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Tom tdt: Cdc quoc gia tren the gidi deu rdt coi trgng cdng tde ddo tgo, bSi dddng 
(DTBD) cdng chdc, bdi ddy chinh Id mgt yi'u to nen tdng xdy dUng dgi ngU nhdn tdi. 
Trong thdi ky hoi nhgp, de ndng cao chdt lUdng cung dng dich vu cdng, mdt trong nhdng 
yeu to then chot, quyet dinh la ndng lUc chuyin mdn vd y thdc phuc vu cua dgi ngd cdn 
bo, cdng chdc, vien chdc (CBCCVC). Tren cdsd phdn tich nhdng yeu to tac dgng den chdt 
lUdng cung dng dich vu cdng, bdi viet lugn gidi tinh tdt yeu cua doi mdi ngi dung DTBD 
CBCCVC vd de xudt mgt so khuyen nghi ve doi mdi ngi dung DTBD CBCC d nddc ta 
hien nay. 
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Abstract: The countries in the world attach great importance to the training and 
retraining of civil servants, because this is a fundamental element of building a team of 
talents. During the integration period, in order to improve the quality of public service 
provision, one of the key factors, the decision is the professional capacity and service 
awareness of the cadres, civil servants and officials the training and retraining of civil 
servants. On the basis of analyzing the factors affecting the quality of public service 
provision, the article explains the necessity of innovating the content of the training and 
retraining of civil servants and recommending a number of recommendations on the 
renovation of the content of the civil servants in our country today 
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1. Cac yeu t6 quyet dinh chSt Ifldng Thuat ngfl dieh vu edng (public 

cung ufng dich vu cong service) dfldc sd dung rpng rai d eac nfldc 
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phat trien tfl nhflng nam 1980, song radi 
dflpc sfl dung rpng rai d Viet Nam trong 
nhflng nam gan day. Dich vu cdng la 
khai niera ed xuat xfl tfl kinh t l hpc cong 
cpng, ed quan he chat che vdi pham tru 
hang hda cong cdng. Theo y nghia kinh 
tl hpe, hang hda edng cpng cd rapt so dae 
tinh cd ban: khi da dfldc tao ra thi khd ed 
the loai trfl ra khdi viec sfl dung nd; vile 
tilu dung cua ngfldi nay khdng lam giam 
Ifldng tieu dung cua ngfldi khae; khdng 
the vflt bd dfldc. d nfldc ta, khai nilm ve 
dich vu cdng mdi dflde sfl dung gan day, 
nen cdn tdn tai nhieu y kiln, quan niem 
khac nhau. Tuy nhiln, nhieu y kiln thfla 
nhan quan nilm cho rang: "Dieh vu cdng 
la nhflng dich vu dap dng nhflng nhu cau 
cd ban, thiet ylu chung cua ngfldi dan va 
cpng dong, bao dam on dinh va can bang 
xa hpi do nha nfldc ehiu trach nhiem, 
hoat ddng khdng vi muc tilu ldi nhuan" 
[ 1 ]. Do dd, dieh vu cdng ed eac dac trflng; 
Thd nhdt, dd la eae hang hda, dich vu 
phuc vu cho ldi ich chung, thilt yeu, cae 
quyen va nghia vu cd ban cua eac td chfle 
va edng dan. Jhd hai, dd nha nfldc chiu 
trach nhilm trflde xa hdi (trflc tiep eung 
cap hoae uy nhiem vile cung cap). Ngay 
ca khi nha nfldc chuyen giao dich vu nay 
cho tfl nhan cung cap thi nha nfldc van cd 
vai trd dilu tiet dac bilt nham bao dam 
sfl cdng bang trong phan phoi eae dich vu 
nay va khac phue eae khiem khuylt eua 
thi trfldng. Thd ba, la cac boat ddng cd 
tinh chat phuc vu trflc tiep, dap flng cac 
nhu eau, quyen ldi hay nghia vu cu the 
va trflc tilp cua cac to chdc va edng dan. 
Thfl tfl, bao dam tinh edng bang va tfnh 

liiSii n i .a t r o n o r n n t r r a n Hjch VU. V l Vay, 

nang cao chat Ifldng dieh vu eong la rapt 
van de trpng tam, ddng thdi eung la van 
de ve td chfle thflc thi eua nhieu ed quan, 
to chfle trong khu vfle cdng. 

