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LOI MO DAU
1. Ly do chon d@ tai

Thoit gian qua, sy hoi nhap kinh té sau va rong cung vaéi bién dong khong
ngirng ctia nén kinh té - xd hoi, d6 vira 1a co hoi vira 13 nhitng thach thic vo cing to
16n d6i voi su phat trién qudc gia noi chung va sy ton tai, phat trién cia cac doanh
nghi¢p Vi¢t Nam noi riéng.

Trong cic ngudn luc dé tao ra su phat trién thi ngudn lyc con ngudi ludn 1a
nguén lyc quan trong nhét. Con nguoi via 1la muc tiéu, vura la dong luc cia su phat
trién. Hién nay, v6i nén kinh té tri thirc, yéu té con nguoi luén dugce coi la ¢b vai trd
hét strc quan trong va quyét dinh dbi v6i sy ton tai, phét trién ctia mdi to chire, don
vi, doanh nghiép va xa hoi.

Tuy nhién, trén thyc té khong phai doanh nghiép nao ciing s¢ hitu duoc doi
ngil ngudn nhan lyc ¢ chat lugng va str dung hiéu qua ngudn nhan lyc d6. Chinh vi
thé, mdi doanh nghiép mudn tao dung, duy tri va phat trién mot doi ngili nhan lyc da
vé b lugng va tdt vé chat lugng thi viéc nang cao chét luong nguén nhan luc 1a mot
cong tac can quan tdm hang dau.

Bén canh d6, nhu ciu ning cao chat luong cudc soéng: ting cuong sirc khoe,
mo rong tri thirc, ndng cao trinh d6 tay nghé khong nhiing chi do yéu cau cia san
xudt ma 1a do nhu cau xuit phat tir chinh ban than con ngudi mudn ning cao chét
lwong cude song, mudn co co hoi thing tién va phat trién, mudn c6 mot vi tri xtng
dang trong xa hoi. Vi vay, viéc nang cao chat luong nguén nhan luc khong chi xuét
phat tir yéu cu ctia san xuat ma con xuat phat tir chinh nhu cau ctia con ngudi, diéu
d6 tao diéu kién tot cho viéc nang cao chat lwong ngudn nhan lyc hién nay.

Trude sy d6i méi to chirc quan 1y va phat trién kinh té x3 hoi, co hoi kinh
doanh ngay cang dugc c6i md. Bén canh nhiing co hoi 1a nhitng thach thuc to 16n
d6i voi cac doanh nghiép. Ciing nhu nhiéu doanh nghiép khac.

Cong ty C6 phan Dich vu K§ thuat MobiFone trong qua trinh hoat dong ciing
da gap phai khong it kho khan, d6i dau véi nhiéu thach thic, trong d6 khong thé



khong nhic dén kho khin trong van dé& chat lwong ngudn nhén lyc, mot nhéan td
quyét dinh su thanh bai ctia doanh nghiép.

Chi khi c6 dugc mot doi ngli nguén nhén luc c6 chit luong thi doanh nghiép
méi ¢6 duoc ngudn lyc chinh dé phat huy sirc manh to 16n dua doanh nghiép di dén
phat trién bén viing. Trong qua trinh tim hiéu thyc té cong tic nang cao chat luong
ngudn nhan lic tai cong ty, mic du cong ty di thuc hién mot sb giai phap nang cao
chat luong ngudn nhan luc, nhung cho dén nay cong tac nang cao chat luong ngudn
nhan lyc tai cong ty van con mot s6 diém bat cap lam han ché su phat trién cia
doanh nghiép. Xuit phat tir tim quan trong vé khoa hoc va vé thuc tién cia viéc
quan 1y, sir dung ngudn nhan lyc, luan van di quyét dinh lay dé tai 1a: “Chdt lwong
nguon nhan lwc tai cong ty Co phan Dich vu Ky thudt MobiFone (MobiFone
Service)” véi muc dich gop thém mot phan 1y luan va dua ra cac giai phap trong
viéc hoan thién cong tadc nang cao chat luong nguén nhan luc tai don vi.

2. Tong quan vé van dé nghién ciru

Viét Nam 13 mot nude c6 nguon nhan lyc doi dao, nhung chat luong ngudn
nhan luc chua dugc danh gid cao. Do viy van dé nang cao, phét trién ngudn nhan
Iuc 14 van dé quan tam hang dau cia tat ca cac cap, cac nganh va cac doanh nghiép.

D3 ¢o rit nhiéu cong trinh nghién ctru, sach bao, tap chi xoay quanh van dé
nay véi rat nhiéu khia canh va pham vi nghién ctru khac nhau. Dudi ddy 1a mot sd
cong trinh tiéu biéu:

- Nguyén Ngoc Quén va Nguyén Tan Thinh (2009), “Qudn Iy Nguon
nhan lyc trong t6 chire”, Nxb Gido duc, Ha Noi. Trong d6 gido trinh danh mat
chuong noéi vé dao tao va phat trién ngudn nhan luc.

- Nguyén Hitu Than (2006), “Qudn tri nhin sw”, Nxb Théng ké, Tp.
H6 Chi Minh. Tac gia dd dé cap dén 1y thuyét vé dao tao va phat trién trong cac
doanh nghiép va cac to chuc tai Viét Nam. Trong do, tac gia tap trung vao viéc dua
ra cac phuong phap dao tao. Piém nhan manh cua cudn sach 1a tac gia tiép can van
dé dao tao voi tu cach 1a mot bién phap nham dbi phé véi nhitng thay doi cua to

chuc trong tuong lai.



- “Pao tao ngudn nhan luc, 1am sao dé khoi “Ném tién qua cira s6” cua
nhom tac gia Business Edge - Mot bd phan cta chuong trinh phét trién kinh té tu
nhan MPDF (Mekong Private Sector Development Pacility). Cudn sach duoc thiét
ké danh riéng cho cha doanh nghiép, giam ddc nhan sy va giam ddc phu trach dao
tao cac doanh nghiép vira va nho. Céc tac gia di dua ra cai nhin téng quat vé tim
quan trong va cac ndi dung cia ddo tao ngudn nhan lyc tai cac doanh nghiép.

- Cubn sach “Ndng cao hiéu qud quan 1y nguén nhdn lc trong qud
trinh céng nghiép héa, hién dai héa dat nwée”, NXB Khoa hoc xa hoi (2006) cua
Pham Thanh Nghi (chu bién), Tran Xuén Cau, Tran Hiru Han. Céc tac gia di dua ra
mot sd giai phap nham tang tinh hiéu qua trong viéc quan 1y nguén nhan luc & Viét
Nam.

- Phan Thanh Tam (2000), “Gidi phdp ndng cao chdt lwong nguon
nhan lyc phuc vu nhu cau cong nghiép hoa, hién dai hoa dat nwée”, Luan an Tién
sy kinh té trudong Pai hoc Kinh té qudc dan di di siu nghién ciru mot sé nhom giai
phap nham nang cao chat lugng ngudn nhan lyc phuc vu su nghiép cong nghiép
hoa, hién dai hoa.

- Cubn sach “Phdt trién nguon nhan liec Viét Nam trong qud trinh cong
nghiép hoa, hién dgi hoa” ctia TS. Lé Thanh Ha, NXB Lao dong (2009).

- Pé tai khoa hoc cip nha nudc “Hodn thién co ché quan Iy gido duc
nham ndng cao chdt lirong ddao tao lao déng ky thudt ¢ nwée ta giai doan 2001-
20107, tac gia Vit Ngoc Hai - Vién nghién ciru phat trién gido duc.

Con c6 rat nhiéu dé tai nghién ctru khéc, tiép can tir nhitng goc do khac nhau
nhung chi yéu tip trung nghién ciru va 1am sang to viéc nang cao, phat trién ngudn
nhan luc. Pa s6 cac dé tai nghién ctru c6 hudng xem xét cac van dé phat trién nguon
nhan lyc ¢ tim vi mo. Tuy nhién, cac dé tai d6 chua di siu nghién ctru co ban va co
hé thdng cong tac phat trién va quan 1y ngudn nhéan lyc trong cac loai hinh doanh
nghiép no6i chung va doanh nghiép hoat dong trong linh vuc cham soéc khach hang

trén nén tang vién thong ndi riéng. Tu thyc t€ do, viéc lya chon dé tai “ Chat lugng



ngudn nhan lyc tai cong ty C6 phan Dich vu K¥ thuit MobiFone (MobiFone
Service)” vira co y nghia vé mat 1y thuyét va thuc tién.
3. Muc dich nghién ciru

Dé xuat dua ra cac giai phap c6 tinh kha thi nham nang cao chét lugng ngudn
nhan lyc ciia Cong ty Co phan Dich vu K§ thuit MobiFone, gbp phin dua cong tac
quan ly nhan luc cia cong ty ngay mot khoa hoc hon.

Pé dat duge muc tiéu trén, dé tai can thuc hién duoc cac ndi dung sau:

- Nghién ctru cac ndi dung vé chat lwong ngudn nhan lyc trong doanh nghiép

- DPanh gia chat luong nguén nhan lyc tai cong ty Co phén Dich vy Ky thuat
MobiFone

- P& xut giai phap nham nang cao chit lvgng ngudn nhan lyc tai cong ty Co
phﬁn Dich vu Ky thuat MobiFone.
4. Pbi twong va pham vi nghién ciru

- Pbi tugng nghién ciru:

Dé tai nghién ctru giai phap nang cao chit luong ngudn nhan lyc tai cong ty

Co phﬁn Dich vu K¥ thuat MobiFone.
- Pham vi nghién ctru:

Vé khong gian: tai Cong ty C6 phan Dich vu K¥ thuat MobiFone.

Vé thoi gian: Luan vén tap trung nghién ciru trong thoi gian tir nim 2016 —
2019.
5. Phwong phap nghién ctru

Phuwong phdp thong ké phan tich: tac gia thu thap cac tai liéu va sb liéu thi
cap vé chat luong va nang cao chat luong ngudn nhan luc tai cong ty. Trén co s¢ do
tac gia danh gid, phan tich thuc trang va s€ dua ra dugc nguyén nhan cua nhitng han
ché trong cong tac nang cao chat lvong ngudn nhan lyc tai cong ty.

Phuwong phdp diéu tra xd hoi hoc:

+ Phong véan theo bang hoi (phiéu khao sat): huéng téi muc tiéu danh gia

chat lugng cua ddi ngli can bd cong nhan vién trong cong ty.



+ St dung phiéu diéu tra thiét ké danh cho Ban lanh dao (Ban Téng Giam
dbc, Truong - Pho cac phong ban, Giam ddc, Phé giam dbc cac Chi nhanh) va NLD
trong cong ty.

6. Két cau ludn vin

Ngoai phan mé dau, két luan va cac phan bd cuc khac, ludn vin co két ciu
gdém 3 chuong chinh nhu sau:

Chuong 1: Co s6 1y luan vé ngudn nhan luc va chit luong ngudn nhén lyuc
trong doanh nghiép

Chuong 2: Thuc trang chét lugng nguén nhan lyc tai cong ty Co phén Dich
vu K§¥ thuat MobiFone

Chuong 3: Giai phap nang cao chit luong ngudn nhdn luc tai cong ty C6

phﬁn Dich vu Ky thuat MobiFone.



CHUONG 1: COSOLY LUAN VE NGUON NHAN LUC VA

CHAT LUQNG NGUON NHAN LUC TRONG DOANH NGHIEP
Chuong 1 sé trinh bay co sé Iy ludn vé NNL va chdt lwong NNL trong doanh

nghiép. Pay la co s6 khoa hoc vé Iy thuyét dé nghién ciru, ddnh gid thuce trang chdt
lwong NNL ciia Cong ty trong thoi gian qua, théng qua d6 dé xudt gidi phdp nding
cao chat lrong NNL trong doanh nghiép trong thoi gian téi.

1.1. Cac khai niém

1.1.1. Khdi niém nguon nhdin lyc

Trudc ddy, nghién ctru vé ngudn lyc con nguoi thudng nhan manh dén chat
lwong va vai trd trong phat trién kinh té xa hoi. Trong 1y thuyét vé tang truéng kinh
té, con nguodi dugc coi la mdt phuong tién hitu hi€u cho viéc dam bao tbc do tang
trudng kinh té bén viing tham chi con nguodi dugc coi la nguén von dic biét cho su
phat trién — von nhan lyc.

Tir thap nién 80 cua thé ky XX véi sy thay d6i cin ban vé phuong thirc quan
Iy hién dai, 1y con nguoi 1am trung tdm thi thuat ngit “ngudn nhan lyc” bat dau
duoc st dung rong rdi, voi y nghia 1a ngudn luc con ngudi, thé hién mot sy nhin
nhan lai vai tro yéu t6 con nguoi trong qua trinh phat trién. Noi ham NNL khéng chi
bao ham nhitng ngudi trong do tudi lao dong co6 kha ning lao dong, cling khong chi
bao ham vé mit chat lugng ma con chira dung ham ¥ rong hon. Hién nay c6 nhiéu
quan diém khac nhau vé NNL.

Theo Lién Hop Qudc thi “Nguon nhdn Iyc la tat cd nhitng kién thirc, ky
nang, kinh nghiém, nang lyc va tinh sang tao cua con nguoi co quan hé toi sy phat
trién ciia moi cd nhan va cia dat nuée” [15].

Ngan hang thé gi¢i (WB) cho rang: NNL 14 toan bd von con ngudi bao gdbm
thé luc, tri lyc, k§ ning nghé nghiép... cia mdi ca nhan. Nhu vay, ngudn luc con
nguoi dugc coi nhu mot nguén von bén canh céc loai von vat chat khac 13 von tién
t¢, cong nghé, tai nguyén thién nhién. Tuy nhién, sy tham gia ctia ngudn vén nay

trong qua trinh san xuat lai khong giong nhu von bang tién, von cong nghé, tai



nguyén. Nguén von dic biét nay dugc dat bén canh céc loai von kia nhung dé khai
thac, duy tri va st dung céac loai von vat chat do.

Theo t6 chirc lao dong quéc t& (ILO) thi NNL ciia mdt qudc gia 1a toan bd
nhitng nguoi trong d6 tudi co kha ning tham gia lao dong. Khai niém nay chi ra quy
mo va tiém lyc ciia mot qudc gia va danh gia vé kha ning tham gia hoat dong kinh té
dé tao ra tai san cho x hoi ctia NNL trong qua trinh sinh séng va xay dung dat nudc.

Theo gido trinh nguén nhan lyc cua truong Pai hoc Lao dong - Xa hoi do
PGS. TS. Nguyén Tiép chu bién:

Pung theo goc d6 vi md, NNL ciia mot qudc gia thi NNL duge hiéu véi tu
cach 12 ngudn cung cap suc lao dong cho xa hoi thi “Nguon nhan luc bao gom toan
bo dan cu co kha nang lao dong” [14]

“Nguén nhdn luc dwoc hiéu theo nghia hep hon, bao gom nhém din cuw
trong dé tuéi lao déng cé kha nang lao dong” [14]. Khai niém nay chi kha ning
dam duong lao dong chinh ctia xa hoi.

Theo gido trinh kinh t&¢ NNL cua truong Pai hoc Kinh té Qudc dan do
PGS.TS. Tran Xuan Cau, PGS.TS. Mai Qubc Chanh chi bién: “Nguon nhan lwc la
nguon lyc con nguoi cé khd ndng sang tao ra ciia cdi vdt chdt va tinh than cho xa
héi dwoc biéu hién ra la sé luong va chat lvong nhat dinh tai mét thoi diém nhat
dinh” [2].

B6 Lao dong - Thuong binh va Xa hoi cho réng: “Nguén nhan luc la tiem
nang vé lao dong trong mot thoi ky xdc dinh cia mét quoc gia, suy rong ra cé thé
dwoc xdc dinh trén mét dia phwong, mét nganh hay mét ving. Pdy la nguon luc
quan trong nhat dé phat trién kinh té xa hoi” [1].

Tir cac quan niém trén, NNL dugc hiéu theo hai nghia: Theo nghia rong, la
ngudn cung cip stc lao dong cho x4 hoi, cung cip ngudn lyc cho su phat trién. Do
d6, NNL bao gom toan bd dan cu c6 thé phat trién binh thuong. Theo nghia hep thi
NNL la kha nang lao dong cia xa hoi, la nguén luc cho su phat trién kinh té x3 hoi,

bao gdm cac nhom dan cu trong do tudi lao dong, c6 kha ning tham gia vao lao



dong, 1a téng thé cac yéu t6 vé thé luc, tri luc va tdm luc cua ho duoc huy dong vao
qué trinh lao dong.
1.1.2. Khdi ni¢m chdt lwong nguén nhin luc

Theo t6 chirc tiéu chuan qudc té (ISO) dinh nghia “chdt lwong ld toan bé
nhitng tinh nang va dac diém cia mét san phcfm hoac mot dich vu thoa man nhitng
nhu cau dd néu ra va tiem an; nguoi tao nén chat luong cua san phcfm, dich vu do,
xét trong pham vi hep mot 16 chike thi la tat ca luc lwong lao dong cua 16 chirc do".

Theo Tran Xuan Cau va Mai Qubc Chanh: “Chdt heong nguon nhén lyc la
trang thdi nhdt dinh cia nguén nhan lyc thé hién méi quan hé giita cdc yéu té ciu
thanh bén trong ciia Nguén nhdn luc” [2].

Theo quan diém cua TS. Phan Thanh Tam thi chat lwong ngudn nhan luc
dugc dinh nghia: “Chdt lwong nguon nhan lc la tong hoa cia cd 3 yéu to: Tri luc,
thé lirc va pham chdt ciia nguoi lao déng” [12].

Tir nhitng quan diém trén, c6 thé hiéu khai niém chat lwong NNL nhu sau:
Chat luong NNL 12 trang thai nhat dinh cia NNL thé hién mdi quan hé gitra cac yéu
t6 cAu thanh nén ban chat bén trong cia NNL, phan anh trinh d6 phat trién kinh té -
xd hoi cling nhu mirc song, trinh d6 dan tri. Chat lwong NNL 1a toan bd nhiing
pham chét dao duc, thé chit, tham m¥y va ning luc cia con ngudi cd anh hudng
quyét dinh dén viéc hoan thanh nhitng muc tiéu hién tai va tuong lai cia moi to
chtrc. Hay néi mét cach khac “Chdt lwong nguon nhan luc la tong thé cdc yéu ciu
thanh nang lyc bao gém: thé luc, tri luc va tam luc (phcfm chd't) cua lyc luvong lao
dong”. Trong do:

- Thé lyc: La trang thai stc khoe ctia NLD, thé hién & sy phat trién sinh hoc,
du sire khoe dé tham gia lao dong, hoc tap va 1am viéc 1au dai.

- Tri lyc: La nang luc tri tug, 1a hoc van chuyén mon k¥ thuat, 1a ky nang
nghiép vu tay nghé. N6 c6 tinh chat quyét dinh 16n dén kha ning séang tao ctia NLD.

- Tam luc (pham chat): La sy phan anh thé hién tinh cach, tim 1y, su giac ngo,
y thire, cac gia tri van hoa dugc két tinh trong NLD tao nén nhitng gié tri co ban cta

nhén cach chat lugng lao dong va biéu hién ra & y thuc lao dong, thai do lao dong.



1.2. Tiéu chi danh gia chit lwong ngudn nhan luc
1.2.1. Thé lwc nguon nhén luc
- Vé strc khoe thé chat

Theo dinh nghia vé stc khoé cia To chirc Sirc Khoé Thé Gigi (WHO): “Sikc
khoé la mot tinh trang hoan toan thoai mai ca vé thé chat, tam than va xa héi, chir
khong phai la chi la khong co bénh hay thuong tat”.

Nhu vay, stc khoe bao gom: sirc khoe co thé va strc khoe tinh thin. Nang
cao stc khoe co thé 1a ting su cuong trang, kha ning mang véc, sttc lao dong chan
tay. Nang cao strc khoe tinh than 1a ting sy déo dai cua hoat dong than kinh, ting
kha nang van dong cua tri tug, bién tu duy thanh hanh dong.

Stc khoe NLD chiu 4nh huong cia nhiéu yéu td nhu ty nhién, xa hoi, kinh
té... va duogc phan anh thong qua céc chi tiéu c6 thé do luong nhu ting vé: chiéu
cao, can nang, ngoai hinh, suc bén, d6 déo dai, kha nang mang vac vat nidng, tinh
trang bénh tat,...

- Vé thAm my

“Tham my” 1a kha ning cam nhan cai hay, cai dep. Tham my 1a mot yéu t6
co ban cua chit luong ngudn nhan e, thim my dinh hudng viée bdi dudng nhu
cau, khat vong cua con nguoi theo tiéu chuan “Chan, thién, my”.

Tham my truc tiép thac day tdm 1y, lam ting nang suit lao dong, tham gia
nang cao chét lugng san pham. Tuy nhién, vai trd chil yéu ctia né van 1a 1am giau co
cho doi séng tinh than cta con ngudi. Vai tro ctia nhimg thude do thim my trong
doi séng tinh than ciing twong tuw nhu vai trd cta nhitng thuée do dao dire trong doi
song x4 hoi.

Nang cao thim my ngudn lao dong dung din c6 tic dong thuc diy sy phat
trién tri tué NLD & trinh d6 cao hon, dic biét nd co gia tri dinh hudng cho cac hoat
dong tri tu€, cho viéc sir dung cac thanh tyu cua tri tu€, cia khoa hoc vao nhiing
muc dich nhan vin, tién bo xa hdi vi cude séng hanh phuc cua con nguoi.

Tiéu chuan trudc tién ciia thAm my cia NLD 14 thim m§y vé con nguoi, &

thoi ky hién dai chinh 1a kha nang hop tac. ThAm m¥ ngudn lao dong 1a lam cho
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NLD kham phuc, sdng dugc v6i tit ca moi ngudi. Nhirng ai c6 ich cho tit ca moi
nguoi, d6 1a nhitng ngudi dep nhat. Tiép d6 1a nang luc tiép nhan. Chung ta thuong
n6i ngudi ndy thong minh, nguoi kia sang da. DAy chinh 1a mot vé dep, vé dep cia
nang luc tiép nhan céi mé. Tiéu chuan tht ba cia vé dep con nguoi hién dai 1a sy
hai hoa giira doi sdng tAm hon va doi séng vat chat. Noi dén vé dep cia con ngudi
thi khong phai 1a n6i vé mot sy nghiép, ma trude hét 1a néi dén tiéu chuan doi séng
hang ngay. Cudi cing, mdt con ngudi mudn dep thi phai 13 con ngudi ¢6 gido duc,
trong su giao duc do c6 gido duc vé cai dep. Gido duc gop phan nang cao khiéu
thAm m§ cua con ngudi, giup ho co kha ning nhan ra cai dep va sau d6 1a kha ning
lam minh dep Ién.

Pénh gia stc khoe thé chat cuia NLD khong chi dua trén nhirng tiéu chi nhu
chiéu cao, can ning ma con dya vao nhiing tiéu chi khac nhu tinh trang nghi om,
nghi thai san, nghi 1am do tai nan lao dong hay ty 1& méc bénh nghé nghiép... cua
NLD trong ky. Dé luong hoa duogc tiéu chi nay trong cong tac danh gia chat lugng
NNL, c6 thé tién hanh phuong phap thong ké, phuong phap so sanh va phén tich
nhitng biéu hién cua céac chi tiéu do luong stic khoe thé chat trén.

1.2.2. Tri lwe nguon nhan lc
Tri luc cua nguén nhan lyc duge cdu thanh béi cac yéu t sau:
- Vé kién thuc

Kién thuc 1a tong thé tri thic, hiéu biét ma mot nguoi linh hoi, tich liy qua
trai nghiém hodc hoc hoi. Kién thirc ctia con ngudi 1a mot yéu td dau tién va quan
trong cdu thanh ning luc ciia con ngudi. Kién thirc 1a qua trinh tich Iy tir hoc tap,
nghién ctru, dao tao trong cong vi¢c va su quan sat, hoc hoi cia ¢4 nhan.

Kién thac NLD chiu anh huong cua yéu td nhu hoc van, kinh nghiém, dinh
hudng phat trién c4 nhan. Mot sb kién thirc c6 thé xac dinh thanh cac tiéu chuan,
mot s6 kién thire kho xac dinh va dua ra tiéu chuan dé danh gia.

Nang cao kién thirc bao gom:

+ Nang cao kién thirc nghé nghiép;

+ Nang cao kién thirc chuyén mon;
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+ Nang cao kién thirc quan Iy;

+ Nang cao kién thurc trong linh vyc lam viéc;

+ Nang cao kién thirc khac phuc vu cong viéc.

Pénh gia ning luc ciia mot ngudi tot, kha hay trung binh, yéu...dya trén kién
thirc vé& chuyén mén trong linh virc cong tac.

- V& k¥ ning

K¥ nang 13 ning lyc hay kha nang chuyén biét cia mét ca nhan vé mot hodc
nhiéu khia canh nao d6 dugc str dung dé giai quyét tinh hudng hay cong viéc nao do
phat sinh trong cong viéc. Ky ndng la viéc van dung tri thic khoa hoc k¥ thuét vao
cong viéc thyc tién.

Nang cao k¥ ning 1a nang cao k¥ ning thuc hanh, gin véi thuc té cong viée
va dugc thé hién trong hoat dong ctia con nguoi nhu qua cach st dung doi tay khéo
1éo 1ap rap, van hanh may moc, sira chita do vat; cach sir dung ngdn ngit nhu doc,
viét, noi, giang day; cach sir dung cam giac nhu chan doan, thanh tra, diéu tri; cach
sit dung tinh sang tao nhu phat minh, thiét ké...; cach sir dung kha ning lanh dao
nhu khoi sy mot dy 4n méi, to chire, chi dao, ra quyét dinh...

K§¥ nang phu thudc vao tinh dic thu ciia nghé nghiép, khac nhau trong ting
linh vuc, vi tri, cong viéc. Thong thuong, k¥ ning gém co ky ning cung (tri tué
logic) va k§ nang mém (tri tué cam xuc):

+ KJ¥ nang ctirng hay con goi 1a k¥ nang chuyén moén: 1a nang cao ky nang
c6 dugc do gido duc, dao tao tr nha truong va la k¥ nang mang tinh nén tang.
Nhiing k¥ nang nay thuong xuat hién trén ban 1y lich nhan sy, d6 chinh 14 nang cao
kha nang hoc vén, kinh nghi¢m va sy thanh thao vé chuyén mon.

