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Cudn sdch nay cdn thiét

cho ai?

Gidi thiéu chung
Muc tiéu hoc tdp

Téi sé tim duoc gi tir
cuén sdach?

Phuwong phdp hoc
Hay ddt muc tiéu hoc

cho minh!

Cudn sach nay cén thiét cho ai?

Nim trong bé sdch Tang Hiéu Qud Lam
Viéc Cd Nhdn, cuén Qudn Ly Céng Viéc
Van Phong dudc thi€t k€ dinh riéng cho:

nhirng ngudi phu trdch hodc tham gia cong
vi¢c hanh chanh, vin phong thuéc moi loai
hinh t§ chic;

nhitng ai quan tim dé&n viéc ning cao hiéu
qud cia cbéng viéc trong vin phong;

chi doanh nghiép va nha quin Iy trong cic
doanh nghiép vira va nhd;

véi muc dich trang bi cho ho nhiing cong
cu va ki€n thic quin 1y vin phong cd bén.

Tuy nhi€n, nhdn vién lam viéc trong cdc
doanh nghiép vira va nhd, sinh vién nghién
citu linh vyc quan tri cling c¢6 thé tham khio
cudn sdch nay. N6 cé thé gitp cdc ban c6
cdi nhin tng thé vé cdc van dé quin ly.

Cuén sdch nay sé hitu ich n€u ban muén
trang bi nhitng hi€u bi€t cd ban vé quén ly
vin phong, t¥ d6 c6 thé dé ra cdc chién
luge qudn 1y hiéu qud trong céng viéc vin
phong cda ban.

Gidi thiéu chung

Ching ta & trong thdi dai c6 rit nhiéu thay
ddi dang dién ra nhanh chéng. Hing ngay,
ching ta thudng xuyén nghe nhitng cum ti
“thdi dai ky thudt s6”, “thdi dai clia cong
nghé thong tin - vién théng” v.v... Piéu d6
c6 ¥ nghia gi d&i v8i ching ta tai ndi lam
viéc? Vin phong khéng cdn chi 12 hinh dnh
quen thudc véi nhitng hanh lang im Ang, cdc
cdnh cita khép v4i bing dé tén phong ban
ké chit nghiém trang, hay ti€ng dinh méy
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chif lpe coe. Ngay nay vin phdng 44 mang mdt bd mat da dang hon:
trang thi€t bi hién dai, khong gian m&, bai trf linh hoat thich dng véi
nhiéu nhu cdu va phudng thitc IAm viéc phong phd. Thim chi ¢6 cd
cdc van phdng 1am viéc tir xa, vin phdng tai nhi, vi vin phong do.

Cho dir dudi dang thitc ndo, mdt khi d3 xdc ldp sy ¢6 mit cla vin
phong thi cdc nhd qudn Iy vdn c¢6 nhitng m&i quan tAim chung vé
chat lugng, tinh hién qué tir cdc hé théng, quy trinh va thdi quen
cling nhu tip qudn lam viéc t6t nhim phdt huy t8i da cdc chifc
ning vd nhiém vy cta vidn phong. Hon th€ nfta, nha qudn ly sé&
ngay cing nhin 16 ring viéc 6 chife va qudn 1y t6t hoat dong vin
phong cé dnh hudng 16n dén hiéu suit chung, thim chi cd dé€n lgi
nhudn cda cdng ty.

Céc thinh t8 chinh cdn dugc qudn Iy khi néi dén qudn ly cdng
viéc vin phong 1a: con nguoi, cong nghé, ngudn litc (bao gdm thdi
gian, tién bac, khéng gian & cd sd vat chit) vd théng fin. Cic cubn
sdch khdc trong Bo sdch clia Business Edge di dé cip dén cdc
mang khdc nhau vé& quin Iy nhu qudn Iy cong viéc cd nhin, quin
ly thai gian, qudn tri nhin sy v.v...

Cudn sach niy sé trao d8i véi cdc ban nhitng phdn lién quan dén
vai tré ciia vin phong hanh chdnh, mét loai hinh vin phong dac
trwng cho cdc hoat déng van phdng. Ching ta s& dé cdp dén céc
budc co ban trong viéc hoach dinh céng viée viin phong néi chung,
ciing nhv im hi€u cdc nguyén tic, cong cy va ky ning quin 1y cde
madng cong viéc tuy thudng nhat nhung khéng hé nhd nhit cla vin
phong: bé tri khéng gian vin phong, quin 1y cd sd vat chit, qudn
1y khu wife tiép tan, quan 1 cde ngudn cung Wng dich vu va vit pham
vin phong, quan 1y théng tin dudi cdc dang hd sd, vin ban, thu tin
va théng diép qua thu dién 1 (email) hay dién thoai.

Muc tiéu hgc tap

Khi hoan thanh cudn sdch nay, ban sé& ¢é thé thire hién t8t hdn viée:
M6 td vai trd cia mdt vin phong qudn tri hanh chédnh;
X4c dinh cdc loai khdch hang khdc nhau cia vdn phong;

Ap dung céc nguyén tic, quy trinh vi céng cu hoach dinh cdng viéc
vin phong;
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Té chitc viéc quin 1y bd tri khéng gian vin phong, khu vyc tiép
tdn, dich vu cung dng cho vin phdng theo cdc nguyén tic dugc
xdc lip;

Thi€t k&€ cdc hé théng hitu dung d€ qudn 1y théng tin tai vin
phdng.

Toi sé tim dugc gi tif cudn sach?

Cudn sich ndy duge chia thanh nhiéu phin tip trung vao ting chi
dé cu thé lién quan d&€n muyc tiéu cia cudn sich. Trong titng phén,
ban s& tim thiy:

Iy thuy€t bao gdm ndi dung chi ti&t, gidi thich va vi du vé& cic khdi
niém chi yéu;

bai thyc hanh duge dan xen vao ndi dung nhim gidp ban chd dong
suy nghi v& khdi niém va vdn dé dang dudc thdo luin;

bai tap ty dianh gid nhim gidp ban ddnh gi4 nhitng ki€n thitc ma
ban ti€p thu dugc tir¥ mdi phin cla cufn sich;

tom tdt cdc diém quan trong trong ndi dung cia titng phin;

¢d hdi d€ ban suy ngdm uhitng diéu tim dfc trong tirng phin cla
cudn sdch, tir 46 xdy dyng k&€ hoach hinh déng cho c6ng viéc
ciia ban.

Ngoai ra, ban cling sé€ tim thiy trong phin cudi cudn sich:

bai ki€m tra nhanh d€ ki€m tra sy hiéu bi&t clia ban vé cdc khii
niém trong cudn sdch;

bai tdp tinh huéng cho phép ban 4p dung ki€n thitc vd k¥ ning
cla ban vao viéc phin tich mét tinh hudng cu thé;

cd hdi d€ suy ngdm va ddnh gid mic d6 dat dudc cdc muc tiéu
hoc tip clia ban d6i vdi cudn sdch;

ké& hoach hanh dong nhim 4p dung nhitng ki€n thic trong cudn
sdch vao thuyc tién cdng viéc cia ban;

d4p 4n tham khdo cho cdc bai tip t d4dnh gid, ki€m tra nhanh va
bai tip tinh hudng.

D€ gilip ban tién theo ddi ndi dung clda cuén sich, cdc bifu tugng
sau ddy dugc st dung:

i
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Hiy tap trung nd hyc 1am céc bai tip thuc hinh, bai ki€m tra nhanh
va bii tip tinh huéng.

Hay wr dinh gid mic 40 tiép thu ki€n thite ciia ban sau mdi phin
hoc.

Hiy ghi nhd cdc ndi dung chinh ciia titng phin hoc.

Sau mdi phin hoc, ban hiy danh § phit ngdm nghi v& nhitng diéu
ban tdm dfc vd mudn 4p dung.

Hay luu ¥.

5.1

Phuong phap hoc

Toi nén hoc ¢ dau?

Bdt cit noi nao!

Cufn sdch ndy duge thiét k€ dic biét theo phudng phip ty hoc,
cho nén ban c6 thé nghién citu cubn sdch ndy  moi ndi. Tuy nhién

dé dat dugc hiéu qud cao nhit, ban nén tdp trung, trinh bj phin
tim bdi cdc y&€u 18 xung quanh.

5.2 TG6i nén hoc khi nao?

v

Bat ci liic nao!

MObi ngudi s& c6 thdi gian thich hgp riéng dé nghién cifu cubn sich
mdt cdch hiéu qua. T6t nh4t 13 ban nén lip k&€ hoach trwdc vi danh
mdt khodng thdi gian nhd't dinh d€ hoc cudn sdch nay. Ban ditng
bd qua cdc bai thuc hanh trong ting phdn, bdi vi ching gip ban
ciing & lgi kién thic vita hoc va dén ddt ban sang néi dung tiép
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theo. Cling khdng nén lo 14ng néu nhu ban m4t thdi gian cho mét
bai thic banh ndo d6 hai ldu hon so v6i thdi gian dy ki€n. Hiy
nghi€n citu cudn sdch theo khd ning tiép thu clia ban,

5.3 Téi nén hoc nhu thé nao?
Bdt cit cdch nao!

Cudn sich ndy duge thi€t k& d€ ty hoc trong thdi gian 10 tiéng,
nhung khéng ¢6 nghia 13 ban phdi ¢§ gdng danh ding 10 ti€ng
lién tuc d€ hoan thianh cudn sdch. Tt nhat ban nén bit ddu bing
mot thai gian bifu déu dan, vi du mdi 14n chi hoc mdt ti€ng. Hoc
déu din s& cé két qud 8t hon nhidu so vdi thinh thodng hoc dbn
trong mot thdt gian dai. Tuy nhién, ban cing khéng nén kéo dii
thdi gian hoc cudn sdch, n€u khong ban s& cim thiy chdn nan.
Khi sit dung cuén sich niy, ban nén ¢é sin trong tay cdy bit chi
c6 tdy (gém) d€ c6 thé ghi chép hoic linh hoat thay d8i nhiéu l4n
phdn bii tip thuc hanh va cic bai tdp khdc.

Cudn sdch sé din dit bar qua cdc hoat déng hoc tip sau: hgc,
doc, ghi chép, 1am cdc bai thyc hanh, bii tip tu ddnh gia bai kiém
tra nhanh, bai tdp tinh hudng, phin t6m luge va suy ngam Sau mbi
phan hoc, ban hay dirng lai it phit & trang suy ngdm dé di€m lai
nhitng diéu ban cdm thdy tdm dic nhit va nhitng dv dinh ma ban
mudn dp dung vao thyc tién cdng viéc. Pidu nay gidp ban tng
budc xdy dung K& hoach Hanh djng sau khi nghién citu xong cuén
sdch.

Hiy thdo ludn cdc ¢ twdng va kinh nghiém thye t&€ v6i déng nghiép
hodc cGng sy clia ban. Piéu dé s& gidp ban ning cao sy hi€u bi&t
vd khdc siu nhifng gi ban di hoc. Nén tim mdt ngudi cling hoc

d€ gidp ban duy tri tinh thin hoc tdp cho dé&n khi két thic cuén
sdch,

Khi ban dd hoc xong cudn sich, ban sé& c¢6 cd hoi d€ 4p dung nhitng
diéu ban hoc theo hai cdch thite sau:

w gidi quy€t vAn dé dit ra trong bai tip finh huéng;
m 1ip k& hoach hanh d6ng.

Bai tdp tinh hudng s&€ mé td mot tinh hudng thuc & x4y ra trong
cdc doanh nghiép Viét Nam. N6 s& gitp ban xem xét tat ci nhiing
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diéu ban dd hoc va k&t hgp vdi cdc kinh nghiém ciia ban d€ xay
dung mdt gidi phdp thyc t€ cho mot van dé phic tap.

K& hoach hanh dong 12 mdt ¢d hdi € ban 4p dung 1y thuyét vio
thue tién va tao ra sy thay d6i tai ndi lam viéc ciia ban! N&u cin
thi€t, ban ¢§ thé trac d8i véi ddng nghiép hoac cdng sy dé xay
dung k& hoach hanh déng. Hiy cy thé héa k& hoach hinh dong
thanh titng bude va dinh lugng thdi gian hoin thinh cho mdi budc.
Lwu y ring k€ hoach hanh ddng 12 mét céng cu hudng din linh
hoat, chit khong phdi 13 mét khuén khé citng nhdc. Hiy treo k&
hoach hanh déng tai ndi lam viée cla ban, thudng xuyén ki€m tra
lai va diéu chinh néu thi'y cin thiét.

5.4 Ai cG thé gidp 16i?

Bdt cit nguoi nao!
Ban ¢6 thé tim sy gitip dd ¥ rdt nhiéu ngudi:

Chinh bin than ban. Khi gip ph3i vin dé chua hiéu, hiy c6 ging
doc lai. Bing b3 cude. N€u ban vin chua hi€u, hiy tam ngung,
thr gidn 16i doc lai 14n nifa.

Gia dinh, ban bé hedic ddng nghi¢p. Ngay cd khi ho khéng hiéu
chi d& ma ban dang trao d8i thi trong qud trinh thdo ludn bit diu
cdu trd 151 lai 16e 1én ngay trong d4u ban.

Dich vu h8 trg. M6t s6 18 chifc dio tao va gido duc sé& gilp ban
ti€p cdn vdi cdc nha chuyén moén d€ gidi ddp cdc cdu hdi va céc
vin dé vudng mic. Ban c6 thé lién hé vdi Business Edge d€ bi&t
thong tin vé€ cdc dich vu nay. (Xem dia chi lién lac cia Business
Edge J bia cudn sdch).

5.5 Viéc hoc ctia t6i sé dugc dinh gid nhu thé nao?

N€&u ban nghién cfu cuén sdch mét cdch doc lap. thi chinh cdc
bai thuc hanh, cdc bai tap ty ddnh gi4, cdc bai ki€m tra nhanh va
ké hoach hianh déng s& gitip ban ty d4nh gid ti€n bd clia minh.
Cdc bai tdp thudng khéng c6 cdu trd 101 chinh xdc duy nhat Pdp
an cho cdc bai tip chi mang tinh tham khdo va hudng din, do viy
cdu trd 1 cla ban c6 thé khdng hodn todn gidng nhy ddp 4n.
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6 Hay dit muc tiéu hoc cho minh!

Niao bidy gi%, ban hiy danh it phit suy nghi va viét ra nhifng mong
ddgi clda minh.

Ly do t6i nghién ciu cudn sdch la:

Céc k€t qud ma &1 mudn dat dude cho ban than t8i 1a:

(Vi du: Téi mudn lgp ké hoach cho cdng viéc vin phong cita t6i.)

Céc k&t qud ma t6i mudn dat dugc cho doanh nghiép cia tbi 1a:
(Vi du: Téi mubn xdy dung hé thdng qudn Iy thdng tin trong phong

hanh chdnh cda céng ty 161.)

Chic ban thanh cdng!

Chiing t6i hy vong ring ban sé& thich cudn sdch nay. Dl ban hoc
3 dau, hoc hic ndo, hoc v48i ai, vd hoc bdng cdch nio, ban luén
khém ph4 va git hii nhitng diéu m&i mé& vi bd ich. Chiic ban thinh
cbng theo phudng thitc hoc linh hout.

vii



Phan A
Vai tro cua

van phong va
viéc hoach dinh
van phong

m Ddn nhdp

m Vai tro cua van phong trong
co quan, don vi hay cong ty

m Xdc dinh khdch hang
(ddi tugng phuc vu)
cia van phong

m Hoach dinh céng viéc
vdan phong

m Tém tdt

m Suy ngdam

Dan nhap

Hay hinh dung ban dwa vai vi khdch tham Pl

quan cong ty. Sau khi di mét vong qua céc
phidn xudng sin xudt, chi cho ho cd ngdi,
tién ich cia co sd doanh nghiép clia minh,
ban mdi khdch ghé qua van phong nghi
chdn, uéng nudc, nhin cdc tii liu gidi
thiéu vé cong ty va ban bac ti€p cong viéc.

M5t canh khdc, sip ¢6 mét cudc hop quan
trong todn c6ng ty ma tai liéu chua cd,
khong ai bi€t rd gid gidc va dia diém hop,
ndi dung chinh d€ ban bac thi vin con Id
md. SEp quit 4m 1&n: “Bo phin van phong
dau hét cd r6i?”

Va 4t ban vdn thudng nghe nhitng ciu
tuong ty nhu th€ ndy tai ndi lam viéc:

“Tudn sau chi di cong tic ha? Vdn phong
da 14y visa va dit vé xong chua?”

“Phong nay t6i qud, sao khéng néi van
phong 1dp thém dén?”

“T6i can ndm lai ndi dung vin bdn gt co
quan X vé viéc kiém héa 16 hiang Y, van
phong tra gilm nhé.”

Viy vin phong 12 ndi ti€p khdch, 1a tram
1T hanh, 13 kho lvu tri¥, 13 ndi qudn 1y vat
tu, 12 bé phin chuyén trich sip x&p hdi
hop?

Tuy theo loai hinh hoat dong, quy mé va t3
chic c6ng ty ma vin phong cé thé dugc
phdn cong ddm trich nhitng cong viéc khdc
nhau. Nhung ban ¢6 nhin thdy 1a hdu nhu
vdn phong ddm duong gdn hét cdc cong
viéc goi chung 1a “hanh chdnh, st vu” cia
céng ty, vd nhi€u viéc khdc khi céng ty
chua ¢6 8 chic phong, ban chic ning nio
khdc ddm trich.




Vai tré cia van phong va viéc hoach dinh van phong

Va ciing chinh & chd nay, chiing ta - nhitng ngudi dang muén chuyén
nghiép héa cong tic quin 1y cong viéc vin phong clia minh - cin
thi€t phdi phan dinh rd vai trd ciia vin phong, n6i r6 hon 1a clia phong
hanh chdnh, trong tuong quan vdi cdc phong chifc ning khdc. Mot
khi diéu nay dudc xdc dinh t3 tudng thi viéc t8 chic quin 1y cong
viéc vin phong mdi dat dugc hiéu quéd cao, gép phin ddm bido ning
sudt hoat déng chung clia todn cdng ty.

Sau khi hoan thanh phin ndy, ban s& c6 thé thyc hién t&t hon viéc:

m Mo td vi tri, vai trd cla vdn phong trong tuong quan vdi cdc phong
ban chic ning khdc;

m Xdc dinh d6i tugng phuc vu clia vdn phong;
m Xdc dinh cdc muc ti€u clia c6ng viéc vin phong;

m Ap dung quy trinh hoach dinh cong viéc va st dung mot s§ cong
cu t6 chic cdng viéc vin phong.

2 Vai tro clia van phong trong co quan, don vi hay
cong ty

Nhu ching ta di théng nhit & phan trudc, cin phdi xdc dinh 16
vai trd va chic ning clia phong hanh chanh thi mdi hoach dinh, t8
chitc thyc hién céng viéc cia phong mdt cich hi¢u qud va chuyén
nghiép dudgc.

D€ c6 bic tranh toan cdnh, ching ta hiy bt ddu t¥ nhiing phédc
hoa chung vé cdc cdng viéc khdc nhau cla vdn phong trong hoat
dong sau day.

Thuc hanh 1 3 phit &




Vai tré cha vdn phong va vige hogch dink vin phong

Ban c6 thé thdy bii tip ndy qué d& vi todu chuyén 14t vit khoéng
ddng ké, hoic ban chi nhé dude vai viéc d€ néu ra, hoic ban hdi
ngac nhién vi tai sao lai nhiéu nhu viy!

Khdng sao, chiing ta dang chi mdi bdt ddu théi ma. Nhung téi hy
vong chi it ban ciing di 1iét ké mdt s& cOng viée vin phong tuong
tu nhu dudi diy:

nhin, gi, x 1y thu tin, thu dién ¥, cdng van di/dén

ti€p nhan, thyc hién cdc cude goi — giao ti€p véi khich qua dién
thoai

ti€p tan, 1& tin
dich vu thu k¥, ghi bién bdn, lap bdo cdo ...
ddnh mdy, in &n/photocopy

lo viéc di lai, ven chuyén cho cdc s&p, cho khdch va nhin vién
trong cong ty (qun 1y ddi xe, tai x&, dich vy visa, xui't nhip cdnh
v.v...)

quan hé¢ codng ching/cdc cd quan, bdo chi, ngin hiang ...,

coi s6¢ viéc giao 1€, thiép, qui, thim viéng v.v... rong dip 12 €t
t8 chitc hdi hop, héi thdo, t chifc cdc su kién trong cbng ty

sdp x€p lich, chudn bi cdc cude hen v.v... cho cic sép

Xt 1y thong tin, d¥ liéu

quén 1y van thy, luw trit hd so, X 1§ vin ban ...

quin ly vat w, thiét bi vin phong, vin phong phim, vit phim, qui
tang...

quén tri cd s§ vat chit (quan 1y viéc bo vé an ninh, vé& sinh phdng
&c, cham s6¢ ciy cdnh, trang tri ...)

qudn 1y ngudn cung, dich vy cung Ung bén ngoai

truyén thong ndi b3, cap uhit théng tin, thi€t 1ap dinh mite, quy
trinh v.v...

qudn ly nhin sy vin phong
quin 1y s§ sdch k&€ todn chi tiéu nhd

thue hién cdc thii tuc phdp 1¥ c6 lién quan dén viéc thinh lip va
hoat d6ng cla cong ty



Vai tro ciia vdn phong va viéc hoach dinh vdn phong
A Hiy bd sung cdc cong viéc khdc vao danh sdch ciia ban.

Thuc hanh 2 3 phut &
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C6 1€ ban di nhédn ra cdc viéc thudng xuyén lam va thinh thodng
¢6 1am la nhitng céng viéc hinh thanh khéi hoat dong chinh ciia vin
phong. Ching sé& gitip ban xdc dinh chic ning clia vin phong.

Nhung cdn nhém céng viéc mang ddu X thi sao? Ban cdn nhd &
phin 1 ching ta dd néu ... “khi cong ty chua c6 phong, ban nao dim
trich ....” Piing nhu vay, ddy 1a cdc cong viéc ma phong hanh chinh
s€ hd trg thyc hién cho d&€n khi quy mé va tim hoat dong ciia cong
ty d€n mifc ¢6 yéu cdu lap hdn phong chitc ning chuyén trich. Vi
du nhu cong viéc 1€ tan, ti€p khich, t8 chic cdc su kién 16n, quan
hé véi bédo, dai v.v... s&€ khong con 1a viéc clia vin phong khi ma
cdng ty c¢6 bd phin quan hé cdng ching (PR — Public Relations)
riéng, hodc giao hin vé cho phdong kinh doanh - ti€p thi, nhu mot
thanh t8 trong nhiém vu tao hinh dnh céng ty. Tuong ty nhu thé,
néu tinh chit hoat dong, dich vy hay sin phim ciia cong ty gin lidn
vOi cong ngh¢ thong tin (CNTT) va ddi héi viéc xi 1y thong tin, dir
liéu d6 s thi madng cong viéc ndy sé c6 bd phdn CNTT, hodc phong
ky thudt chuyén trach.

D& hi€u thém vin phong hoat ddng nhu th€ nao trong méi lién quan
v@i cdc phong ban khdc, m&i ban 1am bai thuc hanh ti€p theo.



Vai tro ciia van phong va vige hoach dinh vin phong

Thuc hanh 3 3 phit B

.........................................................................................................

Xin nhic lai, tly vao loai hinh hoat déng va tinh chat cdng viéc
ma cdng ty sé 14p ra phong ban nay hoic bd phin khdc. Nhung
chic 1a danh séch dudi day ciing c6 mot s6 d& muc nim trong danh
sdch ma ban vira néu:

Phong tai chinh — k& téan

Phong kinh doanh — ti€p thi

Phong t8 chitc nhin su

Phdng qudn I§ va cung @ng vit tu
Phong thu mua - cung tiéu

Phong k€& hoach — sdn xudt

Phong nghién cttu & phét trién

Phong ky thudt — nghiép vu

B4 phdn dich vu khdch hang

B phin phédp ly (hay phong phdp ché)

M3i tén goi déu tuong wng véi linh vuc trdch nhiém ma phong hay
bo phin d6 dim nhin. Va trong mdi phong hay b6 phin d6 déu
hién hitu trong mdt “vin phdng”. Vay con vin phdng ciia chiing ta
dang dé cip t ddu dén gid? P4y chinh 1a Phong hanh ch4nh, hay
loai vdn phong ma hiu nhu khéng c6 céng ty, don vi hay t8 chitc
ndo thi€u duge. T ddy vé sau, tif “vin phong” dugc si dung véi ¥
nghia 12 phong hanh chdnh trong ngt cinh ciia cuén sdch nay.



Vi tro cida van phong va vige hogch dinh vidn phong

Né&u cong ty ctia ban 13 mdét don vi dich vy (ngén hing, tu van,
phdp Iy v.v...) thl bdn thdn van phdng cia céng ty ciing 1a mdt ndi
cung ng dich vu hd trg cho céc cong ty, cdc don vi sidn xuit khéc.

N&u viy, vai tréo cia vin phong trong cdng ty 13 gi?

Trong cdng ty, vdn phong la mot trung tdm dich vu hé trg cho viéc
hoan thanh cdec chitc ndng chinh cda cdng ty do cdc phong, ban,
bg phin khdc ddm nhiém.

C6 thé thdy vai trd chung clia vin phong la:

w trung tim ti€p nhédn, x{ 1y, truyén dat théng tin va phdi hop céc quy
trinh hoat d¢ng cia cbng ty;

m c4nh tay dic lyc clia cdc cAp qudn 1y c¢ip cao hd trg thyc hién chinh
sdich qudn 1y, hd trg d6i ngd qudn 1y hoan thianh trdch nhig¢m;

® trung tim hoach dinh va ki€m so4t cdc hoat dong ddm bdo thudng
nhdt (quy trinh, chi tiéu, dinh mic v.v.};

w trung tdm cung c¢ip dich vu hd trg cho cdc phong, ban chifc ning
trong cdc hoat déng hodc du dn chuyén bigt.

Vi duy, viin phong cda ban cé th€ 13 noi ti€p nhin théng tin W cdc
ngudn khdc nhau nhu ti¥ c&p trén, ¥ dudi 18n, tr bén ngoai vio,
tir trong ndi bd ra ngodi, va xit 1y cdc thong tin d6. Vi thé, viée xdc
14p cdc quy trinh d€ qudn ly théng tin va luu gilt hé so o lidu dé
cung c&p kip thdi cho viéc ra quyét dinh hay bd sung cho cdc hoat
ddng cia cdc phong chifc ning khdc thi vin phong ciing di thé hién
mdt phdn vai rd nhu di néu trén.
NE€u vai trd cila van phong chwa duge thé hién ding mic thi hiu
qua ¢ thé 1a:

w thu mdi hop dé€n tay ngudi duge mdi qué wré;

w v ki€n ciia 1anh dao cip cao khdng dugc truyén dat tdi nhém cong
tadc tryc ti€p thue hién;

s thi€u t iiéu v& k&t qui thuc hién mdt dy 4n cda nim trude dé
chufn bi cho dy 4n sdp tdi.
Phin Din nhip clia Phian A dd chi ra vin phong chiu trach nhiém
cho hiu hé&t cdc céng viéc hanh chdnh trong cong ty. N€u cong ty

chva thanh 14p cdc phong ban chifc ning khdc thi nhiém vu cia
vin phong lai cing nhiéu hdn nira.



Vai tro ciia van phong va viéc hoach dinh vin phong

Thuc hanh 4 5 phut S “

C6 thé ban nghi dé€n mdt s vai trd khdc nhur:

la ddu tau trong viéc tao dung va duy tri hinh 4nh céng ty;

1a trung tdm hay nhip ciu két ndi va tao déng luc lam viéc cho
nhin vién & nhiéu bé phian khdc nhau.

Tuy vdy, cdc vai trd néu trén vdn 1 chd y&u. Tuy tinh hinh cda
cong ty vao tirng thdi di€m ma cong ty sé dy nhiém cho vin phong
mét s vai trd riéng hay khdc nia.

VG6i cdc vai trd néu trén, vin phong thyc sy cin thiét cho sy hoat
dong hiéu qua clia mdt doanh nghiép. P& c¢6 thé thuc hién t6t vai
tro ciia minh, vin phong ciing cdn nhin dién xem “khdch hang”
cla minh 12 ai va tai sao lai phdi phuc vu cdc khich hang dé.

