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MO PAU
Ly do chon dé tai

Con nguoi- chu thé cua hoat dong dugc xem la nhan td tao nén thanh cong
cho moi t6 chitc doanh nghi¢p. Véi dich vu cham so6c khach hang con ngudi lai
cang quan trong hon bat cir yéu t6 nao khac. Mdi dién thoai vién 1a mot hinh anh
dai dién cho doanh nghiép truc tiép giai dap, cham soc va tu van cho khach hang.

Viettel Telecom, v6i quan diém con nguoi 1a nhan td quyét dinh moi thanh
cong, xuét hién trén thi truong di dong cung muc ti€u trd thanh nha cung cép dich
vu vién théng hang dau tai Viét Nam, tién phong vé cong nghé, sang tao trong
triét 1y kinh doanh. Viettel da dit minh trong thach thtrc, dén khi cham chan dén
ngudng cira thanh cong bén vimg trong canh tranh hoi nhap, thay thyc té chimg
minh, phan 16n 1a nho sy déng gop cua cong tac cham séc khach hang cia cac
dién thoai vién, cong tic quan 1y cta ldnh dao trung tim. Két qua kiém nghiém
cac mang di dong cho thiy hién nay cic mang d3 dau tu manh vao hé théng cong
nghé, cac chi tiéu ki thuat da dat dén murc ngang bang nhau, va do do, yéu to tim
Iy, nhu quan hé véi khach hang chinh 12 nhan t6 c¢dt 16i quyét dinh su khéac biét,
tién dén thanh cong.

Bau khong khi tam ly thuan 1¢1, lanh manh, c¢6 sy 1anh dao diung dén cta ban
lanh dao trung tAm co ¥ nghia hét sirc quan trong. Bau khong khi tam 1y & day, 1a
trang thai tim 1y cua tap thé, thé hién sy phdi hop tdm 1y xa hoi, su tuong tac giira
cac thanh vién va sy dung hop cac dic diém tdm 1y trong quan hé lién nhan cach
ctia ho. Bau khong khi tdm 1y thuan loi s& gitip mdi dién thoai vién phat huy duoc
t6t nang lyc ctia minh, hd tro, c¢b két véi nhau trong cong viée ciing nhu giai quyét
nhirng van dé phtrc tap dem lai hi€u qua cao, chét lugng cudc goi tdt, dem lai su
hai long cho khéch hang.

Viéc xdy dung, tao 1ap bau khong khi tim 1y lanh manh, thuan loi 13 van dé
can thiét ctia mdi tap thé, mdi Trung tim Cham soc khach hang. V&i ¥ nghia nhu

vay, chung t6i xin dé cip dén van dé bau khong khi tim 1y qua dé tai “Bdu khéng



khi tam 1y tdp thé dién thoai vién Trung tdm Cham soc khdach hang Viettel tai Ha
Noi”
1.  Muc dich nghién ctru

Nghién ctru thuc trang bau khong khi tam 1y tap thé dién thoai vién Trung
tam Cham soc khach hang (CSKH) Viettel tai Ha Noi va 1y giai mot s6 yéu t6
anh huong téi1 thuc trang do. Tu do, dé xuit mot s kién nghi giup nha Ianh dao
xdy dung bau khong khi tam 1y thuan loi trong tap thé Trung tam CSKH Viettel
tai Ha No1

2. Pdi twong nghién cieu

Péi tugng clia dé tai nghién ciru 13 bau khong khi tam 1y, biéu hién cua bau
khong khi tam 1y qua tinh chat va su théa man cua dién thoai vién ddi véi quan
hé “doc”, quan h¢ “ngang”, quan hé v4i cong viec (ché dd chinh sach, diéu kién
lao dong, tién luong...).

3. Nhiém vu nghién cau

- Poc va phan tich cac 1y thuyét, quan diém va cic cong trinh nghién ctu
vé bau khong khi tdm 1y dé xay dung co so 1y luan cho dé tai.

- Nghién ctru thue trang bau khong khi tim 1y cua tap thé dién thoai vién
Trung tam CSKH Viettel Ha Noi va mot s6 yéu t6 anh hudng ti bau khong khi
tam 1y tap thé dién thoai vién.

- Pé xuét mot sd kién nghi cho viéc xay dung bau khong khi tam 1y thuan
loi trong tap thé dién thoai vién Trung tam CSKH Viettel Ha Ngi.
4. Khéch thé nghién ciu

- 250 dién thoai vién cua 03 phong lam viéc, cu thé nhu sau:

+ Phong Vip: 50 dién thoai vién

+ Phong 2: 100 dién thoai vién

+ Phong 1: 100 dién thoai vién

- Nghién ctru 10 lanh dao (trudng ca, giam sat va trudng nhom), cu thé nhu
sau: 1 Giam dbc Trung tdm, 02 Trudng ca, 02 Giam sat, 05 Truéng nhém- hd

tro.



5. Giéi han pham vi nghién céu
5.1. Pham vi dia ban: Trung tam CSKH Viettel tai Ha Noi.
5.2. Pham vi khach thé nghién ctru: 205 dién thoai vién ctia 3 phong: phong
Vip, phong 1, phong 2
5.3. Pham vi n6i dung: Dé tai dé cap thuc trang bau khong khi tm 1y tap
thé dién thoai vién Trung tam CSKH Viettel tai Ha N1 va mot $6 yéu td anh
hudng toi bau khong khi tdm 1y tap thé dién thoai vién.
6. Gia thuyét nghién ciu
Bau khong khi tdm 1y tap thé dién thoai vién trong Trung tam CSKH
Viettel tai Ha Noi vé co ban 13 thuén loi. Bau khong khi tim 1y tap thé dién thoai
vién phu thudc vao mot sé yéu té nhu: quan hé giita nguoi lanh dao va ngudi
dudi quyén, su doan két, tinh tich cuc gifta cac thanh vién trong tap thé, su thoa
mén cua dién thoai vién dbi voi cong viéc, diéu kién lao dong, tién luong.....
7. Phwong phap nghién ctru
+ Phuong phap nghién ctru tai liéu
+ Phuong phap quan sat
+ Phuong phap diéu tra bang bang hoi
+ Phuong phap phong van sau
+ Phuong phap trac nghiém Fiedler

+ Phuong phép xtr Iy két qua nghién ciu bang théng ké toan hoc
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CHUONG 1. CO SO LY LUAN VE BAU KHONG KHi TAM LY
1.1. Vai nét vé lich sir nghién citu van dé bau khong khi tam Iy
1.1.1. Mét sé quan diém, cdng trinh nghién ciu vé bau khong khi tam
ly caa cac nha Tam ly hoc nwéc ngoai
a) Mgt sé quan diém, cong trinh nghién cizu vé bau khdng khi tam ly cua
cac nha Tam ly hoc ¢ cdac nuwéc phuwong Tay

Vao nhitng nam 30 cta thé ki XX, nguoi ta d3 nghién ciru van dé nay trong
Tam 1y hoc lao dong nham tang ning suat lao dong ctia ngudi cong nhan, giam
tinh mau thudn giira chu va tho trong cac tip thé san xuét theo phuong thuc tu
ban chil nghia. Nhiing nghién ctru ndy di dé cap dén nhiing dic trung cia nhom:
quy mo, ciu tric chinh thuc, phong cach lanh dao, co ché hoat dong, hé théng
kiém tra trong nhom. Pay 1a nhimg dic trung co ban cua bau khong khi nhom.

O phuong Tay, nguoi ta bat dau cha ¥ hon dén bau khong khi tim 1y sau
nhitng cugc thi nghiém & Hottorn- My, duoc thuc hién dudi su lanh dao cta nha
Xa hoi hoc Elton Mayo trong nhitng nam 1924- 1929. Ong 1y giai cic van dé
cua nguoi lao dong dudi goc d tam- sinh ly. Nguoi ta cling da xac minh dugc
rang trang thai tim 1y ctia nguoi lao dong gy tic dong mot cach truc tiép nhat
dén ning suat lao dong. Su doan két ciia nhom ngudi 1am viée va cac mbi quan
hé cta ho, néu dugc hinh thanh trén co sé cung nhau trung thanh véi su nghiép,
s& kich thich lao dong tot hon so vé&i nhitng khuyén khich vt chat.

Hoc thuyét “cdc moi quan hé con ngwoi” duge hinh thanh trén co sd cac
“Cuéc thuc nghiém ¢ Hottorn” di dé cap toi viée xay dung bau khong khi tim
Iy trong tap thé san xuat. Hoc thuyét nhdn manh tinh cam, tim trang, niém tin va
cac mdi quan hé ca nhan cua cong nhan khong kém phan quan trong dbi voi viée
tang loi nhudn so voi viée bé tri thiét bi hop 1y.

Ké tiép y tuong, E. Mayo, F Rotlixberger, M. Pholet va nhitng ngudi khac
qua “Nhitng cudc thi nghiém lim sang” d3 dwa ra mot két luan rd rang vé y

nghia cua su hoa hop va doan két tdm 1y- tinh than. Néi chung, hoc thuyét cua
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A. Mayo d3 nhan manh dén vai trd ctia quan hé con ngudi va anh hudng cua
ching dén hoat dong cua nhom, tap thé.

Trong céc cdng trinh nghién ctru Tam 1y hoc vao thap ki thir 3 cua thé ki
XX, K. Lewin va cac cong su 1a ngudi dau tién sir dung thuét ngi bau khong khi
tam ly. Ong d3 chu trong nghién ctiru phong cach lanh dao ctia nguodi quan 1y va
cho rang phong cach ciia nguoi quan 1y c6 nhiéu anh hudng dén tinh chat bau
khong khi tam 1y cua nhom.

Vao thap ki 60- thé ki XX, G.H.Hitwin va R.A.Stringer di nghién ctru vé
dong luc thiic ddy con ngudi trong hoat dong lao dong; dé cao vai tro caa bau
khong khi tam 1y trong viéc thuc day hodc kim ham ngudi lao dong thuc hién
nhiém vu.

Bau khong khi tam 1y chiém vi tri to 16n trong 1y luan Tam 1y hoc phuong
Tay. Ho khang dinh viéc mubn xay dung bau khong khi thuan loi trong lao dong
can phai tinh dén cac tam trang, tinh cam, niém tin va cac mdi quan hé qua lai
gitra con nguoi voi con nguoi. Noi cach khac, nguoi 1anh dao nén hudng vao
viée “gdy duwoc tiéng vang trong tam hon moi nguoi”, di sdu vao timg ca nhan
lao dong, khong nén ddi xtt mot cach hoi hot, 6 nhu vay moi co thé thuc hién
duoc day di muc tiéu cia to chirc, nhitng nhiém vu cua san xuat.

b) Mgt s6 quan diém, cong trinh nghién cizu vé bau khdng khi tam ly cua
cac nha Tam ly hoc Xd Viét

Nhitng ndm 60 - 70 cia thé ky XX do anh huong viéc t6 chirc lao dong xa
hoi trong cac nha may xi nghiép xa hoi chu nghia ¢ Lién X6 nham nang cao ning
suit lao dong, giam chi phi vat tu, ha gia thanh san phém, va dac biét viéc nghién
ctru cac moi quan hé giita cac thanh vién trong tap thé lao dong cac nha tam ly
hoc da thuc su chu ¥ toi bau khong khi tam 1y tap thé. Nhimg van dé Iy thuyét
vé bau tam 1y tap thé 1an dau tién duoc trinh bay tai Dai hoi 1an thir 2 Hoi tam ly
hoc X6 Viét vao nim 1963. E.U. X6pokhova, N.C. Manxupdp va K.K. Platondp
d3 c6 nhing tric dac vé mébi quan hé qua lai giita cac thanh vién trong tap thé.

Trong d6, Platondp dé cap dén bau khong khi tdm 1y tap thé trong bao cao “Vé
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nhitng vdn dé tam 1y xa héi”. N.C. Manxupdp da st dung thuat ngit bau khong
khi tdm 1y x& hoi dé chi nhitng yéu t6 xa hoi - tdm 1y bao truim hoat dong lao
dong tap thé, va thuat ngir duoc dung 1an dau tién trong tm 1y hoc.

Nhitng quan niém ctia Sépel vé bau khong khi tam 1y duogc tiép tuc nghién
ctru sau va phat trién trén céc phuong dién trang thai, cAu truc, thanh phﬁn, noi
dung mdi quan hé véi cac qua trinh tam 1y x4 hoi khac.

Nhiéu tac gia da chi ra cac yéu t6 anh hudng dén viéc hinh thanh khong khi
tam ly tap thé, d6 1a diéu kién t6 chirc hoat dong lao dong xa hdi, cac quan hé
chinh thirc va khong chinh thirc trong qua trinh giao tiép tap thé, khang dinh vai
tro ciia bau khong khi tam 1y tap thé dbi voi nang suét lao dong:

A.X. Trecnusép da chi ra nhitng anh huong vé mit to chuc, su phu thudc
ctia y thirc trach nhiém ctia mdi c4 nhan véi sy hinh thanh bau khong khi tam 1y
tap the.

N.N. Opdorép nghién ctru nhitng twong hop tdm 1y chinh thirc va khéng
chinh thtrc, nhitng twong hop trong cong viéc dan dén hiéu qua cao, chi phi ning
luong thap va sy thoa man trong tdm 1y cac thanh vién tap thé.

A.A. Sétbp khang dinh khong khi tAm 1y x3 hoi 13 su thdng nhat cac thanh
phan tdm 1y x3 hoi phan anh tinh chét, ndi dung va céc diéu kién to chuc hoat
dong cua cac thanh vién trong tap thé, cac quan hé chinh thirc va khong chinh
thirc trong giao tiép & tap thé.

V.A. Condva cho rang khong khi tAm 1y x3 hoi 1a thu duoc nhiing két qua
cao trong hoat dong va thai d¢ ctua hoc vién ddi véi hoc tap la gia tri, thudc do
quan trong nhét tao nén khong khi tam 1y tap thé.

Céc quan niém vé ban chat bau khong khi tdm 1y trong tap thé voi nhiing
khac biét, sy da dang, phong phu cta cic mdi quan hé xi hoi trong tap thé
nhimng nguoi lao dong duoc cac nha nghién ctru cho rang nhu sau:

L.P. Bugiéva va A.C. Uléddp xem bau khong khi tdm 1y 1a trang thai ¥ thuc
cta tap thé. K.K. Platéndp va V.B. Olsonxki quan niém bau khong khi tm 1y

nhu 13 su phan anh phtic hop cac hién tuong, 14 t6 hop cua su tac dong qua lai
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gitra cac yéu td: con nguoi, diéu kién lao dong, mbi quan hé qua lai cua moi
ngudi trong qua trinh lao dong. Mot sb 16n tac gia xem khong khi tdm 1y 13 trang
thai cua tap thé. Trong do, ho cha y dén tam trang, tinh cam, tinh chit cua cac
mbi quan hé giita cic con ngudi véi nhau (F.X. Cudomin, V.G. P6domacdp...).
Céc tac gia con xem xét bau khong khi tam 1y tap thé trong moi quan hé véi théi
do gitra cac ca nhan, su théng nhét vé chinh trj va dao duec, xung dot, du luan,
tam trang, tinh cam. .. giita cac thanh vién trong tap thé.

V& hinh thirc biéu hién cua bau khong khi tam 1y cac nhom tac gia xem xét
dudi cac goc do khac nhau. P.N. Giaplin va A.I. Xécbacp xem hinh thirc biéu
hién cta bau khong khi tdm 1y x4 hoi 1a su hai 10ng cia cac thanh vién tap thé
v6i quan hé véi cong viée, véi dicu kién hoat dong chung, tinh doan két trong
tap thé, tam trang tap thé, du luan tap thé. B.A. Buivon nghién ctru van dé nay
dua trén thai do ciia cong nhan d6i v&i cong viée, nhitng kinh nghiém va nhiing
sang kién, voi chuan muc va hanh vi trong tip thé. N.Ph. Maxldpva, G.X.
Xcémarépxki xem xét kiéu lanh dao, tdm thé, dinh hudong xa hoi, gia tri nguoi
lao dong, tinh tich cuc chinh tri xa hoi....

Pé cap dén nhiing nhan t6 co ban tac dong dén qua trinh hinh thanh bau
khong khi tam 1y tap thé ciing c6 nhiéu y kién. Mot s tac gia cho rang yéu td
dau tién tac dong téi bau khong khi tdm 1y tap thé 13 dong co hoat dong lao
dong, tam trang, su hai long ddi véi lao dong, mbi quan h¢ gilra cac thanh vién
trong tap thé (B.A. Phroldp, K.K. Platondp); khong khi tam 1y duge hinh thanh &
tinh cOng déng vé mat thé lyc va mat tim 1y gifta cac thanh vién, & hé théng cac
mdi quan hé lién nhan cach trong nhém, méi quan hé thién cam trong tap thé
(LI. Layman); bau khong khi tdm 1y dugc hinh thanh do anh huéng ciia toan bo
cac moi quan h¢ tam 1y xa hoi va cac mbi quan hé vé mit cong viéc quy dinh boi
hoat dong lao dong ciia cac thanh vién va moi quan hé qua lai giira cac thanh
vién(G.L. Vindgraddp); co tac gia nhdn manh anh hudéng cua cac nhan td ton tai
trong tap thé nhu cach to chirc lao dong, van dé luong bong, co s¢ vat chat ky

thuat, diéu kién sinh hoat (G.G. Vorobidp, A.G. Covalidp).
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1.1.2. Nhirng c6ng trinh nghién ciéru trong nwéc

Trong cubn “Nhitng co sé tam 1y hoc trong céng tdc cia nguoi lanh dao”
Nguyén Hai Khoat di dé cap dén khai niém bau khong khi tm 1y tap thé, nhiing
dau hiéu va cac yéu té anh huong cta nd. Trong do, tic gia quan tAm nhiéu dén
yéu t6 ngudi lanh dao, yéu td dung hop nhém. Trong cubn “Tdm 1y hoc xd hi
nhitng linh viec tmg dung” do DS Long chu bién, tic gia phan tich cac yéu t6
hinh thanh khong khi tap thé, dé cao yéu to méi truong vi md (nhdn 6 vt chat,
hé thong kich thich lao déng, yéu té bén trong nhém), van dé dao dtrc nhom, thai
d6 lao dong, pham chét nhan cach ngudi cong dan, sy thich nghi, vai trd nguoi
lanh dao...

Céc tac gia Mai Hitu Khué va Dinh Vin Tién trong cudn “Tdam Iy hoc iing
dung trong quan Iy kinh doanh” cho rang bau khong khi tdm 1y 14 su thé hién vé
chét cac quan hé gitta moi ngudi trong tap thé. Sy hai long vé dia vi, vé cong
viéc, vé quan hé véi dong nghiép, vdi cap trén, voi co quan 1a co s cia bau
khong khi tam 1y tap thé.

Trong “Tdm Iy hoc qudn 1"’ do Nguyén Pinh Xuan chu bién, thi bau khéng
khi tam 1y tap thé lai dugc nhic dén nhu 1a khong gian, & d6 chira dyng trang
thai, tam trang chung ctia mot tap thé lao dong vai tinh chét twong dbi 6n dinh.

Nguyén Dinh Chinh trong cubn “Tdm Iy hoc xd héi” dua ra dinh nghia bau
khong khi tam 1y nhom 1a tinh chit cac mdi quan h¢ qua lai, mgt loat trang thai
tinh cam té nhi, nhitng quan hé tinh cam tich cuc gitta nguoi voi nguoi cua
nhém xa hoi nhat dinh.

Nguyén B4 Duong trong cudn “Tdm 1y hoc quan Iy danh cho nguweoi lanh
dao” cho rang bau khong khi tam 1y trong tap thé 1 hién twong tam ly biéu hién
mirc 46 hoat dong, hoa hop cac pham chat tim 1y ca nhan cta con ngudi trong
tap the, qua dé tac gia ciling phan tich nhiing yéu t6 tao nén bau khong khi tam ly

tap thé.
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Tac gia Pao Thi Oanh trong cubn “Tdm Iy hoc lao déng” dé cap van dé
khong khi tam 1y x3 hoi ctia nhom lao dong x3 hoi trong mdi twong quan voi dao
dtc cia nhom, su tuong ddng tim 1y va ning suét lao dong.

Tac gia Tran Trong Thuy ciing coi khong khi tim 1y trong tap thé chinh la
tam trang chung cua tip thé do.

Trong nhimg nim gan ddy, cung véi su phat trién vé kinh té, xa hoi thi van
dé con nguoi trong hoat dong lao dong dugc dé cao va chu trong quan tam hon.
Viéc nghién ctu vé bau khong khi tam 1y vi vay ma dugc mé rong, mdt sb tac
gia ¢3 manh dan nghién ctu vé linh vuc nay nhu: Tac gia Vi Dinh Thang véi
“Nghién ciru bau khong khi tam 1y tdp thé bién tdp vién Nha xudt ban Chinh tri
Quéc gia”, luan van thac si, 1995; Tac gia D6 Thi Huong véi dé tai “Bdu khong
khi tam 1y tdp thé sinh vién sw pham mau gido va danh hwdng cia né téi tim
trang ca nhdan”, luan van tbt nghi¢p, 1985; Lé Thi Han véi: “Bau khong khi tam
Iy tdp thé sinh vién va vai tro cua ddi ngii can bé lanh dao trong viéc xdy dung
bau khéng khi tdm 1y”, luan van thac sy, nam 1984; Pham Manh Ha véi “Tim
hiéu bdu khong khi tam Iy va chiéu hwéng dnh hrdng cia né t&i ndng xudt lao
déng tai cong ty ¢6 phan Nam Thang, Ha N6i”, luan van thac si, 2003. Tac gia
Nguyén Hiru Thu véi dé tai “Nghién ciru bau khéng khi té chirc va dnh hwong
cia né téi hiéu quad san xudt kinh doanh ciia tdp thé”(2007). Cac luan van da tap
trung nghién ctru thuc trang bau khong khi tdm 1y cua tap thé lao dong, phan tich
cac nguyén nhan tao ra bau khong khi tdm 1y tap thé va dong thoi dé cao vai tro,
anh hudng cua bau khong khi tam 1y dén trang thai tm 1y ctia c4 nhan, hiéu qua
lao dong ctia nguoi lao dong.

Hién nay, quan 1y con ngudi trudc hét phai thau hiéu tam ly ddi tuong.
Ném bét tdm 1y va mong mudn ctia khach hang ludn 13 yéu t6 hang dau trong bat
ctr chién luge cham soc khach hang nao. Chi khi biét duoc khach hang thuc su
c6 nhu cau, mong muén nhiing gi thi lac d6 doanh nghiép méi chim séc khach
hang mot cach hiéu qua, chu dao nhét, ddng thoi nhan vién cham soc khach

hang cua doanh nghiép duoc lam viéc trong moéi trueong trong sach, lanh manh,
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c6 su quan 1y dung dan cua lanh dao thi doanh nghiép d6 méi co thé lam tét
cOng tac chim soc khach hang. Luan vin véi dé tai “Bau khong khi tam 1y tdp
thé dién thogi vién Trung tm CSKH Viettel tgi Ha Ngi” 1a su tiép thu va phét
huy nhitng quan diém, nhitng céng trinh nghién cau i luan caa tac gia nghién
ctru vé bau khong khi tam Iy trude day.

1.2. MOT SO KHAI NIEM CO BAN

1.2.1. KHAI NIEM VE TAP THE

a) Khai niém tap thé

C. Méac timg ndi con nguoi sinh ra 1a dé sdng trong xa hoi, “bdn chdt con
nguoi la tong hoa cdc moi quan hé xd héi”. Va theo A. Comte thi, ca nhan 1a
mét thue thé xa hoi, moi nguoi sinh ra déu gén chit v&i mot hodc mét s6 nhom,
dugc xa hoi nhao nén ra, khong c6 con nguot bi¢t 1ap, cling khong c6 con nguoi
phi xa hoi. Nhu vay, con ngudi ludn song va hoat dong trong mdt nhom, mot tap
thé nhat dinh.

Céac nha Tam 1y hoc X6 viét di quan tdm nghién ctru vé tap thé va dinh
nghia tap thé nhu sau:

V. I. Lébedép dinh nghia “Tdp thé la mét tdp dodn nguwoi (mdt nhém nguoi)
6 16 chire, c6 muc tiéu hoat dong va muc tiéu do phai co gia tri xa hoi, co ich cho
xd hoi. Pong thoi, tdp thé con la mét don vi doc ldp vé mat phap 1y "[22; 76]

V.M. Sepen thi cho rang: “Tdp thé lao déng la céng dong xd hoi bén viing
cua nhitng nguoi lao dong co ich cho xa hoi, ma cong cu do dwoc dac trung boi:
vai tro chu dao cua moi loi ich xd hoi, y thuc ki ludt lao dong cao, bau khong
khi tam 1y dao dirc lanh manh, cdc nguyén tac dan chi phat trién, cé nguwoi lanh
dao la nha té chirc va nha gido duc ’[24; 65].

Sepen cho rang tap thé lao dong tap hop cong nhan trén co s& hop tac xi
hoi chu nghia va phan cong lao dong. Tap thé lao dong 1a biéu hién cua su chin
mudi nhat dinh vé cac mdi quan hé xa hol, tinh td chuc tu gidc cia hg. Pinh
nghia nay c6 thé duoc sir dung nhu mot mé hinh doc ddo cua nhimg dic trung

co ban vé tap thé lao dong. So sanh mo hinh d6 tdi thuc trang cdng viéc cua tap
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thé minh, nhitng nguoi lanh dao co thé x4c dinh duoc mirc do trudng thanh cua
tap thé minh 1anh dao vé mat xa hoi va xac dinh duoc can phai lam gi dé cung
cd, tiép tuc phat trién nhirng mi quan hé xa hoi cua tap thé.

A. X. Macarenco di ban vé van dé tap thé nhu 1a mot nhom tu do cua nhiing
ngudi lao dong, gin bé v6i nhau boi muc dich théng nhat, mot hanh dong thdng
nhét. D6 13 nhom duoc to chire, ¢o co quan lanh dao, co6 ki luat va tinh than trach
nhiém.

Theo A. G. Kovaliov: “Tdp thé la mét khoi cong dong nguwoi nham thuc
hién nhitng muc dich c6 ¥ nghia xd héi. Nhitng muc dich ndy cé thé cé tinh chat
hanh chinh nha nude, tinh chat san xudt khoa hoc, hoc tap, thé thao...” [1; 148]

Khéi cong dong nguoi nay co thé 1a mot cong dong don thuan bé ngoai hodc
mot to chire hiru co, ¢ tinh tam thoi hodc thuong xuyén vinh ctru. Nhung chi co
cong dong ngudi mang tinh chéat bén ving, c6 nhitng myc tiéu va nhiém vu hoat
dong riéng ctia minh, c6 vién canh phat trién, c6 co quan quan Iy riéng va cé su
doc 1ap méi 1a mot tap thé véi day du y nghia cua tir do.

Trong gi4o trinh Tam 1y hoc xa hoi voi quan 1y, Vii Diing da dé cap “Tap thé
la nhém nguwoi & dé cdce ca nhdn c6 ciing dong co va muc dich hoat dong, phoi
hop voi nhau mot cach chat che, déng bo va co hiéu qua trong qua trinh thuc hién
nhiém vu chung. Sy ton tai va phat trién cia né dua trén co sé thbéa man va két
hop hdi hoa giita cdc loi ich cd nhdn va loi ich chung (loi ich tdp thé va xd
hoi) ’[25; 46]

Tran Thi Minh Bt trong gido trinh Tam 1y hoc x4 héi cho rang “Tdp thé la
Mot tap doan nguoi (mot nhom nguwoi) lién két bén vitng, co 16 chirc, muc tiéu va
nhiém vu hogt dong phu hop voi cdc gia tri xa hoi va loi ich xd hoi, co co quan
qudn Iy riéng va la don vi ddc ldp vé mdt phap 1y

Trong cudén Tam 1y hoc quén tri kinh doanh, Nguyén Hitu Thu d4 dinh nghia
“Tap thé la mot nhom nguoi lién két véi nhau béi hoat dong chung co muc dich
mang tinh gid tri cao, la mét nhém nguoi ton tai déc ldp cé té chire, c6 co quan

lanh dao va dwoc khang dinh mang tinh phdp 1.
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Céc tac gia trong cudn “Mét s6 van dé tam Iy hoc trong qudn Iy san xudt”
cua Vién thong tin khoa hoc xa hoi cho ré'mg: “Tap thé la mot “nhém” vitng chdc
ma dac diém noi bat la ¢ muc dich chung, co lao dong tap thé, ¢ hé théng tw
qudn, ¢é ky ludt tw gidc, ciing thong hiéu nhau va cing toén trong nhau”.

Tap thé & day la hinh thurc cao nhét cta to chirc ndi bd nhoém, va néu xét nhu
vay, mdi tap thé 1a mot nhom, nhung mdi nhom chua han da 14 mot tap thé.

Trong nghién ctru ndy chiing t6i quan niém tap thé nhu sau:

“Tap thé la mot nhom nguwoi lién két véi nhau trong mét té chirc cé tinh
phap Iy ma trong do ho cung thwc hién nhirng hoat dong chung cé muc dich va
mang tinh xda hoi cao”

Véi nhitng quan diém dugc trinh bay théng qua dinh nghia trén, c6 thé thiy
rang, tap thé co nhitng dau hiéu dic trung sau:

- C6 sw thong nhat muc dich hoat déng: Su théng nhat gan bo cac thanh
vién lai v6i nhau, tao thanh ¥ chi chung cua tap thé. Muyc dich cua tap thé lao
dong xuét phat tir cac nhu cau va loi ich cta x4 hoi.

- C6 sw thong nhdt vé tw tuéng: DO 1a sy thong nhat vé quan diém dao duc
chinh tri cua dai da sd thanh vién tap thé lao dong. N6 dam bao su thong nhat
trong cach nhin nhan vé cac su kién, hién tuong xay ra trong tap thé, trong xa
héi va dam bao dap umg nhitng doi hoi vé loi ich xa hoi.

- C6 su hop tdc, givip d& lan nhau trong tdp thé: Thiéu sy hop tac gitp d&
1an nhau gifta cac thanh vién thi nhém nguoi d6 sé khong tré thanh tap thé, cling
khong c6 su théng nhat hanh dong va tu tudng.

- C6 sur lanh dao tdp trung théng nhdt: nham phdi hop diéu hoa hoat dong
cua tap thé, hudng hoat dong ctia cac bd phan vao thyc hién nhiém vy chung cia
tap thé mot cach c6 hiéu qua.

- CO ky ludt lao dong: Chi véi sy hién di¢n ctua ky ludt thi xa hdi mai on
dinh, mé&i co6 su hoat dong nhip nhang, trat tuy va mang lai hiéu qua cao. Ky luat

khép con ngudi vao gudng may hoat dong va quy dinh trat tu hanh vi nhat dinh,
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déng thoi tao ra nhiing diéu kién thuan loi cho hoat dong than kinh cép cao va
strc khoe cua con nguoi, dong thoi bao vé tu do cta nguoi lao dong.
b) Cau tric tap thé

CAu tric to chirc ctia mot tap thé c6 ¥ nghia quyét dinh ddi véi viéc hinh
thanh va phat trién nhan cach ca nhan cta nhitng ngudi lao dong trong tap thé
d6, ddi véi viee xac 1ap cai tam thé x4 hoi ciia mot tap thé, nguyén nhan chu yéu
cta sy thanh céng hay khong thanh cong cua tap thé trong viéc thuc hién céc
nhiém vu, muc ti€u cua minh.

Cac nha Tam 1y hoc xa hoi X6 viét, A. L. Svensinxki, B.F. Lomov da thng
nhat y kién cho rang cac t6- nhom san xuét co s& ¢6 hai loai ciu tric to chirc: cau
trac chinh thire va cau triic khéng chinh thic.

* Cdu triic chinh thirc

Céu trac chinh thirc cia tip thé lao dong dugc hinh thanh trén co sé nhimg
nhiém vu chirc ning cta tip thé, phu hop véi muc dich xa hoi can giai quyét. Su
phan dinh rd rang, chinh x4c nhiém vu, chirc ning cua timg thanh vién trong tap thé
lao dong 1a co s¢ phat trién cac mbi quan hé lanh manh cua tap thé, 14 tién dé xay
dung bau khong khi tim 1y trong lanh trong tap thé.

* Cdu triic khéng chinh thirc

Céac nhom nay dugc hinh thanh nén trong 1ong tap thé thong qua mdi quan
hé gitta cac ca nhan do su gan giii nhau vé quan niém sdng, tudi tac, nghé
nghiép, s¢ thich, muc tiéu phén d4u, vui choi giai tri.. Mbi quan hé tinh cam cua
cac thanh vién nhom khong chinh thic rat chat ché. Ho sin sang thong cam voi
nhau, gitp d& nhau vo tu trong qua trinh thuc hién nhiém vu dugc giao cling nhu
trong cudc song riéng tu.

Nhu viy, trong mot tap thé ton tai song song hai co cdu: co ciu chinh thirc
va co cAu khong chinh thirc. Biét két hop va dung hoa gitta tap thé va cac nhom
khoéng chinh thirc trong long tap thé d6 dé cung hoat dong ddng bo théng nhat
vo1 nhau, khong xung dt voi nhau, tao ra bau khong khi tam 1y lanh manh la

mot nhiém vu quan trong ctia nguoi 1anh dao tap thé.
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¢) Céc giai doan va trinh d6 phat trién cua tap thé

Tap thé khong thé xuét hién ngay, can phai c6 mot khoang thoi gian nhat
dinh dé moi ngudi rén riia nhau, can c6 nhimg diéu kién dé didu chinh nhiing
quan h¢ cua ho, nhitng giai doan can cho su truong thanh vé mat thm 1y dao duc
cu thé cua tap thé 1a tt yéu.

Theo nha Tam Iy - gido duc A.X. Makarenco, tip thé nhu 1a mot co thé
séng, qua trinh x4y dung va phat trién mot tap thé trai qua 3 giai doan:

+ Giai doan 1: Giai doan tong hop so cap

O giai doan nay tap thé méi hinh thanh. Moi ngudi chua biét rd 14n nhau,
tim hiéu 13n nhau va lién két véi nhau dya trén cac dic diém bé ngoai hodc quan
hé tinh cam cam tinh. C4c thanh vién trong tap thé chua hiéu biét hét chirc nang
va nhi€ém vu cua minh, chua quen cong viéc, chua co6 ki nang va su phéi hop lan
nhau trong hoat dong. Y thurc ki luat chua tot, chua hinh thanh y thire tap thé. Su
giao tiép, thong tin tir lanh dao xudng nguoi dudi quyén 1a di theo mot chiéu.
Theo Makarenco, giai doan nay nha 1anh dao nén str dung phong cach doc doan,
tu dua ra quyét dinh ma khong hoi y kién cia ai, thi hoat dong sé c6 hiéu qua
hon.

+ Giai dogn 2: Giai doan phan hoa

Giai doan nay tap thé lao dong di co su phan hoa giita cac thanh vién: xuat
hién nhitng c4 nhan ndi bat, tich cuc, 1a nhirng nguoi di dau trong vi¢c thuc hién
cac quyét dinh cua lanh dao, c6 y thire t6 chire ki ludt cao. Gitra cac thanh vién
da co sy hiéu biét 13n nhau, co cac ky nang lao dong can thiét, co su hop tac,
phéi hop nhip nhang trong cong viéc. Luc nay, bau khong khi tam 1y trong tap
thé hinh thanh va phat trién. Giai doan nay, tdp thé ciing xuat hién nhiing ca
nhan luo1 nhac, tron tranh cong vi¢c, khong thuc hién nhi€ém vy, nguoi 1anh dao
can két hop gitra phong cach lanh dao doc doan va phong cach lanh dao dan chu
trong hoat dong lanh dao.

+ Giai doan 3: Giai doan téng hop
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Céc thanh vién c6 sy thong cam va gitp d& 1dn nhau. Y thuc tap thé cia cac
thanh vién phat trién, tu giac cao trong viéc thuc hién cac nhi€ém vu cua minh,
phdi hop nhip nhang trong hoat dong, 1am cho hiéu qua san xuat kinh doanh
dugc nang 1én rd rét. Bau khong khi tim 1y x4 hoi trong tap thé lanh manh, moi
ngudi biét yéu thuong thong cam, chia sé va gitp d& 1an nhau. O day c6 muc do
dung hop tdm 1y cao giita cac thanh vién. Loi ich c4 nhan, loi ich tap thé, loi ich
x4 hoi & ddy dugc két hop hai hoa. O giai doan ndy, nguoi lanh dao can sir dung
phong cach lanh dao dan chu trong diéu hanh coéng viéc, khi dua ra cac quyét
dinh can tham khéo y kién cac thanh vién c6t can va cac thanh vién trong tip
thé, thuc hién dan chu va cong khai.

1.2.2. KHAI NIEM VE BAU KHONG KHI TAM LY
a. Pinh nghia bau khéng khi tam ly

Trong lao dong va trong cac mdi quan hé xa hoi, mdi ngudi déu cé thai do
riéng va phuong huéng riéng cia minh. Gido duc, kinh nghiém song, nhiing
ngudi xung quanh...lai quyét dinh phuong hudng nay. Tong sé phuong hudng cia
tat ca cac thanh vién trong tap thé, bao gdm thai do hiru nghi va hop tac ciing nhu
su thu dich, 4c cam, ty c6 1ap & mot mirc d6 nao do tao ra bau khong khi tam ly
chung. Theo Paplop thi “mdi nguoi déu déng gdp vao d6 mét chiit ciia minh
nhung tdt cd déu hit thé bau khéng khi d6” .

Nghién ctru bau khong khi tam 1y, theo V. 1. Mikhiev “vé thuec chdt la nghién
cuu ly lugn xa hoi o tdap thé xi nghiép hodc co quan vé cdc van dé thdi db lao
dong, thdi do ddi voi xi nghiép, doi véi lanh dao va cdc dong chi”’[23;135]

Ong giai thich, bau khong khi tdm 1y tap thé khong don thuan 1 tong thé cac
phong céch ca nhan cta nhan vién. N6 dugc hinh thanh tir cac mdi quan hé qua
lai gitta con nguoi nhung khéng han di dong nhat véi tong thé noi trén. Giita
nhitng ca nhan t6t nhat lai ¢ thé hinh thanh ra nhitng quan hé X4u, nguoc lai,
nhitng nguoi thiéu sot c6 thé td chire ra dugc mot tap thé lao dong hitu nghi,

lanh manh.
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E. X. Cudomin, J. P. Vocop, J.U. Emélianov trong cudn “Ngwoi lanh dao
va tdp thé” da cho rang “ bau khong khi tam Iy la trang thdi tam Iy- xd héi ciia
tdp thé san xudt co sé phdan dnh tinh chdt, néi dung va khuynh hwéng tam Iy
thuee té ciia cdc thanh vién trong tdp thé "’[2; 147]

C6 thé hiéu, thyc trang tim 1y nay cua cic thanh vién trong tap thé, dén
lugt nd, lai tai tao tinh trang kinh té cu thé cua tap thé san xuét do, tai tao tinh
chit va muac do quan hé qua lai gitra con ngudi voi nhau, diéu kién lao dong va
t6 chirc lao dong. Thuc trang tAm 1y ciia cac thanh vién trong tap thé dugc bicu
hién trong tdm trang cia moi nguoi, trong thai do théa man véi lao dong cua
minh, d6i véi su
phat trién vé sau.

Theo V. M. Sepen cho rang “bdu khéng khi dao dirc- tam Iy cia tdp thé la
tdm trang tinh than cia tdp thé dé, xdc dinh béi tinh hudng trong tdp thé, béi
cdc nguyén tic, tw tuong dao dirc dd dwoc xdc ldp trong y thire cia cong nhén
va dwoc thé hién mét cdach tich cuc trong ¥ kién xa héi cia ho ”’[24; 221]

Theo A. A. Rusalinova, khong khi tdm 1y x4 hoi caa tap thé 1a sy biéu hién
tinh chét ctia 3 mdi quan hé chu yéu trong hoat dong cua tap thé, d6 1a quan hé
giita nguoi lanh dao véi cap dudi, quan hé giira cac thanh vién trong nhom, va
quan h¢ gitra cac thanh vién véi cOng Viéc.

Tac gia trong nudc ciing dd c6 kha nhiéu tac gia dé cap vé van dé bau
khong khi tdm 1y. Téac gia Tran Trong Thily trong “tdp bai gidng Tam Iy hoc lao
déng” danh cho hoc vién cao hoc di dinh nghia “bdu khéng khi tam 1y thuwong
dwoc hiéu la tinh chdt cia moi quan hé qua lgi gitta moi nguoi trong tdp thé, la
tam trang chinh trong tdp thé, ciing nhir sw théa man ciia nguoi céng nhan doi
voi cong viéc duoc thuce hién ”’[21; 29]

Nguyén DPinh Xuéan trinh bay vé dinh nghia bau khong khi tim 1y trong
cuén Tam 1y hoc quan tri kinh doanh cho rang: “néi tdi bau khéng khi tam 1y la

noi toi tam trang xuc cam va thadi do tinh cam cua cac thanh vién trong nhom
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tdac dong lén tam tu, tinh cam lan nhau. N6 ¢6 tac dung hodc thuc dcfy hodc kim
ham sy hoat dong cua con nguoi”’[11; 170]

O dinh nghia nay, bau khong khi tdm 1y chiu anh hudng cua cic quan diém
tam trang, dinh hudng gia tri dang chiém wu thé. Theo 6ng, trong tdm 1y x4 hoi,
bau khong khi tdm 1y duoc chia 1am nhiéu loai nhu bau khong khi chinh tri, bau
khong khi dao dirc, bau khong khi kinh té, bau khong khi van hoa... Va chinh
cac bau khong khi ndy d3 tao ra cac nén dé trén do cac hoat dong sdng, cac quan
hé kinh doanh dugc md ra va phat trién.