+ K§ niang mém la k§ ning trong cudc séng con ngudi, 1a nhimng thir thuong
khéng dugc hoc trong nha trudng, khong lién quan truc tiép dén kién thirc chuyén
mon, khong thé so nam, khong phai 14 k¥ nang ca tinh dic biét ma phy thudc cha
yéu vao cé tinh cia ting nguoi.

Tom lai, chia khoa dan dén thanh cong thuc su 1a phai biét két hop ca hai k¥

nang trén.
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Co s¢ danh gid chat lwong nguon nhén lyc:

M3di doanh nghiép c6 dic trung loai hinh kinh doanh khac nhau nén co s¢ dé
danh gia chit luong 4y ciing mang nhiing nét riéng biét. Cac doanh nghiép c6 thé
can cir vao mdt trong nhirng co sé sau day:

- Can ctr vao ké hoach san xuét kinh doanh ma ngudi quan 1y truc tiép 1én ké
hoach vé chit lwrgng ngudn nhan luc: bao gém céc kién thire, k¥ ning can thiét,
danh gia chat lugng nguén nhan lyc hién tai, so sanh va dua ra sd lao dong can thiét
theo trinh do lanh nghé, k¥ niang da dat yéu cau cua cong viéc dat ra dé tir d6 c6 ké
hoach ddo tao ning cao nhiam cai thién chat lwong ngudn nhan lyc dap ing nhu ciu
san xuat kinh doanh cua to chic.

- Cin cilr vao loai hinh san xuat ctia doanh nghiép: d6i v6i doanh nghiép san
xudt thi yéu cau vé chat lugng ngudn nhan luc c¢6 khac voi doanh nghiép thuong
mai va dich vu.

- Sy thay d6i cua thi truong — khach hang: Pung trude sy bién dong bat
thudng cia thi truong tiéu thu hang héa, sy canh tranh ngay cang gay git budc moi
doanh nghiép mudn cai thién va ting cudng su canh tranh thi can phai danh gia chat
luong nguén nhan lyc hién tai ciia minh, tim ra nhirng han ché cua nguén nhan luc,
nhirg yéu cau d6i v6i chat luong ngudn nhan luc dé tir d6 c6 phuong huéng méi
cho chét lwong ngudn nhén lyc.

Do d6 ngoai cac tidu chi da néu trén, cac chi tidu phan anh chat lugng ngudn
nhén luc con co thé ké dén:

- Chi tiéu phan 4nh co cAu nghé nghiép cua lao dong: Pé dam bao chat luong
lao dong dap ung cong viée trong mdi nganh nghé hoat dong trong coéng ty nhim
tranh tinh trang nguoi lao dong khong dugc bé tri theo dung trinh d6 chuyén mén
hién c6 dan dén ning suat lao dong trong timg nganh giam sut. Co thé tién hanh
danh gia bang cach so sanh s6 lao dong hién tai c6 di kha nang dap tng yéu cau cia
cong viéc véi nhu cau ban dau ma doanh nghiép dua ra theo nhu cau san xuat kinh

doanh dé thdy duogc chit luong lao dong trong twong lai theo phuong phap nay
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- Chi tiéu phan 4nh mtrc d6 phu hop gitta cdp bac cong viée voi cip bac cong
nhan theo tirng nghé:

+ Cap bc cong viéc phan anh su phire tap trong k§y thuat, yéu cau vé nhiém vy,
trach nhiém khi tién hanh thyc hién cong viéc. Cip bac cong viéc cang cao thi muc
do doi héi ky nang cang lon.

+ Cép bac cong nhan phan 4nh trinh d6 lanh nghé cua ngudi lao dong. Cap béc
cang cao thé hién trinh do kién thirc ctia ho cang thanh thao.

+ Tién hanh so sanh cip bac cong viéc binh quan véi cip bac cong nhan binh
quan theo timg nghé dé danh gia xem sy phu hop giita cip bac cong viée v6i cip
bac cong nhan hién dang ton tai trong t6 churc ¢o sy chénh 1éch nhu thé nao. Co cau
lao dong co chat luong hop 1y khi cdp bac cong nhan binh quan bang hoic thap hon
cap bac cong viéc binh quén thi diéu nay s& khuyén khich ngudi lao dong nang cao
trinh do lanh nghé ctia minh gitip t6 chirc st dung hop 1y lao dong.

1.2.3. Phim chit dao dirc nguon nhan lyc

Pham chét: Pham 1a tu cach con Chat 1a tinh chat. Pham chat con c6 c¢6 nghia
chi tu cach dao duc.

Pham chat dao dirc 1a tdp hop cac nguyén tic, quy tic, chuan muc xa hoi
nham diéu chinh, d4nh gia hanh vi ctia con nguoi dbi v6i ban than va trong quan hé
v6i nguoi khac, voi xa hoi.

Pham chat dao dirc voi tu cach 1a mot hinh thai ¥ thic xa hoi, ¢6 tinh giai
cép, tinh khu vuc, tinh dia phuong va ndi dung cac chuan muc dao duc thay doi
theo nhiing diéu kién lich st cu thé.

Chtrc ning co ban cua pham chat dao dtc 1a diéu chinh hanh vi cua con
nguoi theo cac chuan muc va quy tic dugc xa hoi, td chirc thira nhan béng surc
manh cia cua gido dyc, cua luong tdm ca nhan, ctia du luan xa hdi, cua tap quan
truyén théng tot dep cua dan toc.

Trong qua trinh lao dong, ning cao phim chat dao dic cho NLD d6 chinh 1a
nang cao: tinh ky luat, tinh ty giac, tinh than hop tac, tic phong lao dong, tinh than

trach nhiém...
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Viéc nang cao phim chat nay lién quan téi tAm 1y c4 nhan va gin lién véi
nhimg gia tri vin hoa ctia con nguoi. Ngudi Viét Nam co truyén théng can cu, chiu
thuong chiu khé nhung vé ky luat va tinh than hop tac con nhiéu nhugce diém, gay
han ché cho tién trinh hoi nhap quéc té.

Nhu vay, phélm chét dao dire quy dinh thai do, nghia vu, trach nhiém ctia moi
ngudi dbi voi ban than ciing nhu dbi voi nguoi khac trong x3 hoi. Pham chat dao
duc 1a khudén miu, 13 tiéu chuan dé xay dung cach lam viéc, 16i séng va 1y tudong
ctia mdi con ngudi.

Néng cao pham chat dao ditc NLD gdm c6 nang cao pham chét dao duc ca
nhan va niang cao pham chat dao dtrc nghé nghiép.

Nhitng biéu hién chinh ctia pham chat dao dtc c4 nhan trong cong viéc la:

- Y thic hudng thién, can kiém, trung thuc, nhan nghia, c¢6 16i song lanh

manh, nép séng van minh;

Tinh than lao dong chdm chi, nhiét tinh, can trong;

Y thuc tap thé, doan két, phan dau vi loi ich chung;

Tinh than trach nhi€ém v&i ban than, vdi cong viéc va vai doanh nghiép;

Y thirc bao vé va cai thién méi truong, ...

Céc chi tiéu dé do luong chat luong NNL qua yéu t6 pham chat dao dirc con
mang tinh dinh tinh, kho danh gia duoc chinh xac. Tuy nhién, c6 thé st dung
phuong phép thong ké, diéu tra va xac dinh céac chi tiéu dinh hudng, cac biéu hién,
su chuyén bién cta NLD, chéng han nhu vi¢c gidm cac sai pham, han ché, khuyét
diém cua NLD vé cac mit nhu: Véng mat khong 1y do; di mudn vé sém; tham 6; tiét
16 bi mat cong ty; udng bia ruou, hit thude 14 trong gio 1am viéc; cii nhau, gy gb
v6i khach hang, dong nghiép; ...

Pham chét dao dirc ngudn nhan lyc dugc biéu hién ¢ thai do, hanh vi:
- Ve thai do
Thai d6 1a cach dé 16 vy nghi, tinh cam trudc mot su viéc, trong mot hoan

canh bang nét mat, cu chi, 161 né1, hanh dong. Thai do 1a y thic voi mot vige lam
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thuong xuyén. Nhu vay, thai do chinh la cach suy nghi (nhan thirc), cach tng xir (¥
thirc) trong cong vi€éc ciia con nguoi.

Thai d cua mdt nguoi lao dong thé hién qua:

+ Thai d6 véi cép trén la giip NLD: ludn tén trong, lich su vl cép trén,
nghiém tac tuan tha chi din ménh 1énh c6 lién quan t6i cong viée, tiép thu ¥ kién
dong goép xay dung dé nang cao hiéu qua cong viéc ca nhén. ..

+ Thai do voi déng nghiép 1a giip NLD: ludn ton trong, lich sy, hoa déng,
than 4i voi dong nghiép; san sang hop tac, gitp d& dong nghiép trong pham vi chirc
trach ctia minh.

+ Thai d0 voi khach hang 1a giap NLD: ludn ton trong, lich sy, nhiét tinh,
tan tam, sin soc; lang nghe gop ¥ ciia khach hang, c6 tinh than hop tac nham cung
cap toi khach hang dich vy, san pham tot nhat.

Nang cao thai d6 cia NLD trong cong viéc thi thudng duoc biéu hién qua:

+ Nang cao sy dam mé vdi cong viée: do 1a viéc danh hét tm nguyén doi
v6i nhiém vu duge giao, trin trd va suy nghi khong ngimg cho viéc thuc hién t6t
nhit cong viéc 6. Pam mé trong cong viéc khién NLD nhan thay gia tri dich thyc
cua minh trong két qua cong viéc do, la long tu trong, vi thé, déng cép cua chinh
ban than.

+ Nang cao su hoc tdp khong ngung: khong chi dung lai ¢ trinh do da co
ma con 1a su tw hoc hoi, bat dau tir viéc cham chu theo ddi ngudi khac tir cach dat
van dé, bat chude... dén tu may mo tim kiém céc quyén sach, tai liu dé doc. Néu
mot to chirc ¢6 duoc nhiéu ngudi nhu vay thi day 1 mot diéu khing dinh chic chin
su phat trién bén vimng.

+ Nang cao tinh dong doi: 1a nang cao kha ning lam viéc nhém, 1a yéu cau
bét budc ddi v6i bat ky nhan vién ndo trong mét to chire chuyén nghiép. Loi ich cia
tinh déng doi vo cung to 16n, khéng dinh van hoa - “cai hdn” cua to chirc, thé hién
trach nhiém chung va dén cing véi sir ménh ciia toan cong ty... Nang cao tinh dong
d6i tao ra mot bau khong khi than thién, doan két, ngin chin duoc tinh bé phai, cuc

b trong to chifc.
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+ Nang cao long nhiét huyét: d6 1a sy thé hién mot stc sdng tran tré, sin
sang vuot qua tit ca cac trd ngai va rao can. C6 1ong nhiét huyét s& cham dut su
budn té va chan nan trong cong viéc. Nang cao 10ng nhiét huyét co tinh chat anh
huong rat cao, né co thé 16i kéo nhitng ngudi khac thay doi dan nhitng hanh vi chua
phu hop ctia minh.

+ Nang cao ty nhan thirc: mot ngudi thanh cong 1a mot nguoi trude hét phai
biét 6 hon ai hét vé chinh ban than minh, biét dugc diém manh, diém yéu va tiém
nang...

- Véhanh vi

Hanh vi 13 toan bd nhiing phan ung, cach cu xir, biéu hién ra bén ngoai cia
mot con nguoi trong mot hoan canh thoi gian nhat dinh. Hanh vi 1a hinh thuc dic
biét cia hoat dong, nd trd thanh hanh vi khi dong co hanh dong tur ké hoach ddi
tugng chuyén sang ké hoach quan hé nhan cach xa hoi (hai ké hoach nay khong tach
ro1 nhau; quan hé nhan cach xa hoi dugc hién thuc héa & quan hé ddi tuong)

Hanh vi dugc phan loai nhu sau:

+ Hanh vi ban ning (bam sinh di truyén): thoa man nhu cau sinh 1y cta co
thé, co thé 1a tu vé, mang tinh lich str, mang tinh viin hod mdi quéc gia vung mién.

+ Hanh vi k¥ xdo: 1a hanh vi méi ty tao trén co s& luyén tap, co tinh mém
déo va bién doi. Néu dugc dinh hinh trén vo ndo va cung cb thi s& bén viing khong
thay doi.

+ Hanh vi dap ung: 1a hanh vi Gmg pho dé ton tai, phat trién va 1a nhimng
hanh vi nguoc lai véi su tu nguyén cia ban than va khong co su lua chon.

+ Hanh vi tri tu¢: 1a hanh vi dat dugc do hoat dong tri tué nham nhan thic
duoc ban chat cia cac mbi quan h¢ xa hoi c6 quy ludt cua sy vat hién tugng dé dap
g va cai tao thé gidi.

1.3. Céc nhén t6 anh huéng t6i chat lugng ngudn nhan luc tai doanh nghiép
1.3.1. Nhén t6 bén ngodi doanh nghiép
1.3.1.1. Thi truong lao dong
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Viét Nam duoc thé giéi danh gia 1a c6 loi thé vé dan sb dong, luc lwong lao
dong ddi dao. Tuy nhién, chét luong NNL cua Viét Nam van con thép va can phai
duogc cai thién cang sdém cang tdt. Thé luc va tdm voc caa NNL di dugce cai thién va
tung budc duge nang cao, tuy nhién so vdi cac nudce trong khu vuc (Nhat Ban, Thai
Lan, Singapore, Trung Qudc,..) néi chung thap hon ca vé chiéu cao trung binh, stc
bén, strc déo dai. Lao dong Viét Nam dugc danh gia 1a thong minh, khéo 1éo, can
cu, tuy nhién y thuc ky luat, nang lyc lam viéc theo nhom,... con nhiéu han ché.
Chat luong dao tao, co cau theo nganh nghé, linh vuc, sy phan b6 theo vung, mién,
dia phuong ciia NNL ctia nuée ta chua thue sy pht hop véi nhu cau st dung cua xa
hoi, gy lang phi nguoén luc ciia Nha nudc va xa hoi. Poi ngil nhan luc chat lugng
cao, cong nhan lanh nghé vin con rat thiéu so véi nhu ciu xa hoi dé phat trién cac
nganh kinh té chu luc cua Viét Nam. Lao dong Viét Nam c6 khuynh hudng hiéu
biét 1y thuyét kha, nhung lai kém vé ning luc thyc hanh va kha ning thich nghi
trong moi truong canh tranh cong nghiép. Tinh than trach nhiém lam viéc, dao duc
nghé nghiép, dao dtrc cong dan, ¥ thitc van hoa cong nghiép, ky luat lao dong cia
mot bo phan déng ké NLD chua cao.

Thi truong lao dong co chat lwong chua cao phan nao anh hudng t6i chat luong
NNL cua cac to chirc, doanh nghiép. Hau hét cac to chirc s& gap kho khin trong
viéc tuyén chon dugc nhan luc co chat luong dac biét 1a nhan luc chét lugng cao.
Bén canh d0, véi sb lugng nhan luc chét luong cao con han ché, cac doanh nghiép
mudn 16i kéo, thu hat duge nguoi tai, gidi vé voi to chic cia minh s& gip phai
nhiéu sy canh tranh tir cac t6 chuc, doanh nghi¢p khac do d6 NNL cua td chuc,
doanh nghiép s& bi han ché hon.

1.3.1.2. Péi thii canh tranh

Trong bdi canh kinh té hoi nhap hi¢n nay, canh tranh c6 vai tro hét st quan
trong trong tat ca cac linh vyc, nganh nghé. Canh tranh 1 dong luc gitp x4 hdi cling
nhu tu duy con ngudi ngdy cang phat trién. Cung véi xu thé hoi nhap kinh té quoc

té, cac doanh nghiép ngay cang c6 nhiéu co hdi mo rong thi truong, song nhing
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thach thirc mang lai cho doanh nghiép ciing 1a khéng it dic biét 1a tir cac ddi thu
canh tranh.

Céc dbi thu canh tranh c6 anh huong rat 16n va co thé quyét dinh dén sy
thanh cong hay that bai ctia doanh nghi¢p. Vi thé, su canh tranh doi hoi cac doanh
nghiép phai du manh vé cac ngudn luyc dé co thé ton tai va phat trién. Chinh vi vy,
trén goc do st dung nhan lyc dit ra yéu cau va doi hoi mdi doanh nghiép can phai
nang cao chat lugng NNL, c6 nhitng co ché va chinh sach thich hop nham thu hut
va gilt chan dugc nhiing lao dong chat lugng cao trén thi trudng lao dong dé co thé
tao ra dugc mot doi ngli NNL du stc canh tranh cho doanh nghiép.

Néu khong chu trong chat lwong NNL thi doanh nghiép khong thé canh tranh
boi ngudn luc yéu kém, khong phét trién dugce hoat dong san xuit kinh doanh cia
minh. NNL 13 yéu t6 quyét dinh dén kha ning canh tranh cling nhu hiéu qua kinh
doanh ctia doanh nghiép bai nguodn luc con ngudi chinh 1 ngudn luc quan trong
nhit cho moi thanh coéng cua bat ky to chirc ndo. Vi mot doi ngii nhan luc chit
lwong, doanh nghiép c6 thé lam duoc tot tat ca nhitng gi doanh nghiép mong mudn,
d6i ngii nhan luc ndy s& 1am ting cac gid tri cic ngudn luc khéac trong doanh nghiép
mot cach nhanh chong. Do vay, mudn vuot qua duoc cac d6i thu canh tranh thi nhét
dinh doanh nghiép phai s& hiru dugc mdt do1 ngti NNL chat luong cao.
1.3.1.3. Nhdn t6 khac

Bén canh cac nhdn td & trén anh hudng dén cong tac nang cao chat luong
NNL cua doanh nghiép, con c6 mot sd cac nhan to khac nhu:

+ Diéu kién kinh té x4 hoi anh huong dén chat lugng NNL trén nhiéu phuong
dién; trong do, ting trudng kinh té 1a nhan td tac dong manh mé nhét. Tang truong
kinh té khong chi tryc tiép gop phan cai thién doi song nhan dan ma con tang tiét
kiém va dau tu trong nudc, tao nhiéu viéc 1am méi véi mire thu nhdp cao. Kinh té
tang trudng va phat trién tao diéu kién thuén loi dé nang cao chat luong NNL.

+ Khoa hoc va coéng nghé: nhiing tién b cua khoa hoc va coéng nghé 1am
thay do6i co cau lao dong ciia mdi qubc gia, mdi dia phuong; lam cho lao dong tri oc

ting dan va lao dong chan tay ngay cang c6 xu huéng giam di va tién bd cua khoa
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hoc va coéng nghé ciing lam thay ddi ndi dung, phuong phap day hoc tir gido duc
pho thong dén dai hoc.

+ Trinh d6 phat trién y té va chiam soc stic khoe: su phat trién cua hé théng y té
va kha ning tiép can ctia ngudi dan anh hudng dén bao vé, cham soc strc khoe. Khi quy
mo va mang ludi y té duge ting 1én, cting véi tién bo ciia khoa hoc va cong nghé trong
y hoc d3 goép phan ning cao vé stic khoe, tAm voc va thé luc con ngudi dugc cai thién,
tudi tho binh quan ting cao. Do do, trinh d6 phat trién y t& va cham soc strc khoe 1a mot
trong nhitng yéu t6 chinh tac dong dén tinh trang thé lyc cua NLD.

1.3.2. Nhdn té bén trong doanh nghiép

Trong doanh nghiép, cac nhan t6 anh hudng truc tiép dén chat lugng NNL
tai doanh nghiép gom co:
1.3.2.1. Tuyén dung, dao tao va s dung nhdan luc

- Tuyén dung nhan luc

Qua trinh tuyén dung doéng mdt vai trd cuc ky quan trong, né quyét dinh
thanh cong hay that bai ctia doanh nghiép sau nay. Vi ddy 1a NNL cha dao trong
tuong lai, 1a nong cdt. Vi thé cac DN rét cha trong va k¥ ludng o khau nay.

Tuyén dung 14 qua trinh tim kiém va thu hat nhitg ngudi duoc xem 1a ¢6 du
nang luc dé ho ding ky du tuyén va lam viéc cho doanh nghiép.

Nguédn tng vién tuyén dung bao gdm: ngudn Gng vién tir bén trong doanh
nghiép va ngudn Gng vién tir bén ngoai doanh nghiép.

- Ngudn g vién tir bén trong doanh nghiép c6 cac uu nhuoc diém sau

+ Uu diém: vé niang luc va pham chat ca nhan di duoc doanh nghiép biét vi da
lam viéc 1au trong doanh nghiép, c6 tinh than trach nhiém va it bo viéc. Nhanh
chong phat huy tac dung hon so véi ngudn tuyén mo tir bén ngoai vi ho mau chdng
thich nghi dugc méi truong 1am viée trong doanh nghiép va biét tim cac thuc dé dat
muc tiéu. Tao khong khi thi dua trong toan thé doanh nghiép vé mit phan dau dé co
co hoi thang tién va tao ra hiéu qua nang Suét.

+ Nhuoc diém: thudng cé tinh trang né nang, khong dam bao chinh xac hoan

toan vé tiéu chuan. C6 tinh trang rap khuon, tirc 1a 1ap lai né nép phong thai lam
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viée cii do d6 khéng c6 nhan td méi, kinh nghiém méi. Thuong cé tinh trang beé
phai, khong than phuc 1An nhau cho nén rat khé lam viéc.

- Ngudn tmg vién tir bén ngoai doanh nghiép c6 cac uu nhuoc diém sau:

+ Ul diém: tmg vién dugc dio tao ddy du kién thirc, c6 ¢ sang tao trong cong
viéc. Thich img véi cong viéc mdi, nhiét tinh trong cong viéc va lam viéc c6 hi¢u qua.

+ Nhuoc diém: khéng chu dong, khong tich cuc trong cong viée va dé c6 tinh
trang thién vi. Thiéu kinh nghiém va khong chu dong vi phai phu thudc vao khoa

dao tao cua truong. Gay tu tuong khong t6t cho nhan vién va nhéan vién c6 thé bo di

hodc quay lai bat ctr luc nao.

So d6 1.1. Quy trinh tuyén dung nhén lyc

Chuéan bj tuyén dung

\ 4

Thong bao tuyén dung

A 4

Nhan va nghién ctru ho so

A 4

Phong

van so bd

A 4

Kiém tra

trac nghiém

A 4

Phong vén lan 2

A 4

Xac minh diéu tra

A 4

Kham strc khoe

A 4

Quyét dinh tuyén dung

A

y

BO tri

cong viéc
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- Dao tao va sur dung nhan luc

Chat luong NNL duoc quyét dinh boi chat lugng dao tao, do do can tap trung
dau tu cho su nghi¢p gido duc va dao tao, kiém soét chat ché chét lugng dao tao
hudng dén viéc dao tao theo nhu ciu ctia xa hoi. Mudn 1am duoc viée nay can ¢6 co
ché phéi hop ba bén giita nha truong - nha nude - doanh nghiép. Hién nay van con
thiéu co ché rang budc giira cac bén voi nhau, d6 1a nguyén nhan chu yéu dan dén
tinh trang dao tao khong dat chuan, khong theo nhu cau dan dén lang phi va thiéu
cuc bg. Vi vay, Nha nudc can c6 co ché cu thé rang budc trach nhiém cia céac bén.

Gido dyc, dao tao va phat trién déu dé cap dén mot qué trinh tuong tu. Qua
trinh d6 cho phép con nguoi tiép thu cac kién thirc da hoc, cac ky nang méi va thay
d6i cac quan diém hay cac hanh vi, ning cao kha ning thuc hién cong viée cua cac
ca nhan. Piéu d6 ciing c6 y nghia 1a giao duc, dao tao va phat trién dugc ap dung dé
lam thay ddi cac nhan vién biét gi, 1am nhu thé nao va quan diém cua ho dbi voi
cong viéc, hodc mdi quan hé vai cac dong nghiép va cac “sép”.

+ Vai tro cta viéc dao tao: dao tao 1a mét nhu cau khong thé thiéu duogc véi
bat ctr loai hinh t6 chirc ndo. D6i véi mot cong ty mai thanh 13p thi nhu cau dao tao
nhan vién la mét nhiém vu cép bach va quan trong nhét, n6 quyét dinh tinh thanh
bai cua mot sy khoi dau, boi vi ¢d lép dat ca mot hé théng may moéc tinh vi ma
khong c6 nguoi diéu khién ciing trd nén v ich. Hon nira, thoi dai ngdy nay ma nhip
song ludn thay doi, kién thirc va k§ ning cia NLD ciing can phai thay doi ting
ngay dé bat kip su thay dbi khong ngimg cta x3 hoi.

+ Muc dich cta viéc dao tao: dao tao NLD c6 anh hudng v6 cung to 16n doi
vO1 su phat trién kinh té, x3 hdi cua mot quéc gia va khéng dinh canh tranh quéc té
ctia cac doanh nghiép. Pao tao dugc xem 1a yéu té co ban nham dap Gng cac muc
tiéu chién lugc cua to chirc. Gid ddy, chat lvgng nhan vién tré thanh mot trong cac
loi thé canh tranh quan trong nhét cia cac doanh nghiép trén toan thé giéi. Thyc té
da chirmg minh rang dau tir vao NNL c6 thé mang lai hiéu qua cao hon han véi viéc

dau tu d6i méi trang thiét bi k¥ thuat va cac yéu t khac ctia qua trinh san xuit kinh
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doanh. D¢ ciing 13 1y do tai sao cac nha lanh dao doanh nghiép day kinh nghiém cua
M7, Nhat déu chu trong hang dau dén cong tac dao tao, phat triéen NNL.

Trong cdc doanh nghiép, van dé ddo tao nham:

Tryc tiép giup nhan vién thé hién tot hon, dic biét khi nhan vién thuc hién
cong viéc khong dap tmg nhu ciu duogc tiéu chuin miu, hodc khi nhan vién nhan
cong viéc moi.

Cap nhat cac k¥ ning, kién thirc méi cho nhan vién, giap ho co thé ap dung
thanh cong nhitng thay doi cong nghé, k¥ thuat trong doanh nghiép.

Tranh tinh trang quan 1y 18i thoi. Cac nha quan trj can 4p dung cic phuong
phap quan 1y sao cho phu hop v6i nhiing thay doi theo quy trinh céng nghé, k¥
thudt va moi truong kinh doanh.

