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LOI MO PAU
1. Ly do chon dé tai

Thoi gian qua, sy hdi nhap kinh té sau va rong cung voi bién dong
khong ngimg ciia nén kinh té - xa hoi, d6 vira 1 co hoi vira 1a nhiing thach
thirc v6 cung to 16n d6i voi sy phat trién qudc gia noi chung va sy ton tai,
phat trién cuia cac doanh nghiép Viét Nam noi riéng.

Trong cac ngudn luyc dé tao ra sy phét trién thi ngudn luc con nguoi
ludn 1a ngudn lyc quan trong nhat. Con ngudi vira 1a muyc tiéu, vira la dong
luc cta sy phat trién. Hién nay, v6i nén kinh té tri thirc, yéu t& con nguoi
luén duge coi 1a c6 vai tro hét sirc quan trong va quyét dinh d6i voi sy ton
tai, phat trién cua mdi td chirc, don vi, doanh nghiép va xa hoi.

Tuy nhién, trén thuc té khong phai doanh nghiép nao ciing s¢ hitu
duoc doi ngii nguén nhan lyc ¢ chat lugong va st dung hi¢u qua nguén nhan
lyc d6. Chinh vi thé, mdi doanh nghiép mudn tao dyng, duy tri va phat trién
mot d6i ngti nhan lyc da vé s luong va tdt vé chét luong thi viéc nang cao
chat luong ngudn nhan Iyc 1a mot cong tac can quan tim hang dau.

Bén canh d6, nhu cau nang cao chat lwong cudc song: ting cudng
strc khoe, mo rong tri thirc, nng cao trinh d6 tay nghé khong nhirng chi do
yéu cau cia san xuat ma 1a do nhu cau xuat phat tir chinh ban than con
nguoi muén nang cao chét lugng cudc séng, mudn ¢6 co hoi thang tién va
phat trién, mudn c6 mot vi tri xing déng trong xa hoi. Vi vy, viéc ning cao
chat lugng ngudn nhan Iyc khong chi xudt phat tir yéu cau cia san xuit ma
con xuét phat tir chinh nhu cu ctia con ngudi, didu d6 tao diéu kién tot cho
viéc nang cao chat lugng ngudn nhan lyc hién nay.

Trude su d6i méi td chirc quan 1y va phat trién kinh té xa hoi, co
hoéi kinh doanh ngay cang dugc cdi md. Bén canh nhiing co hdi 1a nhitng
thach thirc to 16n ddi v6i cac doanh nghiép. Ciing nhu nhiéu doanh nghiép
khac.

Cong ty C6 phan Dich vu K¥ thuat MobiFone trong qué trinh hoat
dong ciing da gap phai khong it kho khin, ddi dau véi nhiéu thach thic,



trong d6 khong thé khong nhic dén kho khin trong van dé chét luong ngudn
nhan lyc, mot nhan td quyét dinh su thanh bai ciia doanh nghiép.

Chi khi ¢6 dugc mdt doi ngii ngudn nhan lyc c6 chat luong thi
doanh nghi¢p méi co duge ngudn lyc chinh dé phat huy sirc manh to 16n
dua doanh nghiép di dén phat trién bén viing. Trong qua trinh tim hiéu thuc
té cong tac nang cao chét lugng ngudn nhan lyc tai cong ty, mic du cong ty
da thyc hién mot sb giai phap nang cao chit lwong ngudn nhén Iyc, nhung
cho dén nay cong tac ning cao chit luong ngudn nhan lyc tai cong ty van
con mot s6 diém bat cap lam han ché su phat trién cia doanh nghiép. Xuét
phat tir tim quan trong vé khoa hoc va vé thyc tién cia viéc quan ly, s
dung ngudn nhan lyc, luan van da quyét dinh ldy dé tai 1a: “Chdt lwong
nguén nhin lwc tai céong ty Cé phin Dich vu Ky thugt MobiFone
(MobiFone Service)” véi myc dich gop thém mot phan 1y luan va dua ra
cac giai phap trong viéc hoan thién cong tic ning cao chit lwong ngudn
nhan lyc tai don vi.

2. Tong quan vé vin dé nghién ciru

Viét Nam la mft nudc co nguén nhan luc doi dao, nhung chét
lwong ngudn nhéan lyc chua dwoc danh gia cao. Do vdy van dé nang cao,
phat trién ngudn nhan Iyc 12 van dé quan tim hang dau cua tat ca cac cap,
cac nganh va cac doanh nghiép.

D3 ¢ rat nhidu cong trinh nghién ctru, sach bao, tap chi xoay
quanh vén dé nay v&i rat nhiéu khia canh va pham vi nghién ctru khac nhau.
Duéi ddy 1a mot s6 cong trinh tiéu biéu:

- Nguyén Ngoc Quéan va Nguyén Tan Thinh (2009), “Qudan Iy Nguon
nhan lyc trong 16 chirc ”, Nxb Gido duc, Ha Néi. Trong d6 giao trinh danh
mdt chuong noi vé dio tao va phat trién ngudn nhan lyc.

- Nguyén Hiru Than (2006), “Qudn tri nhén si”’, Nxb Thong ké, Tp.
Hb Chi Minh. Tac gia da dé cap dén ly thuyét vé dao tao va phat trién trong
cac doanh nghiép va céc td chuc tai Viét Nam. Trong d0, tac gia tip trung

vao viéc dua ra cic phuong phap dao tao. Diém nhan manh ciia cudn sach 1a



tac gia tiép can van d¢ dao tao véi tu cach 1a mot bién phap nhim ddi pho
v6i nhitng thay ddi ctia to chirc trong tuong lai.