Theo mdt each tilp can khae, nang eao 
chat Iflpng dich vu cdng dfldc thi hiln 
qua viee quan ly chat Ifldng dich vu. Dd 
la rapt qua trinh giara thil'u khoang each 
gifla chu the eung flng dieh vu vdi nhflng 
mong muon cua khach hang. Dan din, 
de nang eao chat Ifldng dich vu, nhflng 
nha quan ly phai nhan thflc dflpc "dinh 
hfldng khaeh hang", xae dinh rd nhflng 
phfldng thflc can to chfle thflc thi. George 
A.Boyne dfla ra 5 each tiep can dfldc 
nhin nhan de cai thien chat Ifldng dich 
vu edng, do la: (1) Ngudn Iflc; (2) Nhflng 
quy dinh hanh chinh; (3) Cau true thi 
trfldng; (4) To ehflc; va (5) Cach thflc 
quan ly [2]. Dich vu cdng cung dflde nhin 
nhan ed mdi quan he mat thilt vdi 3 ehflc 
nang cd ban la: sfl eung cap (provision); 
sfl san xuat (production); va sfl chuyen 
giao (delivery). Nghiin cflu eua Do Hflu 
Nghiem (2010) da khao sat rafle do hai 
long eua ngfldi nop thue ddi vdi chat 
Ifldng dich vu edng tai Chi cue thue tmh 
Binh Dfldng da xae dinh 5 yeu to ehinh 
anh hfldng lln chat Ifldng dich vu cong 
la (1) tin cS-y, (2) dap flng, (3) nang Iflc 
phue vu, (4) dong cam, (5) phfldng tiln 
hdu hinh. Kit qua kiem dinh cho thay ea 
5 nhan td nay deu cd mdi quan he ddng 
biln vdi mflc dp bai long cua ngfldi nop 
thue. Dieu nay ed nghia la khi 5 nhan 
to nay dflde cai thien theo ehieu hfldng 
tdt lln thi mfle dp hai long eua ngfldi 
nop thue se dfldc nang len va ngfldc lai 
[3]. Nghien cflu cua Vd Nguyen Khanh 
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Hinh 1. Cac yen to tac ddng din chat Ifltfng dich vu cong 

Kha nang phuc vu 

X 
Nang luc phuc vu va su dam bao 

X 
Do tin cay 

Su ddng cam 

Phucmg tiln vat chat hiiu hinh 

(2011) da tiln hanh do Ifldng sfl hai long 
ve dich vu hanh ehinh edng tai UBND 
Quan 1, cho thSy sfl hai long cua ngfldi 
dan chiu anh hfldng bdi 4 nhan to quan 
trpng. Ddla: (1) quy trinh thu tue, (2) kha 
nang phuc vu, (3) sfl tin cay, (4) ed sd vat 
chat [4]. Nghiin cflu cua Le Ngpc Sfldng 
(2011) khad sat danh gia sfl hai long eua 
ngfldi dan ddi vdi chat Ifldng dich vu 
hanh ehinh eong tai Uy ban nhan dan 
Huyen Cu Chi, thanh pho Hd Chi Minh 
cho thay ed 6 nhan to anh hfldng din chat 
Ifldng dich vu la (1) sfl tin cay, (2) thai dp 
phuc vu, (3) Sfl ddng cam, (4) mdi trfldng 
cung cap dich vu, (5) nang Iflc phue vu, 
(6) ed sd v̂ lt chat [5], Tfl nhflng ket qua 
nghiin cflu tren ed the thay, de lam hai 
long khaeh hang (ngfldi dan), cae td chfle 
cung flng dieh vu edng phai nang eao chat 
Ifldng dieh vu, nhflng mpt trong nhflng 
yeu to tac dpng manh nhat, chiera ty 11 
eao nhat dd chfnh la yeu td: nguon Iflc, cu 
the la: kha nang phuc vu, thai do phuc vu, 
sfl ddng cam cua dpi ngu CBCCVC. Can 
efl vao nhflng luan giai tren ed the rut ra 
nhflng yeu td cd ban tac dpng den chat 

Chat lirffng dich vu cong 

Ifldng dieh vu cdng nhfl Hinh 1. 