Giai quyét cac van dé to chirc. Pao tao c6 thé gitip cac nha quan tri giai quyét
cac van dé mau thuan, xung dot gilta cac ca nhan va giita cong doan véi cac nha
quan tri, dé ra cac chinh sach v& NNL vé quan Iy NNL cta doanh nghiép c6 hiéu
qua.

Hudng dan cong viée cho nhan vién mdi. Nhan vién méi thuong gip nhiéu
kho khin, bd ngd trong nhitng ngay dau lam viéc trong t6 chirc, doanh nghiép, cac
chuong trinh dinh hudng cong viéc d6i v6i nhan vién mai s& giup ho mau chong
thich tng v6i1 méi truong lam viéc mdi cia doanh nghiép.

Chuan bi d6i ngil can b quan 1y, chuyén mén ké can. Pao tao gitip cho nhan
vién c6 dugc nhitng k¥ ning can thiét cho co hoi thing tién va thay thé cho cac can
bd quan 1y, chuyén mén khi can thiét.

Thoa man nhu cau phat trién cho nhan vién, duoc trang bi nhitng chuyén
mén can thiét s& kich thich cic nhan vién thuc hién tot hon, dat nhiéu thanh tich
hon, mubén dugc trao nhiém vu c6 tinh thach thitc cao hon ¢6 nhiéu co hoi thang
tién hon.

MGt s6 hinh thirc va phiong thire dao tao cia doanh nghiép: doanh nghiép

thuong ap dung hinh thirc dao tao dao tao tai doanh nghiép va ngoai doanh nghiép.
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Phuong thirc dao tao tai doanh nghiép gom: mé 16p, phan cong kém cip tai
chd, thi tay nghé, hoi thao k¥ thuat, hoi thdo chuyén mon, luan phién cong viéc.

Dao tao ngoai doanh nghiép gém: di hoc tai cac truong, trung tdm, tham
quan DN ban, dia phwong khéc, qubc gia khac.
1.3.2.2. Tién luong, tién thuéng, phu cap

- Tién luong: tién lwong (theo nghia hep) 14 sb tién ma doanh nghiép, cong ty
tra cho NLD tuong tng véi sd luong va chit lugng lao dong tiéu hao trong qua
trinh 1am viéc. Va néu hiéu theo nghia rong thi tién lwong khong chi bao ham cac
yéu t6 tai chinh ma con ¢6 ca cac yéu td phi tai chinh.

+ Phan tai chinh bao gom tai chinh truc tiép (g0m tién luong, tién thuong,
tién hoa hong) va tai chinh gian tiép (gdm bao hiém, phac loi, trg cép...).

+ Phan phi tai chinh chira dung cac loi ich mang lai cho NLP tir ban than
cong viéc va moi truong lam viéc nhu: stc hép dan cua cong viéc, su vui vé, muc
do tich liy kién thirc, tu hoc héi, su ghi nhan cta xa hoi...

Hién nay trong cac to chirc, doanh nghiép c6 hai hinh thirc tién luong phd
bién: tién luong theo thdi gian va tién luong theo san phim. Ngoai ra, trong thyc té
¢6 thé ¢o hinh thire tra luong két hop cé hai hinh thuc trén.

- Tién thuong: tién thudng 1a khoan tién bo sung cho tién lwong nhim quan
triét hon nguyén tac phan phdi theo lao dong. Tién thudng 1a mot trong nhiing bién
phap khuyén khich vat chat d6i véi NLD nhidm thu hut sy quan tim cta ho t&i qua
trinh san xuat kinh doanh. Tién thudng khuyén khich NLP quan tam t&i tiét kiém
lao dong sbng, lao dong vat hoa, giit gin va quan 1y tt may moc thiét bi, dam bao
khong ngimng nang cao chat luong san pham va khuyén khich NLD vao xay dung
doanh nghiép viing manh, gan bo 1au dai voi doanh nghiép. Vi ¥ nghia vo ciing to
16n d6, cac doanh nghiép ludn phai quan tim dén tién thudng va coi d6 1a mot don
bay kinh té manh, xay dung NNL chat luong cao trong doanh nghiép, nham mang
lai hiéu qua kinh té.

- Phu cép: céac loai phu cap va phuc lgi ma NLD duoc hudng can phai da dang,

nham muc dich thé hién sy quan tdm cua t6 chirc 461 véi NLD. Trong hau hét cac to
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chtrc, ngudi quan 1y déu nhén thiy su can thiét phai cung cip cac loai bao hiém va
cac chuong trinh lién quan dén strc khoe, su an toan, cac bao hiém va loi ich khac
cho NLD. Pay 1a mot chic ning cua quan tri NNL c6 lién quan dén tit ca cac
khoan lwong thuong, phu cép, phtic 1ot ma NLD nhén dugc tir doanh nghiép do thuc
hién cdc nhiém vu cua t6 chic. Hoat dong nay thé hién su quan tam cua doanh
nghiép dén doi sdng cua NLD, ¢6 tac dung kich thich NLD trung thanh, gin b6 lau
dai vé1 doanh nghiép.

1.3.2.3. Thoi gian lam viéc, nghi ngoi

T6 chirc lao dong trong cac doanh nghiép ludn ludn quan tim dén thoi gian
lam viéc va sy nghi ngoi hop 1y cho NLD. Nén san xuat cang phat trién & muic do
cao thi cang phai quan tam hon dén NLP.

Céc ché do lao dong va nghi ngoi trong mot tuan lam viéc 1a: tong sd thoi
gian 1am viéc trong tudn, s6 ngay 1am viéc trong tuan va ché do dao ca sau mot tuin
lam viéc. Hién nay, & Viét Nam con mot s6 doanh nghiép van t6 chuc thoi gian lam
viéc 8h/ngdy, 6 ngay/tuan, nén phai lam viéc 48h/tuan. Cac doanh nghiép co diéu
kién nén ap dung thoi gian 1am viéc 8h/ngay, 5 ngay/tuan, 40h/tudn. Theo thong tu
05-TTLD ngay 06/5/1971 ctia Bo Lao dong, cur 6 ngay lam vi¢c thi NLD dugc nghi
1 ngay (hodc 2 ngay). Déi voi doanh nghiép do tinh chat san xuat doi hoi lam viéc
lién tuc (24/24h) thi cong nhan c6 thé thay phién nhau nghi 1 ngay trong tuin lam
viéc.

Cac yéu td ctia ché d6 lao dong va nghi ngoi mot nim cong tic gdm cb sb
lwong ngay va gid 1am viéc trong mot nam, sd luong ngay nghi phép trong nam,
nhimg ngay nghi khic. Ché do nghi phép nim duoc qui dinh nhu sau: NLD 1am
viéc lién tyc trong nam thi dugce nghi 12 ngay. Néu lam viéc & nhing diéu kién lao
dong dac bi¢t thi dugc nghi thém 2 ngay va sau 5 nam lam viéc lién tuc thi dugc
cong thém 1 ngay.
1.3.2.4. Diéu kién lam viéc

Diéu kién lam viéc 1a tong hop ctia cac nhan td trong moi trudng co tac dong

1én con ngudi trong qua trinh lao dong san xuat ciing nhu trong qua trinh sinh hoat
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ctia ho. Thuc chat diéu kién lam viée 1a téng hop ctia moi nhan t6 vé tam sinh ly, vé
vé sinh phong bénh, vé thim my, vé tam 1y xa hoi va diéu kién sbng c6 lién quan
v6i nhau, cing tac dong 1én co thé NLD. Nhimng tac dong d6 s& anh hudng dén stc
khoe, dén kha nang lam viéc va sy phat trién vé nhan cach cia NLD.

Vi diéu kién lam viéc thuan loi, NLD lam viéc thoai mai, tao diéu kién phat
trién toan dién con nguoi ca vé thé luc, tinh than va nhan cach... dong vién kha
nang lao dong sang tao va c6 cam giac thoa man trong lao dong.

Nguoc lai, voi diéu kién lao dong khong thuan loi s€ lam gidm kha nang lam
viéc, phai lam viéc trong trang thai mét moéi va cé thé xuat hién tinh trang dm bénh
1y, tham tri mac bénh nghé nghiép néu cir kéo dai tinh trang lao dong do.

Diéu kién lam viéc trong doanh nghiép rit phong phi, da dang va mdi mot
moi truong 1am viée, mdi diéu kién 1am viéc déu tac dong dén NLD theo nhiéu khia
canh khac nhau. Vi vay doanh nghiép luén xac dinh ro vai tro cua diéu kién lam
viéc d6i v6i chat luong lao dong va chat lwong NNL. Tir d6 nghién ctru va tién hanh
nhiéu cong tac bao dam nham tao cho NLP ¢6 dﬁy du cac diéu kién 1am viéc thuan
loi nhat trong qua trinh thyc hién nhiém vu.
1.3.2.5. Poi song tinh than ciia nguoi lao dong

Pé c¢6 mot NNL chét lugng cao, doanh nghi€p con can phai quan tam,
khuyén khich tinh than d6i voi NLD gom:

- Tao cong viéc 6n dinh cho nguoi lao dong

- Xay dung bau khong khi tam 1y, x4 hoi t6t va doan két trong tap thé lao dong

- Quan tdm dén cong tac dao tao, phat trién vé vin hoa, chuyén mon, nghiép
vu, ap dung cac hinh thirc dio tao thich hop dé dap tmg nhu cau hoc tap, phat trién
cua NLD.

- T6 chirc t6t cac phong trao thi dua dé khuyén khich thanh tich lao dong cao.

Xay dung doi sdng tinh than ciia NLD can quan triét:

- Xac dinh cac nhu cau 1a ngudn gdc, 1a yéu t6 quyét dinh viéc khuyén khich
lao dong. Mubn kich thich NLD lam viéc tét thi tt yéu phai quan tim dén cac nhu

cau cua ho.
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- Trong diéu kién hién nay, viéc quan tim dén nhu cau vat chit cuia NLD (tién
lwong, tién thudng, nha &...) nham kich thich lao dong. Nang cao thu nhap cho
NLD phai coi 12 myc tiéu hang dau cua bat cir doanh nghiép nao.

- Gan trach nhiém va thu nhép thyc té cia NLD véi s6 lugng va chét lugng ma
ho da hoan thanh.

- Su tin tudng vao NLD, giao quyén ty chil cho ho trong thyc hién cong viée
s€ co tac dung kich thich sy sang tao cua ho.

- Diéu kién lao dong, né nép, cach thirc to chirc lao dong c6 anh hudng dén su
dam mé cong viéc cua NLD.

- Cung voi viéc quan tam dén nhu cau vat chat caa NLD, nha Lanh dao can
chuy dén cc nhu cau tinh than cia NLD nhu: danh gia, dao tao, thang tién va duoc
ton trong.
1.3.2.6. Gido duc ndng cao dao dirc nghé nghiép

Dé NNL c6 thé canh tranh thanh cong trén thi truong, doi hoi NLD phai co
su chuyén bién mot cach cin ban vé pham chat tim 1y x4 hoi. Nhimng gi 13 dic trung
van hoa tich cyc va phu hop nhu chiu thuong, chiu kho trong cong viéc, su cAn man
cham chi, ham hoc héi... cia NLD can dugc phat huy. Nhirng yéu td cii lac hau,
khong phu hop nhu tac phong 18 mé, ¥ thire ky luat kém, tuy tién... can dugc loai
b6. NLD can duoc gido duc vé ¥ thire trach nhiém ddi véi cong viée va 16i sdng van
héa dbi véi to chire, ¢6 dao dire nghé nghi¢p, nang dong sadng tao, kha nang thich
ung cao... trong mot xa hoi cong nghiép hién dai. Viéc cai thién yéu t6 tam 1y xa hoi
cho NLD cin dugc 16ng ghép ngay tir cac bac hoc phd thong, trong cudc séng,
trong gia dinh. Cai thién phdm chat tim 1y x3 hoi, gido duc dao dirc nghé nghiép can
dugc dua thanh ndi dung bét budc & cac truong dai hoc, cao déng, day nghé.

Qua trinh thyc hién cong viéc khong chi can strc khoe, tri tué, sy khéo 1éo ma
con can tinh ky luat, su tu gidc, tinh than hop tac, tic phong chuyén nghiép... NNL
Viét Nam dugc thira hudng tir cha 6ng tinh than 1am viéc hang say, su chiu thuong,
chiu khé, can cu chiam chi, yéu lao dong, mém déo, linh hoat trong ung xu... Tuy

nhién, c6 nhitng dic diém tam Iy néu & diéu kién hoan canh nay thi phtt hop nhung
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diéu kién khac thi khong phu hop. NNL Viét Nam hién nay mang nhiéu dic diém
d6. Do anh hudng ciia tim 1y tiéu nong cia mot xa hoi nong nghiép cong voi hoan
canh lich sur trong mét giai doan dai cua ché do tap trung bao cép da tao cho luc
lwong lao dong Viét Nam nhitng pham chat tam 1y - x4 hoi voi nhiéu han ché nhu
su tiy tién, tim 1y v lai, khong hop tac chit ch& véi nhau trong cong viée, thiéu su
ddng nhit va cong cam... Nhitng han ché d6 di gy ra rit nhiéu tré ngai trong qua
trinh ho1 nhéap.

1.4. Sw can thiét phai nang cao chat hrong nguon nhén luc tai doanh
nghiép

NNL chit lwong cao 13 mot khai niém rong, NNL chat lugng cao hay thap
phai duoc danh gia théng qua nhitng yéu td dao tao thanh chat lugng NNL (thé luc,
tri luc va tdm luc) trong mdi tuong quan so sanh véi nhitng chuan muc nhat dinh
nhing yéu té tao thanh chat lugng NNL dugc hinh thanh phat trién théng qua hai
con dudng chu yéu 1a gido duc dao tao va thuc hanh lam viéc trong lao dong san
Xuét.

C6 thé néi ngudn luc dong vai tro rat quan trong trong doanh nghiép. Phai
1am nhu thé ndo dé nang cao chéat lwong NNL thi hiéu qua st dung lao dong trong
doanh nghi¢p méi tdt duoc. Trong doanh nghi¢p, muc ti€u hang dau 1a dat duogc
hiéu qua kinh doanh cao.

Chat luong NNL 1a yéu t6 chu yéu dé thuc hién cac hoat dong san xuat kinh
doanh, moi hoat dong san xuat kinh doanh suy cho cung ciing 1a dé phuc vu loi ich
con ngudi. Trong doanh nghiép hién nay, yéu té chat luong NNL dong vai tro quyét
dinh ddi véi sy thanh bai ciia ca doanh nghiép. Chinh vi vay viéc nang cao chat
lwong NNL trong doanh nghiép 13 yéu t6 sdng con ctiia moi doanh nghiép.

Chat luong NNL gép phan 6n dinh phét trién, khang dinh vi thé cua doanh
nghiép. Day duoc xem 13 yéu t6 co ban dé hoan thanh cac muc tiéu chién lugc cua
t6 chirc doanh nghiép. Néu cong tac nay duoc to chirc theo ké hoach va thyc hién

thuong xuyén s€ mang lai nhiing loi ich to 16n cho doanh nghiép.
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V& ban chat, muc tiéu hang dau cua doanh nghiép 1a hiéu qua kinh doanh.
Chi tiéu dé danh gia hiéu qua kinh doanh 14 doanh thu va loi nhuan. Nhu chung ta
d3 biét, mudn san xudt ra cta cai vat chat can phai c6 3 yéu t: lao dong, tu liéu lao
dong, dbi tugng lao dong. Trong d6 lao dong 13 yéu td quan trong nhat. Néu khong
co lao dong thi moi hoat dong san xuét kinh doanh khéc s& bj dinh tré. Néu khai
thac sir dung lao déng mot cach hop 1y, phan dinh 1& chtrc ning, quyén han, nhiém
vy, mdi quan hé hop tac gitra cac bd phan va ca nhan véi nhau, dam bao moi nguoi
déu co viée lam, moi khau, moi bd phan déu c6 nguoi phu trach va co6 su an khép
ddng bo trong timg don vi va trong pham vi toan doanh nghiép thi s& 1am cho qua
trinh san xuat kinh doanh duoc tién hanh can déi, nhip nhang, lién tuc tir d6 lam
tang doanh thu cho doanh nghiép.

Nang cao chét lwong NNL gép phan nang cao muc song ciia NLD.

Hién nay Viét Nam dang trong qué trinh doi moi, xay dung phat trién nén
kinh té thi trudng dinh hudng xa hoi chu nghia, dong thoi véi viée tién hanh cong
nghiép hod, hién dai hoa dat nuéc do Pang khoi xudng. Tat ca déu doi hoi phai co
d6i ngii lao dong dap tmg day du ca vé sb luong va chat luong, ca vé quy mo va co
cau, di kém véi né 1a trinh d6 t6 chtic quan 1y lao dong twong xung.

Viét Nam 12 mot trong nhitng nudc c¢6 thu nhip qudc dan binh quan dau
ngudi con thap, van dé tich luy ctia nén kinh té va nguoi dan con han ché, néu
khong noéi 1a thap. Pai bo phan NLD phai nhd vao thu nhép tir lao dong dé bao dam
cudc séng cua ban than va gia dinh minh. Néi cach khac, chi ¢6 thong qua thu nhap
tir viéc lam thi NLD méi c6 diéu kién dé dam bao va cai thién doi séng ctia minh.
Nang cao chét luong ciing chinh 13 ning cao hiéu qua st dung NNL s& gdp phan tiét
kiém chi phi lao dong sbng, tiét kiém thoi gian lao dong, giam thoi gian khau hao
tai san ciia doanh nghiép, ting cuong ky luat lao dong,.. dan téi giam gia thanh san
xuat din dén ting doanh thu va gitp doanh nghiép m¢ rong thi phan, canh tranh
thanh cong trén thi truong.

Mit khéc, nang chat luong NNL 1a diéu kién dam bao khong nging cai thién

va nang cao doi song cua can bd cong nhan vién, tao di€u kién nang cao trinh do tay



29

nghé, khuyén khich ning luc sang tao cua NLD, thiic ddy NLD ca vé mit vat chat
v tinh than.

Trong sb cac giai phap dé nang cao doi sdng cua NLD thi giai phap quan ly
t6t, tir 46 str dung hiéu qua nhat ngudn lao dong hién c6 13 giai phép tich cuc va cd
¥ nghia vé nhiéu mit.

Hon thé nita, trai qua cudc khung hoang kinh té vira rdi cho thdy mot van dé
rat quan trong dé giai quyét khing hoang 1a van dé con ngudi quan 1y kinh té, tai
chinh, nhitng chuyén gia gioi c6 kha nang ngan ngira khiing hoang, phat trién kinh
té, 6n dinh tai chinh, cho nén tao NNL chat lugng cao ddi v6i Viét Nam trong hi¢n
tai va tuong lai 1a nhiém vu phai dugc dat 1én hang dau.

Qua trinh phat trién NNL trong doanh nghiép tao ra su bién ddi vé mit sb
lwong va chat luong. Khac véi cac ngudn luc khac, phat trién NNL trong doanh
nghiép 14 su phat trién tich cuc c6 dinh huéng dén doi song ciia NLD, tao ra sy phat
trién ctia doanh nghiép.

P6i v6i doanh nghiép nang cao chat lugng NNL phai dam bao ké hoach,
dam bao vé sb lugng va chat luong NNL phuc vu cho chién Iwogc san xuét kinh
doanh ctia doanh nghiép.

Nguén lao dong trinh d6 cao 1a tiéu chi phan anh chiéu sau cua chat luong
NNL cua doanh nghiép. Trong luc lugng lao dong cua doanh nghi€p nao do co ty 1¢
lao dong trinh d6 cao thi chét luong NNL cang cao va nguoc lai. Trong boi canh hoi
nhap kinh té thé gi6i, nang luc canh tranh ctia doanh nghiép cao hay thap phu thudc
vao chat luong d6i ngii lao dong co trinh do cao. Néu biét khai thac, boi dudng, st
dung tot ngudn lao dong doanh nghiép s& giai quyét duoc nhiéu van dé trong dai
trong phat trién kinh té, xa hoi.

Hién nay, cac doanh nghiép dang hinh thanh hai loai hinh nhan luc: nhan luc
pho thong va nhan luc chat lugng cao. Nhan lyc phd thong hién tai van chiém sb
dong, trong khi dé, ty 1é nhan lyc chat lwong cao lai chiém ty 1é rat thap. Cai thiéu
hién nay khong phai 1a nhan lyc phd thong, ma I nhan lyc chat lugng cao. Chinh vi

vay, NNL trong doanh nghiép hién nay chua dap (mg dugc yéu cau cia phat trién
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kinh té, x3 hoi va hoi nhdp qudc té ciia doanh nghiép, chwa c6 nhitng dong gdp 1on
dé ning cao ning suit lao dong, chat lugng san pham.

Vi vy, vin dé dit ra hién nay 13 phai phat trién NNL cua doanh nghiép, nhat
1a nhan lyc chat luong cao chinh 1a giai quyét mdi quan hé giira chit va luong. Chat
ctia NNL gin véi cac yéu t6 ctua doanh nghiép va cac yéu tb kinh té - xa hoi.

Tom lai, viéc nang chét luong NNL 4 viéc lam hét stre quan trong va can
thiét ddi véi tat ca cac doanh nghiép. Boi vi sir dung NNL tt s& gitip doanh nghiép
san xuat kinh doanh c6 hiéu qua, dung viing trén thi truong, mo rong thi phan va

ting kha ning canh tranh véi cac d6i tha trén thi truong.

Két luén chwong
Noi dung chuong 1 13 hé thong hoa co so 1y luan vé NNL, chat lugng NNL
ctia doanh nghiép. Noi dung chuong 1 1a co sé dé thuc hién nghién ciru thuc trang

trong chuong 2 cua luan van.
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CHUONG 2: THUC TRANG CHAT LUQNG NGUON NHAN
LUC TAI CONG TY CO PHAN DICH VU KY THUAT

MOBIFONE
Sau khi trinh bay tong quan vé céng ty Cé phan Dich vu K¥ thudt MobiFone
sé phan tich danh gid thuc trang chdt liwong nguén nhan liee ciia Cong ty trong thoi
gian qua. Trén co sé d6 it ra nhitng két qua dat dwoc, nhitng ton tai va nguyén
nhdn lam co sé cho d@é xudt gidi phdp & chirong 3.
2.1. Tong quan vé cong ty Co phan Dich vu K§ thuiat MobiFone
2.1.1. Qud trinh hinh thanh va phat trién
e Tén day du: Cong ty C6 phan Dich vu K§ Thuat MobiFone
e Tén tiéng Anh: MobiFone Service JSC
e Tén viét tat: MobiFone Service
e Try sé chinh: Tang 3, tdoa nha TTC, s6 19 ph6é Duy Tan, Phuong Dich Vong
Hau, Quan Cau Giéy, Thanh phé Ha Noi, Viét Nam.
e Von diéu I¢: 70.629.790.000 VND

e \Website: www.mobifoneservice.com.vn

Cong ty CP Dich vu K¥ thuat MobiFone (MobiFone Service) dugc thanh 1ap
ngay 28/01/2008 véi muc dich tip trung sttc manh ngudn vén huy dong duoc tir cac
¢ dong sang 1ap dé KD cac DV thudc linh vuc VT & CNTT.

Bang 2.1. Qua trinh phit trién ciia MobiFone Service giai doan 2008 - 2018

Nam Qua trinh phat trién

- Ngay 28/01/2008: Cong ty CP Dich vu K§ thuat va Ha tang mang thong tin di
2008 | dong dugc thanh 1ap chuyén CCDV Ha ting — Vién thong.
- Thang 12/2008: Hoan thanh xay dyng 150 tram BTS.

- Thang 3/2009: Thanh 1ap 02 Chi nhanh dit tai Hai Phong va Can Tho
- CCDV CSKH.

2009

- Thanh 1ap Pai Inbound, Pai Outbound CCDV CSKH dat tai Ha Noi.

2010 . . 5
- Thanh lap 03 chi nhanh tai TP. H6 Chi Minh, Pa Nang va Bong Nai.
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- CCDV GTGT trén nén tang thiét bi di dong.

2011 | - CCDV Phan phéi ma thé, Airtime, thé cao va DV Thanh toan dién tur.

- Thang 6/2012: Thanh lap tong dai 9080 chuyén CCDV giai dap thong tin kinh
2012 | té - x4 hoi.

- Hop tac véi NH HSBC trong linh vuc goi ra chao ban SPDV tai chinh.

- Trién khai hé thong Contact Center tip trung (IPCC) tai 2 node Ha Noi va TP
2013 Hb Fhi Minh. |

- Bau tu 300 tuyén viba cho thué.

- CCDV Ha tang Call Center cho NH ANZ vé6i 120 ban BTV.

- Ngay 16/05/2014, Cong ty CP Dich vu K¥ thuat va Ha ting mang thong tin di

ddng chinh thirc ddi tén thanh Cong ty CP Dich vu K§ thuat MobiFone.
20041 Théang 6/2014 CCDV HJ tro vin phong.

- Cung cap ha tang hé thong Call Center cho Prudential véi 100 ban DTV.

- Pau tu 410 tuyén Viba cho thué

- Pua tong dai CSKH bang tiéng dong bao (8 thir tiéng) vao phuc vu KH toan
2015 mang McibiFone.

- Phat trién cac DV GTGT méi nhu Mbook va cac CTKM...

- Nang cao, phat trién cac giai phap méi cho DV CSKH.

- Trién khai méi 76 ban DTV cho du 4n Prudential.

- Thanh 1ap Trung tam xtr Iy khung hoang truyén thong (SMCC)

- Nghién ciru, trién khai thir nghiém mot sé giai phap vé hé théng CSKH nhu

AVB, Auto SMS...
2016 |- Trién khai hé théng truyén din Viba cho cic nha mang MobiFone,

Vinaphone...

- Hop tac véi dbi tac Nhat Ban va MobiFone trién khai du an MobiFone next.

- CCDV Dau trudng tri thire cho Vinaphone.

- Thyc hién khao sat, nghién ctru, xdy dung cac du an dau tu méi (metro cap

quang, giai phap Smart BTS, Smart Building...)
2017 | - Day manh hop tac, lién két voi cac ddi tac trong va ngoai nude, nghién ciru, dé

xuat trién khai cac du 4n nén tdng mang lai nguon DT 6n dinh bén viing (Cong

thanh toan IoT Platform...) va cac DV trén nén tang 4G.
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- Trién khai xay dung mang truy cép ¢ dinh bang rong tai Yén Bai vi Cong ty
CP dau tu PTS va Bic Ninh v6i Cong ty CP phat trién HT tai Dong Anh.

