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LCJI NOI DAU

Giao trinh Quan ly hoc dai circmg d£ cap khai quat 
nhiJng va'n d6 nguyfin ly trong quan ly, giup cho ngirdi hoc 
nam duoc kid'n thurc co ban ve quan ly theo nhung n6i dung 
sau d4y:

- Co so cua khoa hoc quan ly

- Cac yd'u t6' anh hudng, nguySn tac, c6ng cu, phuong 
phap quan ly

- Chile nang quan ly

- Nha quan ly

- Quyfi't dinh quan ly

- Hidng tin trong quan ly

Quan ly hoc dai cuong hien co nhi£u co scr dao tao bien 
soan phuc vu nhu c£u giang day, hoc tap theo chuySn 
nganh, vi th£ n6i dung va cac chuong muc kh6ng hoan toan 
thtfngnha't. Tuy nhifin, do kh6ng phai la nhirng han ch£, ma 
c6n lan phong phu them cho khoa hoc quan ly. Chung tdi 
hy voig cud'n giao trinh nay se gop phan b6 fch nha't dinh 
cho mirng ngu6i quan tam hoc tap, nghien curu mon khoa 
hoc my.
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Mac du tac gia da c6' gdng bien soan cu6'n sach nay, 
song kh6ng th£ tranh khoi nhiing thi£u sot, vi th£ chung tdi 
mong sir dong gop y kiS'n cua cac nha nghien cun, cac doc 
gia d£ tirng bu6c chinh ly, hoan thifin trong l£n xu£t ban 
sau. Xin trftn trong cam on.

KHOA HANH CHINH HOC

HOC v i£ n  h a n h  c h in h



ChUGng I

CO SO KHOA HOC CUA QUAN LY

I. KHAI NIEM QUAN LY VA CAC DANG THUC  
QUAN LY

1. Sir xuat hien cua quan ly

Theo nghien curu cua cac nha kinh dien chu nghia Mac
- Lenin, thi ngay trong cac xa hoi Thi toe da hinh thanh to 
chure tu quan la Hoi dong Thi toe vdi Tu truong dung dau 
de thuc hien chuc nang quan ly dieu hanh chung. Cung vdi 
qua trinh hiep tac va phan cong lao dong xa hoi tu thap den 
cao. la sir phat trien cua cac hoat dong quan ly de ket hop 
sir no lire moi ca nhan trong t6 chute va khai thac, su dung 
tot cac nguon lire vat chat, tinh than cho viec thirc hien muc 
tieu chung. Thirc te nay da duac C. Mac nghien cuu va due 
ket thanh nguyen ly: “Moi nguoi lao dong true tiep trong 
xa hoi hoac lao dong chung thirc hien tren quy mo tuong 
doi Ion, a muc do nhieu hay it deu can den quan ly”(l).

Nhu vay, quan ly sinh ra la do su can thiet phai lien

11' C .M ax. A n g g h e n .  toan  tap  - tap  23. tr34. N XB  Sir that - Ha N6i. 1963
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ket, phoi hop hoat dong giira cac ca nhan trong xa hoi, giua 
nhung con ngudi trong to chufc vdi nhau va vdi tu nhien de 
dat muc tieu chung cua to chuc va toan xa hoi. Quan ly trd 
thanh hoat dong pho bien trong moi lTnh vuc, d moi luc, 
moi ndi, moi cap do va lien quan den nhiSu thanh phan, doi 
tuong trong xa hoi. Trong so cac hoat dong do, quan ly xa 
hoi dugc coi la lTnh vuc phuc tap hon ca. Tinh phuc tap cua 
quan ly kinh te- xa hoi th£ hien d ca nhung quan he chinh 
thuc- co ban duoc dieu chinh bdi phap luat va ca nhung 
quan he phi chinh thirc phai dieu chinh bang nhung pham 
tru dao due, phong tuc, tap quan v.v...

2. Khai niem ve quan ly

Ve mat hlnh thurc, quan ly la mot khai niem rong, bao 
g6m nhieu hoat dong tren cac llnh vuc khac nhau, song no 
van co nhung net chung phan anh duoc ban chat cua quan 
ly gom hai qua trinh dan ket vao nhau mot cach chat che la 
duy tri va phat trien. Hai qua trinh nay vua giu cho mot 
thuc the t6n tai doc lap vua tao cho no van dong phat trien. 
Neu chung ta chi quan tarn duy tri su t6n tai cua to chutc thi 
khi moi truong thay doi, to chuc se bi mat on dinh. tri tre 
va tham chi do vd. Hoac neu chi lo thuc day to chuc phat 
trien ma khong quan tam duy tri su ton tai, thi to chuc d6 
gap phai rui ro tren budc dudng phat tri^n hoac khong co 
sue phat trien. Nhin nhan day du ve quan ly nhu vay se 
giup cac nha lanh dao hoach dinh duoc budc di thi'ch hop 
cho mot t6 chuc. giup t6 chuc ton tai de phat trien hoac 
phat trien tren co sd ton tai. Theo cach tiep can nay thi
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quan ly can cho tat ca cac qua trinh hoat dong, trong moi 
llnh vuc cua to churc. Nhung cung can phai thay mot van dg 
mang tinh khach quan la m6i qua trinh, llnh vuc hay m6i to 
churc lai co nhung dac tinh t6n tai va phat trien khac nhau, 
do do khong the quan ly giong nhau cho moi qua trinh.

Do quan ly gan lien vdi qua trinh kinh te - xa hoi, nen 
tren thirc te da nay sinh nhieu quan diem khac nhau v6 
quan ly. Nhung quan niem nay co lich su ra ddi khac nhau 
va gan vdi m6i to chuc hoat dong trong mot llnh vuc, tham 
chi' vdi m6i qua trinh trong tung t6 chuc.

Theo F.W.Taylor, quan ly “ la biet chinh xac dieu ban 
muon ngudi khac lam va sau do biet duoc rang ho da hoan 
thanh cong viec do mot cach tot nhat va re nhat”.

Henry Fayol dinh nghla quan ly la r^ot tien trinh bao 
gom tat ca cac khau lap ke hoach. to chuc, lanh dao va 
kiem tra cac n6 luc cua mdi thanh vien trong to churc va su 
dung tat ca cac nguon luc khac cua to chuc nh^m dat muc 
tieu da dinh trudc.

Mary Parker Follett cho rang, quan ly la nghe thuat dat 
muc tieu thong qua con ngudi.

Co tac gia cho rang quan ly la hoat dong phoi hop cac 
hoat dong chung cua mot doan the hop tac.

Cung co tac gia lai cho rang quan ly la didu khien con 
ngudi va sir vat nham dat muc tieu da dinh trudc.

Tu nhiJng diem chung cua cac dinh nghla tren ta co 
the di den mot khai niem t6ng hop vS quan ly nhu sau:
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Quan ly la sir tac dong co t6 chuc, co dich hudng cua chu 
the: len cac doi tuong nham dat duoc nhung muc tieu dinh 
trudc.

Tu khai niem ve quan ly, co the thay duoc cac yeu to 
cau thanh quan ly gom:

- Chu the quan ly, la yeu to tao ra tac dong quan ly 
trong moi qua trinh hoat dong. Chu the quan ly co th£ la ca 
nhan hay to chuc. Chu the quan ly tac dong len doi tuong 
quan ly bang cac cong cu vdi nhung phuong phap quan ly 
thfch hop theo cac nguyen tac nha't dinh.

- Doi tuong quan ly la yeu to tiep nhan sir tac dong cua 
chu th£ quan ly. Khach the quan ly co the la nhung hanh vi 
thuc th£ (ca nhan, td churc, su vat hay moi trudng...) nhung 
cung co the la moi quan he giua cac thuc the trong qua 
trinh van dong cua chung.

- Muc tieu la can cu d£ chu the quan ly dua ra cac tac 
dong quan ly cung nhu lira chon cac phirong phap quan ly 
thi'ch hop. Chu the va khach the quan ly d6u hudng tdi muc 
tieu quan ly vi do la cai dfch can dat duoc tai mot thdi diem 
trong tuong lai do chu the va khach the thong nhat dinh 
trudc.

- Moi trudng quan ly bao gom ca moi trudng tir nhien, 
kinh te, chfnh tri, xa hoi anh hudng den qua trinh quan ly 
cung nhu muc tieu quan ly. Trong cac moi trudng khac 
nhau. chu the quan ly phai tim kiem, su dung cac cong cu, 
phuong phap quan ly cho phu hop. Moi trudng vua dat ra
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muc tieu vira tao nen dia ban va dong luc cho m6i to chuc 
hoat dong, vi vay no cung la mot yeu to quan trong trong 
quan ly.

3. Vai trd cua quan ly

Doi vdi cac to chuc noi chung, quan ly co nhung vai 
tro chu yeu sau day:

- Tao nen su thong nhat y chi giua cac ca nhan, giua 
cac bo phan khac nhau trong he thong to chuc. Chi co the 
tao nen su thong nhat trong moi quan he da dang phuc tap 
thi quan ly moi co ket qua va hieu qua. Tuy nhien cung can 
thay rang y chi can thong nhat la y chi mang tinh quy luat 
va phu hop vdi nguyen vong cua da so thanh vien trong to 
churc.

Xay dung dinh hudng ngan han va dai han phat trien to 
churc, nham hudng su n6 luc ciia cac ca nhan trong to chuc 
vao muc tieu chung. Dinh hudng vua de ra muc tieu va giai 
phap chu yeu de dat duoc muc tieu, vCra tao nen su thong 
nhat y chi hanh dong cua he thong trong viec \a c  dinh va 
thuc hien muc tieu.

Tao dong luc thuc day sir phat trien cua ca nhan va to 
chiic theo muc tieu dinh hudng. Dong lire cho td chuc bao 
gom ca noi luc va ngoai lire duoc ket hop mot cach hop ly, 
lam cho to chuc chu dong tham gia co hieu qua vdi moi 
trudng xung quanh va khu vuc; lam cho to churc hoat dong 
vdi toe do nhanh hon, manh hon de theo kip su van dong
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cua xa hoi, dong thdi cung giu cho can bang cac yeu to dau 
vao, dau ra, giu cho to chuc hoat dong on dinh vdi nhip do 
ngay cang cao.

Phoi hop, di£u hoa cac hoat dong cua m6i ca nhan, cua 
cac bo phan trong to chuc de vua phat huy duoc the manh 
cua chung, vdra ngan ngua, loai bo duoc nhung bat dinh 
sinh ra trong qua trinh hoat dong de dat duoc muc tieu de 
ra cua to chuc mot cach hieu qua nhat.

Tao moi trudng thi'ch hop cho sir phat trien cua t6 churc 
va mdi ca nhan trong tOrng thdi ky. Moi trudng hoat dong 
cua t6 chuc duoc hinh thanh bdi ket qua van dong cua cac 
quy luat kinh te xa hoi va moi trudng, nen no thudng xuyen 
van dong theo hudng ngay cang da dang, phong phu va 
phuc tap. Neu hoat dong cua to chuc khong tuan theo mdi 
trudng thi se bi cac quy luat ngang trd va dao thai, nhat la 
cac 16 churc hoat dong trong lTnh vuc kinh te. Muon cho td 
chuc hoa nhap vdi moi trudng, quan ly phai van dung 
nguyen tac hoat dong cua cac quy luat t6n tai trong mdi 
trudng vao dieu kien cu the cua to chuc, tu do hinh thanh 
co che quan ly di6u hanh, the che to chuc phoi hop, tao 
thanh moi trudng hoat dong rieng co cua t6 chuc. Lam nhu 
vay chi'nh la tao ra moi trudng thich hcrp cho hoat dong cua 
to chuc.

4. Cac dang thuc quan ly

Quan ly co mat trong moi qua trinh hoat dong cua ddi 
song kinh te xa hoi nen doi tuong cua quan ly cung ra't da
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dang, phong phu. Cac doi tuong quan ly nay co the ton tai 
doc lap hoac ket thanh thuc the.

Quan ly gan lien vdi qua trinh van dong cua thirc the, 
nen vdi cac thuc the khac nhau tat se can den cac dang 
quan ly khac nhau:

- Quan ly gidi v6 sinh (nhung tai san vat hoa nhu ruong 
dat, ham mo, nha xudng...) la dang thuc quan ly mang tinh 
don phuong mot chieu tu chu the den doi tuong, cho phep 
chu the tac dong true tiep hay gian tiep trong nhung pham 
vi khac nhau ve thdi gian, khong gian cung co the mang lai 
hieu qua.

- Quan ly gioi sinh vat (nhung thuc the song g^n lien 
voi tai san vat hoa co chu ky sinh truong rieng nhu cay 
trong, vat nuoi...) la dang thuc quan ly ma chu the phai tac 
dong den doi tuong quan ly dua vao chu trinh sinh trudng 
va phat trien cua no. Ngoai ra con phai tac dong den moi 
trudng ton tai cua cac sinh vat de tao thuan loi cho qua 
trinh thuc hien muc tieu quan ly.

- Quan ly xa hoi bao gom nhieu doi tuong la cac thuc 
the co to chuc. co y thuc ket thanh he thong chat che. Cac 
yeu to trong he thong duoc phan chia co trat tu va quan he 
bien chung vdi nhau theo ca chieu doc lSn chiSu ngang. 
Day la dang quan ly phuc tap nhat nhung cung la hoan 
thien nhat vi doi tuong quan ly chu yeu la con ngudi song 
co tinh cum. ly tri va mdi quan he nay sinh lien tuc. Xa hoi 
cang phat trien thi mdi quan he giua ho cang phong phu, da 
dang, phuc tap theo ca be rong va chieu sau. ca huu hinh 
lAn vo hinh.



Trong doi song cong dong, con ngudi ngay cang biet 
sir dung nhidu tu lieu san xuat de tac dong, dieu khien doi 
tuong nham khai thac co hieu qua hon cac ngu6n lire tu 
nhien va xa hoi.

Moi qua trinh quan ly nao co doi tuong can tac dong 
true tiep hay gian tiep la con ngudi deu thuoc ve dang thuc 
quan ly xa hoi. Chu the quan ly xa hoi dac biet nhat la nha 
nude.

II. DAC DIEM CUA KHOA HOC QUAN LY VA MOI 
l i £ n  HE GlCA KHOA HOC QUAN LY VA CAC 
KHOA HOC KHAC

1. Dac diem cua khoa hoc quan ly

1.1. Khoa hoc quan ly co tinh tong hap cao

Quan ly la hoat dong co lien quan den nhieu doi tupng 
va nhidu qua trinh d nhirng pham vi khac nhau ve khong 
gian va thdi gian. D6 dat muc tieu mong muon, chu the 
quan ly phai ket hop mot each sang tao nhung nguyen ly, 
qui luat khach quan thuoc cac llnh vuc khoa hoc nhu: kinh 
te, chinh tri, van hoa-xa hoi va tu nhien. Ai cung biet rang 
quan he cua con ngudi trong xa hoi la cuc ky phuc tap. 
khong chi mot nganh khoa hoc hay cong nghe rieng biet 
nao co the giai quyet dupe tron ven. Trong khi do: khoa 
hoc quan ly phai tao dung, duy tri va dieu khien cac quan 
he phong phu, da dang do van dong theo dinh hudng. Do 
vay, khoa hoc quan ly vua phai khai thac nhung tien bo ky
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thuat cong nghe quan ly chuyen nganh de lam co so cho 
minh, vua phai van dung nhung thanh tuu cua cac khoa hoc 
khac de bo sung hoan thien nen tang ly luan cua minh cho 
phu hop vdi yeu cau cupe song. Khong chi co vay, chu the 
quan ly con sang loc va van dung nhieu kinh nghiem dupe 
due rut tu thuc te vao thuc hien cac chuc nang, nhiem vu 
dupe giao., Su phoi hop phong phu tren day tao nen tinh 
tong hop cua khoa hoc nay.

1.2. Khoa hoc quan ly co tinh ung dung cao

Tir khi nhan thuc dupe vS the gidi khach quan, con 
ngudi da co nguyen vong eai tao the gidi d£ phuc vu cho 
nhu cau thiet yeu cua minh. Muon cai tao the gidi khong 
the chi do mot ca nhan, ma phai do tap the hay cong dong 
ngudi thuc hien mot cach co t6 chuc. Di6u do co nghTa la 
quan ly xuat hien va g^n lien vdi su van dong ton tai cua xa 
hoi loai ngudi. Xa hoi cang phat trien thi qua trinh hiep tac, 
phan cong lao dong cang didn ra sau rpng vt ca qui mo va 
trinh do. M6i thay dpi cua thuc te deu can den quan ly va 
moi budc tien cua khoa hoc quan ly deu tao tien de phat 
tridn cho thuc te. Mdi quan he gin  bo va tac dong qua lai 
giua thuc te va khoa hoc quan ly da cho thay tinh ung dung 
cao cua mon khoa hoc nay.

1.3. K h o a  hoc q u a n  ly ke th ifa  n h ien  th a n h  tu u  

ve khoa hoc, ky thuat va cong nghe m&i

Mac du con rat non tre. nhung ngay tir khi mdi ra ddi
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khoa hoc quan ly da nhanh chong khang dinh dupe vai tro 
to ldn cua minh trong ddi song xa hoi. Co duoc ket qua 
phat trien nhu ngay nay, khoa hoc quan ly da phai trai qua 
nhung chang dudng lich su lau dai, vdi nhieu thir nghiem, 
tim kiem de hinh thanh nen mot khoa hoc doc lap. Nhung 
thanh tuu mdi v£ quan ly luon duoc xa hoi don nhan, dac 
biet la llnh vuc san xuat kinh doanh. Dong thdi trudc nhung 
doi hoi buc xuc cua ddi song, cac nha khoa hoc quan ly da 
nd luc nghien cuu, phat minh de khong ngirng b6 sung, 
hoan thien khoa hoc quan ly, lam cho quan ly luon theo kip 
moi yeu cau van dong phat trien cua n6n kinh te- xa hoi. 
Ngoai dong luc true tiep la yeu cau thuc ti6n, khoa hoc 
quan ly con ke thCra nhung thanh tuu tien bo cua cac nganh 
khoa hoc va cong nghe khac. Trong tirng yeu to cua noi 
ham quan ly deu chua dung tinh hoa cua thdi dai, m6i budc 
tien cua quan ly deu phan anh nhung thanh tuu cua cac 
nganh khoa hoc.

1.4. Khoa hoc quan ly cdn chtia dung ca tinh nghe 
thuat

Khoa hoc quan ly la mot he thong kien thuc co tinh 
chuyen nghiep cao v i viec duy tri va phat trien cac mdi 
quan he nay sinh trong to churc d£ giu cho t6 chuc luon 
thich nghi tot vdi moi trudng. Viec chuyen tai nhung kien 
thurc d<5 v&o cuOc sdng la c i  mOt va'n de ldn ve ly luan va 
thuc ti6n. Tren thuc te, quan ly la mot loai hoat dong phuc 
tap bao gom nhieu qua trinh dan ket vao nhau theo dinh
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hudng. Trong do, m6i qua trinh lai duoc hop thanh bdi 
rihung yeu to co moi quan he tuong tac voi nhau d tirng cap 
do. Vi vay muon dat muc tieu cua to chuc, cac nha quan ly 
khong nhung phai am hieu va tuan thu cac nguyen ly quan 
ly, ma con phai biet van dung sang tao nhung nguyen ly do 
vao tung dieu kien hoan canh cu the. Dieu do cho thay 
khoa hoc quan ly khong hoan toan khuon cung, may moc, 
ma con chua dung tinh linh hoat can thiet.

Ngoai ra, trong cac yeu to cau thanh quan ly xa hoi, 
con ngudi khong chi' la chu the, ma con la doi tupng quan 
ly ph6 bien, nen khoa hoc quan ly phai xem xet nhieu mat 
v6 loai tai nguyen dac biet nay dS thuc hien cac chuc nang 
quan ly. Ket qua nghien cuu cach thuc tac dong bang tarn 
ly trong quan ly da lam tang dang ke hieu qua su dung 
nguon luc con ngudi trong t6 chuc cang cho thay ro tfnh 
nghe thuat cua khoa hoc quan ly.

2. Mdi quan he cua khoa hoc quan ly vdi cac khoa 
hoc khac

Trong lich su, con ngudi da biet tham gia cac hoat 
dong quan ly tu rat sdm. nhung khoa hoc quan ly vdi tu 
cach la mot khoa hoc doc lap chi mdi ra ddi tu nua cuoi the 
ky 19. Dieu nay duoc Laurence Lowell khang dinh vao dau 
the ky 20: "Quan ly la nghiep xua nha't va la nghe mdi 
nha't” . Do la "nghe mdi" nen quan ly dupe ke thua nhung 
thanh qua sang tao cua nhieu khoa hoc di trudc no mot 
cach tat yeu khach quan. Dong thdi, vi la mot khoa hoc co
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tinh thirc ti£n cao nen nhung thanh tuu mdi cua khoa hoc 
quan ly thudng di nhanh vao ddi song va phat huy tac dung. 
Ket qua urng dung cua khoa hoc quan ly vao digu hanh xa 
hoi la sir on dinh va phat trien ddi song kinh te - xa hoi noi 
chung va cac nganh khoa hoc, cong nghe noi rieng. Su tac 
dong qua lai lan nhau nhu vay se tao ra dong lire thuc daiy 
cho cac khoa hoc ngay cang phat trien.

Trong so cac khoa hoc co ban thi triet hoc duoc coi la 
nen tang nhan thurc cua khoa hoc quan ly. Triet hoc cung 
,cap cho quan ly mot the gidi quan ve cac ddi tuong quan ly, 
dong thdi con chi ra nhung qui luat van dong co ban trong 
mdi quan he giua cac yeu to ca'u thanh quan ly. Triet hoc 
giup quan ly nhan thuc dupe dung dan ban chat cua tung 
qua trinh quan ly d£ tim kiem cong cu, xay dung cac 
phuong phap tac dong cho phu hop. Sir hoan thien cua khoa 
hoc quan ly cang giup cho cac ddi tupng va qua trinh hoat 
dong thirc te boc lo nhieu tmh nang con ti6m ain ma chung 
ta chua nhan thuc dupe, can den sir kham pha mdi cua triet 
hoc. Trong dieu kien do, triet hoc cung co dupe nhung yeu 
cau va dong lire mdi de phat trien, hoan thien.

Khong chi co triet hoc, cac khoa hoc tu nhien va xa 
hoi khac nhu: Di6u khien hoc, kinh te chmh tri hoc, xa hoi 
hoc. tam ly hoc v.v... deu co quan he bien chung vdi quan 
ly hoc. Tuy nhien cung can phai thay muc do tac dong qua 
lai giua khoa hoc quan ly voi khoa hoc khac nhau la khong 
giong nhau, tuy thuoc vao dieu kien hoan canh xa hoi trong 
tung giai doan nhat dinh.
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III. KHAI Ll/OC CAC LY THUYET QUAN LY

Cac dang quan ly phong phu va phuc tap, nen khi 
nghien cuu khoa hoc quan ly co nhieu cach tiep can khac 
nhau. Tuy vao muc dfch, yeu cau nghien cuu, vao dac 
di£m, tmh chat, quy mo va cap do cua cac doi tupng nghien 
curu, trong lich su da ton tai mot so hoc thuyet quan ly theo 
cac truong phai co ban sau day:

1. Cac ly thuyet quan ly theo trurdng phai phuong
Tay

O Phuong Tay, nSn san xuat dai cong nghiep ra doi 
dudi tac dong cua cuoc cach mang khoa hoc ky thuat lan 
thut 2, da dat ra yeu cau quan ly phai tang len khong ngung 
d ca tam vi mo va vi mo. Tac dong cua cuoc cach mang nay 
la dung sue may thay cho stic ngudi, san xuat day chuydn 
dai tra thay vi san xuat manh mun nhu trudc day va nhat la 
giao thong lien lac thong suot giua cac vung khac nhau da 
giup tang cudng kha nang trao doi hang hoa va phan cong 
lao dong d tam vi mo. Su ket noi cac lao dong chuyen mon 
hoa trong kinh te trd thanh mot tat yeu khach quan. Qua 
trinh gia tang cua hoat dpng quan ly da lam cho no but ra 
khoi nhung kinh nghiem ddi thudng dfi’ trd thanh mot khoa 
hoc doc lap vdi nhieu trudng phai khac nhau.

1.1. Trudng phai quan ly theo khoa hoc

La thuyet quan ly dupe cac nha khoa hoc ket hop mot 
cach chat che giua ly thuyet va thuc te bang cach di sau 
nghien cuu cac ddi tupng de! tao dung mo hinh to chuc

,DC
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quan ly thich hcrp nham dat hieu qua cao trong cac doanh 
nghiep. Dai dien cho hoc thuyet nay la Robert Owen 
(1771-1859) vdi quan di£m la “moi ngudi co the dat duoc 
ket qua cao bang cach phoi hop vdi nhau thanh mot xa hoi 
cong nghiep” chut khong phai la do su n6 luc cua mdi 
ngudi. Xa hoi ma R.Owen tao dung de quan ly vao thdi ky 
nay la xa hdi khong tudng.

Nam 1911 F.W. Taylor (1865-1915) da dua vao nhung 
nam thang kinh nghiem lam viec tai cac nha may d£ due 
ket thanh nguyen tac quan ly theo khoa hoc. Ong cho rang 
cdng viec quan ly xua nay khong khac gi mot trai li'nh, cu 
lam sai rdi lai sira chua va rut kinh nghiem mot cach qua 
loa ma khong dua tr£n mot co so khoa hoc nao; vi the 6ng 
da nghien curu va dua ra 4 nguyen tac quan ly theo khoa 
hoc la:

- Thay cach lam viec theo chu nghla kinh nghiem, sai 
lai sua, thieu ti'nh khoa hoc bang cach kham pha nhung 
nhan to co ban anh hudng den qua trinh lao dong.

- Thay d6i thuc trang manh ai na'y lam theo y chi ca 
nhan, khuyen khfch ngudi lao dong hop tac trong lao dong, 
chon lira va dao tao cdng nhan d£ ho luon hoan thanh vuot 
muc nang sua't lao dong khoan.

- Thay the cac hoat dong tuy tien, tu phat cua cac nha 
quan ly d cap do khac nhau bang nhung ke hoach dinh 
trudc chu dong.

- Phan chia nhiem vu giua cac ca'p tien hanh hoat dong.
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trong do quan tam den su phan dinh giua cap quan \</ co so 
vdi cap thfira hanh.

Cac nguyen tac quan ly cua Taylor da dem den cho cac 
nha quan ly nhung phuong phap lam viec khoa hoc hon, 
vira nang cao nang suat, co nhi6u san pham, vua giam bdt 
chi phf (do thay doi dinh muc kinh te- ky thuat). cong nhan 
duoc tra luong khoan theo san pham. Vdi nhung dong gop 
thiet thuc tren day, Taylor dupe coi la cha de cua ly thuyet 
quan ly. Tu tudng cot yeu cua ly thuyet cua ong la can phai 
co cach quan ly rieng vdi tung llnh vuc mot cach khoa hoc, 
phai quan tam den con ngudi trong mdi qua trinh hoat 
dong. Tham gia vao trao luu quan ly theo trudng phai nay 
con co Charles Babbage, Frant Bunker Gilbreth, Henry 
Lewrence Grantt.

1.2. Trudng phai to chuc trong quan ly

Nhung ngudi theo trudng phai nay chu truong gitn ket 
td churc vdi quan ly. Ung vdi mdi td churc se co mot kieu 
quan ly thich hop. Viec xep dat cac yeu td cua to chuc khoa 
hoc hay khong se anh hudng true tiep den ket qua quan ly.

Dai dien cho trudng phai nay la:

- Max Weber (1864-1920) la ngudi sang lap ra ly thuyet 
to churc de quan ly san xuat, kinh doanh d qui mo ldn. Theo 
ong. cac yeu to trong to churc can duoc bo tri hop ly va 
duoc quy dinh cu the ve chuc nang, nhiem vu theo mot noi 
quy thong nhat thi se tao dieu kien thuan tien hon cho quan
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Chester Barnard (1886-1961) la ngudi chu truong quan 
ly mot to churc co co cau toi uu de tao ra moi quan he hd tro 
giura cac yeu td, cac bo phan trong to churc vdi nhau. Ngoai 
ra mdi bo phan trong td churc va toan bo to churc con co moi 
quan he vdi cac td churc khac trong moi trudng nen cung 
c<in thiet lap quan he giua td churc vdi mdi trudng. Theo ong 
su hd tro l in  nhau giua cac bo phan cua to churc con ldn 
hon nhi6u sure manh ma mdi bo phan co, dieu do la mdt 
phan ket qua cua quan ly.

1.3. Trudng phai tam ly quan ly

Trudng phai nay dac biet quan tam den tam, sinh ly 
cua ngudi lao dong de khac phuc nhung ciing nhde cua 
trudng phai quan ly theo khoa hoc, td chuc - hanh chmh 
trong quan ly hay thu lai. Cach tiep can nay da tao ra bau 
khong khi hop tac, lien ket vdi nhau giua nhung ngudi lao 
dong, giua ngudi lao dong vdi chu the quan ly va vdi mdi 
trudng.

Dai dien cho trudng phai nay la:

- Mary Paker Folet (1868-1933) la nha tam ly hoc nen 
ba rat quan tam den khfa canh tam ly xa hoi trong san xuat 
kinh doanh. Ba cho rang nen ddi xu hop ly vdi cdng nhan 
de xoa di ngan cach giura cdng nhan vdi ngudi quan ly ve 
mat tinh than, lam tang them nguon lire cho phat trien.

- Elton Mayo (1880-1949) la ngudi chu truong xay 
dung khoa hoc tam ly quan ly tir thuc tiin  va yeu cau cac 
nha quan ly can phai nam bat duoc tam ly cua nhom va 
ngudi lao dong. Ong cho rang tam ly la yeu td xa hoi. nen
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neu “dong cua” xf nghiep thi tam ly cung tro nen cung 
nhdc va khong phat huy duoc tac dung.

1.4. Tru&ng phai hanh vi trong quan ly

Trudng phai nay tap trung van dung thuyet tam ly 
trong quan ly vao viec dieu hanh hanh vi cua con ngudi. Ho 
cho rang tam ly cua con ngudi thi co nhidu, song nhung va'n 
de burc xuc nha't se duoc bieu lo ra ngoai bang hanh vi, nen 
ngudi quan ly can phai biet d£ ra quyet dinh ung pho. 
Thuyet hanh vi la mot hoc thuyet tam ly tu san hien dai gan 
lien voi chu nghla thuc dung va thuc chung do G.B.Wattson 
(1875-1958) d6 xudng vao nam 1913. Ttir nhung nam 50 
cua the ky XX, da chuyen thanh truong phai hanh vi trong 
quan ly ma dai dien cho no la Herbert Simon.

1.5. Thuyet van hod quan ly

La thuyet ra ddi va phat trien tu sau Dai chien the gioi 
lan thu II. Vao thdi ky nay, vdi su bung n6 cua cac cuoc 
cach mang khoa hoc- ky thuat lan thu hai, lam cho nhu cau 
vat chat va van hoa cua ddi song xa hoi khong ngirng thay 
d6i ve lupng va chat. Trudc yeu cau do, quan ly khong chi 
thuan tuy theo du6i muc tieu \ i  kinh te, ma con phai chu 
trong den van hoa xa hoi, coi do la dong luc manh thuc Aiy 
tang trudng kinh te cua to chuc. Dai dien cho trudng phai 
nay la Thomas.J.Peter va Robert.H.Waterman.

2. Cac trirdng phai quan ly Phirang Dong

Khac vdi trudng phai Phuong Tay, cac nha hi£n triet 
Phuong Dong ban den quan ly chung toan xa hoi, quan ly 
cua nha nude phong kien la chinh.
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2.1. T u  tudng l i  tri cua Khong Tu (551-478 trudc 
cdng nguyen)

La tu tuang quan ly ton tai d  thdi ky Co dai Trung Hoa 
de ban ve le phai trong quan ly. Noi dung xuyen suot trong 
tu tudng quan ly cua Khong tu la “due tri” , nen vai tro cua 
phap che va lpi fch kinh te trong xa hoi khong duoc coi 
trong. Su phu nhan nay dupe th£ hien trong cau noi “neu 
nha cam quyen chuyen dung phap che, cam lenh ma d in  
dat dan chung. thi dan so ma chang pham toi do thoi. Vay 
muon dan dat dan chung, nha cam quySn phai dung 16 tiet, 
due hanh thi chang nhung dan chung biet ho nguoi, lai con 
cam hoa ho trd nen tot lanh”. Tu tudng “due tri” cua Khong 
Tu da tung la mot cong cu huu fch bao ve cho n£n phong 
kien Trung Quoc suot hai ngan nam va dupe coi la tu tudng 
tieu bieu trong quan ly xa hoi cua Phuong Dong.

