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The study aims to apply the fuzzy analytic hierarchy process 
(FAHP) method to evaluate the priority of factors that constitute 
employee engagement with hotels. The theoretical review 
introduced and modeled five factors and 21 indicators. 
A pairwise comparison survey was designed and sent to experts, 
including university scientists, leaders of state management 
agencies in charge of tourism, and leaders of hotels. 
The research results show that the job characteristics factor is 
ranked as the first, the second factor is the working 
environment, the third factor is salary and welfare, the fourth 
factor is direct management, and the last ranking factor is 
the employee’s personality. Twenty-one indicators belonging to 
five factors were ranked through Liou and Wang’s (1992) 
method; the results showed that they ranked in the first three 
positions and had the most influence on hotel employee 
engagement as rated by experts, including recognizing 
employee efforts ranked first; the second factor is working 
together to achieve a common goal, and meaningful and 
purposive are ranked as the third factor. Meanwhile, the three 
factors with the lowest rankings, skills requirement, are 
ranked 19, the 20th place belongs to full facility, and the last 
place belongs to the sociable, enthusiastic, and friendly. 
 
Keywords: Employee Engagement, Hotel Industry, Fuzzy AHP 
 
Authors’ individual contribution: Conceptualization — P.T.T.V.; 
Methodology — Q.V.N.; Resources — L.M.H. and Q.V.N.; 
Investigation — L.M.H.; Writing — P.T.T.V., L.M.H., and Q.V.N. 
 
Declaration of conflicting interests: The Authors declare that there is 
no conflict of interest. 
 

 

1. INTRODUCTION 
 
With potential and strengths in natural conditions 
and human resources, tourism is considered one of 
the five key economic sectors of Ba Ria-Vung Tau 
province. According to Man (2021), before 
the COVID-19 pandemic, the number of tourists 
visiting the province tended to increase sharply. 

In 2018, the province welcomed more than 
13.5 million arrivals; in 2019, 15.5 million (increased 
by two million). Revenue from tourism in 2018 was 
14.2 billion VND, and by 2019, it reached 16.5 billion 
VND. The province’s tourism development orientation 
states that develop the tourism industry towards 
high quality. In particular, the quality of human 
resources is the key factor determining success  
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for development (Ngan, 2021). In the project 
“Development of Human Resources for Tourism in 
the Province to 2025, Orientation to 2030”, 
the Department of Culture, Sports and Tourism has 
set specific goals: by 2025, the province will have 
38,000 employees, and by 2030, there will be 
46,000 employees in the tourism sector, in which the 
rate of trained workers will reach from 80% to 100%. 
The tourism industry in Ba Ria-Vung Tau province is 
lacking in quantity and weak in quality, 
asynchronous in terms of industry structure, age, 
and gender. Especially after the COVID-19 pandemic, 
along with the characteristics of the service 
provision industry with the diversity of labor 
affected by seasonality, the rate of job transfer and 
job hopping in the industry is alarming. Moreover, 
hotel staff is the person who directly provides 
services to customers and is responsible for building 
the image of the organization. 

According to Ncube and Jerie (2012), employee 
engagement is the key to creating an organization’s 
competitive advantage. Therefore, organizations 
must make the most of resources to develop 
employees, increasing employee engagement. In 
the tourism industry, managers always know that 
good human resources will help improve business 
performance (Vinh, 2023). However, the rate of 
voluntary resignation and job transfer in the tourism 
sector is very high (Vinh, Hien, et al., 2022). 
The studies confirm that job opportunities from 
other businesses are the main reason for quitting, 
especially in hotels (Ncube & Jerie, 2012; Vinh, Hien, 
et al., 2022). When employees feel attached to 
the organization, they will not only have a higher 
commitment to their work and will work harder to 
contribute to the development of the organization 
but also work harder (Khan et al., 2014; Beloor et al., 
2017; Wertheim, 2016), improving performance and 
productivity, creating economic benefits for 
the organization as well as will help create a positive 
organizational culture and a good working 
environment for all members organization. 

Employee engagement with the organization is 
essential to ensure organizational effectiveness and 
success (Book et al., 2019; Karatepe et al., 2018; Sun 
& Bunchapattanasakda, 2019). Employees who are 
engaged with the organization will feel sympathetic 
to its goals, values, missions, and strategies and will 
have the motivation and energy to complete their 
work in the best way (Toth et al., 2020). Therefore, 
developing and retaining employees is a vital factor 
for businesses (Book et al., 2019; Karatepe 
et al., 2018; Sun & Bunchapattanasakda, 2019; Toth 
et al., 2020). The article evaluates the priority order 
of factors that constitute employee engagement. 
Empirical research at hotels in Ba Ria-Vung Tau 
province will determine the importance of 
the components of employee engagement for hotels. 