- Trién khai DV ldp dit nang cao CL viung phu séng cho Céng ty VNPT
2018 Technology.

- Trién khai cung cip tong dai cho Cong ty Bia Heineken Viét Nam, CCDV

Outbound cho Vinaphone.

(Nguon: Céng ty MobiFone Service)
2.1.2. Chirc ndang va nhiém vu
- Pdu tu, khai thdc, thiét ké, xdy dung HTVT
Pau tu, khai thac, thiét ké xay dung, lap dat cac trang thiét bi, co so HTVT
dé cho thué, bao gém cac du an In-Building, BTS, hé théng truyén dan va cac hé
théng HTVT cho cac khu d6 thi méi nham dap tmg nhu cau xa hoi hoa cong viée
dau tu xay dung CSHT cua cac don vi CCDV VT. Pong thoi, khai thac, quan 1y,
bao dudng, stra chira cac h¢ théng thiét bi CSHT mang VT.
- chp dat, bao dwong thiét bi VT, tur van t6 chirc thuc hién do kiém trong linh
viwee VT va CNTT
Lap dit bao dudng thiét bi VT, tu van, t6 chtic thyc hién do kiém, cap két
qua do kiém, tu vin nang cao CL chuyén nganh VT va CNTT bao gém SP, cong
trinh, mang va DV VT, di¢n todt CNTT va Internet.
- Dau tw phdt trién cdc loai hinh DV GTGT
Pau tu phat trién cac loai hinh DV GTGT trén dau sd 6x38 va cac DV
GTGT trén nén CN 3G va 4G cuia cac mang di dong hién co tai Viét Nam.
- Phat trién dich vu Call Center, hé tro' van phong cho cdc doanh nghiép
CCDV CSKH (Contact Center) cho cac nha khai thac mang di dong, cac NH,
cong ty tai chinh, chirng khoan, bao hiém,... CCDV v&i moi loai hinh, quy md lon
nhd, voi cac SPDV da dang.
Hién nay, nhu ciu thué ngoai (Outsource) ctia cac DN 1a rat 1on, boi d6 1a
giai phap hop 1y nham t5i wu hoa chi phi va rii ro, dong thoi dam bao CL DV, nho
vao tinh chuyén mén hoa cao ctia don vi thué ngoai. Do d6, MobiFone Service luén

day manh vi¢c tim ki€m doi tac va phat trién viéc cung cap cac DV Call Center va
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DV hd trg vin phong cho cac DN trén cac linh vyc: Tai chinh - NH, bao hiém, gido
duc... gbp phan tang truong cho Cong ty va phat trién thuong hiéu MobiFone
Service trén thi truong.
2.1.3. Co cdu té chivc bé mdy qudn Iy ciia cong ty
Co céu to chirc bd may quan 1y ciia MobiFone Service dugc thé hién nhu
trong hinh 2.1.
- Pai hji dong co dong
Pai hoi dong co doéng 1a co quan cd tham quyén cao nhat cua Cong ty.
DHPCP c6 nhiém vu thong qua céc bao cao cia HPQT vé tinh hinh HPKD; quyét
dinh cac phuong an, nhiém vu SXKD va dau tu; bd sung sura d6i biéu 1é cua Cong
ty; thong qua cac chién lugc phat trién, bau, bii nhiém HDPQT, Ban Kiém soat; va
quyét dinh bo may t6 chic ciia Cong ty va cac quyén han, nhiém vy khac theo quy
dinh cua luat phap va diéu 1é.
- Hbi ddng quan tri
Hoi dong quan tri gom 5 thanh vién v6i nhiém ky khong qua 5 nim do
DHDCPD bau ra, 1a co quan lanh dao cao nhét cia Cong ty; c6 toan quyén nhan danh
Cong ty dé quyét dinh moi van dé ¢ lién quan dén muc dich, quyén loi cia Cong ty
ngoai trir nhirg van dé thudc thim quyén cia DPHPCP.
- Ban Tong Giam doc
Ban TGP Cong ty do HPQT bé nhiém c6 nhiém ky t6i da 5 ndm, gdbm: TGD
va 02 Pho TGD. TGP 1a nguoi diéu hanh hoat dong hang ngay cua Cong ty, truc
tiép chiu trach nhiém truéc HPQT vé viée t6 chire, quan ly diéu hanh cac hoat dong
tac nghiép hang ngay cua Cong ty, sit dung c6 hiéu qua cac ngudn luc ctia Cong ty

va thi hanh cac quyét dinh, quyét dinh ciia HDQT.
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MFSHA | MFSTPHO| | MFSPA | | MFSCAN MFSHAL | |MFSDONG Cg,l‘,ﬁ%mﬂ & 10 CHUC
NOI CHI MINH NiNG THO PHONG NAI SUKIEN

(Nguon: Céng ty MobiFone Service)Cdc phong nghiép vu cé chirc ndang nhiém vu:

Hinh 2.1. Co céu t6 chirc by may ciia cong ty MobiFone Service

Céc phong, ban thudoc Coéng ty co6 chirc nang, nhiém vu va trach nhi¢m tham

muu giap TGD Cong ty: T6 chitrc chi dao trién khai thuc hién hodc toan dién céc

linh vuc cong tac duoc giao thong nhat trong toan cong ty.

2.1.4. Linh vwc san xudt kinh doanh

- DV CSKH qua dién thoai.

- Xay dung hé hé thong truyén dan, cho thué kénh, ludng truyén dan.

- Xay dung nha tram BTS, cho thué CSHT VT.

- Lap dat, bao dudng thiét bi VT, tu van, t6 chic thuc hién.
- Do kiém trong linh vuc VT va CNTT.
- DV GTGT trén mang VT va Internet.

- Kinh doanh thé cao cac mang.

- Thanh toan dién tu.
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- Kinh doanh thuong mai cac SP VT.
- DV hd tro vin phong.
2.1.5. Két qua sin xudt kinh doanh
Két qua hoat dong KD ctuia MobiFone Service dugc thé hién trong bang 2.2.
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Hinh 2.2. Tong doanh thu va Loi nhuin ciia MobiFone Service giai doan 2016 — 2019
(Nguon: Tong hop tir Bdo cdo Tai chinh MobiFone Service 2016-2019)
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Bang 2.2. Két qua hoat dong kinh doanh ciia MobiFone Service giai doan 2016 — 2019

DVT: Triéu dong

5 5 5 5 Chénh léch Chénh léch Chénh léch
STT|  Cic chi tiu 1;(?1‘2 1;;1“7‘ 1;;1‘2 1;5‘1“; 201772016 | 2018/2017 201072018
So lwgng| % | Solwong| % | Solwong | %
1 |DT bén hang va CCDV 411.955 | 615.140 | 940.659 | 627.227 | 203.185 | 49,3 | 325519 | 52,9 | (313.432) | 33.3
2 |Cac khoan giam tru DT - - - - - - -
3 |DTT vé ban hang va CCDV 411.955 | 615.140 | 940.659 | 627.227 | 203.185 | 49,3 | 325519 | 52,9 | (313.432) | 33.3
4 | Gia vén hang ban 349.133 | 548.213 | 867.210 | 567.600 | 199.080 | 57,0 | 318.997 | 58.2 | (299.610) | 345
5 |LN gop vé ban hang va CCDV 62.821 | 66.928 | 73450 | 59.627| 4107| 65| 6522| 97 | (13.823)] 18,8
6 |DT hoat dong tai chinh 2189 | 2377| 3.059| 2851 188 86 682 | 28,7 208)| 6.8
7 | Chi phi tai chinh 6479 | 3675| 4478| 2492| (2.804)| 433 803 | 219 | (1.986)| 444
Trong d6: Ii vay phai tra 6.247 | 3391 | 4159| 2038| (2.856)| 457 768 | 226 | (2.121)] 51,0
8 | Chi phi ban hang 7713 | 14062 | 13.785| 4202| 6349| 823 | (277)| 20 | (9.583)| 69,5
9 |Chi phi quan Iy DN 17.934 | 21.048| 24449 | 19100 | 3.114| 17.4| 3401| 162 | (5.349)] 21,9
10 |LN thuan tr HDKD 32883 | 30519 | 33.796 | 36.383| (2.364)| 7.2| 3.277| 10,7 2587| 7.7
11 |Thu nhap khéc 232 26 35 19| (206) 888 9| 34,6 (16)| 45,7
12 |Chi phi khac 389 0 105 309|  (389) 105 204
13 |Loi nhugn khéc (157) 26 70)|  (290) 183 (96) (220)
14 | Téng lgi nhuan trude thué 32727 | 30545 | 33.726| 36.393| (2.182)| 67| 3.181| 10,4 2.667| 7.9
15 |Chi phi thué thu nhap DN hién hanh | 8.225 |  6.161| 7.430| 7.988| (2064)| 251 | 1.269| 20,6 558| 7.5
16 |Loi nhun sau thué 24501 | 24384 | 26296 | 28404| (117)] 493 | 1912| 7.8 2.108| 8.0

(Nguon: Tong hop tir Bdo cdo Tai chinh MobiFone Service 2016-2019)
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e Gid von hang bdn: Qua 3 nam (2016-2018) déu ting, diéu nay ching to gia
vbn hang ban ting twong tng véi gia nguyén liéu dau vao ctia Cong ty ting 1én, chi
phi SXKD ting va san luong ban hang cua Cong ty cling ting. Dén nim 2019 chi
tiéu nay giam 34,5% so voi nam 2018, va tang 3,5% so véi nam 2017.

e Loi nhudn gép: Pi d6i v6i doanh thu va gia von hang ban déu ting véi chiéu
thuan tir ndm 2016 - 2018, cu thé 1a ndm 2017/2016 chénh l¢ch 1a 7.107 tri¢u dong
(twong g vai 6,5%). Nam 2018/2017 14 6.522 triéu dong (twong ung véi 9,7%).
Pén nam 2019 chi tiéu ndy ciing giam xudng, sd chénh léch nam 2019/2018 la
13.823 triéu dong (twong tng 18,8%). Nhin chung téc do ting loi nhuin ciia Cong
ty tang qua cac nam ching té Cong ty lam an c6 hi¢u qua.

e Tong loi nhudn triede thué: Nam 2016 tong loi nhudn ké toan trude thué cia
Cong ty 13 24.501 triéu dong, nam 2017 13 24.384 triéu déng giam 117 triéu dong so
v61 nam 2016 tuong g vo1 mue giam 13 0,5%. Nam 2018 chi tiéu nay tang 1.912
triéu doéng so véi nam 2017, twong dwong ting 7,8%. Chi tiéu nay dén nim 2019
tang 1én 2.108 triéu dong so v6i nim 2018. Mic du chi tiéu doanh thu nim 2019 so
v6i 2018 giam 33,3%, tuy nhién Cong ty di thuc hién hang loat cac bién phap tiét
kiém chi phi, dac bi¢t 1a chi phi ban hang (giam 70%), chi phi quan 1y DN (giam
22%), chu dong tra ng vay dai han trudc thoi han tiét kiém chi phi 1ai vay do vay
LN niam 2019 d3 hoan thanh ké hoach dit ra va ting 8% so voi nam 2018.

T6m lai: Tinh hinh san xuat KD cua Cong ty tuong ddi tot trong nhimg nim
gan day, loi nhun ting déu qua cic nim, chi phi ting nhung tdc d6 ting cua chi phi
van thap hon téc do ting cua loi nhuan.

2.2. Thuc trang chit lwong ngudn nhan lye ciia cong ty Co phan Dich vu
K¥ thuat MobiFone
2.2.1. Thue trang sé lwong va co cdu nguon nhan luc cia Cong ty

MobiFone Service bat dau thiét 1ap hé théng mang di dong vio nam 2008 va

khoi dong kinh doanh vao quy 1 nam 2008. Pé tham nhdp thanh cong trén thi

truong vién thong di dong, tao ddu an ban dau vé thuong hiéu trén thi trudng Viét
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Nam, MobiFone Service ludn coi trong cong tac dau tu vao con ngudi, coi ngudn

luc con ngudi 14 yéu té then chét.

- S6 lwong ngudn nhén lyc theo gidi tinh

Bang 2.3. Nguon nhén lye MobiFone Service phan bo theo giéi tinh

Nim 2016 Nim 2017 Nim 2018 Nim 2019
Chi tiéu . . . .
So nguoi % SO nguoi % SO nguoi % SO nguoi %
Tong lao dong 300 100 677 100 1143 100 1242 100
Lao dong Nam 232 77.3 369 54,5 742 64,9 805 64,8
Lao dong Nir 68 22,7 308 455 401 35,1 437 35,2

1000
800
600
400
200

(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)

Niam 2017

Niam 2016

® Lao dong Nam

Niam 2018

® Lao dong Nir

Niam 2019

Biéu d6 2.1. Ngudn nhan luc MobiFone Service phan bd theo gidi tinh
(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)
Do dic thu ciia MobiFone Service 1a kinh doanh trong linh vuc vién thong

v6i dic trung k¥ thuat chuyén mon cao nén lao dong nam chiém ty 1& cao hon lao

dong nir, lao dong nir chu yéu phuc vu cho khdi van phong, va mang dich vu cham

soc khach hang.

Nim 2016 sd lao dong ctia MobiFone Service 1a 300 nguoi, sb lao dong nam

1a 232 ngudi chiém 77,3% trong tong sé lao dong, sé lao dong nit 13 68 ngudi chiém

22,7%;
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Nam 2017 tong sb lao dong ciia MobiFone Service 1a 677 ngudi (ting 377
nguoi so voi nam 2016), trong d6 sé lao dong nam 1a 369 ngudi twong Ung véi 54,5
%, lao dong nir 1a 308 nguoi chiém 45,5%;

Nam 2018 tong sb lao dong toan cong ty 1a 1143 nguoi ting 466 ngudi so
v6i nam 2017, trong s6 d6 lao dong nam 1a 742 ngudi chiém 64,9% va sb lao dong
nit 14 401 nguoi chiém 35,1%;

Nam 2019 téng s6 lao dong 1a 1242 ngudi, ting 99 ngudi so voi nim 2018,
trong dé6 sb lao dong nam 1a 805 ngudi twong g véi 64,8%, lao dong nir 1a 437
nguoi chiém 35,2%.

- S6 lwong nguoén nhan luc theo d6 tudi
Bang 2.4. Nguon nhan lwe MobiFone Service phan bd theo dd tudi

(Pon vi: nguoi)

Niim 2016 Niim 2017 Niim 2018 Niim 2019
Chititu [ gsyp | o |S6LD| % | S6LD | % | S6LD | %
Tongso LD | 300 100 677 100 1143 100 | 1242 100
P)tu6i20-35 | 152 | 50,7 | 372 | 54,9 652 57,0 | 720 58,0
P tudi 36-50 | 147 49,0 304 44,9 480 42,0 510 41,1
P tudi 51-65 1 0,3 1 0,1 11 1,0 12 1,0
(Nguon: Phong Té chire Hanh chinh — MobiFone Service)
800
600
400
“u I
, AN
Nim2016  Nim2017  Nim2018  Nim 2019

# Do tubi 20-35 = D) tudi 36-50 = Do tudi 51-65

Biéu d6 2.2. Ngudn nhan lwc MobiFone Service phan bo theo d9 tudi
(Nguon: Phong To chirc Hanh chinh — MobiFone Service)
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Nhin vao bang trén ta thdy co cdu lao dong theo do tudi cua MobiFone
Service duoc chia chia thanh 3 d¢ tudi chinh nhu sau:

Lao dong tré tudi doi tir 20-35: Do cong ty 1a doanh nghiép vién théng nén
s6 lao dong tré c6 trinh do tri thirc chiém ty trong cao va ting déu qua cac nam. Day
12 mot yéu t6 thudn loi cho cong ty trong viée ddo tao, boi dudng va nang cao trinh
d6 cho 16p tré. Cu thé: nam 2016 1a 152 ngudi chiém 50,7% s6 lao dong toan cong
ty. Nam 2017 1a 372 ngudi chiém 54,9% s6 lao dong toan cong ty. Nam 2018 1a 652
ngudi chiém 57% sb lao dong toan cong ty. Nam 2019 1a 720 nguoi chiém 58% s6
lao dong toan cong ty.

Lao dong trung nién do tudi tir 36-50: Phan 16n lao dong & tudi nay ho da cd
kinh nghiém vé ca tudi doi 1an tudi nghé. MobiFone Service 1a don vi tham gia
cung cap dich vu cho thi trudng vién thong sau, dé tham nhap thi trudng thanh cong
can phai str dung cac chuyén gia c6 kinh nghiém. Lao dong nay ciing dan ting nhe
qua cac nam cu thé nam 2016 1a 147 nguoi sang nam 2017 1a 304 nguoi ting thém
157 ngudi so véi nam trude. Nam 2018 tong so lao dong 1a 480 ngudi ting thém
176 ngudi so v6i nam 2017 va chiém 42% lao dong toan cong ty. Nam 2019 1a 510
nguoi ting thém 30 ngudi so voi nam 2018 va chiém 41,1% lao dong toan cong ty.

Lao dong do tudi tir 51-65: Tinh dén nam 2019 s6 lao dong ¢ d6 tudi nay la
12 ngudi chiém 1% lao dong toan cong ty. Py lai 1a 16p lao dong ¢ rat nhiéu kinh
nghiém trong cong viéc vi vy Ban lanh dao cong ty ludn c6 ké hoach nhd ho dao
tao truyén dat lai kinh nghi€ém cho 16p tré mai vao. Do sé 1a mot yéu td rat thuan loi
cho su phat trién cta cong ty.

2.2.2. Thue trang vé chit lwong nguén nhén luc cia Cong ty
2.2.2.1. Thyc trang vé thé luc nguén nhan luc

MobiFone Service véi dic thu 13 doanh nghiép cung cap dich vu vién thong
cong cong, yéu cau NNL cua cong ty phai dam bao t6t yéu cau vé mit thé lyc, co
suc chiu dung déo dai trong diéu kién san xuit kéo dai, véi yéu cAu dam bao an toan
tuyét d6i. Nhan thtc rd van dé nay, MobiFone Service di xdy dung nhiing tiéu

chuan vé mat thé lyc nhu ban hanh bg ti€u chuan strc khoe kém véi quy ché tuyén
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dung lao dong... Ngoai ra, hang nim, cong ty to chirc kham, kiém tra strc khoe dinh
ky cho tt ca cac can bd cong nhan vién va quan tdm dang mic dén viéc cham soc
va boi dudng strc khoe cho don vi minh.

Trong bdi canh hién nay, viéc bao ddm moi truong lam viéc an toan vai stic
khoe ciia NLD khoéng chi dam bao cho su phat trién lau dai ciia doanh nghiép ma
con bao dam cho sy phat trién bén viing.

MobiFone Service di quan tdim duy tri va nang cao stc khoe, thé chat cho
NLD. Lanh dao cong ty da kip thoi c6 nhitng bi¢n phap cham lo t6i stc khoe cia
NLD nhu:

- T6 chtrc kham strc khoe, kham chita bénh nghé nghiép dinh ky hang nam cho
100% céan bd, cong nhan vién va kham chuyén khoa cho lao dong nir trong cong ty;

- Thyc hién nghiém tic va day du cac ché do chinh sach ddi NLD nhu thoi
gian 1am viéc, nghi ngoi; b tri lao dong phi hop véi yéu cau, trinh d6 va diéu kién
cu thé; boi dudng chéng nong, doc hai; thuc hién ché do tro cép cho NLD c¢6 hoan
canh gia dinh kho khan, khen thuéng véi cac chéu hoc sinh c6 thanh tich hoc tap
xut sic 14 con em ciia can bd cong nhén vién trong cong ty...

- MobiFone Service trang cip day du, kip thoi cac thiét bi, quan 4o bao ho lao
dong, ting cuong cong tac an toan vé sinh lao dong, phong chong chay nd.

Nho ¢6 cac bién phap quan tdm duy tri va nang cao strc khoe, thé chét cho
NLD, nén tinh trang stc khéo NLD ctia MobiFone Service duoc danh gia tot, két

qua cu thé theo bang dudi day

Béng 2.5. Phan loai bénh ciia lao dong di kham tai MobiFone Service nim 2019

STT Nhém bénh S6 ca Ty 18 (%)
1 | Bénh mit 55 7.39
2 | Bénh tai 30 4.07
3 | Bénh tim mach 73 9.88
4 | Viém xoang, miii hong, thanh quan 199 26.74
5 | Cac bénh vé phé quan 91 12.29
6 | Ia chay, viém da day, rudt do nhiém tring 93 12.46
7 | Bénh da day, t4 trang 75 10.05
8 | Bénh gan mat 22 2.91
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9 | Bénhda 27 3.58
10 | Bénh co, xuong khop 29 3.90
11 | Bénh nghé nghiép 28 3.82
12 | Bénh st rét 22 2.91

(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)

Bénh miit

Bénh tai

Bénh tim mach

Viém xoang, miii hong, thanh quin

= Cac bénh vé phé quan

Ia chay, viém da day, rudt do nhiém

trung

= Bénh da day, ta trang

= Bénh gan mit

= Bénh da

» Bénh co, xwong khép

Biéu dd 2.3. Phan loai bénh ciia lao dong di kham tai MobiFone Service nam 2019
(Nguon: Phong To6 chirc Hanh chinh — MobiFone Service)

Qua bang bao cdo cho thiy tinh hinh bénh ctia NLD dén kham & cac bénh

vién trong nam 2019 tai MobiFone Service. Trong thuc té con sb thuc con 16n hon

vi ¢on nhiéu NLD khong dén bénh vién, ho di kham & cac phong kham tu ma khong

thong bdo vi cong ty.

Bang 2.6. Phin loai strc khoe lao dong tai MobiFone Service nam 2019

Loai sirc khée

S6
Ty 18 | I " \Y;
Loai | lugng (%)
Y Ty 1é Ty 1é Ty 1€ Ty 1é
(SL) SL YR s YR e YE s v
(%) (%) (%) (%)
Nam 805 64,8 201 25,0 346 42,9 249 30,9 9 1,2
Nir 437 35,2 87 20,0 162 37,1 175 40 12 2,9

(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)
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Ghi chua: Loai I: Stre khée t6t, Loai II: strc khoe kha, Loai III: sirc khoe binh
thuong; Loai IV: strc khoe yéu.

Hién tai, trong cong ty sd can bd, cong nhan vién c6 sirc khoe loai II chiém
ty 1€ cao nhét véi lao dong nam 1a 42,9% va lao dong nit 1a 37,1%. Sau do6 1a suc
khoe loai I1I véi 30,9% lao dong nam va 40% & lao dong nit. Piéu ddng mimng 13 s6
lao dong co sirc khoe loai IV chién chiém chwa dén 3% tong s6 lao dong trong toan
cong ty.
2.2.2.2. Thuc trang vé tri luc nguén nhan luc

MobiFone Service ludn quan tim ning cao chat luong tri lwc doi ngii can bo,
nhan vién, coi day la nhiém vu trong tam, tao dong luc cho phat trién va nang cao
nang lyc canh tranh cia cong ty.

MobiFone Service di tap trung vao viéc nang cao kién thirc bao gom: Nang
cao kién thirc chuyén mén, kién thire quan 1y, kién thirc trong linh vire 1am viéc.

Tap trung nang cao k¥ nang thyc hanh, gin vai thyc té cong viée va duoc thé
hién trong hoat dong cua con ngudi nhu qua cach st dung doi tay khéo 1€o van hanh
may moc; cach str dung tinh sang tao trong phat minh, thiét ké cta linh vuc vién
thong, cong nghé¢ thong tin.

Nho c6 bién phép tich cuc nang cao chat luong tri luc do1 ngii lao dong, voi
mo hinh t6 chic NNL cia MobiFone Service dugc xac dinh theo huéng chuyén
nghi¢p cao, tinh gon, thong thoang, nang dong, khoa hoc va hi¢u qua, dugc xay
dung trén nén tang doi ngil can b vai tiéu chi tuyén lya chét lwong hon sb lugng va
co ché van hanh theo tiéu chuan ISO nén d6i ngii can bo, cong nhan vién cia
MobiFone Service khong ngimg 16n manh vé s luong va chat luong.

Phat trién trinh d6 chuyén mén nghiép vu 1a mot ndi dung quan trong ciia
cong tac phat trien NNL. Ddi véi MobiFone Service, cong tac phat trién NNL vé
chuyén moén nghiép vu dugc thuc hién chu yéu qua cong tac tuyén dung NNL va
dao tao NNL.

Cong tac tuyén dung NNL: Cong tic tuyén dung déng mot vai trd cuc ky
quan trong, n6 quyét dinh thanh cong hay that bai ctia doanh nghiép sau nay. Vi day



48

12 NNL chu dao trong twong lai, 1a nong cbt. Vi thé MobiFone Service rat cha trong
va k¥ ludng trong khau nay.

Phan tich cong viéc 1a xac dinh ndi dung trinh tu, ti€u chuin cua cong viéc,
cac k¥ ning va pham chat can cé dé thyc hién cong viéc. Hién nay thi truong vién
thong Viét Nam dang dan trd nén bio hoa. Do d6 Phan tich cong viéce s& 1a cong cu
rat hiru hiéu gitip nang cao hiéu qua san xuit kinh doanh, hiéu quéa canh tranh. Thuc
té cho thay, MobiFone Service da tao ra sy phdi hop dong bo giira cac bd phan
trong co cau doanh nghiép, danh gia dugc cac yéu cdu cia cong viéc, do d6 da
tuyén chon duoc can b, cong nhan vién phi hop véi yéu cau cong viée, danh gia
dugc dung nang luc thuc hién cong viéc cua can bd, cong nhan vién, tra luong, kich
thich kip thoi chinh xéac.

Nguon Iyc con ngudi 1a yéu té quan trong nhat ddi vai bat ky mot to chirc
nao dé no hoat dong co6 hi€u qua, su thanh cong hay that bai ctia mot doanh nghiép
du 16n hay nho déu phu thudc vao ning lyc va kha ning sang tao cia NLD. Cho dén
nay, MobiFone Service thuong tuyén dung NNL qua nhitng nguén chinh nhu:

- Ngudn ndi bd: can bd, cong nhan vién trong cong ty dugc tuyén chon thong
qua ngudn nay duoc thyc hién dudi cac hinh thirc nhu dé bat thang chirc, duoc cat
nhic theo nguyén tic boé phiéu kin va dugc cdp trén dong ¥... Ngoai ra con thong
qua gidi thiéu cua cac cong ty ddi tic, ban hang, hay gidi thiéu tir chinh nhiing
nguoi trong doanh nghiép. MobiFone Service rat khuyén khich hoat dong nay boi 18
no kich thich sy thi dua rong rai trong cong viéce, khuyén khich NLD lam viéc tdt
hon tir 46 gop phan nang cao nang suat lao dong.

