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| A 1- Thoi luong: 2 DVHT
2- POi tuong: Sinh vién nim 2
3- Nhitng n6i dung chu y€u ma nguoi hoc
can dau tu sau:
Céch thUc tO chlrc vin phong
Nghi€p vu thu ky
Tién trinh qudn 1y hO sO va céc bi€n phdp
[uu trlt ho so
Nghi€p vu tO chUc hoi thdo, hOi nghi

——
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=/” MUC TIEU GIANG DAY

1- V@ tri thurc
Néu khéi ni€ém vé vin phong; trinh bay chlc ning va nhiém
vU cUa vin phong;

Trinh bay khai ni€m va vai tro cUa thong tin; Phan tich quy
trinh tO chUc cdng tic thong tin trong nghi€p vU vin phong;

Trinh bay khdi ni€m, vai trd va tinh chat cla cong tdc 1uu
tr(r; phan tich nQi dung cdc phudng phap 1uu trlt ho so;
Trinh bay nghi€p vu tO chlic mOt ngay lam vi€c; néu quy
trinh t0 chUc mOt cubc hOi nghi; phan tich nhing yéu cau
v€ tO chUc cdc chuy€n di cong tac cUa lanh dao;

Phan tich ti€n trinh diu tra cdng vi€c vin phong; trinh bay
cdc bién phdp ki€ém sodt cong viéc vin phong.




I’ Myc TIEU GTANG DAY |

TON DUC THANG UNIVERSITY

2- Vé kY niing
K¥ ning vé lua chon dia di€m vin phong
K¥ ning bO trf viin phong;
K¥ ning tO chlc cong tic thong tin trong vin phong;
KY niing quan 1y ho so;

KY ning luu tr(t ho so;
KV ning tO chlc cidc cuOc hdi thdo, hOi nghi;
KY ning 1€ tan
3- Vé thai do
Tich cuc lam viéc va hoc tap theo nhom;
C6 y thlc van dung ki€n thlc da hoc vao cong viéc
thuc te




PHUONG PHAP VA PHUONG TIEN DAY HOC

Phuong phap: Giai thich, thdo luan
nhém nhO, thdo ludn tap thé€, thuc hanh.

Phuong tién: Tai li€u in, computer +
projector
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HiN H THﬁéhDANH GI A

Thanh ThOGi |Témtatbp| Trong sO | ThOi di€ém
phan luQng danh gia
KT 1an 1 20° Thuyét 10% Tuan 27-
trinh nhém 30
KT 1an 2 60’ KT tuluan| 20% Tuan 33
KT culi 90’ KT tuluan| 70% Lich PDT

ky




CAU TRUC MON HOC

0 Chuong 1: MOt sO van dé chung vé qudn trj viin phong;
0 Chuong 2: Lua chon dia di€m thiét k€ vin phong

0 Chuong 3: Qudn 1y ho so

0 Chuong 4: Nghi€p vU vin phong;

PAI HOC TON PUC THANG
TON DUC THANG UNIVERSITY

] Chuong 5: Ki€m soét cong viéc vin phong




T T e N(':)I DUNG T U HOC

0 Chuong 1: Nhing tic dOng cla moi truOng dén cong

vi€c vin phong;
0 Chuong 2: Céc y€u t0 lién quan dén viéc chon lua vin
phong;
huong 3: Ti€n trinh quan 1y hO sO;
huong 4: Nghé thuat ti€p khich va nghe dién thoai;
huong 5: Sap x€p thoi khéa bi€u cdng vi€c vin phong
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PAI HOC TON PUC THANG

e NOIDUNG TU HOC

Hinh thUc tU hoc: phan theo nhém nho;

Thoi gian tU hoc: Chudn bj trudc & nha 01 tudn, sau dé
trinh by trudc 16p tdi da 20 phiit;

Yéu cau sdn pham: Céc nhém nOp ti€u ludn bang file
word va trinh bay trudc 10p bang powerpoint;
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TAI LIEU THAM KHAO

Nguyén Thanh D6, Quan tri vin phong,
Truong DH KTQD HN, 2005;

. Nguyén H(tu Than, Quan tri hanh chinh vin
phong, Nha xuat ban Thong ké, 2008;

. Mike Harvey, Quan tri hanh chinh vin
phong, NXB HOng DUc, 2008

. Vuong Thi Kim Thanh, Quan tri hanh chanh
vin phong, NXB ThOng K&, 2009




1.1 Khai niém vé van phong
Vin phong 12 b0 phan dam trach céc hoat
dOng nhu tO chUc, thu thap xU 1y, phan phoi,
truy€n tai, qudn 1y, st dung c4c thong tin bén
ngoai va nOi b, trg gidp 1anh dao thuc hi€n cdc
hoat dOng di€u hanh quan 1y cO quan don

vi(Nguy€n Thanh PO, Quan tri van phong, Truong DH
KTOD HN, 2005)