2.2. Tu  tudng an dan cua Manh Tu (372-289 trudc 
cdng nguyen)

La ngudi ke tuc tu tudng cua Khong Tu, nen ong dua ra 
chu truong cham lo cai thien ddi song cua dan chung la 
hang dau. Ong noi “dan la dang quy, sau den xa tac va cuoi 
cung mdi la vua” . Ong phac hoa ra mot xa hoi chi toan la 
nhung ngudi tot va binh dang vdi nhau tu vua den dan. 
Theo ong xa hoi loan lac la do chinh quyen toi te chu 
khong phai do dAn. Manh Tu ca ngpi mot thiet che quan 
chu dung dau la Png vua biet cam hoa dan chung, biet lap 
ra chinh quyen toan la nhung ngudi tot nha't.
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2.3. Tu  tuang phap tri cua Han Phi T u  (280-233 
trudc cdng nguyen)

Han Phi Tu la cong tu nude Han, hoc rong tai cao 
nhtrng lai ung ho che do chuyen che phong kien. Ong cho 
rang nha nuoc ra't can den phap luat, bdi phap luat la cong 
cu quan trong de dieu chinh xa hoi, dac biet phap luat se 
khong phan biet doi xir giua cac tang lop khac nhau. Theo 
ong moi ngudi phai duoc binh ding trudc phap luat: “ Phap 
luat khong a dua quy tac, phap luat da dat ra thi ngudi co 
tien cung khong tir duoc, ngudi dung cung khong tranh 
dupe. Hinh phat khong tranh quan dai than, khen thudng 
khong bo sot ke thudng dan” .

Han Phi Tu phe phan nghiem khac te lung doan quySn 
lire va cho rang phai thuc hien phap luat vi lpi fch^toi cao 
cua toan xa hoi. Ong noi “Neu bo phap luat ma cu lam theo 
tam y rieng khi tri nude, thi ngay ca cac bac thanh hien 
Nghieu - Thua'n cung khong giu cho ngay ngdn duoc”.

2.4. Tu  tuang quan ly theo luat Hong Due

Cac tri6u dai phong kien Viet Nam cung da xua't hien 
nhiSu tu tudng quan ly, trong do chu yeu tap trung vao 
quan ly hanh chinh nha nude. Bo luat Hong Due dupe hoan 
thanh vao nam 1483 lay ten la: Le tridu hinh luat va cho ap 
dung rong rai den tan the ky XVIII. Tu tudng quan ly theo 
luat Hong DUc la thong nhat cac hanh vi chung trong xa 
hoi theo nhung chuan muc do luat dinh. Dudi thdi Le, nha 
nude thi hanh chinh sach de phong va tran ap cac khuynh
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hudng phan tan, cat cu quyen luc va kinh te. Nha nude l&'y 
dao nho lam quoc giao, cac tu tudng “ton quy£n” “quan 
chu than quyen”, “chfnh danh” , “16 tri”, “due tri” lam co sd 
tu tudng chmh tri phap ly giai cap cua minh. Cung vdi chuc 
nang cai tri, Nha nude phong kien Viet Nam da can thiep 
vao kinh te, trong do chu trong nhat la phan chia loc dien; 
tang ldp nho si duoc de cao, viec hoc va thi Nho giao ra't 
duoc nha nude khuyen khfeh.

2.5. T u  tuang quan ly theo Xa hoi chu nghia

Tu tudng Xa hoi chu nghla ve quan ly xuat phat tu yeu 
cau khach quan cua qua trinh hop tac va phan cdng lao 
dong xa hoi, vi the khi tien hanh quan ly xa hoi phai quan 
ly d6ng thdi ca vi m6 va vi mo. Day la tu tudng quan ly 
hudng tdi xay dung mot xa hoi cong dong phat tri£n th6ng 
qua viec ket gan su nd luc va trach nhiem cua m6i ca nhan 
vdi toan xa hoi va nguoc lai xa hoi quan tam day du den 
m6i thanh vien, xa hoi phat trien vi con ngudi.
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Chutxng II

CAC YEU TO ANH HUONG OEN QUAN LY, 
NGUYEN TAC, CONG CU VA 

PHUONG PHAP QUAN LY

I. CAC YEU TO ANH HUCJNG DfcN QUAN LY

1. Yeu to chmh tr{

BS't ky mot to chuc nao deu t6n tai va phat trien trong 
mot moi trudng cu the, trong do moi trudng chmh tri co vi 
tri het sure quan trong. Ddi vdi mot xa hoi, yeu td chmh tri 
chi phoi toan bo cac muc tieu va dinh hudng hanh dong cua 
m6i ca nhan. t6 chuc, cho du td chuc do hoat dong tren llnh 
vuc nao cua n6n kinh te-xa hoi. Dudng loi chmh tri quy 
dinh muc tieu phat trien lau dai cua ca quoc gia, trong do 
co cac td chuc va ca nhan ton tai, d6ng thdi chi phoi viec 
xay dung va thuc hien chmh sach, phap luat cua nha nude. 
Chmh tri qui dinh ca hinh thuc, noi dung va phuong phap 
su dung quydn luc cua nha nude- vdi tu cach la chu the 
quan ly toan dan. toan dien moi qua trinh hoat dong cua td 
churc, cong dan trong khuon kho moi trudng phap ly do 
chinh tri tao ra. Noi tom lai, yeu td chi'nh tri la yeu td lanh 
dao, dinh hudng cho toan xa hoi. Thuc hien dinh hudng do.
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Nha nude se tao lap moi trudng thfch hop cho cac ca nhan 
va t6 chuc phat trien trong tung thdi ky. TCr do co the thay, 
yeu to chmh tri co anh hudng true tiep, sau sac den moi qua 
trinh quan ly.

2. Yeu to con ngudi

Con ngudi la yeu td quyet dinh moi thanh cong hay 
that bai cua t6 chuc, bdi ho khong chi tu chu huy dong va 
tao dung cac nguon luc khac nhau trong t6 chuc, ma con 
khai thac, sir dung mot cach sang tao, co hieu qua nhung 
tiem nang co duoc. Nhu vay, muon quan ly duoc ca nhan 
con ngudi nha quan ly phai biet danh thuc nhung nang luc 
tiem an trong ho, phai huy dong tinh than hap tac trong 
cong viec va khai thac toi da kha nang cua ho vao hoat 
dong vi muc tieu chung.

Dd thuc hien nhung nhiem vu ldn lao nay, nha quan ly 
phai luon tu hoan thien minh ve ca phsim chat chfnh tri, dao 
dure, tac phong va chuyen mon nghiep vu phu hap vdi vi tri 
quan ly cua minh. Neu khong biet khai thac yeu td con 
ngudi thi khong chi lam lang phi ngu6n luc quf gia nay, ma 
con tao nen trang thai doi lap, tieu cuc trong quan he quan 
ly gay hau qua khong mong muon cho t6 chuc.

Tuu chung lai, khi xet den yeu td con ngudi trong quan 
ly phai bao ham ca chu the va doi tuang quan ly va dat con 
ngudi vao trong nhiirng dieu kien cu th6 ma td chuc dang 
t6n tai, phat trien.
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3. Yeu td to chuc

Quan ly xuat hien tir nhu cau hiep tac va phan cong lao 
dong chung trong td churc, vi vay td chuc duoc coi la nen 
tang ciia cac hoat dong quan ly. Theo tien trinh quan ly, 
trudc tien chu the quan ly phai thiet lap he thong bo may 
vdi dpi ngu nhan su tuang ung.

Khi da co mot to chuc lam ca sd, chu the quan ly tien 
hanh tap hop cac yeu td vat chat va nhan sir can thiet theo 
ca cau ke hoach, phii hop vdi nhiem vu cua td churc trong 
tirng giai doan. Noi dung cu thd’ cua hoat dong nay la huy 
dong cac nguon luc, thiet lap cac bo phan theo trat tu; quy 
dinh chuc nang, nhiem vu, quyen han ciia tirng bo phan va 
ca nhan trong td chuc; quy dinh moi quan he theo chieu 
doc va ngang giua cac bo phan nham phoi hop hoan thanh 
nhiem vu cua td churc.

Nhu vay, td chuc la nen tang cho cong tac quan ly, 
khong co td churc thi cung khong can den quan ly.

4. Yeu td quyen luc

Quyen luc dupe xem la dieu kien quan trong de chu thd 
quan ly thuc hien cac chiic nang cua minh. Neu thieu 
quyen luc thi chii the khong tac dong dupe den ddi tupng 
quan ly nham dat muc tieu cua td chuc. Bdi khi noi den 
quyen lire quan ly, la noi den quyen chi huy, dieu hanh, la 
kha nang chi phoi cua chu the quan ly ddi vdi ddi tupng 
quan ly. Quygn luc bao ham tham quyen va uy quydn. 
Muon tang cudng hieu luc, hieu qua quan ly. cac chu thd
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quan ly phai thudng xuyen cung co quyen luc bang cach, 
ngoai viec dupe trao tham quyen bdi co ca'u chmh thuc, ban 
than ho phai tu giac xay dung va cung co uy quydn cua 
minh thong qua viec tu dudng, ren luyen v6 ca nang luc 
chuyen mon, tu cach dao due va ph^m chat chmh tri. Lam 
nhu vay de cac nha quan ly vira tha'y dupe vai tro cua quy6n 
luc, vira biet cach cung co va su dung quy£n luc trong viec 
dam duong sur menh lanh dao, dieu hanh ma t6 churc giao 
pho.

5. Yeu to thong tin

Chu the quan ly muon tac dong len doi tupng quan ly 
thi phai dua ra nhirng thong tin dieu khien dudi cac hinh 
thirc khac nhau nhu quyet dinh quan ly. Sau khi da dua ra 
quyg't dinh quan ly cung cac bao dam vat chat cho ddi 
tupng thuc hien, thi chu the’ phai thudng xuyen theo ddi ket 
qua thuc hien cua cac ddi tupng thong qua thong tin phan 
hoi cua he thong. Doi tupng quan ly cung phai tiep nhan 
cac thong tin dieu khien tir chu th£ cung cac bao dam vat 
chat khac de tu tinh toan, dieu chinh la'y hoat dong cua 
minh, nham thirc thi menh lenh cua chu the. Nhu vay, co 
th£ tha'y ban chat cua qua trinh quan ly la qua trinh thu va 
xu ly thong tin.

Ngay nay, trong dieu kien chuy^n sang n6n kinh te 
thong tin thi vai trd ciia thong tin trong quan ly cang dirpc 
khang djnh. Thong tin dupe coi la mot dang tidm nang ldn 
cua quan ly ben canh cac tiem nang v i lao dong, may moc. 
trang thiet bi, nguyen vat lieu. ti6n von v.v... de tao ra cua
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cai vat chat va dich vu cho xa hoi.

Nhu vay, thong tin la mot dieu kien khong the thieu 
duoc trong quan ly, la can cur de chu the quan ly ra quyet 
dinh quan ly va to chuc thuc hien cac quyet dinh co hieu 
qua.

6. Yeu to van hoa to chuc

Trong qua trinh ton tai va phat trien, cac td chuc se dan 
dan hinh thanh mot yeu to dac biet mang lai cho td churc 
mot ban sac rieng, do la van hoa td chuc.

Van hoa to churc la toan bo cac gia tri, niem tin, truyen 
thong va thoi quen co kha nang chi phoi hanh vi cua m6i 
thanh vien trong td chuc. Van hoa to chuc ngay cang duoc 
lam giau them theo thdi gian va mang lai cho td churc mot 
ban sac rieng. Gia tri van hoa cua to chuc se cung co them 
moi quan he quan ly, giup nang cao vj the cua td chuc 
trong moi truong. Nhiem vu cua nha quan ly doi vdi 
phuong dien van hoa to chuc la phai duy tri va phat trien 
van hoa cua td churc minh cho phu hop vdi dinh hudng van 
hoa cua xa hoi.

II. CAC NGUYEN TAC QUAN LY

Xuat phat tu muc dich, yeu c£u quan ly nhung ddi 
tuong cu the, thuoc cac lTnh vuc khac nhau, ma djnh ra so 
luong nguyen tac quan ly, song tuu chung lai co nhung 
nguyen tie  quan ly co ban sau day:
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1. Nguyen tac muc tieu

Muc tieu la va'n dd trung tam, co ban nhat cua bat ky 
mot td churc nao. Muc tieu pha'n da'u cua t6 churc co th£ la 
muc tieu kinh te, chmh tri, xa hoi hay moi truong. Khi xac 
dinh muc tieu, td chuc phai xuat phat tu nhu cau co ban cua 
m6i thanh vien, cua ca tap the hay yeu cau cua xa hoi trong 
tirng giai doan phat tridn. Dat muc tieu vCra la didm dich ma 
td chuc can hudng tori trong qua trinh van dong, vua la di€u 
kien de td churc ton tai, phat trien trong thdi ky tiep theo, 
bdi vay cac chu thd luon phai can ddi muc tieu cho mdi qua 
trinh quan ly. Thuc hien duoc muc tieu d6 ra la td chuc da 
tu khing  djnh vai tro cua minh trong ddi song xa hoi, ddng 
thdi cung tren co sd do ma phat huy tot hon churc nang, 
nhiem vu cua minh. Nguyen tac muc tieu phai dupe coi la 
nguyen tac co ban dau tien viTa dinh hudng, vtra chi phdi 
cac nguyen tac khac.

2. Nguyen tac tap trung va thu hut su tham gia cua 
cac thanh vien

Tap trung, ban than no da la mot bo phan ca'u thanh 
quan ly nen khong th£ quan ly thieu tap trung. Chu dong 
dieu hanh cac yeu td trong to churc chmh la tap trung thong 
nha't trong quan ly. Tap trung giup cho cac nha quan ly 
kien dinh vdi muc tieu dinh hudng, de tir do cung cd long 
tin cua cac thanh vien vao su nghiep chung cua td churc.

Tuy nhien, trong sd khach the quan ly khong phai tat 
ca cac yeu to trong td churc va moi thanh vien deu tuan theo
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y chi' dieu hanh cua chu the, va cung khong loai trir y tri 
cua chu the quan ly thieu tinh thuc thi, nen su tham gia cua 
cac thanh vien trong tap the la mot nguyen tac khong the 
coi nhe. Nhu vay, tap trung dinh hudng va su tham gia cua 
tap the la nguyen tac tao nen sir thong nhat y chi giua chu 
the va khach the quan ly trong to churc ciing hudng toi muc 
tieu chung.

3. Nguyen tac ket hop hai hoa cac loi ich

Co the thay rang muc tieu quan ly la nhung loi ich 
chung ve kinh te, chinh tri, xa hoi - moi truong, trong do 
loi ich cu the duoc coi la dong lire cho m6i qua trinh de dat 
den muc tieu chung. Vi vay muon dat muc tieu cua to churc, 
quan ly khong the khong quan tam den lpi ich vat chat va 
tinh than cua m6i thanh vien va tap th£. Loi ich hop ly phai 
tuan kheo quy luat tir tha'p den cao, tir don gian den phuc 
tap. Muon ket hop mot cach hai hoa loi ich giua cac thanh 
phan hay bo phan, thi ngay tir khi hoach dinh phat trien t6 
chuc da phai dupe xem xet.

Ca ly thuyet va thuc te deu cho tha'y rang neu giai 
quyet tot moi quan he loi ich se dam bao cho he thong hoat 
dong dong bo, it nay sinh nhung mau thuan cuc bo.

4. Nguyen tac hieu qua

Muc tieu quan ly la ldn lao, song khong the dat muc 
tieu bang bat cur gia nao ma phai can nhac tinh toan de ket 
qua mang lai phai ldn hon nhung chi phi ve nhan lire - vat 
lire ma chu the bo ra trong qua trinh quan ly. Trong thdi dai
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cua n6n kinh te thi trudng, phuong cham hoat dong hieu 
qua da tro thanh nguyen ly van dong ton tai cua moi qua 
trinh. Hieu qua luon dupe coi la chuan muc, lam thudc do 
ve quan ly.

5. Nguyen tac thich urng, linh hoat

Quan ly gan vdi nhieu moi quan he van dong cua cac 
yeu to d ben trong va ben ngoai t6 chuc, nen ban than quan 
ly cung la mot qua trinh hoat dong phong phu, da dang. 
Moi quan he tdng hop giua nguoi voi ngudi trong thuc hien 
nhiem vu cua t6 churc di6n ra theo nhi£u goc do khac nhau, 
nen chung can phai dupe tac dong, dieu chinh mot cach 
linh hoat mdi co dupe muc tieu mong muon. Khong chi co 
nhung moi quan he ben trong, ma dieu kien moi trudng ben 
ngoai t6 churc cung khdng ngung van dong, ddi hoi chu the 
quan ly phai luon nang dong, sang suot d£ nhin nhan va'n 
de mot cach nhanh nhay va khach quan hon. Thuc hien 
digu nay con tranh dupe tinh trang bao thu, duy y chi trong 
quan ly.

6. Nguyen tac phoi hop hoat dong trong quan ly

D ay vOra la su bieu hien cu th£ tiep sau cua nguyen tac 
thu hut sir tham gia cua tap the theo dinh hudng, vura the 
hien xu the khdng the thieu dupe hien nay trong hoat dong 
quan ly cac to chuc kinh te, xa hoi va ca nha nude. Thanh 
qua mang lai cua td chuc khdng the chi do mot ca nhan hay 
nhom rieng biet nao thuc hien, ma phai co su dong gop 
chung cua ca tap the. Va cung chi co sure manh cua tap the
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mdi giu vung va ton tao dupe gia trj cua to chuc trong xa 
hoi. Nguyen tac nay cang dupe khang dinh ro hon trong 
quan ly nha nuoc cua cac quoc gia.

Cac nguyen tac co ban tren day dupe sir dung cho moi 
qua trinh quan ly. Tuy dieu kien, hoan canh nhat dinh, cac 
chu the can ket hop hop ly cac nguyen tac cho m6i qua 
trinh quan ly de dat dupe muc tieu mong muon.

III. CONG CU QUAN LY

1. Khai niem cong cu quan ly

Vdi bat ky qua trinh hoat dong kinh te-xa hoi nao, cac 
chu the deu su dung nhung cong cu mang tfnh chuyen mon 
hoa de tac dong len ddi tupng hay mdi trudng nham tao ra 
san pham. dich vu theo yeu cau ddi song. Trong qua trinh 
san xuat, neu thieu cdng cu ngudi lao dong se khdng che 
tao dupe san pham nhu mong muon, hoac co lam ra thi 
nang suat, chat lupng san pham cung khdng cao. Nhu vay 
co the thay rang cdng cu la yeu td cuc ky quan trong, quyet 
dinh den nang suat lao dong va gia thanh san pham. Vi the 
viec nghien cuu va su dung mot cach hop ly, co hieu qua 
cong cu trong mdi qua trinh hoat dong la mot yeu cau tat 
yeu ddi vdi moi chu the,

Giong nhu cac hoat dong khac, quan ly cung can den 
cong cu tao ra san pham va thuc hien muc tieu quan ly. 
Tuy nhien do hoat dong quan ly co tinh chat, dac diem 
rieng so vdi cac dang thuc hoat dong khac nen cong cu
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quan ly cung khong giong nhung cong cu khac.

Cong cu quan ly la he thong cac phuong tien dupe chu 
the dung d€ tac dong len doi tupng nham thuc hien y chi 
quan ly cua chu the.

Do hoat dong quan ly kinh te, xa hoi rat da dang, 
phong phu nen cong cu su dung bao gom nhifeu loai va m6i 
loai lai co ti'nh nang tac dung khac nhau. Dd’ thuc hien muc 
dich, yeu cau quan ly, cac chu th£ phai biet su dung ket 
hop nhi6u loai cong cu khac nhau.

2. Phan loai cong cu quan Iy

2.1. Loai cdng cu dinh hudng

De giu cho to chuc phat trien 6n dinh, ben vung, chu 
th£ quan ly can phai x&y dung va thuc hien mot cach khoa 
hoc, hop ly cac muc tieu hoat ddng ca trong ngSn han va 
dai han. Cong cu de thuc hien nhiem vu quan trong nay la 
ke hoach bao gom ke hoach dai han (Chid'n lupc hay qui 
hoach), ke hoach trung han, ng£n han va cac chuong trinh 
hanh dong khac.

2.2. Cdng cu to chiic

Cac yeu to cau thanh to chirc co nhi6u loai khac nhau 
tuy theo tinh chat, dac di£m hoat dong cua tung nganh, lTnh 
vuc. Sd lupng va chat lupng cac yeu td tham gia hoat dong 
hoan toan tuy thuoc vao muc tieu, nhiem vu cua don vi 
trong tirng thdi ky. De: hoan thanh tot nhiem vu de ra, chu 
the quan ly phai bo tri, xep dat cac yeu td cau thanh theo
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mot co cau hop ly. Dong thdi thuc hien viec phan cong. 
phoi hop giua cac yeu to cho phu hop vdi yeu cau phat trien 
to chirc va su bien doi mdi trudng. Viec lam nay khdng 
nhung phat huy dupe tac dung tfch cuc cua tirng yeu to, ma 
con tao nen sue manh tong hop cua ca td chuc. Day la 
nhung uu the dac biet dupe cac nha quan ly tao nen bdi 
cdng cu to chuc.

2.3. Cdng cu phap ly

Trong diSu kien hien nay, cac nha nude deu dung phap 
luat lam cong cu vi mo de duy tri trat tu xa hoi bang cach 
dieu chinh cac mdi quan he theo dinh hudng. Trudc yeu 
cau tang cudng phap che Xa hoi chu nghla, thi phuong 
cham "song va lam viec theo phap luat" da trd thanh y thuc 
tir giac cua mdi ngudi trong xa hoi cdng dan. Dua vao 
nhung qui dinh hien hanh cua phap luat, chu th£ quan ly 
tien hanh xay dung nhung noi qui, qui che ve td chuc, hoat 
dong cua tirng yeu td. He thong the che nay dupe coi la 
cdng cu phap ly de duy tri sir tdn tai va phat trien cac yeu 
td trong td chuc theo ke hoach du kien.

2.4. Cdng cu tao dong luc

Ket qua van dong cua cac yeu td tham gia vao thuc 
hien muc tieu td chuc con tuy thuoc vao dong lire ma chu 
the quan ly tao ra cho chung. Thuc day phat trien td chuc 
bao gom nhung dong luc true tiep va gian tiep dupe tao ra 
tur co che khuyen khich vat chat va tinh than cho cac ca 
nhan va tap thS; tu viec tao moi trudng thuan lpi cho cac
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qua trinh hoat dong v.v... Do chinh la cong cu tao dong lire 
ma cac chu the dung trong quan ly phat trien.

2.5. Cdng cu ky thuat

Hieu qua hoat dong hien duoc coi la thuoc do quan 
trong cua moi qua trinh kinh te-xa hoi, trong do co quan ly. 
Quan ly co hieu qua khong chi thong qua cong cu dinh 
huong, to chuc hay khuyen khfch ma con dua vao cac tieu 
chuan, dinh muc tien tien ve chi phi su dung cac nguon luc; 
cac qui trinh cong nghe thuc hien phan cong. phoi hop cac 
buoc trong qui trinh t6 chuc, diSu hanh. Cac yeu to nay 
thuoc ve cong cu ky thuat dupe chu the quan ly dung de 
duy tri hoat dong va dieu chinh cac nguon luc co trong to 
chuc.

IV. PHUONG PHAP QUAN LY

1. Khai niem phuong phap quan ly

Theo nghia triet hoc, phuong phap la mot he thong 
nhung quy tac ma chu the phai tuan theo de di£u chinh qua 
trinh nhan thurc va hoat dong cai tao thuc ti6n xuat phat tir
su van dong khach quan mang tinh quy luat cua khach the
(i)

Van dung vao qua trinh hoat dong quan ly trong thuc 
te ciia doi song xa hoi. ta co khai niem vi phuong phap

' ' '  L e  Tir Thanh : logic hoc va p h u o n g  phap  ngh ien  curu kh oa  hoc - N X B  Tre - 
19 9 3 . t r a n g  18.
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quan ly la cach thuc ducfc tien hanh tren ca sd mot he thong 
nhung nguyen tac dugc due ket lai ma chu the quan ly van 
dung tac dong den khach th6 nham dat duoc muc tieu tot 
nha't.

Ket qua su dung phuong phap con tuy thuoc vao dac 
didm. tfnh chat cua doi tuong quan ly, vao churc nang, 
nhiem vu cua don vi trong tung giai doan. Do ti'nh phong 
phu da dang cua nhung moi quan he giua con ngudi trong 
to chuc, doi hoi chu the quan ly cung phai thay doi phuong 
phap tac dong den cac doi tuang mot cach thich hap. Day 
cung la mot dac trung ca ban cua phuang phap quan ly.

Tren thuc te, con nguoi ton tai luon co hai mat doi lap 
la tot va xau. Viec dieu chinh hop ly hai mat doi lap do 
khong phai hoan toan chi’ do con nguai quyet dinh, ma con 
chiu anh huong rat ldn cua moi truong. De quan ly co hieu 
qua con nguoi. phuang phap quan ly khong chi chiira dung 
ti'nh thuc day mat ti'ch cuc, ma con bao ham ca viec kirn 
ham sir chuyen hoa thanh hanh vi tieu cuc cua con nguoi.

2. Vai tro cua phuang phap quan ly

2.1. Phuong phap quan ly duoc coi la cdng cu chuyen 
tai co che tac dong cua chu the den cac ddi tuang quan ly 
nhdm tao nen su  thong nhat trong qua trinh thuc hien 
muc tieu quan ly

Khac vdi cac he thong tu nhien, kinh te, ky thuat. he 
thong quan ly khong hoan toan gan chat co dinh cac yeu to 
quari ly vdi nhau nhu chu the va khach the quan ly. Mac du
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cung nam trong he thong, nhung chu the va khach the lai 
doc lap vdi nhau ve y chi' nen ho co the tu chu hoat dong 
theo nguyen vong ca nhan. Muon cho qua trinh hoat dong 
cua to chuc di£n ra theo dinh huong, nhat dinh chu the phai 
chuyen tai dupe yeu cau cua minh den khach the mot cach 
thudng xuyen, lien tuc. De lam dupe viec do, nha quan ly 
phai tim kiem nhung phuang phap quan ly thich hop.

2.2. Phuang phap quan ly lam cho hoat dong cua ddi 
tuqng tuan thu cac nguyen tac quan ly trong titng dieu 
kien, hoan canh khac nhau

Ket qua hoat dong cua to chuc bao ham nhidu qua trinh 
lien ket vdi nhau tren ca so phan cong va phdi hop cac hoat 
dong. Muon cho qua trinh lien ket di6n ra thuan lpi, cac 
nha quan ly phai tim cach tac dong den tirng bo phan, nham 
tao nen mot hanh lang phap ly cho td churc hoat dong. Lam 
dupe nhu vay vi trong cach thuc tac dong cua chu th£ quan 
ly da chua dung nhung nguyen tac the hien y chi' cua chu 
the den moi doi tupng quan ly, lam cho chung van hanh 
theo dinh hudng.

2.3. Phuang phap quan ly la dieu kien nang cao so 
luang, chat luang va dieu kien quan ly

Moi trudng vua la muc tieu vira la dong luc trong hoat 
dong cua mdi ca nhan va td chuc, cho nen chu the quan ly 
phai sir dung nhung phuang phap thich hop de tao dung, 
cung co va phat trien mdi quan he giua ca nhan, td chirc va 
mdi trudng. Cac mdi quan he do dupe hinh thanh trong cac
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lTnh vuc kinh te, chi'nh tri, xa hoi nen rat phuc tap va da 
dang, bdi vay chu the quan ly khong the true tiep boc tach 
cac moi quan he de xu ly rieng biet ma phai su dung cac 
phuong phap quan ly tong hop mdi didu hanh co hieu qua 
cac moi quan he nay.

2.4. Phuang phap quan ly ket gan duac nhung ca 
nhan dan le trong to chuc vai mdi trudng phong phu, da 
dang ben ngoai

Moi qua trinh hoat dong xa hoi deu nham dem lai 
nhung loi ich thiet thuc cho con ngudi, trong do co lpi fch 
vat chat. Ve mot phuong dien nao do, loi ich vat chat trd 
thanh dong luc thuc day con ngudi hanh dong, lam cho ho 
nang dong, sang tao tim kiem nhung bien phap de nang cao 
ket qua lam viec. Trong hoat dong tap the, thu nhap cua 
ngudi lao dong con tuy thuoc ra't ldn vao thu nhap chung 
cua td chuc, nen su dung phuong phap kinh te cung khuyen 
khfch dupe tinh than lam viec tap the cua ngudi lao dong. 
So vdi cac phuong phap khac, phuong phap kinh te co uu 
diem noi bat la tao lap tinh tu chu lao dong cua mdi ca 
nhan, bang cach gan lpi fch cua ho vdi ket qua cua mdi qua 
trinh lao dong. Tuy nhien phuong phap kinh te cung co 
nhung han che von co cua no, neu lam dung qua muc se 
dan den nhung hanh vi khdng trong sang de muu cau lpi 
ich ca nhan hay tinh cuc bo cua to chuc, tham chi co the 
xay ra nhung hanh dong vi pham phap luat de co dupe lpi 
ich kinh te, lam anh hudng xau den cac quan he xa hoi 
hoac lam tdn hai den moi trudng song.
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3. C ac p h u an g  phap  quan  ly

3.1. P huang phap kinh te

La phuang phap su dung lai ich kinh te de tac dong 
den ddi tuang quan ly. Don bay kinh te duoc su dung trong 
quan ly rat da dang, phong phu vi no gdn vdi dac tinh rieng 
cua tung ddi tuang, trong mdi qua trinh. nhat la quan ly 
trong nen kinh te thi trudng hien nay. Phuang phap kinh te 
thudng duac su dung vi no mang lai hieu qua cao, gin  lidn 
vdi lai ich cua con ngudi, no tao nen dong luc manh han 
cac phuang phap khac.

3.2. P huang phap giao due, thuyet phuc

Dua vao tinh hai mat cua con ngudi, chu the! quan ly co 
the thuc day khai thac tfnh rich circ cua ho thong qua sir 
thuyet phuc, loi keo. Cach nay bien qua trinh hoat dong 
cudng buc thanh qua trinh tu giac, tu chu, tu nguyen. 
Phuang phap nay van dung cac quy luat, nguyen tic  hoat 
dong tam ly, giao due va xa hoi d£ tac dong den tam ly, 
tinh cam cua con ngudi, lam cho ho thuc day nhung mat 
tich cuc. lang quen hay kirn nen nhung mat tieu cuc de dat 
ket qua lam viec cao.

Muon ap dung co hieu qua phuang phap nay, chu the 
quan ly can phai cung co uy tin trudc tap the, di sau tim 
hidu tam tir, nguycn vong cua moi thanh vicn, dong thdi 
cung can ket hop vdi cac phuang phap quan ly khac cho 
thich hap.
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3.3. Phuong phap hanh chinh

La phuong phap dua vao quy£n uy cua to chuc de yeu 
cau moi thanh vien phai chap hanh menh lenh cua nguoi 
quan ly. Quy6n uy cua to chuc xuat phat tir chirc nang, 
nhiem vu cua to chuc do phap luat cua nha nude qui dinh 
va dupe xa hoi thira nhan. Quan ly theo phuong phap nay 
thudng tao ra su tap trung, thong nhat cao trong td chuc, 
nhat la trong cac tinh hudng quan ly cap bach ddi hoi phai 
co su chap hanh nghiem minh cua ddi tupng quan ly. Khi 
thuc hien phuang phap nay, nguai quan ly phai quan sat, 
nam chdc tinh hinh de sang suot ra quyet dinh quan ly, 
tranh quan lieu, nong voi va phai co ban lTnh vung vang. 
dam lam, dam chiu trach nhiem trudc tap the.

3.4. Phuang phap hien thuc hod

La phuang phap lam cho cach thuc quan ly cua chu the 
phu hop vdi mong muon cua khach the nham phat huy tac 
dung cua phuang phap lua chon. Trong thuc te khong it 
phuong phap quan ly dupe lira chon lai di xa, tham chi ddi 
ngupc vai thuc te lam phan tac dung cua qua trinh quan ly. 
Trong nhung truong hop cu the. c^n thuc nghiem mot sd 
phuong phap trudc khi ung dung rong rai de dam bao chac 
chan phuang phap do co tinh hien thuc cao.

3.5. Phuang phap quan ly chat luang toan bo, theo
ISO

La mot trong nhung phuang phap hien dai dang dupe 
van dung vao quan ly qui trinh cua hau het cac td chuc kinh
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doanh, sir nghiep va ca  quan nha nuac nham nang cao chat 
luang hang hoa va dich vu cung cap cho khach hang.

Thuat ngu ISO dang dong hanh vdi chat luang cua 
hang hoa va dich vu.

Tuy theo muc dich, yeu cau cu the, chu the quan ly co 
the van dung ket hop cac phuang phap tren cho thich hap, 
de chung co the h6 tra nhau mot cach tot nhat nham dat 
duoc muc tieu quan ly.
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Chuong III 

CHLfC NANG cOa QUAN LY

I. KHAI NIEM VA PHAN LOAI CHUC NANG  

1. Khai niem churc nang quan ly

Chuc nang la mot thuat ngu phan anh ve ly do t6n tai 
cua mot thuc the nao do nhu trudng hoc ton tai de thuc hien 
churc nang dao tao va nghien cuu khoa hoc, benh vien ton 
tai d i  kham, chua benh v.v... Cu the hon, chuc nang con 
dupe gan vdi su ton tai cua mot dang thurc vat chat nhat 
dinh hoac ngudi nhat dinh.

Theo Tu dien tieng Viet cua Nha xua't ban Da Nang thi 
churc nang la hoat dong, tac dung binh thudng hoac dac 
trung cua mot co quan, mot he co quan nao do trong co the 
nhu chuc nang cua cac giac quan, chuc nang song cua con 
ngudi.