- Thong qua mdt sb truong Pai hoc, cao déng, trung cép, dao tao nghé; uu
diém cua viéc tuyén dung nay 1a chi phi tuyén thuong thap va chat lugng lao dong
van dugc dam bao. Két qua khao sat vé chét lugng lao dong cho thiy c6 dén 30%
dat loai kha gioi, 58% trung binh; da ) y thue ky luat va tac phong lam vi¢e déu dat

loai tot va kha.



49

S6 luong tuyén dung: hang nim s lugng tuyén dung tai MobiFone Service
tuong dbi nhidu. Trong 4 nim qua MobiFone Service da tuyén dung dugc 971 lao
dong dap Gmg nhu cau san xut kinh doanh.

Chét luong tuyén dung: da sd lao dong duoc tuyén dung déu co tudi doi tré,

o trinh d§ chuyén mon cao.

Bing 2.7. Tinh hinh tuyén dung lao dgng tai MobiFone Service qua cac nim

Chi tié Nhu céu tuyén dung Két qua tuyén dung
i tieu

2016 2017 | 2018 | 2019 | 2016 | 2017 | 2018 | 2019
Tong s6 lao dong 307 740 1141 | 1233 | 300 677 | 1143 | 1242

Pai hoc va trén dai hoc 234 598 1002 | 1110 | 227 541 | 1006 | 1117

Cao ding & trung cap 74 142 139 123 73 136 137 125

(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)
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# Dai hoc va trén daihoc mCao dﬁng & Trung ci'ip

Biéu d6 2.4. Tinh hinh tuyén dung lao dong tai MobiFone Service qua cac nim
(Nguon: Phong To chirc Hanh chinh — MobiFone Service)
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Qua phan tich tinh hinh thuc t& cong tac tuyén dung tai MobiFone Service
cho thay:

Cong tac tuyén dung lao dong tai MobiFone Service duogc thuc hién thuong
xuyén, di dap ung co ban vé nhu ciu nhan sy ciia cong ty. Luc luong lao dong
tuyén dung déu dugc ky hop dong thir viée, hop dong lao dong va duoc hudng cac
ché do theo quy dinh cua phap luat. Phuong phap tuyén dung duoc thyc hién don
gian, linh hoat dap tmg yéu cau tiéu chi tuyén chon.

MobiFone Service ciing di quan tdm dén cac nodi dung cdt 16i, quan trong
nhat ctia hoat dong thu hut NNL, d6 13 cong tac phan tich va thiét ké cong viéc,
cong tac hoach dinh NNL, cac chinh sach thu hit lao dong c6 kinh nghi¢ém, c6 trinh
dd trén thi truong. Viéc quan tam dung muc td1 cac hoat dong thu hut nguén nhan
Iyc da, dang va s& 1am cho chat lugng NNL cua cong ty ngay cang dugc nang cao,
gitip cong ty phat trién bén ving.

Pao tao va phat trién 13 mot nhu cau khong thé thiéu dugce voi bat ct loai
hinh t6 chirc ndo. Ddi véi mot doanh nghiép hoat dong trong thi trudng canh tranh
ngay nay thi nhu cau dao tao va phat trién NNL 12 mdt nhiém vu cép bach va quan
trong hang dau, né quyét dinh tinh thanh bai cia mét sy khoi dau, bai du doanh
nghiép c6 1ap dat ca mot hé thong may moéc tinh vi ma khong cé nguoi diéu khién
va st dung mot cach hiéu qua ciing trd nén vo ich. Do vay v6i bd may 1én dén hon
mot nghin nguoi chua ké cong tac vién trai khap cac dia ban trong va ngoai nudc,
cong tac dao tao va boi dudng NNL luén duge xéc dinh 1a nhi€ém vy trong tam trong
chién luogc phat trién cua MobiFone Service.

MobiFone Service di uu tién hang dau cho viéc mé rong hé théng dao tao
trong doanh nghiép, ap dung da dang céc loai hinh, cap d dao tao cho nhan vién
sao cho phu hop nhit, dap Gng dung va tring vao nhu ciu xay dung va phat trién
doanh nghi¢p. MobiFone Service ciing wu tién Iya chon nhitng can bg trong dién
quy hoach dé dao tao bdi dudng, nang cao trinh dg, chuyén mon nghiép vu vao céc
chirc danh 1anh dao, quan 1y ¢ cac don vi. Véi lao dong quan 1y, MobiFone Service

phén d4u dén nam 2022 c6 30 - 35% lao dong co trinh dd sau dai hoc va dén nam
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2025 , ty 1& nay 1a 40 - 45%. Ddi véi lao dong k¥ thuat, phan ddu dén nam 2022 c6
50 - 55% lao dong co6 trinh d6 dai hoc trd 1€n, va dén nam 2025 ty 1€ nay la 60 -
65%.

MobiFone Service c6 nhiing co ché chinh sach khuyén khich dé day manh
cong tac thu hut va st dung NNL chét luong cao. Ngoai co ché chinh sach chung
dbi v6i cac chire danh can b, lanh dao quan 1y, khoa hoc cong nghé, nhom lao
dong k¥ thuat cao theo quy dinh; tirng don vi, cong ty thanh vién déu xay dung co
ché, chinh sach, chuong trinh dao tao boi duong NNL cho don vi minh. NLD c¢é
trinh d6 cao s& duoc tao diéu kién 6n dinh cudc séng va dugce tao diéu kién phat huy

nang luc va chuyén mon cua minh.

Béang 2.8. Trinh do lao dong ciia MobiFone Service

Nam 2016 Nam 2017 Nam 2018 Nam 2019

Chi tiéu

SOA lao % SOA lao % SOA lao % SOA lao %
dong dong dong dong
Tong s LD 300 | 100 677 100 | 1.143 | 100 | 1.242 | 100

Dai hoc va trén dai hoe | 227 | 758 | 541 80 | 1.006 | 88 1117 | 90

Caodingvatrungcip | 73 |242| 136 | 20 | 137 | 12 | 125 | 10

(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)
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Biéu d6 2.5. Trinh d) lao dong ciia MobiFone Service
(Nguon: Phong To chirc Hanh chinh — MobiFone Service)
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Qua s liéu trén cho thay trinh d6 lao dong cua MobiFone Service ting tuong
d6i 6n dinh va ddng déu qua cac nam:

Trinh do dai hoc va trén dai hoc: S8 nhan vién cé trinh d6 dai hoc va trén dai
hoc 1am viéc chi yéu ¢ cac phong ban va cac don vi tai MobiFone Service ngay
cang tang 1én. Cu thé: ndm 2016 sb nhan vién co trinh d6 dai hoc va trén dai hoc la
227 nguoi va ting 1én 541 ngudi vao nam 2017 chiém 80% sé lao dong toan cong
ty; Nam 2019 ting thém 890 ngudi so voi nam 2016 nang s6 nhan vién co trinh d6
dai hoc va trén dai hoc 1én 1117 nguoi chiém 90% sb lao dong toan cong ty.

Trinh d6 cao dang va trung cp: Pay 1a sd lao dong tap trung chi yéu & céac
chi nhanh thudc bd phan cung cip dich vu chiam soc khach hang, khdi dién thoai
vién. Nim 2016 sb lao dong c6 trinh do cao dang va trung cip 1a 73 nguoi chiém
24.,2% s6 lao dong toan cong ty. Nam 2019 sé lao dong nay la 125 ngudi ting 52
ngudi so véi nam 2016 twong duong véi 10 % sd lao dong toan cong ty.

Tuy nhién, van con mot sd truong hop (ddc biét 1a trong cong tac dé bat) tai
MobiFone Service van con mang tu tuong cii, van c6 nhitng nguoi duge dé bat khi
chua da nang luc, trinh d6 va uy tin. Nhitng ngudi nay duoc quan tm cin nhic chi
yéu 1a do quan hé tot v6i clp trén hodc “con ong chau cha”. Chinh diéu nay 1am cho
chat luong quan 1y tai cong ty con thap, d& din dén hién tuong cip dudi khong né
phuc cip trén.
2.2.2.3. Thuc trang phém chat dao duc nguén nhan luc

MobiFone Service da quan tam dén niang cao pham chat dao dirc c4 nhan, tap
thé trong cong viéc nhu: Nang cao ¥ thirc huéng thién, c6 16i song lanh manh, nép
séng van minh; ning cao tinh than lao dong chdm chi, nhiét tinh; nang cao ¥ thirc
tap thé, doan két, phén d4u vi loi ich chung; nang cao tinh than trach nhiém vdi ban
than, vo1 cong viéc va vol doanh nghi€p; nang cao y thuc bdo v¢ va cai thién moi
truong...

Nang cao thai d6 cia mot NLD thé hién qua: Nang cao thai d6 véi cap trén,
ton trong, lich su voi cép trén, nghiém tic tuan thu chi din ménh 1énh c6 lién quan

té1 cong viéc, tiép thu y kién dong gop xay dung dé nang cao hi€u qua cong viéc ca
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nhan... Nang cao thai d6 voi déng nghiép nhu: lich sy, hoa dong, than 4i v6i dong
nghiép; san sang hop tac, gitp d& dong nghiép trong pham vi chirc trach clia minh.
Nang cao thai do vd6i khach hang nhu: ton trong, lich sy, nhiét tinh, tan tam, san
soc; lang nghe gop ¥ ciia khach hang, c6 tinh than hop tac nham cung cip toi khach
hang dich vu, san pham t6t nhat.

MobiFone Service luon coi trong xay dung van hoéa doanh nghiép, hudng téi
la don vi quen thudc, tin cdy, than thi¢n trong td chirc va cung cép cac dich vu tro
gitip cho nguoi dung thiét bi di dong.

MobiFone Service thudng to chtc cac Hoi thao giap NLD xay dung v thirc
trach nhiém dbi v6i cong viéce va 16i song van hoa, ddi véi to chuc, co dao dirc nghé
nghi¢p, nang dong sang tao, kha nang thich ing cao... trong mot xa hdi cong nghiép
hién dai. Lanh dao cong ty ludn hiéu rang qua trinh thuc hién cong viéc khong chi
can stre khoe, tri tué, su khéo 1éo ma con can tinh ky luat, su tu giac, tinh than hop
tac, tdc phong chuyén nghié¢p va moi con ngudi Viét Nam dugc thira hudng tur cha
ong tinh than 1am viéc hing say, su chiu thuong, chiu khé, can cti cham chi, yéu lao
dong, mém déo, linh hoat trong tng xt... Chinh vi viy MobiFone Service ludn tao
moi truong thudn loi nhat dé can b cong nhan vién duoc gido duc va nang cao dao
dirc nghé nghiép.

Két qua nghién ciru tir chwong trinh khao sat thu thip théng tin so cip
vé chit lwgng ngudn nhin lwe tai MobiFone Service:

Trong pham vi nghién ctru cta luan van, hoc vién da thyc hién chuong trinh
nghién ctru - khao sat vé chat lugng NNL tai MobiFone Service bang phuong phap
phong vén theo bang hoi (phiéu khao sat) dugc trinh bay tai Phy luc 1 va Phu luc 2.

Déi tuong dugc lya chon tham gia trong cudc khao sat 1a 120 nguodi thude
hai nhom ddi twong: mot 1a nhom Ban 1anh dao, can bd quan 1y cua cong ty (20
nguoi), hai 1a nhém NLD di ky hop dong lao dong thir viéc/chinh thirc véi cong ty
tur 1 thang trg 1€n (100 nguoi).

Qua diéu tra cho thay, c6 da sb y kién ctia cac can bo 1am cong tac quan 1y &

MobiFone Service cho rang c6 xac dinh s€ gan b6 lam viéc 1au dai, 6n dinh tai cong
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ty thi nhan vién mai hét 1ong phuc vu, an tdm cong tac, tir d6 s& dat hiéu qua cong
viéc cao hon va nguoc lai. Va chi khi nao NLD xac dinh s€ chon doanh nghiép 1a
noi 1am viéc 1au dai, on dinh thi ho s& ¢6 ¥ thic to chirc ky luat tot hon, c6 tinh than
phan déu, ¢ ging va nd lyc hét minh trong cong viéc hon.

Mot trong nhitng ndi dung mau chdt ciia cong tac quan 1y va sir dung 1au dai
d6 1a phai lam cho NLD mubn gin bo 1au dai véi doanh nghiép, phai biét quan tim
dén tam tu, nguyén vong gan b6 cia NLD. Vi thé ho s& coi trong nguyén vong gan
b6 1au dai véi doanh nghiép trong tuyén dung va str dung NNL.

Két qua khao sat 1dy ¥ kién ctia nguoi lao dong tai MobiFone Service:

Biang 2.9. Mirc d) quan tim dén nguyén vong gin bé lau dai véi Cong ty

Mikc dd quan tAm dén nguyén Két qua
STT , Ty 1€ (%)
vong gan bo lau dai véi cong ty lwa chon (nguwoi)
1 Rét quan tim 24 20,0
2 Quan tdm 64 52,9
3 It quan tim 30 24.7
4 Khong quan tdm 3 2.4
Tong 120 100

(Nguon: Tong hop tir két qua khdo sat)

» Rit quan tAm
# Quan tam
# it quan tim

Khong quan tam

Biéu d6 2.6. Mirc d) quan tdm dén nguyén vong gin b6 lau dai véi Cong ty
(Nguon: Tong hop tur két qua khao sat)
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Qua s liéu trén cho thdy ngudi lao dong tai cong ty c6 nguyén vong gin bod
lau dai voi cong ty, diéu nay sé& gitip cho NNL cta cong ty dugc 6n dinh, thuan loi
trong dao tao cling nhu trong viéc nang cao chat lugng NNL.

Bén canh do, tdc phong lam vi¢c cia nhan vién ciling luén dugc chu trong
qua qua trinh st dung lao dong cua doanh nghiép, c6 hon 60% s6 can bo 1am cong
tac quan ly tai MobiFone Service duoc hoi cho biét ho rit quan tdm va quan tdm
dén tac phong 1am viéc ctia nhan vién.

Bang 2.10. Mitc d9 quan tim dén tac phong 1am viéc ciia nguoi lao dong tai
MobiFone Service

Mikc d§ quan tAm dén tac phong Két qua
STT Ty 1€ (%)
lam viéc ciia nguwoi lao dong Iwra chon (nguoi)
1 Rét quan tam 34 28,2
2 Quan Tam 44 36,5
3 It quan tam 34 28,2
4 Khoéng quan tam 8 7.1
Tong 120 100

(Nguon: Tong hop tir két qua khdo sat)

= Rit quan tAm

®» Quan Tam

= It quan tim
Khéng quan tam

Biéu d6 2.7. Mitc d9 quan tim dén tac phong lam viéc ciia nguoi lao dong tai
MobiFone Service 7 )
(Nguon: Tong hop tur két qua khao sat)
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Phéan 16n cc can bd quan 1y tai MobiFone Service déu quan tim dén tac
phong lam vi¢c cua NLD, chinh vi vay tac phong lam viéc ciia NLD da tr& thanh
mot trong nhirng tiéu chi quan trong trong yéu cau tuyén dung lao dong tai
MobiFone Service bén canh nhitng k¥ ning chuyén moén lién quan tryc tiép téi véi
tung vi tri cong viéc cu thé.

2.3. Cac nhan t6 anh hwéng dén chat lwong ngudn nhin lye ciia cong ty
Co phan Dich vu K¥ thuat MobiFone

2.3.1. Nhén té bén ngodi

2.3.1.1. Thi truong lao dong

Vé co ban lao dong ma MobiFone Service st dung chi yéu 13 nhan sy vé
khéi kinh té, cong nghé thong tin va mot sb it lao dong nganh nghé khac. Cac loai
lao dong nay khong phai thudc loai khan hiém, duoc dao tao tuong doi phé bién tai
cac truong dai hoc, cao dang va trudng nghé. Chinh vi vdy ma ngudn cung lao dong
trén thi truong 1a kha 16n, tao thuan lgi cho cong tac tuyén dung nhén lyc cua cong
ty d6i voi cac lao dong nhan vién vian phong, nhan vién IT, va dién thoai vién.

Bén canh d6, ddi v6i nhan luc chat luong cao MobiFone Service ciing gip
phai mot s6 khé khin nhét dinh trong céng tic tuyén dung va thu hat nhan tai. Thuc
té trén thi truong lao dong nguodn ng vién nay 1a khong nhiéu, vi thé ngudn tuyén
dung nhitng tng vién nay 1a kha han ché. Co nhitng thdi diém MobiFone Service
tuyén dung trong thoi gian dai ma khong tim duoc ngudi phit hop va dam bao véi vi
tri cong viéc, chang nhu chirc danh: Chuyén vién quan tri du 4n Ha ting - Vién
thong, Chuyén vién Quan tri du an Callcenter, Chuyén vién Kinh doanh Call
Center,...
2.3.1.2. D6i thi canh tranh

Hién nay, thi truong cung cdp cac dich vu trén nén vién thong dang co su
canh tranh khdc liét gitta cdc doanh nghiép. Thuc té hién nay cho théy do céc ddi
thu canh tranh nhu Hoa Sao, Kim Cuong, Minh Phuc... 1a nhitng don vi c¢6 thuong
hiéu 16n trong nganh, ho ciing c6 chinh sach thu hat nhan tai va ché d6 dai ngd tot

hon tai MobiFone Service, nén di c¢o tinh trang NLD chuyén cong tic sang cac don
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vi hoat dong cung linh virc néu trén, dé chu yéu 1a nhitng lao dong co chét luong.
Vi vdy, bai toan dit ra hién tai cling nhu twong lai d6i vi MobiFone Service 1a 1am
sao dé c6 thé giir chan va thu hit dugc nhitng lao dong c6 trinh d6, k¥ ning tbt 1am
viéc va gian bo véi cong ty.

Thuc té trong hai ndm trd lai day, céac ddi thu canh tranh c6 thuong hiéu lon
trong nganh nhu Hoa Sao, Kim Cwong, Minh Phuc... c6 sy phét trién vé s luong
ngudn nhan lyc rat 16n (Chang han nhu Hoa Sao: Thoi diém thanh 1ap cua ho vao
thang 07/2006 chi c6 30 nhan sy, nhung dén nay quy mé nhan su da 1én dén 4.000
nguoi, ting hon 130 1an sau khoang 14 nam - Trong khi d6 tong s luong ngudn
nhan lyc cia Mobi Service hién nay chi roi vao khoang 1.000 nguoi).

Ngoai ra, vé ché d6i dii ngd doi voi nguoi lao dong: Pé dap ung duoc nhu
cau ting quy md s6 luong nguon nhan lyc nhu trén, Hoa Sao da dua vao ap dung
nhiéu chinh sach thu hut lao dong, dac biét la ddi tuong lao dong chét luong cao voi
cac muc dai ngd duoc danh gia la tdt hon MobiFone Service, cu thé nhu vé ché do
tién luong: Hoa Sao sin sang chi tra mirc lwong 1.000 — 2.000$ cho cac cap quan 1y,
trong khi d6 tai MobiFone Service mirc thu nhap cta cap quan 1y chi khoang 1.000$
va co ché khen thuong chua thuc su phat huy duoc hiéu qud, nén da c6 mdt sb
truong hop cac lao dong cé trinh d6 cao va tham nién tai MobiFone Service da
chuyén sang Hoa Sao. Piéu dang quan tdm nhét 1a khi ddi twong nay chuyén viéc,
ho s& kéo theo nhirng ngudi khac (cha yéu 1a cac nhan vién cip dudi cua ho) trong
cong ty sang lam cung ho & bén Hoa Sao.
2.3.1.3. Khoa hoc k¥ thuat

Trong bdi canh toan cau hoa, hoi nhdp sau va rdng nhu hi¢n nay, doi hdi céac
doanh nghi¢p Viét Nam noéi chung va dac biét cac doanh nghiép trong linh vuc cung
cap cac dich vu trén nén vién thong noi riéng phai d6i méi cong nghé ky thuat dé
dap mg kip thoi v6i nhing thay d6i ctia xu thé moi. Qua trinh hién dai héa va dau
tu cong nghé, trang thiét bi mdi di vao hoat dong kinh doanh thi vi¢c phai dau tu
cho NLD dugc dao tao nang cao trinh d9, thich Gmg vai tién bo khoa hoc k¥ thuat 1a

diéu tat yéu.
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2.3.2. Nhin té bén trong
2.3.2.1. Tuyén dung, dao tao va str dung nhan luc
- Vé tuyén dung

Céc ngudn tuyén dung nhan lyc ciia MobiFone Service gom:

Ngudn ndi bd: can bd cong nhan vién trong cong ty duge tuyén chon thong
qua nguén nay duoc thuc hién dudi cac hinh thic nhu dé bat thang chtrc, dugc ct
nhic theo nguyén tic bo phiéu kin va dugc cdp trén dong ¥... Ngoai ra con théng
qua gi6i thiéu cua cac cong ty ddi tac, ban hang, hay gidi thiéu tir chinh nhiing
ngudi trong cong ty. MobiFone Service rat khuyén khich hoat dong nay bai 18 no
kich thich su thi dua rdng rai trong cong viéc, khuyén khich ho lam viéc tt hon tir
d6 gop phan nang cao ning suit lao dong.

Thong qua mét sd truong Pai hoc, cao dang, trung cap, dao tao nghé: uu
diém cua viéc tuyén dung nay 1a chi phi tuyén thuong thap, chit luong lao dong
duoc dam bao.

S6 luong tuyén dung: trong 4 nim (2016 - 2019), MobiFone Service da
tuyén dung duoc 971 lao dong dap tmg nhu cau san xuat kinh doanh.

Chat luong tuyén dung: da sé lao dong duoc tuyén dung déu co tudi doi tré,
6 trinh d§ chuyén mon cao.

Céc tiéu chi tuyén chon ngudn nhén luc tai MobiFone Service:

- Tuyén chon NNL vao lam viéc phai c6 tdm huyét, gin bo voi doi hoi cua
cong viéc.

- Tuyén chon nhiing lao dong c6 trinh do chuyén mon can thiét, c6 thé dat
duoc nang suat lao dong cao, hi¢u suat cong tac tt.

- Tuyén nhiing lao dong trung thuc, ky ludt cao, tic phong lam viéc chuyén
nghiép.

- Tuyén nhiing lao dong c6 sirc khoé, gan b lau dai véi cong ty.

Quy trinh tuyén dung tai MobiFone Service:
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- Ra thong bao tuyén dung: Cin cir vao cac nhu cu cia tirng vi tri, chtrc danh
cong viéc can tuyén, hoi ddng tuyén dung phdi hop voi Phong T6 chirc Hanh chinh
xac dinh pham vi ra thong béo tuyén dung.

- Tiép nhan hd so: Hoi dong tuyén dung xem xét hd so va chon ra nhimng hd so
xin viéc dat yéu cdu va yéu cau bd sung thém dbi v6i cac hd so du tuyén chua day
du.

- Phong van: Nhitng ho so dat yéu cau, Phong T6 chirc Hanh chinh s& giri thu
moi hoidc dién thoai tryc tiép dén ng vién va moi ho dén tham gia phong van.

Sau qua trinh phong van s& chon ra nhitng tng vién thich hop nhat, tuyén
dung vao lam vi¢c tai cong ty.

- Tinh hinh dao tao va st dung nhan luc tai MobiFone Service

Truéng phong To chire Hanh chinh ¢6 trach nhiém phdi hop cung véi cip
quan 1y cac don vi tryc thudc cap nhat nhu cau ddo tao hang thang, hang quy cho
can bo cong nhan vién trong cong ty vé ki thuat, chuyén mén nghiép vu. MobiFone
Service ciing dio tao, huan luyén nhitng can bd, cong nhan vién co diéu kién dap
g nhitng cong viéc mai, cong nghé hay thiét bi méi, nhat 1a nhitng k¥ ning cin
thiét trong cong viéc nhu: St dung may moc, cong cu, phén mém, doc va hiéu
nhing quy dinh k¥ thuat, cac tai liéu lién quan dén k¥ thuat va chat luong nang cao
nghié¢p vu va chuyén moén cho cac phong ban nghiép vu.

Dé cong tac dao tao nhan luc mang lai hiéu qua cao, MobiFone Service da
lwa chon phuong phap dao tao phu hop véi diéu kién vé ngudn vdn, tai chinh, con
nguoi; dao tao dung ddi twong, khong tran lan, thyc hién dao tao theo chi tiéu hang
nam, c6 quy riéng cho chi phi khuyén khich dao tao.

Két qua diéu tra thyc té vé nhu cau ddo tao ciia can bo lam cong tac quan 1y

va can bd, cong nhan vién nghiép vu tai MobiFone Service:
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Bang 2.11. Nhu cau cac 16p dao tao cia can bg, cong nhan vién MobiFone Service

nam 2019
STT Nhu ciu tham gia cac 16p dao tao Tra 1oi Ty 18 (%)

1 L&p nang cao k¥ nang chuyén mon 40 32,9
2 L6p quan 1y chat luong 20 16,5
3 Lép k¥ nang giao tiép 44 36,5
4 L6p quén tri doanh nghiép 7 5,9
5 Marketting 10 8,2

Tong 120 100

(Nguon: Tong hop tir két quad khdo sat)

= L6ép ning cao k{ niang
chuyén mén

= Lép quan 1y chét lwgng

= Lép k¥ ning giao tiép
Lép quan tri doanh
nghiép

= Marketting

Biéu d6 2.8. Nhu ciu cac 16p dio tao ciia can bd, cong nhan vién MobiFone Service
nam 2019
(Nguon: Tong hop tir két qua khao sat)

Két qua trén cho thdy nhu cu cia NLD mudn tham gia vao céac 16p ddo tao
v6i n6i dung da dang nhu: nang cao ky ning chuyén mon, quan 1y chat luong, k¥
ning giao tiép, quan tri doanh nghiép, Digital marketing, ngoai ngit, tin hoc....
2.3.2.2. Tién luong, tién thudng, phu cap

Dé viéc tra luong duogc thuc hién cong bang, cong khai, minh bach, khuyén
khich NLD c¢6 trinh d6 chuyén mon, k¥ thuat va ning suit lao dong cao, kich thich

phat trién san xuat kinh doanh; quy ché tra luvong da duoc théng nhit trong Ban
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Lanh dao cong ty va két qua 1ay ¥ kién cua can bo lanh dao chu chdt & tit ca cac
phong ban trong cong ty.