Tac gia Nguyén Hiru Thu dinh nghia “Bdu khéng khi tam 1y trong tip thé
san xudt kinh doanh la trang thdi tam 1y xa hdi ciia tdp thé phan dnh mirc do
phat trién cdc moi lién hé lién nhdn cdch, tam trang, xu hwdng quan diém, tinh
cam, sw théa mén va ca thdi do ciia cac thanh vién doi véi diéu kién, ndi dung lao
déng, tien lwong va sw ldnh dao tdp thé " [12; 142]

Nguyén Ba Duong trong Tam 1y hoc quan tri danh cho ngudi 1anh dao thi cho
rang “bdu khéng khi tdm Iy trong tdp thé la hién twong tam Iy biéu hién mirc do
hoat déng, hoa hop vé cic phdm chdt tdm 1y cd nhdn ciia con nguoi trong tdp thé,
no dwoc hinh thanh tw thai do cua moi nguoi trong tdp thé doi voi cong viéc, ban
be, dong nghiép, va ngueoi ldnh dao trong tdp thé” [10; 203]

Theo dng, bau khong khi tam 1y tap thé dugc ciu thanh tir nhiéu yéu tb:

+ Chd lam viéc cua tap thé va moi truong tu nhién duoc tao nén & chd 1am
viéc

+ Su két hop vé mat tam 1y giita cac thanh vién trong tap thé.

+ Tuong tro gitp d& 1an nhau, mdi thanh vién déu tin tudng rang ban bé ludn
giup do minh

+ Luong danh gia lao dong va dam bdo nha & cho cong nhan

+ Cham lo quyén loi va viéc 1am cho moi ngudi

Tac gia Vii Diing trong cudn Tam 1y hoc v6i quan 1y dd néu “bau khéng khi
tam Iy xd héi la trang thdi tam 1y cia tdp thé. N6 thé hién sw phéi hop tam Iy xd

hoi, sw twong tdc giita cdc thanh vién va muc do dung hop cdc dac diém tam ly
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trong quan hé lién nhéan cdach cia ho, bau khéng khi tam 1y xd héi ton tai khdch
quan trong tdp thé”.

Trong bai giang Tam 1y con nguoi trong hoat dong quan ly, tac gia Hoang
Moc Lan dinh nghia “Bau khong khi tam Iy la mét hién tuwong khdch quan tw nhién,
Von cé thuong xuyén trong doi song tinh than ciia tdp thé céng dong, la khéng gian
xd héi chira dung trang thai tam 1y chung ciia cdc thanh vién trong tdp thé dé né cé
thé diéu chinh hoat dong cua tdp thé theo mét muc tiéu xdc dinh”.

Tac gia Thai Tri Diing trong gido trinh Tam 1y hoc quan tri kinh doanh lai cho
rang “Bau khong khi tam Iy xa hoi ciia tdp thé la trang thdi tam Iy xd hi phdn dnh
tinh chdt, néi dung ciia cdc moi quan hé giita cdc thanh vién trong tdp thé dé”’

Trong cudn “Tam 1y hoc lao dong”, tac gia Pao Thi Oanh: “Khéng khi xa héi
ciia nhém lao déng la mét chi sé tong hop ciia tinh cam tam 1y xa héi trong tat cd
cac moi quan hé qua lai, trong tat ca cac hoat dong, tinh cam, trong mitc do nhan
thure co o moi thanh vién cua nhom va khong khi tam Iy xa hoi la mot trong trang
thdi xiic cam chung & mike do cdm gidc, ma né cé thé thic day hodc kim ham hoat
dong cua nhom”.[3; 117]

Tac gia Pham Tat Dong trong chuwong III cia tai liéu boi dudng gido vién vé
mot s6 van dé co ban ctia tim 1y hoc lao dong di cho rang: “Khéng khi tam 1y trong
mét co o san xudt la nhitng moi lién hé nhéan cach dang xdc dinh tam trang chii
yéu ciia tdp thé (hodc nhém) lao dong”.

Qua céac dinh nghia da dugc dé cap, ching toi c6 thé dua ra quan diém vé bau
khong khi tdm 1y tap thé: Bau khong khi tAm 1y tip thé Ia trang thai tAm Iy xa
héi ciia tip thé, phan anh tinh chat va sy thoia mén ciia nguoi lao dong vé 3
moi quan hé chii yéu trong hoat dong: quan hé giira nguoi linh dao véi cap
duéi (quan hé theo “chiéu doc”), quan hé giira thanh vién véi thanh vién (quan
hé theo “chiéu ngang”), quan hé véi cong viée (diéu kién lam viéc, ché do chinh

sach, tién luong...) .
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b. Pic diém bau khong khi tam Iy

E. X. Cudomin, J. P. Vocop, J.U. Emélianov trong cudn “Ngwoi lanh dao va
tdp thé” da d& cap dén nhimg dic diém riéng trong bau khong khi tam 1y, d6 1a:

1. Su hai 1ong ctia cong nhan vién chirc ddi v6i nhitg yéu t6 khac nhau trong
tinh hinh san xuit- xa hoi, trong d6 c6 nhiing moi quan hé qua lai, lao dong, 1anh
dao, to churc

2. Tam trang

3. Sy hiéu biét 1an nhau va uy tin ctia 1anh dao va nhimng nguoi cap dudi

4. Mitc @6 tham gia cua cac thanh vién trong tap thé vao viéc quan 1y va tu
quén clia tap thé

5. Tinh doan keét

6. Ky luat tu giac

7. Hiéu suit

Tinh hinh va mc d6 cua bau khong khi tim 1y trong mot tap thé san xuat
phan 16n duoc quyét dinh boi: nhitng khuynh huéng xa hoi théng tri (su giup d&
1an nhau, tinh doan két, tinh than lac quan) da tro thanh tip quan ctia mot tap thé
san xuat cu thé.

Nguyén Vin DPinh va Nguyén Vin Manh trong gido trinh “ Tdm [y va nghé
thudt giao tiép vmg xir trong kinh doanh du lich” thi cho rang, bau khong khi
tam ly xa hd1 thodi mai lanh manh khi né ¢6 cac d4u hiéu sau day:

- Su giao tiép gitra cac thanh vién dién ra binh déng, ¢61 ma, chan tinh, ton
trong va twong trg 1an nhau.

- Muc dich hoat dong, phan chia lgi ich dugc moi nguoi hiéu o rang,
khong cé gi map mo uan khuc.

- C6 dAu hiéu canh tranh lanh manh gilta cac thanh vién. Cac yéu td cau
thanh bau khong khi tim 1y xa hoi lanh manh

- Yéu t6 thim mi

- Yéu t6 vat chat

- Yéu t6 pht hop vé mat tam 1y
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Trong chuong 11T cia tai liéu boi dudng gido vién vé mot sd van dé co ban
ctia tdm 1y hoc lao dong cua tac gia Pham T4t Dong d3 cho ring khong khi tAm
ly tdt dep trong mot tap thé san xuit dugc thé hién & nhirng hién tugng sau:

+ C6 dugc mot du luan tap thé lanh manh, tac dong tich cuc dén tu tudng,
tinh cam, ¥ chi cua timg thanh vién trong tap thé. Tap thé co duoc du luan lanh
manh, mdi thanh vién trong tap thé s& thay thoai mai, s& nhin ddng chi, dong
nghiép voi con mat tin cdy va thong cam, bau khong khi lao dong sé& trd nén dé
chiu.

+ Xay dyng duoc nhimg xuc dong tap thé. Su xtc dong tap thé o day la
hién tugng dong nhét trang thai xtic cam cla nhitng ngudi trong ciing mot don vi
san xuat, mot cong dong xa hoi.

+ Phong trao thi dua xa hoi chu nghia. Nhin vao khi thé thi dua ciia mot tap
thé, ngudi ta c6 thé phan doan it nhiéu dén khong khi tam 1y cia tap thé d6. Néu
xay dung duoc mot phong trao thi dua soi ndi, su ganh dua, chén l14n nhau s& mat
di, tAm trang thoai mai s& xuat hién & mdi nguoi, khong khi tim 1y tré' nén “tuoi
mat”, d& chiu.

+ Hién tuong tu duy tap thé. Khi khong khi tim 1y cua tap thé khong thuan
loi, tu duy tap thé s& khong boc 10, ma thay vao do 1a nhiing 161 “ban chun”, 161
dém pha, nhitng cau chat vAn nhdm “phu dinh” mot ¥ db tich cuec. ..

+ Khéng khi tim 1y lanh manh ciing thé hién ¢ tic phong bat chude 1an
nhau trong tap thé vé nhitng hanh vi, hanh dong dung dan, dep dé. Pay thyc chat
la thc phong hoc hoi 14n nhau mdt cach “thuc sy cau thi”.

Nhu vay, theo chiing t6i dac diém bau khong khi tdm 1y dugc thé hién nhu
Sau:

* Bau khong khi tam 1y tap thé phan 4nh cac sic thai tdm trang cia cic
thanh vién trong tap thé & mot trinh d6 tich hop cao; 1a tAm trang chung cia ca
tap thé, phan anh su thoa mén hay khong thoa mén cua ho dbi voi cac van dé

lién quan ti sy ton tai va phat trién cua tap thé.
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* Phan anh t6i cac quan hé “doc” tuc 1a phan anh téi mbi quan hé giira
ngudi 1anh dao véi nguoi dudi quyén, quan hé “ngang” tirc 1a mdi quan hé giira
nguoi lao dong voi ngudi lao dong, téi tinh chat lao dong nhu diéu kién lao
dong, ché do chinh sach, tién luong...va mic d§ thoa man cua cac thanh vién
d6i voi quan hé do.

* Phan anh tinh cam d6 cua cac thanh vién trong tap thé dbi véi cac van dé
diéu kién lao dong, tinh chat lao dong, tién luong, véi ngudi lanh dao... trong
tap the.

c. Cau trac bau khong khi tam ly

Cho dén nay cac nha nghién ctru con chua cé sy thong nhat vé ciu tric bau
khong khi tam 1y. Nhung déu c6 diém chung cho rang bau khong khi tam 1y 13
mot trang thai tAm 1y x3 hoi cta tap thé

Theo G. M. Andréva, mot nha Tam Iy hoc X6 viét cho rang, bau khong khi
tam ly dugc tao nén boi it nhét 3 loai quan h¢ sau:

+ Quan h¢ gifra lanh dao va cong nhan

+ Quan h¢ gifra cong nhan va cong nhan

+ Quan hé gitra cong nhan vai cong viée (thai d6 d6i voi cong viéc)

Bau khong khi tam 1y 1a mot trang thai tam 1y, vi thé, n6 phan anh mirc do
thda man hay khong thda man tinh chit va ndi dung ctia 3 nhom quan hé phd
bién cuia nguoi lao dong trong tap thé, cu thé 13: quan hé theo chiéu “doc”, quan
hé theo chiéu “ngang” va quan hé dbi voi lao dong va méi trudng van hoa- xa
hoi ctia tap thé.

Bau khong khi tdm 1y phan anh tinh chét quan hé theo chiéu “doc” thé hién
mirc d6 thoa man ddi véi tinh chat cong khai, dan chu, khach quan hay khong
cua nguoi lanh dao; 1a tdm trang thoa man hay khong thod man cua cac thanh
vién trong tap thé véi noi dung, phong cach lanh dao, uy tin, phrflm chit va nang
luc cua 1anh dao trong viée t6 chiic lao dong va ra quyét dinh quan 1y.

Bau khong khi tdm 1y phan anh tinh chat cia cac mdi quan hé theo chiéu

“ngang” gifra cac thanh vién, thé hién sy thod man hay khong thod man doi véi
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su hop tac, chia sé, hd tro 1an nhau giira ho dé thuc hién nhiém vu chung. Bau
khong khi tdm 1y con phan anh sy thoa méan hay khong thoa man ctia nguoi lao
dong ddi véi 161 séng, tinh cam, dao dirc ctia cac thanh vién trong tap thé (y thirc
trach nhiém, trung thyc, ton trong...). Bau khong khi tdm 1y phan anh tinh chat
lao dong (don gian hay phtc tap, ning nhoc hay khéng ning nhoc...), diéu kién
lao dong (khong khi c6 doc hai hay khong, tiéng 6n, anh sang, may moc, trang
thiét bi...) c6 phu hop v6i ngudi lao dong hay khong? Bau khong khi tam 1y con
phan anh sy thoa méan hay khong thoa méan cta ho ddi v6i y nghia, gid tri lao
dong ddi v6i ca nhan va xi hoi, tién lwong va tién thudng ma ho nhan duoc.

Bau khong khi tdm 1y con phan anh sy thoa man hay khong thoa man d6i
v6éi moi trudng tam 1y - xa hoi trong tap thé nhu: chinh sach, chién lugce phat
trién, quan hé ddi nodi, ddi ngoai (chinh quyén dia phwong, cdc déi tic trong va
ngodi nwde) va su tham gia cia tap thé trong viéc thuc hién cac chu truong,
chinh sach cua Bang va Nha nudec.

Nguoi lao dong phan 4nh cic yéu t6 trén bang trang thai thoa man hay
khéng thoa min nhu cdu va mong mudn cia ho. Cac trang thai tim 1y nay dugc
tich hop lai v6i nhau dé tao thanh bau khong khi tam 1y cta tap thé.

d. Vai tro ctia bau khong khi tam ly

Bau khong khi tam 1y trong mot tap thé san xuét c6 mbi quan h¢ chat ché
v6i cac mdi quan hé ngudi - nguoi duge dién ra trong tap the, trong qua trinh lao
dong san xuat va su to chirc lao dong cua tap thé. Chinh boi tinh chat va mbi
quan hé chit ch& cua bau khong khi tim 1y dbi véi tAm trang cua ca tap thé néi
chung va clia timg ca nhan trong d6 noi riéng, do do, bau khong khi tam 1y co
anh huong manh mé to1 cac hoat dong chung cua tap thé, noi cach khac, né anh
huéng mot cach gian tiép t6i nang suit lao dong cua tap thé.

M6t bau khong khi tam 1y lanh manh, than &i trong tap thé s& tao ra tam
trang phén khoi vui vé & mdi thanh vién, tang tinh tich cuc trong viéc thuc hién
cac nhiém vy dugc giao, tao ra sy doan két giap do 1an nhau gilta cac ca nhan. O

tap thé nhu vay it xuat hién nhiing xung dot gay gat, nhitng nhom khong chinh
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thire ddi 1ap va cac thu linh tiéu cuc. O d6 cac thanh vién ludn gan bo véi tap thé
va c6 y thirc xay dung tap thé ctia minh. Trai lai, & mot tip thé c6 bau khong khi
tam 1y cang théng, méat doan két s& tao ra cac cam xtc, tim trang ti€u cuc & cac
thanh vién, dé dang hinh thanh nén cic nhém khong chinh thuc, dbi lap, xung
d6t. Bau khong khi tAm 1y 13 cai nén, cai phong ma trén d6 cac hoat dong séng,
quan hé va giao tiép cta cac thanh vién dugc mo ra, trong d6 tinh cam ctia mdi
c4 nhan 13 su phan 4nh mot phan tAm trang cta tap thé lao dong.

Nhiéu nghién ctru d chi ra rang xay dung duoc bau khong khi tdm 1y tap
thé thuan loi s& nang cao ning suat lao dong va chat luong san pham cong viéc.
O nhiéu co quan, xi nghi€p su thanh cong l1a do ho tao ra dugc nhitng mbi quan
hé cong viéc, quan hé tinh cam tot dep gitra cac thanh vién tap thé, khich 1é va
khoi day nhiét tinh lao dong, 6¢ sang tao trong hoat dong, thuc déy thuc hién va
hoan thanh xuét sic nhimg nhiém vu cong tac. Néu ching ta lam cho cac mbi
quan hé gitta moi ngudi voi nhau trong tap thé 6n dinh, hai long, 1am diu duoc su
cang thang cam xuc, tao ra khong khi vui tuoi phan khdi thi s& nang cao duoc tinh
tich cuc trong hoat dong, ting cudng su tap trung cha ¥, sy chinh xé4c, can than cua
moi nguoi.

Bau khong khi tam 1y trong tap thé thuan loi doan két s& tao nén su thong
nhat vé mit tinh cam, sy twong hop tdm 1y va su thong nhat vé dinh huéng gid tri
ctia cac thanh vién trong tap thé lam ting cudng va phong pht cac mbi quan hé
giao tiép, cac mdi quan hé lién nhan cach, su tuong tro gitip d& nhau trong céng
viéc, trong doi séng tinh cam. Tap thé trd thanh noi ma & d6 cac thanh vién theo
dudi va thuc hién cidc muc tiéu hién thuc cua cude séng, ¢ do ho lao dong, trai
nghiém va gianh duoc nhiing diéu t6t dep cho ban than va dong thoi ho dong gop
suc lyc tri tu€, su sang tao cho tap thé, cho x3 hoi.

Nhu vy, c¢6 thé ndi, bau khong khi tim 1y trong tap thé nhu 1a nguén gbc st
manh cua tap thé, 1a hat nhan c6 két moi thanh vién cua tap thé thanh mot sitc manh
thdng nhit. Bang nhiing luin diém trén, ta c6 thé khang dinh ring, bau khong khi

tam 1y trong tap thé co vai trd hét sitc quan trong, 1a mot trong nhing nhén t6 quyét
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dinh t6i ning suét, chat lugng lao dong ctia timg thanh vién ndi riéng va toan tap
thé ndi chung.
1.3. CAC YEU TO ANH HUONG DPEN BAU KHONG KHI TAM LY

Vindgradov cho rang khong khi tim 1y chiu 4nh hudng cua toan bd cac mbi
quan hé véi cong viéc bang hoat dong lao dong va quan hé giira cac thanh vién
trong tap thé.

A.G. Covalidv va G.G. Vorobiov lai nhidn manh nhitng nhan t6 ndi tai nhu
E. X. Cudomin, J. P. Vdlcop, J.U. Emélianov trong cudn “Nguoi lanh dao va
tdp thé” cho rang bau khong khi tdm 1y cta tap thé lao dong co s& bi quy dinh
boi nhitng anh hudng cua moéi truong xa hoi rong 1én (modi trudng vi mo), cling
nhu bdi nhiing tac dong ndi bd bat ngudn tir nhimg dic diém riéng cia tap thé
nay (tur tinh chit ctia moi truong vi mo). Hoat dong cuia cac td chire 1anh dao mot
xi nghiép cong nghiép nhat dinh, cta cic co quan quan ly va tu quan 1y cia xi
nghiép nay, ctia cac to chirc x4 hoi, c6 quan hé véi anh hudng cia méi trudng vi
mo. Anh hudng cta méi truong vi mé cia tip thé lao dong 1a két qua cua nhiing
moi lién hé chinh thirc va khong chinh thirc giita cac thanh vién ctia no, 1a két
qua ctia phong cach 1am viéc cta nguoi lanh dao chinh thire, 13 két qua cua muc
d6 quan hé qua lai vé mit tdm 1y- xa hoi gitra cac thanh vién cta tap thé. [2; 146]

V. I. Lébédep trong cudn tam 1y xa hoi trong quan 1y cho rang “khéng khi
tam 1y xd hoi dwoc hinh thanh do nhiéu nhén té nhw nhén t6 1dy lan tam Iy, nhdn
16 tham my, nhan t6 vt chat” [22; 97-98]

+ V6i nhan t6 1ay lan tdm 1y: Co s& ctia co ché lay lan tam 1y 1a su bat
chuéc. Co ché 1ay lan tAm 1y bao gdm 2 yéu to: Co ché dao dong tir tir va co ché
bung nd (su bat chude nay duoc tich liy va dén mot lic nao d6 sé bung nd)

Cac nha Tam ly hoc cho ring co ché bung nd xuét hién khi con nguoi ¢
trong tam trang cing thang cao do. Y thic cia con ngudi lic d6 yéu di, khong tu

chu dugc va bi roi vao tam trang hodng loan, bat chudc mdt cach may moc.
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+ Nhan t6 thAm mi: Bau khong khi tam 1y chi 1¢ thudc vao hién tuong lay
lan tdm 1y ma con 1é thudc va nhitng diéu kién ma ching ta cam thiy v cung
thoai mai khi duoc ngdi 1am viéc trong moi trudng nay.

+ Nhan t6 vat chat: La nhéan td gay duoc nhiéu tac dung trong vi¢c tao nén
niém phan chin cho cong viéc.

Sy hinh thanh bau khong khi tdm 1y do nhiéu yéu td quy dinh. Ma trudc
hét, phong cach lam viéc ctia ngudi lao dong anh huong to 16n dén bau khong
khi tam 1y x4 hoi cua tap thé. Khi nguoi 1anh dao biét danh gia, khen thuong va
xtr phat khach quan va dung muc d6i véi thanh vién thi s& khich 16 moi nguoi
lam viéc v&i nang suat, chat lwong cao hon.

Thuc té da duoc chimg minh, nhitng nguoi quan 1y biét ton trong nhan cach
cua nguoi lao dong, biét khoi day tinh tich cyc, sang tao long nhiét tinh lao dong
trén co s dan chu va dam bdo 1g¢i ich cho nguoi lao dong thi ho s€ thanh cong.
Nhu vay, su khen ché, danh gia va xir phat cia nguoi lanh dao ¢6 anh hudng 16n
dén tam trang va hoat dong cua nguoi lao dong, s& gbp phan tao nén bau khong
khi tam 1y xa hoi hodc tich cuc hodc ti€u cuc.

Mot yéu td anh hudng dén bau khong khi tAm 1y ma ta can tinh dén, d6 1a
su hoa hop tinh than gifta cac thanh vién trong tap thé, tic 1a kha niang két hop
hoat dong gitra cac thanh vién cua nhom, hay noéi cach khac, khong khi tam 1y
tap thé con phu thudc vao su twong hop tim 1y ctia cac thanh vién trong tap thé.

Gop phan tao nén bau khong khi tam 1y xa hoi cua tap thé con cé yéu to lay
lan tdm 1y. Lay lan tdm 1y 1a mot hién tuong kha phd bién trong tap thé va co
anh huong 16n té1 hiéu qua hoat dong boi do 1a su lay truyén xuc cam, tinh cam
tor ¢4 nhan hodc nhom nguoi nay sang cd nhan hoac nhom ngudi khac nhanh
chong, manh m€ mdt cach khong co6 y thirc hoac c6 y thirc.

Qua d6 thay rang, cac yéu t6 anh hudng téi bau khong khi tdm 1y bao gom
mét s6 yéu tb sau:

- Yéu té vé trinh dg nhdn thirc ciia nguoi lao déng: Trong qua trinh 1am

viéc cua minh nguoi lao dong ludn nhan thue, ddnh gia cac van dé lién quan téi
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doi séng ctia minh va tap thé bang cac trang thai thoa méan hay khong théa méan
nhu: 1o1 ich ctia nguo1 lao dong, thu nhap, thoi gian lam viéce, ché d6 chinh séach,
diéu kién lam viéc....

- S dodn két cua tdp thé: thé hién ¢ su hop tac, chia sé, twong tro giup do
1an nhau, nhim giai quyét cic vin dé nay sinh trong tap thé anh hudng truc tiép
td1 cong viéc va cudc séng ctia ho. Su doan két trong tap thé san xuit phu thude
nhiéu vao trinh do t6 chic, va nang luc chuyén mon, ning luc quan 1y cta nha
kinh doanh. Vi du: Nha kinh doanh sap xép nhan sy khong pht hop véi cong
vigc khong danh giad dang trinh d0 va nang luc cia nguoi lao dong hodac doc
doan, chuyén quyén, trit im, ning lyc chuyén mén yéu kém, 1a nguyén nhan gay
ra mat doan két. & mot tap thé co bau khong khi tdm 1y cing thang, mat doan két
s& tao ra cac cam xuc, tAm trang tiéu cuc & cdc thanh vién, dé dang hinh thanh
nén cac nhom khong chinh thire, ddi 1ap, xung dot. Xung dot trong tap thé dugc
giai quyét cong khai, co 1y, co tinh, thudng phat nghiém minh ding ngudi, ding
vige cling la mot yéu td quan trong tao ra sy doan két, tao ra bau khong khi tam
Iy lanh manh cia tap thé.

- Tinh tich cuc cia tdp thé: 1a mot trong cac yéu td quan trong anh hudng
t6i bau khong khi tdm 1y cta tap thé san xuat, kinh doanh. Tinh tich cuc cua
ngudi lao dong bao gdm: tinh tich cuc lao dong va tinh tich cuc xa hoi. Tinh tich
cuc lao dong cua céac thanh vién trong tap thé san xuat dugc thé hién béng viéc
thuc hién tot dinh mirc lao dong, vai chat lugng cao, sir dung va bao quan tt cac
phuong tién san xuét kinh doanh. Murc dd thé hién cao nht cua tinh tich cuc nay
1a tinh sang tao trong hoat dong san xuat va tao ra dugc quan hé tot gitta con
nguoi véi con nguoi trong tap thé. Tinh tich cuc x3 hoi 1a mac do va hiéu qua
tham gia vao hoat dong quan 1y san xuat kinh doanh, vao hoat dong cua céc to
chtrc x3 hoi, hoac tham gia vao cac hiép hoi chuyén mén trong tap thé. Tinh tich
cuc cua nguoi lao dong con thé hién & su sin sang tham gia vao céc budi hop,

tich cuc phat biéu ¥ kién xay dung doanh nghiép. ..
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Pinh hwéng gid tri va thdi dé doi véi lao dong 1a yéu té anh hudng rat 1on
t6i bau khong khi tam 1y cta tap thé. Dinh hudng gia tri trong lao dong 1 thai do
cua nguoi lao dong ddi v6i muc dich va phuong ti¢n thuc hién hoat dong. Pinh
huéng lao dong phan anh trong cac nhu ciu cua ca nhan va xa hoi, anh hudng
t6i cac ddc diém nhéan cach cua ngudi lao dong. Thong thudng, lao dong co 4 gia
tri: gia tri xa hgi- muac d§ quan trong va can thiét cua cong viéc voi xa hdi; ndi
dung lao dong- cong viéc c6 thé ning cao duoc trinh do, k¥ nang (khong phu
thudc vao tién lvong), vat chét- cong viéc duoc tra luong cao, diéu kién lao
dong- cong viéc co thuan lgi vé thoi gian, tao dugc quan hé tdt gifta nguodi voi
nguoi trong tap thé.

- Yéu t6 lién quan t6i nguoi 1anh dao

Phong cach lanh dao cua ngudi quan 1y c6 anh huong 16n dén bau khéng
khi tdm 1y tap thé. Phong cach lanh dao 14 kiéu hoat dong dic thu ctia nguoi lanh
dao duoc hinh thanh trén co s& két hop chat ché va tdc dong qua lai bi¢n chung
gitta yéu to tdm 1y chu quan ctia ngudi lanh dao va yéu t6 moi trudng xa hoi
trong hé thong quan 1y. Trong qua trinh quan 1y, néu ngudi lanh dao chi quan
tam t6i muc dich cudi cung ctia san xuét, dung quyén luc dé thuc hién y chi cua
minh ma khong quan tdm t&i nguyén vong cua nguodi lao dong thi sé tao ra mau
thuan trong tap thé. Nguoc lai, néu nguoi 1anh dao quan tim dén nhitng mong
mudn, nguyén vong cua nguoi lao dong, biét to chic va diéu hanh hoat dong
hop 1y thi s& khich 1¢ dugc nguoi lao dong hang hai lam viéc voi ning suat chat
luong cao hon. Nhu vay, véi phuong phdp lam viéc cua minh (phong cach lanh
dao), nguoi 1anh dao co thé tao ra dugc bau khong khi vui tuoi, lanh manh hay
nang né, khé chiu. Tinh chinh xac, khach quan trong quyét dinh anh huong t&i
viéc tao ra tinh tich cuc, nhiét tinh cia nguoi lao dong.

Pham chat nang luc t6 chiic va ning luc chuyén moén c¢6 anh hudng 16n dén
bau khong khi tAm 1y trong tap thé. Cac pham chét dao duc can ban nhu: cong
bang, quan tam t6i nguoi khac, ton trong, quyét doan. . .tao nén uy tin cta nguoi

lanh dao. Uy tin cua nguoi lanh dao duoc hiéu 1a anh huong, quyén luc cua
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nguoi lanh dao dugc moi ngudi thira nhan boi nang luc va phém chét thuc chat
cua ho. Uy tin cia nguoi lanh dao dugc xdy dung trén tai nang, chuyén mon,
quan 1y, su tin nhiém, su tu nguyén trung thanh phuc ting ctia ngudi cip dudi
ddi voi nguoi lanh dao. Trong thuc té, hiéu qua cua qua trinh 1anh dao dat két
qua cao nhat khi ho ¢6 ca quyén luc dia vi va duoc cép dudi ton trong, quy mén,
san sang phuc ting ngudi 1anh dao.

Sy quan tAm ctia nguoi 1anh dao dbi v6i ngudi lao dong ciing anh hudng t6i
viéc xay dung mot bau khong khi tdm ly tap thé viing manh. Su quan tdm cua
ngudi lanh dao thé hién qua su thoa min ciia nguoi lao dong trong giao tiép véi
lanh dao. Qua giao tiép 1anh hiéu dugc tdm tu, tinh cam ctia nguoi dudi quyén,
gitip mbi quan hé gan bo, bén chit.

Yéu t6 vat chat 1a mot yéu t6 c6 anh huong t6i bau khéng khi tam 1y tap thé
boi khi loi ich cua ngudi lao dong duge quan tim, doi séng cta ho duoc cai thién
va nang cao thi s& tao ra bau khong khi phan khoi yén tdm & ho, 1am cho ho
hang say va co6 trach nhiém véi cong viéc, quan h¢ nguoi- ngudi trd nén than
mat, gin bo hon. Nguoi lao dong & day thuong 1a nhiing ngudi cha gia dinh,
luong 1a thu nhdp chinh cua gia dinh trong khi cudc sdng ho phai trang trai
nhiéu. Néu tién luong c6 thé dam bao dugc cudc song gia dinh, nguoi lao dong
co tam trang an tam, thoai mai va c6 y thue trach nhiém cao trong cong viéc. Do
vay, khi loi ich cia nguoi lao dong duge quan tam, doi séng duoc cai thién va
ngay cang nang cao, thi s& tao ra bau khong khi tdm 1y lanh manh, 1am cho ho
hoan thanh t6t nhiém vu duoc giao.

Ché do chinh sach: Ché do nghi ngoi, cac hoat dong sinh hoat tap thé nhu
da ngoai, du lich, t6 chire sinh nhat, di thim hoi dm dau...gilp cho tap thé co su
gan két, giao luu, hiéu biét 1an nhau gitra cac thanh vién, tao tinh than thoai mai,
bau khéng khi vui tuoi sau nhitng gio 1am viéc. Ché do chinh sach con 1a su dé
bat nhan su, néu nhan vién duoc danh gia cao vé nang luc va dugce trong dung s&
truc tiép khuyén khich nhan vién lam viéc tich cuc, trach nhiém, giGp cho céc

nhan vién khéc c6 su nd luc thi dua dé dat duoc vi tri nhu mong muén.
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Moéi truong lam viéc: Trong qua trinh lam viéc, nguoi lao dong thudng
nhan thirc, danh gia cac diéu kién 1am viéc, néu cac diéu kién d6 thoa man duoc
nhu ciu cta ho sé tao ra tim trang thodi mai va bau khong khi tam 1y lanh manh
trong tap thé. Piéu kién 1am viéc nhu: tiéng on, trang tri, vé sinh, anh sang 4m
nhac, mic d6 6 nhiém ctia moi truong 1am viéc...va cac yéu t6 kinh té x3 hoi,
quan hé, doi séng hoan canh gia dinh lién quan dén tdm 1y nguoi lao dong. Céc
nha tdm 1y hoc kinh doanh di nghién ctru dugc co nhiéu yéu té c6 hai d6i véi
suc khée trong lao dong nhu: vi khi hau Xau; tiéng on, rung soc; buc xa, phéng
xa, chiéu sang khong hop 1y; bui; cac hoa chat doc; cac yéu t6 vi sinh vat c¢6 hai,
cac yéu td vé cuong do lao dong tu thé lao dong go bo va don diéu trong lao
d6ng khéng phu hop véi hoat dong tam sinh 1y binh thudng va nhan tric cia co
thé ngudi lao dong trong lao dong ...Mbi trudng lao dong khong tét giy ra da
gdy ra ngoai anh hudng dén tim 1y con anh hudong dén kinh té. Nhing thiét bi
cong nghé san xuét lac hau, hong hoc va tai nan lao dong ciing 1a nhimg yéu t6
anh huong khong tot toi bau khong khi tim 1y trong tap thé kinh doanh & céc
nuédc dang phat trién.

1.4. CAC TIEU CHI PANH GIA BAU KHONG KHi TAM LY TAP
THE PIEN THOAI VIEN TRUNG TAM CSKH VIETTEL TAI HA NOI

Nha tam 1y hoc X6 Viét G. M. Andreva cho rang, bau khong khi tam ly
dugc tao nén boi 3 loai quan hé:

+ Quan h¢ gitra nguoi lanh dao va cong nhan

+ Quan h¢ gitra cong nhan va cong nhan

+ Quan hé gitra cong nhan véi cong viée (thai dd dbi véi cong viéce)

Va chi khi tich hop ca 3 mbi quan hé nay va can cu trén cac muc do thuan
loi, khong thuén loi, trung binh va d6i nghich méi co thé két luan thyc trang bau
khong khi tim 1y ctia mot tap thé lao dong.

E. X. Cudomin, J.P.Volcop, I. U. Emelianov trong tic pham “Nguwoi lao

déng va tdp thé” da cho rang, bau khong khi tdm 1y trong tip thé thuan loi cho
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tinh tich cuc lao dong cao va tinh tich cuc vé mat dao duc-chinh tri cua cong
nhan, ¢6 nhirng dac diém sau:

1. Bau khong khi giao tiép thoai méi. Cac thanh vién tap thé cam thay minh
duoc tu do, ky luat khong lam ho go bo.

2. Trong tap thé thuong dién ra nhiing cudc thao luin s6i ndi vé nhiéu van
dé. Song nhitng cudc trao dbi thuong xoay quanh van dé 1a lam thé nao dé lao
dong tot hon.

3. Muc dich ctia hoat dong lao dong thuong duoc tat ca cac cong nhan vién
chue
hiéu o va khong giy thic mic cho ho. Khi dit ra nhiing muc dich méi thi
nhirng ngudi tham gia sé thdo luan va coi dé 1a muc dich ctia ban than minh.

4. Céc thanh vién cua tap thé ton trong ¥ kién ctia nhau. Mdi ¥ kién méi
déu duoc moi nguoi thdo ludn.

5. Néu trong qua trinh nhitng cudc thido luan va nhiing cudc hdi nghi san
xuét cua tap thé cd xay ra nhitng bat dong ¥ kién giira ca nhan vé mot van dé nao
d6 thi ¥ kién riéng khong bi bac bo vi “ap luc” ctia nhitng ké c6 uy quyén. Ty 18
ctia d6i bén duoc ban cii va can nhic. Dién ra qua trinh tranh luan trong nhém
nham thuyét phuc nhimg ngudi cé ¥ kién sai. Trong tap thé nay sinh nhimg y
kién ciia nhém vé van dé tranh cdi, ¥ kién nay sau d6 duoc moi nguoi xem 13
chuan myc caa nhom.

6. Viéc thong qua cac quyét dinh thuong dién ra theo cach cong nhan. Viéc
b6 phiéu chinh thirc it khi dugc sir dung dén. Cac thanh vién tap thé khong cho
rang phan 16n s6 phiéu mang tinh chat s6 hoc thuan tay 13 co s¢ day du cho viée
thuc hién mot cach vo diéu kién nhitng quyét dinh da thong qua.

7. Nhitng nhan xét phé phan khong mang tinh chéat da kich ca nhan cong
khai hay ngdm ngam.

8. Céc thanh vién tap thé tu do biéu thi tinh cdm va xtic cam ctia minh néu
nhu ho cam thdy khong hai 1ong diéu gi d6. Ho hudng t6i cai dang va danh gia

cai dung trong hanh dong ctia nhitng nguoi lanh dao cua ho.
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9. Trach nhiém ctia cong nhan duogc phan cong ranh mach. Mdi ngudi hoan
thanh coéng viéc dd duoc giao phd véi tinh than trach nhiém day du va thai do
nghiém tac. Nguoi lanh dao khong bao hd mot cach vun vit nhimg ngudi cap
dudi. Su ving mit ctia can bo ldnh dao khong 1am gidam nang suat.

10. Ngudi lanh dao mét tap thé thyuc ra 13 ngudi chi huy khéng chinh thic
ctia tap thé boi vi anh ta c6 anh hudng va uy tin c& nhan cao.

11. Cong viée do tap thé tién hanh ma khong can phai go bé va thiic ép mot
cach vo 1y. Trong tap thé c6 ngudn dy trir tiém ning, chua dung dén dé nang cao
nang suit lao dong.

12. Trong tap thé khong c6 hién tuong thuyén chuyén can bo.

Co6 thé thay rang, bau khong khi tam 1y cua tap thé phan 16n do khuynh
hudng x3 hoi ctia cac nhom nay ciing nhu do nhimg chuin muc va dao dirc nhom
hién c6 trong tap thé nay quyét dinh. Ngoai ra, khi b tri nguoi lao dong thao tac
san xudt thi cling can phai tinh dén co ciu nhitng nhém khong chinh thic nay, tuy
vay, khong dugc qua tach biét cac nhom 4y. Mot tap thé cang gin bé thi nhimg
nhoém nho tach biét & trong d6 cang it di va nhimg chuan muc ctia nhom tap thé
cang ving.

Tir d6, cac 6ng da dua ra chi tidu vé cach danh gia bau khong khi tam 1y
cua mdt tap thé, bao gém:

1. Su hai long cta cong nhan vién chirc dbi voi nhitng yéu té khac nhau
trong tinh hinh san xuit- xa hoi, trong d6 c6 nhiing mbi quan h¢ qua lai, lao
dong, 1anh dao, td chirc

2. Tam trang

3. Sy hiéu biét 1an nhau va uy tin cua lanh dao va nhiing ngudi cap dudi

4. Mirc d6 tham gia ctia cic thanh vién trong tap thé vao viéc quan 1y va tu
quan cla tap thé

5. Tinh doan két

6. Ky luat tu giac

7. Hiéu suat
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F.Fiedler ciing dua ra phuong phap trac nghiém nghién ctru bau khong khi
t6 chirc qua sy thé tinh chat cac mdi quan hé gitta cic dién thoai vién trong
Trung tam va sy thod man cta ho vé hiéu qua hoat dong, trinh d phat trién cua
cac moi quan hé d6. Mau diéu tra ctia Fiedler bao gém 10 tiéu chi danh gia voi 2
cuc ddi nghia, chia lam 9 muc dg, danh gia bﬁng cach lya chon tir 1 diém dén 9
diém: hiru nghi- thu dich; hoa thuan- bt hoa; hai 1ong- khong hai long; hap dan-
tho o; ¢6 hi¢u qua- vo hiéu qua; am cung- lanh nhat; hop tac- bat hop téac; ung
ho nhau- khong tét voi nhau; quan tam- khéng quan tam; thanh céng- that bai.

Trong dé tai nghién ctru nay chung toi lua chon danh gia bau khong khi tam
ly qua 3 tiéu chi sau:

+ Su thoa mén cua dién thoai vién vé mbi quan h¢ véi lanh dao

+ Sy thoa mén cua dién thoai vién vé mdi quan hé véi dién thoai vién

+ Su thoa mén cua dién thoai vién vé mdi quan hé véi cong viéce

Pong thoi chung toi tich hop véi phuong phap danh gia bau khong khi tim
1y cua F.Fiedler dé khang dinh két qua nghién ctru.

1.5. PIEN THOAI VIEN TRONG TRUNG TAM CSKH VIETTEL
HA NOI

Pién thoai vién bat ngudn tir tiéng anh “call agent”, dugc hiéu 1a nhan vién
cham s6c khach hang qua dién thoai. Pién thoai vién s€ ngéi trong khu vuc dir
lidu va tra 161 khach hang bat cir thong tin gi khach hang can, c6 thé qua dién
thoai, qua mail, qua fax, text chat hay tham chi 14 voice chat va truyén hinh di
dong... Mbi dién thoai vién & phong ban khac nhau dugc dao tao theo mot quy
trinh riéng. Piéu quan trong 1 sau dé, tat ca déu dugc hé théng luu gilt, danh
gia, phan tich va xuét ra bao céo tong két.