Xac dinh khach hang (ddi tugng phuc vu) ciia
van phong

S& rdt dé dang khi ban dugc yéu cdu néu ra khich hang ciia cong
ty. Ddy 1a tit cd nhitng ai c6 lién lac va giao dich véi cong ty ma
chiing ta cin phuc vu.

Diing, nhung & diy ching ta muén xdc dinh ddi tugng ma vin
phong phuc vy, va ban bi€t rdt 13, ho khong chi 1 cdc khich hang
tr bén ngoai, ma con l1a nhitng khach hang ndi bo, ngay trong cong
ty clia chiing ta.



Vai tro cua vdn phong va viéc hoach dinh van phong

Hiy trd lai véi mot ¥ niém rat don gidn trong hé théng qudn ly
chat lugng toan dién (Total Quality Management - TQM): “khdch

hang 12 bat ky ai (ndi bé hay bén ngoai) st dung k€t qud cong
viéc cia ching ta”.

Than chi tim ki€m dich vu tu vin phdp 1y 12 khdch hang clia vin
phong luit. Cdc ba ndi trg 1a khdch hang thudng xuyén cia siéu

thi. Pon vi giti thu dit mua san phim 12 khich hang clia cong ty
sdn xudt hay cung cip.

Ngay trong cong ty, c6 thé néi bé phin déng géi bao bi 12 khdch
hang clia khiu hoan tit sin phim; chi kiém tra chit lugng nguyén
liéu ddu vao 12 khdch hiang clda anh thu mua; nhin vién & lai dn
trua 12 khdch hang cia cing tin v.v...

Thé ai 1a khdch hang ciia bing bdo cdo nay, clia quy trinh va biéu
miu yéu cdu vin phdong phim dé, cla 1o hoa tuoi thit dep ma cd
thu ky vira dat trong phong khich kia ...?7

Hiy tim hi€u nhé!

Thuc hanh 5 5 phit &




4.1

Vai trd cita vdr phong vt viée hoach dinh viin phong

Chic ban déng ¥ ring phdn iing cda Hoa phdn 4nh thdi d5 coi
thudng khdch hing néi b cia mét s ngudi lam ¢ong viéc vin

'phong. Ho khéng coi cdc déng nghiép cling nhu cdc bd phin chite

ning trong c¢bng ty 12 khdch hing mi ho phdi phuc vu.

Ban dé nhén ra ring bén canh cdc vi khdch dén giao dich v6i cong
ty md bd phin ti€p tin clia vin phdng vAn thudng xuyén ti€p dén
chu ddo thi vin phdng con ¢é cdc “thugng d&€” ndi bd 12 ngay chinh
cdc s€p, cdc cdp qudn Ly, cic phong, bé phan khdc, cdc nhin vién
trong cdng ty va ngay cd cdc déng nghiép trong vin phong ciia
minh nia.

Pén ddy hy vong ban dd ¢6 thé déng ¢ vdi ching t6i ring that
khéng thita khi dat vin dé xdc dinh khdch hang cda vin phong.
Ping, chinh 13 vi chiing ta mudn gdn lién khdi niém “chit lugng”
khi t§ chifc thyc hién véi moi loai cdng viéc viin phong. Trong xu
hudng canh tranh quy&t liét ciia m6i trudng kinh doanh, khi ma
tink hi¢u qud, tinh chuyén nghiép cao 12 mdt ddi hdi trong tit cd
cdc hoat ddng cda cong ty, nhit thi€t vin phong phdi dit ra mot
phuong chim phuc vy khdch hang nghiém tic d€ trong tirng cong
viée, v6i titng “sdn phim” W vin phong tao ra déu thé hién dugc
vai trd, chife ning cia mdt trung tdm dich vu hd trd va ddm bio
cho vig€c van hanh by mdy hoat ddng toin céng ty ludn thdng sudt,
nhip nhing.

Hoach dinh céng viéc véin phong

Tai sao cdn phdi hoach dinh céng viéc vin phong?

Chéc hén trong ching ta ¢6 ngudi di tirng thic mdc “Tai sao phii
mat thi gid hoach dinh cong viée? Cong viéc bd ddu diy réi, Iam
sao ¢6 thdi gian ma ngdi hoach dinh!”

Xin thua, hoach dinh c6ng viéc d€ giip ban ti€t kiém thei gian.
Khi céng viéc dd dugc suy tinh bing mdt k€ hoach chu ddo thi
con ngudi, thdi gian, ngudn lyc duge phdi hgp nhip nhiang, dién
bi€n ding ti€n do, gidm cdc khd ning x3y ra sv cd dot xuit va
céc tinh hudng ngoai ¥ mudn (khéng du ki€n trude) s& duge xi
1y kip th&i. Hdn nifa, khi di c6 k&€ hoach 15 riang, bi€t viée gi cin
1am, cdch ndo d€ dat dugc thi ngudi quin 1y s& tu tin vd cé kha
ning linh hoat d€ dép wng vdi cdc di&n bi€n, thay ddi trong yéu
ciu clia cong viéc.

9



Vai tro cia vdn phong va viée hoach dinh vdan phong

10

Hiy lam bai tip bén dudi d€ xem thit hiu quad ciia nhitng cong
viéc van phong khéng dudc hoach dinh.

Thuc hanh 6 3 phit &
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Qué mét vi rdt bi dong &ng phé v6i nhiéu tht dudng nhu rdi tung
1én ma ching gidi quy&t dugc viéc niao cho subn sé, phii khong?

Chic ban da thdy dugc sy cin thiét ciia viéc hoach dinh rdi, ngay ci
trong cong viéc thudng nhét cla tiing c4 nhan, hudng gi cong viéc c6d
quan hé dén nhiéu ngudi, nhiéu bd phin khic ciia ci cong ty.

Hiy thing thin nhin vao thyc t&€ tai ndi 1am viéc clia minh. Hin ban
chua thé hoan toan ty tin khi bio riing chua hé nghe cdc than phién
nhu:

“T6i budc v6 cong ty anh, ding chd hon 10 phiit ching thiy béng
ddng ai d€ hdi thim dugc mot cdu. C6 18 cb ti€p tin bin chay
ddu d6, nhung ... 2w

“Bitc fax nay déng diu khdn ma tit chiéu thi Sdu dén sing thi Ba
mdi t6i tay toi, 1a nghia 1am sao?”

“Céng ty clia ¢ giao dich v6i toi cd chuc 1in rdi ma 1dn nao ciing
phdi ké di ké lai mdt miu bién lai don gidn th€ nay, ky qud!”
“Vu mua phin mém d6 hodn lai di, m3i ba bon ndi tu van, hdi thim

td phia rét cudc khong biét gid cd duge duyét tdi ddu d€ ma néi
chuyén véi ngudi ta.”



Vai tro ciia van phong va viéc hoach dinh van phong

Va con nhidu nita. Ban ¢6 mu6n ci d& tinh trang nhu th€ kéo dai khong? A '
Chdc chdn l1a khong. Cong tic hoach dinh sé c6 ich cho ban khi
mudn bit tay d€ tao ra sy thay ddi cin thiét. '

4.2 Ai lam céng viéc hoach dinh van phong?
Céc s€p la ngudi chiu trich nhiém lam k€& hoach. Xua nay van th€,
ding khéng?
Xin trd 13i 12 diéu ndy chua chic di ding.
Van dé ai 1am k& hoach sé& con tly vao loai k&€ hoach gi, cho thdi

han nio.

m K& hoach phiat trién cong ty trong 3 nim, 5 nim 12 do cip quin ly
cao nhét chiu trdch nhiém, nhung thy vdo vin héa cla tirng cong
ty, 6 thé vdi cdch hoach dinh tir dudi 1én, nhin vién ciing c¢6 cd
héi tham gia.

m Ké& hoach c6ng viéc cla tirng bé phin thudng dudc cdc trudng
phong, trudng b phin dua ra cho tirng nim, 6 thing hay tirng quy,
c6 su ban bac vdi cdc nhdn vién,

m Ting cong trinh, dy 4n thi ¢6 k& hoach cla dy 4n véi ti€n dd thdi
gian cu thé do nhém dy 4n va ngudi quin 1y dy 4n thi€t l4p.

Bai tip ti€p theo s& gidp ban xdc nhdn vai trd clia ban trong viéc
hoach dinh vin phong.

Thuc hanh 7 7 phut &
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Vai tro ciia vin phong va vige hoach dinh vin phong

12

Toy thugc vao qui md, tinh chd't vd ngudn lyc ciia mbi vin phong
ma k€ hoach ciia ban ¢6 thé khdc nhau. Nhin chung, d8i v6i cong
viéc vin phong, k& hoach ¢6 thé bao gdm céc loai sau:

K& hoach thu¥ng k¥ 12 nhitng hoach dinh mang tinh chit 4nh hudng
thudng xuyén dé€n hoat déng clia céng ty nhu cdc chinh sich, quy
dinh, quy trinh v.v...

K& hoach mét 14n, nhe mdt loai k& hoach dw 4n, nhdm phuc vu
hay hd trg cho viéc thuc higén yéu cdu, muc tiéu cong viée cu thé
cha van phdng hay cia cdc phong khic trong cOng ty.

Nhitng cdng vi¢c cy thé cila cdc k& hoach trén lai dude tich hop
vao k€ hoach 1am viéc ting thdng, ting tudn cda vin phdng.

Cén cf vao d6, mbi nhin vién s& ¢b danh sdch “cdc viée cdn lam”
cla riéng minh trong tudn, vd ¢ cho tirng ngay.

Ty vao loai cong viéc, tim quan trong, quy md, thdi han cla céng
vi€éc vd kinh nghiém cida ban d6i v8i cong viéc md viée hoach
dinh &€ don gidn hay ddi hdi phdi chi tiét, da dang. Nhung r6 rang
d€ ting cudng hiéu qui cdng viéc thi tif nhin vién d&n ngudi qudn
Iy & cdc cdp, ai ciing cdn thit phdi nim dude k§ ning va cé théi
quen hoach dinh.

4.3 Hoach dinh cbng vigc vdn phong nh th€ nao?

Trudc khi hoach dinh cOng viéc vin phdong, ban cin dit cho minh
cdc cdu héi sau diy.

Céu hédi dat ra Buéc hoach dinh

Tai sao phdi 14p k& hoach nay?| Tim hi€u Iy do, y&u cdu cda
Thong thudng 13 vi c6 mot yéu clu| viéc hoach dinh

phdt sinh, hod¢ vi ching ta mudn
thay ddi, cdi thién c4i hién c6.

Chiing ta dang & tinh trang ndo? | Phan tich hién trang thuc t&
Ta phdi b4t ddu t¥ s6 khéng hay| dang dién ra

da c6 kinh nghiém v&i viéc ndy,
hay dang thyc hién nhung cOn kém
hi€éu qud, ning sudt khéng cao
A




Vi tro cida vdn phiong va viée hoach dink vin phing

Chiing ta mudn di d&€n ddu, dat
duge cdi gi?

Xdc dinh muc tiéu

Lam gi d€ dat dugc diu 4y? Cic
budc chinh cdn phdi ti€n hanh 12
gi, theo trinh ty ra sao?

Pé ra mdt k&€ hoach hinh
ddng vdi cdc cbng viéc cu thé

Khi nao thi ta muén cdc bude
cdng viéc Ay hoan tat? Ai s& chju
trach nhiém thuc hién? Biing
phudng thic nao? Cin c6 nhifng
phuong tién gi, phi tdn bao nhiéu?
Lgi ich cé dude tuong dng véi chi
phi khéng? Ching ta ¢é dugc sy
chdp thuin hay dng hd cda ai?

Xdc dinh ti€n d6 thdi gian,
phadn b8 ngudn lyc cling nhu
phén tich chi phi-lgi ich

Lam sao dé€ biét viéc thuc hién dién
ra sudn sé? Dy ki&n c¢6 khi nang
1&ch lac gi x4y ra? Khi ¢6 dién bién
khdc di thi s€ phdi 1am gi?

Theo d6i, ki€ém sodt va c¢ k&
hoach di€u chinh hodc dy
phéng

K& hoach cé th€ coi }a hoan tat
chwa? C6 diing nhu nhitng gi ta dé
ra hay mong mudn khéng? Chiing
ta rdt ra dvge nhitng kinh nghiém
gi? C6 nhitng diéu gi cin sita d6i
hay cii thién?

Pdinh gid, ddc k€&t kinh
nghiém, dé ra cdc hudng phat
trién sip tdi

Trd 181 tit cd nhiing cdu hdi ndy, ban di ¢6 dudc nhitng budc cd

bdn cda hoach dinh vin phong.
Xidc ldp muyc tiéu

= Xdc dinh yéu cdu

s Xdc dinh sy thay d5i

= Luwa chon sy cdi thién

Lén k€& hoach cdc budc hanh dong

» Phin tich hién trang

» M5 td k&t qud mudn dat duge

13



Vai trd cia van phang va viéc hoach dinh van phong

s Xidc dinh ¢dc nhiém vu chinh

» Phin dinh trach nhiém, phudng théc, chi phi, véu cdu dugc phé
duyét

3 Theo dbi va kidm sodt
= Xdc lap cdc phuong thitc do ludng tién dd clia k€ hoach
= Lén k€ hoach dy phdng
4 Déanh gid va diéu chinh
» DPénh gid két qui vi qui trinh
= DBiic két kinh nghigm
» Ap dung cdc bai hoc cho cong viéc sip tdi

Pé&n ddy thi cdc ban thdy 16 1di, n€u thyc hién day di nhu thé thi
ching ta dang tao ra mét quy trinh vong xodn cia sy phdt trién
lién tuc, va diy chinh la déng luc cho viéc bdo ddm chit lugng,
tinh chuyén nghiép va diéu ma ta goi 1a “theo kip thdi dai” trong t8
chifc cong viée cla mbt vin phong hién dai.

M5t cudn sdch khdc clia Business Edge, Hoach dink va Kiém sodt

chéng vige, ban bac rat k¥ vé& cdc bude nay. Trong khuén khé cudn

sdch nay, ching ta chi tAp trung vao budc thi nhdt “Xdc l4p mue
tiéu” va “Cdc cong cu hoach dinh vin phong”.

4.4 Xac Iap muc tiéu cia cong viéc van phong

Cdng viéc vin phong, cling nhu bt k¥ phdng ban nao khdc, ¢é
nhitng viéc thudng xuyén va nhiftng viéc dot xuit. Vdi loai céng
viéc nio thi ngudi quan ly ciing cin nim 16 muc tiéu, yéu ciu dé
c6 thé t8 chfc thue hién cho t6t.

Bai tip ti€p theo s& gidp ban lam rd cdc muc tiéu ciia ¢bng viée
vin phong.

Thuc hanh 8 3 phut &
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Vai trd cia vdn phéng vé vide hoach dink vin phong

C6 thé k€ ra mot s8 vi du thudng gip:

Quy dinh v& viéc sit dung mdy mée thi€t bi vin phdng, vé& sinh
vad an todn lao déng

Quy trinh ti€p nhan, x{ 1y va luu trif van thy

Cdc quy uSc vé trang phuc va hanh vi dng X1 tai not lam viée
Quy dinh vé& viéc s dung dién thoai

Chinh sdch clia cong ty vé bdo vé méi trudng

N§i quy va 1€ 161 1am viée cia ¢d quan

Tity theo tinh chi't va quy mé hoat dong ciia cOng ty ma c6 yéu ciu
Xdc 1ap cdc quy trinh, hé thong cu thé. Nhung muc dich chung cda
cdc hé thong, quy trinh 12 déu d€ dim bio mot s6 khia canh hoat
ddng cha cdng ty c6 né né€p va hidu qud.

Khi van phong thuc hién céng tic hoach dinh nay, ciing nhu cic
cong viéc su vu khde, thi luén ludn phdi ghi nhd mét s& nguyén
tdc d€ xdc dinh myc tiéu va yéu ciu cia ching. Sau diy 1a mot
s0 nguyén tdc co ban khi xdc dinh muc tiéu:

Muyc tiéu cla titng cong viéc phdi nhdm t8i myc tiéu chung va lau
dii cda cdng ty, bdm sdt cdc yéu cdu, chi tiéu do c&p trén hoic
cdec ddn vi dua ra.

Muc tiéu ¢6 néu thdi han cu thé.
Muyc tiéu cang dinh lugng rd ring cing 5t
Muc tiéu cin phdi vita tdm, thyc &, va cé khd ning thyc hién.

Vi dy: Cap trén dua ra yéu cdu tin hoc héa cdng viéc vin phong.
Viéc ndy nim trong muc tidu chung cla cd quan 14 ting cudng hiéu
qua va ning suit hoat déng.

S¢& 1a khong cy thé n&u ban d& ra muc Géu dai loai nhuw: Toan thé

15



Vai trd ciia van phong va viée hoach dinh vdn phong
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nhdn vién cong ty déu sit dung thanh thgo vi tinh vdn phong tit
nay dén cudi ndm.

D€ xdc dinh duge mot muc tiéu cu thé hdy trd lai vdi cdc bude
hoach dinh clGa ching ta, vd ti€n hanh phin tich hién trang:

Qua nghién ctfu bang thdng k& s6 lugng va hién trang cdc mdy vi
tinh hién c6, nhitng mdy méc thi€t bi nio ¢dn ning cdp, sifa chia,
thay th€ mdi...? Kinh phi dy trd khodng bao nhiéu? Cin bao nhiéu
thdi gian?

Nhitng b6 phidn ndo cin thi€t phdi dudc trang bi cdc phdn mém
quin ly méi? Cy thé 13 cdc phin mém nio? Kinh phi khodng bao
nhiéu? Cin bao nhiéu thdi gian d€n khi cdc phin mém duge cii
ddt xong vi st dung thianh thao d€ dua vio quy trinh céng viéc
chung?

Nhitfng nhdn vién ndo cdn thi€t phdi dugc dio tao kién thic vi tinh
cd bin/ ning cao dé thyc hién chudng trinh vi tinh héa? Hinh thifc
dio tao nhu thé nao? C6 cin tuyén dung nhin vién mdi khéng? Tuong
Ung v8i kinh phi bao nhi&u? Cin bao nhiéu thdi gian?

Nhy viy w6c lugng chung cin bao nhigu thdi gian, tién bac vi nhin
lue? Vi t8ng kinh phi dy trd thi ¢8ng ty ¢é kha ning diu tu trong
bao 14u? Tinh hinh sdn xudt - kinh doanh c6 cho phép khéng? Cé
trd ngai gi trong qud trinh thyc hién? Néu ¢6 thi dnh hudng cia
n6 1&n k& hoach ra sao, v dy ki€n s& 1am gi d€ dim bio (ién d6?

Sau khi da phén tich hién trang, dy ki€n toan bd cdc y€u t6 cin
thi€t cho qui trinh t8 chifc thue hién k&€ hoach, ban di hi€u o
“Minh dang & ddu va mudn di d&n ddu”, v ban cé thé s& dua ra
muc tiéu cu thé nhu sau;

“Dén cudi quy 2 ndm nay, 1y 1é nhdn vién thanh thao vi tinh sé la
60%, (tdng 20% so vdi s6 ligu hién hanh do phong nhdn sy cung
cdp); 3 phdn mém qudn Iy mdi sé duge dua vae dp dung cho cdc
khdu X, Y, Z trong 56 8 khdu cdn thiét phdi trang bi; va kinh phi
danh cho chuong trinh tin hoc héa duge phdn b6 hop Iy cho toan
bo ké hoach 2 ndm cia chuong trinh.”

Chi ft 12 khi chua di vio hoach dinh cu thé, ban cling da ¢6 mot bifc
tranh chung 1a d€ dat duge yéu cdu “tin hoc héa cong viéc” do sép
giao, ban cin mdt chudng trinh I6n trong 2 nim vi titng budc tién
hanh véi nhitng chi tiu trong tAm thyc hién J tirmg giai doan mot



Vai tré cia van phong va viée hoach dinh van phong

lién quan dén dao tao, cong cu va kinh phi. Tit muc tiéu kha thi
nay, ban c¢6 thé ti€n hanh hoach dinh cdc budc phai 1Am.

Thuc hanh 9 5 phit &

Cau trd 13i cla ban c6 thé khdc nhung ban ¢6 thé tham khido cdc
muc ti€u cho k& hoach cdi ti€n k¥ ning giao ti€p qua dién thoai
cho nhdn vién nhu sau,

w J00% nhén vién tham du khda hoc “Ky ndng giao tiép dién thoai”
w Xdy dung bdng tiéu chudn vé giao tiép di¢n thoai vdi khdch hang
|

90% cdc truong hgp giao tiép trén dién thoai tudn theo bdng tiéu
chudn trén
m Cdc muc tiéu trén phdi dugc thuc hién trudc thing 6 ndm nay.

Trudc mdi céng viéc phdi thyc hién ban dirng bao gid quén xdc
dinh rd yéu cdu, dé ra myc tiéu phd hgp va cu thé, c6 thdi han
hoan tit, c6 tinh thyc t&€ va khd thi. Pay 12 y&u t6 diu tién dong
vién ban bdt tay vao viéc, va s& gép phan ddm bido sy thanh cong.

4.5 Céng cu t6 chuc hoach dinh céng viéc van phong

Chiing ta dd c¢6 muc tiéu, ching ta bi€t cic budc phdi ti€n hanh,
nhung con phdi lap ti€n do thdi gian, con phin céng trdch nhiém
v.v... 1am sao nhé hét va theo doi mot cich khoa hoc?

17



Vai tro ciia vdn phong va viée hoach dinh vén phong
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Thuc hanh 10 3 phut X

Ban c6 th€ st dung cdc cong cu sau diy dé€ 14p k& hoach:

K& hoach trong 2 ndm hay 5 ndm

thudng ndm trong cdc quyé€n k& hoach ¢é khi day tr miy chuc
dén cd trdm trang v4i ddy dd cdc chudng, phin, biu bing v.v...

Ké hoach hoat déng hang ndm hay titng quy

thudng xuat hién trong cdc bang k& hoach ciing do trén dui mudi trang.

K& hoach céng viéc: thudng dudc ghi ra trén céc bang nhu bang

ti€n do, sd d6 Gantt, bing phan cong v.v...

» Ty theo quan di€ém quan Iy mu6n nhan manh d&n thdi gian thuc
hién c6ng viéc hay con ngudi thuc hién céng viéc ma lva chon
cdch thé hién tién dung.

= Céc loai bing nay thudng dudc ding cho cdc k&€ hoach mét 1an,
k€& hoach dy 4n va dugc treo 1&n hodc dit tai noi d& thdy nhat
cho tién theo d6i va ciing v8i muc dich nhic ngudi, nhic viéc.

Theo cdch nao thi thong thudng bing k& hoach ciing sé bao gbm

cdc yéu td chinh;

cdng viéc;

thdi han;

ngudi (hodc don vi) chiu trdch nhiém.

Mbt s6 muc khic c6 th€ thém vao tly theo yéu ciu hoat dong:

Mitc d§ wu tién. Khi c6 nhiéu cong viéc phdi thyc hién cing lic,

ngudi quin ly thudng cho mifc do uu tién cla cong viéc bing cdch

danh s§ 1,2,3 hay A,B,C d€ chi ra mdc d6 khin cdp, quan trong va
khong quan trong clia cong viéc.



Vai 1ro cia vin phong va viée hogch dinh vin phong

m Thdi gian b4t ddu, thdi gian chim dut, tdng thdi gian cdn thiét.

s Theo ddi tign dp hi&n nay (da hoan tit, tam ngung lai, c6 thay ddi).

« Tén ngudi chin trach nhiém chinh.

Tuy nhién, ditng nén thi€t k€ mot céng cu hay ké mot biu bing
qud nhiéu cot, muc, nhiéu chi tiét rudm ra, khong cin thi&l hoac
kh6ng mang tinh phd bi€n thi s& 1am r8i ren thém thay vi phuc vu
viéc hoach dinh. T81 nhit 13 chira ra mot cdt “ghi chi” dy phong
cho cdc khodn phu can ghi thém.

w Lich cong tdc cd nidm thudng duge dua vao cdc quyén s§ di c6 ké
ngdy, thing sdn, thim chi c6 cd cdc gi¥ trong ngay. It khi cong viée
clia nim duge dua [én bi€u bang (alf khi cin mdt bang t6m tit cdc
sy kién, ti€n dd ddu mdc trong dai nhit trong nim clia cdng ty), dé
hidu th6i vi sé mat cd mdy diy wdng d€ ma treo 1&n cho hét!

® Lich céng tde thidng ¢é thé dudge dua [én véi cdc cong viéc hodc
mdéc céng viéc chinh cla vin phdng trong thing dé.

w Lich c¢ong tdc tudn 13 thudng thi'y nhit & cdc vin phéng; duge ghi
trén bing dé xéa d€ thay d6i ndi dung hing tudn.

w Cd nhin ¢S s6 tay riéng cho cong tdc dugc giao, cling thudng ia
c6 ké sin (gi®) ngay, tudn, thing trong cd nim. Nhiung hing ngdy
thi nhdn vién bi€t khéo 1éo 8 chiic cdng viéc ciing nén dua trén
cdc nguyén tic uu (ién dé€ 1ap ra danh sdch nhing viée cdn lam (a
“to-do” list). Céng cu ndy khéng nh@ing tién dung cho viéc sip
x€p cbdng viéc, qudn Iy thdi gian trong ngdy ma cdn hifu ich khi
dén ky dic két, danh gid két qud 1am viéc ¢4 nhin.

Ban c6 thé tham khio thém cudn Hoach dinh va Kiém sodt Cong
viéc trong b§ sich Tang Hiéu Qud Lim Viéc C4 Nhin cia Busi-
ness Edge.

Ban vira di qua cdc bude cd bin clia viéc hoach dinh cdng viée
vin phéng, Ban ciing di nhin bift cdc vai trd cda vin phong va
khiach hing md van phong phuc vu. Ban ciling hoc cdc budc hoach
dinh ¢8ng viéc van phdng nhu 13 xdc 1dp myc tiéu, ldp k&€ hoach
hanh dong, theo ddi va ki€m sodt, vd ddnh gid va didu chinh. Bay
gi¥ 1a lic d€ ban tim hiu mét khia canh chire ning cda vin phong:
quin 1y co s vat chdt cia van phong. Nhung trude khi nghién cu
phin (i&€p theo, ban hiy xem lai cdc muc tiéu ciia phin nay va hoan
thanh bai tip ty ddnh gid 1.
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Vai trér ciia van phéang vix viée hogch dinh van phong

20

Hay tu dénh gia 1 10 phut &

Trong bang liét k& cdc cdng viéc dudi diy, ban hiy ddnh dau (X)
vio cdc viéc thudng xuyén cia phong, vi ddu (V) vio cdc viée
hé tr¢ phong ban khdc ma phong hanh chinh thyc hién.

d4t in thém tip gidi thidéu va tai liéu tép thi cia cbng ty

hudng din nhin vién k§ thudt dién miu hgp ddng thué dich vu
1dp mdy

thi&t k€ thy mdi dy hoi nghi khach hing
dang ky hdi trudng t8 chitc tdng k€t cudi nim

hudng din khdch quay s6 ndi bé d€ néi chuyén véi nhin vién cé
thé gidi thich vAn d¢é ma khach dang thic mic

14p quy trinh theo d&i cdc héa don mua vin phdong phim chua quyét
todn

g phdt hanh lich céng tic wAin cda cOng ty

h thong k& cip nhat cdc vin ban lién quan d&n thu€ thube nginh hang

san phdm cia céng ty
diéu xe di dén doan khich nudc ngoii

tip hop cdc catalogue chio gid linh kién ding trong sin phim clia
cbng ty

Hiy sip x&p cdc d6i tugng sau ddy vdo hai c6t: (A) khdch hang
ndi bd, va (B) khdch hang bén ngodi clia vin phdng.

Nhém cbng ty 1d hanh chuyén lo visa cho nhdn vién di cOng tdc
Nhém dy 4n phat trién sin phim mdi cia cong ty

Hai nhdn vién tip sy cia phong marketing

Chuyén gia tv vin dé&n lam viéc véi sé€p

Chuyén gia tu vin dang 1dm viéc bdn thdi gian v§i phong k¥ thuit

D4i nghién ciu thi trudng cia mot céng ty da qubc gia dang tim
hi€u khd ning ky hgp ddng thiu phy vdi céng ty
Phong hanh chédnh cia céng ty dang chuin bi hdi nghi khidch hang.

