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1. LOI NOI PAU

Cudc Cach mang céng nghiép bat dau ti thé ky 18 da
lam bién déi cong viéc clia ngwdi quan ly, tir chd déng
vai trd quan ly cho mét 6ng chi tré thanh ngwoi quan
ly chuyén nghiép dwoc trd lwong. San xuét van con
trong giai doan tha cong, v&i sy tham gia cla cac ho
gia dinh, cac clra hiéu nhd, va cac xwdng san xuat dia
phwong. Cac phat minh, may moéc maoi, va cac qua
trinh d6i m&i ctia cudbc Cach mang céng nghiép da bién
dbi viéc kinh doanh va quan ly (vi du nhw viéc st dung
cac nhién liéu héa thach lam ngudn nang luong,
duong sat, sy cai tién trong cac quy trinh luyén thép va
nhém, sy ra ddi va phat trién clia nang lwong dién,
phat minh ra déng co dét trong..). V&i nhivng cach tan
cobng nghiép trong cac san phadm ché tao céng nghiép,
trong linh vwc van tai va phan phéi, cac hoat dong kinh
doanh I6n da dwgc hinh thanh. Diéu d6 doi hdi nhiéu y
twéng va ky thuat méi dé quan ly cac té hop doanh
nghiép quy mé lon.

Ngay nay, kinh doanh va quan ly dang tiép tuc bién ddi
nhd céng nghé cao. Dé theo kip tbc d6 va sw phirc tap
cla hoat dong kinh doanh, ngudi ta da phat minh ra
nhiéu phwong tién tinh toan, phan loai va xr ly théng
tin. Cac nha quan ly nhan thy rang ho cé thé tan dung
nhirng kién thirc mai nay. Dién tin Ia cong cu dau tién
chuyén théng tin sang dang dién tir dé vwot qua nhirng
quang dwong dai. Bién thoai, radid, vo tuyén truyén
hinh va may vi tinh phat trién cac cach truyén tai théng
tin tirc thdi. May vi tinh lwu gitr va x& ly mot khéi lvong
thong tin khéng 16, tw ddng héa qua trinh ché tao va cai
tién cac hé thdng lién lac hién dai. Cac may tinh 16n
trong nhirng nam 70, may tinh ca nhan trong nhirng
nadm 80 va mang ndi bd trong nhirtng ndm dau thap ky
90 1a nhitng ban dap cho sy phat trién san pham va
I&n manh ctia nganh céng nghé.

Cac cong nghé thong tin va xt ly thong tin la céng cu
thiét yéu cho hau hét cac Iinh vic kinh doanh. Internet,
véi viéc két néi hang triéu may tinh, da phat trién dén
mic c6 kha nang tré thanh ngudn lwc Ién nhét cla
hoat dong kinh doanh ngay nay. Trang théng tin toan
cau - Web (www) - cho phép tiép can cac ngudn théng
tin rong 16n va sb lwong khéng 16 cac trang thong tin
trén Internet. Cac nha quan ly co thé tiép can, lwu gitr
va di chuyén cac théng tin da dwoc sé hoéa (giong ndi,
am thanh, van ban, va sb liéu). Mang ndi bd cta cac
cong ty tao ra mét giao dién chung dé chia sé thong tin
trong toan bod cong ty va théng tin & cap do cac nhém
cong tac. Nhan vién cé thé tiép can thong tin, phdi hop
va phé bién két qua & moi noi, moi luc.

Nganh céng nghiép may tinh va cdng nghiép vién
thong tiép tuc phat trién theo cling mét hwéng va da
tao ra nhiéu tién bod nhw cac may nhan tin hai chiéu,
dich vu lién lac di ddng sd héa, hoi thdo video trén
mang, dién thoai bd tui lién lac qua hé théng vé tinh,
truy cap Internet tbc dd cao. Cac tai liéu kinh doanh
gdm cb cac dd hoa va van ban trén cac may tinh &
khap noi trén thé gidi, cac thoéng tin dwoc trao ddi dong
thoi bang am thanh giong néi va qua video.

T6 chic 1a hai hay nhiéu ngudi cung lam viéc trong

1. PREAMBLE

The Industrial Revolution began in the eighteenth
century and transformed the job of manager from
owner-manager to professional, salaried manager.
The production of manufactured goods was still in the
handicraft stage and consisted of household
manufacturing, small shops, and local mills. The
inventions, machines, and processes of the Industrial
Revolution transformed business and management
(such as, the use of fossil fuels as sources of energy,
the railroad, the improvement of steel and aluminum
metallurgical processes, the development of
electricity, and the discovery of the internal-
combustion engine.) With the industrial innovations in
factory-produced  goods, transportation, and
distribution, big business came into being. New ideas
and techniques were required for managing these
large-scale corporate enterprises.

Today, business and management continue to be
transformed by high technology. In order to keep pace
with the increased speed and complexity of business,
new means of calculating, sorting and processing
information were invented. Managers realized that
they could profit from immediate knowledge of
relevant information. The telegraph was the first
instrument to transform information into electrical form
over long distances. The telephone, radio, television,
and computer expanded instant information.
Computers store and handle a vast amount of data,
automate manufacturing, and enhance modern
communication systems. The mainframe in the 1970s,
the PC in the 1980s and the office network in the first
part of the 1990s were the platforms that drove
massive product development and growth for the
technology industry.

Communication and processing technologies is an
essential tool in almost every field of business. The
Internet, with its interconnection of millions of
computers, has evolved to potentially become one of
the greatest resources available to businesses today.
The World Wide Web (www) offers access to vast
information resources and an immense number of
sites on the Internet. Managers can access, store and
move digital information (voice, sound, text and
numbers). Private corporate intranets provide a
universal interface for sharing company-wide
information and work group level information.
Employees can access information, collaborate, and
distribute results anywhere, anytime.

The computer and telecommunications industries
continue to converge and have resulted in advances
in two-way pagers, digital cellular service, desktop
video-conferencing, portable satellite phones, mini-
dishes and high-speed Internet access. Business
documents include graphics and text on computers
around the world, sound, video and simultaneous
voice communications.

Organizations are two or more people working
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mot moi trwdng dwoc co ciu chinh thirc nhdm hoan
thanh cac muc tiéu chung. Cac nha quan ly dwa ra cac
chi dan, t6 chirc thuwc hién va diéu phdi dé dat duwoc
cac muc tiéu clGa t6 chirc. Nha quan Iy hién dai con
huén luyén nhan vién cla té chrc cach trién khai lam
viéc theo nhém dé cé thé dap ng cac nhu cau va
hoan thanh cac muc tiéu cta td chirc mét cach hiéu
qua. Hién nay khoéng con can dén nhirng té chirc hoat
dong theo kiéu chuyén quyén truyén thdng voi hé
thédng quan ly theo t6n ti trén dwéi va véi mot éng chi
doc doan, bat ép nhan vién 1am viéc. Nha quan ly hién
dai tao ra mft khéng khi trao quyén cho nhan vién
bang cach cho phép nhan vién tw quyét dinh va tao ra
cdm hirng cho nhan vién tdng nang suét.

2. CAC CHU’'C NANG QUAN LY

Cac nha quan ly tao ra va duy tri mét moi trwdng ndi
bd, thworng dwoc goi la td chirc, d& nhirng ngudi khac
c6 thé lam viéc hiéu qua trong do. Cong viéc cua mot
nha quan ly gébm co lap ké hoach, chi dao, t6 chtre va
kiém soat cac ngudn luc cla td chirc. Cac ngudn luc
nay co thé 1a con nguoi, cong viéc hoac chtre vy, cong
nghé, trang thiét bi, vat tw, cac ngudn cung trng, théng
tin, va tién bac. Cac nha quan ly lam viéc trong mot moi
trwong nang dong va phai dy doan trwéc cling nhw
biét cach thich rng v&i cac thach thire.

Cong viéc clia mbéi nha quan ly bao gdm cai ma nguoi
ta thwong goi la cac chire nang quan ly: 1ap ké hoach,
chi dao, to chirc va kiém soat. Cac chirc ndng nay déu
hwéng vé muc tiéu, lién quan dén nhau va phu thudc
I&n nhau. Lap ké hoach I viéc tao ra mét quy trinh ¢
tinh hé thdng dé thwc hién cac muc tiéu cla té chirc.
Viéc nay ciing nham muc dich chuén bi cho twong lai
cuia tb chirc. Lanh dao gdm cé hwéng dan, lanh dao va
giam sat nhan vién dé thuc hién cac muc dich cta td
chire. TS chirc dwoc hiéu 1a sdp xép cac nguédn luc can
thiét dé tién hanh ké hoach. Day la quy trinh tao ra co
céu, thiét 1ap cac méi quan hé va phan bd nguédn luc
nham hoan thanh cac muc dich cda td chirc. Kiém soat
la viéc xem xét két qua hoat dong thwc té c6 phu hop
véi ké hoach khéng. Néu két qud hoat dong khong
thdng nhét véi ké hoach, sé can dén bién phap sira
chira/diéu chinh.

together in a structured, formal environment to
achieve common goals. Managers provide guidance,
implementation, and coordination so  those
organizational goals can be reached. The modern
manager coaches employees of the organization to
develop teamwork, which effectively fulfills their needs
and achieves organizational objectives. The traditional
autocratic organization with its hierarchical system of
management and an overbearing "boss" that forces
performance out of people is no longer needed. The
modern manager provides an atmosphere of
empowerment by letting workers make decisions and
inspiring people to boost productivity.

2. MANAGERIAL FUNCTIONS

Managers create and maintain an internal
environment, commonly called the organization, so
that others can work efficiently in it. A manager's job
consists of planning, organizing, directing, and
controlling the resources of the organization. These
resources include people, jobs or positions,
technology, facilites and equipment, materials and
supplies, information, and money. Managers work in a
dynamic environment and must anticipate and adapt
to challenges.

The job of every manager involves what is known as
the functions of management: planning, organizing,
directing, and controlling. These functions are goal-
directed, interrelated and interdependent. Planning
involves devising a systematic process for attaining
the goals of the organization. It prepares the
organization for the future. Leading involves the
guiding, leading, and overseeing of employees to
achieve organizational goals. QOrganizing involves
arranging the necessary resources to carry out the
plan. It is the process of creating structure,
establishing relationships, and allocating resources to
accomplish the goals of the organization. Controlling
involves verifying that actual performance matches the
plan. If performance results do not match the plan,
corrective action is taken.

Hinh 1 — Cac chic nang quan ly / Figure 1 — Functions of Management

Lap ké hoach /
Planning

Lanh dao /
Leading

Kiém soat /
Controlling

T6 chirc /
Organizing
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3. CAC CAP QUAN LY

Pham vi dé nhitng ngwdi quan ly thwe hién cac chirc
nang quan ly (Iap ké hoach, td chirc, chi dao va kiém
soat) khac nhau tuy theo cap bac trong hé théng thir
bac quan ly. Thuat nglr “ngudi gidm sat” co thé dung
cho tat ca cac th& bac quan ly trong td chire, cu thé 1a
ap dung cho nhirtng ngudi chi dao cong viéc cua ngudi
khac. Tuy nhién, trong béi canh ap dung chung, chire
danh nay thwong chi hay st dung cho cap truc tlep
dau tién trong hé théng th bac quan ly. Néu mét tb
chirc chia nhitng nguoi quan ly theo cap cao, cap
trung va cap truc tiép thi thuat ngL"P ‘nguoi giam sat” sé
dwoc dung cho ngudi quan ly & cap truc tiép.

3. MANAGEMENT LEVELS

The extent to which managers perform the functions
of management - planning, organizing, directing, and
controlling - varies by level in the management
hierarchy. The term supervisor could be applied at all
management levels of the organization to those who
direct the work of others. In common usage, however,
the title tends to be used only in the first level of the
management hierarchy. If an organization were
divided into top, middle, and lower managerial levels,
the term generally applies to the lower level.

Hinh 2 — Céac cap quan ly / Figure 2 — Management Levels

Cép cao /
Top management

Giam déc /
Director

Cép trung /

Middle Management V.Director 1

V.Director 2 /

P.Gdéc 1

P.Gdéc 2

Cép tryc tiép Head Depart.1/

Head Depart.2 /

Head Depart.3 /

(giam sat) / TP1 = g
Supervision
Staff / Staff / o
Nhan vién Nhan vién Staff / Nhan vién

Nguwoi giam sat [a ngwoi quan ly chd yéu thue hién hai
chirc nang chi dao va kiém soat coéng viéc cla nhan
vién dé thuc hién cac muc dich ciia nhém. Day 1a cap
quén ly duy nhat cé trach nhiém quan ly nhitng ngudi
khéng phai 1a nha quan ly. Nhw vay, phan Ién thei gian
clia ngwoi giam sat duwoc phan bd cho cac chirc nang
chi dao va kiém soat. Trai lai, cac nha quan ly cip cao
st dung phan I&n thdi gian clia minh cho cac chirc
nang lap ké& hoach va té chirc. Nha quan ly cip cao xac
dinh s* ménh va dat ra cac muc dich cho td chtrc.
Chtrc néng dau tién ctia nha quan ly cip cao la lap ké
hoach dai han. Nha quén Iy cap cao chiju trach nhiém
giai trinh vé cong tac quan ly chung trong té chirc. Nha
quan ly béc trung thyc hién cac muc dich cua nha quan
Iy cap cao. Ngum giam sat chi dao cong viéc thuc té
cta té chirc & cap do hoat dong.

“Vién da dinh vom” trong té chirc

Quan diém vé vién da dinh vom trong té chirc la quan
diém cua nhiéu ngwdi vé coéng viéc clia ngudi giam
sat. So sanh gitra mot kién tric céng vom véi mot td
chirc sé& cho thdy nhiéu diém tha vi. Khéng coé vién da
dinh vom (ttrc la ngudi gidam sat), cai céng vom (tic 1a

Supervisors are managers whose major functions
emphasize directing and controlling the work of
employees in order to achieve the team goals. They
are the only level of management managing non-
managers. Thus, most of the supervisor's time is
allocated to the functions of directing and controlling.
In contrast, top managers spend most of their time on
the functions of planning and organizing. The top
manager determines the mission and sets the goals
for the organization. His or her primary function is
long-range planning. Top management is accountable
for the overall management of the organization.
Middle management implements top management
goals. Supervisors direct the actual work of the
organization at the operating level.

Keystone in the Organization

The keystone view is many people's ideal of a
supervisor's job. The comparison between an archway
and an organization is very interesting. Without the
keystone  (supervisor), the arch (organization)
collapses. The keystone is the central topmost stone
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t6 chirc) sé sup d6. Vién da dinh vom la vién da dat
trén cuing va chinh gitra ctia cdng vom. Day 1a bd phan
thiét yéu vi né chiu ap lwc tr ca hai phia cdng vom,
cong voi ap lwc clia ban than né va str dung cac ap lwc
nay dé chéng d& toan bo céng vom. Nguoi giam sat
ciing la diém két néi chinh gitra hai bén — cac nha quan
ly va nhan vién, d& mdi bén cé thé thwc hién cong viéc
clia minh mét cach hiéu qua. Nguwdi giam sat 1a cép
quan ly két nbi hoat ddng cla tirng phong/ban véi phan
con lai cGa t6 chirc. Quan diém nay nhin manh tam
quan trong cua viéc phat trién nhan vién & moi cap.

of an arch. It is an essential part because it takes the
pressure of both sides, exerts pressure of its own and
uses them to strengthen the overall arch. The
keystone supervisor is the main connector joining
management and employees making it possible for
each to perform effectively. Supervisors are the level
of management linking the operations of each
department to the rest of the organization. This view
underscores the critical importance of developing
people at all levels.

Hinh 3 — Vién da dinh chom / Figure 3 — The keystone

Nhan vién can viéc lam, ho mudn biét nhirng ky vong
ctia té chirc dbi v&i ho va cong viéc cta ho lién quan
nhw thé nao dén toan bod quy trinh clua to chtrc. Ngum
giam sat la diém tiép xuc dé dap &¥ng nhu cau nay cla
nhan vién. Bang cac nb lwc clia minh dé dat nang suat
va hiéu qua trong cong viéc, ngwoi giam sat gilp cho
cong ty thanh céng, va béng cach dé duy tri va tao ra
viéc lam cho nhan vién. Théng qua giai thich cac chinh
sach, dwa ra cac chi dan va théng tin, va thédng qua
tiép xuc théng thuwdng hang ngay véi nhan vién, ngudi
giam sat dong vai trd cau ndi gitba nhan vién véi 1anh
dao quan ly cong ty. “Vién da dinh vom” phai xac dinh
réng anh ta/co ta sé kiém soat cong viéc thay vi dé cho
cbng viéc kiém soat minh. Nhw vay, chinh sw tw tin vao
ban than sé gitup nha quan ly thanh cong.

4. VAI TRO CUA QUAN LY

Dé dap ng nhiéu yéu cau vé thuc hién cac chirc nang
ctia minh, nha quan ly dwoc hiéu 1a phai déng nhiéu
vai trd khac nhau. Vai trd 1a mét tap hop c6 td chirc cia
cac hanh vi. Ching ta c6 thé xac dinh dwoc 10 vai tro
phd bién cho céng viéc ctia mot nha quan ly. 10 vai trd
nay dwoc chia thanh 3 nhom: vai trd tiép xuc gita
ngudi va ngudi, vai trd théng tin va vai trd quyét dinh.
Cac vai tro thong tin k&t néi moi cong tac quan ly voi
nhau. Cac vai tro xdc tac dam bao thong tin dwoc cung
cép, con cac vai trd quyét dinh thi st dung thong tin.
Cac vai tro quan ly nay cung nhirng yéu cau kem theo
c6 thé do cuing mét nha quan ly thwe hién cung mét luc
va & nhiéu mc dd khac nhau, tuy theo cdp bac va
chrc nang quan ly. 10 vai trdo dwgc md ta riéng biét
nhwng tat ca ching tao thanh mot tdng thé hop nhéat.

Ba vai trd tiép xuc trwdc hét co lién quan dén cac mdi
quan hé con ngwoi. V@i vai trd bé mat, nha quan ly dai

Ngwei giam sat /
Supervisor

Employees need their jobs and want to know what is
expected of them and how their work relates to the
whole process. The supervisor is the point of contact
in the satisfaction of these needs for employees. By
his or her efforts toward productivity and efficiency,
the supervisor helps make the company successful,
which preserves and creates jobs. By interpreting
policies and giving instructions and information and
through normal, everyday contact with employees, the
supervisor serves as the point of contact with
management. The keystone has determined that he or
she will control the job instead of the job controlling
him or her. Thus, It is the confidence in self that will
help determine the success of the manager.

4. MANAGERIAL ROLES

To meet the many demands of performing their
functions, managers assume multiple roles. A role is
an organized set of behaviors. We can identify ten
roles common to the work of all managers. The ten
roles are divided into three groups: interpersonal,
informational, and decisional. The informational roles
link all managerial work together. The interpersonal
roles ensure that information is provided. The
decisional roles make significant use of the
information. The performance of managerial roles and
the requirements of these roles can be played at
different times by the same manager and to different
degrees depending on the level and function of
management. The ten roles are described individually,
but they form an integrated whole.

The three interpersonal roles are primarily concerned
with interpersonal relationships. In the figurehead role,
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dién cho té chirc vé tat ca moi van dé thu tuc. Nha
quan ly & cAp cao nhat |a dai dién cla cong ty trwéc
phap luat, trong x& hoi va trong con mét ciia nhirng
nguo’l bén ngoai cong ty. Nguoi glam sat la dai dién
cla nhom cong tac trwédc cap quan ly cao hon, déng
thdi cling 1a dai dién cta cap quan ly déi véi nhém
cong tac. Trong vai trd cau ndi, nha quan ly tiép xuc voi
cac dbng sw va nhirng ngwdi bén ngoai. Nha quan ly &
clp cao nhét s dung vai trd nay dé thu nhan théng tin
va cac thién y, khac v&i ngudi giam sat s dung vai tro
nay dé duy tri quy trinh cong viéc hang ngay. Vai trd
l&nh dao xac dinh mbi quan hé gitra nha quan ly voi
cac nhan vién.
Cac quan hé tryc tiép véi moi nguoi theo cac vai trd
xUc tac dat nha quan ly vao vi tri duy nhét co thé 14y
duwoc thong tin. Do do, ba vai trd théng tin truwéc hét co
lién quan dén céac khia canh théng tin trong cong tac
quan ly. Trong vai tro6 theo doéi, nha quan ly sé ghi nhan
va thu thap théng tin. Trong vai trd ngudi phd bién
théng tin, nha quan Iy s& truyén dat lai nhirng théng tin
dac biét cho td chlrc. So véi ngudi giam sat thi nha
quan ly & cap cao nhat sé nhan va truyén dat thong tin
o ngu()’i bén ngoéi nhiéu hon. Trong vai tro ngwoi phat
ngdn, nha quan ly sé pho bién théng tin cua t6 chirc ra
bén ngoa| Nhw vay, néu nhw nha quan ly cap cao nhét
duwoc coi nhw mot chuyén gia cap nganh thi nguoi
giam sat cé thé dwoc coi nhw chuyén gia cép
phong/ban hoac don vi.

Do la ngudi & vi tri duy nhéat c6 thé tiép can théng tin
nén nha quan ly chinh la trung tdm cda qua trinh ra
quyét dinh trong t6 chirc. C6 4 vai trd ra quyét dinh.
Trong vai trd nha thau, nha quan ly phat dong nhwng
thay déi. Trong vai tro nguoi x Iy réc réi, nha quan ly
gidi quyét nhirtng méi de doa ddi v&i té chirc. Trong vai
trd nguwdi phan bd ngudn lwc, nha quan ly sé chon lva
nhirng linh viec ma té chirc can tédng cwong nd lwc.
Trong vai trd ngwdi dam phan, nha quan ly sé thay mat
t& chirc trong cac cudc dam phan.

the manager represents the organization in all matters
of formality. The top level manager represents the
company legally and socially to those outside of the
organization. The supervisor represents the work
group to higher management and higher management
to the work group. In the liaison role, the manger
interacts with peers and people outside the
organization. The top level manager uses the liaison
role to gain favors and information, while the
supervisor uses it to maintain the routine flow of work.
The leader role defines the relationships between the
manger and employees.

The direct relationships with people in the
interpersonal roles place the manager in a unique
position to get information. Thus, the three
informational roles are primarily concerned with the
information aspects of managerial work. In the monitor
role, the manager receives and collects information. In
the role of disseminator, the manager transmits
special information into the organization. The top level
manager receives and transmits more information
from people outside the organization than the
supervisor. In the role of spokesperson, the manager
disseminates the organization's information into its
environment. Thus, the top level manager is seen as
an industry expert, while the supervisor is seen as a
unit or departmental expert.

The unique access to information places the manager
at the center of organizational decision making. There
are four decisional roles. In the entrepreneur role, the
manager initiates change. In the disturbance handler
role, the manger deals with threats to the organization.
In the resource allocator role, the manager chooses
where the organization will expend its efforts. In the
neqotiator role, the manager negotiates on behalf of
the organization.

Hinh 4 - Céac vai trd clia quan ly / Figure 4 - Managerial Roles
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5. CAC KY NANG QUAN LY

Dé thuc hién cac chirc nang quan ly va dong nhiéu vai
tro, nha quan ly can c6 da ky nang. C6 thé xac dinh 3
ky nang quan ly can cé cho moét nha quan ly thanh
cong, do la ky thuat, k§ ndng vé con ngwoi (nhan van)
va ky nang y twéng. Ky nang ky thuat gom co cac kién
thirc va sy théng thao vé quy trinh hoac ky thuat. Cac
nha quan Iy phai str dung cac quy trinh, ky thuat hoac
cong cu clia mot Iinh vure cu thé. Ky nang ve con nguoi
(nhan van) gdm cé kha ning tiép xtic moét cach hiéu
qué v&i nguoi khac. Cac nha quan ly phai tiép xuc va
hop tac véi nhan vién. Ky nang y twéng chinh la kha
nang tong hop, xay ding cac y twong. Cac nha quan ly
can hiéu thau cac mbi quan hé triu tuong, biét phat
trién y twdng va giai quyét van dé mét cach sang tao.
Nhw vay, ki nang ky thuat lien quan dén sw vat, kj
nang con ngudi lién quan dén nhan sy va kj nang y
twéng lién quan dén cac y dé.

Cép bac ctia nha quan ly trong t6 chirc sé quyét dinh
mirc dd quan trong twong ddi clta viéc s& hiru cac ky
nang ky thuat, k§ nang nhan van va ky nang y twéng.
Céac nha quan ly cap cao can c6 kj nang y twéng dé
nhin nhan t6 chirc nhw mot tbng thé, Cac kj nang y
twdng sé dwoc sir dung trong cong tac lap ké hoach va
sap dat cac y db hay céac khia canh triru twong. Nhirng
ngudi giam sat can cé ky nang k¥ thuat dé quan ly linh
ve chuyén mén cla minh. Tat cd cac nha quan ly &
cac cap déu can co ky nang nhan van, dé tiép xuc va
giao tiép v@i ngwoi khac mot cach hiéu qua.

5. MANAGEMENT SKILLS

In order to perform the functions of management and
to assume multiple roles, managers must be skilled.
Three managerial skills that are essential to
successful management can be identified: technical,
human, and conceptual. Technical skill involves
process or technique knowledge and proficiency.
Managers use the processes, techniques and tools of
a specific area. Human skill involves the ability to
interact effectively with people. Managers interact and
cooperate with employees. Conceptual skill involves
the formulation of ideas. Managers understand
abstract relationships, develop ideas, and solve
problems creatively. Thus, technical skill deals with
things, human skill concerns people, and conceptual
skill has to do with ideas.

A manager's level in the organization determines the
relative importance of possessing technical, human,
and conceptual skills. Top level managers need
conceptual skills in order to view the organization as a
whole. Conceptual skills are used in planning and
dealing with ideas and abstractions. Supervisors need
technical skills to manage their area of specialty. All
levels of management need human skills in order to
interact and communicate with other people
successfully.

Hinh 5 — Céc yéu céu vé ky ndng & céc cép quan ly khéc nhau /
Figure 5 — Skill Distribution at Various Management Levels
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Khi tién trinh thay ddi dwoc diy nhanh va cac cong
nghé da dang hda nhadp v&i nhau ciing la luc cac
nganh cong nghiép moéi duoc tao ra trén toan cau (vi
du nhw nganh vién théng). Thay dbi cong nghé dan
dén nhirng thay déi can ban trong co' cau clia cac cong
ty va doi hdi cac bién phap td chirc ciing nhw kj ndng
quan ly méi.

As the pace of change accelerates and diverse
technologies converge, new global industries are
being created (for example, telecommunications).
Technological change alters the fundamental structure
of firms and calls for new organizational approaches
and management sKills.
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6. MOl TRUONG KINH DOANH

Nha quan ly 1a nguoi biét cach phan tich ciing nhw
tang cwong kha ndng ctia moét té chirc nham dadm bao
sy ton tai va tang trwdng cla té chirc trong mot thé
gi¢i phtrc tap va ludn thay ddi. Piéu nay cé nghia la
nha quan ly c6 moét bd cong cu cé thé gitp ho hiéu thau
sw phtrc tap clia méi truéng ma té chire hoat dong.

Hé théng quan ly thé hién td chirc doanh nghiép va tap
hop céc thé ché cling nhw lyc lwgng ¢6 &nh hudng rat
I&n 1&n nhau va dién ra khi tb chirc dang hoat déng
trong méi trwdng hoat ddéng phtrc tap va khdng ngirng
thay ddi nhanh chéng. Méi trwéng kinh doanh nay rét
anh hwéng dén kha nang phuc vu khach hang cua t
chirc. Cong ty can lién tuc theo dbi va tw thich ng voi
moéi tréng néu mudn tén tai va phat trién thinh vwong.
Nhirng x&o trén trong méi trweérng coé thé tao ra nhivng
de doa sau sac hodc nguoc lai, nhitng co hdi méi cho
cobng ty. Mot cong ty thanh cong la cong ty cé thé xac
dinh, danh gia va tng phd v&i cac co hdi va thach thirc
khac nhau trong méi trwdng hoat ddng ctia minh.

Moi trwwéng ndi bo

Hé théng quan ly co thé khai quat thanh hai cap do.
Cép d6 dau tién gdbm c6 moi trivong nodi bo clia ban
than t& churc. Trong ndi bd, mot td chirc co thé duwoc
coi nhw mét cd may chuyén héa cac nguédn lyc, nghia
la nhan cac dau vao (lao dong, tién, vat tw, thiét bi) tw
moi trub’ng bén ngoai (vi du nhw tr thé gi¢i bén ngoai),
chuyén chung thanh cac san pham hang héa va dich
vu ¢6 ich, sau d6 cung cap cac dau ra nay dén khach
hang.

Méi trird'ng bén ngoai

Céap do the hai ctia hé théng quan ly la moi truo’ng bén
ngoai cla té chirc. Mdi trwdng nay gom tat ca cac tb
chire, cac lyc lwong bén ngoai céd thé quan tadm hoac
tac dong dén kha nang dat muc tiéu cua td chirc: do6 co
thé 1a cac yéu t6 canh tranh, kinh té, cong nghé, phap
ché, chinh tri, nhan khau (dan sb), van hoéa va hé sinh
thai.

Cac yéu td moi trwong tao ra thach thirc va co hdi cho
t6 chirc. Cac nha quan ly phai phan (rng va tw thich
nghi v&i nhirng thay déi trong méi trwérng ndi bd ciing
nhw méi trwdng bén ngoai. Sw toan cau héa la mot vi
du vé co hoi dbi véi mét té chirc. Cac cong nghé duoc
tang cwong nhw trong linh vyc giao thdng va thong tin
lién lac da tao diéu kién cho cac cong ty mé rong thi
trwong ra toan cau hodc thi trwong thé gidi. Sy toan
cau héa anh hwéng dén cach thirc quan Iy cta cac td
chirc. Cac nha quan ly can biét cach lam viéc hiéu qua
v&i cac nén van hoéa va hé théng chinh tri khac nhau
trong khi cac thi trwdng va cong nghé dang thay dbi
nhanh chéng. Ho phai c6 kha nang dw doan mbi
trwong thay ddi nay va phat trién tAm nhin ciing nhuw
nang lwc cla tat ca cac cép trong td chirc clia minh dé
nam lay twong lai ndng déng nay.

7. TRINH TU’ LAP KE HOACH

Céc nha lanh dao ludén Jé nguc‘yi di tién phong. Ho tao
diéu kién cho sy thay doi dién ra, thay vi phan trng vé&i

6. BUSINESS ENVIRONMENT

A manager is someone skilled in knowing how to
analyze and improve the ability of an organization to
survive and grow in a complex and changing world.
This means that managers have a set of tools that
enable them to grasp the complexity of the
organization's environment.

A management system describes the organization and
the set of significant interacting institutions and forces
in the organization's complex and rapidly changing
environment that affect its ability to serve its
customers. The firm must continuously monitor and
adapt to the environment if it is to survive and prosper.
Disturbances in the environment may spell profound
threats or new opportunities for the firm. The
successful firm will identify, appraise, and respond to
the various opportunities and threats in its
environment.

Internal Environment

The management system can be conceptualized on
two levels. The first level involves the organization's
internal environment. Internally, an organization can
be viewed as a resource conversion machine that
takes inputs (labor, money, materials and equipment)
from the external environment (i.e., the outside world),
converts them into useful products, goods, and
services, and makes them available to customers as
outputs.

External Environment

The second level of the management system involves
the organization's external environment. It consists of
all the outside institutions and forces that have an
actual or potential interest or impact on the
organization's ability to achieve its objectives:
competitive, economic, technological, political, legal,
demographic, cultural, and ecosystem.

Environmental forces create challenges and
opportunities for the organization. Managers must
react and adapt to changes in their internal and
external environment. Globalization is an example of
an opportunity for an organization. Improving
technologies, such as transportation and
communications, have enabled companies to expand
into global or worldwide markets. Globalization affects
how organizations are managed. Managers must
learn to deal effectively with multiple cultures and
political systems in the midst of rapidly changing
markets and technology. They must be able to
anticipate this changing environment and develop the
vision and competencies at all levels in their
organizations to embrace this dynamic future

7. PLANNING PROCESS

Leaders are proactive. They make change happen
instead of reacting to change. The future requires
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thay déi. Twong lai cAn dén sy lanh dao cong ty voi
cac ky nang 16ng ghép nhiéu sy kién khong luwdng
trwdc va co vé da dang vao trong qua trinh lap ké
hoach. M&i mot td chire phai lap ké hoach cho cac thay
dbi can thiét dé dat dwoc muc tiéu cudi cling ctia minh.
Lap ké hoach mét cach hiéu qua sé giup cho té chirc
thich rng véi thay ddi nhd xac dinh dwoc cac co hoi va
ngan ngtra dwoc cac van dé vudng mac. Lap ké hoach
sé dinh hudng cho cac chirc ndang quan ly khac va dinh
hwéng dé lam viéc theo nhém. Lap ké hoach sé gidp
cai thién qua trinh ra quyét dinh. T4t c& cac cap quan ly
déu phai tham gia vao qua trinh lap ké hoach.

Lap ké hoach chién lwoc

Lap ké hoach chién lvgc sé tao ra cac quyét dinh va
hanh d(“)ng mang tinh co ban co6 tac dung dinh hinh va
chi dan “t6 chirc 1a g|" “td chirc lam gi” va “tai sao t6
chre lai 1am nhw vay”. Dé 1ap ké hoach chién luvoc, can
tdng hop théng tin & pham vi réng, nghién clru cac
phwong an khac nhau, va nhan manh y ngh|a twong lai
cla cac quyét dinh hién tai. Cac nha quan ly cap cao
cha yéu sé& tham gia vao viéc lap ké hoach chién lwoc
hoac lap ké hoach dai han, va tra |&i cac cau hdi nhw
“Muc dich cla t6 chirc la gi?”, “Té chirc can phai lam gi
trong twong lai dé gitr dwoc thé canh tranh?” Cac nha
quén ly cAp cao nhat s& lam rd s& ménh cla t6 chirc
va xac dinh cac muc tiéu cho td chirc. Cac cip quan ly
cao nhat can cé dé lap ké hoach dai han la cac bao
cao tdng hop vé tinh hinh tai chinh, hoat déng va moi
trwdng bén ngoai.

Lap ké hoach chién Iwoc & qua trinh phét trién va
phan tich sir ménh, cac muc tiéu chung, cac chién luvoc
tbng quat, va viéc phan bd ngudn lwc clia té chirc.
Chién lwoc |a mét loat cac hoat dong dwoc dinh ra dé
dat dén mot muc tiéu dai han. Thoi han cla chién lvoc
c6 thé tly y, cé thé 1a hai, ba, tham chi ndm n&m. Noi
chung, th&i han thuo’ng dwoc quyet dinh trén co s¢
mirc dd cam két cta td chic ve cac ngudn lyc cta
minh trong twong lai. Cac méc muc tiéu thudng tap
trung vao nhitng thay ddi mong muén, va la cai dich
ma t6 chirc cb gang dat dwoc. Trwdc day, viéc lap ké
hoach chién lwvgc thworng duoc tién hanh méi ndm moét
lan. Tuy nhién, nhiéu cong ty hién khéng con lap cac ké
hoach kinh doanh hang nam nira ma chuyén sang mot
hé théng lap k& hoach lién tuc, cho phép (rng phd
nhanh hon vé&i cac diéu kién ludn ludn thay dbi. Do do,
ké hoach chién luvoc bao gdm ca viéc lam cho t6 chirc
thich (rng dwoc va tan dung duoc cac co héi trong moi
trwéng hoat ddng luén luén thay ddi.

Quy trinh 1ap k& hoach pha| hop ly va ap dung bién
phap tiép can khoa hoc dé giai quyét van dé. Quy trinh
nay phai cé cac bwédc thwe hién I6gich va theo trinh tuw.
Lap ké hoach chién lwoc la buéc dan dwng cho cac
hoat déng ké hoach khac cuta té chirc. Cac nhiém vu
cla qua trinh lap ké hoach chién lwgc gém co:

e Xac dinh st* ménh;

e Tién hanh phan tich hién trang ho&c phan tich
SWOT (diém manh — diém yéu — co hoi — thach
thirc) bang cach danh gia cac diém manh, diém
yéu va xac dinh cac co hdi va nguy co’;

corporate leadership with the skills to integrate many
unexpected and seemingly diverse events into its
planning. Every organization must plan for change in
order to reach its ultimate goal. Effective planning
helps an organization adapt to change by identifying
opportunities and avoiding problems. It sets the
direction for the other functions of management and
for teamwork. Planning improves decision-making. All
levels of management engage in planning.

Strategic Planning

Strategic planning produces fundamental decisions
and actions that shape and guide what an
organization is, what it does, and why it does it. It
requires broad-scale information gathering, an
exploration of alternatives, and an emphasis on the
future implications of present decisions. Top level
managers engage chiefly in strategic planning or long
range planning. They answer such questions as "What
is the purpose of this organization?" "What does this
organization have to do in the future to remain
competitive?" Top level managers clarify the mission
of the organization and set its goals. The output
needed by top management for long range planning is
summary reports about finances, operations, and the
external environment.

Strategic planning is the process of developing and
analyzing the organization's mission, overall goals,
general strategies, and allocating resources. A
strategy is a course of action created to achieve a
long-term goal. The time length for strategies is
arbitrary, but is probably two, three, or perhaps as
many as five years. It is generally determined by how
far in the future the organization is committing its
resources. Goals focus on desired changes. They are
the ends that the organization strives to attain.
Traditionally strategic planning has been done
annually. However, many companies are doing away
with annual business plans altogether and moving to a
system of continuous planning, to permit quicker
response to changing conditions. Thus, the strategic
plan involves adapting the organization to take
advantage of opportunities in its constantly changing
environment.

The planning process is rational and amenable to the
scientific approach to problem solving. It consists of a
logical and orderly series of steps. Strategic planning
sets the stage for the rest of the organization's
planning. The tasks of the strategic planning process
include:

e  Define the mission

e Conduct a situation or SWOT analysis by
assessing strengths and weaknesses and
identifying opportunities and threats.

e  Set goals and objectives.
related

Develop strategies (tactical and
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e Patra cac muc dich va muc tiéu.

e Xay dwng cac chién lwgc lién quan (chién Iugc
mang tinh chién thuat va chién lvgc hoat déng);

e Theo ddi ké hoach.

CAC BUOC LAP KE HOACH

1. Xac dinh str ménh
Phan tich cac diém manh
Phan tich cac diém yéu
Xac dinh cac thoi co
Xac dinh cac thach thirc
Xay dwng cac méc muc tiéu
Xay dwng cac muc tiéu

Xac dinh cac chién lwoc
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Xay dwng ké hoach hanh déng
10. Theo déi thwc hién ké hoach

Xac dinh s* ménh. S&* ménh 1a muc dich cta té
chtre, 13 ly do dé td chirc tén tai. Do dé, viéc lap ké
hoach sé& bat dau bang viéc xac dinh rd rang s& ménh
cta tb chirc. Tuyén b6 sir ménh cuia t6 chirc phai bao
quat nhwng van rd rang va ngan gon, tém lwoc dwoc
nhirtng hoat déng cla td chirc. Tuyén bd nay sé chi
hwéng cho té chirc cling nhw cac chirc nang va hoat
dong chinh cha té chirc dé& dén dwoc cac co hoi tét
nhat. Sau do, tuyén bd nay ciing hé tro cac ké hoach
chién thuat va ké hoach hoat déng; dén lwot minh, cac
ké hoach nay lai hd tro cac myc tiéu cla t6 churc.
Tuyén bd sr ménh can ngén gon va phai dé hiéu dé
bat ky nhan vién ndo cla cong ty cling c6 thé ghi nhé
va trich d&n. S& ménh rd rang sé& hwdng dan cho cac
nhan vién lam viéc moét cach doc lap, dong thoi van
dam bao tinh tap thé trong cdng viéc dé hwéng téi khai
thac hét tiém nang cda td chirc. Tuyén bd sir ménh co6
thé di kém véi moét tuyén bd bao trim vé triét Iy hodc
muc dich chién lwgc cla td chirc, nham xac dinh duoc
tam nhin vé twong lai va nhan thire cac thach thire cla
lanh dao t6 chirc.

Phan tich SWOT bing cach danh gia cac diém
manh, diém yéu va xac dinh cac co hdi va nguy co.
Phan tich hién trang hoac phan tich SWOT (diém manh
— diém yéu — co hoi — thach thire) rat quan trong dé lap
ra mot k& hoach chién luvoc. Phan tich SWOT bat dau
bang viéc xem xét mdi trwdng bén ngoai. Cac té chirc
can nghién ctru tinh hinh hién trang ctia minh dé tim
kiém cac co hdi va theo dbi cac nguy co. Cac ngudn
thong tin cé thé 1a khach hang (bén trong va bén
ngoai), cac nha cung cap, cac cap chinh quyén (dia
phwong, trung wong), cac hiép hdi chuyén mén hoac
héi nghé nghiép, (théng qua cac hoi nghi hay trién 1am
trwng bay), cac tdp san va bao cao (tdp san hay bao
cao khoa hoc, chuyén mén va thwong mai).

SWOT la c&c gia dinh va sy kién lam co s& cho mot ké
hoach. Phan tich diém manh va diém yéu bao gébm viéc
danh gia ndi bd té chirc. Danh gia cac diém manh cla
t6 chirc. Didu gi la déc trwng cla td chirc? (Hoat dong

operational).
e Monitor the plan.

STEPS IN PLANNING PROCESS
Define mission

Analyse strenghths
Analyse weaknesses
Identify opportunities
Identify threats

Set Goals

Set Objectives

Develop Strategies
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Develop Action Plan
10. Monitor Plan

Define the mission. A mission is the purpose of the
organization. It is why the organization exists. Thus,
planning begins with clearly defining the mission of the
organization. The mission statement is broad, yet
clear and concise, summarizing what the organization
does. It directs the organization, as well as all of its
major functions and operations, to its best
opportunities. Then, it leads to supporting tactical and
operational plans, which, in turn leads to supporting
objectives. A mission statement should be short. It
should be easily understood and every employee
should be able to recite it from memory. An explicit
mission guides employees to work independently and
yet collectively toward the realization of the
organization's potential. The mission statement may
be accompanied by an overarching statement of
philosophy or strategic purpose intended to convey a
vision for the future and an awareness of challenges
from a top-level perspective.

Conduct a situation or SWOT analysis by
assessing strengths and weaknesses and
identifying opportunities and threats. A situation or
SWOT (Strengths, Weaknesses, Opportunities, and
Threats) analysis is critical to the creation of any
strategic plan. The SWOT analysis begins with a scan
of the external environment. Organizations must
examine their situation in order to seek opportunities
and monitor threats. Sources of information include
customers (internal and external), suppliers,
governments (local, state), professional or trade
associations (conventions and exhibitions), journals
and reports (scientific, professional, and trade).

SWOT is the assumptions and facts on which a plan
will be based. Analyzing strengths and weaknesses
comprises the internal assessment of the
organization. Assess the strengths of the
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ché tao clia t6 chirc chung ta hiéu qua dén dau? Muc
dd lanh nghé cta doi ngii cong nhan? Thi phan cla
chung ta dat bao nhiéu? Cé cac ngudn tai chinh nao?
Uy tin cda chung ta c6 manh hon cac cong ty khac hay
khoéng?). Danh gia cac diém yéu cta td chirc. Dau la
céac linh vuc dé bi tdn thwong va cé thé bi khai thac?
(Trang thiét bi, may méc cla chung ta da lac hau
chwa? Hoat dong nghién clru va phat trién da phu hop
chuwa? Cac cong nghé chung ta siv dung da 16i thoi
chwa?) Diéu gi dan dén canh tranh t6t?

Phan tich cac co héi va nguy co bao gdm viéc danh gia
mdi treo'ng bén ngoai. Xac dinh cac co hoi. Trong linh
vic nao canh tranh chwa dap wng dwoc cac nhu cau
ctia khach hang? (Cac thi trwedng tiém nang mai 1a thi
trwdng nao? Diém manh cta nén kinh té 13 gi? Cac déi
tha cla ching ta yéu hay manh? Cac céng nghé méi
xuat hién 1a cébng nghé nao? Thi trwong hién nay co
kha nang phat trién hay khéng?). Xac dinh cac nguy
co. Trong linh vuc ndo canh tranh can dap ng nhu
cau cla khach hang mét cach hiéu qua hon? (C6 céac
ddi tha canh tranh méi khéng? Céac ngudn luc hién nay
c6 thiéu thén khéng? Thi hiéu trén thi trwong co thay
ddi khéng? Co6 cac ché dinh méi nao? Cé cac san
phdm mé&i ndo xuét hién chwa?). Chién lwoc tét nhat &
chién lwoc cé thé 1am cho cac diém manh cia té chirc
phu hop véi cac co hdi cia moéi trwdng bén ngoai.

Phan tich SWOT duoc st dung lam co s& cho nhirng
phat trién trong twong lai cling nhw dé phan tich
khoang cach. So sanh té chirc véi cac Tiéu chi chuan
bén ngoai (cac thong & tét nhat) thueng dwoc dung dé
danh gia cac nang lyc hién tai. Xac dinh cac tiéu chi
chudn moét cach cé hé théng sé giup so sanh lwong
hoéa hiéu qua hoat dong cla mét tb chirc, vi du nhw
hiéu suét, hiéu qua, hodc cac anh huéng tac dong cla
t& chirc minh, so v&i cac tiéu chi twong tw cla cac to
chtrc khac bén trong hoac bén ngoai. Phan tich nay sé
g|up kham pha ra cac thong & tét nhat co thé ap dung
dé cai tién. So sanh tiéu chi chuan véi cac td chirc
khac c6 thé giip xac dinh khodng cach. Phan tich
khoang cach sé& gilp xac dinh tién dd can thiét nham
dua td chirc tr mirc d6 nang lwc hién tai dén trang thai
mong muén cho twong lai. Bang cach nay, té chirc co
thé thich (rng v&i cac thong 1é tot nhat nham cai thién
hiéu qua hoat déng cla tb chirc.