- “Pado tgo nguon nhan lyc, lam sao dé khéi “Ném tién qua cira s6”
clia nhom tac gia Business Edge - Mot by phan ctia chuong trinh phat trién
kinh té tw nhan MPDF (Mekong Private Sector Development Pacility). Cudn
sach duogc thiét ké danh riéng cho chu doanh nghiép, giam ddc nhan su va
giam ddc phu trach dio tao cac doanh nghiép vira va nho. Céc tac gia da dua
ra cai nhin téng quat vé tim quan trong va cic ndi dung cua dao tao ngudn
nhan lyc tai cac doanh nghiép.

- Cubn sach “Ndng cao hiéu qud quan 1y nguon nhén lyc trong qud
trinh cong nghiép hoa, hién dai hoa dat nuée”, NXB Khoa hoc xa hoi
(2006) ctia Pham Thanh Nghi (chu bién), Tran Xuan Cau, Tran Hiru Han.
Céc tac gia da dua ra mot sd giai phap nham tang tinh hiéu qua trong viéc
quan 1y ngudn nhan lyc & Viét Nam.

- Phan Thanh Tam (2000), “Gidi phdp ndng cao chdt lwong nguon
nhan luc phuc vu nhu cau cong nghiép hoa, hién dai hoa dat nuée”, Luan
an Tién sy kinh té truong Pai hoc Kinh té qudc dan da di siu nghién ctu
mdt s6 nhom giai phap nhim nang cao chat lvgng ngudn nhén lyc phuc vu
su nghiép cong nghiép hoa, hién dai hoa.

- Cubn sach “Phét trién ngudn nhan Iyc Viét Nam trong qua trinh
cong nghiép hoa, hién dai hoa” cua TS. Lé Thanh Ha, NXB Lao ddng
(2009).

- Pé tai khoa hoc cip nha nuéc “Hodn thién co ché quan 1y gido duc
nham néng cao chdt heong dao tao lao dong kj thudt & mede ta giai doan
2001- 2010, tac gia Vii Ngoc Hai - Vién nghién ctru phat trién gido dyc.

Con c6 rat nhiéu dé tai nghién ctru khac, tiép can tir nhiing goc do
khéc nhau nhung cha yéu tap trung nghién ciru va lam séng t6 viéc ning
cao, phat trién ngudn nhan lyc. Pa sb cac dé tai nghién ciru c6 hudng xem
xét cac van dé phat trién ngudn nhan luc & tim vi mo. Tuy nhién, cac dé tai
d6 chua di sau nghién ciru co ban va c6 hé théng cong tac phat trién va quan
ly ngudn nhén lyc trong cac loai hinh doanh nghiép néi chung va doanh



nghiép hoat dong trong linh vuc chim séc khach hang trén nén tang vién
thong néi riéng. Tir thuc té do, viée lya chon dé tai “ Chat lugng ngudn nhan
luc tai cong ty CO phan Dich vu K¥ thuat MobiFone (MobiFone Service)”
vira ¢6 y nghia vé mit Iy thuyét va thyc tién.
3. Muc dich nghién ciru
Pé xuit dua ra cac giai phap co tinh kha thi nhdm ning cao chat
lwong nguén nhan lyc cia Cong ty Co phén Dich vu K§¥ thuat MobiFone,
g6p phin dua cong tic quan 1y nhan luc cia cong ty ngdy mot khoa hoc hon.
bé dat dugc muc tiéu trén, dé tai can thuc hién duoc cac ndi dung
Ssau.
- Nghién ciru cac ndi dung vé chit lwong ngudn nhan luc trong
doanh nghiép
- Pénh gia chat lugng ngudn nhan lyc tai cong ty C6 phan Dich vu
K§ thuat MobiFone
- Dé xuét giai phap nhim ning cao chét luong ngudn nhén lyc tai
cong ty C6 phan Dich vy K§ thuat MobiFone.
4. Pbi twong va pham vi nghién ciru
- Dbi tugng nghién ciru:
Dé tai nghién ctru giai phap nang cao chét lugng ngudn nhan luc tai
cong ty C6 phan Dich vy K§ thuat MobiFone.
- Pham vi nghién ctru:
Vé khong gian: tai Cong ty C5 phan Dich vu K§ thuat MobiFone.
Vé thoi gian: Luan vin tap trung nghién ctru trong thoi gian tir ndm
2016 — 2019.
5. Phwong phap nghién ciru
Phirong phdp thong ké phan tich: tac gia thu thap cac tai liéu va s6
liéu thir cdp vé chit lugng va nang cao chat lugng ngudn nhan lyc tai cong
ty. Trén co s& do tac gia danh gia, phan tich thuc trang va s€ dua ra duogc
nguyén nhan cta nhitng han ché trong cong tac nang cao chit lwong ngudn
nhan lyc tai cong ty.
Phurong phdp diéu tra xa héi hoc:



Phong van theo bang hoi (phiéu khao sat): hudng téi muc tiéu danh
gi4 chit lugng cua doi ngii can bo cong nhan vién trong cong ty.

