al., 2015) 
in circumstances with great complexity and low theoretical understanding. This is a case study in human resources and supply 
chain management. 

According to Lakens (2014), 100 observations is sufficient to provide an acceptable level of statistical power. As a result, we 
conclude that our sample size is adequate for estimating the PLS, given the properties of our model. PLS yields more accurate 
route coefficient estimations when the sample size is less than 500 (Hazen et al., 2015). 

We created an internet survey to measure the constructs, with responses graded on a five-point Likert scale (1 = Strongly 
Disagree; 5 = Strongly Agree). We utilized the partial least squares approach to analyze these results statistically. We received 
325 replies, with a total of 297 legitimate questionnaires after filtering the data. From January through April of 2020, surveys 
were sent out. This sample size is suitable for the model's conditions. The sample size must meet the so-called "rule of thumb" 
which states that the sample size must be at least ten times bigger than the number of predictors (Gefen et al., 2011). 

4. Results  

The results on the characteristics of the respondents are shown in Table 1 with 10,1 % of the respondents are senior corporate 
executives (chairmen, CEOs, or managers), 45 % are functional area directors (such as tourism logistics or human resources), 
and the rest work in intermediate positions (mainly related to tourism). According to the sample, % of the organizations have 
fewer than 100 employees, 36% have between 100 and 500 employees, and 36% have more than 500 employees. 

Table 1 
Characteristics of respondents 

Characteristics Categories Frequency Percentage (%) 
Position chairmen, CEOs, or managers 30 10,1 

 directors 80 26.9 
 Intermediate (staff) 187 63 

Company size ≤ 50 employees 97 32.7 
 50 – 150 employees 175 58.9 
 ≥ 150 employees 25 8.4 

Location Ha Noi 50 16.8 
 Lao Cai 25 8.4 
 Hai Phong 40 13.5 
 Thanh Hoa 35 11.8 
 Quang Ninh 28 9.4 
 Da Lat 26 8.8 
 Da Nang 28 9.4 
 Nha Trang 25 8.4 
 Ho Chi Minh 40 13.5 

Source: Author's calculation  

Testing the reliability test construct using composite reliability (CR), average variable extracted (AVE), and alpha a (AVE) 
is 0.50 or more (Hair et al., 2014) shown in Table 2. 
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Table 2 
Test of the validity and reliability 

Code Variable Factor’s loading t-value VIF 
Human Resource Management (Cronbach’s alpha: 0.901, CR: 0.931, AVE: 0.771) 

HRM1 Compensation & benefits 0.856 56.139 2.371 
HRM2 Training & staff development 0.881 61.224 2.569 
HRM3 Communication management style 0.891 73.942 2.670 
HRM4 Recruitment and selection of employees  0.884 63.251 2.711 

Customer Satisfaction (Cronbach’s alpha: 0.826, CR: 0.884, AVE: 0.656) 
CS1 Perceived price 0.809 25.128 1.699 
CS2 Quality 0.819 26.199 1.708 
CS3 Benefits 0.805 24.143 1.725 
CS4 Prestige 0.807 20.585 1.857 

Organization Performance (Cronbach’s alpha: 0.854, CR: 0.901, AVE: 0.695) 
OP1 Maker share 0.820 31.413 1.836 
OP2 Return on investment 0.832 34.362 1.861 
OP3 Profit margin on sales 0.864 46.336 2.315 
OP4 Overall competitive position 0.817 32.866 1.890 

Tourism Supply Chain Management (Cronbach’s alpha: 0.827, CR: 0.885, AVE: 0.659) 
TSCM1 Order process management 0.803 31.939 1.737 
TSCM2 Relationship management  0.824 42.990 1.875 
TSCM3 Service performance management 0.803 36.437 1.701 
TSCM4 Capacity and resources management 0.817 38.911 1.822 

 

So, the overall evaluation research model can be expressed well, and we can further proceed with the analysis of hypothesis 
testing. 

 

Fig 2. Bootstrapping Result 

Table 3  
Test Results Path Coefficient  

Hypothesis Test P_value Results 
H1 Human Resource Management  Tourism Supply Chain Management 0.000 Supported 
H2 Human Resource Management  Customer Satisfaction 0.026 Supported 
H3 Human Resource Management  Organization Performance 0.169 Rejected 
H4 Tourism Supply Chain Management  Customer Satisfaction 0.001 Supported 
H5 Tourism Supply Chain Management  Organization Performance 0.000 Supported 
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Based on the results of the direct relationship analysis from Table 3, it indicates that the hypothesis (H3 is rejected, H1, H2, 
H4, and H5 are accepted). 

5. Conclusion 

This research discovered a link between human resource and supply chain. In this regard, the primary goal of this research 
was to examine the impact of human resources on the supply chain, as well as how they influence customer satisfaction and 
organizational performance.  

The results show that human resource management had a direct impact on supply chain and customer satisfaction but there 
was uncertainty on organization performance. Because various elements must be coupled to boost organization performance, 
such as finance, product quality, human resource quality, and so on. 

To begin with, it is vital to continue to expand marketing to potential markets, enhance international tourists' average spending 
and length of stay, and lessen reliance on the international tourist market. In the event that the situation worsens or improves, 
the government should devise plans to assist businesses that are severely impacted by the Covid-19 epidemic, such as 
exemptions and reductions in health and social insurance contributions; and lower interest rates on bank loans for businesses 
that already have solid financial resources but are experiencing temporary cash flow problems. 

Enterprises must also come up with proactive strategies to avoid becoming trapped in an unpredictable circumstance, such as 
sticking to the plan and minimizing airfare. This will not result in more earnings if people are not yet permitted to go or if 
tourists are uneasy due to disease fears. In addition, after the pandemic has been contained, it will be important to improve 
the quality of human resources as well as the quality of services provided by businesses to attract more tourists. 
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