Pat ra cac méc muc tiéu va muc tiéu. Cac méc muc
tiéu va muc tiéu chién lvoc dwoc xay dwng dé thu hep
khoang cach gitra nang luc hién tai va s ménh cua té
chtrc. Cac méc muc tiéu va muc tiéu nay phai phu hgp
v&i slr ménh va tao ra co s& cho cac ké hoach hanh
dong. Boi khi cac muc tiéu co thé dwoc dé cap dén
nhw cac méc muc tiéu vé& hiéu qud hoat dong. Noi
chung, céc t6 chirc thworng cd cac muc tiéu dai han
cho nhitng yéu t6 nhw hoan vén dau tw, 1ai c6 phan,
hoac quy mdé hoat déng. Hon nira, ho con xac dinh
murc chuén tdi thiéu co thé chip nhan dwoc, hodc mirc
tdi thiéu hop ly. Ngoai ra, con co thé cé nhirng gidi han
nhét dinh, du duwoc b|eu 16 rd rang hoac ngam hiéu, vi
du nhu “phai cung cap du viéc lam cho s6 nhan vién
hién thoi”. Cac muc tieu dwoc cu thé hoa trén co sé
tuyén bd s ménh cuda td chirc, va la mot tap hop gom
cac muc tiéu cu thé vé chinh sach, tién dd ho&c quan ly

organization. =~ What makes the organization
distinctive? (How efficient is our manufacturing? How
skilled is our workforce? What is our market share?
What financing is available? Do we have a superior
reputation?) Assess the weaknesses of the
organization. What are the vulnerable areas of the
organization that could be exploited? (Are our facilities
outdated? Is research and development adequate?
Are our technologies obsolete?) What does the
competition do well?

Analyzing opportunities and threats comprises the
external assessment of the environment. Identify
opportunities. In which areas is the competition not
meeting customer needs? (What are the possible new
markets? What is the strength of the economy? Are
our rivals weak? What are the emerging technologies?
Is there a possibility of growth of existing market?)
Identify threats. In which areas does the competition
meet customer needs more effectively? (Are there
new competitors? Is there a shortage of resources?
Are market tastes changing? What are the new
regulations? What substitute products exist?) The best
strateqy is one that fits the organization's strengths to
opportunities in the environment.

The SWOT analysis is used as a baseline for future
improvement, as well as gap analysis. Comparing the
organization to external benchmarks (the best
practices) is used to assess current capabilities.
Benchmarking systematically compares performance
measures such as efficiency, effectiveness, or
outcomes of an organization against similar measures
from other internal or external organizations. This
analysis helps uncover best practices that can be
adopted for improvement. Benchmarking with other
organizations can help identify a gap. Gap analysis
identifies the progress required to move the
organization from its current capabilities to its desired
future state. In this way, the organization can adapt to
the best practices to improve organizational
performance.

Set goals and objectives. Strategic goals and
objectives are developed to bridge the gap between
current capability and the mission. They are aligned
with the mission and form the basis for the action
plans. Objectives are sometimes referred to as
performance goals. Generally, organizations have
long-term objectives for such factors as return on
investment, earnings per share, or size. Furthermore,
they set minimum acceptable standards or common-
sense minimums. In addition, certain limitations, either
explicit or implicit, such as "must provide jobs for
existing employees" may exist. Objectives elaborate
on the mission statement and constitute a specific set
of policy, programmatic, or management objectives for
the programs and operations covered in the strategic
plan. They are expressed in a manner that allows a
future assessment of whether an objective has been
achieved.
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cho cac chwong trinh va cac hoat déng sé dwoc néu
trong k& hoach chién lwgc. Cac muc tiéu nay dwoc
biéu hién theo cach thich hop dé sau nay cé thé danh
gia mirc d6 hoan thanh muc tiéu.

Xay dwng cac chién lwoc lién quan (chién lwoc
chung va cac chién lwoc hoat dong). Cac chién luoc
chung cla Céng ty dwa trén sir ménh va tdm nhin cla
t6 chirc. Con cac chién lwoc hoat dong lai dwa trén cac
chién lwgc chung. Pay 1a cac chién luoc cu thé va can
thiét cho trng nhiém vu hodc tirng hoat ddong hé tro' tao
nén mot ké hoach téng thé. Viéc xay dwng ké hoach
chién lwvoc va hoat dong can di kém véi viéc kiém tra.
Theo déi ho&c tao diéu kién cho cac hoat dong tiép
theo nham muc dich ddm bao cho céac chién lvoc dwoc
thwc hién nghiém chinh va kip thoi. Dai khi can co6
nhirng diéu chinh d& phu hop véi nhivng thay déi cta
moi trwéng bén ngoai va/hodc bén trong td chirc. Co
thé thu dwoc loi thé canh tranh t viéc thich Gng voi
nhirng thach thirc nay.

Theo dbi ké hoach. Can &p dung mét phwong phap
theo déi méi trwong hoat déng mét cach co hé thdng
nhdm muc dich lién tuc cai tién quy trinh 1ap ké hoach
chién lugc. D& xay dyng dugc mot quy trinh tha tyc
theo do6i méi trwdong, can phal thlet lap cac tiéu chuén
ngén han cho cac bién sb chi yéu cé thé chirng thuc
cac woc tinh cho théi gian dai han. Ké ca khi cac gia tri
wéce tinh cho thdi gian dai han 1a cé loi thi van phai co
cac huwéng dan cho thdi gian ngén han d& dé phong
trwdng hop ké hoach khéng dién ra nhw dy tinh. Tiép
do, can phai thiét lap cac tiéu chi dé& quyét dinh khi can
thay ddi chién lwgc. Nén thu thap va tbng hop cac y
kién phan hoi d& xac dinh xem cac muc dich va muc
tiéu co that sw kha thi hay khéng. Két qua ra soat nay
qé dwgc st dung cho chu ky lap ké hoach va ra soat
lan toi.

8. DUONG LOI HOAT BONG — SU PHAT TRIEN
CONG TY

Céc tb chirc thanh coéng 1a cac té chire ludn ludn dbi
m&i va thay dbi trén co s& nhu cau va y kién phan hoi
ctia khach hang. Céac gia tri, s ménh va tam nhin 1a
cac yéu t6 tao ra nén tang dé thwc thi cac chirc néng
quan ly. Bay ciling la nhung huo’ng dan c6 anh huéng
dén moi hoat déng cla mot td chirc. Tuy nhién, cac
hwéng dan nay chi cé ich néu ching dwoc soan thao
rd rang va duoc st dung trong cac hoat dong va quyét
dinh hang ngay. Cac gia tri cia mét té chirc chinh 1a
nhirtng niém tin hodc nhitng dac trung vé& ban chat
khéng thé nhwong bd. Sir ménh cha td chirc chinh la
muc dich ton tai ctia né, con tdm nhin [& hinh anh cda
ban than té chirc trong twong lai.

S ménh

S ménh la mét khai niém rong, tao ra sy khac biét
gilra mot doanh nghiép véi toan bé cac td chirc doanh
nghiép khac. S ménh 1a ly do dé t6 chic ton tai.
Tuyén bd sir ménh & mot “hon da thar” dé danh gia moi
dé& nghi. Ngoai muc dich cta té chirc, cac yéu té chi
chét khac cla tuyén bd sl ménh con cé ddi twong ma
t& chirc phuc vu, cach phuc vu va nguyén nhan phuc

Develop related strategies (Corporate and
operational strategies). Corporate strategies are
based on the organization's mission and vision. In
turn, operational strategies are based on the
organization's corporate strategies. These are specific
strategies that are needed for each task or supportive
activity comprising the whole. Strategic and
operational planning must be accompanied by
controls. Monitoring progress or providing for follow-up
is intended to assure that plans are carried out
properly and on time. Adjustments may need to be
made to accommodate changes in the external and/or
internal environment of the organization. A competitive
advantage can be gained by adapting to the
challenges.

Monitor the plan. A systematic method of monitoring
the environment must be adopted to continuously
improve the strategic planning process. To develop an
environmental monitoring  procedure, short-term
standards for key variables that will tend to validate
the long-range estimates must be established.
Although favorable long-range values have been
estimated, short-term guidelines are needed to
indicate if the plan is unfolding as hoped. Next, criteria
must be set up to decide when the strateqy must be
changed. Feedback is encouraged and incorporated
to determine if goals and objectives are feasible. This
review is used for the next planning cycle and review.

8. OPERATING GUIDELINES - CORPORATE
DEVELOPMENT

Successful organizations continually innovate and
change based upon customer needs and feedback.
Values, mission, and vision form the foundation for the
execution of the functions of management. They are
an organization's guidelines that affect how it will
operate. They work only if visible and used in
everyday activities and decisions. An organization's
values are its beliefs or those qualities that have
intrinsic worth and will not be compromised. Its
mission is its purpose for existing. The vision is the
image of itself in the future.

Mission

A mission is a broad definition of a business that
differentiates it from all other organizations. It is the
justification for the organization's existence. The
mission statement is the "touchstone" by which all
offerings are judged. In addition to the organization's
purpose other key elements of the mission statement
should include whom it serves, how, and why. The
most effective mission statements are easily recalled
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vy. Tuyén bé st ménh hiéu qua nhét la tuyén bb c6 thé
ghi nhé dé dang va dwa ra phwong hwdng ciing nhw
doéng co hoat déng cho té chirc.

Vi mét td chirc tén tai d& hoan thanh moét didu gi do
trong mot méi trvdng rong I&n nén s ménh hoac muc
dich cu thé cla tb chirc sé dem lai cho cac nhan vién
mot cach hiéu chung vé co hoi, phwong huéng, tAm
quan trong va thanh twu cta t6é chirc. St ménh ré rang
sé chi dwong cho cac nhan vién lam viéc mét cach doc
lap déng thoi vAn dadm bao tinh tap thé dé khai thac
tiém nang cla t6 chtre. Nhw vay, moét tuyén bd s
ménh t6t sé cé sy gan két v& cAm xuc va cam két. Diéu
nay khién cho bat ky nhan vién nao trong t6 chirc ciing
c6 thé néi “Toi biét tdi cAn lam cdng viéc clia minh nhw
thé nao dé tao ra sy khac biét”.

Tam nhin

“Céach tbt nhat dé tién doan twong lai 1a tw tao ra nd”.
Tam nhin cé thé 18 mot bre tranh, mot hinh anh, hodc
moé ta twong lai ma ban mong muén. M6t ngudi nhin
xa trong rong la ngwoi cod kha nang nhin thdy trudc
mét dleu gi do, dong thoi la ngudi dau tién nhan thay
sy can thiét phai thay ddi. Anh ta hodc c6 ta nghi ngo
thwc té hién tai va thic day viéc dwa ra nhivng danh gia
trung thuc vé phwong hwéng phat trién ctia nganh va
cach thirc ma cong ty co thé ap dung dé dén dwoc muc
tiéu d6. Mot nguwoi nhin xa tréng rong cé thé cé giai
phap ngay ca trwdc khi van dé nay sinh.

M6t nghién clru vé thoi ky tr 1926 dén 1990 cho thay
cac cong ty biét nhin xa tréng réng (la cac cong ty xac
dinh muc dich hoat ddng xa hon viéc kiém 1&i) da thanh
cong hon cac cong ty khac trén thi trwong ching
khoan voi ty 1€ hon 6:1. Cac nha quan ly can co tam
nhin hon bat ky ai khac, vi sy thay déi dang dién ra
nhanh hon b4t ky ltc nao. Cac nha lanh dao can cé
kha n&ng bién tAm nhin cGa minh thanh hién thyc bang
cach thu hut tam tri cling nhuw trai tim cla ngwoi khac.
Cac gia tri

Bién phap quan ly cia méi ngwdi gidam sat sé phan anh
cac gia tri cGia anh ta/cd ta cling nhw cac gia tri cta to
chirc. Xay dung sw tin twdng phai bat dau tir viéc tao
ra mét van hoa dwa trén cac gia tri chung. Cac gia tri la
nhirng nét tiéu biéu hodc cac dac tinh ¢é y nghia thuc
chat, vi du nhw sy can dam, long kinh trong, trach
nhiém, sy quan tam, dang tin cay, ky luat, va sy céng
bang. Céc gia tri 1a diéu kién co sé& cho cac hoat déng
va cho qué trinh ra quyét dinh. Cac gia tri cling xac
dinh phwong hwéng cho cac dy dinh va quan tam cua
nguwdi lao déng trong td chirc. Cac hanh vi dwoc dinh
hwéng theo cac gia tri, va dén lwot minh, ching sé xac
dinh van hoéa cla td chirc. Mot hé thdng gia tri manh
mé hodc mot van héa dwoc xac dinh rd rang sé bién
niém tin thanh cac chudn mwc, vi du nhw chét lwong
tdt nhat, hoat dong tét nhat, dang tin cay nhéat, bén
nhét, an toan nhat, nhanh nhat, dang tién nhat, ré nhét,
c6 uy tin nhét, co thiét ké hoac phong cach tbt nhat, dé
st dung nhat. Néu dwoc hdi “Chung ta tin twdng vao
didu gi?” hodc “Hay liét ké cac gia tri cha td chuic
chung ta”, tt c& moi nguoi trong té chirc can phai dwa
ra cau tra |oi gibng nhau.

and provide direction and motivation for the
organization.

Since an organization exists to accomplish something
in the larger environment, its specific mission or
purpose provides employees with a shared sense of
opportunity, direction, significance, and achievement.
An explicit mission guides employees to work
independently and yet collectively toward the
realization of the organization's potential. Thus, a
good mission statement gets the emotional bonding
and commitment needed. It allows the individual
employee to say; "I know how | should do my job
differently."

Vision

"The best way to predict your future is to create it." A
vision might be a picture, image, or description of the
preferred future. A visionary has the ability to foresee
something and sees the need for change first. He or
she challenges the status quo and forces honest
assessments of where the industry is headed and how
the company can best get there. A visionary is ready
with solutions before the problems arise.

A study over the period from 1926 to 1990 found
visionary companies that set a purpose beyond
making money outperformed other companies in the
stock market by more than six to one. Managers
require more vision than ever because change is
coming faster than ever. Leaders have the ability to
make their vision real by engaging the minds, as well
as the hearts of others.

Values

Each supervisor's approach to management will
reflect his or her values, as well as those of the
organization. Building trust starts with creating culture
based on shared values. Values are traits or qualities
having intrinsic worth, such as courage, respect,
responsibility, caring, truthfulness, self-discipline, and
fairness. Values serve as a baseline for actions and
decision-making and guide employees in the
organization's intentions and interests. The values
driving behavior define the organizational culture. A
strong value system or clearly defined culture turns
beliefs into standards such as best quality, best
performance, most reliable, most durable, safest,
fastest, best value for the money, least expensive,
most prestigious, best designed or styled, easiest to
use. If asked, "What do we believe in?" or "List our
organization's values" all employees in the
organization should write down the same values.
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Nhirng ngwdi gidm sat can hiéu rdé y nghia quan trong
clla cac gia tri va hé théng gia tri. Cac gia tri anh
hwdng dén cach ma ngudi giam sat nhin va danh gia
cac ca nhan khac hoac nhém ngwoi, va do do, sé anh
hwéng dén cac mdi quan hé gitra moi ngudi. Cac gia
tri cling anh hwdng dén cach ma nguwoi giam sat nhan
dinh tinh hinh va giai quyét van dé. Cac gia tri anh
hwéng dén cach ma nguoi gidm sat xac dinh nhw thé
nao la hanh vi dung dao dic, va thé nao 1a sai dao
dirc. Cac gia tri anh hwéng dén cach ma nguoi giam
sat chi dao va kiém soat nhan vién. Vi nhan vién
thuwdng xtr sy theo cac gia tri ma ho nhan thirc, nén
didu quan trong 1a phai ddm bao rang nhan thirc cla
ho phan anh ding cac gia tri cia t& chirc. Nhirng
ngudi gidm sat can trao déi, khuyén khich va tang
cwdng cac gia tri mong mudn va cac hanh vi lién quan
dé 1dng ghép chung vao trong van héa cla td chirc.

9. XAC BINH MUC TIEU

Méc Muc tiéu |a dich cudi cing ma mét t6 chirc cb
gang dé dat duoc. Tuy nhién, nguoi giam sét khong
thé “tao ra” mot mdc muc tiéu. Ngwoi giam sat sé “md
x&” cac quy trinh, phan tich ching, dat ra cac muc tiéu
va sau dé “vat 16n” dé dat dwoc chung. Lam cung mot
viéc thi khoéng bao gio c6 thé dat dwoc cac két qua
khac nhau. Nguoi giam sat phai viét ra mot muc tiéu
cho mdi moét hoat ddng ma minh dang c¢b gang hoan
thanh. Nhw vay, muc tiéu 1a dbi twong hodc cai dich
clia mot hoat ddng. Muc tiéu cho biét phuong hwéng
rd rang dé thyc hién hoat dong va xac dinh chéat lwong
cu thé cta cong viéc can dwoc hoan thanh trong mot
khoang th&i gian cho trwde. Cac muc tiéu phan anh
cac tac dong mong mubn cla cac ca nhan, cac nhom
ngwdi va cac td chirc. Chung xac dinh phwong huwéng
dé ra quyét dinh va xac dinh tiéu chi dé do lwong cac
két qua tac dong (tac dung). Do do, cac muc tiéu 1a nén
tang cuia cong tac lap ké hoach.

Quan ly theo muc tiéu (MBO)

M6t cong cu 1ap ké hoach hiéu nghiém va cé thé giup
ngwoi giam sat dat ra cac muc tiéu la cong cu Quan ly
theo Muc tiéu (MBO) bay la mét quy trinh phdi hop
trong d6 nguoi quan ly va mdi can bd cap dwéi clng
nhau xac dinh cac muc tiéu cho can bo dé. Pé thanh
cbng, cac chuo’ng trinh MBO can c6 sw cam két va
tham gia cla tat ca cac cap trong quy trinh MBO, tw
nguei quan ly cao nhat dén vi tri can bo thdp nhét
trong td chirc.

MBO bét dau khi nguwoi gidam sat giai thich méc muc
tiéu cho mot phong/ban trong cudc hop cla td chirc.
Can bo cap dwdi ghi lai cac mbéc muc tiéu va dé xuat
cac muc tiéu cho cong viéc cu thé cta minh. Nguoi
giam sat sé lam viéc v&i can bd cap dudi dé phé duyét,
va diéu chinh cac muc tiéu dé, néu can. Viéc diéu chinh
muc tiéu dwoc thwe hién trén co s& cung nhau ban bac
vi ngudi gidam sat cé cac nguédn lwc dé gidp can bd cap
dwdi cam két hoan thanh muc tiéu. Nhw vay, viéc dat
ra cac muc tiéu cé thé soat xét dwoc cho trng ca nhan
phai dwgc cung nhau xac dinh mt cach chinh thirc, co

Supervisors need to appreciate the significance of
values and values systems. Values affect how a
supervisor views other people and groups, thus
influencing interpersonal relationships. Values affect
how a supervisor perceives situations and solves
problems. Values affect how a supervisor determines
what is and is not ethical behavior. Values affect how
a supervisor leads and controls employees. Since
employees often base behavior on perceived values it
is critical to ensure their perceptions reflect
organizational values. Supervisors must
communicate, encourage and reinforce the desired
values and related behaviors to integrate them into the
organizational culture.

9. OBJECTIVE SETTING

A goal is an end that the organization strives to attain.
However, the supervisor cannot "do" a goal
Supervisors break down processes, analyze them, set
objectives and then drive hard to achieve them. Doing
the same thing and expecting different results doesn't
work. The supervisor must write an objective for what
he or she is trying to accomplish. Thus, an objective
is the object or aim of an action. It implies an explicit
direction for the action to take and a specific quality of
work to be accomplished within a given period of time.
Objectives reflect the desired outcomes for
individuals, groups and organizations. They provide
direction for decision-making and a criterion against
which outcomes are measured. Thus, objectives are
the foundation of planning.

MBO

An effective planning tool to help the supervisor set
objectives is Management by Objectives (MBO). MBO
is a collaborative process whereby the manager and
each subordinate jointly determine objectives for that
subordinate. To be successful MBO programs should
include commitment and participation in the MBO
process at all levels, from top management to the
lowest position in the organization.

MBO begins when the supervisor explains the goals
for the department in a meeting. The subordinate
takes the goals and proposes objectives for his or her
particular job. The supervisor meets with the
subordinate to approve and, if necessary, modify the
individual objectives. Modification of the individual's
objectives is accomplished through negotiation since
the supervisor has resources to help the subordinate
commit to the achievement of the objective. Thus, a
set of verifiable objectives for each individual are
jointly determined, prioritized, and formalized.
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thir tw wu tién.

Ngwoi giam sat va can bd cép dwdi gap nhau theo dinh
ky dé kiém tra tién d6 gan nhét. Trao déi Ia yéu td cha
chbt d& quyét dinh sw thanh coéng hodc that bai cla
MBO. Nguoi giam sat sé cé y kién phan hdi va cé thé
cho phép diéu chinh cac muc tiéu hodc thdi han thuyc
hién tuy theo hoan canh. Cuébi cung, két qua hoat déng
cla nhan vién sé dwoc danh gia theo muc tiéu da dat
ra, va nhan vién sé dwoc khen thwédng twong trng véi
két qua hoat dong.

Cac bwérc trong quy trinh MBO

Qua nghién ctru da chirng minh duoc rang néu coé su
cam két tlr cAp quan ly cao nhat va ban than ho tham
gia thwc hién cac chwong trinh MBO thi két qua hoat
dong cé thé dwoc nang cao mot cach dang ké. Két
luan nay khéng cé gi dang ngac nhién néu xét dén
viéc, trong qua trinh thwc hién MBO, cac nhéan vién
phai tw xac dinh ho sé hoan thanh cai gi. Xét cho cung,
ai c6 thé biét rd nang lwc clia mot nguwdi hon ban than
ngudi do?

Céc muc tiéu la déng co phat déng cac qua trinh 1ap ké
hoach. Piéu bét budc 1a cac cap quan ly cao nhéat phai
gitr virtng cac méc muc tiéu da dinh dé hd tro cac can
bd quan ly cAp thap hon trong viéc di&n giai va thuc
hién cac mbc muc tieu mot cach hiéu qua. Cac muc
tiéu sé dan hwdng cho cac hoat déng quén ly nhw 1ap
ké hoach ngan sach, lap k& hoach hanh dong, t6 chirc
nhan sw, mua sém thiét bi. Cubi cuing, thanh céng cta
t6 chirc hoan toan phu thudc vao cac két qua tac dong
két hop tlr cadc muc tiéu nay.

Muc tiéu

Phan I&n nhitng nguwoi giam sat 1a ngudi dat ra cac
muc tiéu, tuy nhién mirc do ky nang cla ho khéng déng
déu. R4t it khi viét sai muc tiéu ma van thu dwoc hiéu
qué day dd bang cach quan ly theo muc tiéu MBO.
DPon gidn, mét muc tiéu 1a mot tuyén bd vé viéc sé phai
lam va né phai dwoc tuyén bd theo dang két qua can
dat. Mot clru canh dé dé ghi nhé khi viét muc tiéu 1a
SMART (Cu thé, Po lwdng dwoc, Kha thi, Binh hwéng
theo két qua, Co thoi han).

Cu thé

M6t muc tiéu can phai cu thé va dé cap dén mot két
qua chd yéu duy nhat. Néu can dat dwoc nhiéu két qua
thi phai c6 nhiéu muc tiéu. Biét duwoc phai hoan thanh
viéc gi da l1a mot buwdc Ion dé dat két qua.

Diéu gi quan trong dbi v&i ban? Ngay khi lam ré duoc
ban mubn dat dwoc diéu gi, ban can cha trong vao
muc tiéu ma ban da cb dat ra, va sé thyc hién diéu co y
nghia quan trong déi vai ban.

Do lwéng dwoc

M6t muc tiéu can phai do lwdng dwoc. Chi cé muc tiéu
nao anh hwdng dén hanh vi va sy dnh hwdng doé cé
thé dinh lwong dwoc méi la muc tiéu cd hiéu qua toi
wu. Néu co thé, hay tuyén bd muc tiéu nhv mét dai
lwong. Mot s6 muc tiéu sé khé dinh lwong hon cac muc
tiéu khac. Tuy nhién, khé khoéng c6 nghia la khéng thé
duwgc. Hoat ddng cla cac nhan vién ban hang cé thé

The supervisor and the subordinate meet periodically
to review the latter's progress. Communication is the
key factor in determining MBQ's success or failure.
The supervisor gives feedback and may authorize
modifications to the objectives or their timetables as
circumstances dictate. Finally, the employee's
performance is measured against his or her
objectives, and he or she is rewarded accordingly.

Steps in MBO Process

Research has demonstrated that when top
management is committed and personally involved in
implementing MBO programs, they significantly
improve performance. This finding is not surprising
when one considers that during the MBO process
employees determine what they will accomplish. After
all, who knows what a person is capable of doing
better than the person does him or herself?

Objectives are the driver of planning processes. It is
imperative that top managers safeguard the intention
of their goals to facilitate middle and Ilower
management's effective translation and
implementation of them. Objectives guide managerial
activities such as budgeting, the development of
action plans, staffing, and the purchasing of
equipment. The organization's success ultimately
depends on the combined outcomes of its objectives.

Objectives

Most supervisors set objectives, but not with equal
skill. Few, who do not correctly write objectives, will
reap MBO's full benefits. An objective is simply a
statement of what is to done and should be stated in
terms of results. A mnemonic aid to write objectives is
SMART (Specific, Measurable, Attainable, Result-
oriented, Time-limited).

Specific

An objective must be specific with a single key result.
If more than one result is to be accomplished, more
than one objective should be written. Just knowing
what is to be accomplished is a big step toward
achieving it.

What is important to you? Once you clarify what you
want to achieve, your attention will be focused on the
objective that you deliberately set. You will be doing
something important to you.

Measurable

An objective must be measurable. Only an objective
that affects behavior in a measurable way can be
optimally effective. If possible, state the objective as a
quantity. Some objectives are more difficult to
measure than others are. However, difficulty does not
mean that they cannot be measured. Treatment of
salespeople might be measured by looking at the
absenteeism and turnover rates among the sales
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do lwéng dwoc bang cach xem xét ty & hay vang mat
va ty 1é doanh thu clia d6i ngii ban hang. Ngoai ra, cé
thé yéu cau cac nhan vién ban hang dién ma khong
can ky tén vao mot ban cau hoi khdo sat hanh vi dé
biét y kién cGia nhan vién vé cac hoat dong giam sat dbi
véi ho. Dich vu khach hang cé thé dwoc do lwéng bang
cac chi sb nhu sb lan khiéu nai cta khach, sb lwong
khach hang ma coéng ty bi mét, hodc théng qua cac
cudc phdng van, trd 1&i ban cau héi khdo sat tlr phia
khach hang. Tién b cac can bd cap duai co thé duwoc
do lwdng bang cach xac dinh so0 lvgng cac nhiém vu
ma can bd cap dwéi da ndm virng. Sw hop tac voi cac
chtrc nang khac co thé dugc do lwong bang thoi gian
cham tré trong viéc cung cap cac thong tin can thiét,
ho&c théng qua danh gia cta ddng sw vé mirc do phdi
hop.

Tranh dwa ra cac muc tiéu chung chung. Tranh dung
cac dong t nhuw “biét’, “hiéu”, “tin rang”, “céd dwoc”.
Céc dong tlr mang y nghia hanh ddng sé dé quan sat
hon va truyén dat t6t hon y dinh cta hoat dong, vi du

nhw cac dong tir “viét”, “ap dung” “twcmg thuat”, “stra
déi”, “lap dat’, “lva_chon”, “dbi chiéu”, “lap rap”, “so
sanh”, “diéu tra” “trien khai”.

Lam thé nao dé biét ban da co tién trién?
Kha thi

M6t muc tiéu phai kha thi trong diéu kién ngudn luc
hién co. Nghia Ia phai thwc té. Nhidu muc tiéu khi dwa
ra rat thuc t&. Nhwng thdi han dé thwe hién muc tiéu do
c6 thé phi thuc té. Vi du nhw, gidm dwoc 10 pound
(xap xi 4,5 kg) 1a mot muc tiéu thye té. Nhung néu dat
muc tiéu la gidm 10 pound trong mét tuan thi sé& la phi
thuc té.

Ban sé gép nthng tl:c’)’ ngai nao khi thyc hién muc tiéu?
Lam theé nao dé khac phuc tirng tré ngai va thoi gian
can thiét la bao nhiéu?

DPinh hwéng theo két qua

Muc tiéu can tap trung vao cac muc dich clia t6 chirc.
Viéc hoan thanh tot muc tiéu sé tao ra sw khac biét cho
td churc.

Lam thé nao dé muc tiéu nay co thé gitp tb chirc tién
[én? Liéu muc tiéu nay cé phu hop v&i sk ménh cua to
chirc khéng?

Cé thei han

Muc tiéu can phai theo d6i dwoc. Cac muc tiéu cu thé
cho phép xac dinh cac wu tién vé thoi gian va thoi han
cho cac muc tiéu thye sw quan trong.

Thoi han ma ban xac dinh c6 thye té khong? Cac yéu
cadu mang tinh canh tranh khac cé gay nén cham tré
hay khoéng? Ban cé thé khic phuc nhitng yéu ciu nay
dé hoan thanh muc tiéu da dat ra trong th&i han da xac
dinh hay khéng?

Viét cac muc tiéu cé y nghia
Ma&c du rat khé dua ra cac quy tdc nhwng mot sb goi v

dudi day co thé sé co ich cho ban khi viét mét muc
tiéu.

force. Also, salespeople could be asked to fill out a
behavioral questionnaire anonymously giving their
observations of the supervision they receive.
Customer service could be measured by such indices
as the number of complaints received, by the number
of customers lost, and by customer interviews or
responses to questionnaires. Development of
subordinates could be measured by determining the
number of tasks the subordinate has mastered.
Cooperation with other functions could be measured
by length of delay in providing requested information,
or by peer ratings of degree of cooperation.

Avoid statements of objectives in generalities.
Infinitives to avoid include to know, to understand, to
enjoy, and to believe. Action verbs are observable and
better communicate the intent of what is to be
attempted. They include to write, to apply, to recite, to
revise, to contrast, to install, to select, to assemble, to
compare, to investigate, and to develop.

How will you know you've progressed?

Attainable

An objective must be attainable with the resources
that are available. It must be realistic. Many objectives
are realistic. Yet, the time it takes to achieve them
may be unrealistic. For example, it is realistic to want
to lose ten pounds. However, it is unrealistic to want to
lose ten pounds in one week.

What barriers stand between you and your objective?
How will each barrier be overcome and within what
time frame?

Result-oriented

The objective should be central to the goals of the
organization. The successful completion of the
objective should make a difference.

How will this objective help the organization move
ahead? Is the objective aligned with the mission of the
organization?

Time-limited

The objective should be traceable. Specific objectives
enable time priorities to be set and time to be used on
objectives that really matter.

Are the time lines you have established realistic? Will
other competing demands cause delay? Will you be
able to overcome those demands to accomplish the
objective you've set in the time frame you've
established?

Write Meaningful Objectives

Although the rules are difficult to establish, the
following may be useful when writing an objective.
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1. Bét dadu bang mot dong tir md t hanh déng hoac
sy hoan thanh (St dung dang ddng tr nguyén
thé, nghta la déng tir cé “to”).

2. Xéac dinh két qua cha yéu duy nhét cho tirng muc
tiéu
Xac dinh ngay hoan thanh dy kién

Chac chan rang muc tiéu ban viét la myc tiéu ma
ban c6 thé kiém soat dwoc

5. D& thkr lai xem muc tiéu da dap wng tiéu chi
SMART hay chwa, ban hay tw tra 107 cac cau hoi
sau:

» 8 = Muc tiéu cla t6i chinh xac la gi?

» M = Lam thé nao dé mo ta cong viéc duoc thyc hign
tot?

» A = Muc tiéu cua téi co kha thi khéng?
» R = Muc tiéu cla t6i cé y nghia khéng?

» T = Muc tiéu cla t6i cé thé theo déi dworc khong?

10. LAP KE HOACH HANH DONG

M&i mét muc tiéu can c6 mét ké hoach hanh déng,
trong d6 “xac dinh muc tiéu theo khia canh hoat déng”,
nghia la biéu dat muc tiéu bang cac hoat dong hay
hanh déng cu thé. Mot ké hoach hanh déng can gidp
cho nguwoi gidm sat duy tri dwoce trinh tw hoat déng,
phc"')i hop dwoc cac hoat déng trong nhém minh va git
cho cac dy an theo dung tién dd. K& hoach hanh déng
phai néu cu thé cac budc thue hién hodc cac nhiém vy
s& dwoc tién hanh dé dat muc tiéu. K& hoach hanh
dong bao gdm mot ké hoach tién do, quy dinh théi han
chét dé& hoan thanh cac hanh déng quan trong, xac
dinh cac nguén lyc can thiét d& dat muc tiéu va cac
phwong phap dé do Iwcmg/danh gia muc tiéu. Khi lap
ké hoach hanh dong, can gidi quyét cac Iinh vuc co
kho khan tiém &n, xem xét tdc dong chirc nédng lan
nhau clia cac hanh déng va muc dich cubi cung la tang
nang suét.

Ké hoach tién do sé& didu phdi cac ngudn lyc. Piéu
quan trong la 1ap ké hoach tién dd nhan sw ciing nhw
ké hoach s dung cac ngudn lwc khan hiém hoac dwa
vao thoi gian, vi du nhw ké hoach giao thiét bi. Ngoai
ra, cac ké hoach tién do ciing phai xet dén sy phu
thudc cua dy an, sy phu thudc ve nguon lwc, va sy
phan bd ngudn lwc. Theo ddi ké hoach tién dd va bao
céo, c6 thé bang cach s dung lich, s dung PERT
ho&c cac biéu dd Gantt. PERT la mét dang biéu d6 tién
trinh mé ta cac nhiém vu cda dw an. Mdi nhiém vu cé
mot 6 va cac mii tén kém theo dé ndi tir nhiém vy
trwéc dén nhiém vu sau. Cac nhiém vu trwwdc la nhirng
hanh déng hodc nhiém vu can dwoc hoan thanh truéc
khi bat dau nhiém vu ma chung ta dang néi dén. Biéu
dd Gantt 1a mdt biéu dd mé ta thdi han cda cac nhiém
vu. Biéu dd Gantt c6 dang duwong k&, chidu dai méi
duong ké cho biét ngay khéi dau va ngay két thac hoat
dong hay nhiém vu. Cac chi phi nguén luc sé& duoc
theo déi qua mot ké hoach ngan sach, trong d6 néu ré
chi phi cho tirng hoat ddng. Nguwoi gidm sat nén xac

1. Start with an action or accomplishment verb.
(Use the infinitive form of the verb. This
means to start the with "to.")

. Identify a single key result for each objective.
. Give the date of the estimated completion.
. Be sure the objective is one you can control.

. To test for validity of SMART objectives, ask
yourself the following questions.

a B~ WO N

» S = Exactly what is my objective?

» M = What would a good job look like?
» A = Is my objective feasible?

» R = Is my objective meaningful?

» T = Is my objective traceable?

10.ACTION PLANNING

Each objective should include an action plan, which
"operationally defines" the objective by expressing it in
terms of specific actions or operations. An action plan
can help the supervisor stay organized, coordinate his
or her team's activities, and keep projects on
schedule. The action plan states specifically what
steps or tasks will be accomplished to achieve the
objective. It includes a schedule with deadlines for
significant actions, resources necessary to achieve
the objective, and methods to measure the objective.
Preparing action plans addresses potential problem
areas, considers the cross-functional impact of the
actions, and ultimately increases productivity.

Scheduling coordinates resources. It is important to
schedule employees, as well as scarce or time-based
resources, such as equipment delivery schedules.
Also, schedules should include project dependencies,
resource dependencies, and resource allocation.
Tracking of the schedule can be reported by using a
calendar, PERT, and Gantt charts. PERT is a
flowchart-like view of project tasks. Each task has a
box and arrows pointing to it from its predecessors.
The predecessors are the actions or tasks that must
finish before the task we are looking at can start.
Gantt is a time-line view of the tasks. Gantt chart is a
bar graph where the length of each bar shows the
start and finish dates for each action or task.
Resource costs should be tracked by a budget that
shows each action's cost. The supervisor should
define best-case and worst-case time lines for tasks,
and the probability for each case.
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dinh thoi han hoan thanh nhiém vu trong hai treong
hop — trwong hop thuan loi nhéat, va trucyng ho’p xau
nhat — ddng thoi xac dinh xac suét xdy ra cua tirng
trwong hop.

Nguwoi gidam sat co thé lap ké hoach hanh dong véi sw
hé tro clia cac chwong trinh phan mém quan ly dy an
c6 san. Phan mém dwoc thiét ké dé té chirc cac nhiém
vy, theo doi cac chi phi, quén ly nhén vién va dap tng
thoi han. Chuwong trinh quan ly dw an co ban nhat gitp
sap xép céc y twdng cla nguo’l st dung dé tao ra mot
ké hoach tién d6 don gian. Chwong trinh phdn mém
nay dat ra cho nguwdi str dung mét danh muc cac cau
hdi — vira d& phéng van nguoi st dung vira d& dong
n&o suy nghi — sao cho c6 thé dé& cap dén moi thanh to
cta dw an, sau dé trinh bay két quéd mot cach co to
chtre. Cac chwong trinh khac c6 thé c6 thém nhiéu tinh
nang nhw theo ddi cac nhiém vu va chi phi theo thoi
gian, hodc kha nang lién két cac nhiém vu cé quan hé
phu thudc 1an nhau. Mét sé chwong trinh cé thé giap
phan bd nguén lyc, vi du nhw cac nhan vién cu thé,
cho cac nhiém vu cu thé. Mot sb san pham ciing tao ra
cac biéu db co thé liét ké va trinh bay cac nhiém vu
cing nhv méi quan hé phu thudc gira ching theo tién
do thoi gian.

11. GIAI QUYET VAN DBE VA RA QUYET DINH

Nguwoi giam sat ludn ludn 1a nguwdi dua ra nhirng quyét
dinh c6 anh hwédng dén cong viéc cta ngudi khac.
Tinh hudng hang ngay doi hoi phai co nhirng quyet
dinh giam sat bao gom cac quyét dinh lién quan dén
tinh than Iam viéc cta nhan vién, phan bd né lwc hoat
dong, vat tw st dung cho cong viéc, va phdi hop cac
ke hoach tién d6 va Iinh vre cong viéc. Nguoi giam sat
can phai nhan ra cac van dé vwéng méc, ra quyet dinh,
trién khai hanh dong va danh gia két qua. Dé co duoc
cac quyét dinh thdng nhét véi muc dich chung cua td
chire, ngum giam sat pha| s dung cac hwéng dan do
cac cap quan ly cao nhat dwa ra. Nhw vay, nguoi giam
sat s& kho dwa ra duwoc quyét dinh dung dan néu
khong lap ké hoach tét.

M6t muc tiéu sé tréd thanh mét tiéu chi sau khi duoc
quyét dinh. Quyét dinh la giadi phap duoc lwa chon tir
nhiéu phwong an khac nhau. Can ra quyét dinh khi
ngudi giam sat ddi mat véi mot van dé. Ra quyét dinh
la quy trinh chon Iwa mét tién trinh hoat dong dé giai
quyet van d&. Quyét dinh dau tién sé tra 11 cau héi: cd
can dén bién phap khac phuc hay khong. Mot gidi phap
don gian cé thé ap dung la thay déi muc tiéu.

Tuy nhién, céng viéc cla nguwdi giam sat la dat dwoc
muc tiéu. Do d6, nguoi giam sat sé cb gang dé khéc
phuc hau hét moi van dé.

M6t van dé phat sinh khi co sw khac biét gitra diéu xay
ra trén thuc té va diéu ma nguwoi giam sat mudn dé cho
xay ra. Mot sé van dé ma nguwoi giam sat phai déi mat
c6 thé sé xay ra thuwdng xuyén. Co thé hé théng hoa
cac gidi phap cho nhitng van dé nay bang cach thiét
lap cac chinh sach dé ludn co giai phap sn sang khac
phuc van dé. Trong cac tinh huong lap di lap lai nay,
chi can ap dung quy trinh giai quyét van d& mot 1an va

Project-management software programs are available
to help supervisors create action plans. The software
is designed to organize tasks, track costs, manage
employees, and meet deadlines. The most basic
project-management program helps organize the
user's thoughts so that a simple schedule can be
created. It presents the user with a list of questions --
interviewing the user and brainstorming at once -- to
extract all of the elements of a project, then presents
the results in an organized fashion. Other programs
add features such as tracking tasks and costs over
time, or the ability to link interdependent tasks. Some
programs can assign resources such as particular
employees, to particular tasks. Some products also
produce charts that list tasks and represent them,
showing interdependencies, on a time-line.

11. PROBLEM SOLVING AND DECISION MAKING

Supervisors constantly make decisions that affect the
work of others. Day-to-day situations involving
supervisory decisions include employee morale, the
allocation of effort, the materials used on the job, and
the coordination of schedules and work areas. The
supervisor must recognize problems, make a decision,
initiate an action, and evaluate the results. In order to
make decisions that are consistent with the overall
goals of the organization, supervisors use guidelines
set by top management. Thus, it is difficult for
supervisors to make good decisions without good
planning.

An objective becomes a criterion by which decisions
are made. A decision is a solution chosen from among
alternatives. Decisions must be made when the
supervisor is faced with a problem. Decision-making is
the process of selecting an alternative course of action
that will solve a problem. The first decision is whether
or not to take corrective action. A simple solution
might be to change the objective.

Yet, the job of the supervisor is to achieve objectives.
Thus, supervisors will attempt to solve most problems.

A problem exists whenever there is a difference
between what actually happens and what the
supervisor wants to have happen. Some of the
problems faced by the supervisor may occur
frequently. The solutions to these problems may be
systematized by establishing policies that will provide
a ready solution to them. In these repetitive situations,
the problem solving process is used once and then
the solution (decision) can be used again in similar
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sau d6 khi tinh huéng tuong ty xay ra, co thé st dung
lai gidi phap (hay quyét dinh) nay.

Khong cé cac quy trinh thwong xuyén hoac cac chinh
sach da dwoc thiét l1ap thi nhirng nguoi giam sat sé
kho khan hon dé dwa ra duwoc quyét dinh. Néu chuwa cé
chinh sach 4y, nguoi giam sat sé phai sang tao ra mot
gidi phap. Giai quyét van dé la qua trinh tién hanh hanh
dong chinh dén dé dat dwoc muc tiéu. Mot sé quyét
dinh hiéu qud hon can tinh sang tao. P& cé duwoc
nhirng y twédng tét hon, ngudi giam sat can theo dung
cac budc trong quy trinh gidi quyét van dé. Cac buéc
nay can duwoc xay dwng trén co s& phan tich 16gich.

Nguwoi giam sat co thé suy nghi vé& moi khia canh cla
van dé bang cach trd Ioi cac cau héi sau. bBau la diém
réc r6i? Réc réi phat sinh tir dau? Cac yéu té phat sinh
réc rdi la gi? Co thé lam didu gi trong moi kha nang?
Liéu tAt ca cac kha nang nay cé kha thi khéng? Xac
suét thanh coéng cla tirng gidi phap? Cac phuwong an
thay thé thich hop la phwong an nao? Sw lwa chon nao
la dung? To6i xda bd cac lwa chon khac nhw vay cé hop
ly hay khéng? Khi nao va lam thé nao dé thuc hién giai
phap? Céch tét nhat dé thuc hién giai phap la gi? Giai
phap nay da giai quyét dwoc van dé géc chwa? Toéi da
lén ké hoach, t6 chirc va thiét lap co ché kiém soat cac
hoat déng dan dén giai phap chwa?

Cac bwéc trong quy trinh gidi quyét van dé gom cé (1)
xac dinh van dé, (2) xac dinh céac tiéu chi quyét dinh,
(3) xay dwng cac phwong an thay thé, (4) quyét dinh,
(5) thuc hién quyét dinh, (6) danh gia quyét dinh.

CAC BUOC GIAI QUYET VAN PE VA RA QUYET
DPINH

1. Xac dinh van dé

Dit ra cac tiéu chi dé quyét dinh

Dit ra cac phwong an giai quyét

Quyét dinh

Thwe thi Quyét dinh

6. Danh gia quyét dinh va theo dubi

o >N

Bwéc 1. Xac dinh van dé. Quy trinh ra quyét dinh/giai
quyet van dé bat dau khi ngudi gidm sat nhan ra van
dé, cam thay ap lwc phai co6 hanh dong dé khac phuc,
va co nguon lyc dé lam mot diéu gi d6 nhdm khéc phuc
van dé. Piéu nay c6 nghia la nguoi giam sat phai xac
dinh chinh xac van dé. Xac dinh van dé& khong phai la
viéc dé&. Tuyén bd van dé c6 thé qua rong hodc qua
hep. Ngwoi giam sat thwong dé bi anh hwéng béi mot
phwong huwéng khac phuc cho phép anh ta/co ta bd
qua bwédc dau tién va quan trong nhat nay. Hoéc, cé
trwvong hop, nguyén nhan cla van dé trén thuc té lai
chi 1a biéu hién triéu ching.

Nguoi giam sat can giai quyét dung van dé. De Xac
dinh duwoc van dé, nguoi giam sat can mo ta cac yéu to
gay nén van dé. Pay la nhirng biéu hién triéu chirng dé
thay khi bdi canh hay diéu kién chi ra sy ton tai ctia van
dé -- ma cu thé |1a sw khac biét gitra cai dich mong
mudn vé&i thwe té& dang ton tai. Néu khong xac dinh
duwoc van d& mot cach rd rang, sé khong bao gior co

situations.

Exceptions to established routines or policies become
the more difficult decisions that supervisors must
make. When no previous policy exists, the supervisor
must invent a solution. Problem solving is the process
of taking corrective action in order to meet objectives.
Some of the more effective decisions involve
creativity. To get better ideas, the supervisor follows
the steps in the problem solving process. The steps
are built on a logical analysis.

The supervisor can think through all aspects of the
problem by answering the following questions. What
seems to be the trouble? Why is it causing the
trouble? What are the causal factors? What can be
done in all possibilities? Are all these possibilities
workable? What are the probabilities of success for
each of the solutions? What are the appropriate
alternatives? What is the correct choice? Have |
logically eliminated the other choices? When and how
can the solution be implemented? What is the best
way to implement the solution? Has the solution
solved the original problem? Have | planned,
organized, and provided for the control of actions
leading to solutions?

The steps in the problem solving process are (1)
define the problem, (2) identify decision criteria, (3)
develop alternatives, (4) decide, (5) implement the
decision, and (6) evaluate the decision.

STEPS IN PROBLEM SOLVING AND DECISION
MAKING

1. Define Problem

Identiy decision criteria
Develop Alternatives
Decide

Implement the decision

© 0 A WD

Evaluate the decision and follow-up

Step 1: Define the problem. The problem
solving/decision-making process begins when the
supervisor recognizes the problem, experiences
pressure to act on it, and has the resources to do
something about it. This means that the supervisor
must correctly define the problem. Problem
identification is not easy. The problem statement can
be too broad or too narrow. Supervisors are easily
swayed by a solution orientation that allows them to
gloss over this first and most important step. Or, what
is perceived, as the cause of a problem may actually
be a symptom.

The supervisor must solve the right problem. In order
to define the problem, the supervisor must describe
the factors that are causing the problem. These are
the symptoms, visible as circumstances or conditions
that indicate the existence of the problem -- the
difference between what is desired and what exists.
By not clearly defining the problem, ineffective action
will be taken.
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hanh ddng hiéu qua.