St dung phiéu diéu tra thiét ké danh cho Ban lanh dao (Ban Tong
Giam ddc, Truong - Phé cac phong ban, Giam dbc, Pho giam dbc cac Chi
nhanh) va NLD trong cong ty.
6. Két cAu ciia d@ tai

Ngoai phéin mé dau, két luan va cac phf?ln bd cuc khac, luan van c6
két ciu gdm 3 churong chinh nhu sau:

Chuong 1: Co s 1y luan vé& ngudn nhan luc va chat lugng ngudn
nhan lyc trong doanh nghiép

Chwong 2: Thyc trang chit lwong ngudn nhan lyc tai cong ty C6
phﬁn Dich vu K¥ thuat MobiFone

Chuong 3: Giai phap ning cao chat lugng ngudn nhan lyuc tai cong
ty C6 phan Dich vy K§ thuat MobiFone.



CHUONG 1: CO SO LY LUAN VE NGUON NHAN LUC VA
CHAT LUQNG NGUON NHAN LUC TRONG DOANH NGHIEP

Chuwong 1 sé trinh bay co s¢ Iy lugn vé NNL va chdt lwong NNL
trong doanh nghiép. Pdy la co sé khoa hoc Vé Iy thuyét dé nghién cieu, danh
gid thuc trang chdt lirong NNL ciia Cong ty trong thoi gian qua, théng qua
dé dé xudt gidai phdp ndng cao chat lwrong NNL trong doanh nghiép trong
thoi gian tai.

1.1. Cac khai niém
1.1.1. Khdi niém nguén nhén luc

Theo Lién Hop Quéc thi “Ngudn nhan luc 1a tit ca nhiing kién thic,
k¥ nang, kinh nghi€m, nang lyc va tinh sang tao clia con nguoi c6 quan hé
tGi sy phat trién ctia mdi ca nhan va cua dat nude” [15].

Theo t6 chirc lao dong qudc té (ILO) thi NNL cua mot quic gia la
toan bo nhitng ngudi trong d6 tudi co kha ning tham gia lao dong. Khai
niém nay chi ra quy md va tiém lyc ciia mot qudc gia va danh gia vé kha
ning tham gia hoat dong kinh t& dé tao ra tai san cho xa hoi ciia NNL trong
qua trinh sinh séng va xay dung dat nudc.

Theo giao trinh nguén nhan lyc cua truong Pai hoc Lao dong - Xa
hoi do PGS. TS. Nguyén Tiép cha bién (2007):

Pung theo goc d6 vi md, NNL ctia mot qudc gia thi NNL duge hiéu
v6i tu cach 1a ngudn cung cip sirc lao dong cho x3 hoi thi “Ngudn nhan luc
bao gdm toan b dan cu c6 kha nang lao dong” [14]

“Nguon nhan lyc duge hiéu theo nghia hep hon, bao gdm nhém dan
cu trong d6 tudi lao dong c6 kha ning lao dong” [14]. Khai niém nay chi
kha nang dam duong lao dong chinh cta xa hoi.

Theo giao trinh kinh té NNL cua truong Pai hoc Kinh té Qudc dan do
PGS.TS. Trin Xuén Cau, PGS.TS. Mai Qudc Chanh chu bién (2008):

“Nguon nhan lyc 1a nguon lyc con ngudi c6 kha nang sang tao ra cua cai vat



chat va tinh than cho x4 hoi dugc biéu hién ra 1a s6 lwong va chit luong nhat
dinh tai mot thoi diém nhat dinh” [2].

B6 Lao dong - Thuong binh va X3 hoi cho rang: “Ngudn nhén Iyc 1a
tiém ning vé lao dong trong mot thoi ky xac dinh cia mot qubc gia, suy
rong ra c6 thé dugc xac dinh trén mot dia phuong, mot nganh hay mot ving.
Day 1a nguon lyc quan trong nhat dé phat trién kinh té xa hoi” [1].

T cac quan niém trén, NNL duogc hiéu theo hai nghia: Theo nghia
rong, 1a nguén cung cép stc lao dong cho xa hoi, cung cép nguén Iwc cho su
phat trién. Do d6, NNL bao gom toan bd dan cu ¢ thé phat trién binh
thuong. Theo nghia hep thi NNL 14 kha ning lao dong cia xa hoi, 1a ngudn
lyc cho sy phat trién kinh té x3 hoi, bao gém cac nhom dan cu trong do tudi
lao dong, c6 kha nang tham gia vao lao dong, 1a tong thé cac yéu td vé thé
luc, tri lyc va tam luc cua ho dugc huy dong vao qua trinh lao dong.

1.1.2. Khdi niém chét lwong nguon nhan lyc

Theo t6 chirc tiéu chuin qubc té (ISO) dinh nghia “chat lwong 13 toan
bd nhiing tinh nang va dac diém cua mot san phém hoac mot dich vu thoa
mén nhitng nhu cau dd néu ra va tiém 4an; ngudi tao nén chat lugng cua san
phém, dich vy do, xét trong pham vi hep mét td chuc thi 12 tat ca luc luong
lao dong cua to chirc do”.

Theo Tran Xuan Cau va Mai Qudc Chanh: “Chat lugng ngudn nhan
lyc 14 trang thai nhit dinh ctia ngudn nhén lyc thé hién mdi quan hé giira cac
yéu t cau thanh bén trong ctia Ngudn nhan lyc” [2].

Theo quan diém ctia TS. Phan Thanh Tam thi chét lugng ngudn nhan
lyc dugc dinh nghia: “Chét lugng nguén nhan lyc la téng hoa cua ca 3 yéu
t6: Tri lyc, thé lyc va phidm chét ciia nguoi lao dong” [12].