Hiy sip x€p cdc budc hoach dinh cong viéc sau diy theo mdt thi
tr hop 1y (didn s t 1 d&n 7).



Vai tro cia van phong va viéc hoach dink van phong

xdc dinh ngudn kinh phi d€ t§ chitc hoi nghi
ghi ra cdc budc chinh cin phai ti€n hanh trudc, wong va sau hdi nghi

phén cOng ngudi chiu trich nhiém tirng ming c6éng viéc 16n (thu
mdi, danh sich, dit chd & phuc vu thic 4n, lién hé cic dién gig,
v.v..)

thdo lndn vdi cic bd phén lién quan vA nhém dé théng nhit myc
tiéu va cdc yéu cdu cu thé cda hoi nghi 14n nay

xéc lap ti€n 46 thye hién mdi bude cong viéc ciia qué trinh chufn bi

ddnh gid mic d§ hodn thanh, Wng k&t rit kinh nghiém cho c4c 14n
khédc, thuc hién cdc viéc con lai sau hi nghi

dy ki€n khd ning c6 dién bi€n su ¢§ nhu mua, cip dién dét xuit
v... vd k€ hoach dy phdng

Trong ba théng cdn lai cda ndm 200X (thdng 10, 11 va 12) cong
ty s& c6 rdt nhidu sy kién 14n nhr ti€p cdc doan khéch, héi nghi
tdng két, tham du c4c trién 1dm va dién dan, v.v.. ma Phong hinh
chdnh chju trach nhiém 8 chifc. Bén canh cédc hoat déng thudng
nhit ma Phong phdi ddm bdo, Phong Hanh chdnh déng thai ciing
c6 mét s& du 4n dang di vao giai doan k€t thic trong nhitng thdng
cubi nim. Ban hay d& nghi mét s§ cong cy hd trg cho viéc hoach
dinh c6ng viéc ma Phong c6 thé sit dung d&€ dim bio ké&t qud hoat
ddng cda minh,

Ban c6 thé tim ddp 4n cho nhifng ciu hdi nay & phin Pdp dn bai
t@p tu ddnh gid & cubi cudn sich.
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“ 5 Tom tit
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Vai trd ciia vdn phong va vide hogch dinh van phing

6 Suy ngadm “
1] Bdy gi® ban danh 5 phiit 4€ suy ng&m nhitng vin dé& vira nghién
cfu va nghi xem ban s& 4p dung chiing vao thyc t& cdng viéc clia

ban nhu th& nio? Hiy viét ra nhitng suy nghi ctia ban:

A! T8i dd hoc duge. ..

Ap dung khi nao?

A! Téi d3 hoc duge...

...................................................... Ap dung khi nio?
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Phan B
Quan Iy co s6

vat chat cia  [RRUREl

- . D6i véi nhiéu ngudi trong ching ta, vin
van phﬂng phong gan nhu 1d ngéi nha thd hai cia &
minh, vi thdi gian ching ta ¢c6 mit & d6 dosi
khi con nhi€u hon thdi gian sinh hoat 3 nha.
Nhung khéng chi c¢6 th€, vin phong 1am
viéc con 12 ndi ma ching ta gin b6, danh
nhi€u tdm lyc, suy nghi, va c6ng hi€n cho
= Ddn nhdp cong viéc.

» T4 chitc khéng gian Véi vai trd va chic ning clia vin phong
trong c6ng ty nhu di dé cip d Phan A,
ngudi qudn 1y van phong - hon ai hét, 1a
= Qudn ly khu vuc tiép tin ngudi ndm cdc quy trinh cong viée ciing
nhu t§ chifc cic kénh truyén théng ndi bod
- gin nhu duong nhién 13 ngudi chiu trich
cia vdn phong nhiém vé viéc chim lo cho hinh inh cia
cong ty. Nha qudn tri cin biét tao mot moi
trudng lam viéc ddm bdo yéu ciu sic khée,
an toan, thodi méi cho ngudi lam viéc, cdc
dich vu bén ngoai _ y€u t& cin bdn dnh hudng dén ning suat

~ lao dong, va hién nhién lién quan mat thiét
dén 1¢i nhudn cla cong ty.

lam viéc

»  Qudn tri co sd vdt chdt

» Qudn ly viéc sut dung

nguén cung wng va

= Tém tdt

= Suy ngdm £ Phian B ciia cu6n sdch niy nhim dé&n viéc
' giip trang bi cho ban cdc ki€n thic va ky
ndng li€én quan dén viéc quin 1y cd sd vat
chit cia vin phong.

Sau khi hoan thanh phin nay, ban sé& c6 thé
thuc hién t6t hon viéc:

M6 td va @ng dung cdc nguyén tfc bd tri
va sip x€p khéng gian vin phong hgp ly
va khoa hoc;

Lip k€ hoach t6 chic va qudn ly céng
viéc ti€p tin gép phan tao hinh dnh t5t
cho céng ty;

Xdc dinh cdc nguyén tic quan tri co sd vat
chat hé tr¢ hiéu sudt cong viéc chung;
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Qudn Iy co sd vdt chdt ciia vdn phong

B

2.1

M6 td cdc khdu co ban trong viéc qudn 1y sit dung dich vu tif bén
ngoai.

T6 chifc khﬁng gian 1am viéc

Khéng gian 1am viéc 12 “méi trudng s6ng” clia nhin vién trong vin
phong. M&i thianh t& trong khéng gian 4y, t¥ dnh sdng, nhiét do,
mau sic cho d&€n ban ghé, gidy t3... déu c6 thé tao 4nh hudng tich
cuc hay tiéu cyc 1én k&t qud 1am viéc clla moi ngudi trong vin phong.
Phin sau diy s& gitip ban tim hi€u nhitng nguyén tic va cich thic
dé tao ra mdt khong gian 1am viéc higéu qui.

Nhu cdu va cdch thic t6 chic bé’ tri vdn phong

Thuc hanh 12 5 phut &

26

Ban c6 thé phat hién ra ring ban 1am viéc chua dugc sip x€p hgp
1y, hoic 4nh sdng khong di hay qud chéi vao mdy tinh clia ban,
hoic gidy t& vuong vdi ddu d6 trong rdt bra bon v.v...



Qudn Iy ca s& v@r chdt clia véin phong

Duéi diy 1a mot s§ trd 13i ciia cdc nhi qudn 1y d€ ban tham khao:
m “Cd cdn thiét phdi ding Ién di vong qua ban nay dé 16i 1dy hé so
trong ti kia khéng?”
w “Co phdi mdt thi i xoay hutdng man hinh vi tinh m6i khi ndng chidu
chiéu qua cita 58 khéng?”

™ “Dd bao nhiéu ldn minh va ddng nghiép bi vép phdi sgi ddy dién
thogi gidta hai cdi ban phia cudi phong réi ma ciing khéng nhd dé
trdnh nia.”

Ban ¢6 thé ddng ¥ vdi t6i ring khong gian 1am viée thuc sy cé
dnh hudng dé€n ning sudt va hiéu qui cdng viéc cia ban. Viéc t8
chite khéng gian lim viéc sao cho ddm bdo sy thuin tién, thodi
mdi, an todn cho nhin vién trong cdc thao tic vi hoat déng thuc
hién nhi€m vy c¢6ng viée 12 mét yéu cdu thyc sy mi ngudi quin
Iy cdn quan tim va ddp tng.

D3i v6i cdc cong ty 16n, cong ty mdi thanh 1ip hay vira xiy dung
tru sd to dep khang trang thi viéc 5 chifc b& tri phong 8¢, trang tri
n6i thit viin phong v.v... thudng dugc giao cho cdc ddn vi dich vu
¢6 kinh nghiém va chuyén mén thyc hién. Ngay nay c6 ci nhitng
“van phdng thong minh” ma viéc b8 tri ciing nhu st dung moi hé
théng thi€t bi nhv chi€u sdng, diéu hoa khéng khi, cla, lién lac
vién théng v.v... déu dugc diéu khién ty dong.

Du cho ¢6 tw vin chuyén mén, ding phdn mém hd trg, hay ty tay
phdc hoa cdch bai trf trong van phong, ngudi qudn 1y ciing khéng
th€ bd qua mot s§ nguyén tic dang lvu ¥ va cdc y&u t§ cdn cin
nhic. Chiing ta s& 14n lugt diém qua cdc nguyén tdc va nhitng y&u
8 niy.

2.2 Mgt s6 nguyén tic cdn luu y khi b6 tri vin phong

Trude khi bit ddu t8 chifc khong gian lam viéc, ban cin ndm r6 mét
s& nguyén tdc b6 tri vin phdng. Phin niy s& cung c4p cho ban 4
nguyén tic: DPdnh gi4 nhu cdu, Phin tich m&i quan hé giffa céng
viéc, nhin vién va thi&t bi, Lua chon ban gh€, va Chi y cic y&u t6
lién quan.
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Qudn Iy co sd vdt chdt ciia vdan phong

2.2.1 Pénh gid nhu ciu

28

Giéng nhu khi hoach dinh c6ng viéc thi cin phdi n{m rd hién trang,
trude khi b8 tri vin phdng, hay c6 yéu cdu thay ddi cdch b& tri hién
tai, ban cin bi€t rd nhu ciu s& dung mit bing. C6 hai phuong phap
dé tim hi€u nhu cdu clia nhin vién trong bd tri vin phong.

Ban c6 thé bit ddu bing cich dit ciu héi trong bai tip sau day.

Thuc hanh 12 3 phut &

Mét s& ciu hdi sé dugc dit ra:

Bao nhi€u ngudi dang hodc sé lam viéc d diy?
Nhirng ngudi nay thuc hién loai c6ng viéc gi?
Cé ai c¢6 chitc vu ddc biét khong?

Cong viéc c6 doi hdi sy yén tinh, hay sy giao ti€p thudng xuyén
v8i cdc phong khdc hodc véi khdch bén ngoai?

Cin cdc thi€t bi g1 d€ phuc vu cong viéc?

C6 ai c6 nhitng nhu cdu dic biét cin dugc quan tim khong (ngudi
ngdi xe lin, ngudi thi€u ning v.v...)?

Khi c6 13i ddp cho cdc ciu hdi dit ra, ban di c6 cd sé d€ tién hanh
bd tri sip x&€p khdéng gian 1am viéc tai vin phong.

Mot phuong phdp khic 12 ban c6 thé liét k& ra mot bing phéin tich
nhu cidu mit bing ¢6 ndi dung tuong ty nhu bang dudi diy:



Qudn ly co sé vdt chdt ciia vin phong

Pé muc

S8 m?/ngudi

S6 ngudi | Téng cong (m?)

Phong gidm d6c

Phong cdc phé gidm déc

Phong hanh chinh

Phong k& toan tai vu

Phong kinh doanh
— ti€p thi

Phong k¥ thuit
(thi nghiém, nghién ciu)

Phong thu mua - vat tu

Khu vyc ti€p tin

Khu vuc sinh
& hanh lang, 18i di

Phong hop 16n

Phong hop nhé

Phdng photocopy & in 4n

Bu6ng chita vit tu,
vin phong phim

A5

Td ké ho so
Ci4c trang thi€t bi khic

T8ng cong
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Qudn IV cu 53 vdt chdl cia van phong

222

30

Khéng c¢6 quy dinh ciing nhic nio vé dién tich st dung danh cho
cd nhdn, nhung théng thudng cdc vi quén 1y, ngudi ¢é chitc vu thi
thudng dudc bé tri mat bing réng hon ddi chiit, tiy vao dién tich
mit bing chung ma céng ty c¢é duge.

Vi tri cia van phdng cling duge chon ty theo chifc ning c6ng viée.
Néu la vin phdng thu mua, cung tiéu thi nén b3 tri gin xudng hoic
kho d€ phuc vy sin xudt. Cdc phong ¢6 chiic ning ti€p xdc nhidu
vdi khdch thi nén bé tri & phia trudc, gan cng. C4c phong thue hién
chi y&u cong viéc ndi b thi nén sip x€p § phia sau hoic trén l4u
V.V..

Tém lai, di€u ddu tién khi ti€n hanh t§ chic vin phong 13 biét 6
nhu ciu, myc dich va chdc ning si dung ma co sd vit chat vin
phong sé phuc vu.

Phan tich mdi quan hé giGla dong céng vige,

nguodi lam viéc va thiét bi hé trg

Ban di tirng thim mdt phin xudng sdn xuft theo diy chuyén chua?
Vigc bS8 tri mdy méc thi€t bi va vi tri lam viéc ciia céng nhin trong
tirng khdu, titng céng doan ¢d tao cho ban 4n tugng gi khong? It
nh4t, ban ciing nhin ra tinh hgp 1y va khoa hoc ciia diy chuyén
c6 tinh d€n cdc y&u 1§ thao tdc, nhin cong va may. Pidu nay c6
¥ nghia gi d8i véi ngudi quin tri vin phdng?

Né&u ban ¢6 dip quan sit cich 8 chifc cong viéc gin véi viec sip
x€p chb ngdi cha mét s6 don vi dich vy ma ludng cdng viéc c6
thé md td theo tuyén sd 4 rdt 16 rét, nhe ngin hang, buu dién,
hdng hang khong v.v... thi ban thiy ré viéc b8 tri ¢dc vin phong
dé cling theo hudng han ché su di chuyén khéng cdn thi€t, cong
vige di theo chiéu xudi, trdnh phdi xuyén ngang hodc trd ngude
lai.

Vin phéng clia ban dugc bé tri nhu th€ nio? Hiy ciing tim hiéu
qua bai thuc hanh sau.
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Thuc hanh 13 7 phit &

Ban c6 nhin ra diéu gi khi so sinh so d6 ciia ban véi qui trinh x&
1y cong vin d€n cla nhan vién phong hanh chdnh nhé?

C6ng vin dén
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Chuyén
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V@i dong cbéng viéc don gidn trén ciing di c¢6 mdt s6 di€m cin
nhdc khi bd tri vin phong, vi du: khodng cdch di chuyén giita nhan
vién va sé€p, vi tri bain ddnh mdy hodc ban vi tinh so v8i chd dé
mdy in, khodng cdch tif bin nhin vién dén td hd so, phuong tién
hodc phuong thic chuyén the dé€n cdc phong khdc v.v...

Ty theo mic d6 phic tap ciia cong viéc ma viéc bé tri dugc nghién
citu sip x&€p hgp ly theo dong coéng viéc. N6i chung nén luu y:

nhin vién hoidc nhém cbng tdc ¢6 cOng viéc tudng ty nén bd tri
gin nhau;

cdn xem xét dé&n tinh hgp ly cia ludng cong viéc, va sy thuin tién
cla ludng thong tin;

nhin vién hodc nhém thudng quan hé vdi cdng chiing nén bd tri
gin cifa;

nhifng nhin vién c6 céng viéc cin tip trung suy nghi nghién ciu
thi nén b6 tri & nhitng chd it ngudi qua lai, yén tinh.

Lva chon ban ghé ddp ting nhu cu ngudi st dung

Khi tinh d€n nhu ciu ban gh&, ngudi quin 1y cin chd ¥ tao ra mot
moéi trudng lam viéc thodi mdi cho nhdn vién.

Biy gid ban sé thif nhin lai xem ban gh€ tai ndi 1am viéc c6 phu
hdp khéng trong bai tip sau diy.

Thuc hanh 14 5 phit &

T Ay L

.........................................................................................................

.........................................................................................................

........................................................................................................

Ban c6 thé da liét ké ra mot s& diéu, tuy vy, ban c6 thé xem xét
mdt s6 di€ém sau ddy khi lya chon ban gh& cho nhin vién.
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Nén diung cdc loai ban ghé thi€t k€ cé thd diéu chinh dugc d6
cao, d6 nghiéng, phin tya lung v.v... phd hgp véi vi tri va chirc
ning cia ho.

Ciing cin hudng din hoic nhic nhd nhin vién tao tu th€ ding khi
ngdi lam viéc d€ c6 thé duy tri 1am viéc 1au bi mét, khong din dén
thuong t6n do tu th€ 1éch, dic biét chi ¥ phin tua lung.

Ban gh€ nén bd tri sao cho ludng lwu chuyén (cd nhdn vién 1dn
gid'y t8) thuin tién va hgp ly.

T chd ngdi c6 thé xoay chuyén 18y hd sd, dung thi€t bi ma khong
phdi di chuyén xa va nhiéu, hodc phdi c§ v6i ngoai tim.
Cin sdp x€p sao cho 168i di phdi rong di d€ khong cdn trd viéc di
chuyén. Va ciing luu ¥ khéng d€ cho c6 nhitng vit cdn, diy dién
thoai, k& ti md v.v... c6 th€ 1am vuéng va giy ra tai nan.

Tém lai, cdch ma ban lya chon va sip x&p ban ghé€ khéng chi dnh

hudng ning sud't 1am viéc ma dén cd stc khde va sy an toan cia

nhédn vién.

Chu y dén cdc yéu té khéng khi, nhiét do, 4nh séng,
mau sdc, 4m thanh

Nhu da néi tr diu trong phin nay, ndi lam viéc dudc xem nhu 12
“ngbi nha th¢ hai” cda nhdn vién. Vi vdy, tao ra mdi trudng song
thodi mdi 1a m6t nhiém vu quan trong ciia ngudi quén ly.

Bay gid ching ta s& xem xét cdc y€u t6 4nh hudng dé€n mdi trudng
1am viéc trong bai tip k€& ti€p.

Thuc hanh 15 3 phit &

.........................................................................................................

.........................................................................................................
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Khéng chi c6ng nhdn hay ngudi lao d6ng tay chdn ning nhoc
thuding bi cdc bénh nghé nghiép. Hién nay ngudi ta ngay cang nhén
ra ngay chinh nhifng ngudi 1am viéc vin phdng ciing ¢6 I{m van
dé riéng. Cdc 18i than phién thudng gip 1i: hoa mit, giam thi lyc,
mau mét mdi, cing thing, viém/di ing dudng hé hip, dau lung,
méi ¢ va vai, 0 tai v.v.. . Trong pham vi cubn sich ndy, ching ta
khong di sdu vao chi tiét cdc tridéu chnfng, nguyén nhdn va cich
g1a1 quy&t. Tuy nhién, khi dé cdp dén ching, ngudi quin 1y rdt
cidn lvu ¥ dé€n cdc y&u t6 méi truding ¢6 dnh hudng d&€n sic khde
va ning suit cia nhin vién.

Théng gié / diéu hoa khéng khi. Vin phong cin dugc thdng thodng.
Viéc bo ti cifa s6, clta lha, théng gié cin phii duge tinh todn ngay
tif khi thi€t k€ xdy dung. Cc vin phong sit dung m4y didu hda khéng
khi nén chid ¥ duy tri nhiét d6 mdt mé thich hgp, khéng d€ qud lanh.
Ciing cin luu ¥ bui va st m mée trong phong mdy lanh 1du ngay.
D4&i véi phong ¢6 trdi thim hoic min day, thinh thodng cin dugc
md cifa cho thdng thodng. P&i véi cdc thit bi hién dai ding trong
vdn phong nhu mdy photocopy, mdy in v.v... ¢6 tda nhiét, cidn c6
cdch ki€m sodt khi bd tri ching.

Kiém sodt tiéng 6n. Vin phong trung binh ¢6 mtc dn 45 - 50 deci-
bel. D5 4n trén 100 decibel sé gay thu’dng tdn cho thinh gidc. Khong
¢6 thi€t bi do, ban c6 thé ddnh gis dd én qué 16n 13 khi khéng thé
nghe trd chuyén binh thudng & khodng cdch mét tAm tay. Tiéng n
thudng xuyén va khé chiu s& din dé&n tinh trang khé tip trung, d&
pham sai sét, ting mifc cing thing trong céng vidc va giy nhitc diu,
U tai, gidm thinh lre.

BE gidm do 6n, 1y tudng nhdt 1 chon vi tf dit vin phong noi yén
tinh, Nhung khi khﬁng dugc kén chon vi trf dit vidn phong, ban c6
th€ xem xét mot s6 cdch gidm 4n. Vi du:

» sk dung vat liéu (trAn, twdng, tim ngin, kinh cita, man — thim) cé
thé cdch 4m hoic thfm im

« didt riéng cdc thi€t bj gdy 8n (mdy in phun, miy photocopy,...)
trong phong cdch dm, hodc dit 1én b& mit 1am gidm am hodc
rung, hoic che bing vit Héu cdch 4m, thim am

» gidm dd 16n (volume) cha ti€ng chubng dién thoai

» day/che b6t miy in phun
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» bd tf ti€ng nhac &ém diu vao thdi gian gidi lao gidp gidm cing thing

» tao nép vin hda cong ty trong nhin vién, khéng nhat thiét phai
“di nhe, néi kh&”, nhung chi it cling khdéng vé tinh gdy ti€ng
dong 1dn, dn a0 noi lam viéc.

B Chié¢u sdng. Diy 12 mdt trong nhitng y&u 5 anh hudng nhiu dé&n
thi lyc (bén canh tinh thich hgp ¢da gh&€ ban va khodng cdch nhin
tdi man hinh vi tinh).

Anh sing cin phii:
» di sdng va khong l6e mit;
» dugc phin b6 ddng déu va chi€u ding hudng;

» chi€u tif trén xuéng hodc sau vai trdi ngudi ngdi lam viéc (n&u
thuiin tay phdi), khéng tao béng che tay viét.

Tranh d€ d&n qud gin tao dnh hudng v& nhiét. Nén ding dén tiét
ki€m dién ndng vd vdi dén huynh quang thudng ditng song song
2 béng d€ trinh d6 nhdy cita mot béng dnh hudng dén thi gic.

Van phdng ciing cé thé tin dung anh sing ty nhién qua cla s, trin
kinh hodc khodng md (gi€ng tr&i) trong tda nhi, nhung khéng bao
gi% bd tri ban 1am viéc truc dién 4nh sing tu nhién la vao tir cifa s,
va nén ¢6 man che thich hgp d€ tranh liic ning chi€u qu4 16e.

w Trang tri - mau sde. Van phdng cé th€ sit dung tranh, lich, hoa va
mau sfc cda tudng, rém, thim d€ trang tri. Cin chii ¥ viéc trang
tri ndy nhim tao &n tugng vé tinh hiéu qui cda vian phong d8i véi
ndi bd 14n vai khdch, néu dugc phong cdch vin héa cong ty va
that sy tao sy tién ich hé trg ning sudt cong viéc cliia nhdn vién,
gidm nhe sy ning né cla thi&t bi, cong nghé. Phudng chim trang
tri 14 thanh lich, hai hda, khéng qud ciu ki choin chd hoac chdi vdi
cdc tién ich chung khdc.

m Thdm. N&u trdi thim ciing nén ding miu nhe, vi c¢in chi ¥ ding
loai vat liéu thdm khdng din dién hoic khdng tao tinh dién vi tai
vin phdng ¢6 nhiéu thi€t bi dién thi nén thim din dién c6 thé d&
gdy digén giat.

m Cdy cdnh. Cdy cdnh gilp tao sy gin giii véi thién nhién va ting
dé im trong khong khi. Tuy nhién cdn dé phong siu mot, va nén
chon loai cdy thich hgp v8i viéc dit trong phong (khdng cdn nhiéu
4dnh sdng mat trdi, doi hdi chdm séc it,...).
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m Madch nhé vdi ban vé mau sdc:

Mau héng cam trong khdng gian tong tao cam gidc gin giii, m ciing.

Mau xanh nudc bién mdt, nhe tao cim gidc khodng dat trong mét
dién tich nhd hep.

Cdc mau nhat lam cin phdng c¢6 vé réng hon. Miu tring trin nha
phdn chi€u dnh sdng 6t nhit.

Maiu tudng tring hodc kem gidp gidm phin tim khi 1am viéc.

Cdc mau gdc, ddm nén ding cho bifu twgng, biu argng cla cong
ty, hodc mau ghé.

Xu thé€ hién dai con thi'y xudt hién cdc loai hinh vin phdng véi
khdng gian m3 (cdc chd 1am viéc duge ngin cdch bing cidy ednh
hojc tdm chdn kinh) gidp ting cudng sy giao luu, moi ngudi tréng
thdy nhau khi dang lam viéc, khéng c6 phong riéng, cita riéng,
Viéc bd tri theo cdch nay chiém it khong gian, tiét kiém nang lugng
diung cho miy diéu hda, dén v.v...

Lai ¢6 van phong b§ tri cum cdng viée hoic tram /nhém cong viée
dugc thi€t k€ theo nhiém vy cdng viéc vA nhu ciu cu thé (ban, ghé,
th hd sd, mdy tinh, dién thoai), theo nhém nhin vién c6 cbng viéc
li€n quan; hoic ding vich ngin da chic ning (linh hoat x€p md
theo yéu cdu, ¢6 b trf ké, gid, tim ghim...) t8 chitc khong gian md
nhung vin duy trl dugc tinh riéng tr biét Jap.

Nhin chung, dd ban lra chon b8 i vin phdng theo phong cdch nio,
diéu quan tdm vdn ludén Ia sy tién ich, thodi mdi vi an toan cho
chinh nhitng ngudi st dyng. Giéng nhu ngdi nhi cda ban, khéng
gian, m6i trudng 1am viéc 13 thong diép vé tinh cdch va hiéu ning
cia nhidng “chi nhin”.

Quan Iy khu vyc tiép tan

Ching ta di nghién cfu mdt s& y€u t6 tai ndi 1am viéc. Bdy gid
hiy xem xét mdt ndi mia 4n tugng dau tién sé & lai 1du dai vdi
khdch hiang. 6 1a khu vyc ti€p tin.
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3.1 Tam quan trong clia khu vuc tiép tan

Hay bdt ddu “nhin ngdm” khu vyc ti€p tin cla cong ty ban.

Thyc hanh 16 5 phit & B

Déi v6i cdc cong ty 16n véi mat bing rong rdi, khu ti€p tan c6 thé
1a nguyén mdt dai sdnh 16ng 14y va sang trong. Vdi cong ty nhd,
chi it diy ciing 1a mot chd ti€p khdch khang trang. D quy md nao
thi cdc cong ty cling dinh tdm quan trong diing mic cho khu vuc
ti€p tin vi ddy 1a ndi ti€p xiic ddu tién véi khdch hang, tao ngay
&n tugng ban ddu vé cdng ty. DSi véi phong hanh chanh trong cong
ty, khu vyc ti€p tin 1a diém giao ti€p ddu mdi lién két vin phong
v@i khdch hing, ma ciing thudng khi 12 di€m gip giita vin phong
V@i cdc khdch hang “ndi bd” trong ngay.
Chiing ta thit k€ mot s6 nhém ngudi thudng dirng chan tai khu vuc
ti€p tin nhé:

® khdch hing/thin chi cla céng ty

® cdc nhd cung \ng cho cbng ty

® cdc don vi dich vu d&€n thyc hién dich vy hodc chio hang

® ngudi cia cdc cd quan, cdc cong ty ban, v.v... dén quan hé cong viéc

® nhédn vién, nha qudn Iy cia cong ty thudc cdc chi nhdnh khic

® nhédn vién, cdp qudn 1y trong cong ty khi c4n ti€p khdch
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3.2 B6 trf khu vuc tiép tan

Dé& thé hién vai trd “ndi ti€p xiic diu tién, tao &n tugng ban dau”,
ban nghi xem khu ti€p tdn nén dugc bd tri nhy thE nao?

Ban ¢6 thé theo mot s8 tiéu chuin sau diy.
Quyét dinh vi tri

Trudce hét 1a vi tri, chdc chin 12 né dugc dinh mdt chd thudn tién
nhat d€ tiép xic vdi khdch (thudng 1a ngay mit tién cong ty t
¢ifa chinh budc vio), vi mit bing tudng xdng véi tdm véc cia
chng ty.

Phdn 4nh vin héa cdng ty

Cling nhuv phdong khich ciia nhid ban thdi, ban sé mudn khu vyc
ti€p tdn “ndi 1én” phong cdch va vdn héa cha cdng ty. Tuy vio
vin héa cdng ty dugc xdc 1dp ma ban lva chon cdch bai tri cho
khu ti€p tan.

Khu vyc ti€p tin nén;
» sach s€ va gon gang;
» khong tao cim gidc ¢6 sy cAu thi, thi€u chim séc;

« khdng trung bay nhitng gi cé th€ inh hudng dén dn wigng chung
vé& cbng ty (mot bigc tranh khda than rd't dep dudi con mét clha mdt
vi quin 1y nio dé trong céng ty, ching han, c¢6 nén dat tai khu tiép
tin khéng?).