Bwéc 2. Xac dinh cac tiéu chi quyét dinh. Bang cach
tach riéng cac sw kién thuc té khoi van dé, nguoi giam
sat s& xac dinh diéu gi 1a hop ly dé& dwa ra quyét dinh.
Vi khéng c¢é riéng mot tiéu chi nao tét nhat dé ra quyét
dinh khi chang ta hiéu rd moi sw kién thuwc t& nén can
phai st dung mot bo tiéu chi thuan tién dé gidi quyét
van dé. C4c tiéu chi quyét dinh nay sé& xac dinh: diéu gi
chi dao quy trinh ra quyét dinh. Day la nhirtng co s& ly
luan quan trong va phu hop véi van dé dwoc xac dinh.
Diéu cbt yéu la cac tiéu chi nay dwoc xac lap sém
trong quy trinh giai quyét van d&, vi néu nhu xay dung
tiéu chi trong khi dang phan tich di liéu thi rat co thé
dir lieu sé xac dinh tiéu chi. Do do, thiét lap tiéu chi
sém sé dam bao dwoc tinh khach quan. Cac sw kién
thyc té c6 thé hiru hinh hodc vé hinh. Céc sy kién hivu
hinh bao gébm phan giao nhiém vu céng viéc, k& hoach
tién do cong viéc, trinh tw cong viéc. Cac sy kién vo
hinh c6 thé 13 tinh than 1am viéc, dong lwc lam viéc, hay
cac cdm giac va quan diém cla ca nhan.

O m6t mirc d6 nao dé, quy trinh nay van mang tinh chi
quan, vi tiéu chi ma ngwoi giam sat nay coi trong chwa
chac da quan trong véi ngudi giam sat khac. Vi du
nhw, cac tiéu chi st dung dé ra quyét dinh tuyén dung
nhan vién cda cac phong/ban khac nhau sé khac nhau;
phong ban hang s dung tiéu chi la sé lwong dai ly méi
mé& tai cac khu viec dia ly khac nhau, trong khi phong
san xuét lai str dung tiéu chi la sé lwong don vi san
phadm dwoc san xuat va tbc dd san xuét.

Can xac dinh cac khd nang khong chéc chan va céac
bién sb co thé phat sinh tr mot co hdi don gidn. Bat ké
giai phap duogc Iwa chon la gi, cac kha nang khong
chac chan van rat quan trong vi ching co6 the la diém
loi hoac cling cé thé 1a diém hai. Cac bién sb6 co hoi la
gi? Céc bién sb nay phat sinh nhw thé nao trong méi
lién quan v&i cac giai phap kha thi?

Khéng phai tt c& cac tiéu chi déu quan trong nhuw
nhau. (Céac trong sb clia cac can bd gidm sat khac
nhau cling c6 thé khac nhau). Xac dinh trong s cho
thdy mc do quan trong ma ngwoi giam sat dat vao
tieng tiéu chi dé gidi quyét van dé, va qua day ciing co
thé xac lap cac wu tién. Cac tiéu chi dac biét quan
trong c6 thé c6 trong sb cao hon, cac tiéu chi kém
quan trong hon c6 thé dwoc cho trong sb thap hon.

Bwéc 3. Xay dung cac phwong an thay thé. Nguwoi
giam sat phai xac dinh tat ca& moi giai phap thay thé co
tinh kha thi dé giai quyét van dé. Khi st dung tor “Kha
thi”, c6 thé dan dén viéc loai trir cac phwong an thay
thé qua tdn kém, mét nhiéu thoi gian hodc qua phic
tap. Do d6, bién phap tiép can tét nhat khi xac dinh cac
g|a| phap kha thi 1a tuyén bd tat cd moi phwong an cé
thé ma khoéng danh gia bat ky phwong an nao. Diéu
nay dam bao cho chung ta dwa ra dwgc mét danh sach
day da cac kha nang.

Dé xac dinh céac giai phap thay thé, can phai c6 cach tw
duy m&i (khac véi cach tw duy truyén thdng). Co thé sir
dung cac nhém nhan vién dé xac dinh cac giai phap
thay thé. Suy nghi dong nao la mot quy trinh co thé goi
y nhiéu phwong an nhat ma khong can qua danh gia.

Step 2: [dentify decision criteria. The supervisor
determines what is relevant in making a decision by
isolating the facts pertinent to the problem. Since
there is no single best criterion for decision making
where a perfect knowledge of all the facts is present, a
set of criteria must be used for the problem at hand.
These decision criteria identify what will guide the
decision-making process. They are the important facts
relevant to the problem as defined. It is important that
decision criteria be established early in the problem
solving process because if the criteria are developed
as analysis of data is taking place, the chances are
good that the data will determine the criteria. Thus,
setting the criteria early introduces objectivity. These
facts can be tangible as well as intangible. Tangible
facts might include the work assignments, the work
schedules, or work orders. Intangible facts could
include morale, motivation, and personal feelings and
perceptions.

This process is somewhat subjective, because what
serves as important criteria for one supervisor may be
less important for another. For instance, the decision-
making criteria used to hire employees differs across
departments; the sales department uses the number
of new store openings in different geographic areas,
while the manufacturing department uses how many
units of the product needs to be produced and how
quickly.

Key uncertainties, the variables that result from simple
chance, must be identified. Regardless of the solution
chosen, key uncertainties are important because they
can be plusses or minuses. What are the chance
variables? Which way would these variables fall,
relative to each of the workable solutions?

Not all criteria have the same importance. (Criteria
weights can vary among different supervisors as well.)
Assigning weights indicates the importance a
supervisor places on each criterion for resolving the
problem and helps establish priorities. Criteria that are
extremely important can be given more weight, while
those that are least important can be given less
weight.

Step 3: Develop alternatives. The supervisor must
identify all workable alternative solutions for resolving
the problem. The term workable prevents alternative
solutions that are too expensive, too time-consuming,
or too elaborate. The best approach in determining
workable solutions is to state all possible alternatives,
without evaluating any of the options. This helps to
ensure that a thorough list of possibilities is created.

Generating alternative solutions requires divergent
thinking (deviating from traditional.) Groups can be
used to generate alternative solutions. Brainstorming
is the process of suggesting as many alternatives as
possible without evaluation. The group is presented
with a problem and asked to develop as many
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C6 thé néu van dé véi nhém va dé nghi nhém xay
dwng cang nhiéu gidi phap cang tét. Khi suy nghi dong
ndo, nhan vién can dwoc khuyén khich dé duwa ra
nhitng goi y tdo bao, tham chi cwc doan. Ho cé thé
phat trién y twdng dwa trén cac goi y ngudi khac da
dwa ra. Khong dwgc danh gia mot phwong an nao khi
chwa xac dinh hét cac kha nang.

Nguwoi giam sat can danh gla dleu gi sé xay ra voi m0|
phwong an, va anh hu’o’ng cta moi phwong an voi van
dé can giai quyét. Diém manh va diém yéu cla ting
phuwong an dwoc phan tich ki bang cach so sanh cac
trong s da cho, sau dé xd6a bd cac phwong an khong
kha thi. Cac yéu t6 xac suat — vi du nhw rai ro, kha
nang khong chéc chan, va thiéu hiéu biét — cling can
duwoc xem xét. Rui ro 14 tinh trang khi ngudi ra quyét
dinh khong biét diy du théng tin nhwng van danh gia
cac két qua cé thé va xac dinh xac suat thanh cong cla
trng phwong an. Kha ndng khong chéc chén la tinh
trang khi nguoi ra quyét dinh danh gia cac két qua cé
thé cta trng phwong an nhwng khéng cé cadm giac gi
vé xac suét thanh cong. Sy thiéu hiéu biét I tinh trang
khi nguwoi ra quyét dinh khéng danh gia duwoc cac két
qué co thé cla tirng phwong an, chwa néi dén xac dinh
dwoc xac suét thanh cong. Nghién ctru k§ lwéng tat ca
cac phuwong an cé thé sé giup ngan chan tinh trang xéa
bd phwong an thich hop nhét, vi quyét dinh chi dung
dan khi phwong an tét nhat da duwoc danh gia.

Bwéc 4. Quyét dinh. Ngwoi gidm sat can chon lya
gitra cac phwong an. Phwong an dwoc cho diém cao
nhat phai 1a phwong an chon. Cé thé quyét dinh dwa
trén sw hé tro cla ngudi giam sat khac giau kinh
nghiém, hodc dwa trén nhirng danh gia trong qua kh,
y kién tw van tir nhirtng nguoi khac, tham chi dua trén
linh cdm.

Théi han 1a yéu t6 c6 tac dong dén quyet dinh. Két qua
c6 thé cla phuo’ng an va cac wu diém so v&i nhuoc
diém cuia két qua bi anh huéng bdi bat ky thdi han nao
duoc xac dinh trwéc. Phwong an nao 13 thich hop nhét
trong mot thoi ky cu thé da xac dinh trwdc?

Quyét dinh can dwoc duwa ra trén co s& dong thuan khi
tat ca (khong tinh da sd) moi ngudi trong nhém chap
nhan giai phap. Tat c& moi ngudi déu dwoc tham gia
va khi dé quyét dinh sé& cé tinh chéat d6i bén cung co6
loi. Sy déng thuan khéng bao gdm biéu quyét, tinh
diém trung binh, théa hiép, thwong lwong, hay trao dbi
(tinh hudng bén dwoc, bén mat). Mbi thanh vién déu
chap nhan gidi phap, méc du cé thé mot sd nguoi
khéng hoan toan bj thuyét phuc rang day la giai phap
t6t nhat. Quyét dinh “dung” 1a danh gia tét nhéat cla
toan bo tap thé nhom.

Sw ddng thuan dem dén cho tirng ca nhan co hoi dwoc
gop y va y kién cla anh ta/co ta sé dwoc can nhac mot
cach cong bang. T4t cd moi ngudi déu cé trach nhiém
vira nghe vira déng gop. Su bat déng dwoc coi la co
ich, thay vi tao ra nhirng tré ngai trong qua trinh dat
dugc sy dong thuan. Mbi ngudi sé theo ddi quéa trinh
ra quyét dinh va dé nghi thao luan khi qua trinh tré nén
thiéu hiéu qua. Nhom thidu sb it nguwdi nhat cé co hoi
dé thay ddi y kién cla tap thé néu nhw nhém dwa ra
dwoc nhirng y kién déng gép sac sao.

solutions as possible. When brainstorming, employees
should be encouraged to make wild, extreme
suggestions. They build on suggestions made by
others. None of the alternatives are evaluated until all
possibilities are exhausted.

The supervisor must judge what would happen with
each alternative and its effect on the problem. The
strengths and weaknesses of each alternative are
critically analyzed by comparing the weights assigned
and then eliminating the alternatives that are not
workable. Probability factors -- such as risk,
uncertainty, and ignorance - must be considered. Risk
is a state of imperfect knowledge in which the
decision-maker judges the different possible outcomes
of each alternative and can determine the probabilities
of success for each. Uncertainty is a state in which the
decision-maker judges the different possible outcomes
of each alternative but lacks any feeling for their
probabilities of success. Ignorance is a state in which
the decision-maker cannot judge the different possible
outcomes of each alternative, let alone their
probabilities. Investigating all the possible alternatives
helps to prevent eliminating the most appropriate one,
because a decision is only as good as the best
alternative evaluated.

Step 4: Decide. The supervisor must make a choice
among the alternatives. The alternative that rates the
highest score should be the preferred solution. The
decision can be assisted by the supervisor's
experience, past judgment, advice from others, or
even a hunch.

Timing impacts the decision. The probable outcome
and its advantages versus its disadvantages are
affected at any given time. Which alternative is most
appropriate at a given time?

Decisions are made by consensus when solutions are
acceptable to everyone in the group, not just a
majority. Everyone is included, and the decision is a
win-win situation. Consensus does not include voting,
averaging, compromising, negotiating, or trading (win-
lose situations). Every member accepts the solution,
even though some members may not be convinced
that it is the best solution. The "right" decision is the
best collective judgment of the group as a whole

Consensus gives every person a chance to be heard
and have their input weighed equally. All members
accept responsibility for both listening and
contributing. Disagreements are viewed as helpful
rather than hindrances in reaching consensus. Each
member monitors the decision-making process and
initiates discussions about the process if it becomes
ineffective. The smallest minority has a chance fto
change the collective mind if their input is keener.
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Cac thanh vién trong nhom sé khong dirng lai ngay ca
khi da c6 y kién thong nhéat. Ho sé chi tng ho cac giai
phap ma ho thwe sw chap nhan. Nhwng néu cé nguoi
st dung quyén nay dé di nguwoc lai y nguyén cta da sb
thi trwéc hét phai biét 1dng nghe tri tué tap thé. Khong
nén can tré dé ap dat y chi cla ca nhan lén y chi cta
nhom.

Sw dbng thuan sé cé hiéu qua trong mot méi trudng tin
cay lan nhau, trong d6 mdi ngudi déu cé loi hodc bi
anh huédng nhuw nhau tr mét quyét dinh. Méi ngudi déu
phai 1&ng nghe, tham gia, thu nhan théng tin, tw duy
hop ly va 1a mét phan ngay tir dau qua trinh. Do d6, dé
dat dwoc sw déng thuan sé rat méat thoi gian va ton
cbng strc ctia nhivng ngwdi tham gia. Tuy nhién, déng
thuan sé tao ra sw ddng bd. Bdng thuan 1a hanh déng
két hop cGia nhém, va co hiéu qua cao hon so véi tng
hiéu qua cla tat cd cac hanh dong khi khéng cé sw
ddng thuan. Gidi quyét van dé/ra quyét dinh mot cach
két hop sé tao kha nang cho cac thanh vién ctia nhém
dua ra mot quyét dinh tét hon so v&i quyét dinh cla
tirng thanh vién.

Dé tién hanh hoat déng, can phai cé s tw tin hoac
diing khi. Chi ngwoi nao san sang chap nhan rdi ro moi
c6 thé nhan trach nhiém vé quyet dinh kém theo hanh
dong. Trén thuc té ngudi giam sat van chiu trach
nhiém vé két qua cta quyét dinh. Do do, ngudi giam
sat can phai tin chic rdng minh da xac dinh dung van
dé va lwa chon duoc gidi phap kha thi nhat. Sw ty tin 1a
yéu td tot nhat ma ngudi giam sat can coé trong giai
doan nay.

Bwéc 5. Thue thi quyét dinh. Ngay khi lwa chon duoc
gidi phap, can phai théng bao quyét dinh dén nhiing
nguwdi ma quyét dinh c6 anh hudng dén cong viéc cta
ho. Cudi cung, moi nguc‘)’i sé xac dinh viéc thwc hién
quyet dinh c6 hiéu qua hay khéng. Néu khong dé y dén
yéu t6 nay, giai phap sé that bai. Do do, viéc thyc hién
la phan vd clng quan trong trong quy trinh ra quyét
dinh. L6i kéo cac nhan vién tham gia trwc tiép trong
qua trinh thwe hién quyét dinh hodc nhirng ngudi gian
tiép chiu anh hudng bdi quyét dinh sé& giup ting thém
sy tan tuy ctia ho. Khéng co s tan tuy nay, sé rat kho
dé c6 dwoc sy hd tro va dat duwoc két quéd mong mubn.
Co su tan tuy nay, ngwoi giam sat ddm bao dwgc mirc
do thich hop dé quyét dinh dwgc chap nhan va nhan
dwoc sy hd tro can thiét.

Dé thuc hién quyét dinh, ngudi gidm sat can co ké
hoach trao ddi viéc nay véi nhixng ngwdi bi anh hwéng
trwc tiép hodc gian tiép. Cac nhan vién cta té chirc
phai hiéu ré quyét dinh cé nhitng &nh hwéng nao dbi
v&i ho. Trao ddi trwdc khi cac hanh dong va sw kién
xay ra s& c6 hiéu qua nhéat. Theo cach nay, cac sw kién
sé theo dung ké hoach va xay ra theo cach ma ching
phai xay ra. Do do, ngudi giam sat can tra 16i cac cau
héi co y nghia sbng con nay trudc khi ngudi khac h0|
Trao dbi cac cau tra 1 co thé giup khac phuc sy ngan
ngai, ma néu khong, rat co thé tré thanh tré ngai.

Bwoc 6. Danh gia quyét dinh. Nguoi giam sat can theo
ddi va danh gia cac két qua cla quyet dinh dé xac dinh
xem da dat dwoc két qua mong mudn hay chuwa. Néu
chwa thi phai kiém tra lai quy trinh tr d&u dé tim xem

Group members do not give in just to reach an
agreement. They support only those solutions that
they can truthfully accept. If people exercise this
power to go against the majority, they must have
listened to the collective wisdom in good conscience.
A block should not be used to place an individual's will
above the group's.

Consensus works in an environment of trust, where
everyone suffers or gains alike from the decision.
Everyone must listen, participate, get informed, be
rational, and be part of the process from the
beginning. Thus, consensus can be time consuming
long and exhausting to the participants. Yet,
consensus will result in synergism. Synergy is the
combined action of the group, greater in total effect
than the sum of their effects. The combined problem
solving/decision ~making abilities of the group
members produce a better decision than that of the
individual member.

Taking action requires self-confidence or courage.
Only a person who is willing to take risks is able to
assume responsibility for a decision involving action.
The fact remains that the supervisor is held
accountable for the outcome of the decision. Thus, he
or she must be confident that the right problem has
been defined and the most workable solution has
been chosen. Self-confidence is the best element for a
supervisor to possess at this stage.

Step 5: Implement the decision. Once the solution is
chosen, the decision is shared with those whose work
will be affected. Ultimately, human beings will
determine whether or not a decision is effectively
implemented. If this fact is neglected, the solution will
fail. Thus, implementation is a crucial part of the
decision-making process. Including employees who
are directly involved in the implementation of a
decision, or who are indirectly affected by that
decision, will help foster their commitment. Without
their commitment, gaining support and achieving
outcomes becomes increasingly difficult. With this
commitment, the supervisor has a reasonable degree
of assurance that the decision will be accepted and
has the necessary support.

In order to implement the decision, the supervisor
must have a plan for communicating it to those directly
and indirectly affected. Employees must understand
how the decision will affect them. Communication is
most effective when it precedes action and events. In
this way, events conform to plans and events happen
when, and in the way, they should happen. Thus, the
supervisor should answer the vital questions before
they are asked. Communicating answers to these
questions can overcome much of the resistance that
otherwise might be encountered.

Step 6: Evaluate the decision. The supervisor must
follow up and appraise the outcomes from the
decision to determine if desired results were achieved.
If not, then the process needs to be reviewed from the
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c6 sai s6t & dau. Viéc danh gia co thé tién hanh duwéi
nhiéu hinh thirc, tiy thudéc vao loai quyét dinh, méi
trwong, diéu kién lam viéc, nhu ciu cla cac can bo
quan ly va nhan vién, va cac van dé ky thuat. Noi
chung, can cé cac y kién phan hdi va bao cao dé tim
hiéu két qua cta quyét dinh. Doi khi, c6 thé ap dung
cac bién phap stra chiva cho cac buwéc khac nhau.
Trong mot sé trudng hop, sé phai bat dau lai tvr dau
toan bd qua trinh ra quyét dinh.

Chtrc nang chinh cla viéc theo doi qua trinh thyc hién
quyét dinh |a xac dinh xem van dé cé dwoc giadi quyét
hay khong. Théng thuwdng, dé theo ddi thi nguwdi giam
sat phai kiém tra linh vuc coéng viéc bi &nh hwéng béi
quyét dinh. Nguoi giam sat cé thé phai 13p lai toan bo
qua trinh quyét dinh néu giai phap lwa chon lai lam nay
sinh mot van d& mai. Tét hon hét 1a phat hién ra diéu
nay trong khi theo déi thuc hién quyét dinh; khéng nén
dé cho van d& mai nay phat sinh ma khéng ai biét dé
giai quyét trudc.

12. QUY TRINH TO CHU'C CAC BUGC XAY
DYNG TO CHUC

1. Ra soat cac Ké hoach
Liét ké cac Nhiém vu
Nhém cac Nhiém vu thanh Céng viéc

Nhom cac Cong viéc

o M D

Phan dinh céng viéc
6. Uy thac quyén han

M6t van dé chd yéu khi thue hién cac muc dich da xac
dinh trong quy trinh lap ké hoach la co cAu cong viéc
cla té chirc. Cac to chire gdm cac nhém ngudi, voi
cac y twdng va cac ngudn lwc, va ho cung lam viéc dé
hwéng téi cac muc dich chung. Muc dich cla viéc td
chirc chirc nang la tan dung tot nhat cac nguén luc cla
td chirc nham dat dwoc cac muc dich cua td chirc. Cor
cau t6 chirc Ia khung ra quyét dinh chinh thirc, va la
co s& dé phan chia, nhém lai va diéu phdi cac nhiém
vu cbng viéc. Chinh thirc héa la mét khia canh quan
trong trong co cAu. Day 1a van dé xac dinh ré rang cac
don vi, va trinh bay ranh mach cac chinh sach, thi tuc
va cac muc dich cla chung. Pay la co ciu té chic
chinh thirc dwoc cac cap quan ly cao nhét xac dinh va
xay dwng. Co c4u td chirc chinh thirc c6 thé dwoc trinh
bay dwdi dang so dd. Mét so do té chirc sé mo ta co
céu td chirc va cac vi tri cdng tac, cac tuyén lanh dao
va quan hé gilra cac phong ban.

Co céu td chirc khong chinh thirc 1& mét mang Iwdi
gém cac quan hé xa hdi qua lai gilba cac nhan vién, va
khong lién quan dén co ciu Ianh dao chinh thirc cla
cbng ty. Day hoan toan la cac quan hé ca nhan va xa
hoi, ndy sinh mot cach tw phat khi nguwdi nay lién két
vOi nguwoi khac trong moi trvong cong viéc. Nguoi
gidam sat can nhan thirc dwgc rang co ciu tb chire
khéng chinh thirc cé nhitng anh hwéng dén co céu td
chire chinh thire. Co cdu té chirc khong chinh thirc co
thé tao ap lwc dbi véi cac thanh vién trong nhom dé
theo dung cac ky vong clia nhém khéng chinh thire, khi

beginning to determine where errors may have been
made. Evaluation can take many forms, depending on
the type of decision, the environment, working
conditions, needs of managers and employees, and
technical problems. Generally, feedback and reports
are necessary to learn of the decision's outcome.
Sometimes, corrections can be introduced for different
steps. Other times, the entire decision-making process
needs to start over.

The main function of the follow up is to determine
whether or not the problem has been resolved.
Usually follow up requires a supervisory visit to the
work area affected by the decision. The supervisor
may have to repeat the entire decision process if a
new problem has been generated by the solution. It is
better to discover this failure during the follow up
period rather than remain unaware of a new problem
provoked by the implemented solution.

12. ORGANIZING PROCESS STEPS IN
ORGANIZING PROCESS

1. Review Plans

List Tasks

Group Tasks into Jobs
Group Jobs

Assign Work

© 0 A WD

Delegate Authority

A key issue in accomplishing the goals identified in the
planning process is structuring the work of the
organization. Organizations are groups of people, with
ideas and resources, working toward common goals.
The purpose of the organizing function is to make the
best use of the organization's resources to achieve
organizational goals. Organizational structure is the
formal decision-making framework by which job tasks
are divided, grouped, and coordinated. Formalization
is an important aspect of structure. It is the extent to
which the units of the organization are explicitly
defined and its policies, procedures, and goals are
clearly stated. It is the official organizational structure
conceived and built by top management. The formal
organization can be seen and represented in chart
form. An organization chart displays the organizational
structure and shows job titles, lines of authority, and
relationships between departments.

The informal organization is the network, unrelated to
the firm's formal authority structure, of social
interactions among its employees. It is the personal
and social relationships that arise spontaneously as
people associate with one another in the work
environment. The supervisor must realize that the
informal organization affects the formal organization.
The informal organization cans pressure group
members to conform to the expectations of the
informal group that conflict with those of the formal
organization. This can result in the generation of false
information or rumors and resistance to change
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cac ky vong nay mau thuan véi ky vong clia co ciu td
chirc chinh thirc. Didu nay c6 thé tao ra cac théng tin
gid hodc tin dén va sw ngan ngai khi l1anh dao mudn
tién hanh thay dbi. Ngwoi giam sat can nhan ra sy ton
tai cla nhirng nhém théng tin nay, xac dinh vai tro cla
cac thanh vién thudéc cac nhém va dung sy hidu biét
cla cac nhém dé lam viéc mot cach hiéu qua. Co céu
td chirc khong chinh thirc c6 thé 1am cho co ciu tb
chire chinh thirc hiéu qua hon bang cach hé tro quan
ly, 6n dinh méi trwdng va tao ra cac kénh thang tin lién
lac co ich.

Co cau té chirc

Mé&c du gitra cac co ciu tb chirc cé sy khac biét rat Ion
nhwng cling c6 nhiéu diém twong ddng dé phan loai.
M6t cach phan loai dwoc ap dung réng rai la chia thanh
hai kiu (hinh thirc “co’ hoc” so véi hinh thirc “hiru co”
clia co' cau t6 chirc). Co cAu td chire theo hinh thirc co
hoc 1a co cAu thiét ké theo truyén thdng hodc kiéu cd
dién, rat phd bién & nhiéu té chirc doanh nghiép quy
mo vira va lon. O mét mirc d6 nao do, co clu t6 chirc
theo kiéu nay rat cirng nhéc vi né bao gom cac cong
viéc dwoc phac thao rat rd rang, voi co cau cap bac
dwoc xac dinh cu thé, va chd yéu dwa vao co ché chi
huy kiém soat chinh thirc. Co' ciu quan liéu nhan manh
dén chinh thirc hoa la hinh thire dau tién clia co clu to
chirc kiéu co gi¢i. Quan liéu 1a hinh thirc td chirc co
dac diém 1a viéc ra quyét dinh khong lién quan dén
riéng ai, ¢ ton ti cAp bac, dinh hwéng theo muc dich
va hop ly, dong thoi cé co ché kiém soat chinh thirc va
phan chia nhé thanh cac vij tri quan ly va chuyén mén
héa lao ddng. Co cau quan liéu bao gdm nhiéu cap bac
va nhiéu cap quan ly. Trong mét co cau cdng kénh nhuw
vay, cac ca nhan bi gi¢i han kha nhiéu trong Iinh vuc
chuyén mén cuta riéng minh. Co ché quan liéu dwoc
hwéng theo phwong phap tiép can tir trén xudng hodc
theo ménh lénh va kiém soat, trong d6 cac nha quan
ly dwa ra cac dinh hwéng 16n va kiém soat chat ché
cac nguoi khac. Nhitng déc diém khac cla co clu to
chtrc quan liéu gdm cé phan chia chirc ndng lao ddng
va chuyén mén hda cong viéc.

Trai lai, co’ cau tbé chirc hivu co cé tinh chét linh hoat
hon, thich (rng hon v&i hinh thirc quan ly cé sy tham
gia, va it phai lo ngai vé mét co ciu xac dinh qué ro.
Co céu td chirc hitu co co tinh chat mé dbi voi moi
trwdng dé dau tw theo cac co hdi mai.

Co cau t6 chirc hiru co 1a mét co' cau phang, chi co
mot hodc hai cap quan ly. Co cau to chire phang nhén
manh bién phap tiép can phan cép trong quan ly va
khuyén khich nhan vién tham gia nhiéu vao cac quyét
dinh. Muc dich cta co ciu td chirc kiéu nay la tao ra
nhirng doanh nghiép hodc xi nghiép nhé, doc lap, co
thé dap ng nhanh chéng véi nhu cau clia khach hang
hodc nhirng thay dbi trong méi trwdng kinh doanh.
Nguwdi giam sat thuwdng cd nhirng quan hé mang tinh
chét ca nhan hon voi nhan vién.

Nguwoi giam sat nén nhan thire dwoc sy ton tai cla cac
nhom thong tin, xac dinh vai trd cla cac thanh vién
trong nhom, va st dung kién thirc clia cac nhom do dé
lam viéc mot cach hiéu qua. Co chu td chirc khong
chinh thirc ¢ thé lam cho co chu td chirc chinh thirc

desired by management. The supervisor should
recognize the existence of information groups, identify
the roles member play within these groups, and use
knowledge of the groups to work effectively with them.
The informal organization can make the formal
organization more effective by providing support to
management, stability to the environment, and useful
communication channels.

Organizational Structure

Even though the differences among organizations are
enormous, there are many similarities that enable
them to be classified. One widely used classification is
the twofold system (mechanistic versus organic forms
of organizational structure) The mechanistic structure
is the traditional or classical design, common in many
medium- and large-size organizations. Mechanistic
organizations are somewhat rigid in that they consist
of very clearly delineated jobs, have a well-defined
hierarchical structure, and rely heavily on the formal
chain of command for control. Bureaucratic
organizations, with their emphasis on formalization,
are the primary form of mechanistic structures.
Bureaucracy is a form of organization characterized
by a rational, goal-directed hierarchy, impersonal
decision making, formal controls, and subdivision into
managerial positions and specialization of labor.
Bureaucratic organizations are tall consisting of
hierarchies with many levels of management. In a tall
structure, people become relatively confined to their
own area of specialization. Bureaucracies are driven
by a top-down or command and control approach in
which managers provide considerable direction and
have considerable control over others. Other features
of the bureaucratic organization include functional
division of labor and work specialization.

On the other hand, the organic structure is more
flexible, more adaptable to a participative form of
management, and less concerned with a clearly
defined structure. The organic organization is open to
the environment in order to capitalize upon new
opportunities.

Organic organizations have a flat structure with only
one or two levels of management. Flat organizations
emphasize a decentralized approach to management
that encourages high employee involvement in
decisions. The purpose of this structure is to create
independent small businesses or enterprises that can
rapidly respond to customers' needs or changes in the
business environment. The supervisor tends to have a
more personal relationship with his or her employees.

The supervisor should recognize the existence of
information groups, identify the roles member play
within these groups, and use knowledge of the groups
to work effectively with them. The informal
organization can make the formal organization more
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tré nén hiéu qua hon béng cach hé tro quan ly, tao sw
on dinh moi trwdng va tao ra cac kénh thdng tin lién lac
co ich.

Co cAu t6 chire theo tinh hudng la co cau td chire thich
hop nhéat cho tirng tinh hubng, tuy thudc vao cong
nghé&, quy mé cla t6 chirc, cac muc dich va chién lworc,
s 6n dinh cGia mdi trwdng va tinh cach cGa nhan vién.
Co céu td chire kidu co hoc phu hop nhét véi cac hoat
déng mang tinh chét 13p lai va cac méi trworng én dinh,
trai lai co' cau t6 chirc hiru co phu hop nhat véi nhirng
nhiém vu co tinh chat bat dinh va méi truong hay thay
doi.

Thiét ké td chirc

Thiét ké t6 chirc bao gébm viéc lwa chon mét co cau coé
thé giup cho cong ty dat dwoc cac muc dich ctia minh
mot cach hiéu qua nhét. Thiét ké t6 chirc nghia la tao
ra mot co céu td chirc ¢co tinh chirc nang theo truyén
thdng, hodc c6 tinh phan chia, va/hodc ma tran té
chirc.

Céac chirc ndng hodc phong/ban sé sdp xép cac tb
chire theo kiéu truyén théng. Trong mét td chirc co tinh
chrc ndng, quyén han dwoc xac dinh bang cac mbi
quan hé gilra cac chirc nang va hoat ddng nhém. Cac
co cAu chirc nang sé tap hop cac chuyén mén/quy
trinh cdng viéc twong tw nhau hodc cé lién quan voi
nhau duwi nhirng tén goi quen thudc nhuw tai chinh, san
xuét, marketing, ké toan thu, nghién ctu, hay khoa
ngoai va xac dinh bang anh. Pay la cach dé dat dwoc
tinh kinh té théng qua sy chuyén mén héa. Tuy nhién,
t6 chirc cé nguy co bi mat tdm nhin vé céac lgi ich
chung do cac phong/ban khac nhau sé chi theo dudi
muc dich riéng clia minh.

Trong t6 chirc c6 tinh phan chia, cac phong/ban tong
hop sé hoat dong nhw cac doanh nghiép kha tw cha
dwdi moét téng cong ty. Trong mot t6 hop cong ty, cac
phong/ban c6 thé khong lién quan gi dén nhau. Co céu
td chire co tinh phan chia dwogc tao ra tr cac don vi
kinh doanh chién lwoc doc 1ap, mbi don vi nay san xuét
mot loai s&n pham riéng. Mot “tdng hanh dinh” trung
wong sé chl y dén két quéd cong viéc bang cach diéu
phdi va kiém soat cac hoat dong, dong thei cung cap
céac dich vu hé tro gitra cac phong/ban. Cac phong/ban
chirc nang sé thyc hién cac muc dich phan chia. Tuy
nhién, diém yéu cla co céu nay 1a xu hwéng trung lap
hoat déng gilra cac phong/ban.

Trong co céu t6 chirc ma tran, cac nhém dwoc thanh
lap va thanh vién cac nhém bao cao Ién hai can b
quén ly hodc hon. Co ciu ma tran s& dung dong thoi
co ché chi huy ctia co cdu chirc ndng ciing nhw co ciu
phan chia trong cing mét bd phan cua té chire, thwdng
la cho cac dw an cung loai. Co' cAu ma tran dwoc dung
dé phat trién mot s&n pham mai, hay tiép tuc ddm bao
sw thanh céng ctia san phdm ma mét sé phong/ban co
dong gop trurc tiép trong qua trinh san xuat, hodc dé
g|a| quyét moét van dé kho khan. Khi choéng thém co
céu du an 1én trén co clu chirc ndng, sé tao ra co ciu
ma tran, cho phép td chire tan dung cac co hdi moi. Co
cdu nay giup phan coéng cac chuyén gia tlr céac
phong/ban chirc nang khac nhau dén lam viéc cho mot

effective by providing support to management, stability
to the environment, and useful communication
channels

Contingency organization means that the most
appropriate organization structure for each situation
depends upon technology, organizational size, goals
and  strategy, environmental  stability, and
characteristics of the employees. Mechanistic
organizations are best suited to repetitive operations
and stable environments, while organic organizations
are best suited to an uncertain task and a changing
environment.

Organization Design

Designing an organization involves choosing an
organizational structure that will enable the company
to most effectively achieve its goals. Organization
design is the creation of an organization's structure,
traditionally functional, divisional, and/or matrix.

Functions or  divisions arrange traditional
organizations. In a functional organization, authority is
determined by the relationships between group
functions and activities. Functional structures group
similar or related occupational specialties or
processes together under the familiar headings of
finance, manufacturing, marketing, accounts
receivable, research, surgery, and photo finishing.
Economy is achieved through specialization.
However, the organization risks losing sight of its
overall interests as different departments pursue their
own goals.

In a divisional organization, corporate divisions
operate as relatively autonomous businesses under
the larger corporate umbrella. In a conglomerate
organization, divisions may be unrelated. Divisional
structures are made up of self-contained strategic
business units that each produces a single product. A
central headquarters, focusing or results, coordinates
and controls the activities, and provides support
services between divisions. Functional departments
accomplish division goals. A weakness however, is
the tendency to duplicate activities among divisions.

In a matrix organization, teams are formed and team
members report to two or more managers. Matrix
Structures utilize functional and divisional chains of
command simultaneously in the same part of the
organization, commonly for one-of-a-kind projects. It is
used to develop a new product, to ensure the
continuing success of a product to which several
departments directly contribute, and to solve a difficult
problem. By superimposing a project structure upon
the functional structure, a matrix organization is
formed that allows the organization to take advantage
of new opportunities. This structure assigns specialists
from different functional departments to work on one
or more projects being led by project managers. The
matrix concept facilitates working on concurrent
projects by creating a dual chain of command, the
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hodc nhiéu dy an do cac quén ly dw an chiju trach
nhiém. Khai niém ma trén tao diéu kién dé lam viéc
cung mét luc cho nhiéu dw an bang cach tao ra mét co
ché chi huy kép, trc 14 quan ly dw an (chwong trinh, hé
thdng, hodc san phadm) va quan Iy chirc ndng. C4c can
bd quan ly dw an cé quyén han véi cac hoat déng
hwéng téi cac muc dich cla td chive, con cac can bd
quan ly chirc nang cé quyén han véi cac quyét dinh
nang bac nhan vién va kiém tra danh gia két qua hoat
dong.

Co cdu ma tran d&c biét thich hop véi cac cong ty
muén day nhanh quy trinh ra quyét dinh. Tuy nhién, co
cAu ma tran co thé khong cho phép phat trién cac moi
quan hé cong viéc lau dai. Ngoai ra, viéc mét nhan vién
c6 nhiéu can bd quan ly c6 thé dan dén sw l1an [6n vé
danh gia va trach nhiém giai trinh cdia can bd quan ly.
Do dd, hé théng ma tran c6 thé lam cho mau thuan
gitta sdn phdm va cac lgi ich chirc ndng tr& nén
nghiém trong hon.

project (program, systems, or product) manager and
the functional manager. Project managers have
authority over activities geared toward achieving
organizational goals while functional managers have
authority over promotion decisions and performance
reviews.

Matrix organizations are particularly appealing to firms
that want to speed up the decision-making process.
However, the matrix organization may not allow long-
term working relationships to develop. Furthermore,
using multiple managers for one employee may result
in confusion as to manager evaluation and
accountability. Thus, the matrix system may elevate
the conflict between product and functional interests.

CHU TICH /
PRESIDENT

Pho Chu tich SX/
Vice President —
Production

Phé Chu tich K/Thuat /
Vice President —
Technical

Phoé Chu tich T/Thij /
Vice President —
Marketing

Phu Trach Dw An /
Project Management

Cac t6 chirc khong bién gisi khong bi gi¢i han hay xac
dinh theo ranh gi¢i ngang, doc hoac ranh gi¢i bén
ngoai clia mét co ciu dinh sén. Thay vao dod, cac t6
chrc nay cé nhiéu dac diém cla co cau phang, va
nhan manh nhiéu vao co ché lam viéc theo cac nhom.
Céac nhém cé cac chirc nang xuyén subt lam nhoa di
cac rao chan hang ngang va giup cho t6 chirc nhanh
chéng dap ng duwoc cac thay ddi méi trudng ciing
nhw dan dau cac hoat dong ddi mdi. Cac t6 chirc
khong bién gidi co thé tao ra cac quan hé khac nhau
v&i khach hang, cac nha cung trng, va/hoéc cac dbi thi
canh tranh (vi du nhw cac lién doanh, s& hiru tri tué,
cac kénh phan phdi, ho&c cac ngudn tai chinh).

Can c6 mot moi trwong khéng bién gidi bang cach
nghién clru cac td chirc dé tao diéu kién phdi hop
nhém va chia sé théng tin. Mot té chirc khéong ngirng
xay dwng nang lywc dé thich (rng va ton tai trong mot
méi trwdng ngay cang canh tranh do tat ca cac thanh

Boundaryless organizations are not defined or limited
by horizontal, vertical, or external boundaries imposed
by a predetermined structure. They share many of the
characteristics of flat organizations, with a strong
emphasis on teams. Cross-functional teams dissolve
horizontal barriers and enable the organization to
respond quickly to environmental changes and to
spearhead innovation. Boundaryless organizations
can form relationships (joint ventures, intellectual
property, distribution channels, or financial resources)
with customers, suppliers, and/or competitors.

A boundaryless environment is required by learning
organizations to facilitate team collaboration and the
sharing of information. When an organization
develops the continuous capacity to adapt and survive
in an increasingly competitive environment because
all members take an active role in identifying and
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vién déu dong vai tro tich cwe trong viéc xac dinh va
gidi quyét cac van dé lién quan dén cong viéc, ciing co
nghia la t& chirc d6 da xay dwng dwoc moét van héa
hoc hai. Mot tb chirc biét hoc hai la té chirc c6 thé thich
&¥ng va ng phé voi thay ddi. Thiét ké nay trao thém
quyén han cho nhan vién vi ho da thu nhan dwoc va
chia sé kién thirc va ap dung két qua hoc héi d6 vao
qua trinh ra quyét dinh. Ho déng gop tri tué tap thé va
thuc ddy nhitng y twdng sang tao dé tang cuwdng két
qua hoat dong. Nguwoi giam sat co thé hé tro viéc hoc
héi d6 bang cach chia sé& va chinh hwdng tdm nhin
twong lai cha té chirc, ddng thdi duy tri tinh cong dong
va van hda virng manh.

Chirc nang té chirc

Chtrc nang té chirc lién quan dén tat cd moi hoat dong
dan dén viéc phan giao nhiém vu chinh thirc, quyén
han va sv phéi hop céc nd lwc céng viéc. Nguwdi giam
sat bd nhiém can boé cho méi don vi, dao tao nhan vién,
dam bao ngudn luc va trao quyén cho cac nhém dé ho
lam viéc c6 nang suét cao. Cac bwdc trong quy trinh td
chirc gdm ¢6 (1) ra soat cac ké hoach; (2) liét ké tat ca
cac nhiém vu can hoan thanh; (3) phan chia nhiém vu
thanh cac nhém viéc ma mét nguwdi cod thé thwe hién —
ndi cach khac la xac dinh dau viéc; (4) nhém cac dau
viéc lai véi nhau moét cach 16gich va dam béo hiéu suét
cong viéc; (5) giao viéc cho cac ca nhan; (6) giao pho
quyén han dé thiét lap cac mdi quan hé gitra cac dau
viéc va nhém dau viéc.

Dé phan loai dau viéc va thiét ké cac don vi lam viéc,
can xac dinh ban chat va pham vi cong viéc can thiét
dé hoan thanh cac muc tiéu cta té chirc. Phan chia lao
doéng, hodc chuyén mén héa cong viéc 1a mic do dé
phan chia cac nhiém vu trong mét té chivc thanh nhiéu
dau viéc riéng biét. Cac yéu cau vé quy trinh cong viéc
va ky nang ctia nhan vién sé xac dinh mc d6 chuyén
mdn hoéa. Bat nhirtng nguwdi cé nang lwc vao tirng céng
viéc sé lién quan truc tiép dén viéc tdng nang suét lao
dong. Dé téi da hoa nang suét, ngudi giam sat can
dam bao rang mrc dd ky nang cta nhan vién phu hop
v&i cac yéu cau nhiém vu.

Nguwoi gidm sat can phan tich dong cong viéc dé
nghién clru xem lam thé nao céng viéc co thé tao ra
hodc bd sung gia tri cho cac quy trinh hién tai cia td
chtre. Phan tich dong cong viéc sé xem xet cach thire
ma dong cong viéc chuyen dong, bt dau tir khach
hang hodc ngudn yeu cau trong t6 chirc, dén diém ma
tai d6 hoat dong cua td chirc tao ra san pham hoac dic
vu dap tng yéu cau cla khach hang. Nhuw vay, phan
tich dong cong viéc c6 thé duwoc sir dung dé that chat
méi lién hé gitra cong viéc cla nhan vién véi cac nhu
cau cta khach hang. Hon nira, phan tich nay cé thé
gilip tao ra nhitng buwéc dot pha 16n vé két qué hoat
dong théng qua viéc tai co cdu quy trinh kinh doanh
(viét tat 1a BPR), nghia la tw duy lai mot cach can ban
va diéu chinh triét dé thiét ké cda cac quy trinh kinh
doanh nham dat dwgc nhirng cai tién I&n vé chi phi,
chét lwong, dich vu va téc do. BPR str dung phan tich
dong viéc dé xac dinh cac dau viéc c6 thé x6a bd hoadc
hop nhat v&i nhau nham ting cuong két qua hoat dong
cla cong ty.

resolving work-related issues, it has developed a
learning culture. A learning organization is one that is
able to adapt and respond to change. This design
empowers employees because they acquire and
share knowledge and apply this learning to decision-
making. They are pooling collective intelligence and
stimulating creative thought to improve performance.
Supervisors facilitate learning by sharing and aligning
the organization's vision for the future and sustaining a
sense of community and strong culture.

Organizing Function

The organizing function deals with all those activities
that result in the formal assignment of tasks and
authority and a coordination of effort. The supervisor
staffs the work unit, trains employees, secures
resources, and empowers the work group into a
productive team. The steps in the organizing process
include (1) review plans, (2) list all tasks to be
accomplished, (3) divide tasks into groups one person
can accomplish - a job, (4) group related jobs together
in a logical and efficient manner, (5) assign work to
individuals, (6) delegate authority to establish
relationships between jobs and groups of jobs.

The nature and scope of the work needed to
accomplish the organization's objectives is needed to
determine work classification and work unit design.
Division of labor, or work specialization, is the degree
to which tasks in an organization are divided into
separate jobs. Work process requirements and
employee skill level determine the degree of
specialization. Placing capable people in each job ties
directly with productivity improvement. In order to
maximize productivity, supervisors match employee
skill level with task requirements.

Supervisors should perform workflow analysis to
examine how work creates or adds value to the
ongoing processes in an organization. Workflow
analysis looks at how work moves from the customer
or the demand source through the organization to the
point at which the work leaves the organization as a
product or service to meet customer demand. Thus,
workflow analysis can be used to tighten the
connection between employees' work and customers’
needs. Also, it can help to make major performance
breakthroughs throughout ~ business  process
reengineering (BPR), a fundamental rethinking and
radical redesign of business processes to achieve
dramatic improvements in costs, quality, service, and
speed. BPR uses workflow analysis to identify jobs
that can be eliminated or recombined to improve
company performance.
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Xay dwng cac phong/ban

Sau khi ra soat cac k& hoach, théng thudng buédc dau
tién trong quy trinh t& chirc [a xay dwng cac phong/ban.
Ngay sau khi phan loai dau viéc théng qua chuy&n mén
hoa, phai tién hanh nhém cac dau viéc lai d& phéi hop
cac nhiém vu chung. Xay dwng phong/ban 1a co s& dé
nhém cac dau viéc hodc cac ca nhan thanh cac don vi
c6 thé quan ly dwoc. Cé 5 phwong phap truyén thdng
dé nhém cac hoat déng cong viéc véi nhau.

Xay dwng phong/ban theo chirc niang nghia Ia t6
chirc phong/ban theo cac chirc nang sé thwc hién. Cac
chrc ndng nay phan anh ban chét cta doanh nghiép.
Uu diém cha cach lam nay la c6 thé dat dwoc hiéu qua
tir viéc két hop cac chuyén mén tuwong tw va cac ca
nhan cé nhitng ky nadng, kién thirc va dinh hwéng
chung vao trong cung mét don vi.

Xay dwng phong/ban theo san phdm nghia Ia tap
hop tat ca cac chirc ndng can thiét dé tao ra va tiép thi
mot san pham dudi sy quan ly cia mét can bo diéu
hanh. Vi dy nhu cac clra hang bach héa Ién duoc co
clu xung quanh cac nhom san pham nhu dd gia dung,
dd dung cu, quan 4o ni¥, quan 4o nam, quan 4o tré em.