Trong tu dien giai thi'ch tir cua trudng Dai hoc tong hop 
Oxford ngudi ta quan niem chuc nang nhu la: nhung hoat 
dong dac biet hoac nhung muc dich cua ngudi hay vat; do 
la viec tien hanh can phai lam mot viec gi do (tien hanh cac 
hoat dong cu the) v.v...
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Tir cac quan niem khac nhau ve chuc nang, chung ta co 
the due ket thanh khai niem chung ve churc nang la hudng 
hoat dong co ban bao gdm mot tap hop cua nhi£u hoat dong 
tuong doi giong nhau ve muc dich, cach thuc tien hanh cua 
cac ddi tuong (td chirc, con ngudi, may moc, v.v...).

Trong hoat dong cua mot to chuc, viec phan chia cac 
hoat dong mang tinh tuong dong thanh cac nhom cung 
chmh la su phan anh noi ham cua thuat ngu churc nang nhu 
cac bo phan chirc nang trong to churc. Hien nay hinh thuc 
phan chia don vi theo chuc nang trd thanh phd bien. Mot 
ddi tupng mat het tat ca cac chuc nang, co nghla la ddi 
tupng do khdng ton tai ve gia tri.

Churc nang quan ly la nhung hoat dong gan lien vdi mdi 
qua trinh quan ly cua chu the’ trong mdi quan he vdi khach 
the quan ly da neu tren. Chuc nang quan ly noi chung 
thudng dung de chi sir ton tai ciia chu the quan ly. Mac dii 
trong thdi dai ngay nay, he thong thong tin quan ly trong 
mot sd trudng hop da thay the nha quan ly chi huy, phoi 
hop hoat dong ciia ddi tupng, nhung van khdng the bo qua 
nhan td con ngudi trong quan ly.

Giong nhu thuat ngu chuc nang, chuc nang quan ly 
chua co mot dinh nghla rieng ciia minh vi tinh da dang cua 
no. Mat khac trong kha nhieu tai lieu, hoat dong ciia cac 
nha quan ly cung thudng dong nha't giua churc nang va 
nhiem vu cua cac nha quan ly trong td chuc.

Co the dua ra mot khai quat chung ve chirc nang quan 
ly la: nhung phan he nhiem vu chung ma cac nha quan ly
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phai thuc hien trong cac loai hinh to chuc (nha nude, san 
xuat, kinh doanh, v.v...).

Thuat ngu “chung” dupe hieu nhu la mot tap hop 
nhieu hoat dong mang tfnh tuong dong ma cac nha quan ly 
can thuc hien trong quan ly dieu hanh mot to chuc.

2. Phan loai churc nang quan ly

Trong hoat dong quan ly, cac chu the tien hanh nhieu 
hoat dong khac nhau va cac hoat dong do co the dupe chia 
thanh cac nhom doc lap tuong doi vdi nhau. Tuy theo tung 
cap do td chuc (quy mo, quySn han, pham vi hoat dong, 
v.v...) ma chuc nang quan ly co the phan thanh cac nhom 
khac nhau. Td chirc nha nuoc co the phan chia chuc nang 
quan ly theo quy£n han, tham quyen dupe trao; cac to chuc 
san xuat kinh doanh tuy theo phan chia to chuc ma co 
nhung nhom chuc nang khac vdi cac t6 chufc nha nude, cac 
to chirc cung cap dich vu cong hay cac to chuc xa hoi.

Ve tdng quat, cac tai lieu deu co sir thong nhat chung 
ve phan loai cac chuc nang quan ly. Su khac nhau co ban 
chi la hop nhat hay chia nho chuc nang quan ly thanh cac 
nhom va noi dung cua tirng chuc nang la gi.

2.1. Phan loai chitc nang theo qui trinh quan ly

Qui trinh quan ly bao gom cac budc dupe xep theo thu 
tu hoat dong lanh dao. dieu hanh to chuc nham dat muc 
tieu quan ly. Budc khdi dau la dinh hudng hoat dong chung
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cho td churc; tiep theo la to churc cac yeu to trong td chuc 
thanh mot co ca'u thich hop voi viec thuc hien muc tieu 
dinh hudng; sau khi td chuc on djnh theo yeu cau, chu the 
quan ly phai dieu hanh, phoi hop cac yeu to hoat dong theo 
nguyen tac de ra; ket hop vdi viec duy tri hoat dong cac yeu 
td theo dinh hudng, chu the quan ly con phai ki£m tra, 
giam sat cac ddi tuong dd co nhung bien phap dieu chinh 
can thiet nham thuc daiy cac ddi tupng hoat dong co ket 
qua; mac du cac hoat dong quan ly dan xen nhau phuc tap, 
nhung chung van co tmh doc lap tuong ddi theo chu ky, 
nen chu th£ quan ly khdng nhung phai thudng xuyen danh 
gia hoat dong quan ly ma con can danh gia ket qua chung 
sau mdi chu trinh quan ly. Viec danh gia nay la mot budc 
khdng the thieu trong quan ly.

Tuong ung vdi mdi budc trong qui trinh quan ly la 
hang loat hoat dong cu the de hien thuc hoa qua trinh quan 
ly. Tap hop cac hoat dong cu the nham duy tri quan ly 
trong td chuc chmh la nhung churc nang cua quan ly. Nhu 
vay theo cach phan loai nay, chuc nang quan ly bao gom:

- Churc nang dinh hudng;

- Chuc nang td chuc;

- Churc nang dieu hanh;

- Churc nang kiem soat. dieu chinh;

- Chuc nang danh gia.
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2.2. Phan loai chitc nang theo ly thuyet quan ly cua 
H enry Fayol

Theo Henry Fayol chuc nang quan ly bao gom: Chuc 
nang hoach dinh (dong nghla vdi cong tac ke hoach hoa); 
churc nang to chuc, chuc nang dieu hanh, chi huy; chuc 
nang phoi hop hoat dong va chuc nang kiem soat. Cach mo 
ta cac chuc nang tren cua Fayol dua tren hoat dong quan ly 
thuc tiln  cua ong trong cac doanh nghiep cong nghiep 
nhung nam dSu cua the ky XX. Tuy nhien, ngay nay, cac 
chuc nang tren van dupe xem la nhung chuc nang co ban 
cua quan ly, mac dii co the da dupe mo ta dudi hinh thuc 
khac va dupe phan chia nho hon.

2.3. Phan loai chtic nang theo mo hinh PODSCoB

Theo cach nay, nha quan ly mo ta cu the hon cac chuc 
nang quan ly tren co so phan tich qua trinh hoat dong quan 
ly cua nhieu to chuc khac nhau, dac biet khi nghien cuu 
hoat dong quan ly cua cac doanh nghiep cong nghiep. Chuc 
nang quan ly dupe phan chia thanh 6 nhom: ke hoach (P); 
to chuc (O); chi huy (D); nhan sir (S); kiem soat (Co) va 
churc nang tai chmh (Budgeting).

Nhung kien thuc co ban \ i  cac churc nang tren rat quan 
trong vdi viec tiep can vdi cac hoat dong quan ly noi chung 
va quan ly hanh chi'nh nha nude noi rieng.
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II. CHUC NANG DINH HUONG

1. Vai tro cua chuc nang dinh huong

Chuc nang dinh hudng cua quan ly thuc chat la chuc 
nang hoach dinh bao gom hoach dinh chien lupc, ke hoach. 
qui hoach, chi'nh sach v.v... Chuc nang hoach dinh dupe 
nhieu tai lieu thua nhan la mot trong nhung chuc nang co 
ban, chung nhat, pho bien nhat cua quan ly. Chuc nang nay 
t6n tai mang ti'nh bat buoc trong moi to chuc, du do la cac 
t6 chuc nha nude, t6 chuc xa hoi hay cac doanh nghiep san 
xuat kinh doanh.

Trong mot so tai lieu, cong tac ke hoach dupe coi la 
dua ra mot ke hoach de tien hanh cac hoat dong can thiet 
nham dat dupe muc di'ch.

Theo Stephen Robbin (l) cong tac ke hoach bao g6m 
viec xac dinh muc dich hay muc tieu cua cac hoat dong cua 
t6 chuc: thiet lap mot chien lupc tong thd de dat dupe muc 
tieu do; xay dung mot he thong cua cac ke hoach cu the de 
long ghep va phoi hop cac hoat dong.

Xay dung ke hoach chi'nh la lam cho to chuc tien lieu 
dupe nhung gi se xay ra vdi to chuc trong tuong lai de to 
chuc chu dong lua chon cac bien phap giai quyet thi'ch hop. 
Ban ke hoach giup to chuc su dung tiet kiem. co hieu qua 
cac nguPn luc vao viec thuc hien muc tieu du kien. Dong

111 X e m  " M a n a g e m e n t  c u a  S tephen P. R o b b in s” . N X B  Pren t ice -H all  
In te rn a t io n a l .  Inc. tr. 187.

48



thcfi mang lai cho to churc co hoi lam giam tac dong tieu 
cuc do su thay doi moi truong ben ngoai den hoat dong cua 
to chutc.

Cong tac ke hoach hoa la mot trong nhung cong viec 
kho khan nhat, phuc tap nhat va cung la noi the hien cao 
nha't nang luc nhan biet cac yeu to cua to chuc ca 6 hien tai 
va tuong lai cua cac nha quan ly. Cong tac ke hoach hoa 
(churc nang ke hoach) doi hoi van dung nhieu loai tri thirc 
khac nhau ve kinh te, chinh tri, van hoa xa hoi va doi hoi sir 
dung nhung ky nang, kien thuc nha't dinh v6 cong tac ke 
hoach.

2. Phan loai ke hoach

2.1. Phan loai theo qui mo cua van de gidi quyet

Can cu vao nhung noi dung cua cac loai hoat dong 
dupe xac dinh trudc trong cong tac ke hoach, co the chia ke 
hoach thanh nhieu nhom khac nhau. Mot so tac gia sir dung 
hai khai niem chu yeu de phan loai ke hoach mang tinh 
chung nhat de chi hoach dinh la chien lupc va chien thuat. 
Viec phan loai nay mang y nghia khai quat ve quy mo ciia 
van de tac dong.

Ke hoach chien lupc de cap den muc tieu mang tinh 
tong quat cua to chuc va xac dinh vi tri ciia to chuc trong 
mdi trudng no ton tai. Do la su pho'i, ket hop nhieu nguon 
luc khac nhau ciia to chUc cho phu hop vdi muc tieu ciia to 
chuc trong tuong lai.

Ke hoach tac nghiep la sir cu the hoa tren nhung noi

DC
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dung cua ke hoach chien lupc nham tung budc thuc hien 
muc tieu chung cua td chuc. Hay ke hoach tac nghiep gan 
lien vdi nhung muc tieu cu the thong qua nhung nguon lire 
cu the dupe phan bd trong dieu kien moi trudng xac dinh. 
Nhieu nha quan ly cho rang ke hoach hang quy, thang, 
ngay la loai ke hoach tac nghiep.

Sir khac nhau co ban giua ke' hoach chien lupc va ke 
hoach tac nghiep la ti'nh cu th£ cua cac tieu chi' (muc tieu, 
nguPn luc, cac yeu to tac dong) co trong ban ke' hoach.

2.2. Phan loai theo th&i gian thuc hien

Theo khuon khd thdi gian, ke hoach dupe chia ra thanh 
ke' hoach dai han, ke' hoach ngan han (trong mot so tai lieu 
con chia them loai trung han). Phan chia khoang thdi gian 
de xac dinh dai han, trung han hay ngan han chi co y nghla 
tuong ddi.

Ke hoach dai han la nhung loai ke hoach co thdi gian 
tdn tai khoang 5 nam. Hien co nhieu nude van thudng su 
dung thuat ngu ke' hoach 5 nam de chi loai ke hoach dai 
han nay.

Ke hoach ngan han la ke hoach co thdi gian ton tai 
trong khoang 1 nam hay con goi la ke hoach nam, quy, 
thang.

Ke' hoach trung han la loai ke hoach d giua hai loai 
tren. Trong thuc te ngudi ta ft quan tam den loai ke hoach 
nay.
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2.3. Phan loai theo tinh chat cua ke hoach

Theo cach nay, ke hoach co the phan thanh hai nhom la 
ke hoach dinh huong va ke hoach cu the.

Ke hoach dinh huong la loai ke hoach chi nham dua ra 
nhirng duong hudng chi dao chung. Ke hoach nay dua ra 
nhung tieu chi can tap trung thong nhat, ma khong doi hoi 
cac nha quan ly phai tuyet doi hoa viec xac djnh muc tieu.

Ke hoach cu the la loai ke hoach co the dua ra nhung 
can doi chi tiet, voi nhung muc tieu cu th^, chi phi xac dinh 
de thuc hien tung noi dung hoat dong. Ke hoach cu the 
khong doi hoi phai co nhung du doan, du bao v i  mure do rui 
ro cua cac van de co hoac khong co the xay ra.

Trong to chuc, viec xac dinh phai xay dung loai ke 
hoach nao thuoc v i  chuc nang ke hoach cua cac nha quan 
ly. Tren thuc te, tuy tung giai doan khac nhau cua su phat 
trien to churc ma nha quan ly lua chon loai hinh ke hoach 
cho hop ly.

3. Thirc hien churc nang ke hoach

3.1. Quy trinh cong tac ke hoach hod

Quy trinh ke hoach hoa la qua trinh trong do chuc nang 
ke hoach cua mot to chuc dupe tien hanh. Quy trinh bao 
gom nhieu budc lien thong, nen nha quan ly xac dinh cu 
the tung budc trong qui trinh chi mang tinh quy udc, tuong 
ddi. Co y kien cho rang churc nang ke hoach chi nen dung 
lai d viec hoach dinh ra cac ke hoach va cac ke hoach da
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dirge phe duyet, phan con lai do cac cap trien khai thirc 
hien hay no thuoc vao nhom chirc nang khac. Viec triein 
khai thuc hien ke hoach dong vai tro dac biet quan trong 
trong cong tac ke hoach, no doi hoi co sir phoi ket hop cua 
nhieu nganh chuc nang khac nhu td chuc, nhan su, tai 
chmh. Trong pham vi cua chirc nang ke hoach chi nen dung 
lai d viec: xay dung thanh cdng ban ke' hoach va duoc ca'p 
co tham quyen phe duyet.

Quy trinh cong tac ke hoach thudng duoc thuc hien 
theo cac budc sau day:

(1) Phan tich, danh gia tinh hinh thuc te cua td chuc 
sau mot thdi ky hoat dong d£ bid't duoc muc do phat tri£n td 
chirc trong moi trudng hien co;

(2) Du bao nhung nhu cau co ban cua td chuc trong 
tuong lai va ti6m nang, ngudn lire (tai nguyen, con ngudi, 
von, cdng nghe) co th£ khai thac duoc cho viec thuc hien 
nhu cau. Ket qua cua giai doan nay la xac dinh duoc nhung 
die’m manh, yS'u cua td chuc ca hien tai va tuong lai. Day la 
loai thong tin rat quan trong cua cong tac ke hoach. Dong 
thdi cung du bao ve nhung thuan loi, kho khan ddi vdi td 
chirc trong tuong lai de co bien phap khai thac hay phong 
ngira;

(3) Xac dinh muc tieu cu the ciia ke hoach dinh xay 
dung (dai han, trung han, hay ngan han);

(4) Xay dung ke hoach, bien phap nham dat duoc muc 
tieu da de ra;
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(5) Tham dinh, danh gia va hoan thien ban ke hoach dir 
thao;

(6) Phe duyet ke hoach de lam co so cho viec trien khai 
thirc hien ke hoach.

3.2. Cong cu va dieu kien de thuc hien chitc nang ke 
hoach

a. Cac cdng cu mang tinh tac nghiep

Nhieu loai cong cu h6 tro cho cong tac ke hoach hoa va 
muc do thanh cong ciia no phu thuoc vao nang lire ap dung 
ciia cac nha quan ly khi xay dung ke hoach.

* Ky thuat phan tich SWOT

SWOT la mot ky thuat phan tich co ban giup chung ta 
(chu the) nhan djnh duoc ban chat van dong cua cac yeu to, 
hay qua trinh thong qua xem xet cac mat manh (S), mat yeu 
(W), thdi co (O) va nguy co (T) cua doi tuong quan ly. Noi 
ham cua SWOT bao gom:

S (strengths): The manh ciia t6 chuc la nhung yeu to 
chu quan tao nen nhung uu the, nhung kha nang de to chuc 
hoan thanh tot muc tieu dat ra.

W (weakness): Mat yeu cua t£> chuc cung thuoc vi 
nhung yeu to chii quan trong ban than no nhung ham chua 
nhung hail che', nhung khifi'm khuyct lam can trd viec thuc 
hien muc tieu dat ra.

O (opportunity): Thdi cd hoat dong ciia to chuc bao 
gom nhung yeu td khach quan. do moi trudng xung quanh
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tac dong den theo hudng tfch circ, co kha nang thuc d£y 
viec dat duoc muc tieu dat ra tot hon hoac nhanh chong 
hon.

T (threats): Nguy co ddi vdi hoat dong cua t6 chuc 
cung la nhung yeu to khach quan nhung tac dong theo 
hudng tieu cuc lam can trd hoac kim ham viec thirc hien 
muc tieu du kien.

Co cong cu nay nha quan ly chi viec ket hop xem xet 
mot to chirc cu the tren cac phuong dien manh, yeu, thdi co 
va nguy co de co the di den nhung nhan dinh hay kfi't luan 
khoa hoc nhat v6 thuc trang ton tai cua t6 churc, dong thdi 
giup ho lira chon duoc muc tieu hay bien phap dung dan 
lam cho ke hoach mang tmh kha thi.

* Bieu do Gantt do Henry Gantt d6 ra nham mo ta tat 
ca cac hoat ddng theo trinh tu thdi gian va ddi hoi hoat 
dong phai duoc tien hanh trong tirng khoang thdi gian cu 
th£. Bieu d6 nay vira co thong tin vi ke hoach, vua co thong 
tin v i thuc hien giup cho cac nha tac nghiep d£ nhin tha'y 
hoat dong cua minh nhu the nao trong tong the; chung.

* So do mang ludi PERT la phuong phap dua tren kinh 
nghiem cua hai quan My khi dong tau ngam Polaris. 
Phuong phap nay doi hoi cac nha lap ke hoach tac nghiep 
phai hiSu ro va biet cach phan chia hoat dong ra thanh cac 
hoat dong nho va an djnh nhfrng khoang thdi gian can thiet 
cho cac hoat dong cung nhu mdi lien he giua chung (1).

X em  “ Q u a n  ly c ac  d u  a n ” . N XB  T h o n g  ke. Vo Kim Son (chu bien).
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* Dir bao phirong phap giup cho chu the du bao duoc 
nhung su thay d6i ve moi truong cua t6 chuc trong tuong 
lai, dac biet la nhung thay doi trong cong nghe, kha nang 
xu&'t hien cong nghe moi. Du bao v6 su thay doi mang tinh 
so luong co the su dung cac phuong phap toan hoc dua tren 
day so lieu ve qua khu. Du bao v6 su thay doi chat luong la 
mot trong nhung loai du bao doi hoi tri thuc, nhan thuc cua 
tung ca nhan trong du bao.

b. Cac cdng cu ngan sach, tai chinh

Ngan sach la mot loai cong cu quan trong trong cong 
tac ke hoach. Day la mot loai cong cu de xac dinh muc loi 
nhuan, chi tieu, dau tu co ban cho may moc, trang thiet bi.

Khi thiet lap cac ke hoach, cac nha quan ly co the su 
dung hai phuong phap ngan sach:

- Ngan sach gia tang, tuc ngan sach duoc thiet lap luon 
gia tang nam nay sang nam khac theo mot ty le nao do phu 
thuoc vao sir tang truong va phat trien cua t6 chuc:

- Ngan sach khong gia tang (co so so khong), tuc chi 
co the tang giam cac khoan muc, khong co bo sung ngan 
sach mdi. NhiSu to chirc, de tiet kiem co the khong bo sung 
ngan sach ma doi hoi cac nha quan ly khi xay dung ke 
hoach phai tu dieu chinh noi bo to chuc minh tren co so 
ngan sach da giao nam trudc.

c. Dieu kien thong tin

Thong tin ke hoach la dieu kien c&n thiet de: giup cho 
cac nha quan ly hidu ro ban chat va qua trinh van dong cua
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cac yeu to trong to churc va moi truong trong do td chuc van 
dong va phat trien. Nhieu van de thuoc v6 moi trudng can 
duoc xem xet tren tat ca khfa canh de tao ra duoc nhung 
thong tin quan trong giup chu the; quan ly xac dinh duoc 
ch6 durng cua td chutc va nhung gi td churc ciin hoan thien 
de hoa nhap vdi moi trudng. Thong tin can cho cdng tac ke 
hoach cung can dam bao yeu cau day du, chmh xac va kip 
thdi.

III. CHUC NANG TO CHUC

Mot nha quan ly sau khi da thuc hien tot nhung chuc 
nang mang tfnh ke hoach da neu tren, d£ di den nhung muc 
tieu va ket qua da de ra c£n phai thiet ke va xay dung co 
ca'u td chuc thfch hop dd co thd thuc hien duoc cac chuong 
trinh, ke hoach hay cac muc tieu ke hoach m6t cach co ket 
qua.

Ve nguyen tac, mdi mot chuong trinh, ke hoach hay 
muc tieu de ra phai duoc dam bao bang mot td chuc tuong 
ling de thuc hien. Cdng tac td chuc la giai doan tiep theo 
cua cong tac ke hoach va la churc nang quan trong cua quan
ly-

1. Khai niem to churc va cong tac td churc

1.1. Khai niem ve to chiitc

To chuc duoc hieu nhu la mot thuc the, mot he thong 
cua nhung n6 luc cua hai hay nhieu ngudi tren mot llnh vuc 
nhat dinh nham di den mot muc tieu chung mot cach co y
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thuc. Tmh he thong cua td chuc cung co nghla la mot sir 
ket hop co td chuc, co y thuc. Di6u do cung co nghia td 
chiirc chi co the hinh thanh va phat trien khi co nhan to td 
chirc con nguoi trong td chuc. Hay noi khac, td chuc la mot 
thuc the song, van dong va phat tridn. Thuat ngu td chuc 
theo nghla nay chi mot td chuc cu the (doanh nghiep, co 
quan nha nuoc hay cac td chuc chinh tri, xa hoi).

Theo mot cach tiep can khac, td chuc duoc hieu theo 
nghla qua trinh hay con goi la qua trinh td chuc. Do la viec 
bo tri, phan cong cac thanh vien trong td chuc nham thuc 
hien muc tieu, nhiem vu cua td chirc. Vdi chuc nang cua 
quan ly thi thuat ngu “td chuc” duoc hidu theo nghla nay la 
phu hop.

Trong quan ly, chirc nang td chirc duoc hieu theo nghla 
la toan bo hoat dong quan ly nham duy tri sir on dinh co 
cau td chuc va nhan sir dd hoan thanh tot cac nhiem vu de 
ra cho td chuc. Theo khai niem nay chuc nang td chuc bao 
gom ca td chirc bo may va td chuc nhan sir trong co quan 
don vi.

1.2. Cdng tac to chitc

Cong tac td chuc gan lien vdi nhung hoat dong cu the 
nham tac dong den td chuc. Cong tac td churc hay chuc 
nang lam cong tac td chirc cua cac nha quan ly duoc the 
hien tren nhieu noi dung khac nhau, nhung co thd khai quat 
v i cong tac td chirc la toan bo hoat dong quan ly nham duy 
tri sir dn dinh co ca'u td chuc va nhan su de hoan thanh tot
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cac nhiem vu de ra cho to churc. Theo khai niem nay, chuc 
nang to chuc bao gom ca td chuc bo may va to churc nhan 
sir trong co quan don vj.

- Cong tac to chuc dong vai tro quan trong trong hoat 
dong quan ly va duoc the’ hien d cac mat sau:

- Cong tac td chuc co lien quan den tat ca cac cong 
viec phai lam cua mot td chuc de dat duoc muc tieu du 
kien;

- Giup phan chia cac cong viec cua td churc thanh 
nhung hoat dong cu the theo nhom cong viec can thuc hien 
mot cach hop ly, logic cua nhom hay ca nhan trong td
churc;

Phoi hop cac chuc nang, nhiem vu mot cach hop ly, 
logic va hieu qua;

Giup xay dung co che phoi hop hoat dong ciia cac 
thanh vien trong td churc;

Giam sat co hieu qua toan bo td churc dd phat hien 
nhung van de can tac dong, didu chinh cho phu hop yeu cau 
quan ly.

2. Thiet ke co cau td chuc

2.1. Khai niem ca cau to chuc

Ca cau td chuc la mot khai nicm truu tugng, chiia dung 
ben trong no rat nhieu yeu to co quan he qua lai phuc tap. 
Co cau td chuc mo ta ve mot khuon khd, pham vi trong do 
td chuc van dong va phat trien. Khuon khd do bao g6m:
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nhung yeu to co the phan biet diroc cua to chuc; nhung 
quan he, quy tac, co che, thu tuc chinh thuc cua td chuc va 
su phan cong, phoi hop hoat dong giua cac ca nhan, bo 
phan trong to chuc, khi thuc hien nhung hoat dong nhat 
dinh.

Theo cach tiep can nay thi co ca'u to chuc la tong the 
cac moi quan he giua nhirng yeu to hop thanh to chuc theo 
mot trat tu, nguyen tac nhat dinh de dam bao cho to chirc 
t6n tai hoat dong theo yeu cau quan ly.

Co cau to chuc co the hieu nhu la mot su mo ta ve mot 
cay vdi day du hoa, la, canh, goc, re. M6i yeu to cua cay 
deu co nhung chuc nang, nhiem vu cu the gop phan cho sir 
trudng t6n va phat trien cua cay. Neu thie'u mot trong cac 
bo phan do cay se phat trien khong binh thudng va co the’ 
bi tieu vong.

2.2. Thiet ke cO cau to chuc

Thie't ke mot co ca'u to chuc la cong viec phuc tap, doi 
hoi phai hieu ro ban chat va day du ve to chirc nhu hieu rd 
ddi song sinh t6n ciia mot co the huu co. De thiet ke mot co 
cau t6 chuc hop ly, cac chu the can phai thuc hien duoc he 
thong nhung viec sau day:

- Tren co sd muc tieu chung ciia to chirc, xac dinh 
nhung muc tieu trung gian va cu the cho tirng bo phan churc 
nang trong mdi thdi ky hoat dong.

- Phan dinh cac hoat dong can thiet cho viec thuc hien 
muc tieu trung gian.
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- Du kien co cau td chuc tren co sd ngu6n luc huy dong 
va khai thac duoc.

- Xac lap moi quan he giua cac bo phan trong td chirc 
theo cap do va churc nang hoat dong

- Qui dinh churc nang, nhiem vu, quy£n han va trach 
nhiem cho cac cap, cac bo phan va ca nhan khi tham gia 
thuc hien muc tieu quan ly.

- Xay dung co ca'u nhan su, tieu chuain can bo va cac 
hoat dong tuyen dung, sir dung, dai ngo va phat trien ngu6n 
nhan lire trong t6 churc.

- Xac dinh co ca'u dau tu, trang thiet bi ky thuat phu 
hop vdi yeu cau thuc hien churc nang, nhiem vu cua cac bo 
phan hoat dong trong td chirc.

Thiet ke to chuc thudng dua tren cac yeu td mang ti'nh 
nguyen tac, nhung co th£ phan rich chi tiet thanh nhung 
tieu chi' co ban can quan tam trong khi thuc hien nhiem vu 
thiet ke. Nhieu nha quan ly khi thiet ke co cau td churc 
thudng dua tren cac nguyen tac quan ly da duoc neu trong 
cac hoc thuyet quan ly ve hanh chi'nh - to churc cua Henry 
Fayol hay hoc thuyet quan ly ve td churc cua Max Weber.

Mot sd noi dung co ban can chu y trong thiet k£' td
churc:

•  Phan cong lao dong

Do la viec phan chia hoat dong- cua td chuc thanh 
nhieu khoi cong viec khac nhau va thay vi mot ngudi lam la
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nhidu ngudi cung tham gia lam vdi su phan cong cu the:. 
Mot nguoi thay vi lam tat ca, qua phan cong lao dong chi 
lam mot phan cong viec mang tinh chuyen mon hoa. Phan 
cong lao dong theo hudng chuyen mon hoa giup xac djnh 
ro nhung ky nang can co cua mot vi tri va do do cung la 
cach de nang cao hieu qua, tao co hoi de thiet lap co che 
dao tao can thiet.

•  Tap trung dieu hanh

Thiet ke co cau to chuc theo nguyen tac nay nham bao 
dam cho cap dudi chi chiu su chi huy lanh dao cua cap tren 
true tiep. Nhu vay tao ra ranh gidi kha ro rang giua thuc thi 
va giam sat quan ly moi thanh vien to chuc.

Tuy nhien trong boi canh hien tai, van de mot cap true 
tiep chi huy cac cap dudi theo rinh cung nhac cua nguyen 
t k  tap trung thong nhat chi huy co the giam rinh linh hoat 
trong td chuc khi can phai van dung nhieu kenh thong tin 
khac nhau de xir ly cac van de nay sinh trong quan ly.

• Trach nhiem va quyen han

Trach nhiem ddi vdi vi tri trong co ca'u td chuc duoc 
xac dinh khong chi vdi trach nhiem cua cac hoat dong ma 
con phai chiu trach nhiem den cung vdi nhiem vu duoc 
giao cho mdi vi tri.

Quyen han duoc hieu la nhirng quydn trao cho cac vi tri 
quan ly de ra lenh va yeu cau su tuan theo nhung menh 
lenh do. Trong td chuc. quyen han gan lien vdi tirng vi tri 
quan ly va do do khong phai gan lien vdi con ngudi cu the
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tai mot vi tri nha't dinh. Khi ngudi nam giu vi trf rdi bo v| 
trf cung co nghla la khong con quydn han cua t6 chirc.

Quyen han chi la mot yeu to cua quydn luc va la yeu to 
chi'nh thuc cua quyen co duoc trong vi trf do. Trong khi do, 
quyen luc con bao ham ca nang luc va kha nang sir dung 
nang luc do, nen quyen lire khong co gidi han.

Tren thuc te quyen luc duoc the hien dudi mot sd hinh 
thuc sau:

+ Quyen cudng buc ngudi khac phai lam theo;

+ Quyen ban phat nhung gi ma ngudi khac cam nhan 
co gia tri;

+ Trao quyen chmh thirc cho mot vi trf quan ly;

+ Uy quyen cho mdt ddi tuong khac;

+ Quy6n ndm giu chuyen mon nghiep vu, nang luc trf 
tue v.v...

•  Phan chia to chuc thanh cac bo phan.

Quan niem nay trong thiet ke co ca'u t6 chirc cung co 
nghla la phai phan chia cong viec thanh cac llnh vuc 
chuyen mon hoa va phan nhom. Phan cong lao dong nhu da 
neu tren la mot sir chuyen mon hoa va khi tao ra sir chuyen 
mon hoa do, can dat vao trong mot nhom va chiu sir lanh 
dao chung cua mot nha quan ly - mOTvTriTqTfan ly trong to 
chuc.

Khi phan chia thanh cac bo phan trong to chuc co the 
dua tren nhidu nguyen tac khac nhau.
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3. Mot sd loai co cau to churc

3.1. Ca cau to chitc true tuyen

Co cau true tuyen la co cau to chuc duoc thiet ke cho 
nhung mdi quan he quan ly theo nguyen tac quan he doc. 
Trong do, mot ddi tuong quan ly chi chiu su chi huy cua 
mot ngudi quan ly cap tren. Loai co cau nay tao thuan loi 
cho co che quan ly tap trung theo che do mot thu trudng. 
Ngudi lanh dao cap tren true tiep dieu hanh, don doc, kiem 
tra, giam sat va chju trach nhiem hoan toan ve ket qua hoat 
dong cua cap dudi true tiep (xem so do 3.1).

So do 3.1. Co cau trifc tuyen
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3.2. Co cau theo chucc nang

Day la mot trong nhirng mo hinh thiet ke t6 chuc kha 
ph6 bien de khai thac duoc kien thuc chuyen sau cua m6i 
bo phan chuc nang vao thuc hien muc tieu quan ly. Co ca'u 
nay yeu cau m6i cap dudi phai chiu su dieu hanh ve chuyen 
mon nghiep vu cua nhieu bo phan chuc nang ben tren. Vi 
the di£m noi bat cua thiet ke to chuc theo churc nang la tao 
dieu kien thuan loi cho chuyen mon hoa trong lanh dao 
dieu hanh, cung nhu viec thiet ke cac chuong trinh phat 
tri£n nghe nghiep cho m6i nhan vien. Tuy nhien, thid't k£ 
theo churc nang cung se tao ra co che y lai, thieu trach 
nhiem trong quan ly. Va'n de co ban la phan chia hoat dong 
cua mot t6 churc thanh nhom cac churc nang nhu the nao cho 
hop ly. Khi thiet ke co cau chuc nang can chu y xac dinh so 
luong cac bo phan churc nang trong to chuc (xem so do 
3.2).
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3.3. Thiet ke to chuc theo san pham

M6i mot loai san pham chi'nh cua to chuc dugc dat 
dudi sir giam sat, quan ly, chi huy cua mot cap quan ly. 
Viec phan chia cac nhom san pham nay co the theo nhieu 
tieu chi' khac nhau tir san pham hang hoa den cac loai hlnh 
dich vu.

Thuat ngu san ph^m trong cac td chuc cung cap dich 
vu cung dugc xem xet giong nhu cac to chuc san xuat kinh 
doanh.