Nghia rOng: Vin phong 12 b0 mdy 1am vi€c tOng
hop va truc ti€p trg gitp cho viéc di€u hanh cla
ban lanh dao mOt cO quan mOt dOn vi;

Nghia hep: Vin phong 1a tru s 1am vi€c cla mOt
cO quan, don vi, 1a dia di€m giao ti€ép dOi ndi va
doi ngoai cla cO quan don vi dé.




1.2 VAI TRO CUA VAN PHONG
TRONG MOT TO CHUC

Theo ddi, don dOc cac don vi thuc hién ké hoach;
TO chUrc, di€u phO cic hoat dOng chung cla cO
quan;

D3dm bdo co sG vat chat va phuong ti€n, di€u kién
lam viéc cho cO quan




1.3 QUAN TRI THONG TIN VA QUAN
TRI VAN PHONG LA MOT HE

THONG

Quan tri Thong tin 12 vi€c mOt cO quan st dung
cac phu’dng thUc dé€ 1ap ké hoach, tap hOp, tai
tao, tO churc, sU dung, ki€m soéat, phO bién va
loai bO mOt cach hi€u qua céc thong tin lién
quan dén céc cong viéc, hoat dOng cla cic cO
quan dé(Nguyén Thanh DO, Quan tri viin phong, TruOng
DH KTQD HN, 2005)
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am
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bao su phiu hop

bdo su chinh x4c

bdo su day du

bao su kip thoi

bdo tinh hé thOng

bdo tinh don gidn dé hi€u
bao sU bi mat

bao tinh hi€u qua



1.4 NHUNG TAC PONG CUA MOI
TRUONG PEN CONG VIEC VAN PHONG

Y té€ va phiic 10i

Su sach sé

An toan

Phong chOng hda hoan
Anh 4ng

Trang tri

Thong g10

Nhiét d6 vin phong
Ti€ng O6n



a. Khoi luong cong vi€c vin phong
- Kho6i luong cong vi€c dnh huéng dén vj tri,
quy€t dinh n0i san cé cdc vin phong thich hop:;

- Kho6i luong vin phong lién quan dén: quy md cUa
tO chlc va muc dich



b. SO luong vi tri

SO luong va noi chOn cla céc vi tri ma tai do to
chUc hoat dOng s€ anh hudng dén vi tri cUa céc vin
phong cUa t6 chic do.

c. SU san cé cla cac ngudn nhan luc

Van dé viéc lua chon vi tri viin phong c6 ngubn
nhin luc cung Ung lao dOng thuan 10i 1a cdc di€u ki€n
quan trong;



d. Co s@ ha tang

biéu kién c0 s& ha tang tOt hodc khu vuc c6 du
tai nguyén can thi€t 12 moOt trong nhirng di€u kién
dé€ thu hit lao dOng dOng thdi d6 ciing 1a di€u kién
chon 1ua dia diém dat van phong.

e. Y&u t0 phong thUy

Nhi€u chU dau tu, 1anh dao doanh nghi€p thién
hudng chon vi tri dat vian phong 1am vi€c theo
phong thUy, nham thda man yéu tO tam Iy .. ..



e. Nhitng y€u t0 khac
Hé thOng xa 10
Chuyén vién/nhan vién c6 chuyén mon
Thi truOng
M6i truGng dan cU:.
Giao thong(hé thOng san bay, tau hoa ...)
CO sG vin héa/giai tri
Nha cung Ung



Dung ma tran d€ thu thap thong tin dinh tinh va
dinh luong vé nhlng dia di€m khac nhau nham:
cung cap mOt danh siach ki€m tra va dinh luQng
hoa cdc thong tin dinh tinh.

(gi4 thanh thué mat bang, chi phi lao
dbng...)