Tir nhitng quan diém trén, c6 thé hiéu khai niém chét lugng NNL nhu
sau: Chat Ivgng NNL 1a trang thai nhit dinh caa NNL thé hién mbi quan hé
giita cac yéu t& cdu thanh nén ban chit bén trong cia NNL, phan anh trinh
d6 phat trién kinh té - xa hoi ciing nhu mirc séng, trinh d6 dan tri. Chét
luong NNL 4 toan b nhitng pham chat dao dtrc, thé chat, tham m¥ va ning
lyc ctia con ngudi ¢6 anh hudng quyét dinh dén viéc hoan thanh nhirng muc



tiéu hién tai va twong lai ctia moi td chirc. Hay n6i mét cach khac “Chat
luong ngudn nhan lyc 1a tong thé cac yéu cu thanh ning lyc bao gom: thé
lwe, tri luc va tam luc (phﬁm chét) cua lyc lugng lao dong”.
1.2. Tiéu chi danh gia chit lwong ngudn nhan lye
e Thé lyc ngudn nhan lyc
. Tri luc nguén nhan luc
. Pham chét dgo dirc nguén nhén luc
1.3. Céac nhan té anh hwéng t6i chit lwong ngudn nhén lyce tai doanh
nghiép
1.3.1. Nhén té bén ngoai doanh nghiép
- Thi truong lao dong
- Pdi thu canh tranh
- Nhan t khic
1.3.2. Nhén té bén trong doanh nghiép
- Tuyén dung, dao tao va str dung nhan lyc
- Tién luong, tién thuong, phu cap
- Thoi gian lam viéc, nghi ngoi
- Diéu kién lam viéc
- Poi song tinh than ngudi lao dong
1.4. Su cén thiét phai nang cao chat lwgng ngudén nhén lye tai doanh
nghiép
Viéc ning chét lugng NNL 14 viéc 1am hét sirc quan trong va can
thiét d6i v6i tat ca cac doanh nghiép. Boi vi sir dung NNL 6t s& gitip doanh
nghiép san xuat kinh doanh c6 hi¢u qua, dtimg virng trén thi truong, md rong
thi phin va ting kha ning canh tranh v&i cac d6i thu trén thi truong.

Két luan chuwong 1
Noi dung chuong 1 13 hé théng hoa co s& Iy luan vé NNL, chit
lwong NNL cua doanh nghiép. Noi dung chuwong 1 1a co s¢ dé thyuc hién

nghién ctru thuc trang trong chuong 2 cua luan van.



CHUONG 2: THUC TRANG CHAT LUQNG NGUON NHAN
LUC TAI CONG TY CO PHAN DICH VU KY THUAT
MOBIFONE

Sau khi trinh bay téng quan vé céng ty C6 phan Dich vy Ky thugt
MobiFone sé phdn tich ddanh gid thuc trang chat heong nguon nhdn luc cia
Céng ty trong thoi gian qua. Trén co sé d6 rit ra nhing két qua dat duwoc,

nhang ton tai va nguyén nhan lam co sé cho dé xuat gidi phap & chwong 3.

2.1. Tong quan vé cong ty C6 phin Dich vu K¥ thuit MobiFone
2.1.1. Qud trinh hinh thanh va phdt trién

e Tén diy du: Cong ty C6 phan Dich vu K§ Thuat MobiFone

e Tén viét tit: MobiFone Service

. Tru s& chinh: Tﬁng 3, tda nha TTC, s6 19 phé Duy Téan, Phuong

Dich Vong Hau, Quan Cau Giy, Thanh phd Ha Ngi, Viét Nam.

e Véndiéu l&: 70.629.790.000 VND
2.1.2. Chikc ndng va nhiém vu: Pau tu, khai thac, thiét ké, xay dung
HTVT; Lép dat, bao dudng thiét bi VT, tu van t6 chic thuc hién do kiém
trong linh vyc VT va CNTT; Dau tu phat trién cac loai hinh DV GTGT;
Phat trién dich vu Call Center, hd trg van phong cho cac doanh nghiép.
2.1.3. Co cdu té chikc by mdy qudn Iy ciia cong ty

Co c4u t6 chirc bd may quan 1y cua MobiFone Service duoc thé

hién nhu trong hinh 2.1:
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P.TO CHUC - P.TAI ritET0in | | |* KE HOACH P. CONG P.HATANG -
HANH CHINH CHINH ' KINH DOANH NGHE TT VIEN THONG
CHINHANH| |CHINHANH| |CHINHANH| |CHINHANH| | CHINHANH CHINHANH| | oo oul [TTRi0Ti0
MFS HA MEFS TP HO MEFS DA MEFS CAN MEFS HAI MFS PONG DV GTGT & TO CHUC
NOI CHI MINH NANG THO PHONG NAL SUKIEN

So d6 2.1. Co ciu té chirc b may cita cong ty MobiFone Service

(Nguén: Céng ty MobiFone Service)
2.1.4. Linh vuc san xudt kinh doanh: DV CSKH qua dién thoai; Xay dung
hé hé thong truyén dan, cho thué kénh, ludng truyén din; Xay dung nha
tram BTS, cho thué CSHT VT; Lap dat, bao dudng thiét bi VT, tu van, to

chuece thuc hién...