Xay dwng phoéong/ban theo khu vwe dia ly nghia la
nhém cdng viéc lai v&i nhau trén co s& lanh thé hodc
vung dia ly. Vi du nhw, Merck, mét cong ty dwoc phdm
I&n c6 cac phong ban hang cho cac tap hop tat ca cac
chirc néng can thiét dé tao ra va tiép thi mot san pham
dwdi sw quan ly ciia moét can bod diéu hanh. Vi du nhw
cac clra héng bach héa I6n duwoc co cau xung quanh
cac nhém san pham nhw do gia dung, db dung cu,
quan 4o ni¥, quan 4o nam, quan 4o tré em.

Xay dwng phong/ban theo quy trinh nghia la nhom
cbng viéc lai v&i nhau trén co s& dong san pham hoac
dong khach hang. Méi quy trinh can cé nhirng ky ndng
cu thé va tao ra mot co s& dé phan loai mét cach dong
nhat cac hoat ddng cong viéc. Mot bénh nhan khi
chuan bj dé phu thuat trwdc hét sé phai lam cac kiém
tra chan doan so bd, sau dé lam tha tuc tiép nhan,
dwoc phau thuat, cham séc hau phau, xuat vién va co
thé sé& dwoc cham séc tiép tai nha. M&i mét dich vu nay
duwoc quan ly & mét phong/ban khac nhau.

Xay dwng phong/ban theo khach hang nghia la
nhém coéng viéc lai v&i nhau trén co s& tap hop cac
nhu ciu hodc van dé chung cla cac khach hang cu
thé. Vi du nhw, mot cong ty san xut duong dng nwédc
c6 thé phan nhém céac hoat ddng ctia minh tay theo dbi
twong phuc vu 1a tw gia, cac co quan nha nwéc, chinh
pha, hodc cac td chirc phi lgi nhuan. Xu hwdng phéan
chia phong/ban hién tai la co cau cbng viéc theo khach
hang va dya vao cac nhéom da chirc nang. Nhém nay
dwoc Iwa chon tr cac chirc nang khac nhau dé cung
lam viéc gilra cac phong/ban khac nhau va tao ra cac
san phdm hodc dich vu méi trén co s& lam viéc phu
thudc 1an nhau. Vi du nhw, dé lap mot ké hoach cong
nghé, cé thé thanh 1ap mét nhém da chirc nadng gébm
cac can bd quan ly thudc cac chuyén mén ké toan, tai
chinh va marketing.

Departmentalization

After reviewing the plans, usually the first step in
the organizing process is departmentalization.
Once jobs have been classified through work
specialization, they are grouped so those
common tasks can be coordinated.
Departmentalization is the basis on which work
or individuals are grouped into manageable
units. There are five traditional methods for
grouping work activities.

Departmentalization by function organizes by
the functions to be performed. The functions
reflect the nature of the business. The
advantage of this type of grouping is obtaining
efficiencies from consolidating similar specialties
and people with common skills, knowledge and
orientations together in common units.

Departmentalization by product assembles all
functions needed to make and market a
particular product are placed under one
executive. For instance, major department
stores are structured around product groups
such as home accessories, appliances,
women's clothing, men's clothing, and children's
clothing.

Departmentalization by geographical regions
groups jobs on the basis of territory or geography. For
example, Merck, a major pharmaceutical company,
has its domestic sales departmentalized by regions
such as Northeast, Southeast, Midwest, Southwest,
and Northwest.

Departmentalization by process groups jobs on the
basis of product or customer flow. Each process
requires particular skills and offers a basis for
homogeneous categorizing of work activities. A
patient preparing for an operation would first engage
in preliminary diagnostic tests, then go through the
admitting process, undergo a procedure in surgery,
receive post operative care, be discharged and
perhaps receive out-patient attention. These services
are each administered by different departments.

Departmentalization by customer groups jobs on
the basis of a common set of needs or problems of
specific customers. For instance, a plumbing firm may
group its work according to whether it is serving
private sector, public sector, government, or not-for-
profit organizations. A current departmentalization
trend is to structure work according to customer, using
cross-functional teams. This group is chosen from
different functions to work together across various
departments to interdependently create new products
or services. For example, a cross-functional team
consisting of managers from accounting, finance, and
marketing is created to prepare a technology plan.
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13. UY THAC CONG VIEC

Sé la khong thuc té néu ngudi giam sat cb géng xi ly
truc tiép tt cd moi viéc trong phong/ban. Bé dap ng
cac muc dich cla té chirc va tap trung vao cac muc
tiéu, déng thoi dam bao hoan thanh tat ca moi cong
viéc, nguoi giam sat can glao phé bét quyén han. Uy
thac 1a quyén chinh dang cta nguoi giam sat dé chi
dao cac cap dudi quyén thyc hién mét hanh dong nao
dé trong pham vi chrc vy cla nguoi giam sat. M& rong
hon, quyén han nay (hodc mét phan quyén han) c6 thé
dwoc uy thac cho ngudi khac dé s dung thay mat
ngwoi giam sat. Giao pho quyen han la viéc cap trén
chinh thirc nhueng bét quyén han cia minh cho cap
dudi. Nhan vién c6 thé dwoc giao phé quyén hanh
dong thay mat cho ngwéi giam sat, tuy nhién nguwoi
giam sat van chiu trach nhiém vé két qua cia hanh
dong. Viéc giao phé quyén han la mét quan hé gitra
ngwdi nay véi ngudi khac, va can dua trén co sé la sy
tin cay va cam két gitra ngudi giam sat vai nhan vién.
Ngudi giam sat can hd tro viéc phat trién nhan vién dé
lam cho t6 chirc I&n manh hon. Nguoi giam sat nén
nhwong bot quyén han ctia minh cho cap dwéi dé ho
c6 thé dwa ra cac quyét dinh phu hop nhét trong kha
nang cutia ho. Didu nay cé nghia 1a ngudi giam sat cho
phép cap du6i tw do mac sai pham va hoc hdi kinh
nghiém t&r nhirng sai pham dé6. Ngudi giam sat sé
khéng giam sat qua trinh ra quyét dinh cta cap dwdi
nhwng cho phép ho cé co hdi dé phat trién k§ nang cla
minh. Ngui gidam sat dé cho cap dudi biét rang minh
sén sang hé trg nhung khéng lam hod cho cip dudi tat
ca moi viéc. Trong trwong hop nay, ngudi giam sat
khéng tin vao quan diém cho rang cach tét nhat dé
nhan vién hoc hdi la bao cho ho biét phai giai quyet
nhw thé nao; vi nhu vay sé khién cho cap dwéi tré nén
phu thudc vao ngwodi giam sat. Thay vao do6, nguwoi
giam sat tao cho nhan vién cé co hdi hoan thanh va
duwoc khen thuwdng vé viéc dé.

Nguén lwc quy bau nhat cia mét td chirc chinh 1a con
ngwdi. Bang cach trao quyén cho nhan vién dé ho
quan ly cong viéc, thay vi chi thyc hién cac cong viéc
dugc giao pho, nhitng ngudi giam sat cé thé tw giai
phéng minh ddng thdi quan ly dat hiéu qua cao hon.
Dao tao thanh cbng nhirng can bd giam sat trong
twong lai c6 nghia la giao ph6 quyén han. Viéc nay sé
cung cap cho nhan vién nhitng ky ndng cu thé, kinh
nghiém va s tw tin d& nhan vién tw phat trién va vuon
Ién nhirng vij tri cao hon. Giao pho quyén han tao ra
cac can bo quan ly tét hon va mirc do hiéu qua cao
hon. Do d6, nd luc tap thé phu thudc vao viéc giao phod
quyén han, va sé thic day sw phat trién cda té chirc.
Trach nhiém va trach nhiém giai trinh

Quan trong khoéng kém viéc giao phé quyén han la viéc
dam bao rang khi mét nhan vién dwoc giao trach nhiém
vé mot cong viéc nao do thi anh ta/co ta ciing phai
duoc giao quyén han & mic do can thiét de thwe hién
cbng viéc dé. Nhuw vay, dé giao phé quyen han mot
cach hiéu qua, quyén han ma nhan vién dwoc nhan
phai twong dwong véi trach nhiém dwoc giao. Khi chap
nhan nhiém vu dwoc giao, nhan vién da cé nghia vu

13. DELEGATING

It is impractical for the supervisor to handle all of the
work of the department directly. In order to meet the
organization's goals, focus on objectives, and ensure
that all work is accomplished, supervisors must
delegate authority. Authority is the legitimate power of
a supervisor to direct subordinates to take action
within the scope of the supervisor's position. By
extension, this power, or a part thereof, is delegated
and used in the name of a supervisor. Delegation is
the downward transfer of formal authority from
superior to subordinate. The employee is empowered
to act for the supervisor, while the supervisor remains
accountable for the outcome. Delegation of authority
is a person-to-person relationship requiring trust,
commitment, and contracting between the supervisor
and the employee.

The supervisor assists in developing employees in
order to strengthen the organization. He or she gives
up the authority to make decisions that are best made
by subordinates. This means that the supervisor
allows subordinates the freedom to make mistakes
and learn from them. He or she does not supervise
subordinates’ decision-making, but allows them the
opportunity to develop their own skills. The supervisor
lets subordinates know that he or she is willing to
help, but not willing to do their jobs for them. The
supervisor is not convinced that the best way for
employees to learn is by telling them how to solve a
problem. This results in those subordinates becoming
dependent on the supervisor. The supervisor allows
employees the opportunity to achieve and be credited
for it.

An organization's most valuable resource is its
people. By empowering employees who perform
delegated jobs with the authority to manage those
jobs, supervisors free themselves to manage more
effectively. Successfully training future supervisors
means delegating authority. This gives employees the
concrete skills, experience, and the resulting
confidence to develop themselves for higher positions.
Delegation provides better managers and a higher
degree of efficiency. Thus, collective effort, resulting in
the organization's growth, is dependent on delegation
of authority.

Responsibility and Accountability

Equally important to authority is the idea that when an
employee is given responsibility for a job, he or she
must also be given the degree of authority necessary
to carry it out. Thus, for effective delegation, the
authority granted to an employee must equal the
assigned responsibility. Upon accepting the delegated
task, the employee has incurred an obligation to
perform the assigned work and to properly utilize the
granted authority. Responsibility is the obligation to do
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thwee hién cong viéc va str dung hop ly quyén han dwoc
giao. Trach nhiém la nghia vu thyc hién cac nhiém vu
duwoc giao. C4 nhan nhan vién phai chiu trach nhiém vé
mic do thanh thao cla minh trong coéng viéc. Ngudi
giam sat chiu trach nhiém vé viéc nhan vién thanh cong
hay that bai, cling nhw vé& cac nguén lwc thudc quyén
han kiém soat cia minh. Nhw vay, trach nhiém la mét
phan khong thé tach roi khdi quyén han cla nguoi
giam sat.

Trach nhiém cé hai loai: trach nhiém ca nhan va trach
nhiém tap thé&. Nhan vién chju trach nhiém ca nhan vé
sy thanh thao trong coéng viéc clia minh. Ho chiju trach
nhiém vé& cac hanh doéng cla minh. Khong ai cé thé
chuyén giao hay giao phé trach nhiém ca nhan cho
ngudi khac. Khi chdp nhan lam viéc trong t6 chirc
nghia la nhan vién da ddm nhan trach nhiém ca nhan.
Tréi lai, trach nhiém tap thé dé cap dén trach nhiém
giai trinh clia tap thé dbi vai té chire va lién quan dén
viéc cac phong/ban hoan thanh céng viéc cia minh
dén mirc d6 nao. Vi du nhw, nguwdi giam sat chiu trach
nhiém vé tat cd cac nhiém vu dwoc giao cho
phong/ban minh, dwéi sw chi dao clia nguwdi quan ly.

Khi mét nguwdi chiu trach nhiém vé mét diéu gi do, anh
ta/cd ta co trach nhiém gidi trinh 1én cap trén vé két
qué. Nhw vay, trong té chirc thi trach nhiém giai trinh di
tr dwdi [&n trén. Tat cd moi ngudi déu co trach nhiém
gidi trinh v& hanh vi ca nhan cta minh. Trach nhiém
giai trinh nghia la tra 1&i vé két qua cla cac hanh déng
hodc sai s6t clia ai d6. Bay la phan minh khi mét ngudi
gidi trinh cac hanh doéng cla minh va chap nhan hau
qua, tét hodc x&u. Trach nhiém gidi trinh xac dinh
nguyén nhan, dong co va tam quan trong clia cac hanh
dong trong con mét clia nhwng nguoi quan ly cling nhw
nhan vién. Trach nhiém giai trinh la viéc cudi cung de
xay dwng uy tin cGa mét ngudi. Didu quan trong can
nhé la trach nhiém gidi trinh sé dem lai phan thwdéng
cho nhirng ai c6 két qua hoat ddng tbt, va nguoc lai sé
la co s& dé ky luat nhivng ai dat két qua kém.

Quy trinh giao phé quyén han

Quy trinh giao phé quyén han gdm 5 giai doan (1)
chuén bi, (2) lap ké hoach, (3) thao luan, (4) kiém tra,
va (5) danh gia. Buwéc dau tién trong quy trinh giao pho
quyén han 1a xac dinh nén giao cai gi va khéng nén
giao cai gi. Ngudi giam sat can giao cho cép duwdi
nhirng viéc ma cap dudi thwe hién thi sé tét hon. Cac
nhiém vu it quan trong nhéat déi v&i két qua hoat déong
clia ngudi giam sat nén dwoc giao cho cip dwéi thuc
hién. B4t ky nhiém vu ndo cung cép kinh nghiém quy
bau cho cap dwéi cling nén duoc giao cho ho thuc
hién. Ngoai ra, nguwdi gidm sat can giao phé cho cap
duwéi thye hién nhirng cdng viéc ma minh khdéng thich
nhéat. Tuy nhién, khéng nén giao cho cip dwdi nhirng
viéc c6 thé &nh hudng dén yéu cau bao mat.

Chuan bi gdbm co viéc xac 1ap cac muc tiéu dé giao
phd quyén han, cu thé héa nhiém vu can thwc hién va
quyét dinh ai can hoan thanh nhiém vu.

Lap ké hoach 13 .9ap g&, lam viéc voi can bo cap dudi
duwoc lwa chon d& mé t& nhiém vu va yéu cau cip dwdi
lap ra mét ké hoach hanh dong. Nhuw Andrew Carnegie
da tivng ndi “bi quyét thanh coéng khong phai & chd

assigned tasks. The individual employee s
responsible for being proficient at his or her job. The
supervisor is responsible for what employees do or fail
to do, as well as for the resources under their control.
Thus, responsibility is an integral part of a supervisor's
authority.

Responsibilities fall into two categories: individual and
organizational. Employees have individual
responsibilities to be proficient in their job. They are
responsible for their actions. Nobody gives or
delegates individual responsibilities. Employees
assume them when they accept a position in the
organization. Organizational responsibilities refer to
collective organizational accountability and include
how well departments perform their work. For
example, the supervisor is responsible for all the tasks
assigned to his or her department, as directed by the
manager.

When someone is responsible for something, he or
she is liable, or accountable to a superior, for the
outcome. Thus, accountability flows upward in the
organization. All are held accountable for their
personal, individual conduct. Accountability is
answering for the result of one's actions or omissions.
It is the reckoning, wherein one answers for his or her
actions and accepts the consequences, good or bad.
Accountability establishes reasons, motives and
importance for actions in the eyes of managers and
employees alike. Accountability is the final act in the
establishment of one's credibility. It is important to
remember that accountability results in rewards for
good performance, as well as discipline for poor
performance.

The Delegation Process

The delegation process has five phases: (1)
preparing, (2) planning, (3) discussing, (4) auditing,
and (5) appreciating. The first step in delegating is to
identify what should and should not be delegated. The
supervisor should delegate any task that a
subordinate performs better. Tasks least critical to the
performance of the supervisor's job can be delegated.
Any task that provides valuable experience for
subordinates should be delegated. Also, the
supervisor can delegate the tasks that he or she
dislikes the most. But, the supervisor should not
delegate any task that would violate a confidence.

Preparing includes establishing the objectives of the
delegation, specifying the task that needs to be
accomplished, and deciding who should accomplish it.

Planning is meeting with the chosen subordinate to
describe the task and to ask the subordinate to devise
a plan of action. As Andrew Carnegie once said, "The
secret of success is not in doing your own work but in
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minh tw lam Iéy cOng viec ma la & chd minh tim ra
dwgc nguoi phu hop dé lam cong viéc do”. Sy tin cay
giha nguoi giam sat va nhan vién dé hai phia cung
thwe hién cam két 1a diéu quan trong nhét.

Thao luan gdm c6 ra soat cac muc tiéu ctia nhiém vu
ciing nhw ké hoach hanh déng cta cap dudi, xem xét
céc tré ngai tiém an va cach thtre dé ngan ngra hoac
X ly tré ngai. Ngwoi giam sat can lam rd va lay y kién
phan hdi vé mic dd hiéu biét ctia nhan vién. Can giai
thich ré vé giao phé quyén han, bao gédm két qua mong
muén (la nhivng két qua gi, thay vi chi néi dén viéc dat
két qua nhu thé nao), hwéng dan, cac ngudn lwc hién
c6, va hau qua/két qua (tét va xau). Giao phé quyén
han cling twvong ty nhw viéc ngwoi giam sat va nhan
vién ky hop ddng v&i nhau vé cach thire va thoi han dé
hoan thanh cong viéc. Cac tiéu chuan va thdi han sé
duwoc thdo luan va théng nhat. Nhan vién can biét
chinh x&c nhirng ky vong cla cap trén va biét rd nhiém
vu sé& duoc danh gia nhu thé nao.

Kiém tra |a theo di tién do cua viéc giao pho quyen
han va tién hanh diéu chinh d& (rng phé v&i nhirng van
dé khong lwdng trudc.

banh gia la viéc nghiém thu nhiém vu dé hoan thanh
va danh gia né lwc clia cap dwoi.

14. THONG TIN LIEN LAC

Théng tin lién lac 14 qua trinh trao déi va tim hiéu
théng tin gilba nguwdi nay va ngudi khac. Qua trinh
thong tin lién lac gdbm cé 6 yéu td co ban: ngudi gl
(nguwdi méa hoa), thong diép, kénh lién lac, ngwdi nhén
(ngwdi gidi ma), nhiéu théng tin, va phan hdi. Nguoi
giam sat c6 thé tang cwong cac kj nang théng tin lién
lac béng cach nhan biét cac yéu tb trén va hiéu rd
ching déng gop nhu thé nao dbi véi sw thanh cong
cla hoat dong théng tin lién lac. Thong tin lién lac cé
thé bj dirt quang do bat ky yéu t6 nao trong sb cac yéu
tb trén.

Ngwoi glri ma hoa théng diép

Ngwei givi 1a ngwdi mé dau quy trinh thdng tin lién lac.
Khi ngwdi glvi quyét dinh xong y nghia, anh ta/co ta sé
nhap théng diép va lwa chon kénh dé truyén dat théng
diép dén ngwoi nhan. Nhap théng diép la chuyén théng
diép thanh ngoén t&r hodc hinh anh. Théng diép la théng
tin ma ngudi gii mudn chuyén di. Phuwong tién 1a
phwong tién théng tin lién lac, vi du nhw may in, truyén
théng dai chung, thiét bj dién tt, thiét bi sb. Vi tw cach
la ngwdi glri, ngwdi gidm sat can xac dinh muc dich
cla théng diép, xay dwng tirng thong diép va ludn xét
dén phia ngwdi nhan, chon lwa phuwong tién truyén dat
tdt nhat, thoi gian cho méi lan truyén dat, va sau dé tim
hiéu y kién phan hdi. Ngon tr co thé 1a ngdn ngd noi
ho&c viét. Ngon tr dwoc siv dung dé tao ra hinh anh va
cac cau chuyén (kich ban) dwoc st dung dé tao ra sw
tién trién.

Trao d6i bang van ban nén st dung trong tinh huéng
chinh thtrc, ho&c khi can trao dbi trong thoi gian dai,
ho&c khi tinh huéng cé anh huédng dén mot sbé ngudi
theo nhitng cach lién quan. Thw tlr trao doi gitra cac

recognizing the right man to do it." Trust between the
supervisor and employee - that both will fulfill the
commitment - is most important.

Discussing includes reviewing the objectives of the
task as well as the subordinate's plan of action, any
potential obstacles, and ways to avoid or deal with
these obstacles. The supervisor should clarify and
solicit feedback as to the employee's understanding.
Clarifications needed for delegation include the
desired results (what not how), guidelines, resources
available, and consequences (good and bad).
Delegation is similar to contracting between the
supervisor and employee regarding how and when
the work will be completed. The standards and time
frames are discussed and agreed upon. The
employee should know exactly what is expected and
how the task will be evaluated.

Auditing is monitoring the progress of the
delegation and making adjustments in
response to unforeseen problems.

Appreciating is accepting the completed task
and acknowledging the subordinate's efforts.

14. COMMUNICATING

Communication is the process of passing information
and understanding from one person to another. The
communication process involves six basic elements:
sender (encoder), message, channel, receiver
(decoder), noise, and feedback. Supervisors can
improve communication skills by becoming aware of
these elements and how they contribute to successful
communication. Communication can break down at
any one of these elements.

Sender Encodes

The sender initiates the communication process.
When the sender has decided on a meaning, he or
she encodes a message, and selects a channel for
transmitting the message to a receiver. To encode is
to put a message into words or images. The message
is the information that the sender wants to transmit.
The medium is the means of communication, such as
print, mass, electrical, and digital. As a sender, the
supervisor should define the purpose of the message,
construct each message with the receiver in mind,
select the best medium, time each transmission
thoughtfully, and seek feedback. Words can be verbal
- written and spoken. Words are used to create
pictures and stories (scenarios) are used to create
involvement.

Written communication should be used when the
situation is formal, official, or long term; or when the
situation affects several people in related ways.
Interoffice memos are used for recording informal
inquiries or replies. Letters are formal in tone and
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van phong dwoc st dung dé& ghi lai cac cau héi hay
cau tra 161 khong chinh thire. Cong van phai duoc viét
bang van phong chinh thirc, trang trong va gl truc tiép
dén ca nhan. Céng van duwoc st dung cho cac thdng
bao chinh thirc, cac tuyén bbd can dwoc ghi lai chinh
thirc va cac qua trinh trao déi théng tin 1au dai. So voi
coéng van, Bao cdo c6 tinh chat chinh thirc hon va
khong chi anh hwéng dén rieng mot ngudi. Bao céo
duoc st dung dé truyén tai thong tin, phan tich va kién
nghi. Trao d6i bdng van ban v&i cac nhém bao gém
cac hinh thirc nhw bang tin, &p phich, trién Iam, trung
bay, cac phwong tién ho tro nghe nhin.

Ngay nay, thong tin lién lac va sw can thiét phai trao ddi
thong tin khéng con bi han ché b&i khong gian va thoi
gian nhw truwéc kia. Email, thw tiéng noi, va fax da hd
tro' viéc thong tin lién lac va chia sé kién thirc. Email 1a
viéc truyén tai va lwu trlr trén may tinh cac théng diép
soan bang van ban. Thu cd tiéng ndi 1a viéc truyén tai
va lwu triv cac thong diép bang tiéng néi da duoc sb
héa. Facsimile (fax) la viéc gi tai liéu, van ban.

Théng tin lién lac bang 1&i néi c6 thé dwdi cac hinh
thirc nhw cac cudc hop can bd khdong chinh thire, cac
hodi nghi theo ké hoach, va cac cudc mit tinh quan
ching. Giong néi va cach dién dat la nhirng yéu té
quan trong. Cac cudc néi chuyén khéng chinh thirc rat
phu hop véi nhivng trao déi, lién lac, chi dan, théng bao
thong tin, kiém tra tién dd hang ngay ciing nhw dé duy
tri mdi quan hé gitra cac ca nhan mét cach hiéu qua.
Céac cudc gap theo lich hen sén ciing thich hop dé
kiém tra danh gia thuwdng xuyén va cac budi hop phdi
hop cdng viéc theo dinh ky. Lén lich hop gébm c6 cac
c6ng viéc nhw chuén bi, cung cp théng tin phu hop,
va han ché gian doan. Cac cudc dién thoai dwoc st
dung dé kiém tra nhanh va phd bién ho&c thu nhan
thong tin.

Cac nhom st dung cong nghé thong tin sé cé kha nang
truy cap thong tin, chia sé kién thirc va soan thdo tai
liéu. Cac cudc hop duoc té chirc bang cac phuong tién
dién t&r c6 thé dién ra & nhiéu dia diém, nhd vay cé thé
tiét kiém cac ngudn lwc cta té chirc vé mét chi phi
ciling nhw cong strc va thdi gian di lai cla cac dai biéu
dw hop.

Théng tin lién lac khéng bang I&i

Cac thong diép khong bang ngdn tr hay van ban gbém
¢6 cac hinh anh, hanh dong va hanh vi dwgc st dung
dé trao déi thong tin va lién lac. Hinh anh cé thé la cac
birc &nh, cudn phim, so d6, bang biéu, va bang video.
Cac hanh vi phi ngén ng¥ hay van ban bao gém cac
hanh ddng, ngdn ngl¥ co thé va nghe mét cach cha
doéng. Cac hanh dong va ngdn ngir co thé bao gdm tiép
xUc bang anh mat, ctr chi diéu bo, biéu dat nét mat, tw
thé, va phong thai bé ngoai. Nguoi lién lac hiéu qua la
ngwdi co thé gikv tiép xdc bang mat trong khoang 4
ho&c 5 giay trwac khi nhin di chd khac. Cr chi, diéu bd
can phai tw nhién va dang luc. Dau téc, quan 4o phai
phu hop véi tinh hubéng. Nguoi biét nghe Ia ngudi cé
tiép xuc té6t bang anh mat, tv thé co thé linh hoat va
thwong xuyén st dung cac ngdn tr d& dong vién,
khich |é.

addressed to an individual. They are used for official
notices, formally recorded statements, and lengthy
communications. Reports are more impersonal and
more formal than a letter. They are used to convey
information, analyses, and recommendations. Written
communications to groups include bulletin-board
notices, posters, exhibits, displays, and audio and
visual aids

Communication and the need to exchange information
are no longer constrained by place and time. Email,
voice mail, and facsimile have facilitated
communications and the sharing of sharing of
knowledge. Email is the computer transmission and
storage of written messages. Voice mail is the
transmission and storage of digitized spoken
messages. Facsimile (fax) is the transmission of
documents.

Verbal or spoken communication includes informal
staff meetings, planned conferences, and mass
meetings. Voice and delivery are important. Informal
talks are suitable for day-to-day liaison, directions,
exchange or information, progress reviews, and the
maintenance of effective interpersonal relations.
Planned appointments are appropriate for regular
appraisal review and recurring joint work sessions.
Planning for an appointment includes preparing,
bringing  adequate information, and limiting
interruptions. Telephone calls are used for quick
checkups and for imparting or receiving information.

Teams using information technology have access to
information, share knowledge, and construct
documents. Meetings take place electronically from
multiple locations, saving the organization's resources
in both the expenses of physically bringing people
from different locations together, and the time lost by
employees traveling.

Nonverbal Communication

Nonverbal messages include images, actions and
behaviors used to communicate. Images include
photographs, film, charts, tables, graphs, and video.
Nonverbal behaviors include actions, body language,
and active listening. Actions and body language
include eye contact, gestures, facial expressions,
posture, and appearance. The effective communicator
maintains eye contact for four to five seconds before
looking away. Gestures should be natural and well
timed. Grooming and dress should be appropriate for
the situation. Listening requires good eye contact,
alert body posture, and the frequent use of verbal
encouragement.
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Kénh lién lac la dwdng di ma thong diép sé phai trai
qua, bat diu tr ngudi glri dén diém cubdi la nguoi
nhan. Ngwoi giam sat str dung cac kénh lién lac hudng
xubng dudi dé giri thong diép dén nhan vién. Nguwoc
lai, nhan vién st dung cac kénh lién lac huwdng Ién trén
dé glri théng diép dén nguoi giam sat. Cac kénh ngang
dwoc st dung khi thdng tin lién lac dién ra gitra cac
phdong ban, hoac v&i khach hang hay nha cung &ng.
M6t kénh théng tin khéng chinh thire 14 tin ddn. N6 tén
tai bén canh cac kénh chinh thirc va thwong duoc st
dung dé truyén di nhitng cudc trao ddi thuwong ngay,
nhirng cudc trdo chuyén ca nhan va xa héi tai co quan.
Tin don c6 thé & nhirng I&i ddn dai hay chuyén tam
phao nhung ciing c6 thé la sy that. Nguwdi gidm sat
nén chd y dén tin ddn nhwng khéng nén phu thudc vao
day néu muén cé théng tin chinh xac.

Ngwe&i nhan giai ma thong diép

Cbng nghé théng tin dang cach mang héa cach théng
tin lién lac gitra cac thanh vién trong t6 chirc. Cac hé
théng mang, cac duwdng lién két dién t& gitka phan
cng va phan mém may tinh cla té chirc cho phép céac
thanh vién trong t6 chic théng tin lién lac véi nhau
ngay tirc thi dé goi sb liéu va chia sé théng tin lwu tri
tir bat ky chd nao va vao bat ky luc nao. Ngwei nhan
la ngudi hodc nhém nguwdi ma cac nd lwc thong tin lién
lac hwéng téi. Nhiéu théng tin 1a bt ky cai gi xen vao
qua trinh thong tin lién lac. Y kién phan hdi ddm bao sw
hiéu nhau gitra hai bén tham gia qua trinh théng tin lién
lac. Phan hdi 1a sw chuyén tai thong tin nguoc lai tw
ngwdi nhan dén nguwoi glri. Ngwdi nhan giai ma hoac
tim ra y nghia cta théng diép. Do dd, trong chu trinh
phan hoi, ngwdi nhan tré thanh ngudi glvi va ngudi g
lai tré thanh ngwoi nhan.

15. QUAN LY THO' GIAN

Nguwoi giam sat [a ngwoi lubn voi va va muén sap xép
cudc séng cla minh. Rat ngén thdi han hoan thanh
nhiém vy, cac cudc hop dai Ié thé, sy gian doan va
nhirng ky vong ngay cang cao chi la mét sb trong nhiéu
thach thirc cla thdi dai hién tai. Téc dd chéng mét cla
cudc sbng hién dai khéng gilp gi cho viéc gidi quyét
cac van dé trong cong viéc. K& ca khi khéng & van
phong, ngudi giam sat van danh tam tri dé suy nghi vé
céc tinh hubng da xay ra trong té chirc.

Nhirng ngudi giam sat Ia nguwdi lao déng tri 6¢c. Nguoi
ta khéng yéu cau ho phai bAm gi& ddng hd khi lam
viéc, nhwng ngudi giam sat luén ludn gap phai tinh
trang tién thoai lwéng nan — mot mat, ho cé qua nhidu
viéc phai lam, mat khac, ho khéong cé du thdi gian dé
lam tAt c& moi viéc. Do dd, chinh thdi gian, chi khong
phéi cac hoat dong, la yéu tb gay han ché cho nguoi
giam sat. Viéc st dung thoi gian sé quyét dinh nguoi
giam sat lam viéc thanh cong dén mirc nao trong mot
modi trwéng cdng viéc bi gidi han vé gio gidc va nang
lwgng con ngwoi. Nhibng ngwoi gidm séat thanh cong la
ngwdi lam viéc nhanh hon ma khéng véat va hon, nhe
cac cong cu quan ly thoi gian dwoc thiét ké dé gidp ho
Iwa chon hop ly hon nhirng viéc nén lam va viéc khéng
nén lam. Trong méi trwéng hién nay, cac té chirc muébn
¢ it ngwdi hon nhwng lam duoc nhiéu viéc hon, do d6

The channel is the path a message follows from the
sender to the receiver. Supervisors use downward
channels to send messages to employees. Employees
use upward channels to send messages to
supervisors. Horizontal channels are used when
communicating across departmental lines, with
suppliers, or with customers. An informal channel is
the grapevine. It exists outside the formal channels
and is used by people to transmit casual, personal,
and social interchanges at work. The grapevine
consists of rumors, gossip, and truthful information.
The supervisor should pay attention to the grapevine,
but should not depend on it for accurate information.

Receiver Decodes

Information technology is revolutionizing the way
organizational members communicate. Network
systems, electronic links among an organization's
computer hardware and software, enable members to
communicate instantaneously, to retrieve and share
information from anyplace, at anytime. The receiver is
the person or group for whom the communication
effort is intended. Noise is anything that interferes
with the communication. Feedback ensures that
mutual understanding has taken place in a
communication. It is the transfer of information from
the receiver back to the sender. The receiver
decodes or makes out the meaning of the message.
Thus, in the feedback loop, the receiver becomes the
sender and the sender becomes the receiver.

15. MANAGING TIME

Harried supervisors want to organize their lives.
Shorter deadlines, endless meetings, interruptions,
and ever higher quality expectations are just some of
today's time challenges. The fast pace of modern life
brings no closure to work issues. Even when away
from work, the supervisor's mind constantly races
through scenarios that happened at work.

Supervisors are knowledge workers. They are not
expected to punch time clocks, but face the dilemma
of too much to do and not enough time to do it. Thus,
time, not activities, is the limiting factor. Use of time
determines how successful supervisors will be in a
work environment that is limited by hours and human
energy. Successful supervisors work smarter, not
harder, with time management tools designed to help
them make more effective choices about what to do
and what not to do. As organizations ask fewer people
to do more work in today's environment, the top
performers are those who can make the critical
choices.
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nhitng ngudi lam viéc tét nhét 1a nhitng ngudi co thé
dwa ra nhirng Iwva chon mang tinh quyét dinh.

Ban chat cua viéc quan ly thoi gian 1a tw quan ly ban
than. Thoi gian 1a thé khong thé didu chinh dwoc. Ngay
nao cling chi cé dung 24 gi&. Tuy nhién, ngudi giam
sat co thé lam cho minh thich &ng v&i sw tréi qua cla
thoi gian.

e Liét ké cac muc tiéu SMART.

e Xac dinh th(r tw wu tién cla cac muc tiéu.

e Dlrng chan chir. Hay lam ngay ti bay gio ké ca
khi théi han hoan thanh con xa.
Lap mot danh sach “cac viéc can lam” hang
ngay.

e Lén ké hoach thoi gian sao cho thuan loi nhat.
Sw gian doan la mét phan trong cdng viéc. Hay
nghi rang sé c6 nhirtng hanh déng khoéng thé dw
doan trwéc khi ban giam sat ngwdi khac. Hay
mém déo va lén ké hoach st dung th&i gian méi
ngay cho nhirng viéc khéng luwéng trwde. Khuyén
khich moi ngwoi 1én lich hop 1am viéc.

Kiém soat sw cang thing

Hiéu qua codng viéc clia mot nguoi giam sat la két qua
clia cach thyc hanh hang ngay cac ky nang quan ly.
Do do, viéc st dung thoi gian hop ly sé tré thanh
thwdc do sy thanh cdng. Tuy nhién, mong muébn thanh
cong c6 thé vAp phai nhiéu két qua khong ngd truéc: vi
du nhu kiét qué swc lyc, sy khdong hai long, va mét
ngl. Cé strc dé thanh cong co6 thé la nguyén nhan dan
dén cang thang.

Sw cang thang la mot phan &ng tinh than va phan &ng
hoocmén khi co thé phai chiu ap lwc tlr cac sw kién
bén ngoai hodc cac van dé bén trong. Phan (rng nay
sinh nay khién cho con ngudi gang sirc qua mic can
thiét dé lam cong viéc moét cach tét nhat, va dé nhay ra
khdéi mét cai xe dang di chéch hwéng. Phan rng nay
duoc biét dén voi cai tén “chay trén hay chién dau”
(chién d4u hay chay trén khéi ké thu). Rac réi xay dén
khi phan tng “chay trén hay chién dau” ndy sinh do cé
qua nhiéu khd khan xay ra cung mét lic, hodc khi cac
khé khan ton tai qua lau. Khi d8, con nguoi cé thé tré
nén qua cang thang, ca vé thé xac ciing nhu tinh than.
Néu khong kiém soat dwoc ban than, sy cing thang
qua mirc va khong giai téa dwoc c6 thé lam tdn hai sw
phong vé tw nhién doi vai bénh tat.

Nhitng ngudi gidm sat cé thé quan ly thoi gian sé
duwoc dén bu bang cam giac kiém soat dwoc cude sbng
ctia minh. Cung v&i cdm giac kiém soat nay 1a cam
giac binh an — lam gidm sy cang théng. Chu tich
Hyrum W. Smith clGa Franklin Covey da néi “cai ma
chung téi thye sy ban 1a sy c6 dwoc va duy tri trang
thai binh an bén trong”.

Tuy nhién, dé& dat dén m&c d6 cao nhat trong két qua
hoat ddng, ngwdi giam sat can phai quan ly dwoc trang
thai cang thang ctia minh. Tang cudng sirc khde co
thé gitp ich cho muc tiéu nay. Tap thé duc, &n udng
tdt, thw gi&in va ngd dd gid la nhirng yéu té quan trong
dé kiém soat sy cang thang.

The essence of time management is really self-
management. Time is not adaptable. The number of
hours in the day remains the same, 24. However, the
supervisor can adapt himself or herself to the passage
of time.

o List SMART objectives.
e Prioritize those objectives.

e Don't procrastinate. Do it now even if there is
a long lead-time available

. Make a daily "to do" list.

o Schedule time for best advantage.
Interruptions are part of the job. Expect
unpredictable actions when supervising people.
Be flexible and schedule time each day for the
unexpected. = Encourage people to  set
appointments.

Managing Stress

The effectiveness of a supervisor is the result of the
way he or she practices managerial skills on a day-to-
day level. Thus, the proper use of time becomes a
measure of success. Yet, desire for success can yield
unexpected results: exhaustion, dissatisfaction, and
insomnia. The need for success can lead to stress.

Stress is a mental and hormonal response to the
pressure of outside events or internal problems. That
arousal response gives people the burst of extra
energy needed to do their best work and to jump out
of the way of a swerving car. This response is known
as "flight-or-fight" (fight or flee from enemies). Trouble
comes when the "flight-or-fight” response is triggered
by too many challenges at once, or when it goes on
for too long. Then, people can get stressed out,
physically and mentally. If left unmanaged, high levels
of unrelieved stress can wear down natural defenses
against disease.

Supervisors who can manage their time are rewarded
with a sense of control over their lives. With that sense
of control comes a sense of peace - diminished stress.
Franklin Covey chairman Hyrum W. Smith says "what
we really sell is the acquisition and maintenance of
inner peace."

However, in order to move to a higher level of peak
performance, supervisors have to manage their
stress. Increasing their health can do this. Exercise,
nutrition, relaxation, and sleep are important to
managing stress.
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16. XAY DUNG NHOM

Cac ranh gi¢i cirng nhac gitra cac phong/ban va cac
nhém cé dinh sé phai thua cac nhém dac biét véi thanh
vién thwdng xuyén thay ddi tuy theo tirng dw an. Mang
lwéi mém déo gébm cac co ciu lam viéc theo nhom
dang dwoc phat trién trong ndi bd va gilra cac cong ty,
cling nhw xuyén qua cac bién gidi quoc gia. Cac dau
trwong canh tranh can cé nhi*rng quyét dinh nhanh
chong cla cac nhan vién co kién thurc, nhirng nguoi
lam viéc gan véi ngubn gbc phat sinh van dé. Cac
nhém cé thé hd tro viéc ra quyet dinh mot cach déi moi
va dwa vao tri thirc. Sw phéi hop nay la mét budc tién
I&n tai noi lam viéc.

Nhém la hai hay nhiéu nhan vién dwoc giao phd quyén
han mét cach cé td chirc nhdm xac 1ap ra cac muc tiéu
ctia minh, quyét dinh cach thirc dé& dat muc tiéu, tién
hanh cac nhiém vu can thiét dé dat muc tiéu, va chiu
trach nhiém ca nhan ciing nhw tap thé vé cac két qua
clia nhém. Trao quyén nghia 1a giao phé quyén han
cho mét ca nhan hay mét nhém, bao gébm sy tw chd,
sy tin cay va khuyén khich ra nhirng quyét dinh can
thiét nhdm hoan thanh cong viéc. Xay dwng nhém la
phuong phap duoc thiét ké dé giup cac nhom hoat
dong hiéu qua hon thong qua cai tlen thong tin lién lac
ndi bd va cac ky nang giai quyét van dé.

Trao quyén cho nhan vién

Thanh twu clGa c& nhan la rat quan trong. Song, trén
thuc té, nguoi giam sat phai phu thudc vao sy hop tac
cta nhan vién dudi quyén, vi néu khong cé su hd tro
ctia nhém thi co' hoi thanh céng rdt mong manh. Co' hoi
tdt nhat dé gianh dwoc sy hé tror ciia nhém 1a dé cho
cac lwc lwgng trong ban than nhom ty lam viéc va
hwéng t&i quyét dinh ma chi cé sw can thiép téi thiéu
t phia ngwoi giam sat. Ngwoi giam sat lam viéc co
hiéu qua la ngwoi trao quyen cho nhan vién béng cach
cho ho quyén quyét dinh va tim kiém y twéng tir moi
nhan vién.

Quy trinh hoat déng chudn dwoc phat trién khi cac
cobng ty ché tao cdng cu va may mdc, chl yéu & b
bién phia Déng, bat ddu ché san phadm cta minh dén
mién Trung Tay, Vién Tay va ra nuwéc ngoai. Dé nhirng
khach hang & xa s dung cac thiét bi cong nghiép
phirc tap nay co thé 13p rap va biét cach van hanh thiét
bi, ngudi ta da lap ra moét s tay huwdng dan s dung.
Tuy nhién, ngay nay khong phai van de nao ciing co
thé tim dwoc cau trd 16i trong cubn sb tay tiéu chuan
Khach hang khong hai long va dong tai khoan néu nhuw
ho phai xt ly cac van dé hoan toan bang cach ap dung
cac quy tac trong sé tay hwéng dan s dung. Do dé,
nhan vién co thé dwoc giao phé quyén han dé vuot ra
ngoai pham vi cGa quy trinh hoat déng chuén bang
cach dua ra nhirng quyét dinh tic thoi dé gidi quyét
van dé, mién la nhivng quyét dinh d6 hop ly.

Sw tham gia nghia la 16i cubn nhém tham gia giai
quyét cac van dé bang cach chia sé kién thirc va théng
tin. Chuyén mon clia ngwoi giam sat tré nén kém quan
trong hon khi cac thanh vién trong nhém déu cé kién
thiec va k§ ndng. Quyén han tré thanh kha nang dé

16. TEAM BUILDING

Rigid department boundaries and fixed teams are
giving way to ad hoc squads whose membership
changes with every project. Flexible networks of team-
based structures are occurring within and between
companies, as well as across national borders.
Competitive arenas require quick decisions by
knowledgeable employees who work close to the
source of problems. Teams enable knowledge-based
and innovative decision making. This collaboration is a
revolution in the workplace.

A team is two or more employees who are
organizationally empowered to establish their
objectives, to make decisions about how to achieve
those objectives, to undertake the tasks required to
meet them, and to be individually and mutually
accountable for their results. Empowerment is the
delegation of authority to an individual or team and
includes autonomy, trust and encouragement to make
the decisions necessary to accomplish the job.
Teambuilding is a method designed to help teams
operate more effectively by improving internal
communication and problem-solving skills.

Empowering Employees

Individual achievement is very important. In reality,
supervisors must depend on cooperation from their
employees, because without group support, the
chance of achievement is slim. The best chance for
winning group support is to let the forces within the
group itself work toward a decision with minimum
interference from the supervisor. Effective supervisors
empower employees by giving them more decision
making power and by seeking ideas from every
worker.

Standard operating procedure evolved as tool and
machinery manufacturers, located mainly on the East
Coast, began shipping their products to the Midwest,
the Far West, and overseas. In order to help those
distant users of the complex industrial equipment
learn to assemble the machinery and operate it, an
operating manual was provided. However, many of
today's problems can't always be answered by the
standard operating procedure. Handling problems by
merely following the rules in an operating manual
results in customer dissatisfaction and closed
accounts. Employees deviate from standard operating
procedure by being empowered to make on-the-spot
decisions, within reason, to solve the problem.

Participation is getting group involvement to solve
problems by sharing knowledge and information. The
supervisor's expertise becomes less important as
team members possess knowledge and skill. Power
becomes the supervisor's ability to facilitate and
communicate to and on behalf of the team. He or she
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ngwdi gidm sat hé tro va giao tiép véi nhém va thay
mat nhém. Nguoi giam sat cé thé tiép xuc véi cac ddi
twong bén ngoai nhém, vi du nhw cap quan ly cao hon,
cac nhdm khac trong ndi bo té chirc, khach hang va
nha cung rng. Ngu&i giam sat dai dién cho cac lgi ich
ctia nhém, bdo dam cac ngudn lwc, lam rd cac ky vong,
thu thap théng tin va chia sé nhirng gi minh biét v&i ca
nhom.

Dé trao quyén cho nhan vién, ngudi giam sat phai biét
cach tao ra sw tin nhiém va tin cay vi nhiéu co ché
kiém soat truyén théng dung dé giam sat nhan vién da
duwoc x6a bd. Co thé tin twéng vao nhixng ngudi giam
sat co uy tin. Ho 1a nhirng nguwdi trung thwe, cé nang
lwc (kha nang chuyén mén), va biét cach truyén cam
hirng cho nguoi khac (kha nang hd tro). Két qua
nghién ctvu cho thdy, néu nhan vién cho rang ngudi
giam sat ctia minh cé uy tin cao thi ho sé lam viéc tich
cwc va gan bé véi cong viéc va td chire hon.

Long tin nghia la sy tin twéng vao tinh chinh tryc, tinh
cach va tinh dang tin cay cla ngudi giam sat. Nhan
vién phai tin twdng rdng ngudi giam sat ddi xr cong
bang, va ngudi giam sat phai tin twéng rang nhan vién
sé hoan thanh trach nhiém cta ho.

Phat trién nhém

Cong viéc clia ngudi giam sat la xay dwng va duy tri
mét doi lam viéc hiéu qua. Nhitng nguwoi giam sat
thanh cong la nhirtng ngwdi nhan thire dwoc réng tat ca
cac nhém déu trai qua cac giai doan phat trién nhuw
nhau nhwng ddi hoat ddng hiéu qua nhéat la déi trai qua
céac giai doan dé nhanh hon dé dat duwoc hiéu qua hoat
dong cao nhat. Véi tw cach la nhém trwéng, ngudi
giam sat sé chia sé thong tin, tin twéng vao nhiing
ngwdi trong nhém, nhudng bét quyén han va biét cach
can thiép. Ho tham gia vao viéc xac lap muc tiéu, xac
dinh vai tro, quan ly cac quy trinh, vi du nhw thoi gian,
sw bat déng, hoac thay ddi.