Chuong 3: QUAN LY HO
SO

DAI HOC TON BUC THAN
TTTTTTTTTTTTTTTTTTTTT

3.1 CAC KHAI NIEM
HO6 so 1a mOt tap cong vin gidy tO cé
lién quan v3i nhau vé moOt su viéc, mOt
van dé, hodc mOt ngu'di hinh thanh
trong qud trinh gidi quyét cong viéc
(Nguyén Thanh PO, Quan tri vin
phong, Truong PH KTQOD HN, 2005)



3.2 TIEN TRINH QUAN LY HO
* SU dung ho so
* Xac dinh hO so luu
* Lap danh muc ho so
* Nhan dang, phan loai ho so
* Sap x€p, bdo qudn ho so
* Cap nhat ho so
* Ki€m tra thoi gian luu gir
* HUy hO so




mgmese 33 CACH XU LY HO SO
3.3.1 XU LY VAN BAN PEN

Khai niém: Vin ban, tai liéu, thu tu do cO
quan ti€p nhan dudc cUa cic noi khic dugc
g0i la cong van dén(Nguyén Thanh PO, Quan tri
viin phong, Truong DH KTQOD HN, 2005).




DAI HOC TON BUC THANG
TTTTTTTTTTTTTTTTTTTTT

THU TUC TIEP NHAN VAN BAN PEN

> Ki€m tra phan loai vin ban

> XU 1y so b6DPo6ng dau va vao sO ding ky
vin

ban dén

> Phan chuy€n vin bdn Bén

> Gidi quy€t va theo ddi viéc gidi quyét vin

ban Dén



3.3.2 XU LY CONG VAN b1

Khai niém:

~ Tatca nhimg vin ban, giay t0, tai _
lieu, do cO quan gui di gO1 chung la van ban
Pi(Nguyén Thanh PO, Quan trl vin phong, TruOng
DH KTQOD HN, 2005

Quy trinh xU 1y vin ban Pi
| Nghién cUu va soan thdo vin ban
| Ti€p nhan yéu cau

| Duyét vdn ban

] Ki€m tra hO sO

PAI HOC TON BUC THANG
TON DUC-THANG UNIVERSITY

Ki€m tra th€ thUc vin ban
Vao sO ding ky vin ban bi
Sap xép luu vin ban




e 3.4 CAC BIEN PHAP LUU TRU HO

SO

3.4.1 Vai tro cUa viéc luu gilt ho so

® PAam bdo cung cap thong tin kip thoi

® XUr1ly cong viéc nhanh gon, c6 hi€u qua.

® C6 th€ dé dang tim ho sO khi nhan vién
bénh, nghi vi€c riéng

® Thudn 10i cho viéc chuyén giao thong tin
hO sO khi nhan vién chuy&n b0 phan, nghi
viéc...




3.4.2 NHUNG NGUYEN TAC LUU

oo TRU HO SO

a) Xay dung hodc b0 tri kho luu tr{r theo
ding tiéu chuan quy dinh.

b) Thuc hién c4c bién phap phong, chOng
chdy, nO; phong, chOng thién tai; phong
gian, bao mat déi véi kho 1uu trlr va tai
liéu luu trir.

c) Trang bi cég thi€t bi kY thuat, phuong
tien bao quan tai li€u [uu trl;

l\ ~?

d) Duy tri nhiét d§, d6 am, dnh sdng phu
hgp vOi tung loai hinh tai liu luy trl;

e) Thuc hi€n cac blen phap phong, chOng
con truing, nam mOc, kh(r a-xit va cic tac
nhan khdc gdy hu hOng tai li€u




DAI HOC TON BUC THANG
TTTTTTTTTTTTTTTTTTTTT

3.4.3 CAC HO SO CAN LUU TRU
1 HO so tOi can thiét

1 HO sO quan trOng

1 HO so thuOng st dung

1 HO so khong can thiét




N & ~ 2
M HO SO TOI CAN THIET
TTTTTTTTTTTTTTTTTTTTT

v La cic hO sO can thiét cho su tOn

tai cUa tO chUc. D6 1a cac hO sO
khong

th€ thay thé dugc bao gOm:

v'Ban chinh cdc hgp dong

v Ban quyén

v HOp dOng thué mudn

v HOp dOng dai ly

v" Con dau, nhin hi€u ding ky ban quyén



SySE RN o HO SO QUAN TRONG

Pay 14 c4c loai hO sO c6 thé€ thay thé hodc
c6 thé sao lai nhung rat tOn kém:

“ HO sO vé thué

“Hoba don va sO luong

“Céc khodn phai tra

“Tai khodn phai thu



DDDDDDDDDDDDDDDDD HO SO THUONG SU DUNG
v Cédc don dat hang
v" Danh sach nhan vién
v" Danh sach céc nha cung cap
v HOp dOng chuyén ch®
v Namecard




HO SO KHONG CAN THIET

® Pay 1a loai hd so nén hly bo sau
khi két thdc cong viéc sau khi da luu
tr(r 1 vai ngay, vai tuan hay vai thing