Thoi gian tra lwong dugc chia thanh 02 dot/thang: lwong co ban dot 1 va
lwong hiéu suat 1am viéc thuc té dot 2, vao cac ngay 5, 20 hang thang.

Cdc logi tién lvong tai MobiFone Service:

Luong co ban (Lcb): 1a khoan lwong hang thang NLD dugc nhan can cir hé
s6 luong quy dinh tai MobiFone Service va don gia lvong co ban dugc duyét hang
nam; quy dinh va cach tinh cy thé tai Quy ché luong cta cong ty.

Lwong hiéu suat (Lhs): 1a khoan luwong theo tinh theo két qua danh gia KPI
hang thang cua NLD.

Nguyén tdic tra lwong tai MobiFone Service:

Phu hop véi chiic danh cong viée va can ctr vao dong gop cong hién cua can
bd cong nhan vién;

Khong cao bang luong co ban. Can cir hiéu qua kinh doanh hang nam,
MobiFone Service dam bao Luong co ban > Luong co ban do Nha nudc quy dinh;

bong vién, khuyén khich dugc nhiing can by cong nhan vién cé trinh do
chuyén mon cao, cd kha nang ddm nhan va thuc hién nhitng cong viéc phuc tap va

quan trong.

Bang 2.12. Mirc lwong trung binh cia can b§, cong nhan vién MobiFone Service

Tién lwong 2016 | 2017 | 2018 2019
S6 lugng nhéan vién 300 677 | 1.143 | 1.242
Luong trung binh/ lao dong (triéu dong/nam) 80,4 87,1 97,15 107,2
Téng (triéu dong) 24120 | 58.967 | 111.042 | 133.142

(Nguon: Phong Ké todn — MobiFone Service)

Nhu vay, so véi mat bﬁng cua xa hdi, thu nhap tir lvong ctia can bg, cong

nhan vién toan MobiFone Service & murc kha. Diéu nay cho thdy viéc dai ngd vat
chat nham tao dong luc cho NLD dugc thuc hién kha nghiém tic, gop phan dong

vién c6 hi¢u qua NLD trong viéc thuc hién nhi¢m vuy.
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Bén canh luong, phu ciAp MobiFone Service con c6 chinh sach thuéng cho
nhirng sang kién, du 4n thuc thi; thudng cho viéc hoan thanh va vuot chi ti€u so voi
ké hoach dit ra... Mtrc thuong s& do Hoi dong lwong dé xuit trinh Tong giam ddc
phé duyét. Qua do, ta thay MobiFone Service rat cha trong quan tim dén NLD cia
minh théng qua cac hinh thire lwong, thuéng va cac chinh sach khac, nhim khuyén
khich NLD hing say 1am viéc, cong hién hét minh cho sy phat trién cta cong ty.
2.3.2.3. Thoi gian lam viéc, nghi ngoi

Trir trudng hop ¢6 quy dinh khac quy dinh trong Hop dong lao dong, mdi
NLD phai 1am du 8 gio trong 1 ngay va 40 gid trong 1 tun. Déi véi NLD nit nudi
con dudi 12 thang tudi mdi ngay duoc nghi 60 phut (trir vao gio 1am viéc).

Déi v6i NLD da duoc ky Hop dong lao dong chinh thic va c6 thoi gian lam
viéc cho MobiFone Service di 12 thang thi mdi nim duoc nghi phép 12 ngay,
huong nguyén luong co ban va sé ngay nghi hang nim d6 dugc ting 1én theo tham
nién lam viéc tai cong ty, cr 5 nam dugc nghi phép thém 01 ngay.

Nghi 18 tét NLD lam viéc, hudng nguyén luong co ban nhiing ngay 18 (theo
quy dinh chung ctia Nha nudc).

NLD duoc phép nghi viée riéng ma van huong nguyén luong co ban trong
cac truong hop sau: Két hon (03 ngay); con két hon (01 ngay); bd me (ca bén chong
va bén vo) chét, vo hodc chong chét, con chét (03 ngay).

NLD c6 thé duoc phép nghi viée riéng ma khong huong lwong trong cac
truong hop duoc Ban 1anh dao cong ty chap thuan.

Céc truong hop nghi do tai nan lao dong, bénh nghé nghiép... s& ap dung
theo quy dinh ctia phap luat.
2.3.2.4. Dicu kién lam viéc

Diéu kién lam viéc trong doanh nghiép rit phong phu, da dang va mdi mot
moi trudong lam viéc, mdi diéu kién lam viée déu tac dong dén NLD theo nhiéu khia
canh khac nhau. Vi vy MobiFone Service ludn xac dinh 1 vai tro cua cac diéu
kién lam viéc d6i véi chat luong lao dong, xdy dung mot moi truong 1am viéc

chuyén nghiép, binh ding cho NLD va d3 tién hanh nhiéu cong tac bao dam nham
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tao cho NLD c¢o6 dr:iy du cac diéu kién lam viéc thuan loi nhat trong qua trinh thuc
hién nhiém vu.

Qua diéu tra v kién cua NLD vé mirc d6 dam bao cac diéu kién lao dong lam
viéc cia MobiFone Service trong qua trinh thyc hién céng viée cho két qua nhu sau:

Béang 2.13. Mirc d§ dam bao cac di€u kién lam viéc tai MobiFone Service

S6 tra 1oi
STT Noi dung tra 1oi Ty 18 (%)
(nguoi)
1 Pam bao rat day du 51 42,9
2 bam bao binh thuong 54 45,2
3 Chi dam bao mot phan 9 7.1
4 Khong dam bao 6 4,8
Tong 120 100

(Nguon: Téng hop tir két qua khdo sdt)

5%

= Dam bao rit diy da

* Pam bio binh
thuong

# Chi dam biao mot
phén
Khong dam bao

Biéu d6 2.9. Mirc d9 dam bao cac diéu kién lam viéc tai MobiFone Service
(Nguon: Tong hop tur két qua khao sat)

Nhu vay, v6i 88% y kién NLD dugc héi cho rang MobiFone Service da dam
béo tot cac diéu kién lam viéc, cho théy cong tdc dam bao cac diéu kién lao dong
ctia MobiFone Service da co ban dugc dam bao, diéu nay gop phan gitp cho NLD
lam viéc thoa mai, tao diéu kién phat trién toan dién con nguoi ca vé thé luc, tinh
than va tdm lyc, dong vién kha ning lao dong sang tao va tao cam giac thoa mén

cho NLD.
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2.3.2.6. Doi sbng tinh than cua ngudi lao dong

Qua diéu tra ¥ kién ctia NLD vé mirc do dam bao cong tac danh gia nhan luc
tai cong ty di dam bao dugc thuc hién cong biang, chinh xac va phu hop, tao dong
Iuc cho nhan vién phan dau cho két qua nhu sau:

Béng 2.14. Mirc d§ dam bao cong tac danh gia nhan luc tai MobiFone Service

S6 tra 1oi
STT Noi dung tra loi Ty 1€ (%)
(nguoi)
1 Dam bao rat chinh xac, phu hop 11 9,2
2 Dam bdo binh thuong 38 31,7
3 Chi dam bao mot phan 42 35,0
4 Khong dam bao 17 14,2
Tong 120 100

(Nguon: Tong hop tir két qua khdo sat)

o Pam bio rat
16% 10% chinh xéc, phit
hop
Pam bao binh

thudong
35%

39% Chi dam bao
mot phan

Biéu d6 2.10. Mirc d9 dam bao cong tac danh gia nhan lue tai MobiFone Service
chinh xac va phu hop i )
(Nguon: Tong hop tir két qua khao sat)
Cong tac danh gid nhan luc tai MobiFone Service chua thyc sy dam bdo

duoc chinh xac va phu hgp. Vi vay chua tao dugc hi€u qua trong vi¢c tao dong luc
cho nhan vién phan dau.
2.3.2.7. Boi sdng tinh than ctia ngudi lao dong

MobiFone Service luén quan tam dén doi song tinh than ciia NLD:
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-  Pa xay dung méi truong lam viéc chuyén nghi¢p, ludn tao cac khong gian
xanh va binh d:flng dbi véi tat ca moi can bo, cong nhan vién.

- MobiFone Service hop tac vadi cac co s¢ kham chua bénh ¢6 uy tin nhu Thu
Cuc, Hong Ngoc, Medlatec... to chirc kham strc khoe dinh ky (6 thang/1an) cho tat
ca can by, cong nhan vién, phat hi¢n sém va diéu tri kip thoi cac bénh hiém nghéo.

- Céc hoat dong thé duc, thé thao ciing dugc MobiFone Service quan tim dang
mirc nham nang cao thé luc, giam cing thang, mét moi sau gior lam viéc. Hang nam,
can bo cong nhan vién MobiFone Service tham gia rat nhiéu cac giai thi dau cia
Toéng cong ty vién thong MobiFone va Poan thanh nién nhu: Bong da, bong
chuyén, cau 16ng, bong ban, chay... Pic biét doi bong da nam MobiFone Service da
nhiéu 1an dat cic giai cao & cac giai dau.

- Céc t6 chitc Cong doan, Hoi phu nit cia MobiFone Service ciing ludn quan
tam dé to chirc cho con em can bd cong nhan vién trong cong ty giao luu vao nhiéu
ngay trong nam nhu Tét thiéu nhi, rim Trung thu, Noel. ..

- T6 chtic nghi hé hang nam cho can bd, cong nhan vién va gia dinh.

- Poéng bao hiém y té va bao hiém x3 hoi theo dung quy dinh cua phap ludt vé
lao dong hién hanh. Khi NLD c6 kho khan dot xuat (dm dau, mat, nguoi than dm
1au ngay hodc mat) thi dugc cong ty tro cap kho khan.
2.3.2.8. Gido duc ning cao dao dtrc nghé nghiép

- MobiFone Service Iudn coi trong xay dung van héa doanh nghiép, hudng tdi
la don vi quen thudc, tin cdy, than thién trong t6 chirc va cung cép cac dich vu trg
gitip cho nguoi dung thiét bi di dong.

- MobiFone Service thuong xuyén to chirc cac Hoi thao giup NLD xay dung
y thirc trach nhiém déi v6i cong viéc va 16i sdng van hoa, dbi véi to chirc, c6 dao
duc nghé nghiép, ning dong sang tao, kha ning thich tng cao... trong mot xi hoi
cong nghiép hién dai. Lanh dao cong ty ludn hiéu rang qua trinh thuc hién cong viéc
khong chi can strc khoe, tri tué, sy khéo 1éo ma con can tinh ky luat, sy tu giac, tinh
than hop tac, tac phong chuyén nghiép va moi con ngudi Viét Nam dugc thira

huong tir cha 6ng tinh than lam viéc hang say, sy chiu thuong, chiu kho, can cu
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chim chi, yéu lao dong, mém déo, linh hoat trong Gng xir... Chinh vi vay
MobiFone Service ludn tao méi truong thuan lgi nhat dé can bd coéng nhan vién
duogc gido duc va nang cao dao dirc nghé nghiép.

2.4. Panh gia chung vé chat lwong ngudn nhan luc ciia cong ty Co phan
Dich vu Ky thuat MobiFone

2.4.1. Nhitng két qud dat dwoc

Qua phan tich thyuc trang chit lwong NNL caa MobiFone Service trong thoi
gian qua, ta nhan thiy cong ty c6 nhitng wu diém sau:

Vé thé e nguén nhan Iyc: MobiFone Service da xay dung duoc NNL c¢6 do
tudi trung binh tré, dap tng tot cac nhu cau vé thé luc.

Vé tri lyc nguon nhdn Iyc: cong tic nang cao va phat trién NNL tai
MobiFone Service luén dugc cha trong. MobiFone Service da luén xac dinh phai co6
NNL tdt, c6 chat lugng thi méi c6 thé thanh cong. Do d6 cong tac nang cao va phat
trién NNL ludn duge chu trong.

Déng thoi d3 tao diéu kién dé NLD nang cao trinh d6 chuyén mon nghiép vy,
k§ nang dap tng cac nhu cau cua cong viéc. Chat luong NNL trong cong ty dan
dugc nang cao, co cau dugc cai thién timg bude phi hop véi dinh huéng phat trién
cua cong ty.

Cong tac dao tao c6 hiéu qua tich cuc. MobiFone Service da xay dung muc
tiéu dao tao ding dan va hop 1y, trén co so d6 xdy dung quy ché vé dao tao va boi
dudng NNL mot cach ddy da va cu thé, dam bao trién khai c6 hiéu qua. Qua dé tao
diéu kién cho can bg, cong nhan vién dinh huéng phat trién nang cao trinh do.

Vé tam lwc nguon nhan lwc: MobiFone Service di quan tdm dén nang cao
phém chit dao duc ca nhan, tap thé trong cong viéc, ludn coi trong xay dung van
hoa doanh nghiép. Vi vy MobiFone Service da tao dugc mdi trudng thuan lgi dé
can bg cong nhan vién dugc gido duc va nang cao dao duc nghé nghiép.

Ngoai ra, viéc sap xép bd tri lao dong tai MobiFone Service duoc thuc hién

kha hop ly. MobiFone Service luon khong ngimg cb gang sap xép bd tri lao dong
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hop 1y, dam bao dung nguoi, dung viéc dé can bo, cong nhan vién phat huy téi da
s¢ truong, tranh nhitng mat han ché, tao hung phén trong cong viéc cho NLD.
2.4.2. Nhitng tén tai va nguyén nhain

Ngoai nhitng wu diém trén, MobiFone Service ciing dang ton tai nhiing han
ché can sém khic phuc nhim nang cao chat luong NNL cua cong ty, dong thoi
nang cao hi€u qua kinh doanh cua cong ty trong thoi gian to1.

Vé thé luc nguon nhdn lyc: Tinh trang stic khoe NLD tai MobiFone Service
chua dugc danh gia mot cach toan di¢én va dﬁy da. Vi trong thuc té c6 nhiéu NLD
khi c6 bénh khong dén kham & bénh vién, ho di kham & céc phong kham tu ma
khong thuc hién thong bao véi cong ty, din dén viéc cac thong tin quan 1y lién quan
dén tinh trang sic khoe ctia NLD tai MobiFone Service bi thiéu sot va khong phan
anh chinh xac duoc déy du so vai thue té.

Vé tri luc ngu&n nhan luc: Nhiéu nguoi chua c6 nang luc thuc sy, chit luong
cong tac quan 1y chua dap Gmg duoc yéu cau.

Doi véi cong tac dé bat, van con tu tudng tir thoi bao cap, rat it nguoi dugc
dé bat do nang lyc, trinh do va uy tin. Phan nhiéu nhitng nguoi dugc quan tam can
nhic chii yéu 1a do quan hé t6t véi cip trén hodc “con 6ng chau cha”. Chinh diéu
nay lam cho moi truong lam viée tré nén khong lanh manh, d& dan dén hién tuong
cap dudi khong né phuc cap trén.

Kinh phi dao tao va phat trién NNL ctia MobiFone Service con han hep. Déi
v6i cong tac dao tao va phat trién, cong ty da c6 nhiéu su quan tim siu sic dén hoat
dong nay nhung van méc phai sai 1am do kinh phi dao tao NNL cta cong ty con han
hep.

Ve tam luc nguén nhén lyc: tai MobiFone Service chua thuc su c6 co ché
khen thudng kip thoi va hop 1y, vi vy chua phat huy duoc tét cac chinh sach
thudng cta cong ty dé tao dong luc cho NLP.

Ngoai ra, cong tac danh gia can bd, cong nhan vién khong con chinh xac, doi

khi chua danh gia dugc mat manh, mit yéu cia NNL hién c6.
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Nguyén nhan:

- Do dic thu trong méi trudng nha nudc tir cong ty me (Tong cong ty vién
thong MobiFone), coi trong thAm nién coéng tac va cong tac tuyén dung phan nhiéu
do quen biét giGi thiéu, MobiFone Service chua c6 chinh sach rd rang vé thu hut va
trong dung nhan tai. NNL phan nhiéu do quen biét gi6i thiéu nén dan dén hién
tuong la s6 lao dong duogc nhan vao lam rat nhiéu nguoi chua c6 nang luc thyc su.

- Do kinh phi dau tu cho dao tao con it, ké hoach dao tao duoc 1ap nhung
khong du kinh phi va hang nam chi dua ra mot mirc chi phi nhat dinh cho cong tac
dao tao.

- Cong tac danh gia can bd cong nhan vién chi dién ra vao cudi nam. Piéu nay
s& dan dén viéc danh gia nhan vién s& khong con chinh xac, dong thoi do mo hinh
cong ty kha 16n lai ¢6 nhiéu nganh kinh doanh khac nhau, bang céc chi tiéu danh gia
chu yéu do ¥ kién chil quan ciia ngudi danh gia ma khong 1ay y kién tham khéao cua

sO dong can bo trong cong ty.

Két luan chwong 2
Qua viéc phan tich, danh gia thuc trang chét luong NNL cta MobiFone
Service trong thoi gian qua s& thiy duoc két qua, nhimng ton tai va nguyén nhan lam

co s& cho nghién ciru dé xuat giai phap cho chuong 3.
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CHUONG 3: GIAI PHAP NANG CAO CHAT LUQNG
NGUON NHAN LUC TAI CONG TY CO PHAN DICH VU KY
THUAT MOBIFONE

Trén co sé Iy thuyét trinh bdy tai chiong 1, can cit vdo thuc trang chdt
lwong NNL ciia Céng ty di phdn tich tai chiong 2, chwong ndy sé nghién ciu dé
xudt mot sé gidi phdp mang tinh kha thi, phix hop va sdt véi thie té hoat dong cia
Cong ty trong thoi gian tJi.

3.1. Phwong huéng ning cao chat lwgng ngudn nhén luc ciia cong ty
3.1.1. Phwong huwdng phdt trién sin xudt kinh doanh ciia cong ty

Budc vao giai doan méi, thi trudng vién thdng - cong nghé thong tin tiép tuc
din ra sy canh tranh quyét liét. Trong bdi canh d6, MobiFone Service dé ra dinh
hudng phat trién ciia cong ty giai doan dén nam 2025 nhu sau:

e Muc tiéu ngin han:

- Thuc hién ké hoach san xuét kinh doanh da duoc giao

- Xay dung chién luogc san phém, phat trién cac dich vu GTGT, HTVT va
CSKH.

- Xay dung chién luoc phan khiic thi phan cho cac dich vu CSKH va GTGT.

- Pinh huéng va xiy dung ké hoach va thuc hién truyén théng quang ba hinh
anh cho cong ty va cac san pham mai.

e Muc ti€u trung han:

- Tap trung phat trién 3 linh vuc: GTGT, HTVT va CSKH.

- Tré thanh mdt cong ty cong cung cip dich vu BPO hang dau Viét Nam vé
CSKH.

- Tro thanh mot tong dai 1y phan phdi tat ca cac dich vu cia MobiFone.

- Nang cao gia tri thuong hi¢u, chuin hoa hé théng nhan dién thuong hiéu.

- Phét trién dich vu ban 1¢, ban hang online, cung cip dich vu giai phap cho

céc cong ty ban hang truc tuyén.
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- Pén niam 2025, téng doanh thu trén 1.000 ty dong, trong d6 doanh thu dich
vu ngoai MobiFone chiém ty trong 50%.

- Mo rong lién két, hop tac voi cac dbi tac co ning luc, kinh nghiém dé ting
truong doanh thu ngoai MobiFone, dong thdi nang cao ning luc doi ngii can bo
nhan vién cong ty.

e Muc tiéu dai han: MobiFone Service trd thanh doanh nghiép cung cép dich
vu vién théng va cong nghé thong tin phat trién bén viing, c6 ning lyc canh tranh
manh trong ba linh vuc cbt 16i: dich vu CSKH (Call Center), dich vu GTGT va dich
vu HTVT huéng t6i doanh thu 1.250 ty dong vao nim 2020, phan diu ting trudng
doanh thu binh quan 110% - 115%/nam, tang truong 1gi nhudn binh quan dat 5% -
7%/m@m td1 ndm 2025.

3.1.2. Phwong huwéng ning cao chit lwong nguon nhan lyc ciia cong ty

Thir nhat, coi phat trién va ning cao chat lwong NNL 13 van dé cét 16i, 1a
diéu kién co ban nhat dé MobiFone Service c6 thé phat huy ndi lyc va phat trién
bén viing.

Thtr hai, phat trién va nang cao NNL phai st dung mdt cach toan di¢n, khoa
hoc va dong bd nhiéu giai phap, d6 1a dam bao vé sé lugng va co cau, nang cao vé
chat luogng NNL va phat trién cac yéu td tao dong luc trong cong ty nham dap ung
nhu cau thuc tién cua hoat dong san xuat kinh doanh.

Thi ba, nang cao chat lugng NNL dua trén co s ngudn tai san sin c6 do 1a
doi ngli can bd, cong nhan vién - lyc lugng manh mé nhét; dé)ng thoi Lanh dao cong
ty cam két tao moi co hoi vé vat chat va tinh than dé can b9, cong nhan vién duogc
hoc tap, phat huy nang luc, hoan thanh tot nhiém vu duoc giao. C6 chinh sach linh
hoat dé giir va phat huy tiém nang ctia doi ngii lao dong.

Thi tu, phat huy hinh thire dao tao tai chd, khai thac triét dé kién thuc, ky
nang cua can by quan 1y va nhitng can bd giau kinh nghiém, chuyén gia gidi trong
tung linh vuc.

Thr nam, gin nang cao chat lwong NNL véi cac dic diém dic thu cia cong

ty nham han ché kho khan, phat huy t6t tiém ning va thé manh cia minh.
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Thir sau, hoan thién vin héa doanh nghiép, cac quy dinh vé phong céch, 16
séng, ung XU voi déng nghiép, ddi tac, khach hang... nham tao cho mdi can bo,
cong nhan vién trong cong ty luon ty hao 1a mot thanh vién cua MobiFone Service.
3.2. Mgt s6 giai phap ning cao chit hrong ngudn nhan lye tai Cong ty Co phin
Dich vu Ky thuit MobiFone
3.2.1. Nhém gidi phdp vé thé lic

Mot yéu t6 khong thé thiéu ddi véi NLD 1a stc khoé. Strc khoé ngay nay
khong chi duogc hiéu 1a tinh trang khong c6 bénh tat, ma con la sy hoan thién vé mat
thé chét 1an tinh than. Trén thuc té, nén tang dau tién ctia NLD la thé trang va suc
khog, day 1a két qua tong hop ctia nhiéu nhan t6: méi truong vé sinh, cham séc stc
khoé ban dau, ché d6 dinh dudng, kham chita bénh, diéu kién thé duc, thé thao,
huong thu van hoa, hoc tap,... moi NLD, du lao dong co bép hay lao dong tri 6c déu
can c6 strc voc thé chét tot dé duy tri va phat trién tri tué, dé chuyén tai tri thirc vao
hoat dong thuc tién, bién tri thirc thanh sirc manh vat chat. Hon nita can phai co su
déo dai cua hoat dong than kinh, niém tin va y chi, kha nang van dong cua tri luc
trong nhirng diéu kién khac nhau.

Thé luc cua con ngudi chiu anh hudng cua mirc séng vat chit, su cham soc
suc khoé va rén luyén cua tung ca nhan cu thé. Mot co thé khoé manh, thich nghi
v6i moi trudng sdng thi nang luong do nd sinh ra s& dap tmg yéu cau cua mot hoat
dong cu thé nao do, thé luc co ¥ nghia quyét dinh dén ning luc hoat dong cuia con
nguoi. Phai ¢6 thé luc, con ngudi mdi co thé phét trién tri tué va quan hé ciia minh
trong xa hoi. Chi ¢6 nhitng nguoi khoé manh ca vé thé chat 1an tinh than méi c6 thé
nang cao sic manh cua ban than, bat nhip dugc voi cudc séng hién dai. Ho lam viéc
déo dai, c6 kha nang tap trung vé tri tué khi lam viéc, c6 strc manh cta niém tin va v
chi dé lam tét cong viéc.

Strc khoé vira 1a muc dich, dong thoi né cling 1a diéu kién cta su phat trién,
nén bao vé va nang cao strc khoé con ngudi 13 mot doi hoi hét sire chinh ddng ma x3
hoi phai dam bao. Pé NLD c6 sic khoe vé thé chat va tinh than t6t, MobiFone

Service can thuc hién céc giai phap sau:
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DPam béo viéc thuc hién khdm bénh dinh ky bit budc (6 thang/lan ddi véi
NLB). Tuyén truyén dé NLD thiy dugc tim quan trong cta viéc kham bénh dinh
ky, @ NLD tham gia kham bénh diy du nhim sém phat hién va c6 bién phap chiam
soc strc khoe phu hop, kip thoi.

Quy dinh viéc kham sirc khoe dinh ky 1a bit budc dbi vé6i tat ca cac can bd
cong nhan vién trong cong ty.

Tang cuong cac hoat dong truyén thong, giao duc thyc hién ndi dung vé
cham séc strc khoé sinh san va ké hoach hoa gia dinh cho NLD;

Thuc hién cac bién phap tuyén truyén, ning cao nhan thic cua NLD trong
viéc tu bao vé suc khoé cho ban than b::ing viéc cung cép cac kién thirc vé dinh
dudng hang ngay, ché d6 cham soc sirc khoé hop 1y, phat dong phong trao thé duc
thé thao trong toan don vi (khuyén khich mdi ca nhan lya chon cho minh mdt mon
thé thao phil hop dé rén luyén strc khoe va thu gidn sau mdi ngay lam viéc). Thuong
xuyén t6 chirc cac cudc thi nhu: chay b, d4 bong... dé toan thé NLD trong cong ty
cung tham gia va dan coi viéc luyén tap hang ngay nhu mét thoi quen.

Piéu kién thwe hién giai phap:

- Cong ty bé tri dugc nguon ngan sach hang nim dé thuc hién cac chi phi
kham strc khoe dinh ky cho nguoi lao dong (bat budc 6 thang/1an).