Tfl nhdng luan giai tren, cd the thay 
du tilp can d gdc dp nao thi nguon Iflc 
con ngfldi ludn la ylu td quyet dinh din 
chat Ifldng eung flng dieh vu cdng, bdi 
day chinh la ylu to anh hfldng trflc tilp 
den sfl hai long eua ngfldi dan. Trong xu 
the toan eau hda, nhu eau cfla ngfldi dan 
ngay cang eao va da dang, phong phu, 
nhu cau nang eao chat Ifldng dpi ngfl 
CBCCVC ngay cang trd nen bfle thilt. 

2. Thflc trang noi dung dao tao b6i 
dfldng CBCCVC d nfldc ta 

Nghi quyet Trung fldng 9 (Khda X) 
ve tiep tuc day manh thflc hiln Chien 
Ifldc can bp tfl nay den nam 2020 da 
xac dinh: "Mue tieu can dat dfldc la xay 
dflng dpi ngu can bd cd ban linh chinh 
tri vflng vang, pham chat va nang Iflc 
tot, cd Cd cau phu hdp vdi chien luge 
phat tril'n kinh te - xa hpi va bao ve To 
quoe..." Trflde yeu eau hoan thien Nha 
nfldc phap quyin XHCN, day manh cai 
each hanh ehinh nha nfldc va hpi nhap 
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quoe te, Thu tfldng Chinh phu da ban 
hanh Quylt dinh so 163/QD-TTg phe 
duyet Dl an DTBD CBCCVC giai doan 
2016-2025. De an da de ra mue tieu nang 
eao toan dien chat Ifldng, hieu qua hoat 
dpng DTBD CBCCVC, dap flng yeu eau 
cfla thdi ky mdi; bao dam nang cao nang 
Iflc, ky nang thflc thi cdng vu dfldc giao; 
y thflc trach nhiera, dao dflc cdng vu, dao 
dflc nghe nghiip; gan DTBD vdi nhu cau 
va quy hoach sd dung lau dai. Dl an da 
CO ed che khuyin khfch CBCCVC nfl, 
ngfldi dan tpc thieu sd; CBCCVC cdng 
tac tai vung sau, vung xa, vung bien gidi, 
hai dao, vflng ed dilu kiln kinh te - xa 
hpi dae bilt khd khan hpc tap nang eao 
trinh dp, nang Iflc lam viee. Tuy nhiln, 
mac du rat chu trpng viec doi mdi npi 
dung nhflng CTDT CBCC hien nay cua 
Viet Nam van cdn nhflng ban che sau [7]: 

- Nhan thflc ve vai trd, nhilm vu eua 
boat dpng DTBD; trach nhilm cua eac cd 
quan, ddn vi quan ly va sfl dung CBCCVC 
trong vile bao dam chat Ifldng, hieu qua 
DTBD chfla cao. Hdn nda, nhan thdc 
ve traeh nhiem hpc tap suot ddi, khdng 
ngflng nang eao nang Iflc lam vile, nang 
Iflc thflc thi nhiem vu, cdng vu cua chfnh 
dpi ngu DTBD edn ban ehe; thilu cd che 
khuyin khieh DTBD, hpc va tfl hpe de 
dap flng ylu cau trinh dp theo quy dinh, 
nang cao nang Iflc lam vile. 

- Chinh phu va cac bp, nganh da ban 
hanh nhilu van ban quan ly vl DTBD 
CBCCVC, tuy nhien cac quy dinh cdn 
chdng cheo, dan xen lan nhau gifla quy 
dinh eu va radi nen qua trinh trien khai 
eap lung tung. Cac quy dinh DTBD ve ly 

luan chinh tri, ngoai ngfl, tin hpc, quoc 
phdng, an ninh cdn thilu thdng nhat, do 
do viee thflc hien chfla thflc sfl hieu qua. 