®Vidu

- Thong bdo ndi bO

- Thong bdo cac cuOc hop

- Lich 1am viéc




s 3.4.5 CAC PHUONG PHAP LUU TRU

a. LUU TRU THU CONG

v' Hé thOng theo van mau tu

v Hé thOng sO th(r tu

v' Hé thOng mau thu- sO th(r tu




yo UU NHUQC PIEM CUA LUU
TR TRU THU CONG

] Uu di€ém

v Dé su dung

v" Nhanh chéng

v" Giam chi phi

] Nhuoc di€m

v Chiém dién tich
v/ Dé gay chdy n0
v’ Dé gy qui tai




TEH et b. LUU THEO VA\N MRU TU

HO sO tén theo mau tu ABC

HO sa dé tai theo mau tu ABC
HO so khu vuc dia Iy theo mau tu
ABC




T ¢. LUU THEO SO THU TU

1 Hé thOng luu tr(f sO lién tuc (ting dan):
don gidn, khong hét sO.

1 Hé thOng 1uu trlt st dung sO tU nhién (nhu
13 mOt dang ma s0), vi du: 7-25-30.

] Hé thOng luu tr(f bang ma sO: st dung két
hop chir va s0, trong d6 thong thuOng céc
ch{r 12 cdc ma hiéu, cdc sO chi th(r tu trong
ma do.




dom LUU TRU HIEN DAI

= Luu tr(t bang mdy vi tinh
= bia CD

= O clng roi

= Céac loai dia mém

= Lam bang vi phim




CHUONG 4: NGHIEP VU VAN PHONG

TON DUC THANG.UNIVERSITY.

4.1 Lén ké hoach td chuc cic cudc hop
4.1.1 Y nghia cQa cac cudc hop

v La hinh thUc d€ thu thap truyén dat thong
tin

v’ La noi phat huy quyén 1am chl clla moi
ngU0i thdong qua vi€c bay td quan di€m, ban
bac va déng gép ¥ kién;




onse Lol 4.1.2 PHAN LOAI CAC CUQC HOP
a.Ciin cU vao tinh chat va muc dich cUa cu®c hop
v' HOi nghj phét trién
v' HOi nghi trao d6i thong tin
v HO1i nghi md rOng dan chu
v" HOi nghi ban bac gidi quyét van dé




e 4.1.2 PHAN LOAI CAC CUQC HOP

DAI HC
TTTTTTTTTTTTTTTTTTTTT

b. Cin ¢ vao cac khau cUa qua trinh quan

Iy

HOi ng]
HOi ng]
HOi ng|

|
|
i

HOi ng]

ban bac ra quyét dinh
phO bién tri€n khai

ki€ém tra don dOc

i sO két tOng két

c. Ciin cU vao hinh thire t6 chire
1 HOi nghi khong chinh thUtc
1 HOi nghi chinh thUc, cong khai




4.1.3 PHUONG PHAP TO CHUC HOI
PAI HOC TON BUC THANG NG’H_!

TON DUC THANG-UNIVERSITY.

a. ;ap ké hoach hOi nghj

| Tén hOi nghi

| Muc dich yéu cau, n0i dung

| POi tugng thanh phan tham gia
| Dia di€ém tién hanh

| ThOi gian

| Céc cong vi€c chudn bj

| Kinh phi

| Phan cong chiu trach nhi€m




4.1.3 PHUONG PHAP TO CHUC
HOI NGHI

TON DUC THANG UNIVERSITY.

b. Cong tic chudn bi tO chlc hOi nghi
| Xéc dinh muc dich, n0i dung, chU dé hodi nghi
1 An dinh thOi gian cu thé

| Xay dung chuong trinh cu th€ cho tUng ndi dung
cUahOi nghl

| Phén cong ngu’dl bO phan chiu trach nhi€m truc
ti€p tLrng phan viéc

] Chudn bi cong van, glay m0i kém theo chuOng
trinh va tai liéu hu‘dng dan

1 Chuan bi céc tai liéu can thié€t cho lanh dao
| Chudn bi hoi truOng phong hop




4.1.3 PHUONG PHAP TO CHUC
HOI NGHI

DAI HC
TTTTTTTTTTTTTTTTTTTTT

. TO chlc di€éu hanh hOi nghj

TO chltc dén ti€p khich

Piém danh

Piéu hanh hOi nghi

Pl}é‘n khai mac : tuyén b0 1y do, gi6i thi€u

chu tich doan, thu ky va gidi thi€u chuong
trinh

| Ghi bién ban hOi nghi

1 TOng két hoi nghi

[ ] [ ] [ ] O




4.1.3 PHUONG PHAP TO CHUC
PAI HOC TON PUC THANG HOI NGHI

TON DUC THANG-UNIVERSITY.