Riéu tugng cla cong ty, tranh anh, lich, vat trang tri, binh hoa thudng
xuit hién & khu ti€p tdn. Nhung hinh dnh ¢4 nhdn, gia dinh, ngudi
thdn ciia nhan vién tidp tin thi khdng nén dit trong tdm nhin cda
khach. Mot s§ ¢ong ty vdi chudng trinh qudn trj nguén nhin lyc tich
cuc ciing thudng dat hinh dnh cdc nhin vién ¢ thanh tich xudt sic
tai khu vuc nady d€ biéu duong va tic dong dbng vién d€n toin cdng
ty, nhung ciing 12 d& thé hién tim mitc cda cdng tic nhin sy tai cong
ty minh, gidn ti€p tao &n tugng vdi khdch hang.

Sdp x&p khu vyc ti€p tin

Ban c6 th€ 4p dung cdc budc va nguyén tic trong phan T8 chite
khéng gian lam viéc d& 8 chitc khu vyc ti€p tin. Ban c6 thé nghi
d&€n mot s6 meo nhd sau diy:



Thuc hanh 18  5phut ¥

Qudn ly co 56 vat chdt ciia van phong

= Ghé& dé€ tiép khdch, va di ghé& cho khdch néu phdi ngdi doi

= Ban d€ dit nuSc mdi khich — (cAc cong ty trudc day thudng dat
sdn bd d4m tra) -

» Gid d€ treo nén, di hoic 40 mua

= K& nhd dat tai liéu thong tin vé cong ty (brochure, tJ tin V.V...)

hodc vai t3 bdo, tap chi (nhung chi y khong dé€ cdc s& bdo da qud
cii) '

= Quay ti€p tan ciing c6 thé b& tri dién thoai danh cho khéch,

~ ngoai dién thoai ndi bd

= Khu vye ti€p tin ciing khéng nén qud xa mét budng vé sinh,
phong khi can thi€t cho khdch.

Bay gid hay xem tinh huéng sau diy.
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Chic ban di dé& dang git lai cdc “danh ba dién thoai, danh sdch
dia chi va s& dién thoai thudng ding, tép gidy dé ghi chi” vi chiing
cAn thi€t cho c6ng viéc ti€p tin; va dep ngay cdc “ly tdch dung
dd dang, gat tan thuSc c6 tan, thic dn” dé git cho khu vuc ti€p
tdn dudc sach sé va lich su.

Con “thiép mirng sinh nhat”? Riéng tu qud, khong phd bay ra dudi
mit khdch 1am gi, ban déng y chi?

“Peén trang tri vd chiu cdy cdnh (ki€ng) nhd” néu phi hgp véi
khong gian chung thi cang gidp ting sy trang nhd cla ndi nay.

Nhung “chéng vin thu dén” thi nén dudc xit 1y nhanh chéng chd
khong d€ lwu thudng xuyén tai quay tiép tin.

Trir khi qué thi€u mat biing, “ti hd so, mdy in (thudng dung chung
cho nhiéu mdy vi tinh), bdng thong bdo ndi bo” ciing khong nén
b6 tri tai khu vuc ti€p tin d€ tranh sy “nhdn nhip” cia chinh nhin
vién cong ty tai khu vitc ndy, va ciing trinh sy ti€p can khong cin
thi€t cia khdch ddi vdi thong tin ndi bo.

At hin hoat dong trén da gitip ban ting thém sy chi ¥ d6i véi viéc
bé tri, t8 chitc khu ti€p tin tai cong ty clia minh. Bdy gid chiing ta
hiy nhin sang “phin mém” cia khu ti€p tin nhé.

3.3 Quén ly bg phén tiép tan

Ti€p tan dudc coi 1a ngudi ddu tién ma khdch hang ti€p xdc khi ho
dén vin phong. Ngoai hinh, ngén ng@, va hanh vi clia ngudi ti€p
tin phan 4nh hinh 4nh clia cong ty. Vi viy viéc dat ra cdc budc dé
quén ly ti€p tin 12 rdt quan trong.
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Qudn Iy co s& vdt chdt ciia van phong

Xdc dinh cdc nhiém vy chinh cta tiép tan

Ban hidy hinh dung xem nhin vién ti€p tin phdi thuc hién nhitng
céng viéc gi?

Thong thudng, nhdn vién ti€p tin truc thudc phong hianh chinh, va
tly theo quy md va chic ning ciia cong ty va cla vin phong, nhin
vién ti€p tin c6 thé s& dudc giao cic viéc lién quan d€n hanh chinh
- qudn tri chung, nhung cdc céng viéc chinh thudc nhiém vu ti€p
tin thudng la:

chdo, d6n khdch;

tim hi€u yé&u ciu cla khdch, huéng din dé€n ndi hoic ngudi lién
quan;

ti€p nhin va x 1y cdc cudc goi va cdc thdng tin qua dién thoai;
XU 1y sd bd thu tin /cdng vin di — dén;

x& 1y hodc chuyén cdc than phién, cdc cAu hdi hodc yéu ciu cia
khdch;

t6 chic viéc di lai (nhu diéu xe, gitp lo visa,v.v...);
t6 chitc sip x&p chd va trd nudc cho cdc cude hop thong thudng;
phu trdch vé vin phdng phim.

Xdc dinh cdc ky ndng yéu cdu

Dé thyc hién cong viéc, ngudi ti€p tin cin c6 mdt s& cdc ky ning
nhdt dinh. Thit 1am bai tdp sau day.

Thuc hanh 18 5 phut 8

.........................................................................................................
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Vay khi tuyén dung nhin vién ti€p tan, cdc cong ty thudng chi y
dén nhitng phdm chét va ky niing nao?

C6 thé k€ cdc yéu cau thudng dit ra v6i nhin vién ti€p tan la:
ky nidng giao ti€p t6t;

giong néi rd, dé nghe, bi€t bi€u 16 sur thin thién;

lich sy, nhd nhin, dn cdn, chu d4o;

hi€u bi€t va lvu y d€n hanh vi va viéc giao ti€p phi ngdn ngi;
khd ning t§ chic t8t;

k¥ nidng gidi quyét van dé, @ng xi linh hoat;

nhay cdm véi nhu ciu cla ngudi khdc;

bi€t thin trong, bdo mat khi cin thiét;

kién nhidn.

N&u ban chua lvu y dén diéu ndo trén ddy, hiy b sung vio danh
sdch clia ban.

P4t tiéu chudn cho tiép tan

V@i cdc nhiém vu va yéu ciu nhu thé, ban £t biét 12 d€ hoan thanh
thi ngodi mét s6 huéng din, dao tao cin bin, nhin vién ti€p tin
can dugc hd trg bdi cdc quy trinh, quy dinh r5 ring. Nhitng viéc
nay dugc thyc hién nhu th€ ndo tai bd phin ti€p tin trong céng ty
ciia ban?

Bai thuc hanh sau s& chi ra mot s§ tiéu chudn ma nhin vién tiép tin
phdi tudn theo.

Thuc hanh 19 5 phiit &

.........................................................................................................
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Qudn Iy co 58 vét chdt ciia vin phong

Ciing c6 thé goi diy 12 nhifng quy wdc, nhung néu khéng c¢6 chiing
thi rit d& x4y ra sy 16n x6n hoic diéu khong nha y. Thuc t&, vi
viéc qudn 1y vian phong va cbng viée ti€p tin thudng duge xem
13 chuy&n ma “ai cfing bi€t”, ai cling ¢é thé c¢é ¥ ki€n, ai cling
nghi 12 minh 1dm dudc cho nén ching ta cit d€ né wr nhién dién
ra, cho d€n khi nhin thi'y cé viéc gi dé bit cip, nghe than phién
hodc sy ¢& thi méi gidi quyé&t hiu qud hoic d6i phé. Tét hon hét,
hay d€ cho c3 vin phong, toin bd nhin vién, vi di nhién 12 nhin
vién ti€p tin, bi€t rd nhitng gi cong ty cho 13 duge va khong dudc,
nén hay khéng nén. Mét s& di€u can phdi luu y 1a:

Trang phuc tai ndi 1am viée (cd ti€p tin mic 4o “hai diy” hay 4o
sat ndch dugc khong? nhin vién mic quin jeans do pull dugc khong?
khdch mic quan ngin c6 mdi vé6 khéng?)

Khi cdn rdi chd ti€p tadn thi ¢6 th€ ving mat bao lau? Ai sé thay
th€ tam?

Cé ghi tén, chic vy, mdi quan hé, gid gidc d€n, di cla khdch
khong? Nhu th€ nao?

Céch thic x{ 1y cdc cudc goi, chuyén cudc goi, yéu cau chd, ghi
nhan tin nhin;

Ai dugc vu tién, thit to wu tién khi xit Iy cudc goi, khich dén, diéu xe;
Céc vin d& gl khéng dude tiét 16, hoic trao d8i qua dién thoai;
Pinh mitte trd nudc cho cdc loai khich, cdc cudce hop;

Mitc d6 quyén han x{& 1y cdng viéc clia nhdn vién tiép tan.

Trén diy chi 1a mdt 56 vi du, thuc t€ din bi€n da dang hon nhidu. Ngusi
quén l¢ vin phdong cin dén ddu bing cdch cing thio ludn va vach ra
v6i nhan vién G€p tAn cdc di€u cin théng nhit, ciing nhy ti€p tuc ghi
nhin va b8 sung khi cin thi€t d€ cho cbng viée ti&p tan va khu vic ti€p
tin thé hién 5t vai trd “bd miat” cla cong ty.
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4

4.1

Quén tri co sG vat chat cla van phong

Ching ta da “chim séc dic biét” khu vyc ti€p tan, nhung cdn cic cd
s& vat chat, tién ich chung cla cdng ty thi sao? Ciing nhu d&i v6i trdch
nhiém t& chic khdng gian lam viéc, phdng hanh chdnh thudng ddm
nhin viéc “d€ mit t6i” todn bd cd sd vat chi't cia cong ty.

Trang thiét bi

Trir thiét bi mdy moe chuyén dung clia khu vuc sin xuflt, cic trang thist
bi mdy méc diing trong vin phdng, tai cdc phdng chifc ning cin phii
¢6 danh muc diy dd v& ching loai, tinh nang, ngdy mua, han diing,
catalogue huéng din sit dung, va dugc thyc hién bio ti dinh k.

4.2 Phong hop, hi nghi

Phong hop cling cin duge chim séc nhu phdng 1im viéc hay phdng
khdch. N6 cdn dugc ddm bdo theo cdc tiéu chudn vé 4nh sdng,
thodng khi, nhiét d6, ban ghé ddy di va phid hgp; ciing nhyr ¢6
chuin bi cdc trang bi cin si dung cho muyc dich cdc budi hop (bing,
viét, gié lau, bing 14t ¢6 di gidy tring, man hinh, miy chifu v.v..))

4.3 Nha vé sinh

Ngoai viéc cdn b8 tri dd nha vé sinh tai cdc ndi thich hdp, cin gii
gin cho ding nghia cda ti¥ “vé sinh” (c6 ai d6 di noi, vé sinh 13 mdt
trong nhifng thit ma khi cé a6 thi khéng ai € ¢, nhung khi khong
¢6 n6, ngudi ta nhin bi€t ngay). Piy 12 ndi cin sy sach s& tdi da va
can b8 i ngudi chim don thudng xuyén, ddm bdo di do sdng, nudc,
va gifly vé sinh. C6 thé trang tf tao vé twai mét hay sang trong. Khéng
nén lam dung thudc xit khit mdi vi ¢6 thé gdy thém mii khé chiu.
C6 thé ban khéng ngd, nhung ndi nay ciing ching kém gi phong
khdch, 12 ndi thudng tao sy ddnh gi4 vé céng ty ciia ban diy.

4.4 Cdy xanh, sdn bai

Du ¢6 ¢d khodng sin rng vdi cdy xanh béng mdt, thim cd va 181
di 14t gach hay chi 14 mdt ming xanh, mdt vai chiau ki€ng mang
thién nhién gin lai ngi 1dm viéc thi cling khéng nén coi nhe viée
chim séc ching. L4 da, hoa dd tin, ¢ khd, chiu diy bui v.v... thi



Qudn Iy co sé vt chdt ciia van phong

tha khong c6 cdy ki€ng con hon. Ciing nhu thé, ban sé nghi sao
khi thdy trong phong khdch cdng ty c6 hé c4 bé thé€ nhung nudc
duc, bdm réu va... thim chi ¢6 cd chét chua vét ra! N&u khéng
phin c6ng dugc ai chim séc thi nén s dung dich vu bén ngoai
khi céng ty c¢6 nhitng mdng xanh.

4.5 Ché nghi ngoi

Cédc cong ty vira thudng thu x&€p chd nghi ngdi cho nhin vién,
khong phdi d€ ngi truva, ma 1a mdt ndi thu gidn, c6 gh& ém, khong
gian yén tinh thodi mdi, thim chi ¢6 thé c6 nhac nhd, ém diu gitp
gidm cing thing trong mudi phit, nha't 1a d6i véi cdc van phong
ma coéng viéc yéu cdu sy tip trung cao hay tinh sdng tao. Cong ty
nhd thudng it ¢6 diéu kién b6 tri chd nghi ngoi cho nhan vién.
Tuy nhi€n, trong vin phdong ciing nén c¢6 mét chd d€ nhin vién
dén 1ay nudc, ca phé hoic tra, c6 khi 1a vai thitc 4n nhe giita bita;
thudng khi dugc dit mot ti lanh, binh nu6e, hodc c6 ca 1d vi séng.
Nén b6 tri chd nay sao cho nhin vién c6 thé c¢6 dudc tAm nhin
khdc di so v6i ndi that vin phong, gin cia s§ tréng ra vudn ciy
hodc cta kinh nhin xung cdnh quan, dudi phé, ngoai trdi, ching
han. Mudi phit thay d§i hoat dong trong sudt cd budi sé cé tic
dung 13y lai cén biing trong trang thdi cla nhin vién, tao lai hung
phan khi trd lai ti€p tuc cong viéc.

4.6 Vin phong phim

Thuc hanh 20 5 phit 3

3

.........................................................................................................

.........................................................................................................

.........................................................................................................
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Hiy nhé xem vin phong cida ban 43 tirng gip cdc vu dai loai nhu
th€ nay chua nhé:

Ban dang photocopy gin xong tai ligu cho cdc dai bi€u cla phién
hop chi€u nay thi hét gidy, ching con xin cia phong nao dudc nita.

S&p “mdng vOn” vi cdy viét ban chuin bi cho s&€p ky hgp déng ra
myc khong déu, [Am cho nét ky bi lem nhem.

But chi mua 8 hép (hdp 6 ciy) cho van phong c6 5 ngudi ma chua
d€n nita thing thi da hét sach, ma ¢6 ai phdi v& hoa gi diu (chi c6
nudc vira viét vira gim hay saoc dy!ll).

Todn 13 nhitng chuyén nhd, nhung byc minh, phdi khéng?

Va thong thudng phdng hanh chdnh s&€ dam nhan trich nhiém niy
cho toan c¢dng ty. V4i cdc dich vu cung itng vin phdng phim hién
nay thi hoan toan ¢6 thé dit hing qua dién thoai va dudc giao tin
noi. Pi€u quan trong 14 ¢6 quy trinh vd chuin muc thich hop dé
phuc vu ¢dng viéc, tranh gidn doan khdng ding c6, ddng thai ciing
x4y dung théi quen va trich nhi€m s dung hdp Iy vin phong phim
c¢ho phin vién.

Ty theo tinh chit hoat déng cia cdng ty ma vin phdng quyét dinh
nén mua chia s& lugng 16n d€ giim chi phi hay nén mua di ding
vi t6 chifc viéc quin 1y vit phim vin phong.

Phong hinh chinh c6 thé dit hiang cho cd cd quan theo yéu cidu
cla titng phong. Cdch niy ti€t kiém chi phi vi tip trung mua nhiéu
¢6 gidm gid, ding chuin va theo dinh mic clia céng ty. Vin phong
nén ti€n hanh khdo sit, dy trit yéu cdu va dua ra dinh mitc hdp 1y,
ciing nhi 14p s&n cdc miu yéu cdu vin phong phdm hoic phi&u dat
mua vin phong phim ... th&ng nhit.

Ciing ¢6 thé d€ cho m&i phong ty mua, nhu thé s& linh dong, dugc
giao hing nhanh, thich tng nhu cdu riéng cia phong, nhung phii
c6 quy trinh kiém sost thich hgp.

N&u ¢cbng ty diing nhiéu vin phong phim thi nén b8 tri ti dung cho
cdc loai thudng xuyén 6 nhu ciu (nhu viét, kep gidy ...). Moi ngudi
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c6 the tr dong 18y va sau d6 dién vao sd. Cach ndy ddp Ung nhanh
cho nhin vién khi dang lam viéc, nhung d& giy ra hao hut.

Mét cdch khic 12 phin cong ngudi phu trdch (ban c6 nhé mét trong
nhitng viéc cia nhin vién ti€p tdn khéng?). Lim nhy viy thi chit
ché nhung chidm, bt tién khi cin gip.

Tuy khéng 13 hang hoa hay sén phim chii luc clia cong ty, nhung viée
bio quin vin phdng phdm ciing dit ra modt s didu déng luu ¢:

» Khéng d€ ndng chi€u truc iép vao

« Khong d€ trong khéng khi £m

» X&p cdc loai thudng dimg phia ngoai, noi d& 14y

» Loai ning x&p bén dudi

= Cdc thif nh6 x&p chung nhém lai, nhung ¢6 ngin riéng

= Ghi chi 16 trén k& hodc ngodi bia hop

= Duy tii thit tv ngan nZp, dep ngay cic vé hép, bao bi

= (6 danh sdch cip nhat tinh trang t5n kho / hing dang c¢6 sén

Ban thdy ddy, quidn 1§ vin phong bao gdm viéc chim lo “tY nhé tdi
1dn, tir trong ra ngoai”, nhur mdt tay hiu cin min cén, nhung diy chinh
B sy th& hién mot trong c4c vai trd clia vin phdng: “trung tim hoach
dinh va ki€m so4t cic hoat déng, dim bio thudng nhat (quy trinh chi
tiéu, dinh mdc v.v...)” md ching ta di ban bac & Phin A.

Quan Iy viée sif dyng ngudn cung ing va
dich vu bén ngoai

Ngoai viéc phdi mua nguyén vit liéu cho sdn xudt, mua thi&t bi, vat
phiam phuc vu hoat ddng, cc cbng ty di & quy md nao ciing thudng
cdn dén viéc st dung dich vu cung #ng ti¥ bén ngoai. Hi€m c6
cong ty nio ty t6 chdc thye hién hodn todn moi viéc nim trong
cdc bude clia k& hoach nhdm dat d&€n myc tiéu clia cOng ty.
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5.1 Tai sao phdi st dung nguén cung Ung va

dich vu bén ngoai?

Ban c¢6 thé trd 13i ciu héi ndy sau khi thyc hién bai tip sau day.

Thuc hanh 21

5 phut P

..................................................

.......................................................

Ban c¢6 thé nhédn ra cdc loai dich vu ma cdng ty ban s dung dich

vu bén ngoai.

Cong viéc théng thudng
Chuyén thu

Chim séc hoa kiéng
Photocopy s6 lugng nhiéu
Thi€t k€ miu ma

Cong viéc phic tap

Vé sinh

Phuc vu bita dn

Sita chita va bdo tri mdy mée

Thi€t k€ phin mém

Ban c6 thé€ k& ra hang loat céc loai dich vu rit da dang va khdc biét.

Pudng nhién d6i vdi cdc loai nguyén vit liéu, trang thi€t bi, mdy
méc, vit phdm cin thi€t d€ tao ra sén phim hay phuc vu hoat dong
cia c6ng ty thi vin phong da thudng xuyén c6é quan hé vdi cdc

bén cung tng sdn phim.

Nganh céng ngiép dich vu da trd nén ngay cang quan trong trong
nén kinh t&€. C4c nha kinh t&€ lu6én nhin vao ti 1& ting trudng cla
nganh céng nghiép nay d€ do ludng sy phdt trién kinh t& bdi vi
né 1a bi€u tugng clda sy chuyén biét héa trong cong viéc.
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D€ trd 13i ciu hdi tai sao va khi nio thi cong ty s dung dich vu
bén ngoai, hdy trd lai vdi loat dich vu dugc néu 8 hoat déng 21
vira r6i. D0 ching da dang va khdc biét, vin ¢6 thé thiy diém
chung nhit cia tdt ¢4, d6 14 chiing ddp tng nhu cdu hoat déng
cia cdng ty trong cdc chng vige, cdce linh viec ma cdéng ty khéng
¢6 sdn chuyén mén, kinh nghiém hodc ngudn luc dé thuc hién.

T d6, chiing ta s& c6 thé suy 1a cdc I¢i ich edia viée sit dung ngudn
cung ng dich vy tir bén ngodi 1a:

m ting hi¢u qua cong viéc khi cong ty chuyén mdt s§ chifc nang cong
viéc cho bén ngodi ¢d chuyén mdn sdu hdn, ¢é kinh nghiém va
khd ning t8 chifc thyc hién t8t hon thay vi cong ty t lo liéu fim toi
lam 18y viéc 4y. Bing cich ndy, céng ty cang ¢é th€ (dp trung ngudn
lwc cho cdc chifc ning cdng viéc chinh thudc tim nhin va s ménh
clla c¢Ong ty;

m giam chi phi, cong ty khong phdi dau tv Idn vé thi€t bi va con
ngudi; déng thdi cling gidm chi phi quin Iy diéu hanh, trdnh du
thira nhan lve cho cdc viée khong chinh y&€u, khong thudng xuyén;

m ¢6 cd sd d€ hdo ddm chit lugng, vi trong mdt moi trudng canh
tranh, cdc cd sd cung wng dich vu ¢6 dong cd d€ “bin” dugc sin
phim dich vu clia minh bing cdch luén luén cham lo, duy tri chit
lvgng dich vu mi ho cung fng.

5.2 St dung dich vu bén ngoai nhu thé nao?

Chiing ta di phén tich cdc l¢i ich va bi€t khi nio thi cbng ty nén
st dung ngudn cung ¥ng dich vu tl¥ bén ngodi, nhung c6 cin phii
qudn 1y viéc ndy khong? Hay thit hinh dung n&u khdéng qudn 1y
thi moi viéc sé ra sao.

Vi du: gifta thang Tv trSi néng nhy thiu ma hai may lanh déu hy,
goi nhiéu lin ciing chua thiy ai t6i sita; hay 13 suit com trra ngay
cang t&, anh em chiéu nio mdi 4 gid 4 thiy déi 1di; hoac nifa, phin
mém xuit héa don chay th€ nio ma thing nay khdch hang kién cdo
lung tung 1&n; va ca chuyén nhd nhy ciu chuyén ciy viét ky hop dong
cia s€p khong vi&t dudc, ban cdon nhd khong?

Cé thé trdnh dudc phin 10n cdc sy ¢d twong tf khi vin phong danh
ra it thdfi gian t8 chidc va quin 1§ ngudn cung ng ci san phim lin
dich vu tir bén ngoai.
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Xin trao d8i v4i ban mot s viéc vin phong nén thue hién:

Lép danh sach cac thif thudng mua, c4c dich vy thudng ding; céc
sin phim va dich vu d3 timg cin dot xuit, ¢6 ghi nhin 5 s6 ludng,
s6 1dn, gid hoic chi phi, va ngubn cung @ng.

Cé danh sdch vdi @i chi i€t can thi€t vé cdc nhi cung dng ma
cong ty dd vd dang st dung. Laru lai mot tip cdc quang cdo va
danh sdch cdc noi méi chiao hang (ching ta sé& luén cin théng tin
thém, théng tin mdi d€ so sanh va trdnh thiét hai cho cdng ty khi
st dung cung Wng ddc quyén).

Ghi nhén cdc phdn dnh, cdc ¥ ki€n than phién trong ndi bd (tir
nhitng ngudi trye ti€p st dung) v& cdc sén phdm va dich vu dang
dudc cung dng.

Pinh gid theo cdc tiéu chudn. Cin dinh k¥ ddnh gid nha cung ving
d€ c6 nhitng chdn chinh kip thdi (xem xét cdc thay d8i vé gia,
chit lugng, v.v...).

Cdc tiéu chi thudng duge quan tdm 1a:
» chit lugng (miu mi, cung cich phuc vu v.v..)

» gid, cdc khd ning gidm gid v yéu cidu vé phuong thic thanh toan
(c6 cho ud sau, trd chdm, thanh to4n nhiéu k¥, chuyé&n khodn v.v...
khéng)

» dich vu hiu mii hoic dio tao chuyén giao
» Igi ich l4u dai (so sdnh gid ¢6 tinh d&€n chi phi van hinh)

v thdi han giao hang hodc cung @ng dich vy, khd ning cung ng
theo thdi gian hodc theo s6 ludng yéu ciu

» chii tin rong giao dich

Piéu nay s& tiy thudc nhiéu vio nhu ciu vi cdc vu tién cha cbng
ty, tuy nhi€n khi vin phong x4c 1ip dugc cdc tiéu chi cang rd ring
thi cang trinh dugce cde phién toai v& sau, nhit la déi véi cdc giao
dich ¢6 gid tri 1dn. T8t nh4t 14 ngudi phu trdch thu mua hay hdp
ddng dich vu c6 duge 1y gidi xdc ddng cho sy lwa chon ngudn cung
\ing ctia minh, vdi 1gi ich cla cdng ty dugc dit 1én hing d4u.

Pén ddy ban da xem xét cdc vAn dé qudn 1y co sd vt chit cia
vin phdng bao gém quan 1y khéng gian lam viéc, quan 1y khu vue
ti€p tdn, vd qudn Iy dich vu cung vng t bén ngoai. G mdi vin
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dé, ban dugc cung cip cdc nguyén tic va cic budc d€ quin ly

mot cdch hién qud. Phan ti€p theo s& gidi thidu véi ban cich quin
1y mdt ngudn luc qui bdu khdc cia vin phong: théng tin.

Hay tu dénh gi 2 10 phut X

I Vin phong cilia ban sdp ti€p nhén 2 nhin vién méi, viy t6ng s&

nhdn vién s€ 12 7, s€p cia ban cho phép chuyén sang mét cin
phong khéc réng hon trong cliing mdt tdoa nhi. Hiy liét ké cic yé&u
t6 ndo ma ban cdn cin nhic khi chuyén phdng, va céch thifc ban
gidi quyét ching.

.........................................................................................................

.........................................................................................................

2 Trong cdc nguyén tic quin tri tién ich chung, ban tim dic véi didu
nao? Tai sao? Ban s& #ng dung ching nhu thé€ nio tai don vi cia
minh?

3 An wong t6t ma b6 phin ti€p tin ¢6 thé tao ra duge 12 gi? Nhd vio
cdc y€u t§ nio?
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4 Ban thudng uu ti€én xem xét khia canh ndo khi lya chon st dung
m6t nha cung ¥ng (dich vu hojc sin phim)? Tai sao?

Ban ¢6 thé fim d4p 4n cho nhitng ciu hdi niy & phdn Pdp dn bai
tdp tu ddnh gid & cudi sach.
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6 Tom tat

@
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7 Suy ngam

Biy gid ban danh 5 phit dé suy ngim nhitng vin dé vra nghién

1]
B @;! cifu va nghi xem ban s& 4p dung chiing vao thuc t& cdng viéc cla

ban nhu th€ nio? Hay viét ra nhitng suy nghi cda ban:

A! Téi di hoc dude ...

Ap dung khi nao?

Al T6i d3 hoc duge ...