- Noi dung quy dinh nguoi lao dong phai thuc hién kham stc khoe 6 thang/lan
la bat budc can phai duge dam bao phd bién dén toan bo can bo cong nhan vién
trong cong ty va cin c6 quy ché véi cac trudong hop khong thuc hién theo quy dinh.
3.2.2. Nhom gidi phdp vé tri luc
3.2.2.1. P6i moi cong tac dao tao ning cao trinh do ngudn nhan lyc

Vé quan diém chu truong: Phong T6 chitc Hanh chinh 1a don vi truc tiép
chiu trach nhiém thyc thi nhiém vu 1én ké hoach va dé xuat dao tao phat trién NNL.
Phong T6 chirc Hanh chinh ¢ ké hoach va bao cao v6i Tong Giam ddc vé nhu cau
hang nam ciia toan cong ty. Ngoai ra Phong T6 chirc Hanh chinh c6 trach nhiém xéc

dinh nhu cdu dao tao va dua ra ké hoach dao tao cho luc luong lao dong nham dap
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g yéu cu cong tac va nhiém vu san xuat kinh doanh ctia cong ty. Nhitng muc tiéu
dao tao ciia MobiFone Service gom:

- Nang cao trinh do va kinh nghi¢ém nhitng nguo1 trong cong tac quan 1y, nha
quan 1y can c6 kién thirc can thiét, cap nhat nhitng cong nghé moi, kién thirc méi dé
dap Gmg nhirng thay d6i cua thi trudng.

- Trang bj va ning cao nhiing k¥ ning can thiét cho can bd, cong nhan vién
dap Gmg nhu ciu cong viéc.

Hang nam, MobiFone Service thudng c6 su doi méi vé may moc thiét bi méi
hién dai nén yéu cau luc luong lao dong co trinh d6 cao, do d6 cong tac dao tao lai
va ddo tao moi phai duoc tién hanh thudng xuyén. Trong nhitng nim qua MobiFone
Service di tién hanh nhiéu hinh thirc dao tao phong pht, da dang nhu: dao tao co
ban dai han, dao tao co ban ngrfm han, dao tao tap trung, ddo tao tai chd, boi dudng
nang cao nghiép vu cac chuyén nganh véi quy mé timg don vi ¢6 nhu cau, tai Ha
Noi va céc chi nhanh trong ca nudec.

Nang cao cong tac dao tao tai MobiFone Service

- Viéc dao tao bdi dudng nang cao trinh d6 ning luc cho NLD phai cin ctr vao
muc tiéu phat trién ctia cong ty. Tir d6 dédnh gia chinh x4c nhu cau hién tai va nhiing
muc tiéu cta nhitng nim tiép theo.

- MobiFone Service m¢ 16p dao tao, huan luyén mdt s6 can bod quan ly cua
cong ty, cir can b di hoc khoa nang cao chuyén nganh, thi 1én bac, nang cao trinh
dd nghi¢p vu cua cac phong ban, hoc thém ngoai ngit, st dung thanh thao may vi
tinh.

- Pdng thoi ciing tao diéu kién cho cac can bd quan 1y gioi c6 co hoi thing
tién.

- Dé c6 d6i ngii can bd chuyén nghiép, trinh d6 chuyén mén nghiép vu viing
vang nhu mong mudn thi cong ty can c6 ké hoach dao tao dé dap mg yéu cau doi

hoi cua cong tac quan ly.
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- Dbi v6i nhitng can bo, cong nhan vién co chuyén mén nghiép vu thi phai cé
ké hoach, chuong trinh cy thé dat ra dé boi dudng cho can bd vao cac ky dén han
x¢ét bac luong.

- Thyc hién cong tac gido duc tu tudng, dao duc dé ho co trach nhiém, yéu
thich céng viéc minh 1am, dé ho c6 ging hét sirc minh vi sy nghiép cia cong ty.

- D8 bat nhitng can bo, cong nhan vién co tai ning, c6 ché do thuong, phat rd
rang, cong bang do 1a yéu td kich thich sy céng hién cia minh ddi v6i cong ty.

- Nhitng can bo, cong nhan vién cé kinh nghiém huéng dan cho nhitng nhan
vién mai.

Mot s6 bién phap cu thé cong tac dao tao tai MobiFone Service:

- C6 chinh sach cu thé vé& dao tao, dao tao lai, bdi dudng va sir dung can bod
nhdm muc dich dong viéc khuyén khich can bg, cong nhan vién tich cuc hoc tap,
thu nhiéu két qua dé xay dung va phat trién cong ty.

- Dinh 15 nhu cau dao tao va phat trién 4n dinh v&i cdc muc tiéu dao tao cu
the, Iya chon phuong phap va phuong tién thich hop. Hang nam, can thiét lap lai
bang kinh phi dau tu cho cong tac dao tao va bdi dudng nhan sy.

- Can lua chon k¥ can bg, cong nhan vién can thiét cho cong tac dao tao, boi
dudng; tranh ddo tao tran lan gy ra hién twong thiéu kinh phi. Can tranh hién tuong
can bo di hoc chi dé liy bang cap nhu thuc té van phod bién & mot sé doanh nghiép
vira va nho. Pé 1am tot cong tac nay MobiFone Service can theo ddi va giam sat
chat ch€ qua trinh hoc tap thong qua lién hé vdi co s& dao tao nhu: diém danh, kiém
tra bat chot. ..

- DPbi véi cong tac dao tao tai Ha Noi va cac chi nhanh: m¢ cac 16p hoc quan
1y kinh té cho can bd; m& cac hé dao tao dai han, trung han, ngén han cho d¢i ngii
can bd, cong nhan vién; thuong xuyén giri can bd quan ly tham du cac khoa hoc
ngan han va dai han nham nang cao trinh d6 chuyén mén, ngoai ngit. ..

- Dao tao ngoai cong ty: giri can bd cd ning lyc, trién vong di hoc nhimng khéa

hoc vé 1y luén nghi¢p vu kinh té, ctr di hoc cao hoc, dai hoc vin br?mg hai, tai churc.
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- Thanh 14p cac nhom kiém tra trong linh vuc dao tao kiém tra cac giang vién,
n6i dung, viéc tuan thi, chap hanh quy ché vé dao tao cia cong ty...

Piéu kién thue hién giai phap:

- Cong ty can c6 ké hoach va ngudn ngan sach cho cong tac dio tao va boi
dudng nhan sy hang nam.

- Viéc x4c dinh nhu cau dao tao cua Phong T chic Hanh chinh can duoc thuc
hién chinh x4c dua trén muc tiéu phat trién cua cong ty, dé 1am cin ctr Xay dung ké
hoach dao tao cho ngudi lao dong phu hop véi yéu cau cong tac va nhiém vu san
xuét kinh doanh cua cac don vi.

- Cong tac lya chon k¥ can bd, cong nhan vién can thiét cho cong tac dao tao,
bdi dudng phai dugce dam bao hiéu qua, ding nguoi, ding viée, dung nhu cau, tranh
da0 tao tran lan dan dén khong hiéu qua va lang phi ngudn ngan sach cua cong ty.
3.2.2.2. Poi moéi cong tac quy hoach, tuyén dung ngudn nhan lyc

Vé @6i méi cong tac quy hoach ngudn nhan le:

Po6i moi cong tac quy hoach NNL nham phat hién, boi dudng va chuan bi
d6i ngil lao dong du bi cho tuong lai, dap ing cac yéu cau dit ra tir muc tiéu chién
luoc phat trién cta cong ty, cling nhu cac tiéu chuan cia cac chic danh quan tri.
Cong tac quy hoach can bd phai dugce lam tdt, chinh xac ngay tir khau danh gia,
phat hién can bd va dugc thuc hién theo cac budce sau:

- Té chtrc danh gia toan dién chét luong NNL hi¢n c6 cua cong ty va xac dinh
nhirng ng vién tiém nang trén co s phan tich nhitng diém manh va diém yéu;

- Quy hoach céan bd phai duoc thuc hién theo nguyén tac dong va mé. Nghia la
mot vi tri quy hoach nhiéu tmg vién, mdi tmg vién c6 thé quy hoach vao nhiéu vi tri
khac nhau va dinh ky c6 thé bo sung hodc loai b6t ra khoi danh sach can b quy
hoach;

- Thao luan két qua dugce danh gia voi ngudi duge danh gia nham gitp cho ho
biét duoc vi tri, tinh trang ciia minh so voi yéu cau chirc vu trong tuong lai, chi cho ho
biét dugc nhitng diém yéu, nhimg khoa dio tao, hudn luyén, boi dudng can tham dur;

- Lap ké hoach h tro, gitip d& cua lanh dao cAp trén voi nhimg tmg vién tiém nang.
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Tap trung d6i méi cong tac quy hoach, tuyén chon can b 1anh dao, quan 1y
P6i méi cong tac quy hoach, tuyén chon céan bo 1anh dao, quan ly, nhét 1a truée khi
dé bat vé hinh thirc va phuong phép thuc hién, pht hop v6i xu thé canh tranh cong
bang vé tai nang, tri tué ctia mdi c4 nhan. Mdi c4 nhan déu co quyén boc 16 hét kha
nang ciia minh dé cbng hién va phuc vu cho doanh nghiép, xa hoi. Phai 1am sao dé
mdi ca nhan déu c6 co hdi dugce dé bat vao nhitng vi tri ximg dang véi kha ning va
cong strc cua minh, dong thoi véi vi tri d6 ho ¢ du quyén dé phat huy ning luc
thue hién tot cong viée ctia minh.

Nghién ctru trién khai cac hinh thirc tuyén chon can bo cho cac vi tri 1anh dao
quan trong trong cong ty, cac don vi truc thudc véi cac noi dung cu thé:

- Muc ti€u thu hut nhan tai tir cac ngu@)n khac nhau, tao ra su canh tranh lanh
manh, d6i méi, dot pha, tién bo trong cong tac quan 1y;

- Chu tri t6 chire thi tuyén 1a Hoi dong xét tuyén gom co6 thanh phan ciia Ban
Téng giam ddc, Phong To chire Hanh chinh va mot sé cac phong ban c6 lién quan
trong cong ty;

- Tham gia thi tuyén 14 c4c ing vién dugc Ban Tong giam ddc chi dinh va cac
d6i twong khac trong hodc ngoai cong ty co thé dap tmg cac tiéu chuan cua vi tri
tuyén dung;

- NOoi dung kiém tra bao gom trinh d6 chuyén mon, quan 1y, ngoai ngit, kién
thire phap luat; cac k§ ning ing xtr giai quyét cac tinh hudng quan tri; su hiéu biét
va kha ning nim bat vé tdm 1y, tinh cam con ngudi; hiéu biét vé moi truong dang
ung tuyén; ké hoach hay du dinh s€ thuc hién néu duogc bd nhiém.

Thuc hién bd nhiém can bd co thoi han va c6 xem xét, danh gia ky ludng,
nghiém tic vé muc do hoan thanh nhiém vu cua can bd trude khi bo nhiém lai. Bén
canh d6 can thuc hién ché d6 luan chuyén can bd theo dinh ky mdt cach hop ly,
trung thuc nham tao cho can bd trang thai luén phan dau, khong ngimg nang cao

nang luc cong téc.
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Vé d6i méi cong tic tuyén dung nguon nhan lyec:

Viéc xay dung chién luoc tuyén dung NNL 13 mot yéu cau cip bach ddi véi
MobiFone Service. Dé khong ngimg ning cao chat luong lao dong va c6 mot doi
ngil can bo, cong nhan vién ¢ di nang luc, trinh do dé hoi nhap vao nén kinh té thi
truong ngdy cang canh tranh gay git, trong twong lai cong tac tuyén chon nhan sy
phai duoc ning 1én vé chat luong. MobiFone Service cin hoan thién khau tuyén
dung mot cach khoa hoc, chat ché; day s€ la tién dé cho viéc str dung lao dong hop
1y va phat huy t6i da kha nang 1am viéc ctia NLD. Hon nita, cong tac tuyén dung t6t
s& gitp coéng ty tranh dugc viéc mat mat cac ung vién tiém ning vao tay dbi thu
canh tranh. Pé lam duoc diéu nay MobiFone Service can ap dung 6 budc sau trong
cong tac tuyén dung:

Budc 1: Thanh lap Hoi dong xét tuyén hd so: 1a nhitng nguoi c6 kinh
nghiém, hiéu rd nganh nghé, c6 trinh do.

Budc 2: Nén thu hat tng vién bang cach s dung phuong tién thong tin dai
chung, quang céo dé thu hit lao dong c6 trinh d6 nhu Internet, bao dai... thu hit cac
mg vién bén ngoai hon nira muén tham gia vao cong ty

Budc 3: Thu thap nghién ctru hd so cic Gmg vién (¢ budc ndy cé thé loai
ngay nhiing ing vién khong dat yéu cau)

Budc 4: Kiém tra sat hach

- Phong van dé biét dugc sy nhan thirc nhanh nhay trong xt 1y cong viée cta
cac ung cu vién

- Trac nghiém vé linh vyc cong ty can tuyén: Nén co bai thi trac nghiém can
soan riéng cho timg loai cong viéc can tuyén

Budc 5: Kham strc khoé: day 1a khau rat quan trong ddc biét 1a ddi véi cac
g cir vién lao dong truc tiép ma cong ty lai c6 s6 lao dong truc tiép dong nén khau
kiém tra strc khoé rat can thiét v6i qua trinh tuyén dung

Budc 6: Ra quyét dinh tuyén dung: sau khi cac img cir vién di dat duoc yéu
ciu & cac bude trén. MobiFone Service ra cic quyét dinh tuyén dung véi cac Gmg

vién. Khi da tuyén chon dugc cac trng vién ti€ém nang, cong ty can giai thich rd cho
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ho cong viéc ma ho s€ dugc lam va budce dau giao cho ho nhitng cong viéc co ban
dé ho kip thoi, dan dan bat kip tién do lam viéc tai cong ty.

Déi véi ngudn tuyén dung bén ngoai, MobiFone Service can quan tim d6 1a
d6i ngii sinh vién tai cac trudng Pai hoc, Cao dang. MobiFone Service nén phdi hop
v6i cac truong Pai hoc, Cao ding dé chon nhirng sinh vién xuat sic tham gia vao
qua trinh tuyén dung. MobiFone Service tao diéu kién cho céac sinh vién ¢ co hoi
thuce tap tai chinh cong ty. MobiFone Service can dua ra cac tiéu chudn cho cac sinh
vién nhu: diém trung binh trong hai nim cudi phai dat 7,5 tré 1én (v6i sinh vién
thudc khéi kinh té) va 7,0 trd 1én (voi sinh vién thudc khéi ki thuat), diém chuyén
nganh phai tir 8,0 tré 1én (voi sinh vién khdi kinh té) va 7,5 tro 1én (véi sinh vién
khdi k¥ thuat), dao dtrc tdt va tich cuc tham gia cac hoat dong xa hoi. Tuy nhién,
ngodi cac yéu cau doi vai cac sinh vién thi vé phia MobiFone Service can phai cu
thé hoéa hon cac du dinh ciia minh v6i doi ngii sinh vién tién tién nay. MobiFone
Service can thong bao ké hoach tuyén dung vao ddu mdi nim cho céc sinh vién dé
ho c6 dong luc hoc tap va quyét tam dat dugc cac diéu kién ma cong ty dua ra, diéu
d6 s€ cho ho co hoi viéc lam khi ra truong. Véi cach tim kiém lao dong tur nguén
nay, cong ty ban dau s& mat mot khoan chi phi 16n, song lai thu hiit dugc nhan tai,
b6t di mot budce trong qua trinh tuyén dung (bude thu thap va nghién ciru hd so, doi
khi ca budc phong van so bd). Chit lugng NLD tuyén tir ngudn nay c6 1a rat cao.

Piéu kién dé thyc hién giai phap:

- Cong tac quy hoach can bd phai dugc 1am tdt, chinh xac ngay tir khau danh
gia, phat hién can bJ.

- Thyc hién bd nhiém can bo c6 thoi han va c6 xem xét, danh gia ky ludng,
nghiém tac vé murc do hoan thanh nhiém vu cta can bd trude khi b nhiém lai.

- Quy trinh tuyén dung tai cong ty can phai dugc thuc hién mdt cach khoa hoc,
chit ché dé dam bao dau vao cho viéc sir dung lao dong hop 1y va phat huy tbi da

kha nang lam viéc cua NLD trong tuong lai tai cong ty.
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3.2.3. Nhom gidi phdp vé tém lwc

Y thitrc 1am viéc, ¥ thtrc chap hanh cac ndi quy, quy dinh 1a mot trong nhiing
nhan té quan trong anh huéng truc tiép dén hiéu qua lam viée va két qua san xuét
ctia doanh nghiép. Do vay, van dé nang cao ¥ thic cia NLD ludn can dugc hoan
thién va ctng cd.

Pé nang cao ¥ thirc chap hanh dudng 16i, chi truong, chinh sach cua Pang,
Nha nuéc, ndi quy, quy dinh cua co quan, MobiFone Service can hoan thién céac
quy ché, ndi quy phu hop véi cac quy dinh hién hanh, phu hop véi dic thu cong
viéc ciia cong ty. Bén canh do, dé co tinh ran de téi NLD, MobiFone Service can co
nhimng quy dinh vé ky luat, ché tai cu thé di véi viéc vi pham noi quy, quy dinh cia
cong ty. Pon ctr, MobiFone Service can b sung cac hinh thire, ché tai xur 1y ky luét
d6i v6i NLD tham gia choi co bac hodc ngdi xem choi co bac trong gio lam viéc,
néu vi pham bi trir 50% diém khi danh gia két qua hang thang trong tong diém danh
gia vé vé tinh than ky luat, thyc hién quy dinh vé dao dirc nghé nghiép, van hoa
cong so, thuc hanh tiét kiém, chong lang phi, tinh than trach nhiém phdi hop trong
cong tac, tham gia cac hoat dong doan thé tir 1an vi pham dau tién. Tai pham s& bi
trir toan bo diém trong tong diém ciia cac tiéu chi nay va bi xu 1y ky luat khién
trach.

MobiFone Service c6 can bd sung cac ché tai, ting muc phat d6i véi cac
hanh vi gdy anh hudng dén hinh anh, uy tin cta cong ty. D6i véi nhitng trudng hop
la Pang vién, bén canh viéc xu 1y ky luat vé bang, bén chinh quyén cling can co cac
hinh thirc ky luat twong dong dé NLD nhan thtrc dugc nhiing sai pham ctia minh va
s€ rat kinh nghi€ém, cha ¥ hon trong viéc tuan thu cac quy dinh chung.

Bén canh viéc bd sung va nang muc phat, don vi cling can ¢6 co ché khen
thuong kip thoi va hop 1y. Co thé giam cac hinh thirc thudng nhung ting mirc
thuong cho mdi hinh thirc duoc khen thuéng. Nhur vay, vira gép phan khuyén khich
NLD tich cyc hon trong cong viéc vira tranh dugc sy hinh thirc trong cac hinh thuc
thudng.

Mot sb dé xuat dé xay dung chinh sach tao dong luc cho NLD nhu sau:
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Thuee hién ché dé tra lwong, thuong phat, tro ccfp cho can by cong nhan vién
mot cach hop ly

- Pé nang cao hiéu qua kinh doanh va dwa MobiFone Service tré thanh mot
doanh nghiép 16n c6 uy tin trong nganh doi hoi MobiFone Service phai luén quan
tam nang cao chat lugng NNL ctia minh, phai khuyén khich va c6 ché do wu dai dic
biét d6i voi nhitng chuyén gia c6 trinh d6 chuyén mén cao.

- Hoan thién chinh sach tién luong theo hudng: dam bao hai hoa loi ich cua
MobiFone Service va NLD, uu tién théa man nhu cau NLD, dam bao su cong bang
va minh bach trong chinh sach tra luong; Xay dung hé thong thang luong, bang
lwong theo timg nhoém chitc danh, cong viée cu thé, trén co so yéu cau trinh do
chuyén mon, muc dg phuc tap cua cong viéc, muc ti€u hao thé luc, tri luc cua NLD.

- Xay dyng mdt mtrc luong co ban, sao cho trd cong xung dang voi suc lao
dong ma NLD bé ra. Tur do s€ thuc déy dugc can bd, cong nhan vién lao dong vdi
hiéu qua cao hon.

- Nhan vién s& dugc thuong v6i mirc thu nhap gia ting néu ca nhan dé vuot
mtrc ké hoach, thay vi thuong chung cho ca nhém lam viéc nhu trude, MobiFone
Service khong chi tra luong tang thém khi nang suat lao dong ting, ma con phai tra
ting thém khi ning cao chit luong cong viéc chang han nhu: giam phé pham, tiét
kiém tiéu hao vat tu, c6 phat minh sang kién méi c6 1oi cho cong viéc.

- Ngoai ra viéc danh gia mac do dong gop dé hoan thanh cong viéc cia NLD
thi phai phan anh duoc chat luong, sb luong lao dong thuc té ciia NLD do tap thé
ban bac va quyét dinh mot cach dan chu, viéc dua cac chi tiéu danh gia bé‘mg
phuong phap cho diém tuy theo diéu kién cu thé s& gitip cho viéc thuong dang
nguoi dung viée.

Déi méi ché do khen thudng
+ Khong dung céch khen thudng binh quan. Thay vi khen thudng dua trén
tiéu chuan cap bac va ngay cong lao dong, MobiFone Service can két hop voi viée

danh gia phan loai dé dua ra chinh sach khen thuéng phu hop. Mirc thudng phai
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turong xtmg voi stre lao dong bo ra dé hoan thanh céng viéc mang lai hiéu suét cao
cho cong ty;

+ D61 méi cong tac khen thuong: Doi véi nhitng ca nhén, tap thé hoan thanh
xuat sic nhiém vu cta cong ty nén cé nhitng hinh thire khen thudng nhu: thudng
tién, bang khen, biéu duong trudc toan cong ty va la cin ctr dé khuyén khich ho
hoan thanh t6t hon nhitng nhiém vu ma céng ty giao cho. Xéc 1ap cac ndi dung cia
cong tac thi dua, khen thuong, tiéu thuc xét thuong mot cach chinh xac va kip thoi
nham tao dong lyc vat chét va tinh than cho NLD, xdy dung phong trao thi dua sbi
ndi, lanh manh, mang lai hi¢u qua kinh té cao cho cong ty.

- V& chinh sach phuc loi cho cac can bd, cong nhan vién caa MobiFone
Service: hién nay cac hoat dong phiic lgi cia MobiFone Service di c6 két qua kha
t6t, ddm bao quyén lgi cho NLP, tao cam giac an toan trong cong viéc, d6 1a cac
hoat dong khuyén khich ca vé vat chat 1an tinh than cho NLD doi hoi MobiFone
Service phai duy tri va phat trién nhiéu hon cong tac nay.

- Bén canh cac ché dd tra luong va phic loi xa hoi, MobiFone Service can ¢6
cac hinh thtrc khac nhu thuéng phat kip thoi ddi v6i nhitng ngudi hoan thanh t6t
cong viéc, nhiém vu dugc giao, c6 vay moi khuyén khich dugc ho, dong vién duoc
tinh than tu gidc cao ctia ho dé kip thoi dong vién khen thudng nhitng lao dong co
thanh tich xut sic, sang tao trong coéng viéc, dem lai hiéu qua cao cho hoat dong
kinh doanh cua cong ty.

- Ngoai viéc xay dung nhitng chinh sach khen thuéng, MobiFone Service can
phai dua ra cac ché tai xir phat, cac qui ché trong 1am viéc. Phai thiét 1ap nhiing
hinh thtc ki luat kip thoi véi nhiing ai thiéu tinh than trach nhiém, c¢d tinh vi pham
ky luat, hoac lam that thoat tai san cong ty.

Khong xét thuong thi dua ddi voi nhitng can bo thuodng xuyén bo bé cong
viéc, di mudn vé sém, chat lugng cong vige thép, thiéu tinh than trach nhiém trong

cong vi¢c dugce giao.
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Khong dugc huong lwong thuong trong cac truong hop sau: bi xtr 1y ky luat
khién trach. Vi pham chinh sach phap luat Nha nudc hodc qui ché, ndi qui ctia cong
ty, nghi viéc khong dugc huong lvong trong nhitng ngay nghi vi¢c.

Néu tai pham qua nhiéu 1an c6 thé bi: gidng chirc, chuyén cong tac... nhung
néu sau khi nhan cong tac moi van tiép tuc vi pham s€ tuy mirc d0 nang nhe s€ bi sa
thai.

Céc phong ban chirc nang va cic chi nhanh ctia MobiFone Service can ting
cuong su phdi hop voi cong doan don vi hang thang, hang quy t6 chuc trién khai,
quan triét cac quy dinh, ndi quy ctia don vi, phd bién dén timg NLD cac chu truong
ctia lanh dao ban, chinh sach cua don vi dé ho c6 sy hiéu biét sau rong hon. Tu dé
biét duoc quyén lgi va nghia vu cia minh, trén co s& d6 NLD sé chu dong hon
trong viéc hoan thi€n ban than, Iam viéc nghiém tic va hiéu qua hon.

MobiFone Service can tiép tuc tuyén truyén cac hoat dong cu thé nham nang
cao y thirc cua NLD nhu:

Tuyén truyén ndi quy lao dong cua cong ty, quyén va nghia vu ciia NLD lam
viéc tai cong ty.

Trién khai, pho bién dén timg NLD tuan thu quy dinh van héa Gng xir, giao
tiép va thuc hanh tiét kiém, chdng lang phi ctia can b, vién chirc va NLD.

Phé bién quy ché 1am viéc gitta cac don vi, cdc phong ban chitc ning trong
cong ty.

Phd bién cac quy dinh vé thi dua, khen thudng va ky luat; cac ché do chinh
séch doi v6i NLD.

Phat dong cac hoat dong thi dua lam viéc tdt, co sang kién doi méi trong
cong viéc tao mdi truong va co hoi dé NLD chii dong phat huy kha nang, nang luc
va hoc hoi phat trién ban than.

Qua cac hoat dong nay, NLD sé& hiéu hon vé cong ty, Cac ca nhan s& co su
doan két hon, co ¥ thuc trong viéc tuan tha cac quy dinh cua co quan, 1am viéc
nghiém tuc, cha dong hoc tap, sang tao. Bén canh d6 cong ty s€ thu hut duoc lao

dong gioi va co duoc sy gan bo 1au dai hon ctia NLD.
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Piéu kién thue hién giai phap:

- MobiFone Service can hoan thién cac quy ché, ndi quy phu hop véi cac quy
dinh hién hanh, phu hop véi dic thu cong viéc cia cong ty. Trong d6 can c6 nhimng
quy dinh vé ky luat, ché tai cu thé ddi véi viéc vi pham nodi quy, quy dinh ciia cong
ty.