Viec phan chia nhom san pham va thiet ke td chuc theo 
nhom san pham doi hoi co su ket hop voi phuong phap thiet 
ke chuc nang. Trong cung mot nhom san pham vdi mure do 
doc lap tuong ddi deu co chung mot sd churc nang (xem so 
do 3.3). Day la mot trong nhung han che cua viec thiet ke 
td churc theo nhom san pham. Nhung nganh chuyen mon 
giong nhau phai trai ra trong nhieu bo phan theo nhom san 
pham. Do do khong phat huy dugc lgi the. Tuy nhien, thiet 
ke td chiirc theo nhom san pham tao ra sir nhanh nhay trong 
su bien doi cac loai san pham theo nhu cau cua thi trudng.

3.4. Thiet ke to chicc theo nhom khach hang

Day la mot trong nhung loai hinh dugc quan tam. nham 
thoa man cao nhat ddi hoi cua nhung nhom khach hang cu 
the. Viec phan chia nhom khach hang dua tren nhung net 
dac trung cua tirng loai hang hoa va dich vu dugc cung ca'p 
cung nhu nhu cau cua khach hang cu the’. Co the phan chia 
khach hang thanh cac nhom:

>c
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- Nhom khach hang kinh doanh;

- Nhom khach hang tieu dung;

So do 3.3. Ca cau to chiirc theo nhom san pham 
cua doanh nghiep che bien
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- Nhom khach hang la co quan nha nuoc;

- Nhom khach hang thudng xuyen;

- Nhom khach hang ddi hoi dich vu dac biet;

- Nhom khach hang vang lai v.v...

Trong xu the phat trien. nhu cau cua khach hang ngay 
cang da dang va phong phu. Nhieu loai nhu cau mdi ra ddi, 
nen viec cham soc khach hang trd thanh mot bo phan quan 
trong cua san xuat, kinh doanh. Nhung tuy thuoc vao quy 
mo phat trien cua td chuc, hinh thanh bao nhieu bo phan 
chuyen mon phuc vu khach hang. Viec gia tang cac dau 
mdi phuc vu khach hang cua cac doanh nghiep cung cap 
hang hoa va dich vu ngay cang trd nen pho bien.

3.5. Thiet ke to chirc theo khu vuc dia ly

Trong xu the toan cau hoa. viec mo rong cung ung, 
dich vu cho cac khu vuc khac trong mot quoc gia hay 
xuyen quoc gia ddi hoi phai co nhung td chuc de quan ly 
cac hoat dong do. Thiet ke td churc theo viing nham tao cho 
mdi mot td chuc theo vung dia ly do co co hoi tot hon de 
hoan chinh hoat dong cung cap hang hoa va dich vu cua 
minh ddi vdi nhung nhom khach hang mang ti'nh chat khu 
vuc (hay dia phuang) vdi nhung ban sac rieng. Viec phan 
chia ca  cau td chuc theo vung dia ly cung mang khai niem 
tuong ddi do ti'nh tuang ddi cua sir phan chia vung. Hinh 
thanh co quan vung cung se tao di6u kien tot hon de cac 
nha quan ly thuc hien chutc nang ke hoach mang ti'nh lanh 
tho do nam bat tot hon thong tin v£ vung.
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3.6. Ca cau to chtic ma tran

La mot hinh thirc thiet ke td chirc vira ket hop theo 
chuc nang vira theo nhom san ph^m hay khach hang dich 
vu. Su ket hop cac loai co cau td chuc de tao nen co cau ma 
tran nham han che khuyS't tat cua tCrng loai mo hinh rieng le. 
ke tren. Thong thucrng mo hinh ma tran ap dung d£ td chuc 
hoat dong cua to churc trong viec thuc hien cac du an. Toan 
bo td churc se co mot giam doc cac du an va dong hanh vdi 
giam doc cac du an la giam doc cac nganh chirc nang hoac 
phan chia thanh phong ban. M6i mot dir an doi hoi su tham 
gia ciia ta't ca cac phong, ban churc nang. Mo hinh nay ket 
hop ca quan he phdi hop ngang va phoi hop doc (xem so do 
3.4).

Ke toan Tai
chinh

Thong
tin

Quan ly Tiep thj

Chuyen 
nganh 1

Chuy&n 
nganh 2

Chuyen 
nganh 3

Chuyen 
nganh 4

V.V...

So do 3.4. Co cau to churc theo kieu ma tran
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IV. CHLTC NANG DIEU KHIEN

1. Khai niem va vai tro cua dieu khien

1.1. Khdi niem ve dieu khien trong qudn ly

Trong hoat dong quan ly, dieu khien dong nghla vdi 
viec hudng d in , chi huy, dieu hanh ngudi khac thuc hien 
mot cong viec cu the nao do nham dat dugc muc tieu cua td 
churc. Nhu vay, didu khien trong quan ly mang tinh quyen 
luc cua chu the quan ly, anh hudng hoac chi j^hoi den cac 
ddi tugng trong to chuc de yeu cau hg thuc hien nhiem vu 
dugc giao.

Sir tac dong theo churc nang quan ly mang tfnh di6u 
khi^n nham lam thay doi hanh vi, thdi quen, cach thuc lam 
viec, giao tiep, cung nhu nang luc, trinh do chuyen mon 
cua cac thanh vien trong to chuc nham hudng den muc tieu 
cua td churc.

Nhu vay co the hieu dieu khien la toan bo nhung tac 
dong co y thuc cua chu the len ddi tugng nham duy tri hoat 
dong cua mdi ca nhan, bo phan trong qua trinh thuc hien 
nhung muc tieu cu the.

1.2. Vai trd cua dieu khien trong qudn ly

Tir khai niem didu khien co the thay chuc nang nay 
khong the thicu trong quan ly td chirc. Vai tio  cua didu 
khi£n dugc the hien chit yeu tren cac mat sau:

- Dieu khiein lam cho cac quyet dinh quan ly dugc hien
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thuc hoa trong qua trinh van dong phat tridn cua td chuc. 
Didu nay co the thay ro khi to chuc trien khai thuc hien cac 
quyet dinh quan ly. Neu khong co hoat dong truyen dat 
thong tin quan ly thich hop, thi cac doi tugng khong nhung 
khong nam bat dugc y chi cua chu th£, ma con khong 
chuyen hoa thanh nhan thuc day du ve viec thuc hidn y chi 
do mot cach tu giac, co trach nhiem. Neu khong co dieu 
khi£n, cac ca nhan, bo phan trong to chuc se bj bidt lap, 
khong the phoi hgp voi nhau cung thuc hien muc tieu quan 
ly. Dong thdi, trong khi lam nhiem vu, hg khong biet dugc 
tac dong cua moi trudng nhu the nao den cdng vide thuc 
hien de ung pho cho hieu qua v.v... Vi vay dd’ thuc hien tot 
quyet djnh quan ly, nha't thiet cac yeu to trong td chuc can 
phai dugc dieu khien.

- Dieu khien la chiec cau noi lien giua chu th£ va doi 
tugng quan ly d£ hai ben thau hidu dugc nhau trong qua 
trinh quan ly. Dieu khien xuat phat tu chu the quan ly, nen 
ngudi dieu khi£n nam chdc nhung mong muon, yeu cau cua 
chu the. Diem den cua dieu khien la cac ddi tugng, nen 
ngudi dieu khien phai biet ro nhung dac diem, rinh chat cua 
ddi tugng. Muon thuc hien dugc muc tieu di6u khi^n la 
hien thuc hoa y chi cua chu the quan ly, ngudi dieu khien 
phai nam bat dugc mong muon, nguyen vong cua ca chu 
the quan ly va ddi tugng thuc hien. Nghla la phai khai 
thong dugc mdi quan he giua ho trong quan ly.

- Dieu khien phat huy dugc tinh nghe thuat trong quan 
ly. giup nang cao hieu luc, hieu qua quan ly. Tinh nghe 
thuat la mot dac trung rieng co cua quan ly va chi' dugc
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thuc hien qua chuc nang dieu khien. Dac tinh nay xuat phat 
tir moi quan he bien chung giua chii the quan ly vdi ca nhan 
va nhom trong to chuc. Neu ngudi di£u khien biet tac dong 
hop ly den cac doi tugng la con nguoi, se lam phat huy 
nhung ban tinh tich cuc trong ho, giup day manh qua trinh 
quan ly va sir dung co hieu qua hon cac nguon lire cua to 
chuc. Sir tac dong mang tinh nghe thuat trong quan ly con 
tao ra su g£n bo co trach nhiem giua chu the voi cac doi 
tugng quan ly. Viec phat huy tinh nghe thuat trong quan ly 
den dau hoan toan tuy thuoc vao trinh do, nang luc ngudi 
dieu khien.

- Dieu khien la co so de phat huy tinl^sang tao cua mdi 
ca nhan trong to chuc. Ket qua thirc hien nhiem vu cua cac 
ca nhan trong to chuc thudng khong giong nhau, do diSu 
kien, nang luc cua mdi ngudi khac nhau. Song d ho co dieim 
giong nhau la tiem nang sang tao khdng bao gid can. Neu 
nha quan ly biet tac dong den con ngudi dung qui luat, hgp 
thdi se tao ra sue manh vat ch&'t va tinh than rat ldn cho 
viec thuc hien muc tieu chung cua td chuc.

Nhan thuc dugc vai trd to ldn cua dieu khien, cac nha 
quan ly thudng uu tien nghien curu tim kiem nhirng phuang 
thuc, cdng cu dieu khien khoa hgc, hgp ly nham hoan thien 
khoa hgc quan ly'va tang cudng hieu qua quan ly.

2. Cac mo hinh dieu khien

2.1. Mo hinh dieu khien tap trung

Dieu khien tap trung la chu the quan ly thong nhat tac
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dong den cac doi tuong trong to chuc theo nhung nguyen 
tac, co che chung bang cach:

- Nha quan ly lam quyet dinh va thong bao quyet dinh;

- Nha quan ly ra quyet dinh;

- Nha quan ly neu y tudng va mdi tham gia gop y;

- Nha quan ly trinh bay nhung sang kien lam thay ddi;

- Nha quan ly trinh bay van de va dua ra yeu cau quyet 
dinh;

- Nha quan ly xac dinh han che va yeu cau nhom quyet 
dinh;

- Nha quan ly cho phep ca'p dudi didu hanh trong 
khuon kho quy dinh.

Trong mo hinh nay, cac nha quan ly true tiep tham gia 
giai quyet cac mdi quan he vdi ca'p dudi tren ca sd chu y 
cua minh va nguyen tac quan ly chung cua td chuc nen 
nhi6u khi lam han che ti'nh dan chu trong quan ly. Tren 
thuc te cac nha khoa hoc va nha quan ly ung dung da 
nghien ciiu due ket thanh mot sd mo hinh dieu khien tap 
trung sau day:

a. Mo hinh 4 he thong (cua Rensis Likert)

Mo hinh nay tap trung vao sir tham gia nhi6u hay it cua 
cap dudi de xay dung mo hinh dieu khi^n. Va cung vdi viec 
cho phep tham gia cua cap dudi nhi£u hay it ma hinh thanh 
cac mo hinh lanh dao khac nhau.
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* Mo hinh qudn ly quyet doan, la mo hinh co muc do 
doc tai, chuyen quyen cao vi ho thieu tin tuong vao cap 
dudi, khong tao dieu kien cho cap dudi tham gia vao cac 
hoat dong quan ly. Cac nha quan ly theo mo hinh nay 
thudng rat han che dua cho cap dudi nhung ldi tuyen duong 
ma thay vao do la su phe binh, che trach. Ky luat thay cho 
khen thudng;

*  Mo hinh qudn ly quyet doan - nhan tic, la mo hinh co 
niem tin vdi cap dudi cao hon, tao co hoi de cap dudi co thd 
bay td y kien. Trong mo hinh nay, nha quan ly su dung mot 
so hinh thuc khen thudng ket hop vdi phe binh che trach de 
tac dong den cac thanh vien;

*  Mo hinh tham van, la mo hinh su dung cap dudi de 
nhan dugc nhieu thong tin hon. Trong mo hinh nay, nha 
quan ly sir dung hinh thirc khuyen khich thay cho che trach 
du thanh tich khdng cao;

*  Mo hinh qudn ly co sit tham gia tich cuc cua cap 
thrai, la hinh thirc cho phep cap dudi tham gia vao qua trinh 
ra quyet dinh va giao cho quyen tu quan nhieu va'n d6 hon.

b. Mo hinh ket hap giua ca  cau vd con ngudi (cua 
Trudng Dai hoc tong hap Ohio)

Theo mo hinh nay, cac nha quan ly co the tap trung sir 
khuyen khich, dong vien ciia minh theo hai hudng: dinh 
huong vao nhicm vu, tuc tao ra mot co  c&u t6 chirc thco 
hudng chu dong, sang tao va dinh hudng vao ngudi lao 
dong, tire quan tam den ngudi lao dong nhieu hon la quan

73



tam den nhiem vu. Ca hai xu hudng nay t6n tai trong mot 
con nguoi quan ly cu the: va duoc.bidu hien qua bon ca'p do:

- Quan tam den nhiem vu, quan tam den con ngudi;

- Quan tam den nhiem vu, ft quan tam den con ngudi;

- It quan tam den nhiem vu, quan tam den con ngudi ;

- It quan tam den nhiem vu, ft quan tam den con ngudi. 

(xem so do 3.5)

A
Quan 
tam 
con 

ngirdi

it quan tam den nhiem Quan tam den nhiem
vu, quan tam den con vu, quan tam den

ngirdi con ngi/di

it quan tam den nhiem 
vu, it quan tam den 

con ngi/di

Quan tam den nhiem 
vu, it quan tam den 

con ngudi

-------------------------------------------------------------------- ►
Mifc do quan tam den co cau

So do 3.5. Cac mo hinh dieu khien ket hop giura co cau va con ngirdi

c . Mo hinh son pham  -  con ngucri

Trong mo hinh lanh dao nay hai yeu to dugc quan tam 
la con ngudi (cac thanh vien trong to chuc) va qua trinh 
hoat dong. Theo mo hinh nay, cac nha nghien ciJu muon
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the hiten cac nha quan ly da quan tam nhir the nao den van 
d£ con ngudi va van de hoat dong chu khong phai quan tam 
den ket qua hoat dong, tuc la nhung gi ma to churc dat 
dugc.

Su quan tam den hoat dong bao gom cac yeu to lien 
quan den chmh sach, cac thu tuc, co cau to chutc, tinh sang 
tao, nghien cuu, sir tham muu, tu van trong hoat dong.

Quan tam den con ngudi the hien d mire do ma cac ca 
nhan da cam ket, long tu trong, ni6m tin va su thoa man 
nhu cau cua hg.

Cac phong cach trong mo hinh nay cung se chua dung 
nhung veu td cua bon mo hinh da neu d muc (a) va ca d 
muc (b). Tuy nhien, tuy theo muc do quan tam con ngudi 
hay hoat dong ma bieu hien cua su doc tai, chuyen che hay 
than thien se khac nhau.

Lira chgn mo hinh dieu khien de thuc hien chuc nang 
khuyen khich, thuc day nhan vien lam viec co y nghla 
quyet dinh cho sir thanh cdng cua nha quan ly va do do, 
mdi nha quan ly can cu vao moi trudng trong do t6 chuc 
ton tai van dong va phat trien ma lira chon cho hgp ly.

2.2. Mo hinh dieu khien nhom

Mot trong nhung van d£ khuyen khich ca nhan lam 
vicc, khong chi quan tam den tung hanh vi, cach iirng xu  
cung nhu nhu cau va sir hai long cua ho, cac nha quan ly 
con phai quan tam den hanh vi trong mdi nhom. Neu khdng 
hieu nhung van d6 lien quan den hanh vi nhom, thi hieu
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qua cua cac mo hinh khuyen khi'ch, thuc day tren se han 
che.

Hanh vi nhom khong don thuan la hanh vi cua tung ca 
nhan hoat dong rieng le cong lai. Can phai thay rang ca 
nhan hoat dong trong nhom khac vdi khi ho hoat dong 
rieng le.

Nhom dupe hieu nhu la tap hop cua hai hay nhieu 
ngudi co quan he va phu thuoc lan nhau nham thuc hien 
nhung muc tieu cu th£.

Nhom co th(; dupe thanh lap mot cach chfnh thiic va 
dupe xem nhu mot td chuc con trong t6 chuc ldn. Nhom 
khdng chmh thuc co ti'nh chat xa hoi hon la td chuc. Sir 
hinh thanh nhom khdng chmh thirc do nhu cau cua cac mdi 
quan he va lpi l'ch chung.

Mot nhom hoat dong hieu qua hon nhom khac li mdt 
va'n d6 pho bien. Cac nha quan ly can khai thac cac khi'a 
canh khac nhau cua sir thanh cdng va khdng thanh cdng 
nay de tac dong den hoat dong cua nhom, thuc day ihom 
hoat dong tot han.

Sir dung hinh thuc dpi cdng tac se dem lai nhi£u lpi 
l'ch, khuyen khi'ch tot han hoat dong cua td chirc; tao ca hoi 
cho cac nha quan ly cap cao tap trung vao nhung cong viec 
mang ti'nh chien lupc, vi mo; con cac quyet dinh man? ti'nh 
tac nghidp giao cho dpi thuc hien se c6 hieu qua han.

De xay dung nhom cdng tac va khuyen khi'ch ho lam 
viec tot han, can chu y:
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- Xac dinh muc tieu cong viec cua dpi cong tac r5 rang 
theo kieu muc tieu dir an (1);

- Ky nang. nang lire cua cac thanh vien phai thich ung 
vdi nhiem vu duoc giao;

- Tao duoc bau khong khi trung thuc, tin cay lan nhau;

- Co mot sir thong nhat, dong long cao doi vdi cac cam 
ket cua m6i thanh vien;

- Truy6n thong, cung cap thong tin du, dung va kip thoi 
cho m6i thanh vien.

Neu cac nha quan ly muon nhom cong tac tro thanh noi 
de ap dung cac hinh thuc khuyen khich, thuc d^y, can quan 
tam xay dung nhom cong tac theo nhung yeu c£u tren.

2.3. H inh thuc khuyen khich trong dieu khien

Trong dieu khien, cac nha quan ly can tac dong den ca 
nhan con ngudi sao cho ho tu nguyen va nhiet tlnh de phan 
dau dat dupe muc tieu to chuc. Xet tren y nghla co ban cua 
didu khien, cac nha quan ly phai tien hanh khuyen khich. 
thuc day, dong vien thanh vien t6 chuc. Tam quan trong 
cua khuyen khich, thuc day trong hoat dong quan ly da 
dupe thira nhan tu rat som trong ly thuyet chuc nang quan 
ly. Tuy nhien van de thuc daiy, dong vien, khuyen khich

111 T d  churc thirc h ien  dir an dqi hoi phai xSy d u n g  m ot dp i du  an du m anh 
m di co  the  da l dirpc m uc  tieu c u a  dir an  trong  s u  han  ch e  v6 n g u 6 n  lire va 
tho i g ian .  X em  “ Q u an  ly dir a n ” . NXB Thfing ke .19 96 .
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thanh vien trong to churc luon la chu d6 kho doi vdi cac nha 
quan ly.

Trong hoat dong quan ly, nha quan ly can phai hieu tai 
sao thanh vien cua to churc minh lai cu xu theo cach nay ma 
khong theo cach khac; tai sao ho n6 luc co gang, trong khi 
do khong it ngudi lai rat ludi bieng, khong chu y den cong 
viec. Dong co thuc d^y thanh vien cua t6 churc lam viec la 
gi? Day la mot cau hoi khd tra ldi, vi khd co th i do ludng 
dong co thuc d^y bang cach true tiep. Dong co thuc d£y chi 
co the nhin tha'y thong qua bieu hien cua hanh vi.

Mot so bien phap khuyen khich, thuc day dong vien 
dudi day can dupe chu y:

- Khuyen khich thuc daly bang tien.

Day la mot trong nhirng hinh thuc hien dupe nhiSu nha 
quan ly dac biet chu y. Khuyen khich thuc day bang tien la 
hinh thurc khai thac khia canh vat chat cua quan di£m “cay 
gay va cu ca rot” (l> trong tu tudng quan ly cua Patton. Ti6n 
luon co nhung gia tri nhat dinh trong khuyen khich dong 
vien ca nhan hoat dong. Tuy nhien, tien khong phai luon co 
tac dung tot moi trudng hop. Cac nha kinh te nhan manh 
den gia tri khuyen khich cua tien, trong khi do cac nha tam 
ly lai xep tien d vi tri tha'p hon. Cach tu duy nao cung 
khdng co nghla tuyet doi. Gia tri khuyen khich cua ti£n phu 
thuoc vao trang thai cua ngudi tiep nhan. Neu ngudi di lam

X em  “ M a s lo w  A. M otiva t ion  and  P e rso n a l i ty ”
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de nudi gia dinh trong dieu kien kho khan, tidn co the 
khuyen khich ho lam tot hon; trong khi do ngudi da trd nen 
kha gia, su hap dan cua hinh thuc khuyen khich bang tien 
se han che hon.

Mat khac khi ban ve tac dung cua tien de khuyen khich 
thi ngay trong mot nen kinh te, sir chenh lech se khong ldn 
va chi la mot thudc do de tao ra mot sir so sanh mang tinh 
tuong ddi. Neu nha quan ly tuyet ddi hoa vai tro khuyen 
khich cua ti£n, co the lam mat di y nghTa cua no.

- Thuc day su tang cudng phat trien nhirng nhan td tich 
cuc trong moi ca nhan.

B. F. Skinner goi do la phuong phap tang cudng tich 
cuc. Cac hanh vi cua thanh vien to chuc se dugc lap lai neu 
nhan dugc mot su khich le thoa dang. Sang kien dugc cha'p 
nhan va thudng se lam cho hg nghT den cac sang kien tiep 
theo. Va do do, co nhieu co hoi de cac thanh vien hoan 
thanh nhiem vu. Neu nhung sang kien khong dugc cha'p 
nhan hoac bi phe phan, se lam cho cac thanh vien tir “co 
lai” . Cac dong luc cua su khuyen khich tich cuc la sir khen 
thudng dung va kip thdi. Ngay ca khi thanh tich co the 
chua tuong xung vdi muc tieu dat ra, cung can tim bien 
phap d£ giup do hg va tuyen duong khen thudng ho.

- Tao cho ca nhan tham gia nhieu hon vao cong viec.

Loi kco su tham gia cua cac thanh vicn vao hoat dong 
chung dudng nhu lam cho hg cam nhan dugc vai tro cua 
minh trong tap the, ho dugc chu y nhieu hon, d6ng thdi lam
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cho cac thanh vien cung thau hieu dupe nhiem vu cua t6 
chirc va tham gia tim ra cac giai phap thuc hien huu higu 
han.

- D6 cao cong viec cua m6i ca nhan.

De cao vi tri, vai tro cua cong viec ma ca nhan dam 
nhan se lam cho ho tham gia tich cuc han, nhat la tim toi 
sang kien de hoan thanh nhiem vu. Nhieu nha lanh dao da 
lam cho cap duai cua ho hieu dSy du han vi trf cua minh va 
trao cho cap duai nhi6u quyen han. Do cung la cach thuc 
de dong vien, loi keo cac thanh vien tham gia nhieu han 
vao cong viec chung cua t6 chuc.

- Tao bau khong khf thuSn lai trong t6 churc.

Su khuyen khfch nhidu khi ducrc nang len bai khong 
khf cua to churc. Theo G.L. Litwin va R.A. Stringer, moi 
quan he giua khong khf to churc va cac dong ca thuc day 
cac thanh vien to chuc co the the hien nhu tren so do 3.6.

Doi mai khong khf dan chu nai lam viec, trao cho nhan 
vien nhiSu quyen tu quan han cung se lam cho cong viec 
troi chay han.

3. Mot so ky nang trong dieu khien

3.1. Ky nang giao tiep vdi cac thanh vien to chuc

Ky nang giao tiep vai cac thanh vien trong to chuc la 
mot trong nhung ky nang can co de cac nha quan ly co the 
thuc hien tot churc nang lanh dao, khuyen khfch, thuc day 
nhan vien cua minh lam tot han nhiem vu duac giao. Nhidu
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nha quan ly thuc tidn da nhan xet v6 sir khong thanh cong 
cua ho trong quan ly khong phai thuoc ve nang luc chuyen 
mon ma chi'nh la thieu ky nang trong giao tiep. Nhieu ky 
nang can phai duoc huan luyen, nhung cung co nhung ky 
nang doi hoi phai tu ren luyen tren co so kinh nghiem cua 
ban than va dong nghiep.

HUONG TAC DONG CUA BAU KHONG KHI TRONG TO CHl/C LEN 
DONG CO HOAT DONG CUA CAC THANH VIEN

Bau khong khi 
to churc

Tac dong len 
dong cd 

thuc day ve 
quyen lire

Tac dong 
den dong cd 

thuc day 
thanh dat

Tac dong 
den dong 

cd lien ket

Cau true (cifng nhac, 
quy tac, quy che, thu 
tuc)

T3ng cudng Giam bdt Giam bdt

Trach nhiem (cam 
giac ve vai tro lanh 
dao)

Tang cifdng TSng ci/dng Khong tac 
dong

Phan thudng (quan 
tam den thi/dng hdn 
la phat)

Khong tac 
dong

Tang cUdng Tang cudng

Su mao hiem (giam 
chap nhan)

Giam bdt Tang cUdng Giam bdt

Si/ niem nd (khong 
khi than thien)

Khong tac 
dong

Khong 
tac dong

Tang cudng

Sir ung ho Khong tac 
dong

TSng ctfdng Tang cifdng

Cac tieu chuan luon 
difdc chu y

Tang cifdng Tang cifdng Giam bdt

Mau thu ln  difdc chu y Tang cuting Tang cifdng Giam bdt

Sir gan bo Khong tac 
dong

Tang cifdng Tang ci/dng
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a. Ky nang tang nghe y kien cua thanh vien to chuc

Lang nghe tich cuc doi lap voi lang nghe thu d6ng. 
M6i mot cach lang nghe ngudi khac trinh bay d£u co nhung 
y nghla khac nhau cho cac nha quan ly. Nghe thu dong 
cung giong nhu mot c6 may ghi am, nhan thong tin hon la 
hieu het y nghla va gia tri cua thong tin. Trong khi do, nghe 
chu dong, cac thong tin duoc tap trung d£ hieu va co nhung 
phan ting c£n thiet ddi vdi thong tin. Lang nghe tich cuc, 
chu dong doi hoi ngudi nghe phai tap trung, thau cam, tiep 
nhan va mong muon tham gia vao de xu ly thong tin.

Lang nghe tich cuc ddi hoi ca hai ben d6u phai cd 
nhung su chuan bi cho cudc tiep xuc. Trong ky nang lang 
nghe tich cuc can chu y:

- Su dung anh mat nhu la m6t bieu hien;

- Sir dung nhung cdng cu khac the hien su chu y (ghi 
chep, gach chan nhung noi can);

- Tranh cac bi£u hien the hien mudn cham dirt cudc 
tiep xuc (nhin dong hd, xem bao cao khac, v.v...);

- Hoi mot vai cau hoi nho;

- Giai thich lai va'n de bang ngon ngu rieng de trao cho 
ngudi bao cao mot nien tin;

- Khong tim cach ngdt ldi ngudi dang noi mot cach dot 
ngot;

- Khdng noi dai dong neu phai bao cao;
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- Lam mot su chuyen giao nhe nhang giua ngudi noi va 
ngudi nghe.

b. Ky nang phan hoi thong tin

Phan hoi thong tin co the quan niem theo hai chieu. 
Cap tren neu y kien cua minh de cap dudi biet va nguoc lai 
cap dudi dua thong tin (phan hoi) cho cap tren de ho co the! 
dieu chinh tot hon cac hoat dong cua t6 chuc. Thuc te cac 
nha quan ly can co nang luc de thuc hien tot ca hai loai 
phan h6i. Phan hoi thuc chat la mot qua trinh cung cap 
thong tin bo sung khi tien hanh cac hoat dong.

Thong tin phan h6i thudng cd hai loai: loai thong tin 
rich cuc va thong tin phan hoi khdng tich cuc. Ca hai loai 
thong tin phan hoi nay deu c£n thiet. Tuy nhien, tren thuc 
te cac t6 chuc thudng thich nhan duoc thong tin phan hoi 
ti'ch circ va cac loai thong tin khong tich cuc thudng bi bien 
dang khi cung cap.

De thong tin phan hoi hai chieu co hieu qua, can:
- Tap trung thong tin phan hoi vao cac hanh vi dac biet;
- Giu cho thong tin phan hoi trung lap, vo nhan xung;
- Thong tin phan hoi dinh hudng vao muc tieu;
- Cung cap thong tin phan hoi vao luc thi'ch hop;
- Bao dam thong tin duoc hieu dung, khong hieu da 

nghla;
- Cac thong tin phan hoi khong tich cuc can true tiep 

hudng den cac hanh vi cua nhung ngudi co lien quan d£ tao 
ra su thay d6i.
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3.2. Ky nang uy quyen

Nhieu nha quan ly co quydn lire nhung khong th i  su 
dung quyen luc do trong kha nhi6u truong hop va d l  hoat 
dong cua t6 chuc thuc hien dung nhu ke hoach, can tien 
hanh uy quyen cho cap dudi. Uy quydn thuc chat la trao 
mot so quyen quyet dinh cho ca'p dudi.

Khong phai uy quydn luon bao dam hieu qua cua hoat 
dong. Trong nhieu trudng hop, neu khong kilm soat se lam 
cho hoat dong cua to chuc bi phan tan. De kiem soat uy 
quyen, can quan tam:

- Lam ro cai gi se uy quyen va uy quyen cho ai;

- Xac dinh pham vi duoc uy quy£n;

- Khuyen khfch su tham gia cua ca'p dudi trong viec 
xac dinh noi dung uy quyen;

- Thong bao cho nhung ai lien quan v i  uy quySn;

- Thiet lap thong tin kilm  soat.

3.3. Ky nang yeu cau thanh vien chap hanh cac 
chuan muc va quy tac cua to chitc

Nhieu van dd to chuc quy dinh mang tfnh chu^n muc, 
quy tac quy che khdng duoc thuc hien do nhieu nguyen 
nhan khac nhau. De bat buoc su tuan thu do, cac nha quan 
ly can co nhung ky nang nhat djnh de ra lenh. bat buoc 
nhung van bao dam cho to chuc van hanh trong mot khong 
khf dan chu, khong bi coi la doc tai.
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Nhieu loai hinh thurc ky luat co the duoc su dung. Co 
nhung hinh thuc mang tinh cudng hue thuc hien ngay; co 
nhung hinh thutc nhac nhd, canh cao.

De xir ly nhirng sai lech cua nhan vien, can:

- Tiep xuc vdi ho mot cach binh tinh, khach quan va 
theo phuang thuc the hien quan tam den ho khong phai de 
phat ho;

- Chi ra van de cu the;

- Giu cho cuoc tiep xuc, thao luan khach quan;

- Cho phep giai thich han la cam;

- Duy tri khong khi kiem soat doi voi cac cuoc trao doi 
v i khuyet tat, khong de tra thanh cuoc cai va vo to chuc.

- Di den mot su thoa thuan ve cach xir ly neu lap lai 
trong tuang lai;

- Chon mot hinh thuc ky luat co tinh gia tang gan lien 
vdi dieu kien cu the cua moi trudng ben ngoai.

4.4. Ky nang gidi quyet mau thuan

Khuyen khich, thuc day nhan vien trong boi canh co 
mau thuan doi hoi can biet cach giai quyet mau thuan giua 
ngudi nay vdi ngudi khac. Can luu y de khong xay ra viec 
khuyen khich mot ngudi ma.gay thua thiet cho ngudi khac, 
cung nhu khi giai quyet muc tieu nay dan den sai lech cac 
muc tieu khac.

Cac nha quan ly khuyen khich tot nhan vien, thuc day
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ho tham gia tich cuc vao cac hoat dong cua to chuc se tao 
ra nhung dieu kien de dat duoc muc tieu cua to chirc.

Thuat ngu mau thuan khong nen chi hilu a  khi'a canh 
khong dong y, trai ngupc, khong giong nhau, ma trong 
nhieu trudng hop mau thuan co the tao ra nhirng co hoi de 
hoan thien khong chi nhan vien ma ca cac nha quan ly. 
Mau thuan co the duoc coi nhu la mot hien tuong mang 
rinh phd bien trong moi t6 chuc. Neu to chuc khdng co mau 
thuan, khong co va'n de thi do chi'nh la td chuc dang co va'n 
de (1).

Nhieu nha nghien ctru cho rang, tuy theo miic do hoat 
dong cua t6 chuc theo nhung chuc nang xac dinh, ma co 
the danh gia tinh trang hop ly hay khong cua cac mau 
thuan.

Khi to chuc thuc hien khdng het nhung chuc nang, nhiem 
vu dupe giao, thi du mau thuan d muc cao hay thap, nhieu hay 
it, deu la va'n de ma ca to chuc va cac nha quan ly phai quan 
tam. Con khi t6 chuc van dong va thuc hien tot nhat cac nhiem 
vu, chuc nang cua minh, thi mure dp mau thuan chua thuc sir can 
quan tam, vi thong thudng do lai la nhung “mau thuan” tich cuc.

4.5. Ky nang dam phan

Dam phan la mot trong nhung ky nang can thiS't de gop

TCr m au  thuan  6  d ay  kh on g  nen h ieu  th eo  n gh la  k ho ng  tich citc. T rong  
Khdng it t rud ng  hop. cach  g ia i quye t  kh ac  nhau  co the di d£n k£t qua  khac 
nhau.
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phan thuc day khuyen khich ngudi lao dong tham gia cong 
viec to chirc.