. Céc cong viéc sau hOi nghi(hau hop)
Bién tap lai bién bdn, ho s0o;
Theo doi, don dOc cdc quy€t dinh cUa hoi nghi;

Tham gia gidi quyét cic van dé lién quan dén hau can
Bién tap ky yéu

Rit kinh nghi€m viéc t6 chlc hOi nghi

Thong bio két qud hoi nghi va tri€n khai thuc hién

L g e W Wy o e o




4.2 LEN KE HOACH SAP XEP CAC
. . CHUYEN PI CONG TAC CUA LANH PAO

TON DUC THANG-UNIVERSITY.

4.2.1 Vai tro cUa cac chuyé@n dinh cong tac
4.2.2 Lap ké hoach cac chuyén di cong tac
] Muc tiéu cUa chuyén di

] NOi dung cong téc

] ThOi gian cOng tac

] Can b0 di cliing

] Phuong tién giao thong

] Céc tai liéu can thiét

| Kinh phi




4.2.3 CHUAN BI CU THE CHO CAC
PAI HOC TON BUC THANG _ CH[TYEN DI

TON DUC THANG.UNIVERSITY.

a.Lién hé v3i noi cong tac
Moi chuyén di déu phdi lién hé
truGc vé thoi gian, nOi dung vOi
noi dén cong tdc, tham chi can
phdi dua vao k€ hoach cu thé.




4.2.3 CHUAN BI CU THE CHO CAC
I HOC TON BUC THANG CH[IYEN DI

DAI HC
TTTTTTTTTTTTTTTTTTTTT

b. Chuan bi ndi dung codng tic, nghién clru, tham
khao

1 C4c nOi dung cong tac phai duQc su gitp dO cUa

thu ky, cdc b0 phan chlc ning, cic chuyén gia phoi

hop gidp 1anh dao soan thao.

| Chuan bj céc tai liéu tham khdo can thiét

| T6ng hop tai liéu theo danh muc né€u can thiét




4.2.3 CHUAN BI CU THE CHO CAC
CHUYEN DI

DAI HC
TTTTTTTTTTTTTTTTTTTTT

c. Chudn bi gidy tO va cdc phuong ti€n vat chat
J Glay gidi thi€u

| Giay di duOng

| ChUng minh nhan dan

1 D6i v6i cic chuyén di céng tdc nu'Gc ngoai con
phdi chudn bj vé, h0 chi€u v.v

| Tam Ung kinh phi




4.2.3 CHUAN BI CU THE CHO CAC
i) CHUYEN DI

DAI HC
TTTTTTTTTTTTTTTTTTTTT

d. Chudn bj cdc phuong ti€n giao thong
Tuy theo dac di€m, thdi gian, tinh chat cla
tUng chuyén di ma lua chon phuong tién
giao thong phu hgp nhu: mdy bay, tau hoa, 6
to...




4.3 NGHE THUAT TIEP KHACH VA
peowe e NGHE PIEN THOAI

TON DUC THANG UNIVERSITY.

4.3.1 Hoat dﬁng doén ti€p khach tai co quan
a. Trang bi le tan
Ban, ghé€ ti€p khach, d€ khich ngol doi
SO ding ky khach dén xin lién hé cong tic
DPién thoai
TU dung dO udng
SO do co quan
Danh ba dién thoai nOi b0
My tinh
Hoa, chau ciy canh




4.3.1 HOAT PONG TIEP KHACH
TAI CO QUAN

DAI HOC TON BUC THANG
TTTTTTTTTTTTTTTTTTTTTT

b. Phan loai khéch

] Khich ngoai cO quan bao gOm: khach hang,
khich dén lién hé cong tic, khach tham quan...
] Khach nOi bO: Khéch tu cdc b0 phan khdc

dén lam viéc




4.3.1 HOAT PONG TIEP KHACH
TAI CO QUAN

PAI HOC TON BUC THANG
TON DUC THANG.UNIVERSITY.

c. Pén tiép khach
Can trang bi c4c vat dung can thiét va bo tri
lich
sU' sach s€ d€ don ti€p khach. Sau khi 1am céc thU
tUc can thi€t, nhan vién thuOng truc thong bio
cho
thu ky bi€t nhitng khich dang chd va yéu cau cla
hO:;




4.3.1 HOAT PONG TIEP KHACH
TAI CO QUAN

DAI HC
TTTTTTTTTTTTTTTTTTTTT

1 Chao hoi khach

v'Tat ca khiach dén co quan phdi dugc chio hoi
vOi thai dO ton trong va lich su;

v/ Chao hoi khich bang cic dai tU nhan xung

lich thiép;

v TU gi0i thi€u minh sau d6 khéo 1éo hoi tén
khach:;

v" SU dung 10i chao dén chudn muc nhU mOt mau
chao khach;




4.3.1 HOAT PONG TIEP KHACH
I HOC TON BUC THANG TAI CO Q[]AN

TON DUC THANG.UNIVERSITY.