- Ndi dung chfldng trinh van nang ve 
ly thuyit, nhe ve ky nang, nhat la cac ky 
nang mem, chfla dap flng ylu cau nang 
cao ky nang thflc thi edng vu cua CBCC 
trong boi canh hdi nhap quoe te. Npi dung 
chfldng trinh DTBD CBCCVC chfla sat 
thflc tl, cdn trung lap, gay lang phi va 
chfla tao dfldc sfl chuyin biln manh rae 
vl chat Ifldng va hieu qua DTBD. 

- Cdng tae danh gia chat Iflpng DTBD 
CBCCVC chu ylu mdi ehi ddng lai d vile 
lay y kiln khao sat cua ngfldi hpc sau khi 
kit thuc khda DTBD. 

- Dpi ngfl CBCCVC tham gia DTBD 
ehu ylu de dat tilu ehi hd &0 nang ngach, 
chfla xuat phat tfl nhu cau thflc tiln cua 
cdng viec va trinh dp ban than. 

3. Ylu cau doi mdi noi dung dao tao, 
boi dfldng CBCCVC 

Nghi quylt so 19-NQ/TW ngay 
25/10/2017 cua Trung fldng 6 (Khda XII) 
vl tiep tue doi radi he thdng td ehflc va 
quan ly, nang eao chat Iflgng va hieu qua 
hoat dpng cua cae ddn vi sfl nghiep cdng 
lap da de ra nhiera vu: "Td ehflc phan loai 
vien ehflc theo vi tri viec lam va sdp xIp, 
bd trf lai cd cau vien ehflc theo hfldng vi 
tri ehuyen mdn, nghiep vu chiem ti le it 
nhat 65%. Xay dflng kl hoach dao tao, boi 
dfldng nang cao nang Iflc, trinh dp, bd tri, 
sd dung hop ly, hieu qua dpi ngu nay". Do 
vay, ddi mdi npi dung DTBD vfla la sfl 
Ifla chpn tat yeu nhara thflc day eai each 
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day va hpe trong DTBD CBCCVC, vfla la 
bara sat trpng tam cdng tae cai each ehe 
dd cdng vu, cdng ehflc cua Dang va Nha 
nfldc, ehu dpng dap flng ylu cau cap thiet 
phfl hdp vdi xu thi phat trien kinh te xa 
hdi. 

- Ddi mdi ndi dung DTBD CBCCVC, 
la yeu eau khaeh quan di sau vao quan 
triet thflc hien khoa hpc phat triln the 
gidi quan, thflc hiln muc tilu phan dau 
xay dflng mdt xa hdi phat triln bin vdng. 
Trong the ky XXI, Viet Nam cung vdi cac 
quoe gia khae tren thi gidi dang tiln den 
giai doan phat trien mdi: giai doan hpi 
nhap toan cau; Cac nfldc thanh vien Hiep 
hpi eae quoe gia Ddng Nam A (ASEAN) 
bflde vao thdi ky hpp tae mdi theo Hiln 
chfldng ASEAN va xay dflng Cpng dong 
dfla trin ba tru cdt: ehinh tri - an ninh, 
kinh te, van hda - xa hdi; Hdp tac vdi eae 
doi tae tilp tue phat trien va di vao ehieu 
sau; Khu vfle Chau A - Thai Binh Dfldng 
tiep tuc phat tril'n nang dpng va dang 
hinh thanh nhilu hinh thdc liln kit, hpp 
tac da dang hdn. Day chinh la bdi canh 
bupe Viet Nam can phat huy tdi da sde 
raanh tong hgp cua toan dan tde vi mue 
tilu xay dflng nfldc Viet Nara xa hpi ehu 
nghia dan giau, nfldc raanh, dan chu, 
eong bang, van minh. Lay vile thflc hien 
rauc tieu nay lam tieu ehuan eao nhat dl 
danh gia hieu qua cua qua trinh doi mdi 
va phat trien. 

- Ddi mdi npi dung DTBD CBCCVC 
la ylu cau khaeh quan xay dflng ehinh 
dang cam quyen vdi md hinh hpc tap ly 
luan khoa hpe va tri thflc tiln tien, eung 
vdi hpc tap ly luan cd ban cua Dang, md 
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rdng sang hpe tap eac tri thflc khae nhfl 
trilt hpc, kinh t l thi trfldng hiln dai, 
quan he qude te hien dai, quan ly hien 
dai....dl lam tdt ehflc trach nhilm vu, 
nang cao nang Iflc tfl duy chien Ifldc, tfl 
duy sang tao va tfl duy biln chflng cua dpi 
ngu CBCCVC. 