The study used the fuzzy analytic hierarchy 
process (FAHP) method (Saaty, 1980) to solve 
complex decision-making problems with different 
selection criteria and people involved in the 
decision-making process. Although the conventional 
analytic hierarchy process (AHP) explains and 
describes expert knowledge, it cannot detail or 
reflect human behavior and thinking (Saaty, 1980). 
Therefore, FAHP was developed to solve fuzzy 
gradation problems. The matrix pair comparisons in 
the FAHP process are fuzzy numbers, allowing 

the decision-maker to assign priorities in the form of 
a natural linguistic expression of the importance of 
each criterion (Yaghoobi, 2018). Consequently, fuzzy 
logic provides a systematic basis for dealing with 
ambiguous or undefined situations (Kahraman 
et al., 2014). Additionally, fuzzy decision-making has 
been applied in various fields, such as Mosayebi 
et al. (2020) in applying fuzzy Delphi and best-worst 
method for identifying and prioritizing key factors 
affecting university-industry collaboration and Lyu 
et al. (2020) in risk assessment using a new 
consulting process or determining the importance of 
the criteria of traffic accessibility. Vinh, Do, et al. 
(2022) applied the fuzzy Technique for Order 
Preference by Similarity to Ideal Solution (TOPSIS) 
approach in the hotel industry. Therefore, applying 
the FAHP approach, this article will propose 
implications to help hotel managers retain 
employees and reduce costs for recruiting and 
training human resources due to employees leaving 
the organization to contribute to local tourism 
development. 

The rest of this paper is structured as follows. 
Section 2 reviews the relevant literature. Section 3 
analyses the methodology used to conduct empirical 
research on employee engagement in the hotel 
industry. Section 4 identifies the factors that 
constitute employee engagement with hotels. 
Section 5 discusses the research findings. Section 6 
concludes the results and discuss the limitations of 
the research. 
 

2. LITERATURE REVIEW 
 

2.1. Employee engagement 
 
Engagement is the intention to stay with the 
organization for a long time (Chandani et al., 2016; 
Sun & Bunchapattanasakda, 2019). The cohesion of 
everyone is not simply a matter of the individual. 
However, it is a link in the chain of dedicated work 
dedicated to achieving the goals set by the 
organization (Mazzetti et al., 2023). There are many 
different views and opinions of researchers in 
defining employee engagement with the organization. 

Kahn (1990) shows that employee engagement 
is the contribution of work members to 
the organization. When engaged, they can present 
themselves physically, mentally, and emotionally 
while doing the job. Engagement occurs when 
individuals are emotionally connected to others and 
aware of work (Saks, 2022). Employees are swept up 
in emotions and perceptions when they know what 
they expect, are expected of, and what they need to 
do to get there, perceive that they are part of 
the organization, mean to their colleagues, are 
trusted, and could improve and grow (Mazzetti 
et al., 2023). In this research, “job engagement” is 
defined as a persistent, positive, and motivated state 
of being motivated to complete work. According to 
Schaufeli’s concept, employees are neither in a state 
of burnout nor automatically engaged in work. 

Book et al. (2019) and Chandani et al. (2016) 
stated that employee engagement is employees’ 
positive attitude towards the organization and 
depends on the level of support they receive. Thus, 
engagement has a lot to do with employee attitudes. 
When employees are committed to the organization, 
they maximize their work abilities (Kahn, 1990). 
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Moreover, employees will engage with their work 
when they feel the meaning of the work, are safe and 
can do it. Therefore, it is the responsibility of 
the organization to develop and nurture engagement, 
as engagement requires a two-way relationship 
between employees and the organization. However, 
Mazzetti et al. (2023) argue that organizational 
commitment is staying with the organization, 
participating in the work regularly, working hard 
every day, protecting the organization’s assets, and 
believing in the organization’s goals. Khan et al. 
(2014) and Wertheim (2016) show that 
organizational commitment is employees’ loyalty, 
willingness to give their best efforts for its goals and 
values, and desire to remain a member. According to 
Beloor et al. (2017), organizational commitment is 
the willingness to work actively for the organization, 
feel proud to be a member and have a solid 
attachment. 