2.1.5. Két qud san xudt kinh doanh
Két qua HDKD ciia MobiFone Service dugc thé hién trong bang 2.2:
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(Nguén: Téng hop tir Bdo cdo Tai chinh MobiFone Service 2016-2019)
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Bing 2.2. Két qua hoat dong kinh doanh ciia MobiFone Service giai doan 2016

- 2019
] ] ] ] Chénhléch | Chénhléch | Chénh lich
STT|  Cic chf tieu 2N;1nﬁ] I;;‘l”; 1;;‘;; 1;;‘3 20172016 20182017 201912018
Soleong| % | S6lwong| % Solhegng | %

| |DT bin hing va CCDV 411955 | 615.140 | 940.659 | 627227 | 203.185 | 493 | 325.519 | 529 | (313432)] 333
2| Céc khoan gidm ez DT } } R R } } }
3 |DTT vé bin hang va CCDV 411955 | 615.140 | 940.659 | 627.227 | 203.185 | 49.3 | 325.519 | 529 | (313.432)| 333
4| Gid vén hing ban 349.133 | 548.213 | 867210 | 567.600 | 199.080 | 57.0 | 318997 | 582 | (299.610)| 34.5
5| LN gop vé bin hing va CCDV 62821 | 66928 | 73450 59.627| 4107| 65| 6522 97 | (13.823)] 188
6| DT hoat dong tai chinh 2189 | 2377] 3059|2851 188 86 682] 28,7 08)| 68
7| Chi phi tai chinh 6479 | 3675 | 4478 2492| (2804)] 433 803 | 215 | (1986)| 444

Trong d6: 12 vay phai 1ra 6247 | 3391 |  4159]  2038| (2856)] 457 768 | 226 | (2121)| 51,0
S | Chi phi bén hing 7713 | 14062 | 13.785| 4202| 6349] 823 | (I7)] 20 | (9.38%)] 695
9 | Chi phi quin Iy DN 17934 | 21048 | 24449 | 19.100| 3114 174 | 3401|162 | (5349)] 218
10 |LN thuda v HDKD 32.885 | 30519 | 33796 | 36383 | @aey| 72| 3277)107| 2587 77
11 | Thu nhip khic 32 2% 35 1] (206 888 5] 346 6)] 45.7
12 | Chi phi khic 389 0 105 300] (389 105 204
13 |Loi nhugn khic as7) %] o] o] 18 96) (220)
14 | Téng loi ahudn e thud 32727 | 30545 | 33726| 36393 | (.182)| 67| 3181|104 | 2667 79
15 |Chiphithué thunhap DN hiénhanh | 8.225 | 6.161 | 7430| 7.988| (2.064)| 25.1| 1269] 206 558] 7.5
16 |Loi nhudn sau thu 24501 | 24384 | 26296 28404| (U7 493 1912] 18 2.108] 80

(Nguén: Tang hop tir Bdo cdo Tai chinh MobiFone Service 2016-2019)
Tinh hinh san xuit KD cua Céng ty twong dbi tt trong nhitng nim gan

day, loi nhuan ting déu qua cac nam, chi phi ting nhung téc do ting cua chi

phi van thap hon tdc do tang cua loi nhuan.

2.2. Thuc trang chit lweng ngudn nhan luc cia céng ty C6 phan Dich
vu Ky thuat MobiFone
2.2.1. Thuc trang sé lwgng va co' cdu nguén nhén luc ciia Cong ty
- S6 lwgng ngudn nhén lyc theo giGi tinh
Bing 2.3. Ngudn nhan lwe MobiFone Service phan bd theo giéi tinh

Niam 2016 Nim 2017 Nim 2018 Nim 2019
Chi tidgu . _ _ _
So ngLrﬁ % S0 ngwoi % | S0 ngwoi % S0 ngwoi %
Téng lao déng 300 100 677 100 1143 100 1242 100
Lao d6ng Nam 232 773 369 54.5 742 64.9 805 64.8
Lao déng Nir 68 22,7 308 455 401 35,1 437 352

(Nguén: Phong Té chire Hanh chinh — MobiFone Service)



1000
800
600

Nam 2016

12

Nam 2017

® Lao dong Nam

= Lao dong Nit

400
~ m_ Hm HE
|

Nam 2018

Nam 2019

Biéu db 2.1. Ngudn nhén lrc MobiFone Service phan bé theo gidi tinh
(Nguén: Phong Té chite Hanh chinh — MobiFone Service)
- S6 lugng ngudn nhén lyc theo do tudi

Bang 2.4. Ngudn nhan luc MobiFone Service phan bb theo dd tudi
(Pon vi: nguoi)

Nim 2016 Niim 2017 Nim 2018 Nim 2019

Chititu | g5y | o, |SELD| % | SSLD | % | S6LD | %
TéngsSLD | 300 | 100 | 677 | 100 | 1143 | 100 | 1242 | 100
Potudi20-35 | 152 | 507 | 372 | 549 | 652 | 570 | 720 | 580
Do tudi36-50 | 147 | 490 | 304 | 449 | 480 | 420 | s10 | 411
D6 tudi 51-65 1 0.3 1 0.1 11 1,0 12 1.0

800

600

(=]

Nam 2016

(Nguén: Phong Té chire Hanh chinh — MobiFone Service)

Niam 2017

= Dj tudi 20-35

= D) tubi 36-50

Nam 2018

400
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Biéu dd 2.2. Ngudn nhén lyc MobiFone Service phin bd theo d¢ tudi
(Nguén: Phong Té chire Hanh chinh — MobiFone Service)

2.2.2. Thuec trang vé chat lweng nguon nhén luc ciia Cong ty

2.2.2.1 Thyc trang vé thé luc ngudn nhén lyc
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Tinh trang sirc khéo NLD cua MobiFone Service dugc danh gia tbt, két
qué cu thé theo bang dudi day.
Béng 2.1. Phan loai bénh ciia lao dng di kham tai MobiFone Service nim 2019