Vé&i mot déi lam viéc hiéu qua:
e Nhirng déng gop trong nhém mang tinh chéat b
tro.

e Nhom hoat dong nh mét don vi; c6 tinh than
dong dbi va sy tham gia tich cuwc.

e Quyét dinh dwa trén sw ddng thuan.
e Phan I&n thanh vién trong nhom c6 cam két
manh mé vé&i cac quyét dinh
e Nhoém khéng ngirng tw danh gia ban than.
e Nhom hiéu rd vé muc dich ctia minh.
e Mau thuan dwgc dwa ra x& ly cdng khai.
e Co6 nhiéu cach tw duy dé tim ra giai phap.
° Vgi trd 1&nh dao do ca nhan cé nang lwc nhat
nam gidr.
e  Giai quyét cong khai cac cadm nght, y kién.
M6t nhom c6 thé dat dugc sw dong bo trong hoat dong
(sw dong bo dem lai két qua cao hon so voi tong cac
két qua cua tieng bé phan) néu nhw cac thanh vién
trong nhom biét tao thanh mot doi. Mot doi bat dau tw
cho khong la gi ca cho dén khi tr& nén manh hon ca
mot tap thé gom nhirng ca nhan dwoc tap hop lai voi

is the liaison with external constituencies such as
upper management, other internal teams, customers,
and suppliers. The supervisor represents the team's
interests, secures resources, clarifies expectations,
gathers information, and shares what is learned with
the team.

Empowering employees requires that supervisors are
able to engender credibility and trust since many of
the traditional control mechanisms used to monitor
employees have been removed. Credible supervisors
can be believed. They are honest, competent (expert
power), and inspiring (referent power). Research
demonstrates that employees who perceive their
supervisors as having high credibility are more
positive and attached to their work and organizations

Trust _is the belief in the integrity, character, and
reliability of a supervisor. Employees have to trust
supervisors to treat them fairly, and supervisors have
to trust workers to fulfill their responsibilities.

Team Development

It is the supervisor's job to build and maintain an
effective team. Successful supervisors realize that all
groups go through development phases, but the most
productive teams go through the phases quickly to
reach the peak performance. Supervisors, as team
leaders, share information, trust others, surrender
authority, and understand when to intervene. They
participate in setting objectives, defining roles, and
managing processes, such as time, disagreements,
and change.

For an effective team :

e  Contributions made within the group are additive.

e The group moves forward as a unit; there is a
sense of team spirit, high involvement.

o Decisions are made by consensus.

e  Commitment to decisions by most members is
strong.

e The group continually evaluates itself.
e The group is clear about its goals.

e Conflict is brought out into the open and dealt
with.

e Alternative ways of thinking about solutions are
generated.

e Leadership tends to go to the individual best
qualified.

e feelings are dealt with openly.

A group can achieve synergy (results greater than the
sum of its parts) if its members become a team. A
team begins as nothing more than a collection of
individuals who have been brought together in a work
situation. The process of uniting the group to form an
effective team involves successfully completing four
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nhau trong mét bbi canh cong viéc. D& thanh cong, quéa
trinh théng nhét nhém dé tao ra mot doi lam viéc hiéu
qua phai trdi qua bén giai doan phat trién bao gdm:
giai doan thanh lap, giai doan “séng gid”, giai doan binh
yén, va giai doan hoat dong tét.

Giai doan mét la giai doan dinh hwdng, thanh 1ap
nhém. Mbi nguwdi, trong qua trinh 1am quen v&i nhirng
nguwoi khac trong nhém, sé tim ra chdé ding ctia minh
trong nhom. Cac thanh vién phai xay dwng dwoc mot
hiéu biét chung vé cac muc tiéu cia minh va théng
nhét vé cac quy téc hoat déng co ban nhw khi nao hop
nhém, cac yéu cau khi dw hop, cach thirc ra quyét dinh
nhw thé nao, v.v.

e Cac thanh vién trong ddi c6 hiéu muc tiéu ctia doi
khéng?

e Cac muc tiéu cla cac ca nhan da dwoc két hop
vao muc tiéu ctia doi chwa?

e Céc thanh vién c6 cdm thdy cac muc tiéu cia doi
la kha thi va phan anh nhirng muc tiéu riéng cla
ca nhan ho khéng?

Giai doan hai c6 dac diém |a nay sinh mau thuan gitra
cac ca nhan trong ddi, do dé dwoc goi la giai doan
“séng gi6”. Cac ca nhan bét diu canh tranh v&i nhau
dé dwoc chd y va gay anh hwéng. Cac mau thun
quyén loi hién ré khi cac thanh vién trong ddi bat dau
ap dat cac y twon va quan diém ctia minh vé nhiém vy
va c6 nhirng cdm nghi vé nhwng nguoi khac trong doi.
Khi d6, nhdom sé phai giai quyét van dé phan chia
quyén lyc va quyén han gitra cac thanh vién.

e Cac thanh vién coi dau la trach nhiém ctia minh?

e Céc thanh vién mong mudn nhirng gi t& nhirng
ngwoi khac trong nhém?

e Co ché lanh dao dwoc giai quyét nhw thé nao?
e Co6 hoat ddng nao bi trung lap khéng?

Trong giai doan ba, nhém tr& nén gan két — giai doan
nay dwoc goi la giai doan binh yén. Tinh than déng doi,
ho&c noi cach khac 1a sy ddng nhéat, b4t ddu dwoc phat
trién. Cac ca nhan tré nén quan tam hon téi cac nhu
cau cla ngudi khac va sén sang chia sé cac y tuéng,
thong tin va y kién véi nhau. Suy nghi vé& nhiém vu
chung bat d4u 14n at cac mdi quan tdm va muc dich ca
nhan.

e K& hoach hanh dong dé dat muc tiéu nhw thé

nao?

e Céach thirc quyét dinh nhw thé nao?

e Giai quyét van dé nhu thé nao?

e  Giai quyét mau thuan nhw thé nao?
Giai doan bén la giai doan phu thudc lan nhau trong
nhém, giai doan hoat déng tét. Nhém xuét hién véi tw
cach la mot doi. Cac thanh vién lam viéc cing nhau va
dat ket qua cao trong viéc giai quyét van dé, vi cac van
dé vé co cAu va van dé giira cac ca nhan da dwoc giai
quyét. Tinh sang tao cao va sy trung thanh cla céac
thanh vién ddi véi nhau la nhitng d&c diém cta nhém
trong giai doan nay.

e Cac thanh vién dbi xt vé&i nhau nhu thé nao?

phases of development: forming, storming, norming,
and performing.

Phase one is an orientation, the forming of the team.
Each person, in the process of getting acquainted with
the other members, seeks his or her place in the
group. The members must reach a common
understanding of their objective, as well as agreement
on basic operational ground rules, such as when to
meet, attendance requirements, how decisions will be
made, and so on.

e Do members understand the team's objectives?

e Have member's individual objectives been
incorporated into the team's objectives?

e Do members feel the team's objectives are
achievable and reflect their own personal
objectives?

Phase two is characterized by interpersonal conflict,
the storming of the team. Individuals begin to compete
for attention and influence. Divergent interests surface
as members begin asserting their ideas and
viewpoints of the task, and their feelings about other
members. The group must settle issues of how power
and authority will be divided among members.

e  What do members see as their responsibilities?

What do members expect from other members?

How is leadership being handled?
Does duplication of effort exist?

In phase three, the group is becoming cohesive, the
norming of the team. A sense of identity or "team spirit"
is beginning to develop. Individuals become more
sensitive to each other's needs, and are more willing to
share ideas, information, and opinions. Task
considerations start to override personal goals and
concerns.

What is the action plan for achieving the
objectives?

. How are decisions made?
. How are problems solved?
. How are confilicts resolved?

Phase four is the interdependence of the group, the
performing team. The group emerges as a team.
Members now work well together and have a high
degree of productive problem solving, since structural
and interpersonal issues have been resolved. High
creativity and intense loyalty of members to each
other characterize a group at this stage.

e  How do the members treat each other?
e Do members trust, support, and feel comfortable
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e Cac thanh vién co tin twdng, hé tro nhau va cadm
thay thoai mai khi lam viéc v&i thanh vién khac
khéng?

e Cac thanh vién cé tim cach giup d& nhau khéng?

17. XAY DUNG SU DPONG THUAN
Xay dwng sw dong thuan

Ngwoi My danh gia cao tinh déc lap. Nhwng khdéng ai
c6 thé hoan toan don doc. Dé dat két qua hoat dong tét
nhét, can cé nd lwc phdi hop cta nhidéu ngwdi lam viéc
cho mét muc dich chung. Khi mét ca nhan lam viéc
cung v&i nhitng ngwoi khac, sé tao ra hiéu qua va thuc
day nang suét lao dong cao hon cla tirng ngudi tham
gia. Cung lam viéc v&i nhau, cac nhan vién cé thé lam
duwoc nhiéu hon 13 cong tat ca cac két qua cla ho khi
lam viéc moét minh.

Ra quyét dinh nhém

Nguwoi ta mat rat nhiéu thdi gian dé hop ban vé cac van
dé, xac dinh gidi phap va cach thc thwe hién. Do dé,
didu quan trong 1a biét dwoc khi nao thi phai cé cac
quyét dinh ctia nhédm va khi ndo thi nén cé quyét dinh
cla cac ca nhan. Néu cé mdt ca nhan la chuyén gia va
c6 thé gidi quyét van dé thi ca nhan dé nén dua ra
quyét dinh. Qua trinh quyét dinh cla cac ca nhan co
thé rat nhanh chéng véi trach nhiém dwoc giao pho ré
rang.

Tuy nhién, néu khéng ¢ ai la chuyén gia trong [inh vrc
dé thi nhém nén quyét dinh. Nném cé thé xac dinh
duwoc nhiéu phwong an giai quyét hon 1a mét ca nhan.
Nhém sé c6 nhiéu kinh nghiém va quan diém da dang
dé hé tro qua trinh ra quyet dinh ma mét ca nhan lam
viéc mot minh khong thé cé dwoc. Néu nhitng nguoi
chiu anh hwéng cta gidi phap dwoc chon cling tham
gia trong qua trinh xac dinh ra gidi phap dé thi ho cé
thé hé tro viéc thwe hién va gép phan tao thanh cong.
Do vay, cac quyét dinh ctia nhém chinh xac hon, man
tinh sang tao va dé dwoc chap nhan.

Tuy nhién, viéc ra quyét dinh ctia nhém cé thé khoéng
hiéu qua. Trai lai, trach nhiém dwoc xac dinh rd rang
khi quyét dinh do ca nhan dwa ra. Trong quy trinh ra
quyét dinh nhém, trach nhiém ca nhan bi mé nhat. Dé
ra quyét dinh nhém, phai mat nhidu thoi gian hon so
vOi ra quyét dinh ca nhan. Cac thanh vién ctia nhom
khac nhau vé cap bac, kinh nghiém va kién thic, va
mot sb thiéu s cé thé chi phdi cd nhom. Cac ap lwc xa
hoi co thé tao ra kiéu tw duy tap thé, diéu nay lam
hdéng tinh phé phan trong tw duy va anh hwédng dén
chét lwong cla quyét dinh.

Tw duy tap thé 13 thuat ngir dung dé mo ta kiéu tw duy
c6 thé dan dén cac quyét dinh sai 1Am. Tw duy tap thé
lién twdng dén sy suy gidm hiéu qua tri dc, thir nghiém
thuc t& va danh gia dao dirc do cac qua trinh dién ra
trong nhém.

Mau thuian nhém

Mau thuén & mdc d6 nao d6 ciing can thiét dé nhom
thirc hién mot cach hiéu qua. Mau thuan dwoc hiéu
nhw nhitng khac biét khéng thé dan xép xuét phat tw

with each other?
o Do members look for ways to help each other?

17.CONSENSUS BUILDING
Consensus Building

Americans value their independence. Yet, no one
accomplishes much alone. Top performance demands
the joint effort of many people, working together
toward a common goal. When an individual works
together with others, effectiveness grows, creating
greater productivity for everyone involved. Together,
employees can do more than the collective efforts of
each individual working alone.

Group Decision Making

A great deal of time is spent in meetings formulating
problems, arriving at solutions, and determining the
means for implementation. Thus, it is important to
know when decisions should be made with groups,
and when individuals should make them. If there is
one individual who is an expert and can solve the
problem, an individual should make the decision.
Individual decisions can be made quickly, and
responsibility can be clearly assigned.

However, if there isn't an expert, a group decision
should be made. Groups can identify more
alternatives than an individual. A group brings a
diversity of experience and perspectives to a decision
process that an individual acting alone cannot. If the
people affected by a solution take part in its creation,
they are likely to facilitate implementation and
contribute to its success. Thus, group decisions are
more accurate, creative, and readily accepted.

Yet, group decision making can be ineffective. The
assigning of responsibility is clear in an individual
decision. In a group process, individual responsibility
is diluted. The group decision takes more time than
the individual decision. Members differ in rank,
experience and knowledge, and a minority may
dominate the group. Social pressures can create
groupthink, which undermines critical thinking and
harms the quality of the decision.

Groupthink is a term describing a type of thinking that
leads to poor decisions. Groupthink refers to a
deterioration of mental efficiency, reality testing and
moral judgment that results from in-group processes.

Group Conflict

Some conflict is necessary for a group to perform
effectively. Conflict, the perceived incompatible
differences that result in interference or opposition, is
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sw can thiép hoac phan doi, nhwng méau thudn hoan
toan tw nhién va khong thé tranh khoi trong bét ky
nhém nado. Trong thoi gian thwe hién nhiém vu, nhat
dinh sé& phat sinh mau thuan. Nguwdi gidam sat mudn
cho cac mau thuan chirc ning xay ra dé hé tro cho
cac muc dich cta nhém, hon & dé cho cac mau thuan
bat thworng xay ra va ngan chdn khéng cho nhém dat
dwoc cac muc dich ciia minh. Diéu quan trong la phai
ghi nhé réng khéng phai tt cd cac mau thuan déu bat
thwong. Nguwoi giam sat co6 thé muébn thuc déy mau
thuan dé tang cudng két qua hoat dong clia nhom
hodc dé giai quyét mot s6 van dé (Liéu cép dudi co
ngai d&t cau hoi véi cip trén khong? Cép dudi cé ludn
ludn ndi “Vang” khong? Cap dwéi cé so thira nhan sw
kém hiéu biét va khong chac chan cia ho véi ban
khong? C6 thiéu cac y twdng méi khdng?).

Muc dich 1a tao ra mét méi trwdng ma mau thuan co
tinh chat lanh manh, va lién quan dén cac phuwong
phap dé dat muc tiéu. Nquwei giam sat quan ly mau
thuan nhom bang cach giup xac dinh ngudn géc méau
thudn va cac van dé ciing nhu cac bén lién quan
Nguwoi giam sat phai ngan chan ngay nhirng “lan séng”
gay chia ré va giup tim ra giai phap. Méau thuan co thé
duoc giai quyet néu co sy tham gia ctia ngudi ngoai,
co cAu lai t6 chire, tim ra dwoc mot ngum phan déi gay
gat, thay ddi van hda cua td chire, va st dung cac bién
phap théng tin lién lac. Ngwei giam sat can phai lva
chon ¢éng cu giai quyét mau thuan nao phu hop
nhét véi tinh huéng va kha nang ap dung phuong phap
cla ngudi giam sat.

Lang tranh, hoac don gian la rut lui khéi viéc ngan can
mau thuan sé la giai phap tét néu gdp phai cac mau
thuan 14t vat, hodc khi mat binh tinh.

Diéu chinh thich nghi, nghia la dat yéu ciu cta nguoi
khac lén trén yéu cau clGa ban than minh. Day 1a giai
phap kha thi néu van dé& dang tranh cai khéong quan
trong 1&m v&i nhém. Piéu nay gilp tao ra sy hai hoa va
c6 thé coi nhw “ghi no” cho nhirng trwéng hop sau, khi
van dé co thé con quan trong hon.

Hop tac, la gidi phap coé lgi cho ca hai bén, duwoc ap
dung khi tat ca cac bén déu tim cach thda man céac
quyén lgi ctia minh. Cé thé c6 ap luc vé thai gian, khi
cac bén lién quan mubn cé giai phap déi bén cung coé
loi, nhung van dé quéa quan trong khong thé théa hiép.
Sw hop tac 1a phuong phap tot dé gidi quyét mau
thuan, vi khi d6 cac bén mau thuan cé thé thda man
cac nhu ciu riéng clia minh, dong thdi van dap (ng
dwoc nhu cAu cla cac thanh vién khac bang giai phap
doéi bén cung co loi. Tat cad cac thanh vién duoc coi
nhw nhitng ngwdi cé thé mé rong kha ndng cla nguoi
khac. N6i cach khac, nhirtng ngwoi tham gia phai hop
tac v&i nhirtng ngwoi khac véi mong muén rang loi ich
sé cao hon chi phi. Phvong phap nay sé thanh cong
néu ca hai bén cung quan tdm dén viéc giai quyét mau
thuan va cac bén mau thuan co diéu kién thuan loi dé
trao d6i v&i nhau mot cach tich cuc.

Cac ky thuat dé tang cwong sw tham gia nhém

Viéc str dung cac nhém tham gia khéng giébng nhuw
trong quy trinh ra quyét dinh mét cach dan chu --
trong d6 méi ngudi c6 mot 14 phiéu va da sb sé thang.

natural and inevitable in any group. During the course
of performing its tasks, conflicts inevitably arise. The
supervisor wants functional conflict to support group
goals, rather than dysfunctional conflict, which
prevents a group from achieving its goals. It is
important to remember that not all conflict is
dysfunctional. Supervisors might want to stimulate
conflict to increase the group's performance or to
address several questions (Are subordinates afraid to
question you? Do subordinates always answer "Yes"?
Are subordinates afraid to admit ignorance and
uncertainties to you? Is there a lack of new ideas?)

The goal is to create an environment where conflict is
healthy, regarding the methods for achieving goals.
The supervisor manages group conflict by helping to
identify the source of conflict and the issues and
parties involved. He or she must stem the tide of
disruptions and help generate options. Conflict can be
stimulated by bringing in outsiders, restructuring the
organization, appointing a devil's advocate, changing
the organization's culture, and using communication.
The supervisor must choose the conflict resolution
tool that is best suited for the situation and the
supervisor's ability to use a method.

Avoidance, or just withdrawing from suppressing
conflict is preferred when the conflict is trivial, or
emotions are running.

Accommodation, placing another's needs above
one's own, is a viable option when the issue under
dispute isn't more important to one group than
another. This helps create harmony and build 'credits’
for a later time when an issue may be more important.

Collaboration, a win-win solution, occurs when all
parties seek to satisfy their interests. It is possible
when there are few time constraints, when the parties
involved want a win-win solution, and when the issue
is too important to compromise. Collaboration is the
preferred method for resolving conflict since the
parties in the conflict can satisfy their own needs while
simultaneously meeting the needs of the other
members, a win-win solution. All members are viewed
as people who can amplify each other's abilities. In
other words, participants collaborate with others in the
expectation that the benefits will outweigh the costs.
This method works successfully if both parties are
interested in resolving the conflict and the parties in
conflict are able to communicate actively and easily.

Techniques for Improving Group Participation

The use of participating groups is not the same as
democratic decision-making -- one person with one
vote and the majority rules. Voting tends to polarize
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Viéc bd phiéu cé xu hwédng phan chia cac thanh vién
trong nhém thanh cac cuc khac nhau — ngudi thdng va
ké thua. D& cho moi ngudi cd cam giac thua cudc sé
gay khoé khan cho viéc thyc hién quyét dinh vi khi do
quyét dinh khong thé hién duwoc sw ddng thuan. Dong
thuan la mot hinh thirc ra quyét dinh cé sw tham gia
trong do6 toan doéi dwoc tham gia y kién va tat ca cac
thanh vién chap nhan quyét dinh. Thuc té day 1a tinh
hudng d6i bén déu co lgi trong nhém.

Sw tham gia nhém phu thudc vao sy lién két tw do va
s hd tro clia xa hoi. Sw lién két tw do 14 qua trinh tao
ra cac y twédng mot cach nhanh chéng va ké tiép nhau,
giam tdi da sw ngan chan hodc can thiép vao cac hanh
dong. Ngudi giam sat trinh bay tir nglr hodc y twdng
xuét phat ban dau cho c& nhém. S lién két tw do voi
t nglr hay y two’ng do sé thuc day moét phan (ng day
chuyén gém nhiéu y twong bd sung. Hé tro’ ctia xa hoi
la qua trinh ma hiéu suét lam viéc cia mot ca nhan
dugc tang cudng nhd sw thic day cla cac thanh vién
khac trong nhom.

Cang ngay cac t6 chlrc cang nhan ra rang méi quan
hé hop tac — dwoc dinh nghia la sw hoc hdi 1an nhau
va cung nhau sang tao — la cét I8i ctia quéa trinh dbi
mai. Cac y twdng khoéng chi dwoc trao ddi ma con
dwoc dwa ra cung thdo luan, tranh cai va sang tao.
Khong c6 ky thuat nao dwoc coi la tét nhat dé tang
cwdng sw tham gia nhém vi tinh huéng va nhirng
nguwdi ra quyét dinh trong cac tinh hudng khong giéng
nhau. Do d6é ngudi giam sat phai chon dwoc ky thuat
nao phu hop nhat véi tinh hudng va thanh phan cda
nhom.

Suy nghi déng nao la mét trong céac ky thuat da cé lau
nhat va dwoc biét dén nhiéu nhat dé tan dung sw hd
tro clia xa hoi nham thic day gidi quyét van dé& mot
cach sang tao. Nguoi gidam sat can khuyén khich mot
méi trwong ¢6 loi cho sw lién két tw do va khuyén khich
tw duy mot cach ty do, khdng cé gi¢i han. Suy nghi
dong ndo khuyén khich cac thanh vién trong nhém
tham gia mot cach khong han ché va ty phat. Chét
lwong cac y twdng la didu rat quan trong. Cac thanh
vién trong nhém dwoc khuyén khich dé dwa ra céac
phwong an lwa chon ma khéng so bi phé binh. T4t ca
cac y kién déu dwoc ghi nhan dé tiép tuc thdo luan va
phan tich sau.

Trong mdi cudc nhém, ngudi gidam sat co thé st dung
quy trinh suy nghi déng ndo dé& khuyén khich sy trao
ddi coéng khai, trung thuc va phat trién dong y tudng
mdt cach ty do. Vi du nhw, ngwdi giam sat co thé noi:

1. Day la khu virc an toan. Bat ky diéu gi dwoc néi &
day sé& khong dwoc dung dé chéng lai ban.

2. Khéng duoc phép chi trich ca nhan. Chung ta
khong thé thay doi ca tinh cua bat ky ai nhung
chung ta c6 thé anh hwéng dén hanh vi cda ho.

3. Hay phan xét bat ky y twéng nao duwoc dua ra &
day mét cach cbng bang.
Chung ta c6 mat & day dé cai tién cong viéc, vi vay
hay tap trung vao cong viéc, Néu toi c6 lam bét ky
diéu gi khién cho cac ban khéng tap trung duoc
vao cbng viéc, hdy cho t6i dwoc biét. Néu cac ban

the group's members into winners and losers. Having
people feel like losers produces problems in decision
implementation that are not present when consensus
is reached. Consensus is a form of participative
decision making in which the entire team is consulted
and all members accept a decision, a win-win situation
for the group.

Group participation depends on free association and
social facilitation. Free association is a process of
producing ideas in rapid succession with a minimum
of inhibiting or restraining action. The supervisor
presents the original stimulus word or idea to the
group. The free association it produces stimulates a
chain reaction of additional ideas. Social facilitation
is a process in which the productivity of each
individual is increased by the stimulation provided by
other group members.

Increasingly, organizations are recognizing that
collaborative relationships - those defined by
mutual learning and shared creation - are at the core
of innovation. Ideas are not just exchanged; they are
jointly discussed, debated and created. There is no
one best technique for improving group participation
since situation and decision-makers differ greatly. The
supervisor should choose the technique that best fits
the situation and the group membership.

Brainstorming is one of the oldest and best-known
techniques to use social facilitation to stimulate
creative problem solving. The supervisor promotes an
atmosphere conducive to free association and
encourages freewheeling,  uninhibited  thinking.
Brainstorming ~ encourages  unrestrained  and
spontaneous participation by group members.
Quantity of ideas is important. Members are
encouraged to generate alternatives without the threat
of criticism. All responses are recorded for later
discussion and analysis.

In a team meeting, a supervisor can use the
brainstorming process to encourage open, honest
communication and the free flow of ideas. For
example, the supervisor might say:

1 This is a safe zone. Anything said here will not be
held against you.

2 No personal accusations allowed. We cannot

change someone else's personality, but we can
affect his or her behavior.

3 Give any idea expressed here a fair hearing.

We are here to improve our work, so focus on the
work. If there is anything I'm doing that is keeping
you from your work, | want to know about it. If
there are any resources that you need to do your
job better, tell me. Look at the person sitting next
to you and say, "It would help me in my job if you.
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can bét ky nguén lwc nao dé hoan thanh cong viéc
ctia minh té6t hon, hay cho t6i biét. Hay nhin nguoi
ngdi bén canh minh va néi "Sé rat cé ich cho cong
viéc cla tdi néu nhw anh/chi .. ."

Nhiéu cudc hop bi kim ham béi sy tham gia cla cac
nhan vat chinh tri hodc thanh phan tham gia khéng
ddng déu. Ching ta cé thé lang phi hang gi& déng ho
ma khoéng dat duwoc nhirtng quyét dinh chac chén hay
sang tao ra dwoc nhirng chién lwgc mai co tinh téo
bao. M6t nhém ngudi lam viéc déc lap cé thé tao ra
nhiéu y twdng déc dao hon so véi khi ho l1am viéc cung
nhau. Nhém danh nghia 1& nhém gém nhitng ngudi
lam viéc doc lap, thay vi trao doéi véi nhau. Ky thuat
nhém danh nghia (NGT) han ché viéc thdo luan gitra
cac thanh vién hién co6 va hién dang lam viéc moét cach
doc lap. Bay la nhirng ngwéi dugc tap trung lai khi cé
van dé. Ho c6 thé viét ra nhirng y twédng cla minh mot
cach doc lap, sau dé6 mdi ngudi trinh bay mot y twdng
v&i cd nhom. Khi da trinh bay va ghi nhan hét cac y
twdng, sé c6 mot thdo luan ngan dé lam rd cac van dé.
Sau do, tirng thanh vién co6 thé danh gia cac y twéng
mot cach doc 1ap. Y twéng nao dwoc danh gia cao nhat
sé la gidi phap dwgc chon.

C6 thé str dung cong nghé dé gidp dinh hinh lai va tao
ra sw so6i ndi cho cudc hop. Lap ké hoach, hd tro phdi
hop va ghi chép tai liéu 1a nhitng viéc can dwoc nhan
manh. Nguw&i giam sat 1ap ké hoach cho cudc hop, 1én
chwong trinh, diéu hanh cudc hop va cho chay chwong
trinh phan mém. Khi két thic cudc hop, ngudi giam sat
sé& in bién ban hop dé hd tro cac hoat dong tiép theo.

NGT c6 thé dwoc st dung trong cuéc hop dung
phwong tién dién tir, 1a hinh thérc hop mét it thoi gian
hon so v&i hop truc tiép. Cac cudc hop bang phwong
tién dién t&r tao ra sy sang tao va tang cwong hiéu suat
béng cach cho phép cac dai biéu dw hop déng gép mot
cach ddng déu va khoéng can néu tén. Cudc hop co thé
c6 dén 50 nguoi tham gia bdng cach ngdi theo hinh
moéng ngwa, cé trang bi ban phim va man hinh may
tinh. Cac van dé& dwoc néu lén va trd 16i bang cach
danh may trén may tinh. Nhan xét clia cac ca nhan va
cac cau tra 1oi tbng hop sé& dwoc chiéu trén mot man
hinh I&n.

Ngudi giam sat sé gidi quyét van dé, hd tro khi can va
dua ra cac cau héi tham do dé ca nhém clung ban bac
van dé. Ky thuat Delphi la hinh théc ra quyét dinh
nhom trong dé cac thanh vién khoéng bao gi& gap mat
trwc tiép va tham gia nhw nhau béng cach str dung cac
ban cau héi. Khi mét van dé& dwoc xac dinh, cac thanh
vién trong nhém sé dwoc yéu cau dua ra cac giadi phap
ma khoéng can néu tén bang cach dién vao maét ban cau
héi co cau trdc chat ché. Mai thanh vién dwoc nhan
mot ban sao két qua va duoc hdi lai 1an niva vé cac giai
phap. Quy trinh nay tiép tuc cho dén khi dat duoc sy
déng thuan.

Synectic st dung mét déi co tinh sang tao va dwoc
Iwa chon k§ lwdng v&i mot doi trwdng co kinh nghiém
dé xay dwng céac tinh hubng bat budc nhirtng nguoi
tham gia phai co6 cach suy nghi khac so v&i cach tw
duy théng thwong clia ho. Phwong phap nay tap trung
vao viéc tach roi cac sw viéc rdi ghép lai véi nhau dé

Many meetings are stifled by politics and unequal
participation. Hours can be wasted without reaching
firm decisions or creating bold new strategies. A group
of individuals working alone collectively produced
more unique ideas than they produced working
together. Nominal group is a group of people working
independently rather than interacting with each other.
Nominal Group Technique (NGT) limits discussion
among present, independently operating members
who gather and are presented with a problem. They
individually write down ideas. In turn, each member
presents one idea to the group. Once all ideas are
presented and recorded, a brief discussion clarifies
issues. Then, each member independently ranks the
ideas. The idea with the highest ranking is the chosen
solution.

Technology can be used to help reshape and
revitalize the meeting process. Planning, facilitating
collaboration and documentation are emphasized. The
supervisor plans the meeting, prepares the agenda,
facilitates the meeting itself and runs the software. At
the conclusion of the meeting, the supervisor prints
the meeting documentation that aids in follow-up.

NGT can be used in an electronic meeting, which is
faster than a face to face meeting. The electronic
meeting spurs creativity and increases productivity by
allowing meeting participants to contribute equally and
anonymously. Up to fifty people can participate by
sitting in a horseshoe formation ouftfitted with
computer terminals. Issues are presented and
responses are typed. Individual comments and
aggregate responses are posted on a projection
screen.

The supervisor troubleshoots problems, provides
assistance when requested, and asks probing
questions to get the team to talk through problems.
Delphi technique is a form of group decision-making
in which members never meet face to face and equal
participation is structured by the use of written
questionnaires. A problem is identified and members
are asked to anonymously provide their solutions
through a carefully structured questionnaire. Each
member receives a copy of the results and is again
asked for solutions. This process continues until
consensus is reached.

Synectics utilizes a carefully selected creativity team
and an experienced leader whose task it is to
structure situations that force participants to deviate
from their usual modes of thinking. It focuses on the
act of mentally taking things apart and putting them
back together as a means of furnishing new insights.
The term synectics comes from the Greek word
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tao ra cac géc nhin méi. Thuat ngl “synectic” xuat phat
tr moét tir Hy Lap 1a synectikos, c6 nghia la “ghép lai
v&i nhau” hoac “dem nhirng vat khac nhau dat vao mot
méi lien két théng nhat”. Ly thuyét synectic st dung
cac co ché don by dé lam chat xic tac cho cac y
twdng mai. Mot trong cac don bay nay la “sy thiu
cam”, nghia la tw dat ban than minh vao vi tri sy viéc.
DPé dwa ra dwoc cac gidi phap mang tinh sang tao, cac
mo hinh tw duy hién c6 sé dwgc nghich ddo, hoan vi,
tham chi bép méo va slra dbi théng qua cac bai tap
déng vai va twéng twong.

18. LA CHON

Nguwoi giam sat & tat ca cac loai té chirc khac nhau
déu chiu trach nhiém vé& ngudn nhan lyc tai phong/ban
minh. Lya chon nhirng nhan vién cé nang lyc va dat
hiéu qué cong viéc cao, cé kha nang duy tri hiéu qua
cong viéc lau dai la mét wu thé canh tranh. Qua trinh
lwa chon bao gdm dw bao cac nhu cau tuyén dung,
tuyén chon (ng vién, phdng van (ng vién, va tuyén
dung chinh thtre.

Cac anh hwéng clia moi trwong bén ngoai sé cé anh
hwdng dén quéa trinh lwa chon. Cac anh hwéng bén
ngoai gém c6 cong doan, luat va quy dinh cta chinh
phu. Cong doan la dai dién cho nguwdi lao dong va ludn
tim kiém cach bao vé quyén loi ciia doan vién cong
doan théng qua théa thuan tap thé. “Cac quan hé quan
ly lao déng tét” 1a yéu td quan trong trong cac dam
phan hop déng. Chinh phd ¢ thé cé &nh hwdng dén
nhiéu quyét dinh lién quan t&i viéc tuyén dung. Nguoi
tuyén dung phai ddm bao réng tat ca cac &ng vién ndp
don xin viéc va cac nhan vién hién tai déu c6 co hoi
nhw nhau Nhiéu t6 chirc c6 nhitng chwong trinh hanh
dong chac chan dé& dam bao nang cao va duy tri cac
nhém dwoc bao vé nhw phu niv, nguwoi dan toc thiéu sb
va nguoi khuyét tat.

Dw bao nhu ciu tuyén dung

Lap ké hoach sé& hé tro' viéc thuc hién chién lwoc bang
cach gidi thich cac muc dich cla td chirc cho nhirng
nhan vién ma td chirc can dén dé thwc hién muc dich.
T chirc sé& dw bao nhu cau nhan lwc clia minh dé xac
dinh s nhan vién can tuyén dung va cac loai kj ndng
ma ho can c6. Dw bao_cac nhu cau tuyén dung bao
gdm ca nhirng danh gia vé tinh hinh hién tai va twong
lai.

Ngudi giam sat mudn dam bao rang sb lwong nhan
vién phu hop véi khéi lwong cong viéc. Trong danh gia
tinh hinh hién tai, nguoi giam sat sé kiém ké ngudn
nhan lwc dé danh gia mirc dd ndng lwc va cac k§ nang
dang c6 tai t chirc. Ddng thdi ngudi giam sat sé tién
hanh phan tich cong viéc dé xac dinh cac nhiém vu va
hanh vi can thiét cho viéc thuc hién. Diéu nay sé giup
xac dinh mic dé6 phu hgp gilka nhan sy hién cé va
nhan sy can c6 dé thwc hién thanh céng nhiém vu.
Phan tich céng viéc sé cung cap thong tin dé mé ta
céng viéc -- trc la m6 ta ndi dung cong viéc, moi
trwérng va cac didu kién tuyén dung, cac yéu cau cong
viéc — kién thirc, k§ nang va kha nang can thiét dé lam
viéc hiéu qua. Banh gia tinh hinh twong lai sé xac dinh

synectikos, which means "bringing forth together" or
"bringing different things into unified connection.”
Synectic theory uses trigger mechanisms to catalyze
new thoughts. One of these synectic triggers is
empathizing, which involves putting yourself in place
of the subject. In order to arrive at creative solutions,
existing thought patterns are inverted, transposed,
distorted, and modified by role-playing and fantasy
exercises.

18. SELECTING

Supervisors in all types of organizations are
responsible for the human resources in their
departments. Selecting competent, high-performing
employees capable of sustaining their performance
over the long run is a competitive advantage. The
selection process consists of forecasting employment
needs, recruiting candidates, interviewing applicants,
and hiring employees.

External environmental forces affect the selection
process. These external forces include labor unions,
governmental laws. Labor unions represent workers
and seek to protect members' interests through
collective  bargaining. “Good labor-management
relations” is an important ingredient in contract
negotiations. The government influences numerous
decisions regarding hiring. Employers must ensure
that equal opportunity exists for all job applicants and
current employees. Many organizations have
affirmative action programs to ensure upgrading and
retention of protected groups such as women,
minorities, and people with disabilities.

Forecasting Employment Needs

Planning assists in implementing strategy by
translating the organization's goals into the workers
needed to achieve them. The organization forecasts
its human resource requirements in order to determine
the number of employees to hire and the types of
Skills they will need. Forecasting employment needs
includes current and future assessment.

The supervisor wants to make sure that the number of
employees matches the workload. In the current
assessment, supervisors take a human resource
inventory to assess what talents and skills are
currently resident in the organization, and conduct a
job analysis to define the tasks and the behaviors
necessary to perform them. This helps determine
whether there is a fit between who currently works for
the firm and what it needs for its work to be performed
successfully. Job analysis provides the information
for a job description -- a written description of job
content, environment and conditions of employment,
and job specification -- knowledge, skills and abilities
needed to do the job effectively. Future assessment
determines the firm's future human resource
requirements by looking at the overall organizational
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cac nhu cau nhan sy clia cong ty trong twong lai bang
cach xem xét cac muc dich chung cua t6 chirc xuét
phat tlr k& hoach chién lwoc. Danh gia cac kha nang
hién tai va nhu cau twong lai s& hé mé nhirng linh vuwc
ma té chirc hién dang thira nhan vién va nhirng linh
vuc woc tinh bi thiéu nhan sw. Sau dé can lap mot
chwong trinh dé& nhitng wéc tinh nay phu hop véi dw
bao cung cap nhan lyc trong twong lai.

Tuyén chon cac (rng vién

Tb chire can xay dung cac ngudn cung cap ng vién
dé tv dé chon ra cac nhan vién co ndng lwc. Nhiing
théng tin thu duwoc tr phan tich cong viéc co thé sé
hwéng dan cach tuyén dung nhdm bd sung day du cac
khodng tréng vé k§ néng va nhan su trong t6 chire. Thi
trwong lao déng tai dia phwong, loai cong viéc hoac
chtee vu va quy mo td chirc sé giup xac dinh nhirng
ngudn ma té chirc cé thé tim kiém cac &ng vién tiém
néng cho coéng viéc. Cé thé st dung cac cach Tuyen
chon nhw dang quang céo trén bao, tiép xuc vdi cac
co quan tuyén dung lao dong, dén cac trudng dai hoc.
Dé tao ra nguon nhan lwc da dang hon, ngudi giam
sat co thé tuyén chon twr cac nguon nhw mang lwoi viec
lam cho phu ni, cac t& bao viét bang ngén ngl dan
tdc, hodc cac ngan hang viéc lam tai thanh thi. Nhiéu t6
chirc hién dang quay sang s dung Internet dé tuyén
dung lao dong. ich Igi cGia viéc tuyén dung qua mang
la g|am chi phi tuyén chon, mét it thdi gian hon va
ngudn (rng vién c6 nang lwc ddi dao hon.

19. PAO TAO

Sau khi dwgc chon, cac nhan vién sé dwoc tham gia
chwong trinh dinh hwdng dé duoc gidi thiéu chinh thic
vé cdng viéc cla minh. Céng viéc dwoc hiéu nhuw moét
chtrc vu cu thd ma nhan vién ndm gilv trong té chirc.
Chuwong trinh dinh hwéng sé mé rong thém nhirng
théng tin ma nhan vién da dwoc cung cap trong qua
trinh tuyén chon. Pinh huéng 1a mot chwong trinh gidi
thiéu cho cac nhan vién mdi vé td chirc nhw mot co
cau tdng thé, don vi ma nhan vién sé cong tac va cac
ddng nghiép ma ho sé lam cung, cling nhw cac trach
nhiém cong viéc cla ho. Chuwong trinh dinh hwéng
gilip gidm bét sy lo lang ban dau khi nhan vién phai
bat dau moét cdng viéc mai, vi chwong trinh giup cho ho
chuyén déi tr ngudi ngoai cudc tré thanh ngudi trong
cuéc. Binh hwéng sé xac dinh tinh than lam viéc cho
cac nhan vién méi bang cach mé ta cac ky vong lién
quan dén cbng viéc va cac quan hé bao cao.

Nhéan vién dwoc thdng bao vé cac ich loi, chinh sach
va quy dinh, tha tuc trong té chirc. C4c trach nhiém va
nhiém vu cu thé cling nhw yéu ciu danh gia két qua
hoat dong can dworc giai thich rd. Trong qua trinh dinh
hwdng, ngudi giam sat sé co co hoi giai quyét nhirng
ky vong phi thuc té ctia nhan vién, néu co.

Cac chuwong trinh dinh hwéng chinh thirc c6 thé bao
gdm céc chuyén di tham quan nha xwéng, thao luan vé
lich st ctia t& chirc, tdm nhin va s ménh cla té chirc,
gdp g& dai dién cac can bo nhan sy dé thao luan vé
chinh sach va ché do lwong, va/hoac dwgc giao nhiém
vu lam nguoi hwéng dan dé gidi thiéu cho cac nhan

goals derived from strategic planning. Assessing
current capabilities and future needs reveal areas
where the organization is overstaffed and estimates of
human resource shortages. A program is developed to
match these estimates with forecasts of future labor

supply.

Recruiting Candidates

The organization develops a pool of job candidates
from which to select qualified employees. Information
gathered through job analysis can guide recruitment to
fill skill and personnel gaps. The local labor market,
the type or level of position and the size of the
organization determine which source is used to find
potential job candidates. Recruitment efforts include
running newspaper ads, contacting employment
agencies, and visiting colleges. To create a more
diverse workforce, supervisors can recruit from
sources such as women's job networks, ethnic
newspapers and urban job banks. Many organizations
are turning the Internet to recruit a workforce. Benefits
of online recruiting include reduced cost-per-hire,
less time-to-fill, and a larger pool of quality candidates.

19. TRAINING

After employees are selected, they enter an
orientation program to be formally introduced to their
jobs. A job is a specific position an employee holds in
an organization. The orientation program expands on
information received by the employee during the
selection process. Orientation is a program that
introduces new employees to the organization as a
whole, their work unit and co-workers, and their job
duties. It helps to reduce initial anxiety over starting a
new job by facilitating the outsider-insider transition.
Orientation sets a tone for new employees' work by
describing job-related expectations and reporting
relationships.

Employees are informed about benefits, policies, and
procedures. Specific duties and responsibilities and
performance  evaluation are clarified.  During
orientation, the supervisor has the opportunity to
resolve any unrealistic expectations held by the
employee.

Formal orientation programs can include tours of
facilities, discussions about the history of the
organization, vision and mission, meeting with human
resource representatives to discuss policy and
compensation, and/or being assigned a mentor to
introduce employees to processes and people. A
successful orientation result is an employee transition
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vién khac vé cac quy trinh va con nguoi trong té chirc.
Mét chuwong trinh dinh hwéng thanh cong la chwong
trinh giup cho nhan vién chuyén déi thanh cong, trong
dé nhan vién méi cdm thay thodi mai va c6 kha nang
dé thwe hién tbt cong viéc.

Hwéng dan Ia quan hé chinh thirc gitta mot nhan vién
méi dwoc tuyén dung va mot nhan vién ky cwu, qua dé
hwéng dén vai trd dé khuyén khich va hd trg nhan vién
mai. Nhitng ngudi hwdng dan chinh 14 ngudn lwc cho
cac nhan vién moi va sé gidp nhan vién moi giai quyet
céac van dé ca nhan ciing nhw cac van dé va mau thuan
lién quan dén cong viéc. Mot ngudi hwéng dan co thé
gillp cac nhan vién tr&@ nén quen thudc véi cac quy
dinh, chudn mwc va ky vong cla té chirc, ddng thoi
gip ho hiéu biét sau sac vé nghé nghiép ctia minh va
cung cap cac huéng dan dwa trén kinh nghiém lam
viéc clia ban than ngudi hwéng dan.

Ning suét lao dong

Céac tb chirc déu quan tdm téi nang suét lao dong.
Nang suét lao déng 1a dau ra tinh trén mét don vi dau
vao, thwong dwoc biéu hién bang ty 18. Danh gia nang
suéat lao dong sé giup ngwdi gidam sat nghién clru cac
khia canh quan trong ctia hoat déng san xuét. Diéu nay
thwerng dwoc xac dinh badng mét chi sb hé sb duy nhét,
vi du nhw dAu ra tinh trén mét gi¢r lao dong, hodc dau
ra tinh trén don vi vén dau tw, hodc chi sd hé sb két
hop trong d6 két hop nhiéu diu vao khac nhau vao
mét thwéc do chung.

Mét dnh hwéng quan trong ddi véi nang suét lao dong
chinh 1a chét lwong cta ddi ngi lao dong. Pao tao 1a
dau tw quan trong va can thiét dé& dat nang suét lao
dong tot. Dé dap tng cac thach thirc méi, tham chi ca
cac nhan vién duwgc dao tao tét nhat cting can phai
nang cao ky nang. "Bao tao chinh la diém co ban dé
tang nang suét lao ddng. Cach duy nhat ma ban cé thé
nang cao nang lwc cho ngwdi khac, ngoai viéc cai tién
phwong phap lam viéc cliia ho, chinh la dao tao ho”.

Dao tao nghia la nang cao kién thire, k§ ndng va quan
diém cla nhan vién dé anh ta/co ta co thé thwe hién
cobng viéc. Tat ca cac nhan vién méi (hodc cac nhan
vién ¢l dwoc phan cong nhiém vu méi) déu can duwoc
dao tao. Dao tao chéo sé& gilip nhan vién dwoc chuén
bi ky cang cho mét cdng viéc ma thuwdng la do ngudi
khac x( ly. Ngoai ra, dao tao ciing can thiét khi td chirc
ap dung céac quy trinh, thiét bi hay tha tuc méi. Néu mot
nhan vién nghi viéc qua 30 ngay, anh ta/co ta c6 thé
can dwoc dao tao lai.

Dao tao bat dau tir viéc phan tich té chirc. Bang cach
chu trong dén chién lwgc va nghién cliu cac du bao
ban hang ciing nhw nhirng thay ddi dw kién trong cac
hé thdng san xuét, phan phéi va hé tro, nguoi tuyén
dung co thé xac dinh nhirtng kj ndng va mic do ky
néng can cé. So sanh v&i mire do ky nang hién tai dé
wdc tinh cac nhu cau can bo va dao tao. Phan tich
nhiém vu sé& gidp xac dinh cac yéu té cia nhiém vu can
lam trong hién tai hoac twong lai. Phan tich cac nhu
cau ca nhan bao gdm ca viéc phéng van hoadc phat ban
cau hdi cho nhan vién va cac can bd quan ly nham muc
dich phan tich cac nhu cau dao tao cla ho. Noi chung,
sy thdng nhét gitra cac nha quan ly va nhan vién

where the new member feels comfortable and capable
of performing well on the job.

A mentorship is a formal relationship between a newly
hired employee and a veteran employee role model
that provides support and encouragement to the new
employee. Mentors serve as resources to new
employees, helping them resolve personal problems
and work-related issues and confiicts. A mentor helps
employees become accustomed to the rules, norms,
and expectations of the workplace and provides
career insight and guidance based on personal career
experience.