Dam phan la mot qua trinh ma hai hay nhieu ngudi trao 
ddi vdi nhau cac loai hang hoa va djch vu va cd gang de dat 
duoc muc do nao do cua ty le trao doi. Dieu nay cung cd 
nghla la cac nba quan ly co the nhan dugc gi sau khi da qua 
qua trinh dam phan, trao doi vdi nhan vien cua minh va doi 
cho viec ap dung cac bien phap khuyen khich, cac nha 
quan ly nhan dugc muc do cao hon cua hieu qua hoat dong 
cua td chirc.

Cd hai cach tiep can dam phan. Trong trudng hgp thu 
nhat, dan  phan de cung nhau thuc hien phan chia cac loai 
Igi ich hay nhung mong muon. Trong trudng hgp nay, se cd 
ngudi dugc, ngudi mat va do do se co nhung su mau thuan 
nhat dinh. Trong khi do, dam phan mang y nghla tf^h hgp, 
long ghep, khong co ai bi mat, tat ca deu gianh dugc thang 
lgi. Cac •>en tu cam thay hai long vdi nhau va co the duy tri 
dugc moi quan he lau dai sau khi ket thuc. Thuat ngu doi 
ben cung co lgi co nghla ddi vdi trudng hgp nay (l).

D an  phan giup cho cac nha quan ly thirc hien tot hon 
chuc naig khuyen khfch, thuc day, dieu khien cac thanh 
vien trong td chuc lam viec tot hon.

D e dam phan co hieu qua, phuc vu muc dfch khuyen 
khfch, deu khien, cac thanh vien thong qua dam phan can 
quan t&n:

T ro ng  timg A nh ngud i ta du n g  tu  “ W in  - w in " ,  co nghTa la ca  hai ben  deu  
hai long
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- Nghien cuu ky luang nhung ben tham gia qua trinh 
dam phan;

- Quan tam va bat dau tir nhung de nghi tich cuc:

- Bo sung them nhung van de, nhung khong vi muc 
dich rieng;

- It chu y den nhirng de nghi ban dau;

- Nhan manh cach giai quyet cac ben d6u hai long;

- Ma rong sir tham gia tro giup cua ben thu ba (cong 
doan, doan thanh nien, phu nuv.v...).

V. CHlTC NANG KIEM SOAT

Thuc te xay ra a  nhieu t6 chirc, do thieu quan tam den 
kidm soat, nen du co tap trung hoan thien cong tac ke 
hoach, to chuc deu khong lam cho hoat dong quan ly to 
chuc thanh cong nhu mong muon.

1. Khai niem va y nghla cua kiem soat

/ . / .  Khdi niem va y  nghia cua kiem soat

Mot so nha quan ly thuc ti£n thuang cho rang tir kiem 
soat mang y nghla khong tich cuc vi duang nhu no gay 
phiSn toai cho t6 chirc han la dong vien cac thanh vien thuc 
hien tot han nhiem vu cua minh. Song ve mat nguyen ly thi 
kicm soat dugc coi nhu la mot cach thuc dc l6 chuc co ihl 
hoan thien minh tot han.

Hien nay dinh nghla chung ve kiem soat chua co su
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thong nhat, song nen coi kiem soat nhir la mot qua trinh 
xem xet. danh gia cac hoat dong cua ca nhan, nhom hay ca 
to churc nham tirng buoc cung co. hoan thien to churc theo 
yeu cau quan ly.

Moi to churc neu co nhiem vu thuc hien nhung ke hoach 
da dupe phe duyet thi chuc nang kiem soat khong the thieu 
dupe. Thirc hien churc nang nay cung co nghla la phai danh 
gia hoat dong da lam va so sanh voi ke hoach da de ra de 
dieu chinh cac hoat dong di dung quy dao.

Trong hoat dong quan ly, ben canh cac churc nang da 
neu tren, churc nang kiem soat co y nghla rat quan trong. 
Mac du ke hoach da dupe xay dung, mot co ca'u to churc da 
dupe thiet ke, nguoi lao dong trong to churc da dupe lanh 
dao va khuyen khich bang mot so bien phap va cong cu nhu 
da neu trong churc nang lanh dao thi van chua bao dam cho 
muc tieu cua to churc dat hieu qua va thirc hien nhu mong 
muon. Kiem soat co y nghla quan trong hon nham lien ket 
tat ca cac yeu to tren voi nhau va nham lam cho to chuc 
thich ung voi moi truong trong do to churc van dong, t6n tai 
va phat trien khong 6n dinh, luon thay d6i. Trong cong tac 
ke hoach va thirc hien ke hoach, kiem soat nhu la mot cau 
noi quan trong.

Trong cong tac ke hoach. muc tieu la nen tang quan 
trong va la dinh huong cho cac nha quan ly tien hanh cac 
hoat dong khac. Nhung khi co muc tieu, va cap duoi da 
chap nhan muc tieu, hieu muc tieu cung khong co nghla la
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cap dudi se thirc hien dugc muc tieu do mot cach tdt nhat. 
Cac nha quan ly can phai theo doi cap dudi cung vdi nhan 
vien cua td chuc de bao dam rang cac hoat d6ng da duoc 
thirc hien; muc tieu co the dat duoc va tren thuc t€ ho dang 
thirc hien theo dung ke hoach.

Trong qua trinh quan ly, viec uy quyen cua cac nha 
quan ly cho ca'p duoi luon lam cho ho lo lang do nhieu va'n 
de ca'p dudi thuc hien nhung chiu trach nhiem lai a ca'p 
quan ly cao hon. Neu xay dung duoc mot he thd'ng kiem 
soat hieu qua thi viec uy quyen se thuan lgi va hieu qua 
hon.

Mot he thong kilm soat co hieu qua se cung ca'p thong 
tin va phan h6i tat ca nhung hoat dong cua ca'p dudi dugc 
uy quydn. Uy quyen va kiem soat la hai qua trinh khong 
the tach rdi nhau va khong the thieu mot trong hai trong 
qua trinh quan ly hien dai.

Kilm  soat khong chi la yeu cau cua nha quan ly ma 
con la nhu cau khach quan cua cac doi tirgng quan ly, de ho 
biet dugc chi'nh xac ve tinh hinh va ket qua thuc hien nhiem 
vu cua t6 chuc giao. Tir do ho co hudng pha'n da'u hay khac 
phuc d l  hoan thien minh hon trong ky tiep theo.

1.2. Cac loai kiem soat

Thudng trong hoat dong quan ly co ba loai kilm soat 
chu yeu: kiem soat trudc (tien kiem hay kilm soat de
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phong); kien soat hien hanh va kiem soat sau (hau kiem). 
Ca ba loai i!u co nhirng gia tri nhat dinh cho cong tac quan 
ly to chuc.

- Kiemsoat trudc

Day laloai kiem soat nham ngan ngira nhung gi co the 
biet trudc mam khong cho no xay ra neu co tac dong xa'u 
den viec da muc tieu cua to chuc.

Kilm stat trudc giup cac nha quan ly ngan ngira duoc 
cac van d6 ;o the gay kho khan trudc khi no xay ra. Loai 
hinh kiem oat nay doi hoi co kha nhidu thong tin va thdi 
gian d! xirly, vi vay cac nha quan ly co the sir dung ket 
hap no vdi iac dang kiem soat khac.

- Ki!m>oat hien hanh

Thuc ciat loai kiem soat nay la mot hinh thuc giam sat 
hoat dong d  cac nha quan ly dua ra cac yeu cau dieu chinh 
ngay khi gi.m sat. Trong kiem soat hien hanh. nhung thiet 
bi thong tinhien dai cho phep nhanh chong xir ly dupe cac 
van d£.

- Kiem oat sau

Day lahinh thuc kiem soat nhung gi da xay ra tren ca 
sd xir ly ca loai thong tin phan hoi. Thong tin phan hoi 
giup cac nhi quan ly nhin lai cu the hon cac ke hoach da 
duac vach a, xem xet tinh xac thuc ciia no. Mat khac, 
thong tin phkn h6i tao dieu kien de loi keo su tham gia cua 
cac thanh vim vao hoat dong chung cua to chuc.
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2. Qua trinh va noi dung kiem soat

2.1. Qua trinh kiem soat

Kilm soat khong phai la mot hoat dong rieng le, ma 
thuc chat la mot qua trinh bao gom nhieu hoat d6ng va co 
the dupe chia thanh cac nhom hoat dong cu thi (cac buoc 
ti£n hanh kiem soat). Qua trinh kiem soat co th i bao gom: 
do luPng hoat dong hien tai cua cac thanh vien hay nhom 
va ca td chuc; so sanh hoat dong hien tai voi nhung chuSln 
muc da dupe vach ra; tien hanh cac hoat dong dieu chinh 
cdn thiet de khac phuc nhung sai lech.

Mot trong nhirng kho khan cua cac nha quan ly khi 
thuc hien chuc nang kiem soat trong tong th i  nhirng churc 
nang quan ly hay chi thuc hien churc nang kilm  soat rieng 
le la thieu he thong tieu chualn can thiet hay h€ thong nay 
dang trd thanh chu de cua sir tranh luan. Trong thuc tidn, 
nguPi ta coi kilm  soat nhu la hoat dong dua tren chualn 
muc da co. Neu do la he thong muc tieu thi cac muc tieu do 
cung da dupe xac djnh mot cach huu hinh va do luong 
dupe.

- Do luong hoat dong

Trong buoc nay, mot so cau hoi phai dupe tra lPi:

+ Kilm  soat de do luong noi dung gi?

+ Do luong bang cach nao hay nhu the nao?

Do cai gi la mot trong nhung linh vuc gay tranh luan 
trong khi thuc hien chuc nang kiem soat. Neu lira chon
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nhirng gi d d o  luang khong phu hop co the dan den mau 
thuan giuaigjuoi thuc thi ke hoach va nhung nha quan ly 
thuc hien ciut'c nang kiem soat va nhu vay se lam sai lech 
churc nang iay. Neu lua chon khong dung cung se tao ra su 
sai lech cm thong tin.

Trong loiat dong quan ly, co the tim ra mot so tieu chi 
chung cho lh ieu to chirc va cac nha quan ly thuc hien. Vi 
du nhung teui chi nhu sir hai long cua nguoi lao dong hay 
nhung nguri co lien quan; tieu chi ve sir dung ngan sach 
hay chi phicho hoat dong; ve so lupng san pham dupe lam 
ra theo quy nam. Tuy nhien kha nhieu ket qua va qua trinh 
hoat dong Iho co the do luong bang so cu the nhu ket qua 
dich vu do cac don vi cung cap. Trong truong hop khong 
lupng hoa arpc, co the sir dung cac tieu chi dinh tinh phan 
anh ca ve lrpng va chat cua ket qua hay qua trinh. Nhung 
bien phap ct> theo hinh thuc nay thuong bi han che bdi tinh 
chii quan ten trong khi do luong va do do cung la mot 
trong nhun^ lTnh vuc d6 gay tranh luan.

Do nhu the nao cung la mot van de trong kiem soat. Sir 
dung cac piuong phap khac nhau de do cung chinh la sir 
dung cac ben phap khac nhau de giam sat. Mdi mot cach 
thuc giam sat d6u co tinh hai mat cua no. Su ket hop cac 
phuang phip co the tao ca hoi cho cac nha quan ly thuc 
hien giam sit tot han.

Nhirng phuong phap nhu quan sat, bao cao thOng ke, 
bao cao mieng. bao cao viet cung la cach thuc de tien hanh 
kiem soat.
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- So sanh hoat dong thirc te voi tieu chuan da dupe xac 
dinh trong ke hoach.

Ket qua cua buoc nay la chi ra mot su sai lech giua 
thuc te va tieu chuan. Tren thuc te, m6i mot chuan hoat 
dong deu cho phep co nhung sai lech nhat dinh va khi hoat 
dong vPi ket qua dat dupe nam trong khoang sai lech cho 
phep do, cac nha quan ly khong can phai tien hanh cac bien 
phap di6u chinh can thiet. Cac td chuc hoat dong tren cac 
lTnh vuc chinh xac, sai so hay khoang sai lech cho phep 
cang hep, cang tot.

- Tien hanh cac hoat dong dieu chinh can thiet giup 
cho to chuc dat dupe muc tieu de ra.

Trong giai doan nay, co the c£n tien hanh cac hoat 
dong dieu chinh neu tha'y can thiet. Doi tupng dieu chinh la 
nhung hoat dong bi sai lech, khong nhu ke hoach dir kien. 
Tren thuc te, co nhieu hoat dong can dupe nha quan ly digu 
chinh ngay nham dua hoat dong trd lai trang thai dung cua 
no; cung co nhung hoat dong cac nha quan ly can xem xet 
lai nhung n£n tang co ban co the gay nen sai lech. Su didu 
chinh nay doi hoi cac nha quan ly hi6u day du hoat dong 
cua cac thanh vien dang tien hanh.

Loai di6u chinh thu hai phuc tap hon nhung cung rat 
can thiet khi chuc nang ke hoach thieu co sd khoa hoc va 
ke hoach dupe thong qua trong nhung di£u kien khong day 
du ve thong tin. Nhung tieu chuan dupe vach ra thieu co sd 
khoa hoc va cac nha tac nghiep khong co co hoi de thirc 
hien. Day la mot sir dieu chinh phuc tap vi noi dung cua
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van de cung nhu eae moi quan he giua nhieu nguoi co lien 
quan den viec thiet lap tieu chuan. Co khi, tren thuc te 
khong the thuc hien duoc vi no doi hoi kha nhidu thdi gian. 
V] vay, viec xac dinh cac tieu chi cu the de danh gia hoat 
dong can phai tien hanh nghiem tuc, khoa hoc mdi trd 
thanh cong cu kiem soat.

Tren thuc te, dieu chinh tieu chuan ap dung khong 
nhieu, chi khi nao moi trudng ben ngoai t6 chuc cd nhung 
su bien doi ldn thi mdi can su dieu chinh nay. Cac nha 
quan ly thudng quan tam nhieu hon den viec dieu chinh 
mang tinh tinh hudng; chinh ly cac sai lech trong hoat dong 
nham lap lai trat tu theo ke hoach.

2.2. N hung noi dung can kiem soat

Noi dung ma cac nha quan ly tac dong vao nham thuc 
hien chuc nang kidm soat cua minh co the bao quat het moi 
lTnh vuc ma t6 chuc hoat dong. Tuy nhien, theo muc dich, 
yeu cau quan ly hay cac dieu kien ve thdi gian, ngu6n lire 
v.v, hoat dong kiem soat tap trung vao 5 llnh vuc chinh 
nhu: Kiem soat nhan su, cac qua trinh hoat dong, thong tin, 
tai chinh va cac nguon luc khac trong to chuc.

- Kiem soat nhan su

Day la noi dung kiem soat thudng dupe quan tam nhat. 
vi con ngudi trong to chuc la yeu td ma nha quan ly hoan 
ihanh dupe muc tieu thong qua ho va ciing voi ho. Ve mot 
phuong dien nao do. day la su phu thuoc cua nha quan ly 
vao cap dudi. Can lam the nao de biet ngudi lao dong dang
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thirc hien nhirng gi cac nha quan ly mong muon. Viec danh 
gia, giam sat hoat dong cua ngudi lao dong trong t6 chuc 
co the bang nhidu each khac nhau nham bao dam rang 
ngudi lao dong da va dang thuc hien duoc nhirng gi cac nha 
quan ly mong muon va tat ca deu hudng den muc tieu td 
chuc.

Kiem soat nhan su trong t6 churc nham bao dam d£ tac 
dong dung den nhan vien to chuc trong mdi quan he vdi cac 
yeu td cua to churc. Kiem soat nhan sir nham danh gia dugc 
nhan sir va dua ra cac hinh thirc ky luat, khen thudng hop 
ly. Dong thdi, la nhiirng thong tin can thiet de xay dung cac 
ke hoach phat trien churc nghiep cho nhan vign.

* Kiem soat hoat dong chung cua to churc

Thong qua kiem soat cac gia tri mang tfnh ban chat cua 
to churc de biet dugc thuc trang ton tai cua t6 churc trong 
moi trudng cu the. Thong thudng co the tien hanh ki£m 
soat to chuc thong qua:

- Kiem soat hoat dong theo each tiep can d6'n muc tieu 
ciia t6 chuc;

- Kiem soat hoat dong theo cach tiep can he thong cua 
to chirc;

- Kiem soat theo tirng khu vuc mang tinh chid'n luge 
trong to churc.

- Kiem soat thong tin

Do cac nha quan ly can thong tin de ra quyet dinh va
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dieu hanh cong viec, nen thieu thong tin hay thong tin sai 
lech, kh<oig kip thdi se gay ton hai cho hoat dong quan ly. 
De giup eic chu the quan ly sir dung co hieu qua thong tin, 
cong tac  liem soat. diSu chinh thong tin trong quan ly phai 
dugc tiem hanh thudng xuyen, nghiem tuc.

- K ien  soat tai chmh

Nha quan ly chung co the true tiep hoac thong qua nhung 
nha quan ly chuyen nganh rieng de kiem soat tai chmh. Mac du 
day la mo: hoat dong phuc tap nhung rat can thiet phai kiem 
soat de tirr.g buoc giam chi phi hoat dong va nang cao hieu qua 
cua to chu:. Cung vdi kiem soat tai chmh, cac nha quan ly con 
kiem soat cac nguon luc khac trong to chuc nhu trang thiet bi ky 
thuat, vat tr hang hoa khac phuc vu cho qua trinh thuc hien muc 
tieu t6 chuc.

2.3. Kiem soat chat luang

Dd quan ly co hieu qua, cac nha quan ly con can thiet 
ke mot he thong kiem soat bao dam chat lugng, thuc hien 
dugc muc tieu kiem soat cua minh. Mot he thong kiem soat 
co chat lugng khi no phuc vu cho cac muc tieu dieu chinh 
hoat dong mot cach tot nhat trong dieu kien moi truong 
thay doi hoac tao ra mot he thong kiem soat phuc vu dugc 
viec dieu chinh cac chuc nang ke hoach, to chute va khuyen 
khich, dong vien thanh vien t6 chuc tham gia hoat dong tot 
hon.

Mot he thong kiem soat co chat lugng doi hoi nhung 
dac trung chung cua mot he thong kiem soat nhung cung co
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nhirng net rieng cua tirng he thong cho tirng to chtic cu the 
va gia tri chat lugng phu thuoc vao moi trudng trong do to 
chuc van dong. Mot he thong ki£m soat co chat lugng 
thuong dugc xem xet tren mot so dau hieu sau (1):

- He thong cung cap cac loai thong tin tin c£y, va co 
gia tri;

- He thong cung cap thong tin dung luc can cung cap. 
Nhung thong tin quy cung se khong co gia tri neu nhu da 
lac hau;

- Hieu qua cua viec cung cap thong tin. Neu he thong 
cung cap nhirng thong tin nhung lai qua ton kern thi se 
khong bao dam tinh hieu qua;

- Linh hoat trong hoat dong cung nhu cach thuc sir 
dung chung;

- D6 hieu. Mot he thong kiem soat kho hi£u cung tuc 
he thong co gia tri thap;

- Cac tieu chi hoat dong hgp ly;

- Phai dat dung vao vi tri mang tinh chien luge;

- Nhan manh vao hy vgng, vao tuong lai thay cho su bi 
quan;

- Cac tieu chi c&n da dang, bao quat ca nha quan ly lan 
ngudi lao dong;

VS cac  tieu chi c u a  he thdng  k i£ m  soa t co h ieu  q ua  co  the tham  khao 
“ M a n a g e m e n t” cua  S.P. R o bb in s ,  va  c ac  tai lieu v6 q uan  ly d u  an.
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- Phai tao ra dupe nhung gi de sua doi. He thong kiem 
soat khong phai chi de phat hien khuyet tat ma cao hon la 
d6 tim each khac phuc chung.

Kiem tra, kiem soat nham den su hoan thien to chuc 
thong qua viec tim ra nhung khuyet tat, ach tac cua qua 
trinh hoat dong to chuc. Kiem tra, kiem soat la nhu cau cua 
quan ly va dong thdi cung la doi hoi cua chi'nh cac thanh 
vien to chuc khi sir n6 luc cua tirng ca nhan khong dong 
deu; khi moi trudng ma cac nha quan ly chi ra mang ti'nh 
chu quan va khong thay het su thay doi, kiem tra, kiem soat 
cung la cach thuc de chi'nh cac nha quan ly nhin lai minh 
mot cach day du hon.

He thong kiem soat nay dugc su dung de kiem soat 
toan bo hoat dong cua to chuc m6t cach t6ng the. Co mot 
sd each tiep can kiem soat theo hinh thuc tong the nay can
chu y:

+ Cach tiep can theo muc tieu cua to chuc. Tire can 
cir vao muc tieu (he thong cac muc tieu) de tien hanh cac 
bien phap kiem soat, kiem tra can thiet. Kiem soat, kiem 
tra theo muc tieu nham giup cac nha quan ly dieu chinh 
hoat dong cua to chuc theo he thong muc tieu. No bao dam 
sir thong nhat cua nhieu nha quan ly.

+ Kiem soat, kiem tra theo he thong. Tuc dat tong the 
cac yeu to, thanh phan cua to chuc trong mdi quan he vdi 
nhau mang ti'nh he thong va chiu su tac dong cua cac yeu td
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moi trudng ben trong ben ngoai he thong. Kiem soat, kiem 
tra, danh gia hoat dong cua to chuc khong chi dua vio muc 
tieu ma con dua ca vao moi quan he giua cac yet td he 
thong vdi nhau.

+ Cach tiep can kiem soat la'y khach hang lam trung 
tam cua su danh gia va kiem soat. Kha nang dap ung nhu 
c£u cua khach hang cung chinh la nang lire thuc sir ca ve 
chat lugng va so lugng cua to chuc.
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Chuong IV 

NHA QUAN LY TRONG TO CHLTC

I. KHAI NIEM VA TIEU CHUAN CUA CAC NHA 
QUAN LY

1. Khai niem ve nha quan ly

Da co kha nhieu tai lieu dua ra cac cach hieu ve nha 
quan ly, mac du nhieu ngudi khi noi den thuat ngu nay 
cung co the hieu do la nha quan tri.

Nha quan ly la mot ca nhan trong to chuc chi huy 
ngudi khac hoat dong va thong qua nhung ngudi khac de 
dat dugc cac muc tieu (tu chi huy dugc hieu theo nhieu 
khia canh khac nhau nhu da trinh bay trong chuc nang cua 
nha quan ly).

Nha quan ly la bat cu mot ai phai chiu trach nhiem ddi 
vdi ca'p dudi va ddi vdi cac nguon luc cua to chutc (tien, tai 
san, nguyen nhien, vat lieu..).

Trong mot khai niem hep hon. nha quan ly (quan tri) 
la ngudi chiu trach nhiem quan ly, di£u hanh mot bo phan 
hay toan bo mot to chuc. Dieu nay cung co nghTa la co the 
co nhiSu loai nha quan ly (quan tri).
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Trong tu dien Oxford, nha quan ly dugc hieu la ngudi 
kiem soat doanh nghiep hoac mot to chuc tuong tu; ngudi 
huan luyen va to chuc mot doi the thao; ngudi co lien quan 
den cac hoat dong kinh doanh hay the thao; mot ngudi 
kifim soat ngudi, nha hay ti6n bac theo mot cach rieng.

Tren thuc te, thong thudng nhi£u ngudi cho rang nha 
quan ly va nha lanh dao co the su dung chung, thay the cho 
nhau trong mot td churc. Tuy nhien co mot su phan biet 
giua hai thuat ngu nay: Nha quan ly la ngudi dugc bo 
nhiem. Quy6n luc cua hg mang tmh phap ly d£ xu ly cac 
van de trong td chuc theo quy tac, quy che cua td chuc nhu 
thudng, phat, dudi viec nhan vien. Quyen luc cua hg anh 
hudng den ngudi khac do dua tren co sd quyen dugc trao 
cho vj trf ma hg nam giu.

Nha lanh dao co th£ dugc bd nhiem. cung co thd la 
ngudi xuat hien trong tap hgp cac ca nhan cua mot td chuc. 
Vi vay, sir anh hudng cua hg den hoat dong cua ngudi khac 
khong chi dirng lai d quySn dugc trao, ma con do uy tin 
trudc tap the.

Nha quan ly phai vCra co nang lire lanh dao vira co 
nang luc quan ly. Tuy ve didu nay cung co ngudi cho rang 
cac nha lanh dao (dac biet cac nha lanh dao cao ca'p) khdng 
can co nang luc quan ly.

Thong thudng cac nha quan ly phai gan li6n vdi hoat 
dong quan ly (management) mot td chuc. Quan ly la mot 
qua trinh lam the nao de cho cac hoat dong dugc hoan 
thanh mot cach hieu qua nhat thong qua su phoi hop vdi
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nhirng nguai khac. Bdi vay, qua trinh quan ly phai gdn lien 
vai nhieu hoat dong ma cac nha nghien cuu goi la cac churc 
nang cua qua trinh quan ly hay cua cac nha quan ly. Nhung 
chuc nang hay tap hop cac hoat dong de trd thanh mot chuc 
nang thudng dugc phan chia theo nhieu cach khac nhau.

Tir cac cach tiep can tren v6 nha quan ly, co the di den 
khai niem chung ve nha quan ly la ngudi dugc to chuc trao 
trach nhiem quan ly td chuc.

Khi nghien cuu ve nha quan ly can phan biet lanh dao 
vdi quan ly bang viec hieu ban chat cua su lanh dao nhu
sau:

- Lanh dao la mot tir ngu. mang tinh chinh tri han la 
quan ly;

- Lanh dao chi la nhung ai co kha nang anh hudng den 
ngudi khac;

- Lanh dao la nhung ngudi co quyen lire mang tinh 
dinh hudng.

2. Tieu chuan cua nha quan ly

Cong viec quan ly la mot cong viec dac biet. Do khong 
chi la sir dung nang lire ciia ca nhan nha quan ly, dieu quan 
trong han doi hoi d cac nha quan ly la kha nang, nang luc 
phui hop lioul dong cuu nhieu nguoi nham dut duoc muc 
tieu ciia td chuc. Neu nang luc ciia cac nha quan ly giup 
cho ho nhin nhan van dd tot han, thi nang luc quan ly co y
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nghla quan trong hon cho viec hoan thanh sur menh cua t6 
chuc.

Xem xet yeu cau, doi hoi doi vdi nha quan ly cung co 
the tien hanh tren hai khfa canh:

- Ddi vdi hoat dong quan ly tuc de thuc hien vai tro 
quan ly;

- Tren khfa canh nang luc rieng can co.

Su phan biet nay cung mang tmh tuong ddi vi m6i mot 
ky nang cua khfa canh nay co the do ky nang khia canh 
khac quyet dinh.

2.1. N hung ky nang can cd cua cac nha qudn ly

Co the phan loai ky nang thanh cac nhom khac nhau (l):

- Ky thuat la nhirng kien thuc va tai nang trong cac lTnh 
vuc hoat dong bao gom phuang phap quy trinh, qua trinh 
giai quyet cac cong viec;

- Ky nang trong quan he. Do la nhung ky nang can 
thiet de lam viec vdi cap dudi, vdi cac nha quan ly khac va 
vdi khach hang;

- Ky nang vd mat nhan thirc tuc kha nang tien doan, 
doan trudc cac xu the van dong va phat tridn c6 thi. Do la

111 X e m  tai lieu tham  khao: N h u n g  van  de  cot ye'u cua  qu an  1  ̂ tr. 392; 
R .L .K a t l  - Skill o f  an Effec t ive  A d m in is t r a to r  cu a  T rud ng  Dai hoc Harvard; 
Q u a n  tri hoc  cua  N g u y en  Hai San. tr .26 : Q u an  ly d u  an  cua  A A M ;
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nhirng tu duy mang ti'nh vugt trudc;

- Ky nang thiet ke tuc biet cach xay dung cac phuong 
phap, phuong an co the de giai quyet van de (nang luc giai 
quyet cac loai van de).

Tat ca cac ky nang can co ciia nha quan ly cac cap 
khong phai la yeu to co dinh ma luon van dong va phat 
trien nham de dap urng doi hoi cao hon cua to chuc. Tuy 
thuoc vao cap dp cac nha quan ly ma doi hoi hay sir dung 
cac loai ky nang tren se khac nhau. Dieu nay co the mo ta 
bang so dP 4.1.

2.2. Nhung dac trung can cd cua nha qudn ly

Vdi mot nha quan ly, ngoai nhung pham chat, nang luc 
chung can co de thirc hien tot cac chuc nang quan ly to 
churc, ho con phai the hien duoc nhung dac trung mang ti'nh 
troi sau day:

- l /dc  muon lam nha quan ly;

- Quan he vdi nhung ngudi co lien quan vdi su dong 
cam;

- Chi'nh true va trung thuc;

- Co qua trinh cong tac tot (vdi tu cach quan ly);

- Co cac loai nang luc can thiet de hoat dong.

(Xem so do 4.1)
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MCfc do can

\
(n

Ky nang ky t

Ky nang nhan thtfc va th 
(cang cao cang can nl

ŷ nang quan he con ngu 
hu nhau cho moi cap qui

luat (cang thap cang car

iet ke 
i4u)

cJi - 
n ly)

nhieu hem)

Cap caoCap cd sd Cap trung gian

So do 4.1. Obi hoi ky nSng khac nhau vdi cac nha quan ly
Mdt so tai lieu cho rang, cac nha quan ly (dac biet 

quan ly cac du an) can co mot so dac trung cu thd sau:
+ Co ban lTnh lanh dao va biet lanh dao.
+ Co nang luc lap ke hoach va t6 chuc cac hoat dong.
+ Biet phoi hop cac hoat dong.
(Xem so do 4.2).

So do 4.2. Nhom ky n«ing doi vdi cac nganh quan ly

Nhom ky nSng Chi tiet mot so ky ndng

Ky nang ky thuat

- Sdr dung thanh thao cac chi/dng trinh quan ly 
tren mang LAN, may tinh;

- Ky n3ng ve marketing;

- Ky nang ve kinh doanh;

- Ky nang san xuat cu the nhufng san pham cot 
loi cua to chirc....
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Ky nang giao 
tiep, quan he 
nhan van

- Oao dtic cua nha quan ly;

- Kha nang quan ly nhan luc td chirc;

- Giai quyet xung dot ca nhan trong to chUc...

Ky nang nhan 
thCrc

- Ap dung kien thUc dif bao, dir doan;

- Kha nang phan xet;

- Ky nang hoach dinh chien liroc;

- Nhan thUc chung ve xa hoi ...

Ky nang ve 
thong tin

- Quan he vdi ban hang;

- Thu thap, xdr ly thong tin;

- Cung cap, bao cao thong tin;

- Su nhay cam v6i thong tin chinh thirc....

+ Co nang lire phan tfch van d6, giai quyet va'n de, dac 
biet la mau thuan.

+ Co nang luc dd dam phan, giao tiep, thiet lap cac moi 
quan h£ voi ben ngoai.

+ Co nang luc de huan luyen thanh vien dpi dir an dat 
den muc tieu cua dir an.

+ Nhan thufc va phat hien nhung diem khac nhau trong 
tung thanh vien.

+ Giup cap duoi nhan thuc duoc va'n de.

+ Biet cach lam cho thanh vien nhan thuc duoc vai tro 
cua ho trong du an, chuang trinh.

Trong xu the van dong va phat trien rat nhanh nhay cua 
the gioi, cac nha quan ly can co 10 ban lTnh sau:
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- Co tam nhin va kha nang giao dich tam quoc te;

- Biet thanh thao tieng Anh va tin hoc;

- Co trach nhiem cao vdi xa hoi, co tai giao dich vdi 
cac co quan quan ly nha nirdc;

- Cd tam nhin chien luge;

- Co kha nang sang tao quan ly;

- Coi trong con ngudi va theo duoi de phat trien ho;

- Nhay cam vdi khia canh van hoa;

- Cd dau oc d6i mdi;

- Khong ngung hoc tap de vuon len;

- Lien ket vdi mang ludi kinh doanh.

Ve mot sd dac diem lien quan den khia canh dao due 
cung can coi do nhu la mot net dac trung can co cua nha 
quan ly cac cap. Xu hudng nay tap trung vao viec: Ton 
trong loi ich cua tap th£, biet dat lgi ich cua to chuc len 
tren lgi ich ca nhan; cd trach nhiem ddi vdi to chuc va xa 
hoi; dao due hay cac hanh vi ung xu cua cac nha quan ly 
ddi vdi tap the va xa hoi; cd tac phong qu£n chung, gan gui 
vdi tap thS’;

II. PHAN CAP QUAN LY

1. Ly do phan cap quan ly

Ve mat nguyen ly, phan cap trong quan ly la mot ta't 
yeu khach quan nhu quan ly can cho mot to chuc. Dieu nay
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co the* giai thich dirge tir chinh sir ton tai cua quan ly, bdi 
quan ly t6n tai la de thuc hien cac chuc nang doc lap tuong 
doi voi nhau. De thuc hien m6i chuc nang, to chuc can hinh 
thanh mot hay mot so bo phan tuong thich va do do da hinh 
thanh nen cap quan ly chung va cap quan ly chuc nang. 
Xuat phat tu nguyen tac nay, to chuc thudng dugc thiet ke 
theo he thong thu bac (ke ca td chuc nha nude).