Theo thong ké clia cac cong ty vién théng di dong thi dién thoai vién lam
cong tac cham soc khach hang phai lam viéc dudi mot thoi gian theo ca va ap luc
cong viée cao hon so voi cac nganh nghé khac nén thuong thi trong 6 thang dau
vao lam viéc c6 s lwong nhan vién ¢ xu hudng roi b cong viée minh dang theo

duoi nhiéu. Do vay, Trung tdm c6 mtc d§ bién dong vé€ lao dong. Trudc nam
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2004, toan bd nhan vién 1 do cac mang di dong tuyén dung va quan ly. Sau thoi
gian ndy, cac mang di dong c6 chu truong chuyén dan sang thué ngoai dé giam
chi phi va giam bét 4p luc vé quan 1y nhan sy. Trung tim CSKH Viettel tai Ha
Noi cting da ap dung céach thuic éy. Hién tai, dién thoai vién Trung tdm CSKH
Viettel tai Ha Noi 12 nhan su thudc 3 cong ty ddi tac cung cdp: Cong ty cd phan
truyén thong Kim Cuong, cong ty Minh Phic Telecom, cong ty CP Hoa Sao.
Dién thoai vién 1am vi¢c tai Trung tam CSKH Viettel Ha N6i dudi sy quan 1y truc
tiép cua lanh dao Trung tam, thuc hién moi ndi quy, quy dinh, diéu dong cua ban
lanh dao Trung tam (goi chung 1a dién thoai vién - nhan vién Trung tdm CSKH
Viettel). Dién thoai vién s& duoc tra luong theo sy cham cong, danh gia KI (diém
sb lugng cude goi, diém chat luong cudc goi, diém ndi vu, diém thuong) cua
Trung tim CSKH giri vé cho cong ty dbi tac. Dién thoai vién ¢ day nhimng ngudi
¢ do tudi tré (tir 19 — 35 tudi), 80% la nhan vién nir (s6 liéu phong To chirc can
bo). Mot sb cac phong, ban lam vi¢c theo gio hanh chinh, cac nhan vién, dién
thoai vién thudc phong Vip, phong 1, phong 2 lam viéc theo ca.

Nhu vay, dién thoai vién lam viéc tai Trung tdm CSKH Viettel (dién thoai
vién Trung tdm CSKH) 1a nhan vién lam viéc trong mot hé théng cham soc
khach hang hién dai. Nhiém vu cua dién thoai vién trong trung tam 1a tra 161 moi
thic méc cua khach hang lién quan dén cac dich vu ma hién tai Viettel dang
cung cép nhu: internet, dién thoai ¢ dinh c6 day, di¢n thoai ¢ dinh khong day,
di dong, va hién tai c6 nhiing phong riéng dé phuc vu cho khach hang nuéc
ngoai, c6 phong riéng dé tu van cac thong tin nhu cua tong dai 1080....qua dién
thoai, qua email, qua fax, qua text chat, voice chat.

- Dién thoai vién khi vao lam tai trung tam dugc yéu cau trinh d6 t4i thiéu 1a
trung cap, khong gidi han do tudi hay hinh thirc bén ngoai, tuy nhién c6 kha niang
giao tiép luu loat, tuan thil cac nguyén tac vé cham soc khach hang, sir dung thanh
thao may tinh va ngoai ngit (néu phuc vu cdc khdch hang nwée ngodi), tmg xtr
nhanh, nghe quen véi tiéng dia phuong, kién tri, chiu dugc ap luc cong viée, yéu

nghé.
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Viettel c6 90% can bd khong xuét phat tir quan doi. Va trong sd 10% con
lai khong phai tat ca ngay tir dau dd lam quan doi. Viettel 1a doanh nghiép cua
Quan doi1 lam nhiém vu san xuét kinh doanh gitta thoi binh, méi nhan vién
Viettel ludén ap dung truyén thong va cach 1am nguoi linh trong hoat dong cua
minh, d6 cling 1a cach thirc ma tung dién thoai vién trong Trung tdim CSKH thuc
hién: Tinh doan két, dam chap nhan gian kho va quyét tim vuot kho khin, céch
1am quyét doan, cach lam nhanh, triét dé.

O day luin van dé cap nghién ctu dién thoai vién 3 phong dai dién:
19008198- phong tu van da dich vy, 046.2881818- phong hd tro nghiép vu ban
hang, phong Vip.

+ Dién thogi vién phong tw van da dich vu 19008198 (phong 1): dién thoai vién
c6 chi tiéu tiép nhan trung binh 13 160 cudc/ca. Pay 1a phong tiép nhan nhiing dién
thoai vién méi vao 1am viée tai Trung tam. Dién thoai vién ¢ ddy cung cap tit ca
nhiing thong tin lién quan dén dich vu cho khach hang: cach st dung dich vu, stra 16
k¥ thuat, tiép nhan bao hong, khiéu nai...Khi khach hang goi dién dén phong nay s&
bi mat cude. SO luong dién thoai vién: 325 dién thoai vién chia 1am 25 nhém 1am
viEc.

Pién thoai vién Phong hé tro nghiép vu 2881818 (phong 2): c¢6 chi tiéu sd
luong cudc goi la 120 cudc/ca/dién thoai vién, nhung thuc té nhimng ngay binh
thuong chi tiép nhan khoang 70- 80 cudc, trong nhimg ngay c6 khuyén mai hodc
c6 thong tin méi vé dich vu, hodc 14 do hé thong xay ra su c6 gy ra nghén cudc
go1, gidn doan viéc lién lac ctia khach hang trong 1 khu vuc nao do, hodc ciing c6
thé 1a toan khu vuc cd song Viettel thi cudc goi ting 1én tir 130- 140 cudc. Pién
thoai vién phong hd tro nghiép vu hd tro cho cac kénh phan phéi, bao gém: khach
hang, cong tac vién, diém ban, dai Iy Gy quyén cip L II, ctra hang truc tiép cua
Viettel, chi nhanh ky thuat, chi nhanh kinh doanh, trung tam CSKH cua chi
nhanh. Mdi kénh phan phdi khi phan anh 1én Trung tdm 13 phan anh dugc tong
hop cta nhiéu khach hang khac nhau. Kénh phan phdi 1a hinh anh dai dién cua

Viettel boi ho chinh 14 noi tiép xuc truc tiép vdi khach hang st dung dich vu
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Viettel, 1a noi quyét dinh sy phat trién cta dich vy, tao thuong hi¢u, tao hinh anh
cua dich vu td1 suy nghi, quan diém, quyét dinh chon lya ctia khach hang.. .S6
lugng dién thoai vién: 195 nguoi chia lam 15 nhom.

Dién thoai vién phong tra loi khach hang Vip(Phong Vip): Dién thoai vién
phong nay giai dap tat ca cac thic mic cua khach hang nhu dién thoai vién phong
1. Tuy nhién, d6i tuong khach hang & day 1a nhimg ngudi c6 muc st dung cao/
thang, wu tién trong giai dap. Cac van dé khi khach hang phan anh phan 4nh dugc
uu tién xur 1y dau tién, khach hang goi dién dén khong mat cudc phi. S6 luong
dién thoai vién: 50 nguoi chia lam 10 nhom.

Chat luong lam viéc ctia dién thoai vién danh gia qua cac bai test nghiép vu.
M&i thang dién thoai vién kiém tra 3 bai test tudn, 1 bai test thang. Tir diém nghiép
vu, diém cudc goi, va diém ndi vu, diém thudng tinh tich cuc diéu dong, trach
nhiém cao véi céng viée s& duoc tinh ra KI. KI duoc Trudng ca timg b phin tong
hop, danh gia, sau d6 giri vé& bo phan nhan su dbi tac dé tra luong, xét thuong cho
dién thoai vién.

Nhéan vién khi lam trong cong ty Viettel ndi chung, Trung tam CSKH noi
riéng, déu 1am theo triét 1y thuong hiéu:

+ Luon dot pha, di dau, tién phong

+ Cong ngh¢ moi da san phérn, dich vu chat luong tbt

+ Quan tAm dén khach hang nhu nhitng c4 thé riéng biét

+ Lam viéc va tu duy cé tinh cam, hoat dong cé trach nhi€m xa hdi

+ Trung thuc v6i khach hang, chan thanh voi dong nghiép

Va lam theo triét 1y kinh doanh:

+ Mbi khach hang 1a mot con ngudi - mot ca thé riéng biét, can duoc ton
trong, quan tam va léng nghe, thau hiéu va phuc vu mot céch riéng bi¢t. Lién tuc
d6i méi, cung véi khach hang sang tao ra cc san pham, dich vu ngay cang hoan

hao.
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+ Nén tang cho mot doanh nghiép phat trién 1a xa hoi. Viettel cam két tai
dau tu lai cho x4 hoi thong qua viéc gén két cac hoat dong san xuét kinh doanh
vo1 cac hoat dong xa hoi, hoat dong nhan dao.

+ Chan thanh vé&i dong nghiép, cung nhau gin bo, gop stc xay dung mai

nha chung Viettel.
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Chuong 2. TO CHUC NGHIEN CUU VA PHUONG PHAP NGHIEN CUU
2.1. T6 chikc nghién cieu
2.1.1. Mdu nghién ciru
Nghién ctru tién hanh trén 250 khach thé nghién ctu 1a dién thoai vién, 10
khach thé nghién ctru 13 1anh dao. Qua két qua xiur 1y vé gidi tinh, trinh do

chuyén moén & phu lyc IV thé hién & bang dudi dy:

Dic diém Phong lam viée

Phc‘)ng \ \ 2 A

Vip Phong 1 |Phong 2| Tongso
Gidi tinh | Nam SL 5 23 9 37
% 10.0% | 23.0% | 9.0% 14.8%
Nit SL 45 77 91 213
% | 90.0%| 77.0%| 91.0% 85.2%
Trinh d6 | Trung cap | SL 32 44 43 119
chuyén % | 64.0%| 44.0%| 43.0% 47.6%
mon Cao ding | SL 9 37 43 89
% 18.0% | 37.0% | 43.0% 35.6%
Pai hoc SL 9 19 14 42
% 18.0% | 19.0% | 14.0% 16.8%

Qua bang trén ta théy cO 85,2% dién thoai vién la nit, 14,8% la nam. Nhu
vay, ty 1 lao dong nit trong Trung tdm 1a mot dac diém noi bat, thé hién su
nhanh nhay, khéo 1éo, nhe nhang, phu hop vdi cong tac cham soc khach hang.

Tir bang két qua vé trinh d6 chuyén mén cho thiy, dung tht nhat 1a nguoi
lao dong c6 trinh d6 Trung cap( 47,6%), thir hai 1a c6 trinh d6 cao dang (35,6%
), cudi cung 13 ¢6 trinh do dai hoc (16,8% ).

2.1.2. Vai nét vé dja ban nghién citu

a) Gigi thiéu tong quan

Trung tam CSKH: La don vi truc thudc Cong ty vién thong Viettel
Telecom, thanh 1ap ngay 21/03/2004. Trudc day, Viettel Telecom c6 2 Trung
tam Giai dap khach hang: Ha No6i va Tp HO Chi Minh. Tuy nhién hién nay, dé
nang cao hon chét luong dich vy, khong chi la gidi dap don thuan ma con phai

quan tdm dén cong tac cham séc khach hang, 02 Trung tdm mién Nam va mién
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Bic da lan luot dwoc ddi tir Trung tdm giai dap khach hang sang Trung tam
CSKH. Trung tim CSKH mién Nam khai truong ngay 27/07/2009 tai tp Ho Chi
Minh, Trung tim CSKH mién Bic khai truong vao ngay 14/08/2009. Ngoai 2
trung tim nay, Viettel c6 to chirc bd may chiam séc khach hang tai 61/61 tinh,
thanh phd khac.

Hai Trung tam CSKH moi cua Viettel dugc t6 chtrc va van hanh véi gén
5.500 nhan vién truc téng dai, c6 kha nang tiép nhan 30.000 cudc goi/gid vao h¢
thong tra 10i va 15.600 cudc dong thoi vao hé thong tra 1oi ty dong (IVR). Hién
tai, kha nang dap ung cac cudc goi cua khach hang cua Viettel da cao hon 12% -
13% so véi chi tiéu quy dinh ctia nganh.

Khong chi giai dap thic mac ciia khach hang, day ciing 1a kénh tiép nhan
truc tiép cac truong hgp bao hong, stra chita dich vu hoat dong 24/24h. Toan bd
quéa trinh tiép nhan, xir 1y thong tin, phan hoi thong tin cho khach hang, déu
dugc cip nhat vao phén mém dam bao viéc theo doi tién d6 khic phuc 16i s&
dugc thyc hién trong thoi gian nhanh nhat.

Nam 2009 dugc déanh gid 1a ndm danh cho cong tac cham séc khach hang
ctia cac doanh nghiép vién thong. Chinh vi vy, mot trong nhitng chuong trinh
trong diém cta Viettel Telecom 13 ning cao chit lwong CSKH bang nhiing
chuong trinh hanh dong cu thé, va dau tu 10n dé xay méi 02 trung tim CSKH tai
Ha Noi va Tp. HCM 1a mot vi du. Khach hang ciia Viettel chic chan s& cam
nhéan duoc nhiéu thay ddi tich cuc hon nira trong chat lugng phuc vu cua Viettel.

Pé lién hé v6i trung tAm nay, khach hang goi qua dudng dudng diy mién
phi 18008119, hoic dudng day nong 19008198 (200dd6ng/phit); hodc tdi truc
tiép dia chi: Trung tam CSKH khu vuc mién Béc: Toa nha Restco, 74 Pham Vin
Pong, C6 Nhué, Tir Liém, Ha Noi. Hotline: 0989198198 (tinh phi nhw mét cudc
goi thong thuong).

* Chirc nang cua Trung tam CSKH

Téng hop, phén tich cac thong tin phan hdi tir khach hang, cung cip va bao

cao cho cac co quan, don vi lién quan.
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b) Chirc nang, nhiém vu cac phong, té thugc TT CSKH

STT Pon vi Chirc nang
- Truc tiép giai dap, tu van, hd tro khach hang qua dién
thoai
1 T6 giai dap | - Giai quyé€t, xu 1y cac phan anh, khi€u nai qua di¢n thoai
dai tra cua khach hang
- Thuong xuyén cap nhat dir liéu va luu trir thong tin
phuc vu gidi dap
Phong dao - B?;O tao, phf) bleplngla}cp vu ch(?Atoan trl.m.gAtam
2 - Kiém tra, danh gia chat lugng dién thoai vién
tao Y Ke o X X 1A ) ‘A cps 2y
i - La dau moi cac van deé lién quan dén nghiép vu giai dap
- Truc tiép giam sat chat luong cudc goi dién thoai vién
PhoNg gi&m (cham diém)
3 , g9 - HO tro thuong xuyén nghiép vu, k¥ nang giao ti€p cho
sat . \
khach hang
- Quan ly hoat dong nhom
Phong dit | - HO tro xir 1y cac truong hop lién quan dén 15i ki thuét
4 | 2 A P
ligu - Tong hop bao cao li€n quan dén dich vu
\ - Tiép nhan& giai quyét cic phan anh khiéu nai cia
Phong . s
5 | CSKH & khach hang
GOKN - Thyc hién cac nghiép vu CSKH, hd trg nghiép vu sau
ban hang cho diém ban va dai 1y
- T6 chtrc diéu hanh cac hoat ddng chung trong ca tryc
5 To trudng | - HO trg agent xtr Iy nhanh céc tinh hudng xay ra trong ca
ca - Panh gia cong tac phoi hop va két qua thuc hién cong
vi¢c cua cac to chirc nang
- Giam sat hé théng IVR, dam béo cac thiét bi may tinh,
Phong k¥ IP Phone hoat dong t6t
7 A X r A A [N LR
thuat - HO trg cac phan mém phuc vu cho dién thoai vién, trung
tam
Phong hd - Tryc tiép hd tro nghiép vu cho cac kénh phan phdi
8 |tronghi¢p |- Tong hop, phan tich bao céo
vu
Phong - Thyc hién quan 1y lao dong thué ngoai, bién ché nhan
9 | Hanh chinh | su
téng hop - Thuc hién cong tac van thu hanh chinh tai TT CSKH

Quan diém phét trién cta trung tam, 1a sy tiép budc quan diém phat trién

cua tong cdng ty:

+ Két hop chit ché kinh té véi qudc phong
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+ Pau tu vao co sd ha tang

+ Kinh doanh dinh huéng khach hang

+ Phat trién nhanh, lién tuc cai cach dé 6n dinh

+ L4y con nguoi lam yéu té cot 16i

2.1.3. Ké hoach nghién ciru

+ Tir 11/2007 - 12/2007: Tim doc cac tai liéu lién quan, xac dinh tén dé tai
nghién ctu, lap dé cuong nghién ctu, gap gido vién hudng dan, chinh sta dé
cuong, hoan thanh dé cuong nghién cau.

+ Tir 01/2008 - 9/2008: Poc tai liéu, xay dung co sé Iy luan cho dé tai
nghién cuau, thiét ké bang hoi, gap giang vién huéng dan chinh stra bang hoi,
diéu tra thtr, hoan thién bang hoi.

+ Tur 9/2008 - 11/2010 (bao lwu 01 nim): Diéu tra tai dia ban nghién cau,
loai b nhiing phiéu diéu tra khong dat yéu cau khoa hoc, ma hoa bang hoi dé xir
ly sé liéu, thuc hién viét phan thuc té, gap giang vién hoan thién luan van.

2.2. Cac phwong phap nghién ciru
2.2.1. Phuong phap nghién cuu tai liéu

- Tham khao cac tai liéu trong nudc va nudc ngoai dé xay dung co so 1y
luan cho viéc trién khai nghién ctru bau khong khi tam 1y tap thé dién thoai vién
Trung tdm CSKH.

- Can ¢ vao tai liéu, sd liéu, quy dinh vé chirc nang nhi¢m vu, ché tai...
ctia cac phong, ban Trung tdim CSKH dé phuc vu cho dé tai.

2.2.2. Phwong phdp phong vdn sau

- Pé tim hiéu chi tiét hon thuc trang bau khong khi tdm 1y trong Trung
tam, ching to1 t6 chirc phdng van sau trén mot sd ddi tuong la 1anh dao, dién
thoai vién Trung tam (cau hoi & phu luc IV). Chang to6i tap chung lam sang té
mot sO van dé trong phong van sau nhu sau:

+ Mdi quan h¢ gitta Ianh dao va dién thoai vién: 1anh dao va dién thoai vién
déanh gi& phong céach Ianh dao, pham chat nhan cach, uy tin ctia lanh dao, sy hai

long gitra dién thoai vién véi lanh dao.
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+ Moi quan hé giira dién thoai vién va dién thoai vién: tim hiéu vé mic do
gén bo, quan tam, doan két cua dién thoai vién trong nhom, trong tap thé, su hai
long gitra cac dién thoai vién vo1 nhau.

+ Tim hiéu mbi quan hé gitra di€n thoai vién voi cong viéc: tim hiéu vé su
thod méan cta dién thoai vién ddi véi diéu kién lam viée, vé tién lvong, thudng
cac ché tai cua trung tAm, sy anh hudng cta lwong dbi voi doi sdng, tAm trang
ciia ca nhan dién thoai vién; tim hiéu vé mdi quan hé gitra dién thoai vién va
khach hang: thai d6 tiép nhan cudc goi cua ting dbi tugng khach hang, quy trinh
xur Iy thong tin ctia di¢n thoai vién da lam hai long khach hang hay chua ...

+ Tim hiéu thém vé viéc dong gop vao xay dung bau khong khi tam 1y
Trung tam CSKH cua cac doi tuong lanh dao, dién thoai vién.

2.2.3. biéu tra bang bang hoi

- Pay la phuong phap nghién ctru chi yéu trong nghién ctru cua dé tai, qua
d6 thu thap cac ¥ kién cua dién thoai vién, 1anh dao vé mbi quan hé giira lanh
dao va di¢n thoai vién, gitta dién thoai vién voi dién thoai vién, gitra di¢n thoai
vién véi cong viéc, su thod man céc diéu kién lao dong, tién lvong, thudéng va
mdi quan hé gifta dién thoai vién va khach hang. Trong nghién ciru ndy ching
t61 dung bang hoi danh cho ddi tuong dién thoai vién va lanh dao.

+ Phiéu trao d6i danh cho dién thoai vién bao gdm: 25 ciu hoi (bao gdbm ca
cau hoi kin va cau hoi mo). Noi dung bang hoi gdm 3 phan chinh:

* Moi quan hé gifra 1anh dao va dién thoai vién gom cac cau hoi: 1, 2, 3, 4,
56,7,8,09.

* Moi quan hé giira dién thoai vién va dién thoai vién bao gdm céc ciu hoi:
10, 11, 12, 13, 14, 15.

* Moi quan h¢ gitra dién thoai vién va cong viéc bao gém cac cau hoi: 16,
17,18, 19, 20, 21, 22.

Céu 25 trong bang hoi danh cho dién thoai vién 1a cau hdi thu thap thong

tin ¢4 nhan caa khach thé nghién ctru.
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+ Phéu trao doi danh cho lanh dao bao gém: 10 cdu héi (bao gdbm ca cau
héi kin va ciu hoi mod). Noi dung bang hoi gdm 3 phan chinh:

+ Mbi quan h¢ gitra 1anh dao va dién thoai vién: 2,6,8,4.

+ Mbi quan hé gitra dién thoai vién va dién thoai vién: 3,5,7.

+ Mbi quan h¢ gitra dién thoai vién va cong viéc: 1,9.

Cau hoi 10 trong bang hoi danh cho 1anh dao 1a cau hoi thu thap thong tin
c& nhan cua khach thé nghién ctu.

Chiing t6i phéat 30 phiéu diéu tra thtr, sau d6 tién hanh phat phiéu diéu tra
thu thap thong tin qua budi sinh hoat nhém cua phong Vip, phong 1, phong 2.
Nguoi phat phiéu hudng dan cac dién thoai vién tra 16i vao phiéu hodc viét y
kién khac néu khong dong ¥ véi phuong an da lya chon va dién thoai vién c6 thé
giai thich quan diém cta nguoi tra 16i. Cac lanh dao, cac dién thoai vién ngdi
tach biét, khong co su trao doi y kién voi nhau. Phiéu hop 18 thu vé 1a 250 phiéu,
duogc xir bang phan mém SPSS 13.0.

2.2.4. Phuwong phap quan sat

Nghién ctru bau khong khi tim 1y trong tap thé dién thoai vién can tién hanh
quan sat cac cu chi, biéu hién, 10 ndi, thai do cua dién thoai vién trong qua trinh
giao tiép cua dién thoai vién vai lanh dao, gitra dién thoai vién véi dién thoai vién,
déng thot quan sat biéu hién, thai do tiép nhan cudc goi cua di¢n thoai vién, xir Iy
van dé cua dién thoai vién dbi voi khach hang qua dién thoai. Chung t6i tién hanh
quan sat tai Trung tAm trong hai thoi diém hai phong khéc nhau: phong 1(ca sang:
10h-12h), phong 2 (ca chiéu: 14h15°- 16h) (N6i dung duoc thé hién & bién ban
quan sat- phu luc III)

2.2.5. Phurong phdp tréc nghiém Fiedler
Phuong phép trac nghiém nghién ctru bau khéng khi to chirc ciia F.Fiedler

nghién ctru tinh chat cac méi quan hé giita cac dién thoai vién trong Trung tam
va su thoa man caa ho vé hiéu qua hoat dong, trinh do phat trién cta cac mbi
quan hé d6. Mau diéu tra cta Fiedler bao gdm 10 tiéu chi danh gia voi 2 cuc dbi

nghia, chia lam 9 muc do, danh gid bang cach lya chon tir 1 diém dén 9 diém
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pht hop véi thuc trang ciia Trung tdm. S6 diém diém thoai vién danh gia cang
cao thi mirc do thuan loi cang cao, nguoc lai, dién thoai vién ddnh gia céc ti€u
chi cang thap thi muc d6 thuan loi cang thap. Cling nhu diéu tra bang bang hoi,
sau khi huéng dan dién thoai vién cach lam trac nghiém Fiedler, chung t6i da
phat ra 250 phiéu, thu vé 250 phiéu, cac phiéu déu dat yéu cau. Két qua thu vé
duoc danh gia theo quan diém cua Fiedler nhu sau:
+Tir 7,5 -> 9 diém: Bau khong khi tam 1y rat thuan loi
+ Tir 6 => can 7,5 diém: Bau khong khi tim 1y thuan loi
+ Tir 4,5 -> can 6 diém: Bau khéng khi tim 1y it thuan loi
+Tir 1 => can 4,5 diém: Bau khong khi tim 1y rat khong thuan loi.
2.2.6.Phurong phéap xiz Iy két qua nghién cizu bang théng ké toan hoc
Trong phuong phép thong ké toan hoc, chung toi sir dung cong thuc tinh trung
binh cong va cong thirc tinh phan trim sau:
- Cong thirc tinh trung binh cOng:

=L xi
"

Trong do: X la trung binh cong

X =

Xi 1a tong diém ctia khach thé nghién ctru
n 1 s6 khéch thé nghién ctru
- Cong thuc tinh %:

mX 100

q= 'n

Trongdd: qglatylé %
m la s6 khéach thé tra 1o
n 1a s lugng khach thé nghién cau
Céc s liéu thu duoc trén phiéu diéu tra, phiéu danh gia Fiedler s& dugc
xtr 1y trén phan mém SPSS 13.0, tich hop lai dua ra két qua cudi cing cho thuc
trang bau khong khi tam 1y tap thé dién thoai vién Trung tam CSKH Viettel tai
Ha Noi.
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2.3. Cach thire danh gia bau khong khi tam Iy tap thé dién thoai vién
Trung tam CSKH Viettel tai Ha Noi
Bau khong khi tam 1y tap thé dién thoai vién 1a sy tich hop su thoa man
3 mdi quan hé: sy thdoa man cua di€n thoai vién vé mbi quan hé véi lanh dao
Trung tdm, su thoa man cua dién thoai vién vé moi quan h¢ véi dién thoai vién
va muc d6 thoa man cua di¢n thoai vién voi cong viéc. Trong dé tai nay chung toi
danh gia su thod man cac quan hé nhu sau:
- Su thoa méin cua dién thoai Vién véi 1anh dao(quan hé theo chiéu “doc”),
gom:
+ Sur théa mén vé phong cdch lanh dao ciia nguwoi lanh dao Trung tém
+ Sur théa mén vé pham chat, uy tin ciia lanh dao Trung tam
+ Sur théa mén giao tiép giia lanh dao va dién thoai vién Trung tam
- Su théa man cua dién thoai Vién voi dién thoai vién (quan hé theo chiéu
“ngang”), bao gom:
+ Sir théa mén giao tiép giita dién thoai vién va dién thoai vién
+ Quan hé cua dién thoai vién voi dién thoai vién trong cong viéc
+ Sur doan keét gitra dién thoai vién va dién thoai vién.
- Su théa man cia dién thoai vién ddi voi cong viéc, diéu kién lam viéc, tién
lwong, bao gdm:
+ Su gcfn b6 ciia dién thoai vién doi véi cong viéc
+ Sw thod man cia dién thoai vién doi voi khdch hang, s6 luong, chat lwong
cuoc goi
+ Sur thod mén cua dién thoai vién déi voi tién luong, ché dp chinh sdch...
Téng hop lai 03 tiéu chi trén duoc danh gia theo cac mirc do nhur sau:
+ Bau khong khi tam ly 13 rat thuan loi khi ca 3 méi quan hé Ia thuan loi
+ Bau khdng khi tam Iy 12 kha thuan loi khi 2 trong 3 méi quan hé 1a thuan loi
+ Bau khong khi tam ly 1a khdng thuan loi 1a 2 trong 3 mbi quan hé la khéng

thuan lgi
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+ Bau khéng khi tam Iy rat khdng thuan loi 1a khi ca 3 méi quan hé 1a khong
thuan loi
Két hop v6i két qua danh gia bang phuong phap F. Fiedler va két qua xir

Iy phiéu diéu tra, két qua phong van sau dé kiém chimg gia thuyét nghién ctu.

52



CHUONG 3: KET QUA NGHIEN CcUU
3.1. THUC TRANG BAU KHONG KHI TAM LY CUA TAP THE
PIEN THOAI VIEN TRUNG TAM CSKH VIETTEL TAl HA NOI
3.1.1. Bau khong khi tam ly thé hién qua su thoa man cia dién thoai
vién vei dién thoai vién Trung tdm CSKH Viettel tai Ha Ngi (quan hé theo
chiéu “doc”)

Nghién ctru bau khong khi tam 1y tap thé dién thoai vién Trung tim CSKH
Viettel, trude hét 1a nghién ctru sy thod man cua dién thoai vién ddi véi quan hé
theo chiéu “doc”- véi lanh dao trong Trung tam. Trong tap thé dién thoai vién,
moi quan hé giita lanh dao Trung tim (Giam déc, trudng ca, hd tro - trudng
nhém) va dién thoai vién dya trén mbi quan h¢ thir bac. Pay la mbi quan hé
chinh thirc duoc thiét 1ap boi cac quy ché, quy dinh cta Trung tim. Giira ho ton
tai cac mbi quan hé cong tac, mdi ngudi déu cé nhig nhiém vu va quyén han
nhat dinh. Mbi quan hé ndy duoc xem xét trén 3 phuong dién co ban: Phong
cach 1anh dao cua lanh dao Trung tam CSKH Viettel Ha Noi; phém chat, nhan
cach, uy tin diéu hanh cong viéc cta lanh dao; quan hé giao tiép giira 1anh dao
va dién thoai vién, sy thoa man cta dién thoai vién dbi voi 3 quan h¢ do.

3.1.1.1. Tinh chat quan hé theo chiéu “doc” ciia dién thoai vién Trung
tam CSKH Viettel tai Ha Ngi
a) Phong cdach lanh dao cua lanh dao Trung tam CSKH Viettel tai Ha Noi

Pé danh gia tinh chat mdi quan hé giita 1anh dao va dién thoai vién 1a thuan
loi hay khong thuan loi, truéc hét phai xem xét phong cach lanh dao cua lanh
dao Trung tdm anh hudng nhu thé nao t4i thai do, tinh tich cuc cua dién thoai
vién d6i véi cong tac CSKH, ching toi xay dung cdu hoi sd 2a- phu luc I:
“Trong cong tic quan 1y lanh dao trung tdm thuong chon phuong an nao dé ra

quyét dinh?”. Két qua xtr Iy dugc thé hién ¢ bang 3.1a dudi day:
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Bang 3.1a. Panh gia cia dién thoai vién vé hinh thic ra quyét dinh caa lanh
dao Trung tdm CSKH Ha Ngi

Cac phong lam viéc
Hinh thirc ra quyét dinh Phong Vip | Phong 1 Phong 2
SL | % | SL | % | SL | % | SL | %

Mot minh ra quyét dinh va yéu
cau dién thoai vién thuc hién 6 |12% | 76 |76% | 14 | 14%| 96 |384%
ngay

Ra quyét dinh khi da tham

khao y kién cta nhan vién

44 | 88% | 24 | 24% | 86 86% | 154 |61,6%

Tuy theo nguyén vong cua dai
y Bt e ’ 0 0% 0 0% 0 0% 0 0%

da s0 nhan vién cap dudi

Tir bang 3.1 cho thay c6 38,4% dién thoai vién cho rang 1anh dao lwa chon
phuong an “mdt minh ra quyét dinh va yéu cau dién thoai vién thuc hién ngay’’,
61,6% lanh dao lua chon phuong an “ra quyét dinh khi da tham khao y kién cua
nhan vién”, khong c6 dién thoai vién nao lya chon phuong an “tuy theo nguyén
vong cta dai da sb nhan vién cap dudi”. Nhu vay, phong cach lanh dao dan chu
duogc 1anh dao Trung tam CSKH Viettel Ha Noi 4p dung kha phd bién (61,6%),
ké tiép sau 1a phong cach lanh dao doc doan (38,4%). Ty 1& 1anh dao st dung
phong cach doc doan nhu vay dang dé Iuu y. Tim hiéu viéc st dung phong cach
doc doan cua lanh dao Trung tAm thy riang, khi sinh ra Viettel, Chinh phu da
quy dinh r& 2 nhiém vu: kinh té va an ninh qudc phong. Viettel dugc thira huong
rat nhiéu trong viéc minh 13 quan doi, ma ci 16n nhét 1a truyén thong va cach
lam nguoi linh, diéu nay dugc dua thanh mdt gia tri ¢t 18i cua Viettel, Trung
tam CSKH Viettel ciing dugc thira huéng chét linh trong vin hoa doanh nghiép
ay. Da timg ¢ ¥ kién cho ring, quan doi thi hanh chinh, bao thu. Nhung c6 thé
khang dinh chac chan rang quan doi cé nhiing cai ma doanh nghiép rat can, do 1a
tinh ky luat, 1a chﬁp hanh ménh 1énh. Trung tdim CSKH Viettel Ha Noi, néu viéc
chi huy mot ) lugng nhan vién 16n, ra 1énh ra ma 1énh khong tri¢t dé thi rat kho

lam, khé quan 1y. Diéu d6 1y gidi cho viéc lanh dao 4p dung phong cach lanh dao
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doc doan, muc dich dé cong viéc di vao né nép, c6 tinh ky luat, nhu ban chét cua
mot “nguoi linh”.

Tuy nhién, ldnh dao Trung tdm CSKH Ia nhitng nguoi déu cd do tudi tré
(tr 25 - 36 tudi- sb lidu phong Tb chirc can b0), da s6 1a 1anh dao nit nén phong
cach lanh dao co phﬁn mém déo, linh hoat hon, ¢6 nhiéu déng cam hon ddi véi
dién thoai vién bdi r:fmg nhiing dién thoai vién lam vi¢c tai day cling déu c6 dd
tudi twong ty va s6 dong 1a nir gidi, nén ti 1é lanh dao ap dung phong canh lanh
dao dan chi chiém 61,6% la tuong d6i phu hop.

Phong vén sau ldnh dao H.Q.T (mi sb 3123- Phong 1), cho thiy 1anh dao
Trung tdm sé& ap dung cach thirc quyét dinh nao tuy thudc vao timg thoi gian vao
lam vi€c cua dién thoai vién, va cling phu thudc vao tung phong lam viéc cua
dién thoai vién: Déi véi nhirng nhan vién méi, s€ dugc phan cong lam nhiém vuy
giai dap tai phong giai dap dai tra 19008198, giai dap nhiing thac mic chung cho
tat ca dich vu cua mang Viettel. Sau mot thoi gian, tuy vao nang luc, k¥ nang,
dién thoai vién s& duoc thuyén chuyén dén cac bd phan chuyén mon chuyén siu,
hodc phong doi hoi dién thoai vién c6 nhiéu kinh nghiém hoac dé bat lam trudong
nhom...Véi nhitng nhan vién nhu phong 1 1anh dao co ban ap dung phong cach
doc doan dé hudng dan cac dién thoai vién di theo quy dinh, nguyén tic, ché tai
cua Trung tam. Khi dién thoai vién phﬁn nao hoa nhap, hiéu van hoa Viettel, vao
né nép chung, 1anh dao s& ap dung phong cach dan chu, nhung vin dé cao tinh
ky luat. Piéu nay phu hop véi danh gia ciia dién thoai vién, cu thé:

Pién thoai vién phong 1 cho rang lanh dao 4p dung chu yéu phong cach
doc doan; phong Vip, phong 2 cho rang lanh dao ap dung chi yéu phong cach
dan chu. Phong Vip 1a phong giai dap cho nhiing khach hang da st dung dich vu
cua Viettel trong thoi gian dai lién tuc va c6 muc st dung cao/thang, dugc uu
dai dac biét giai quyét nhiing thac mac. Dién thoai vién & day dugc chon Igc,
lam viéc da 1au, c6 k¥ ning giai dap, hiéu sau cac linh vyuc st dung ctia khach
hang. Phong 2 1a phong chuyén sau vé nghiép vu ban hang, dbi tuong giai dap

da s6 1a cong tac vién, diém béan, dai 1y cép I, cap II, chi nhanh k¥ thuat, chi
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nhanh kinh doanh, Trung tim CSKH cua chi nhanh vé van dé& d4u ndi, chin
chiéu, huy thué bao trén h¢ théng ban hang, hoa héng ban sim, thé, sb dep.....
bién thoai vién & day c6 kinh nghi€ém, k¥ nang nghi¢p vu tuong ddi 6n dinh,
kién tri va c6 tinh than trach nhiém cao nén lanh dao ap dung chii yéu phong
cach dan chu & 2 phong 1a hop ly.

Pé hiéu 16 hon vé cach thirc 1am viéc cta lanh dao, chung t6i tim hiéu
hinh thtrc giai quyét cia 1anh dao khi cac dién thoai vién c6 mau thuan voi nhau
qua cau hoi sb 8- phu luc I: “Khi x4y ra mau thuan giita dién thoai vién véi dién
thoai vién hodc di¢n thoai vién véi khach hang, 1anh dao trung tam thuong giai
quyét theo cach nao?”, két qua thu dugc nhu sau:

Bang 3.2. Céc hinh thic giai quyét mau thuin giira cac dién thoai vién cia

lanh dao qua sw danh gia cta dién thoai vién

Cac phong lam viéc

Céc hinh thic Phong Vip Phong 1 Phong 2

SL % | SL % | SL % | SL %

Khong tim hiéu nguyén nhén,

2, 5 | 10% | 8 8% | 10 | 10% | 23 | 9,2%
khién trach ngay

Tim hiéu nguyén nhan tir ca 2
phia sau d6 ra quyét dinh
Nghe mot phia rdi quyétdinh | 3 | 6% | 6 | 6% | 6 | 6% | 15 | 6%
Khong quan tam, Dién thoai
vién tu giai quyét

S6 liéu bang 3.2 cho thay, 81,6% dién thoai vién cho rang linh dao“tim

39 | 78% | 82 | 82% | 83 | 83% | 204 | 81,6%

3 6% 4 4% 1 1% 8 3,2%

hiéu nguyén nhan tir ca hai phia sau d6 méi dua ra quyét dinh giai quyét”; 9,2%
cho rang “khong tim hiéu nguyén nhan ma khién trach ca 2 phia ngay”; 6% cho
rang “nghe mot phia rdéi quyét dinh”; 3,2% cho rang “khong quan tdm, dién
thoai vién tu giai quyét”. Nhu vay, 1anh dao Trung tam co ban la nhin nhan mdt
cach khach quan, tim hiéu van dé tir ca 2 phia r6i ra quyét dinh phit hop; mot s6
it dién thoai vién thay cach giai quyét mau thudn con thién 1éch, chua khach
quan, chua co trach nhi¢m.

Tién hanh phong van sau lanh dao cling vdi cau hoi nay dé 1y giai cho su
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chua hop 1y vé ¥ kién cta lanh dao va ¥ kién cia dién thoai vién. Chi P.T.V-
Giam ddc Trung tam cho rang: “Nhdn su ciia Trung tam chiing t6i hién tai bao
gom cd nhdn vién cia 3 doi tdc, cong voi viée sé lwong nhan vién tai Trung tam
CSKH gdn nhuw toan b 1a niv thi ¢é thé hinh dung 6 phirc tap va dp e vé
qudn 1y doi véi nhitng ngueoi lanh dao tré nhw chiing téi thé ndo nhung t6i ¢é thé
khang dinh bat ky mau thudn, xung dét nao ndy sinh, ching téi déu tim hiéu va
c6 phwong dn gidi quyét ngay, véi méi truwong lam viéc ma moi ngay c6 hang
may tram dién thoai vién, khong thé dé kéo dai va lan truyén dwoc”.

Chi N.T.Q (mi s 143 - Phong 1), ngudi truc tiép sat sao véi dién thoai
vién trong ca truc cho rang “Nhiém vu ciia ching téi la gidm sat nhitng dién
thoai vién trong ca truc cua minh, va cing la nguoi chiu trach nhiém vé toan b
nhitng gi xdy ra trong ca triec. Néu c¢é vin dé gi xay ra chiing téi phdi biét ngay,
sé nhdc nhé truc tiép, va cé nhitng viéc phdi goi dé nhdc nhé timg dién thoai
Vién mot. Chung téi theo doi rat sdt sao, cdc dién thoai vién c¢é van dé nay sinh
chdc chan ching t6i sé biét ngay, trir khi dé la nhitng vin dé ciia cd nhdn dién
thoai vién”

Qua d9, thiy rang lanh dao va dién thoai vién chua hoan toan thdng nhat
kién vé van dé giai quyét mau thuan nhung co ban linh dao da nhin nhan van dé
mot cach khach quan. Day 12 diéu kién thudn loi dé c6 mot bau khong khi tam 1y
tap thé thuan loi, lanh manh.