Productivity

Organizations are concerned with productivity.
Productivity is output per unit of input, usually
expressed as a ratio. Measurement of productivity
helps supervisors examine critical aspects of
production. It is usually determined by a single-factor
index, such as output per hour of labor or output per
amount of capital invested, or a combined-factor index
which integrates different inputs into one overall
measure.

An important influence on productivity is the quality of
the work force. A major investment necessary to
productivity is training. In order to meet new
challenges, even the best-educated employees need
to increase and adapt their skills. "Training is
absolutely the fundamental point of getting more
productivity. The only way you could really improve
anybody, other than improving the method of how they
do the work, is to train them"

Training refers to improving an employee's
knowledge, skills, and attitudes so that he or she can
do the job. All new employees (or current employees
in new jobs) should be trained. Cross training
prepares an employee for a job normally handled by
someone else. Also, training is advisable when new
processes, equipment or procedures are introduced
into the workplace. If an employee has been off work
for more than 30 days, training may be needed.

Training starts with an organization analysis. By
focusing on strategy and examining sales forecasts
and expected changes in production, distribution and
support systems, employers can determine which
skills will be needed and to what degree. A
comparison with current skill levels is used to estimate
staff and training needs. Task analysis identifies the
elements of current or future tasks to be done.
Personal needs analysis involves asking employees
and managers, either in an interview or in a self-
administered questionnaire, to analyze their training
needs. In general, agreement between managers and
employees tends to be low, so it is important that both
parties agree to decisions about the training of
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thuwong & mirc do thép, do do diéu quan trong la ca hai
bén déu phai dong y v&i cac quyét dinh dao tao nhan
vién.

Cac yéu t6é quyét dinh hiéu qua hoat dong

Cac té chirc diu tw cho nhitng chwong trinh dao tao
nham muc dich nang cao hiéu qua hoat déng ctia nhan
vién. Dao tao co thé 1a vé nhan thirc chung (vi du nhw
an toan lao déng hoac chdng quay rbi tinh duc) hodc
ve cac nhiém vu hay cong viéc cu thé. NgLPO’| giam sat
can hiéu rd cac yéu td quyét dinh két qua hoat déng dé
thiét ké chwong trinh dao tao lién quan dén cong viéc.
Nguwoi giam sat lam viéc hiéu qua la ngudi co the chi
ra rang, két qua hoat dong kém cé phai bét ngudn tir
viéc thiéu kha nang hay khong, bdng cach xem xét
mic d6 khé khan clda nhiém vu dwoc giao, mirc do
nang lwc da biét clia nhan vién, méc dd nd lwc cla
nhan vién, va mic d6 nang cao hiéu qua hoat déng
cla nhan vién sau mét thoi gian.

Cac yéu td quyét dinh két qua hoat déng cong viéc
gdm co:

e Hiéu qua hoat déng = Kha nang x Déng co (N6

lwc)
e Kha nang = Ky nang cta ban than x Bao tao x
Nguén luc

e Dong co = Mong mudn x Cam két
DAu nhan (x) trong cac céng thrc trén nhan manh rang
tat ca cac thanh td déu can thiét. Két qua hoat dong la
san pham cla khd nang nhan véi dong co. Kha nang
la két qua ctia k§ ndng nhan véi dao tao va nguén lyc.
Ky nang cta ban than nghia la cac ky nang va nang
lwc ma mot nhan vién cong hién cho cong viéc. Dao
tao c6 thé nang cao phan Ién cac kj nang vén co va
cai tién két qua hoat déng cla nhan vién. Can tién
hanh danh gia kha nang trong qua trinh thich rng voi
cbng viéc, bang cach danh gia so bo cac tng vién theo
cac yéu cau ky nang can thiét cho cong viéc. Kha nang
thap thwong gan lién véi cac nhiém vu rat khé khan,
kha nang ca nhan néi chung han ché, khong c6 dau
hiéu no lwc tich cwc va khong co sw tlen trién theo thoi
gian. Céac nhan vién can dwoc cung cap cac ngudn lyc
ky thuat va nhan lyc dé thwe hién hiéu qua cac nhiém
vu duoc giao. Bong co dwoc biéu hién badng mong
mubn va cam két clia nhan vién va dwoc chirng minh
bang nd luc.

Bién phap dé khéc phuc su thiéu kha nang 1a dao tao.
Khi ty Ié tai nan lao dong tang cao, mirc do6 thwong
vong nghiém trong hon, hodc khi két qua hoat dong
gidm sut 13 luc can phai dao tao lai. Dao tao lai gdm co
dao tao thém hodc dao tao lién quan dén cong viéc.
Muc dich chinh cla viéc dao tao lai 1a khac phuc
nhirng han ché hién tai khién cho nhan vién dat két qua
cbng viéc thap hon mirc mong mudn.

Pao tao da dang

Nguoi giam sat can phai hiéu ro, tiép xtc va tao dong
co thic day nhirng nhan vién goc ngwdi nwdc ngoai
hoac nhirng nguoi van gilr ban sac dan toc manh mé.

Nguwoi giam sat can biét va tén trong cac diém khac
biét vé van hoéa, gidi thich hanh vi mét cach chinh xac,

employees.

Determinants of Performance

Organizations invest in training programs to improve
employees' performance. Training can either be for
general awareness (for example, safety or sexual
harassment) or for the specific job or task.
Supervisors must understand the determinants of task
performance in order to design job-related training.
Effective  supervisors can tell whether poor
performance stems from a lack of ability by
considering the difficulty of assigned tasks, the known
ability of the employee, the extent to which the
employee appears to be trying hard, and the degree to
which the employee's performance improves over
time.

Determinants of task performance are as follows:

e  Performance = Ability x Motivation (Effort)
o Ability = Aptitude x Training x Resources
e  Motivation = Desire x Commitment

The multiplication sign in these models signifies that
all of the components are essential. Performance is
the product of ability multiplied by motivation. Ability is
the product of aptitude multiplied by training and
resources. Aptitude refers to the skills and abilities an
employee brings to the job. Training can enhance
most inherent abilities and can improve employee
performance. An assessment of ability should be
made during the job-matching process by screening
applicants against the skill requirements of the job.
Low ability is generally associated with very difficult
tasks, overall low individual ability, evidence of strong
effort, and lack of improvement over time. Employees
must be given the technical and personnel resources
to effectively perform assigned tasks. Motivation is
represented by an employee's desire and commitment
and is manifested as effort.

A remedy for a lack of ability is retraining. When
accident rates go up, injuries become more severe, or
performance drops, retraining may be required.
Retraining involves providing additional education or
job-related training. The main purpose of retraining is
to overcome current limitations that are causing an
employee to perform at less than the desired level.

Diversity Training

Supervisors must understand, interact with, and
motivate workers who are increasingly foreign-born, or
retain a strong ethnic identity. They should
acknowledge and respect cultural differences,
interpret behavior correctly, explain expectations and
use specific motivational techniques. Cross-cultural
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va sir dung cac ky thuat cu thé dé tao dong co. Pao
tao so sanh gitra cac nén van hoa sé gilp cac nhan
vién ngudi nwéc ngoai chuan bj tét cho nhirng nhiém
vu cbng viéc trén pham vi toan cau. Nguwdi nwéc ngoai
lam viéc tai mot quéc gia khac khong phai la dat nuéc
qué hwong ho. Do d6, dao tao can cé nhitng hwéng
dan dé nhan thirc van héa va ngdn ngi.

Tinh hiéu qua trong vai trd giam sat cé lién quan dén
khd nang cia modt nguwdi trong viéc quan ly nhirng
ngudi khac minh. Dao tao da dang can xéa bd cac gia
tri, cdc mau nguwdi, va cac thong 1& quan ly gay tré ngai
cho sy phat trién ca nhan cia nhan vién, va qua dé,
cho phép nhan vién déng gop cho cac muc dich cua td
chirc bat ké ho thudc chang toc, dinh hwdng gidi tinh
va tén gido nao va cé nén tdng van hdéa nao. Nguoi
giam sat muén s dung mét cach hiéu qua tat ca cac
ngudn lwc trong quy nhan sw cla tb chirc. “Sy da dang
gitra cac ca nhan khéng chi bao gém nhirng diém khac
biét hién nhién nhw tudi tac, gidi, ching téc, va van
héa, ma con thé hién & nhirng khia canh khé thay hon
nhw phong céach lam viéc, phong cach sbng, cac gia tri,
niém tin, dac diém thé chét, bbi canh xa hoi va kinh té."

Chwong trinh dao tao

Dé thanh cong, chwong trinh d3o tao can phai phu hop
véi cac gia tri, muc dich va muc tiéu cla td chure.
Nguwoi giam sat cé thé xay dwng mot chwong trinh dao
tao c6 hiéu qua bang cach danh gia nhu cau dao tao va
thiét ké chwong trinh dao tao dap (rng nhirng nhu ciu
d6. Néu cé khoang tréng gitra nhu cau véi nhirng gi
ma nhan vién c6 thé lam thi dao tao can phai lap day
khoang tréng dé.

Xac dinh cac nhu cau dao tao. Xac dinh xem nhan
vién dwoc trong cho sé lam gi. Ngudn théng tin dau
tien c6 thé si dung 1a két qua phan tich cong viéc.
Quyét dinh xem ai cAn dwoc dao tao bang cach dat
cau hadi v&i ban than cac nhan vién. Xac dinh xem nhan
vién da biét hay chwa. Panh gid nhu cau sé gilp xac
dinh ndi dung va muc tiéu dao tao.

Xac dinh muc tiéu. Ngay khi xac dinh dwgc cac nhu
cau dao tao cla nhan vién, ngudi giam sat can chuén
bi cac muc tiéu dao tao. Thong qua lap k& hoach,
ngudi giam sat sé xac dinh mrc dd két qua hoat dong
cé thé chap nhan dwoc va cu thé héa cac muc tiéu.
Nhan vién can phai hiéu diéu gi 1a can thiét dé dap &ng
cac mong doi cla ngwoi giam sat. Cac muc tiéu va
mong doi can dwoc xac dinh trén co s& hop tac.

Cac muc tiéu gidng day, néu dwoc tuyén bd rd rang, sé
cho nhan vién hiéu ho can biét nhitng gi, can lam gi,
can lam theo céach khac hodc tét hon, hay dirng lai
khong lam nira. Xac dinh ré rang cac muc tiéu sé giup
ngwdi giam sat danh gia mirc dd hoan thanh muc tiéu.
Céac muc tiéu rd rang va co6 thé dinh lwong can duoc
suy xét kj lwdng trwdc khi bat dau dao tao. D& mot
muc tiéu c6 hiéu qua, can phai xac dinh cang chinh xac
cang tét nhitng gi nhan vién sé lam dé& chirng minh
réng ho da tim hiéu muc tiéu, hodc dé chirng minh rang
muc tiéu da dwoc hoan thanh. Cac muc tiéu can mé ta
nhitng diéu kién quan trong, trong d6 ca nhan sé
chrng minh nang lwc ctia minh va xac dinh diéu gi tao

training prepares expatriate employees for global job
assignments. Expatriates work in a nation other than
their home country. This training includes cultural
awareness and language instruction.

Effectiveness in a supervisory role is linked to one's
ability to manage people who are different. Diversity
training seeks to eliminate values, stereotypes, and
managerial practices that inhibit employees' personal
development and therefore allow employees to
contribute to organizational goals regardless of their
race, sexual orientation, religious orientation, and
cultural background. Supervisors want to effectively
utilize all the resources in the organization's labor
pool. "Diversity among individuals encompasses not
only obvious differences such as age, gender, race,
and culture, but also more subtle dimensions such as
work style, life-style, values, beliefs, physical
characteristics, social and economic circumstances."

Training Program

Training programs should align with organizational
values, goals, and objectives in order to be
successful. Supervisors develop an effective training
program by assessing training needs and designing
training programs to meet those needs. If a gap is
found in what is needed and what employees can do,
training fills in the gap.

Determine Training Needs. Identify what the
employee is expected to do. The primary source for
this information will be the job analysis. Decide who
needs training by asking the employees themselves.
Identify what the employee already knows. The needs
assessment helps to determine training content and
objectives.

Identify Objectives. Once the employees’ training
needs have been identified, supervisors can prepare
objectives for the training. Through planning, the
supervisor determines an acceptable level of overall
performance and specifies objectives. Employees
must understand what is necessary in order to satisfy
the supervisor's expectations. Objectives and
expectations should be formulated collaboratively.

Instructional  objectives, if clearly stated, tell
employees what they should know, do, do differently
or better, or stop doing. Having clearly defined
objectives will enable the supervisor to evaluate
whether they have been reached. Clear and
measurable objectives should be thought out before
the training begins. For an objective to be effective it
should identify as precisely as possible what the
employees will do to demonstrate that they have
learned it, or that the objective has been reached.
Objectives should also describe the important
conditions under which the individual will demonstrate
competence and define what constitutes acceptable
performance. Using specific, action-oriented
language, the training objectives should describe the
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nén mot két quad hoat dong dwoc chidp nhan. Bang
ngdn tir cu thé va hwéng vé hanh dong, cac muc tiéu
dao tao cAn md ta nhirng kién thire, thong 1é hodc ky
n&ng mong mudn va cac hanh vi cé thé quan sat dwoc.
Vi du nhw, thay vi tuyén bé muc tiéu dao tao la “Nhan
vién sé hiéu rd cac yéu té rdi ro lien quan dén viéc
nang vac hang”, nén noéi: "Nhan vién sé trinh bay dung
vé quy trinh nang vac hang”. Cac muc tiéu co6 hiéu qua
nhat néu duoc biéu hién bang cac ngén tir day da chi
tiét ma nhirtng ngudi c6 ndng lwc cé thé nhan ra khi
nao can biéu 16 nhitng kién thirc hodc hanh vi mong
mudn.

Lwa chon cac phwong an, phwong phap va tai liéu
dao tao. Cac phwong an dao tao gébm cé dao tao tai
chd, dao tao tai trung tdm dao tao cta doanh nghiép,
dao tao tai trwdng dai hoc, dao tao tai phong hop
khach san, hodc dao tao théng qua cac hdi thdo, hoi
nghi hoac thao luan chuyén mén. Khi Iwa chon cac
phwong an, phuwong phap va tai liéu dao tao, can xem
xét loai hinh coéng viéc, nang Iwc hoc tap cla nhan
vién, va thoi han nhiém vu hoac cong viéc. Cac
phwong phap dao tao gbm cé dao tao trong codng viéc,
luan chuyén coéng viéc, dao tao trén may (hwéng dan
trén may tinh, bang video, mé phéng thuc té), dao tao
tr dau dén cudi trong d6 mdé phdng moi trwong cong
viéc va st dung thiét bi va cong cu thuc trong khuédn
khé phong thi nghiém, _dong vai, thuyét trinh, va trinh
dién. Tai liéu dao tao gdm co tai liéu phat tay, tranh khd
I&n, sb tay huwdng dan hoat ddng, cac bai bao da dang,
bai giang soan dé chiéu lén man hinh, anh minh hoa,
phim, sb tay hwéng dan, sach, dé cwong va so do.

Pam bao dao tao cé hiéu qua. Pé dao tao co hiéu
qua, nhan vién can dwoc thuyét phuc rang dao tao cé y
nghia quan trong v&i ho. Gidi thich cac muc dich cla
dao tao. Td chirc dao tao phu hop véi noi lam viéc.
Dam bao ndi dung dao tao don gidn nhwng van day du.
Tém tét nhivng diém va muc tiéu chinh cltia dao tao.

Sw tham gia cGia nhan vién la diéu kién thiét yéu voi
b4t ky chwong trinh dao tao nao. Nguoi giam sat cd
thé khuyén khich sw tham gia. Thiét 1ap quan hé v&i
tirng ngudi trong sb tat ca cac nhan vién tham gia dao
tao. Khuyén khich ho thao luan va d&t cau héi bang
cach tao ra mét méi trwong giao tiép céi mé, khuyén
khich sy tham gia. H&i cac nhan vién xem ho cd y kién
hay kién nghi vé cac van dé dao tao khoéng. Nhac lai
nhirng diém chinh va yéu cau cac nhan vién giai thich
hodc trinh bay lai nhirng ndi dung da dworc trinh bay dé
cing cb théng tin ddng thoi chi ra cac khodng trong
trong hiéu biét ctia nhan vién. Néu dao tao cé hiéu qua,
nhan vién sé& c6 thé chirng minh ho cé dd k§ ndng va
kién thirc dé thue hién nhiém vu.
Thwe hién chu trinh dao tao. Nguwoi giam sat hoac
ngudi duwoc Gy quyén dao tao can phai biét rd cha dé
dao tao dé hoan thanh chu trinh dao tao. Dudi day la
mo ta cac bwdce trong chu trinh dao tao.

e Trinh bay tdng quan (néi va viét) v& muc tiéu dao

tao.
e LAy céac vi du vé nhiém vu céng viéc.
e Cho phép nhan vién tham gia dao tao.

desired knowledge, practice, or skill and its
observable behavior. For example, rather than using
the statement: "The employee will understand risk
factors relating to lifting" as a training objective, it
would be better to say: "The employee will
demonstrate proper lifting procedures.” Objectives are
most effective when worded in sufficient detail that
other qualified persons can recognize when the
desired knowledge or behavior is exhibited.

Choose Training Options, Methods, and Materials.
Training options include training on the job site, at a
corporate training center, a college classroom, a hotel
meeting room, or in various workshops, seminars, and
professional conferences. When choosing training
options, methods, and materials, consider the type of
job, the learning capacity of the employee, and the
duration of the task or job. Training methods include
on-the-job training (OJT), job rotation, machine-based
training (computer programmed instruction, videotape,
simulation), vestibule training that simulates the work
environment and uses the actual equipment and tools
in a laboratory setting, role-playing, lecture, and
demonstration. Materials include handouts, posters,
operations manuals, magazine articles, slides and
photographs, film, instructional manuals, books,
outlines and diagrams.

Ensure Effective Training. For training to be
effective, employees should be convinced that it is
important to them. Explain the goals of the training.
Give training that is relevant to the workplace. Keep
the training simple yet thorough. Summarize the main
points and objectives of the training.

Employee involvement is essential in any training
program. Supervisors can encourage participation.
Establish a one-on-one relationship with all employees
that participate in the training. Encourage discussion
and questions by providing an open communication
environment that encourages participation. Ask
employees for their comments and suggestions on
training issues. Repeat key points and ask employees
to explain or restate what has been presented to
reinforce the information as well to spot gaps in
understanding. If the training is effective, employees
will be able to demonstrate that they have the skill and
knowledge to perform their tasks.

Conduct the Training Cycle. The supervisor or
delegated trainer must know the training subject
matter in order to complete the training cycle. The
steps in the training cycle are found below.

e  Give an oral and written overview of the training
objective.

e Provide examples of the task.
o Allow employees to apply the training.
e Monitor employees.
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e Giam sat nhan vién.

e Danh gia mrc do thanh cong clia nhan vién.
e Dao tao lai néu mubn nang cao hon niva.

e Kiém tra lai muc tiéu dao tao.

o Evaluate employees' success rate.
e Retrain where improvement is desired.
e Review training objective.

Hinh 6 — Chu trinn dao tao / Figure 6 — Training Cycle

Ra soat lai muc tiéu /
Review Objective

Pao tao lai néu can thiét /
Retrain Where Needed

Danh gia thanh tich nhan vién /
Evaluate Success of Employees

M6 ta téng quan (noi va viét) muc tiéu dao tao. LAy cac
vi du vé& nhiém vu cong viéc. Cho phép nhan vién tham
gia dao tao. Giam sat nhan vién. Banh gia mic dd
thanh cong ctia nhan vién. Dao tao lai néu muébn nang
cao hon niva. Kiém tra lai muc tiéu dao tao.

Panh gia dao tao. P& mot chuwong trinh dao tao dat
dwoc thanh cong, can danh giad dao tao theo dinh ky.
Dao tao can dwoc danh gia lai bat ky khi nao té chirc
trang bi cac thiét bi, cbng cu hoac ky thuat mai, va khi
c6 nhan vién méi vao lam & cong ty, hoac cac nhan
vién cl dwoc phan cong nhiém vu mai. Nguwoi giam sat
can danh gia dao tao dé xac dinh xem c6 linh vyc ndo
phat sinh van dé hay khong, quyét dinh loai hinh dao
tao can thiét tiép theo, va thoi gian can tién hanh dao
tao. Khi danh gia, can xem xét mic do phirc tap cla
cbng viéc sé la ndi dung dao tao. Vi du nhw, mdt cong
viéc c6 mirc do phirc tap cao cé thé can dao tao
thwdng xuyén hon. Ngoai ra, cling phai xét dén khoang
thoi gian tir khi danh gia dao tao 1an cubi. M6i ndm can
danh gia hiéu qua dao tao it nhat mot 1an.
L6i kéo nhan vién tham gia danh gia. Néu cac nhan
vién khéng muén dao tao, cé thé c6 ly do nao dé.
Nhitng ly do d6 phai dwoc gidi quyét va két hop vao
trong cac khoa dao tao sau nay. Ngudi giam sat cé thé
tién hanh danh gia chinh thirc dé xac dinh hiéu qua
dao tao. Banh gia xem cac muc tiéu dao tao da dwoc
hoan thanh chwa. Céac danh gia trung thwc va day da
sé gilp ngudi giam sat td chire dwoc cac khoa dao tao
c6 y nghia va hiéu qua.

Cho biét muc tiéu khai quat /
Give Objective and Overview

Theo do6i nhan vién /
Monitor Employees

DPwaravidu/
Provide Examples

Cho phép nhén vién ap dung cai da hoc /
Allow Employees to Apply Training

Give an oral and written overview of the training
objective. Provide examples of the task. Allow
employees to apply the training. Monitor employees.
Access employees' success rate. Retrain where
improvement is desired. Review training objective.

Evaluate Training. For a training program to be
successful, periodic evaluation of the training is
necessary. Training should be re-evaluated whenever
new equipment, tools or techniques are introduced
into the workplace and whenever new employees join
the company or employees are assigned to different
jobs. Supervisors should evaluate the training to see if
problem areas are developing, to determine what type
of further training is needed, and when training should
be given. Evaluations should consider the complexity
of the job for which the training is conducted. For
example, a highly complex job may require more
frequent training. Also, the time that has elapsed since
the last evaluation should be considered. Evaluation
of training effectiveness should be conducted at least
annually.

Theo ddi nhan vién

Involve employees in the evaluation. If employees
are not using the ftraining, there may be reasons.
Those reasons must be addressed and incorporated
into future training sessions. Supervisors can make
formal evaluations to determine the effectiveness of
the training. Measure whether the objectives of the
training havebhees viekched. Honest and thorough
evaluations will supervisors to provide meaningful and
productive training.
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20. LANH DAO

Mét té chirc c6 co hdi thanh cong I&n nhét khi tat ca
cac nhan vién lam viéc dé thwc hién muc dich chung.
Lanh dao la viéc thwc hién anh hwdng cia mét ngudi
déi v&i nhiéu ngudi, do do chét lwong lanh dao duoc
thé hién & ngudi giam sat va day 1a yéu té quan trong
quyét dinh sy thanh céng cla té chirc. Do vay, ngudi
giam sat can hoc cach lanh dao dé gay anh hwéng dén
céac hoat dong ctia nhan vién nham dat dwoc cac muc
dich cla t churc.

Ngudi giam sat cé thé hoc cach lanh dao théng qua
nghién clru. Cac nghién ctru vé& cach lanh dao cé thé
dwoc phan loai thanh nghién ctru tinh cach, nghién
cu hanh vi, nghién ctru tinh hudng ngau nhién va
nghién ctu Ianh dao tao ra sw chuyén ddi. Cac ly
thuyét ra d&i sém nhét gid dinh rang ngudn géc dau
tién tao ra sy hiéu qua trong cong tac lanh dao chinh la
tinh cach ca nhan cta ban than ngud&i lanh dao. Tuy
nhién, tinh cach khéng da dé giai thich hiéu qua cua
cbng tac lanh dao. Do d6, cac nghién ctru tiép theo da
chu trong vao viéc ngudi 1anh dao lam gi trén thyc té
trong quan hé véi nhan vién. Pay la ly thuyét hanh vi
lanh dao — né ¢ géng giai thich mdi quan hé gitra viéc
lam cta lanh dao véi phan (rng ctia nhan vién, ca vé
mat tinh than ciing nhw hanh vi. M&c du vay, hanh vi
khéng phai luc nao ciling giai thich dwgc sy l1anh dao
trong cac tinh hudng khac nhau. Sau d9, ly thuyét tinh
hudéng ngdu nhién trong céng tac lanh dao chuyén
sang nghién ctru phong cach lanh dao trong cac moi
trwdng khac nhau. Ngwoi lanh dao trén co s& thuwong
thuyét, nhw nhirng vi du trong ly thuyét nay, la nguoi di
giai thich rd vai trd va yéu cau nhiém vu cho nhan vién.
Tuy nhién, sy ngdu nhién khong thé giai thich cho kha
nang truyén cadm hing va déi méi ma ngudi lanh dao
can c6 dé canh tranh trong thi trwdng toan cau ngay
nay. Vi vay cac nghién ctru méi hon vé sy chuyén dbi
chi ra rang, nhirng nha 1anh dao nhin xa tréng rong va
c6 strc 16i cubn quan ching coé thé truyén cdm hing
cho ngudi nghe dé ho vuot qua loi ich cia ban than
minh va lam lgi cho t6 churc.

Pinh nghia vé lanh dao

Binh nghfa truyén thong vé lanh dao: lanh dao la anh
hwéng gira moi nguwdi dé hwdng toi thwc hién mot
hoac nhiéu muc dich.
Trong dinh nghia nay cé ba t¢ quan trong: gitra moi
ngwoi, anh hwédng, va muc dich.
e Gilta moi nguoi. Nghia la nguoi lanh dao cd
nhiéu ngu®i (mdt nhém) dé lanh dao.

e Anh hwédng la kha nang chi phdi ngudi khac.

e Muc dich 1a cai ma mét nguoi c6 gang dé dat
dworc.
Vé co ban, dinh nghfa nay noi rang nguoi lanh dao gay
anh huwéng dén nhiéu nguoi dé dat dwoc mot muc dich
nao do.

Binh nghta vé lanh dao s dung cho khéa hoc nay nhw

20. LEADING

An organization has the greatest chance of being
successful when all of the employees work toward
achieving its goals. Since leadership involves the
exercise of influence by one person over others, the
quality of leadership exhibited by supervisors is a
critical determinant of organizational success. Thus,
supervisors study leadership in order to influence the
actions of employees toward the achievement of the
goals of the organization.

Supervisors can learn about leadership through
research. Leadership studies can be classified as trait,
behavioral, contingency, and transformational. Earliest
theories assumed that the primary source of
leadership effectiveness lay in the personal traits of
the leaders themselves. Yet, traits alone cannot
explain leadership effectiveness. Thus, later research
focused on what the leader actually did when dealing
with employees. These behavioral theories of
leadership sought to explain the relationship between
what the leader did and how the employees reacted,
both emotionally and behaviorally. Yet, behavior can't
always account for leadership in different situations.
Thus, contingency theories of leadership studied
leadership  style  in  different  environments.
Transactional leaders, such as those identified in
contingency  theories, clarify role and task
requirements for employees. Yet, contingency can't
account for the inspiration and innovation that leaders
need to compete in today's global marketplace. Newer
transformational leadership studies have shown that
leaders, who are charismatic and visionary, can
inspire followers to transcend their own self-interest
for the good of the organization.

A Definition of Leadership

A traditional definition of leadership: Leadership is an
interpersonal  influence  directed toward the
achievement of a goal or goals.

Three important parts of this definition are the terms
interpersonal, influence, and goal.

e Interpersonal means between persons. Thus, a
leader has more than one person (group) to lead.

e Influence is the power to affect others.

e Goal is the end one strives to attain.

Basically, this traditional definition of leadership says
that a leader influences more than one person toward
a goal.

The definition of leadership used in this course
follows.
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Sau.

LANH DAO Ia mbi quan hé nang déng dwa trén anh
hwéng tir hai phia va muc dich chung gitra ngudi 1anh
dao va cac cong tac vién, trong dé ca hai bén déu tao
ra dong co thuc day va phat trién dao dic manh hon
khi tac dong dén mot thay déi dy kién trén thuc té. Ba
yéu t6 quan trong trong dinh nghta nay 1a méi quan hé,
hai phia va cong tac vién. Méi quan hé 1a sy lién két
gitra moi ngudi. Hai phia c6 nghia 1a cé diém chung.
Céac cbng tac vién la nhirng ngwdi lam viéc hoac hop
tac v&i nhau.

Dinh nghia nay néi rang lanh dao chiu &nh hwéng cua
cac cong tac vién khi ho lam viéc cung nhau dé dat dén
mdt muc dich quan trong.

Lanh dao va Quan ly

M6t nha 1anh dao ddng thoi co thé 1a nha quan ly,
nhwng nha quan ly khong nhét thiét 1a nha lanh dao.
Nguwoi 1anh dao mot nhém cong tac cé thé xuét hién
khéng chinh thirc tly theo lwa chon cGa nhém. Néu
nha quan ly cé thé gay anh hwéng dén moi ngudi dé
thwe hién muc dich cla t6 chirc ma khoéng can st dung
quyén han chinh théc cia minh khi lam viéc nay, co
nghta la nguwoi quan ly da thwc hién nhiém vu lanh dao.

Nha quan ly can biét cach lanh dao ciing nhw quan ly.
Khéng c6 sw lanh dao va quan ly, cac td chirc ngay
nay sé déi mat véi nguy co diét vong. Quan ly 1a qua
trinh xac 1ap va thwc hién cac muc dich cta td chirc
thong qua cac chirc ndng quan ly nhw 1ap ké hoach, té
chire, chi dao (hodc lanh dao) va kiém soat. Nha quan
ly dwoc té chire thué va trao quyén chinh thirc dé chi
dao hoat déng clia nhitng nguwdi khac nhdm hoan
thanh cac muc dich cta té chirc. Do do, 1anh dao la
mot phan quan trong trong cong viéc ctia nha quan ly.
Tuy nhién, nha quan ly con phai lap ké& hoach, té chirc
va kiém soéat. Noi chung, trong cong viéc ctia nha quan
ly thi 1anh dao giai quyét cac khia canh lién quan dén
moi ngudi, con 1ap ké hoach, t6 chirc va kiém soat giai
quyét cac khia canh hanh chinh. Lanh dao lién quan
dén nhirng thay déi, cdm hirng, dong co va anh
hwéng. Quan ly lién quan nhiéu hon dén viéc thuc hién
cac muc dich va duy tri sy can bang cua td chirc.

Diém chinh trong sw khac biét gitra l1anh dao va quan ly
la & chd nhan vién sdn sang nghe theo lanh dao vi ho
mudn nhw vay, khéng phai vi ho bét budc phai nghe
theo. Nguwoi lanh dao cé thé khong cé quyén han chinh
thirc dé khen thwéng nhan vién vé két qua hoat dong
cta ho. Tuy nhién, nhan vién lai tao ra quyén han cho
ngwdi lanh dao khi tuan tha nhirng yéu cau cta ngudi
lanh dao. Trai lai, nha quan ly cé thé phai dwa vao
quyén han chinh thirc ctia minh dé bat budc nhan vién
hoan thanh muc dich.

Ly thuyét Tinh cach

Vao nhirtng nd&m 1920 va 1930, nhitng nghién ctru vé
cbng tac lanh dao tap trung vao viéc xac dinh nhirng
tinh cach lam cho nhirng nha lanh dao khac biét voi
nhirng ngwoi khéng phai la 1anh dao. Nhivng ly thuyét
so khéi nay la nhirng ly thuyét thién vé noi dung, tap
trung vao “cai gi” tao ra mét nha lanh dao hiéu qua,
thay vi tap trung vao “lam thé nao” dé lanh dao co hiéu

LEADERSHIP is a dynamic relationship based on
mutual influence and common purpose between
leaders and collaborators in which both are moved to
higher levels of motivation and moral development as
they affect real, intended change. Three important
parts of this definition are the terms relationship,
mutual, and collaborators. Relationship is the
connection between people. Mutual means shared in
common. Collaborators cooperate or work together.

This definition of leadership says that the leader is
influenced by the collaborators while they work
together to achieve an important goal

Leadership versus Management

A leader can be a manager, but a manager is not
necessarily a leader. The leader of the work group
may emerge informally as the choice of the group. If a
manager is able to influence people to achieve the
goals of the organization, without using his or her
formal authority to do so, then the manager is
demonstrating leadership.

Managers must know how to lead as well as manage.
Without leading as well as managing, today's
organizations face the threat of extinction.
Management is the process of setting and achieving
the goals of the organization through the functions of
management: planning, organizing, directing (or
leading), and controlling. A manager is hired by the
organization and is given formal authority to direct the
activity of others in fulfilling organization goals. Thus,
leading is a major part of a manager's job. Yet a
manager must also plan, organize, and control.
Generally speaking, leadership deals with the
interpersonal aspects of a manager's job, whereas
planning, organizing, and controlling deal with the
administrative aspects. Leadership deals with change,
inspiration, motivation, and influence. Management
deals more with carrying out the organization's goals
and maintaining equilibrium.

The key point in differentiating between leadership
and management is the idea that employees willingly
follow leaders because they want to, not because they
have to. Leaders may not possess the formal power to
reward or sanction performance. However, employees
give the leader power by complying with what he or
she requests. On the other hand, managers may have
to rely on formal authority to get employees to
accomplish goals.

Trait Theories

In the 1920's and 1930's, leadership research focused
on trying to identify the traits that differentiated leaders
from non-leaders. These early leadership theories
were content theories, focusing on "what" an effective
leader is, not on 'how' to effectively lead. The trait
approach to understanding leadership assumes that
certain physical, social, and personal characteristics
are inherent in leaders. Sets of traits and
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qua. Bién phap tiép can nay gia dinh rang cac nha lanh
dao c6 mot s6 dac diém thé chat, x& hoi va ca nhéan
mang tinh chat c6 hiru. Mot loat cac tinh cach va dac
diém da dwoc xac dinh dé giup lwa chon nhirtng nguoi
thich hop véi vai trd 1anh dao. Cac dic diém vé thé
chat gdbm c6 Ia tudi tv thanh nién dén trung nién,
manh mé, cao lon va dep trai. Cac dac diém vé nén
tang x& hoi gdm cé duoc gido duc tai cac trwong “phu
hop”, ndi bat trong xa hdi hodc san sang va coé trlen
vong tién xa. Cac dac diém x& hoi gom c6 strc 16i cudn
quan chang, cubn hat, lich thiép, noi tiéng, dé _hop tac,
va xr sw khéo Iéo. Cac dac diém ca nhan gdm co tw
tin, dé thich ng, qua quyét, va tam tri én dinh. Cac
d&c diém lién quan dén cong viéc gébm cé xu hwdng ndi
troi, chap nhan trach nhiém, c6 6c sang kién va hwéng
dén két qua.

Ly thuyét tinh cach nhdm muc dich xac dinh céc tinh
cach c6 thé gitp lwa chon ra cac nha lanh dao vi ly
thuyét nay cho réng tinh cach lién quan dén hiéu qua
Ianh dao trong nhiéu trudng hop. Bién phap tiép can
theo tinh cach dé tim hiéu vé coéng tac lanh dao Gng ho
viéc st dung céc bai trdc nghiém va phéng van dé lua
chon nguoi quan ly. Phong van thuong cb gang dé so
sanh tinh cach va dic diém cua (rng vién V&I vi tri cong
viéc. Vi du nhw, phan I&n nguoi phong véan sé cb gang
danh gia mirc dd rng vién co thé 1am viéc tét véi moi
nguwoi khac.

Ly thuyét tinh cach khong thé xac dinh nhirng tinh cach
phan biét gilra ngudi lanh dao va nguwoi di theo lanh
dao. Ly thuyét nay thira nhan cac tinh cach chinh dé
lanh dao thanh céng (déng lwc, mong mudn lanh dao,
sw chinh triee, tw tin, thdng minh va kién thire lién quan
dén cong viéc) nhung khéng danh gia dwoc liéu cac
tinh cach nay phai la tinh cach vdn cé ctia ca nhan lién
quan hay chung c6 thé dwoc xay dwng va phat trién
théng qua dao tao va giao duc. Khdng cd hai nha lanh
dao nao giébng nhau. Hon niva, khdng nha Ianh dao
nao co tat ca cac tinh cach. So sanh cac nha lanh dao
trong cac tinh hudng khac nhau sé khién lién twéng
rang tinh cach clia ho phu thudc vao trng tinh huéng.
Do d6, nguoi ta da khong con nhan manh nhiéu vao
tinh cach nira ma chuyen sang xem xet cac diéu kién
tinh hudng (quan diém tinh huéng ngéu nhién).

Ly thuyét hanh vi

Nhirng ngudi theo ly thuyét hanh vi da xac dinh nhirng
yéu tb quyét dinh 1anh dao dé c6 thé dao tao con ngudi
thanh cac nha lanh dao. Ho da xay dwng cac chuong
trinh dao tao dé thay déi hanh vi 1anh dao cla cac nha
quan ly va cho réng c6 thé hoc hdi dé tao ra phong
cach lanh dao tot nhat.

Lanh dao tao ra sw chuyén d6i

Lanh dao tao ra sw chuyén dbi la sw két hop gitra ly
thuyét hanh vi véi mét chut ndi dung caa ly thuyét tinh
cach. Cac nha lanh dao duwoc xac dinh trong ly thuyét
I&nh dao tao ra sw chuyén dbi sé huwéng dan nhirng
ngudi di theo minh thwe hién cac muc dich da xac dinh
bang cach giai thich rd vai trd va cac yéu cau nhiém vu.
Tuy nhién cac nha lanh dao theo ly thuyét nay phai la
nhirng nguoi c6 strc 16i cubn quan ching va biét nhin
xa tréng rong, cé thé truyén cdm hirng cho ngudi khac

characteristics were identified to assist in selecting the
right people to become leaders. Physical traits include
being young to middle-aged, energetic, tall, and
handsome. Social background traits include being
educated at the "right" schools and being socially
prominent or upwardly mobile. Social characteristics
include being charismatic, charming, tactful, popular,
cooperative, and diplomatic. Personality traits include

being self-confident, adaptable, assertive, and
emotionally  stable.  Task-related  characteristics
include being driven to excel, accepting of

responsibility,
oriented.

having initiative, and being results-

Trait theories intended to identify traits to assist in
selecting leaders since traits are related to leadership
effectiveness in many situations. The trait approach to
understanding leadership supports the use of tests
and interviews in the selection of managers. The
interviewer is typically attempting to match the traits
and characteristics of the applicant to the position. For
example, most interviewers attempt to evaluate how
well the applicant can work with people.

Trait theory has not been able to identify a set of traits
that will consistently distinguish leaders from
followers. Trait theory posits key traits for successful
leadership (drive, desire to lead, integrity, self-
confidence, intelligence, and job-relevant knowledge)
yet does not make a judgment as to whether these
traits are inherent to individuals or whether they can
be developed through training and education. No two
leaders are alike. Furthermore, no leader possesses
all of the traits. Comparing leaders in different
situations suggests that the traits of leaders depend
on the situation. Thus, traits were de-emphasized to
take into account situational conditions (contingency
perspective).

Behavioral Theories

The behavioral theorists identified determinants of
leadership so that people could be trained to be
leaders. They developed training programs to change
managers' leadership behaviors and assumed that the
best styles of leadership could be learned.

Transformational Leadership

Transformational leadership blends the behavioral
theories with a little dab of trait theories. Transactional
leaders, such as those identified in contingency
theories, guide followers in the direction of established
goals by clarifying role and task requirements.
However, transformational leaders, who are
charismatic and visionary, can inspire followers to
transcend their own self-interest for the good of the
organization. Transformational leaders appeal to
followers' ideals and moral values and inspire them to
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dé ho vwot qua lgi ich ban than ma lam loi cho tb
chtrc. Cac nha Ianh dao nay yéu cau nhitng nguoi di
theo minh Ia nhirng mau nguoi ly twdng véi cac gia tri
dao dirc, va khuyén khich ho suy nghi theo cach maéi
ho&c cach khac véi truyén théng. Cac hanh vi ma nha
Ianh dao st dung dé gay anh hudng dén ngudi khac
gdm c6 tAm nhin, déng tac, va kiém soat an twong.
Tam nhin 1a kha nang cla nha lanh dao dé rang budc
moi nguwdi véi mot y twdng. Bong tac la qua trinh ma
nha lanh dao xac dinh muc dich cac dong tac ciia minh
dé cho chung cé y nghia. Kiém soat an twong la nd
lwc cGa nha lanh dao nhdm kiém soat 4n twong cla
nhirtng nguwdi khac vé ban than minh bang cach thuc
hién nhirtng hanh vi khién cho ban than tr& nén hép
dan hon va cuén hat hon ddi véi nguoi khac. Nghién
ctu nay cho rang, so véi lanh dao trén co s& thwong
thuyét, Ianh dao tao ra sw chuyén ddi c6 lién quan chat
ché& hon véi mre doanh thu thdp hon, ndng suét lao
ddng cao hon, va sy hai long cao hon trong nhan vién.

21. TAO PONG CO THUC PAY

Vi dong co thac ddy anh hwéng dén nang suét lao
dong nén ngudi giam sat can hiéu ré diéu gi tao ra
dong co thuc ddy nhan vién dat dwoc két quad hoat
dong tét nhat. Tang cweng dong co thic day nhan vién
khéng phai viéc dé vi cac nhan vién cé cach rng pho
khac nhau dbi véi cong viéc va cac théng 1é trong td
chirc. Tao déng co thuc day |a tap hop cac qua trinh
thuc day con nguoi tién dén mot muc dich da dinh.
Nhw vay, cac hanh vi duwoc thuc day 14 nhirng s lwa
chon tw nguyén do ca nhan nhan vién tw kiém soat.
Nguwoi giam sat (ngwdi tao ra déng co thic day) mudbn
gay anh hwdng dén cac yéu té thuc day nhan vién dat
nang suét lao déng cao hon.

Cac yéu t6 anh huéng dén dong co thuc ddy cong viéc
gdm co su khac biét gitra cac ca nhan, déc diém cong
viéc, va cac théng 1é trong td chirc. Sw khac biét gitra
cac ca nhan gdm cé cac nhu ciu ca nhan, cac gia tri va
quan diém, loi ich va nang lwc ma cac ca nhan s
dung cho cong viéc. D&c diém cong viéc 1a nhivng khia
can cla vi tri cong viéc, xac dinh cac gi¢i han ciing
nhw thach thirc cha coéng viéc. Cac thong lé clha td
chtre 1a nhirng quy dinh, chinh sach nhan lwc, thong 1é
quan ly va hé théng khen thwdng trong t6 chirc. Nguoi
giam sat can xem xét viéc nhirng yéu td nay cod quan
hé v&i nhau nhw thé nao khi gay anh hwéng dén két
qua hoat dong.

M6 hinh don gian dé tao dong co thic day

Muc dich cGa hanh vi la nhdm théa man nhu cau. Nhu
cau 14 cai gi d6 can thiét, dwoc mong doi hodc cé ich.
Y muén 1a sw cong nhan nhu cdu mét cach co y thirc.
Nhu cau phat sinh khi c6 sw khac nhau gitra nhin nhan
vé ban than (cach méi nguwdi tw nhin nhan ban than) va
nhan thtre chung (cach ma moi ngudi nhin nhan thé
gi¢i quanh minh). Sw ton tai cia mdt nhu cau tich cuc
dugc biéu hién qua sv cang thang ndi tai ma ca nhan
muén tim cach giai téa.

Ly thuyét vé tao dong co thuc day

Nguoi ta da xay dwng dwoc nhiéu phwong phap dé tao

think about problems in new or different ways. Leader
behaviors used to influence followers include vision,
framing, and impression management. Vision is the
ability of the leader to bind people together with an
idea. Framing is the process whereby leaders define
the purpose of their movement in highly meaningful
terms. Impression management is a leader's attempt
to control the impressions that others form about the
leader by practicing behaviors that make the leader
more attractive and appealing to others. Research
indicates that transformational, as compared to
transactional, leadership is more strongly correlated
with lower turnover rates, higher productivity, and
higher employee satisfaction.

21. MOTIVATING

Since motivation influences productivity, supervisors
need to understand what motivates employees to
reach peak performance. It is not an easy task to
increase employee motivation because employees
respond in different ways to their jobs and their
organization's practices. Motivation is the set of
processes that moves a person toward a goal. Thus,
motivated behaviors are voluntary choices controlled
by the individual employee. The supervisor (motivator)
wants to influence the factors that motivate employees
to higher levels of productivity.

Factors that affect work motivation include individual
differences, job characteristics, and organizational
practices. Individual differences are the personal
needs, values, and attitudes, interests and abilities
that people bring to their jobs. Job characteristics are
the aspects of the position that determine its
limitations and challenges. Organizational practices
are the rules, human resources policies, managerial
practices, and rewards systems of an organization.
Supervisors must consider how these factors interact
to affect employee job performance.

Simple Model of Motivation

The purpose of behavior is to satisfy needs. A need is
anything that is required, desired, or useful. A want is
a conscious recognition of a need. A need arises
when there is a difference in self-concept (the way |
see myself) and perception (the way | see the world
around me). The presence of an active need is
expressed as an inner state of tension from which the
individual seeks relief.

Theories of Motivation

Many methods of employee motivation have been
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dong co thic ddy nhan vién. Cac nghién ctu vé dong
co thuc déy cong viéc cha trong dén ca ngudi tao dong
co' thuc day (nguoi giam sat) va nguoi duoc thic day
(nhan vién). Ly thuyet nay rat quan trong véi nhirng
can bo giam sat co gang tr& thanh ngwoi lanh dao hiéu
qua. Hai bién phap tiép can trwdc tién dé tao dong co
thac day la ndi dung va quy trinh.

Phwong phap tiép can vé néi dung tap trung vao gia
dinh cho rang cac ca nhan duwgc thuc day bai mong
mudn thwc hién cac nhu cau ban than. Ly thuyet noi
dung chu trong dén nhirng nhu ciu dé tao ra dong co
thuc déy con nguoi.

Cac thang bac cua nhu cau- Iy thuyét nay dwa ra 5
bac nhu cau, tao thanh mét hé théng cép bac v&i nhu
cau co ban nhat xuat hién dau tién, va nhu cau phtrc
tap nhéat xuét hién sau cung. Vao méi thoi diém, con
ngudi sé chi dirng lai & mot bac trong hé théng nay.
Céc nhu cau da duoc thda man sé khéng con manh
mé niva va dé I IGc xut hién nhu cau & bac tiép theo.
Khi cac nhu ciu co ban hodc nhu cau bac thap da
duwoc théa man, sé nady sinh cac nhu cau & bac cao
hon. Nhu ciu da dwoc thda man khong phai l1a mot
dong co thuc ddy. Nhu cAu manh mé nhét cia nhan
vién chinh Ia nhu cau chwa dwoc thda man.