According to social exchange theory, when 
organizations provide resources for employees to 
pursue and develop careers, including benefits, job 
advancement, training, and development, employees 
will have a sense of service obligation and 
commitment to the organization (Meira & 
Hancer, 2021; Tsen et al., 2022). Saks (2022) divides 
employee engagement into work engagement and 
organizational engagement. Lockwood (2008) divides 
engagement into two types: emotional engagement 
refers to how employees feel about the company, 
their leaders, and their colleagues; behavioral 
engagement refers to the effort employees put into 
their work, such as mental effort, time, and energy. 
Mazzetti et al. (2023) suggest that employee 
engagement is a purposefully desired state that 
includes participation, commitment, passion, 
enthusiasm, and effort toward the organization. 
Therefore, it includes an attitude component and 
a behavioral component. From the management and 
organizational behavior perspective, attitudes 
include emotions, behavior, and cognition (Reddy 
et al., 2019). Therefore, engagement includes three 
components: emotional, cognitive, and behavioral. 
 

2.2. Factors affecting employee engagement with 
the organization 
 
The factors affecting employee engagement with 
the organization are as follows. 

Job characteristics 
In the tourism sector, creativity, empowerment, 

and work characteristics are important factors 
affecting employee engagement (Khan et al., 2014). 
Exciting and challenging work will make employees 
love their work and will thereby contribute to 
increased loyalty (Karatepe & Olugbade, 2009). 
Furthermore, work that requires many skills and is 
given autonomy are conditions that encourage 
employees to engage with their work. Saks (2022) 
found that job characteristics were positively 
correlated with employees’ job involvement and 
increased their commitment to the organization. 
When employees are provided with information 
about goals and are empowered, they will be satisfied 
with their work, increasing their commitment to 
the organization (Karatepe et al., 2018). 

Work environment  
The working environment in the organization 

includes the physical environment and psychological 
environment (Nanjundeswaraswamy, 2015). 

The physical environment includes workplace 
location, workspace, and working conditions. 
A suitable and convenient physical environment will 
create excellent conditions for employees to 
strengthen their attachment to the organization 
(Adhikari & Gautam, 2010). The psychological 
environment includes work pressure, working 
atmosphere, etc. A friendly, fun, and sociable 
working atmosphere will increase the confidence of 
each employee, stimulate the creative spirit, and 
increase the employee’s commitment to 
the organization. According to Kim and Hyun (2017), 
when the organization has a good working 
environment, the employee’s commitment to 
the organization is higher. Research by Vinh (2023) 
has shown the relationship between the working 
environment and employee’s commitment to 
the organization. The working environment is always 
a concern for employees because it is related to 
personal convenience, but at the same time, it is also 
a factor that helps them complete their tasks well. 
A good working environment will further enhance 
employee engagement. 

Direct management 
Management is getting things done effectively 

and efficiently through and with other people. 
Operational-level managers (direct managers) are 
directly responsible for producing the products and 
services of the unit. They influence employee 
attitudes and behaviors (Vargas-Sevalle et al., 2020). 
A good relationship between direct management and 
employees will make employees feel safe, support, 
and trust their leaders, thereby making employees 
strive at work, promote new ideas, and bond with 
the organization’s position (Kahn, 1990; Saks, 2022). 
Employees are more engaged with their work when 
their superiors are friendly, inspiring, and care about 
the interests of employees (Nanjundeswaraswamy 
et al., 2020). The relationship between employees 
and operational managers positively impacts 
employee loyalty and commitment (Wegner et al., 
2021). Furthermore, employees who have close, 
trusting relationships with their superiors will have 
more positive attitudes and behaviors toward work 
and the organization (Saks, 2022). 

Salary and benefits 
Salaries and benefits include base salaries, 

allowances, bonuses, and other benefits (Hien 
et al., 2022). To motivate employees toward 
the achievement of organizational goals, the reward 
must be associated with the employee’s work results 
(Yadav & Dabhade, 2014). Conversely, when 
employees feel that they are being mistreated, they 
will be inhibited, depressed, and even leave their 
jobs (Hsu & Kernohan, 2006). All employees want to 
be in specific ways for their dedication or 
contributions. Rewards must be directed toward 
satisfying the personal needs of employees (Mazzetti 
et al., 2023; Tsen et al., 2022). In addition, 
the reward is commensurate with the contribution 
achievements. The diverse and rich welfare policy 
will show the concern of the enterprise to 
the employees, making the employees feel satisfied 
with the reward policy and company welfare 
(Shanock et al., 2019). Once satisfied with the reward 
and welfare policy, employees will want to engage 
with the organization more. 

