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PHAN MO DAU

1. Su cin thiét ciia dé tai nghién ciru

Hién nay Nha nude va cac doanh nghiép Viét Nam (DNVN) quan tam
tim klem cac mo hinh quan tri doanh nghlep (QTDN) hi¢n dai va hi¢u
qua nhim nang cao nang lyc canh tranh quoc gia va d6i méi, phat trién
doanh nghi€p. The diém can bang (BSC) la cong cu QTDN duoc st dung
nhiéu trén thé giéi va dugc céc to chire dang ung dung danh gia rat cao.

Céc nha nghién ctru vé BSC da xay dung cac quy trinh ¢ g dung BSC
véi céc giai doan chinh 1a xay dung BSC cap t6 chiic, phén tang BSC va
duy tri BSC. Phéan tang BSC dé cap dén quy trinh phat trién BSC & tit ca
cac cAp do cua t6 chuc va gop phan chu yéu trong ung dung BSC thanh
cong. Hau hét céac nha nghlen ctru déu nhén dinh rang sy tham gia cua cac
nha quan tri cip cao, cap trung va nhom chu tri BSC 1a yéu tb quan trong
quyét dinh sy thanh cong ciia BSC ndi chung va phén tang BSC néi riéng.

Xuat phat tir khoang tréng trong nghién clru ing dung BSC la nghién
ctru dinh luong nham danh gia dong thoi anh hudng cua ba nhém nha
quan trj cip cao, cip trung va nhém BSC dén mot trong cac giai doan tng
dung BSC va thyc trang ung dung BSC tai Viét Nam con gdp kho khan
do thiéu sy ting ho va tham gia cuia cac nha quén trj cac cap, hudng ngh1en
clru trong tdm cua dé tai 1a danh gia anh hudng ctia ba nhém nha quan tri
cap cao, cip trung va nhém BSC dén phan tang BSC tai mot DNVN de
glup cac nha quan tri ciia cic DNVN cé quan dlem nhén thirc ding dén
vé md hinh BSC, x4c dinh mirc d6 tham gia can thiét nham trién khai ing
dung BSC thanh cong.

Téc gia kiém dinh m6 hinh nghlen cliu tai Tong Cong ty Dich vu Vlen
thdng (VNPT-Vinaphone) — DN ¢6 quy md 16n va da trién khai phan tang
trong toan bd DN. Bén canh nhirng thanh cong, VNPT-Vinaphone da pha1
d6i mit va vuot qua nhiéu khé khén do nhén thue khong day da vé mo
hinh BSC, thiéu kinh nghlem trién khai phan tang ciia mot s6 nha quan
tri cac cap.. Nghlen ctru su tham gia va dnh hudng cia ba nhdm nha quan
tri dén phan tang BSC tai VNPT-Vlnaphone s€ gilip cac nha quan tri
doanh nghi€p c6 co s¢ tang cuong su tham gia trong trién khai tmg dung
BSC, dong thoi cling cung cap bai hoc kinh nghi¢ém cho cac doanh nghiép
c6 quy mo, dic diém hoat dong tuong tw nhu VNPT-Vinaphone.

2. Muc tiéu, cau héi va nhiém vu nghién ctru

Muc ti€u nghién ctru: danh gia anh huong cua cac nha quan tri dén
tmg dung BSC trong mét doanh nghlep cu thé (Tong Cong ty Dich vu
Vién thong), tir d6 dua ra nhitng dé xuat gop phan tmg dung BSC thanh
cong trong doanh nghiép.



Cac cau héi nghlen ciru:

(D Nhung nha quan tri nao anh huong dén tng dung BSC (hodc mot
giai doan cua qua trinh ing dung BSC) trong doanh nghiép?

(2) C6 thé .dung mo hinh nao dé danh gia muc do anh hudng cua cac
nha quan tri dén phan ting BSC trong doanh nghi¢p?

(3) Mtic d6 anh hudng cu thé cta tirng nhom nha quan tri dén phan
tang BSC tai VNPT-Vlnaphone’)

(4) Cacnha quan tri can lam gi trong phan tang BSC dé gop phan tmg
dung BSC thanh cong tai VNPT-Vinaphone?

Cac nhi€ém vu nghién ctru:

(D Tong quan nghién ctru vé BSC va tmg dung BSC nham xéc dinh
khoang trong nghién ciru va huong nghlen ctru trong tam.

(2) Lam rd khung 1y thuyét, dé xuat mé hinh nghién ctru va xdy dung
phuong phap nghién ctru theo huong nghlcn clru trong tAm cia dé tai (anh
hudng cua cac nha quén tri dén phan tang BSC)

(3) Trién khai nghién ctru anh hudéng cta cac nha quan tri dén phan
tang BSC tai VNPT-Vlnaphone

(4) Pua ra mot s6 dé xuat voi cac nha quan tri trong phan ting BSC
tai VNPT- Vlnaphone

3. D01 twgng va pham vi nghién ciru

D6i tugng nghién ciru: anh hudng cia cac nha quan tri d¢én tmg dung
BSC trong doanh nghlep

Pham vi nghlen ciu: (1) Vé noi dung nghién clru anh hudng cua
nhom nha quén tri cap cao, cap trung va nhom chu tri BSC dén phén tang
BSC; (2) Vé khéng gian: nghlen ctru tai VNPT- Vlnaphone (3) V& thoi
gian: str dung tu liu tir cac nghién ctru da cong bd trong giai doan tir 1992
dén 2017; st dung dir liéu thir cap vé tng dung BSC tai VNPT-
Vlnaphone tu thang 8/2015 den hét ndm 2017, st dung sd lidu so cap
duogc thu thap tr thang 3/2018 dén thang 8/2018

4. Nhirng dong gop méi clia ludn an

4.1. thng d‘ong g6p vé mat Iy lugn

Luén an da xay du:ng mo hinh nghlen ctru anh hudng ctia cac nha quan
tri dén mot giai doan cta quy trinh tng dung BSC, do la g1a1 doan phan
tang BSC; dé xuit cac thang do cho bon khai niém nghlen cuu.

Tac gla da xay dyng thang do chinh thire (véi mot so6 ti€u chi mon)
phu hop vo6i ddc thu hoat dong SXKD cua VNPT-Vlnaphone Két qua
nghién clru tai VNPT-Vmaphone gop phan khang dinh cic anh huong
truc tiép va gian tlep gitta nhom nha quan tri cap cao, cap trung va nhom
chu tri du an BSC dén phén ting BSC thanh cong.
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4,2, thng dong gop vé thure tién

Luan an dé xuat quy trinh nghlen clru anh hudng cua cac nha quan tri
dén giai doan phan ting BSC tai mot to chirc, doanh nghlep, xac dinh ro
muc do anh hudng tryc tlep, glan tiép va tong hop gura “Sy tng ho va
tham gia cia nhom nha quan tri cap cao”, “Sy tham gia ciia nhom BSC”
va “Sy tham gia ctia nhom nha quan trj cép trung” den “Phan tang BSC
thanh cong " tai VNPT- Vlnaphone tir d6 dua ra mot sb dé xudt giup cac
nha quan tri cap cao, cap tmng va nhém BSC ctia VNPT-Vinaphone c6
co 8¢ phéan bd thoi glan va nguon luc hop 1y trong phéan ting BSC gop
phan trién khai thanh cong mé hinh BSC tai doanh nghlep

MO hinh va quy trinh nghién ctru dugc dé xuét c6 thé ding lam khung
mAu dé thuce hién cac nghién ctru trong tw voi cac giai doan khac cua quy
trinh ung dung BSC.

5. Két cau ciia luén an

Noi dung chinh cua luén an dugc trinh bay trong 4 chuong:

Chwong 1. Tong quan nghlen ctru vé BSC va tmg dung BSC.

Chuong 2. Co s¢ ly luan, mé hinh va phuong phap nghién curu.

Chuong 3. Két qua nghlen ctru tai VNPT-Vinaphone.

Chuong 4. Thao luan va dé xuat.

CHUONG 1. TONG QUAN NGHIEN CUU VE THE PIEM
CAN BANG VA UNG DUNG THE DIEM CAN BANG
1.1 Toéng quan nghién ciru Ve Thé diém can bing

Nam 1992, Thé diém can bang (BSC) dugc Kaplan & Norton chinh
thirc gidi thi¢u. Cac khai ni¢m hoan chinh vé BSC dugc cic éng cong bo
vao nam 1996. Dén nim 2001, BSC tré thanh ’mot cong cu khong chi dé
dién giai chién lugc ma con gitp thyce thi chién luoc hiéu qua. Sau thoi
gian tiép tuc nghlen ctru vé BSC, Kaplan & Norton da cong b chu trinh
khép kin gdm sau budc cta h¢ thong quan tri thyc thi chién luge.