1 Nhiing viéc ti€p theo sau khi chao hoi

v' T su quan tAm dén khich;

v" Ghi tén khach

v BOc lap giai quyét cong viéc trong pham vi
quyén han;

v' Sap x€p khach 1am viéc vbi thd trudng




4.3.1 HOAT PONG TIEP KHACH
TAI CO QUAN

DAI HOC TON BUC THANG
TTTTTTTTTTTTTTTTTTTTTT

d. Ngat quang hay két thic cudc néi chuyén

] Trong truOng hgp bat khad khing, ngudi thu ky

phai ngat quang hodc két thiic cau chuyén cla
thu

truong

1 Chao hoi lich su khi khach ra vé




4.3.1 HOAT PONG TIEP KHACH

TAI CO QUAN

DAI HC
TTTTTTT

NNNNNNNNNNNNNN

e. TO chirc cac budi hen gap
] Sap x€p cac bubi hen gdp cla khach khi can

t!

hiét;
Nam céc thong tin lién quan dén buli hen gdp;

[
I

Ngu0i thu ky phdi nam 6 lich cdc budi hen
gap.




4.3.1 HOAT PONG TIEP KHACH
TAI CO QUAN

PAI HOC TON BUC THANG
TON DUC THANG.UNIVERSITY.

. XU Iy cac phan nan cUa khach
[ Tim cach tach riéng
] Lang nghe 10i phan nan cUa khich
1 Ghi lai nhing n6i dung chinh
1 Bay tO su thong cam vai khach
1 Xin 10i khéach, khong bao chita va tranh tranh ludn;
1 Cam on khach da bay t6 y ki€n
] Gidi thich nhiing cong viéc cu thé;
1 B4o cdo lai vOi thU truéng hodc cic bO phan lién quan d€ c6
hudng
xU 1y kip thoi
1 Theo doi viéc xU 1y




aoemncnie 4,32 TIEP KHACH QUA DIEN THOAI

TON

a.Vai tro cla dién thoai trong vin phong

] La phuong tién trao dOi thong tin thudt 10i va

nhanh chéng nhat;

J La cdch chu y€u d€ thuc hién giao ti€p bang
101;

1 Tao an tugng ban dau trudc khi ti€p xic truc
tiép




4.3.2 TIEP KHACH QUA DIEN THOAI

TON DUC THANG-UNIVERSI

b. S dung di€n thoai dé ti€p khach
Tra 16i cic cuOc dién thoai
Chuyén cic cubc goi

Duy tri cdc cuOc gOi

Thuc hién cdc 10i nhan

Thuc hién cic cubc g0i




4.3.2 TIEP KHACH QUA PIEN THOAI

TON DUC THANG-UNIVERSITY.

XU Iy cac cuOc goi dén:

+ Nhac Ong nghe nhanh chéng

+ TU xung danh

+ GUu 10i chao ngu0i goi dén

+ HOi xem ban giup dudc gi cho ho

+ Kiém ché tam ly buc bdi khi gdp phdi ngudi goi c6 théi
do

buc tUc

+ T€ nhj hoi tén va ly do khi ngu0i goi khong xung tén va

ly do gO1




m—eocve  4.3.2 TIEP KHACH QUA DIEN THOAI

TON DUC THANG

Chuyé€n/ duy tri cic cudc goi
] BUng d€ khach phai chO doi mOt cich khong can
thi€t

] Néu phai chd dgi phdi thong bdo cho khich biét
] Ludn c¢6 danh muc dién thoai nOi b0 dé c6 thé

chuyén céc cuOc g0i nhanh chéng
] Khi chuy€n phai gidi thich 1y do d€ ngudi goi 15;
1 M0i thU truOng dén nghe dién thoai mOt céch lich su

nhd nhan




4.3.2 TIEP KHACH QUA PIEN THOAI

PAI HOC TON BUC THANG
TON DUC THANG.UNIVERSITY.