Pé tim hiéu phong cach 1anh dao nhu vay c6 thu hut duoc tich cuc thao
luan, ban bac xay dung cua dién thoai vién trong budi hop nhém, hop Trung tam
khong, chiing t6i dua ra cau hoi sb 5- phu luc I: “Trong cac budi hop nhom, hop
trung tdm, ban vé van dé cong viéc, ki nang nghiép vy, ndi vu thuong thi”. Két

qua thu duoc & bang 3.3.
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Biang 3.3. C4ch thitc thé hién ciia dién thoai vién trong budi hop nhom,

hop trung tam

Cac phong lam viéc
Phong Vip| Phong1l | Phong 2
SL % | SL % | SL % | SL %

Trong budi hop nhém, Tong sb

hop trung tam

Moi ngudi tich cyc cung nhau dong
gop ¥ kién dé di dén thong nhit
Moi ngudi tham gia nhung y kién
lanh dao la chinh

it khi phét biéu y kién 0 | 0% | 6 [24% | 1 |04% | 7 | 28%

40 | 80% | 13 | 13% | 72 | 72% | 125 | 50%

10 | 20% | 81 | 81% | 27 | 27% | 118 | 47,2%

Tu s6 lidu bang 3.3, c6 50% dién thoai vién cho rﬁng “moi nguoi tich cuc
cung nhau dong gop ¥ kién dé di dén thdng nhat”, 47.2% cho ring “moi ngudi
tham gia ¥ kién nhung ¥ kién cua lanh dao van 1 chinh”, 2,8% cho rang “it khi
phat biéu v kién”. Nhu vay, sb luong dién thoai vién cho réng “moi nguoi tich
cuc cung nhau déng gop ¥ kién dé di dén théng nhat” va “moi ngudi tham gia ¥
kién nhung ¥ kién cta lanh dao van 1a chinh” chiém ti 1& gan tvong dwong nhau.
Tim hiéu cy thé thém van dé nay dugc biét hang tuan, hang thang cdc nhom déu
cd cac budi hop dé tiép nhan cic khiac méic cua dién thoai vién vé khach hang
ma chua c6 cau tra 1oi con ton dong lai, moi nguoi cung nhau ban bac roi thong
nhat ¥ kién ngay. Néu cau hoi can phai két hop véi cac phong khac dé thong
nhat thi s& dua cu tra 10i trén duong link nodi bo cta Trung tAm sau d6. Néu dién
thoai vién thiy cu tra 10i con chua thoa dang, co thé tiép tuc phan anh va sé
dugc xem xét lai. Phong va Trung tdm ludn ludn khuyén khich cac dién thoai
vién c6 cac ¥ tudng va co su suy xét dé tim ra cac phuong an thoa dang dé tra 10i
cho khach hang hai 10ng, dién thoai vién hoan toan cé thé thic méc, phan dnh dé
c6 sy thong nhit chung, khong co su o ép hodc tri dap vi c6 ¥ kién khac véi
lanh dao. Hon ntra, nhiing ¥ kién cua dién thoai vién rat duoc cac 1anh dao cht
y, hoan nghénh.

Tir bang 3.3 ciing cho thdy phong Vip va phong 2 ¢6 s6 luong 16n dién
thoai vién cho rang “moi nguoi tich cuc tham gia y kién dé di dén thong nhat

van d&”. Ly giai cho diéu nay, chi P.T.N (ma s 495- Phong 2) cho rang: “Lam
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& ddy ldu roi ciing quen hét viéc, tra 1oi nhanh khéng con ldng ting nita ma
ching tdi linh hoat trong cdc tinh huong, tuy nhién vin cé trieong hop ciing chua
xit 1y ngay dwoc. Vé nghiép vu, t6i va cdc ban lam cung phong Vip ndm viing, &
phong nay la khong dwoc phép tra loi sai”. Chinh vi nghiép vu, k¥ nang linh
hoat, ddng thoi phai chiu trach nhiém vé nhimg gi dd cung cap cho khach hang
nén dién thoai vién ndo cling phai c6 trach nhi¢m cao trong vi¢c phan anh lai véi
lanh dao vé van dé con vudng méc, tich cuc tham gia y kién cung 1anh dao ban
bac dé dua ra nhitng phuong an tot nhat lam thoa méan khach hang.

Két qua bang sb liéu cho thay lanh dao Trung tim CSKH Viettel Ha Noi
da st dung ca 2 phong cach lanh dao: phong céich lanh dao dan chu va phong
cach lanh dao doc doan trong d6 ndi troi 1a phong cach lanh dao dan chii: Lanh
dao Trung tam biét thu hat ca tap thé vao ban bac, xay dung va lga chon cac
phuong an cho viéc ra quyét dinh cudi cuing, dong thoi cung dién thoai vién xay
dung t6 chtrc viée thuc hién, danh gia, dé ra cac bién phap bo sung, 16i cudn tinh
tich cuc cua dién thoai vién vao trong budi thao luan, nang cao trinh do nghi¢p
vu, k§ nang cham séc khach hang. Day la diéu kién dé phat triéen mot bau khong
khi tim 1y tap thé thuan loi.

b) Phdam chdt, nhén cdch va uy tin cia lanh dao Trung tdm CSKH Viettel tai Ha Noi

Pé nghién ctru vé pham chat ning luc, uy tin cua lanh dao Trung tim
CSKH Viettel Ha No61, chiing t61 c6 dua ra cau hoi sb 6- phu luc I: “Anh (chi)
vui 1ong cho biét mirc d6 thé hién cac pham chat sau cta lanh dao Trung tim” 3
mirc d6. Két qua thu dugc thé hién ¢ bang 3.4 sau day:

Biang 3.4. Panh gia cia dién thoai vién vé mirc d thé hién pham chét niing

lwc ciia lanh dao Trung tdm

Mirc d9 thé hién Cac phong lam viéc Téne s '
phim chat niing lyc | Phong Vip | Phong 1 Phong 2 & DT Xep
cua lanh dao B hang
sSL | % | sL | % | sL | % |sL| %
The hienrat| o | o0 | 5 | o | 0 | ow | 4 1,6%
Guong |10 1971 6
mau i‘; };he 48 | 820 | 91 | 79% | 96 | 74% | 235 |77.6%

59



Knongthe | | o0 | 7 | 706 | 4 | 4% | 11 | 44%

hién
rnge hienrat| o Voo | 7 | 7% | 4 | 4% | 21 8,4%

l():%?:gg i‘; rfhe 37 | 74% | 80 | 80% | 86 | 86% | 203 [81,.2% |1.98 |5
hKiZan the 3 | 6% | 13 | 13% | 10 | 10% | 26 |10.4%
rnge hienrat| o0 | 600 | 31 | 316 | 38 | 38% | 99 |39.6%

Eg:l“g }(l’;‘; }ihe 20 | 40% | 64 | 64% | 57 | 57% | 141 [56.4% [2,35 | 1
%an the 0o | ow | 5 | 5% | 5 | 5% | 10 | 4%
rTé’e hienrat| 5 | a0 | o1 | 2196 | 21 | 21% | 50 |23.6%

go“glft ]i(; ;he 33 | 66% | 70 | 70% | 72 | 72% | 175 | 70% (2,17 | 4
Z@Z’/‘g the 0 | 0% | 9 | 9% | 7 | 7% | 16 | 6.4%
Zr’ter}oll-e” 0o |ow | 7 | 7% | 8 | 8% | 15 | 6%

Té nhi ]fl‘; rfhe 49 | 98% | 76 | 76% | 70 | 70% | 195 | 78% |1,94| 7
hKiZ”an the 1 | 2% | 17 | 17% | 22 | 22% | 40 | 16%

Hi¢u  [Thé hién
sAuveé [dtro
chuyén | Co the

20 | 40% | 25 | 25% | 14 | 14% | 59 |23,6%

223 | 2
30 | 60% | 75 | 75% | 86 | 86% | 191 |76,4%

mon hién
Niing g’e hienrat] o3 | yeos | 31 |3 | 22 | 2206 | 76 |304%
AN YT
chire |0 26 | 52% | 59 | 59% | 67 | 67% | 152 |60,8% |2,21 |3
cbng = .
vige hKi}éZ"g the |1 | s | 10 | 10% | 11 | 11% | 22 | 8.8%
forf)i’e” 2 | 4% | 6 | 6% | 5 | 5% | 13 | 52%
Do Co the 30 | 60% | 63 | 63% | 64 | 64% | 157 |62,8% | 1,73| 8
lwgng | hién
hKi}éZ"g the | 16 | 3606 | 31 | 31% | 31 | 31% | 80 | 32%

Nhin bang s6 liéu 3.4 thay dién thoai vién danh gia cao nhat pham chat
“thang than” (PTB: 2,35); ké tiép dén 1a “ning lyc chuyén mon” (PTB: 2,23);
“nang luc to chirc cong viée (DTB: 2,21), “quyét doan” (PTB: 2,17); “cong
bang” (PTB: 1,98); gwong mau (PTB:1,97)“té nhi” (PTB:1,94); cudi cung 1a
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pham chat “do luong” (PTB:1,73). Nhu vy, dién thoai vién danh gia kha cao
nang luc td chirc cong viéc va nang luc chuyén moén cua lanh dao, day la su
danh gid cao va hop ly ctia cac dién thoai vién nhan xét vé 13nh dao ctia minh.
Bé1i, lanh dao 1a nguoi theo doi cac dién thoai vién, khi dién thoai vién co thic
mic, 1anh dao s& hd trg giai quyét hodc phdi hop hd tro giai quyét van dé. Phong
van sau vé diéu nay, truong nhom T.T.T.H (ma s6 2185- Phong 1) cho rang “Pé
hé tro dién thoai vién phdi c6 chuyén mén, khéng cé chuyén mén khéng thé gidi
ddp nhitng khé khdn, thac mdc cia dién thoai vién hay cia khdach hang. Hang
thang chiing t6i sé cé dot kiém tra vé ky ning qudn 1y, kién thirc chuyén mon, xir
Iy tinh huéng...” va “Lanh dao ciia mdt t6 chirc bdt ky déu phdi c6 trinh dé
chuyén mon vé linh viee minh phu trach, dac biét lanh dao cdp phong, ban lai
cang phdi ¢é chuyén mén cao, ching t6i khéong thé chi dao mét van dé ma chiing
t6i khéng nam viing vé né, chi dao chung chung dé gdy mdt long tin doi véi cdp
duwéi”. Can cir vao chitc nang nhiém vu cua ting phong, dé nhan thay ¢ day 1a
phong 2 1anh dao can c6 kién thirc chuyén mén sau vé nghiép vu dau ndi, sira sai
cho cac dai 1y, cira hang, cac nghiép vu vé 18i phat sinh ciia sim da ning, sim
anypay...Cac nghiép vu nay lién quan tryc tiép dén doanh thu ctia cira hang, dai
ly, dén hoa hong cta cac cong tac vién...Chinh vi vy lanh dao s& can phai phi
hop véi bd phan ddi ndi truc tiép, khiéu nai, bo phan k¥ thuat va xt Iy cac 16i sir
dung dich vy, hd trg kénh... dé co két qua nén day cling la nguyén nhan khién
hau hét dién thoai vién phong 2 khé danh gia lanh dao vé nang luc chuyén mon.
Pham chit “quyét doan” ¢ lanh dao cling dugc dién thoai vién danh gia &
thr hang 4. Quyét doan 1a mot chia khoa thanh cong dé nha lanh dao tré thanh
mot 1anh dao gioi. Pay 1a mot diéu hop ly béi khi hé tro dién thoai vién 1anh dao
phai nhanh nhay, c6 thong tin chinh xac va quyét doan, dut khoat. Lanh dao
N.T.H.N (mi s6 78- Phong 1) khang dinh “chiing t6i ban bac déan chi, quyét dodn
va hanh déng nhanh, diéu hanh triét dé va quyét liét- @6 la van héa trong céch

lam viéc cua nguoi linh...”
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Pham chat “cong béng” la ph:flm chit duoc cac dién thoai vién danh gia &
muc do thr 5. Qua trao dbi théng than vi mot sd dién thoai vién vé van dé cong
bang chiing t6i thdy, cong bang ¢ ngudi lanh dao ddi véi nhan vién khong chi 1a
cong bang trong cong tac thi dua- khen thudng; giao viéc cho ngudi nay phu hop
v6i trinh d6 hay theo chitc ning; phan biét vu tién nam hay nit, ma van dé doi
XU, phan biét giita nhan vién chinh thirc va nhan vién ddi tac. Piéu nay da lam
mot sd dién thoai vién suy nghi mac cam, tu ti. V61 quan diém coi Viettel 1a
ngdi nha chung, thi du 14 ai, néu da lam chung mot méi truong, 13 mot tap thé
lam cung mdt Trung tdm thi lanh dao phai c6 nhan thic su sic va co thay doi
tich cuc hon trong cai nhin giita nhan vién ddi tic va nhan vién chinh thirc dé
cho Viettel ding thuc 1a ngdi nha chung, ai cling thdy thoai mai, chan hoa.

Trong Trung tdm, pham chat “guong mau” duoc cic dién thoai vién danh
gid & vi tri thir 6, c6 77,6% dién thoai vién cho réng lanh dao “cé thé hién”,
4,4% cho rang khong thé hién. Pay 13 mot dau hiéu tét cho moi trudng 1am viéc
chung ctia cac nhan vién. Chi c6 lanh dao gwong mau méi c6 thé 13 nguoi xay
dung dugc bau khong khi tim 1y thoai mai, lanh manh trong Trung tam. O
Trung tam, c6 32% dién thoai vién cho rang ldnh dao khong thé hién pham chat
“d6 lwong”. Thuc té di ¢ rat nhiéu truong hop bi sa thai vi di vi pham quy ché
1am viéc, vi pham ché do bao mat théng tin, vi pham vé pham chat dao duc, di
c6 nhitng hanh vi khong ton trong, xtGc pham khach hang... Tat ca cac truong
hop bi sa thai déu nam trong nhiing quy dinh, ché tai cia Trung tam. Dién thoai
vién N.T.N (mi s 1010) cho rang “cong viéc hang ngay da phdi chiu rdt nhiéu
dp lwc vdy ma cdc quy dinh cia Trung tdm lai qud nhiéu, cdi gi ciing quy la trir
diém néi vu, ha bdc KI, dudi viéc”. Lanh dao thi thuc hién cong vi¢c cua minh
cling dua trén nhiing ché tai, 1am viéc phai c6 ki luat, sai dau sura do, ai lam sé
phai chiu trach nhiém. Du cho c¢6 1y giai nhu thé nao thi day ciing 1a con sb dang

luu ¥ cho céc 1anh dao ctia Trung tAm quan tdm xem xét cho hop 1y.
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Qua day, ta co thé théy dién thoai vién da danh gia kha cao vé céc ph:flm
chat cua lanh dao. Trong d6 co6 thé hién pham chat gwong mau va pham chat do
lwgng cua ldnh dao 14 thip nhit so voi cac pham chit ma chung t6i dd néu ra.

¢) Giao tiép trong Trung tdm CSKH Viettel tai Ha Nji

Con nguoi la thanh vién cua xa hoi, dé ton tai va phat trién thi ho can gén
minh véi moi trudong xa hoi dé trao do6i véi nguoi khéc, khéng dinh duoc cai
riéng cua minh, thé hién dugc chu kién, dé nhan duoc su huong tGng hay trg
gitip ctia nguoi khac. Giao tiép tmg xtr 1a cach phd bién nhat trong hoat dong
song, & truong hop ai cling phai 1am viéc va muu cau thong qua, v6i ngudi khac.
Muc dich cia giao tiép 1a truyén tai dugc nhiing thong diép. Vi cac dién thoai
vién, ngoai nhiém vu chinh 1a giao tiép v6i khach hang thi & Trung tdm dién
thoai vién sé& giao tiép véi nhiéu ddi tuong khac nhau, trong d6 c6 su giao tiép
d6i voi lanh dao ciia minh. Tim hiéu muc d6 thoa min danh gia moi quan hé
giao tiép gitra 1anh dao va dién thoai vién Trung tim CSKH Viettel, chung toi
dua ra cdu hoi s611- phu luc I: “Trong tap thé dién thoai vién, anh (chi) vui 10ng
cho biét muc do giao tiép ddi v4i timg ddi twong nhu thé nao?”, két qua xu ly
duogc thé hién & bang 3.5 dudi day.

Bang 3.5. Muc d9 thoa man giao tiép caa dién thoai vién
doi véi nguwoi 1&nh dao Trung tam

M&c do giao Cac phong lam viéc Téng s6
tiep véi lanh | Phong Vip | Phong 1 Phong 2
dao SL % | SL % | SL % | SL %

Rat thuwong xuyén 1 2% 3 3% 2 2% 6 2,4%
Thuong xuyén 3 6% 25 25% 43 43% 71 28,4%
Thinh thodang 26 | 52% | 37 | 37% | 33 | 33% | 96 | 384%
Hiém khi 20 | 40% | 30 | 30% | 22 | 22% | 72 | 28,8%
Chua bao gio 0 0% 5 5% 0 0% 5 2%
PTB

Qua bang sb 3.5 trén thiy rang mtc do giao tiép cua dién thoai vién véi
lanh dao Trung tdm chua cao. Muc dd “rat thuong xuyén” c6 2,4% dién thoai

vién lga chon, mic do “thuong xuyén” co 28,4%, “thinh thoang” c6 38,4%,
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28,8% lua chon “hiém khi”, 2% lya chon “chwa bao gid”. S liéu nay cho thay
sy giao tiép gitra lanh dao va dién thoai vién con han ché. Tir cude noi chuyén
than mat, chung toi thay ring lanh dao va dién thoai vién & day khi giao tiép voi
nhau chtl yéu 13 ban vé van dé cong viéc, 1 giai dap cac thic mac cua dién thoai
vién, hay phd bién cac thong tin méi, tap hudn vé k¥ ning, nghiép vu. Nhu viy,
lanh dao giao tiép véi dién thoai vién qua cong viéc thi khong thé hiéu hét duoc
tam tu, tinh cam, ¥ nghi va nhu cu cua dién thoai vién.

Trong mot tap thé moi ngudi déu hiéu nhau, théng cam, chia sé véi nhau vé
kho khin trong coéng viéc, trong cudc sdng thi dién thoai vién s& ¢ cam giac thoai
mai, yén tdm cong tac, say mé, phan du trong cong viéc, bau khong khi tdm 1y s&
dam am, hai hoa, nang suat chac chan sé dat két qua cao. Pé lam sang t6 hon van
dé giao tiép gitta 1anh dao Trung tdm va dién thoai vién chlng t6i dua ra déi
tuong lua chon cua dién thoai vién khi ho gap nhiing vuéong méc trong cudc séng
& cau hoi 1- phu luc I: “Khi c6 vudng méc trong cude séng, gia dinh, anh (chi)

thuong tim ai dé bay to nham thao g&?”. Két qua dugc hién thi dudi bang 3.6 sau

day:
Bing 3.6. Pdi twong dién thoai vién lwa chon chia sé khi
¢6 vuéng miac trong cudc song
Poi tuwong lua chon Cac phong lam vigc Téng sb
chia sé khi c6 vuong Phong Vip Phong 1 Phong 2
mac trong cudc song SL % SL % | SL % | SL %
Trwong | Hiém khi 14 28% 6 6% 25 | 25% | 45 18%
ca, giam -
sat Chua bao gio| 36 84% 94 | 94% | 75 | 75% | 205 | 82%
bTB 1,28 1,06 1,25 1.19
Thuong xuyén 4 8% 3 3% 5 5% 12 | 4,8%
HE tro T hz’fm thoang 14 28% 19 19% | 23 |23% | 56 | 22,4%
) Hiem khi 32 64% 56 | 56% | 64 | 64% | 152 | 60,8%
Chua bao gio 0 0% 22 | 22% 8 8% 30 12%
bTB 2.44 2.03 2.25 2.24
Nhiing Thuwong xuyén | 38 76% | 68 |68% | 64 |64% | 170 | 68%
nguoi Thinh thoang 14% 17 17% | 16 | 16% | 40 16%
ban than | iy ki 6% | 7 | 7% | 11 |11%| 21 | 8,4%
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Chua bao gio 2 4% 8 8% 9 9% | 19 7,6%
bTB 3.62 3.45 3.35 3.47
Thuong xuyén 4 8% 13 [ 13% | 15 [15% | 32 |12,8%

bK;;ﬁ:‘g Thinh thodng | 9| 18% | 18 | 18% | 10 |10%| 37 | 148%
oiai | Hiém khi 11 | 22% | 33 |33% | 35 |35% | 79 |31,6%
Chuwa bao gio'| 26 | 52% | 36 | 36% | 40 |40% | 102 | 40,8%

PTB 1.82 2.08 2 1.96

2.29 2.15 221 221

Qua bang 3.6 théy rﬁng, dién thoai vién lya chon doi tuong 1a Trudng ca,
giam sat dé bay to nhitng khiic mac ctia minh 14 rat it: khong c6 dién thoai vién
nao lya chon “thuong xuyén”, 18% chon “thinh thoang”, 82% chon “chua bao
gid”. Tim hiéu thém, dién thoai vién N.T.T.H (ma sb 316- Phong Vip) cho rang
“Truong ca, giam sat, hé tro déu cé Vi trl riéng cua minh dé quan sat, lam viéc,
minh ciing phdi ngéi tai ché dé tra loi khdch hang. O Trung tam thoi gian di
ddu, lam gi déu c6 quy dinh hét, khéng phdi nhw nhitng nguoi lam co quan hanh
chinh thich ngoi uéng nwéc ché réi néi chuyén phiém dé viéc hic khéc lam ciing
dwoc. Khi cong viéc c6 van dé can hé tro thi tim hé tro ciing da kho, néi gi dén
viée ¢é thoi gian dé néi chuyén riéng tir”. Nhu vay, 1anh dao va dién thoai vién
lGc ndo cling mang ning suy nghi vé van dé quy dinh, ché tai ctia Trung tam, cot
yéu lam sao dé cong viéc tién trién theo ding chi tiéu ma quén di thoi gian dé
giao tiép, chia sé nhimng tdm tu, nguyén vong, dé con nguoi gan gii, hiéu va
thong cam va6i1 nhau hon.

Két qua dién thoai vién lya chon ddi twong truéng nhom dé chia sé ciing
chua cao: “thuong xuyén” chiém 4,8%, “thinh thoang” chiém 22,4%. Ty 1€ chon
truéng nhém dé chia sé thong tin riéng tu cho thiy gitrta truéng nhom va dién
thoai vién c6 su gan giii hon so véi mbi quan hé giao tiép giira truong ca, giam
sat va dién thoai vién.

Nhu vay, viéc thong tin 2 chiéu tir 1anh dao va dién thoai vién va nguoc lai
chi mang tinh chinh thirc, chua c6 su chia sé vé tam tu, nguyén vong, chua tao
dugc sy gan giii, than mat nham hiéu hon vé nhau. Yéu t6 ndy anh hudng tiéu

cuc td1 moi quan hé gitra Ianh dao va dién thoai vién.
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3.1.1.2. Mike @9 thoa man cia dién thoai vién déi véi quan hé theo chiéu
“dgc”
Pé khing dinh diéu nay, ching t6i dua ra cau hoi s6 2b- phu luc I: “Anh
(chi) vui 1ong cho biét muc @6 hai long ddi véi ting hinh thac ra quyét dinh caa

lanh dao?”. Két qua thu duoc ¢ bang 3.1b sau:
Bang 3.1b. Mirc dd hai 10ng cia dién thoai vién vé phong cach Linh dao

Cac phong lam viéc
Tong so

Mire df Phong Vip | Phong 1 Phong 2

SL % | SL % | SL % | SL %

Hai long 37 | 74% | 64 |64% | 70 [70% | 171 | 68,4 %

13 |26% | 27 | 271% | 25 |25% | 65 26 %

Binh thuong

0 0% 9 9% 5 5% 14 5,6%

Khdng hai long

—68.4%

@ Hai long: 68.4%

Ml Binh thwong: 26%

[JKhéng hai long: 5.4%

Biéu dd 1. Mirc d$ danh gia vé phong cach linh dao
cua dién thoai vién Trung tam
S6 liéu trén cho ta ta thﬁy murc do “hai long” dugc dién thoai vién lya chon
nhiéu nhat (68,4%), dting thtr hai 1a phuong an lya chon mic d6 “binh thuong”
(26%), dimg cudi cung 1a phuong an “khéng hai long” (5,6%). Nhu viy, co ban

dién thoai vién Trung tdm hai long véi phong cach lanh dao dan chu va doc doan
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cta lanh dao Trung tim. DAy 14 diéu kién thudn loi cho su phat trién cta bau
khéng khi tam 1y tap thé trong Trung tAm.

Mirc d6 hai 1ong hay khéng hai 1ong cua dién thoai vién dbi véi trudng ca,
giam
sat, truong nhom la sy thé hién cao nhéit ciia mot mdi quan hé tbt hay XAu.
Chuing t6i dua ra cdu hoi 7- phu luc I: “Anh (chi) cho biét muc do hai long cta
anh (chi) d6i véi...”. Qua két qua ¢ cau 7- phu lyc IV cho thiy c6 77,2% dién
thoai vién cho rang hai 1ong voi “trudng ca”, 71,2% hai 1ong voi “giam sat”,
90,8% hai 1ong v6i “truéng nhom”. Qua sé lidu thay rang dién thoai vién hai
long véi 1anh dao, 1a diéu kién tt cho su phat trién cia mot bau khong khi tam
1y thuéan lo1.

Tong hop vé sw théa min cia dién thoai vién ddi véi quan hé theo
chiéu “doc”

Trén co s khao sat sy thoa min cua dién thoai vién vé phong céch lanh
dao cua lanh dao; phém chit nhan céch, uy tin cua nguoi 1anh dao, quan h¢ giao
tiép giita 1anh dao va dién thoai vién, chung t6i danh gia bang két qua sau:

Bing 3.7. Panh gia s thoa man cia dién thoai vién déi véi quan hé “doc”

STT Noi dung Mirc d6 Két ludn

Su thoa man cia dién thoai vién ddi v6i phong o
1 o o + Thuan lgi
cach lanh dao cua lanh dao

Su théa man cua dién thoai vién doi voi cac A )
2 . o . o + Thuan lgi
pham chat tam 1y nhan cach cta nguoi lanh dao

Sy thoa man cua dién thoai vién vé quan hé giao . N
3 N - Khoéng thuén loi
tiép vai lanh dao

Téng hop + Thuén lgi

Tur bang két qua trén ta thay, bau khong khi tam 1y thé hién théa méin cua
ngudi lao dong d6i v6i ngudi lanh dao 1a thuén loi.

Phong cach lanh dao duoc coi 1 mdt trong nhitng nhan t6 quan trong trong
quan 1y, n6 khong chi thé hién vé mat khoa hoc va to chire 1anh dao, quan 1y ma
con thé hién tai ning, chi hudng, nghé thuat diéu khién, tac dong vao nhan vién

cua nguoi lanh dao. Phong cach lanh dao cling chinh 1a cach thuc 1am vi¢e cua
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nha lanh dao. Nhu vay, phong cach lanh dao vira dan chu, vira doc doan ap dung
vao timg dbi tugng, timg thoi diém 13 hop 1y nhung chinh vi lanh dao c6 phong
cach doc doan cling tao ra mot khoang cach xa gitra di€n thoai vién va lanh dao;
tuy nhién sy chip nhan phong cach 4y va hai 10ng ctia dién thoai vién dbi voi
lanh dao 1a mot yéu t6 quan trong dé xay dung mot bau khong khi tim 1y thuan
loi, lanh manh tai Trung tim CSKH Viettel tai Ha Noi.

3.1.2. BAU KHONG KHi TAM LY THE HIEN QUA SU THOA MAN CUA
PIEN THOAI VIEN VOI PIEN THOAI VIEN TRUNG TAM CSKH VIETTEL TAl
HANOI (QUAN HE THEO CHIEU “NGANG”)

Con ngudi trong qua trinh phét trién nhan cach cua minh ludn 1a mot thuc
thé doc lap, khong gidng ai, khdng lap lai ai, nhung dong thoi con nguoi do
cling luon 13 mot thanh vién caa mot nhdm xa hoi nhat dinh, c6 nghia luén c6
trong minh mot diém gi d6 chung véi mot nhém ngudi nhat dinh. Trong Trung
tam CSKH Viettel, & 1am sang t6 mdi quan hé giira dién thoai vién voi dién
thoai vién, chung téi tap trung vao cac loai quan hé sau day:

+ Giao tiép gitra dién thoai vién va dién thoai vién Trung tam CSKH Viettel
tai Ha Noi

+ Quan hé cua cac dién thoai vién trong tap thé Trung tam CSKH Viettel tai
Ha Noi

+ Mau thuan giira cac dién thoai vién trong tap thé Trung tim CSKH Viettel
tai Ha Noi.

3.1.2.1. Tinh chat quan hé theo chiéu “ngang” ciia dién thoai vién
Trung tam CSKH Viettel tai Ha Noi

a) Giao tiép trong Trung tam CSKH Viettel tai Ha Néi

Giao tiép giita dién thoai vién va dién thoai vién 12 méi quan hé giao tiép
gitta nhitng ngudi dong nghiép ngang hang vé vi tri, dia vi cong tac. Bé nghién
ctru vé ddi trgng, muace d6 giao tiép, noi dung giao tiép gitta cac nhan vién nay 1a
gl, chung t6i dua ra cau hoi va da thu thap duoc céac y kién. Voi dbi tugng giao

tiép, nhin bang xir Iy & cau 11- phu luc IV, ¢6 71,2% dién thoai vién cho rang
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“rat thuong xuyén” giao tiép véi hau hét nhig nguoi trong Trung tam, 13,6%
cho rang “thuong xuyén”, 12% cho rang “thinh thoang”, “hiém khi” chiém
1,6%, “chua bao gid” chiém 1,6%. Két qua cho thay rang, cac dién thoai vién
khong chi bd hep giao tiép & trong nhém, phong 1am viéc ma giao tiép véi hau
hét nhitng nhan vién khac trong Trung tdm. Nghién ctu mtc do giao tiép véi
nhitng nguoi ban than cho thiy 27,6% dién thoai vién lwa chon “rat thuong
xuyén”, 44,8% chon “thuong xuyén”, 26,8% chon “thinh thoang”, 8% chon
“hiém khi”, khong c6 dién thoai vién lua chon chua bao gio chi giao tiép voi
mot s6 ngudi ban than.

Nhu vay, ta cO thé thay rang, ddi twong giao tiép cia dién thoai vién voi
dién thoai vién rat rong va véi mace do thuong xuyén cao. Pay 1a diéu kién thuan
loi cho sy hiéu biét 13n nhau gitra dién thoai vién véi dién thoai vién, tao ra su
dong cam, hoa hop, tac dong I1an nhau. Chi c6 hiéu biét 13n nhau mdi quan hé
gitra dién thoai vién va dién thoai vién méi cé thé dat dugc & mirc d6 sdu sic,
bén viing.

Tim hiéu noi dung giao tiép giira cac dién thoai vién Trung tam CSKH, ta
c6 két qua thé hién & bang 3.8 sau:

Béang 3.8. C4c chi dé giao tiép cia dién thoai vién Trung tam CSKH Viettel

Cac phong lam viéc Thne & ,
X A Ze R : R R ong so Xe
Van de trao doi Phong Vip | Phong 1 Phong 2 g DPTB ha nlzg
SL | % | SL| % |SL| % | SL| % )
CONg VI€c CUA | Thuomguyén | 34 | 68% | 64 | 64% | 72 | 72% | 170 | 68%
Trung tam, vé
nghiép vy, ndivy, 268 | 1
cla dién thoai | Thinhthodng | 16 | 32% | 36 | 36% | 28 | 28% | 80 | 32%
Vién
Tam tu, tinh cam va Thuong xuyén | 8 16% 21 21% 11 11% 40 16%
van dé riéng tw cua | Thinh thoing | 34 | 68% | 67 | 67% | 78 | 78% | 179 | 716% | 203 | 5
doisongednhan | oy pogio | 8 | 16% | 12 | 12% | 11 | 11% | 31 | 124%
Ve linh dao (truong| Thwongxuén| 5 | 10% | 27 | 27% | 15 | 15% | 47 | 188%
ca, gidm sat) vahd | Thinhthoing | 45 | 90% | 58 | 58% | 83 | 83% | 186 | 744% | 212 | 3
o Chuabaogio | 0 | 0% | 15 | 15% | 2 | 2% | 17 | 68%
Nhitng van dé lién | Thuongxuyén| 32 | 64% | 57 | 57% | 75 | 75% | 164 | 656%| 2,6 2
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quan dén cudc goi
cua khach hang va
khach hang

Thinh thodng

18

36%

43

43%

25

25%

80

34,4%

Luong va thudng | Thinh thoang | 31 | 62% | 58 | 58% | 58 | 58% | 118 | 588% | 21

Thuong xuyén | 19 38% | 35 | 3B% | 39 | 39% | 93 | 37,2%

Chua bao gio| 0 0% 7 7% 3 3% 10 4%

Qua bang sb liéu 3.8 cho thay dién thoai vién lya chon trao ddi chu dé
“Cong viéc cua Trung tdm, vé nghiép vu, ndi vu caa dién thoai vién” nhiéu nhat
(DTB: 2,68), dung tha hai a chu dé “Nhitng van dé lién quan dén cudc goi cua
khach hang va khach hang” (BTB: 2,6), thir ba 1a “V¢é lanh dao (trudng ca, giam
sat) va hd tro” (BTB: 2,12), thir tu 1a “Luong va thuéng ” (BTB: 2,1), cudi ciing
1a “Tam tu, tinh cam va van dé riéng tu ciia doi song ca nhan” (PTB: 2,03).

Nhu vay, cha dé dién thoai vién quan tdm nhat 1a chu dé lién quan dén cong
viéc, cudi cing 1a cac van dé lién quan dén tinh cam, van dé riéng tu vé doi séng
ca nhan. Pay khong phai dién thoai vién doi xir chi mang tinh chat xa giao,
khong than thiét, tinh cam véi nhau, khong quan tim dén nhau ma day diéu do
chitng minh rang tap thé dién thoai vién 1a mot tap thé dat loi ich cho sy phat
trién cua Trung tam, dat loi ich cua khach hang sir dung dich vu 1én hang dau,
gan bo lgi ich ca nhan va loi ich tap thé, dng thoi qua su trao doi ay s& tao cho
cac dién thoai vién sy manh dan tim toi, tranh luat s6i ndi; 1a diéu kién thuan loi
cho su phét trién bau khdng khi tam 1y tap thé lanh manh.

b) Quan h¢ giita cdc dién thoai vién trong cong viéc

Quan hé gitra dién thoai vién va di¢n thoai vién thé hién qua su grfm bo,
tuong tro, ung ho nhau, déng cam, chia sé véi nhau vé cudc séng riéng tu va thé
hién & thai do sin sang giup d& nhau khi ¢ khé khin trong cong viéc. Chung toi
dua ra cau hoi 15- phu luc I: “Khi gap tinh huéng khé trong cong viéc chua giai

quyét dugc ngay, anh(chi) thuong nho ai hd tro”. Két qua thé hién & bang 3.9.
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Bing 3.9. Mic dé hd tre, gitp dé tir dong nghiép

Cac phong lam viéc . ]
Mirc do nho dong . . Rk . Tong so
- Phong Vip Phong 1 Phong 2
nghi¢p
SL % | SL % | SL % | SL %
Rdt thiromg xuyén 20 | 40% | 41 | 41% | 40 | 40% | 101 | 40,4%
Thirong xuyén 28 56% 56 56,0%| 56 | 56,0% | 140 56%
Thinh thodng 2 4% 3 3% 4 4% 9 3,6%
bTB 4.36 438 4.36 4.366

T bang 3.9 ta thay co 40,4% dién thoai vién chon mac do “rat thuong
xuyén”, 56% chon “thudong xuyén”, 3,6% chon “thinh thoang”, khong cé dién
thoai vién chon “hiém khi”, “chua bao gio™. Tir d6 ciing co thé thay tap thé dién
thoai vién 1a mot tap thé ma cac ca nhan ludn giup d& nhau, cling nhau san sé
cdng viéc, coi cdng viéc dong nghiép nhu chinh cong viéc ciia minh, nhu chinh
nhiém vy ma minh phai thyc hién. D6 ciing 14 thé hién cua cach 1am cua mot
nguoi linh, truyén théng tuwong than twong &i, ludén mot long vi mot tap thé
chung, cong viéc chung, khdng quan ngai kho khan, vuot moi gian khé. Pay la
mot biéu hién c6 tinh tich cuc, thuan loi cho cong tc cham soc khach hang cua
tirng phong, cua Trung tam.

Qua bang xir ly cau hoi s6 1- phu luc TV ciing thay rang d6i tuong chia sé
dau tién ma dién thoai vién nghi dén khi c6 nhitng khiic mac trong cudc séng
chinh 1a nhitng nguoi ban than (68%). Két qua nay phd hop véi két qua xir Iy cau
10.2- phu lyc IV khi hoi dién thoai vién vé “quan hé gitra minh va dong nghiép
nhiét tinh hd trg chia s¢ cuing nhau khi gip tinh hudng kho khan”. Tur d6 c6 thé
thdy rang giita cac dién thoai vién trong phong cia minh c6 su than mat, gan bo,
tin tudng, gitp d& 1an nhau khdng chi trong céng viéc ma con trong ca cudc song
doi thudong. Do 1a thé hién cia “tinh dong chi”, ludn quan tam, hét long vi dong
nghiép.

Nhin chung, qua sé liéu ta thay rang, da sb dién thoai vién da coi minh 1a
mét thanh vién trong tap thé (92,4% - cau 13, phu luc V), 1a thanh vién trong

ngbi nha chung Viettel. Trong cong viéc, cac dién thoai vién thuong xuyén duoc
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su trg gilp cua cac dong nghiép, hoi ¥ kién cua dong nghiép khi gap khé khan.
NG thé hién su nhiét tinh, sin sang giup d& 1an nhau trong nhitng tinh huéng khé
khin, 13 tinh than tap thé twong tro 1an nhau, “ké vai, sat canh” cling nhau gan bo
xay dung mai nha chung Viettel.

c) Su doan két cia cac dién thoai vién

Su doan két gitra cac dién thoai vién vdi nhau thé hién qua vi¢c trong tap thé
c6 nay sinh mau thuan, xung dot hay khong. Nghién ctru su mau thuan, xung dot
gitra cac dién thoai vién ching t61 dua ra cau héi 4- phu luc |: “Xin anh (chi) vui
10ng cho biét hién nay trung tdm ta c6 mau thudn trong cac mdi quan hé sau day
khong”. Két qua xtr 1y thé hién ¢ bang 3.10

Bang 3.10. Mirc dd mau thuin giira dién thoai vién va dién thoai vién

Céac phong lam viéc

Mirc do R ) R R Téng s0
mAu thuin Phong Vip Phong 1 Phong 2
SL % SL % SL % SL %
Thinh thoang 6 12% 18 18 % 25 25 % 49 19,6 %
Hiém khi 17 | 34% | 25 | 25% | 27 | 27% | 69 |27,6%
Chua bao gio 27 54 % 57 57 % 48 48 % 132 52,8 %

Bang trén cho thay c6 19,6% dién thoai vién cho rang “thinh thoang” c6
xay ra mau thuan, 27,6% cho rang “hiém khi”, 52,8% cho rang “chua bao gid”.
MJi c& nhan c6 nhitng dac diém riéng biét, co ca tinh riéng va khi lam viéc la
con ngudi phai 6 su uu tién cho cong viéc nén s€ khong tranh khoi nhitng va
cham. D6 s& 1a co so dé tir nhitng mau thuan nho sé& tré thanh nghiém trong néu
ca 2 bén déu cb chap. Néu khong kiém ché duoc sy gian giir dé lang nghe nhau
thi van dé s& khong duoc giai quyét va mang tinh niang né hon, su phdi hop tat
nhién s& khong con va long tin bi lung lay. Trudc hét 1a nhém s& ¢6 sy ran nit va
anh huong toi su doan két cua Trung tdm. Tuy nhién ta c6 thé thiy rang ty 18 c6
mau thuan & Trung tim & mutc d6 ¢6 thé chap nhan duoc 1a 19,6%. Phong van
sau cac dién thoai vién xem da tung xay ra mau thuan dan toi x6 xat, cii co,

danh nhau nao chwa nhung khong c6, boi rang & Trung tdm chu yéu 1a céc chi
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em phu nit, khong cé cac truong hop gay han nhu vay. Mau thuin ¢ day thuong
la do cac ly do sau:

+ Dién thoai vién than thiét véi lanh dao dugc sy quan tAm, vu 4i cta lanh
dao hon tao ra sy khdng cdng bang cho cac dién thoai vién khac.

+ C& nhiéu dién thoai vién chi y nhiéu dén an mic, di 1am nhu di dién thoi
trang, loé loet qua mac tao ra sy khéng thién cam ddi voi nhimg dién thoai vién
khac.

+ Do tinh tinh céc c4 nhan 1a khac nhau, c6 dién thoai vién séng 6n hoa,
khép kin nhung ciing c6 nhitng dién thoai vién séng bd ba, dua cot, ndi thang,
noi that nén co hién tuong twong Xi xao ban tan, ndi mat 1dng nhau.

+ Do hoan canh séng, diéu kién song, trinh d6 hoc van cua céac dién thoai
vién khac nhau nén nguoi thi thiéu thén vé kinh té, nguoi thiéu thon vé tinh
than...nén cling khong tranh khoi mau thuan néu khong ddi xir khéo 1éo Vi
nhau.