Employee’s personality 
Personality includes the properties and 

characteristics of everyone expressed in behavior, 
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thoughts, and emotions, with unique and lasting 
characteristics (Huang et al., 2007). There are many 
personality measurement tools, the most popular of 
which are the Myers-Briggs index (MBTI) and the Big 
Five model. The Big Five model is closely related to 
employee job performance, affecting job satisfaction 
(Ahmad et al., 2014) and organizational commitment. 
Ahmad et al. (2014) point out that two dimensions 
in the Big Five model (emotional stability and 
conscientiousness) strongly influence employee 
engagement. Kim and Hyun (2017) point out that 
personality significantly affects employee work 
engagement. A hotel is an industry in which 
employees must meet customer’s needs, so 
personality greatly influences the service provided 

to customers (Ncube & Jerie, 2012; Vinh, Do, 
et al., 2022). In this study, the author expected that 
employee personality, focusing on emotional 
stability, extroversion, and conscientiousness, is 
essential for employee engagement. 

Based on the overview of studies on 
engagement, the authors have demonstrated sets of 
factors that constitute employee engagement with 
the organization. The study has selected a group of 
factors that constitute employee engagement with 
the organization with the following 5 aspects: 1) Job 
characteristics; 2) Working environment; 3) Direct 
management; 4) Salary and benefits; 5) Personal 
personality as the basis for my research model. 

 
Figure 1. Research model 

 

 
 

3. METHODOLOGY 
 
The study uses the FAHP method to evaluate the 
order of priority of the factors constituting 
the employee’s commitment to the organization. 
Although widely used, AHP often has limitations in 
combining uncertainty and inaccuracies inherent in 
mirroring decision-maker’s perceptions and 
judgments of numbers used in the AHP model. 
Therefore, when fuzzyness is a common feature of 
decision-related problems, the FAHP method was 
developed to solve this problem. It allows decision-
makers to express approximations of inputs using 
fuzzy numbers (Zadeh, 1965). Many forms have been 
proposed to calculate and synthesize weights to 
rank factors. This study uses the fuzzy geometric 
mean technique to determine the fuzzy 
multiplicative and fuzzy geometric mean. The fuzzy 
weighting of each criterion is suggested by Hsieh 
et al. (2004) and applied in several studies such as 
Sun (2010), Owusu-Agyeman et al. (2017), Lyu 
et al. (2020), and Vinh, Do, et al. (2022). 

The next step of the research is to rank 
the indicators based on the aggregate results of 
the impact indicators. The ranking method of Liou 
and Wang (1992) is applied. Liou and Wang’s method 
is widely applied in many ranking methods. 
In summary, suppose there are fuzzy triangular 

numbers 𝐴𝑖, 𝑖 =  1, 2, … , 𝑛. The total breakdown value 
for each fuzzy number 𝐴𝑖 =  (𝑙𝑖, 𝑚𝑖, 𝑢𝑖) is given in 
the Eq. (1): 
 

𝑆𝑎(𝐴) = (
1

2
) ((𝑢𝑖 − 𝑙𝑖) 𝑎 + (𝑙𝑖 + 𝑚𝑖) − 2𝑥𝑚𝑖𝑛) (1) 

 
in which 𝑥𝑚𝑖𝑛 = 𝑖𝑛𝑓𝑈𝑛𝑖 = 1{𝑥 = 𝜇𝐴𝑖(𝑥) > 0}, 𝑎 ∈
[0,1], 𝑎 = 1 for optimistic decision makers and 𝛼 = 0.5 
for moderate decision makers. When 𝑋𝑚𝑖𝑛 = 0, 
the formula is calculated as Liou and Wang (1992). 

To perform the pairwise comparison between 
fuzzy parameters, the linguistic variables are 
defined corresponding to the assessment levels in 
Table 1.