Hon 20 nam ké tir khi xuat hién, md hinh BSC duoc nhleu nha hoc
gia cong bd két qua nghién ctru trén cac tap chi uy tin cua thé glO’l Theo
nghlen cliu cua Hoque (2012, 2014) hon 50% s0 bai bao trén cac tap chi
16n gidi thigu cac van de chung vé BSC, phat trién khung BSC hay thiét
ké Thé diém cho cac t chirc, mot sb dleu tra nhting loi ich hay hi€u qua
cua vi¢c ung dung BSC... khoang 40% s6 bai bao nghién ctru tng dung
BSC. Nhin Chung ly luan nén tang vé BSC dugc Kaplan & Norton tap
trung nghién ctru phat trién, con cac nha nghién ctru khac trong qua khir
nhin manh vao cac khia canh thiét ké, trién khai tmg dung BSC.
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1.2 Tong quan nghién ctru u’ng dung Thé diém can bing
1.2.1 Téng quan nghién ctru vé quy trinh ng dung BSC

Cac nha sang lap BSC va nhleu hoc gia da day cong nghién ctru ca vé
ly thuyét va thyuc tién quy trinh trién khai tmg dung BSC. Noi bat trong
s6 d6 la quy trinh ing dung BSC cua Kaplan & Norton (1996, 2008),
Niven (2006), Rohm & Halbach (2005, 2006), Barkdoll & Kamensky
(2005)... Tai Viét Nam khong c6 nhiing nghién ciru xay dung quy trinh
ung dung BSC ma chi gi6i thiéu hodc st dung cac quy trinh di cong bd
cta Kaplan & Norton hay Niven.

Cac quy trinh tmg dung BSC tai mot t6 chuce duoc gidi thiéu thu(mg
khac nhau ve cach phan chia thanh cic budc nhung xét theo tong thé cac
két qua 16n can dat duogc thi co thé phan thanh cac g1a1 doan: (1) Chuan
bi, (2) Xay dung BSC cap to chtrc, (3) Phan tang BSC va (4) Duy tri BSC.
Nh1eu nghién ctu nhén dinh rang sy tham gia cta cdc nha quan tri trong
quy trinh rng dung BSC dong vai tro quan trong trong sudt qua trinh trién
khai BSC. Tuy nhién, mirc 46 tap trung va su tham gia clia cac nhom nha
quan tri trong ting g1a1 doan cua quy trinh 1a khac nhau ¢ céac t6 chirc
khéc nhau, phy thu¢c vao dic dlem cua tung t6 chirc.

1.2.2 Tén quan nghlen ciru vé cic yéu t6 anh hudng dén ing dung BSC

C6 nhiéu yeu t6 anh hudong dén ung dung BSC da dugc xac dinh va
gi6i thiéu boi cac nha nghién ctru, nha tu van trén thé giéi nhu Kaplan &
Norton (1996, 2006), Kaplan (2010), Chan (2004), Niven (2006),
Barkdoll & Kamensky (2005), Assiri & cong su (2006) Chavan (2009),
Lueg & Vu (2015)... Tai Vigt Nam, mot so két qua nghlen ctru lién quan
dén cac yéu td anh huong dén tng dung BSC nhu cua Ding Thi Huong
(2010), Mai Xuan Thuy (2012), Bui Thi Thanh (2011), Trinh Thuy Anh
(2014) Tran Qudc Viét (2012) thé hién cac thuan loi, khé khan, rao
can, yéu t6 thanh cong, yeu t6 anh hudng den ng dung BSC.

Bing 1.6. Téng hop quan diém chung vé cac yéu t6 anh huong
dén tng dung thanh cong BSC

Céc nghién ctru vé yéu t§ anh huéng dén tng

diém ch
dung BSC thanh cong Quan diém chung

Kaplan & Norton (1996, 2006); Assiri & cong | Céc nha quan tri cip cao tng hd,
sur (2006); Niven (2006); Barkdoll & Kamensky | cam két, ddng thuan va tham gia
(2005); Chavan (2009); Lueg & Vu (2015); Mai | lién tuc trong qua trinh tng dung
Xuan Thuy (2012); Trinh Thuy Anh (2014)... BSC

Niven (2006); Assiri & cong su (2006); Lueg & | Nhém nha quan tri cp cao va nhém
Vu (2015); Bui Thi Thanh (2011)... BSC hoat dong nhom hiéu qua




Chan (2004); Barkdoll & Kamensky (2005)...

C6 su tham gia cta cac nha quan
trj cdp trung

Kaplan & Norton (2006); Assiri & cong su
(2006); Lueg & Vu (2015); Bang Thi Huong
(2010); Mai Xuan Thuy (2012; Bui Thi Thanh
(2011); Trinh Thuy Anh (2014)...

Kién thirc v& BSC, nang luc va
thai d§ ca nhan cua nhitng nguoi
tham gia vao qua trinh rng dung
BSC

Kaplan & Norton (2006); Niven (2006)...

Ly do thuyét phuc cho tng dung
BSC

Kaplan & Norton (2006); Chan (2004); Assiri &
cong su (2006); Lueg & Vu (2015)...

Téam nhin va chién luoc o rang,
muc tiéu phu hop

Barkdoll & Kamensky (2005); Kaplan & Norton

T4 chure dao tao va truyén thong

(2006); Chan (2004); Niven (2006); Trinh Thuy
Anh (2014); Nguyén Quang Pai (2016)...
Kaplan & Norton (1996); Lueg & Vu (2015);
Trinh Thiy Anh (2014)...

Kaplan & Norton (2006); Niven (2006);
Barkdoll & Kamensky (2005); Assiri & cong su
(2006); Trinh Thuy Anh (2014)...

Kaplan & Norton (2006); Barkdoll & Kamensky
(2005); Niven (2006); Pham Hung Cudng & Bui
Vian Minh (2014). ..

vé BSC

K¢é hoach trién khai ing dung
BSC hop ly

Ban d6 chién luge va Thé diém
c4n bang dugc thiét ké phu hop

Phan tAng Thé diém tir trén xudng
d8 lién két toan td chuc véi chién
luoc

(Ngudn Tac gid tong hop)
Tu cac quan diém chung vé cac yéu t anh huong dén u ung dung BSC,

két hop véi nhiém vy cua cac nhém nha quan tri duge g101 thi€u tai cac

cong b vé quy t trinh ung dung BSC, c¢6 thé thay rang cac yéu to nay lién

quan tryc ti€p dén su tham gia va ung ho ciia cac nhom nha quan tri cap

cao, cap trung va nhom BSC.

1.2.3 Téng quan nghién ciru vé phan tang BSC

Céc nghién ctru lién quan dén phéan tang BSC thuong duoc gidi thi¢u
chung trong qua trinh nghlen ctru inmg dung BSC, rat it nghién ctru chi
riéng vé g1a1 doan phan tang BSC.

Khéi niém vé phan tang BSC, quy trinh va nguyen tac phan tang, su tham
gia ciia cac nha quan tri trong giai doan nay dugc mo ta chi ti€t trong cac nghién
cuu cua Kaplan & Norton (1996, 2006), Niven (2006), Rohm & Halbach
(2006), Chavan (2009), Decoene & Bruggeman (2006)... Nh1eu tac gia khang
dinh phan ting BSC 1a mét giai doan ¢6 anh hu(mg 16n dén tmg dung BSC
thanh cong. Dé phan tang BSC thanh cong can co sy ung hd va tham gia
clia cac nha quan tri cip cao, cap trung va nhém chu tri BSC.
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Phuong phéap nghién ctru dugc st dung chu yéu la dinh tinh, mot so
it sir dung dinh luong Nhiéu nghlen ctru dinh tinh d& cap dong thoi dén
cd ba nhom nha quan tri. Trong cac nghién ctru dinh lugng, thuong de cép
dén nhom nha quén tri cip cao (Nguyén Quang Dai, 2016; Tran Quoc
Viét, 2012; Assiri & cdng sy, 2006; Chan, 2004, Schlheper 2014; Tung
& cong sy, 2011); it nghlen ctru xuat hién them nhom nha quan tri thir hai
(hodc nhom BSC hodc cap trung) (Assiri & cong sy, 2006; Chan, 2004).
1.3 Két ludin tir tong quan nghién ciru va huéng nghién ciru trong tam
1.3.1 Két luén tir tong quan nghién ciru

Trong sb cac yeu t co anh hu’orng chinh yeu dén lng dung BSC thanh
cong la sy ung ho va tham gla cua cac nha quan tri va trién khai phan ting
BSC trong pham vi toan o chirc. Nhiéu nghlen ctru chi ra rang dé phan
tang BSC thanh cong cin ¢ su ung ho va tham gia clia cac nha quan tri
cip cao, cap trung va nhom chu tri BSC. Cac nghién ctru lién quan dén
anh huong cua cac nha quan trj dén tmg dung BSC noi chung va phan

ang BSC noi riéng chu yeu ap dung phuong phap dinh tinh va thuong dé

cap dén ca ba nhém nha quan tri, mét so it sir dung phuwong phéap dinh
lugng chi de cip dén nhom nha quan tri cap cao, it nghién ctru dinh luong
thuc hién dong thoi voi hai nhom nha quan tri.

Khoang trong trong nghlen cliru ung dung BSC la str dung phuong
phép dinh 1uong dé danh gia anh huong cua dong thoi ba nhom nha quan
trj dén mot giai doan cu thé cia quy trinh Gng dung BSC, trong d6 c6 giai
doan phan tang BSC.