+ Mau thuan vé chuyén mén. D6 1a nhiing y kién khac nhau vé céch giai
quyét tinh hudng cua khach hang, hoic ¢ nhitng théng tin vé dich vu trai chiéu
nhau ciing c6 thé gay 1én tranh luan.

Nhin mét cach tong thé ching toi thay rang, mic do mau thuin giita cac
dién thoai vién véi nhau & mac do thap cd thé chap nhan duge. Tém lai, nhitng
mau thuan cua gitra dién thoai vién va dién thoai vién chi dung lai & muc do tu
giai quyét vaoi nhau, chua dén mac gay gat. Pay 1a mot diéu cd loi, boi qua do
cac dién thoai vién cd thé tich luy thém duogc kién thirc nghiém vy va quan trong
hon ca 14 tir nhiing tranh luan 4y, dién thoai vién s& hiéu nhau hon, 1a diéu kién
tao sy doan két, gan két giira cac dién thoai vién voi nhau hon.

3.1.2.2. Sw thoa man quan hé theo chiéu “ngang” caia dién thoai vién

Tim hiéu trang thai thoa min cua cac dién thoai vién trong tap thé, ching
t6i dua ra cau hoi 9- Phu luc 1:“Khi lam viéc va sinh hoat cung ddng nghiép cua

nhém minh anh (chi) cam thay thé nao”, két qua duoc xt Iy theo bang 3.11.
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Bang 3.11. Tam trang caa dién thoai vién khi lam viéc va sinh hoat

ciing dong nghiép cia nhom minh

Cac phong lam viéc 2 &
. - - - - Tong so
Tam trang Phong Vip Phong 1 Phong 2
SL % SL % SL % SL %

VUi vé, thoai mai 42 84,0% 27 27,0% 33 |33,0% 102 40,8%
Binh thuong 8 16,0% 58 58,0% 46 46,0% 112 44 8%
Khong thoai mai,
wnong thoal mat 0 | 00% | 15 | 150%| 21 |210%| 36 | 144%
uc che

Cac y kién cha quan cua dién thoai vién cho thay rang tdm trang “binh
thuong”, khong vui, khong budn chiém ty 1¢ cao nhat 1a 44,8%, tiép theo l1a tam
trang “vui vé, thoai mai” chiém 40,8%, “khong thoai mai, ac ché” 1a 14,4%.
Diéu nay chang té mot bau khdng khi tm 1y ¢4 it tdm trang tiéu cuc. Qua quan
sét, trd chuyén véi cac dién thoai vién cho thay ¢ phong khong ton tai nhiing
nhém khéng chinh thuc tiéu cuc kéo be, kéo canh chong d6i 1an nhau hoic
chéng d6i lanh dao, tap thé. Cac dién thoai vién két than voi nhau qua chinh thoi
gian lam viéc cung nhau, trén co s& nhitng s¢ thich c& nhén, tinh tinh hop nhau,
hoic cung tién hanh coéng viéc, cling tham quan da ngoai (két qua xir ly cau 14-
phu luc 1V).

Phan trim danh gia thap vé tam trang “khong thoai mai, uc ché” & bang
3.11 phu hop véi két qua danh gia (cau 10.1- phu luc 1V) cua dién thoai vién khi
cho rang “quan hé gita minh va dong nghiép thay than tinh, coi mo”. Nhu vay
tap thé can phat huy dé bau khéng khi tam ly ngay cang thuan loi hon ma & do
cac dién thoai vién ludn thé hién su céi mé, vui vé, nhiét tinh giup do nhau trong
cong Viéc ciing nhu nhiing khé khan trong cudc song.

Tong hop sw théa mén cia dién thoai vién ddi véi quan hé “ngang”:

Trén co so khao sat cac khia canh biéu hién ctia bau khong khi tim 1y trong
mbi quan h¢ gitra di¢n thoai vién va dién thoai vién, ching t61 thu dugc bang

sau.
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Bing 3.12. Sw théa man cia dién thoai vién vé méi quan hé véi dién thoai vién.

STT Noi dung Mirc d9| Keét luan
1 Muc .CE@ thoé.m.'ZlAn giao tiép cua dién thoai vién + Thusn loi
vO1 dién thoai vién
2 |Su gén bo cua dién thoai vién va dién thoai vién + Thuan 101
3 | Poan két gitra di€n thoai vién va dién thoai vién + Thuan 101
Téng hop + Thuin lgi

Qua bang danh gia trén ta thiy, bau khong khi tim 1y biéu hién qua su théa mén
cua di¢n thoai vién vdi dién thoai vién la thuan 1g1. Dién thoai vién trong cong ty da tich
cuc, luén quan tim gitip d& nhitng dong nghiép, chia sé véi ho nhimg luc kho khian,
doan két, gan bt va tro thanh nguoi ban dang tin cay khi dong nghiép can chia sé.

3.1.3. BAU KHONG KHI TAM LY THE HIEN QUA SU THOA MAN CUA
PIEN THOAI VIEN TRUNG TAM CSKH VIETTEL TAl HA NOI VOI CONG
VIEC

3.1.3.1. Tinh chat quan hé cia dién thoai vién Trung tam CSKH
Viettel tai Ha Noi véi cong viéc

a) Sw gdn b6 cua dién thoai Vien véi cong viée

Pé danh gia dugc bau khong khi tam 1y mot tap thé lao dong thi viéc danh
gia mdi quan hé gitra dién thoai vién va cong viéc 1a rat quan trong. Trudc hét,
ching t61 tim hiéu thai do cua dién thoai vién ddi véi cong vi¢c qua cau hoi 20:
“Khi duogc ldnh dao phan céng cong viée (diéu dong truec ting cueong trong ngay
nghi, diéu dong ting cwong sang phong khdc, diéu déng truc nhdt, chuyén
mday...), anh (chi) thuong:”. Két qua thu thap duoc ¢ bang 3.13 sau:

Bang 3.13. Sw chap hanh phan cong lao déng

Khi dugc linh dao Cac phong lam viéc Téne s&
phan céng cong Phong Vip Phong 1 Phong 2 5
vige SL % SL % SL % SL %

Vui vé lam theo 14 | 28% | 42 | 42% | 49 | 49% | 105 | 42%
Muén héi rd trude
khi thue hién
Giao viéc thi lam 4 | 8% | 18 | 18% | 14 | 14% | 36 |144%
Nhan mién cudng 2 | 4% | 7 7% 6 6% | 15 | 6%

30 | 60% | 33 | 33% | 31 | 31% | 94 | 37,6%
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Qua bang s6 liéu 3.13 cho théy 42% dién thoai vién chon “vui vé lam
theo”, 37,6% “mudn hoi rd trude khi thue hién”, 14,4% cho réng “giao viéc thi
1am” va 6% “nhan mién cudng”. Két qua da khang dinh nhiing dién thoai vién
vui vé 1am theo khi duoc ldnh dao sip xép cong viée, diéu dong ting cuong
trong ngay nghi, diéu dong ting cudng sang phong khac, diéu dong truc nhat,
chuyén méy...thé hién mot thai do 1am viéc tich cuc, sin sang nhan nhiém vu khi
dugc giao, c6 tinh than trach nhiém trude tap thé, su hop tac cung nhau tién
hanh coéng viéc chung, chdp hanh quy dinh cta Trung tim. Dbi voi nhimg dién
thoai vién muén hoéi 1d trudc khi thuc hién xay ra ¢ nhiing dién thoai vién chua
hiéu rd vé tinh chét cong viéc dugc phan cong, 14 nhitng nhan vién méi con
nhiéu b& ngd mudn hoi rd trude khi thuc hién nhiém vu dé c6 thé hoan thanh tét
nhiém vu dugc giao; dién thoai vién cho rﬁng lanh dao giao viéc thi [am va nhan
mién cudng, ching to6i nhan xét day 1a nhitng dién thoai vién thd o véi cong viée
chung, thd o véi nhitng chuyén bién cua tip thé, chua co tinh chat xdy dung tap
thé. Nhu vay, dién thoai vién da c6 su hop tac khi dugc phan cong diéu dong, co
trach nhiém trong viéc thuc hién céng viéc.

Tim hiéu danh gia cua dién thoai vién vé mirc d6 hop 1y cta lich ca, chung
t6i dua ra cdu hoi 16- phu luc 1:“Theo anh (chi) viéc sip xép lich ca nhu hién
nay c6 hop 1y khong?”. Két qua xtr Iy cau 16- phu luc IV cho thiy c6 86% dién
thoai vién cho 1a “hop 1y, 14% cho rang “chua hop 1y”. Vi tinh chét cong viéc
giai dap khach hang 24/24h, dién thoai vién phai 1am viéc theo ca dé kip thoi
phuc vu cac nhu cau duoc hd tro vao bat ky thoi gian nao. Dién thoai vién lam
viéc theo 3 ca: ca sang, ca chiéu va ca dém. Trudc khi dién thoai vién vao lam
viéc ¢ Trung tdm d3 xac dinh tu tudong ddy 1a dic thu cia cong viéc. Dé hiéu rd
hon nhiing ¥ kién cia dién thoai vién cho rang lich ca chua hop 1y, chung toi
tién hanh phong van siu chi N.T.T (ma sé 1048) cho rang: “22h30° la gio hét ca
2 (ca chiéu) ciing la gio bdt dau cia ca 3(ca dém), di toi nhir vdy véi nguwoi binh
thwong di lai dd c¢é nhiéu rii ro, thi véi nNQueoi dang mang bau lai la mét diéu

cang khé khén, khéng thé lic ndo chong ciing dén don dwoc. Khé nhat la lam ca
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dém, 4 ca dém/thang, c6 dot diéu déng thi 5 ca dém/thang, néi chung véi chi em
mang bau thi xdc dinh la vat va”. Gap g cac lanh dao Trung tdm, chdng toi
duoc biét Trung tam cling da co nhiéu sy thay doi vé cach thire 1am viée, chi
H.T.N (ma sb 93) 1y giai: “Thoi gian trueée, Trung tam da thay doi lich ca c6 2
ngay/tuan lam gic hanh chinh, nhung ndy sinh viéc quan 1y dién thoai vién rat
khé khén, hiéu qua cong viéc ciing giam di rdt nhiéu béi sé khéng dam bao dwoc
luew lwong cude goi goi vao cdc thoi diém ngodi gio hanh chinh, ma day lai la
thoi diém chit yéu khdch hang goi vao tong dai. Trung tam hién nay c6 dai da s6
1 dién thoai vién nit, s6 lwong dang mang bau nhieu. Chinh vi vay, cdc dién
thoai vién déu phdi tudn thu theo lich ca nhw hién nay”.

Nhu vay, dién thoai vién khi lam ¢ Trung tdm da xac dinh hai long véi lich
ca, tuy nhién mot s6 dién thoai vién mang bau mudn duoc tao diéu kién dé thuan
loi hon trong viéc di lai. Lanh dao cling nén ¢c6 sy xem xét cac diéu kién dé dién
thoai vién c6 thé yén tdm, thoai mai lam viéc.

Pé tim hiéu vé& mirc do gén b6 cua di¢n thoai vién vdi cong viée cia minh
dang 1am chiing t6i dua ra cau hoi 17- phu luc I: “Xin anh (chi) cho biét mirc do
gin bo ctia minh vé cong viéc hién nay”, két qua nhu sau:

Bang 3.14. Mikc d gian bd caa dién thoai vién véi Trung tam CSKH

Cac phong lam viéc

Mikc gin bo ciia dién thoai vién Phong Vip | Phong 1 Phong 2 Tong so Xép
v6i Trung tam hang
SL % | SL % | SL % SL %
Rat thuong xuyén | 3 | 6% | 12 | 12% | 13 | 13% | 28 | 11,2%
Khidén Trung |-, 0 ven | 16 | 320 | 18 | 18% | 20 | 20% | 54 | 21,6%
tam co cam ’ , . ; ; or | 255
gic nhu & nha Thinh thodng 19 | 38% | 45 | 45%| 42 | 42% | 106 | 42,4%]| 4 .
minh Hiém khi 4 | 8% |11 [11% | 10 | 10% | 25 | 10,0%
Chuea bao gio 8 |16% | 14 | 14% | 15 | 15% | 37 | 14,8%
Muén tiép tuc Rt thuong xuyén | 18 | 36% | 41 | 41% | 43 | 43% | 102 | 40,8%
lam viéc nhung | Thuong xuyén 11 {22% | 13 | 13% | 7 | 7% | 31 | 12,4%|3,68 | 1
duoc chuyén | 70 oang | 17 | 34% | 26 | 26% | 30 | 30% | 73 | 29,2%
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sang ban Khac | giém kni 2 | 4% | 13 | 13% | 10 [ 10% | 25 | 10%
hoac cho co hoi
dé dugc tuyén
1a cong tac Vien,| chug bao gio 2 | 4% | 7 | 7% | 10 | 10% | 19 | 7.,6%
nhan vién chinh
thirc
Rat thong xuyén | 11 | 22% | 12 |12% | 14 | 14% | 37 | 14,8%
Lam tam thoi | Thuong xuyén 8 |16% | 6 [ 6% | 0 | 0% | 14 | 56%
khi nao ¢6 Vi€c | ink thodng 11 | 22% | 29 | 29% | 36 | 36% | 76 | 30,4% 3,04
khac thi bo Hiém khi 5 |10% | 21 | 21% | 21 | 21% | 47 | 18,8%
Chuea bao gio 15 {30% | 32 | 32% | 29 | 29% | 76 | 30,4%

45 42.4 40.8

40

35

30 ORat thwomg xuyén

25 21.6 B Thwong xuyén

20 OThinh thoang

15 O Hién Khi

10 ] B Chwa bao gio

0 -
1 2 3

Biéu dd 2. Mitc dd gin bo cia dién thoai vién véi Trung tam:

1. Khi dén Trung tdm c6 cam giac nhu & nha minh

2. Mubén tiép tuc 1am viéc nhung dugc chuyén sang ban khac hodc chd co
hoi dé duoc tuyén lam cong tac vién, nhan vién chinh thirc

3. Lam tam tho1 khi nao ¢6 viéc khac thi bé

Qua bang 3.14, ta thdy y kién “mudn tiép tuc lam viéc nhung dwoc chuyén
sang ban khac hodc cho co hoi dé duwoc tuyén lam cong tdc vién, nhdn vién
chinh thirc ciia Trung tdm” chiém ty 1& cao nhat (PTB”: 3,68), thr hai 1a “Lam
tam thoi khi ndo c6 viéc khac thi bo” (BTB”: 3,04), tht ba 1a “Khi dén Trung
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tdm c6 cam giac nhu & nha minh” (BTB™: 2,55). Nhu vay s luong dién thoai
vién c6 mong mudn duoc luan chuyén sang cac ban khac va dugc tuyén 1a cong
tac vién hodc nhan vién chinh thirc ctia Viettel 1a mot con sé dang chii y cho
lanh dao. Tim hiéu vé van dé ndy, ching t6i thdy duoc rang dién thoai vién thich
chuyén sang phong Vip hodc cac phong khac thudng c6 it cude goi hon; dién
thoai vién cling mudn c6 mdt sy On dinh vé nhan sy, mudn duoc 1a cdng tac vién
hozc nhan vién chinh thirc dudi su quan 1y truc tiép, tra luong tir Trung tim chir
khéng phai tir cong ty d6i tac Tim hiéu thyc té cho thiy trong cac dot tuyén nhin
su chinh thic cho cong ty Viettel, Trung tim CSKH thi déu c6 tiéu chuan lay tir
cac dién thoai vién dang 1am viéc tai Trung tdm duoc tir 1 nim trd 1én, moi dot
tuyén tir 150- 250 nhan vién tuy theo nhu cdu hang nam, mdi nam 1 dot - 2 dot.
Céc lanh dao nhu trudng ca, giam sat va truong nhom déu 13 tir nhimg vi tri cua
dién thoai vién dugc tring tuyén. Pé c6 duoc su thay doi éy, dién thoai vién
phai ¢ su nd luc nang cao vé nghi¢p vu chuyén mon. Nhu vay, viéc di¢n thoai
vién van dam bao s luong cude goi hang ngay va hoan thanh nhiém vy, c6 trach
nhiém dbi véi chit luong cude goi cia minh va chd co hoi dé co dugc mét vi tri
lam 6n dinh tai Trung tam, thiét nghi, cling 1a mot diéu c6 loi cho Trung tam khi
giir lai dugc nhitng dién thoai vién c6 ning lyc, tim huyét véi cong viée.

Nhin vao bang s6 liéu ta ciing thdy c6 mot diéu ciing dang phai suy nghi
khi c6 ty 1€ 14,8% dién thoai vién thuong xuyén cé y dinh coi day 1a cong vigc
tam thoi khi nao ¢ viéc khac thi bo. Trén thyc té, theo sd luong bao cdo hang
thang ctia cong ty ddi tac, sd lugng dién thoai vién bo viéc trong thoi gian 6
thang dau chiém tir 15-25%. Nhu vay, nhan sy luon ludén c6 sy thay ddi ra, vao.
Tiép can voi dién thoai vién N.T.T.H (ma s6 1234- phong 1), chi cho rang“
cdng viéc tiép xdc vdi cac cude goi cuia khach hang co thai dé quat thao nhan
vién t6i khdng chiu dwroc, cdm giac ke ché. Hon nita &p luc vé thoi gian 1am ca,
vé so ligng cudce goi, chat ligng cugc goi, vé thai dé véi khach hang, thai do
VéGi ban bé, néi quy di dirng, tac phong, hop hanh, tdp hudn nhiéu, t6i muén

chuyén sang phong Vip Vi cude goi it, khéng més méi”. Nhu vay c6 thé thay dién
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thoai vién lam viéc trong moi trudng co nhiéu ap luc, can tinh kién tri, trach
nhiém. Déng thot viée bd viée s€ con tac dong dén tam 1y cua cac dién thoai
vién khéc, tao ra hi€u ung lay lan tdm ly, khong con tran trong cong viéc hién
tai, giam sy say meé, yéu nghé cua di¢n thoai vién khac, tham tri c6 sy hoang
mang, chan nan. Diéu ndy anh huodng tiéu cuc dén mdi quan hé gitta dién thoai
vién va cong viéc.

b) Su hai long cua dién thoai vién Trung tam CSKH Viettel tai Ha Noi voi
khdch hang, sé lwong va chdt lwong cudc goi

Sy hai long caa dién thoai vién dbi véi khach hang & day duoc hiéu 1a sy
hai long d6i véi thai do cua khach hang khi goi 1én tong dai, co tao cho dién
thoai vién cam giac duoc ton trong hay khong duoc tén trong. Két qua ¢ cau 7-
phu luc 1V cho thay 54,8% dién thoai vién cho rang “hai long”, 23,2% dién thoai
vién cho rang “binh thudng”, 22% cho rang “khéng hai long”. Tim hiéu thong
tin vé viéc khdng hai 16ng vai khach hang cho thay chia yéu do khach hang c6
trinh d6 nhan thirc khac nhau nén c6 nhiéu cach tng xt chua lich sy, c6 thai do
bat hop tac véi tong dai sé tao cho dién thoai vién sy tc ché, khoéng hai long.
Nhin mét c4ch tong thé, dién thoai vién kha hai 10ng véi thai do cua khach hang
khi goi toi tong dai.

Vé mie do hai long cua dién thoai vién ddi véi sb luong va chét lugng

cudc goi, chung t61 st dung cau hoéi 20- phu luc I: “Anh (chi) cho biét mic do
hai long doi véi sb lugng cudc goi va chét lugng cudc goi ma anh (chi) dat

dugc”, két qua xir Iy ¢ bang 3.15 sau:
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Bang 3.15. Mirc d$ hai long cia dién thoai vién ddi véi sé lweng,

chat lwgng cudc goi minh dat dwoc trong ngay

Cac phong lam viéc 2

Phong Vip | Phong 1 Phong 2

Murc do hai long cua dién
thoai vién

SL| % | SL| % |SL| % |sL| %

] Rathailong | 3 | 6% | 0 | 0% | O [ 0% | 3 | 12%
So lwgng A ; ; ; )
cude goi Hai long 39 | 78% | 83 |83% | 86 | 86% | 208 | 83,2%

Binh thwong | 8 |16% | 17 |17% | 14 | 14% | 39 |15,6%

, Hai long 35 | 70% | 58 |58% | 55 |55% | 148 | 59,2%

Chatlwong | o ) hwomg | 13 | 26% | 35 | 35% | 36 | 36% | 84 | 33.6%
cudc goi -

It hai long 2 | 4% | 7 | 7% | 9 | 9% | 18 | 7,2%

Bang két qua cho thay 1,2% dién thoai vién “rat hai long” véi sé luong
cudc goi, 83,2% cho rﬁng “hai long”, 15,6%, cho rﬁng “binh thuong”, khong co
dién thoai vién nao khong hai long voi s6 luong cudc goi ma minh da dat duoc.
Vé chét luong cude goi, cd 69,2% dién thoai vién cho rang “hai long”, 33,6%
cho rang “binh thuong”, 7,2% cho rang “it hai 10ng”. Theo két qua bao cao hang
ngay, hang tudn cta lanh dao giri dén cong ty di tac cho thdy hau hét cac dién
thoai vién déu dat mirc va vuot muc quy dinh vé $6 luong cudc goi va ca nhan
dién thoai vién ciing danh gia cao vé mirc do hai 16ng ddi véi sé lwong cude goi.
Két qua cling cho théy dién thoai vién chua thuc su hai long vé chét lugng cudc
goi. So sanh véi tu danh gia cua 1anh dao vé mirc d6 hai long ddi véi cude goi
cta dién thoai vién, & bang xur Iy cau 9- phu luc V, cho thiy c6 50% lanh dao lya
chon “rat hai long”, 40% lua chon “hai 1ong” vé chat lugng cudc goi cua dién
thoai vién. Nhu vy, c6 sy chénh 1éch nhau vé cach danh gi, dién thoai vién tur
danh gia vé chat luong cudc goi ctia minh thap hon so véi diém thuc ciia minh
dat duoc. O day lanh dao can c6 sy khuyén khich, dong vién dién thoai vién
nhiéu hon dé dién thoai vién tu tin trong cong tac giai dap. Phong van siu chi
N.T.T.H (mi sb 316- phong Vip) vé diéu ndy, chung t6i thdy rang sy danh gia

nay la danh gia cho toan bo cac cudc goi ma dién thoai vién da xur ly trong ngay
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trong d6 c6 nhiéu cudc dién thoai vién xtr 1y chua triét dé, chua thanh cong nén
c6 danh gia chua cao vé mirc do “hai 1ong”. Con gidm sat cham diém cudc goi
chi lra chon ngiu nhién 4-5 cudc trong ngdy dé chim diém, c6 hém khong chdm
cudc nao. Chinh vi vy nén cd su chénh 1éch trong cach tu danh gia cia dién
thoai vién va lanh dao. Nhin chung, dién thoai vién c6 su danh gia kha hai long
vé ca khach hang, ) luong va chét lugng cudc goi cua minh dat dugc trong
ngay.

C) Su hai long cia dién thoai vién Trung tam CSKH Viettel tai Ha Noi Ve tién
luong

Tur két qua bang 3.8 cho thay van dé thir 3 dién thoai vién thuong xuyén
trao d6i 1a chii dé “luong va thudng”. Trong nén Kinh té thi truong, véi quy luat
canh tranh, dé giai quyét van dé ton tai hay khdng ton tai, cac tap thé khéng chi
can quan tam dén cac yéu t6é cong nghé, von...ma con can chu y dén yéu té kich
thich lao dong. Tién luong va thuong 14 mét trong nhimg tiéu chi dé kich thich
lao dong, dong vai tro luc day tinh tich cuc hoat dong cia con ngudi nham lam
tang thém hiéu suat hoat déng cua ca nhan va tap thé. Qua bang s6 liéu 3.8 cho
thiy c6 37,2% dién thoai vién lya chon “thuong xuyén” trao ddi chi dé “luong
va thuong”, 58,8% lua chon “thinh thoang”, 4% lua chon “chua bao gio”. Vi
nhitng dién thoai vién c6 s thoi gian 1am viéc lau tai Trung tam nhu dién thoai
vién cua phong Vip va phong 2 c6 nhu cau chia sé thong tin vé van dé lién quan
dén tién luong va thuong nhiéu hon cac dién thoai vién mai vao lam viéc nhu &
phong 1. Biéu nay dé Iy giai, boi cac dién thoai vién & rat nhiéu céc tinh, thanh
trén khu vuc mién Béc, da s6 cac dién thoai vién con tré moi dang dan 6n dinh
cudc séng, nhiéu dién thoai vién thué nha & rat xa, diéu kién di lai khé khan, nhu
cau chi tiéu cho cudc sdng tai thanh phé nhiéu. Qua tim hiéu, cac dién thoai vién
thudc ba cong ty d6i tdc khac nhau, cd cac céach tinh tra luong khac nhau, co
cong ty tra luong co ban thip hon so vé&i hai cong ty con lai nhung lai c6 cach
tinh thuong va cdng 1am ngoai gid cao hon va nguoc lai. Do vay, luong cudi

cung khi cac dién thoai vién nhan duoc & ba cong ty déi tac 14 gan nhu tuong
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duong nhau, khong co su chénh léch nhiéu. Qua nhitng gi trinh bay, ching toi
mudn néi riang, Vi cac dién thoai vién ¢ nhiéu kinh nghiém va lam véi thoi
gian 1au nhu dién thoai vién phong Vip va phong 2 ¢6 nhu cau trao d6i thdng tin
vé van dé tién luong, va thudng thuong xuyén hon cac dién thoai vién phong 1.
Chung quy lai day 1a chu dé dugc dién thoai vién quan tm chi y ban bac.

Dé hiéu r6 hon vé sy hai long di voi tién lwong cua dién thoai vién, chung
t6i sir dung cau hoi s6 19- phu luc 1. “Anh (chi) c¢6 thay hai long v6i mirc luong
hién tai khong?”

Bang 3.17. Mirc dd hai long doi véi tién lwong

Su hai long voi Cac phong lam viéc Téng b
murc lwong Phong Vip Phong 1 Phong 2
hién tai SL % SL % | SL % | SL %
Hai long 11 | 22% | 4 4% | 17 | 17% | 32 |12,8%
Binh thuong 24 | 48% | 25 | 25% | 5 |50% | 54 |21,6%
it hai long 13 |26,0% 60 |60,0% 70 |70,0% 143 | 57,2%
Khéng hai long 2 40%| 11 [11,0% 8 8,0%| 21 | 8.4%

W 8.4% M 12.8%
o | = 21.6%
I Hai long
M Binh thwong
57.29% It hai long
B Khong hai long

Biéu d6 3. Mirc d hai long ddi véi tién lwong cia dién thoai vién

Qua bang 3.15 cho thdy, dting thtr nhat 1a sé lugng dién thoai vién lya
chon “it hai long” (57,2%), ding thu hai 1a lya chon “binh thuong” (21,6%),
ding thir ba 1a lua chon “hai long”(12,8%), dimg thar tu 1a Iva chon “khdng hai

1ong” (8,4%). Nhu vay, phan dong dién thoai vién Trung tdm it hai long véi tién
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lvong ma ho nhan duoc. Tim hiéu vé cach thtc tra lwong, cic muc luong
thuong, phat dién thoai vién nhan dugc hang thang, hang nam (phan tich muc
3.3.2), chung t61 théy dugc luong dién thoai vién nhan dugc co ban la
2.200.000d d6i v6i nguoi mdi bat dau vao. Phong van sau chi N.T.B (mi sb
1212- phong 2) dugc biét “Hién tai vo chong téi dang thué nha, chi tiéu cho con
nhe ton lam, 600,000d - 700,000d tién sia, tién thué nha, dién, nudc la
1200,000d. tién xding xe ca 2 vo chong la trén dwdi 500,000, con tién dn, tién
dam Cudi, tién vé qué...chong téi lwong thang gan 3000,000d, néu cé thém con
nita thi ciing khéng dii chi tiéu”. Vi rat nhiéu dién thoai vién ¢ nhiéu thanh phd
khac 1én Ha Noi1 1ap nghiép, van dé kinh té, vat chat 1a diéu nhan vién rat quan
tam. Va da sb cac dién thoai vién déu cam théy rﬁng vo1 muc luong hién tai kho
c6 thé trang trai cho nhu cau thiét yéu cia cudc séng. Pay 1a mot con sd dang dé
cho 13nh dao cac cong ty ddi tac can phai xem xét vi diéu kién vat chit ¢ anh
huong nhiéu téi cude séng (phan tich muc 3.3.2). Nhu vy, mirc d it hai long
cta dién thoai vién chiém phan 16n s& anh huong tiéu cuc toi bau khong khi tam
Iy tap thé dién thoai vién.

Tim hiéu vé mirc d6 hai 1ong cua dién thoai vién vé diéu kién lam viéc, co
82,8% dién thoai vién cho rang hai 1ong véi diéu kién 1am viéc tai Trung tdm
CSKH, c¢6 17,2% dién thoai vién cho réng théy binh thuong va khong co dién
thoai vién nao khong hai 1ong vé diéu kién lam viéc tai Trung tam. Tir d6 co thé
khang dinh diéu kién 1am viéc ¢ tai Trung tim CSKH Viettel dugc cac dién
thoai vién danh gia rat cao, c6 dién thoai vién N.T.T.H (mi s6 316) cho rang “toi
rat thich lam viéc tai mot khong gian rong rai, hién dai, diéu kién lam viéc dc”iy
du nhu o day, toi thd'y hénh dién khi dwoc lam viéc & mét noi nhue thé nay’. biéu
kién 1am viéc & ddy bao gdm: tiéng don, anh sang, bui, dién tich noi lam viéc, khi
doc hai va ca kip 1am viéc. Vi van dé ca kip chung toi di phan tich nhu két qua
& trén, con diéu kién lao dong c6 thé thiy Trung tdim dugc Tong cong ty dau tu
vé trang thiét bi, vé cong nghé thong tin va diéu ndy ciing tao ra tdm trang thoai

mai, hanh dién, hai long cua dién thoai Vvién.
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Trong lao dong, kich thich lao dong 1a diéu quan trong dé nang cao hiéu
qua san xuat ciing nhu dap tng nhu cau tinh thin cta ngudi lao dong. Két qua
xtr 1y cau 7- phu lyc I cho thay c6 58% dién thoai vién “hai long” vé khen
thudng, cat nhic, dé bat trong Trung tam dbi véi dién thoai vién, c6 18,8% dién
thoai vién thay binh thudng va 23,2% dién thoai vién thay “khong hai 10ng” véi
murc khen thudng cua cdng ty d6i tac va cat nhiac dé bat cua cong ty, Trung tam.
Céac murc khen thuong, hinh thirc khen thudng ctia cong ty ddi tac s& cin cir theo
bang danh gid cta giam sat, trudng ca ve diém ndi vu, nghi¢p vu ma di¢n thoai vién
da thuc hién.

Tt nhitng két qua nghién ciru vé mdi quan hé gitra dién thoai vién va khach
hang ta c6 thé théy duoc dién thoai vién khi vao lam viéc ctia Trung tam da xac
dinh duoc tu tuong chép nhan vé lich 1am viéc theo ca cua Trung tam; di¢n thoai
vién khi 1am viéc co ban di c6 trach nhiém, tich cuc nhan nhiém vu diéu dong
ctia 1anh dao, phan nao hai long vé muac khen thuong, ché do dai ngd, cat nhic,
dé bat trong cong ty, Trung tdm. Tuy nhién, dién thoai vién chua hai long vé
murc luong. Tir d6 c6 thé thdy van dé ban khodn nhit cua dién thoai vién 1a van
dé luong, dién thoai vién thay duogc tra cong xtimg dang véi cong strc di bo ra.
Va do vay, dién thoai vién c6 mong mudn van duogc 1am viée tai Trung tim va
chd co hoi dé duoc tuyén chinh thurc.

3.1.3.2. Mie dg thod man cuia dién thoai vién déi véi cong viéc

Trén co sé khao sat cac khia canh trong mdi quan hé ctia nguoi lao dong
vl cong viéc: su gén b6 cua dién thoai vién dbi vai cong vi¢e, su thda man cua
dién thoai vién ddi véi khach hang, ) luong, chét lugng cudc goi, su thoa man

cua dién thoai vién doi vai tién luong, chung toi thu duoc két qua nhu sau:
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Bang 3.17. Sw théa man cia dién thoai vién ddi véi cong viéc

STT Noi dung Mirc dd Két ludn

1 | Sy gan bo cua dién thoai vién vdi cong viéc - Khoéng thuén loi

Su thoa man cta dién thoai vién vé quan h¢ voi . i
2 . . P P A : + Thuén loi
khéch hang, s6 lugng, chat lugng cudc goi.

Sy thoa man cia ngudi lao dong dbi véi didu . .
3 N ) Lo a - Khong thuan loi
kién lao dong, ché do chinh sach, tién luvong

Tong hop - Khong thuén lgi

Két qua bang trén thé hién muc d6 chua thoa man cua dién thoai vién dbi
vo1 cong viéc: quan h¢ cua dién thoai vién voi khach hang, sb luong, chét luong
cudc goi, voi diéu kién lao dong, mang tinh chat thuan loi; quan h¢ cua dién
thoai vién vdi cong viéc va ddi v6i ché d6 chinh sach, tién lwong mang tinh chat
khong thuan lgi. Nhu vay, day la ti€u chi khong thuan loi cho su phat trién bau
khong khi tam 1y tap thé dién thoai vién Trung tam CSKH Viettel tai Ha Noi.

Tom lai, qua cac bang két qua trén ta thay c6 2/3 tiéu chi 1a thuan loi. Piéu
do cho théy bau khong khi tam 1y thé hién qua su thoa man cua dién thoai vién
Trung tam CSKH Viettel tai Ha Noi 1a kha thuan loi. Pién thoai vién kha hai
long véi phong cach lanh dao, pham chat nhan cach, uy tin cua nguoi 1anh dao.
O day dién thoai vién chwa dugc thoa méan quan hé giao tiép véi lanh dao.
Trung tam can tao thém nhiéu diéu kién dé 1anh dao va dién thoai vién giao tiép
ngoai van dé vé cong viéc dé tang sy hiéu biét, chia sé, dong cam hon trong moi
quan hé nay. Dac biét, qua cac s6 liéu cho théy, dién thoai vién khong thoa man
vé cac diéu kién vat chat ma ho dugc huong. Do 1a tién luong va thuong cua
cong ty, nhiéu nguoi khong mubn gian bo voi phong dang 1am viée, voi Trung
tam. Pay 1a van dé can giai quyét thudc vé cong ty ddi tac. Thiét nghi, trung tAm
CSKH Viettel cling nén c¢6 ¥ kién tao diéu kién dé c6 bién phap ung ho dién
thoai vién- nhitng ngudi dang lam viéc tai Trung tam dé tir d6 co thé tao diéu
kién thuan loi nhét cho bau khong khi tam 1y tap thé dién thoai vién. Tuy nhién,

co ban 13 nhitng nguoi lanh dao 13 hd tro- trudng nhom thude quyén quan 1y cua

86



cong ty ddi tac can co su tic dong dén cong ty ddi tac dé co thé co nhitng chinh
sach vé luong, thudong phu hop, dam bao quyén loi cta nguoi lao dong.
3.2. PANH GIA BAU KHONG KHi TAM LY TAP THE PIEN THOALI

VIEN TRUNG TAM CSKH VIETTEL TAI HA NOI

Tir co sO 1y ludn cta dé tai thi bau khong khi tam 1y tip thé dién thoai vién
1a sy tich hop cac mdi quan hé chi yéu trong tap thé: su thoa man cua dién thoai
vién vé quan hé véi lanh dao, sy thod man cua di¢n thoai vién vé quan hé véi
dién thoai vién, sy thoa man cia dién thoai vién vé quan hé vdi cong viéc.
Nhiing két qua nghién ctru thu thap duoc va di trinh bay o trén da thé hién duoc
su lién hé chat ché gitra cac mbi quan hé va sy anh huong ctua chiung toi bau
khong khi tdm 1y tap thé dién thoai vién. Trong cac phuong an tra 1oi, cac ¥ kién
tich cuc co ty 1¢ phan tram trung binh khé cao, mic du trong timg phong doi luc
c6 ty 1 phan trim chénh léch 16n. Can clr vao két qua nghién ctru nhan duoc &
phan 3.1.1, 3.1.2, 3.1.3 chung t6i di vao danh gia bau khong khi tam 1y cua dién
thoai vién timg phong va bau khong khi tdm 1y tap thé dién thoai vién Trung tim
CSKH Viettel voi két luan 1a bau khong khi tam 1y tap thé dién thoai vién Trung
tam CSKH Viettel tai Ha Noi kha thuén loi, duoc thé hién & bang danh gia ti€u
chi sau:

Bang 3.18. Panh gia tiéu chi bau khong khi tam ly tap thé dién thoai vién

Trung tdm CSKH Viettel tai Ha Ngi

Tiéu chi Mirc d9| Két luan
Sy thoa man ctia dién thoai vién d6i voi quan hé “doc” + Thuan lo1
Sy thoa man cua dién thoai vién déi véi quan hé “ngang” + Thuan lo1
Su thoa mén ciia dién thoai vién dbi véi cong viéc, diéu kién Khong thuin
lao dong, ché do chinh sach, tién luong ) loi
Két luan chung + Kha thusn loi

Pé danh gia va kiém chimg thong tin ma dién thoai vién tra 16i thong tin
qua bang hoi, chiing t6i str dung phuong phap F.Fiedler dé cac dién thoai vién tu

danh gia vé bau khong khi tam 1y trong tap thé lam viéc ctia minh. Mau diéu tra
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cta Fiedler bao gom 10 tiéu chi danh gia véi 2 cuc ddi nghia, chia 1am 9 muc
do, danh gia bﬁng cach lva chon tir 1 diém dén 9 diém phu hop véi thuc trang
cua Trung tam. S6 diém diém thoai vién danh gia cang cao thi murc do thuan loi
cang cao, nguoc lai, dién thoai vién danh gia céc ti€u chi cang théip thi mtc do
thuan loi cang thap. Ciing nhu diéu tra bang bang hoi, sau khi hudng dan dién
thoai vién cach lam trac nghiém Fiedler, chung toi da phat ra 250 phiéu, thu vé
250 phiéu, cac phiéu déu dat yéu cau. Két qua thu vé dugc xép loai theo phuong
phap F.Fiedler nhu sau:
+ Tir 7,5 -> 9 diém: Bau khong khi tdm 1y rat thuan loi
+ Tir 6 -> can 7,5 diém: Bau khong khi tim 1y thuan loi
+ Tur 4,5 -> can 6 diém: Bau khong khi tam 1y it thuén loi
+ Tir 1 -> cén 4,5 diém: Bau khong khi tim 1y rat khong thuan loi
Chung t6i tién hanh nghién ctru trén 250 dién thoai vién thudc 3 phong da

phan tich & trén, thu dugc két qua:

Piém trung binh cac phong 2
£ oaxa ALk Diém trung
STT| Cac dac diém Phong \ : binh
Vip Phong 1 | Phong 2
1 | Hiru nghi 6.32 5.96 6.44 6.22
2 | Hoa thuan 6.64 6.64 6.74 6.68
3 | Hai long 6.68 6.57 6.42 6.53
4 | Hap dan 6.24 6.55 6.04 6.28
5 | C6 hiéu qua 6.32 6.55 6.16 6.34
6 | Am cung 6.36 6.58 6.32 6.43
7 | Hop tac 6.62 6.61 6.35 6.5
8 | Ung ho nhau 5.92 6.9 6.51 6.54
9 | Quan tdm nhau 6.34 6.89 6.52 6.63
10 | Thanh céng 5.74 6.5 6.3 6.26
Téng diém TB 6.44
Danh gia Thuan lgi

Tir bang trén ta thiy dic diém “hoa thuan” va “Gng hd nhau” duoc dién
thoai vién danh gia cao nhat (DTB: 6,68), tiép dén dic diém “quan tim nhau”
(DTB: 6,63), tiép dén dic diém “ang ho nhau” (BTB: 6,54), dic diém “hai long”
(PTB: 6,53), sau d6 la cac dic diém: “hop tac”(PTB: 6,5), “4m cling”(DTB:
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6,43), “c6 hiéu qua”(DTB: 6,34), “hap dan”(6,28), “thanh cong”(DTB: 6,28),
“hitu nghi” (6,22). Nhu vay thay rang nhimg yéu t6 lién quan dén su gin bo,
doan két, tinh than tuong than tuong ai, hop tac, ung hd, quan tam, giup d& 1an
nhau trong cudc soéng ciing nhu trong cong viée dugce dién thoai vién danh gia
cao, la yéu td thuan lgi dé phat trién mbi quan hé gitra dién thoai vién va dién
thoai vién, gop phan tich cuc vao phat trién bau khong khi tim 1y Trung tam.
Két qua nay phu hop voi két qua xir Iy dd phan tich & phan 3.1.2.

Dic diém “hitu nghi”, “hap dan”, “thanh cong” 1a dic diém duoc cac dién
thoai vién danh gia thap nhat. T phén tich su thoa min cua dién thoai vién voi
cac moi quan hé ciing cho thay dién thoai vién con chua hai long véi tién luong,
va cac ché tai cua Trung tam con nhiéu han ché, chua 1am thoa min dugc nhu
cau cua dién thoai vién. P6 cling la 1y do dac diém “thanh cong” chua dugc di¢n
thoai vién danh gia cao.