...................................................... Ap dung khi ndo?
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Phan C

Quan ly 1 DAn nhap

thﬁ ng tin Pa c6 khi nao cong ty cla ban bd 13 cd hdi

ky mét hgp dong chi vi vin phong khéng
kip g hé sd di ding han? Hodc chi nhian
dudc khodn thanh to4n clia khich hing sau
4 1an xud't héa don vi ghi sai dia chi? Hay
1a khéng quyét dinh dugc thdi di€m tung ra
m Ddn nhdp mit hang mdi vi chua c6 co s& di lieu ddy
di va cdp nhat vé mang lui phan phdi cia
minh? Hodc cdng ty phdi lam lai hd so ding

m Théng tin co gid tri

m Qudn Iy thu tin k)’f’]ao dc}ng cho mdt s6 nhan vién vi da lérr:
thdt lac gidy chifng nhdn ding ky? Va c6 thé

W H¢ thong luu trit/qudn 1y cing khong it 14n ban nghe cdc 13i than
hé so, van bdn phién vé€ cdc giao dich qua dién thoai ma

khdch hang nhin thdy kém hiéu qui, thong

m Tiép nhdn va xu ly tin trao d6i khéng r6 ring, khéng dudc

théng tin qua dién thoai chuyén téi ngudi cin nhin, thim chi khdch
a Tom tdt phdi chd mdy qud ldu hodc bi ngit mdy &

diu kia ma khéng hi€u vi sao.

Suy ngam Thong tin 12 mét thit tai sin. Thong tin lién
quan dé&n cdc vin dé nhv gid cd, giao dich,
sdn phdm, va khdch hing. Théng tin la
ngudn luc ma cong ty st dung d€ ra quyét
dinh va hoat dong hing ngay. Ti€p cin véi
ngudn thong tin chit lugng cao va cip nhat
c6 thé mang lai nhiéu 1di ich, ting hiéu suit
va gidm chi phi.

Trong b6i cdnh clia moi trudng kinh doanh
ning dong va vdi sy bung nd théng tin cla
thdi dai cong nghé thong tin va ky thuit so
hién nay, cdc cdng ty c6 di€u kién tng dung
nhi€u phin mém quin Iy, xiy dung cic hé
théng quin ly théng tin hién dai trén méy
vi tinh, trén mang. Trong pham vi cudn sich
nay, véi d6i tugng 1a cdc nha qudn ly va
ngudi 1am cong tdc qudn tri vin phong cia
cédc cong ty vira va nhd, ching ta s& dé cip
dén cdc vin dé thi€t y&u lién quan dén viéc
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quan 1y cdc dang théng tin phd bi€n nhi't: thu tin, hé sd luvu tril v
thdng tin qua dién thoal.

Véi tirng loai hinh thdng tin, ching ta s& trao d8i cic ndi dung vé
tinh ning, nhiém vy cda ching, cic quy trinh, quy udc thong thudng
va mot 5§ k¥ niang cin thi€t khi xi 1§ thy ¥, qudn 1y hd so, vin ban

hodc¢ cube goi.
Khi hoan tit phin niy, ban sé& c6 th€ thyc hién t8t hon viéc:

= Néu tim quan trong clia viéc quin 1y thoéng tin trong vin phong;
a X4c dinh myc dich va nhiém vy clia viéc qudn 1y thong tin;
m Mo td cdch thi€t 1ap hé thdng qudn 1§ thy tin;

m M5 td cdc phuong thite lwu uit hd so phd bi€u va ting dung vao thuc
t€ cong viéc luu ¥ tai vin phdng cla minh;

m Xic dinh cdc quy trinh, chudn muc va k§ ning giao ti€p qua dién
thoai trong vin phong.

2 Thong tin cé gid tri

Théng tin 14 mét trong nh¥ng nguén lyc cia moi doanh nghiép.
Khéng c6 thong tin, khdng ai trong cbng ty c6 thé thwe hién bat cd
hoat d§ng ndo.

Phin ndi dung ndy s& tim hi€u théng tin 12 gi, cu thé, théng tin 5t
12 gi, va nhitng nhu cAu v& théng tin clia doanh nghiép trong nhitng
tinh hudng khic nhau, Ching ta sé bin bac cdc ngudn thong tin, va
cdc cdch thitc d€ x4c dinh gid tri cla théng tin ma ching ta thu thip
dugc.

2.1 Nhu c4u théng tin

Thuc hanh 22 5 phiit &

.........................................................................................................
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Doanh nghiép slt dung thong tin cho nhiéu muc dich kh4c nhau; nhirng
chiing ta ¢6 th€ phén loai ba muc dich chinh nhy sau: giao dich, ap k&
hoach va ra quyét dinh, kiém soit va do ludng hiéu qua.

Luu gi® cdc giao dich

Luit phdp yéu cdu doanh nghiép phii luu git nhilng giao dich vé
k& todn, thu&€ cho muyc dich ki€m todn hodc tuin thi cdc hgp ddng,

Théng tin vé cdc giao dich trude ¢6 thé ding nhu mét ngudn di

lidu thd d€ 18p k& hoach va ra quy€t dinh, hodc ding d€ ki€m
sodt va do ludng hiéu qud cbng viéc.

Trong nhiftng doanh nghiép hién dai, viéc thu thip cdc dif liéu giao
dich do cdc chudng trinh mdy tinh thyc hién. Ldy mét vi du don
gidn, n€u ban lvu mét vin bidn trong chudng trinh Word, chudng
trinh s& ty ddng ghi lai c4c thong tin nhyt ngdy gid, s& 14n didu chinh,
tén tdc gid, v.v... N&u ban si dung chuong trinh k& todn d€ xuit
héa ddn, chudng trinh s& ty déng cho s6 héa don ti€p theo va s&
khong cho phép ban vi€t chdng 1&n hay hiy s6 héa don d6.

Lép k& hoach va ra quy&t dinh

Mot quyét dinh 12 k&t qui ciia sy lwa chon t nhidy ngudn hanh déng.
Théng tin cin thi&t cho quyét dinh 12: Chi phi cho céc giai phip khdc

nhau 13 bao nhiéu? Mot gidi phdp s& m4t bao l4u? Bao nhiéu nhin
s¥ vd miy méc cin thi€t? Ai sé 1a ngudi cung cdp vit lidu t8t nhat?

Ki€m soét va do ludng hiéu qud

Mot khi k€ hoach duge thyc thi, nhat thiét phii ki€m sodt hién qua.
Théng tin cdn thi€t d€ ddnh gid k& hoach ¢6 sy sai léch hay thye
hién nhu dy dinh. N&u ¢6 vén dé, cdc hanh dong didu chinh cin
phdi dugc thye hién.
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2.2 Théng tin tot
Trudc hét ching ta cin phin biét di¥ liéu va thong tin.
m Cdc sy kién va con s6 dugc goi la dif liéu.
m Thong tin 1a di liéu da dugc xu ly.

ﬂ Théng tin 12 dit liéu da dudc phin tich va x{t 1y d€ c6 ¥ nghia.

P& trd nén thuc sy hitu dung, théng tin cin phii c6 mot s& phim
chi't nhit dinh. Ban hdy thit nghi vé nhitng y&u t§ quan trong cho
viéc chuyén ddi tir dir liéu sang théng tin. Cdc y€u t& d6 la:

ACCURATE.

Accurate — Chinh xdc

Complete — Hodn chinh

Clear — R0 rang

User-targeted — Hudng dén ngudi st dung
Relevant — Lién quan

Authoritative — Tin cdy

Timely — Ping lic

m =3 »> " C O O >

Economic — Ti€t kiém

Thuc hanh 23 10 phit &
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Chinh xdc

Théng tin cin phdi chinh xdc nhy ngudi st dung muén. Tuy vay,
théng tin chi cin chinh xdc viva dd cho muc dich s dung va khéng
di vao cdc chi ti€t khong cin thi€t chi bdi vi ban ¢6 thé ¢6 dudc.

Hoan chinh

Hoan chinh khdng c¢6 nghia 14 ban phdi cé it cd dif kién vé sy kién
d6. Nhung ban nén cé tdt ¢4 nhitng thong tin ban cin dé€ ra quyét
dinh ding,

Khéng c¢6 gi quan trong bi bd qua.
Khoéng ¢6 gi khéng quan trong dude dva vio.
R& rang

Théng tin nén 8 ring d8i véi ngudi st dung. N&u ban khéng hiéu
‘diing, ban s& khéng st dung ding. V1 viy viéc chon kénh trao déi
théng tin ding va cdch phd hgp nhdt d€ trinh bay théng tin 13 rit
quan trong.

Mot s8 thong tin dude trao d8i 16t nhi't bing dién thoai hay gip gd
true ti€p, trong khi d6 nhitng thong tin khic chi cé thé trao d8i hiéu
qud bing ch vi€t vd con s6.

Hudng d€n ngudi sit dyng

Thong tin 16t duge di€u chinh theo nhu ciu cla ngudi sif dung. Ban
c6 thé nghi d&n khich hiang bén ngodi v khdch hang ndi b6 clia
vin phdong ban d€ gdi théng tin phd hdp.

Lién quan
Théng tin phdi lién quan d&€n muc dich cda ngudi si dung.
Tin cay

Ngudn théng tin thi phdi cing tin cdy cing t6t. Sy ddng tin cia
thong tin ngdy cang rd nén quan trong vi ¢6 qud nhiéu théng tin
tl¥ cdc ngudn khdic nhau.

Paing hic
Théng tin cdn kip thdi khi ra quy&t dinh.
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Tié't kiém

Lgi ich ma théng tin mang lai phdi 16n hon chi phi thu thip va phin
tich thong tin d6. P4y chi 1 vin d& m4t bao nhidu thdi gian d€ thu
thdp thdng tin vi cdc ngudn lyc cin thi&t.

2.3 Kiém tra gid tri

Théng tin ma ban thu thip phai 13 thong tin 18t trong 4t cd cdc khia
canh. Thong tin ¢6 gi4 tri phdi chita dyng hai phdm chat: Chinh x4c
va Tin ciy.

C6 hai cdch & ban kiém tra gid tri cfia théng tin.
Ki€m tra nhip dif liéu

Ban c6 thé kiém tra hai 14n sau khi ban viét hodc ddnh mdy. Ban cé
thé di 1am chuy&n nay nhw 13 mdt théi quen khi ban ghi chi trén
dién thoai bing cdch doc lai nhitng gi ban dd ghi chd vdi ngudi ban
dang néi chuyén.

Van d€ véi viéc kiém tra hai Jin 12 m4t thoi gian gdp d6i. May min
12 phin 18n c4c dit liéu khi nhip vio mdy vi tinh déu dugc kiém tra

gid tri cla dif li€u va bdo cho ngudi si dung khi d¢ liéu khéng chinh
xdc.

Ki€m tra ngudn

Ki€m tra xem ngudn thong tin ¢6 ddng tin cdy hay khéng mét 1in
nifa 12 vin dé ki€m tra hai 1in, chi khdc 12 14n ndy ban kiém tra mot
ngudn khic.

Mot s8 ngudn ban cé thé ki€m tra.

Ki€m tra nhitng gi ban d4 biét chic chin.

Kiém tra nhitng gi ban cho 12 hgp 1¥.

Kiém tra nhilng gi ban dé ding tim thiy.

Kiém tra biing cdch thyc hién thém cdc nghién ciu.

D2 ban ki€m tra bing cdch nio di nfa, cdc nguyén tic chung la:

H4i ai 1a ngudn cda théng tin vi néu cé thé, trao d6i vai ngudi d6
xuit X1t clia thong tin d6.
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m Hoi ai 12 ngudi quan tim nhiéu dé€n viéc c6 dugc théng tin chinh
xdc n€u ¢6 thé, trao ddi véi ngudi d6 xuit xit cla théng tin dé6.

C6 dugc théng tin 6 gid tri 1a rd't quan trong d€ t6 chic va qudn
ly thong tin trong vdn phdng. Phin ti€p theo s& tim hi€u 1am thé&
nao d€ qudn ly thong tin thong qua thy tin, hé théng lvu tri¥, va
giao ti€p qua dién thoai.

3 Quan ly thu tin

Khéng ké dén loai hinh thu dién ti, da phin hoat dong cia doanh
nghiép vin dva vao cdc giao dich truyén thong vdi khdch hing
théng qua thu tin. Nhu da dé cip, viéc xdy dyng hé thSng thy tin
hi¢u qud sé& gilip gidm chi phi, ting ning sudt va chit lugng dich vu
ciia vin phong déi vdi khich hang.

3.1 C4c giao djch thu tin

Thuc hanh 24 5 phut 8

Céc giao dich thu tin c6 thé dudc glti qua dudng buu dién, dudc
chuyén phat bdi chinh nhin vién cia céng ty, hoic giti qua fax, qua
thu dién td.

Chic ban da c6 mdt danh sdch cdc loai thu tin ma vin phong ban
thudng gidi quyé&t. DA vin phdng ban 16n hay nhd, dudi diy 1a mét
s6 loai thu tin ma ban c6 thé da gip.

V& tinh chdt, thu tin c¢6 nhiéu dang: khdn, chuyén ph4t nhanh, thir
bdo ddm, thu mit, thu thudng, thy mién cudc, dién tin, dién bdo,
buu phdm, géi hang, kién hang v.v...
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V& néi dung thu sé chia thanh nhiéu loai ma ngudi xi& 1y thu tin
can bi€t phan biét d€ c6 cdc hanh dong phd hgp. Nhin chung, ¢é
thé€ phéan thanh cdc loai chinh nhu sau:

Thu giti cho cong ty, chi ghi dia chi céng ty

Thu giti cho mét phong, hay mét don vi trong cong ty

Thu giao dich c6ng viéc cia cdng ty c6 ghi dich danh ngudi nhin
Thu dé tén cd nhin — thu riéng

Théng bdo, vin bdn... tif cdc co quan qudn ly

Thong tin, tu liéu do cong ty ding ky véi don vi xud't bin hoic
phdt hanh

Tap chi, an phim do céng ty dit mua
Thu gidi thiéu, chio hang, quidng cdo v.v... clia cdc noi khdc

Cdc vin phdong hién dai cé thé ty trang bi nhiéu loai cong cu hd
trg cdng tdc thu tin nhu mdy phdn loai thu, mdy ddn, niém thu,
mdy déng diu tem cudc (n€u c6 thda thuin vé mic cudc phi vdi
buu dién) v.v... Pa s6 vin phong vin thao tdc bing tay khi lugng
thu khéng qud nhiéu d&€n mdc phdi ddu tv mdy mée cho loai nay.
Diéu quan trong 13 vin phdng nén ¢é dudc céc huéng din cdp
nhit ciia nganh buu chinh vé c4c loai dich vu, cdc mic gid, cudc
phi clia tirng loai dich vu ma vin phong thudng st dung, cic quy
trinh cin thi€t theo yéu cdu ciia buu chinh (trong luong, cin, kiém,
quy udc ghi trén bi thu hodc bao bi buu phdm v.v...) d€ trdnh mat
thdi gian va lang phi.

3.2 Xit Iy thu tin
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Th{r so sdnh qui trinh cia ban v8i cdc budc cin ban dudi diy,

Thu dén Thu di

1 k¥ nhén, néu cé yéu cau 1 x€p thu nhiéu trang theo th ty,
ghim, kep bim néu cin

2 phin loai thu 2 kiém tra thu di cé k¥ tén
(d6ng ddu néu cin)

3 déng diu hoic ghi 3 ki€m tra cdc dinh k&m di ¢ dd

ngdy (gi¢y) nhin

4 doc va xit 1Y sd bd 4 niém phong theo quy dinh

5 ghi s8 theo dbi 5 chon loai dich vu buu chinh pht
hap dé giri

6 phin phit, chuy&n thu 6 ghi s6 theo déi

Trong tiing budc néu trén, mdi coéng ty sé c¢é cdc quy dinh riéng va
cuy thé, tiy theo yéu cdu cbng viéc clia minh. Tuy nhién, Phdng hanh
chdnh nén xiy dung cic quy dinh chudn muc, hodc chi it ciing thong
bdo 16 ring cho nhin vién vé chinh sich cha cong ty lién quan dén
cdc viéc nhu:

mifc cude phi t8i da v4i loai thy tin nido trong pham vi quyét dinh
cia nhin vién g thu

cdc loai thu ndo khdng cin (khéng dudc) md ra xit 1y sg bd

th&i gian t61 da A€ chuyén thw thudng, thu khin

cdc loai thdng tin tai liéu nao khong gii dinh kém qua buu dién v.v...
cdch thitc ghi, k¥, chuyén, nhan nhyv th& nio dé phin dinh trich
nhiém 16 rang khi cin d&i chi€u

ludng luu chuyén thr di/dén (vi du tai m3i phong, thy s& dugc giao

cho ai, dat & bian nio hoic vin phong ¢6 lip ngin, hoc d€ thu cho
cdc don vi trong c¢bng ty vdi cdc ky hiéu nao, dit tai dau v.v...)

Ngudi xif Iy van thu ciing ¢in biét ding suy luin hop 1y d€ gidi quyét
tirng trudng hop cu thé. Vi du:
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D3Gi véi thu d€n, n€u 18 m3d nham phai ghi va ky tén xdc nhin
di€u nay. V@i cdc loai thu cdn xdc dinh ngdy glti bing ddu buu
dién (vi du: don xin viéc c6 thdi han ndp) thi cin lwu lai bao thu.
Khi ki€m tra cdc vin bin dinh kém hodc vit phdm giti kém néu
thdy thi€u hodc hu héng thi phdi phdn dnh kip thdi cho ¢ ngudi
nhin 1dn ngudi gii. Bi€t cdch x{ 1y thich hop v8i cdc thu khdn,
vu tién, fax, dién bdo hoic cdc tai liéu c6 gid tri nhu ngin phi&u,
hgp déng, gidy t3 phdp 1y v.v...

D36i v6i thu di thi nén théng bdo vé thdi gian s& chuyén thu trong
ngay (hoic trong tudn) d€ cdc phong khic bi€t ma tip hop cho kip.
Ciing nhy thu dén, d6i véi c4c loai thu di cin x4c dinh ngdy gii, vin
phong phéi ¢6 s Iuu ngay gt di. N6i dung thu 1a trdch nhiém cda
ngudi soan thu, nhung hinh thifc trinh bay, loai gidy sit dung, tiéu dé,
chit ky, ki€m tra cdc tai liéu dinh kém v.v... thi ngudi 1am cong tdc
vin thu nén dé mit t6i trude khi gii di, vi ddy ciing 1a thong diép vé
hinh dnh ciia cong ty ma vin phdng cin gép stic duy tri.

3.3 Quén ly thu dign ti (Email)

Thuc hanh 26 3 phit 8

.........................................................................................................

.........................................................................................................

Ngay nay, tai cdc vin phong lugng thu dién ti giao dich ngay cing
phd bién. Cdc thu dién tif gifi vao dia chi (account) chung cia cong
ty thudng cdn dugc vin phong xi 1y theo quy trinh gin giéng nhu
thr tin qua buu dién. Vin phong phdi phin céng ngudi phu trich
ki€m tra thu dién t hang ngay, thim chi nhiéu I4n trong ngay, vi
tinh chi't truyén théng nhanh cia cdc théng diép va giao dich qua
the dién t&. Hi€n nhién nhan vién cin dugc huin luyén d€ sit dung
thanh thao cdc thao tic dung thu dién t&¥ trén mdy tinh. Nhung quy
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trinh X 1y thy dign ti ciing cdn duge th8ng nh4lt trong vin phéng
gdn nhu d6i véi thr qua dudng buu dién.

Phén loai the. Néu 13 mail cho phong hodc ¢4 nhin nio cu thé thi
chuyén (forward) vio dia chi noi dé, ngudi ds.

Xif Iy so bd. Néu ¢6 vin ban dinh kem (attachment) thi lvu vio tip tin
phll hop va/ hoic in ra d€ hnu va chuyén cho cic bd phan cin sir dung.

Tré 19i the. Tdy vao viéc ¢6 sfn thong tin.
N&u ¢6 di théng tin d€ hdi ddp thi & 13i ngay.
N&u chua ¢6 di théng tin:

= phdi gifi mt tin bdo 12 d4 nhén dugc mail va s& sém lién lac ud lai
(c6 thé thi€t 14p théng béo d nhin ty dong trén chudng trinh phin
mém ma céng ty ban sit dung):

» chuyén dé&n nhitng nguén théng tin phit hgp;
= theo doi.

Hinh thife vi viin phong. Thy dién tif thuding it ddi héi sy trinh trong
nhy thy thudng, khéng phdi diing format cé tiéu dé hay ghi dia chi
ngudi gifi, ngudi nhin v.v... Noi dung ciing thudng ngfn gon, stc tich.
Tuy nhién vin cin chd § gin gilt sy mach lac, 1o ring, lich sy va n
trong nhau trong giao dich. Dirng vi nghi ddy 13 thy dién t& ma ty cho
phép minh d€ di, ciu thd hofic thin mit qud mudc (nhy viét tft qua
nhiéu, ding ti&ng léng v.v...). Thaim chi véi céc giao dich quan trong
hodc vdi khdch hang chua quen bi€t nhiéu thi nén soan thu chinh thite
trén vin bdn (winword) va scan d€ gifi qua thy dién t¥, hodc gifi nhu
bdn dinh kém (attachment) cliia thy dién t.

Kiém tra lai trudc khi gifi. Db thu dién o s& béo ngudi giti, d cudi
théng diép (thu) vin cin ghi 15 t&n ngudi viét thy, c6 thé ding ky
cd ch¥ ky d€ dién vao. Trudc khi nhan 1&énh giti (send) cling cin
chic chin 12 d3 kém cdc attachment néu ¢6 nhic 31 rong thu.
Xin nhic Iai, v6i tinh chit truyén théng nhanh cia giao dich dién
ti, ban s&€ mat rdt nhiéu co hdi néu chim phén ng v4i mbi théng
diép nhén duge — trit khi d6 13 cdc méu quing cdo chiao hing, ma
ban c6 the trdnh phién todi bing cich thi€t 1ap 1énh cdn khdng cho
cdc thu tir nhitng dia chi 4y d8 vé& hop thu cia minh.

Thu dién tif c6 khd ning giip ban quin 1§ v truy fim nhanh vi c6
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thé phin loai s&n theo ngudi nhin, ngdy nhén, ngdy gii, ngudi giti
v.v... Nhung ban vin can “don dep” hop thu sau mot thdi gian, theo
cdc nguyén tic luu trit vin thu s& dé cip dén & phan ti€p sau day.

4 Hé thong luu trit/quan Iy hd so, van ban

n Chic hin ban chua quén cdc phién todi c6 thé xdy ra khi vidn phong
thi€u sy quan 1y, lvu trit cdc thong tin dudi dang hd so, vin bdn nhu
cdc vi du néu & phin trén. Tuy nhién, ban ciing sé khong thé luu
trif tA't cd va mai mai vi khong c6 ngudi, khong di chd va cling khong
can thi€t phdi 1am nhu th€. Vay thi vin phong sé phdi xdc dinh muc
dich, d6i tugng sit dung nhim t6 chic duge hé théng quin ly-luu
trit hd sd mang cdc tinh chit phlt hgp vdi yéu cdu hoat dong cla
céng ty.

4.1 Muc dich cda hé théng quan ly - luu trif
Ban c6 bao gid tu héi tai sao vin phong cAn mot hé théng luu trix?

Bai tip ti€p theo sé& gitip ban lim rd muc dich cia hé théng lvu trir
trong vdan phong.

Thuc hanh 27 3 phit &

Hb sd, tai liéu chic chin danh d€ phuc vu cho hoat déng ndi bo.
Céc cap quan 1y, nhitng ngudi cin hoach dinh, cin 14p bdo cdo, cin
ra quyét dinh déu thudng ding dé€n nhitng tai liéu luu s&n cho cédc
cong viéc khdc nhau ciia minh. Bén canh dé, khong it khach hang
hoic thian chi cla céng ty cling cé nhitng khi cin dung dén tai liéu,
trao d8i théng tin véi chiing ta. Cic ddi tic, cdc cong ty trong nganh,
va nhdt 1a cdc cd quan qudn ly ciing ¢6 yéu cdu cung cip thong
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tin, tai liéu vé cong ty clia ban. Con nifa, ngay c céc don vi cung
Ung dich vy cho van phong (c6ng ty quing cdo ching han) hoic
don vi nghién ctfu thugc mét linh virc nha't dinh nao d6 ciing mudn
ti€p cdn ngudn thong tin ciia vin phong.

Nhu th€, muc dich chinh clia hé thdng hd sd, tai liéu Iwu trit 13 nhim:

lam cd s& thong tin phuc vu cho viéc hoach dinh va ra quyét
dinh & moi cdp trong cong ty

lam ching li¢u cho cdc quyé&t dinh va hoat déng da thuc hién

g6p phn t6i wu hiéu sudt hoat dong ciia vin phong (bing cic s&
li¢u cdp nhit, cic bdo cdo dién bi€n mdi nhat...)

chia sé thong tin trong ndi bd va véi cdc mdi quan hé lién két, doi
tdc v.v...

cung cdp s8 liéu théng ké cho cd quan qudn ly
lam ngudn tham khio cho cdc chudng trinh nghién cttu - pht trién
ddp dng yéu cau vé luu trif theo quy dinh cla phdp ludt

Viéc xdc dinh r6 rang muc dich sé gidp vin phong hoach dinh va
t5 chitc hé thng quan Iy — luwu tr hd so phd hgp, gép phin ting
cuong hi€u qud hoat dong chung cia toidn cong ty.

4.2 T6 chic quan ly - luu tri

Thuc hanh 28 3 phut 8

Trudc tién, vin phdng cin xdc dinh r6 nhiém vu chinh cida cdng
tdc nay la: ki€m soét, Iuu gii va bdo mat.
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Pé thyc hién nhiém vu d6 thi vin phong cin ¢6 k&€ hoach va xédc
lap quy trinh d€ hudng din nhin vién chiu trich nhiém, cling nhu
¢6 dugc sy hd trg thuc hién cla todn céng ty. Quy trinh ciing nhim
dép dng yéu ciu v& phdp Iy, vd dim bdo hiéu qud cfia cdng tdc quén
1y hé so. Théng thudng, quy trinh cdn néu 16 cdc di€u nhu:

= ai chiu trdch nhiém quin ly, fuu triy

» ai dugc quyén ti€p cin véi cic loai hd sd ndo

= cdch phin loai, sdp x&p va luu i

» cich ghi k¥ hiéu hoic ddnh md s§

» thdi han luu trif cho mdi loai

» céch t8 chific theo dai, ghi chép, giao, trd

= quy Udc ddnh gid tinh trang hd so d€ x& 1¥, vy, hiy v.v...
» cédch 8 chiic hudng din, tdp huidn cin thi€t cho nhin vién
» dinh k¥ dédnh gid, cip nhit, cdi ti€én hé théng

Ciing cdn lwvu ¢ mdt s8 dic di€m cha mdt hé théng quén 1y hd so
hiéu qud 12 né phdi;

= dé€ si dung;

» don gidn, tién, gon;

» dé fim, dé& truy luc;

s c& tinh an toan;

« bdo mit;

s cép nhit;

s c¢é thé theo dbi hién ai dang ding;

= c6 thé tham khdo chéo dugc (cho nhitng trudng hgp vin bin luu
du&i nhiéu d& muc khac nhau).

Trudc khi lvu tri¥ thi hd sd cin duge xem xét, phin loai. Dudi diy
ja modt vi du vé cdch phin loai ma vin phong ¢6 th€ 4p dung:
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Ténhé so Phiin loai Théi han luu tri Ghichy
Phi&u kho , H3 sd quan trong, Lans trong th¥i gian H& trg trong hoat
Gify t¥ nép thue thi€t y&u, thudng ditng dai, hojc theo quy dinh | déng thudng nhjt
{vidu 5-7nam)
Pifulé cong ty Rét quan trong, nhing Luu khdng thdihan Chifng minh wt cdch
Ban quyénsing ch€ | khong thudng diing phaply
Thu'tin bio cdo Hitu ich nhing khéng Lutu theo nhu ciu Phin anh céng viée
qué quan trgng sif dung va gidi han thuting ngay
cip nhiit
Théng bdo ni b, Khéng chi y&u Cé thé hity khi Cécloailinh tinh
thu gidi thigu dat muc dich khic
hodc chiao hing
Hop ddng dang Mit Lt riéng, giao, hity Ty theo yéu ciu
thuong lugng vi theo lénh cha ngudi cia giao dich

ddi tdc quan trong

c6 thim quyén

Théng thudng vin phong cé thé st dung bia hd sd ¢6 bin sin véi
nhi€u chiing loai, kich 3, miu dang khic nhau, 0y nhu ciu ma lya
chon. Hodc vin phong ty 1am bia, hay dit bia chuyén dung cé in
bidu tugng cong ty. Lum § v& maw sic vi ¢6 vin phong chudng diing
ddng loat mot mau théng nhét, nhung ciing cAn nhé mau sic 1a mot
cOng cu hitu ich d€ nhanh chéng phin biét va truy luc hé so. R4t
nhiéu khi nhin vién dinh vi ngay vin thv lvu trong hd so miu gi
theo tri nhd ma khéng cin phdi nhin vao nhin ghi bén ngoii hodc
trén gdy bia. Tuong wy nhu thé, ¢é thé si dung kich ¢8, ki€u ding
bia dyng hé sg khdc nhau, bén canh mau sic, Jam c4ch ky hidu cho
timg loai hd so d€ d& nhén ra.