1.3.2 Huéng nghlen ciru trong tim cia dé tai

Tai Viét Nam, viéc ung dung BSC cua cac to chuc, doanh nghlep con
gip mot s6 kho khén do thleu su ung ho, cam két cuia c&c nha quan tri cap
cao, quan diém khac nhau vé ‘murc d6 tham gia cua cdc nha quan tri cac

, thiéu nhén thic day da vé hé théng, thieu kién thtc va kinh nghiém
trlen khai BSC va phéan tang BSC trong toan to chirc, doanh nghlep

Xuét phat tir khoang trong nghién ctru ung dung BSC va thyc trang
u:ng dyng BSC cua cac DNVN, hudng nghlen clru trong tdm cua dé tai 1a
xay dung mo hinh nghlen ciu nham danh gla dong thoi su anh hudng cua
ba nhém nha quan tri cap cao, cip trung va nhom BSC dén phan tang
BSC tai mdt to chirc, DNVN (VNPT Vlnaphone) aé glup cac nha quan
tri co quan diém, nhén thirc dang dan vé mo hinh BSC, xac dinh muc do
tham gia cén thiét nham trién khai tmg dung BSC thanh cong tai td chirc,
doanh nghiép do.
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CHUON G2. CO SOLY LUAN, MO HINH VA PHUONG PHAP
NGHIEN CUU ANH HUONG CUA CAC NHA QUAN TRI PEN
PHAN TANG THE BIEM CAN BANG
2.1 Thé diém cin bang va phan ting Thé diém cAn bang

2.1.1 Khai ni¢ém BSC

Sau cong bb dau tién vao nam 1992, d¢én nam 2016, khai niém BSC
duoc Kaplan & Norton hoan thi¢n va gidi thi¢u: “BSC dzen gzaz nhiém vy
va chién lwge ciia té chire thanh mét tap hop hoan chinh cac thudc do
hiéu qua hoat dong, nhu"ng thudc do nay cung cap mot khung lam viéc
cho hé thong quan Iy va do lwong chién hegc... BSC bé sung nhitng thude
do tai chinh vé hiéu qua hoat dong trong qua khir voi nhwng thuoc do
nhén té dan ddt hiéu sudt trong tuong lai. Nhitng myc tiéu va thudc do
ctia Thé diém dwoc ndy sinh tir tam nhin va chién lrgc ciia té chirc... theo
bén vién canh: tai chinh, khach hang, quy trinh kinh doanh ndi bo, hoc
hoi va phat trién”’ M01 Vlen canh BSC gbém cac muyc ti€u, thudc do, chi
tiéu va cac sang kién. Tam nhin va chién lugc cta to chirc duoc chuyen
thanh cac myc tiéu va thuée do trén BSC thdng qua Ban d chién lugc.
2.1.2 Khai ni¢ém phan tang BSC

Phan tang BSC (Cascading the BSC) dé cap dén quy trinh phat trién
BSC ¢ tat ca cac cap do .don vi, phong ban, t6 doi, ¢4 nhan cua t6 chirc
(The dlem thir cap hay cap dum) xuét phat tor Thé dlem cap td chuc (The
dlem cap cao). Nhimg The diém thtr cAp lién h¢ chat ché voi The dlem
cap cao bang cach phat trién cac muc tiéu chién luge va thude do ket nbi
voi cac muc tiéu chién lugc va thude do cia The diém cap cao va thé hién
su dong gdp vao muc tidu chung cua to chirc (Kaplan & Norton, 1996,
2006; Niven, 2006; Rohm & Halbach, 2006).

2.1.3 Vi tri va vai trd ciia phén tang BSC

Trong quy trinh ung /dung BSC, phan tang BSC 1a nhiém vy tiép theo
sau khi xay dung BSC cap t6 chtrc, doanh nghiép. The dlem cip cao dugc
st dung de thiét lap cac The dlem cap dudi thdng nhat tir trén xudng va
thuong ket thac & Thé diém c4 nhan.

Phan ting BSC c6 vai tro rat quan trong, giup dat duoc ban chat cua
m6 hinh BSC 1a huéng toan bo hoat dong cta tat ca cac don vi, bo phén,
ca nhan theo muc tiéu chung ctia t6 chirc, doanh nghiép.

2.1.4 Quy trinh phin ting BSC

Quy trinh phan tang thuong bat dau tir The diém cap t6 chuec, doanh
nghlep Cac myc ti€u va thude do BSC cap td chire s& dugc dua xuong
cac cap tiép theo trong to chirc theo trinh tu: don vi, phong ban, nhom va
cubi cung la ca nhan (Niven, 2006). Khung cia The diém cip cao duoc
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sir dung dé dinh hudng lya chon cac muyc tidu va thude doo cap thap hon
(Kaplan & Norton, 1996). Tuy theo quy mo ciia timg t6 chirc ma cé thé
phat trién cac BSC ¢ nhiéu cap d¢ khac nhau.

Cac nhiém vu can thuc hién: (1) Xay du‘ng ké hoach phan tang BSC,
() Trién khai phan tang BSC den cdc don vi, ca nhan trong t6 chuc, (3)
To chire dao tao va tmyen thong vé BSC va phan tang BSC, cac muc tiéu
chién lugc va Thé diém cac cip trong toan t chic.

2.2 Sy tham gia cuia cac nha quan trj trong qua trinh thay doi to chirc
néi chung, trong irng dung va phéin tang Thé diém can bang nai riéng

Kaplan & Norton (1996, 2006), Niven (2006) Rohm & Halbach
(2006), Decoene & Bruggeman (2006) . déu cho rang tmg dung BSC 1a
két qua ciia mot qua trinh lam viéc theo nhom trong d6 nhom nha quan
tri cap cao dong vai trd quan trong nhat tlep dén 12 nhom BSC va nhom
nha quan tri cap trung. Cac quan diém nay trung v6i quan diém vé su
tham gia ctia cac nha quan tri trong qua trinh thay déi t6 chirc (Kotter,
2007) Cac nha nghién ctru trén da glm thi¢u nhi¢ém vu cta ba nhom nha
quan tri voi vai tro chu tri va dan dat giai doan phén tang BSC:

(1) Nhém nha quan tri cép cao: chia s¢ tam nhin va chlen luge, sy
hiéu biét va trach nhiém vdi toan b to chirc; cung cap cac ngudn luc can
thiét cho hoat dong phan tang The diém trong toan to chure; phe duyét ké
hoach phan tang, tham gia phan tang BSC cap t6 chuc xubng cip don vi
va phé duyét cac The diém cap don vi.

(2) Nhém BSC: xay dung va trién khai ké hoach phén tang; xay dung
ké hoach va to chirc truyén dat, dao tao vé BSC; tao dleu kién va hd trg
cac nha quan tri cap trung phat trién cac Thé dlem thir cAp; ra soat va danh
gia cac Thé diém thir cap trude khi dua vao su dung.

(3) Nhém nha quan tri cap trung cam ket ddng thuan va tng ho phan
tang BSC; tham gia truyen dat v€ The diém trong don vi minh quan ly;
tham gia phan tang Thé dlem cap cao thanh cac Thé diém cip don vi; chi
tri phat tri€n cac The diém thir cap trong don vi.

2.3 Anh hlro'ng ciia ciac nha quan tri dén phan ting Thé diém cin
bing va mé hinh nghlen ciru
2.3.1 Anh hwéng ciia cac nha quan tri dén phan tang BSC

(1) Sy tng ho va tham gia ciia nhém nha quan tri cap cao:

Cac chuorng trinh u:ng dung BSC chi thanh cong khi cac nha quan tri
cép cao ung ho va tham gia lién tuc qua trinh nay Ho ¢6 trach nhi¢ém lya
chon céc thanh vién nhoém BSC, tham gia cac cudc ho didu hanh, xac lap
muyc tiéu, cung cap cac ngudn luc can thiét cho phan tang BSC.. (Kaplan
& Norton, 1996, 2006, 2008; Niven, 2006; Lueg & Vu, 2015; Phadtare,
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2010; McAdam & Walker, 2003...). Vigc truyen thong vé BSC cho cac
nha quén tri cp trung s& dat két qua cao néu chinh cac nha quan tri cip
cao thyc hién nhiém vu nay (Kaplan & Norton, 2006) Theo Chavan
(2009), dé phan tang thanh cong, cac nha quén tri cap cao can quan tam
khong chi cac thudce do the hién chién lugc chung clia to chirc ma con ca
cac thudc do the hién chlen lugc riéng cta don vi; cam két va ung ho cac
nha quan tri cap trung dé hoan thanh phan ting BSC..

HI. Su ung ho va tham gla cua nhom nha quan trl cdp cao cé tic
déng thudn chiéu dén phan tang BSC thanh cong

H2. Sur iing ho va tham gla ciia nhém nha quan tri cdp cao co tac dong
thudn chiéu dén sw tham gia ciia nhém BSC trong giai doan phan tang BSC.

H3. Sw ung h¢ va tham gia cua nhém nha quan tri cap cao co tac
dong thudn chzeu dén suw tham gia ciia nhém nha quadn tri cdp trung trong
giai doan phan tang BSC.