STT Nhém bénh Sé ca -I(-XA)I)"”
1 Bénh mét 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 | Cacbénh vé phé quan 91 12.29

Ja chay, viém da day, rudt do
6 nhiém t};’l‘mg PO 93 12.46
7 Bénh da day, ta trang 75 10.05
8 Bénh gan mat 22 291
9 Bénh da 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 T6 chirc Hanh chinh — MobiFone Service)

Bénh mit

o
——" 4% Bénh tai

Bénh tim mach

10%
Viém xoang, miii hong, thanh quin
® Ciic bénh v& phé quan
27% Ia chdy, viém da day, ruét do nhiém

trung
= Bénh da day, ta trang

» Bénh gan méat
= Bénh da

= Bénh co, xwong khép

Biéu dd 2.3. Phan loai bénh ciia lao dgng di kham tai MobiFone Service 2019
(Nguén: Phong Té chire Hanh chinh — MobiFone Service)
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Qua bang bao cao cho thdy tinh hinh bénh cua NLD dén kham &
céc bénh vién trong nam 2019 tai MobiFone Service. Trong thuc té con sé
thuc con 16n hon vi con nhiéu NLD khong dén bénh vién, ho di kham & cac
phong khdm tu ma khong thong bao véi cong ty.

Bang 2.6. Phan loai sirc khée lao dgng tai MobiFone Service nam 2019

Loai sirc Khoe
Sb T I¢ [ I i v
Loai lwgng * Ty . . oA
: N (%) X Ty 1§ Ty 1§ Ty l¢
(SL) SL ((!/g;) SL (%) SL %) SL (%)
Nam 805 | 64,8 | 201 | 250 | 346 | 429 | 249] 309 | 9 1,2
NiF 437 [ 352 ] 87 |200] 162 [ 371 [175] 40 [ 12 | 29

(Nguon: Phong Té chirc Hanh chinh — MobiFone Service)
2.2.2.2. Thyc trang vé tri Iyc ngudn nhan lyc

Chit luong tuyén dung: da sé lao dong dwoc tuyén dung déu co
tudi doi tré, co trinh d6 chuyén mén cao.

Béng 2.7. Tinh hinh tuyén dung lao déng tai MobiFone Service qua cic nim

Chi ‘Ji" Nhu ciun tu}'én dung Két qua tuyén dung
itiéu

2016 2017 | 2018 | 2019 | 2016 | 2017 | 2018 | 2019
Téng sé lao déng 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 cip 74 142 139

123 73 136 137 | 125

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




15

1200

1000

800

600

400 I

200

"= = i A=

2016 2017 2018 2019

# Dai hoc va trén dai hoe  ®Cao diing & Trung cip

Biéu dd 2.4. Tinh hinh tuyén dung lao dong tai MobiFone Service qua cic nim
(Nguén: Phong Té chire Hanh chinh — MobiFone Service)
Bang 2.8. Trinh d§ lao dgng ciia MobiFone Service

Nim 2016 Niam 2017 Nim 2018 Nim 2019

Chi tigu $6 lao S6 Iao S6 Iao $6 lao
n %o . % N % " %
déng dong dong dong
Téng sé LD 300 | 100 677 100 | 1.143 | 100 | 1.242 | 100

Paihgevatréndaihoc | 227 | 758 541 80 | 1.006 | 88 1117 | 90

Cao ding va trung cip 73 | 242| 136 20 | 137 12 125 | 10

(Nguén: Phong Té chire Hanh chinh — MobiFone Service)
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Biéu dd 2.5. Trinh do lao déng ciia MobiFone Service

(Nguén: Phong Té chire Hanh chinh — MobiFone Service)

2.2.2.3. Thyc trang pham chat dao dirc ngudn nhan luc

Két qua nghién cttu tir chuong trinh khao sat thu thap thong tin so cip

vé chét luvgng ngudn nhan luc tai MobiFone Service:

Bang 2.9. Mikc d9 quan tim dén nguyén veng gén bé lau dai véi Cong ty

Mikc @6 quan tim dén nguyén Két qui
STT B Ty 1€ (%)
vong gan bé liu dai |vfri cong ty Ira chon (ngwii)
1 Rét quan tim 24 20,0
2 Quan tam 64 529
3 It quan tim 30 247
4 Khong quan tam 3 24
Téng 120 100

(Nguén:

Tong hop tir két qua khdo sdr)
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= Rit quan tAm
¥ Quan tim
w it quan tAm

Khing quan tim

Biéu dd 2.6. Mirc d9 quan tdm dén nguyén vong gin bé lau dai véi Cong ty
(Nguén: Tang hop tir két qua khao sdz)

Qua s6 liéu trén cho thay nguoi lao dong tai cong ty co nguyén
vong gén bo 1au dai voi cong ty, diéu nay s& gitip cho NNL cua cong ty
dugc 6n dinh, thuan loi trong dao tao ciing nhu trong viéc nang cao chit
lwong NNL.

Bén canh do, tic phong lam viéc cla nhan vién cling luén dugc chi
trong qua qua trinh sir dung lao dong ciia doanh nghiép, c6 hon 60% sb can
bo lam cong tac quan 1y tai MobiFone Service dugc hoi cho biét ho rat quan
tAm va quan tim dén tac phong lam viéc ciia nhan vién.