Vin phdng ciing thuding c6 cdc ké, ti hd 56 ¢6 cdc ngan phin chia,
ddn ky hiéu d&€ d& thay, dé truy luc. Luu § b8 tri cdc ol ké nay &
nhZng ndi khé rdo (n€u can thi & noi kin d4o), tranh §m méc va
dinh ky ki€m tra phong chdng m&i mot ciing nhv c6 phuong 4n bio
vé vd phong chdy.
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4.3 Cdc phudng thiuc luu trid

Ditng trudc mot ké diy dp hé sd, 1am th€ nao d€ tim ra tai liu
ma ban cdn? Trudc hét ban cin bi€t ké hd sd dé dugce sip s€p
theo phudng thic nao.

Thuc hanh 29 3 phit &

Viéc Iuu trit hd so bao gdm viéc sip x&p, cit gil¥ va truy luc gidy
t&, vin ban, dir liéu trong cdc tip hd s hay cdc ti hd sd, thim chi
c6 cong ty con c6 cd phong danh dé€ chia hé so.

Du hién nay cdc hé théng dién ti¥ tién ich c6 thé hd trg rd't nhiéu
trong cdng tdc luwu triY, cdc cong ty van c6 nhu ciu — vi nhiéu 1y do
chinh ddng — luvu hd sd dudi dang vin ban va / hoic dia mém (c6
ci dang bing tr, microfilm nhung khéng théng dung 1dm & mot s6
nudc).

Sau khi d phan loai va biét chic ring vin ban da c6 thé (dudc phép)
luu tri¥, thi vin bdn sé dudc ghi ky hiéu va luu theo hé thong da
dugce xdc lap.

Chiing ta s& tham khio mdt s6 phuong thifc lvu trif thong dung cling
véi wu va nhuge di€ém cla né.
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PHUONG PHAP |
LUU TR{

GIAI THICH

UU BIEM

NHUQC pIEM

THEO THU TU
CHU CAl

Dva theo tén clia hd so (vi
dy gidy @ giao dich véi
céng ty Trudng Son s& x&p
sau cong ty Héng Ha. H8
sd li€n quan dén khdch
hang Ping Vin Nam x&p
trude hé so chia khdch hang
Lwu Minh Quy v.v..). Tén
tiéng Viét thi x&p theo tén
vi rd't hay tring ho, tén
ti€ng nudc ngodi thudng
x€p theo ho. Trudng hyp
triing tén thi ¢ cdc quy udc
dua theo ho va chir 16t

- Khéng cdn tao the
muc con, ¢d thé
tham chi€u tryc 1i€p
dira vao tén hé so.
- D€ hi€u, nhanh
chéng vd cd thé
phdt hién ngay tai
liév bi Loy sai.

- Cdé thé ¢d rdt
nhiéu hé so mang
cung t€n gdy kho
khin cho viéc lun
irit.

- Khi hé théng
duge mé rong qud
Idn thi viée truy
Igc hd so s& tén
nhiéu th# gian va
cdng s,

THEO SO

Thudng 4p dung cho cdc hd
sd cung leai nhu héa dan,
thong bdo ..., hodc xuit phat
1 cling mdt don vi, thi lru
theo thd ty phdt sinh giac
dich. Cin phdi ¢6 mét danh
muc cic mi sd {code) giiip
cho viéc lnu wif vi truy luc
dé dang. Vi du: 001 13 hd
sd phdp 1y, 002 1i hé so
nhin sy, 003 14 hé sd kinh
doanh...

- Cho phép md rong
v0 han. Vi du: mét
cdng ty hién thé¥i cé
hé sd ciia 20 khdch
hing dugc luy trit
thco s6. Nim sau
néu ting 1én 100
khich hang tht hd
s khdch hing cd
th€ dé ding md
rdng m3 khéng 4nh
hudng dén cdc héd
80 cé s&n.

- Cho phép sy bao
mat khi cdn thiét, vi
hd s dwge lwn
theo s8, khéng c6
dé cdp dén ndi
dung cda tén hd so;
va nhdn dién cic
dé muc mét cdch
hié¢u qu4,

- T3n thdi gian va
cong sirc d€ tao cic
muc con trong mbi
hé sd.
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[T HOP GITA
CHU VA
SO (MA 5O)

Phd bi€n hon hai cich
trén vi nd che pheép
nhin dang hai tham s4
cing ldc. Véi cdc hda
don 1t c6ng ty Xudn Ha
3§ trén, c6 thé luu theo
mi la XH-023, XH-024
v.v...trong hé sd danh
riéng cho “hda don”.
Cdc thu vién, cic cOng
ty ¢6 nhiéu hd so
thudng hay ding hé
théng chit-sd cé cdc ky
hi¢u quy udc sdn. Vi
dy: Fin-200 12 hé so
lién quan dén (ai chdnh
ndi bo, Con-300 1a cdc
hdp dong trong nudc
LA

- Phugng phdp ndy
thudng ding phd
bién & cdc tha vién
hodc¢ cdc ¢d quan
gudn 1¥ nhiéu hé sa.
Khic phuc
nhudc di€m cda 2

cdc

phuong phdp phin
loai theo tén v phin
loai theo 6.

Tén nhidu thoi |
gian va cdng sic
khi h¢ thdng md
tdng qud 1én.

THEOQ BE TAY
CHUNG LOAI

Tai i&u dude s3p x€p thee
chi d& dinh trudc. Sau d6,
titng chi & s& dugc phin
thinh thém nhé hon (vidu:
trong chd dé “Bdo cdo”
chia thanh “Bdo cdo lao
dong”, “Bio cfo vit n”
v.v... Cich nhy thifing dudc
ditng k&t hop véi cach hun
tén chil, hodc s& néu trén,
thuin tién cho vig¢c tham
khio chéo. Vi du nhu hd
50 “ Hop ddng” s€ it todn
bd cdc loail hgp déng lién
quan trong hoat déng cla
cong ty. HS sd “Vin bdn
phip ¥ s& chifa cdc vin
ban ludt phépcin thiét che

hoatdéng clia cdngly v.v...

- Thuén lgi cho viéc
md rdng va hitu ich
néu cic chi dé dugc
xdc dinh rd rAng,

- Viéc truy cip sé dé
dang khi d@ quen
thudc vdi cde dé tai.

- C5 nhitng 6€ (ai
doi hdi mét tha
muc con phic
tap, vi né doi hoi
phi thidt1ap day
dd nhifng phin
loai thich hgp, sy
tham chidu qua
lai rd1 phiic tap.
-Tao ra méthd so
ldn chia

nhiéu

'l
nhing
muc ¢é nhidu chd

dé lién quan.
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THEO blA DANH

Cich nay thutng diag cho
cic loai ban d4, hd sg lién
quan d€n hi1 déng sdn;
hodc khi luu théng tin vé
cdc chi nhdnh, cdc phan
xudng, nha mdy cia cong
1y diit tai nhitng ving khdc
nhau, hoac heat déng theo
khu vire thi qudng v.v... Vi
du 1t ¢d cdc théng tin vé&
khdch hang va thi trading
cda khy viic mién Nam cia
c6ng ty s€ duge luu trong
hd s¢ mang ky hi¢u “mién
Nam”, hoiic céng ty ¢é dit
mét 5§ chi nhdak tai Pdng
Nai, Tién Giang, Viing Tau
v.v... thi s& 120 nhitng hd
sd mang t€n “Pdng Nai™;
“Tién Giang” v.v... d€
quin ly théng tin cha cdc
chi nhinh.

- Pon gidn, d& hidu, phd| - Poi b

bi€n cho viéc qudn 1y
cdc chi nhdnh, vin
phong dai dién, ¢o sd. ..
tryc thude 18 chite. Dé
truy luc n€u bi€t duge
dia diém.
- Nguwi stt dung dé& quen
thudc vdi nhing khu
vie dia 1f cé lién quan.
- Cho phép nhiéu ngudi
truy nhip mé1hd sd ciing
mdt lic md khéng giy
trd ngai. Vidy hé sa “Ha
NG§i” vdi ¢dc tho muc con
nhy “Tdng quit dja ly”,
“Nhian vién”, *“Nha
phdn phéi”, “Doanh s5”
. s€ gitip cho nhiéu
ngudi cling truy nhip
vdao cdc thuy myuc con
khic nhau ¢liing mét {ic.

ngudi st
dung phai am
hi€u  nhdt
dinh vé khu
vuc dia 1y cé
lién quan,
dacbiétla khi
¢ mdt 58 ndi
chén twung |
tir, |
- Cin mét the
muc¢ con hd
trg.

THEO TRINH TU
THOI GIAN

Thuting diing cho cdc loai
hé sd doi hdi c6 sy theo
d6i vé dién bi€n va uén
dd, hodc cho cac bio cio,
k€& hoach 1éng két phuc vu
muc dich so sinh va du
bdo. C4c hé s c6 thé phin
chia theo ngdy, tudn,

thing, nimv.v,.. iy theo s

lugng tai liéu duge luu trir,
Heé théng nay thudng duge
ding k&1 hdp vdi cdc
phudng phdp phén loai
khdc, chdng han hd so
dudc phan loai theo thit ty
chif cdi va sir dung trinh qr
thdi gian bén trong hd so.

Cho phép dé dang cip
nhit ti€n 46 céng viéc.

Chi
dung (5t néu
phéi hgp vdi
cdc phwong

co tdg¢

phdp phdn
loai khdc.
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Thuc hanh 30 5 phit &

& day ban c6 thé chon (i) luu tén ngudi Viét theo tén, ngudi nudc
ngoai theo ho, khi cé tén tring 1p thi ho s& dudc luu ¥; hay 1a (ii)
chon Iuu tit ca theo ho vi trudng hdp cu thé nay khdng c6 ho ngudi
Viét trang 14p.

Phuong 4n (i): a,c,b,fe,d

Phuong 4n (ii): a,f.e,c,d,b
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Ban c6 thé tham khdo cdch Ivu trit sau day:

l.a,d (bdo cdo quyét todn va bdo cdo trinh duyét ngan sdch thudc
ma hd so FIN 20...)

2.b,h (phy luc b6 sung, bién bin nghiém thu hgp déng thuéc ma
hd sd CON 30...)

3. e,g (bing ddnh gid c4 nhin va k€& hoach tuyén ngudi thuéc ma
hé so HR 40...)

4.f,i (bich chudng quang cdo, cdc don vi nhin tai tr¢ nim trong
- hoat dong chiéu hang ti€p thi, tao hinh dnh céng ty thudc ma
hd s6 MAR 50...)
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5.c,j (thong tin vé d6i thi trong dy 4n thau, ti€n d6 du 4n thudc
mi hd sd PIT 10...)

Trén thuc t&, ngoai trit cdc s& sidch k&€ todn phdi ding ky thuc hién
theo m6t hé théng nhdt dinh, thi khéng ¢6 quy dinh bit budc ndo
vé viéc vin phong cho mid s6 hd sd hodc chon cich lvu tri. Piéu
quan trong 12 khi vin phong x4c ldp hé théng ma s6 va phuong cich
Iwu trit nao tién dung nhat rdi phdi phd bién va huéng din si dung
dé€ ddm bao tinh thdng nhit, cling nhu dinh ky dédnh gid va cdp nhét
cdch quin 1y hd sd cho phil hgp nhi't v6i yéu cdu hoat dong cia
cong ty.

4.4 Van dé bdo mat

Ban c¢6 khi ndo tinh ¢& nghe dugc céc cdu chuyén “tra du tiu hau”
dai loai nhu th€ nay chua:

“Chi biét khong, 6ng tdng gidm dbc chd em luong thadng hon ngan dé ma
ngoai tiéu chudn xe riéng dua dén con dugc thanh to4n ca tién x3ng xe gan
mdy nifa. Chao di, suéng that.”

Hodic: “Hom qua khong biét bén cd quan X giii thu khdn vé chuyén gi ma thay
sép clia em mat may tai mét!”

Ban nghi sao néu ban 1a ngudi quin 1y vin phong c6 nhin vién tham
gia cdc “chuyén nhd” nhu ¢ nhitng vi du trén?

Thuc hanh 31 3 phut 8

. Trong hoat ddng cla vin phdong néi riéng va clia cong ty ndi chung,
bao gid cling ¢6 nhitng loai thong tin “nhay cdm” cin dugc bdo mat.
C6 thé d6 1a vi 1di ich kinh doanh, do yéu ciu phédp 1y, hoic d€ bio
vé tinh riéng tu cliia cd nhan hay don vi lién quan.
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Trong thdi dai cdng nghé thdng tin vin phong cang sif dung hé théng
thong tin dién tit nhiu thi cang cin dén cdc hé thdng bdo mat chit
ché vi tinh vi.

Trong pham vi clia cuén sdch nay, ching ta chi dé cip dén mdt s6
bién phdp thi€t y&u va phd bién mi ngudi quin 1y cin luu §.

Lya chon va hudn luyén nhin vién lién quan d&n c4c ndi dung va
cach thifc mi ¢dng ty c6 yéu cidu bdo mat;

Khi dao tao nhin sy n6i bd, luén dic biét nhadn manh tdm quan trong
vd sy cin thi€t phai bi€t cdn trong, bio v& cdc théng tin riéng
lién quan dén than chi, khdch hiang hoic viéc kinh doanh clia céng
tv:

C6 chinh sich va k& hoach ki€m tra, theo ddi, phat hién va gidi quyét
nhitng trudng hop ¢ ¥ (ngay cd vé finh) ti€p cin hoic ti€t 18 théng
tin néi bd;

X4c 1dp va thong bdo rd d&n nhin vién cdc quy wdc bic mit chung
Vi du vé mét s8 quy udc ¢ thé 1a:

sif dung mit ma (password);-

diing mdy hiy gify cho nhitng thong tin mang tinh bido mit.

t4t hé thong khi khéng s dung;

khéa ti hd so trudc khi ra vé;

diung hdp cé khéa aé dung cdc dia mém va CD-ROMS;

diing bia hd so hodc bi thu riéng cho cédc vin bdn, hd so dic biét
cin bio vé;

lap phong dic biét cé khéa cho cde théng tin mit.

Ban di hoc qua nhitng vin dé cdi yéu cia hé thdng lwu trit trong
vin phong. M6t khia canh quan trong khdc cia quan 1y théng tin 1a

qudn ly né théng qua dién thoai. Phin tiép theo s& ban bac cich
thifc ma vin phong quan ly dién thoai.
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5 Tiép nhan va xi Iy théng tin qua dién thoai

Ching ta thit nghe mét mau d6i thoai qua dién thoai gifa nhin
vién c6ng ty va mdt khdch hang.

« Nhén vién: Al6!

= Khéch: Al6, phdi cong ty.. X d6 khong?
= Nhén vién: Bang réi,.. Ong cén chi.. 6ng néi di.
= Khach: T6i mubn gap co.. Y

= Nhén vién: Ong tén gi? Gap cd.. Y ¢6 chuyén chi khng?

» Khach: A, t6i 1a..T, hdm trudc c6 dy c6 cho t6i dia chi dé
gli buu phdm t6i, nhung...

= Nhan vién: C6 Y hom nay khdng cé di lam, mai éng goi lai
nghe... tat tat (mdy cip)

= Khéch: !!!

C6 1€ nhitng vi du nhu th€ ndy khéng phdi 1a hi€m gip. Ban sé
cdm thdy nhu th€ ndo n€u ban 1 ngudi goi d€n? Buc bdi, khé
chiu, c6 thé. Ban sé nghi gi v& cong ty X? Khéng lich su, khéng
than thién, khong chuyén nghiép, c6 thé. Nhu vdy giao ti€p trén
dién thoai ¢c6 mo6t dnh hudng rdt 16n trong viéc tao ra hinh dnh
clia cong ty d6i véi ngudi bén ngoai.

Ngay nay, dién thoai da trd nén mdt phuong tién giao dich, truyén
thong hét sitc tién dung va phé bi€n. Cdc vin phong déu c6 trang
bi dién thoai, d6i khi 12 mét hé théng dién thoai hién dai vdi tdng
dai va cdc s6 noi bo tan d&n ting phong, tiing cd nhan. Vin phong
s& khong khé khin gi d€ hudng din moi ngudi cdch sit dung cdc
hé thong thi€t bi d6. Hau nhv ai cling dung dugc dién thoai. Nhung
chuwa hdn 12 tdt cd moi ngudi déu c6 thé thuc hién viéc giao dich
qua dién thoai mdt cdch hgp 1y va hiéu qua.

Thuc hanh 32 5 phit 2
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5.1

5.1.1

Quan Iy thong tin

D6 ¢ thé 13 chudng reo mii ma diu kia khéng ai nhic may, hoic
cudc ndi chuyén bi cip ngang khdng rd vi sao, hay 14 ban dude bdo
“ch® mdy” vi di chd... sdt rudt khong biét tdi bao gid. Hoic t& hon
nifa, ban nhdn tin gap cho ai d6 ma sau cing bi&t ra 14 ngudi ay
khong hé nhdn tin nhin, hdng ¢d cbng viéc v.v... Con nhidu vi du
thd vi vd buc minh nita, ma cling khong phii }a hi€m hoi v khdng
phd bién.

Do viy, vdi quan diém giao dich qua dién thoai cling 14 hoat dong
chinh thé hi&én mot phian bd mat clia cdng ty, nhit thi€t vin phong
phdi hinh thanh cdc quy chuin chung vi huin Iuyén cho nhin vién
mdt 58 k¥ nang cin thié€t khi thuc hién loai hinh giao ti€p nay.

Thiét 1ap cdc quy chudn chung

Trude hét, vin phong cin ¢é sin cic danh ba dién thoai vi danh
sich cAp nhit ciac s8 dién thoai cin thi€t hoic thudng ding. Bén
canh d6 13 cdc hudng dan st dung va thyc hién cdc cudc goi nbi
hat, lién tinh, dudng dai, qudc t€ v.v... néu rd dich vu nio ma céng
ty chon s dung, cdc s& ndo cin quay triwde, cdc quy uSc cla codng
ty vé loai tinh chit cudc goi va thdi gian cho phép khi goi dudng
dai (vi du nhit v6i d6i tic & chiu Au chi goi khi c¢dn trao d8i néi
dung khin trong vong 10 phiit, cdc vin dé cdn chi ti&t thi ding fax
hoic thu dién &, ching han).

Vin phong ciing cin xdc 1ip quy trinh va cdc diéu lwu ¥ khi nhin
cudc goi hoac thuc hién cudc goi di. Chiing ta cling tham khdo mét
vi du v€ quy trinh sau diy.

Nhdn cudc goi

Nhic mdy trong vdng 3 ti€ng chudng (rong tip qudn giao dich, néu
ban d€ 14u hdn, d&€n ti€ng chudng thit 5 mdi ¢6 ngudi bit mdy 1a
vin phdng c6 thé bi xem nhy kém tdc phong kinh doanh hiéu qui
161 ddy. T6t hon h&t néu khéng ¢6 ngudi thudng truc & may chinh
thi vin phong nén cii 131 chio sin sau ti€ng chudng thi hai);
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512

5.1.3

80

Chao va ty xung tén cdng ty, (t€n don vi hodc tén c4 nhidn n&u
nhin cudc goi dugc chuyén tiY tdng dai);

Xdc dinh ngudi goi I3 ai, tif ¢dng ty ndo, muc dich cude goi;
Ghi nhin yéu cdu cda ngudi goi;
Tra 13i hodc hudng din cin k&;

N&u cin thém thong tin thi hoac hifa s& goi lai, hoic yéu ciu chd.
N€&u khdch ddng ¥ chd thi hiy nhanh chéng truy luc théng tin dé
trd 13i. Khong dé€ khich chd qué 1du. Trong khi yéu ciu chd, sau 30
gidy nén cho khdch bi€t minh dang tép tuc tim kié€m va héi xem
ho c6 mudn chd ti€p hay khéng;

Sau khi cung c4p thong tin, hdi lai xem khdch ¢6 cin thém gi nita
khéng.

Sang loc cude goi

cdng ty ¢6 thé quy udc mdt s8 cude goi nio d6 s& dudce tir chdi khéo
léo (vi du: ngudi chio hang deo bdm dai ding, mdt ngudi thin cia
nhin vién qud thudng xuyén goi vio, mdt khach khéong duge hoan
nghénh hoic dang can tranh mait v.v...);

khi ¢6 nhiéu cudc goi vae ciing lic, ngudi ti€p nhin ciing cin bigt
XU Iy cudc goi ndo quan trong, uu tién gidi quy&t, hen goi lai hodc
gidi quyét sau v.v.., thy tinh huéng hoic theo quy udc clia van phong.

Chuyén cutc goi

khi ¢6 yéu cdu chuyén dich danh ai d6 thi phdi xdc dinh 13 ngudi
dé ¢6 mat dé€ nhan cude goi, vad bdo v8i khdch “xin cim may, t6i sé
chuyén dén...”

khi tr thiy can thi€t phdi chuyén thi phai néi 16 va chd xem khdch
¢6 dong ¥ hay khong (vi du: Vdn dé nay cé Tam & phong Dich vu
khdch hang phu trdch, t8i ¢6 thé néi mdy cho Ba néi chuyén vdi 6
Téam duge khong a?):

théng bao véi ngudi sip duge chuyén ndi ti€p cude goi (“Chi Tam,
c6 Ba Lan ¢ céng ty X cdn trao d3i vé ..) Vi phii that sy ¢6 ging
khong dé cho mot khdch hang phdi bi chuyén qua nhidu ngudi va
nhiéu 14n phidi gidi thich lai tr du.
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5.1.4 Nhan & chuyén tin nhdn

515

516

chd dong dé nghi nhin tin nhdn néu ngudi khich cin gip khdng c6
mat hodc dang bin dién thoai ma khéng c6 ai khdc thay th& gidi
quyét dudc;

ghi lai cdc thong tin thi€t y€u: ai goi, tX cbng ty ndo, nhin ai, ndi |
dung gi, c6 yéu ciu goi lai khéng, s& dién thoai ¢€ lién lac. Thong
thudng van phdng ¢ sin miu gidy dé ghi tin nhin, trong d6 cé chd
dé ghi ca ngay, gid va tén ngudi nhin tin;

chuyén tin nhin ngay khi ¢ thé, ddm bdo ding ngudi cin nhdn,
trong thdi gian sdm nhit. Néu ban 14 ngudi quan 1y thi cin kiém tra
viéc thyc hién yéu ciu ctia khdch trong tin nhin (lién hé lai, cung
cdp théng tin, v.v..).

Thiic hién cubc goi di

ludn ludn cé chuin bi, bi&t 15 muc dich cude goi va ndi dung s& néi
nhitng gi, n€u cin thi dat sdn trude mit cac tii liéu, thoéng tin, ghi
chd, lich Iim viéc... d€ phuc vu cho cudc dim thoai;

chon théi gian goi thich hgp, chi ¥ trdnh bita in trua, ngay diu gid
hodc tdn cudi gid. N&u goi dudng dii, goi ra nudc ngoai thi phdi
tinh dén yéu 186 chénh léch miii gid;

ty¥ xung vé minh, cdng ty clia minh vi néu muc dich cudc goi, ngin
gon, rd rang;

du phdng cdc tinh huéng phai d€ lai tin nhin, phdi goi mdt s6 khic,
gip mat ngudi khdc, v.v...

K&t thiic cubc goi

cdm dn vé cubc giao dich;

chio, vd chd cho bén kia gdc mdy trudc. Néu qud ban rdn thi cé
thé gdc mdy ngay sau khi chao, nhung khdng lam dong tdc qud voi
vd va din ti€ng clip mdy manh ¢é thé khi€n khdch nghi 12 minh
dang buc minh véi ho vd mudn mau chéng thodt ra.
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Qudn Iy théng tin

Thuc hanh 33 2 phit &

La ngudi qudn 1y c¢6 kinh nghiém, 4t ban ciing thira bi€t viéc xdc
1ap va phd bi€n quy trinh méi chi 12 budc ddu. Vin phong cin c6
yéu ciu nhit quan va xuyén sudt dSi véi viéc thuc hién ding cdc
quy trinh da dé€ ra. Phdi c6 cdch ki€m soat, chin chinh hoic dong
vién kip thdi, phdi nhdn manh tim quan trong clia cdc giao dich qua
dién thoai d6i v6i hiéu qua kinh doanh ciia cong ty. Va nhit 1a phai
tao di€u kién cho nhan vién thyc hanh cc ky ning cd ban khi giao
ti€p qua dién thoai.

5.2 Ky nang giao tiép qua dién thoai

So véi giao ti€p truc ti€p khi ma trang phuc, diéu bd, 4nh mit, sic
mit, hanh vi, v.v... déu dé& dugc bay (4, nhin thdy va qua d6 hd trg
cho viéc truyén dat théng diép cliia ngudi néi, viéc giao ti€p qua
dién thoai c6 mdt s& han ché.

® Ban phéi truyén dat cho hiéu qua chi bing giong néi va 13i néi.

= Ngudi ¢ dau day bén kia c6 quyén luc rit 16n 12 ciip mdy vi bat ky
chi ti€t khong hai 1dng nao. Th€ 1a ban mat di mét khiach hang!
Vi vay, khong chi chi y dén quy trinh hgp 1y, ban con cin luén ghi
nhé ring ngudi & diu ddy bén kia dang cim nhan, ddnh gi4 ban va
cdng ty clia ban qua nhitng gi ma ho nghe dudgc.
Nhén vién lam viéc vin phong cin phdi c6 mot s& k§ ning dé c6
thé giao ti€p hiéu qua trén dién thoai.
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Qudn Iy thdng tin

SU dung ky ndng dit cdu hoi

Hi€n nhién ban biét cdch dat mot cAu hdi nhu thé nao. Nhing dbi
khi ban gip kh6 khin dé€ tim dugc cdu trd 18i nhu ban mong mudn,
lic d6 ban cin xem lai k ning dit cAu hdi cla minh.

Nhin chung, ¢é hai loai ciu hdi: d6ng va md. Mot trong hai loai nay
¢6 thé phit hgp d€ tim ki€m théng tin, ty vio tinh hudng, hay t5t
nhat 12 k&t hdp ca hai.

Céu hoi déng

Cdu hoi déng chi cho phép mot lua chon hay ddan gidn chi trd 151
“C6" hodc “Khdng”. Trong giao ti€p thong thudng va thu thip théng
tin, cAu héi déng gitp xdc dinh nhing di kién cd bén.

Uu di€m chia nd 1a ban s& nhan duge ciu trd 13i ngdn va phi hop.
Nhuge diém 12 cdc lya chon ¢6 th€ qud han hep cho cdc khi ning.
Céu héi mé

Ciu hdi md cho phép moi ngudi trd 131 bing ngdn ngi¥ cla riéng
ho. C4u hdéi md bit ddu bing nhitng tit nhv “Tai sao:..?”, “Thé
nio...7”, hodc ¢dc cum ¥ nhu “Ban c6 thé md t ...”, hay “Cho t5i
bi&t thém vé..”

Uu di€ém cla ciu héi md 1a it hudng ngudi trd 101 d&n cau trd 151 ma
ho nghi ban mudn nghe.

Nhuge di€m 1a ban c¢6 thé ¢6 mot lugng 16n dit lidu mang tinh chit
quan. Cdc dit liéu nay ¢ th€ lién quan hay khéng lién quan. Ban
s& phai mAt thdi gian doc va xi 1y chiing.

Lang nghe cau tra 1o

Bén canh viéc kién nhdn ling nghe, ban cin phdi bi€t hdi lai dé
lam sdng té nhifng gi nghe chua rd, va nhit thi€t phdi bay 8 cho
bén kia hi€u 12 ban dang chim chi nghe va dinh cho hg sy tip trung
chi ¥ (cdc wr “da, vAng, da ding thé&, viy sao, th€ a ....” cing cin
dudc ditng nhiéu lic ndy hon nhitng hic néi chuyén truc tiép).
Dudi diy 1a mot s6 diém lwu ¥.