(2) Su tham gia ctia nhom BSC:

Theo quan diém cuia Kaplan & Norton (1996, 2006), Niven (2006),
Rohm (2005), Assiri & cong su (2006), Chavan (2009) , nhom BSC
chiu trach nhiém xay dyng va trién khai ké hoach _phan tang | BSC chu tri
xay dung va trlen khai ké hoach dao tao va truyen thong vé BSC nham
tao dung su hiéu biét vé BSC, gan két moi thanh vién trong t6 chuc.
Decoene & Bruggeman (2006) khang dinh rang, nhém BSC can hd trg
cac nha quan tri cap trung trong viéc xac dinh cac muyc tiéu chién lugc
huong theo cac myc tiéu chién lugc cép cao. Nhom BSC ¢ vai tro ra soat
va t6 chirc cac cudc hop voi nhom nha quan tri cap cao danh gla tong thé
cac Thé diém duoc phan tang. Chi khi nhém BSC thyc hién tot nhi¢m vu
nay cac The diém duoc phan ting méi that sy lién két v6i muc tidu chién
luoc cua to chirc.

H4. Sy tham gla ciia nhém BSC ¢6 tac ddng thudn chiéu dén phan
tang BSC thanh cong.

HS. S tham gia cua nhém BSC co tac dong thugn chzeu dén sw tham
gia cua nhom nha quan tri cdp trung trong gzaz doan phan tang BSC.

(3) Sy tham gia cua nhdm nha quan tri cap trung:

Céc quy trinh ung dung BSC d€u huy dong sy tham gia cua cac nha
quan tri cap trung. Vai tro cua nhom nay tdng 1€n sau khi BSC dugc phan

tang xuong cac don vi, cd nhan (Kaplan & Norton, 1996; Rohm &
Halbach, 2006; Decoene & Bruggeman 2006). Theo Kaplan & Norton
(2006) Niven (2006) dé phan tang BSC thanh cong, can c6 sy cam két
cua cac nha quan tri cap trung. Ho can tich cuc tham gia cdc khoa dao tao
vé BSC, c6 kha ning truyén dat ndi dung BSC dén nhan vién, c6 niang luc



10

dé chu tri trlen khai phan tang BSC tai don vi minh quan ly. Néu céc nha
quan tri cap trung linh hoi cac BSC duoc phan tang mdt cach thy dong thi
ho s& thyc hién cac nhiém vu duoc giao mot cach mién cudng (Decoene
& Bruggema, 2006; Kasperskaya 2008)

HG6. Su tham gla clia nhém nha quan tri cdp trung cé tac dong thudn
chiéu dén phan tang BSC thanh céng.
2.3.2 M6 hinh nghién ciru

M0 hinh nghién ctru duge dé xuat dya vao cac gla thiét thu duoc tir
vi€c phén tich, tong hop céc cong trinh nghién ciru vé anh huong cua cac
nhém nha quan tri dén phén ting BSC da duoc trinh bay ¢ muc 2.3.1.

Swr Gng hg va
tham gia cua
nhém nha quan
tri cAp cao

Sy tham gia PhéBnSg?lng
H3 ctia nhém BSC _BSC
thanh cong

Su tham gia cla
nhém nhé quan
tri cap trung

Hinh 2.6. M6 hinh nghién ctru

2.3.3 Téng hop dé Xuat thang do cac khai ni¢ém nghién ciru

Thang do “nhap dau” dugc tong hop dé xuét tir o 86 ly luén va tong
quan nghién ciru vé img dung BSC néi chung va phén tang BSC néi riéng.
Bing 2.3. Thang do nhép dau cac khai niém nghién ctiru

Khai . N

niém Noi dung thang do Nguon
Sy TOP1.1. Cac NQT cip cao hidu viéc trién khai phan ting Kaplan &
ung | BSC s& mang lai loi ich cho t6 chirc. Norton (1996,

ho va | TOP2.1. Cac NQT cép cao cam két ung ho trién khai phan | 2006, 2008),

tham | ting BSC trong toan b td chirc. Niven (2006),
gia TOP3.1. C4c NQT cép cao sin sang cung cip diy di ngudn | Assiri & cong
ctia | luc dé trién khai phan tng BSC trong toan b td chirc. sur (2006),
cac TOP4.1. Cac NQT cép cao hiéu 16 cac muc tiéu va thuge | Tung (2011),
nha | do ciia BSC cip td chirc va cip don vi, quan tam dung mirc | Schlieper

quan | dén cac thudce do thé hién chién lugc chung cua t6 chirc va | (2014), Tran
tri cac thude do thé hién chién luoc riéng cia don vi. Quéc Viét
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cap TOP5.1. Cac NQT cép cao tich cuc tham gia phén ting | (2012),
cao BSC cép tb chirc xudng cép don vi. Nguyén
TOP6.1. Cac NQT cap cao tich cuc tham gia truyén théng | Quang Dai
v& BSC va tAm nhin, chién lugc cua td chic. (2016)
BSC1.1. Céc thanh vién trong nhom BSC c6 day dii kién thirc
vé BSC va k¥ ning trién khai phan ting BSC, ¢6 hiéu biét k§
cang vé muc tiéu chién luoc chung cua t6 chure va cac don vi.
BSC2.1. Nhém BSC tich cuc td chirc dao tao va truyén
thong vé BSC cho cac nha quan trj cip trung va nhan vién Kaplan &
Sy trong toan td chuc. Norton (1996,
tham | BSC3.1. Nh(:)m BSC xé}y dung va truyén dat réﬂrélng ké lz\l()l\?;z(gggg)
gia hoach phén tang BSC dén céF don vi trong toan t6 chirc. Assifi & céng’
cua BSC4.1. Nhém BSC chi tri to chire cac cudce hop V(:Yi nhf’)m 2006) ’
nhom | NQTCC, NQTCT théng qua cac BSC dugc phan bo xuong ;Iec(:oene ('?L
BSC | cip don vi. _ , Bruggeman
BSC5.1. Nl}(’)m BSC ho trg cac NQTCT trong suot giai (2006)
doan phan tang BSC tai cac don vi.
BSC6.1. Nhém BSC chu tri xem xét lai cac BSC duoc
phén tang va t& chirc lam viée v6i cac nhom dé hoan thién
cac BSC dugc phan tﬁng tai cac don vi.
MID1.1. Cac NQT cép trung cam két ung ho trién khai
Sy phan ting BSC trong don vi ho phu trach. Kaplan &
tham | MID2.1. Cdc NQT cép trung tich cuc tham gia cic khoa | Horon (199,
. \ A 2006, 2008),
gia | dao tao vé BSC. ' 9 Niven (2006)
cua MID3.1. Cac NQT cap trung hiéu rd cic muyc tiéu va thude '
. ) T A L . R Chan (2004),
cac df’ cua BSQ cap to chire va dgqc tham gia vao budc phan Decoene &
nha tang BSC cap to chl'rc, xuong cap don vi. : i Bruggeman
qué}l MID4.1. Cac NQT cap trung tich cuc truyén thong vé BSC (2006),
tri cap | trong don vi ho phu 'Eréch. 7 ‘ Kasperskaya
trung MID5.71. CEéc NQT cap ‘Erung phéan bd du nguon luc va thoi (2008)
gian dé trién khai phan tang BSC trong don vi ho phu trach.
Yl.l,. Cac don vi da Phét trién BSC & moi cip do caa don Kaplan &
Phén vi, két thuc ¢ Thé diém ca nhén. Norton (1996
tang | Y2.1. Cac BSC dugc phan tang tai don vi dat dugc su lién '
T x P 2006, 2008),
BSC | két vdi chien lu?c cta to chtrc va cé anh huong dén muc Niven (2006)
thanh | tiéu chung cua t6 chirc. ‘ Assiri & cémgl
cong | Y3.1.Cac BSC dugc phan tang tai don vi phu hop voi dic )

thii t6 chue san xuét kinh doanh ciia cip twong (ng.

sur (2006)
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Y4.1. Cac BSC duoc phén tang tai don vi thé hién ro su
can bang giira viéc dat dugc cac muyc tiéu riéng cia don vi
véi cae muc tiéu chién luoc cta td chuc va khoéng mau
thuin vé6i cac muc tidu riéng ciia cic don vj khac.

Y5.1. Moi nhan vién trong don vi c6 kién thirc vé BSC va ky
ning trién khai BSC, c6 thai d6 tng ho va tin tam dbi véi BSC.

Y6.1. Moi nhan vién trong don vi hiéu duogc cac muc tiéu

va thudc do cia cac BSC duge phén ting tai don vi.
(Nguon: tac gia tong hop dé xuat)

2.4 Phuong phap nghién ciru

Noi dung nay gom thlet ke phu’ong ‘phép nghién ciu tong quat va quy
trinh nghién ctru chi t1et nham cung cap khung danh gia anh hudng cua
nhom nha quan tri cap cao, cip trung va nhém BSC dén giai doan phan
tang BSC tai mot t chirc, doanh nghiép.

Phuong phap nghién ctru dugc sir dung nham danh gia thang do va
kiém dinh mé hinh nghién ctru la phuong phap nghién ciru hon hop theo
quy trinh suy dién di duoc tac gia Nguyén Pinh Tho (2011) gidi thiéu.