Bac | - Cac nhu cau vé vat chat — day la cac nhu cau
co ban nhét cGia con ngudi, bao gdm nhu ciu &n ubng,
va tién nghi. Td chirc c6 thé gitp nhan vién thda man
cac nhu cau nay théng qua viéc tra lvong.

Bac Il - Cac nhu cau an toan la mong muén dwoc an
toan va 6n dinh, khéng c6 cdm giac bi de doa. T chirc
c6 thé giup nhan vién thda man nhirtng nhu ciu nay
théng qua chinh sach phuc Igi.

Bac lll - Cac nhu cau xa hai 1a mong muébn xay dung
cac mdi quan hé, bao gébm tinh ban, hodc gia nhap cac
nhém/hoi. Td chirc cé thé gilp nhan vién théa man
nhirtng nhu ciu nay théng qua thanh lap cac ddi thé
thao, t& chirc an tiéc hoic 1& ky niém. Ngwoi giam sat
c6 thé giup thda man nhirng nhu cau xa hdi bang cach
té ra quan tam truwc tiép va cha y téi nhan vién.

Bac IV — Nhu cau dwoc tén trong la mong mudn
duwoc ton trong ban than va dwgc nguwdi khac tén trong
hodc cong nhan. Té chirc ¢ thé gilp nhan vién théa
man nhu ciu nay bang cach ap dung cac ky ndng va
nang lyc cta nhan vién trong cong viéc mét cach phu
hop. Nguoi giam sat co thé giup nhan vién théa méan
nhu cau duogc quy trong bang cach chi cho ho thay
rang cOng viéc clia ho dwgc danh gia cao.

Bac V — Nhu cau tw hoan thién 13 mong muén tw
hoan thién va thuc hién hét tiém nang cuta ban than.
Nguoi giam sat cd thé gitp thda man nhu cau nay
bang cach giao cho nhan vién cac nhiém vu thach thirc
tri 6¢ ho, déng thdi phat trién k§ nang va dao tao nhan
vién.

Mé hinh ERG xac dinh ba nhém nhu cau. Béng goép
quan trong nhéat cia mé hinh ERG la b sung cho gia
thuyét that bai — thoai lui, trong dé néi rang khi cac ca
nhan bi that bai trong viéc thda man mét nhu cau bac

developed. The study of work motivation has focused
on the motivator (supervisor) as well as the motivatee
(employee). Motivation theories are important to
supervisors attempting to be effective leaders. Two
primary approaches to motivation are content and
process.

The content approach to motivation focuses on the
assumption that individuals are motivated by the
desire to fulfill inner needs. Content theories focus on
the needs that motivate people.

Hierarchy of Needs identifies five levels of needs,
which are best seen as a hierarchy with the most
basic need emerging first and the most sophisticated
need last. People move up the hierarchy one level at a
time. Gratified needs lose their strength and the next
level of needs is activated. As basic or lower-level
needs are satisfied, higher-level needs become
operative. A satisfied need is not a motivator. The
most powerful employee need is the one that has not
been satisfied.

Level | - Physiological needs are the most basic
human needs. They include food, water, and comfort.
The organization helps to satisfy employees’
physiological needs by a paycheck.

Level Il - Safety needs are the desires for security
and stability, to feel safe from harm. The organization
helps to satisfy employees' safety needs by benefits.

Level lll - Social needs are the desires for affiliation.
They include friendship and belonging. The
organization helps to satisfy employees' social needs
through sports teams, parties, and celebrations. The
supervisor can help fulfill social needs by showing
direct care and concern for employees.

Level IV - Esteem needs are the desires for self-
respect and respect or recognition from others. The
organization helps to satisfy employees' esteem
needs by matching the skills and abilities of the
employee to the job. The supervisor can help fulfill
esteem needs by showing workers that their work is
appreciated.

Level V - Self-actualization needs are the desires for
self-fulfillment and the realization of the individual's full
potential. The supervisor can help fulfill self-
actualization needs by assigning tasks that challenge
employees' minds while drawing on their aptitude and
training.

ERG identified three categories of needs. The most
important contribution of the ERG model is the
addition of the frustration-regression hypothesis,
which holds that when individuals are frustrated in
meeting higher level needs, the next lower level needs
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cao thi ho sé& sap nhap cac nhu cau dé véi nhu cau bac
dwdi sat lién voi né.

Cac nhu cau Ton tai |a mong muén khde manh vé thé
chét. Cac nhu cadu nay duwoc thda man nhd thiée an,
nuwéc udng, khong khi, noi &, didu kién lam viéc, tién
lwong va phu cap ngoai lvong.

Céac nhu cau xay dung Quan hé la mong mubn xay
dwng va duy tri cac moi quan hé v&i nguoi khac. Cac
nhu cdu nay duoc thda man bang m0| quan hé vdi gia
dinh, ban bé, nguwdi gidam sat, cap duéi va dong
nghiép.

Cac nhu cau Phat trién 1& mong muén tré nén sang
tao, dong gop moét cach co ich va hiéu qua, va cod co
hoi dé phat trién ban than.

Pong co thuc day co thé chia thanh cac nhu cau quyén
lwc, nhu cau lién két va nhu cau thanh dat.
Thanh dat |a dong co thuc day con ngudi lién tuc theo
dudi va thwe hién muc dich. Con ngwdi mudn cé kha
nang kiém soat nhirng tinh huéng ma minh lién quan.
Ho chap nhan nhing rii ro vira phai, va muén duoc
phan h0| ngay vé cach minh lam viéc. Ho thuwong ban
tam vé cong viéc va cé xu huéng cbd géng dé lam duwoc
viéc.

Quyén lwc la dong co thac day con ngwdi xem hau hét
moi tinh huong la co hoi d& ndm gitr quyén kiém soat
ho&c chi phéi nguwdi khac. Ho thich gay anh hwéng dén
ngudi khac. Ho thich thay déi tinh hinh, du cé can thiét
hay khéng. Ho sdn sang khang dinh minh khi can ra
quyét dinh.

Lién két la dong co thuc dy con ngudi két ban va hoa
dong voi ngwdi khac. Dleu nay co thé lam cho con
ngwdi xao lang cac yéu cau vé két qua hoat dong. Con
ngudi thwong sé dap lai nhivng yéu ciu hop tac va
giup do.

Sy hai long Xuéat phat tr nhirng ngwdi cé déng co thuc
déy ndi tai hodc tlr ndi dung cdng viéc, vi du nhw thanh
twu, sw cdng nhan, tién bd, trach nhiém, ban than cong
viéc va trach nhiém phat trién. Herzberg s dung khai
niém nhirng ngwei cé dong co thuc day cho nhirng
nguwdi hai 1ong véi cdng viéc vi ho tham gia vao ndi
dung cong viéc va hai long véi két qua. Nhivng ngudi
c6 dong co thuc day dwoc coi nhw nhitng ngudi cé kha
nang kich thich cong viéc. Ho rat can thiét dé dat dwoc
nhirng tién bd I&n trong két qua hoat déng va giup
nhan vién chuyén t murc do lam viéc dat yéu cau dén
merc do lam viéc xuit sic. Nhirng nguwdi cé6 déng co
thuc day twong (rng v&i cac nhu cau bac cao trong ly
thuyét ctia Maslow, dé 14 nhu cau dwoc tén trong va
nhu cau ty hoan thién.

Sw bat man xay ra khi trong cong viéc khong ton tai
cac yéu tb méi trwdng bén ngoai hodc bdi canh lam
viéc, vi du nhu tién lwong, dia vi, an toan trong cong
viéc, cac diéu kién lam viéc, chinh sach clta cong ty,
quan hé v&i cac dong sw, va co ché giam sat. St dung
thuat ngl» cac yéu té méi trwedng bén ngoai cho cac
yéu td néi trén vi vé ban chét, cac yéu té nay co tinh
phong ngtra. Chung khdng tao ra dong Iwc nhwng lai
c6 thé ngan chidn sy xuét hién clia cac dong co thuc

reemerge.

Existence needs are the desires for material and
physical well being. These needs are satisfied with
food, water, air, shelter, working conditions, pay, and
fringe benefits.

Relatedness needs are the desires to establish and
maintain interpersonal relationships. These needs are
satisfied with relationships with family, friends,
supervisors, subordinates, and co-workers.

Growth needs are the desires to be creative, to make
useful and productive contributions and to have
opportunities for personal development.

Motivation can be divided into needs for power,
affiliation, and achievement. Achievement motivated
people thrive on pursuing and afttaining goals. They
like to be able to control the situations in which they
are involved. They take moderate risks. They like to
get immediate feedback on how they have done. They
tend to be preoccupied with a task-orientation towards
the job to be done.

Power motivated individuals see almost every
situation as an opportunity to seize control or
dominate others. They love to influence others. They
like to change situations whether or not it is needed.
They are willing to assert themselves when a decision
needs to be made.

Affiliation motivated people are usually friendly and
like to socialize with others. This may distract them
from their performance requirements. They will usually
respond to an appeal for cooperation.

Satisfaction comes from motivators that are intrinsic or
Jjob content, such as achievement, recognition,
advancement, responsibility, the work itself, and
growth  possibilities. Herzberg uses the term
motivators for job satisfiers since they involve job
content and the satisfaction that results from them.
Motivators are considered job turn-ons. They are
necessary for substantial improvements in work
performance and move the employee beyond
satisfaction to superior performance. Motivators
correspond to Maslow's higher-level needs of esteem
and self-actualization.

Dissatisfaction occurs when the following hygiene
factors, extrinsic or job context, are not present on the
job: pay, status, job security, working conditions,
company policy, peer relations, and supervision.
Herzberg uses the term hygiene for these factors
because they are preventive in nature. They will not
produce motivation, but they can prevent motivation
from occurring. Hygiene factors can be considered job
stay-ons because they encourage an employee to
stay on a job. Once these factors are provided, they
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day. Céac yéu tb moéi trwdng bén ngoai co thé dwoc coi
nhw nhitng tr& ngai trong coéng viéc vi ching khuyén
khich nhan vién “dam chan tai chd”. Khi cac yéu t6 nay
tdn tai, chwa chac chung da tao ra dong co thuc day;
nhwng sw thiéu vang cac yéu tb nay co thé dan dén sw
bat man cta nhan vién. Cac yéu t6 méi trwdng bén
ngoai twong rng v&i cac nhu clu vé vat chat, an toan
va xa hdi, trong dé ching mang tinh chat ngoai lai hoac
nam ngoai ndi dung cdng viéc. Chung ton tai trong méi
trwong bbi canh cong viéc.

- Céng bang la khai niém vé sy khéng thién vi trong co
ché Ilvong/thwédng. Tinh hubéng khong thién vi hoac
cobng béng la tinh hudng ma nhitng ngudi cé dau vao
nhw nhau sé& nhan dwoc cac két qua gibng nhau. Nhan
vién s& so sanh phan thwéng minh nhan dwoc véi
phan thwéng cla nhitng ngudi khac. Néu nhw nhan
vién cho rang & day cé su bat cong thi ho cé thé kim
ché bét sw déng gép ciia minh, du vé thirc hay cé y
thirc, nham tao ra mét tinh huéng can bang hon.

Vi du nhw, néu c6 nguwoi cho rang minh khéng duwoc
tra lwong (dau ra) di cho nhirng nd lwc ctia minh, anh
ta hodc co ta sé cd gang dé dwoc tang lwong hodc
gidm khéi lwong cong viéc. Trai lai, néu nhw mét nhan
vién cho réng minh dwgc trd lwong qua cao, anh ta
ho&c co ta sé co xu huéng tang khdi lwong cong viéc.
M6t nhan vién khong chi so sanh dau vao va dau ra
clia ban than, ma ho con so sanh ty 1& dau vao/dau ra
clia minh véi ty 1& dau vao/dau ra ctia nhirng nhan vién
khac. Néu mot nhém cho rang ho phai lam nhiéu hon
nhém khac c6 nhiém vu twong ty nhwng duoc tra
lwong nhiéu hon, cdm giac cta ho vé sy céng bang sé
bi tbn thwong va ho sé cd xu hwéng gidm baot khoi
lwong cdng viéc minh dang lam. Mubn c6 sw coéng
béng la mét xu hwéng hoan toan tw nhién cia con
nguoi.

Mé&c du ban dau ly thuyét v& sw cong bang chi lién
quan dén sy khac biét trong co ché tién lwong, nhung
ly thuyét nay cé thé ap dung cho cac hinh thirc khen
thwédng hiru hinh va vo hinh khac trong td chirc. C6
nghfa 1a bat ky dau vao nao khéng can bang véi dau ra
hop ly thi qua trinh thuc ddy coéng viéc sé gap khd
khan. Ngudi giam sat can phai biét y kién vé sy cong
bang trong tam tri cha trng nhan vién. Néu nhw cép
duéi cho rang ho bi déi xtr bat cong thi sé rat kho dé
thac day ho lam viéc.

Qua trinh cliing cé dem lai bdn loai két qua. Clng cb
mot cach tich cuwc bang cach khen thwdng sé tao ra két
qué tét 13 tang kha nang I&p lai hanh vi. Cing c6 mét
cach tiéu cuc la trwong hop moét ngwdi tham gia mét
hanh vi ndo d6 dé ngan nglra hodc trén tranh khoi
nhitng hau qua xau. Phat la c6 géng can ngdn mot
hanh vi dw kién bang cach &p dung céac tac dong xau
khi c6 thé. Thiéu sy ciing cb nghia & hoan toan khéng
c6 moét sw clng cd nao, ké& ca tich cuwc cling nhw tiéu
cuwc, sau khi hanh vi dw kién xay ra. Nhan vién luén
ludn dat cau héi vé cong viéc ctia minh. T6i c6 thé lam
nhirng gi ma ngwdi quan ly yéu ciu khong? Néu toi
lam viéc, liéu t6i cé dwgc thwdng khong? Toéi cd thoa
man voi phén thwdng nhan dwgc khong?

Nhirng nhan vién lam viéc d&c biét tbt vé mét dw an cu

do not necessarily promote motivation; but their
absence can create employee dissatisfaction. Hygiene
factors correspond to physiological, safety, and social
needs in that they are extrinsic, or peripheral, to the
job. They are present in the work environment of job
context.

Equity is the perception of fairness involved in
rewards given. A fair or equitable situation is one in
which people with similar inputs experience similar
outcomes. Employees will compare their rewards with
the rewards received by others for their efforts. If
employees perceive that an inequity exists, they are
likely to withhold some of their contributions, either
consciously or unconsciously, to bring a situation into
better balance.

For example, if someone thinks he or she is not
getting enough pay (output) for his or her work (input),
he or she will try to get that pay increased or reduce
the amount of work he or she is doing. On the other
hand, when a worker thinks he or she is being paid
too much for the work he or she is doing, he or she
tends to increase the amount of work. Not only do
workers compare their own inputs and outputs; they
compare their input/output ratio with the input/output
ratio of other workers. If one work team believes they
are doing more work than a similar team for the same
pay, their sense of fairness will be violated and they
will tend to reduce the amount of work they are doing.
It is a normal human inclination to want things to be
fair.

While equity theory was originally concerned with
differences in pay, it may be applied to other forms of
tangible and intangible rewards in the workplace. That
is, if any input is not balanced with some fair output,
the motivation process will be difficult. Supervisors
must manage the perception of fairness in the mind of
each employee. If subordinates think they are not
being treated fairly, it is difficult to motivate them.

Reinforcement involves four types of consequence.
Positive  reinforcement  creates a  pleasant
consequence by using rewards to increase the
likelihood that a behavior will be repeated. Negative
reinforcement occurs when a person engages in
behavior to avoid unpleasant consequences or to
escape from existing unpleasant consequences.
Punishment is an attempt to discourage a target
behavior by the application of negative outcomes
whenever it is possible. Extinction is the absence of
any reinforcement, either positive or negative,
following the occurrence of a target behavior.
Employees have questions about their jobs. Can | do
what management is asking me to do? If | do the job,
will | be rewarded? Will the reward | receive be
satisfactory to me?

Employees who do an exceptionally good job on a
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thé can dwoc khen thwdng theo két qua hoat déng clia
minh. Viéc nay sé thuc ddy nhan vién cb gang dac biét
hon trong dw an sép t¢i. Nhan vién can lién hé phan
thwédng véi hanh dong. Néi cach khac, nhan vién can
biét Iy do cu thé ma minh duwoc khen thwdng. Nhan
vién phai dwoc nhan phan thuéng cang sém cang tbt
sau khi hoan thanh céng viéc. Phan thuéng hau hét co
thé I1a bat ky tht gi, nhung phai la thtr ma nhan vién
mong mudn. Mét sb phan thuwdng gia tri nhat lai la
phan thwéng co tinh tweng trwng; [a nhivng thi it ton
kém nhwng c6 nhiéu y nghia dbi véi nguwdi duwgc nhan.
Gidy chirng nhan hoac thé ghi nhan 1a mét sb vi du vé
cac phan thwéng mang tinh twong trung.

22. QUY TRINH KIEM SOAT

Kiém soat c6 lién quan truc tiép dén viéc lap ké hoach.
Quy Kiém soat quy trinh sé dadm bao rang cac ké
hoach dwgc thwe hién chinh xac. Trong cac chirc nang
cta chu trinh quan ly, cu thé Ia 1ap ké hoach, t6 churc,
chi dao va kiém soat, 1ap k& hoach di trwéc tat ca cac
chirc nang con lai, va kiém soat duwoc thuwc hién sau
cung. Kiém soat la mat xich cudi cung trong day
chuyé&n chirc néng clia cac hoat déng quan ly va lam
cho cac chirc nang ctia chu trinh quan ly tré thanh mot
chu trinh day da. Kiém soat 1a quy trinh ma théng qua
céc tiéu chuan két qua hoat dong clia nhan vién va cac
quy trinh dwoc thiét 1ap, phd bién va ap dung. Cac hé
thdng kiém soat hiéu qua s dung cac co ché dé giam
sat hoat déng va tién hanh cac bién phap diéu chinh
sai s6t, néu can thiét. Nguwoi giam sat quan sat nhirng
gi xay ra va so sanh véi nhirng gi dwoc dy kién. Nguoi
giam sat can phai stra chi*a cac diéu kién chwa dat tiéu
chuén dé nang lén méc mong doi. Cac hé théng kiém
soat hiéu qua sé cho phép ngudi giam sat biét viec
thwc hién dang dién ra nhw thé nao. Kiém soéat sé hd
tro viéc phan giao hoat dong cho nhan vién. Vi tw
cach la nguoi chiu trach nhiém cudi cung vé két qua
hoat ddng ctia nhan vién, ngudi giam sat can cé y kién
phan hoi kip thdi vé hoat ddng ctia nhan vién.

Quy trinh kiém soat

Quy trinh kiém soat la mét dong hoat ddng lién tuc tir
danh gia dén so sanh va hanh déng. C6 bén buwéc
trong quy trinh kiém soat: thiét 1ap cac tiéu chuan két
qua hoat déng, danh gia két qua hoat dong thuc té, so
sanh két qua hoat déng da danh gia véi cac tiéu chuén,
va tién hanh hoat déng stra chiva/diéu chinh.

Bwéc 1. Thiét lap cac tiéu chudn két qua hoat dong.
Tiéu chuén dwoc tao ra khi thiét 1ap cac tiéu chi trong
qua trinh 1ap ké& hoach. Tiéu chuan la bat ky hwéng dan
nao dwoc thiét 1ap lam co s& danh gia. Day 1a mot
tuyén bd rd rang va chinh xac vé cac két qua mong doi
t mot sdn pham, dich vu, thiét bi may, ca nhan hoac
don vi cla té chirc. Tiéu chuan thueng duwoc biéu dat
bang sb va dwoc xac lap cho cac khia canh khbi
lwong, chat lwong va thoi glan Dung sai la sai sb cho
phép so v&i tiéu chuan. Két qua mong doi 1a gi? Sai sb
cho phép la bao nhiéu?

Kiém soat thoi gian lién quan dén thoi han chét va gioi
han th&i gian dé thwe hién cong viéc. Kiém soat vat tw

particular project should be rewarded for that
performance. It will motivate them to try to do an
exceptional job on their next project. Employees must
associate the reward with the behavior. In other
words, the employee must know for what specifically
he or she is being rewarded! The reward should come
as quickly as possible after the behavior. The reward
can be almost anything, but it must be something
desired by the employee. Some of the most powerful
rewards are symbolic; things that cost very little but
mean a lot to the people who get them. Examples of
symbolic rewards are things like plaques or
certificates.

22.CONTROLLING PROCESS

Controlling is directly related to planning. The
controlling process ensures that plans are being
implemented  properly. In the functions of
management cycle - planning, organizing, directing,
and controlling - planning moves forward into all the
other functions, and controlling reaches back.
Controlling is the final link in the functional chain of
management activities and brings the functions of
management cycle full circle. Control is the process
through which standards for performance of people
and processes are set, communicated, and applied.
Effective control systems use mechanisms to monitor
activities and take corrective action, if necessary. The
supervisor observes what happens and compares that
with what was supposed to happen. He or she must
correct below-standard conditions and bring results up
to expectations. Effective control systems allow
supervisors to know how well implementation is going.
Control facilitates delegating activities to employees.
Since supervisors are ultimately held accountable for
their employees' performance, timely feedback on
employee activity is necessary.

Control Process

The control process is a continuous flow between
measuring, comparing and action. There are four
steps in the control process: establishing performance
standards, measuring actual performance, comparing
measured performance against established standards,
and taking corrective action.

Step 1. Establish Performance Standards. Standards
are created when objectives are set during the
planning process. A standard is any guideline
established as the basis for measurement. It is a
precise, explicit statement of expected results from a
product, service, machine, individual, or organizational
unit. It is usually expressed numerically and is set for
quality, quantity, and time. Tolerance is permissible
deviation from the standard. What is expected? How
much deviation can be tolerated?

Time controls relate to deadlines and time constraints.
Material controls relate to inventory and material-yield
controls. Equipment controls are built into the
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lién quan dén lwu hang ton kho va kiém soat nang
suat- vat tw. Kiém soat thiét bi dwoc dwa vao may méc
va dwa vao nhan vién van hanh dé bao vé thiét bj hodc
quy trinh. Kiém soat chi phi gitp ddm bdo dap trng cac
tiéu chuan chi phi. Kiém soat két qua hoat dong cua
nhan vién tap trung vao cac hoat déng va hanh vi clia
cac ca nhan va nhém nhan vién. Vi du nhw nghi lam, di
muén, tai nan lao déng, chat lwong va khéi lwong céng
viéc. Diéu kién ngan sach sé kiém soat cac tiéu chuan
lién quan dén chi phi hodc chi tiéu, va xac dinh khoi
lwong vat tw dwoc st dung va sbé don vi san pham
dwoc san xuét.

Kiém soat tai chinh tao diéu kién dat dwgc dong co 1o
nhuan cla t6 chirc. Mot phwong phap dé kiém soat tai
chinh la ngan sach. Ngan sach phan bd cac ngudn luc
cho cac hoat déng quan trong va cung cp ngudi giam
sat v&i cac tiéu chuan dinh lwong dé so sanh véi mirc
tiéu dung ngudn lwc. Ngan sach sé tré thanh cong cu
kiém soat bang cach chi ra nhitng sai khac gitra tiéu
chuén va muc tiéu dung thuc té.

Céac phuong phap kiém soat hoat déng sé& danh gia
méc dd hiéu qua va hiéu suat trong cac quy trinh
chuyén déi clia t6 chirc nhdm tao ra hang hoéa va dich
vu. Cac phwong phap kiém soat sy chuyén déi gébm c6
kiém soat quy trinh théng ké Quan ly chat lwong tong
thé (TQM) va kiém soat quan ly hang tén kho. Kiém tra
quy trinh théng ké 1a viéc st dung cac phwong phap va
tha tuc théng ké dé xac dinh xem hoat déng san xuét
c6 dién ra chinh xac hay khéng, phat hién céac sai khéac,
tim ra va xéa bd nguyén nhan. So dd kiém soat trinh
bay két qua danh gia theo thdi gian va la phwong tién
hé tro thi giac dé xac dinh xem moét quy trinh cu thé
dang dién ra c6 nam trong cac gidi han da xac dinh
trwdc hay khong. Cac bién sé cta quy trinh nam trong
gi¢i han cho phép nghia la hé thdng van dang duwoc
kiém soat. Cac tri sb nam ngoai gi¢i han sé khong
dwoc chap nhan va cé nghia 1a hé théng dang khéng
duwoc kiém soat. Tang cwong chét lwgng thong qua
didu chinh hodc thiét ké lai hé thdng sé giup loai bd cac
nguyén nhan phd bién gay ra thay dbi.

Lwu hang tén kho la mét chi phi Ién dbi véi nhiéu td
chire. S6 lwong thich hop va mirc do thuwong xuyén dé
dat hang 1a nhitng yéu t6 c6 anh hwéng cbt yéu dén
cong ty. Mé hinh khéi lwgng dat hang kinh té (EOQ) la
mot moé hinh toan hoc dé tinh toan khéi lwong mua
hang tbi wu. M6 hinh EOQ tim cach han ché t6i da téng
chi phi d&t hang va giao hang béng cach can dbi chi
phi mua hang, chi ph|' dat hang, chi phi lwu kho va chi
phi hang dw trir. pé tinh toan khéi lwong dat hang kinh
te nguwdi gidm sat can cé nhirng thong tin sau day: nhu
cau dy bao cho ky hoat ddng, chi phi dat don hang, gia
hang, chi phi giao hang dé duy tri tdng hang tén kho.

Hé thdng JIT (giao hang can ngay) la hé thdng giao
hang thanh phdm can ngay ban, giao cac cum linh kién
can ngay lap rap thanh pham, giao cac linh kién can
ngay lap rép cac cum linh kién, va giao vat tw da mua
can ngay san xuét linh kién. Trao doi thong tin lién lac,
phdi hop va hop tac la nhirng yéu t6 can thiét tr nguoi
gidam sat va nhan vién nhadm giao nhirng khéi lwong
nhd nhét cé thé vao ngay muédn nhat cé thé trong moi
giai doan cta quéa trinh san xuat dé& giam chi phi lwu

machinery, imposed on the operator to protect the
equipment or the process. Cost controls help ensure
cost standards are met. Employee performance
controls focus on actions and behaviors of individuals
and groups of employees. Examples include
absences, tardiness, accidents, quality and quantity of
work. Budgets control cost or expense related
standards. They identify quantity of materials used
and units to be produced.

Financial ~ controls facilitate achieving the
organization's profit motive. One method of financial
controls is budgets. Budgets allocate resources to
important activities and provide supervisors with
quantitative standards against which to compare
resource consumption. They become control tools by
pointing out deviations between the standard and
actual consumption.

Operations control methods assess how efficiently
and effectively an organization's transformation
processes create goods and services. Methods of
transformation  controls include Total Quality
Management (TQM) statistical process control and the
inventory management control. Statistical process
control is the use of statistical methods and
procedures to determine  whether production
operations are being performed correctly, to detect
any deviations, and to find and eliminate their causes.
A control chart displays the results of measurements
over time and provides a visual means of determining
whether a specific process is staying within predefined
limits. As long as the process variables fall within the
acceptable range, the system is in control.
Measurements outside the limits are unacceptable or
out of control. Improvements in quality eliminate
common causes of variation by adjusting the system
or redesigning the system.

Inventory is a large cost for many organizations. The
appropriate amount to order and how often to order
impact the firm's bottom line. The economic order
quantity model (EOQ) is a mathematical model for
deriving the optimal purchase quantity. The EOQ
model seeks to minimize total carrying and ordering
costs by balancing purchase costs, ordering costs,
carrying costs and stockout costs. In order to compute
the economic order quantity, the supervisor needs the
following information: forecasted demand during a
period, cost of placing the order, that value of the
purchase price, and the carrying cost for maintaining
the total inventory.

The just-in-time (JIT) system is the delivery of finished
goods just in time to be sold, subassemblies just in
time to be assembled into finished goods, parts just in
time to go into subassemblies, and purchased
materials just in time to be transformed into parts.
Communication, coordination, and cooperation are
required from supervisors and employees to deliver
the smallest possible quantities at the latest possible
date at all stages of the transformation process in
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kho.

Bwéc 2. Danh gia két qua hoat déng thwc té. Nguoi
giam sat thu thap sé liéu dé danh gia két qua hoat dong
thwe té va xa dinh sw sai khac so v&i tiéu chuan. S
liéu dwoc ghi lai bang van ban co thé gdm thé bam gio,
thé san xuét, bdo céo thanh tra, phiéu ban hang. Céac
quan sat cla ca nhan, bao cao thdng k&, bao céo
miéng va bao céo viét co thé dwoc sl dung dé danh
gia két qua hoat déng. Quan ly bang cach di ngé quanh
dé quan sat nhan vién lam viéc sé& cung cp cac théng
tin chwa dwoc sang loc, thong tin bao quat, va kha
nang xem xét gitra cac chuyén mén. Tuy nhién, néu xét
ky thi phwong phap nay cé thé bi nhan vién hiéu nham
la sy thiéu tin cay. Cac bao cao miéng cho phép nhan
duwoc y kién phan hdi nhanh chéng va bao quat.

May tinh tao cho ngu®i giam sat didu kién truy cap truc
tiép vao cac sb liéu va thong tin theo thoi gian thuc va
chwa bj thay déi. Cac hé théng truc tuyén tao diéu kién
cho nguoi giam sat xac dinh cac van dé khi ching phat
sinh. Cac chwong trinh co s& di¥ liéu cho phép ngudi
giam sat dat cau hoi, mét it thoi gian hon vao viéc tong
hop sb liéu, va it phu thudéc hon vao ngudi khac.
Ngudi giam sat co thé truy cap théng tin chi véi mot
dau ngon tay. Cac nhan vién cé thé cung cap cac bao
cdo tién dd théng qua s dung mang va thw dién to.
Cac bao céo théng ké rat d& nhin va hiéu qua dé mo ta
cac mdi quan hé. Cac bao cdo bang van ban sé cung
cap y kién phan héi day dd, dé Iwu tri¥ va tham khao.
May tinh la cac cong cu quan trong dé danh gia két qua
hoat déng. Trén thwc t&, nhiéu quy trinh hoat déng phu
thudc vao cac hé thdng kiém soat tu dong hoac kiém
soat dwa vao may tinh. Cac danh gia chung, khéng lién
quan dén riéng ca nhan nao cé thé giup do lwéng, tinh
thoi gian va ghi nhan két qua hoat déng ctia nhan vién.

Bwéc 3. So sanh két qua hoat dong da danh gia voi
cac tiéu chuin da thiét 1ap. So sanh két qua vai tiéu
chuén sé giup xac dinh sy sai khac. C6 thé dy kién
mot sb sai khac c6 kha ndng xay ra cho tat ca cac hoat
dong, va can xac dinh gi¢i han sai khac, tic 1a sai s6
dwoc chap nhan. Quan ly theo ngoai lé cho phép cac
hoat dong tiép tuc chirng nao van thuédc gi¢i han kiém
soat da quy dinh. Sy sai khac hoac khac biét vt qua
gi¢i han nay sé la hdi chuéng canh bao cho ngudi
giam sat biét cé van dé.

Bwée 4. Tién hanh hoat déng chan chinh khac phuc.
Nguwoi giam sat phai tim ra nguyén nhan gay nén sy
khac biét so v&i tiéu chuan. Sau do, ngudi giam sat sé
tién hanh hoat dong dé xoéa bd hodc han ché tbi da
nguyén nhan dé. Néu ngudn gbc sw sai khac xuét phat
tlr mot thiéu sot trong hoat déng ctia td chire thi ngudi
giam sat phai tién hanh ngay bién phap khac phuc dé
khoi phuc két qua hoat dong nhw cii. Ngoai ra, ngudi
giam sat co thé chon cach tién hanh bién phap khac
phuc co ban, nghia la xac dinh nguyén nhan tai sao cé
sw khac biét trong két qua hoat dong va sw khac biét
xay ra nhw thé nado, sau dé diéu chinh nguén géc gay
ra sy khac biét. Hanh dong khac phuc trc thdi co hiéu
suat cao hon; tuy nhién hanh déng khéc phuc co ban
dem lai hiéu qua lau dai hon.

Mot vi du vé quy trinh kiém soat 1a bo diéu 6n nhiét.

order to minimize inventory costs.

Step 2. Measure Actual Performance. Supervisors
collect data to measure actual performance to
determine variation from standard. Written data might
include time cards, production tallies, inspection
reports, and sales tickets. Personal observation,
statistical reports, oral reports and written reports can
be used to measure performance. Management by
walking around, or observation of employees working,
provides unfiltered information, extensive coverage,
and the ability to read between the lines. While
providing insight, this method might be misinterpreted
by employees as mistrust. Oral reports allow for fast
and extensive feedback.

Computers give supervisors direct access to real time,
unaltered data, and information. On line systems
enable supervisors to identify problems as they occur.
Database programs allow supervisors to query, spend
less time gathering facts, and be less dependent on
other people. Supervisors have access to information
at their fingertips. Employees can supply progress
reports through the use of networks and electronic
mail. Statistical reports are easy to visualize and
effective at demonstrating relationships. Written
reports provide comprehensive feedback that can be
easily filed and referenced. Computers are important
tools for measuring performance. In fact, many
operating processes depend on automatic or
computer-driven  control  systems. Impersonal
measurements can count, time, and record employee
performance.

Step 3. Compare Measured Performance Agqainst
Established Standards. Comparing results with
standards determines variation. Some variation can
be expected in all activities and the range of variation -
the acceptable variance - has to be established.
Management by exception lets operations continue as
long as they fall within the prescribed control limits.
Deviations or differences that exceed this range would
alert the supervisor to a problem.

Step 4. Take Corrective Action. The supervisor must
find the cause of deviation from standard. Then, he or
she takes action to remove or minimize the cause. If
the source of variation in work performance is from a
deficit in activity, then a supervisor can take
immediate corrective action and get performance back
on track. Also, the supervisors can opt to take basic
corrective action, which would determine how and why
performance has deviated and correct the source of
the deviation. Immediate corrective action is more
efficient; however basic corrective action is the more
effective.

An example of the control process is a thermostat.
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Tiéu chuan: B6 diéu 6n nhiét d6 phong dwoc dat & 68
doF.

banh gia: Do nhiét dé trong phong.

Hanh dong khéc phuc: néu trong phong qua lanh, nt
nhiét do6 sé bat l1én. Néu trong phong qua nong, nut
nhiét d6 sé tat.

Cac loai hinh kiém soat

Kiém soat c6 hiéu qua nhat khi dwoc ap dung & nhirng
noi chi yéu. Ngudi giam sat co thé thuc hién kiém
soat tir trwdc khi quy trinh bt dau (kiém soat trudc),
trong quy trinh (ddng thei), hodc sau khi két thuc quy
trinh (phan hdi).

Kiém soat trwdc chu trong vao céc hoat déng ti trwéc
khi chung dwoc bat dau. Muc dich cta kiém soat truéc
la ng&n nglra cac van dé da tién lwong trudc. Mot vi du
vé kiém soat truwdc l1a bao dwdng 6 t6 va may méc theo
ké hoach. Bdo dwéng thwdng xuyén ngdn khéng cho
van dé xay ra. Céac vi du khac bao gdbm cac hé théng
an toan, chuong trinh dao tao va ngan séach.

Kiém soat ddng thdi 4p dung cho cac quy trinh dang
dién ra, néu cong viéc duoc thwe hién bao gém bat ky
co ché chi dao hodc hwéng dan ndo nhuw giam sat tryc
tiép, cac hé théng dwoc ty dong hoéa (vi du cac may
tinh dwoe lap trinh dé thdng bao cho ngudi st dung
khi ho dwa ra mét Iénh sai) va cac chwong trinh chéat
lwong cua td chirc.

Kiém soat phan hdi tap trung vao két qua cta hoat
dong. Hinh thirc kiém soat nay gidp dinh huwéng cac
hoat déng lap ké hoach trong twong lai, cac dau vao va
thiét ké quy trinh. Vi du vé kiém soat phan hdi gdm co
céac bao céo kip thdi (bdo céo tudn, thang, quy va nam)
dé co thé tién hanh hau hét cac diéu chinh tic thoi.

Dic diém cua cac hoat dong kiém soat c6 hiéu qua

Cac hé théng kiém soat can duoc thiét ké hop ly dé
dam bao hiéu qua. Néu cac tiéu chuan kiém soat
khong mém déo hoéc phi thyc t&, nhan vién sé khong
thé tap trung vao cac muc dich clta té chirc. Cac hé
thdng kiém soat can ngdn chdn van dé, khong tao ra
van dé, theo chirc ndng phat hién van d& ma hé thdng
dwoc thiét ké.

Sw khéc biét trong két qua hoat dong ciing cé thé 1a két
qua clia cac tiéu chuan phi thuc té. Puong nhién 1a
nhirng nhan vién c6 két qua hoat dong kém sé& dd 16i
cho tiéu chudn ho&c cho nguoi giam sat. Néu xét thay
tiéu chuan thich hop thi khi d6 ngwoi giam sat phai gity
virng lap trwdng cta minh va tién hanh cac bién phap
khac phuc can thiét.

C6 thé lay cai bang ddng hd cla xe 6 t6 lam vi du vé
kiém soat c6 hiéu qua. Trong mot cai xe, nhiéu thtr co
thé bi hdng. Tuy nhién, chi nhirng diém quan trong nhat
dbi véi hoat dong clia xe méi duwoc hién thi tap trung
trén bang déng hé (vi du nhw mic dau xe, nhiét do
doéng co, do nhién liéu, v.v). Nhirng thay ddi trong cac
diém nay hdu nhw cé thé tao ra nhitng héng héc
nghiém trong nhéat dbi véi chiéc xe. Nhitng ndi dung
quan trong trén bang dong ho rat dé hiéu va cé ich cho
nguwoi lai xe. Chang chi ra van dé & dau va giai phap la

Standard: The room thermostat is set at 68 degrees.
Measurement:

The temperature is measured.

Corrective Action: If the room is too cold, the heat
comes on. If the room is too hot, the heat goes off.

Types of Control

Controls are most effective when they are applied at
key places. Supervisors can implement controls
before the process begins (feedforward), during the
process (concurrent), or after it ceases (feedback).

Feedforward controls focus on operations before they
begin. Their goal is to prevent anticipated problems.
An example of feedforward control is scheduled
maintenance on automobiles and machinery. Regular
maintenance feeds forward to prevent problems.
Other examples include safety systems, training
programs, and budgets.

Concurrent controls apply to processes as they are
happening. Concurrent controls enacted while work is
being performed include any type of steering or
guiding mechanism such as direct supervision,
automated systems (such as computers programmed
to inform the user when they have issued the wrong
command), and organizational quality programs.

Feedback controls focus on the results of operations.
They guide future planning, inputs, and process
designs. Examples of feedback controls include timely
(weekly, monthly, quarterly, annual) reports so that
almost instantaneous adjustments can be made.

Characteristics of Effective Controls

Control systems must be designed properly to be
effective. When control standards are inflexible or
unrealistic, employees cannot focus on the
organization's goals. Control systems must prevent,
not cause, the problems they were designed to detect.

Performance variance can also be the result of an
unrealistic standard. The natural response for
employees whose performance falls short is to blame
the standard or the supervisor. If the standard is
appropriate, then it is up to the supervisor to stand his
or her ground and take the necessary corrective
action.

An example of effective controls is the dashboard on a
car. There are many things that can go wrong with a
car. Only the most critical items to the car's operation
are the focus on the dashboard (oil level, engine heat,
fuel gauge, etc.). Variations in these items are most
likely to inflict the most damage to the car. The critical
items on the dashboard are easily understood and
used by drivers. They point out a problem and specify
a solution. They are accurate and timely. They call the
driver's attention to variations in time to prevent
serious damage. Yet, there is not so much information
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gi. Chung thu hat sw chu y kip thdi clia nguoi lai xe dé
ngan nglra nhirng hdng héc nghiém trong. Tuy nhién,
bang déng hd chwa cé nhiéu théng tin dén murc cé thé
I&n &t vai trd ctia ngudi lai xe.

23. HUAN LUYEN

Nguw&i giam sat giup nhan vién thuwc hién cac muc tiéu
hoat ddong hang ngay. Huan luyén 1a mét ky thuat kiém
soat hanh vi dwoc ngudi giam sat st dung dé chi dao
va hwéng dan nhan vién theo tién dd cong viéc hang
ngay va nhan xét vé cong viéc cta ho. Day 1a viéc chi
dan hang ngay va khéng chinh thirc ddi véi nhan vién.

Thé thao va céng viéc

Thé thao va cong viéc cé rat nhiéu diém twong tw. Doi
thé thao thi muén thang cudc, nhédm lam viéc thi muédn
lam cho khach hang hai Idng. Huén luyén vién nhan
manh cac quy téc cbt yéu, tin twéng vao cac van dong
vién dé ho tw chju trach nhiém vé hanh vi clia minh, va
doéng vai trd hé tro rat cé ich tuy van tuan thd nguyén
tdc mot cach nhat quan. Nguwoi giam sat déng vai tro
clia moét huan luyén vién khi anh ta/co ta l1am ndi bat
nhirng diém tét nhat trong nhan vién. Cac nhan vién
cling gibng nhw nhitng van doéng vién I&n khi ho phdi
hop cong viéc tbt.

Su twong ddng gitra thé thao va cong viéc rat rd. Khi
cac nhém trong moét td chire dwoc huén luyén mot cach
hiéu qud, cac thanh vién clia nhém sé cé kha nang dat
dwoc nhirng muc dich ca nhan cling nhw nhirng muc
dich c6 lgi cho cd nhém. Nhirng nguwdi giam sat hiéu
qua la cac huan luyén vién dé chi dan, hé tro va tao ra
dong co thuc day nhan vién. Ho dao tao nhan vién khi
can thiét va cdng nhan khi nhan vién dat dwoc muc
dich. Trong qué trinh hudn luyén, ngudi giam sat sé
lam rd cac ky vong va lam bat ky diéu gi can thiét dé hé
tro' nhan vién lam tbt nhat cong viéc ctia minh.

Nhiéu ngudi cé nhirvng dong co manh mé dé choi thé
thao hon 14 khi lam viéc. C6 nhiéu ly do khién cho thé
thao dwgc wa thich hon cbng viéc, vi du nhu cac muc
dich trong thé thao dwoc xac dinh rd hon, luat choi
khong thay dbi, két qué dwoc danh gia va gan lién voi
phan thwéng rd rang. Tat ca moi ngwoi déu duoc biét
diém va cac y kién nhan xét thuwéng xuyén hon, chinh
xac hon va mang tinh ca nhan hon.

Huén luyén la kha nang ting cwong két qué hoat déng
clia nhan vién. Huén luyén bao gém day bao va truyén
dat kinh nghiém. Huén luyén khong thu déng ma tich
cwc va la ndi dung dwgc bao ham trong chi dan hoat
dong. Nguwdi giam sat nao nhan manh viéc dao tao
chinh thirc va huén luyén cong viéc hang ngay sé thu
dwoc day du cac loi ich nhw nang lwc, két quéd hoat
dong tbt, cam két va thai do hop tac.

Cac chirc nang quan ly — lap ké& hoach, té chirc, chi
dao va kiém soat — dwoc st dung dé giam sat cac
nhém cé két qué hoat dong tét. Trong qua trinh lap ké
hoach, cac nhém hoat déng tét da cé nhirng muc dich
rd rang va dwoc chip nhan. Nguwoi gidam sat sé dam
bao réng nhan vién hiéu ré ho can dat dwoc didu gi.
Trong cong tac td chirc, nguwoi giam sat sé lam rd mirc

on the dashboard that the driver is overwhelmed.

23. COACHING

Supervisors help employees achieve objectives on a
daily basis. Coaching is a behavioral control technique
used by the supervisor to give on-going guidance and
instruction, to follow day-to-day progress, and to give
feedback. Coaching is the informal, day-to-day
ongoing instructing of employees.

Sports and Work

There are many similarities in sports and work. The
sports team wants to win games. The work team
wants to satisfy customers. The coach sets
challenging expectations for his or her athletes. A
coach stresses the fundamentals; believes in players
taking responsibility for their own behavior; is
supportive and helpful, yet follows the rules
consistently. The supervisor plays the role of a coach
when he or she brings out the best in employees. The
employees are like great athletes when they work
together well.

The parallel between sports and work is clear. When
teams in an organization are effectively coached,
members are able to achieve their individual goals
and those that benefit the team as a whole. Effective
supervisors are coaches who help guide, support, and
motivate employees. They provide necessary training
when needed and recognition when earned. In the
coaching  process, the  supervisor  clarifies
expectations and does whatever is necessary to assist
employees in performing their best.

Many people are more highly motivated to participate
in sports than they are in their jobs. There are many
reasons why sports are preferred over work. Goals
are more clearly defined. The rules of the game don't
change. Performance is measured and clearly
attached to a reward. Everyone knows the score.
Feedback is more frequent, personal, and accurate.

Coaching is the ability to improve the job performance
of employees. It involves teaching, the passing on of
knowledge. Coaching is active, instead of passive,
and is involved with guiding performance.
Supervisors, who emphasize formal training and day-
to-day coaching, reap the benefits of competence,
high performance, commitment, and cooperative
behavior.

The functions of management - planning, organizing,
directing, and controlling - are used to supervise high
performance teams. In planning, effective teams have
clear, accepted goals. Supervisors ensure that
employees understand what it is they are to achieve.
In organizing, supervisors clarify the amount of
authority possess by the team. Self-managed teams
are empowered to make decisions. Other forms of
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dé quyén han cua nhom. Cac nhom tw quan ly dwoc
trao quyéen tw quyét. Cac nhém khac co the c6 ranh
gi¢i quyén han khac nhau. V& mat co ciu, cac muc
tiéu da dwoc xac dinh, vai trdo dwgc xac dinh va quy
trinh céng viéc ciing da dworc thiét 1ap. Trong chi dao,
ngwdi giam sat chap nhan vai trd Ianh dao. Trong chirc
nang kiém soat, ngwdi giam sat va cac thanh vién
trong nhém quyét dinh cach danh gia va khen thudéng
két qua hoat dong ctia nhom.

Quy trinh huén luyén

Bwéc 1. Chuan bi cho hoc vién. Gidi thich minh can
lam gi. Cam giac sg¢' thay ddi hoac t6 ra thiéu nang lwc
cta hoc vién 1a moét sb tré ngai co thé ngan can tinh
hiéu qua trong huan luyén. Hoc vién co6 thé co thai do
phong tha, che gidu khuyét diém. Nguoi giam sat cd
thé gitp hoc vién cdm thay thodi mai bang cach té ra
théng cam. Tim hiéu xem hoc vién da biét nhirng gi.
Béat dau tlr nhirng nodi dung quen thudc, sau dé chuyén
sang nhirng ndi dung ma hoc vién chwa biét.