Job 
characteristics 

Employee engagement with the hotel 

Working 
environment 

Direct 
management 

Salary and 
benefits 

Employee’s 
personality 

Skills 
requirement 

Clear key 
performance 

indicator (KPI) 

Creative 
freedom 

Interesting and 
challenging 

Meaningful and 
purposive 

Employee 
health and 

welfare carrying 

Clear 
expectations 

and goals 

Clear level of 
job completion 

Recognize 
employee 

efforts 

Salary needed 
to live 

Salary is similar 
to other 

companies 

Fair reward 
system 

Transparent 
salary and 

bonus policies 

Stay calm in 
difficult 

situations 

Sociable, 
enthusiastic 
and friendly 

Be careful at 
work 

Working 
together to 

achieve 
a common goal 

Comfortable 
working space 

Full facility 

Safe working 
environment 

Friendly 
working 

environment 
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Table 1. Linguistic variables 
 

Fuzzy number Linguistic variables Triangular fuzzy number 

1 Equal importance (1,1,1) 

2 Importance of levels 1 and 3 (1,2,3) 

3 Medium importance (2,3,4) 

4 Importance of levels 3 and 5 (3,4,5) 

5 General importance (4,5,6) 

6 Importance of levels 5 and 7 (5,6,7) 

7 Very important (6,7,8) 

8 Important of levels 7 and 9 (7,8,9) 

9 Absolutely important (8,9,10) 

 
Seventeen experts were selected to participate 

in the survey, including educational managers, 
businesses, alumni, and university scholars. Among 
the returned responses, two questionnaires had 

inappropriate answers. Therefore, the results of this 
study are based on the responses of 15 experts. 
Table 2 presents information from experts. 

 
Table 2. Information of experts 

 

No. Position 
Year of 

experience 
Organization 

1 Vice-president 10 University 

2 Dean of Human Resource Management Faculty 15 University 

3 Dean of Tourism Faculty 12 University 

4 Dean of Tourism Faculty 14 University 

5 Leaders of the Department of Labor, Invalids and Social Affairs 15 Department of Labor, Invalids and Social Affairs 

6 Leader of the Department of Tourism 12 Department of Tourism 

7 Hotel manager 10 Hotel 

8 Hotel manager 16 Hotel 

9 Human resources manager 15 Hotel 

10 Human resources manager 14 Hotel 

11 Sales manager 6 Hotel 

12 Sales Manager 7 Hotel 

13 HR Manager 5 Hotel 

14 HR Manager 8 Hotel 

15 Head of Training Department of the hotel 7 Hotel 

 

4. RESULTS 
 
Through the steps of FAHP analysis, fuzzy mean (𝑟), 

weight (𝑟)̃, and best nonfuzzy performance (BNP) 

values are obtained. The local index ranking of 
indicators related to factors of employee 
engagement with the organization is shown in 
Table 3. 

 
Table 3. Impact factors of employee’s engagement with hotels by local ranking 

 
Factors/Indicators r W* BNP Ranking 

Job characteristics (2.75, 3.00, 3.44) (0.33, 0.44, 0.58) 0.45 1 

Skills requirement (0.36, .42, 0.50) (0.05, 0.06, 0.08) 0.06 5 

Clear KPI (0.69, 0.80, 0.94) (0.09, 0.12, 0.16) 0.12 3 

Creative freedom (0.46, 0.53, 0.61) (0.06, 0.08, 0.10) 0.08 4 

Interesting and challenging (1.36, 1.57, 1.79) (0.17, 0.23, 0.30) 0.23 2 

Meaningful and purposive (3.09, 3.58, 4.06) (0.39, 0.52, 0.68) 0.53 1 

Working environment (1.68, 1.92, 2.18) (0.22, 0.28, 0.37) 0.29 2 

Comfortable working space (2.16, 2.43, 2.69) 0.34, 0.42, 0.53) 0.43 2 

Full facility (0.31, 0.34, 0.38) (0.05, 0.06, 0.07) 0.06 4 

Safe working environment (0.42, 0.46, 0.52) (0.06, 0.08, 0.10) 0.08 3 

Friendly working environment (2.23, 2.52, 2.82) (0.35, 0.44, 0.55) 0.45 1 

Direct management (0.37, 0.41, 0.44) (0.05, 0.06, 0.08) 0.06 4 

Employee health and welfare carrying (0.36, 0.40, 0.45) (0.06, 0.07, 0.09) 0.08 4 

Clear expectations and goals (1.04, 1.16, 1.29) (0.17, 0.22, 0.27) 0.22 2 

Clear level of job completion (0.62, 0.70, 0.78) (0.10, 0.13, 0.17) 0.13 3 

Recognizing employee efforts (2.73, 3.11, 3.52) (0.45, 0.58, 0.74) 0.59 1 

Salary and benefits (0.91, 1.03, 1.17) (0.12, 0.15, 0.20) 0.16 3 

Salary needed to live (0.56, 0.63, 0.72) (0.10, 0.13, 0.17) 0.14 3 

Salary is similar to other companies (1.17, 1.34, 1.54) (0.21 0.28, 0.37) 0.29 2 

Fair reward system (0.47, 0.53, 0.59) (0.09, 0.11, 0.14) 0.11 4 

Transparent salary and bonus policies (1.93, 2.25, 2.61) (0.35, 0.47, 0.63) 0.49 1 