CHUONG 3. KET QUA NGHIEN CUU ANH HUONG CUA CAC
NHA QUAN TRI PEN PHAN TANG THE PIEM CAN BANG TAI
TONG CONG TY DICH VU VIEN THONG

3.1 Giéi thi¢u khai quat vé TCT Dich vu Vién thong

Toéng Coéng ty Dich vu Vién thong (VNPT-Vmaphone) la cong ty
TNHH mdt thanh vién do Tép doan Buu chinh Vién thong Viét Nam
(VNPT) s6 hitu va nam giit 100% vén diéu 1é. VNPT- Vlnaphone duoc
thanh 18p ngay 08/5/2015 trong qua trinh téi co ciu cong ty me VNPT
trén co so hop nhét bd phan kinh doanh ctia cac Vién thong tinh, thanh va
cac Cong ty tryc thugc VNPT (T.C, 2015; VNPT, 2015).

VNPT-Vinaphone di khan truong trién khai ung dung BSC tu cu01
nam 2015. Trong ndm 2016, The dlem can bang bat dau dugc phan tang
trén pham vi toan Tong Cong ty, va dén nay, BSC dang dugc duy tri Gng
dung theo quy trinh chung.
3.2 Nghién ciru dinh tinh tai TCT Dich vu Vién théng

Nghlen ctru dinh tinh nhim diéu chinh ¢ thang do nhap dau” cho phu
hop véi dic thu cia VNPT-Vinaphone.

Tac gia da tong hop tai ligu thir cap vé phan tang BSC tai VNPT-
Vlnaphone dé glon thi¢u khai quat vé giai doan nay, danh gia nhimg két
qua dat duoc va kho khin, ton tai trong phéan ting BSC tai doanh nghiép.
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TONG CONG TY VNPT - VINAPHONE

CAP BON VI
Khéi Van phong Céac don vi

F 8 Nhom 1 i Nhom 3
Téng cong ty (Cac ('(":gzg; (Cac don vi
(Céc Ban chirc nang, Trung tam e khéng truc

diéu hanh A Y

Van phang TCT) Kinh doanh KD) tiép didu

phona TTP) hanh, KD)

CAP BO PHAN
(Céc phong, dai, trung tdm___ treec thudc cac don vi)

R 2

CAP CA NHAN
(Céac can bd, nhan vién lam viéc tai Téng cong ty)

Hinh 3.3. Céc cép trién khai BSC tai VNPT- Vinaphone

Tac gia da ti€n hanh phéng van sau 07 nha quan tri cia VNPT-
Vinaphone va 02 chuyen gia BSC tai VNPT. N¢i dung tap trung vao Cac
nhom nha quan tri ¢6 anh hucmg dén phan ting BSC; cac tiéu chi danh
gla phan tang BSC thanh cong; cac ti€u chi thé hi¢n sy ung h va tham
gia cua cac nhom nha quan tri trong phan tang tai VNPT-Vinaphone. Thoi
gian phong van duoc thue hién trong thang 3 va thang 4 nam 2018.

Tac gia phéan tich, tong hop céc y kién va thu dugc cac nhan dinh
chung: (1) Su tham gia va dnh huong ctia nhém nha quan tri cap cao, cap
trung va nhom chu tri BSC dén phan ting BSC tai VNPT-Vmaphone la
chinh yeu tuong tu nhur cac nghién ctru da cong bd; (2) “Thang do nhap
dau” vé co ban 1a phu hop, tuy nhién dé phu hop hon véi dic thu to chic
SXKD tai VNPT-Vinaphone, can xdy dung mdi ba tiéu chi, hoan thién
thu dugc su tiéu chi, loai bo mot tiéu chi khong phu hop.

Két thic nghién ctru dinh tinh, tac gia thu dugc “thang do nhap hai”
ap dung véi VNPT-Vinaphone.

Bidng 3.1. Thang do nhap hai cua cac khai ni€ém nghién ciru ap dung véi

Tbng Cong ty Dich vu Vién thong

Khai niém Thang do nhap hai ciua Mbi quan hé véi
nghién ciu cac khai niém nghién ctru thang do nhap déu
TOP1.2 - C4c nha quén trj cip cao chi dao .
, R ; ! teap € 2 X4 i (th
Su ung ho quyét liét phan ting BSC dén cap ca nhén trén Ziy dung méi (thay
va tham SR R the cho TOPI1.1)
? e pham vi toan Tong Cong ty.
glacua | TOP2.2 - Cac nha quan tri cép cao cam két ung Hoan thién tir than
nhém nha ho trién khai phan té”mg BSC va san sang cung A h &
uan tri X ax 1o A . . A do nhap dau (két hop
Qu : cap day du nguon luc dap ung hoat dong phan TOP2.1va TOP3.1)
€ap €ao0 | ting BSC trong toan by Tong Cong ty. ' '
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trong giai | TOP3.2 - Céc nha quan tri cap cao hiéu 15 cac
doan phan | muc tiéu va thudc do ciia BSC cép Tong Cong
tang BSC | ty V?. cap dcgn Vi, quaE tam ding mirc vden fac Gt nguyén nhur
thude do thé hién chién 1u'q§ chung cua Tong thang do nhap diu
Cong ty va cac thude do the hién chién lugc
riéng ctia don vi khi tham gia phan ting BSC
cép Tong Cong ty xudng cap don vi.
TOP4.2 - Céc nha quan trj cip cao tich cuc " R
tham gia phan tang BSC cdp Tdng Cong ty Gilr nguyén nhu‘
B R . thang do nhap dau
xuong cap don vi.
TOPS5.2 - Céc nha quan tri cép cao tich cuc
tham gia truyén théng v& BSC va tam nhin, Hoan thién tir
muc tiéu chién luoc ciia Téng Cong ty hang TOP6.1 cho phu hop
ndm v6i cac nha quan tri cp trung trudce khi véi dac thu VNPT-
céc nha quan tri cdp trung chu tri trién khai Vinaphone
phéan téng tai don vi.
BSC1.2 - Céc thanh vién trong nhém BSC c6
day du kién thirc v& BSC va ky ning trién khai | Giit nguyén nhu
phan ting BSC, ¢ hiéu biét k§ cang vé muc thang do nhap dau
tiéu chién luoc chung cua tb chirc va cac don vi
BSC2.2 - Nhém BSC tich cue tb chire dao tao e .
va truyén thong v& BSC cho céc nha quan tri Gilr nguyen ’nhu"”
A o . thang do nhap dau
cap trung va nhan vién trong toan to chirc
Su tham B‘SC&;Z - Nhom ]?SCA xay dung :/é ttr"uyén da.t o Gt nguyén nhu
gia cia rang ke ?oafh plylan tang BSC dén céc don vi thang do nhéip dau
nhém BSC | trong toan to chire
trong giai BSC4.2 - Nh(')n? BS~C )Eéy dung hé théng tai liéu, Xﬁgy dung moi (thay
doan phan | khoa hoc, chi tiét,ﬁ de hi‘éu va phu ?Q*p voi timg doi | thé cho BSCS5.1) cho
ting BSC tuf,rng Eham gia dé trt}yén thong vé BSC va huéng | phu hop véi déc thu
dan trién khai phén tang tai cac don vi. VNPT- Vinaphone
BSC5.2 - Nhém BSC chu dong thu thap, phan
tich va téng hop ¥ kién ciia nhém nha quén tri Hoan thién tir
cép cao, cép trung vé cac BSC dugc phan ting BSC4.1 cho phu hgp
tir Tdéng Cong ty xubng cép don vi dé hoan véi dac thu VNPT-
thién trwdc khi trinh Téng Giam déc Téng Vinaphone
Cong ty ky ban hanh.
MID1.2 - C4c nha quan trj cip trung cam két N R
Sutham | 4no ho trién khai phan ting BSC trong don vi Gilr nguyén ’nhuk
gia cia ho phu trich. thang do nhap dau
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nhom nha . Hoan thién t0
O, . MID2.2 - Cac nha quan tri cap trung tich cuc oan thicn tir .
quan tri ., L N . MID2.1 cho phu hop
; tham gia cac khoa dao tao vé BSC két hop tu L .
cap trung RO 1A véi dic thu VNPT-
.~ | nghién ctru vé BSC va phan tang BSC. .
trong giai Vinaphone
doan phan | MID3.2 - Céc nha quan trj cip trung hiéu 15 cac
tang BSC | muc tiéu va thudc do ctia BSC cdp Téng Cong | Gift nguyén nhu
ty va dugc tham gia vao budc phan ting BSC thang do nhap dau
cép Tong Cong ty xudng cap don vi.
MID4.2 - Céac nha quan trj cip trung tich cuc
truyén thong vé cac myc tiéu chién lugc cua
Téng Cong ty va cia don vi, vé BSC noi chung, Xay dung méi (thay
phan ting BSC noi riéng; dong thoi chi dao thé cho MID4.1)
quyét liét phan ting BSC dén cip ca nhén trén
pham vi toan don vi.
I\/EIDS.% - Cac I’Thé. quan tri iép .t;rung p.hﬁnAb(;) Gir nguyén nhu
dt nguon luc va thoi gian dé trién khai phan thane do nhap da
tang BSC trong don vi ho phu trach. ang do map can
Y1.2 — Bon vi da phat trién BSC & moi cip do Gilt nguyén nhu
ctia don vi, két thuc & BSC cép c4 nhan. thang do nhap du
Y2.2 — Céc BSC dugc phan tﬁng tai don vi dat
duoc su lién két v6i chién lwoc ciia Toéng Cong | Giit nguyén nhu
ty va ¢ anh huéng dén muc tiéu chung cua thang do nhép dau
Téng Cong ty.
Y3.2 — Cac BSC dugc phén ting tai don vi phtt | Giit nguyén nhu
hop v6i didc thu SXKD cua cp tuong tmg. thang do nhap dau
Y4.2 — Cac BSC dugc phén tang tai don vi thé
Phén ting h.1A¢n r(A) su cqan bang gura V{@C dat d}ch C".lf muc Gt nguyén nhu
BSC tiéu riéng ctia don vi vdi cac muc ti€u chién Lo
N A R P thang do nhap dau
thanh cong lugc cua to chirc va khong mau thuan véi cac

muc tiéu riéng cua cac don vi khac.