Ta thiy diém trung binh dién thoai vién tu danh gia vé bau khong khi tam
ly trong tap thé 12 6,44 thudc nira dau cua khoang diém tir 6 -> 7,5, thudc khoang
dau ctia mie thuan loi.

Nhu vay, tir két qua danh gia bau khong khi tAm 1y tip thé dién thoai vién
bang phuong phap Fielder cho chung ta thiy bau khong khi tam 1y tap thé dién
thoai vién va két qua danh gia cta dién thoai vién da phan tich & phan 3.1.1, 3.1.2,
3.1.3 ta co thé két luan bau khong khi tam 1y tap thé dién thoai vién Trung tam
CSKH la kha thuan loi.

3.3. CAC YEU TO ANH HUONG TOI BAU KHONG KHI TAM LY TAP
THE PIEN THOAI VIEN TRUNG TAM CSKH VIETTEL TAI HANQI

Trong d¢é tai nghién ciru bau khong khi tim 1y tap thé dién thoai vién Trung
tam CSKH Viettel tai Ha Noi, chiing t6i tap trung nghién ctru mot s6 yéu t6 sau:

Trinh d6 nhan thic ¢6 anh huong toi bau khong khi tam 1y tap thé. DBé
nghién cau cac yéu té anh huong téi bau khong khi tam Iy tap thé lao dong.
Chung t6i dua ra cau hoi 23: “Anh(chi) vui long danh gia mac d6 anh huéng cua

cac yéu td sau dén bau khdng khi tam 1y trong tap thé?”. Két qua xir 1y ¢ cau
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23.7- phu luc 1V cho thay, c6 86,4% dién thoai vién cho rang dic diém “trinh do
nhan thirc” “rat anh huong”, 8,8% cho rang “anh huong”, 4,8% cho rang “khong
anh huong”. Pay 1a diéu dé Iy giai, béi nhan vién c6 trinh d6 hoc van cao, dugc
dao tao trong moi truong sinh vién cé van hoa thi khi lam viéc s€ co tinh khoa
hoc, chit ch&, quy cu, biét tim hiéu nhiéu hudng khic phuc kho khan; khi giao
tiép s& c6 van ho, biét cach (g xtr hai hod véi nguoi khac, sé nhan biét duoc vi
tri ctia c& nhan trong tap thé dé diéu chinh thai do, hanh vi phu hop. O day, dién
thoai vién thé hién duoc nét dep cua vin hoad doanh nghiép, tac phong nhanh
nhen, nhiét tinh, luén ung hd, gilp d& nhau trong céng viéc, chia s¢, dong vién
nhau khi c6 van dé ca nhan (két qua xt ly cau 10- phu luc 1V). Trinh d nhan
thac cua dién thoai vién con thé hién trong sy doan két, théng nhat thuc hién
muc dich chung: khéng thé hién thai o, hanh dong thiéu van hoa trong cong ty
ma nguoc lai, tir 1anh dao, nhan vién ludn thé hién tac phong chuyén nghiép, lich
su, giao tiép than tinh, cdi md: 1anh dao khdng quat thao, danh dap tru dap nhan
vién, nhan vién khéng to thai ¢6 phan ddi, gay han vai 1anh dao. Chinh vi vay,
cac mau thuan caa cac moi quan hé déu dugc giai quyét 6n thoa, khdng gay dén
muac d6 xung dot (phan tich ¢ bang 3.10- trang 73). Bay chinh 1a yéu t6 c6 anh
huang tich cuc dén bau khong khi tam Iy tap thé dién thoai vién Trung tam.

- Sur gén b6 gitra cac dién thoai vién. Tap thé dién thoai vién da thé hién su
gan bo, doan két (muc 3.1.2): mot tap thé biét ung ho nhau, chia sé, théng cam,
gilp d& nhau khi c6 kho khan trong cong viéc, cudc séng; su théng nhat vé muc
dich lao dong, su dung hop tam Iy thlic day sy phat trién caa bau khéng khi tam
ly. Diéu nay ciing ly giai cho viéc trong nhoém, Trung tam it xay ra cac mau
thuan (muc 3.1.2). Ban than nguoi lao dong 1a nit, ¢ trinh do nhan thac (két qua
xt Iy phu luc I), nén cac huéng giai quyét 1a nhe nhang, khdng cé su gay gat dén
muc xung dot. Py 1a yéu to cd anh hudng tich cuc téi bau khdng khi tam 1y tap
thé.

- Tinh tich cuc cua dién thoai vién: Nhan vién c6 tinh tich cuc sé tao ra hiéu

tng tam ly, kich thich tinh tich cuc cta nhiing nhan vién khac trong tap thé.
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Trong tap thé ma moi nguoi déu tich cuc, trach nhiém trong cong viéc, chic
chan s& tao ra dugc bau khong khi tam 1y tap thé thi dua lanh manh. Két qua
nghién ctu tinh tich cuc cua dién thoai vién da duoc thé hién & bang 3.3- trang
59, d¢ong thoi theo xir Iy két qua cau 13- phu luc I, cho thay c6 89.2% danh gia
minh thuc su 14 mot thanh vién caa tap thé, coi minh nhu 1a mét thanh vién
trong ngdi nha chung Viettel. Nhu vay, cac dién thoai vién & day 1a mot tap thé
tich cuc, 1a diéu kién tét cho sy phét trién bau khdng khi tam Iy lanh manh.
Nhan dinh nay phu hop véi su danh gia caa dién thoai vién dugc thé hién & cau
23.8- phu luc IV khi héi dién thoai vién vé tinh tich cuc c6 anh huong téi bau
khong khi tam ly hay khong, 68% dién thoai vién cho rang c6 “anh huéng”, 32%
cho rang “rat anh huong”. Do d6, tinh tich cuc cia nhan vién trong tap thé 1a
mét yéu té c6 anh huong tich cuc trong viéc xay dung mot bau khong khi tam
y.

Dinh hudng gid tri va thai d6 d6i véi lao dong 1a nhitng yéu té anh huéng
rat Ion t6i bau khong khi tam Iy cua tap thé. Dién thoai vién & day déu cho ring
muc luong thap khong dap tng duoc nhu cau sinh hoat cua ho, tuy nhién dién
thoai vién van & lai 1am viéc tai noi c6 diéu kién lao dong hién dai véi hi vong
dugc chuyén sang phong ban khéac, dugc tuyén dung dé 1a nhan vién chinh thac
cua Viettel, dugc quan Trung tam quan Iy truc tiép. Nhu cau duoc 1am viéc voi
muc luong thap chinh 1a su tu nguyén dugc dong gop vao loi ich tap thé, dit loi
ich tap thé 18n trén loi ich c& nhan. Pay 1a diéu kién thuan loi cho sy phét trién
mét bau khéng khi tam 1y tap thé lanh manh trong Trung tam.

Bau khong khi tam 1y tap thé phat trién theo hudng thuan loi hay khong
thuan loi phu thudc rat 10n vao su diéu hanh ciia nguoi lanh dao.

Két qua nghién cru vé phong cach ldnh dao duoc trinh bay (bang 3.1a-
trang 55), su théa man vé phong cach lanh dao (bang 3.1b- trang 67) cho thay
phong céach lanh dao cua lanh dao Trung tdm chu yéu 4p dung phong céch Ianh
dao dan chu. Mot tap thé cé doan két, 1am viéc tich cuc hay khéng tich cuc,

nang suat lao dong cao hay khong, bau khong khi tam Iy tap thé lao dong lanh
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manh hay khong lanh manh diéu nay phu thudc rat 16n vao phong céch I1anh dao
cta lanh dao. Trung tAim hoat dong co su thira hudng cua “chit linh”, tinh “ménh
1énh” nén lanh dao Trung tdm di ké thira va phat huy mot cach sang tao phong
cach 1anh dao “chat linh” linh hoat va mém déo hon. Piéu dé di tao ra dugc su
tich cuc trong cong viéc cua dién thoai vién, tich cuc hoc hoi nang cao ky nang
nghi¢p vy, xtr Iy tinh huéng, tao ra duoc su théng nhét trong tap thé (bang 3.3-
trang 70). Pay ciing 1a diéu kién tao ra khong khi thi dua soi ndi gitra cac thanh
vién trong tap thé, nang cao hiéu qua cong tac cham séc khach hang, 1a yéu té
thuan loi cho su phét trién bau khong khi tam 1y trong Trung tam.

Trinh d6 chuyén moén, nang luc quan ly cta lanh dao dugc dién thoai vién
danh gia kha cao (bang 3.4- trang 60- 61). Picu d6 thé hién su hai 1ong cua dién
thoai vién dbi voi pham chat ning luc, uy tin ctia lanh dao, hai long vé truong
ca, gidm sat, truong nhom. Nang luc, uy tin 14 yéu t6 hét sitc quan trong, nguoi
lanh dao c6 nang lec chuyén mdn, nang lec quan ly, ¢é uy tin thi méi co thé 1am
cho nguoi dudi quyén nghe theo, tw nguyén phuc ting “ménh 1énh”, tao dugc
long tin, quy mén, hai long cta nhan vién, tao duoc bau khong khi tam Iy tap thé
lanh manh. Néu 14nh dao khdng c6 ning luc, uy tin s& xuat hién sy chéng déi,
khong thdng nhat trong maot tap thé. O day, ca 1anh dao (két qua xur ly cau 6- phu
luc V) va dién thoai vién déu danh gia kha cao pham chat nay. Nhu vay, ngudi
lanh dao c6 pham chat ning luc, uy tin cao tao diéu kién tét cho su phat trién
bau khong khi tam Iy.

Sy giao tiép giita 1anh dao va dién thoai vién: Nghién ctru & bang 3.5- trang
64 cho théy muc dj giao tiép gitra 1anh dao va dién thoai vién con han ché. Piéu
nay anh huong t6i sy gan bo, hiéu biét giira 1anh dao va dién thoai vién, c6 anh
huong tiéu cuc dén su phat trién bau khéng khi tdm 1y thudn loi. Chu dé giao
tiép gitra 1anh dao va dién thoai vién & day chil yéu 1a ban vé van dé cong viéc,
giai dap cac thic méc cua dién thoai vién, phd bién cac thong tin méi, tdp huén
vé k¥ ning, nghiép vu. Lanh dao giao tiép voi nhan vién chu yéu qua cong viéc

thi khong thé hiéu hét dugc tAm tu, tinh cam, ¥ nghi va nhu cau cta dién thoai
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vién. Piéu nay duoc thé hién rd hon & két qua cta bang 3.6- trang 65. P6i tuong
lya chon chia sé nhitng khé khan trong cudc séng cua dién thoai Vvién chu yéu la
nhirng nguoi ban, mic d0 chia sé vdi trudng ca, giam sat, trudng nhom it cod su
tuong tac, gén glii, déng cam. Véi dic diém cua dich vu Viettel 1a lzfmg nghe
khach hang, dé khach hang “hdy noi theo cach cua ban”, nén trong cach quan 1y,
lam viéc lanh dao ciing d c¢6 nhitng hinh thirc dé giao tiép voi nhéan vién, thu
thap ¥ kién ctia nhan vién, nhu 1ap ra dudng link ndi bd, & d6 c6 nhiéu thong tin
cho dién thoai vién co thé doc va suy ngém, hoc hoi kinh nghiém, déng thot co
dién dan dé cac dién thoai vién co thé trao d6i, chia sé vé cong viéc, cudc séng
riéng, hodc c6 dia chi email riéng dé cac dién thoai vién co thé gl cac thac méic
ctia minh t6i lanh dao. Tuy nhién, sau mot thoi gian thir nghiém thay dién thoai
vién xao nhang cong viéc, khong tap trung, chil ¥ vao cudc goi dan tdi hidu qua
cong viéc giam. Viée tiép xuc han ché, chia sé thong tin mang tinh chinh thuc 13
yéu td anh huong ti€u cuc té1 sy thoa man cua dién thoai vién ddi vé6i 1anh dao.
Day la diéu can phai ch( y caa 1anh dao Trung tam.

Cach thuc giai quyét xung dot 1a mot céng viée vo cing quan trong trong
qua trinh quan 1y cua nguoi 1dnh dao. O tap thé dién thoai vién, cach thic chu
yéu lanh dao &p dung khi c6 mau thudn I1a “tim hiéu nguyén nhan tir ca hai phia
réi dua ra quyét dinh” (bang 3.2- trang 57), theo nhu truong nhém P.T.T.D (ma
s6 680- phong 2) thi “N6i dén mau thudn 14 néi dén sw té nhi. Chinh vi vdy, ca
nhan toi khi xi# Iy cac vdn d@é nay bao gio ciing phdi xiz Iy mét cach co tinh, cé
ly, can cdng khai, minh bach thi méi c6 thé khong gay hiéu nham cho hai nguoi
trong cude. Tuy nhién, cing c6 Iic phdi giai quyét Véi timg doi twong mét, tuy
tinh chdt ciia mau thudn vé tinh cam hay vé cong viéc”. Bé tim hiéu mirc do miu
thudn gitta cac mdi quan hé trong tip thé dién thoai vién Trung tim CSKH
Viettel, chung t6i da tim hiéu muc d6 mau thuin gitra cac mbi quan hé, dugc xu
Iy & céu 4- phy lyc IV. Nhin chung mirc d6 mau thudn gitta mbi quan hé giita
lanh dao va dién thoai vién 1a khong cao. Phong van sdu mot sd dién thoai vién

phong 2 thay thém dugc rang mau thudn gitta mdi quan hé nay la:
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+ Thet nhdt: Cudc goi nhiéu, dién thoai vién phai nghe lién tuc, Trung tam
lai 6 nhiéu quy dinh, ché tai, néu so suit la s& bi lap bién ban, nhe 1a bi nhéc
nhé, gay ra cai nhin vé lanh dao nhu nhitng ngudi ludn di bat 161, “vach 14 tim
sau”.

+ Thit hai: Céch giai quyét van dé cua lanh dao di voi dién thoai vién d6i
ltc khong thong nhat: Mot van dé can phai giai dap cua khach hang nhung
treong nhom, giam sat hay truong ca lai c6 dap an khac nhau, gay ra sy hoang
mang cho dién thoai vién, mat nhiéu thoi gian vao viéc di tim cau tra loi chinh
Xac.

+ Thit ba: ¢6 su thién vi trong cach dbi xur. Lanh dao thudng ¢ cach xir
phat nhe nhang, hoic c6 phan uu ai hon ddi véi nhitng dién thoai vién cé quan
hé “mat thiét”, tao su khéng cong bang, céng minh, d& véi ngudi nay nhung kho
véi nguoi Khac.

Tu nhitng két qua thu thap hau hét 14 cac mau thuan nho chua phai 1a xung
dot va déu c6 thé diéu chinh dugc va lanh dao da &p dung céch giai quyét mau
thuan, dem lai cho dién thoai vién su hai long. Piéu nay c¢6 anh huéng tich cuc
dén bau khong khi tam ly tap thé dién thoai vién

Yéu t6 tinh than ciing c6 anh huong téi bau khéng khi tam ly. Bat ky nguoi
lao d6ng nao khi 1am viéc cling mong mudn dugc dap tng du vé nhu cau vat
chat va nhu cau tinh than. D& khuyén khich tinh than cling nhu lam ting thém co
hoi dé 1anh dao véi nhan vién, nhan vién vai nhan vién hiéu nhau hon, cac cong
ty, doanh nghiép, co quan, don vi thudng cd cac budi gap g&, tham quan, da
ngoai. Lanh dao H.T.N (ma s6 93) cho chlng t6i biét “Theo b&o cao cia cac
cong ty doi tac quri tdi, hang ndm céng ty c6 té chire cdc dot nghi méat tuy theo
kinh phi cuza cbng ty, va c6 nhizng thoi gian, ¢ Trung tdm chdng téi cac phong,
ban van té chitc cac budi dd ngogi ngoai troi nham thu hit sw tham gia ciia dién
thogi vién véi muc dich néi vong tay 1on, két ban cling nhau”. O cong ty déi tac,
vé6i s6 luong dién thoai vién kha dong, nén dé lya chon duoc ding ky di sé uu

tién nhimg dién thoai vién da lam viéc tir 1 ndm tré 1én. O tirng phong, cac nhém
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cling tu t6 chirc cac budi da ngoai c6 thé theo nhém ban than, nhom dat thanh
tich cdng viéc cao, hoac ca phong. Nhitng dién thoai vién khong dang ky tham
gia cung tap thé 1a nhirg dién thoai vién mai con rut ré, chua manh dan, hoic
do diéu kién kinh té, hodc do diéu kién thoi gian. Hinh thuc cua cac dot nghi nay
1a: di nghi mat, di leo nui, di ngoai, t6 chic cim trai, d6t lia trai, to chuc tat
nién, to chirc an mimg nhom duoc thuong, to chirc giao luu cho cac dién thoai
vién cé thanh tich cao trong cong tac giai dap...Cac cudc tham quan, da ngoal
nhu vay thu hit dugc khéa nhiéu cac dién thoai vién tham gia. Pay 1a diéu kién
cac thanh vién cua tap thé c6 thé thé hién hét minh, dugc thay ddi khong khi,
nghi ngoi hoan toan sau nhing ngay gio lao dong wc ché, cing thang. Cac thanh
vién qua dé sé& phat hién duoc nhitng diéu mai mé tir cac thanh vién, moé mang
thém kién thirc thuc té....Cac hoat dong ngoai troi, dd ngoai, sinh hoat cong dong
nhu vay |a rat can thiét, gop phan tich cuc cho su hiéu biét, cam thdng, chia sé
v6i nhau, tang cuong sy doan két, sy gin bo dé xay dung tap thé lao dong ngay
cang phat trién va ddng thoi 1am am cing thém bau khong khi tam 1y tét dep cua
tap thé nén Trung tAm va cong ty d6i tac can phai duy tri va phat trién.

Yéu to vat chét (tién luong va thudng) 1a mot trong nhimng tiéu chi dé kich
thich lao dong, dong vai tro Iyc day tinh tich cuc hoat dong cia con ngudi nham
lam tang thém hi¢u suét hoat dong cua ca nhan va tap thé. Tim hiéu céach thurc tra
lwong cuia cong ty dua theo KI ctia Trung tdm gui vé cho cong ty d6i tac. Tién
lwong hién tai hang thang cua dién thoai vién bat dau vao 1a 2tr200d (chua co
tién thudng), nhan vao tir ngay 10- 15 thang sau, tuy theo thiéu cong hay du
cong, theo su danh gia thudng, phat ma trir lwong hay tang luong. Tién hd trg dn
ngay 1a 10.000d, dn dém 13 15.000d, ctr 6 thang lwong s& tang 1 1an 14 0,6% tién
lwong co ban. Tuy nhién, tuy vao tinh hinh thuc t& x3 hoi s& co cac dot ting
luong co ban (& ¢éng ty CP truyén thong Kim Cuong nam 2007 tang 300.000d
d6i v6i nhan vién méi vao, ting 500.000 d6i véi nhan vién dd lam trén 1 nim,
nam 2008 tang 200.000 muc Iwong co ban cho nhan vién, hai cong ty con lai

cling tang v&i mutc lwong tuong tu); Hang nam, cic ngay 18, Tét (ngay Gid t6
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Hung Vuong, ngay 2/9 thudng tir 100.000d- 200.000d (cong ty dbi tac thuong),
ngay thanh 1ap Quan déi nhan dan, ngay thanh 1ap Trung tam thudng tir 300.000
- 400.000d (Trung tim thudng). Ngay Tét cong ty ddi tac thuong 1 thang luong
co ban d6i v6i nhitng nhan vién lam tir 1,5 ndm tro 1én, mic thudng giam dan
ddi voi nhitng dién thoai vién lam duéi 1,5 ndm, Trung tam thudng 300.000 —
400.000 va qua. Ngay lam diéu dong, thira cong tinh lwong 200%, lam viéc vao
cac ngay 18 Tét tinh lvong 300%. O day, dién thoai vién 1am cuing v4i nhan vién
chinh thue cia Viettel nén biét duge mic luong, thudng caa nén cé su so sanh
Vvé tién luong va strc lao dong bo ra: cing strc lao dong nhung tién luong khac
nhau...Chi P.T.N (ma s6 495- phong 2) cho rang: “Chuing téi ciing lam viéc nhiw
nhitng nhdan vién chinh thirc cua Trung tdm, nhan vién cua Trung tam nhan
lirong co ban la 3tr 800d Céng Vi tién thwong kinh doanh fuong dwong hodc
hon véi tién lwong, ma con dwoc thudng theo quy, nam, gap mdy lan tién lwong
cua chung toi, ma svc lao dong bo ra nhw sau. Ciing khong nén so sanh nhung
16i thay tién lrong chwa phii hop véi sire lao dong ciia minh”. Trong Trung tam
da c6 su thi dua sdi noi tao diéu kién cho dién thoai vién c6 thé dat dugc nhing
mtc thudng nhat dinh, mtc thudng nay ¢ cong ty ddi tic gan sat nhau: voi KI
dat loai kha la 100.000d -150.000d, KI dat tot 14 200.000d - 300.000d, dat loai
Xuat sic 1a 500.000d, ba thang lién tiép xuit sic thudng 800.000d — 1.000.0004,
treong nhom c6 phu cip quan Iy. Cac hanh vi bi ky luat: di lam mudn, 6n ao
trong gid giao ca, ndi chuyén riéng trong gid lam viéc, dé ché do nghi ¢ agent
(mAay goi t6i ciia khach hang) qua lau gay nghén dudng goi dén cuia khach hang,
htra goi lai cho khach hang nhung khong goi lai, xtr 1y van dé cho khach hang
hoi hot, c6 thai do khong ton trong khach hang, cao giong voi khach hang,
khéng hop nhém, khong tham gia cac budi dio tao vé nghiép vu, k¥ ning. Cac
truong hop 1am anh hudng dén qua trinh st dung dich vu hodc anh huéng dén
tai khoan cua khach hang dién thoai vién s& phai boi thuong ddng thoi bi phat
hanh chinh. Dién thoai vién c6 thé bi sa thai néu c6 khiéu nai tir phia khach

hang, nghi qua nhiéu, gip lanh dao tir Téng cong ty vé kiém tra khong chao...Su
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chua hai 1ong vé tién luong sé& khién cho dién thoai vién bé viéc, hoac dién thoai
vién van chip nhan lam vi chua tim duoc mét viéc khéc. Tuy nhién c6 nhiéu
dién thoai vién van cho co hoi dé duge chuyén sang phong ban khac véi cong
viéc nhan hon, va hi vong duoc tuyén vao 1am nhan vién chinh thirc caa Trung
tam dé c¢6 muc lwong cao, 6n dinh cudc sdng. Su bo viéce, didu chuyén sang bo
phan khac s& 1am x&o tron su thong nhat cua tap thé, mat nhiéu thoi gian vao
viéc hoa nhap véi thanh vién méi, mat di sy gan b6 da tao lap duoc ban dau, gay
ra su hoang mang, lo ling cho nhiing dién thoai vién khéc. Piéu ndy anh hudng
tiéu cuc toi bau khong khi tam ly tap thé. Xem két qua cau 23.5- phu luc IV cho
thay c6 49,6% dién thoai vién ciing danh gia yéu t6 “diéu kién lao dong” c6 mirc
d6 “anh huong” , 50,4% cho rang “rat anh hudng” téi viéc xay dung bau khong
khi tam ly tap the.

Diéu kién 1am viéc: Xem két qua cau 23.5- phu luc 1V ¢c6 38,4% dién thoai
vién cho réng “diéu kién lam viéc” c6 muic d6 “rdt anh hudéng”, 61,6% cho ré“tng
“anh huong”. Nhan vién duoc lam viéc tai moi truong chuyén nghiép, khdng
gian thoang dang, thiét bi k§ thuat hién dai, dam bao stic khoé sé& tao cho nhan
vién cam giac thoai mai, 1am viéc yén tdm. Phong van sau dién thoai vién P.T.N
(mi s6 495- Phong 2), chi cho rang “Nhin thdy noi lam viéc ciia minh to dep,
thoang mat, sach sé thdy hanh dién lam, toi thich dwoc ngoi trong phong vi, mia
dong khéng thdy lanh, mia hé lubn mat mé, ndi chung, Trung tam duoc trang bi
cac thiér bi hién dai, day di”. Nhu vay, diéu kién l1am viéc sé co tac dong dén
tam Iy cua ngudi lao dong, dén mong mudn duge 1am viéc tai mdi truong 1am
viéc tét nhat, tao ra sy thoai méi, hai 1ong, tuy hao dbi véi cac dién thoai vién.
Nhu vay, diéu kién 1am viéc ¢ Trung tdm c6 anh huong tich cuc téi bau khong
khi tam Iy tap thé dién thoai vién.

Qua phan tich cic yéu té anh huong téi bau khong khi tam 1y tap thé dién
thoai vién Trung tdim CSKH Viettel tai Ha Noi, ta thdy yéu t anh hudéng bao
gdm yéu t6 chii quan va yéu td khach quan. Yéu t6 chu quan va yéu t6 thudc vé

nguoi 1anh dao, diéu kién lao dong c6 anh hudng tich cuc téi bau khong khi tim

97



Iy tap thé, tao ra bau khong khi tam 1y tap thé thuan loi; yéu t6 vat chét ¢ anh
huong tiéu cuc t6i bau khong khi tam 1y tap thé. Qua d6 ta ciing thiy rang phong
cach 1anh dao c6 tim anh huodng rat 16n toi cac yéu té cha quan nhu tinh tich
cuc, sy doan két giita cac nhan vién. Nhu vay, yéu té khach quan 1a yéu t6 dong
vai tro chu dao xdy dung nén bau khong khi tim 1y tap thé dién thoai vién Trung
tam CSKH Viettel tai Ha Noi.

TIEU KET

Qua két qua nghién ctru trinh bay tai muc 3.1, 3.2, 3.3 cho thay:

Thuce trang bau khéng khi tdm 1y tap thé dién thoai vién Trung tim CSKH
Viettel 1a thuan loi.

Bau khong khi tdm 1y thé hién qua sy thoa man cua dién thoai vién véi ddi
vo1 quan hé theo chiéu “doc” 1a thuan loi. Trong quan hé voi cép dudi, nguoi
lanh dao chua thuc sy gan giii, tim hiéu tdm tu nguyén vong cta nhan vién. Tuy
nhién, dién thoai vién co ban hai long vé phong cach lanh dao, pham chat nhan
cach, uy tin ctua lanh dao Trung tam.

Bau khong khi tim 1y thé hién qua sy thoa mén ctia dién thoai vién d6i véi
quan h¢ theo chiéu “ngang” la thudn loi. Di¢n thoai vién da c6 sy giao tiép, trao
d6i thong tin, su quan tam, chia sé, gan giii, doan két, dong thuén, tich cuc gitp
d& nhau trong cong viéc va trong cudc song.

Bau khong khi tdm 1y thé hién qua su thoa méan cua dién thoai vién d6i voi
quan hé cong viéc, ché d6 chinh sach, tién lwong 1a khong thuan loi. Dién thoai
vién co ban hai 1ong vé diéu kién lao dong, tuy nhién chwa hai long ddi véi
quyén loi vat chat.

Bau khong khi tim 1y phu thudc vao nhiéu yéu to, trong d6 yéu to trinh do
hoc van, mdi quan hé giao tiép, gén b6, doan két, tinh tich cuc cta dién thoai
vién, thudc vé nguoi lanh dao, diéu kién lao dong c6 anh hudng tich cuc tao ra
bau khong khi tam 1y thuan loi; yéu té tién lwong anh huong tiéu cuc ti bau

khong khi tam 1y tap thé
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KET LUAN

Sau khi tién hanh nghién ctru thuc trang bau khong khi tim 1y tap thé dién
thoai vién Trung tdm CKHS Viettel tai Ha N§i v6i nhitng phuong phap khoa
hoc duogc ap dung phdi hop 13n nhau chiing t6i c6 thé néu 1én nhimng két luan sau
day:

1. Bau khong khi tam 1y tap thé 13 trang thai tim 1y xa hoi cta tap thé,
phan anh tinh chat va muac d6 thoa man cua dién thoai vién vé 3 méi quan hé chu
yéu trong tap thé: quan hé theo “chiéu doc”, quan hé theo chiéu “ngang”, quan
hé voi cong viée, diéu kién 1am viéc, ché do chinh sach, tién luong. ...

2. Két qua nghién ctru cho thay, thuc trang bau khong khi tim 1y tap thé
dién thoai vién Trung tam CSKH Viettel 1a thuan loi. Két qua nay khang dinh
gia thuyét nghién ctru cta dé tai.

3. Bau khong khi tAm 1y thé hién qua su thoa mén cta dién thoai vién véi
ddi véi quan h¢ theo chiéu “doc” 1a thuan loi. Trong quan hé véi cép dudi,
nguoi lanh dao chua thuc sy gan giii, tim hiéu tdm tu nguyén vong ciia nhan
vién. Tuy nhién, dién thoai vién co ban hai long vé phong cach lanh dao, pham
chit nhan cach, uy tin cua lanh dao Trung tam. Pay la diéu kién thuan loi cho su
phat trién bau khong khi tam 1y tap thé dién thoai vién.

4. Bau khong khi tam 1y thé hién qua sy thoa méin cua dién thoai vién dbi
vo1 quan hé theo chiéu “ngang” 1a thuan loi. Di¢n thoai vién da co6 su giao tiép,
trao do6i thong tin, sy quan tam, chia sé, gﬁn giii, doan két, déng thuan, tich cuc
gitip d& nhau trong cong viéc va trong cudc song. Pay 1a diéu kién thuan loi cho
su phat trién bau khong khi tam 1y tap thé dién thoai vién.

5. Bau khong khi tdm 1y thé hién qua su thoa man cta dién thoai vién d6i
v6i quan hé cong viéc, ché do chinh sach, tién lwong 13 khong thuan lgi. Dién
thoai vién co ban hai 1ong vé diéu kién lao dong, tuy nhién khong hai long ddi
v6i quyén loi vat chat, xuat hién su lo ling, chua c6 ¥ dinh gin bo cong viéc.

Diéu nay bat ngudn tir cdc ché do chinh sach vé luong, thudng cia cong ty doi
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tac chua hop 1y, chua dam bao dugc cudc séng thiét yéu ciia dién thoai vién.

6. Bau khong khi tdm 1y phu thudc vao nhiéu yéu td, trong d6 yéu td trinh
do hoc van, mdi quan hé giao tiép, gén b6, doan két, tinh tich cyc cua dién thoai
vién, thudc vé nguoi lanh dao, diéu kién lao dong c6 anh hudng tich cuc tao ra
bau khong khi tam 1y thuén loi; yéu t6 tién lwong anh huong tiéu cuc t6i bau

khong khi tam 1y tap thé.
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KIEN NGHI

Cin clr vao nhimng két qua nghién ctru da thu dugc, ching t6i dé xuat mot
s6 v kién sau:

1. Bé xay dung duoc mot bau khong khi tim 1y tap thé thuan loi, 1anh manh
trong Trung tdm CSKH Viettel thi moi thanh vién trong tap thé, dac biét 1a cac
cap lanh dao can cha ¥ duy tri, cung cb phat trién bang nhiéu bién phap nhu:
quan tdm x4y dung mdi quan hé giao tiép giira lanh dao va dién thoai vién, ting
lwong, ting thudng, co nhiéu hinh thirc khen thudng khac nhau, tao ra khong khi
thi dua s6i ndi ¢ trong timg phong néi riéng va cac phong véi nhau néi chung.

2. Duy tri quan tam doi song tinh than cia cac dién thoai vién bang cach to
chtrc thuc hién cac hoat dong da ngoai, ngoai gio nham ting cuong mbi quan hé
lién nhan cach giira cac thanh vién trong tap thé dién thoai vién; cha ¥ ting
cudng nang cao van hoa doanh nghiép, tinh chuyén nghiép, phat huy tinh than
ung ho, hoa thuan, san sang giup do nhau dé tao ra su déng thuén, nhat tri cao
trong tap thé. D6 ciling 1a cach dé xdy dung mot bau khong khi tam 1y ma ¢ d6
mau thudn, xung dot it khi xay ra.

3. Quan tdm diéu hoa cac mdi quan hé bang cach co quy dinh, ché tai
nhung cin mém mong, ma van mang tinh ky luat

4. B6i dudng nang cao nghiép vu chuyén mon va cac k¥ ning giao tiép co
ban thuong xuyén cho cac dién thoai vién. Pac biét, dién thoai vién phén 16n 1a
phu nit nén Trung tam can quan tam t6 chire, tao diéu kién dé phu nitr nang cao
nhan thuc, trinh do, nang luc dé dap img yéu cau tinh hinh méi, nham xay dung
ngudi phu nit Viét Nam c6 stic khoé, co tri thirc, k¥ ning nghé nghiép, ning
dong, sang tao, co 16i séng vin hoa, c6 1ong nhan hau.

5. Thuong xuyén nam bét tinh hinh tu tudng, doi sdng cta nhan vién dé
kip thoi phan anh va dé xuat kién nghi v6i ban giam déc Trung tAm nham bao vé

quyén va loi ich hop phap, chinh dang ctia ngudi lao dong.
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PHU LUC I

DAI HOC QUOC GIA HA NOI ~ S6 phiéu:
TRUONG PAI HOC KHOA HQC XA HQI VA NHAN VAN PHIEU TRAO DOI
KHOA TAM LY HQC (Danh cho

dién thoai vién)

Véi mong mudn tim hiéu dé gop phan hd tro cac dién thoai vién trong Trung tam
CSKH Viettel tai Ha Noi- Cty Vién thong Quan ddi ngay cang nang cao dugc chat luong
dich vu cham so6c khach hang, ching t6i hi vong nhan duoc sy dong gop y kién cia anh
(chi). Nhitng y kién quy bau cta anh (chi) s& 1a mot trong nhiing nhan t6 ning cao bau
khong khi tam ly cling nhu nang cao hi¢u qua lam vi¢c trong Trung tdam CSKH Viettel.

Pé tai dugc thuc hién v6i muc dich nghién ctru nén anh(chi) khong can phai ghi
tén vao phiéu trao d6i nay!

Chung téi xin chdn thanh cam on!

Cau 1. Khi ¢6 vudéng mic trong cudc sdng, gia dinh, anh (chi) thuong tim ai dé

bay t6 nham thao g& vudng mac

Mitrc do
STT Chu dé Thuong | Thinh | Hiém | Chua
xuyén | thoang khi bao gio

Vi trudng ca, giam sat

Trudéng nhom

V61 nhitng nguoi ban than

Khong bay to voi ai
Ykiénkhdc e
Cau 2. a) Trong cong tac quan ly lanh dao trung tdm thuong chon phuong an nao

SO W IN (-

dé ra quyét dinh
] Mot minh quyét dinh va yéu cau dién thoai vién thuc hién ngay khong s¢€ trur
diém ndi vu
O Ra quyét dinh sau khi da tham khao ¥ kién ctia nhan vién cap duéi
O Tuy theo nguyén vong cua dai da sé nhan vién cap duéi
b) Anh (chi) vui 16ng cho biét mtc d hai long ddi voi timg hinh thie ra
quyét dinh cua lanh dao

Mirc do
X . X Khon
STT Hinh thirc ra quyét dinh Hai Binh hai J
Ion thwon R
9 5 long
1 | M6t minh quyét dinh va yéu cau dién
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thoai vién thuc hi¢n ngay khong s€ tru
diém noi vu
Ra quyét dinh sau khi di tham khao y

ki€n cua nhan vién cap dudi

Tuy theo nguyén vong cia dai da sd nhan

vién cap dudi

Cau 3: Theo anh (chi), quan hé giira dién thoai vién va lanh dao trong trung tam
CSKH la:

O Quan hé giita cip trén cap dudi

O Tén trong, tin tudng 1an nhau

[J Quan h¢ gia dinh than mat

Y KIEN KNAC 1oovvvveiitsiis s
Cau 4. Xin anh (chi) vui 1ong cho biét hién nay trung tm ta c6 miu thuin trong

cac moi quan hé sau day khong

Mikc d thé hién

Chuwa

STT Mau thuin Thuwomg | Thinh | Hiém bao

Xuyén thoang khi .
gio

bién thoai vién véi dién thoai
vién

bién thoai vién v6i nhom

Lanh dao voi dién thoai vién

Lanh dao v61 nhom

bién thoai vién v6i khach hang
YKiEn KhAC

o (OB w N

* Nhitng mau thuan ndy thudng 14 @12 ......ccceceviveiirereeeeeeeee e
Cau 5. Trong cac budi hop nhom, hop trung tim, ban vé van dé cong viéc, ki ning
nghiép vu, ndi vu thuong thi

Mirc do
o Rat \ 7
Thai do . Thwong| Thinh | Hiem | Chua
thuong . N . .
. xuyén | thoang| Kkhi | bao gio
Xuyén
1 | Moi nguoi tich cuc cung
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nhau dong gop y kién dé
di dén thong nhat

Moi nguoi tham gia nhung
2 | y kién cua lanh dao 1a

chinh
3 it l,<hi tim duogc su théng
nhat
4 | Khong ai phat biéu y kién
5 | Ykiénkhac |

Cau 6. Anh (chi) vui long cho biét mic d6 thé hién cac pham chat sau cua lanh
dao Trung tdm

Thé hién
STT Pham chit, niing luc P Co thé Khéng
Rat ro 2

hién thé hién

Guong mau

Cong bang
Thang than

Quy¢t doan voi cap dudi

Té nhi trong (mg xir

Hiéu sau vé chuyén mon

C6 nang lyc t6 chuc cong viée

Do luong
7. Anh (chi) cho biét mtrc d6 hai 10ng ctia anh (chi) d6i véi

Mure do

STT Tiéu chi Hai Binh Khéng
long thwong | hailong

CcC |0 N~ |W(IN|F

O

Truong ca

Giam sat

HO trg

Khéch hang

K1 nang nghi¢p vu ban than

OO (W (N |-

Diéu kién 1am viéc
Khen thuong, cat nhéc, dé bat trong
Trung tam

7

Céu 8. Khi xay ra mau thuin giita dién thoai vién véi dién thoai vién, lanh dao
trung tdm thudng giai quyét theo cach niao
[0 Khong tim hiéu nguyén nhan, khién trach ngay
[0 Tim hiéu nguyén nhan tir ca hai phia sau d6 ra quyét dinh
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[0 Chi nghe mét phia r6i quyét dinh
O Khéng quan tam, dién thoai vién tu giai quyét
Cau 9. Trong khi 1am viéc va sinh hoat cung dong nghiép ctia nhém minh anh
(chi) cam thay
[0 Thay thoai mai, vui vé
[0 Cam thay binh thuong
[0 Khong thoai mai, go bo, rc ché
S -5 - Vo N
Cau 10. Thoi gian qua anh (chi) cam thdy méi quan hé gitta minh va dong nghiép 1a
(Xin chon 3 phwong dn diing nhdt voi tam trang ciia minh va xép theo thir tw tir I dén 3)
[ Than tinh c61i mo
[0 Nhiét tinh hd tro chia sé cing nhau khi gip tinh huéng kho
O Khéng than thiét ciing khong thu ghét ai ca
O Chi 13 quan hé mang tinh chét cong viéc
[0 Khong thay thoai mai, kho chiu
O Tho o, ai lo viéc cta nguoi dy
] Ludn ludén canh giac voi nhau
[J Coi nhau nhu ruét thit
[0 Chan thanh trao doi kinh nghiém dé 1am cho chat luong cudc goi ngay
cang t6t hon
Cau 11: Trong tap thé dién thoai vién, anh (chi) vui 10ng cho biét mirc do giao tiép
d6i véi ting ddi tuong

Mirc do
Rit ‘ v
Stt Doi tuwgng thurt Thwong | Thinh | Hiem Chua
171311 A . .
. & xuyén | thoang | khi bao gio
Xuyén
1 Hau hét nhimng ngudi
trong trung tam
5 Chi giao tiép v6i 1anh dao

trung tam
3 | Mot s6 it ban than
4 Khong thich giao tiép vai ai

Caul2. Hang ngay anh (chi) va ban bé dong nghiép thuong trao doi vé:

Miic do
Y . ) Chua
Stt Chu deé Thwong | Thinh bao
Xuyén thoang N
gio
1 | Cong vi¢c cua trung tam, vé nghiép vu,
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ndi vu cua cac dién thoai vién, cung rut

kinh nghiém va hoan thién ki nang

Tam tu tinh cam va van dé€ riéng tu cua

2 doi séng ca nhan

3 Nhitng nguoi lanh dao (trudng ca, gidm
sat) va ho trg

4 Nhitng van d& lién quan dén cudc goi

cua khach hang va khach hang

5 | Véan dé luong va thuong clia cong ty
Cau 13. Anh (chj) c6 thdy minh thyc su 13 thanh vién cua tap thé hay khong

0 Cé [0 Khéng
* /1 520 anh (chi) cho TANE NN VAY: ...oviveeieeieeseeteeeeeses st

Cau 14. Anh (chi) vui 1ong cho biét nhém c6 thuong xuyén t6 chirc cac hoat dong
ngoai khoa khong? (i tham quan du lich, lién hoan dn udng hat ho, thé duc thé thao,
tham héi om dau, 1é Tét, giao lweu véi nhém khdc...)