Thuc hién 10i nhan

] Ludn c6 gidy bt bén canh

1 Ghi day dU ho tén, cO quan, sO di€n thoai
ngU0i nhan va n0i dung nhan

1 Néu chua ro phdi hoi lai




4.3.2 TIEP KHACH QUA PIEN THOAI

DAI HOC TON BUC THANG
TTTTTTTTTTTTTTTTTTTTT

Cac loai danh ba dién thoai
1 M3 dién thoai quOc té va trong nudc

1 Danh ba dién thoai cédc dia phuong trong nudc,
qu6c té

1 Danh ba di€n thoai thuOng mai

1 Danh ba dién thoai cUa cdc cO quan chuyén
nganh

1 Danh ba di€n thoai n6i bO.




am—ecwe  4.3.2 TIEP KHACH QUA DIEN THOAI

TON D

C THANG

Thuc hién cac cuOc goi di
1 Lu6n phai c6 danh ba dién thoai va s dung né
mOt c4ch thanh thao;

I

[

tl

Ghi vao sO tay nhig sO di€n thoai phai trao dOi
hu'Ong xuyén
Nguyén tac chung 4p dung cho vi€c ti€n hanh

cic cuOc goi di cling nhuU c4c cuOc goi dén 1a lich
sU, tu ngUr, ngtr di€u thich hop




5.1 HOACH PINH CONG VIEC VAN PHONG

Hoach dinh 12 tinh todn va sap x€p, thuc hién dé€ céc

viéc c6 thé xdy ra theo mOt trat tU nhat dinh nham
Vao

nh({itng muc tiéu cu thé& nao do.

Tiét kiém thoi gian, hi€u qud cao.

Gitip ngudi thuc hi€én cong viéc c6 tu duy hé thOng
dé€ tién li€u céc tinh huGng quan 1y.



5.1 HOACH PINH CONG VIEC
VAN PHONG

K& hoach tic nghiép: 12 nhirng hoach dinh mang
tinh chat dnh huéng thuOng xuyén dén hoat dOng
cUa codng ty, nhu chi€n IUoc, chinh sich...

K& hoach mOt 1an: ké hoach phuc vU cho muc
tiéu cong viéc cU thé

Ké hoach thing, tuan...

K& hoach 1am viéc cla tlng c4 nhan. ..



5.1 HOACH PINH CONG VIEC
VAN PHONG

Xac dinh muc tiéu, yéu cau(Why)
+ Tai1 sao lam?

+ Y nghia nhU thé nao?

+ Hau qua néu nhu khong 1am?

+ Muc tiéu ddm bdo yéu cau cla nguyén tac
“smart”’: Specific, Measurable, Achievable, Realistics,
timebound



5.1 HOACH PINH CONG VIEC

VAN PHONG

Xéc dinh nOi dung cong viéc (What)

+ Lam gi d€ dat dugc diéu ay?

+ Céc budc chinh can tién hanh 14 gi?

Xac dinh nguoi thuc hi€n cong viéc(Who)

lién quan dén cac van de

+ Ai lam viéc d6?

+ Ai ki€m tra?

+ Ai hO trg?

+ Ai chiu trach nhiém




5.1 HOACH PINH CONG VIEC
VAN PHONG

Xac dinh thoi gian thuc hién cong viéc(When)
+ X4c dinh tién dO thdi gian, phan bd ngudn luc
cting nhU chi phi va 101 ich.
+ X4c dinh mUc d6 khan cap cUa tUng cong viéc.
Xac dinh dia di€m thuc hién cong vi€c(Where)

Cong vi€éc dé thuc hién tai dau? Ki€ém tra G b0
phan nao? ...



5.1 HOACH PINH CONG VIEC
VAN PHONG

X4ac dinh phuong phap thuc hién cong vieéc(How)
+ Tai 1iéu hudng dan 1a gi?
+ Céch thUc thuc hién nhU thé nao?
+ Tiéu chudn 1a gi?
+ Néu c6 may méc thi van hanh nhu thé nao?
Xac dinh phuong phap ki€m soat
+ Can dat ra tiéu chi chudn muc
+ Do 1uOng béng dung cy, mdy moc nhu th€ nao

+ Lam sao dé biét viéc thuc hién d1en ra sudn se?
Du ki€n c6 kha ning 1éch lac gi xay ra? .



5.1 HOACH PINH CONG VIEC
VAN PHONG

Xac dinh phuong phap ki€m tra
+ C6 nhirng budc cong viéc nao can phai ki€m
tra?
+ Tan sudt ki€ém tra nhU thé nao?
+ Ai 12 ngudi ki€m tra?
+ Nhitng di€m ki€m tra ndo 12 trong yéu?