5.2 — Moi nhan vién trong don vi c6 kién thirc vé
BSC, c6 thai d6 ung hd va tin tim dbi véi BSC.

Hoan thién tir Y5.1
phu hop véi dic thu
VNPT- Vinaphone

Y6.2 — Moi nhén vién trong don vi hiéu cac
muc tiéu ké hoach BSC dugc cép trén giao cho
bd phan ma ho lam viéc va ndm chéc cac muc
tiéu ké hoach BSC c4 nhan d& chii dong 6 chirc
trién khai thuc hién.

Hoan thién tir Y6.1
phu hop véi dac thu
VNPT- Vinaphone

(Nguon: két qua nghién cieu dinh tinh cua tac gia)
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3.3 Nghién ciru dinh lwgng so bg tai TCT Dich vu Vién thong

Nghlen clru nay nham d4nh gla do tin cdy cua thang do nhap hai boi
h¢ so Cronbach’s Alpha va danh gid gia tri thang do bang phan tich EFA.
3.3.1 Mau nghién ciru va thu thip dir li¢u phuc vu nghién ciru

Mau nghién ctru 12 mAu thuén tién lay tur khung mau. Kich thuéc mau t01
thiéu la 75 quan sat (dua vao kich thudc t6i thleu dé phén tich EFA la 50; s0
lugng blen quan sat va ty 1& quan sat trén bién ‘quan sat toi thiéu 1a 5/1).

Phleu khao sat dugc xay dung vai cac bién quan sat ciia thang do nhap
hai, mdi bién quan sat dugc do  bang thang do Likert tir 1 dén 5. Viéc thu
thap dir li¢u duge thuc hién bang phuong phap giri phleu khao sat tryc
tlep qua email va gui online trén Google Docs. Thoi gian gui phleu bat
dau tir 10/7/2018. Dén ngay 21/7/2018, tac gla da nhan duoc 89 y kién
phan hoi va sir dung chung cho nghién curu nay
3.3.2 Danh gia d9 tin ciy cla thang do cac khai niém nghién ciru

Két qua danh gia do tin cdy cho thay cac thang do c6 d¢ tin cay t6t vi
Cronbach’s Alpha déu> 0. 8. Céc h¢ s0 tuong quan bién-tong déu > 0.3, cic
hé sb “Cronbach’s Alpha néu loai blen” déu nho hon Cronbach’s Alpha ctia
thang do nén tit ca bién quan sat déu dat yéu cau va can giit lai day du.
3.3.3 Klem dinh gia trj thang do bang phan tich EFA

Kiém dinh KMO va Bartlett’s thé hién miic y nghia cao dé phan tich EFA.

Phan tich EFA ba khai ni¢m nghién ctru vé su tham gia ctia cac nhom
nha quan tri cho thiy c6 ba nhan to duoc trich voi tong phuong sai trich
dugc 1a 62.564% > 60%, nén 1a két qua tbt. Cac bién quan sat dugc nhom
vao ba nhan t6 phu hcrp v6i ba khai niém nghlen clru v6i he s tai nhan t6
> 0.5. Chénh lgch gitra h¢ sO tai nhan té clia moi blen quan sat [én nhan
t6 ma bién do dugc nhom vao so voi hé s6 tai nhén t cta bién quan sat
d6 1én cac nhan t khac déu > 0.3. Vay, ba thang do khai niém nghién ciru
néu trén la co gia tri.

Phan tich EFA khai ni¢m “Phéan tang BSC thanh cong” cho thdy c6 mot
nhan t6 duogc trich voi téng phuong sai trich dugc la 61.544% > 60%, nén
1a két qua tot. Hé sb tai nhan t6 cua tat ca cac bién quan sat déu > 0.5. Vay
thang do khai niém nghién ctru “Phan tang BSC thanh cong” 1a c6 gla tri.

Nghlen ctru dinh lugng so bd cho thay thang do nhap hai ¢6 do tin
cay tot va c6 gia tri nén tré thanh “thang do chinh thirc” ctia cac khai niém
nghién ctru 4p dung véi VNPT-Vinaphone. Thang do chinh thirc dugc ma
hoa tir thang do nhap hai bang cach bo hai ky tu cudi “.2”.

3.4 Nghién ciru dinh lwgng chinh thire tai TCT Dich vu Vién théng

Nghlen ciru nay nham kiém dinh chinh thire thang do bang phén tich
CFA va hé s tin cdy tong hop; kiém dinh mé hinh nghién ctru bing mo
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hinh SEM; tir d6 do luong mirc d6 anh hudng clia cdc nhém nha quan tri
dén phén ; tang BSC tai VNPT-Vinaphone.
341 Mau nghién ciru va thu thap dir liéu phuc vu nghién ciu

bPé phan tich CFA, mau phai c6 kich thude l6n (n > 200), ¢& mau tdi
thiéu can dam bdo ty 1€ quan sat cho mét tham s6 can ude 1u0ng la 5/1.
Véi 21 bién quan, sat tuong g bdn khai niém nghién ctru ctia thang do
chinh thirc, ¢& mau toi thi€u 1a 5*21 = 105. Vay, kich thu¢ec mau trong
tnrong hop nay s€ 1a 200. Do blet tong thé co tong s6 312 ddi twong nén
tac gia s€ gui phleu khao sat dén toan bd cac dbi tuong,

Bing 3.3. Thong ké mau khao sat phuc vu nghién ctru chinh thirc tai
Tdng Cong ty Dich vu Vién thong

. So lugn; Ty 1¢ thu
Stt Don vi Gii di Tfu vé | v/ gui di
1 | Ban Lanh dao TCT 5 3 60%
2 | Van phong TCT 6 4 66.7%
3 | Céc Ban chuc niang 24 15 62.5%
4 | Hai Ban Khach hang t6 chirc- DN va cé nhan 8 4 50%
5 | TTKD VNPT Tinh/Thanh va don vi truc thudc 260 171 65.8%
6 | Lanh dao Ban va chuyén vién BSC tai VNPT 9 5 55.6%
Téng cong 312 202 64.7%

(Nguon: thong ké cua tdc gid)

Bai vi thang do nhép hai la thang do chinh thace nén: (1) Phiéu khao
sat su dung trong nghién ctru dinh lugng so b s& tiép tuc duoc sir dung
trong nghién ctru chinh thirc; (2) Phiéu khao sat dwoc giri dén cac nha
quan tri chua tham gia trong nghlen ctru dinh lu'ong so bo.

Viéc thu thap dit liéu dugc thyc hién bang cac phuong phap tuong tu
& nghién ctru so bo. Tir 01/8/2018 dén 15/8/2018, tac gia da nhan duoc
thém 113 y klen phan hoi, két hop v6189 y kién da co0 nghlen ctru dinh
luong s0 bo, tong s 1 202 y kién phan hoi, dam bao yéu cau kich thudc
mau t6i thleu Dy la dir liéu phuc vu nghién ctru dinh lugng chinh thirc.
3.4.2 Kiém dinh thang do chinh thire bang phéan tich CFA

Tac gia st dung phan mém AMOS dé kiém dinh thang do chinh thuc:

(1) Két qua CFA ba thang do sy tham gia ctia nhom nha quan tri ¢6
87 bac tu do, CMIN/df = 2.086 < 3, GFI =0.889, CFI =0.948 > 0.9, TLI
=0.938 > 0.9, RMSEA = 0.074 < 0.08 nén dugc xem la phu hop voi dir
liéu thi tnrorng, cac thang do dam béo tinh don huorng Cac trong so chuan
hoa cila cac bién quan sat déu cao (> 0.5) va c6 y nghia thong ké (p <
0.05) nén thang do dat gia tri hoi tu.

(2) Két qua CFA thang do “Phan tang BSC thanh cong” ciing cho thay
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mo hinh phu hop véi dit li€u thi truong; thang do dam béo tinh don hudng
va dat gia tri hoi tu.

Céc thang do nay déu co do tin cdy tong hop cao va phuong sai trich
dam bao > 0.5. Do d6, chung déu dat yéu cau vé do tin cay.

(3) M0 hinh CFA téi han phu hop voi dit liéu thi truong. Klern dinh
gia tri phén bi€t gitra cac khai ni¢ém nghién ctru cho thdy mbi quan hé
tuong quan gitra tmg c@p khai niém déu that sy khac biét so voi 1 voi do
tin cay 95% (p-value déu < 0.05). Vay bdn khai niém nghién ctru dat yéu
cau veé gia tri phan biét.