0 Cé [0 Khéng

Néu c6 xin vui 1ong cho biét mutc d anh (chi) tham gia:

[ Thuong xuyén [ Thinh thoang
O Hiém khi [0 Khéng bao gid

Cau 15. Khi gip tinh hudng kho trong cong viée chua giai quyét duoc ngay, anh

(chi) thudng nho ai hd tro

Mire do
I8 v X Rt \ . < X Chua
Doi twgng nho ho trgr Thwong | Thinh | Hiem bao

thuon i
. 5 xuyén | thoang | khi -
Xuyén gior

STT

Truong ca
Giam sat
HO trg

Dong nghiép

AW IN |-

Tu tim toi dé giai quyét va

5 | goi lai cho khéch hang sau

khi da co cau tra 101

6 | YKi€nKkhic | e
* Vui 1ong anh (chi) cho biét Vi Sa0? .......oouiieeeii e,
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Cau 16. Theo anh (chi) viéc sap xép lich ca nhu hién nay c6 hop 1y khong?
Ll Hop ly [1 Khong hop 1y

Cau 17. Xin anh (chi) cho biét mtrc d6 gin bé ctia minh vé cong viée hién nay

Mirc do
STT Chu dé Thuong Thinh Chura
Xuyén thoang bao gio
1 Khi dén trung tdm lam viéc t6i co cam
giac nhu ¢ nha minh
Mubn duge tiép tuc lam viéc tai trung
) tam nhung duoc chuyén sang cac
phong, ban khac, vao lam nhan vién
chinh thtrc
3 | Lam tam thoi ¢6 viéc khac thi bo sau
A Ykiénkhdc e
* Vui 10ng anh (chi) cho it 1Y d0: .vvvevvcececeeeeieeeeeeee s

Céau 18. Khi tiép nhan cudc goi, anh (chi) thudng

[0 C6 géng tim cac cach khac nhau dé truyén dat cho khach hang hiéu van
dé va mo rong thong tin

L] Lap lai cac cau tra 161 cho nhanh vi thude hét roi

O Cung cép theo nhu cau ciia khach hang

[0 Viéc truyén thong tin khong quan trong 1am vi c¢6 nhiéu viéc khac phai lo
Céu 19. Anh (chi) c6 thay hai 1ong v6i mirc lwong hién tai khong?

] Hoan toan phu hop vai cong strc bo ra

[J Phu hgp véi cong stre bo ra

[0 Phu hop nhiéu hon khong phu hop

[0 Khong phu hop
* Vui long anh (chi) cho biét 1y do:

Cau 20. Khi duoc 1anh dao phan cong cong viée (diéu dong truc ting cuong trong
ngay nghi, diéu dong tang cuwong sang phong khdc, diéu dong triee nhdt, chuyén may...),
anh (chi)
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J Vui vé lam theo

O Muén héi rd trude khi thuc hién
J Giao viéc thi lam

0 Nhan mién cudng

Cau 21. Anh (chi) cho biét mirc d6 hai 1ong d6i v6i sé luong cude goi trong ngdy
dat duoc va chét luong cudc goi ma anh (chi) dat duoc

Mirc do
L RAt Ny . . .
Stt Tiéu chi hai Hai Binh | Ithai | Khéng
lon thwong| 10n hai lon
long g g g g
1 Sé lugng cudc goi dat
duoc trong ngay
2 | Chét luong cudc got

Cau 22. Khi khach hang goi dién dén tong dai, anh (chi) thuong

O Luén nd nu cudi dé khach hang cam nhan dugc sy nhiét tinh, than thién
cua Dién thoai vién

O Tiép nhan mot cach binh thudng vi khong thé luc nao ciing cudi

[0 Tho o khi tiép nhan cudc goi ctia khach hang

[0 Cao giong khi tiép nhan cudc goi ctia khach hang
Cau 23. Anh(chi) vui long danh gia mac do anh huong cia cac yéu td sau dén bau

khong khi tdm 1y trong tap thé?

Mire do
o . RAt . Khéng
Stt Cac yéu to ] It Anh )
anh anh
. hwéng .
hwéng hwéng
1 | Su quan tam cua lanh dao ddi véi nhan vién
2 | Tap thé doan két, hd tro nhau trong cong viéc
3 | Luong dugc hudng
4 | Sy quan tam gitra nhan vién voi nhau
5 | Mai truong lam viéc chuyén nghiép
6 | Ditu kién lam viéc tbt
7 | Quy ché khen thuéng- ky luat hop 1y, phan phi
loi ich cong bang
8 | Trinh @6 nhan thirc cia nhan vién
9 | Nhan vién c6 y thuc trach nhi€ém, tich cuc trong
cong viéc
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Cau 24. Pé bau khong khi trong trung tdm ngay cang lanh manh hon anh (chi) co
nhiing kién nghi, dé xuat gi?

Cau 25. Anh (chi) vui 10ng cho biét doi diéu vé ban than
Giéi tinh: Nam O N O

[ Lo ) TP OPPRTR

o 0T o USRS
TRUOGC GOT TAC: . v eeeeeeeeeeeee e e ee e e et ee et s et n et r et et s et et en et eneneeeees
Trinh dQ Chuy@n mON: ........oooieiiii s

Chung toi xin chdn thanh cam on!
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TRUONG DAI HOC KHOA HQC XA HOQI VA NHAN VAN
KHOA TAM LY HQC
PHIEU PANH GIA

Véi mong mudn tim hiéu dé gop phan hd tro cac dién thoai vién trong Trung tam
CSKH Viettel Ha Noi- Cty Vién thong Quéan d6i ngdy cang nang cao dugc chat luong
dich vu cham so6c khach hang, ching toi hi vong nhan duoc su dong gop y kién cia anh
(chi). Nhitng ¥ kién quy bau cta anh (chi) s& 1a mot trong nhirmg nhan td ning cao chat
luong dich vu, ddng thoi nang cao bau khong khi tim 1y trong Trung tim CSKH.

Dé tai dugc thuc hién v6i muc dich nghién ctru nén anh(chi) khong can phai ghi
tén vao phiéu trao doi nay!

Mirc do biéu hién duoc sip xép tir cao xudng thap

ST » Mic diém danh gia .

T Cac dac diém Cac dac diem

9 | 8|7 |6 |5 |4 ]3]|2|1

1 Htru nghi Thu dich

2 | Hoathuan Bét hoa

3 Hai long Khéng hai long
4 Hap dan Tho o

5 | Cohiéu qua Vo6 hiéu qua
6 Am cung Lanh nhat

7 Hop tac Bit hop tac
8 | Ung ho nhau fz?ii;flt

9 Quan tam Khéng quan

nhau tam
10 | Thanh céng Thét bai

Chung toi xin chdn thanh cam on!
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PHU LUC II

DAI HOC QUOC GIA HA NOI ~ S6 phidu:
TRUONG PAI HQC KHOA HQC XA HOQI VA NHAN VAN PHIEU TRAO DOI
KHOA TAM LY HQC (Danh cho I&nh dao)

Véi mong mudn tim hiéu dé gop phan hd tro cac dién thoai vién trong Trung
tam CSKH Viettel tai Ha Noi- Cty Vién thong Quan doi ngay cang nang cao duoc
chat luong dich vu chim soc khach hang, chung toi hi vong nhan duoc sy dong gop
¥ kién cua anh (chi). Nhitng v kién quy bau cta anh (chi) s& 1a mot trong nhimg
nhan td nang cao bau khong khi tAm 1y ciing nhu ning cao hiéu qua 1am viéc trong
Trung tdm CSKH Viettel.

Pé tai duge thyc hién véi muc dich nghién ctru nén anh(chi) khéng can phai
ghi tén vao phiéu trao doi nay!

Chung t6i xin chan thanh cdam on!

Cau 1. Anh (chi) vui long cho biét mic d6 hop Iy caa cach tinh diém thuong va
khen thudng cho dién thoai vién cua cong ty doi tac:
0 Rét hop 1y
o Hop ly
o Hop 1y it hon khong hop 1y
o Khong hop ly

Cau 2. Anh (chi) vui 1ong cho biét mbi quan hé giira 1anh dao va dién thoai vién
trong Trung tdm TCSKH la
0 Quan hé giira cap trén va cap dudi
o Tén trong tin twdong 1an nhau
0 Quan h¢ gia dinh than mat

Cau 3. Xin anh (chi) vui long cho biét hién nay trung tim ta c6 mau thudn trong
cac mdi quan hé sau day khong

Miic d9 thé hién
STT Méu thuin Thuwong | Thinh | Hiém | Chua
Xuyén | thoang khi bao gio

C4a nhan vdi ca nhan

C4 nhan v6i nhom

Lanh dao v6i ca nhan

Lanh dao v6i nhom

Ol W|IN (-

Cé nhan véi khach hang
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6 | YKIEnKNaC |,
Cau 4. Trong cong tac quan ly 1anh dao trung tdm thuong chon phuong an nao

dé ra quyét dinh

0 M6t minh quyét dinh va yéu cau dién thoai vién thuc hién ngay khong sé trir
diém ndi vu

0 Ra quyét dinh sau khi di tham khao ¥ kién cua nhan vién cip dudi

o Tuy theo nguyén vong cua dai da sé nhan vién cp dudi

Cau 5. Anh (chi) vui long danh gia tam trang cua minh va cia cac dién thoai
vién trong qua trinh lam viéc tai trung tam

Tam trang
Stt Doi twong Vui vé Binh
thodi mai| thwong

Ap luc Lo ling

1 | Tam trang cua ban than
2 | C&c dién thoai vién

Tam trang chung cua tap

thé dién thoai vién

CAu 6. Anh (chi) vui long tir danh gia mirc do thé hién cua cic pham chat sau
Thé hién

Stt Pham chét, ning luc . Co6 thé | Khong thé
Ratro

hi¢n hién

Guong mau

Cong bang
Thang than
Quyét doan voi cap dudi

Té nhi trong Gng xir

Hiéu sau vé chuyén mon

Co6 nang lyc trong cong viéc

O IN OO W [N |-

Do luong

Cau 7. Khi xdy ra mau thuan giira cac dién thoai vién va dién thoai vién, anh
(chi) thuong giai quyét theo cach nao

0 Khong tim hiéu nguyén nhan, khién trich ngay

0 Tim hiéu nguyén nhan tir ca hai phia ciia dién thoai vién sau do ra quyét dinh

0 Chi nghe mét phia rdi quyét dinh

0 Khong quan tam, dién thoai vién tu giai quyét

Cau 8. Anh (chi) vui 1ong cho biét mirc d6 hai 10ng dbi vai dién thoai vién
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0 Rat hai long 0 Hai long it hon khong hai long
o Hai long o Khong hai long
0 Binh thuong
Cau 9. Qua cong tac kiém tra, giam sat, anh (chi) vui long cho biét mirc do hai

long do6i vai s6 lugng va chat lugng cude goin cua dién thoai vién

Mirc do
STT Tiéu chi Rét hai Hai Binh | Hai long | Khong
long long thwong | ithon | hailong

1 S6 luong

2 Chét luong

Cau 10. Anh (chi) vui long cho biét doi dicu vé ban than
G101 tinh o Nam o Nir

Chung toi xin chdn thanh cam on!
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PHU LUC III
CAU HOI PHONG VAN SAU

Cau 1. Anh (chi) vui 1ong cho biét tién lwong hién nay cua dién thoai vién
c6 tuong xing véi cdng sitc ma ho bo ra hay khéng? Xin giai thich y kién caa
minh?

Cau 2. Theo anh (chi) diéu kién 1am viéc hién nay trong Trung tdm nhu
thé nao? Anh (chi) cam thay thé nao khi lam viéc tai mdi truong lam viéc cua
Trung tam?

Cau 3. Anh (chi) vui long cho biét mac d6 mau thudn cta Trung tam hién
nay la gi? Lanh dao c6 phuong an xir Iy cAc mau thuan ra sao?

Cau 4. Anh (chi) c6 thod man céc cap lanh dao hién nay khéng? Anh
(chi) vui long cho biét ly do?

Cau 5. Anh (chi) vui 10ng tu danh gia vé trinh do nang luc chuyén mén,
nang luc quan ly cuaa minh? Vi sao anh (chi) cho la nhu vay?

Cau 6. Anh (chi) vui 16ng cho biét cong ty ddi tac, Trung tam, phong lam
viéc 6 thuong xuyén to chire cac hoat dong dd ngoai cho nhan vién hay khong?
Mtrc d6 anh (chi) tham gia nhu thé nao?

Cau 7. Anh (chi) vui 16ng cho biét mac d6 cua minh ddi véi cong viéc

minh 1am? Anh (chi) vui 16ng giai thich y kién cia minh?
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PHU LUC IV
Caul
C1.1. Khi vuong mac dieu gi trong cuoc song, gia dinh, muon thao go
thuong bay to voi Truong ca, giam sat

___________ Phong lamviec
Muc do P{]/(?gg Phong 1 Phong 2 Total
Khivuongmac  thiem Count | 14  6i 25 45
dieugitrongcuoc (khi % i 280%:  6.0%: 250% 18.0%
song, gia dinh, Count 36 94 [CRN—— 205
muon thao go chua | : .
thuong bay to voi : i
Truong ca, giam bao gio % 72.0% 94.0% : 75.0%: 82.0%
S N S S S S S
Total Count i 50 1007 100} 250
' % 100.0% : 100.0% : 100.0%: 100.0%

C1.2. Khi vuong mac dieu gi trong cuoc song, gia dinh, muon thao go
thuong bay to voi truong nhom

Phong lam viec
Muc do Phong
Vip {Phongli Phong2{ Total
. thuong | Count 4 3 5 12
Khivuongmac | y,ven’ [ 8.0% | 3.0% | 50%| 4.8%
dieugitrong gl Gnt 14 19 23 56
g‘fr‘]’ﬁ Srﬁzg’n gtlr?ao thoang | % 28.0% | 19.0% | 23.0% 22.4%
qo thuong bay | Niem | Count 32 56 64 152
tovoi truong | XN % 64.0% | 56.0% | 64.0%: 60.8%
nhom chua Count 0 22 8 30
bao gio | % 0% | 22.0% 8.0% | 12.0%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

C1.3. Khi vuong mac dieu gi trong cuoc song, gia dinh, muon thao go
thuong bay to voi nhung nguoi ban than

Phong lam viec
Muc do Phong Vig Phong 1 | Phong 2 Total

Khi vuong thuong Count 38 68 64 170
mac dieu gi xuyen % 76.0% 68.0% 64.0% 68.0%
trong cuoc thinh Count 7 17 16 40
song, gia dinh, | thoang % 140%: 17.0%: 16.0%: 16.0%
muon thao go hiem Khi Count 3 7 11 21
thuong bay to % 6.0% 7.0% | 11.0% 8.4%
voi nhung chuabao : Count 2 8 9 19
nguoi ban than ! gio % 4.0% 8.0% 9.0% 7.6%
Total Count 50 100 100 250

% 100.0% { 100.0% | 100.0% | 100.0%
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C1.4. Khi vuong mac dieu gi trong cuoc song, gia dinh, muon thao go
thuong khong bay to voi ai .

Phong lam viec
Muc do Phong Vip| Phong 1 | Phong 2 Total

Khi vuong | thuong Count 4 13 15 32
mac dieu gi | xuyen % 8.0%| 13.0% | 150% & 12.8%
trong cuoc thinh thoang Count 9 18 10 37
song, gia % 18.0% | 18.0% | 10.0% | 14.8%
dinh, muon hiem khi Count 11 33 35 79
thao go iemKnl e 22.0% | 33.0% : 3500 31.6%
thuong | Count 26 36 40 102
foh oy :iay chua bao gio | . 52.0% | 36.0%  40.0%| 40.8%
Total Count 50 100 100 250

% 100.0% | 100.0% | 100.0% | 100.0%

Cau 2

C2.1. Trong cong tac quan ly, muc do lanh dao trung tam
chon phuong an de ra quyet dinh .

Trong cong tac quan ly, muc do lanh Phong lam viec
dao trung tam chon phuong an de ra . | Phong Total
quyet dinh Phong Vip 1 Phong 2
Mot minh ra quyet dinh va Count 6 76 14 96
yeu cau DTV thuc hien ngay | 9, 12.0% | 76.0% | 14.0%| 38.4%
Ra quyet dinh khi da tham Count 44 24 86 154
532? y kien cua nhan vien cap, o, 88.0% | 24.0%| 86.0% 61.6%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

C2.2. Muc do hai long cua anh chi khi lanh dao lua chon phuong an quyet dinh do .

Phong lam viec
Muc do ”hong Vip Phong 1 | Phong 2 Total

hai Ion_g cua | ailo ng Count 37 64 70 171
anh chi khi % 740%: 640%: 70.0%: 68.4%
lanh dao lua | Binh Count 13 27 25 65
chon phuong | thuong % 26.0% i 27.0% 25.0% | 26.0%
an quyet dinh | Khong hai | Count 0 9 5 14
do long % .0% 9.0% 5.0% 5.6%
Total Count 50 100 100 250

% 100.0% | 100.0% | 100.0% { 100.0%
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Cau 3.
Theo anh (chi), quan he giua DTV va lanh dao trong trung tam CSKH la

C4.1. Anh (chi) danh gia muc do mau thuan giua moi quan he: DTV voi DTV

Theo anh (chi), quan he giua Phong lam viec
DTV va lanh dao trong Phong Total
trung tam CSKH la Vip Phong 1 Phong 2

Quan he giua cap Count 21 72 47 140

tren cap duoi % 420% | 72.0% 47.0%; 56.0%

Ton trong, tin Count 27 28 53 108

tuong lan nhau % 54.0% 28.0%{ 53.0%: 43.2%

Quan he giadinh | Count 2 0 0 2

than mat % 4.0% .0% .0% .8%

Total Count 50 100 100 250
% 100.0% i 100.0% : 100.0% : 100.0%

Céau4

Anh (chi) danh gia muc do Phong lam viec

mau thtg\_rll\gl\tjgirgo_ll_\c;uan he: Phong Vip| Phong 1 Phong 2 Total
. Count 6 18 25 49
Thinh thoang % 12.0% | 18.0% | 25.0% | 19.6%
Hiem khi Count 17 25 27 69
% 34.0% 25.0% 27.0% 27.6%
Chua bao gio Count 27 57 48 132
% 54.0% 57.0% 48.0% 52.8%
Total Count 50 100 100 250
% 100.0% { 100.0% { 100.0% | 100.0%

C4.2. Anh (chi) danh gia muc do mau thuan giua moi quan he: DTV voi nhom .

Phong lam viec

Muc do Phong Vipi Phong 1 | Phong 2 Total
Thuong xuyen Count 2 2 0 4
% 4.0% 2.0% .0% 1.6%
. Count 4 4 10 18
Thinh thoang 1o 800% | A0% 10.0% | 7.2%
Hiem khi Count 19 34 36 89
% 38.0%: 34.0%: 36.0% 35.6%
Chua bao gio Count 25 60 54 139
% 50.0%{ 60.0%{ 54.0% 55.6%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
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C4.3. Anh (chi) danh gia muc do mau thuan giua moi quan he: Lanh dao voi DTV

Phong lam viec

Muc do Phong Vip: Phong 1 | Phong 2 Total

Anh (chi) { Thinh | Count 4 10 15 29

danh gia muc | thoang | % 80%; 10.0%; 150%; 11.6%

do mau Hiem Count 13 27 25 65

thuan giua | khi % 26.0% 27.0%: 25.0%: 26.0%

moi quan he: Count 33 63 60 156
Lanh dao voi Chua_

DTV bao gio | % 66.0% | 63.0% | 60.0% 62.4%

Total Count 50 100 100 250

% 100.0% | 100.0% | 100.0% | 100.0%

C4.4. Anh (chi) danh gia muc do mau thuan giua moi quan he: Lanh dao voi nhom

Phong lam viec

Muc do Phong Vip; Phong 1 { Phong 2 Total
Anh (chi) | Thinh Count 0 1 0 1
danh gia muc | thoang % 0% 1.0% 0% 4%
do mau Hiem khi Count 19 30 39 88
thuan giua % 38.0% | 30.0% 39.0%| 35.2%
moi quan he: Count 31 69 61 161
Lanh dao voi C_hua bao 0 0 0 0 0
nhom gio Yo 62.0% ! 69.0%| 61.0% 64.4%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

C4.5.cAnh (chi) danh gia muc do mau thuan giua moi quan he: DTV voi khach hang

Phong lam viec

Muc do PC/ci)gg Phong 1 | Phong 2 Total
Anh (chi) | Thinh Count 4 10 7 21
danh gia muc | thoang % 8.0% i 10.0% 7.0% 8.4%
do mau thuan Hiem Khi Count 13 23 27 63
giua moi quan % 26.0% | 23.0%| 27.0%| 25.2%
he: DTV voi | Chuabao | Count 33 67 66 166
khach hang | gio % 66.0%{ 67.0%| 66.0% 66.4%
Total Count 50 100 100 250
% 100.0% i 100.0% i 100.0% i 100.0%
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Caub

Trong buoi hop nhom, hop trung tam, ban ve van de cong viec, ky nang nghiep vu,
noi vu thi: Moi nguoi tich cuc cung nhau dong gop y kien de di den thong nhat .

Phong lam viec
P{]/(?gg Phong 1 | Phong 2 Total
Moi nguoi Moi nguoi tich cuc | Count 40 13 72 125
. dong dop y kien de

tich cEc di den thong nhat % 80.0% ; 13.0% ; 72.0%; 50.0%
ggr?g no al- Mo nguoi tham Count 10 81 27 118

ng gop y gia nhung y kien
kien de di lanh dao la chinh % 20.0% | 81.0% | 27.0%| 47.2%
der:]:]r;?ng It tham gia phat Count 0 6 1 7
bieu y kien % 0% 6.0% 1.0% 2.8%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

Céu 6.
C6.1. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien: Guong mau
Phong lam viec
P{l/ci)gg Phong 1 | Phong 2 Total

Anh (chi) thay | The hien | Count 2 2 0 4
pham chat, nang | rat ro % 4.0% 2.0% .0% 1.6%
luc ma lanh dao | Co the Count 48 91 96 235
trung tam the | hien % 96.0% 91.0% 96.0% 94.0%
hien: Guong | Khong the | Count 0 7 4 11
mau hien % 0% 7.0% 4.0% 4.4%
Total Count 50 100 100 250
% 100.0% : 100.0% ; 100.0% | 100.0%

C6.2. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien: Cong bang

Phong lam viec
Phong Total
Vip Phong 1 | Phong 2
Anh (chi) | The hienrat | Count 10 7 4 21
thay pham | ro % 20.0% 7.0% 4.0% 8.4%
chat, nang Co the hien Count 37 80 86 203
luc ma lanh % 74.0% 80.0% | 86.0% 81.2%
dao trun
e hign: Khong the Count 3 13 10 26
Cong bang hien % 6.0% 13.0%{ 10.0% 10.4%
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Total

Count

50

100

100

250

%

100.0%

100.0%

100.0%

100.0%

C6.3. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien: Thang than

Phong lam viec

Muc do P{l/c;gg Phong 1 | Phong 2 Total
Anh (chi) thay | The hien Count 30 31 38 99
pham chat, {ratro % 60.0%: 310%: 380%: 39.6%
nang luc ma Co the hien Count 20 64 57 141
lanh dao trung % 40.0% | 64.0%| 57.0%| 56.4%
tam the hien: | Khong the | Count 0 5 5 10
Thang than | hien % .0% 5.0% 5.0% 4.0%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% ! 100.0%

C6.4. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien:
Quyet doan voi cap duoi

Phong lam viec

Muc do P?/c;rr)lg Phong 1 | Phong 2 Total
Anh (chi) thay | The hienrat | Count 17 21 21 59
pham chat, nang | ro % 34.0% 21.0% 21.0% 23.6%
luc ma lanh dao Co the hien Count 33 70 72 175
trung tam the hien: % 66.0% 70.0% 72.0% 70.0%
Quyet doan voi cap | Khong the Count 0 9 7 16
duoi hien % .0% 9.0% 7.0% 6.4%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

C6.5. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien:
Te nhi trong ung xu

Phong lam viec

Muc do P{]/c;gg Phong1 | Phong 2 Total
Anh (chi) thay | The hienrat | Count 0 7 8 15
pham chat, nang | ro % 0% 7.0% 8.0% 6.0%
luc ma lanh dao Co the hien Count 49 76 70 195
trung tam the hien: % 98.0% 76.0% 70.0% 78.0%
Te nhitrong ung | Khong the Count 1 17 22 40
Xu hien % 2.0% 17.0% 22.0% 16.0%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% { 100.0%
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C6.6. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien:
Hieu sau ve chuyen mon .

Phong lam viec
Muc do P{]/(?Bg Phong 1 | Phong 2 Total

Anh (chi) thay | The hien | Count 20 25 14 59

pham chat, nang | rat ro % 40.0% 25.0% 14.0% 23.6%

luc ma lanh dao Count 30 75 86 191

trung tam the hien: | Co the

Hieu sau ve hien % 60.0% 75.0% 86.0% 76.4%
chuyen mon

Total Count 50 100 100 250

% 100.0% ; 100.0%{ 100.0% ; 100.0%

C6.7. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien:
Co nang luc to chuc cong viec .

Phong lam viec
Muc do P{]/ci)gg Phong 1 | Phong 2 Total
Anh (chi) thay | The hienrat | Count 23 31 22 76
pham chat, nang o % 46.0% 31.0% 22.0% 30.4%
luc ma lanh dao Co the hien Count 26 59 67 152
trung tam the hien: % 52.0% 59.0% 67.0% 60.8%
Conanglucto | Khongthe | Count 1 10 11 22
chuc cong viec | hien % 2.0% 10.0% 11.0% 8.8%
Total Count 50 100 100 250
% 100.0% | 100.0% { 100.0% | 100.0%
C6.8. Anh (chi) thay pham chat, nang luc ma lanh dao trung tam the hien:
Do luong .
Phong lam viec
Muc do P{]/ci)gg Phong 1 | Phong 2 Total
. The hien rat | Count 2 6 5 13
ﬁ”r:‘] (Chh? tr:‘a%’ ro % 40%  6.0%  50%  5.2%
FIJuc(;1 mg I:n,h gag Co the hien Count 30 63 64 157
trung tam the hien: % 60.0% 63.0% 64.0% 62.8%
Do luong " i Khongthe | Count 18 31 31 80
hien % 36.0% 31.0% 31.0% 32.0%
Total Count 50 100 100 250
% 100.0% | 100.0% { 100.0% ; 100.0%
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Céu 7.
C7.1. Muc do hai long cua anh (chi) doi voi: Truong ca

Phong lam viec

Muc do P{]/?gg Phong 1 | Phong 2 Total
: Count 38 80 75 193
. Hai long
Muc do hali % 76.0% 80.0% 75.0% 77.2%
long cua anh Binh thuon Count 10 20 23 53
(chi) doi voi: 9 g 20.0% 20.0% 23.0% 21.2%
Truong ca Khong hai Count 2 0 2 4
long % 4.0% 0% 2.0% 1.6%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
C7.2. Muc do hai long cua anh (chi) doi voi: Giam sat
Phong lam viec
Muc do P(l/?gg Phong1 | Phong 2 Total
Hai lon Count 35 80 63 193
Muc do hai lon g % 70% 80% 63% 71.2%
cua anh (chi) dof | Binh thuong 04 15 19 35 09
v 9 1y 30% | 19% |  35% 27.6%
' Khong hai Count 0 1 2 3
long % 0% 1% 2% 1.2%
Total Count 50 100 100 250
% 100.0% | 100.0% : 100.0% : 100.0%
C7.3. Muc do hai long cua anh (chi) doi voi: Ho tro
Phong lam viec
Muc do P{]/ci)gg Phong 1 | Phong 2 Total
Hai lon Count 49 100 78 227
Muc do hai 9 % 98%  100% |  78% .  90.8%
long cua anh Binh thuon Count 1 0 22 23
(chi) doi voi: 9 % 20 0% 2% | 9.2%
Ho tro Khong hai Count 0 1 0 1
long % 0% 0% 0% 4%
Total Count 50 100 100 250
% 100.0% { 100.0% | 100.0% { 100.0%
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C7.4. Muc do hai long cua anh (chi) doi voi: Khach hang .

Phong lam viec

Muc do P{l/c;gg Phong 1 | Phong 2 Total
Hai long Count 30 57 50 137
Muc do hai long = % 60% 57% 50%{ 54.8%
cua anh (chi) doi Binh Count 15 23 20 58
voi: Khach hang thuong % 30% 23% 20% | 23.8%
Khong hai | Count 5 20 30 55
long % 10% 20% 30% 22%
Total Count 50 100 100 250
% 100.0% | 100.0% { 100.0% | 100.0%

C7.5. Muc do hai long cua anh (chi) doi voi: Ky nang nghiep vu ban than

Phong lam viec
Muc do P{]/ci)gg Phong 1 | Phong 2 Total
. . Count 50 56 78 194
Muc co (hcf’;]'i;o " Hailong 7 100% | 56% |  78% | 77.6%
voi: Ky nang Binh Count 0 23 22 45
nghiep vu ban thuong _ % 0% 23% 22% 18%
than Khong hai | Count 0 21 0 21
long % 0% 21% 0% 8.4%
Total Count 50 100 100 250
% 100.0%  100.0% { 100.0% | 100.0%
C7.6. Muc do hai long cua anh (chi) doi voi: Dieu Kien lam viec
Phong lam viec
Muc do Phong | Phong | Phong | Total
Vip 1 2
. Count 40 82 85 207
. Hai long
Muc do hai long % 80% 82% 85% | 77.6%
cua anh (chi) doi | Binh Count 10 18 15 43
voi: Dieu kien | thuong % 20% 18% 15% | 17.2%
lam viec Khong hai | Count 0 0 0 0
long % 0% 0% 0% 0%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

C7.7. Muc do hai long cua anh (chi

de bat trong Trung tam

) doi voi: Khen thuong, cat nhac,

Phong lam viec
Muc do Phong | Phong { Phong | Total
Vip 1 2
Hai long Count 30 60 55 145
Muc do hai long _ % 60% 60% 55% 58%
cua anh (chi) doi Binh Count 5 25 17 47
voi: Khen thuong thuong % 10% 25% 17% | 18.8%
Khong hai | Count 15 15 28 58
long % 30% 15% 28% i 23.2%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
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Means

Muc do | Mucdo { Mucdo { Mucdo | Mucdo | Mucdo { Muc do
hai long | hai long | hai long | hai long | hai long | hai long | hai long
cuaanh { cuaanh | cuaanh | cuaanh { cuaanh | cuaanh | cuaanh
(chi) | (chi)doi { (chi) (chi) | (chi) doi | (chi) doi | (chi) doi
doi voi: VOI: doi voi: | doi voi: | voi: Ky VOI: VOI:
. Truong | Giamsat | Hotro | Khach nang Dieu Khen
Phong lam viec . .
ca hang nghiep kien thuong,
vu ban | lam viec | cat nhac
than de bat
trong
Trung
tam
Phong |Mean | 1.2800| 1.9400| 1.7400| 1.6200| 1.2600| 1.3200| 2.5600
Vip N 50 50 50 50 50 50 50
Phong {Mean { 1.2000{ 1.7400; 1.6900{ 1.7800; 1.9300; 1.4100; 2.2300
1 N 100 100 100 100 100 100 100
Phong {Mean { 1.2700{ 1.6900! 1.4800{ 1.6600! 1.6100{ 1.3400: 2.2400
2 N 100 100 100 100 100 100 100
Mean | 1.2440: 1.7600; 1.6160: 1.7000: 1.6680: 1.3640: 2.3000
Total N 250 2501 250 250 250 250 250
Cau 8

Khi xay ra mau thuan giua DTV va DTV lanh dao TT thuong giai quyet theo cach .

Phong lam viec
Phong Total
Vip Phong 1 | Phong 2

Khi xay | Khong tim hieu Count 5 8 10 23

ra mau nguyen nhan,khien | o . . .
thuan trach luon Yo 10.0% 8.0% | 10.0% 9.2%
giua DTV | Tim hieu nguyen Count 39 82 83 204
vaDTV  nhan tuca 2 phiasau |, 78.0% | 82.0% 83.0% 816%

lanh dao | do ra quyet dinh

TT Nghe mot phia roi Count 3 6 6 15
thuong quyet dinh % 6.0% 6.0% 6.0% 6.0%
giai quyet | Khong quan tam, Count 3 4 1 8
theo cach | DTV tu giai quyet % 6.0% 4.0% 1.0% 3.2%
Total Count 50 100 100 250
% 100.0% | 100.0% { 100.0% | 100.0%
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Céu 9. Khi lam viec va sinh hoat cung dong nghiep cua nhom minh .

Phong lam viec Total
Phong | Phong | Phong
Vip 1 2

Khi lam viec tha}y thoai mai, | Count 42 27 33 102
. vui ve % 84% 27% 33% | 40.8%

va sinh hoat
cung dong thay binh thuong Count 8 58 46 112
nghiep cua _ % 16% 58% 46% | 44.8%
nhom minh thay khong thoai | Count 0 15 21 36
mai, uc che % .0% 15% 21% | 14.4%
Total Count 50 100 100 250
% 100.0% { 100.0% : 100.0% | 100.0%

Céu 10
C10.1. Quan he giua minh va dong nghiep thay than tinh coi mo .
Phong lam viec
Phong | Phong | Phong | Total
Vip 1 2

xep thu 1 Count 26 46 50 122
Quan he giua % 70.3% | 62.2% | 68.5% | 66.3%
minh va dong xep thu 2 Count 5 19 17 41
nghiep thay than % 135% | 25.7%  23.3% | 22.3%
tinh coi mo xep thu 3 Count 6 9 6 21
% 16.2% | 12.2% 8.2% | 11.4%
Total Count 37 74 73 184
% 100.0% | 100.0% | 100.0% | 100.0%

C10.2. Quan he giua minh va dong nghiep nhiet tinh ho tro chia se
cung nhau khi gap tinh huong kho khan

Phong lam viec
P?/(?gg Phong 1 { Phong 2 Total

Quan he giua minh | Xep Count 11 25 22 58
va dong nghiep thul % 23.4% : 275%: 24.7%: 25.6%
nhiet tinh ho tro Xep Count 31 53 55 139
chiasecungnhau {thu2 % 66.0% | 58.2% 61.8% ! 61.2%
khi gap tinh huong | xep Count 5 13 12 30
kho khan thu3 % 10.6% : 14.3% 13.5%: 13.2%
Total Count 47 91 89 227

% 100.0% | 100.0% { 100.0% ; 100.0%
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C10.3 Quan he giua minh va dong nghiep thay khong than thiet cung khong thu ghet ai

Phong lam viec
Pb/(?gg Phong 1 | Phong 2 Total

Quan he giua xep thu | Count 1 4 2 7
minh va dong 1 % 56% i 12.1% 6.3% 8.4%
nghiep thay xep thu | Count 8 9 10 27
khong than thiet | 2 % 444% : 27.3%;: 31.3%; 32.5%
cung khong thu | xep thu | Count 9 20 20 49
ghet ai 3 % 50.0% | 60.6% 62.5% | 59.0%
Total Count 18 33 32 83

% 100.0% ; 100.0% : 100.0% : 100.0%

C10.4 Quan he giua minh va dong nghiep thay chi la moi quan he
mang tinh chat cong viec

Phong lam viec
Phong Total
Vip Phong 1 | Phong 2
Quan he giua xep thu | Count 9 12 15 36
minh va dong 1 % 90.0% | 50.0% | 55.6%| 59.0%
nghiep thay chi la | xep thu | Count 1 4 2 7
moi quan he 2 % 10.0% | 16.7% 7.4% ! 11.5%
mang tinh chat | xep thu | Count 0 8 10 18
cong viec 3 % 0% 333%; 37.0%! 29.5%
Total Count 10 24 27 61
% 100.0% { 100.0% : 100.0% { 100.0%
C10.5. Quan he giua minh va dong nghiep thay khong thoai mai, kho chiu
Phong lam viec
Phong Total
Vip Phong 1 | Phong 2
Quan he giua minh Count 2 3 4 9
va dong nghiep Xep
thay khong thoai thu3 | % 100.0% | 100.0% { 100.0% ; 100.0%
mai, kho chiu
Total Count 2 3 4 9
% 100.0% { 100.0% | 100.0% { 100.0%
C10.6. Quan he giua minh va dong nghiep thay tho o, viec ai nguoi ay lam
Phong lam viec
Phong 1 | Phong 2 Total
Quan he giua wen thy 1 Count 2 5 7
minh va dong P % 66.79% | 100.0% |  87.5%
nghiep thay tho o, Count 1 0 1
Ya:fr:: ai nguoi ay xep thu 3 % 33.3% 0% 12.5%
Total Count 3 o) 8
% 100.0% | 100.0% 100.0%
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C10.7. Quan he giua minh va dong nghiep thay luon canh giac voi nhau

Phong lam viec
Phong 1 Phong 2 Total

Quan he giua Count 2 5 7
minh va dong
nghiep thay xep thu 2 .
luon canh giac % 100.0% 100.0% 100.0%
voi nhau

Total Count 2 5 7

% 100.0% 100.0% 100.0%

C10.8. Quan he giua minh va dong nghiep la coi nhau nhu ruot thit

Phong lam viec Total
Phong Vip | Phong 1 Phong 2
Quan h_e xep thu 1 Count 0 2 0 2
giua minh % .0% 8.0% .0% 2.9%
va d_ong xep thu 2 Count 3 6 5 14
ng_hlep la % 21.4% 24.0% 16.7% 20.3%
coi nhau Count 11 17 25 53
h t
e | 7P thus 1o, 78.6% | 68.0% | 833% | 76.8%
Total Count 14 25 30 69
% 100.0% 100.0% 100.0% 100.0%

C10.9. Quan he giua minh va dong nghiep la chan thanh trao doi kinh nghiem
de chat luong cuoc goi ngay cang tot hon

Phong lam viec
P{]/c;gg Phong Phong 2 Total
Quan he giua minh va xep thu | Count 3 6 18
dong nghiep la chan 1 % 13.6% | 19.1% | 17.1% 17.3%
thanh trao doi kinh xep thu | Count 2 6 16
nghiem de chat luong 2 % 9.1% | 17.0% | 17.1% 15.4%
cuoc goi ngay cang tot | xep thu | Count 17 23 70
hon 3 % 77.3% | 63.8% | 65.7% 67.3%
Total Count 22 35 104
% 100.0% § 100.0% : 100.0% | 100.0%
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Cau 11.

C11.1. Anh, chi giao tiep voi hau het nhung nguoi trong trung tam .

Phong lam viec
P{}?gg Phong 1 | Phong 2 Total
rat thuong | Count 30 66 82 178
xuyen % 60.0% 66.0% 82.0% 71.2%
Anh, chi thuong Count 4 17 13 34
giao tiep voi | Xuyen % 8.0% 17.0% 13.0% 13.6%
hau het thinh Count 16 9 5 30
nhung nguoi | thoang % 32.0% 9.0% 5.0% 12.0%
trong trung hiem Khi Count 0 4 0 4
tam % .0% 4.0% 0% 1.6%
chuabao | Count 0 4 0 4
gio % .0% 4.0% 0% 1.6%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
C11.2. Anh, chi giao tiep voi lanh dao trung tam .
Phong lam viec
P{]/ci)gg Phong 1 | Phong 2 Total
rat thuong Count 1 3 2 6
xuyen % 2.0% 3.0% 2.0% 2.4%
thuong xuyen Count 3 25 43 71
Anh, chi giao tiep % 6.0% 25.0% | 43.0% | 28.4%
VoI I,anh dao trung | thinh thoang Count 26 37 33 %
tam % 52.0% | 37.0% | 33.0% | 38.4%
hiem khi Count 20 30 22 72
% 40.0% | 30.0% | 22.0% | 28.8%
chua bao gio Count 0 > 0 >
% 0% 5.0% .0% 2.0%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
C11.3. Anh, chi giao tiep voi mot so it ban than .
Phong lam viec
P{l/(i)gg Phong 1 | Phong 2 Total
rat thuong Count 21 30 18 69
xuyen % 42.0% | 30.0% | 18.0% | 27.6%
Anh, chi giao thuong xuyen Count 12 43 > 112
tiep ’voi mot so it % 24.0% | 43.0% | 57.0% | 44.8%
ban than thinh thoang Count 17 25 25 67
% 34.0% | 25.0% | 25.0% | 26.8%
hiem khi Count 0 2 0 2
% .0% 2.0% 0% .8%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
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C11.4. Anh, chi khong thich giao tiep voi ai .