Xac dinh ngudn luc(5M): Man, money,
material, Machine, Method)



5.2 KIEM TRA CONG VIEC
VAN PHONG

< Bdo ddm két qua dat dugc phu hop v&i muc tiéu
cUa

tO chlrc:

< Bdo ddm cic ngubn luc dugc st dung mOt cach hitu
hiéu;

< PhO bi€n nhlng chi dan can thi€t mOt c4ch lién tuc
dé€ cai ti€n viéc hoan thanh cong viéc, ti€t ki€ém thoi
gian, cong sUc cUa mOi ngUOi;

% Phét hién kip th0i cdc sai s6t va bO phan chiu trach
nhiém dé€ chan chinh.



5.2 KIEM TRA CONG VIEC
VAN PHONG

% Viéc ki€m tra can phai thi€t ké theo cic k& hoach cu thé;
% Viéc kiévmvtra phdi dugc thi€t ké theo tUng cap bac va tim
1y cUa nha quan tri;

<% Viéc kiém tra phai vach rd céc chO khdc biét cla cic diém
thiét yéu;

< Viéc ki€m tra phai khich quan;

< Hé thOng ki€m tra phadi phit hop v&i khong khi cla td churc;
< Viéc ki€ém tra phai ti€t kiém;

< Viéc ki€ém tra phai tic dOng diéu chinh;

* Viéc ki€ém tra phadi dugc thuc hién tai nhling di€ém trong
yéu;

< Viéc ki€m tra phdi tuong xUng



5.2 KIEM TRA CONG VIEC
VAN PHONG

X KlEm tra hanh chinh: ki€m tra qua cong vin
g1ay tO;
< Ki€m tra tac nghi€p: Kiém tra cic nghiép vy

chuyén mon nhu sap Xep hO sO, Iuu trlr, thong
tin... xem c6 ding tiéu chuan thU tuc khong



5.2 KIEM TRA CONG VIEC
VAN PHONG

< Kiém tra du phong: La hé thOng tiéu liéu trudc sai s6t xay ra
dé€ ti€én hanh di€u chinh ngay 1ap tUc, hodc dé ra cic bi€n phép
ki€m sodt phong nglra.
Nhirng di€m nio phan 4nh rd nhat muc tiéu cla bo phan
minh?
Nhing diém nao phan 4nh ro nhat tinh trang khong dat muc
tieu?
Nhing diém nao 13 diém do luOng tOt nhat cho suU sai lac?
Nhiing di€m nao 1a di€m quan Iy bi€t ai la ngudi chiu trdch
nhi€m vé su that bai?
Tiéu chuan ki€m tra ndo it tOn kém nhat?
Céc di€m ki€m tra nao 1 trong yéu?



5.2 KIEM TRA CONG VIEC
VAN PHONG

< Ki€m tra trong khi thuc hién
K1em tra thong qua cdc bdo cdo, dé xudt cla nhan
vién glﬂ 1én;
Ki€m tra theo tUng dot thong bio trudc;

Ki€m tra bang phuong phap quan sat nhu theo
do1 hanh vi thuc h1€n cU thé nhu cach thuc sap
x€p dqu cU lam viéc, ho sO..

Ki€m tra bang céch theo doi thong tin qua mang
may tinh;
Kiém tra dOt xuat;



5.2 KIEM TRA CONG VIEC
VAN PHONG

< Ki€m tra sau khi thuc hién
Do6i chiéu két quad v&i muc tiéu;
Dic két kinh nghiém;
Gidp nha quan tri ddnh gid dugc hi€u qua
cUa cong tdc hoach dinh;



5.2 KIEM TRA CONG VIEC
VAN PHONG

% Lap ké hoach ki€ém tra;

¢ Truy€n dat k& hoach va phan cong nhiém
vu;
+% Thu thap tiéu chuan vé hi€u qud cong viéc;
% Thu thap d{r liéu d€ do luOng ti€n dO;

% So sanh két qua vGi chuan muc muc tiéu

% Diéu chinh va phong ngUa;




5.2 KIEM TRA CONG VIEC
VAN PHONG

Su day du vé thong tin

Nhig xét dodn vé di€u hanh

Tinh chinh x4c

Lam cong viéc ding han

Khia canh vé 10i ki€m sodt chat 1uong trong
cOng vi€c vin phong

Hanh dOng c6 th€ gidm thi€u cic 10i

Stra 10i



5.3 KIEM SOAT TAI CHINH TRONG
VAN PHONG

Tién tiéu vat trong vin phong
Du tru kinh phi
Ngén sich tién mat

5.4 SAP XEP THOT KHOA BIEU

Du doédn cong viéc
Vach chuong trinh 1am vi€c ngan han
Vach chuong trinh 1am viéc dai han
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