Employee’s personality (0.36, 0.41, 0.46) (0.05, 0.06, 0.08) 0.06 5 

Stay calm in difficult situations (1.30, 1.46, 1.63) (0.19, 0.24, 0.30) 0.24 2 

Sociable, enthusiastic, and friendly (0.28, 0.31, 0.35) (0.04, 0.05, 0.06) 0.05 4 

Be careful at work (0.52, 0.59, 0.67) (0.08, 0.10, 0.12) 0.10 3 

Working together to achieve a common goal (3.36, 3.74, 4.10) (0.50, 0.61, 0.75) 0.62 1 

Note: * CR < 0.1. 
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Table 3 shows the r, w, and BNP values of 
the indicators in the preference model for job 
characteristics indicators. The results show that 
meaningful and purposive are ranked first among 
job characteristics factors (BNP = 0.53). The second 
factor is interesting and challenging (BNP = 0.23). 
The third factor is clear KPI (BNP = 0.12). The fourth 
factor is creative freedom (BNP = 0.08), and the last 
important factor is the skills requirement 
(BNP = 0.06). 

Regarding the working environment indicator, 
the results show that a friendly working 
environment is ranked as the most critical indicator 
in the working environment factor (BNP = 0.45). 
The factor ranked second is comfortable working 
space (BNP = 0.43). The factor ranked third is a safe 
working environment (BNP = 0.08), and the last 
important indicator is a full facility (BNP = 0.06). 
Regarding the direct management indicators, 
the results show that recognizing employee efforts 
is ranked in the most critical position among direct 
management indicators (BNP = 0.59). The factor 
ranked second is clear expectations and goals 
(BNP = 0.22). The factor ranked third is the clear 
level of job completion (BNP = 0.13), and the last 
important indicator is employee health and welfare 
carrying (BNP = 0.08). 

Regarding the salary and welfare indicators, 
the results show that transparent salary and bonus 
policies are ranked in the most critical position 
among salary and welfare factors (BNP = 0.49). 
The second ranking is salary is similar to other 
companies (BNP = 0.29). The factor ranked third is 
the salary needed to live (BNP = 0.14), and the last 
ranking is the fair reward system (BNP = 0.11). 
The results show that working together to achieve 

a common goal is the first ranking of importance 
level in employee personality factors (BNP = 0.62). 
The second ranking is for staying calm in difficult 
situations (BNP = 0.24), the factor ranked third is 
careful at work (BNP = 0.10), and the last ranking is 
sociable, enthusiastic, and friendly (BNP = 0.05). 

The results in Table 3 also show the priority 
level of the main factors of employee engagement 
with the organization. The results show that the job 
characteristics factor is ranked first in the model of 
employee engagement with the organization 
(BNP = 0.45). The second factor is working 
environment (BNP = 0.29), the third factor is salary 
and benefits (BNP = 0.16), the fourth-ranking factor 
is direct management (BNP = 0.06), and the last 
ranking factor is employee’s personality 
(BNP = 0.06). *CR < 0.1 indicates an acceptable 
consistency ratio, as Saaty (1980) suggested. 

The study continues to determine each 
indicator’s common index to evaluate the indicators’ 
overall coefficient. The overall index represents 
the contribution of each index to the overall goal 
(employee engagement with the organization). 
The overall index of each indicator in the structure 
is calculated by multiplying the part index with 
the index of the main factor. For example, 
the indicator “meaningful and purposive” is (0.39, 
0.52, 0.68) ∗ (0.33, 0.44, 0.58) = (0.1287, 0.2288, 
0.3944). Equation (1) is applied to rank fuzzy 
numbers with total integral values. Take 
the meaningful and purposive as an example: 
𝑆𝛼 = (1/2) [(0.3944 – 0.1287) 𝛼 + (0.1287 + 0.2288) –

 2 ∗ 0.1287] and 𝛼 = 0.5 for moderate decision-

makers, we have 𝑆𝛼 = 0.116. 