Tranh giy b6t r6i hay de doa ngudi d&i thoai bing cdc ciu hdi khé
hay tip trung vio cic tiéu tiét,
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Khéng nén néi qué nhiéu.
Cho phép ngudi khdc dit cdu hdi.

Khong d&€ ngudi khic thdi phdng mdt s§ diém nio d6 ma ban qud
quan tdm dén.

Khong d€ thdi d6 hay dinh kién clia ban can thiép vio.

Luu ¥y “hi€u ng hdco quang” — khuynh hudng ddnh gid con ngudi
va nhilng gi ho néi dya trén tinh cdch, vi dy nhu thin thién hay néi
ning luu lodt.

Ling nghe va ddnh gid cdc trd 13i d€ c6 duge théng tin ma ban mudn.

Ling nghe nhiing gi ngudi 6 thoai mudn néi. Néu ho khéng néi
nhifng gi ban mong ddi, 14i cdu chuyén theo hudng ma ban mudn.

Ling nghe nhilng gi ngudi d&i thoai khéng mudn néi. C6 phii ban
chi nhin duge ciu trd 13i ma ngudi d6i thoai mudn ban nghe?

Ling nghe nhéng gi ngudi ddi thoai dang néi nhung khéng ¢6 ¥
nghia hay khong thit.

Ling nghe nhitng gi ngudi d&i thoai khé khin dé néi.

Cac ky thudt khdc

Nu cudi. Ban ¢ tin di, ngudi & diu diy bén kia cdm nhan dudc khi
ban dang mim cudi diy. Pung quén bay 18 sy lich sy va hi€u khach
cia ban bing cdch mim cudi khi néi chuyén, dit 13 qua dién thoai.

Giong néi. Hiy dung giong néi d€ thé hién s quan tAim va nhiét
tinh cda ban. Khong ¢ ¥ 18n giong. O tong cao, giong ciia ban nghe
s& chéi tai va mit ty nhién qua dién thoai. Hiy néi thing vio &ng
nghe, n6i 15 rang va khdéng néi qud to hay qud nhanh, nhung ciing
khéng n6i nhd, 1i nhi trong miéng hodc thi thim. DU c¢é mét mdi,
ué odi, buc minh thi cling c¢& gdng khéng dem tdm trang nay vao
giong néi khi dang 1am viéc. Xét cho cong bing, ngudi goi dén diu
¢6 phai 13 nguyén nhin cla nhiing dm trang dé, phdi khéng?

Pdnh van. N&u cin thi€t thi dénh vin céc tir quan trong, c4dc danh
t¥ riéng, nhi't 1 khi giao dich bing ngoai ngi.

Lap lai. Nhé 1dp lai cdc thdng tin quan trong, dic biét 1a cic con sé.



Qudn IV théng tin

m Ludn luén thdng bdo. Khi phdi y&u cin chd mdy hodc chuyén miy,
cin néi 15 cho bén kia bi&t ban dang hoic sfp 1am gi véi cude goi
(xin chd mdy, t6i sé chuyén / néi mdy cho O X.."”) chd khong nén
ling ling ty lam. VA ciing lvu ¥ ring cdc cude trd chuyén bat ky
ndo trong vin phdng, § phia bén ndy déu cé thé nghe 16 & diu kia.
Cho nén khi ban dang c6 mdt cudc goi thi 6t nhi't 13 yéu cdu su
yén tinh, ngung cdc 131 bdng dua &n 30 hodc cde trao d8i riéng viée
clia cong ty.

@ Tap trung. Khong nén vira ti€p dién thoai vira tip trung lam mot
vi¢c khdc hoic dang in. Bén kia “thiy” ban diy.

m Gac mdy. Khéng nén gic mdy d6t ngdt khi chwra két thic cudc goi,
hodc gdc mdy qud manh.

w Va khdng bao gid du thira khi ban luén nhd st dung cdc cum tir xa
giao lich thiép “cam on®, “xin vui ldong”, “xin 18i”, “da, ving ..”.

Dén ddy ban di nghién cifu qua chi d& “qudn Iy thdng tin” trong
van phong. Ban dd hoc cdch qudn 1y thu tin vA xdc 1dp mot hé théng
luu trif hiéu qua, vd cubi cling 13 qudn 1y viée giao tiép trén dién
thoai. Hi vong nhitng phudng phdp trén sé& giip ban qudn 1y thong
tin trong vin phong minh hiéu qud hon.

Héy ty dénh gig 3 10 phut &

@1 Hiy chon cdch xit 1y thich hgp & ¢6t B cho cdc loai thu tin néu 8
¢t A. Luwu ¥, mot loai thu ¢6 thé ¢6 nhidu cdch xi 1y khic nhau,
hiy suy nghi vé cin ct nido khi€n ban chon cdch nay ma khong

chon cdch khic.

A B
1 thy quing cdo sdn phdm méi do cong ty X g t6i a.luu
2 thu cia cdng ty quing cdo mdi tham gia hdi chd tri€n ldm | b. chuyén
3 th gl kém hd sd du thiu nhung bi thu d3 bi rach c. vitt
4 thu tiy phong k¥ thudt gii di nhung khong c6 chit ky d goi dién bdo
5 bién lai xdc nhin thanh todn hgp déng do phong tai vu e. rd lai ngudi soan
gt cho nha cung Gng
6 thu thong bdo quy dinh mai vé thug f. glti bdo ddm
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2

Hiy dién vao ¢hd udng trong cdc cau dudi ddy 4€ chitng té su
am hi€u clda ban vé viéc luu trid hd sd.

Nhitng van bdn ching minh tv cdch phdp 1y clda cong ty nhu diéu
1&, bdn quyén, bing phdt minh sding ché sé dudc luu
Vide Iuu trd hé so bao gém viée

.

VB e gidy t&, viin ban, dif liéu trong

......................... via

Vin phong cidn hufn luyén cho nhin vién thdy su quan trong vi
cdn thi€t phdi bdo vé cdc théng tin riéng tr lién quan dén
................................... holic .o
cia cong ty.

Khi vin phong dd xdc 1dp hé théng mi s& va cdch luu trd tién
dung nhat thi phdi .....................L. VA i
nhdn vién si dung cho théng nhdt, eing nhu dinh ky
.................................. L7 S

cdch quin 1y hd so cho phd hgp nhd't vdi yéu ciu hoat dong clia
céng ty.

Hiy néu it nhit 4 khiu cin quan tdm trong quy trinh giao tiép qua
dién thoai, va cdc di€m cén lvu ¥ trong tirng khau.

4 Pdnh dfu vio 6 “nén” hay “khéng nén” d6i v4i cdc hinh vi giao

ti€p qua dién thoai néu dudi diy. Ban cé thé giii thich su lya chon
ciia minh khéng?



Qudn Iy thdng tin

Hanh vi Nén | Khéng nén Ly do

Hdi lai cho 1B tén vA s8 dién thoai
cda ngudi d€ lai tin nhin

Yéu ciu giit may d€ ban chay di
tim s&p

Giir dién thoai bing diu va vai
vi cd hai tay déu bin 14t 6im s8
liéu @€ bdo cho khach trong lic
van ti€p tyc néi

Géac mdy sau khi ¢dm on va chao
dé€ k&t thic cude goi

Xin 151, che 8ng nghe rdi chao
ngudi khich vira bude vao phong

Héi khdch tén gl 16i bdo 1a
ngudi ho cin tim khéng cé & d6

5 Cdc loai véin bdn tf 1 d€n 5 duGi diy c6 thé dudc fim thiy trong hd
sd ndo? Hiay chon mdt ddp 4n t8i wu a, b hay c.

1 Bdo cdo tong két clia cong ty nim 2002 va k& hoach hoat dong trong
thdi gian tdi

a ho sd luu theo d& tai “bdo cdo”

b hd sd luu theo thdi gian “nam 2002”

¢ hd so lwu theo dé tai “k& hoach”

2 Hgp ddng lao ddng clia nhin vién mdi Nguyén Ngoc Nga
a luu hé s¢ “hgp ddng”

b luu hd so “nhin su”

¢ luu hé sd x&p theo bing chit c4i “N”

3 Cong vin clia ¢d quan qudn 1y théng bdo thdi han t4i dang k¥ kinh
doanh

a luu hd so “cong van”
b lve hd sd theo tén cd quan quin 1y, thit ty a,b,c
¢ luu hé sg “phép Iy”
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4 Phudng 4n kinh doanh ¢lia chi nhdnh c¢dng ty tai Can Tho
a luu hd sd “phuwong dn kinh doanh”

b luu theo s& ghi trén phudng dn

¢ luu hé sd “chi nhdnh Cin Tho”

5 Thu khi€u nai cong ty d3 gl cho c¢o quan hitu quan

a lwu hd so “cong vin di”
b luu theo ngay ghi wén thu
¢ lvu hé sd “cin theo d&i”

Ban ¢é thé tim ddp 4n cho nhitng cau hdi nay 3 phin Pdp dn bai
14p tu ddnh gid § cudi sich.
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6 Tom tat

89



Qudn Iy théng tin

7 Suy ngam

Biy gid ban dinh 5 phit d€ suy ngdm nhing vin dé vira nghién
cffu va nghi xem ban s& dp dung chiing vao thuyc t& céng viéc clia
ban nhu thé€ ndo? Hiy vi€t ra nhitng suy nghi cda ban:

Al Téi da hoc duge...

...................................................... Ap dung khi nao?

Al Téi di hoc dude...

...................................................... Ap dung khi nao?
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Danh giad két qua

1

Ciu 2

Ciu 3

Ciu 4

Bai ki€m tra nhanh

Bén diy, ban di gin nhyv hoan (4t viéc nghién citu cudn sich. Hiy
trd 13i nhitng cdu héi sau d€ dinh gid xem liéu ban di nfm vitng
nhitng khai niém chinh di dugc néu trong cuén sich.

Hiy tra 1di ngin gon cdc cdu héi dudi day

Cdc vai trod chinh cia vin phong 13 gi?

Nhitng cdu hdi chd y&u thudng duge dit ra mdi khi can hoach dinh
cOng viée 1a gi?

Hiy néu cdc tdc dong md mbi trudng 1am viéc c6 thé giy ra cho
nhdn vién va cong ty.

Cdc y&u t§ c¢d ban ma ngudi t chitc khong gian 1am viéc cdn didm
bdo 13 gi?
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Bdnh gid k&t qud

Ciu 5
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Lam thé nao d€ t6 chuc 8t khu vyc ti€p tan?

.........................................................................................................
.........................................................................................................

.........................................................................................................

Hiy md td trinh wf tSng quat xit ¢ thy tin ma ban cho 13 thich hgp
vdi viin phdng cia minh.

C6 nhifng cdch luu i hd so théng dung nao ma ban bi&t vi 4p dung?



Diinh gid két gud

Cau 10 TLam thé ndo d€ c6 thé duy tri hinh dnh t6t vé cbng ty théng qua

Ciu 1

cdc giao dich dién thoai?

Trong titng tritdng hgp sau diy, hiy nhin dinh nguyén nhén ciia
vian dé va néu cich gidi quy&t phi hgp nhi't theo ¥ ban.

S€p dang cdu gdt: “Buc fax nay déng ddu ‘Khin' ma nx chiéu thit
Sd: A8n sdng thi Bu mdi tdi tay t6i, 1a nghia lam sao?”

Khdch hang than phi€n: “Téi budc vé cdng ty anh, ding chd hon
10 phuir ching thdy bong ddng ai d€ héi tham dwge mét cdu. Hom
kia t6i goi 16i nhdn anh cho ngudi qua gdp ldy mdu hgp ddng vé
stea lai, dgi hoai khéng ai tdi. Sdng nay got vé chudng do héi khéng
ai nhdc mdy. Lam dn kiéu nay... thiét ngdn qud!”

.........................................................................................................

Vi trudng phong kinh doanh buc minh: “Vu mua phdn mém dé hodn
lai di, m&i ba bén noi tw vdn, hdi thdm i phia rét cudc khidng bidt
gid cd dugce duyét tdi dau dé ma ndi chuyén véi nguoi ta.”

.........................................................................................................



Ddnh gid két qud

Cau 4

94

Nhin vién vin phdng ca cdm: “Dgo nay sao lam vigc mau mét qud,
vita dau lung, vita méi mdt. Ngdy ndo ra khdi co quan ciing nhu
mudn s6t rdm ran. Odi cd nguoi. Ci tdi thi Hai 1d em thdy sg!”

Ban ¢6 thé tham khdo cdc ciu trd 13i d phdn cudi cudn sich.



y

Bdnh gid két gqud

2 Bai tap tinh hudng

Hay doc k¥ tinh hudng sau diy vi chia sé nhitng suy nghi clia ban
bing cich trd 13i cdc ciu hdi bén dusi.

Co sb Thuan Hba 1a mot co s& gia cng dét nhudm tai Quén 11, TP HCM véi
khodng 40 nhan cang. Co s dit ngay tai nha ong Tam, chi cd sd. Tur trusc
dén nay, moi viéc kinh doanh, quan fy hoan toan do 8ng TAm dam nhén, cdc
khau ki thuat thi cé cau Qudc con trai ng phu gidp chli y&u Ia de 6ng truyén
nghé theo kinh nghiém cha truyén con ndi. Khodng 1 nim nay do mé rong
quan hé, cng viéc lam &n phat trién nhanh, cd s§ mé thém phan xu@ng may,
s6 nhan cbng da (&n dén hon 200 va dang dy dinh chuyén thanh cdng ty
TNHH. Tuy vén ¢dn rat nhanh nhay trong vigc kinh doanh, 6ng TAm bit diu
thay cdn phai giao viéc diéu hanh cu thé cho con trai d€ minh ranh tay chivé
cho ¢Ong ty céc phudng hubng [am %n I6n. Ong ciing that sy cam thay Jing
ting trudc mdt 6 vige phat sinh nhu: s6 sach hé so chua ding theo huéing
dan clia cd quan quéan ¥, khach hang mdi cling nhu ban hang au nim bét ddu
¢d I8i phién trach vé mdt s6 dinh tré trong giao dich, chuyén quan Iy s6 d8ng
nhan cong cling 1dm van dé.

Ong Tam ndi vdi cgu Quéc vé ¥ dinh ciia mink, va cbu trd 130 ong
nghe dugc la: “Trudc tién, Ba phdi cho con cdi vdn phong.”

Theo ban, vi sao QuSc ¢6 y&u cdu nhy th€? Ban ¢6 déng y khéng?
Quéc s& bit ddu nhu thé ndo d€ 8 chite cong viéc vin phong?

Nhimg diéu gi Quéc cdn quan tim d€ dim bio hiéu qud cong vide
clia vin phong (va ciing d€ chitng minh véi Ong Tdm 13 minh ding
khi dd dwa ra y&u cdu d6)?

Ban ¢6 thé tham khio ciu trd 13i 8 phin Ddp dn bai tdp tinh hudng
3 phin cudi cudn sdch.
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Hay tom lugc va suy ngim

1 Tom lugc va suy ngam

Chiing ta di cling nhau di qua ba phan céia cudn sich véi cdc ndi
dung va hoat déng gitp chiing ta hi€u biét, suy nghi va vin dung
vao thye t€ mot s8 van dé lién quan dén quin Iy vin phong.

Trong Phin A clia cudn sich ching ta di cing khdo sdt vai wd va
chic ning cla vin phdng qudn tri banh chdnh, sau khi diém lai cdc
cong vi€c thudng nhit cda vin phdng, phan biét loai céng viéc
thudng xuyén thugc chife ning clia phong hianh chinh nhim thyc
hién chi€n luge, chinh sdch quin Iy ciia cong ty va loai cong viéc
diéu phoi, hd tr¢ cho hoat dong ciia cic cAp qudn 1y, cic phong ban
ddn vi trong toan cdng ty.

Ban ¢ thdy hién nay phong hanh chdnh tqi cong ty ciia minh c6
thé hign rd vai tro diéu phdi va hd trg hay chua?

Trong hoat ddng thudng ngdy, vin phong cia ban ¢6 thuc hién tar
cd cde chite ndng hogch dinh, t6 chitc hudng ddn va kiém sodt khong?
i

J mitc dé nao?

Khi ban ¢6 ciu trd 1di thdéa ddng thi ching ta di dat dudc muc tiéu
thit nhit clia cudn sdch.

Ciing trong Phan A, chiing ta d3 ¢4 dip nhén ra sy cin thi&t ciia cong
tdc hoach dinh khi ban muén tao ra nhitng thay d8i, chuyén bi€n va
cdi thig¢n ddi véi cdc bt cip c6 thé vin dang tdn tai trong hoat dong
clia van phong. Ching ta di di€m qua cdc budc hoach dinh ¢d bén
khi tra 18i cho cdc cdu hoéi chi y&u lién quan dén titng khiu va toan
bd qud trinh hoach dinh. Cdc ban di 12m quen véi mét s& cong cu
hoach dinh,

Voi mbi ké hoach dé ra, ban da ndm vitng cdc tidu chi xde Idp muc
tiu: cu thé, phit hyp, cé thoi han, mung tinh thyc 1€ va khd thi hay
chua?
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Héy tdm bitge vé suy ngdim

98

Gilp ban ¢6 dugc khd ning va théi quen xdc dinh muc tiéun phu
hgp cho mei k€ hoach cong viéc, dp dung dugc cdc nguyén tic,
quy trinh va cdng cu hoach dinh cdng viéc vin phong, dé chinh I3
cdc myuc tiéu k€ ti€p clia cudn sich.

Céc hoat ddng trong Phan B di cling vdi ban xem xét cdc sy viéc,
hién tugng thyc t€ dang dién ra ngay tai vin phong cla minh ma
ban thdy cin phdi cdi thién néu mudn ting cudng hidu qui hoat dong
ciia vin phong, Chiing ta di trao d8i cdc didu cin lvu ¥, cdc viée
cin tién hanh, cic nguyén tic va cach thic t8 chiic quin 1y viéc bd
tri khong gian vin phong, khu vic ti€p tin, cdc ¢d s§ tién ich, va ca
qudn ly cdc dich vu cung ing cho vin phdng.

Ban cd nhin thdy nhu cdu va cdc linh vic cdn cdi thién vé mdt vdt
chdt cita van phong khéng? Ban c6 nhdn ra va biét phdi lam gi dé
thuc hién nhitng thay déi cdn thiét nhdm tqo méi truong lam viéc
thodi mdi, tién nghi, an toan, ddm bdo ndng sudt va hiéu qud lam
viéc tai vdn phong cia minh khéng?

Muc tiéu thif 1w cia chiing ta xem nhu di dudc tiép cin va gidi quyét.

Kha ning thi€t k€ cdc hé théng hifu dung dé€ quin 1y théng tin tai
vin phong 13 muc tiéu sau cudi nhung khéng kém quan trong cda
cudn sdch. Cling nhu & cdc phdn trén, trong Phan C ching ta di
diém qua céc bit cAp din dén nhu cdu thay d8i phuong cich quin
1y thdng tin qua thit tin, hd so vi dién thoai. Noi dung vé t§ chic
hé thdng quan 1y vin thu, lvu trit hd so vA ndng cao hiéu qui truyén
thdng qua giao dich dién thoai dudc phin tich chi i€t trong Phin C
nay ciing véi cdc hoat dong va bii thuc hanh.

Ban di nght gi va lam gi véi khét lugng théng tin cé dugc cia céng
ty? Sau khi hoan tdt Phdn C, ban cd nhitng thay déi gi trong suy
nght va cdch thic qudn Iy dang ngudn luc ngdy cang trd nén quan
trong nay?



Hay tém lwoc va suy ngdm

Ban c6 nhin ra nhitng cdi thién ddng khich 1¢ khong?

Cau trd 13i khdng dinh sé& 13 phdn thudng xiing ddng dinh cho Ban,
vi dd bd th&i gian va cong sitc ty trau déi ki€n thitc va ning lye quin
1¥ vin phong.

K& hoach hanh dang

K& hoach hanh dgng 12 gi?

K& hoach hanh déng 1a mét cdng cu gidp ban 4p dung nhitng gi rit
ra dudc X cudn sdch vao thuc t€ cong viée.

Lam thé nao d€ I5p mét k€ hoach hanh déng?

Diy 1a lic ban xem lai nhitng ghi chép clta minh & trang Suy ngdm
sau mdi phan trong cudn sich va nhitng ciu trd 181 § myc Tom luge
va Suy ngdm.

Trudc tién, hdy x4c dinh cdc muc tiéu ma ban mong muén dat dugc
12 g1? D€ dat dugc cdc muc tiéu nay, ban ¢6 thé s& gép phdi nhitng
vin dé ndo? Hiy lidt ké ching. Sau d6 hiy phin tich xem dé& gidi
quyét tiing vin dé, ban s& cin thyc hién nhitng hinh déng gi, véi
cdc¢ ngudn luc nio, va trong th¥i gian bao 1au?

Hay dim bao nhitng k&€ hoach hanh ddng ban dit ra cho timg muc
tiéu ludn ddp Wng cic tiéu chi sau:

cu thé:

¢6 th€ do lwdng dugc;

c6 thé dat duge;

phit hdp (v8i muc tiéu cia doanh nghiép va cila nhém);
thén han hgp 1y.
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Hay tém lugc va suy ngdm
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Vi du:

Pé& dim bao tinh kha thi, trong mdt k€ hoach hanh dong, ban chi
nén dé& xuit mot muc tiéu cAn dat dude va khong qud 3 van dé cin
thi€t phai gidi quyét.

Khi da 14p xong k& hoach hanh ddng, ban nén bit tay ngay vao viéc
thuc hién. Pirng dé bat ky diéu gi tri hoan ban! Trong qué trinh thuc
hién, it c6 thé€ s& c6 nhitng y&u t6 dnh hudng dén nhitng du kién
clia ban. Ban hdy phén tich k§ ludng nhitng dnh hudng nay va trong

 trudng hop cin thiét, ban dirng e ngai gi n€u phdi thay d8i mot s&

dy kién trong k& hoach hanh dong ctia minh. Nhung Iuu ¥ rdng cudi
cung ban phdi dat dudc muc tiéu da dat ra.

Lam gi vdi k& hoach hanh dgng?

K& hoach hanh déng la danh cho ban. Trit phi ban yéu cdu, khéng
ai ddnh gid, chdm diém va xem xét k& hoach ciia ban. Hay treo ké
hoach hanh déng & noi lam viéc va bdt tay thuc hién ngay!

Ban nén xem xét lai k&€ hoach ciia minh theo dinh k¥ (c6 th€ hang
thang) va diéu chinh k& hoach khi cin thiét. Hay xem lai:

nhiing gi dang phdt huy tdc dung?

nhitng gi cin dugc cdi ti€n?

lam th€ nao d€ c6 thé thuc hién cic cai tién d6?

Khi da thuc hién xong k& hoach hanh ddng, ban ditng nén vdi vang
cit né vao ngin ban. Ban nén danh chit thdi gian dé ddnh gid viéc
thuc hién k&€ hoach hanh ddng va so sdnh xem k&t qud ma ban dat
dudc ¢6 nhu mong mudn hay khéng. Piéu nay sé& gitip cho ban tich

luy kinh nghiém d€ thyc hién thinh cdng cdc k&€ hoach hanh dong
trong tuong lai.

Pirng quén ghi nhdn nhitng tién b¢ ma ban da dat dugc. Hay dn
mitng nhitng thanh céng cia minh!
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Hay tém hege va suy ngdm

3 Pap an bai tap ty ddnh gia

Bai tép ty dénh gid 1
V' Cdc vigc thuong xuyén cia phong hanh chdnh la (Ddu X):
d ding ky héi trudng d€ 8 chic tdng k&t cubi nim

e hudng din khdch quay s ndi b6 dé néi chuyén véi nhin vién cé
th€ gidi thich vin dé khich dang thic mic

f 14p quy trinh theo dGi c4c héa don mua vin phong phdm chira
quy€t todn

g phdt hanh lich cong tdc tudn cia cong ty
i diéu xe di d6n doan khdch nudc ngoai

Cdc viéc ma phong hanh chdnh thuc hién hd trg phong ban khdc
(Ddu V) la:

a ditin thém tip gidi thiéu va tai li¢u ti€p thi cla cdng ty (hd trg phong
marketing)

b hudng din nhin vién ky thudt dién miu hop déng thué dich vu 14p
mdy (hd trg phong k¥ thuit)

¢ thi€t k& thu mdi du h6i nghi khdch hang (hé trg bd phin quan hé
khdch hang)

h thdng ké cdp nhit cdc van ban lién quan dén thué thude nganh hing
sdn phim cfia cong ty (b8 trg phong tai vu)

j tdp hdp cdc catalogue chio gid linh kién diing trong sin phfm
cia cbng ty (hd tr¢ phong thu mua)
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Hdy tém luge va suy ngdm

A

marketing s€p

B

khiach hang néi bg khéach hang bén ngoai

b/ nhém du 4n phdt ri€n sdn | a/ nhém céng ty 1& hanh chuyén lo
phim mdi cda cong ty visa cho nhdn vién di ¢6ng tdc

¢/ hai nhan vién tap sy cla phong | d/ chuyén gia tu vn dén lam vigc véi

r

e/ chuyén gia tu vin dang lam viéc | f/ d6i nghién cu thi trudng ciia mot
ban thdi gian véi phong ky thuit | cong ty da qudc gia dang tim hi€u khi

nang ky hop déng thu phu vi cong ty

Ho déu dang 1am viéc tai cdng ty, | Ho 12 ngudi cla cdc don vi bén ngoai
cdng su v&i nhan vién trong cdng ty | ¢6 giao dich vo1 cong ty

3 Cdc budc hoach dinh cong viéc t6 chitc hdi nghi ¢6 thé sdp xép theo
thit t sau:

1

102

Théo ludn véi cic bd phin lién quan va nhém d€ théng nhit myc

. tiéw va cdc yéu cdu cy thé ciia hoi nghi 14n nay

Ghi ra cdc bude chinh ciin phii ti€n hanh trudc, trong va sau hoi
nghi

Xdc lip ti€n dé thyc hién mdi bude cdng viéc cla qud trinh chuin
b1 hdi nghi

Xdc dinh ngudn kinh phi dé 8 chitc héi nghi

Phin c6ng ngud¥i chiu trach nhiém ting mdng cong viée 1dn
(thw mdi, danh sdch, dit chd & phuc vu thifc in, lién hé cdc dién
gia, v.v...)

Dy ki€n khi ning c6 dién bi€n st ¢ nhv mua, clip dién dot xudt
v.v... vi k&€ hoach dy phong

Pinh gida mic dd hoan thanh, tdng k&t rit kinh nghiém cho cdc
lan khic, thyc hién cdc viée con lai sau hdi nghi




Hay tém hiege va suy ngdm

4 Ban c6 thé dung lich cong tdc thdng (hodc quy) danh riéng cho
cdc s¢ kién 1dn sé& dién ra tr ddy d€n cudi nam.

Mbi dy 4n c6 bang ti€n dd dy dn hoic sd A Gantt, vin phong cé
thé 18p mot béng ti€n d6 tdng hgp ghi cic ot mbc thdi gian quan
trong nhit cda cic dy 4n d€ tidn theo ddi.

Lich céng tdc tudn ludn hitu dung gitp vin phong ddm bdo viéc
sdp x&p cdc hoat dong thudng nhat.

Bai tip ty danh gia 2

1 Céc diéu can quan tAm:

i

ii

il

v

Vi tri cla phong sdp chuyén tdi c6 thuin tién va thich hgp cho
chic ning hoat dong cia van phdng khéng? Hiy trao d8i vdi
s€p néu ban dugc bd trf mdt cin trén Mu hodc phia san, canh nha
kho. Vi théng thudng phdng hinh chdnh gidn v8i khu vue tép
tin va tOng dai dién thoai, mot vi tri gdn cita chinh ciia cong ty
thi hdp 1y han.

Dién tich ¢in phdng mdi so v6i nhu ciu bs tri va theo chirc vy va
nhiém vu cong viéc clia c¢d 7 ngudi. Nén c¢6 nhitng thdng tin dé
xem xét va tri lidu.

Cdc nhu cdu v& ban gh&, vi trang thi€t bi, cdn thém gi, c6 thé
thay d8i gi vé td ké, gh& ban, mdy vi tinh, dién thoai, v.v...
Lip mét danh sdch, trao d6i vdi cdc déng nghiép d€ khing
dinh sy cin thi€t. Nén c6 dy trd cho nhitng thay ddi s{p tdi n&u
dy ki€n dude.