Phong lam viec
Muc do P{l/c;gg Phong 1 | Phong 2 Total
thuong Count 0 1 0 1
xuyen % 0% 1.0% .0% 4%
thinh Count 23 39 43 105
Anh, chi khong thoang % 46.0% | 39.0% : 43.0% | 42.0%
thich giao tiep voi ai hiem Khi Count 6 21 19 46
% 120% | 21.0% | 19.0% | 18.4%
chuabao | Count 21 39 38 98
gio % 42.0% | 39.0% | 38.0% | 39.2%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
Cau 12
C12.1. Hang ngay anh (chi) va dong nghiep thuong trao doi ve:
Nhung nguoi lanh dao (truong ca, giam sat, ho tro).
Phong lam viec
P{}?Sg Phong 1 | Phong 2 Total
Hang ngay anh (chi) | Thuong Count 5 23 11 39
va dong nghiep xuyen % 10.0% | 23.0% | 11.0% | 15.6%
thuong trao doi ve: | Thinh Count 34 62 78 174
Nhung nguoi lanh thoang % 68.0% | 62.0% | 78.0% | 69.6%
dao (truong ca, giam | Chua bao | Count 11 15 11 37
sat, ho tro) gio % 22.0% | 15.0% | 11.0% | 14.8%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

C12.2. Hang ngay anh (chi) va dong nghiep thuong trao doi ve: cong viec
cua trung tam ve nghiep vu noi vu cua Dien thoai vien.

Phong lam viec
Phong Total
Vip Phong 1 Phong 2

cong viec Thuong : Count 34 64 72 170
cuatrung tam | xuyen | % 68.0% 64.0% 72.0% 68.0%
xgin\?gffavu Thinh Count 16 36 28 80
Dien thoai vien thoang | % 32.0% 36.0% 28.0% 32.0%
Total Count 50 100 100 250
% 100.0% 100.0% 100.0% 100.0%
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C12.3. Hang ngay anh (chi) va dong nghiep thuong trao doi ve: Tam tu, tinh cam va
van de rieng tu cua doi song ca nhan

Phong lam viec
P{l/(?gg Phong 1 | Phong 2 Total
. Thuong Count 8 21 11 40
C':ggn”ggf]éﬁigg (tm'gng xuyen % 16006 210% | 110%  16.0%
trao doi ve: Nhung Thinh Count 34 67 78 179
. ' thoang % 68.0% 67.0% 78.0% 71.6%
nguoi lanh dao (truong
ca, giam sat, ho tro) C_hua bao Count 8 12 11 31
gio % 16.0% 12.0% 11.0% 12.4%
Total Count 50 100 100 250
% 100.0% ;| 100.0% | 100.0% { 100.0%
Means
Hang ngay anh | Hang ngay{ Hangngay | Hangngay | Hang ngay
(chi) vadong | anh (chi) va; anh (chi) va | anh (chi) va | anh (chi)
nghiep thuong dong dong nghiep | dong nghiep { va dong
trao doi ve: nghiep | thuongtrao | thuong trao nghiep
Congviec cua | thuongtrao! doi ve: doi ve: thuong trao
Phong lam viec | trung tam, ve | doive: Tam;  Nhung Nhung van doi ve:
nghiep vu, noi | tutinh cam{ nguoi lanh | de lien quan | Luong va
vu cuacac DT, | vavande | dao (truong | den cuoc goi | thuong cua
cung rut kinh | rieng tu cua; ca, giam sat, { cua khach cong ty
nghiem va hoan | doisongca; ho tro) hang va
thien Ky nang nhan khach hang
Phong | Mean 1.3200 2.0000 2.1200 1.3200 1.7200
Vip N 50 50 50 50 50
Phong | Mean 1.3600 1.9100 1.9200 1.3600 1.8200
1 N 100 100 100 100 100
Phong | Mean 1.2800 2.0000 2.0000 1.2800 1.7800
2 N 100 100 100 100 100
Total Mean 1.3200 1.9640 1.9920 1.3200 1.7840
N 250 250 250 250 250

Cau 13. Anh (chi) co thay minh thuc su la thanh vien cua tap the hay khong

Phong lam viec
Vip Phong 1 Phong 2

Anh (chi) co Co Count 50 91 90 231
thay minh thuc % 100.0% 91.0% 90.0% 92.4%
su la thanh vien Count 0 9 10 19
cua tap the ha
khongp y (Khong i, 0% 9.0% 10.0% 7.6%

Total Count 50 100 100 250

% 100.0% 100.0% 100.0% 100.0%
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Céau 14. C14.1. Trung tam co thuong xuyen to chuc cac hoat dong ngoai khoa khong

Phong lam viec

Phong Total
Vip Phong 1 Phong 2
Trung tam co Co Count 40 53 86 179
thuong xuyen to % 80.0% 53.0% 86.0% 71.6%
chuc cac hoat Count 10 47 14 71
dong ngoai khoa | Khong
khong % 20.0% 47.0% 14.0% 28.4%
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% 100.0%

C14.2. Muc do tham gia khi trung tam to chuc cac hoat dong ngoai khoa .

Phong lam viec
; Total
Phong Vig Phong 1 Phong 2
Thuong Count 27 30 57 114
Muc do xuyen % 54.0% | 30.0% 57.0% 45.6%
thaiTrSr'% Thinh Count | 23 60 26 109
thoang % 46.0% | 60.0% 26.0% 43.6%
gmacthuc e Count 0 6 7 13
dong ngoai lemKnl rop 0% 6.0% 7.0% 5.2%
khoa K_hong bao | Count 0 4 10 14
gio % 0% 4.0% 10.0% 14.0%
Total Count 28 56 59 143
% 100.0% | 100.0% . 100.0% : 100.0%
Céau 15

C15.1. Khi gap tinh huong kho trong cong viec chua giai quyet duoc ngay,
muc do anh (chi) nho ho tro: Truong ca.

Phong lam viec Total
Phong Vip! Phong 1 Phong 2 ota
Khi gap tinh | Rat thuong : Count 0 2 0 2
huong kho Xuyen % .0% 2.0% .0% .8%
trong cong | Thuong Count 4 16 18 38
viec chua xuyen % 8.0% 16.0% 18.0% 15.2%
giai quyet Thinh Count 5 35 32 72
duoc ngay, |thoang % 10.0% 35.0% 32.0% 28.8%
muc do anh Hiem Khi Count 32 40 46 118
(chi) nho ho % 64.0% 40.0% 46.0% 47.2%
tro: Truong | Chuabao | Count 9 7 4 20
ca gio % 18.0% 7.0% 4.0% 8.0%
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% 100.0%
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C15.2. Khi gap tinh huong kho trong cong viec chua giai quyet duoc ngay,
muc do anh (chi) nho ho tro: Giam sat .

Phong lam viec

Muc do - Total
Phong Vip: Phong 1 Phong 2
. . Rat thuong | Count 3 26 31 60
Khigaptinh |y, ven % 6.0% | 260% | 3L0% | 24.0%
huong kho trong - " Count |12 33 &7 77
cong V'ectgh“a Xuyen % 540% T33.0% | 32.0% | 30.8%
ﬁ'gﬂyq‘a’ﬁc d‘f)ognh Thinh Count| 21 30 29 80
Y, " thoang % 42.0% 1 30.0% | 29.0% | 32.0%
(chi) nho ho tro: Count| 14 11 8 33
Glam sat Hiemkhi 57 58,006 T 11.0% 8.0% 1320
ot Count| 50 100 100 250
% 100.0% | 100.0% | 100.09% | 100.0%

C15.3. Khi gap tinh huong kho trong cong viec chua giai quyet duoc ngay,
muc do anh (chi) nho ho tro: Ho tro .

Phong lam viec

Muc do Total
P{l/ci)gg Phong 1 Phong 2
Khi gap tinh | Rat thuong | Count 36 78 79 193
huong kho xuyen % 72.0% 78.0% 79.0% 77.2%
trong cong Thuong Count 11 21 21 53
viec chua xuyen % 22.0% 21.0% 21.0% 21.2%
giar quyet Count 3 1 0 4
duoc ngay, .
muc doga?\/h Thinh
(chi) nho ho thoang % 6.0% 1.0% 0% 1.6%
tro: Ho tro
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% 100.0%

C15.4. Khi gap tinh huong kho trong cong viec chua giai quyet duoc ngay,
muc do anh (chi) nho ho tro: Dong nghiep .

Phong lam viec

Mue do P{‘/‘?gg Phong1 | Phong2 | O
Khi gap tinh | Rat thuong | Count 20 41 40 101
huong kho xuyen % 40.0% 41.0% 40.0% 40.4%
trong cong Thuong Count 28 56 56 140
viec chua xuyen % 56.0% 56.0% 56.0% 56.0%
giai quyet Count 2 3 4 9
duoc ngay,
muc do anh | Thinh
(chi) nho ho | thoang % 4.0% 3.0% 4.0% 3.6%
tro: Dong
nghiep
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% 100.0%
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C15.5. Khi gap tinh huong kho trong cong viec chua giai quyet duoc ngay, muc do
anh (chi) nho ho tro: Tu tim toi de giai quyet va goi lai cho khach hang
sau khi da co cau tra loi

Phong lam viec
Muc do Total
P{]/?Sg Phong 1 | Phong 2
Khi gap tinh huong | Rat Count 25 44 52 121
kho trong cong viec | thuong 0 0 0 0 0
chua giai quyet duoc | xuyen % 50.0% | 44.0% | 52.0% | 48.4%
ngay, muc do anh Thuong | Count 17 44 40 101
(chi) nho ho tro: Tu | xuyen % 34.0% 44.0% | 40.0% | 40.4%
tim toi de giai quyet Count 8 12 8 28
va goi lai cho khach | Thinh
hang sau khidaco |thoang |% 16.0% 12.0% 8.0% | 11.2%
cau tra loi
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%

Cau 16. Theo anh (chi) viec sap xep lich ca nhu hien nay co hop ly khong.

Phong lam viec
P{]/?Bg Phong 1 Phong 2 Total
Theo anh Hop | Count 48 79 88 215
(chi) viec sap | "OP Y % 96% 79% 88% 86%
xep lich ca Count 2 21 12 35
nhu hien nay | Khong hop
co hop ly ly % 4.0% 21.0% 12.0% 14.0%
khong
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% 100.0%
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Céau 17. C17.1. Anh (chi) cho biet muc do gan bo cua minh ve cong viec hien nay:
khi den trung tam co cam giac nhu o nha minh .

Phong lam viec
Mue do P@‘;gg Phong1 | Phong2 | O
Anh (chi) Rat thuong | Count 3 12 13 28
cho biet muc | Xuyen % 6.0% 12.0% 13.0% 11.2%
do gan bo Thuong Count 16 18 20 54
cua minh ve | Xuyen % 32.0% 18.0% 20.0% 21.6%
cong viec Thinh Count 19 45 42 106
hien nay: khi | thoang % 38.0% 45.0% 42.0% 42.4%
den trung Hiem khi Count 4 11 10 25
tam co cam % 8.0% 11.0% 10.0% 10.0%
giacnhuo | Chuabao | Count 8 14 15 37
nha minh gio % 16.0% | 14.0% 15.0% 14.8%
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% 100.0%

C17.2. Anh (chi) cho biet muc do gan bo cua minh ve cong viec hien nay:
Muon duoc tiep tuc lam viec nhung duoc chuyen sang cac ban khac
hoac cho co hoi de duoc tuyen vao lam cong tac vien, lam nhan vien chinh thuc .

Phong lam viec

Mue do P{‘/‘i’gg Phong1 | Phongz | 'O

Anh (chi) cho | Rat thuong | Count 18 41 43 102
biet muc do | xuyen % 36.0% 41.0% 43.0% 40.8%
gan bo cua Thuong Count 11 13 7 31
minh ve cong | xuyen % 22.0% 13.0% 70% 12.4%
viec hien nay: | Thinh Count 17 26 30 73
I\_/Iuon duoc thoang % 34.0% 26.0% 30.0% 29.2%
tiep tuc lam . | Count 2 13 10 25
viecnhung Hiemkhi o) 40% 130% 10.0% | 10.0%
duoc chuyen Count 2 7 10 19
sang cac ban
khac hoac
cho co hoi de
duoc tuyen | Chuabao
vao lam cong | 910 % 4.0% 7.0% 10.0% 7.6%
tac vien, lam
nhan vien
chinh thuc

Total Count 50 100 100 250

% 100.0% 100.0% 100.0% | 100.0%
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C17.3. Anh (chi) cho biet muc do gan bo cua minh ve cong viec hien nay:

lam viec tam thoi khi co viec khac thi se bo

Phong lam viec
Muc do Total
P{l/?gg Phong 1 Phong 2
) Rat thuong | Count 11 12 14 37
th (Ch')dChO xuyen % 2200 | 12.0% 14.0% | 14.8%
et tr)nuc © Thuong Count 8 6 0 14
?na_rr‘]ho C“an xuyen % 16.0% 6.0% 0%  5.6%
Uioe pier e Thinh Count 11 29 36 76
lam viec tarrzll thoang % 22.0% 29.0% 36.0% | 30.4%
thoi khico | Hiem khi - CoUNt > 21 21 adl
viec khac thi % 10.0% 21.0% 21.0%{ 18.8%
se bo Chuabao | Count 15 32 29 76
gio % 30.0% 32.0% 29.0% i 30.4%
Total Count 50 100 100 250
% 100.0% { 100.0% 100.0% { 100.0%
Cau 18.
Khi tiep nhan cuoc goi anh (chi) thuong
Phong lam viec
Phong Total
Vip Phong 1 Phong 2
Tim moi
cach de Count 46 84 85 215
truyen dat va
mo rong
thong tincho | % 92.0% 84.0% 85.0% 86.0%
Khi tiep nhan EH i
cuoc goi anh C;S tra: |C06}C Count 2 3 4 9
(chi) thuong cho nhanh vi
. 1% 4.0% 3.0% 4.0% 3.6%
thuoc het roi
Cungcap | ooynt 2 13 11 26
theo nhu cau
ﬁ‘;ﬁgkha‘:h % 40%  13.0% 11.0% | 10.4%
Total Count 50 100 100 250
% 100.0% { 100.0% 100.0% { 100.0%
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Céu 19

Anh (chi) co hai long voi muc luong hien tai khong

Phong lam viec
Muc do Phqng Phong 1 Phong 2 Total
Vip
Hai long Count 11 4 17 32
% 22.0% 4.0% 17.0% 12.8%
Anh (chi) co i Binh thuong  Count 24 25 5 54
hai long voi % 48.0% 25.0% 5.0% | 21.6%
muc luong It hai long Count 13 60 70 143
hien tai khong % 26.0% 60.0% 70.0% | 57.2%
Khong hai Count 2 11 8 21
long % 4.0% 11.0% 8.0% 8.4%
Total Count 50 50 100 100
% 100.0% 100.0% 100.0% | 100.0%
Cau 20. Khi duoc lanh dao phan cong cong viec
(dieu dong truc tang cuong trong ngay nghi, dieu dong
tang cuong sang line khac, dieu dong truc nhat, chuyen may...) .
Phong lam viec
Mue do P{‘/(i’gg Phongl | Phong 2 Tota
. Vui ve lam Count 14 42 49 105
Khi duoc lanh dao 4 g % 28.0% 42.0% 49.0% | 42.0%
phan cong cong Ve gl te ™ Count 30 33 31 94
(dieu dong truc tang truoc khi thuc
cuong trong ngay hien % 60.0% 33.0% 31.0% 37.6%
non, gd;g‘rjl ;mg 19 | Giao viec thi | Count i 18 1 36
dieu dong truc nhat, i lam . % 8.0% 18.0% 14.0% 14.4%
chuyen may...) Nhan mien Count 2 7 6 15
cuong % 4.0% 7.0% 6.0% 6.0%
Total Count 50 100 100 250
% 100.0% 100.0% 100.0% | 100.0%
Céu 21. C21.1. Anh (chi) cho biet muc do hai long cua minh doi voi so luong
cuoc goi minh dat duoc trong ngay .
Phong lam viec Total
Mue do P{}?gg Phong 1 Phong 2
. . . Count 3 0 0 3
A g%h;?aﬁgntgitua Rathailong o0 6.0% 0% 0% T15%
minh doi voi so Hai long Count 39 83 86 208
luong cuoc goi minh % 78.0% 83.0% 86.0% 83.2%
dat duoc trong ngay | Binh thuong Count 8 L/ 14 39
% 16.0% 17.0% 14.0% 15.6%
Total Count 50 100 100 250
% 100.0% i 100.0% 100.0% { 100.0%
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Céau 21.c21.2. Anh (chi) cho biet muc do hai long cua minh doi voi chat luong cuoc goi
minh dat duoc trong ngay .

Phong lam viec

Muc do Total
P{}qng Phong 1 Phong 2
Ip
: . . Count 35 58 55 148
A (ehh cho biet Hai long % 70.0% | 58.0% 55.0% | 59.2%
minh doi voi ghat Binh thuon Count 13 35 36 84
o 9 1% 26.0% 35.0% 36.0% | 33.6%
luong cuoc goi minh Coun 5 7 9 18
dat duoc t i
atduoctrongngay | lthailong 40% | 7.0% 9,006 7.2%
Total Count 50 100 100 250
% 100.0% { 100.0% 100.0% | 100.0%
Céu 22. Thai do cua anh (chi) khi tiep nhan cuoc goi .
Phong lam viec
Phong Total
Vip Phong 1 Phong 2

Luon no nu cuoi de khach hang Count 49 93 95 237

nhan biet duoc su nhiet tinh % 98.0% 93.0% 95.0% | 94.8%

Binh thuong vi khong the luc nao | Count 1 7 5 13

cung cuoi duoc % 2.0% 7.0% 5.0% 5.2%

Total Count 50 100 100 250

% 100.0% { 100.0% 100.0% | 100.0%

Céu 23. Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu to: Su quan tam cua lanh dao.

Phong lam viec
P{]/ci)gg Phong1 { Phong 2 Total

Anh chi danh Rat anh huong | Count 47 84 85 216
gia muc do anh % 94.0% | 84.0% 85.0% | 86.4%
huong der_1 bau Anh huong Count 3 5 14 22
I‘;htfgggk[‘a:sm % 6.0% 5006 14.0%  8.8%
. Khong anh huong | Count 0 11 1 12

cua yeu to: Su
quan tam cua % 0% | 11.0% 1.0% |  4.8%

lanh dao

Total Count 50 100 100 250
% 100.0% : 100.0% 100.0% ; 100.0%

143




C 23.1 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu to: Tap the doan ket, ho tro nhau trong cong viec.

Phong lam viec Total
Phong Vip|{ Phong1 | Phong 2
Anh chi danh gia muc | Anh huong | Count 39 74 84 197
do anh huong den bau % 78.0% 74.0% 84.0% | 78.8%
khong khi tam ly trong

tap the cua yeu to: Tap | Khong anh | Count 11 26 16 53
the doan ket, ho tro huong

nhau trong cong viec % 22.0% 26.0% 16.0%{ 21.2%

Total Count 50 100 100 250

% 100.0% : 100.0% 100.0% : 100.0%

C 23.2 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu to: Luong duoc huong

Phong lam viec
Total
Phong
Vip Phong 1 | Phong 2
Anh chi danh giamuc do | Ratanh | Count 32 49 43 124
anh huong den bau huong | % 64.0% | 49.0% | 43.0%  49.6%
khong khi tam ly trong
tap the cua yeuto: | Anh huong | COUM 18 51 57 126
Luong duoc huang % 36.0% | 51.0% | 57.0% | 50.4%
Total Count 50 100 100 250
% 100.0% ¢ 100.0% : 100.0% | 100.0%

C 23.3 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu tu: Su quan tam giua nhan vien voi nhau

Phong lam viec
Phong Total
Vip Phong 1 | Phong 2
. : Count 19 38 47 104
Anh chi danh gia muc Rat anh huong
do anh huong den bau 2/:0ount 38'0;)/10 38'0;)/50 47'0;2 41.163?/80
khong khi tam ly trong Anh huong
quan tam giua nhan vien Count 0 7 1 8
voi nhau Khong anh huong
% 0% 7.0% 1.0% 3.2%
Count 50 100 100 250
0,
Total % 100(;/?) 100.0% 100.0% | 100.0%
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C 23.4 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu tu: Moi truong lam viec chuyen nghiep

Phong lam viec
Phong | Phong Total
Vip 1 Phong 2

Anh chi danh gia muc Rat anh Count 26 56 46 128

do anh huong den bau 0 0 0 0 51.2

khong khi tam ly trong huong Yo 52.0% ; 56.0% 46.0% %
tap the cua yeu to: Moi Count

truong lam viec Anh 24 44 54 122

chuyen nghiep huong ” 58

0 48.0% ; 44.0% 54.0% %

Count 50 100 100 250

Total 100.0 100.0

% % 100.0% { 100.0% %

C 23.5 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu tu: Dieu kien lam viec tot

Phong lam viec
Phong Total
Vip Phong1l | Phong 2
Anh chi danh Rat anh Count 20 42 34 96
gia muc do anh huong
huong den bau % 40.0% | 42.0% 34.0% 38.4%
Khong khi tam Count 30 58 66 154
ly trong tap the oun
cua yeu to: Anh huong
Dieu kien lam % 60.0% | 58.0% 66.0% | 61.6%
viec tot
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% | 100.0%

C 23.6 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu tu: Khen thuong hop ly

- Phong lam viec Total
V?Sg Phong1l | Phong2
Rat anh | Count 35 56 41 132
Anh chi danh gia muc do huong | % 70.0% | 56.0% 41.0% | 52.8%
anh huong den bau khong Count

khi tam ly trong tap the cua Anh 15 44 59 118
yeu to: Khen thuong hop ly { huong

% 30.0% i 44.0% 59.0% i 47.2%

Total Count 50 100 100 250

% 100.0% { 100.0% 100.0% | 100.0%
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C 23.7 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu tu: Trinh do nhan thuc cua nhan vien

Phong lam viec
Phong Total
Vip Phong1l { Phong2
Anh chi danh gia Rat anh Count 34 25 23 82
muc do anh huong . . . . .
huong den bau %o 68.0% 25.0% 23.0% | 32.8%
khong khi tam ly
trong tap the cua Count 16 75 77 168
yeu to: Trinh do Anh huong G
hhan thuc cua ’ 32.0%| 75.0% 77.0% | 67.2%
nhan vien
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% | 100.0%

C 23.7 Anh chi danh gia muc do anh huong den bau khong khi tam ly trong tap the cua
yeu tu: Coy thuc trach nhiem, tich cuc trong cong viec

Phong lam viec
Phong Total
Vip Phong 1 | Phong 2
Anh chi danh gia | Rat anh Count 29 16 35 80
muc do anh huong | huong % 58.0% .  16.0% 35.0% | 32.0%
den bau khong khi Count
tam ly trong tap the
cuayeuto: Coy 21 84 65 170
thuc trach nhiem, | Anh huong "
tich cuc trong cong ’ 420% | 840%|  650% 68.0%
viec
Total Count 50 100 100 250
% 100.0% | 100.0% 100.0% | 100.0%
Céu 24. Anh (chi) cho biet gioi tinh
Phong lam viec
Phong | Phong Total
Vip 1 Phong 2
. Count 5 23 9 37
anhch) ) Nam % 10.0% | 23.0% | 9.0%  14.8%
vkl I Count 45 77 o1 213
% 90.0% | 77.0% 91.0% | 85.2%
Count 50 100 100 250
0
Total Yo 100.0 100.0% | 100.0% 100.0
% %
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Cau 25.Trinh do chuyen mon

Phong lam viec
Phong Total
Vip Phong1 | Phong 2
Count 32 44 43 119
Trung cap i
Tinh do %o 64.0% | 44.0% 43.0% | 47.6%
chuyen mon Caodang CouNt 9 37 43 89
9 o 18.0% | 37.0% 43.0% | 35.6%
Dai hoc Count 9 19 14 42
% 18.0% | 19.0% 14.0% | 16.8%
Count 50 100 100 250
0,
Total % 100.0% | 100.0% |  100.0% 100(;2

Phuong phap Fiedler
F.1. Anh (chi) cho biet muc do danh gia dac diem huu nghi - thu dich .

Phong lam viec
Phong on Total
Vip ongl { Phong2
5 diem Count 1 0 1 2
% 2.0% .0% 1.0% .8%
3 diem Count 3 18 0 21
% 6.0% 18.0% .0% 8.4%
4 diem Count 4 3 12 19
% 8.0% 3.0% 12.0%; 7.6%
Anh (chi) cho  '5giem Count 2 9 6 17
Zfrfhmg‘.‘g 320 % 40%]|  9.0% 6.0% | 6.8%
diem huu nghi - | 6 diem Count 11 17 20 48
thu dich % 22.0% 17.0% 20.0% i 19.2%
7 diem Count 20 41 47 108
% 40.0% 41.0% 47.0% | 43.2%
8 diem Count 8 12 11 31
% 16.0% 12.0% 11.0% | 12.4%
9 diem Count 1 0 3 4
% 2.0% 0% 3.0%: 1.6%
Total Count 50 50 100 100
% 100.0% : 100.0% 100.0% ; 100.0%
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F.2. Anh (chi) cho biet muc do danh gia dac diem hoa thuan - diem bat hoa .

Phong lam viec

P{l/(;gg Phong1l | Phong2 Total

2 diem Count 1 1 4 6

% 2.0% 1.0% 4.0% 2.4%

3 diem Count 4 6 13 23

% 8.0% 6.0% 13.0% 9.2%

4 diem Count 2 10 6 18

Anh (chi) ch % 4.0% 10.0% 6.0% 7.2%
petmicdo Sdem M UL

danh gia dac % 22.0% 25.0% 18.0% i 21.6%

diem hoa thuan | 6 diem Count 20 27 39 86
_ diem bat hoa % 40.0% 27.0% 39.0% | 34.4%
7 diem Count 11 31 16 58

% 22.0% 31.0% 16.0% | 23.2%

8 diem Count 1 0 3 4

% 2.0% .0% 3.0% 1.6%

9 diem Count 0 0 1 1

% .0% .0% 1.0% 4%

Total Count 50 50 100 100

% 100.0% | 100.0% 100.0% | 100.0%

F.3. Anh (chi) cho biet muc do danh gia dac diem hai long - khong hai long .

Phong lam viec

P{l/ci)gg Phong1l { Phong 2 Total

3 diem Count 1 0 2 3

% 2.0% .0% 2.0% 1.2%

4 diem Count 1 3 8 12

% 2.0% 3.0% 8.0% 4.8%

Anh (chi) cho | 5 diem g/ioum 8.0°/A<; 17.0%/2 8.O<V80 11.6%/90

g;enthrgtijg ggc 6 diem Count 13 20 22 25

diem hai lond - % 26.0% 20.0% 22.0% | 22.0%
g

khong hai long | 7 diem Count 19 43 50 112

% 38.0% 43.0% 50.0% | 44.8%

8 diem Count 12 14 8 34

% 24.0% 14.0% 8.0% 13.6%

9 diem Count 0 3 2 5

% .0% 3.0% 2.0% 2.0%

Total Count 50 100 100

% 100.0% 100.0% | 100.0%
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F.4. Anh (chi) cho biet muc do danh gia dac diem hap dan - tho o .

Phong lam viec

Phon Total
Vipg Phong 1 | Phong 2
3 diem | Count 3 0 12 15
% 6.0% .0% 12.0% 6.0%
4 diem | Count 4 1 4 9
% 8.0% 1.0% 4.0% 3.6%
Anh (chi) cho biet . Count 3 17 9 29
: 5 diem
muc do danh gia % 6.0% 17.0% 9.0% | 11.6%
dac diem hap dan 6 diem Count 11 20 24 55
-thoo % 22.0% 20.0% 24.0% 22.0%
] Count 26 50 45 121
7 diem
% 52.0% 50.0% 45.0% 48.4%
] Count 3 12 6 21
8 diem
% 6.0% 12.0% 6.0% 8.4%
Total Count 50 50 100 100
% 100.0% 100.0% 100.0% i 100.0%

F.5. Anh (chi) cho biet muc do danh gia dac diem co hieu qua - hieu qua .

Phong lam viec
Phon Total
ng Phong 1 | Phong 2
Vip
3diem | Count 3 0 7 10
% 6.0% .0% 7.0% 4.0%
4 diem | Count 3 0 9 12
% 6.0% .0% 9.0% 4.8%
Anh (chi) cho biet . Count 3 17 7 27
: 5 diem
muc do danh gia % 6.0% 17.0% 7.0% 10.8%
dac diem co hieu 6 diem Count 12 19 17 48
qua - hieu qua % 24.0% 19.0% 17.0% 19.2%
. Count 24 56 58 138
7 diem
% 48.0% 56.0% 58.0% 55.2%
. Count 5 8 2 15
8 diem
% 10.0% 8.0% 2.0% 6.0%
Total Count 50 50 100 100
% 100.0% 100.0% 100.0% | 100.0%
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F.6. nh (chi) cho biet muc do danh gia dac diem am cung - lanh nhat .

Phong lam viec

P{l/(;gg Phong 1 { Phong 2 Tota
3 diem Count 4 0 0 4
% 8.0% 0% .0% 1.6%
4 diem Count 2 0 15 17

0 0 0 0, 0
A (ehi) cho - B A B RN 2O
g;enthrr;;: ggc ddiem o 6.0% 17.0% 7.0% | 10.8%
diemamcung - ; 6 diem Count 12 2l 20 >3
lanh nhat % 24.0% : 21.0% 20.0% ¢ 21.2%
7 diem Count 21 49 47 117
% 42.0% ;| 49.0% 47.0% { 46.8%
8 diem Count 8 13 11 32
% 16.0% | 13.0% 11.0% ; 12.8%
Total Count 50 50 100 100
% 100.0% 100.0% 100.0% { 100.0%

F.7. Anh (chi) cho biet muc do danh gia dac diem hop tac - bat hop tac .

Phong lam viec

Phon Phon Total
g g Phong 2
Vip 1
2 diem Count 0 0 1 1
% .0% 0% 1.0% 4%
3 diem Count 3 1 4 8
% 6.0% 1.0% 4.0% 3.2%
4 diem Count 2 4 9 15
Anh (chi) ch % 4.0% 4.0% 9.0% 6.0%
b'nt r&: |)dc 0 5 diem Count 2 11 7 20
1€ gc 0 % 4.0% 11.0% 7.0% 8.0%
danh gia dac Count 10 24 20 54
diem hop tac - | 6 diem
% 20.0% 24.0% 20.0% 21.6%
bat hop tac
] Count 21 44 47 112
7 diem
% 42.0% 44.0% 47.0% 44.8%
] Count 11 9 7 27
8 diem
% 22.0% 9.0% 7.0% 10.8%
. Count 1 7 5 13
9 diem
% 2.0% 7.0% 5.0% 5.2%
Total Count 50 50 100 100
% 100.0% 100.0% 100.0% | 100.0%
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F.8.

F.9.

Anh (chi) cho biet muc do danh gia dac diem ung ho nhau - khong tot voi nhau .
Phong lam viec
P{]/(?gg Phong 1 { Phong 2 Tota
5 diem Count 3 17 9 29
% 6.0% 17.0% 9.0% 11.6%
Anh (chi) cho 6 diem Count 12 18 18 48
biet muc do % 24.0% 18.0% 18.0% 19.2%
danh gia dac 7 diem Count 20 30 43 93
diem ung ho % 40.0% 30.0% 43.0% 37.2%
nhau - khong 8 diem Count 13 28 22 63
tot voi nhau % 26.0% 28.0% 22.0% 25.2%
9 diem Count 2 7 8 17
% 4.0% 7.0% 8.0% 6.8%
Total Count 50 100 100 250
% 100.0% | 100.0% | 100.0% | 100.0%
Anh (chi) cho biet muc do danh gia dac diem quan tam nhau - khong quan tam .
Phong lam viec
P{]/(?gg Phong 1 | Phong 2 Total
2 diem | Count 0 0 1 1
% 0% 0% 1.0% 4%
3diem : Count 3 0 4 7
% 6.0% .0% 4.0% 2.8%
Anh (chi) cho 4 diem | Count 7 0 5 12
biet muc do % 14.0% .0% 5.0% 4.8%
danh gia dac 5 diem Count 1 11 5 17
diem quan tam % 20% | 11.0% 5.0% 6.8%
nhau - khong 6 diem Count 8 18 16 42
quan tam % 16.0%{ 18.0% 16.0% | 16.8%
7 diem Count 21 42 55 118
% 42.0% ¢ 42.0% 55.0% i 47.2%
8 diem Count 10 29 14 53
% 20.0% | 29.0% 14.0% | 21.2%
Total Count 50 50 100 100
% 100.0% | 100.0% 100.0% | 100.0%
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F. 10. Anh (chi) cho biet muc do danh gia dac diem thanh cong - that bai .

Phong lam viec
Total
P?/?gg Phong1 { Phong2
3 diem Count 6 0 0 6
% 12.0% 0% .0% 2.4%
4 diem Count 8 1 11 20
. % 16.0% 1.0% 11.0% 8.0%
Anh (chi) cho == Count 3 12 6 21
g;enthm‘:g g;’c ddiem g 6.0% | 12.0% 6.0% 8.4%
diem ?hanh 6 diem Count 12 25 25 62
cong - that bai % 24.0% | 25.0% 25.0% | 24.8%
7 diem Count 18 60 58 136
% 36.0% | 60.0% 58.0% | 54.4%
8 diem Count 3 2 0 5
% 6.0% 2.0% .0% 2.0%
Total Count 50 50 100 100
% 100.0% 100.0% 100.0% i 100.0%
Means
Anh Anh Anh i Anh | Anh Anh Anh Anh Anh | Anh
(chi) { (chi) | (chi) { (chi) { (chi) { (chi) | (chi) { (chi) | (chi) | (chi)
cho cho cho cho cho cho cho cho cho cho
biet biet biet biet biet biet biet biet biet biet
muc | muc { muc { muc | muc | muc | muc { muc | muc | muc
do do do do do do do do do do
danh | danh | danh { danh { danh { danh | danh { danh | danh { danh
Phonglam | gia {giadaci gia gia gia igiadac: gia i{giadac: gia gia
viec dac diem dac dac dac | diem dac diem dac dac
diem hoa | diem | diem | diem am diem | ungho | diem | diem
huu |thuan-{ hai hap co icung-i hop | nhau-{ quan | thanh
nghi- i diem | long- | dan- | hieu lanh | tac- | khong | tam | cong -
thu | bathoa : khong{ thoo | qua- | nhat bat | totvoi | nhau-i that
dich hai hieu hop nhau | khong | bai
long qua tac quan
tam
Phon | Mean 6.328 6.6400 6.688 6.248 6.328 6.3600 6.628 5.9200 6.348 5.748
9Vip I 50500 50| 50| B0| 50| 50 50| 50| 50
Phon | Mear 5.968 6.6400 6.578 6.558 6.558 6.5800 6.618 6.9000 6.898 6.508
g1 N 100 100 100 100 100 100 100 100 100 100
Phon | Mear 6.448 6.7400 6.428 6.048 6.168 6.3200 6.358 6.5100 6.528 6.308
92 N 100 100 100 100 100 100 100 100 100 100
6.224 6.532 | 6.284 : 6.348 6.508 6.632 | 6.268
Total Mean 0 6.6800 0 0 0 6.4320 0 6.5480 0 0
N 250 250 250| 250| 250 250 250 250 250 250
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. PHULUCYV
XU LY BANG HOI DANH CHO LANH DPAO

Céu 1. Vui long anh (chi) nhan thay tai cong ty doi tac cach tinh luong, diem thuong va
khen thuong cho DTV co hop ly khong, muc do hop ly nhu the nao

Frequenc Percent Cumulative
g y Percent
Valid It hop ly 10 100.0 100.0
Total 257
Cau 2.
C2.1. Anh (chi) tu nhan thay quan he giua lanh dao va DTV trong Trung tam la
Frequency Percent Valid Percent Cl;mulative
ercent
Quan he tin
Valid i tuong lan 10 100.0 100.0 100.0
nhau
Cau3
C3.1. Anh (chi) danh gia muc do mau thuan giua moi quan he: DTV voi DTV
Frequency Percent Valid Percent Cl;,mmative
ercent
Hiem khi 3 30.0 30.0 30.0
Valid gKi';ong bao 7 70.0 70.0 100.0
Total 10 100.0 100.0

C3.2. Anh (chi) danh gia muc do mau thuan giua moi quan he: DTV voi nhom

Frequency | Percent | Valid Percent | Cumulatve
Percent
vaid gKi'éc’”g P2 10 100.0 100.0 100.0

C3.3. Anh (chi) danh gia muc do mau thuan giua moi quan he: Lanh dao voi DTV

Frequency Percent Valid Percent CllJDrgruCI:m/e
Hiem khi 2 20.0 20.0 20.0
Valid gKi'(‘JO”g bao 8 80.0 80.0 100.0
Total 10 100.0 100.0

C34. Anh (chi) danh gia muc do mau thuan giua moi quan he: Lanh dao voi

nhom

Frequency | Percent | Valid Percent Cumulative
Percent
valid girc])ong bao 10 100.0 100.0 100.0
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C3.5. Anh (chi) danh gia muc do mau thuan giua moi quan he: DTV voi khach hang

Frequency Percent Valid Percent Cllj;grlﬂ:m/e
Thuong 1 10.0 10.0 10.0
xuyen
Valid gKi';"”g bao 9 90.0 90.0 100.0
Total 10 100.0 100.0

Céu 4. Trong cong tac quan ly, muc do lanh dao trung tam
chon phuong an de ra quyet dinh

Frequency Percent Valid Percent Cg@ﬂzgre
Mot minh ra
) quyet dinh va
Valid yeu cau DTV 3 30.0 30.0 30.0
thuc hien ngay
Ra quyet dinh
khi da tham
khao y kien 7 70.0 70.0 100.0
cua nhan vien
cap duoi
Total 10 100.0 100.0
Caus
C5.1. Tam trang cua ban than
Frequency Percent Valid Percent Clg::ggﬂ;/e
vui ve, thoal 8 80.0 80.0 80.0
) mal
Valid ap luc 2 20.0 20.0 100.0
Total 10 100.0 100.0
C5.2. Tam trang cua cac dtv khac
Frequency Percent Valid Percent Clljjrgruggm/e
vui ve, thoal 5 50.0 50.0 50.0
mal
valid binh thuong 30.0 30.0 80.0
ap luc 2 20.0 20.0 100.0
Total 10 100.0 100.0
C5.3. Tam trang chung cua trung tam
Frequency Percent Valid Percent Clé)rgruclgm/e
vui ve, thoai 6 60.0 60.0 60.0
mal
Valid binh thuong 20.0 20.0 80.0
ap luc 20.0 20.0 100.0
Total 10 100.0 100.0
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Cau 6.

C6.1. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:
Guong mau
Frequency Percent Valid Percent Cumulative
Percent
Valid rTOhe hien rat 10 100.0 100.0 100.0
C6.2. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:
Cong bang
Frequenc Percent Valid Percent Cumulative
q y Percent
rTohe hien rat 6 60.0 60.0 60.0
Valid | Co the hien 4 40.0 40.0 100.0
Total 10 100.0 100.0

C6.3. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:

thang than
Frequency Percent Valid Percent Cl;mulanve
ercent
valid 'rl'ohe hien rat 10 100.0 1000 o

C6.4. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:
guyet doan voi cap duoi

Frequency Percent Valid Percent Clljargruclgglle
The hien 7 70.0 70.0 70.0
) rat ro
Valid | g the hien 3 30.0 30.0 100.0
Total 10 100.0 100.0

C6.5. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:
Te nhi trong ung xu

Frequency Percent Valid Percent Cumulative
Percent
The hien 7 70.0 70.0 70.0
rat ro
i Co the hien 2 20.0 20.0 90.0
Valid Khong the
hong 1 10.0 10.0 100.0
hien
Total 10 100.0 100.0
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C6.6. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:
Hieu sau ve chuyen mon

Frequency | Percent | Valid Percent | Cumulative
Percent
valid The hien 10 100.0 1000 o
rat ro

C6.7. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:
Co nang luc to chuc cong viec

Frequency Percent Valid Percent Cumulative
Percent
Valid ;I;)he hien rat 10 100.0 1000 oo

C6.8. Anh (chi) tu nhan thay minh co pham chat, nang luc sau:

Do luong
Frequency Percent Valid Percent Cl;mulanve
ercent
vaiig | 1hehienat 4 40.0 40.0 40.0
Co the hien 6 60.0 60.0 100.0
Total 10 100.0 100.0
Cau7
C7.1. Khi xay ra mau thuan giua DTV va DTV hoac
DTV va khach hang, anh (chi) thuong
Frequency Percent Valid Percent ClIJDmuIatlve
ercent
Tim hieu
nguyen nhan
Valid tu ca 2 phia 10 100.0 100.0 100.0
sau do ra
guyet dinh
Céau 8 Anh (chi) cho biet co hai long voi DTV khong
Frequency Percent Valid Percent Cl;,mUIatlve
ercent
Valid IRat hai 9 90.0 90.0 90.0
ong
Hai long 1 10.0 10.0 100.0
Total 10 100.0 100.0
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Céau 9.

C9.1. Anh (chi) cho biet muc do hai long cua minh doi voi so luong
cuoc goi DTV dat duoc trong ngay

Frequency Percent Valid Percent Cumulative
Percent
valid Rat hai 10 100.0 1000 o
long

C9.2. Anh (chi) cho biet muc do hai long cua minh doi voi

chat luong cuoc goi DTV dat duoc trong ngay

Frequency Percent Valid Percent CLIJDmuIatlve
ercent

valid IR‘"’“ hai 5 50.0 50.0 50.0

ong

Hai long 4 40.0 40.0 90.0

Binh

thuong 1 10.0 10.0 100.0

Total 10 100.0 100.0
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