 
Table 4. The global scores and indicators ranking 

 
No. Indicators Global score Final weight (Sa) Ranking 

1 Skills requirement (0.0165, 0.0264, 0.0464) 0.012 19 

2 Clear KPI (0.0297, 0.0528, 0.0928) 0.027 13 

3 Creative freedom (0.0198, 0.0352, 0.0580) 0.017 16 

4 Interesting and challenging (0.0561, 0.1012, 0.1740) 0.052 8 

5 Meaningful and purposive (0.1287, 0.2288, 0.3944) 0.116 3 

6 Comfortable working space (0.1122, 0.1848, 0.3074) 0.085 6 

7 Full facility (0.0165, 0.0264, 0.0406) 0.011 20 

8 Safe working environment (0.0198, 0.0352, 0.0580) 0.017 16 

9 Friendly working environment (0.1155, 0.1936, 0.3190) 0.090 5 

10 Employee health and welfare carrying (0.0198, 0.0308, 0.0522) 0.014 18 

11 Clear expectations and goals (0.0561, 0.0968, 0.1566) 0.045 10 

12 Clear level of job completion (0.0330, 0.0572, 0.0986) 0.029 11 

13 Recognizing employee efforts (0.1485, 0.2552, 0.4292) 0.124 1 

14 Salary needed to live (0.0330, 0.0572, 0.0986) 0.029 11 

15 Salary is similar to other companies (0.0693, 0.1232, 0.2146) 0.063 7 

16 Fair reward system (0.0297, 0.0484, 0.0812) 0.022 14 

17 Transparent salary and bonus policies (0.1155, 0.2068, 0.3654) 0.108 4 

18 Stay calm in difficult situations (0.0627, 0.1056, 0.1740) 0.049 9 

19 Sociable, enthusiastic, and friendly (0.0132, 0.0220, 0.0348) 0.010 21 

20 Be careful at work (0.0264, 0.0440, 0.0696) 0.020 15 

21 Working together to achieve a common goal (0.165, 0.2684, 0.4350) 0.119 2 

 
Table 4 shows the overall results of the impact 

of 21 indicators on employee engagement with 
the organization at hotels in Ba Ria-Vung Tau 
province. According to the analysis results, 
recognizing employee efforts is ranked as the first 
indicator that impacts employee engagement with 
the organization (𝑆𝛼 = 0.124); the second factor is 
working together to achieve a common goal 
(𝑆𝛼 = 0.119), meaningful and purposive is ranked as 

the third indicator (𝑆𝛼 = 0.116), the fourth is 

represented by transparent salary and bonus 

policies (𝑆𝛼 = 0.108), fifth is friendly working 

environment (𝑆𝛼 = 0.090), comfortable working 

space is ranked sixth (𝑆𝛼 = 0.085), salary is not lower 

than similar companies ranked seventh (𝑆𝛼 = 0.063), 
the eighth belongs to interesting and challenging 
(𝑆𝛼 = 0.052), the ninth is stay calm in difficult 

situations (𝑆𝛼 = 0.049), the tenth belongs to clear 

expectations and goals (𝑆𝛼 = 0.045), the 11th is clear 

level of job completion (𝑆𝛼 = 0.029) and salary 
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needed to live (𝑆𝛼 = 0.029), the 13th is clear KPI 

(𝑆𝛼 = 0.027), fair reward system is ranked as 

the 14th (𝑆𝛼 = 0.022), the 15th represented by be 

careful at work (𝑆𝛼 = 0.020), the 16th is safe working 

environment (𝑆𝛼 = 0.017) and creative freedom 

(𝑆𝛼 = 0.017), employee health and welfare carrying is 

ranked 18th (𝑆𝛼 = 0.014), skills requirement is 

ranked 19th (𝑆𝛼 = 0.012), ranked 20th belongs to 

full facility (𝑆𝛼 = 0.011) and last ranking, the 21st 
position belongs to sociable, enthusiastic and 

friendly (𝑆𝛼 = 0.010). 
 