- Doi mdi npi dung DTBD CBCCVC 
la yeu cau khaeh quan phfl hdp vdi xu the 
phat trien kinh t l xa hpi eua dat nfldc, 
thuc day toan diln kinh t l - xa hdi phat 
trien ben vflng. The gidi hien nay dang d 
thdi ky, ed nhflng thay ddi va dilu ehinh 
ldn, sfl bien ddi sau sac cua tinh hinh thi 
gidi da mang den cho dat nfldc ta nhflng 
cd hdi mdi va thach thflc mdi. Vi vay, 
ylu cau can bp lanh dao eac cap phai xay 
dflng mdt tam nhin rpng, nam bat chfnh 
xac xu thi phat triln cua the gidi, xuat 
phat tfl cue dien trong nfldc va qudc te, 
ludn nam quyen chu ddng phat trien, 
khdng ngflng nang cao nang Iflc nam bat 
ed hdi, xfl ly va ddi phd vdi nhflng thach 
thdc rui ro. Mudn nang eao nang Iflc ve 
nhflng phfldng dien nay, thi can phai 
khdng ngflng doi mdi ndi dung DTBD 
nham trang bi cho CBCCVC nhflng kiln 
thflc ly luan mdi nhat vl tinh hinh qude 
te va trong nfldc. 

- Doi mdi npi dung la ylu cau khach 
quan lay nhan to eon ngfldi lara gdc. 
Trong edng tae DTBD CBCCVC lay hpe 
vien lam gde, bam sat nhu cau eua hpe 
vien dl trien khai edng tac, xuat phat tfl 
nhu cau cua ngfldi dflpc dao tao, thi hiln 
quan diera cdt ldi "tdn trpng ngfldi. phuc 
vu ngfldi, de cao con ngfldi". 

Doi mdi ndi dung va chfldng trinh 
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boi dudng CBCCVC chinh la yeu cau 
bat bupe trong giai doan phat trien mdi, 
la nhan to quyet dinh dSn chat Iflpng 
dpi ngu CBCCVC (nguon Iflc con ngfldi 
trong Cflng flng dich vu cdng). Hay cdn 
cd th^ ndi: ddi mdi npi dung, phu hdp vdi 
sU thay doi nhu cau cua CBCCVC, xay 
dflng mpt cd che khai thac cac npi dung 
mdi, cap nhat thflc tien va dao thai nhflng 
chfldng trinh bdi dfldng vdi nhiing kien 
thflc loi thdi la mot trong nhflng bien 
phap ma chinh phu cac nfldc tren the 
gidi sfl dung nham nang cao hdn nfla 
chat Ifldng nguon nhan Iflc va chat Iflpng 
cung flng dich vu cdng. 

4. Mot s6 khuyen nghi 

De khac phuc nhflng han ch4 tren va 
doi mdi ndi dung, chflong trinh DTBD 
CBCCVC phu hdp vdi yeu cau cai each 
hanh chinh nha nfldc, tac gia di xuat mot 
so khuyen nghi sau: 

Tha nhdt, nhan thflc rd tam quan 
trpng cua npi dung chfldng trinh DTBD 
CBCCVC va tinh cap thiet cua viec doi 
mdi npi dung cac chUdng trinh DTBD 
CBCCVC d nfldc ta hien nay Trpng dieu 
kien tinh hinh kinh te - xa hpi bien ddi 
manh me va nhanh chdng, de thich flng 
vdi eudc each mang Cdng nghiep 4.0, 
hoat dpng cung flng dich vu cdng thfldng 
xuyen nay sinh nhflng van de mdi, do dd 
CBCCVC can phai dflpc bdi dfldng kip 
thdi bang cac chflong trinh cd ndi dung 
thiet thflc, cap nhat va phu hdp vdi chfle 
trach, nhiem vij thflc thi cdng vu, hoat 
dpng nghe nghiep cua CBCCVC . 