C6 ¥ ki€n vé viée son quét miu trdn, mau tudng, 1{p dén, théng
gi6 va cdch trang tri, b8 trf vit dung trong phong. TSt nha't 13 ¢6 s&
ligu do dac, cdc quy cdch yéu cdu, vi phéc thio qua vii cdch b tri
r6i chon mdt cdch t8i vu, trudc khi that sy di chuyén.

Va di nhi€n ban ciling phdi ¢6 mdt k&€ hoach ré rang vdi thdi gian
va lugng cong viée cu thé, théng bdo v6i nhin vién, phin cong
trong phong hodc néu cdn thi nhd hé g, d€ gidm thidu viéc gidn
doan céng viéc chung ciia phong trong mét 1dn “don nha” nhu
thé€ nay.
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Hdy tém lwoc va suy ngdm

104

. Ban s& c6 cdc ¥ ki€n riéng clia minh vé& diéu tdm dic nhi't trong

cAc nguyén tic chung di dé cip. Thong thudng ban sé chi ¥ va tim
cdch ing dung diéu nio ma trude diy ban chua quan tim, khong
dé ¥ 16i, va nght 13 biy gid s& 4p dung dugc, khdng ¢é trd ngai mi
lai dem dén tdc dung hitu ich, phdi khéng?

Chiing t6i xin phép tém tdt lai cdc diém chinh v& mong 13 ¢6 nhiéu
diéu thi€t thyc d6i véi ban:

nghién cifu nhu ciu st dung mat bing;

phén tich m&i quan hé giita dong cdng viéc, ngudi 1Am viée va thi&t
bi hd trg;

lya chon ban gh€ ddp dng nhu cdu ngudi st dung;

chii y d&n cdc y&u t& thodng khi, nhiét d9, chi€u sdng, mau sic, 4m
thanh (ti€ng 6n) tai ndi lam viéc,

Khich s& c6 cdc 4n tugng t8t khi d€n khu vyc ti€p tan do:

su khang trang, lich sy cé dugc do cdch bai tri néi 1én phong cdch
chung cia cdng ty cling nhi todt 1&n sif trdn trong d8i vdi khdch do
c6 quan tim chim séc¢ gift gin cho khu vye ti€p tin ludén ngin nip,
sach sé&;

tinh hiéun qud va chuyén nghiép cia hoat déng vin phang dugc nhin
x€t théng qua thdi 4§, hanh vi cif chi, 18i néi, trang phuc va cdch
thitc d6n ti€p khach ciing nhy x& 1§ céng viéc clia cdc nhan vién tai
dé.

V8i mbi loai dich vu ma vin phong c6 nhu ciu, tai mdi thai diém,
va tly vao nhidu y&u 8 lién quan dén mdi trudng kinh doanh, vin
phong s€ cé cdc uu tién khdc nhau khi lya chon nhd cung dng. Tuy
nhién, cd¢ y€u t8 cin nhic chung thudng 1i:

chit lugng

gid

phudng thifc thanh todn

dich vu hiu mii/bio hanh

thesi gian va khd ning cung (ng

uy tin cia nhd cung dng



Bai tip ty ddnh gid 3

! Chon phudng 4n phl hgp nhit

Hdy tém liac va suy ngdm

A
thu quing cdo sdn phim mdi do
cOng ty X gii tdi

thu cia cbng ty quidng cdo mdi
tham gia hdi chg trién iim

thu giti kém hd so dy thiu nhung
bi thu di bi rdch

thu tir phdng k¥ thuét giii di nhung
khéng ¢é chit ky

bién lai xdc nhdn thanh todin hgp
dong do phong tai vu gli cho nha
cung 1ing

thu théng bdo quy dinh mdi vé
thué

B
vitt - néu di titng nhin nhiéu
1an va bi€t 13 khong st dung

Iuu - néu cbng ty X 1a nhi cung
Ung ddng tin ciy

vift - néu khéng thudc nganh
nghé lién gquan hojc cdng ty
khéng c¢6 chi trugng

luu - néu cong ty c6 k€ hoach
cho thdi gian tdi

goi dién bao cho ngudi gui

trd Iai ngudi soan, yéu ciu ky
diy dd

g bido ddm

chuyén cho phdng lién quan
(i chinh-k€ todn)

LA . ~
2 Dién vao chd udng

a Nhitng vin ban ching minh tu cich phdp 1y cda cong ty nhu diéu
1¢, ban quyén, bing phit minh sdng ch& s& dudc luu khéng th¥i han.

b Viéc luu trit hd so bao gdm viéc sdp x&p, et gilt va truy luc gidy
t3, van ban, dif lidu trong cdc tip hd sd hay cdc td hd sd.

¢ Nhiém vu chinh clia cdng tdc quin 1y hd so 13 ki€m sodt, luu gil

vd bdo mat.

d Vin phong cdn huin luyén cho nhin vién thdy sy quan trong va
c4n thi€t phdi bido vé cdc thong tin riéng w lién quan dén khdch
hang hoic lgi ich kinh doanh cia cong ty.
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Hay tom luge va suy ngdm

Khi viin phong di xdc 14p hé th6ng ma s& va cdch luu trif tién
dung nhat thi phdi phd bi€n vi huéng ddn nhin vién st dung cho
thdng nhat, cling nhu dinh ky ddnh gid va cap nhit cich quan ly
hé sd cho phd hop nha't véi yéu cAu hoat dong cda cong ty.

Cdc khiu quan trong trong giao dich qua dién thoai

Nhén cufec goi - chdo, tr xung, xic dinh ngudi goi dé€n, muc dich
cudc goi, ghi nhdn yéu ciu va thuc hién

Chuy€n cudc goi - bdo s& chuyén, xdc dinh sy déng ¥, béo véi ngudi
ti€p nhin, ki€m tra sy két nSi di théng sudt

Nhén & chuyén tin nhin - chil dong d& nghi, ghi lai cdc théng tin
thi€t y&u, chuyé&n tin nhin ngay khi cé thé

Thite hi¢n cude goi &i — chon thdi gian goi thich hgp, W xung, néu
muc dich, néi ngdn gon c¢6 chuin bi

Hanh vi Nén| Khéng nén Ly do

a Hdéilai cho 15 tén va s8] X Luén Iudn cin xdc dinh
dién thoai ciia ngudi dé 16 ngudi d€ lai tin nhin
lai tin nh4n 13 ai, tir ddu goi dén va

khi can lién lac lai thi ¢6
s0 dién thoai chinh xdc.

Yéu cdu git may d€ X Khéng bi€'t sép hién
ban chay di tim s€p dang ¢ ddu tht khéng
khdng bi€t hién dang & thé yéu cdu giit mdy do
diu khong bi€t khdch & diu

kia phdi cdn chd trong
bao ldu. Hon ntta, viéc
“khong biét s&€p dang &
dduw” 1a viéc riéng ciia
ban, khéng nén dé cho
khdch c6 th€ ddnh gid
cdng ty cda ban thi€u né
nép. T6t nhit 13 trd 131
s&p hién khéng cé mat,
dé nghi d€ lai tin nhin,
hoic goi lai sau.
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Hay tom lugc va suy ngdm

Hianh vi

Khéng nén

Ly do

¢ Gid dién thoai bing
dau va vai vi ¢4 hai tay
déu bin 13t tim 58 lidu
dé€ bdo cho khich trong
lic vin ti€p tuc néi

X

Hiy d€ khdch gic mdy
sau khi hen s& goi lai, va
binh tinh tim s6 lidu dé
trdnh cip rdp, sai s6t; vd
lai, git 8ng nghe nhu thé
néi chuyén s& khéng rd,
ddu day kia sé khéng
ti€p nhén rd théng tin.

d Gdc mdy sau khi cdm
on va chiao d&€ k&t
thic cudc goi

Pay 13 phong cich chuin
khi két thic cudc goi.

e Xin 161, che &ng nghe
réi chio ngudi khdch
vifa budc vao phong

Cin ghi nhin khdch vira
vio phang du dang bin
gilta cufc goi, biy td sy
chd ¥ vA quan tim, niém
nd cita 1i€p tin.

f HJi khdch tén gi réi
bdo 1a ngudi ho ¢in fim
khéng cé @ d6

Lam nhy th€ s& tao cho
khdch suy nghi 14 ta
dugc din trudc s& khong
ti€p ngudi ndy, v6 tinh
gdy phit y.

5

I b - Hb sd luwu theo thdi gian “ndm 2002~

Bdo cdo 16ng két cia cong ty ndm 2002 va k& hoach hoat dgng trong

thoi gian toi

(N€u luu hd sd 12 “bdo c40” hay “ké& hoach” thi khéng bao gdm
hét noi dung; loai hd so nay sé& phat sinh theo titng nim, nén luu

theo ndm.)

2 b - Hé sd luvu theo “nhin sy”

Hgp ddng lao djng cia nhdn vién mdi Nguyén Ngoc Nga

(N€u Ivu theo “hop déng” c¢6 thé nhdm 1in véi c4c loai hgp ddng
giao dich khic cda cdng ty, luu theo chif c4i chi thudn tién khi da
nim trong hd so nhin sy chung.)
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Hay tém lige vé suy ngdm
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3 ¢ - Ho so luu theo “phép 1y~

Céng vdn ctia co quan gudn 1y thdong bdo thot hgn tdi dang ky kinh
doanh

(Phudng 4n “c6ng van” qud chung chung; phudng dn Ivu theo tén
cd quan qudn 1y chi tién dung néu cbng ty c6 nhiéu cd quan qudn
1y cip trén khdc nhau vd mdi co quan lai phdt ra nhi€u cong vin
trong thdi gian hoat déng.)

¢ - H8 sd i “chi nhdnh Cin Thg”

Phuong dn kinh doanh cia chi nhdnh céng ty tai Cdn Tho

(H6 sd “Phuong 4n kinh doanh” (PAKD) s& cé cdc thu myc con la
PAKD ciia titng chi nhdnh. Trong hd sd cia mdi chi nhdnh, cdc

PAKD trong tirng thdi di€ém khdc nhau, néun ¢4, sé dugc luu theo
$8.)

¢ - Ho so luu “cdn theo d6i”
Thie khié¢u nai cong ty dd gii cho co quan hitu quan

(Hai phuong 4n luu theo ngay gii hodc theo cdng van di khong gitp
hiu ¥ theo doi k€t qua khi€u nai.)



Hay tém huge va suy ngdm

4 Dap an bai kiém tra nhanh

Chiu |

Ciu 2

Ciu 3

A
Céc vai trd chinh cia van phong l1a:

trung tAm ti€p nhén, x¥& 1y, truyén dat thong tin va phdi hgp cdc quy
trinh hoat déng cia cong ty;

cdnh tay dic lyc cla cde ¢dp quin 1y cAp cao hd trg thuc hién chinh
sdch quin 1y, hd trg doi ngl qudn 1§ hodn thanh trich nhiém;

trung tdm hoach dinh vi ki€m sodt cdc hoat ddng ddm bio thudng
nhit (quy trinh, chi tiéu, dinh mitec v.v...);

trung tAm cung cip dich vu hé trg cho cdc phong, ban chifc ning
trong cdc hoat dong hodc dy dn chuyén biét.

Nhitng ciu hdi chi y&u thudng duge dit ra mdi khi cdn hoach dinh
cdng viéc la:

Tai sao 1am viéc ndy? Muc dich nhim t6i 1a gi? Thuc trang hién nay
ra sao? K&t qud mong mudn nhu th€ nio?

Nhifng bu6c cdng viée ¢dn lam 12 gi? Thyc hién cich nio? Tién 46
ra sa0? Ngudn luc cé dugc gébm nhitng gi? Phin cong trich nhiém
cho nhitng ai?

Dy phdng cdc tinh huéng khic ¢6 th€ xdy ra? Cich nio d€ theo
déi, ki€m tra, chin chinh kip thsi?

K&t qui dat dugc so v6i mong mudn nhy th& nio? Bai hoc gi ¢ thé
it ra tif kinh nghi¢m nay?

Céc tdc dong ma mdi trudng 1am vidc ¢6 thé giy ra cho nhén vién
va cdng ty 1a:

MS6i trudng t6t s€ dem lai su yén tim, tién nghi, thodi mdi d€ nhin
vién dat hiéu qud va ning suit 16 wu, gép phan ting 1di ich cho
cong ty.

M&i trudng khdng t6t dé gy mét mdi, bue doc, cing thing, d€ kdo
dai c¢6 thé ddn d&n mdt s8 bénh min tinh hoic tai nan nghé nghiép,
ngudi 1am viéce niing sudt thip s§ ngdy nghi viéc ting, 4nh hudng
dén hiéu sudt hoat dong chung cla toAn céng ty.
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Héy t6m Liuge vé suy ngdm

Céiun 4

110

Céc y&u 16 ¢o bdn ma ngudi t6 chitc khong gian 1am viéc cin dim
bdo la:

Tinh khoa hoc va hdp Iy clia viéc bd tri vit dung;

Sy phil hgp cda ban gh&, thiét bi vdi ngudi s¢ dung;

Diéu chinh thich hgp cdc y&u 16 nhiét d8, thodng khi, chi€u sdng,
ti€ng On;

Pdm bdo an todn, tié€n nghi va thodi mdi cho ngudi lam viéc.

PE 6 chic t6t khu vie ti€p tin cin:

thuc hién cdc nguyén dc 18 chitc bd trf khu vyc ti€p tin theo yéu
cdu thé hién vin héa cong ty, chi § d&€n cdc vit dung, cdch trang
tri, nhitng tién ich cin ban

xdc Iap cdc quy wdc chuidn muyc v& nhiém vu, yéu ciu d8i véi cong
viéc ti€p 1dn )

hudn luyén ki niing 1& tin giao ti€p cho nhin vién tiép tin (vi ca
nhitng nhan vién lién quan thudc phdng hanh chdnh)

thudng xuyén theo doi, ghi nhan phdn dnh ciia khdch hang (cd ndi
bd va bén ngoai) d€ gitip lién tuc cdi thién.

Vin phong cin st dung dich vu bén ngoii?

Vin phdng khong thé€ ¢6 ddy di hé&t kinh nghiém vi ning luc dé
thuc hién moi viée.

Vin phdng cdn tp trung ngudn luc diu tf vio cdc cong viéc chinh
mi minh ¢é thé thyc hién hidu qui nhit.

Vi cdc viée van phong khong cé kinh nghiém hodc chuyén mdn siu;
cdc viéc khong trong tim hay khdng thudng xuyén ma lai doi hoi sy
diu tr dio tao hoic mdy mée thigt bi nhiéu, viéc s dung dich vu
bén ngdai s& dem lai 1gi ich hon v& chi phi va hiéu qui.

P& tang hiéu qud cong tic quin 1y-lm ot hd so ching ta ¢é thé:
xdc dinh mue dich va ddi tugng st dung hé thdng qudn ly - luu ol
thi€t 1dp quy trinh chuidn v& viée quin 1y - hru trif

phd bién, hwdng din, hudn luyén vi thudng xuyén theo dsi gitp
dd nhdn vién dude giao nhig¢m vy nay

¢6 k& hoach ki€m tra, ddnh gid, cAp nhit va cdi ti€n hé thdng



Ciu 1

Hay tém luoe va suy ngém

Ban s& ¢ trinh tf riéng phit hgp v6i yéu ciu va thyc & hoat ddng
cia cbng ty.

Quy trinh 8ng qudt thong thudng bao gdm cdc budc: ghi nhin; phin
loai; xif 1§ so bd; chuyén, phiic dip hoic Iuu.

Xin nhdc lai mét s§ cdch lwu trit phé bign: huu tén theo tht tr bang
chit cdi; luu theo s6; fuu k&t hdp chir va s6; luu theo d& tai hay chiing
loai; luu theo dia danh; lvu theo thé ty thdi gian.

BE€ ¢6 thé duy tri hinh dnh 16t v& cong ty théng qua cdc giao dich
dién thoai, cin:

ghi nhdn thiic t&€ va phdt hién cdc didu gi cAn thay d8i

thi€t 14p quy trinh chudn va cdc yéu clu clia cong ty d6i vdi viee
gtao dich qua dién thoai

dao tao todn bd nhin vién (di nhién ¢6 nhin manh viéc huin luyén
sdu cho nhin vién ti€p tin hodc tryc dién thoai) vé k¥ ning giao
ti€p qua dién thoai

thudng xuyén ghi nhan phdn dnh cda khich, va tu ki€m tra d€ chan
chinh ddng myc va kip thdi, khong d€ xdy ra cdc giao dich “khéng
dat yéu cdu” qua dién thoai

B

S&p dang cdu gdt: “Bitc fax nay ddng ddu ‘khén’ ma ti chidu thit
Sdu dén sdng thit Ba mdi tdi tay 6, 1a nghia lam sao?”

Nguyén nhin;

cdng ty da khong xdc ldp quy trinh quin 1y thy tin,

hodc cong ty ¢6 quy trinh nhung chua nhin manh dén yé&u t§ thyi
gian khi xit 1y thu tin khén;

hodc ngudi x 1y da khéng tudn thd quy trinh.

Bién phédp: 1y theo nguyén nhin nio ma cé bién phdp khic phue,
c6 thé 1a:

xdc 1dp quy trinh quén 1y thu tin v8i ddy dd cdc yéu cdu vé ti&p
nhin, x& 1y, va chuyén thu; R

qui dinh 16 thdi han d8i v6i cdc trudng hgp khin;

hudn luyén nhan vién vi ¢6 cdch theo ddi ki€m tra d€ dam bio quy
trinh dudc tudn tha.
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Khdch hang than phién: “Téi budc vé cbéng ty anh, ding chd hon
10 phiit chdng thdy bong ding ai dé héi thdm dugc mét cdu. Hom
kia t6i goi tdi nhdn anh cho ngudi qua gép Idy mdu hop dong vé
st lai, dgi hodi khdng ai tdi. Sdng nay goi vé chudng dé héi khéng
ai nhic mdy. Lam dn ki€u ndy.. thiét ngdn qud!”

Nguyén nhin: Cé thé

¢6 ti&p tin nghi 6m, ngudi 1am thay lai qui bin rdn chay téi chay
lui chodng gdnh cbng viéc;

quy trinh va k¥ ning giao ti€p qua dién thoai chua duge thit 1ap va
hudn luyén cho nhin vién,

qui dinh vé ch€ db trvc & quay tiép tin khong dude lam 15, hodc
khong duge tudn thi.

Bién phdap:
cin phin céng ré néu ti€p tin bén thi ai s& tam thay thé,

tudn thi qui dinh v& viéc phii nhic mdy trong vdng ba hdi chudng,
va viéc chuyén tin nhin kip thdi va d&n ding ngudi.

Vi trdng phong kinh doanh byc minh: “Vy mua phdn mém dé hodn
lai &i, moi ba bon noi tw vin, hdi thdm i phia rét cuéc khéng biét
gid cd dugc duyét i didu dé€ ma ndi chuyén vdi ngudi ta.”

Nguyén nhén chinh 12 khong c6 hodc thi€u sét trong quy dinh vé
st dung dich vu bén ngoai. Truting hgp niy ciing cho thiy khi hoach
dinh viéc giai quy&t nhu cdu phin mém ciia phdng kinh doanh, y&u
t6 ngudn lyc (tai chinh) chua dugc dat ra diy di.

Bién phdp khic phuc: Cong ty cin ¢6 quy dinh cin bdn khi nio
dudc st dung dich vu bé&n ngoai, tidu chuin chon Iya cdc nhi cung
ting trong d6 ¢6 cd cac tidu chi d€ quy&t dinh vé gi4, bén canh nhing
yé&u 8 chit lugng dich vy, uy tin clia nhi cung dng, va khd ning
cung iing theo yéu ciu cda cdng ty.

Riéng trudng hgp nay, phong kinh doanh nén c¢6 mét qui trinh sif
dung dich vu bén ngoai nhu sau:

1ay bdo agié tif cdc nha cung cip;

danh gia cac bdo gid do;

thong bdo va d& xuit vai cdp trén vi cdc by phan lién quan vé su
Iya chon ciia phong,



Hady tém luge va suy ngdm

Nhin vién vin phong ca cdm: “Dao ndy sao lam viéc mau mét qud,
vita dau lung, vita mdi mdt. Ngay ndo ra khéi co quan cing nhu
mubn 56t rdm ran. Odi cd ngudi. Ci tdi thit Hai la em thdy sg!”

Ban chd ¥ su mét mdi xdy ra trong th&i gian 1am viéc, va cé thé
khong gap phdi khi nhén vién & nha vao cudi tuAn. Pay 12 mot trong
nhitng bi€u hién clia “hoi chifng bénh vin phong” nhu ching ta d3
dé cdp trong phin t§ chiic khong gian lam viéc.

Giai phap
Chi § dén cdc y&u t8 bd tri vin phdng bao gdm:

ghé&, ban, my vi tinh c6 duge bd tri phi hop, vita tim d5i véi ngudi
lam viéc hay khéng, ¢6 tra lung, gdc tay thich hgp khong;

dnh sdng c¢6 thi€u hoic 16e mit khong;

nhiét d6 trong vin phong, ¢6 thé 12 mdy diéu hda md qud lanh/néng,
hodc thi€u théng khi;

théi quen va cdch ngdi 1am viéc cda nhin vién ¢6 hop 1y chua.
Ché ¥ cdc y&u t8 cudng d6 cong viéc bao gdm:
khéi lugng cong vidc ¢6 qud tdi;

khodng nghi ngoi giita buSi vira phdi d& khéng tao sy cing thing
qud mifc khi phdi chju dp luc cong viéce lién tyc.

Dap an bai tip tinh hudng

C6 thé ban ddng y véi Quc bdi vi khi chuyén co sé nhd cia gia
dinh d4 titng quen lam theo kinh nghiém sang cbng ty trich nhiém

“hitu han v3i cdc yéu ciu giao dich md rong va da dang hon, cong

ty cAn phai thiét 1ip mot vin phdng. Chinh vin phdng s& thye hién
vai tro ddu mdi ph8i hdp cdc hoat dong, hd trg cho cdc khiu chife
nang khac thuc hién nhiém vy qudn ly, cling nhu ddm nhin chdc
ndng hoach dinh (thi€t 1dp cdc quy chufn, quy trinh d3m bio cho
hoat ddng dugc théng sudt), 18 chic, hudng din va ki€m tra cong
vigc clia cOng ty. Vin phong duge t§ chiic t8t s& gidip 6ng Tam va
cdu Qudc nhanh chéng dwa cdc hoat déng vio né nép, thich dng
v8i cdc thay d6i khi m3 rdng kinh doanh, va chuyén nghiép héa
cong tdc qudn ly.
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Chiing ta s& nghi ngay d€n con ngudi: tuyén dung moét nhin vién
¢6 kinh nghiém, duge do tao bai bin, ngudi 4y s& gilp cong ty t&
chitc céng viéc van phong.

Th€ nhung viéc tim ngudi gidi giang, bi€t viéc khdong phdi ludn sin
cé dé dang. Hon nifa, di 2 6 ngudi gidi, chinh Qudc s& 14 ngudi
dit ra cd¢ yéu ciu cin ban va phit hgp nhit vdi nhu cdu qudn 1y
cdng viéc clia cong ty. Do vy, Qudc sé bit diu tir khau hoach dinh,
v8i mot phéan tich tinh hinh hién nay cla cong ty, cdc yéu cdu gi,
cbng viéc ndo cidn dua vio né nép, quy cl, muc tiéu chung 13 g,
v.v... D& tit d6 c6 thé dua ra mdt “ddu bai” cho viéc td chifc vin
phong.

Nhu di dé cidp & trén, quin Iy vin phong, quan tim dén cic yéu &
lién quan d€n ngudn luc dude st dung phuc vu hoat dong (co sd
vat chdt, thdng tin, cdng nghé, tai chinh, thdi gian, con ngudi v.v...).
Do d6, diéu ma ciu Qudc can quan tim la:

Thoi gian. DB&i véi mdt van phong vira duge dua vao hoat dong, né
can thdi gian d€ hoach dinh, xdc 14p cdc qui trinh hoat dong va
chuyén d8i ¢ ch€ hoat dong cii sang ¢d ch€ mdi. Viéc ndy khdng
th€ dién ra mdt sdm mét chiéu.

Cac ngudn Iuc cin thi€t: tai chinh, con ngudi va cd s3 vit chit, Day
12 nhitng ngudn lyc cd bdn ma Quéc cdn chi ¥ d€ vin phong ¢é
thé hoat déng dude ngay tir ddu.

Cdc khau tao hiéu qua tifc thoi cho hoat déng ctia van phong trong
d6 bao gbm cdc quy trinh cAn dugc thiét 1ip nhu thé ndo, cdc tidu
chudn cong vide 14 gi, trao d8i théng fin trong vin phdng va cong
ty ra sao, va viéc cung cdp cdc diéu kién 1im viée cdn thift cho
nhin vién trong vin phong. Sy cam két Gng hd cia 6ng Tam dot
vdi cdc thay ddi trong hoat déng cia cdng ty do sy xuat hién cla
bd phin vin phong. Vin phong do Quéc dé xuat sé khdng hoat ddng
dugc n€u 6ng TAm va nhin vién vin gilt cung cich 1am viéc cii nhu
thdi clia modt co s& kinh doanh gia dinh. Sy thay d8i sé khéng tron
ven néu chi ¢é Quéc don phuong thuc hién.

Chiing ta tin 13 Qudc sé& thuyét phuc dudc dng TAm.
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QUAN LY CONG VIEC VAN PHONG

Hay hinh dung sang nay ban c6 mot cudc hop quan trong véi mdt déi tac trude khi quyét dinh
ky két thda thuan ddi bén. Viia budc vao van phong déi tac va gioi thiéu tén minh, cb tiép tan
da niém nd: “Da anh c6 hen véi giam déc bén em lGc 9:00 phai khéng a? Xin méi anh vao
phong hop & 1au 1”. Liéc mat nhin khéng gian xung quanh trén dudng dén phong hop, ban cam
théy rét d& chiu vi moi thir déu ngan nap va dugc bé tri rét khoa hoc. G clia phong hop, ban dé
dang nhan théy lich dang ky st dung phong hop dugc ghi rat cu thé, ai sir dung phéng hop,
trong bao lau, vao ngay nao. Vao phong hop, ban da thay cac trang thiét bi da san sang, va tai
liéu hop dat s&n gon gang trén ban. Ban khdng khoi budt miéng: “Bung la chuyén nghiép!”

Tét ca nhiing hinh anh chuyén nghiép vé dai tac dong lai trong ban phan I6n la nhd hiéu qua
lam viéc clia “nang dau” bd phan hanh chinh ddy! Xua nay, so vdi vai tro cla cac phong ban
chuc nang khac nhu marketing, kinh doanh, nhan S, v.v.., phong hanh chinh thudng hay bi
xem la “nhe ky" nhat. Nhiéu nguéi cho rang cong viéc hanh chinh van phong “toan 1a nhiing
viéc sy vy lat vat, ai lam chéng dugc!”. Ay vay ma khi tham quan cac doanh nghiép, dac biét
nhiing doanh nghiép nho va vira Viét Nam, nhiing hinh anh chuyén nghiép nhu vira ké thi lai
la truong hdp “hiém cd”. Lam thé nao dé ban hiéu rd hét vai tro va phat huy hét tiém nang cla
phong hanh chinh? Lam thé nao dé phong hanh chinh tao ra dugc mét hinh anh chuyén
nghiép cho cdng ty doi véi ca ngudi trong va ngoai doanh nghiép?

Nhiing ai quan tdm dén viéc nang cao hiéu qua cla viéc quan ly van phong trong doanh
nghiép nhé va viia, nhu chli doanh nghiép, nhiing ngudi phu trach hanh chinh, v.v.. s& tim thay
cau tré I6i trong cudn sach nay. Cudn sach sé giup ban:

= hiéu 5 vai trd clia mot phong quan tri hanh chinh,
* xac dinh cac loai khach hang (d&i tugng phuc vu) khac nhau dé dam bao thai dd phuc vu ding dén
* ap dyng cong cy hoach dinh cong viéc van phong nham tiét kiém cac ngudn lyc,

= sap xép khdng gian van phong hop Iy va khoa hoc dua trén mot s6 nguyén tac thiét thuc,
thiét ké cac hé théng hilu dung dé quan Iy théng tin, tai san vo gia clia doanh nghiép.
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