5. DISCUSSION 
 
The critical elements of the employee engagement 
model with the organization are developed based on 
the social exchange theory, including five factors: 
job characteristics, working environment, direct 
management, salary and benefits, and employee 
personality. The research results show that, with 
the group of main factors, the rankings of the five 
factors are as follows: ranked first is job 
characteristics, ranked second is a working 
environment, ranked third is direct management, 
ranked fourth by salary and benefits, and ranked 
fifth belong to employee’s personality. The results of 
this study are consistent with previous research 
results that have shown the ranking level of factors 
such as Book et al. (2019), Chandani et al. (2016), 
Kim and Hyun (2017), Mazzetti et al. (2023), Ozturk 
et al. (2021), Saks (2022), Toth et al. (2020), and 
Vinh (2023). However, the research results also show 
differences in the ranking order for individual 
personality factors. While the research results show 
that the priority level for employee personality 
factors is ranked 5th, research by Saks (2022), Toth 
et al. (2020), and Vinh (2023) evaluates the priority 
level. The priority of this factor is ranked second 
among the factors affecting business cohesion. This 
difference may come from the characteristics of 
the research context and the characteristics of 
the industry and field chosen for research. Research 
results when evaluating the overall indicators show 
the importance of the factors of employee 
engagement within the organization: recognizing 
employee efforts, working together to achieve 
a common goal, and meaningful and purposive are 
the top three critical factors that most notably affect 
the engagement of employees with the organization 
at hotels in Ba Ria-Vung Tau province. The three 
factors considered to have the lowest ratings include 
skills requirement, full facility, sociable, 
enthusiastic, and friendly. 
 

6. CONCLUSION 
 
The purpose of the study is to evaluate the order of 
priority for factors affecting employee engagement 
with the organization at hotels in Ba Ria-Vung Tau 
province. The theoretical review introduced and 
modeled five factors and 21 indicators. A pairwise 
comparison survey was designed and sent to 
15 experts, including university scientists, leaders of 
state management agencies in charge of tourism, 
and leaders of hotels. Through the FAHP analysis 
process, the research results show that the job 
characteristics factor is ranked first in the model of 

employee engagement with the organization 
(BNP = 0.45). The second factor is working 
environment (BNP = 0.29), the third factor is salary 
and benefits (BNP = 0.16), the fourth-ranking factor 
is direct management (BNP = 0.06), and the last 
ranking is employee’s personality (BNP = 0.06). 
Twenty-one indicators belonging to 5 factors were 
ranked through the method of Liou and 
Wang (1992). The results showed that ranking in 
the first three positions and having the most 
influence on employee engagement in hotels was 
ranked by experts include recognizing employee 

efforts (𝑆𝛼 = 0.124), working together to achieve 

a common goal ranked as the second (𝑆𝛼 = 0.119), 
meaningful and purposive is ranked as the third 
factor (𝑆𝛼 = 0.116). Meanwhile, the three factors with 
the lowest rankings include skills requirement 
(𝑆𝛼 = 0.012), full facility (𝑆𝛼 = 0.011), and sociable, 

enthusiastic, and friendly (𝑆𝛼 = 0.010). These results 
show certain similarities with previous studies such 
as Book et al. (2019), Chandani et al. (2016), Kim and 
Hyun (2017), Mazzetti et al. (2023), Ozturk et al. 
(2021), Saks (2022), Toth et al. (2020), and Vinh (2023). 
Besides, the results also show changes in the order 
of factors and instructions in different contexts. 

The results show a specific academic 
contribution when the study has synthesized 
a research model related to employee engagement in 
the hotel industry, especially in the post-COVID-19 
context. Previous studies have shown that 
the tourism industry is the most heavily affected by 
the pandemic (Vinh, Hien, et al., 2022). The study 
results can show high reliability when the experts 
invited to survey are people with experience and 
an in-depth understanding of the tourism industry. 
The combination of the FAHP method and 
the extended FAHP of Liou and Wang (1992) shows  
its effectiveness in scientific and consistent 
research results. 

Research results can be an essential reference 
source for tourism and hospitality-related training at 
universities, state management, and hotel 
businesses. In addition to academic contributions, 
results from this study can also help hotels have 
better human resource options in engaging employees 
with hotels, especially in the post-COVID-19. Some 
hotel suggestions include: 1) Hotels must focus on 
developing job descriptions to help workers better 
know the tasks they must complete. 2) The working 
environment is vital because of material factors such 
as salary and bonus. 3) Administrator recognition of 
employees’ contributions motivates them more than 
financial factors. Besides, building an office cultural 
environment and creating joy for employees, making 
them feel that their work brings them more meaning 
and purpose, are factors that need attention from 
the business side. 

Despite specific contributions to academia and 
management practice, the research must show some 
limitations. The research was only conducted in 
Ba Ria-Vung Tau province. The research method 
stops at ranking factors and indicators. The study 
only surveyed experts’ opinions. Further studies can 
be expanded to other cities across the country. Vary 
the methodological approaches and expanding 
the survey to hotel employees, can be more diverse. 
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