Tha hai, cin dieu tra, nghien cflu chinh 

xac nhu cau cua ngfldi hpc, bao gom cac 
tang cap: nhu cau to chfle, ca quan, don 
vi; nhu cau theo vi tri viec lam cua cac 
cd quan, to chfle Dang, nha nfldc, cac td 
chfle chinh tri - xa hdi. Dieu tra, nghidn 
cflu nhu cau, cac chu the khac nhau se 
tranh dupc tinh trang DTBD tran lan, 
khdng theo nhu cau, chay theo bang cap, 
chflng chi nhfl hien nay; 

Thii ba, ddi mdi ndi dung cac chflong 
trinh bdi dfldng CBCC theo hfldng tap 
trung vao viec cap nhat ki6n thflc mdi, 
trang hi ky nang, phUdng phap thflc 
hien nhiem vu. Hoat ddng bdi dfldng 
CBCCVC tap trung vap muc tieu la phat 
trien nang lUc thflc thi cdng vu cua ca 
nhan mdi CBCCVC va tap thdi quen 
hpc tap sudt ddi, lien tuc hpc hdi de moi 
CBCCVC cd day du nang Iflc, trinh dp 
va pham chat phuc vu tdt nen cdng vu. 
Thiet ke ndi dung cac chUOng trinh bdi 
dfldng CBCCVC theo hfldng tich hpp, 
mang tinh lien thdng gifla cac chflong 
trinh DTBD. 

Thil tu, xay dflng ke hoach dao tao, bdi 
dfldng hpp ly bap dam thflc hien cd hieu 
qua ndi dung chflong trinh DTBD. Quy 
trinh nay lien quan den cac chu the nhfl 
CO quan quan ly DTBD, don vi DTBD, 
dPn vi quan ly hpc vien va ban than hpc 
vien. Ddi mdi xay dflng ke hoach dao tao 
theo phflong thflc tfl tren xudng dfldi, lay 
nhiem vu la hUdng chu dao, coi ddn vi 
chu quan DTBD la chinh, can efl nhiem 
vu va chi dao cua cap tren xay dflng ke 
hoach DTBD; ngUOc lai, can efl theo nhu 
cau cua thi trUdng de xay dUng ke hoach 
DTBD. Trong qua trinh xay dung ke hoach 
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DTBD, ba chu the: cd quan quan ly DTBD, 
ddn vi DTBD va co quan quan ly hpc vien 
phai cd sfl tang efldng thong nhat, hdp 
tae mat thiet thi radi thflc sfl lam cho ke 
hoach DTBD vfla the hien dfldc nhu eau 
to ehflc, nhu cau efldng vi, lai vfla the hien 
dfldc nhu cau ea nhan, giflp cho ke hoach 
DTBD ed tfnh muc tieu va tinh thao tac 
tfldng ddi manh. 

Thd ndm, ehu trpng edng tae danh gia, 
sat hach kit qua DTBD. Can coi kit qua 
danh gia, sat hach vl DTBD lam can efl 
quan trpng trong tuyen chpn va bo nhiera 
CBCCVC. Kit hdp vile sat hach vl hpc tip 
bdi dfldng cua CBCCVC va sat hach edng 
tac nam, nham dara bao khen thfldng, 
thang chfle thang cap va dai ngp phuc ldi 
nham thuc day tfnh tich cfle thara gia bdi 
dfldng cua CBCCVC. 

Tdm lai, dl xiy dflng Chinh phu kiln 
tao, phuc vu, dam bao cho edng eudc cai 
each hanh chinh thanh edng, dilu quan 
trpng phai cd dpi ngu CBCCVC du dflc, 
du tai de phue vu nhan dan. Thflc te hien 
nay nang Iflc, dao dflc cua edng ehdc da 
dflde nang len nhilu, song so vdi thflc 
tl cua qua trinh doi mdi va yeu cau eua 
ngfldi dan thi nang Iflc, dao ddc cua dpi 
ngu CBCCVC van eon nhieu bat cap. Do 
do, tim ra nhflng biln phap cu the, thilt 
thflc giup cho cdng tae DTBD CBCCVC 
ed nhflng thay doi radi, gdp phan nang cao 
hdn nfla nang Iflc cua dpi ngu nay la mpt 
trdng nhflng van dl raa Dang va Chfnh 
phu Viet Nara can quan tara hdn nfla./. 
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