Biang 2.10. Mitc @9 quan tim dén tic phong 1am viéc ciia ngudi lao

dong tai MobiFone Service

Mikc dé quan tim dén tic phong Két qua
STT Ty 1& (%)
lim viéc cia ngwii lao dong Iga chon (ngwiv)
1 Rét quan tim 34 282
2 Quan Tam 44 36.5
3 It quan t4m 34 282
4 Khéng quan tdm g 7.1
Téng 120 100

(Ngudn: Téng hop tir két qua khao sdt)



# Rét quan tim

®" Quan Tam

= it quan tim
Khéong quan tim

Biéu d6 2.7. Mirc d9 quan tim dén tac phong lam viéc ciia ngudi lao dong tai
MobiFone Service
(Nguén: Tang hop tir két qua khao sdz)

2.3. Céc nhin t6 anh hwéng dén chit hrgng ngudn nhan luc ciia cong ty
Cé phan Dich vu K§y thuat MobiFone
2.3.1. Nhin t6 bén ngoai

e  Thi truong lao dong

e Ddi thu canh tranh

e Khoa hoc ky thuat

2.3.2. Nhin t6 bén trong
2.3.2.1. Tuyén dung, dao tao va st dung nhan lyc
- Vétuyén dung
Bing 2.11. Nhu céu céc 16p dao tao ciia can bd, cong nhan vién MobiFone
Service nam 2019

STT | Nhu chu tham gia cac 16p dao tao To_r:l 'I('g"}ol )é
1 | Lép nang cao ky ning chuyén mon 40 32,9
2 | L6p quan 1y chét luong 20 16,5
3 L6p ky nang giao tiép 44 36,5
4 Lép quan tri doanh nghiép 7 59
5 | Marketting 10 8,2

Téng 120 100

(Nguon: Tong hep ter ket qua khdo sat)
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= L6p nang cao ky ning
chuyén mén

= Lép quan ly chét lwgng

= Lép k¥ ning giao tiép

L&p quén tri doanh nghiép

= Marketting

Biéu dd 2.8. Nhu ciu cac 16p dao tao caa can b, cong nhan vién MobiFone
Service nam 2019
(Nguén: Tang hop tir két qud khdo sdz)
2.3.2.2 Tién luong, tién thuong, phu cip

Bang 2.12. Miic lwong trung binh cia can bd, cong nhéan vién MobiFone Service

Tién hrong 2016 | 2017 2018 2019
S6 lwong nhén vién 300 677 1.143 1242
Luong trung binh/ lao déng (triéu déng/nim) 804 | §7.1 | 9715 | 1072
Téng (triéu déng) 24.120 | 58.967 | 111.042 | 133.142

(Nguén: Phong Ké todn — MobiFone Service)

2.3.2.3. Thoi gian lam viéc, nghi ngoi

Trir truong hop c6 quy dinh khac quy dinh trong Hop ddng lao dong,
mdi NLD phai lam du 8 gid trong 1 ngay va 40 gid trong 1 tuan. Ddi véi
NLP nir nudi con dudi 12 thang tudi mdi ngay dugc nghi 60 phut (trir vao
gio lam viéc).
2.3.4. Diéu kién lam viéc

Bing 2.13. Mire d9 dam bio cac diéu kién lam viéc tai MobiFone Service

STT N@i dung tr Ioi S(‘:l gwa&'i‘)" TV 18 (%)
1 | Pam bao rat diy du 51 429
2| Dam bio binh thuong 54 452
3 Chi dam bao m¢t phan 9 7,1
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4 Khéng dam bao 6 4,8
Téng 120 100
(Nguon: Tong hop ter két qua khdo sat)

5%

= Dam béo rét diy di

= Pam bio binh
thwong

» Chi dam bao mjt
phﬁn
Khéng dam bao

Biéu db 2.9. Mire dd dam bio cac diéu kién lam viéc tai MobiFone Service
(Nguén: Tang hop tir két qud khdo sdz)
2.3.2.6. Boi song tinh than cua ngudi lao dong
Bang 2.14. Mirc d§ dam bio cong tac danh gia nhan luc tai MobiFone Service

STT Ngi dung tra |oi S tra loi (nguoi) | Ty 1§ (%)
1 | Pam bao rét chinh x4c, phit hop 11 9,2
2 | Pam béo binh thuong 38 31,7
3 | Chi dam bao mét phan 42 350
4 | Khong dam bao 17 14,2
Téng 120 100

(Nguén: Téng hop ter két qua khdo sdt)

= Dam bio rit
chinh xic, phu
hop

= Pam bio binh
thwong

= Chi ddm bao
mit phin
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Biéu db 2.10. Mirc dd dam bio cong tac danh gia nhan lyc tai MobiFone Service

chinh xac va phu hgp

(Nguén: Téng hop tir két qua khdo sd)

2.3.2.7. Doi sdng tinh than cia ngudi lao dong
2.3.2.8. Gio duc nang cao dao dtic nghé nghiép
2.4. Panh gia chung vé chit lwgng ngudn nhén lyc cia cong ty Cé phan
Dich vu Ky thuat MobiFone
2.4.1. Nhiing két qua dat dwoc

Vé thé lyc nguon nhdn lyc: MobiFone Service da xay dung duoc NNL
¢ d6 tudi trung binh tré, dap tng tét cac nhu cau vé thé lyc.

Vé tri lyc nguon nhdn lyc: cong tac nang cao va phat trién NNL tai
MobiFone Service luén dugc chu trong.

Pong thoi da tao didu kién dé NLD néng cao trinh d¢ chuyén mén
nghiép vu, k¥ ning dap g cac nhu ciu cua cong viéc.