Bwéc 2. Trinh dién hoat dong. Trinh dién cach lam.
Gii thich cho hoc vién hiéu chinh xac nhirng gi duoc
lam trong khi trinh dién, di tv don gidn dén phiec tap.
Cho phép hoc vién cé co hdi dat cau hdi. Giai thich mdi
quan hé gilra viéc ma hoc vién dang lam v&i toan bd
hoat déng.

Bwoc 3. Tao ra bau khong khi tich cwe. Cing c6 mét
cach tich cwc cho hoc vién. Kién nhan v&i hoc vién.

Bwéc 4. Dé cho hoc vién thwe hién hoat déng. Bé cho
hoc vién tham gia. Sy tham gia chi dong la c6 y nghia
thiét yéu dé tham nhuan kién thire 1au dai.

Bwéc 5. Theo doi. Danh gia kién thirc. Kiém tra tién bo
cua hoc vién dé chirng minh kha nang tra Ioi cau hoi va
phat hién cac van dé mai.

24. TU VAN

Tw van 1a quy trinh ma théng qua dé, mot nguoi gitp
d& nguwoi khac bang cach chu dinh dbi thoai véi ngudi
dé trong mét bau khéng khi hiéu biét 1&n nhau. Quy
trinh tw van tim cach thiét lap méi quan hé hé tro trong
dé ngudi dwoc tw van cé thé biéu 16 cac suy nghi va
cam giac ctia minh theo cach thich hop dé 1am ré tinh
trang cla ban than, rat ra nhirng kinh nghiém ma&i va
xem xét van dé khé khan cta minh mot cach khach
quan, nhd d6 bét cang thang va lo 1ang hon khi d6i mat
v&i van dé clia minh. Muc dich co ban ctia quy trinh tw
van la hé tro ca nhan tw quyét dinh lwa chon trong
nhiéu phwong an sén co.

Nguwoi giam sat st dung cac hoat dong kiém soat dé
gilp d& nhan dat muc tiéu. Két qua hoat dong cla moi
nhan vién thuong lién quan den cac yéu té ngoai cong
viéc. Thong thwdng cac réc rbi ca nhan sé xau di néu
khéng co s gilp d& cla ngwdi co nhiéu kinh nghiém.
Nguwoi giam sat 1a ngudi cé didu kién tdt nhat dé phat
hién va xt& ly cac van dé phat sinh. Anh ta/cé ta cé thé
st dung k¥ thuat tw van dé tao niém tin cho nhan vién

teams may have different authority boundaries.
Structurally, objectives are set; roles identified, and
work processes created. In directing, supervisors
accept leadership roles. In controlling, supervisors and
team members determine how the team's
performance will be evaluated and how will they be
rewarded.

The Coaching Process

Step 1. Prepare the learner. Offer an explanation of
what to do. Barriers to effective coaching include the
learner's fear of change or of appearing incompetent.
The learner might be defensive. The supervisor can
help the learner to relax by empathizing with him or
her. Find out what the learner already knows. Proceed
from the familiar to the unfamiliar.

Step 2. Demonstrate the operation. Demonstrate how
to do it. Explain to the learner exactly what is being
done during a demonstration, moving from the simple
to the complex. Allow the learner the opportunity to
ask questions. Explain the relationship between what
the learner is doing and the overall operation.

Step 3. Create a positive atmosphere. Give positive
reinforcement to the learner. Be patient with the
learner.

Step 4. Have the learner perform the operation. Let
the learner participate. Active participation is essential
for instilling long-term learning.

Step 5. Follow up. Evaluate learning. Check up on
the learner's progress to demonstrate your availability
to answer questions and to discover any new
problems.

24. COUNSELING

Counseling is a process through which one person
helps another by purposeful conversation in an
understanding atmosphere. It seeks to establish a
helping relationship in which the one counseled can
express their thoughts and feelings in such a way as
to clarify their own situation, come to terms with some
new experience, see their difficulty more objectively,
and so face their problem with less anxiety and
tension. Its basic purpose is to assist the individual to
make their own decision from among the choices
available to them.

Supervisors use controls to help employees achieve
objectives. An employee's problem performance is
often related to non-job factors. Yet, personal
problems generally get worse, not better without
professional help. The supervisor is in the best
position to spot and handle problems when they arise.
He or she can use counseling to provide relief for the
troubled employee. Counseling is a behavioral
control technique used by the supervisor to solve
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dang gap rac réi. Tw van la mot kj thuat kiém soat
hanh vi ma nguwoi giam sat st dung dé gidi quyét cac
vén dé vé két qua hoat dong. V&i tw cach 1a nguoi tw
van, nguoi giam sat dong thoi cling la ngudi giup do,
thdo luan cac van dé réc rdi cia ca nhan nhan vién co6
anh hudng dén két qua lam viéc cla anh ta/cd ta nham
muc dich gidi quyét van dé. Tw van cla ngudi giam sat
chinh la hwéng dan cho hanh vi cia nhan vién.

e Thay ddi hanh vi dot ngot

e Té ra ban tam véi mot viéc gi dé
e Dé& nbicau

e Tainan lao déng tang

e Mét mdi hon

e Ubng rwou qua nhiéu

e  Giam nang suét lao dong

e Lang phi

e Kho tiép thu khi dwoc dao tao

¢ Nghién regu/ma tuy

Trong vai trd tw van, nguwdi gidm sat can biét l&ng
nghe, kim ché va chi dan. Ngwdi giam sat st dung cac
ky ning nghe tich cwc va nghe cé suy nghi. Bang
cach I&ng nghe, nguoi giam sat gilp nhan vién cam
thdy minh dwoc thau hiéu va danh gia cao. Nhan vién
duwoc khuyén khich trd chuyén, kham pha va hiéu ré
hon minh cdm nhan nhw thé nao va tai sao. Nhan vién
c6 thé xem xét va nghién ciu cac phwong an lwa chon
va c6 kha nang Iwa chon phuwong an giai quyét van dé
ctia minh. Nguwoi gidm sat cé thé giup nhan vién xay
dwng cac muc tiéu rd rang; nham tao ra cac ké hoach
hanh dong cu thé va thuc hién ké hoach v&i sw hd tro
can thiét. Nguwoi giam sat cling hé tro nhan vién tw gitp
minh. Khi tw van, nguwdi gidm sat nén han ché nhan xét
vé két qua hoat ddng clia nhan vién vi nguwoi giam sat
khdng pha| la chuyén gia trong linh vec ma nhan vién
gdp van dé. Nguoi giam sat de cap hoac cung cap
théng tin cho nhan vién, chi yéu la dua ra cac sb liéu
va thong tin.

Céac ky thuat tw van co6 thé mang tinh chét chi dan hoac
khong, tuy theo tinh huéng. Tw van khéng mang tinh
chi dan phan anh lai nhitng gi ma nhan vién noi va
cam thdy. Vi du nhw, mot ngudi giam sat st dung bién
phap tw van khéng mang tinh chi dan cé thé ndi
“Anh/chi cdm thay bwc boi vi anh/chi khéng c6 dwoc
quyét dinh phé duyét ctia Rob”. Tw vadn mang tinh chi
dan sé khuyén bdo va goi y cho nhan vién. Vi du nhuw,
ngudi giam sat cé thé néi “Téi mudn anh/chi tap trung
vao cdng viéc va khong lo lang dén viéc nhirng nhan
vién khac dang lam gi”. Tw van ¢6 tinh chét hai chiéu
s& két hop ca hai bién phap trén.

Quy trinh tw van

Bwéc 1. M ta sw thay ddi trong hanh vi. D& cho nhan
vién biét rang t6 chirc rat lo ngai vé két qua lam viéc
cla anh ta/co ta. Nguwdi giam sat phai gilv virng cac
tiéu chuén cong viéc béng cach té ra nhat quan khi lam
viéc v&i nhitng nhan vién gap rac réi. Giai thich mot
cach hét strc cu thé nhirtng viéc ma nhan vién can lam
dé nang két qua hoat dong Ién mirc ma td chirc mong

performance problems. As a counselor, the supervisor
is a helper, discusses the employee's personal
problems that are affecting his or her job performance,
aiming to resolve them. Supervisory counseling is
guidance of the employee's behavior.

e  Sudden change of behavior
. Preoccupation

o Irritability

. Increased accidents

e Increased fatigue

. Excessive drinking

. Reduced production

. Waste

Difficulty in absorbing training
Substance abuse

In the role of the counselor, the supervisor listens,
limits, and refers. The supervisor uses active listening
and reflective listening skills. By listening the
supervisor helps the employee to feel valued and
understood. The employee is encouraged to talk and
explore and to understand more about how he or she
feels and why. The employee can consider options
and examine alternatives and may be able to choose
a solution to his or her problems. The supervisor can
help the employee develop clear objectives; to form
specific action plans and to do, with support what
needs to be done. The supervisor helps employees
help themselves. In counseling, the supervisor limits
comments to the employee's job performance, since
the supervisor is not an expert in the problem area.
The supervisor refers or gives information to the
employee. Informing mainly passes along data and
information.

Counseling techniques range from directive to non-
directive, depending on the situation. Non-directive
counseling reflects what is said and felt. For
example, a supervisor using the non-directive
approach would say, "You feel frustrated because you
don't meet Rob's approval." Directive counseling
tells and advises. For example, a supervisor using the
directive approach would say, "I want you to
concentrate on your work and not worry about what
the other employees do." Interactive counseling
combines them.

The Counseling Process

Step 1. Describe the changed behavior. Let the
employee know that the organization is concerned
with work performance. The supervisor maintains
work standards by being consistent in dealing with
troubled employees. Explain in very specific terms
what the employee needs to do in order to perform up
to the organization's expectations. Don't moralize.
Restrict the confrontation to job performance.
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doi. Birng t6 ra dao dirc. Gigi han sy déi dau vao mot
néi dung la két qua cong viéc.

Bwéc 2. D& cho nhan vién tw nhan xét vé thay dbi
trong hanh vi va Iy do. Han ché cac nhan xét tiéu cuc
vé két qua hoat dong ctia nhan vién. Birng doan bénh
cho nhan vién; ban khéng phai chuyén gia trong linh
vic nay. Hay lang nghe va dam bao gilr bi mat.

Bwéc 3. Théng nhét gidi phap. Nhdn manh sy bi mat.
Plrng dé& minh bi_anh hwéng hodc bi ltra dbi bdi
cdm xuc, cac chién thuat goi sw cdm thdng hodc céac
cau chuyén “bat hanh”. Hay giai thich rang viéc ban
dén giup d& khong cé nghia la nhan vién dwoc phép
pha b cac thi tuc tiéu chuan va ky luat, ciing khéng cé
nghia 1a nhan vién dwoc mé& dudng dé& hwdng bt ky
wu dai dac biét nao.

Buworc 4. Két luan va yéu cau cam két thay dbi. Yéu cau
nhan vién cam két dap wng cac tiéu chqén cong viéc
va giup d& nhan vién giai quyét van de, néu can.

Buwérc 5. Theo ddi tiép. Can theo doi tiép, ké ca khi da
giai quyét xong van dé va xay dwng dwgec moi quan hé
hiéu qua.

Nghién rwou/ma tay

Mot s6 van dé lién quan dén két qua hoat dong co thé
bét ngudn tr viéc nghién rwou/ma tay. Khi x&r ly cac
trwong hop nghién rwou hoac ma tiy, nguwdi giam
sat khéng nén suy doan ma chi tap trung vao cac dau
méi thuc té. Tranh khuyén bdo. Ngwoi hwéng dan chi
nén hé tro va cung cap thong tin, néu can thiét, va néi
rd rang viéc phuc hdi ban than 14 trach nhiém cua
nhéan vién.

Chi dan sw nghiép

Tw van sy nghiép 1a mot hoat dong giam sat rat phd
bién. Ngoai kién thirc va k§ nang cong viéc, nhan vién
con phai dung gid, tan tam, co trach nhiém va biét tiép
thu nhan xét tir giam sat. Nguwdi giam sat co co hoi dé
gilip nhan vién hiéu réng viéc phat trién cac hanh vi néi
trén c6 thé giup ho thanh cdng hon trong twong lai.
Phat trién chinh la Iuc nhan vién chudn bi cho cac
cobng viéc sau nay. Lam ndi bat nhirtng diém tét nhat
cla nhan vién Ia ngudn lwc manh mé nhét va san co6
nhat cho nguwdi giam sat dé bd ra it cong sirc hon
nhwng lam dwoc nhiéu hon. Phat trién nhan vién tao
ra nhirtng thda thuan “d6i bén cung cé lgi” gitra ngudi
giam sat va nhan vién.

25. THI HANH KY LUAT

Chtrc nang kiém soat dem lai cho ngudi giam sat nhiéu
co hdi d& khong ngirng cai tién cac hé théng. Chu
trong dén viéc huan luyén va tw van co6 thé ngédn chan
cac van dé vé ky luat. Vi du nhw, trong trudng hop két
qua lam viéc kém do thiéu nang lwc, dao tao khéng phu
hop, cac van dé& vé hoc hdi kién thirc, nghién ruou
hodc ma tay, dau 6m (thé chat hodc tinh than), stc
khde suy sup hodc khuyét tat thi bién phap huén luyén
va tw van sé tét hon 1a thi hanh ky luat. Tuy nhién, bién
phap ky luat nhw ky thuat kiém soat hanh vi sé& can

Step 2. Get employee comments on the changed
behavior and the reason for it. Confine any negative
comments to the employee's job performance. Don't
diagnose; you are not an expert. Listen and protect
confidentiality.

Step 3. Agree on a solution. Emphasize
confidentiality. Don't be swayed or misled by
emotional please, sympathy tactics, or "hard-luck"
stories. Explain that going for help does not exclude
the employee from standard disciplinary procedures
and that it does not open the door for special
privileges.

Step 4. Summarize and get a commitment to change.
Seek commitment from the employee to meet work
standards and to get help, if necessary, with the
problem.

Step 5. Follow up. Once the problem is resolved and
a productive relationship is established, follow up is
needed.

Substance Abuse

Some problem performance stems from substance
abuse. In handling alcohol or drug abuse situations,
the supervisor must avoid inferences and stick to
actual clues. He or she avoids giving advice. The
supervisor gives support and information, if needed,
and makes clear that rehabilitation is the employee's
responsibility.

Career Guidance

Career counseling is a common supervisory activity.
In addition to job knowledge and skills, employees
need to be punctual, diligent, responsible, and
receptive to supervision. Supervisors have an
opportunity to help employees understand that
developing these behaviors can improve their future
success. Development is preparing employees for
future jobs. Bringing out the best in employees is the
most powerful and most available resource for

supervisors to do more with less. Employee
development produces "win-win"  agreements

between supervisor and employee.

25. DISCIPLINING

The control function provides supervisors with
opportunities to improve systems on a continuous
basis. An emphasis on coaching and counseling can
prevent discipline problems. For example, poor
performance due to low ability or inadequate training,
learning problems, drug and alcohol dependency,
physical or mental illness, marginal health, or disability
respond much better to coaching and counseling than
to punitive measures. However, disciplinary action as
a behavioral control technique is necessary when self-
discipline breaks down. Effective discipline can
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thiét khi ky luat tw giac bi pha v&. Ky luat hiéu qua co
thé x6a bd cac hanh vi khéng hiéu qua ctia nhan vién.
Nhan vién can bi ky luat khi pha v& cac nguyén tic
ho&c khéng mudn thwc hién céng viéc theo tiéu chuan.
Ky luat la bién phap stra chira ma ngwoi giam sat cod
thé ap dung khi nhan vién khong tuan tha cac quy tac
va tiéu chuan cua té chirc.

Cac van dé veé ky luat

Cac loai van dé ky luat thwong gdp nhat gbm cé cac
van dé lién quan dén sw chuyén can, két qua thyc hién
kém hodc c6 hanh vi sai trai. Cac van dé lién quan dén
sw chuyén can gdm c6 vang mat khong xin phép, véng
mat thwdng xuyén, di mudn qua nhiéu hodc khéng xin
phép, nghi khdng phép. Két qua thuwc hién kém gém co
khéng hoan thanh dwoc nhiém vy, tao ra cac sdn phdm
hodc dich vu kém chét lwong, khéng dap ng duoc
cac yéu cau san xuat da xac dinh truéc. Cac hanh vi
sai trai gdm c6 &n cap, khai gian trong don xin viéc, cb
tinh pha hoai tai san clia t6 chirc, dung thé bam gi®
lam cta nhan vién khac, gian dbi trong bdo céo céng
viéc.

Noi quy lao dong

Ky luat lao dong la nhﬁ’ng quy dinh vé vjéc tuan rheo
thoi gian, cong nghé va dieu hanh san xuat, kinh doanh
thé hién trong ndi quy lao déng.

N6i quy lao déng khdong dwoc trai voi phap luat lao
dong va phap luat khac. Doanh nghiép s dung tr 10
lao dong tr& 1&n phai c6 Noi quy lao dong bang van
ban. Ban ndi quy nay phai dwgc dang ky tai co quan
quan ly nha nwéc vé lao dong Tinh, Thanh phd truc
thudc trung wong.

Noi quy lao ddng phai cé nhirng ndi dung chi yéu sau
day:

a) Thoi gio lam viéc va thi gi& nghi ngoi

b) Trat ty trong doanh nghiép

c) Antoan lao ddng, vé sinh lao déng noi lam viéc

d) Viéc bao vé tai san va bi mat cong nghé, kinh
doanh cla doanh nghiép

e) Cac hanh vi vi pham ky luat lao dong, cac hinh
thire xt ly ky luat lao dong va trach nhiém vat chat.

Cac murc ky luat

1. Nguoi vi pham ky luat lao dong, tuy theo mirc do
pham 16i, bi xt ly theo mét trong nhirng trwong hop
sau day:

a) Khién trach;

b) Kéo dai th&i han nang lwvong khéng qua sau
thang hoac chuyén lam cong viéc khac cé mirc
lwong thap hon trong thdi gian tbi da 1a sau
thang hoac cach chirc;

c) Sathai.

2. Khéng dwoc ap dung nhiéu hinh thirc x& Iy ky luat
lao ddng ddi véi mét hanh vi vi pham ky luat lao dong.

eliminate ineffective employee behavior. An employee
should be disciplined when he or she chooses to
break the rules or is not willing to perform the job to
standards. Discipline is corrective actions taken by a
supervisor when an employee does not abide by
organizational rules and standards.

Disciplinary Problems

Common categories of disciplinary problems are
attendance, poor performance, or misconduct.
Attendance problems include unexcused absence,
chronic absenteeism, unexcused or excessive
tardiness, and leaving without permission. Poor
performance includes failure to complete work
assignments, producing substandard products or
services, and failure to meet established production
requirements. Misconduct includes theft, falsifying
employment application, willfully damaging
organizational property, punching another employee's
time card, and falsifying work records.

Internal labour regulations

Labour discipline consists of provisions governing
compliance with time, technology and production and
business management, as laid down in internal labour
regulations.

Internal labour regulations shall not be contrary to
labour legislation and other laws. Enterprises
employing ten or more workers are required to have
internal labour regulations in writing. These regulations
must be registered at the local labour authority of
provinces, cities coming directly under the central
administration.

Internal labour regulations must include the following
main provisions governing:

a) Hours of work and of rest;
b) Order in the enterprise

c¢) Occupational safety and hygienic at the
workplace;

d) The protection of property, and technological
and business secrets of thenterprise;

e) Acts and conduct in breach of labour
discipline, disciplinary =~ measures and
measures concerning material liability.

Progressive Discipline

1. Persons contravening labour discipline, depending
on the degree of contravention, shall be sanctioned by
one of the following disciplinary measures:

a) Blame

b) Prolonging the time for promotion in wage or
transferring to lower paid job not exceeding six
months, or removing from the present position;

¢) Dismissal.

2. Multiple disciplinary measures shall not be applied
to one contravention.
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Chuay

Tinh tkc thdi. Ky Iuétﬂduicyc ;hi hanh cang nhanh sau
khi vi pham thi cang dé gan lién bién phap ky luat voi vi
pham, thay vi mién thi hanh ky luat.

Nhac nhé&. Bién phap ky luat sé dwoc hiéu la cong
bang néu nhw nhan vién nhan dwoc nhitng 1o canh
cdo rd rang rang vi pham sé dan dén viéc ap dung hinh
thirc ky luat da thong bao.

Tinh nhat quan. Dé doi x&r cong bang, cac bién phap ky
luat phai nhat quan.

Khéng mang tinh chét ca nhan. Hinh phat ky luat phai
gan lién v&i hanh vi (vi pham), khéng lién quan dén tinh
cach (ca nhan) ngu&i vi pham.

Thwc hanh ky luat

Trwde khi thdo luan hinh thivre ky luat, ngudi giam sat
phai:

e MO ta vu viéc bang céch tra 10 cac cau hoi: Ai?
Cai gi? Khi nao? Nhw thé nao? O' dau? Nhan
ching la ai? Tai sao?

e D& cap dén chinh sach hodc thi tuc/quy trinh bi
vi pham.

e Xac dinh xem trwdc do nhan vién co dwoc thong
bao vé quy trinh/thd tuc ding hay khong, va co
van ban lam bang chirng khéng.

e Tim hiéu xem trwéc day nhan vién da bi ky luat
chuwa.

e Cung cép van ban lam bang ching da tw van
cho nhén vién, néu co

e Xac dinh xem c6 nhan vién nao khac vi pham
cung mot chinh sach/thu tuc nay va hinh thiee ky
ludt, néu co, la gi.

NoGi chung viéc xt ly ky luat q6i v&i nhan vién phai tuan
theo cac nguyén tac sau: (Bieu 87 Luat Lao déng)
1. Khi tién hanh viéc x&r ly vi pham ky luat lao
déng, nguoi str dung lao dong phai chirng
minh dwoc 16i clia ngudi lao dong.

2. Nguoi lao dong cé quyén tw bao chira hodc
nho luat sw, bao chira vién nhan dan hoac
ngwdi khac bao chira.

3. Khi xem xét xtr ly ky luat lao dong phai cé mat
dwong sy va phai cé sy tham gia cla dai dién
Ban chap hanh céng doan co s& trong doanh
nghiép.

4. Viéc xem xét xt ly ky luat lao dong phai dwoc
ghi thanh bién ban.
Thao luan veé ky luat

1. Giéi thich mot cach cu thé ban da quan sat
thay nhirng gi va tai sao nhan vién khong dugc
tiep dién hanh vi vi pham.

2. Yéu cau va ldng nghe mot cach tich cwc khi
nhan vién trinh bay ly do vi pham.

3. Hoi xem nhan vién co y twdng gi dé thay doi
hanh vi, va dé nghi giup d& nhan vién thay doi

Note

Immediacy. The more quickly the discipline follows the
offense, the more likely the discipline will be
associated with the offense rather than with the
dispenser of discipline.

Warning. It is more likely that disciplinary action will be
interpreted as fair when employees receive clear
warnings that a given violation will lead to a known
discipline.

Consistency. Fair treatment demands that disciplinary
action be consistent.

Impersonal nature. Penalties should be connected to
the behavior (violation)
and not to the personality (person) of the violator.

Disciplinary Action

Before conducting a discipline discussion, the
supervisor should be able to:

e Describe the incident by answering: Who?
What? When? How? Where? Witnesses? Why?

o Refer to the policy or procedure that was
violated.

o Determine whether the employee was previously
notified of the correct operating procedure and
be able to provide documentation, if it exists.

e Know whether the has been

disciplined previously.

employee

e Provide documentation of verbal counseling, if
possible.

o Determine whether other employees have
violated the same policy/procedure and what
discipline, if any, they received.

In general the application of disciplinary measures
have to respect the following principles:(Article 87 of
Labour code)

1.  When proceeding with disciplinary action, the
employer must be able to prove that the
breach was committed by the employee.

2. An employee shall have the right to his/her
own case or to ask the assistance of a lawyer,
a people’s defense counsel or some other
person for his/her defense.

3. The examination of disciplinary action must be
carried out with the participation of a
representative of the Executive Committee of
the trade union of the enterprise.

4. A record on the proceeding concerning
disciplinary action shall be made.

Discipline Discussion

1. Explain specifically what you have observed
and why the behavior cannot continue.

2. Request and listen actively to the employee's
reasons for the behavior.

3. Ask the employee for ideas on changing the
problem behavior and offer your help.

4. Come to an agreement on specific action
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hanh vi.

4. Théng nhat vé& cac budc hanh dong cu thé cla
tirng bén.

5. Lén lich cho budi lam viéc tiép theo dé kiém tra
xem van dé da dwoc gidi quyét chuwa.

6. Ghi bién ban budi lam viéc, ghi ré ngay thang,
ndi dung cac bwédc hanh déng da thdng nhét,
va thoi gian biéu dé thuc hién cac buwéc dé.

Néu hanh vi ctia nhan vién khéng thay déi sau hai hoac
ba lan lam viéc, nguoi giam sat can yéu cau nhan vién
quyét dinh xem anh ta/coé ta mubn nghi viéc hay t|ep
tuc cong viéc va tuan thi cac quy tac va tiéu chuén cla
t6 chire. Khi ap dung bién phap Ky luat Khéng c6 Hinh
phat, nguoi giam sat can tién hanh cac buéc sau:

Bwéc 1. Xac dinh van dé lién quan dén két qua hoat
dong. Xac dinh chinh xac két qua mong doi & gi va mé
ta cu thé xem nhan vién da khéng dap rng duwoc mong
doi d6 nhw thé nao.

Bwéc 2. Phan tich van dé. Xéac dinh tac dong cla véan
dé. Két qua hoat dong c6 anh huwéng xau nhw thé nao
dén chat lwong va khdi lwgng cong viéc, cac nhan vién
khac, khach hang va toan bd td chirc? Xac dinh cac
hau qua ma ca nhan phai déi mat néu nhw nhan vién
quyét dinh khong stra ddi tinh hinh. Quyét dinh buéc
hanh déng thich hop.

Bwéc 3. Thao luan bién phap ky luat véi nhan vién.
Nhan vién phai déng y giai quyét van dé. Thao luan cac
phwong an lwa chon va quyét dinh hanh dong cu thé
ma nhan vién sé phai tién hanh. Trao dbi vé cac mong
doi hodc thay déi tich cuc.

Bwéc 4. Ghi nhan van dé vao bién ban. M6 ta van dé
bang cac sw kién va chi tiét cu thé. M6 ta qua trinh xay
ra van dé. Mé ta ndi dung thao luan, ké ca sy dong y
thay d6i cGia nhan vién.

Bwoc 5. Tiép tuc theo doi. Xac dinh xem van dé da
dwoc giai quyet chua. Cung co sw tién trien. Tién hanh
hoat dong can thiét néu van dé chwa dwoc gidi quyét.

26. DANH GIA

banh gia két qua cOng viéc ca nhan la mét hinh thire
kiém soat vi nd sé& két ndi y kién nhan xét vé két qua
hoat dong vé&i cac phan thuéng va hoat dong stra
chira. Danh gia nhan vién la quy trinh dién ra lién tuc,
xay ra khoéng chinh thirc hang ngay trong té chirc. Mot
vi du 13 giam sat trén may tinh dé theo dai két qua hoat
déng cua nhan vién trong qua trinh dang xay ra. Banh
gia dwoc ghi lai chinh thirc vao bién ban cho tirng thoi
ky cu thé dé thdm dinh két qua hoat dong.

Tham dinh két qua hoat dong 1a mét hé théng chinh
thirc c6 co ciu dé so sanh két qua hoat dong clia nhan
vién v&i cac tiéu chuan da xac dinh. Két qua danh gia
duwoc phd bién dén tat ca cac nhan vién dwoc danh gia
thong qua mét trong sb cac phwong phap thdm dinh
quan trong nhat. Cac yéu t6 trong cac phwong phap
thdm dinh két qua hoat dong dwoc didu chinh cho phu

steps to be taken by each party.

5. Schedule a follow up meeting to check
whether the problem has been resolved.

6. Document the meeting, noting date, content
action steps agreed upon, and timetables for
implementing them.

If, after two or three discussions, the employee's
behavior has not changed, he or she should be asked
to decide if he or she wants to quit or return to the job
and abide by the organizational rules and standards.
The steps a supervisor follows in Discipline Without
Punishment approach are:

Step 1. Identify the performance problem. Establish
exactly what the performance expectation is and
specifically how the employee is failing to meet it.

Step 2. Analyze the problem. Determine the impact of
the problem. How is the performance problem
adversely affecting the quality and quantity of the
work, other employees, customers, and the
organization as a whole? Identify the consequences
that the individual will face if the employee decides not
to correct the situation. Determine the appropriate
action step.

Step 3. Discuss discipline with the employee. Gain the
employee's agreement to solve the problem. Discuss
alternative solutions and decide on specific action the
employee  will  take. Communicate  positive
expectations or change.

Step 4. Document the problem. Describe the problem
using facts and specifics. Describe the history of the
problem. Describe the discussion to include the
employee's agreement to change.

Step 5. Follow up. Determine if the problem has been
solved. Reinforce improvement. Take required action
if the problem has not been solved.

26. EVALUATING

Evaluating individual work performance is a form of
control because it ties performance feedback to
rewards and corrective actions. Employee evaluation
is an on-going process, taking place informally every
day in the organization. One example is computer
monitoring, which tracks an employee's performance
as it is taking place. Evaluation is formally
documented for a given time period in the
performance appraisal.

Performance appraisal is a formal, structured system
that compares employee performance to established
standards. Assessment of job performance is shared
with employees being appraised through one of
several primary methods of performance appraisals.
Elements in performance appraisal methods are
tailored to the organization's employees, jobs, and
structure. They include objective criteria for measuring
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hop véi cac nhan vién, cong viéc va co clu cla td
chirc. Cac yéu tb nay gdm c6 cac tiéu chi khach quan
dé danh gia két qua hoat dong clia nhan vién va két
qua xép loai dé téng két mirc d6 thanh céng clia nhan
vién. Cac phwong phap thdm dinh thanh cong la cac
phwong phap xac dinh rd va phd bién céac tiéu chuén
ho&c mong doi vé két qua cong viéc clia nhan vién.

Cac phwong phap tham dinh két qua hoat déng

Tham dinh két qua hoat dong cé thé dién ra dwdi nhiéu
hinh thirc. Cac bai viét danh gia (phuwong phap viét
don gian nhat) la bai danh gia cac diém manh, diém
yéu, két qua hoat dong trudc day va tiém nidng cla
nhan vién, va dua ra cac kién nghi dé cai tién. Cac loai
phwong phap thdm dinh két qua hoat dong gébm cé cac
tiéu chuan twong ddi (vi du nhw xép loai don gian, so
sanh cdp ddi, phan loai bat budc) va cac tiéu chuén
tuyét ddi (vi du nhuw cac diém then chét, BARS, MBO).

- Cac tiéu chuan twong déi hoac Sw so sanh giira
nhiéu ngwi. Trai véi phuong phap tuyét déi, phwong
phéap twong dbi so sanh két qua hoat déng cla tirng
nhan vién véi két qua hoat dong clia mot hodc nhiéu
nhan vién khac.

- Trong phwong phap tht tw xép loai cia nhém,
ngwoi giam sat sé chia cac nhan vién clia minh
thanh 5 nhém, va xép theo th& hang vi du nhw
"nhém xép hang cao nhat", "nhém xép hang thir
hai", v.v. Nhw vay, néu nguwdi giam sat quan ly
10 nhan vién thi chi c6 2 nguoi dwoc ndm trong
nhém xép hang cao nhét, va hai ngudi khac sé
phai ndm trong nhém xép hang thap nhét.

- Trong phuong phap xép loai ca nhan, ngudi
giam sat sé liét ké cac nhan vién cta minh theo
xép loai tir trén xudng dwéi. Sw chénh léch gitra
hai nhan vién & hai th® hang cao nhét phai
twong dwong v&i sy chénh Iéch gitka hai nhan
vién & hai thir hang thdp nhét.

- Trong so sanh cap déi, ngwdi giam sat sé so
sanh méi nhan vién v&i teng ngudi trong nhém
va danh gia xem nhan vién x&p hang cao hon
hay thap hon trong mdi cap. Sau khi da so sanh
v&i tat ca cac nhan vién, mdi nhan vién sé c6 mot
xép loai tdng hop dwa trén sé 1an dwoc xép hang
cao hon trong tirng cap.

* Quan ly theo Muc tiéu. Quan ly theo muc tiéu (MBO)
danh gia mirc do hoan thanh tét cac muc tiéu dwoc coi
la cbt yéu dbi voi két qua cong viéc cta nhan vién.
Phwong phap nay hwéng cac muc tiéu theo cac thudc
do dinh lvong dung dé danh gia két qua hoat dong, vi
du nhw doanh sé ban hang, loi nhuan, sb don vi san
pham khong bi khuyet tat.

- Phan héi 360 do. Phwong phap phan hdi tr nhiéu
ngudn nay cung cdp mot cai nhin toan dién vé két qua
cobng viéc cla nhan vién bang cach s dung y kién
phan hoi tir tt ca nhitng ngudi xung quanh cé quan hé
qua lai voi nhan vién nhw: ngudi giam sat, cap dudi va
dong sw. Phuvong phap nay co hiéu qua déi voi viéc
huén luyén nghé nghiép va xac dinh cac diém manh va
diém yéu.

employee performance and ratings that summarize
how well the employee is doing. Successful appraisal
methods have clearly defined and explicitly
communicated standards or expectations of employee
performance on the job.

Performance Appraisal Methods

Performance appraisals take many forms. Written
essays, the simplest essay method, is a written
narrative assessing an employee's strengths,
weaknesses, past performance, potential, and
provides recommendations for improvement. Types of
performance appraisal methods include comparative
standards (such as, simple ranking, paired
comparison, forced distribution) and absolute
standards (such as, critical incidents, BARS, MBO).

Comparative Standards or Multi-person
Comparison. This relative, as opposed to absolute
method, compares one employee's performance with
that of one or more others.

- In group rank ordering the supervisor places
employees into a particular classification such
as "top one-fifth" and "second one-fifth". If a
supervisor has ten employees, only two could
be in the top fifth, and two must be assigned to
the bottom fifth.

- In individual ranking the supervisor lists
employees from highest to lowest. The
difference between the top two employees is
assumed equivalent to the difference between
the bottom two employees.

- In paired comparison the supervisor compares
each employee with every other employee in
the group and rates each as either superior or
weaker of the pair. After all comparisons are
made, each employee is assigned a summary
or ranking based on the number of superior
scores received.

Management by Objectives. MBO evaluates how
well an employee has accomplished objectives
determined to be critical in job performance. This
method  aligns  objectives  with  quantitative
performance measures such as sales, profits, zero-
defect units produced.

- 360 Degree Feedback. This multi-source feedback
method provides a comprehensive perspective of
employee performance by utilizing feedback from the
full circle of people with whom the employee interacts:
supervisors, subordinates and co-workers. It is
effective for career coaching and identifying strengths
and weaknesses.
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Cac muc tiéu cua viéc tham dinh két qua hoat dong

Céc bién phap thdm dinh két qué hoat dong co nhirng
muc tiéu cu thé. Cac bién phap nay bao gom théng bao
va thuyet phuc thuc hién, thong bao va l&ng nghe, g|a|
quyét van dé& va mé hinh hén hop. Théng bao va thuyét
phuc thyc hién cé tinh chét danh gia va dwoc st dung
cho cac muc dich danh gia don thuan. Nguwoi giam sat
st dung ky thuat huan luyén dé théng bao cho nhan
vién vé két qua danh gia va sau dé thuyét phuc nhan
vién ap dung cac kién nghi dé tién bd. Théng bao va
ldng nghe cling c6 tinh chat danh gia. Nguoi giam sat
st dung ky thuat huén luyén dé théng bao cho nhan
vién két qua danh gia va sau dé lang nghe khong phan
xét phan ung cla nhan vién. Giai quyét van dé co tinh
chét phat trién va bao gdm ca viéc tw van. Bién phap
nay dwoc st dung cho cac muc dich phat trién nhan
vién. Nguoi giam sat khong dwa ra két qua danh gia
ma dé cho nhan vién tw quyét dinh dau 1a cac mat yéu
cla minh, sau d6 ngwdi giam sat lam viéc cung nhan
vién dé xay dwng moét ké hoach hanh dong dé tién bo.
M6 hinh hén hop 1a bién phap két hop gitra huén luyén
va tv van, va dwoc sir dung cho ca muc dich danh gia
va phat trién. Nguwoi giam sat bt diu viéc thdm dinh
véi bién phap giai quyét van dé va két thuc bang bién
phap théng bao va thuyét phuc thuc hién cé tinh chat
chi dao manh hon.

Quy trinh Hop tham dinh két qua hoat dong

Trudc khi hop thdm dinh, cép dudi va nguoi giam sat
can chuan bi cac bao cao danh gia. Ngwoi giam sat sé
dieu hanh cudc hop tham dinh theo cac budc sau.

Bwéc 1. Phd bién két qua danh gia. B4t dau bang
cach trinh bay nhanh vé két qua xép loai. Phan trinh
bay can bao gém két qua hoat dong, déng co, né lyc
va thai dd hgp tac. Chu trong vira phai dén nhirng
diém thuwc hién dung. Bat diu noéi dén nhitng diém
vuot ra ngoai khudén khd. Nhdn manh Iinh viye can cai
tién, nguyén nhan tai sao va can cai tién nhw thé nao.

Buwérc 2. Giai quyét cac hiéu 1am. Cung thao luan voi
cap duwdi. Cho cap dwdi co hoi dé co y kién phan hoi
lai phan tham dinh clia ban. Lang nghe va khong ngéat
I&i khi cAp dwdi néi. Tra 1&i y kién cla cap dwéi va
khoéng duwoc té ra bj xic pham. St dung cac vi du cu
thé dé mo ta két qua hoat dong. Thira nhan rang ban
t|ep nhan quan diém cda nhan vién. Chac chén rang
cap duwéi hiéu rd nhirng phé binh cla ban trwéc khi
chuyén sang buéc tiép theo.

Buwéc 3. Théng nhét két qua xép loai. Hoi cap dudi
"Anh/chi c6 chap nhan két qua xép loai nay khéng?"

Bwéc 4. Xac dinh cac linh vwe can cai tién. Mot
trong nhixng muc dich cta viéc thdm dinh két qua hoat
dong la tao diéu kién dé nhan xét vé cong viéc clia cap
dwdi theo cach thich hop dé cai tién két qué cong viéc.
Théo luan cac muc dich lién quan dén hwéng lam viéc
cta cap dwédi. Thédng nhat cac chi tiéu cu thé can dat
duogc trong thoi ky téi. Kiém tra xem ban cé thé giup gi
cho nhan vién.

Bwéc 5. bam bao cam két cho cac dich twong lai.
C0 gang hwéng cho nhan vién tap trung vao twong lai

Objectives of Performance Appraisals

Performance appraisals seek to meet specific
objectives. They include tell and sell, tell and listen,
problem solving, and mixed model. Tell and sell is
evaluative in nature. It is used for purely evaluative
purposes. The supervisor coaches by telling the
employee the evaluation and then persuading the
employee to follow  recommendations  for
improvement. Tell and listen is evaluative in nature.
The supervisor coaches by telling the employee the
evaluation and then listens to the employee's
reactions to the evaluation in a nonjudgmental
manner. Problem solving is developmental in nature
and involves counseling. It is used for employee
development purposes. The supervisor does not offer
evaluation but lets the employee decide his or her
weak areas and works with the employee to develop
an action plan for improvement. The mixed model
combines coaching and counseling. It is used for both
evaluative and development purposes. The supervisor
begins the appraisal with a problem-solving session
and concludes with a more directive tell and sell
approach.

Agenda for the Performance Appraisal Conference

Prior to the appraisal conference, the subordinate and
the supervisor should prepare written evaluations. The
supervisor follows the steps in the appraisal
conference.

Step 1. Communicate the evaluation. Begin with a
quick review of the rating. Ratings should include
results of performance, as well as motivation, effort,
and cooperation. Give enough attention to what went
right. Start with exceeds. Emphasize where, how, and
why improvement is needed.

Step 2. Resolve any misunderstandings. Share the
discussion with the subordinate. Give the subordinate
the opportunity to respond to your appraisal. Listen
without interruption. React to subordinate's feedback
non-defensively. Use concrete examples to describe
performance. Acknowledge that you are receptive to
the employee's point of view. Make sure the
subordinate understands your complaint before
proceeding further.

Step 3. Seek acceptance of the rating. Ask the
subordinate, "Can you accept this rating?"

Step 4. Identify areas for improvement. One of the
goals of performance appraisal is to provide a means
of giving feedback to a subordinate concerning ways
to improve job performance. Discuss goals toward
which the subordinate might work. Agree on specific
targets to meet in the period ahead. Review what you
can do to help.

Step 5. Secure commitment to future goals. Try to
focus the employee on the future rather than on the
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thay vi quéa khtr.

27. CHAM DUT HOP PONG LAO DONG

Buwdc cudi cung trong quy trinh thi hanh ky luat 1a chdm
dit hop déng lao ddng véi nhan vién — day la budc
khé khan va nhay cdm nhat. Phan Ién nhan vién lam
viéc trén co s& déng thuan gitra hai phia; va ca nhan
vién cling nhu t& chirc déu c6 quyén cham dut hop
dong lao déng theo y nguyén bat ké c6 nguyén nhan
hay khong va vao bat ky Ituc nao. Tuyén dung la theo y
nguyén nhwng ngay nay, nguoi tuyén dung khong co
quyen sa thai nhan vién ma khong co bang ching hay
nguyén nhan, vi quyén loi clia ngudi lao déng da duoc
phap luat quy dinh. Mac du vay, nhan vién co thé bi
cham dut ho’p ddng lao ddng néu nhw nguwoi giam sat
c6 ly do gidi trinh xac dang.

Sa thai

1. Hinh thirc x& ly ky luat sa thai chi duwoc ap
dung trong nhirng tredng hop sau day:

a)  Nguoilao dong cé hanh vi trdm cap, tham 6,
tiét 16 bi mat cdng nghé, kinh doanh hodc cé
hanh vi khac gay thiét hai nghiém trong veé tai
san, lgi ich cla doanh nghiép;

b)  Ngwoi lao dong bi x ly ky luat kéo dai thoi
han nang lwong, chuyén lam cong viéc khac
ma tai pham trong th&i gian chwa xéa ky luat
hoac bi xt ly ky luat cach chirc ma tai pham;

c) Nguoi lao dong tw y bd viéc nam ngay cong
don trong mét thang hodc 20 ngay céng don
trong mét nam ma khdong c6 ly do chinh
dang.

2. Sau khi sa thai nguw¢i lao dong, ngwoi str dung
lao déng phai bao cho co quan quan ly nha
nwéc vé lao dong tinh, thanh phd trwc thudc
trung wong.

Cham dut hop dong

Nguoi si dung lao dong co quyén don phwong cham
dit hgp dong lao ddng trong nhirng tredng hop sau
day:

a) Nguoi lao dong thuong xuyén khdng hoan
thanh cbng viéc theo hop dong;

b) Nguwoi lao dong bi xt ly ky luat sa thai;

¢) Nguoilao dong 6m dau da diéu tri dai han qua
quy dinh ma kha nang lao dong chwa hoi phuc;

d) Do thién tai, hda hoan hodc nhirng |y do bét
kha khang budc phai thu hep san xuat, giam
cho lam viéc;

e) Doanh nghiép chadm dirt hoat dong.

Nguoi lao dong co quyén don phwong cham dit hop
dong trong nhirng trwedng hop sau day:

a) Khong duoc bd tri theo ding cong viéc, dia

past.

27. TERMINATING

The last step in the discipline procedure is termination,
a most difficult and sensitive process. Most
employment is based on mutual consent; both the
employee and the organization have the right to
terminate employment at will, with or without cause,
at any time. Employment at will, the employer's right to
fire without documented proof or reason, has eroded
as workers' job rights have gained legal status.
However, an employee can be terminated if the
supervisor has a valid case.

Dismissal

1. Dismissal shall be applied as a disciplinary
measure only in the following circumstances:

a) An employee who commits an act of theft,
embezzlement, disclosure of technological and
business secrets or other acts causing severe
losses to the property and interests of the
enterprise;

b) An employee whose time for promotion in
wage has been prolonged or who has been
transferred to another jobas a disciplinary
measure and who again commits the same
breach of labour discipline while the discipline
measure has not been repealed or is a
recidivist while being removed from the
position;

c¢) An employee who has been absent for a total
of five days per month or 20 days per year
without legitimate reasons.

2. After dismissing a worker, the employer must
notify the local labour authority of the province
or the city coming directly under the central
administration.

Termination

The employer has the right to unilaterally terminate
the labour contract in any of the following
circumstances:

a) The employee regularly fails to fulfill the task
assigned by contract;

b) An employee is disciplined and dismissed;

c) An employee is ill and no recovery working
ability is in sight after long period of treatment
according to labour code;

d) In case of natural disasters, fire or other cases
of force majeure, the employer is nevertheless
compelled to make cuts in production and
workforce;

e) The enterprise ceases activities.

The employee has the right to unilaterally terminate
the labour contract prior to expiry in any of the
following circumstances:
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diém lam viéc hoac khong dwgc bdo dadm cac a) The employee is not assigned to the work or
diéu kién lam viéc da thoéa thuan trong hop workplace or is not provided with the working
df‘)ng; conditions agreed to in the contract;

b) Khéng dwoc trd cong day di hodc trd cong b) ;hreeeeénlelq‘;yefvaisengzga;‘; "”UZ;IL’I a‘;rt i’:o ”;ZZ
khéng dung thoi han da théa thuan trong hop g ) g P
déng' contract;

. ’ T ’ . c¢) The employee is subject to maltreatment or to
¢) Binguoc dai; bi cwdng birc lao dong; forced labour:

d) Ban thén hodc gia dinh that sy c6 hoan canh d) The employee can not carry out the contract
khé khan khéng thé tiép tuc thwc hién hop further due to averred personal or family
dong; difficulties;

e) DPuwoc bau lam nhiém vu chuyén trach & cac co e) The employee is elected to full-time function in
quan dan clr hodc dwoc bd nhiém gitr chtrc vu a representative public office or is appointed to
trong bd may nhé nu’c')’.C' ) ) an office in the State apparatus;

L N . . - 2 ia f) A female employee is pregnant and must stop

f) Nquql Iaq dong i c6 thai phai nghi viéc theo working by doctor's orders;
chi dinh cua thay thudc;

. . s . s . g) The employee is ill or is victim of an accident

g) Nguoi lao dong bi om dau, tai nan da diéu tri and no recovery of working ability after long

l&du ngay(theo quy dinh).

time receiving treatment according to labour
code.

In general, the termination of labour contract must
respect stipulations of Labour code and other
implementation guiding documents.

N6i chung, viéc chdm dt hop dong lao dong phai tuan
theo cac quy dinh cla Luét lao dong va cac van ban
hwéng dan thi hanh
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