- Co ché luong, khen thuéng can phai duoc xdy dung va thuc hién hop 1y.
Khong dung cach khen thuéng binh quan.

3.2.4. Mét s6 gidi phdp khdc
3.2.4.1. B6i méi cong tac danh gia, sap xép, phan céng ngudn nhan luc

Vé d6i méi cong tac danh gia ngudn nhan lwe:

Hién tai, MobiFone Service can hoan thién lai bang danh gia phéan loai dé c6
thé phét trién hon nita d6i ngii can bo, cong nhan vién gioi, gitp ho hang say trong
cong viéc. Khoang cach danh gia qua xa giira cac lan hién tai 1a chua hop 1y, no sé&
lam giam sy khich 18 va hao hing 1am viéc ctia nhan vién. Dan dén nhitng nhan
vién lam viéc tot xuat sic s& khong dugce ghi nhan kip thoi, hay nhig nhan vién
mic khuyét diém trong cong viéc s& khong dugc sira chita, chi bio mot cach nhanh
nhat.

Béang danh gia phan loai can dinh ki danh gia vao cubi mdi qui thay vi cubi
mdi nam nhu hién tai. Khi d6, MobiFone Service s& ludn ghi nhan, danh gia va cé
nhimg hanh dong cu thé d6i véi bat ky nhan vién nao, thuong cho nhan vién hoan
thanh t6t nhiém vu, sira chira cho nhitng nhan vién nao mic 16i dé tranh lip lai
nhimg khuyét diém nay trong qua trinh thyc hién cong viéc. Tir d6 s& giam dugc
cac chi phi khong can thiét trong viéc khic phuc sai 1dm cua nhan vién, ning cao
hiéu qua san xuat kinh doanh.

MobiFone Service ciing khong nén st dung tiéu chuan dénh gia chung,
khong rd rang 1am anh huéng khong nhé dén tdm ly nhan vién. Do d6, nhimng hé
thong danh gia thanh tich phai duoc hoach dinh mét cach k¥ ludng, nhimg nguoi
phu trach danh gia phai dugc huin luyén mot cach toan dién va sb diém hoan thanh

cong viéc phai dugc gidi thich, theo ddi mdt cach can than. Tiéu chi danh gia can
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tham khao ¥ kién cac thanh vién quan 1y trong coéng ty, tranh mang ning tinh hinh
thirc, 1am cho c6. Mdi phong ban khac nhau can phai ¢ nhitng tiéu chi khac nhau
dé danh gia.

Vé phuong phap danh gia, MobiFone Service c6 thé sir dung phuong phap
360 d6. Viéc ap dung phurong phap nay c6 uu diém 1a do chinh x4c kha cao va nhan
vién khong c6 cam giac ap dat két qua boi nha quan 1y; nd tao dung duge mét cai
nhin toan canh cong minh nhat. Pong thdi nd ciing gitp thu thap dwoc mot luong
16n thong tin tir nhan vién. C6 thé tién hanh theo 3 budc co ban sau:

- Budc 1: hiy dé nhan vién ty ddnh gia vé minh. Nhan vién du & bat ¢ vi tri
nao ho ciing déu c6 quyén dugce danh gia két qua lam viéc cia minh. Nha quan 1y
khong nén ap dat sy danh gia cua riéng ma quén di quyén tu dugc danh gia cia
NLBD. Hiy dé nhéan vién cia minh duoc quyén ty nhin nhan két qua cong viéc ma ho
tao ra theo mot mau hudng dan chung ciia MobiFone Service trén co sé muc tiéu
cong viéc ma ho di cam két. Chinh trong qua trinh danh gia d6, ban than nhéan vién
s& nhin nhan duoc su ¢ gang ciing nhu nhitng diém chua hoan thién ciia minh va
chu dong c6 nhitng giai phap thay d6i. Trong budc ndy, diéu quan trong nhat
MobiFone Service can lam 1a hudng dan cu thé va tranh ap dat y kién cta minh lén
nhan vién vé cach thirc danh gia.

- Budc 2: ban danh gid nhan vién cua riéng nha quan ly. Nhitng nha quan ly
tryc tiép nhan vién d6 hiy cb gang dimg dé cam xuc va nhiing ky vong ngoai kha
nang voi nhan vién anh hudong téi qua trinh nay. Hay cdn cr vao muyc tiéu ma
MobiFone Service da thong nhat, va thang than nhin nhan két qua cong viéc ma
nhan vién tao ra cho to chirc. Hiy thuc su cong tim cho di méi quan hé caa nha
quan 1y v6i nhan vién d6 ¢ bat cr tinh trang nao.

- Budc 3: Hiay dam phan v&i nhan vién dé c6 mot ban danh gid cong minh.
Chac chin khi so sanh 2 ban danh gia ciia nha quan 1y va nhan vién s& c6 nhiing
diém khac biét do su khac biét vé gbc nhin va nhitng ky vong. Khi d6, nhi¢m vu cua
nha quan 1y 13 hiy dam phan, phan tich dé di dén théng nhit v4i nhan vién vé

nhing diém khéc biét. Trong giai doan nay thuong rat dé xay ra xung dot. Nha quan
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1y can khéo 1éo sir dung k¥ ning dam phan va giao tiép cuia minh dé danh gia dung
vé két qua lam viéc ctuia nhan vién cling nhu dong vién, khich 1¢ ho trong cong viéc.
Dénh gia két qua 1am viéc chtr khong phai 13 dang danh gia phim chit cia nhan
vién 13 nguyén tic cin nhd trong cong tac nay.

Vé d6i méi cong tic sip xép, phian cong ngudn nhan lye:

Yéu cau chung cta s phan cong va sip xép lao dong hop 1y 1a phai bao dam
st dung hop 1y strc lao dong, phat huy duoc tinh chi dong va sang tao ctia mdi
nguoi, tao diéu kién duy tri va nang cao kha ning lam viéc lau dai ciing nhu su
htng tha cia NLD, dong thoi van bao dam st dung c6 hiéu qua cic ngudn vat chat
ky thuat nhu: may moc thiét bi, vat tu trong qua trinh san xuat kinh doanh cia
doanh nghiép.

Sap xép, phan cong lao dong phai dam bao:

- bam bao su phu hgp gitta ndi dung va hinh thirc ciia phan cong lao dong vai
trinh do phat trién ctia k¥ thuat va cong nghé véi cac yéu cau khach quan cta san
xuét kinh doanh;

- Pam bao mdi con nguoi c6 du viée lam trén co s& muc lao dong khoa hoc,
cong viéc phai phu hop véi ning luc, so trudng va dao tao ciia mdi NLD nham phat
trién con ngudi mot cach toan dién; dam bao phu hop véi nguyén vong ctia NLD;

- DPam bdo st dung mdt cach cd hiéu qua nhat moi nguén luc trong doanh
nghiép. Dé viéc sip xép, phan cong lao dong ciing nhu hoan thién cong tic xdy
dung chién lugc NNL, MobiFone Service can thuc hién cic ndi dung sau:

Dé sap xép, phan cong lao dong va sit dung NNL hop 1y, c6 hiéu qua nhat,
MobiFone Service can tién hanh phan tich cong viéc dé xdy dung mot hé thong
bang mé ta cong viéc cho timg tiéu chuan chirc danh. Bang mé ta cong viéc 1a vin
ban liét ké cac chirc nang, nhi¢m vy, cac mbi quan hé trong cong viéc, cac diéu kién
lam viéc, yéu cau kiém tra, giam sat va tiéu chuan can dat duoc khi thuc hién cong
viéc. Bang md ta cong viéc gitp cho NLP nam 1d dugc ndi dung, yéu ciu cia cong

viéc va hiéu dugc quyén han, trach nhi€ém khi thyc hién cong vi¢c.
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Dé mé ta cong viéc va mo ta tiéu chuan thuc hién cong viéc, MobiFone
Service nén str dung phdi hop nhiéu phuong phap quan sat, phong van.

Thanh phan tham gia vao qua trinh phén tich cong viéc phai gdm: Trudng
phong T6 chitc Hanh chinh (nha quan 1y NNL tai MobiFone Service) 1a ngudi c6
trinh d6 chuyén mén cao trong linh vuc nay, 1anh dao quan 1y truc tiép, NLD, néu

c¢6 cac chuyén gia quan Iy NNL thi rat hiéu qua.

Xac dinh Trach nhiém Nhigm vu
cong viéc

| I
l

—% Ké hoach hod
M# t cong »| ngudn nhan hec

Phin > viee >

tich

cong

Y

vieg >

Cac cong tac
—*| nhan s khac

Tiéuchudn |
cong viec
F
Kién thire K{ ning Kha nang

So d6 3.1. So 51(“) hoa phén tich cong viéc
(Nguon: Phong To chirc Hanh chinh — MobiFone Service)

Panh gia thue hién cong viéc:
banh gia thuc hién cong viéc dugc coi la cong tdc nhan lyc kho khan phirc
tap nhat. Do vay viéc xdy dung va duy tri mdt hé théng danh gia & MobiFone

Service 1a v6 cliing can thiét.
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- Tiéu chuan thuc hién cong viéc: MobiFone Service nén 4p dung phuong
phap thao luan dan chu giita Lanh dao phu trach tryc tiép danh gia can bd, cong
nhan vién ctia minh.

- Phuong phép danh gia: do c6 sy da dang vé ngudn lao dong nén dé cong tac
danh gia dugc tot, MobiFone Service nén Iya chon phuong phap danh gia cho timg
loai lao dong:

+ V&1 nhitng loai lao dong ma két qua thyc hién cong viéc mang tinh dinh luong
cao c6 thé dé dang thay duoc thi ¢6 thé ap dung phuong phap thang do d6 hoa hoic
phuong phap quan 1y bang muc tiéu (MBO). Déi véi lao dong nhu ban hang nén ap
dung phuong phap xép hang va phuong phéap so sanh cap.

+ Véi lao dong ma kho thiy ngay duoc két qua thuc hién cong viéc hoic loai
cong viéc mang tinh dinh tinh cao c6 thé sit dung phuong phép thang do d6 hoa,
phuong phap danh muc kiém tra hoic phwong phép sir dung bang tuong thuat dé
tién hanh danh gia.

- Chu ky danh gia : nén chon khoang cach giita hai lan dénh gia 1a 6 thang.

- Nguoi danh gia: tuy thudc vao ting loai lao dong, c6 thé lwa chon nguoi
danh gia 1a 1anh dao truc tiép, dong nghiép clng lam viéc, nhan vién cap dudi, d6i
tac, ty danh gid hay hoi dong danh gia.

- Théng tin phan hoi: duoc thuc hién cung chu ky danh gia. Trong truong hop
dic biét bat thuong, co thé thay doi, co thé xay ra ngay trong qua trinh thyc hién
hoac sau do.
3.2.4.2. Hoan thién méi truong lam viéc, xay dung van héa doanh nghiép va
quan h¢ lao dong hai hoa

Tam 1y NLD ai cling mudn duoc 1am viée trong moi trudng va diéu kién tdt,
an toan. Trong nhiing nam qua MobiFone Service di rat chu y dén cong tic dam
béo an toan cho NLD nhdm tao ra méi truong lam viéc tdt nhat dé NLD co thé yén
tam cong tac. MobiFone Service luon xac dinh rang diéu kién 1am viéc tot, dam bao
an toan cho NLD s& 1a diéu kién dam bao va tang nang suét lao dong. Diéu kién lam

viéc tac dong dén nguoi lao dong trén nhiéu mit, n6 quyét dinh muc d6 va kha nang
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1am viéc, tinh trang sttc khoe cia NLD. Vi vay dé ning cao ning suit lao dong, dam
bao diéu kién lam viée, tao diéu kién cho ngoi lao dong yén tdm cong tac va céng
hién hét minh thi hoan thién mdi truong va diéu kién 1am viéc, dam bao tét an toan
lao dong 1a diéu can hét strc chu trong.

Can xay dung mot tap thé doan két. Day 1a mot trong nhitng ndi dung hét stc
quan trong, trong cong tac can bd c6 doan két thong nhét thi méi hoan thanh duogc
nhiém vu chung cia doanh nghié€p. No1 dung nay doi héi lanh dao don vi phai
thudng xuyén quan tdm, tao cho moi ngudi y thirc lam viée tap thé, biét quan tim
1An nhau cung gitip d& nhau trong cudc sdng va cong tic. Phat hién nhitng mau
thudn nay sinh gitta cic c4 nhan bén trong doanh nghiép dé kip thoi giai quyét,
thuong xuyén dé moi ngudi gin bé véi nhau ciing phan dau. C6 nhu vay nhéan vién
méi co diéu kién 1am viéc t6t va doc stre thuc hién nhiém vu ciia doanh nghiép.

Can xay dung tac phong cong nghiép cho NLD: D¢ 1a phai xay dung ndi quy
lao dong, ban nodi quy d6 phai dung luat, chit ché nhung khong nghiét nga dé gitr ky
luat, tdc phong cong nghiép.

Déi véi can bd quan 1y tac phong cong nghiép dugc do bang tinh sang tao, su
nhiét tinh, nang dong trong cong viéc va trong sy phat trién ciia cong ty. Cu xir
dung mirc, quan tdm dén loi ich chinh déng cia cap dudi.

Déi véi cong nhan truc tiép san xuét tac phong cong nghiép chinh 12 tinh tu
giac, ludn tuan tha diy du, chinh xac quy trinh an toan lao dong, quy trinh day
chuyén san xut, co tinh thdn ham hoc héi, ¢ ging ting niang suit lao dong,cod v
thire gitr gin bao vé may moc trong qua trinh lam viéc va ton trong cap trén.

Tao diéu kién thuan loi trong méi truong lam viéc cho moi cong nhan vién
clia cong ty. Cai thién diéu kién lam viéc, canh quan méi trudng.

Thudng xuyén td chirc cac phong trao thi dua lao dong va sang tao.

Pau tu chiéu sdu vao may moc trang thiét bi mai d@)ng bo dé dem lai hiéu
qua, chat luong cong viéc va dam bao an toan lao dong. MobiFone Service c6 thé
trang bi cho nhan vién mot sd cic phuong tién thong tin cin thiét nhu hd tro tién

mua may tinh sach tay, tro cap chi phi dién thoai di dong...
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Két luin chwong
Trén co s¢ ly lun va nhiing két qua dat dugc, nhitng tdn tai trong nang cao
chét luong NNL tai Cong ty, nghién ctru dé& xuat mot sb giai phap nhdm nang cao

chat lugng NNL ciia MobiFone Service trong thdi gian ti.
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KET LUAN

Trong thoi dai khoa hoc cong ngh¢ phat trién manh mé, cung voi sy hoi nhap
sau va rong nhu hién nay. Pé lam chu nhirng tién bod khoa hoc va dam bao cho su
phat trién bén viing thi yéu té giit vai trd quyét dinh d6 chinh 1a ngudn luc con
nguoi, dac biét 1a NNL chét lugng cao. Vi vay, moi quéc gia n6i chung va mdi don
vi, to chirc noi riéng phai ludn ludn quan tm, chu trong cong tac ning cao chit
lwong NNL dé dap tng duoc voi sy thay do6i do.

Cong tac nang cao chit lugng NNL c6 vai trd hét strc quan trong d6i voi mdi
t6 chtrc. Sau khi nghién ciru, luan van “Chdt lwong nguon nhén luc tai Cong ty Co
phén Dich vu Ky thudt MobiFone (MobiFone Service)” da hé thong hoa va 1am rd
nhing 1y luan co ban vé nang cao chat luong NNL trong doanh nghiép. Tir d6, luan
van di tién hanh thu thap thong tin, tim hiéu va phan tich thyc trang chat luong
NNL cua Cong ty Co phan Dich vy K§ thuat MobiFone.

Trén co s phan tich, ddnh gid, chi ra nhitng thanh cong dat dugc, nhitng han
ché va tim ra nhitng nguyén nhan cua céc han ché trong hoat dong nang cao chat
lwong NNL ctia Cong ty C6 phan Dich vu K§ thuat MobiFone. Luan van da dé xuat
mot sb giai phap nham ning cao chat luong NNL nhim dam bao muc tiéu, chién
luoc phat trién ciia cong ty trong hién tai ciing nhu trong twong lai. Cac giai phap
chu yéu tap trung d6 1a: Thuc hién t6t cong tac tuyén dung va thu hat nhan tai; Day
manh hi€u qua cong tac dao tao va boi dudng nang cao trinh d0 NLD; Chinh sach,
ché 6 dai ngo ddi vi NLD; Thuc hién gilr chan nhan tai; Xay dung van hoa doanh
nghiép tai cong ty va Cac giai phap mang tinh diéu kién nham dam bao tinh hiéu
qua ctia hoat dong nang cao chat lugng NNL tai Cong ty.

Trong khu6n kho nhitng gi6i han cho phép, tac gia da van dung kién thuc 1y
luan tiép thu dwgc tir tai liéu, nha trudng, di siu tim hiéu diéu tra, khao sat thyc tién
don vi cong tac, phan tich, danh gia va budc dau da dé xuat nhiing giai phap nham
nang cao chat lugng NNL tai don vi. Tuy nhién, day 1a mét van dé 16n va phuc tap,

nén viéc xay dung hé théng cac giai phap néu trén véi nhimng 1ap luan, 1y giai dam
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béo tinh khoa hoc va hién dai 1a mot van dé khong hé don gian, can co su nghién
clru mé rong va sdu sic hon nira.

Bén canh d6, do thoi gian thuc hién luan van han ché, trong khi trinh d6 va
kha ning cua tac gia lai c6 han, luan vin s& kho tranh khoi nhimg khiém khuyét.
Tac gia chan thanh mong nhan duoc su chi dan, gbp ¥ hon nita cia cac thiy/co va
ddng nghiép, ban doc dé tiép tuc nghién ctru va phat trién dé tai nay gop phan thiét

thyc vao su phat trién cua MobiFone Service.
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PHU LUC 1
MAU PHIEU DANH GIA 1
Kinh chao Anh/chi. “Trudc tién xin giti 16i cam on chén thanh dén quy
Anh/chi vi da nhdn loi giup do hoan thanh chwong trinh khdo sdt nay, sw giup
dé ciia Anh/chi cé gid tri vé ciing Ién déi véi tdc gid trong thoi diém nay. Mét lin
nita xin t6é long biét on doi véi quy Anh/chi”. T6i hién dang lam dé tai luan vin
“Chdt lwong nguon nhdn lwc tai cong ty Cé phan Dich vu Kj thudt MobiFone
(MobiFone Service)” thong tin ma Anh/chi cung cap sé& 14 ngudn tai liéu quy dé toi
hoan thién dugc luan van cua minh. Moi thong tin Anh/chi cung cép s€ duoc gitt bi
mat.
- Ho va tén ngudi tra 101 phiu hoi: .........ooiiii i
- DO VI CONG tAC: .o s
- Biachi hien tai: ..o o
Anh/chi vui 10ng danh diu (x) vao cac & trong thich hop bén canh (c6 thé cé
nhiéu lwa chon & 1 ciu), dién ciu tra 161 vao chd (...):

1. Trinh d6 hoc vén:

Tién sy Thac sy
Pai hoc Cao drfmg
Trung cap Lao dong pho thong

2. Trinh d0 ngoai ngi

A B C Khic
Tiéng Anh O O O O
Tiéng Nga 0 0 0 O
Tiéng Phap 0 0 O O
Ngoai ngtr khac 0 0 0 0

3. Anh/chi duoc tuyén vao cong ty theo hinh thirc nao:

Thi tuyén 0 Xét tuyén 0

Puoc moi 0 T chdi tra 16i 0
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4. Khi tuyén dung nhan vién, anh/chi da chon ngudn nao:

Ngudn ndi bd O Ngudn bén ngoai O

5. VUi long cho biét anh/chi dang ky hop dong lao dong nio véi cong ty:

Nhan vién thtr viéc O Hop ddng c6 thoi han O

Hop ddng khong thoi han 0 Hop ddng khac 0

6. Anh/chi thfiy cong viéc hién tai c6 phu hop vdi chuyén nganh dugc dao tao

khong?

RAt phu hop O Phu hop O
Hoi phu hgp O it phu hop O
Khong phu hop O Y kién khéc O

7. Néu duoc lya chon, anh/chi mudn tham gia 16p dao tao nao nhat?

1 L&p nang cao k¥ nang chuyén mon 0
2 Lép quan 1y chat luong 0
3 Lép k¥ ning giao tiép 0
4 L&p quan tr1 doanh nghiép 0
5 Marketting 0

8. Anh/chj thiy cac diéu kién 1am viéc ddi v6i ngudi duoc cong ty dam bao nhu thé nao?

1 Pam bao rat day du 0
2 bam bao binh thuong O
3 Chi dam bao mot phan 0
4 Khong dam bao 0

9. Anh/chi c6 quan tdim dén tac phong lam viéc ctia nguoi lao dong?

1 Rat quan tAm 0
2 Quan Tam 0
3 ft quan tam 0
4 Khong quan tdm 0
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10. Theo anh/chi, trang phuc lam viéc c6 quan trong d6i véi viée xay dung vin hoa

doanh nghi¢p?

1 Rét quan trong O
2 Quan trong [
3 Tuong dbi quan trong N
4 Khoéng quan trong 0

11. Anh/chi c6 quan tim dén nguyén vong gin bo lau dai trong cong ty?

1 Rét quan tim 0
2 Quan tam N
3 It quan tam 0
4 Khoéng quan tam 0

12. Lam viéc & cong ty, anh/chi thay co hoi phét trién ciia minh nhu thé nao?

1 Phat trién rét t6t 0
2 Phat trién binh thuong 0
3 it phat trién 0
4 Khong phat trién duoc 0
5 Khong tra 101 0

Cam on Anh/chi da tham gia tra loi khdo sat!
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PHU LUC 2
MAU PHIEU PANH GIA 2
PHIEU KHAO SAT Y KIEN CAN BO CONG NHAN VIEN

Chao cac anh chi!

Nhim thu nhap nhimng ¥ kién déng gop vé co sé vat chat, didu kién 1am viéc,
trang thiét bi va mirc d6 gin bo clia can bd cong nhan vién véi cong ty. Tir d6 giup
cong ty khong ngimg cai tién, ddo tao nang cao chit luong nhan lyc nhim dap tng
yéu cau cong viéc va tao dicu kién dé can bd cong nhan vién yén tam lam viéc gin
b6 1au dai. R4t mong anh chi danh thoi gian dé tra 101 mot s6 cau hoi sau va dong
gop ¥ kién mot cach trung thyuc thang than. Cac y kién dong gop cua céac anh chj 1a
céc thong tin rat hiru ich vai toi va dé tai nghién ctru nay.

Tran trong cam on.

PHAN I: Y KIEN DANH GIA

Panh gia mirc dd quan tim dén nguyén
I vong gin bo lau dai va tac phong lam viéc Két qua tra 1oi

cia ngudi lao dong

Xin vui 1ong cho biét mirc d6 quan tdm véi mdi noi
dung sau ddy bang cach danh dau vao cac sb. <§ - = (g
Rat quan tam: 1 = < < =
< = = -
Quan tim: 2 =2 = % o
T A 35 O - <§
It Quan Tam: 3 ¢ S §
Khong Quan tam: 4
Mtrc d6 quan tdm dén nguyén vong gan bo
1.1 o 1 2 3 4
lau dai véi cong ty
Mirc d6 quan tim dén tac phong lam viéc
1.2 ' 1 2 3 4
cua nguoi lao dong

Panh gia nhu ciAu tham gia cac khoa dao ,
I Keét qua tra loi
tao
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Xin vui 1ong cho biét nhu cau tham gia cac khoa o
. . . o0 = =%
dao tao bang cach danh dau vao cac s6 - g- <2 >
=
R . < A n - ] ]
Lop nang cao ky nang chuyén mon: 1 oy <§ >~ .a) - 2
= ~— —
I3 =) o)
L6p quén ly chat lwgng: 2 S 5 - %‘0 S| e
2 o > = > = pu
Lép k§ niing giao tiep: 3 EZ o§ el ; g
= o = =< R
Lép quan tri doanh nghiép: 4 R = £ -
. A ]
Marketting: 5 - -~
Nhu cau tham gia cac khéa dao tao cia
1.1 . 1 2 3 4 | 5
nguoi lao dong
Panh gia mirc d) dam bao diéu kién lam ,
1] Ket qua tra loi
viée
Xin vui long cho biét y kién vé viéc dam bao diéu
N 14 =Y 7(:
kién lam viéc tai cong ty bang cach danh dau vao b= £ % °
Lz > = = R
cac so S = <§- ;
> > A A L2 \:a -g =) X
Pam bao rat day du: 1 = = 2 =
N Y bg (=} = =
Pam bio binh thwong: 2 2 R £ S
. E = (X~ <
Chi dam bao mét phan: 3 3 bg = N>
A . 2 =
Khong dam bio: 4 ©
Mtrc dd dam bao céc diéu kién 1am viéce cia
.1 1 2 3 4
cong ty
Panh gia vé cong tac danh gia danh gia , )
v Keét qua tra 1oi
can by, cong nhan vién
Xin vui long cho biét y kién vé viéc danh gia can e
bo, cong nhan vién tai cong ty da dam bao dugc i
s " 1) . =
thuc hién cong bang, chinh x4c va phu hop, tao = E % °
s s 3% = -3
dong luc cho nhén vién phan dau bang cach danh = = :g- ;
. . = = .
dau vao cac so £ E 2 S
, = = o0
Piam bio rat chinh xac, phu hop: 1 - = £ s
\(g = X~ =
Diam bio binh thuong: 2 2 E = ~
s 32 . A P = /|
Chi ddam bdo m¢t phan: 3 g ©
'@
Khong dam bao: 4 =
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Muc do dam bao cong tac danh gia nhan luc
tai cong ty da dam bao duoc thyc hién cong
vV.1l| | 1 2 3 4
bang, chinh xac va phu hop, tao dong luc cho

nhan vién phan dau

PHAN II: Kién nghi ciia anh/chij véi cong ty

PHAN III: Théng tin ca nhan:

G101 tinh: Nam o N#O

Thot gilan [Am VIEC: ... e