Cong tac dao tao c6 hiéu qua tich cuc.

Vé tam Iyc nguon nhdn luyc: MobiFone Service dd quan tim dén nang
cao pham chit dao durc ca nhén, tap thé trong cong viéc, ludn coi trong xay
dung van hoa doanh nghiép.

Ngoai ra, viéc sap xép bd tri lao dong tai MobiFone Service duoc thuc
hién kha hop 1y.

2.4.2. Nhiing ton tai va nguyén nhén

Vé thé luc nguon nhdn luc: Tinh trang sic khoe NLD tai MobiFone
Service chua dugc danh gia mét cach toan dién va dﬁy du.

Vé tri luc nguon nhdn Iyc: Nhiéu ngudi chua c6 ning luc thuc su, chit
luong cong tac quan Iy chua dap Gmg duoc yéu cau.

D4i véi cong tac dé bat, van con tu tuong tir thoi bao cap, rat it nguoi
dugc dé bat do ning lyc, trinh d6 va uy tin.

Kinh phi dao tao va phat trién NNL cua MobiFone Service con han hep.

Vé tam luC nguon nhdn Iyc: chua phat huy dugc tot cac chinh sach
thuong ciia cong ty dé tao dong luc cho NLD.
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Ngoai ra, cong tac danh gid can bd, cong nhan vién khong con chinh
xac, doi khi chwa danh gia dwgc mat manh, mat yéu ciaa NNL hién c6.

Nguyén nhian

- Do anh huong tir dac thu trong moéi trudng nha nudc tir cong ty me.

- Do kinh phi dau tu cho dao tao con it, ké hoach dao tao duoc lap
nhung khong di kinh phi va hing nam chi dua ra mot mirc chi phi nhét dinh
cho cong tac dao tao.

- Cong tac danh gia CBCNV chi dién ra vao cudi nam. Piéu nay sé

dan dén viéc danh gia nhan vién s& khong con chinh xéc.

Két luan chuwong 2

Qua viéc phan tich, danh gia thyc trang chat lwong NNL ctua MobiFone
Service trong thoi gian qua s& thay duoc két qua, nhiing tn tai va nguyén
nhan 1am co s& cho nghién ctru dé xut giai phap cho chwong 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 s¢ Iy thuyét trinh bay tai chiong 1, can cit vao thuc trang
chdt lwong NNL ciia Céng ty did phdn tich tai chwong 2, chirong ndy sé
nghién ciru dé xudt mét sé gidi phdp mang tinh kha thi, phit hop va sdt véi
thuc té hoat dong ciia Cong ty trong thoi gian téi.

3.1. Phwong huéng ning cao chit lrgng ngudn nhan luc ciia cong ty
3.1.1. Phwong hwéng phdt trién san xudt kinh doanh ciia céong ty
3.1.2. Phwong hwéng ning cao chit lwong nguén nhén luc ciia cong ty
3.2. Mt sb giai phap ning cao chit lwgng ngudén nhin lyc tai Cong ty
Co phan Dich va Ky thuat MobiFone
3.2.1. Nhém gidi phdp vé thé luc
3.2.2. Nhém gidi phdp vé tri luc

- Doi méi cOng tac dao tao nang cao trinh do nguén nhan lyc

- DPbi méi cong tac quy hoach, tuyén dung ngudn nhan lyc
3.2.3. Nhom gidi phdp vé tim luc
3.2.4. Mgt sé gidi phdp khdc

- DI mai cong tac danh gia, sap xép, phan cong ngudn nhan lyc

- Hoan thién mai truong lam viée, xay dung van hoa doanh nghiép va

quan hé lao dong hai hoa
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KET LUAN

Cong tac nang cao chit lwong NNL ¢6 vai trd hét suc quan trong ddi
v6i mdi t chire. Sau khi nghién ciru, luan van “Chat lugng ngudn nhan lyc
tai Cong ty C6 phan Dich vu Ky thuat MobiFone (MobiFone Service)” da
hé thong hoa va 1am rd nhimng 1y ludn co ban vé nang cao chat luong NNL
trong doanh nghiép. Tir 46, luan van da tién hanh thu thap thong tin, tim
hiéu va phan tich thyuc trang chat lwong NNL cia Cong ty C6 phan Dich vu
Ky thuat MobiFone.

Trong khuon khé nhitng giGi han cho phép, tac gia da van dung kién
thirc 1y luan tiép thu duoc tir tai lidu, nha truong, di sdu tim hiéu diéu tra,
khao sat thuc tidn don vi cong tac, phan tich, danh gia va budc dau da dé
XUt nhirng giai phap nham nang cao chét lugng NNL tai don vi. Tuy nhién,
day 1a mot van dé I6n va phirc tap, nén viéc xay dung hé thong cac giai phap
néu trén voi nhirng 1ap luén, 1y giai dam bao tinh khoa hoc va hién dai la
mot van dé khong hé don gian, can c6 su nghién ciru Mo rong va sau sic
hon nira.

Bén canh d6, do thoi gian thyc hién luan vin han ché, trong khi trinh
d6 va kha nang cua tac gia lai ¢o han, luan vin sé kho tranh khoi nhirng
khiém khuyét. Tac gia chan thanh mong nhan dugc su chi dan, gép y hon
nita cua cac thay/co va dong nghiép, ban doc dé tiép tuc nghién ciru va phat

trién dé tai nay gop phan thiét thuc vao su phat trién ciia MobiFone Service.