Tém lai, thang do chinh thirc ddm bdo d¢ tin cdy, tinh don hudéng, dat
yéu cdu vé gia tri hoi tu va gia tri phan bi¢t nén hoan toan phu hop dé su
dung klem dinh mo hinh nghién ctru va cac gla thiét t nghién ctru.

3.4.3 Kiém dinh mé hinh nghlen clru va cac gia thuyét bang mo hinh SEM

Tac gia st dung phan mém AMOS dé kiém dinh mo hinh SEM va thu
duogc két qua nhu hinh 4.4. Két qua SEM cho thay mo hinh nghién ctru
hoan toan phu hop véi dir liéu thi truong: y? = 360.787 [p = 0.000],
CMIN/df =1.972 <2, GFI = 0.845, CFI =0.939>0.9, TL1=0.930 > 0.9,
RMSEA = O 070<0.08.
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Hinh 3.7. Két qua SEM mo hinh nghién ciru (chua chuin h6a)
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Két qua trén cho thiy cac hé sé hdi quy the hign céc mdi quan hé gitra
cac cdp khai niém nghién ciru theo gia thuyét H1 dén H6 deu c6 y nghia
thong ké (p-value déu < 5%) Hién trong Heywood khong xuét hién trong
qua trinh st dung CFA va SEM.

Bing 3.8. Hé s6 hdi quy cua cac mbi quan hé (chua duoc chudn hoa)

Gia M&i quan hé giita cic Uéc SE CR P-
thuyét khai niém nghién ctru lugng o " | value
Seimgho
HL | glactanhémnha = 0 o 0.734 | 0.128 | 5.735 | 0.000

quan tri cap cao

Su ung hd va th .
\rung o va tham Su tham gia ctia

H2 | giacuanhémnha = 0 e 0.944 | 0.107 | 8.837 | 0.000
quan tr1 cap cao
Su ung hd va tham Su tham gia ctia

H3 giacianhomnha —  nhom nha quan 0.485 | 0.156 | 3.118 | 0.002
quén tri cip cao trj cdp trung

Ha Su tham gia cta N Phén ting BSC
nhém BSC thanh cong 0.274 | 0.098 | 2.789 | 0.005

. Su tham gia ctia
Su tham gia cua j £

H5 | nhém BSC — nhomnhd quin | 0503 | 0.132 | 3.801 | 0.000
tri cap trung

Su tham gia ctia Phan ting BSC
HE | nhomnha quantri = p cang 0.191 | 0.071 | 2.711 | 0.007
cap trung

(Nguon: két qua tinh todn mé hinh SEM)

Céc hé s6 hoi quy déu nhan gia tri duong, ching t6 cac gia thuyét H1
dén H6 déu dugc chap nhan. Vay, mé hinh nghién ctru 12 hoan toan phu
hop vai truorng hop VNPT-Vinaphone.

3.4.4 Két qua nghién ctru dinh lu’(mg chinh thirc

Sau khi kiém dinh syr phu hop cua md hinh nghién ctru véi trudng hop
VN PT-Vlnaphone tac gia xac dinh tac dong truc ti€p, gian tlep, tong hop
gitra cac khai niém nghién ctru trong mo hinh nghién ctru dua vao két qua
SEM md hinh nghién ctru da duge chuin héa (Hinh 4.6).

Két qua SEM cho théy, tai VNPT- -Vinaphone, sy ung hg va tham gia
cua ba nhom nha quén tri ¢6 anh hudng rat lon dén phan tang BSC thanh
cong voi R? = 0.89. Diéu nay hoan toan phu hop v6i quan diém sy tng
ho va tham gia cua nhom nha quan tri cap cao, cap trung va nhém BSC
c¢6 anh hudng chinh yéu dén phan tang BSC tai cac to chirc.
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Bing 3.9. Mttc d tac dong truc tiép, gian tiép va tong hop giita cac khai niém
nghién ctru tai Tong Cong ty Dich vu Vién thong

Bién doc lap
Bién Su tham gia va Su tham gia Sy tham gia
phu thudc Tacdong | yng ho cia nhém cianhém | cia r}h(’)m NQT
NQT cap cao BSC cap trung
Su tham gia cua TI}IC tfp 080
nhém BSC Gjan tiep 0.00
Tong hop 0.80
Sy tham gia caa | Truyc tiép 0.37 0.45
nhém NQT cip | Gian tiép 0.36 0.00
trung Téng hop 0.73 0.45
A Truc tiép 0.57 0.25 0.19
E]l;’:]tzgﬁ;sc Gidn tiép 0.34 0.09 0.00
Tong hop 0.91 0.34 0.19

) ) (Nguon: tac gia tu tinh todan)

K&t qua thu dugc cho thay, tai VNPT-Vinaphone, sy ting hg va tham

gia cia nhom nha quan tri cap cao anh huéng 16n nhat dén phan tang BSC
thanh Cﬁng (ﬁténg (TOP) = 0.9’1, 16n hon han Bténg (BSC) = 0.34 Vé’Bténg MID) =
0.19). Nhém nha quan tri cap cao khong chi anh huong truc tiep dén phan
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tang BSC véi mirc do cao (Btru:c tiép (TOP) = = (0.57) ma con anh hudng gian
tiép thong qua nhom BSC va nhom cép trung (Bgian tiép (rop) = 0.34).

Su anh huodng tong hop ciia nhém BSC dén phan tang BSC thé hién
¢ muc trung binh Bine sc) = 0.34, trong d6 phan chinh 1a anh huong tryc
tiép (Burge tiép (BSC) = =0.25), mot phan nho 14 anh hudng gian tiép thong qua
nhom nha quan tri cap trung (Bgian iép esc) = 0.09). Mirc 4o anh huong cla
nhoém nha quan tri cap trung la thap nhét VO Bigng avipy = 0.19, va 1a mirc
d6 anh huong truc tiép cua ho dén phan ting BSC tai VNPT-Vinaphone.

CHUONG 4. THAO LUAN VA PE XUAT

4.1 Thao luin vé cac két qué nghién ciru

MO hinh nghlen clru 1a sy téng hop cac khai niém nghién ctru va cac
m01 quan h¢ da dugc nhiéu nha nghién ctru dé cap dén mot cach riéng 1¢
nhidm danh gia dong thoi anh huong qua lai glu’a cac khai niém nghlen ctru.

Quy trinh nghién ctru anh hucmg cua cac nhom nha quan tri cap cao,
cép trung va nhom BSC dén phan tang BSC c6 thé ap dung véi VN PT-
Vinaphone va véi cic to chure, doanh nghlep c6 quy mo tuong ty.
4.1.1 Thao luan vé két qua nghién ciru dinh tinh

Két qua nghlen ctiru dinh tinh tai VNPT-VInaphone cho thdy, vé co
ban cac ti€u chi danh gla su tham gia ctia cac nhém nha quan tri cling nhu
phén tang BSC thanh cong tai VNPT-Vlnaphone la twong ty nhu quan
diém chung cua cac nha nghién ctru, tuy nhién can hoan thién theo hai
huéng: (1) phu hop v6i ddc thu hoat dong SXKD tai doanh nghiép; (2)
the hién sy anh hu’O’ng that sy dén phan tang BSC thanh cong theo quan
diém cua cac nha quan tri VNPT-VInaphone

Thang do chinh thirc cua nghién ctru ny c6 thé dwoc ap dung cho cac
doanh nghi¢p c6 dac thu hoat dong SXKD tucmg ty nhu VNPT-
Vmaphone cu thé 12 ¢6 quy mé 16n véi nhiéu cap quan tri, dia ban hoat
dong rong, trinh d§ va nang lyc doi ngli khong ddng déu... Khi do, cac
ti€u chi can dugc hoan thién hodc thay d6i theo hudng giam pham vi tham

ia cua nhom nha quan tri cép cao va nhém BSC trong giai doan phan

tang BSC két horp tang cu:omg sy tham gia va chu dong trién khai phan
tang BSC cua cac nha quan tri cap trung; thay dbi phuong phap t6 chirc
trién khai mot so nhiém vu cua nhém BSC va nhém nha quan tri cap
trung; giam yéu cau datra dbi véi toan bd ngudi lao dong.
4.1.2 Thao luan ve két qua nghién ctru dinh lmmg

Két qua nghlen cuu dinh lu:orng SO bo va chinh thirc tai VNPT-
Vlnaphone cho thay thang do céc khdi ni¢ém nghlen clru ¢6 do tin cay tot
va c6 gia tri, md hinh va cac gia thuyét nghién ctru hoan toan phu hop véi
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VNPT- Vlnaphone Ket quéa nay khong chi gop phan khang dinh ma con
hé théng hoa cac m01 quan hé da dugc cac nha nghién cuu gioi thiéu o
cdc mirc do chi tiét khac nhau.

Ket qua xac dinh muc do tac dong truc tiép, gian tiép va tong hop
gitra bbn khai niém nghién ctru tai VNPT- Vlnaphone phu hop voi quan
diém chung cta nhleu nha nghlen clru, do 1a sy ung ho va tham gia cua
cac nha quan tri cép cao, cAp trung va nhom BSC d€u c6 anh hudng that
su dén phan tang BSC thanh cdng ciia mdi t6 chire, doanh nghiép; muc
d6 anh huong ciia mdi nhém nha  quan trj 1a khdc nhau. Mic du nhom nha
quan tri cap cao c6 anh hudng rat 16n dén phan tang BSC thanh cong va
mue d§ dong gop 1a hon han so v6i hai nhom con lai, tuy nhién van c6
mot phan dong gop cua nhém BSC va nhom nha quan tri cap trung vao
phan tang BSC thanh cong.