Khai niem thu bac cung dong nghla vdi quyen han trao 
cho cac nha quan ly d m6i cap khac nhau la khac nhau. Sir 
phan chia quydn han da tao ra hinh anh cap tren va cap 
dudi. Cap tren co nhidu quydn han va quydn han rong hon 
so vdi cap dudi. Cap cang cao cang co nhidu quydn han. 
Cap dudi khong chi co ft quyen hon, con la cap chiu su chi 
dao, quan ly cua cap tren.

Khai niem cap bac, thu bac cung gan lidn vdi viec phan 
chia cac nha quan ly thanh nhieu cap do khac nhau, d in  
den su phan cdng nhiem vu, quydn han cho cac nha quan ly 
se khac nhau trong td chuc.

2. Cac cap do quan ly

Sd lugng cap trong he thong thu bac mang tfnh tuong 
ddi. Co thd ba cap. bon cap hoac tuy vao quy mo, khu vuc 
dia ly hay nhieu van de lien quan den phong tuc, tap quan, 
ban sac van hoa cua to chuc. Tuy nhien, viec phan chia 
cang nhieu cap cang doi hoi hoat dong cua cac nha quan ly 
cap cao phuc tap hon, vi vay cac to chirc thudng cd gang de 
han che bdt sd lugng cap trong he thong. Mo hinh td chuc 
theo thu bac ba ca'p mo ta d so do 4.3.
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2.1. Qudn ly cap cao (Cap chien luac)

Day la mot nhom nho cua cac nha quan ly trong to 
churc, ho chiu trach nhiem chung va toan bo ve quan ly to 
churc. Ho hoach dinh dudng loi chien luge, sach luge va to 
chuc, dieu hanh cac bo phan churc nang hoat dong thich ung 
vdi mdi trudng ben ngoai dang luon thay ddi de dat muc 
tieu phan da'u. Trong thuc te ngudi ta goi cac nha quan ly 
cap nay la nhung nha dieu hanh cap cao, tdng giam ddc. 
Ten goi cua nhung nhom cac nha quan ly nay hien nay 
khong thong nha't, nen khi giao tiep can tim hieu vi tri ciia 
ho trong td chuc chu khong chi dua vao ten goi.

110



2.2. Qudn ly cap trung gian

Day la nhom cac nha quan ly khong phai luon ton tai 
trong to churc ma phu thuoc vao quy mo cua to churc. Nhom 
cac nha quan ly trung gian tiep nhan cac chu truong, chmh 
sach tu cac nha quan ly ca'p cao de chuyen thanh cac 
chuong irinh, ke hoach hanh dong cu the hon giao xuong 
cho cap co so de trien khai thuc hien. Tuy thuoc vao quy 
mo td chuc, nha quan ly trung gian co the la: cac cuc, vu, 
ban, nganh hay khoa. Trong cai cach td churc quan ly, Nha 
nuoc ta hien nay cung dang tien hanh phan cap triet de giua 
Trung uong va dia phuong, giua cac cap chmh quyen dia 
phuang tren nhieu lTnh vuc. Trong qua trinh cai cach do, 
cac td churc hay he thong cac co quan nha nuoc hien dang 
tich circ cat bo nhung cap quan ly trung gian khong can 
thiet.

2.3. Qudn ly cap ca sd

Cac nha quan ly ca'p co so la nhung ngudi chju trach 
nhiem dieu hanh hoat dong cua nhom hay ca nhan true tiep 
tao ra san pham hay dich vu cung cap cho xa hoi. Nhung 
ngudi nay bao gom cac trudng chi nhanh, trudng cac bo 
phan v.v... Dac diem co ban cua nha quan ly ca'p co sd la ho 
khong chiu trach nhiem quan ly ba't cu mot nha quan ly nao 
khac. Ngudi thua hanh, nhan vien bao cao true tiep den ho. 
Mpt vai nha quan ly thirc tc con gpi hp la nha giam sat, nha 
huan luyen vien hoac la doc cong.

Cac nha quan ly ca'p co sd la noi true tiep td churc trien
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khai cu the cac hoat dong cua td chuc nham dat den muc 
tieu da dir kien. Ho phai la nguai am hieu nhat cac hoat 
dong. Ho khong chi biet cac chuc nang quan ly t6ng hop 
ma con phai biet nhieu noi dung quan ly cu the’ khac, dac 
biet la quan ly tac nghiep. Cac nha quan ly true tiep (ca'p co 
so) co trach nhiem chi dao, dieu hanh nguai lao dong de 
lam ra cac san pham dich vu. Ve nguyen tac ho khong phai 
giam sat bat cu mot nha quan ly nao khac. Trong khi do, 
quan ly cap trung gian phai chiu trach nhiem giam sat cac 
nha quan ly ca'p ca so. Do la cong viec gan lien vdi chuc 
nang lanh dao cua cac nha quan ly cap trung gian va cap 
cao.

III. PHAN LOAI QUAN LY VA CAC NHA QUAN LY 

1. Phan loai quan ly trong to churc

Td chuc thuang dugc thiet ke theo nhieu cach thuc 
khac nhau. Tuy thuoc vao cach thiet ke td churc ma co the 
phan loai quan ly nhu sau:

1.1. Phan loai theo chitc nang va tong hap

Trong td chuc, cac hoat dong quan ly co the dugc tap 
hgp thanh nhidu nhom khac nhau mang ti'nh churc nang nhu 
nhom hoat dong xay dung ke hoach, hoat dong td churc, 
hoat dong dieu khien, hoat dong kiem soat hay hoat dong 
phat trien nguon nhan luc, kiem soat tai chi'nh, giao tiep 
v.v... Mdi mot loai chuc nang thuoc ve quan ly va hinh 
thanh khai niem quan ly theo chuc nang. Mdi nha quan ly
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chiu trach nhiem vai mot mang hoat dong trong t6 churc 
(Hoach dinh chien luge, dieu hanh hay kiem soat). Nhirng 
nhan sir va cac hoat dong co lien quan den lTnh vuc cu the 
tren se chju sir quan ly cua mot nha quan ly chuc nang.

Trong khi do, khai niem quan ly tong hgp cung dugc 
xem nhu nhung hinh thuc to chuc. Nhidu bo phan trong t6 
chuc co thd dugc giao nhieu hoat dong ket hgp vai nhau va 
co the nam a  nhieu bo phan chirc nang khac nhau. Nhieu 
dan vi doc lap vua xay dirng va thuc hien ke hoach san xua't 
hay dich vu den tan nguai sir dung deu do mot nha quan ly 
cap ca so chiu trach nhiem chung va dugc coi la nhung nha 
quan ly tong hgp.

Muc do tong hgp cung khong hoan toan giong nhau 
giua cac dan vi t6ng hgp (lam nhieu chirc nang) dugc thanh 
lap. Dieu nay hoan toan phu thuoc vao muc dich thanh lap 
dan vi doc lap do.

Phan loai cac nha quan ly theo churc nang va tong hgp 
tuy thuoc vao quy mo hoat dong quan ly ma cac nha quan 
ly can tien hanh va, theo James A.F. Stoner (l), su khac 
nhau giua hai nhom nay gom:

- Cac nha quan ly theo chuc nang dugc hieu nhu la 
nhirng nha quan ly chi thuc hien quan ly tren mot hoat 
dong cu the nao do cua td chuc (san xua't, tiep thi hay ban 
hang, tai chinh). Nhan vien cua nhirng nha quan ly nay

X em : M an ag em e n t  c u a  J a m e s  A .F . S toner .  N X B  Pren t ice  Hall A u s tra l ia  
tr. 11.
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cung hoat dong tren mot llnh vuc chung.

- Cac nha quan ly t6ng hop la nhung nha quan ly co 
trach nhiem quan ly mot don vi phurc tap, hoat dong doc 
lap. Ho co trach nhiem doi vci ta't ca cac hoat dong cua t6 
chuc dugc phan cong quan ly nhu san xua't, tai chmh, nhan 
su, kinh doanh. Cac t6 chuc, cong ty nho chi co cac nha 
quan ly tong hgp. Nhung cac t6 churc Ion hay cac tap doan, 
co nhilu don vi d6c lap, ho co nhieu nha quan ly tdng hgp, 
chiu trach nhiem toan bo cac hoat d6ng cua tung don vi. 
Ciing voi sir h6 trg cua cac nha quan ly chirc nang d l dilu 
hanh cong viec.

1.2. Phan loai theo vai trd cua cac nha qudn ly trong 
to chitc (I)

Nghien cuu vai tro cua cac nha quan ly dugc chu y tir 
lau trong khoa hoc quan ly. Tuy nhien, di den mot su thong 
nha't ve vai tro cua cac nha quan ly co th i  khong giong 
nhau. Trong to chuc, cac nha quan ly thudng dugc bo tri a 
cac vi trf khac nhau nhu la nhung nha ke hoach, nha t6 
churc, nha dieu khiln, chi huy, lanh dao va nhirng nha kilm 
soat cac hoat dong de dieu chinh.

Cung co th i tiep can vai tro mang y nghla rong hon, 
khong can phan biet vj trf, quy mo t6 chirc la lam the nao 
d l  huong to chirc den muc tieu cua no. Phoi hgp, tfch hgp.

("  Xem: The N ature  o f  M an ager ia l  W o rk .  H enry  M in tzberg .  N ew  York 
H arpe r  and R ow  1973: M an ag em en t.  J a m e s  A. F. S toner  and others. Printice 
Hall A ustra lia  1994.
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long ghep hay nhung hoat dong tuong tu d lu  xac djnh vai 
tro cua cac nha quan ly trong t6 chuc.

Vai tro cua cac nha quan ly tren nghla rong gan lien 
voi viec tao cho ho cac chuc nang. Tuy thuoc phan loai 
chuc nang ma co th i  neu chi tiet cach phan biet cac vai tro. 
Vf du, co the xac dinh vai tro cua cac nha quan ly theo bon 
nhom chuc nang: Ke hoach, to chuc, dieu khien, chi huy va 
danh gia; cung co the dua vao 14 nguyen tac hoat dong 
quan ly trong t6 chuc cua Henry Fayol de xac dinh vai tro 
quan ly, hay cung co the dua vao mo hinh PODSCoB de 
nghien cuu ve vai tro quan ly.

Trong nhieu tai lieu, xac dinh vai tro cua cac nha quan 
ly thudng t£lp trung vao nghien cuu cac hoat dong chung 
nha't ma cac nha quan ly can phai tien hanh. Vi du, co the 
phan chia thanh cac nhom vai tro:

- Vai tro truyen thong;

- Vai tro quan ly truyln thong theo cach tu duy v6 cac 
churc nang mang tinh truyen thong (nhu da neu o phan chuc 
nang quan ly);

- Vai tro quan ly va phat trien nguon nhan luc cua to 
chirc.

- Vai tro ket noi cac yeu to co lien quan den to chuc 
(xa hoi. thanh vien).

- Vai tro ra quyet dinh. Co nguoi cho rang, vai tro ra 
quyet dinh la quan trong nhat, song tren thuc te can quan 
tam den ta't ca cac vai tro.
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Theo Henry Mintzberg, vai tro cua nha quan ly co th i 
chia ra ba nhom Ion va 10 loai khac nhau (l):

- Vai tro tugng trung (hay ngudi dung d3u): Do la 
ngudi dumg d£u td churc; chiu trach nhiem thuc hien m6t sd 
nhiem vu mang tfnh thudng xuyen co tfnh xa hdi hay phap 
ly; tie'p khach va ky cac van ban mang tfnh phap ly cua td
churc;

- Vai trd ngudi lanh dao: Chiu trach nhiem thuc d£y, 
dong vi6n nhan vien, chiu trach nhiem vl cong tac nhan su, 
dao tao, thuc hi6n cac hoat ddng lien quan de'n viec chi dao 
cap dudi.

- Vai trd lien ke't: Duy tri mot mang ludi giao tie'p vdi 
ben ngoai thdng qua thuc hien nhieu hoat ddng cd tfnh lien 
ket vdi ben ngoai.

- Vai tro giam sat, theo ddi, thu thap, xu ly th6ng tin la 
viec tim kie'm va tie'p nhan nhieu loai thdng tin nham phat 
triln td churc. Mudn vay phai thudng xuyen chu y de'n cac 
loai thdng tin tur ben trong va ben ngoai td churc bang cach 
dgc va phan tfch cac bao cao tir cac ca'p trong td chuc va 
duy tri quan he vdi ben ngoai.

- Vai tro truyen thdng, phd bien thong tin: Truyln tai 
thong tin nhan dugc cho nhung ngudi co lien quan. Tie'n 
hanh t6 churc cac cuoc hop chfnh thuc hoac thong qua he 
thO'ng thOng tin d l  tiep nhan va cung cap thong tin.

Sach d a  dftn
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- Ngudi phat ngon cua td churc: Truyln thong tin ra ben 
ngoai va to chirc cac cuoc hop rong vdi cdng chung.

- Nghien curu cac co hoi de dem lai lgi ich: Tien hanh 
nghien cuu td chuc va moi trudng d l tim cac co h6i, hoan 
thien cac du an nham lam thay ddi hoat dong td chuc hieu 
qua.

- Dieu chinh cac hoat dong khi td chu:c gap phai nhung 
kho khan trong trien khai thuc hien cac hoat d6ng.

- Phan bo nguon luc va dua ra cac quyet dinh phan bd 
theo k6 hoach noi dung va thdi gian cu thd;

- Thuong lugng, dam phan dai dien td chuc dl^chu^n bi 
ky ket cac van ban can thiet.

Theo James A.F. Stoner, vai tro cua cac nha quan ly co 
thd chia thanh 8 nhom sau (1):

- Vai tro lam viec nhom de ciing vdi ngudi khac va 
thong qua ngudi khac thuc hien muc tieu;

- Tao su tin tudng cua cac thanh vien trong td churc va 
luon hy vong moi cong viec dugc hoan thanh;

- Vai tro can bang nhung muc tieu;

- Vai tro khai quat moi va'n de ;

- Vai tro moi gioi, hoa giai;

1,1 Sach d a  dan
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- Vai tro chmh tri;

- Vai tro nha ngoai giao;

- Vai tro ra quyet dinh.

Phan loai vai tro cua cac nha quan ly cung la mot va'n 
de quan tam cua cac nha nghien cuu quan ly. Khong phai 
ta't ca cac nha quan ly (du d cung cap do) deu th i hien vai 
tro cua minh mot cach giong nhau.

Tren thuc te thdi gian ma cac nha quan ly chi phi cho 
tCrng hoat dong cung hoan toan khac nhau. Nghien curu 
chung ve sir dung thoi gian cho cac vai tro khac nhau cua 
nha quan ly cho ket qua nhu sau:

- Giao tiep, truyen thong: xir ly tai lieu, dung diSn 
thoai, tra loi cac yeu cau, doc va viet bao cao chiem khoang 
1/3 thoi gian cua nha quan ly.

- Quan ly cac cong viec mang ti'nh truyln thong nhu da 
mo ta d churc nang quan ly nhu: lap ke hoach, ra quyet dinh 
giai quyet cac mau thu&n, theo doi hoat dong trong td chuc 
chiem 1/3 thoi gian.

- Thuc hien khuyen khi'ch dong vien va giai quyet mau 
thu in  ca nhan, dao tao, boi duong, nghe ngong thdng tin 
phan hoi chiem khoang 1/5 thdi gian quan ly.

- Hoa nhap chung vao xa hoi, cong ddng va td chuc 
chiem 1/5 thdi gian quan ly.
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Viec nghien cuu phan bo thcri gian cho bon nhom 
nhiem vu cua cac nha quan ly thanh cong va khong thanh 
cong cung cho tha'y su khong dong deu ve sir dung thdi 
gian (xem bang).

Phan bo thdi gian cua cac nha quan ly (Don vj tinh%)

Nha 
quan ly

Truyen
thong

Giao tiep Nguon 
nhan lire

Lien ket

Trung binh 32 29 20 19

Thanh c6ng 13 28 11 48

Hieu qua 19 44 26 11
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Chuong V 

QUYET OjNH QUAN LY

I. QUAN NIEM VA PHAN LOAI QUYfiT DINH 
q u A n l y  

1. Quan niem ve quyet dinh quan ly

Quyet dinh la mot khai niem de chi mot va'n d l, mot sir 
kien da dugc thiet lap cach thirc d l  giai quyet cua chu thi. 
Trong hoat dong cua cac nha quan ly, y chi' ma ho dua ra 
co lien quan den cong viec cua t6 chuc deu dugc goi la 
quyet dinh quan ly. Hien nay co kha nhieu cach tiep can 
den dinh nghia quyet dinh quan ly, trong do co mot so cach 
dinh nghia sau day can dugc quan tam:

- Quyet dinh quan ly la hanh vi sang tao cua nha quan 
ly nham dinh ra chuong trinh va ti'nh chat hoat d6ng cua t6 
chuc de giai quyet cac van d£ da chi'n muoi, tren co so hilu 
biet cac quy luat van dong khach quan cua he thdng bi 
quan ly va viec phan ti'ch cac thong tin ve hien tugng cua 
he thong. Cach khai quat nay cung vira cho chung ta tha'y 
npi dung cua quydl dinh cung nhu cac van d l  ma quy£t 
djnh de cap den. Mat khac cung chi ra cach thufc tien hanh
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ra quyet djnh (1). Tuy nhien, khong th i coi quyet dinh chi 
d l  cap den cac van d l chin mu6i, hon nua khai niem va'n de 
chi'n mu6i la m6t khai niem khong that ro rang trong quan
ly .

- Quyet dinh quan ly la  hanh vi co tfnh chi thi cua chu 
thi quan ly de dinh hirdng, to churc va ki'ch thi'ch moi nguon 
dong luc trong he thong quan ly, chi phoi su van dong phat 
trien cua toan bo he thong quan ly nham thuc hien cac muc 
tieu d l  ra (2). Dinh nghia nay cho tha'y vai tro cua quyet 
djnh quan ly. Nhung cach dinh nghla nay duong nhu qua 
rong va khong chi ra dugc noi dung cua quyet dinh.

- Ra quyet dinh la qua trinh xac dinh va'n d l  va lua 
chon mot chuong trinh hanh dong thfch hgp trong so nhieu 
chuong trinh hanh dong khac nhau da dugc chu^n bi, nham 
dap ting yeu cau cua tinh hu6ng(,). Day la cach tid'p can 
quyet dinh theo cach thuc lam quyet dinh. Thuc chat day 
cung chi la su lira chon mot phuong an trong so cac phuang 
an dir kien.

- Theo Harold Koontz va cac dong nghiep, quyet djnh 
khdng dugc dinh nghla mot cach true tiep, song lai chua 
dung ben trong ke hoach. Theo cac tac gia: “sir lua chon 
trong so cac phuang an hanh dong la cot loi cua viec xay

111 X em : Phan V an  Tu . Dai c irang \6  khoa  hoc quan  ly. NXB V an  hoa - 
T h d n g  tin. 1999. tap tr .74 . G iao  tr inh  K hoa hoc  quan  ly. T ap  1. tr. 233. NXB 
K hoa hoc & K y  thu a t .  2000.
121 X em : T ap  d£ c u o n g  bai g iang: K hoa  hoc qu an  ly cu a  K hoa kh o a  hoc quan 
ly H oc vien ch in h  tri qu6'c g ia  Ho Chi M inh .  1999. tr. 138.

X em : N guySn Hai San. Q u an  tri hoc. N X B  T ho ng  ke. tr. 160.
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dung k£ hoach. Khong the ton tai mot ke hoach neu mot 
quyet dinh chua dugc cong bo". Tren y nghla do, quyet 
dinh thuc chat la mot cam ket nhung dieu kien cho mot du 
kien ke hoach dugc lira chgn. Quyet dinh theo cach nay gan 
lien vdi qua trinh ke hoach hay churc nang ke hoach. Tren 
thuc te quyet dinh chi la mot khau cua cong tac ke hoach 
va trong nhidu truong hgp cac chuc nang khac cung gan 
li6n vdi ke h o ach .(l)

- Co mot cach tiep can khac v& quyet dinh quan ly: La 
san ph£m cua mot qua trinh quan ly, ma dua vao do d£ tien 
hanh giai quyet cac va'n dd trong to chuc nham dat dugc cac 
muc tieu cua td chirc. Theo cach dinh nghla nay, quyd't djnh 
dugc hinh thanh khong phai mdt cach tu nhien ma phai 
thong qua qua trinh de tao ra no. Cac van de ma quyd't djnh 
de cap den rat phong phu, da dang va deu hudng dd'n muc 
tieu cua to chuc. Mat khac, quyet djnh quan ly kh6ng bao 
gom viec trien khai thuc hien quyet djnh quan ly.

2. Cac loai quyet djnh quan ly

Nhu da neu d phan djnh nghla quyet djnh, nhin chung 
muc dich ra quyet djnh la de giai quyet van de, cho ndn 
quyet djnh quan ly luon phai gan vdi tirng van de. Noi cach 
khac, m6i loai van dd se cd mot hay mot so quyd't djnh 
thfch hgp.

Co the phan quyet djnh thanh cac nhom sau:

("  X em  “ N htrng  va'n de  cdt yd'u cu a  q u a n  ly ”
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- Quyet dinh theo chuong trinh. Tuc quyet dinh gan vdi 
viec giai quyet cac va'n dd mang tfnh thudng xuyen trong to 
chute, co the dugc lap di lap lai. Quyet dinh theo chuong 
trinh thudng dugc lam theo nhung quy tac, quy che, thu tuc 
da dugc to churc quy dinh. Mdi mot to chuc ddu cd nhung 
quy tac thanh van hay bat thanh van quy dinh nhung viec 
can phai lam ddi vdi nhung noi dung hoat dong mang tinh 
thudng xuyen va thong thudng khong co nhiSu phuong an 
de lua chon hoac sir lua chgn da bj loai bo. Vi du, khi chi 
phi tien luong cua cong ty da dugc xac dinh cu the theo 
hinh thuc cong viec, cac nha quan ly khdng can nhi£u thdi 
gian d£ lira chgn quyet djnh ve luong cho mot nhan vien 
mdi. Hay quyet djnh ca'p xang dau cho cac phuong tien di 
lai hang ngay khong doi hoi nhifiu suy nghi cua cac nha 
quan ly khi ra quyet djnh. Trong khi quyet djnh cac va'n de 
cd tinh chuong trinh, thudng cac nha quan ly khong cd 
nhieu tu do de ra quyet djnh ma thay vao dd hinh nhu la 
quyet djnh cua to churc. Mat khac vdi loai quyet djnh nhu 
tren, cac nha quan ly ca'p cao co the tien hanh uy quyen cho 
cap dudi theo cac quy tac, quy che da dugc thiet lap. Ra 
cac quyet djnh quan ly theo kieu chuong trinh thudng dugc 
chu^n hoa thanh mau hinh thong nha't.

- Cac quyet djnh khdng theo chuong trinh la nhurng 
quyet djnh ddi vdi cac van d£ khdng thudng xuyen hay mdi 
xua't hien. Trong trudng hgp nay, quyet djnh dugc lam theo 
tu duy cua cac nha quan ly hon la theo quy tac, quy che 
chung cua to chuc. Trong hoat dong quan ly cac nha quan 
ly thudng phai duong dau vdi loai quyet djnh nay hon la
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vdi quyd't dinh theo chuong trinh. Quyet dinh nay doi hoi 
nang luc cao hon cua cac nha quan ly va do cung la ly do 
tai sao cac chuong trinh dao tao quan ly thudng tap trung 
vao day cach ra quyet dinh ddi vdi nhung va'n dg khdng 
chuong trinh.

- Mdi quan he giua cac loai quyet dinh tren vdi cac loai 
va'n de cung nhu vai trd cua cac nha quan ly cd th£ md ta 
nhu sau ddi vdi loai quyet dinh khdng theo chuong trinh 
thudng la nhung va'n d l  cd ket ca'u khong ro rang va viec 
dua ra cac quyet dinh nay thuoc ve cac nha quan ly ca'p 
cao. Trong khi dd cac quyet dinh theo chuong trinh thudng 
xay ra vdi cac va'n de ra't ro rang, cu th£ va quy6n quyfc't
dinh thudng giao cho cac ca'p quan ly ca'p trung gian hay co

•tso.

Ben canh cach phan loai quyet dinh theo va'n d6 thudng 
xuy6n hoac khong thudng xuyen, tuy thuoc vao loai va'n de 
phan theo cac cach khac nhau ma co cac loai quyet dinh 
tuong ung. Mot sd loai sau day thudng dugc de cap den kha 
ph6 bien trong quan ly:

: Quyet dinh chien luge, dai han;

- Quyet dinh chien thuat;

- Quyet dinh mang ti'nh tinh hudng;

- Quyet dinh theo llnh vuc hoat dong cua t6 churc;

- Quyet dinh phan theo ca'p quan ly;

- Quyet dinh doi mdi, cai cach. Day cung la loai quyet
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dinh trong moi trudng co nhieu bien dong thudng xuyen 
nhung lai chua dung cac yeu to mang tinh rui ro hoac 
khong chac chan. Viec dua ra cac quyet dinh nay cung 
giong nhu cac loai quyet dinh khong theo chuong trinh d 
tren.

II. RA QUYET DINH QUAN LY

1. Nhung dieu kien de ra quyet dinh

- Co van dd c£n giai quyet: Cac nha quan ly cac ca'p 
phai tim ra dugc cac va'n de trong to chuc. Do viec xac dinh 
cac loai van de khong giong nhau, nen phan chia thanh cac 
llnh vuc (phan cong, phan ca'p) d£ tim kidm van dd.

- Co nhan thuc dugc giura van de va thuc tidn doi hoi.

- Co ham muon de giai quyet su sai lech giura mong 
muon va thuc te. Nhidu trudng hgp su thd o cua cac nha 
quan ly co th£ khong lam cho quyet dinh cd y nghla ca khi 
xay dung cung nhu van dung no dd’ giai quyet van dd.

- Cd dieu kien dd’ giai quyet (chong ddi, iing ho, tidn, 
nguon luc,v.v).

- Co du quyen uy d£ giai quyet.

2. Nhiirng yeu td anh hudng den ra quyet djnh

- Nhung yc'u to khach quan la nhung yeu to nam ben 
ngoai cac nha quan ly nhung dugc cac nha quan ly nhan thuc 
dugc. Nhung yeu td ve moi trudng, cong nghe. thi trudng la 
nhung yeu td khach quan. Neu xet trong pham vi qua trinh
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quan ly thi yeu to thuoc ve ddi tuong quan ly cung la yeu to 
khach quan anh hudng den qua trinh ra quyd't dinh quan ly.

- Cac yeu to' chu quan la nhung yeu to ttr ban than cac 
nha quan ly tao ra theo tu duy rieng cua minh. Nhirng y 
tudng, cach thuc tie'p can, cach lira chon thong so td'i uu 
thuoc ve nhom chu quan.

- Cac yeu to mang tfnh chmh tri (ap lire cua nhom lgi 
ich, nghiep doan, nha nude, v.v...). Nhilu va'n dd ket ca'u 
rat don gian, nhung khi chiu ap luc cua nhidu nhom lgi ich 
khac nhau cung co the khong dua ra dugc quyet dinh. Va'n 
de giam tien luong do thua 16 la vi du.

- Do tin cay cua thong tin va tinh trang thieu hay du 
thong tin tin cay. Nhieu thong tin sai lech, bi nhidu cung 
khong lam cho quyd't dinh hgp ly.

- Do khong chac chan, tin cay hay rui ro co the xdy ra. 
Mtic do khong tin cay cang ldn, quyd't dinh cang xa vdi 
hien thuc va ngay ca khi da co du bao ve xac suat, tmh 
chac chan cua cac quyd't dinh cung gap nhieu kho khan
v.v...

III. M 0 T  SO MO HINH RA QUYET DINH QUAN LY

1. Mo hinh ra quyet dinh hop ly co gidi han

M o hinh ra quyet dinh trong td churc luon chi’ la mot su 
hgp ly tuong doi hay hgp ly cd bien gidi. Hgp ly cd bien 
gidi do'i vdi quyet dinh quan ly la mot su thira nhan don 
gian hoa hon va'n de va khong di qua sau vao nhung n6i
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dung phuc tap. Vi du thay cho toi da lgi nhuan cua phuang 
phap hgp ly tuyet doi, cac nha quan ly ra quyet dinh tuang 
doi su dung tieu chi su hai long ve muc do lgi nhuan co 
dugc. Hay trong khi xac dinh van de, cac nha quan ly ra 
quyet dinh hgp ly #cho rang can tim kiem van de quan 
trong; trong khi do cac nha quan ly ra quyet dinh tuang doi 
chi can quan tam den cac van dd ma hg nhin thay va thuc 
su quan tam.

Mo hinh ra quyet dinh hgp ly co giai han se giup cho 
cac nha quan ly dua ra cac quyet dinh dd dang han, thay 
cho viec phai cho dgi dd tim kiem het cac thong tin hgp ly.

Mot s6' mo hinh ra quyet dinh hgp ly co bien gidi 
thudng dugc cac nha quan ly sir dung gom:

- Cac nha quan ly thuang giai quyet van dd va ra quyet 
dinh bang nhung thong tin ma hg nhan dugc vao thdi diem 
hg giai quyet va'n de.

- Cac nha quan ly nhan dugc thong tin can thiet ve van 
de can giai quyd't tu cap dudi va khi quyd't dinh giai quyd't 
va'n de lai tu chfnh minh. Ho khong noi cho ca'p dudi ro cai 
gi la va'n de khi ho yeu cau cap thong tin. Cap dudi trinh 
quyd't djnh chi la ngudi cung ca'p thong tin.

- Cac nha quan ly chia se va'n de vdi cap dudi chi mang 
ti'nh ca nhan de nhan dugc thong tin, y tuang han la coi ho 
nhu nhung ngudi Hung nhom va cd gang d£ khong nhan 
thay sir anh hudng cua cap dudi den viec ra quyd't djnh.

- Cung cd the? coi cap dudi la thanh vien cua nhom de
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thu thap y tudng va dd nghi, nhung khi lam quyet djnh lai 
hoan toan khong de co su anh hudng cua cap dudi.

- Cac nha quan ly chia se va'n de vdi cap dudi va cung 
vdi ca'p dudi trao ddi cac va'n dd cung nhu tao dung va danh 
gia phuang an, nhung cac nha quan ly khdng cd gang d£ no 
cd anh hudng den quyet djnh dugc lira chgn, ma chi tao ra 
c a  hoi d£ cha'p nhan quyet djnh.

2. Mo hinh quyet dinh tap the

Su tham gia cua tap th£ trong nhieu quyd't djnh quan ly 
da trd thanh hien tugng ph6 bien. Nhidu nha quan ly da 
gianh mot phan thdi gian cua minh cho cac cuoc hgp d£ 
dua ra cac quyd't djnh mang tfnh tap th£.

Mat khac, trong cac td chuc, nhung nhom quyen luc 
dugc hinh thanh nhu la mot ta't yeu. Quyd't djnh nhom cung 
la sir chia se lgi l'ch cua cac nhom quydn lire. Tap th£ cang 
cd nhieu nhom lgi t'ch, quyd't djnh tap the cang trd nen quan 
trgng. Ta't yeu, ra quyd't djnh theo mo hinh tap the cd ca 
nhung uu va nhugc di£m.

2.1. Lfu diem cua ra quyet dinh tap the

- Tap th£ se cung ca'p dugc nhieu thong tin han cho 
viec ra quyet djnh;

- Tao ra nhieu phuang an lua chon han;

- Tang su cha'p nhan cach giai quyd't;

- Tang ti'nh phap ly cua cac quyd't djnh ddi vdi tap th£.
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Day cung la mot trong xu hudng md rong dan chu 
trong cac td chuc va thu hut su tham gia cua cac thanh vien.

2.2. M ot so han che cua ra quyet dinh tap the

- Tieu ton nhidu thdi gian hon cho viec ra quyet dinh, 
do cd y kien tham gia nen ddi hoi phai tranh luan va so 
sanh cac phuong an quyet dinh;

- Nhung ngudi thuoc phai thieu sd cd the bi mat co hoi 
tham gia xay dung phuang an quyet dinh do nhung ca  che 
lam viec theo cach thuc tap the;

- Nhung ap luc mang tfnh thi'ch ung do yeu cau cua xa 
hoi va hinh thanh y tudng chung cua nhom. Didu dd cd the 
han che chat lugng cua cac quyet dinh;

- Trach nhiem ra quyet dinh khong ro rang.

2.3. Cdng cu su  dung de nang cao hieu qua cua quyet 
dinh tap the

Thuc te cd the han che cac nhugc diem cua ra quyet 
dinh tap the neu biet td chirc hoat dong de dua ra cac quyd't 
dinh. Trong thdi dai ngay nay, nhieu bien phap de nang cao 
hieu qua ra quyet djnh tap the nhu:

- Su dung hinh thuc phat huy sang tao cua tung ca nhan 
trong nhom ra quyd't djnh. Dd la mot qua trinh tao ra nhieu 
y tudng va khuyen khich dua ra cac giai phap. cac phuang 
an quyd't djnh tot. Trong qua trinh nay, moi ngudi cd the 
ngdi lai vdi nhau theo kieu ban tron, ngudi chu tri neu ra 
va'n de mot cach ro rang va cac thanh vien ddu hieu no. Cac
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thanh vien dirge bay to tu tuong, y djnh, phuang an cua 
minh mot cach cong khai.