4.2 Mot s6 dé xuat v6i cac nhém nha quan trj tham gia phén tang
Thé diém can bang tai TCT Dich vu Vién théng

(1) Véi nhém nha quan tri cdp cao ciia VNPT- Vlnaphone

Trong nam tiéu chi thé hién “Sy ung ho va tham gia cua nhom nha
quan tri cap cao” thi mirc dlem trung binh ctia tiéu chi TOP5 va TOP3 ¢c6
phan duogc danh gia thap nhat hon. Két qua nay cho thiy, cac nha quan tri
cap cao cua VNPT- Vlnaphone nén tich cyc truyén thong vé tam nhin va
muc tiéu chién luge cua Téng Cong ty hang ndm véi cac nha quan tri cap
trung, gitip ho ndm rd vé hudng di chung ctia Téng Cong ty, tir d6 dan dat
don vi minh di theo dung huéng cta toan doanh nghlep Trong qua trinh
phan tang BSC cép Tong Cong ty xudng cap don vi, cac nha quan tri cap
cao can quan tdm hon nira dén cac thude do cua cac don vi dé cac don vi
thuan loi trién khai chure nang, nhiém vu nham dat dugc muc tiéu chién
lugc chung ciia Tong CONg ty.

Céc tiéu chi duoc dinh gla cao la TOP1 va TOP2, d6 l1a “Cac nhé
quan tri cap cao chi dao quyet liét phan tang BSC dén cp ca nhén...” va

“cam két tng ho trién khai phan tang BSC va san sang cung cip day du
nguon luc dap g hoat dong phan tang BSC.. tuy nhién can luu y theo
két qua phong van dinh tinh “ cap dudi phal de xuat va phai ¢6 dau mdi
téng hop, giai trinh su hop 1y vé cac ngudn luc nay”.

(2) Voi nhom chu tri BSC

Mirc diém trung binh céc ti€u chi do luong “Sy tham gia ciia nhom
BSC” dugc danh gia (3.85/5) la thip nhit so v6i hai nhom nha quan tri
cip cao va cip trung, thé hién su tham gia chua that sy dung muc cua
nhom nay. Ti€u chi can xem xét dau tién 1a BSC4 vé viée xay dung cac
tai liéu, van ban huéng din vé BSC va phén ting BSC. Tiéu chi BSC2 vé
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t6 chirc dao tao va truyén thong vé BSC cling khong duoc da s6 danh gia
cao. Nhom BSC khong thé xem nhe van dé nay vi Tong Cong ty c6 quy
mo6 16m, trinh d§ nhén lyc rat khac nhau ¢ cac don vi tinh thanh. Nhom
BSC can tién hanh xdy dung hé thong tai ligu huong dan vé BSC chi tiét,
phu hgp voi tung dbi tuong, két hop véi t chirc dao tao va truyén thong
tryc tiép cho cac don vi thude Téng Cong ty.

Nhom BSC can tang cuorng thu thap va tong hcrp v klen cia nhom nha
quan tri cip cao, cap trung vé cac BSC dugc phan tang xuong cap don vi.
Thuong truc nhom BSC can dé xuit v6i nhoém nha quan trj cap cao dé bd
tri nguon lyc thyc hién t6t nhiém vy nay hon. Diéu nay hoan toan thuan
lgi vi theo phén tich ¢ trén, cac nha quén tri cép cao ctia VNPT- Vi naphone
san sang cung cap day da ngudn luc dap ing hoat dong phan tang khi cip
dudi dé xuét va giai trinh sy hop 1y vé cac ngudn luc nay.

(3) V&i nhém nha quan tri cap trung

Mirc diém trung binh céc ti€u chi do luong “Su tham gia ctia nhom
nha quan trj cp trung” (3 916/5) dugc danh gia co phan cao hon so véi
nhoém BSC, cho thiy sy c¢b géng tham gla cua ho vao phan tang BSC. Tiéu
chi MID1 duoc danh g1a cao nhit, con MIDS duge danh gia thip nhat
Két qua nay chimg to cac nha quan trj cip trung cam két 1 ung ho phan tang
BSC nhung chwa phéan bd du nguon lyc va thoi g1an dé trién khai trong
don vi ho phy trach. Phai chang khéi lugng cong vigc ctia cdc nha quan
trj cAp trung qua nhleu hay ho khong du ngudn lyc cho phan tang BSC?
Nguyén nhan cia Van dé nay can duoc nhom BSC tim hiéu dé d& xuat véi
nhom nha quan tri cip cao c6 chu truong hd trg nhém nha quan trj cip
trung trong trién khai phan tang BSC tai don vi.

(4) Voi cac nhom nha quan tri noi chung

Ti€u chi Y5 dugc danh gia thap cho thay VNPT-Vlnaphone can tang
cuong cong tac dao tao va truyen thong vé BSC cho cac nha quan tri cap
trung va nhén vién trong toan t6 chirc.

Céc tiéu chi lién quan den ndi dung cua cac Thé dlem duogc phan tang
g6m Y2, Y3, Y4 c6 mirc dlem trung binh kha tuong dong, trong do tiéu
chi Y2, Y3 ducrc danh gla tot hon Y4 chiing t6 néu xét rleng ting The
diém thi dam bdo nguyén tic phan tang BSC, nhung dat vao tong thé thi
tiéu chi “can bang” khong d& dang dat dugc. Néu nhom BSC téng cuong
su tham gia theo tiéu chi BSC5, cac nha quén trj cép cao quan tdm hon
dén céac thude do cua cac don vi theo ti€u chi TOP3, cac nha quan tri cap
trung dugc tham gia vao budc phan tang BSC cap Tong Cong ty xuong
cap don vi theo tiéu chi MID3 thi vi¢c thuc hién tiéu chi Y4 chéc chén s&
dat két qua tot.
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4.3 Han che cua nghlen cuu va hu’(rng nghién ctru tiép theo

Mot so han ché: mau nghién ctru, noi dung thu thap dir liéu dinh tinh,
pham vi Ve ndi dung nghién ctru va khong gian nghién ciru.

Mot s6 huéng nghién ciu tiép theo:

Thir nhat: nghién ciru anh huong clia cac nhom nha quan trj cip cao,
cap trung va nhom BSC dén cac giai doan khéac nhau trong quy trinh tng
dung BSC tai mét t chirc, doanh nghlep cu thé.

Thit hai: nghién ciru anh huong ctia cac nhém nha quan tri cip cao,
cap trung va nhom BSC dén cac giai doan khac nhau trong quy trinh ung
dung BSC tai mdt nhom doanh nghiép cung dac diém to chirc quan 1y
SXKD, hoat dong trong cung linh vuc.

KET LUAN

Twr nhu cAu nghién ctru Ve ung dung BSC ctia cac DNVN ket hop voi
khoang tréng nghlen ctru vé tmg dung BSC néi chung va phan tang BSC
noi riéng, tac gia xac dinh huong nghién ctru anh huong cua nhom nha
quan trj cap cao, cAp trung va nhém BSC dén phan tang BSC thanh Cong
Nghién ctru duoc thyuc hién tai VNPT-VInaphone véi quy mo 16n va da
trién khai phan tang BSC dén moi cdp cua doanh nghlep

M0 hinh nghlen ctru duoc dé xuat la sy tong hop cac khéi niém nghién
clru va cac moi quan hé da duge nhiéu nha nghién ctru dé cip dén mot
cach r1eng 1¢ nham dénh gia dong thoi anh hucmg qua lai glua su ung ho
va tham gia ctia ba nhém nha quén tr cap cao, cap trung va nhom BSC
dén phan tang BSC thanh cong Sau khi ap dung phuong phap nghién ctru
hén hogp, mé hinh nghién ctru duoc kiém dinh va hoan toan phu hop véi
VNPT- Vlnaphone thang do cac khai niém nghién ctru duge diéu chinh
cho phu hop v&i dac thu hoat dong SXKD tai doanh nghlep

Két ‘qua nghién cltu cta ludn an gop phan cung co quan diém chung
ctia nhiéu nha _nghién ctru cho rang su ung hd va tham gia cia ba nhom
nha quan trj cip cao, cip trung va nhom BSC that sy anh hu:ong dén giai
doan phan tang BSC; 1a minh chung rd rang cho cic quan diém rang nhom
nha quan tri cap cao c6 muc do dong gop hon hén so véi hai nhém con
lai, tuy nhién van c6 mot phan dong gop cua nhom BSC va nhom nha
quan tri cap trung vao phan tang BSC thanh cong. Cac két qua nghién cau
nay cung cap s¢ ctr cho cac nha quan tri VNPT-Vlnaphone bo tri nguon
luc pht hop va 1a co so dé xuét voi cac nhom nha quan tri cap cao, cap
trung va nhéom BSC tang cuong sy tham gia nham gép phan trién kha1
ung dung BSC thanh cong tai doanh nghiép./.
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