- Ky thuat lam viec theo nhom ghi danh: Sir co mat cua 
nhom va hoat dong doc lap v i  tu duy la dac diem cua cach 
tiep c$n nay d£ dua ra quyet djnh nhom. M6i ngudi nghien 
cuu doc lap, sau do trinh bay y tuang cua minh, thao luan 
cong khai cac y tuang, sau do danh gia bang cach cho did’m 
m6i y tuang cua ca nhom. Lam viec theo cach nay hoan 
toan tao cho cac quyet djnh nhom khong le thuoc nhau, dua 
dim  vao nhau ngay ca tCr trong suy nghi;

- Ky thuat Delphi: V i  nguyen tac gi6rtg nhu phuang 
phap ghi danh, song thanh vien cua nhom quyet djnh khdng 
gap nhau d£ trao ddi. Hg chi tra lai cac cau hoi cua m6t 
ngucri nao do dai dien cho nhom chu^n bj qua nhieu vong 
khac nhau. Ket qua nhat tri cuoi cung (a muc d6 nao do tuy 
theo noi dung, dieu kien va thai gian) se tra thanh quyet 
djnh nhom.

IV. CHU TRINH RA QUYET DINH QUAN LY

Quyet djnh nhu da djnh nghla a  tren la mot loai san 
pham dac biet cua qua trinh quan ly ma cu the goi la qua 
trinh ra quyet djnh.

Qua trinh lam quyet djnh khong chi don thuan la lira 
chon mot phuang an, ma la phai tim ra dugc cach lua chgn, 
phan tich de chi ra nhung lgi the cua tung phuang an lua 
chon trudc khi quyet djnh.
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Quy trinh lam quyet dinh thuang dugc chia thanh cac 
budc va tuy thuoc vao mo hinh ap dung co the gom mot sd 
budc khac nhau. Viec phan chia sd budc hoan toan khdng 
ddng vai trd quan trong do tinh tuang doi cua cach chia.

1. Mot sd loai quy trinh quyet dinh

1.1. Quy trinh 4 budc

Theo qui trinh nay cac budc lam quyet dinh bao gom:

- Nghien cuu, dieu tra tinh hinh cd lien quan den td 
chuc nham xac dinh dugc van dd, xac dinh nhung muc tieu 
can lam (muc tieu cua quyet dinh) cung nhu chan doan cac 
nguyen nhan cd the;

- Giai doan x£y dung cac phuang an lua chon;

- Giai doan danh gia cac phuang an va chon mot trong 
cac phuang an dd de dugc phuang an tot nhat;

- Trien khai thuc hien quyet djnh va theo ddi de cd the 
dua ra dieu chmh.

1.2. Quy trinh 7 buac, bao gom:

- Xac djnh va nhan dien van de;

- Xac djnh muc tieu;

- Tim kiem cac giai phap;

- So saiih, danli gia cac giai phap.

- Lira chon giai phap toi uu;
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- Thuc hien giai phap;

- Kiem soat, theo doi va didu chinh.

1.3. Cung cd tac gia mo td quy trinh 6 budc, bao gom:

- Xac dinh van de;

- Liet ke cac kha nang lira chon;

- Dinh ro ket cuc tuong ung cua cac kha nang;

- Ke khai thu nhap va lgi nhuan cho tirng kha nang va 
tirng ket cuc;

- Chgn mo hinh toan hgc de giai quyet bai toan toi uu;

- Ap dung mo hinh va quyet dinh.

1.4. Mo hinh 10 bu&c

Mot so tac gia lai phan chia chi tid't hon cac budc lam 
quyet dinh, trong do co nhung khau nft chi tid't:

- So bo de ra nhiem vu;

- Chgn tieu chuan danh gia cac phuang an;

- Thu thap thong tin de lam ro nhiem vu;

- Chinh thuc de ra nhiem vu;

- Du kien cac phuang an co th£;

- Xay dung mo hinh ra quyet dinh;

- Dd ra quyet dinh;

- Truyen dat quyet dinh den nguai thi hanh va lap ke
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hoach t6 chuc thuc hien quyet dinh:

- Kiem tra viec thuc hien quyet dinh;

- Dieu chinh quyet dinh;

- T6ng ket viec thuc hien quyet dinh.

1.5. Co nhom tac gia khi ban den quy trinh ra quyet 
dinh chi ditng lai a  giai doan ban hanh duoc quyet dinh, 
cdn qua trinh trien khai thuc hien khdng duac de cap 
den. Cach tu duy nay phu hop vai cach phan biet giua ra 
quyet dinh va to chuc thuc hien quyet dinh. Mo hinh nay 
gom cac buac:

- Phat hien va'n dd va so bo dd ra nhiem vu;

- Chon tieu chuan danh gia hieu qua;

- Thu thap va xu ly thong tin;

- Du kien cac phuang an bao gom ca muc tieu va 
phuang tien su dung;

- So sanh cac phuang an theo tieu chuan.

- Ra quyet dinh.

M6i mot cach phan chia cac buac tren d6u co nhung 
noi dung gan nhau va bao gom ca khau trien khai thuc hien 
quyet dinh. Trong nhidu tai lieu lai coi nghien cuu trien 
khai thuc hien quyet dinh cung quan trong nhu nghien cuu 
toan bo qua trinh ra quyet dinh. Viec dua vao trong qua 
trinh quyet dinh giai doan thuc hien. giai doan danh gia va 
dieu chinh nham bao dam tinh quy trinh, chu trinh cua
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quyet dinh. Sir ket thuc mot quyet dinh la co hoi dd ra ddi 
cac quyet dinh khac.

Quan diem khong dua giai doan tridn khai quyet dinh 
vao trong qua trinh lam quyet dinh co the hop ly tren khia 
canh thuc te. Va'n de tri^n khai quyet dinh phu thuoc vao 
rat nhieu yeu to va doi hoi dugc nghien cuu sau han a  
nhilu  chuyen de. Tuy nhien, cac quyet dinh dugc cac nha 
quan ly ban hanh can dugc chinh hg theo doi trong qua 
trinh thuc hien d£ co th£ dieu chinh nhung sir thay d6i can 
thiet de muc tieu cua quyet dinh dat dugc mot cach hieu 
qua.

Mo hinh qua trinh quyet dinh 8 buac dugc trinh bay 
duai day cung se di£m qua budc trien khai thuc hien quyet 
dinh quan ly vdi y nghia la cac nha quan ly tac nghiep can 
nghien cuu sau qua trinh trien khai quyet dinh; trong khi dd 
cac nha quan ly giam sat, ca'p tren xem giai doan trien khai 
nhu la mot mat xfch can thiet de kiem chung do chmh xac 
cua quyet dinh dugc ban hanh.

2. Noi dung cac budc trong qua trinh ra quyet djnh

2.1. Phan tich xac dinh van de can gidi quyet

Van dd la mot tir khai quat dd’ chi mot sir khac biet ciia 
mot hien tugng, van dd giua nhung gi da dugc mo ta va 
thirc trang dang t6n tai trong t6 churc. Va'n d6 thudng gan 
lidn vdi mot sir sai lech nha't dinh nao do giua mong muon 
va thuc tidn trong t6 chuc ma cac nha quan ly can quan tam 
d£ dieu chinh. Quyd't dinh ve va'n de do cung co nghla la
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giai quyet (mong muon) nhung chenh lech cua qua trinh 
hay hien tugng vdi yeu cau quan ly. Khi noi den van de 
trong ngon ngu chung cua Viet Nam cung co nghla la co sir 
sai lech, co su true trac. Mot to chuc, cac nha quan ly neu 
khong nhan thuc dugc cac van de dang co trong to chuc 
minh va khong hieu ro dugc nhung van de do (nguyen 
nhan) se khong dieu hanh td chuc phat trien nham dat dugc 
muc tieu da de ra.

Trong to chuc co nhieu loai van de nhu da neu a phan 
tren khi ban v£ cac loai quyet dinh. Nhiem vu cua cac nha 
quan ly la phai tim hidu ro van de do de biet ro nhung tinh 
cach, dac diem cua va'n de.

Mot td chuc thudng co vo so va'n de. Cac nha quan ly 
khdng cd du thdi gian va cung khdng nhat thiet phai giai 
quyet mot luc, ddng thdi cac van de. Nhieu va'n de khi phat 
hien nham tudng la rat ldn, khd nhung khi giai quyet mot 
so van dd khac, van dd dd cung dugc giai quyet. Cach tiep 
can dd ddi hoi cac nha quan ly can quan tam nghien curu he 
thong cac van dd va phan loai no theo thu tu uu tien. Mo ta 
cac van de cua to churc theo hinh thuc cay va'n de va tir dd 
cd the tim kiem cach thuc giai quyet “tan gd'c”(l).

Phan loai van de nham xac dinh thu tu uu tien cua va'n 
dd dd. Phan loai theo cach da neu tren va cung cd the phan

111 K h a i  n iem  Cay  van dd duoc  nh ieu  tai lieu de  cap  den. Cac van de duoc 
ph an  th an h  c an h .  nhanh  va m6i m ot canh . nhanh  d o  co  nhidu van dd co cung 
m ot s6  d ac  d idm  chung . Neu giai quye t mot van dd co  thd anh  huong  den  
thirc t rang  cua  van de khac.

1 3 5



loai theo mure do dua ra quyet dinh:

- Mute do kho hay dd khi quyet dinh. Co nhieu va'n dd 
doi hoi nhieu chi phi va nhieu kho khan khi giai quyd't. Mdt 
quyet djnh nhanh cua cap tren chi giai quyet cac va'n de 
mang tinh tinh huong va neu co su sai lech, co thd didu 
chinh nhanh nhu khi no dugc quyd't djnh. Nhung co nhidu 
va'n de doi hoi mot su quan tam ra't ldn vd sue luc, tri tud 
cua cac nha quan ly va do do can than trgng hon khi quyd't 
djnh.

- Va'n dd co thd tir giai quyd't. Kinh nghidm cua nhidu 
nha quan ly ca'p cao de cho cap dudi tu giai quyd't cac va'n 
dd ma hg de xua't vdi ca'p tren thong qua viec tu de ngung 
tre cac cdng van, thu tu trong vong ba tuan khdng tra Idi. 
Nhidu cdng viec da dugc giai quyet. Didu dd chi ra rang 
thu bac trong quan ly cd the lam cho cac nha quan ly ca'p 
dudi bi dong va trong chd d ca'p tren. Trong khi dd nhidu 
viec hg cd the tu quyd't djnh.

- Loai va'n dd chinh nha quan ly phai ra quyd't djnh. 
Khong phai cap tren ma cung khdng phai ca'p dudi. Trong 
trudng hgp nay, cac nha quan ly tu minh phai ra quyd't djnh 
phai quan tam den: va'n dd nay cd anh hudng gi den cac dan 
vi khac; quyet djnh se cd tac dong quan trong den khu vuc 
chju trach nhiem giam sat cua cac nha quan ly; van dd trao 
ddi thdng tin vdi cap tren; van dd ngan sach.

Trong xu the chung cua su van dong va phat trien td 
chuc, nhidu loai van dd mdi xuat hien ddi hoi phai giai 
quyd't. Dd hieu ro van de can luu y mot so noi dung sau:
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- Can thuang xuyen thu thap (bang nhieu kenh thong 
tin) thong tin vd cac va'n de (lan, nho) trong to chuc tren tat 
ca cac phuang dien.

- Ghi nhan nhung nhan to ben trong, ben ngoai tac 
dong den to chuc va xac dinh trong so cua cac yeu to tac 
dong do;

- Thudng xuyen danh gia, bo sung, xir ly thong tin thu 
thap dugc;

- Dan gian hoa van de trudc luc lam cho no phuc tap - 
tuc khong can quyet djnh ma van giai quyet dugc va'n de 
thay cho quyet djnh;

- Mo rong cac hinh thuc trao doi thong tin trong to 
chuc thong qua nhieu ca hoi khac nhau, khong chi bang hoi 
nghj;

- Khuyen khich mgi nguai co lien quan tu giai quyet 
va'n dd cua minh.

Va'n de dugc hinh thanh trong td chuc luon mang tfnh 
chu quan. Dieu do cung co nghla la co nhung va'n de dung 
va co nhung va'n dd sai. Giai quyd't theo mot trinh tu khoa 
hgc cac van dd chgn sai cung khong khac vai viec co mot 
van dd dung ma khong lam gi. Trong trudng hgp sau, mire 
do nguy hai doi vdi t6 chuc cd the khdng ldn bang trudng 
hgp trudc.

2.2. Xac dinh muc tieu vd cac tieu chi can thiet de ra 
quyet dinh

Khi van de dugc giai quyet, cac nha quan ly phai lira
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chon nhirng muc tieu ma t6 churc mong muon dat dugc khi 
thuc hien quyet dinh. Neu thua 16, van de co ban la giam 
chi phi san xua't, cho'ng lang phi hay muc tieu gi khac. 
Cung co thd cac nha quan ly xac djnh nhung bo phan nao 
trong van de se dugc giai quyet va nhung bo phan nao se co 
gang dd giai quyd't. Xac djnh chi tiet nay phu hgp vai tinh 
logic cua cach giai quyet. Nhidu va'n dd dugc hinh thanh tu 
nhieu yd'u to va cac nha quan ly thuang kho giai quyet ta't 
ca.

M6t va'n de lien quan den nhieu yeu to va do do can 
xac djnh mot so tieu chi dd co thd sir dung no khi xay dung 
quyd't djnh. Trong giai doan nay, cac tieu chi dugc xac djnh 
kh6ng phai dua tren tam quan trgng cua no ma chi la nhung 
tidu chi quan tam khi xay dung quyd't djnh. Thiet lap cac 
tieu chi va muc tidu cua quyd't djnh la mot buac quan trgng 
va khong dd dang. Nhieu quyd't djnh dua ra trong nhung 
dieu kien thieu chac chan, cac muc tidu co thd khong cu 
thd, kho lugng hoa, nhung khi thuc hien (trong tuang lai) 
lai rat hgp ly. Nhieu va'n de xua't hien chi co thd dua ra 
dugc nhung de nghj mang tinh ca  hoi de hoan thien. Dieu 
do doi hoi cac nha quan ly can ket hgp nhieu phuang thuc 
khac nhau de xac djnh tidu chi va muc tidu.

Mot va'n de dugc nhin nhan t£r nhidu nguyen nhan khac 
nhau, do do co thd dua ra cac tidu chi quan tam khac nhau 
khi giai quye't va'n dd cQng nhu xac dinh muc tidu va'n dd. 
Cac nha quan ly can ch^n doan tot han va'n de trong khi xac 
djnh cac tidu chi can thiet cung nhu muc tidu. Hidu ro ban
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chat van dd la hieu ro nguyen nhan cua van dd, do do co the 
xac dinh dugc mong muon.

2.3. Xac dinh trong so (do uu tien) cho cac tieu chi 
cua quyet dinh

Day la mot trong nhung van <36 quan trong cua cac nha 
quan ly trudc khi dua ra quyet dinh. Trong thdi dai bung nd 
thdng tin, cac thdng tin deu cd gia tri va tac dong true tiep 
den quyet dinh quan ly. Tuy nhien, muc do anh hudng cua 
cac thdng tin rat khac nhau. Tim ra cach thuc de xac dinh 
su anh hudng dd cd y nghla quyet dinh den tfnh kha thi cua 
quyet dinh.

- Tam quan trgng cua viec danh gia cac thdng tin;

- Cac phuang phap luan de cho trong sd thdng tin;

- Cach thuc cho trgng so (thang trong sd)

Cac tieu chi mo ta d phan hai thudng dugc cho trgng sd 
theo thu tu uu tien va theo thang diem tur 0 den 10. Xac 
dinh trgng so nay la cach lira chon phuang an tot nha't (theo 
trgng so) trong cac kha nang lira chgn, khi cac kha nang lira 
chgn deu cd cac tieu chi nhu nhau nhung bieu hien d cac 
chi so khac nhau.

2.4. Xay dung cac phuong an quyet dinh

Gidi quyct van dc vai cac thong tin va cac trong so da ncu 
tren cd the cd nhieu phuang an khac nhau. Van de ca ban cua 
budc nay la tim ra dugc tat ca nhung phuang an dd. Trong giai 
doan nay, can tim kiem ta't ca cac kha nang cd the giup cho
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viec giai quyet nhirng sai lech giura thirc te va mong muon. 
Khong nen bat tay vao nghien cuu “kha thi” ma nen thuc hien 
nghien cuu “tien kha thi”, turc la chi ra cang nhieu phuang an 
cang co lai cho quyet dinh. Thuc te da chi ra tam quan trong 
cua ket qua thuc hien cac quyet dinh thong qua viec lua chon 
phuang an tot nhat trong cac phuang an han la bi rang buoc 
vao du thao ban dau. Su tim kiem nhidu phuang an mang ti'nh 
sang tao la mot trong nhung doi hoi dd'i vai mot nha quan ly 
hieu qua.

2.5. Phan tich, danh gia cac phuang an du  thao

Day la cong viec rat quan trong cua qua trinh ra quyd't 
dinh. Dd thuc hien giai doan nay can ket hop vdi giai doan 
da neu tren.

Phan tich, danh gia cac phuang an la xay dung chi tiet 
noi dung cua tirng phuang an theo cac tieu chi' quyet dinh 
da dugc mo ta a  tren. M6i mot tieu chi' tuang ung vai mot 
trgng so va co so didm khac nhau. Day la sir ket hgp mang 
ti'nh khach quan vai y kien ch£i quan cua nha quan ly. Mure 
do quyen luc cang cao, ti'nh chu quan cang lan. Trong 
nhieu truang hgp noi dung cua cac buac tir 1 den 6 chi 
mang ti'nh tham khao neu cac nha quan ly thudc nhom d6c 
tai, tu quyet doan, chu quan.

Tren ca sa cac danh gia, phan ti'ch, so sanh tirng cap co 
thd lira chgn phuang an tot nhat trong tat ca cac phuang an. 
Tuy nhien. mot thuc te la khong l't nha quan ly chiu ap lire 
tir nhieu phi'a nen khi lua chgn mot phuang an toi uu con
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mang y chi chu quan, va khong ft truong hop, ho quen cac 
tieu chi da xac dinh.

2.6. Phan tich du bao hieu qua cua quyet dinh

Du bao hieu qua cua quyet dinh cung co nghla la danh 
gia tac dong cua viec trien khai thuc hien quyet dinh nham 
xac dinh muc do dong gop cua viec giai quyet van d£ da tac 
dong nhu the nao den muc tieu chung cua t6 chuc.

Danh gia quyet dinh cung co thd tien hanh o cac cap do 
khac nhau:

- Danh gia muc do van de co the dugc giai quyet.

- Danh gia hieu qua cua chi phi;

- Danh gia su tac dong cua viec giai quyet van de voi 
hoat dong chung cua t6 chuc;

- Danh gia nhung kho khan khi tridn khai thuc hien va 
cac bien phap can thiet dd dieu chinh.

To chuc phan tich du bao ti'nh kha thi cua quyet dinh la 
cong viec thuoc chuc nang cua cac nha quan ly. Tren thuc 
te, nhieu nha quan ly do phai ra qua nhieu quyet dinh nen ft 
hoac khong quan tam den viec danh gia quyet dinh. Dong 
thdi, khong it quyet dinh khi thuc hien khong mang lai hieu 
qua nen viec danh gia chung gap nhieu kho khan.
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Chuong VI 

THONG TIN TRONG QUAN LY

I. KHAI NIEM VA VAI TRO CUA THONG TIN 
TRONG QUAN LY 

1. Khai niem thong tin quan ly

De thuc hien giao tiep giua cac ca nhan, tap thd vdi 
nhau, dac biet khi con nguai muon truydn cho nhau kien 
thuc, kinh nghiem, ho phai sir dung thong tin. Trdn thuc te 
thong tin xuat hien tir rat sdm, nhung viec nghien ciru 
thong tin quan ly dugc thuc hien gan day. Hien nay, thuat 
ngu he thong thong tin quan ly (viet tat la MIS - 
Management Information System) dang trd thanh ph6 bien 
va kha quen thuoc ddi vdi nhieu quoc gia tren the gidi. (!) 
nude ta hien nay, mac du trinh do phat trien nen kinh te - 
xa hoi con tha'p, song cac t6 chuc da budc dau nhan thirc 
dugc tam quan trong cua cdng cu thong tin va hd thdng 
thdng tin quan ly de tirng budc nang cao hieu qua hoat 
dong cua minh

Tren thuc te, thdng tin khdng phai tu no ton tai ma 
dugc hinh thanh tir he thong nhung du lieu. Du lieu la
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nhung tai lieu, dir kien phan anh mot cach true tiep hay 
gian tiep cac khia canh cua hien tugng, qua trinh hoat dong 
cac to chuc. Du lieu khong cho ta thay dugc mot y nghla 
t6ng the ve sir van dong, ton tai va phat trien cua to chuc, 
ca nhan. NhUQg sd lieu, du kien dd chi mang tinh phan anh. 
Du lieu bao gom rat nhieu loai khac nhau va bao quat tren 
mgi lTnh vuc cd lien quan den to chuc. Cac nha quan ly 
trong mot to chuc luon tim cach tim kiem, thu thap he 
thdng cac du lieu dd phuc vu cho hoat dong quan ly cua 
minh.

Nhu vay. cd the noi du lieu khong phai la thdng tin, 
hay trong thuc te cd ngudi goi dd la thdng tin thd. Thdng 
tin la nhung du lieu da dugc xu ly, tdng hgp, sap xep theo 
mot cach thuc nhat dinh nham phuc vu cho cong tac quan 
ly. Sir phan biet nhu vay cung chi mang y nghla tuang ddi, 
vi ban than tir xu ly cung chi la khai niem tuang ddi. Dieu 
nay cd the thay tren thuc te thuat ngu “thu thap va xir ly 
thdng tin” luon ton tai trong mgi to chuc ca tren nghla cua 
xu ly thdng tin va xir ly du lieu ban dau.

Cung cd ngudi noi mot cach hinh anh rang: thdng tin 
cung giong nhu buc tranh, khi de cac yeu td, mau sac rieng 
le vdi nhau se khdng phan anh dieu gi, nhung khi dugc cac 
hoa sy sap xep lai theo mot bo cuc thich hgp thi hinh anh 
do trd thanh biet noi, cd gia tri tham my nha't dinh trong 
ddi song, tham chi trd thanh vo gia.

Trong quan ly. thdng tin dugc cac nha quan ly hieu 
theo nghla thuc dung han, do la nhung gi ma hg can cho
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thuc hien nhung muc dich true tiep cua minh (Ra quyet 
dinh quan ly).

Khi thuc hien churc nang, cac nha quan ly c£n rat 
nhieu loai thong tin, nhung do thidu quan tam thu thap va 
quan ly thong tin, nen chi khi nao co nhu cau sir dung ho 
mdi yeu cau dupe cung ca'p. Chmh vi vay, cac thong tin 
duoc cung ca'p chi phuc vu cho nhu cau “can” cua cac nha 
quan ly ma thoi.

Do tfnh da dang, phong phu nhu vay, nen rat kho tim ra 
mot dinh nghla hoan hao ve thong tin. Chi co the dua ra 
khai niem thong tin theo cach tiep can phuc vu cho quan ly: 
Thong tin la tap hop nhung du lieu dupe xir ly, tong hop dd 
nha quan ly dua ra dupe cac quyet dinh tot hon trong nhung 
hoan canh cu the.

2. Vai tro cua thong tin trong quan ly

Trong hoat dong cua to chuc, thong tin la mot yd'u to 
ra't quan trong nham bao dam cho su chi dao true tie'p cua 
cac nha quan ly cac ca'p.

Nhieu nha nghien cuu cho rang mot t6 chirc mac du co 
tidm luc tai chmh manh, co dpi ngu nhan su lanh nghe, co 
cac nha quan ly dupe dao tao tot nhung khong co thong tin 
ve cac qua trinh, doi tupng quan ly va vd moi truong ma 
cac doi tupng do tham gia hoat dong, thi t6 churc do kho co 
the ton tai va phat trien.

Tuy thong tin khong phai la vat chat, nhung lai co sue 
manh hon ra't nhieu so voi cac dang vat chat khac. Didu nay
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co thd thay dupe qua gia tri khong do dem dupe ciia thong 
tin tinh bao quan sir hay kinh te- chmh tri.

Trong quan ly, thong tin thuang duac su dung vao 
nhidu muc dich khac nhau nhu:

- Phan tich va'du bao tinh hinh hoat dong cua to chuc;

- X ay dung va pho bien cac muc tieu;

- Lap ke hoach;

- T6 chuc va quan ly cac nguon luc trong noi bp t6 
churc;

- Lira chon, danh gia, de bat can bo;

- Lanh dao, hudng dan;

- Kiem tra hoat dong.

Thong tin trong m6t t6 chuc luon mang tfnh chat hai 
chidu, nghia la phai eo nai giri den va cac thong tin dupe 
giri di thong qua rat nhieu kenh duPi cac dang khac nhau 
sau khi dupe nguai ta ma hoa. Trong hoat dong san xuat 
kinh doanh, van dd ma hoa va tiep theo giai ma co y nghla 
quan trong dam bao cho tinh an toan, trung thuc, ft bi nhidu 
cua thong tin. Thong qua qua trinh truyen dan ma thong tin 
dupe gui den nai nhan. Sir tiep thu thong tin cua nguPi nhan 
va sir dung cac loai thong tin do theo cac muc dich khac 
nhau. Muc dich nay phu thuoc vao ban chat cua qua trinh 
thu va nhan. Dieu het sure quan tam cua viec truyen thong 
tin trong hoat dong quan ly la tinh day du, chinh xac, kip 
thai cua cac du lieu thong tin. Mat khac, can chu y den kha
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nang bi tac dong cua cac nhan to khong cau thanh he thong 
thong tin duoc trao d6i. Loai bo cac yeu to nhidu trong 
cung cap, thu thap thong tin va xir ly thong tin co mot y 
nghla rat quan trong.

Vai tro cua thong tin trong quan ly the hien ro nhat qua 
he thong kidm soat hoat dong cua mot t6 chuc. Trong t6 
chuc nhieu cau hoi c£n dugc tra loi theo nguyen ly khang 
dinh hay phu djnh. Van de cung cap thong tin de tra loi cac 
cau hoi "co" hay "khong" vd mot su kien hay hien tugng co 
y nghla rat ldn doi vdi cac nha quan ly trong viec dua ra 
cac quyet dinh nham can thiep vao qua trinh hoat dong cua 
td churc nham dat dugc cac muc tidu du kien. Thong qua 
hoat dong kidm soat va dua tren cac nguon thong tin co 
dugc, nha quan ly co thd dua ra cac quyet dinh toi uu hay 
noi khac di phai dieu chinh cac phuong thuc hoat dong 
khac nhau theo cac tidu chu^n khac nhau de dat dugc muc 
tidu do.

Trong hoat dong kidm soat, thong tin can thiet cho viec 
kidm soat cac yeu to dau vao vi day dugc xem nhu la yeu to 
co ban dam bao cho viec xay dung cac muc tidu cua t6 
chuc. Trong khi do, trong qua trinh didu hanh hoat d6ng 
cua to chirc, thong tin lai la co so cho viec didu chinh cac 
phuang an hoat dong nham dam bao cho muc tidu dugc 
thuc hien. Qua trinh ket thuc mot hoat dong dugc xem nhu 
la co so cho viec trien khai cac hoat dong tiep theo. Trong 
iruang hgp nay, thong tin la co so cho viec rut kinh nghiem 
cua thanh cong va khong thanh cong ciia hoat dong quan
ly-
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Trong qua trinh lap ke hoach nhu da chi ra d chuong 
trudc. m6i mot giai doan cua lap ke hoach deu doi hoi rat 
nhieu so lieu, du kien (thong tin). Thieu nhung didu kien 
do khong the cho phep ra quyet dinh dung, lap ke hoach 
dung, cung nhu kidm tra, kiem soat, danh gia dung. Su 
khong ro rang, khong day du va map md cua thong tin cung 
vdi te quan lieu da lam cho viec danh gia, nhan xet ve to 
chuc kern hieu luc. Thong tin day du, chinh xac, kip thdi la 
mot doi hoi dac biet quan trong. Do cung la co sd de xay 
dung dugc cac du an kha thi, dap ung muc tieu cua cac 
chuong trinh phat trien.

Ngay nay viec sir dung thong tin trong quan ly da trd 
thanh yeu c&u tat yeu cua sir phat trien. Thuat ngu he thdng 
thong tin quan ly dang trd thanh ph6 bien trong cac to 
chirc.

II. PHAN LOAI THONG TIN TRONG TO CHLfC

1. Dac diem cua thong tin trong quan ly

Thong tin trong quan ly la mot dang thuc vat chat dac 
biet, lam nguyen lieu dau vao ciia qua trinh tao ra san phaim 
quan ly true tiep, nen no co nhirng dac tinh dang chu y sau 
day:

- Thong tin cd chira dung tinh chu quan ciia ngudi tao 
lap hay cung cap thong tin ben canh tinh khach quan, thuc 
tien ciia du lieu. Didu nay dat ra cho cac nha quan ly cdn 
xem xet cu the ca hai khia canh cua thong tin du loai thdng 
tin nao;

147



- Cac nha quan ly c£n luu y den cac loai thong tin 
khong chinh thuc, dugc cung ca'p theo nhieu cach khac 
nhau. Do co thd la loai thdng tin thu thiet; nhung cung c6 
thd’ do la loai thong tin co gia tri, vugt trudc loai thong tin 
cung ca'p chinh thurc;

- M6i loai thong tin chi cd gia tri nha't dinh khi no dugc 
su dung cho cac muc dich khac nhau cua quan ly. G i a  tri 
cua thong tin do do khdng thd lugng hoa theo khai niem gia 
ca.

- Thong tin co thd bi mat gia tri ra't nhanh khi dugc 
cung ca'p. Chfnh vi vay co ngudi goi thong tin chi la nhung 
du lieu mdi. Didu dd ddi hoi can sir dung toi da, nhanh nh#t 
gia tri cua thdng tin trudc khi thong tin do dugc cung ca'p 
chinh thurc c6ng khai;

- Can quan tam den khai niem dong thong tin, dd la 
m6t loai hinh thdng tin dugc cap nhat mang tinh thudng 
xuyen. Co thd coi day nhu la mot dac didm cua mot sd 
thong tin trong thdi dai ngay nay. Tinh cap nhat se lam 
tang gia tri cua thdng tin da co va hoan thien hoat dong cua 
cac nha quan ly.

2. Thong tin trong to churc

Trong mot t6 chuc, cd thd ton tai hai loai he thdng 
th6ng tin:

- He thong thdng tin co ban - do la thong tin tir ngudi 
quan ly cac cap xuong cap dudi hoac nhung thong tin tu 
cap dudi den ca'p tren de yeu cau giup dd hoac lam mot
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cong viec nao do, phan anh yeu cau quan ly va chiu sir 
quan ly va phan hoi.

- He thong thong tin phu tro  - do la nhung loai thong 
tin dua ra nham lam ro nhung thong tin co ban. Cac loai 
thong tin nay khong gan lidn true tiep vdi nhung hoat dong 
quan ly dieu hanh, song lai gop phan lam ro cac thong tin 
co ban, tao ra nhung co hoi moi dd cho ngudi thuc hien no 
co nhung sang tao trong hoat dong.

Tuy nhien, trong hoat dong quan ly, moi thong tin 
quan ly deu phai the hien r5 rang muc tieu cua thong: tin, 
noi dung cua thong tin. Ngudi giu va ngudi nhan thong tin 
ddu co kha nang tu duy dugc vd thong tin dd.

Mot loai hinh thdng tin phu trg ra't quan trgng can dugc 
quan tam la cac loai tin don hay cac y kien khong chinh 
thuc. Nhung ngudi cd th6ng tm  nay cd thd vi nhidu ly do 
khac nhau ma khong muon cung ca'p true tiep cho cac nha 
quan ly, nhung noi dung cua no rat co y nghla. Trong nhidu 
hoat dong kinh doanh, ngoai giao hay chinh tri, nhidu 
thong tin loai nay chi ra gia tri quan trgng cua va'n de ma 
nha quan ly can quan tam. Hiep hoi cac nha quan ly My to 
chuc mot he thong san du6i cac thong tin d6n nay va hg da 
chufng to tinh huu ich cua no.

Trong mot to churc, thong tin co thd chia ra 4 nhom:

- Thong tin tir tren xuO'ng tluoi: Day la loai thong tin tu 
cac ca'p quan ly cao xuong cac ca'p tha'p trong he thdng thu 
bac quan ly. Thong tin nay co tinh chat: thong bao. lanh
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dao, hudng dan, phoi hop va danh gia cap dudi. Cac nha 
quan ly cap tren sir dung hinh thurc nay dd truydn dat cac 
muc tieu cua td chuc cho ca'p dudi; mo ta cong viec; thong 
bao cac chinh sach, cac thu tuc; cac van de c£n tap trung 
chu y. Do la nhung thong tin tCr cac nha quan ly du an, co 
van trudng, giam doc dieu hanh du an xuong cho thanh 
vidn doi du an.

-  Thong tin tit duoi len tren : Cac nha quan ly ca'p cao 
cung ddi hoi cac nha quan ly cap dudi giu cac thong tin can 
thidt; cac bao cao hang tuan, thang, quy, nam ve hoat dong 
thuc hien cac muc tieu cua td chuc; nhung thong tin cua 
ca'p dudi vd didu kien lam viec, san xuat, mdi trucrng canh 
tranh hay nhung kien nghi de hoan thanh cong viec. Thong 
tin tCr cac nhom, cac ca nhan thuc hien cac muc tieu chi tiet 
cua du an cho giam doc didu hanh du an.

-  Thong tin ngang: Trong cac td chuc sir dung cac hinh 
thuc ra quyet dinh quan ly vdi sir tham gia cua ngudi lam 
viec trong td chuc thi phuang thuc thong tin nay rat quan 
trong. Thdng tin giua cac bo phan td chtic thuc hien du an 
theo tirng kenh khac nhau. .

-  Thong tin hSn hop, theo mo hinh thiet ke ma tran: 
Cac thdng tin vua cung cap theo he thdng thu bac (tren, 
dudi) vira cung ca'p theo tuyen ngang. Trao ddi thdng tin 
theo hinh thurc nay nham d^y nhanh cac dong thong tin, tao 
su hidu bidt lan nhau tot han giua cac bo phan cua td chuc 
va dam bao cho muc tieu cua td chuc co nhidu ca hoi thuc 
hien tdt.
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Trong hoat dong quan ly hien nay dang ton tai 5 loai 
mang thong tin:

- Mang thong tin true tuyen: He thong thong tin chi 
dua tu tren xuong hoac tir dudi len. Day la loai hinh thong 
tin trong cac to chuc khong co phan nhanh, cap duoi chi 
chiu trach nhiem bao cao va nhan nhiem vu, menh lenh tir 
mot cap tren true tiep.

- Mang chu Y: Dugc ap dung cho to chuc co phan 
nhanh. Mot nha quan ly co the phai bao cao va nhan bao 
cao tir hai nha quan ly khac.

- Mang banh xe: Ta't ca cac cap quan ly deu phai bao 
cao va chiu su quan ly cua mot nha quan ly. Khong co mo'i 
quan he giua cac cap voi nhau. Su quan ly dugc tap trung 
thdng nha't vao mot nha quan ly cap cao va nha quan ly nay 
chi huy true tiep ca'p dudi, khdng uy quydn hay phan quyen 
cho cap dudi. Mo hinh nay thd hien tinh tap quyen cao.

- Mang chit trinh: Day ia mang thong tin dugc to chuc 
theo mo hinh 3 ca'p, nghia ia mot td churc co trach nhiem 
bao cao va lien he vdi hai cap khac.

- Mang tong hop: Ta't ca cac td chirc co quan he vdi 
nhau.

Trong quan ly du an noi rieng, va trong td churc noi 
chung. cac mang ket noi thong tin tren dugc ket hgp vdi 
nhau theo nhieu cach thuc khac nhau.
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3. Cac loai thong tin •

Trong to churc t6n tai nhieu loai thong tin khac nhau. 
M6i loai thong tin chua dung nhung so lieu, du kien va co 
gia tri khac nhau ddi voi cac thanh vien trong to churc. Cac 
loai thong tin cung dugc hinh thanh tir nhieu nguon khac 
nhau.

De tien quan ly, sir dung thong tin trong t6 chuc, nguoi 
ta phan thong tin thanh mot so loai sau:

- Can cu vao noi dung phan anh thong tin dugc chia 
thanh thong tin kinh te, thdng tin xa hoi, thong tin van hoa, 
thdng tin mdi trudng v.v...

- Can cur vao tinh chat thdng tin co th£ chia thanh thong 
tin tong hgp, thdng tin chi tiet, thong tin dai chung hay 
thdng tin mat, kh<m.

- Can cu vao pham vi hoat dong cua thong tin co the 
chia thanh thdng tin noi bo, thong tin ben ngoai.

- Can cu vao hudng chuyen tai thong tin co thdng tin 
thu, thong tin phat, thong tin phan hoi.

- Can cu vao muc tieu sir dung thong tin co the chia 
thanh cac nhom:

+ Nhom thong tin can ngay cho cac quyet dinh quan
ly ;  l\

+ Nhom thdng tin du tru;

+ Nhung thdng tin thira;
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+ Nhirng thong tin sai lech, gia;

+ Nhom thong tin sir dung nhiSu lan;

+ Nhom thong tin sir dung chi mot lan;

+ Nhom thong tin chi cho cac nha quan ly ca'p cao sir 
dung;

+ Nhom thong tin cho ta't ca cac cap quan ly dugc khai 
thac;

+ Nhom thong tin cho tat ca thanh vien td chuc sir 
dung.

Tren ca so phan loai thong tin tren day, cac nha quan 
ly van dung lua chgn cach phan loai nao cho phu hgp vai 
muc dich, yeu cau quan ly cua minh trong trong trudng hgp 
cu th£.

4. Yeu cau quan ly su dung thong tin

Thong tin co vai tro quan trong trong quan ly va do do 
cac nha quan ly cung co nhung yeu cau, doi hoi vdi thong 
tin.

Trudc het, yeu cau doi vdi thong tin quan ly la tinh 
khach quan cua cac loai thdng tin. Day la mot yeu cau ra't 
kho khan cua thong tin vi ban than thong tin da khdng 
mang tinh khach quan tuyet ddi. Nhieu thdng tin v& cac 
hidn tugng da bi xu ly thco nhung muc dich rieng cua 
nhung ngudi cung ca'p thong tin. Cac thong‘tin trudc khi 
dua den cac nha quan ly da bi loc qua nhieu phin lgc vdi 
cac y do khac nhau. Cac nha quan ly dua tren yeu cau nay
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doi hoi phai co he thong de kidm tra ti'nh khach quan cua 
thong tin.

Hai la, ti'nh chat luong cua thong tin thong qua yeu td 
khach quan da neu, ddng thdi cung con duoc xac dinh qua 
cac thdng sd do ludng no. Trong nhieu trudng hop chat 
lugng thap do thieu tieu chi' de do.

Ba la, ti'nh phu hop cua thdng tin. Cac nha quan ly cac 
cap ddi hoi cac loai thdng tin d cac cap do khac nhau (vT 
mo, k h a i  quat, chi tiet, cu thd). Su phu hop cua thdng tin se 
dem lai cho cac nha quan ly co hoi dua ra quyet dinh nhanh 
hon, hop ly hon. Sir can thiet thdng tin chi tiet ve thi 
trudng, gia ca, canh tranh, sue mua hang ngay se giup cac 
nha quan ly tac nghiep co sd cd the cd nhung dieu chinh 
nhanh vdi hoat dong kinh doanh; mot nha chien lupc ddi 
hoi nhung thdng tin vi mo dd xay dung chien lupc phat 
trien doanh nghiep.

Bon la, khdi lupng thdng tin du va da dang. Du ve 
dung lupng thdng tin tren mot linh vuc va da dang cac 
ngudn thdng tin. Mot quyet dinh quan ly thudng doi hoi 
khdng phai chi mot loai thdng tin. Can tao dieu kien dd thu 
nhan dupe da dang thdng tin can thiet.

Nam la, ti'nh dung luc, dung thdi gian. Thdng tin co gia 
tri chi khi no dua den dung luc, kip thdi de nam bat thdi co. 
Neu dua muon qua cung se khdng co tac dung. Neu dua 
sdm, cd thd cung khdng huu l'ch vi co thd bi lang quen hoac 
bi lac hau.
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Sau la, tfnh dan gian, d£ hieu cua thong tin cung nhu 
cach xir ly no neu can. Nhieu trudng hap thong tin cung 
mang nhieu y nghla rat khac nhau va do do co the khong 
giup cac nha quan ly giai quyet van de.

III. QUA TRINH VAN DONG CUA HE THONG  
THONG TIN QUAN LY (MIS)

1. Khai niem chung ve he thong thong tin quan ly

He thong thong tin quan ly duac hi£u nhu la mot he 
thdng dung de tien hanh quan ly cung vai nhung thdng tin 
can thiet duac cung cap thudng xuyen. Ve nguyen tdc 
chung, cac loai he thdng nay co the la cac loai sach, bao, 
tap chf (cac loai nien giam thong ke, cac loai tap chf ra 
thudng xuyen (hang thang, quy hay nam); cung cd the la he 
thdng thdng tin mang. Hien nay do cdng nghe may tfnh da 
len loi vao tat ca cac hoat dong quan ly nen khi noi den 
MIS, tuc la noi den he thong thdng tin quan ly duac sir tra 
giup cua may tfnh.

He thong thdng tin quan ly cung cd the hieu nhu la mot 
tap hap cua nhieu he thong thdng tin con trong to chirc nhu: 
he thdng thdng tin van phong, he thdng xir ly so lieu (ke 
toan, kiem soat), cac he thdng phu tra cho cac hoat dong 
tfnh toan, ve va lap trinh, xay dung va giai cac thuat toan 
v.v...

Trong thdi dai ngay nay, mot td chirc, mot doanh 
nghiep nha nude hay tu nhan khdng thieu so lieu, ma quan
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trong la phai xur ly cac so lieu do mot cach co fch va dua no 
den dung vi trf ngudi c£n. Ngudi ta vf dieu nay nhu mot thu 
vien ldn co hang trieu ban sach nhung lam sao d£ cd th£ 
giup ngudi doc co duac sach nhanh nha't. Neu nhu mot thu 
vien ldn ma khdng thd tim tha'y duac thdng tin cSn thiet 
trong thdi gian ngan nha't thi thu vien do se coi la khdng co 
hieu qua. Sd lieu thd chua duac phan tfch, xu ly thi se d in  
de'n hiSu qua kem cho cac nha quan ly. Chi khi cac so lieu 
do duac phan tfch, t6 churc lai thanh he thd'ng thdng tin 
quan ly, thi hie do mdi dem lai hieu qua that su cho.cac nha 
quan ly.

2. Cac giai doan hinh thanh va phat trien cua he 
thd'ng thong tin quan Iy

He thd'ng thdng tin quan ly MIS da hinh thanh va phat 
tri^n qua 4 giai doan khac nhau, va hien dang d giai doan 5.

Giai doan 1 - Xu ly sd lieu tap trung: day la giai doan 
dau tien cua viec su dung he thd'ng MIS cho hach toan, ke' 
toan. Nhung ta't ca cac so lieu chi tap trung ve mot ca quan 
kie’m soat. Cac thdng tin dua ra cham chap, hang thang, 
khdng dap ting du nhu cau quan ly hang ngay.

Giai doan 2 - Xir ly so lieu tap trung trong hoat ddng 
quan ly nham cung ca'p thdng tin cho cac nha quan ly d£ ho 
cd the dua ra cac quyet dinh tot han. Moi nha quan ly deu 
gan li£n vdi thOng tin. Cac nha quan ly da nhan ihurc duac 
vai trd thu thap va xu ly so lieu cua may tfnh, khdng chi 
cung ca'p so lieu lien quan den hoat dong hang tuan, thang,
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nam, ma co thd dua ra cho cac nha quan ly cac ldi khuyen 
va cac bien phap xu ly. Co the noi day chinh la su bdt d^u 
thuc su cua MIS. Va cac to chuc bat dau thanh lap bo phan 
kidm soat thong tin quan ly.

Giai doan 3 - Phi tap trung hoa kidm soat thong tin. 
Nghla la ngudi quan ly la ngudi sir dung may vi tfnh va do 
dd kidm soat thong tin va ho phai kidm soat ca sir thanh 
cdng hay khong thanh cong.

Giai doan 4 - Noi mang, nghla la lam sao cac may tmh 
ca nhan co thd thong tin cho nhau.

Giai doan 5 - Giai doan tiep theo, hien nay dang ton tai 
va phat trien. Day co thd noi la giai doan phat trien cao cua 
MIS va thong tin da ducrc trao doi tren quy mo rong (vf du, 
cong ty Digital da thiet ke he thdng ndi 27.000 cong ty cua 
26 nude tren the gidi).

Trong mot t6 chuc, mang va ndi mang thong tin da trd 
thanh pho bien nham dam bao sir lien he true tiep giua nha 
quan ly cap cao cua t6 churc vdi cac ca'p quan ly khac.

Trong giai doan tiep theo, ngudi ta dang mong muon 
xay dung mot he thdng cac chuyen gia, tuc la tao ra nhung 
bo xir ly thong minh cac loai thong tin va giup cac ldi 
khuyen nhieu hon cho cac nha quan ly.

Khi sir dung he thong thong tin quan ly, khong ft nha 
quan ly hoac da coi nhe gia tri cua he thdng thong tin quan 
ly hoac da co nhung danh gia qua cao no. Ca hai trudng 
phai do ddu phai co nhung dieu chinh tu duy cho phu hop
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vdi tien ich cua he thdng thong tin quan ly cung nhu nhung 
han che cua no can phai duoc tiep tuc nghien cuu va phat 
trien.

Danh gia vai tro cua he thdng thong tin quan ly trong 
quan ly td churc co ba xu hudng:

+ Thu nha't cho rang he thd'ng thong tin quan ly cd the 
thay the toan bo cac loai thong tin khac;

+ Thu hai la cang nhieu thdng tin thi cang co the quan 
ly, ra quyet dinh tot hon;

+ Thur ba: Cac nha quan ly can nhidu cong nghe tien 
tien ve thdng tin.

Nhu vay, he thdng thong tin dua vao may tinh da gop 
phan tang cudng kha nang cua cac nha quan ly de giam sat 
va kidm tra hoat dong cua td churc. Nhung can xem he 
thdng nay chi co tinh chat bo tro, khong the thay the toan 
bd cac ngudn thong tin khac can cho hoat dong kiem soat. 
Nhung phuong phap da dupe tien hanh trong hoat dong 
phan tich va du bao nhu: hop hoi nghi, tie'p xuc tinh huong; 
tie'p xuc mat ddi mat; cac cuoc di dao choi khong theo 
nhung quy dinh; dien thoai; hoat dong xa hoi va nhung 
hinh thuc tuong tu khac cung dong vai tro rat quan trong 
trong hoat dong cua nha quan ly khi ban hanh cac quyet 
djnh quan ly. Giao tiep bang ldi ndi va giao tiep ca nhan la 
mOt b6 phan quan trong trong cOng vide cua inpt nha quail 
ly. Vdi tu cach la mot nha lanh dao, cac nha quan ly mong 
muon tie'p nhan dupe nhirng thdng tin co chat lupng cao ve
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sir dien bien cua sir viec dang nhu the nao; nhung van de gi 
co thd tro thanh van de ma nha quan ly phai xem xet va co 
tac dong vao. Nhsrng thong tin khong chmh thuc co the 
nhac nho cac nha quan ly nhung sir viec dang co the xay ra 
hon la con duong thong tin chi'nh thuc thong qua MIS da 
neu tren. MIS khong nen dupe xem nhu la loai thuoc bach 
benh. No khong va khong bao gio co the thay the toan bo 
he thong thong tin khac co lien quan den hoat dong quan ly 
cua mot tP chuc.

Mot so nha quan ly trong giai doan phat trien manh me 
hien nay cua thi truong thong tin cho rang co nhieu thong 
tin, cang tao cho minh nhieu dieu kien hon de ban hanh cac 
quyet dinh quan ly. Nha quan ly muon co ta't ca nhung 
thong tin gi ma ho y6u cau. Nhung 6 day co nhieu va'n de 
can xem xet.

Khi co nhieu thong tin, lieu nha quan ly co du kha 
nang de’ xu ly cac thong tin do khong? Khi co qua nhieu 
thong tin, cac nha quan ly co the bi chim trong bien thong 
tin va do do neu khong biet phan tich thi co the roi vao khu 
rung ram cua thong tin va se khong tim ra con duong dung. 
Cac thong tin khong phai mang tinh doc lap tuyet doi ma 
luon co sir phu thuoc lan nhau. Dieu nay lam cho cac nha 
quan ly kho co the danh gia mot cach chinh xac chung lien 
he voi nhau nhu the nao. Mat khac, cai nha quan ly can la 
gia tri cua thong tin, khong phai so luong thong tin. Qua 
nhieu thong tin co the lam cho viec ban hanh cac quyet 
dinh bi che mo boi cac thong tin chua dupe phan tich het va
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khi co nhieu thong tin co the lam cho viec trien khai thuc 
hien cac quyet dinh kho khan.

Hien nay, mot sd td churc co xu hudng luon luon vuon 
de'n cai mdi nha't trong cong nghe thong tin. Cac he thdng 
phan mem; cac td hop lien lac hien dai deu dupe cac nha 
quan ly nghi de'n; nhung thuc ra do chi la nhung d6 trang 
tri dd thd hi6n xu hudng hien dai. Con cac nha quan ly 
nhidu khi chua can de'n cac may tinh co toe do cao; khfing 
can thiet nhung tien ich dupe neu ra trong m6t he thdng 
cdng nghe thdng tin mdi. Ta't ca nhung didu do trd thanh cd 
ich khi ma nha quan ly hidu dupe cai gi minh can va chi phi 
cho su thay ddi do nhu the' nao. Day la mot va'n de dang dat 
ra hien nay cho Chinh phu cua cac quoc gia khac nhau tren 
the' gidi khi dua c6ng nghe thong .tin hien dai vao hoat d6ng 
quan ly nha nude. Su dua cac cong nghe mdi luon doi hoi 
mot sir thay ddi ra't ldn trong co ca'u td chuc dd dap ung nhu 
cau cua cdng nghe thong tin mdi. Dieu do doi hoi mpt 
nguon kinh phi dang kd va i a  su quan tam cua cac nha quan 
ly khi xem xet khia canh chi phi - hieu qua cua cong nghe 
thong tin mdi dupe dua vao. Trong hoat dong quan ly hien 
nay, ndi chung cac he thd'ng thong tin quan ly mdi dupe 
khai thac d muc do rat tha'p.

Nguyen nhan chu yeu thuoc vd ca hai phia:

- Dpi ngu can bo quan ly chua biet va chua thd chi ra 
dupe nhung thOng tin gi la quan trong cho hoat dong ra cac 
quydt dinh quan ly cua minh trong td chiic. Ho nhan cac 
loai thong tin~khi no dupe cung ca'p.
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- Doi ngu nhirng ngudi lam viec trong bo may hanh 
chfnh nha nude cung chua dupe dao tao kha nang thich ung 
nhanh vdi he thdng thong tin quan ly va do dd chua the thu 
thap cac sd lieu; xir ly va quan ly no nham phuc vu cho cac 
nha quan ly.

Dao tao nhung kien thuc co ban ve tin hoc va sir dung 
he thdng thong tin quan ly dang la mot van de can dat ra 
sdm cho cac quoc gia dang phat trien, neu nhu ho muon 
nhanh chong sir dung dupe nhung tien ich co ban cua he 
thdng thdng tin quan ly.

Ta't nhien, chung ta phai thira nhan tfnh ta't yeu phai cd 
mot he thdng thong tin quan ly trong moi co quan, td chuc; 
moi cong sd cua nha nude cung nhu tu nhan. He thdng 
thong tin quan ly da dem lai cho cac td churc va cac nha 
quan ly nhidu lpi the ma cac loai thong tin thong thudng 
khong giai quyet dupe. Dac biet la cac nha quan ly, cac nha 
san xua't, kinh doanh xem thong tin nhu ia  mot vu khi lpi 
hai nhat de gianh lpi the canh tranh tren thi trudng. Dieu 
nay co rat nhieu vi du de chung minh. Va co le ai cung 
nhan thay, trong didu kien ngay nay, thi trudng cd rat nhidu 
bien dong khac nhau, va cung cd nhidu nhu cau khac nhau. 
Ho mong muon dupe biet nhieu thdng tin hon ve loai san 
pham ma ho dung, biet nhieu hon ve noi ma ho den. Hay 
cac nha quan ly tai trung tam muon biet ngay cang nhieu, 
cang nhanh cac loai thong tin lien  quan dc'n vicc ban cac 
loai san pham cua cong ty tren cac dia ban khac nhau de co 
quyet sach thich hop khi tinh hlnh thi trudng thay ddi.
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Ngudi nao co nhieu thong tin ve thi trudng, san xuat, ban 
hang thi ngudi do co the thdng loi trong canh tranh.

Mot loi the khac cua he thdng thong tin quan ly la lam 
thay ddi cdng viec cua chmh nha quan ly. Va dieu nay da 
cho thay cac nha quan ly cac the he tre sau nay hdu nhu la 
nhung ngudi su dung cac chuc nang co ban cua phan mem 
trong cac chuong trinh quan ly. Sir dung cac thanh tuu cua 
may tfnh, ho cd the ngoi d  nha; d tru sd de tham gia cac 
cuoc hop; thay cho viec chd dpi cac ban bao cao hang 
ngay, hang thang cua ca'p dudi; ho cd ngay dupe nhung 
thong tin ma ho can co. Su nhanh chong cung cap thong tin 
theo dung nhu cdu cua cac nha quan ly cho phep nang cao 
nang luc ban hanh cac quyet djnh quan ly cua cac nha quan 
ly. He thd'ng thdng tin quan ly giup cho cac nha quan ly 
nhan djnh ra nhanh chong cai gi dang cham trd; cai gi dang 
can trd hoat dong cua td churc va phuang an tot nha't co the 
lua chon.

Mot dieu ra't quan trong khi sir dung MIS la lam thay 
doi cach thuc td chirc hoat dong cua td chuc va lam cho td 
chuc dudng nhu gan bo vdi nhau han. Dieu nay thd hiSn 
thong qua ca  ca'u lai td chuc, thu hep lai nhung bo phan 
khong can thiet va do do cac nha quan ly co nhidu co hoi 
hon de tie'p xuc vdi ca'p dudi va do do co thd nhanh chong 
giup cap dudi xir ly cac su viec nhanh han.

Cuoi cung, mot dieu rat dang quan tam do ia su thay 
doi co cau quyen luc trong td chuc. Trong he thdng td churc 
theo kieu truydn thdng, thong tin co sure manh cua no. Ai
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co thong tin la ngudi do co quyen. Cap duoi thong thuang 
dua cho cap tren nhung thong tin co lai cho minh hay noi 
khac di, thong tin da bi cac cap trung gian "loc" truoc khi 
dua no cho cap tren. Nhu vay, neu co cang nhieu ca cau 
trung gian tu nguai thuc hien cho den nha lanh dao, nguai 
quan ly cap cao nhat. thong tin cang bi sai lech. Dua he 
thong thong tin quan ly vao hoar dong theo mot ca che "noi 
mach" true tiep tu nguai quan ly cao nhat xuong den cac 
don vi ca  ban se ISm cho uy quyen cua cac cap trung gian 
giam va mot phan rat Ion cua cac cap nay bi bai bo. Nhu 
vay, he thong thong tin quan ly da dat them quyen lire cho 
cac nha quan ly cao khi ho co the tiep can true tiep den cac 
loai thong tin ma ho can ma khong phai thong qua mot cap 
trung gian nao.

3. Sur dung thong tin ra quyet 4|nh quan ly

Hien nay trong qua trinh tien hanh'phan tich, lap ke 
hoach va du bao kinh te - xa hoi, van de cot loi nhat la h6 
thong thong tin. He thong thong tin quan ly cho phep thu 
thap so lieu goc cua nhieu nam va tien hanh to chuc va 
phan tich cac so lieu do theo nhieu dang khac nhau, theo 
nhung muc dich khac nhau. Vai thong tin do co the giup 
cac nha phan tich nhanh chong co duac nhung so sanh nhat 
dinh va do do se co dupe nhung ket luan can thiet de’ giup 
cho cac nha quan ly co nhung dieu chinh thi'ch hop. Vi du, 
thong qua he thong thong tin quan ly, cac nha phan tich co 
thd thay dupe xu huOng thay d6i cua san lupng loai hang 
hoa A dupe tieu thu tren thi truang. Su dpt bien cua sir tieu 
thu do dupe danh dau va doi hoi cac nha phan tich tiep tuc
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tim ra cac thong so lien quan den sir dot bien.

Nhu vay tir ch6 phai co nhieu thoi gian dd phan tich, 
nay nho co he thong MIS, thong tin duoc xir ly va cung ca'p 
theo nhu cdu cua nha phan tich va du bao.

Nhieu nam trudc day, ngudi ta quan niem nha quan ly 
khong can phai sir dung may ti'nh vi moi va'n de tren may 
ho co the nhd ngudi khac lam. Nhung ngay nay nha quan ly 
da thuc sir gan lidn vdi he thd'ng thdng tin quan ly, va ho lo 
so khi khdng cd may va he thd'ng thdng tin ben canh. Cd 
duoc he thdng may tfnh, ho cd the giam viec di lai do hop, 
hoi nghj; do chd bao cao cua cap dudi. Moi van de, neu cd 
thdng tin chmh xac, kip thdi, ddy du, ho cd thd giai quyd't 
cdng vide mot cach hieu qua.

Nha quan ly, turc ngudi ra quyd't dinh se phu thuoc vao 
chat luong va sd luong, cung nhu thdi gian cung ca'p thdng 
tin. Loi the cua MIS d tren cd thd giup chung ta khang 
dinh, MIS se giup cac nha quan ly tang nang lire ban hanh 
quyd't dinh quan ly.

Trudc day, de cd thdng tin, cd thd nha quan ly phai chd 
doi bao cao va phai du bao cao, chd doi cac nhan vien cua 
minh tim kiem trong dong gia'y td cac loai van ban. Vdi 
MIS va he thd'ng quan ly du lieu co ban, nha quan ly khdng 
can thdng qua ngudi khac, cd the tu lua chon, danh gia va 
thdng qua MIS cd thd giup dd dua ra cac phuong an nhanh. 
Ap dung MIS da va dang lam thay ddi co ca'u ciia cac td 
chirc.

Cac nha quan ly cd thd cd dieu kien hon de lam viec
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true tiep vdi cap duai. May tfnh giup cho viec giam sat cac 
hoat dong cua con nguoi. Pham vi kidm soat duoc mo rong 
va do do cap quan ly it hon va doi ngu can bo giam.

Mat khac MIS lam cho to chuc gan lidn vai nhau han, 
mac dii su kiem soat true tiep giam. Va cuoi cung, van de 
sir dung MIS da lam thay doi quyen lire cua to chuc. Thong 
tin la sire manh. Trudc day cac nha quan ly cap duai co 
quyen lire vi ho la nguai cung ca'p, bao cao thong tin cho 
cap tren. Ldi khuyen cua ho ra't quan trong. Nhung do ton 
tai MIS, vai trd trung gian cua ho giam. Quan ly true tie'p tu 
cap cao nhat den quan ly dieu hanh duoc thuc hien.

Vai trd cua nha quan ly cao cap rat quan trong. Trong 
nhieu nam, cac nha quan ly cap dudi da biet xu ly va dua 
cho cac nha quan ly ca'p cao thdng tin nao ma theo ho ia  
can cho ho. Vide sir dung MIS va he thdng "nha quan ly la 
ngudi su dung cuoi cung" da cho phep nha quan ly tie'p can 
true tiep vdi so lieu co ban. Quydn lire cua ho gan lien vdi 
thong tin da tang ldn.

De phan tfch hoat dong cua mot td chuc, cac nha quan 
ly ddi hoi phai cd ra't nhidu thdng tin. So lieu thdng tin lidn 
quan den hoat dong quan ly ia ra't ldn. Quy mo cua cac to 
chute, cua cac va'n de kinh te - xa hoi dugc phan tfch cang 
ldn, thi sd lieu cd duoc cang nhieu va cang ddi hoi phai 
dugc xir ly trudc khi no trd thanh thong tin quan ly nhu da 
neu tren.

Mat khac cung can phai luu y rang, thdng tin nhan 
dugc hay qua he thd'ng xir ly phai dam bao mot so yeu cau:
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- Nhu cau thojig tin cua cac cap quan ly khac nhau phai 
dugc thoa man;

- Mure do chi tiet cua cac thong tin phai dam bao giup 
cho cac nha quan ly trong hoat dong phan tfch kinh te - xa 
hoi va ra cac quyet dinh quan ly;

- Cac loai thong tin cung ca'p cho cac nha quan ly phai 
phan anh dugc nhung su kien da xay ra trong qua khu hay 
nhung mdm mong cua cac su kien do trong tuong lai;

- So lieu thong tin tu cac nguon khac nhau phai dugc 
xu ly thong nhat theo nhung nguyen tac chung de nhieu 
nha quan ly co the tiep can dugc.

Van de co ban ddi vdi cac nha quan ly khong phai la 
phdn curng hay phan mem, hay phai lap trinh cac chuong 
trinh. Dieu quan trong can thiet vdi nha quan ly la kha nang 
cung cap nhanh, nhay. chmh xac cac thdng tin can thiet 
cho quan ly. Vi vay su dung he thdng thdng tin quan ly, tuc 
la se dugc cung cap cac thdng tin hgp ly. Van dd co ban la 
phai cd dau vao cho he thong MIS.

Trong hoat dong quan ly, cac nha quan ly phai tidn 
hanh ban hanh cac quyet dinh. Mdi mot loai quyet dinh se 
ddi hoi cung ca'p va xir ly mot he thdng cac thong tin khac 
nhau. Mo hinh, loai quyet djnh la dieu kien co ban dd thiet 
ke MIS. Ndi cach khac. phai lam ro he thdng cac loai quyet 
dinh can lam va nhttng thong tin cdn thid't. Cac thOng tin 
nay can cho cac cap lanh dao cao cap va cho ca cac cap 
didu hanh.
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De co co so, phai kiem tra lai tfnh dung dan va hop ly 
cua viec phan bo cac chuc nang ra quyet dinh: con ngudi, 
to churc, cap. Neu khong khang dinh dung dan van de nay, 
viec cung ca'p nhanh thong tin co the lam cho ho nhanh 
chong ban hanh cac quyet djnh sai.

Trong qua trinh lam quyet djnh, co the xem no nhu ia  
mot va'n d£ rieng le. Cdn phai dat cau hoi: loai thong tin 
nao la can de dua ra mot quyet djnh co hieu qua?

Nhung chung ta biet viec doi hoi thong tin ia  ra't khac 
nhau tuy theo chuc nang quan ly cua to chuc do. Thong tin 
cua bo phan tiep thj khac vdi thdng tin cua bo phan tai 
chmh. Hay MIS phai dugc thiet ke nhu the nao de dap urng 
cho mgi chuc nang. Vf du. can bo quan ly ca'p <;ao tim cac 
loai thong tin ve mdi trudng chung ma trong dd to churc ton 
tai cung nhu cac ban bao cao tom tat; trong khi dd cac nha 
giam sat, quan ly ca'p dudi lai muon cd cac bao cao chi tiet 
ve cac van de dang xay ra.

Nhu vay trong khi ra quyet djnh, cd the cac bo phan 
khac nhau tim kiem cac loai thong tin khac nhau. Nhung 
ddng thdi cd the tim thay nhung diem chung can cung cap. 
Neu nhu lam dugc nhu vay se tranh su trung lap, du thua 
thdng tin.

De co the xu ly so lieu thong tin, ban than cac nha 
quan ly phai dira vao cac chuyen gia ky thuat (hoac ben 
trong co quan hoac ben ngoai) de xay dung he thdng cap 
nhat, luu tru, chuydn giao thdng tin.
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De he thong MIS dugc su dung, cac va'n dd sau can 
dugc giai quyet:

(1) Kiem tra, so sanh voi nhung he thong dang lam.

(2) Chuan bi dao tao ngudi.

(3) Chuan bi cho ngudi phan hoi.

(4) Dua ngudi sir dung vao cap nhat thong tin.

(5) Kiem tra an toan cua thong tin.

(6) Xay dung quy che kiem soat.

4. Su phan urng ddi vdi viec ap dung he thdng thdng 
tin trong quan ly

- Dd la nhung tam ly phat sinh tir ngudi lao dong trong 
cac td chirc lo sg viec ap dung cdng nghe thdng tin se tao 
cho hg khong an toan ve viec lam. Mat khac, mdt sd nha 
quan ly lo sg vd quydn luc cua ca nhan (vai trd ca nhan nha 
quan ly) bi thay ddi.

- Su chong doi hay khdng ung ho dua cdng nghe thong 
tin vao trong quan ly cd the bieu hien dudi nhidu hinh thuc, 
song phd bien la su thd o vdi cdng nghe thong tin. Su thd o 
nay cd the d in  de'n chong doi bang nhung hanh dong khdng 
hgp tac, khdng cung ca'p du lieu.

- Trinh do cua cac nha quan ly hien nay cung la mot 
can tro rat ign ddi vdi viec ap dung cong nghe thong tin, he 
thdng thdng tin quan ly.

- Ngudn tai chinh danh cho dau tu phat trien cung dang
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chong ddi lai viec dua cong nghe vao trong quan ly.

- Thieu sir phoi hop giua cac co quan, td chuc co lien 
quan do va'n dd canh tranh, bao mat.

De co the dua cong nghe thong tin hoc vao trong hoat 
dong quan ly td chuc, can:

+ Co chien lucrc tung budc cho su phat tridn;

+ Danh ngan sach cho phat tridn (dao tao, mua trang 
thiet bi);

+ Huy dong sir tham gia cua nhidu nguoi;

+ Tap trung vao nhung ddi tugng sir dung va thira 
huong;

+ Xay dung cac tieu chi' danh gia hoat dong moi.

5. Nang cao chat lugng thong tin trong quan ly

De thong tin ngay cang phuc vu tot hon cho viec ra 
quyet dinh va dieu hanh td chirc, nha quan ly phai biet dieu 
chinh de nang cao chat lugng thong tin. Cd nhidu bien phap 
thuc hien muc tieu nay, nhung tren thuc te cac nha quan ly
thuang su dung mot so bien phap phd bien sau:

v.
- Thuang xuyen danh gia thong tin luu trur;

- Ti'ch cuc thu thong tin phan hoi;

- Luon dieu chinh dong tin dd tranh tac nghen thong tin 
trong qua trinh van dong;

- Biet kidm che cam xuc khi tiep nhan, xir ly, phan ti'ch. 
tdng hgp chuydn phat thong tin.
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