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VEMR NGHIEN CLU TRAO u6\ 16 CHUC Q U A N TRI DOANH NGHieP.. 

T 6 CHCrC QUAN TRI DOANH NGHIEP T R O N G THdl DAI 
CONG NGHE THONG TIN VA THl/ONG MAI 0 I £ N TCT 

Vu Thi Minh Hien* 

Trong bdi canh toan cau hda va sir phat 
triln nhu vii bao eiia cdng nghe thdng tin 
(CNTT), keo theo dd la sir xult hien ciia mdt 
phuang thiic kinh doanh mdi - thuang mai dien 
tu (TMDT) - da lam cho mdi trudng kinh tl xa 
hdi thay ddi mdt each ca ban, tac ddng manh 
me den tu duy, each nghi, each lam trong kinh 
doanh va quan ly. He qua tit ylu cua nhiing tac 
ddng do CNTT va TMDT dem lai ddi vdi boat 
ddng quan tri doanh nghiep (QTDN) la sir biln 
chuyen tir nguyen tac thii: bdc sang nguyen tic 
mgng hda. Va vi thl td chiic QTDN trong thdi 
dai nay ed nhiing dac thu ddi hdi cac doanh 
nghiep cin phai nghien ciiu ky luang dk cd kha 
nang QTDN dien tii (E-company^). 

Trong khudn khd bai viet, tac gia tap trung 
vao phan tieh su thay ddi ndi ham khai niem "td 
chOc bd mdy qudn tri diiu hdnh doanh nghiip" 
(ehu the quan tri) khi eac doanh nghiep iing 
dung CNTT ndi ehung va TMDT ndi rieng. 

L Su* thay doi ve cap quan tri, chue 
nang va linh vuc quan trj 

/ . / . Sir thay doi ve cap quan tri: Tir 
hinh thap truyen thong chuyen sang mo 
hinh phang 

* Vii Thi Minh HiSn, Thac sT, Khoa Qudn trj kinh 
doanh, Dai hpc Kinh xk qudc ddn. 

' E-Company id mpt quan diSm, cdch nhin todn difn 
vl ddu tu vd ung dung CNTT trong doanh nghiep. N6n 
tdng cua e-Company gSm hai phdn: (1). He th6ng 
truyen th6ng v6i ea so Id Portal (c6ng) doanh nghiep 
(c6 the g6ni Intranet vd Extranet); (2). Hf thdng cdc 
ling dyng I6n, ddc bi?t Id ERP, cung vdi cdc irng dyng 
khdc nhu SCM (Supply Chain Management), CRM 
(Customer Relationship Management). 

Trong doanh nghiep truyen thdng, co clu 
td ehiie la mdt van de quan trgng tieu hao 
nhilu edng siic. Vi co elu td chiic la co chi 
thdng qua do rat nhieu van de duge giai quylt 
va eac cau hdi duge tra ldi. Can nhd ring dan 
vi CO ban cua td chiic kieu cii la bd phan chue 
nang, tiic la tap hgp nhieu ngudi cimg thirc 
hien mdt edng viec nhu nhau. Nhilu siic lire 
bi tieu tdn trong viec thilt kl cae td chiic nay 
vi hinh thiic td chirc se quylt dinh nhilu vln 
de khae tir each td chiic cua doanh nghiep 
cho din ca che kiem soat va theo ddi boat 
ddng. Co eau td chiic se xac lap dudng day 
lien lae ben trong doanh nghiep va xac dinh 
he thdng thii bac ra quylt dinh. 

Tuy nhien, trong eac doanh nghiep iing 
dung TMDT va CNTT, elu tnic doanh 
nghiep khdng edn la vln dk, nang nl nhu 
trude. Cdng viec duge td chiic xung quanh 
quy trinh va cac ddi cdng tac quy trinh trinh 
tiln hanh edng viec dd. Cdn dudng day lien 
lac thi sao? Cac nhan vien se lien he vol bit 
cii ngudi nao hg cin. Viee kilm soat se trao 
cho nhan vien thuc hien quy trinh. Do vay, co 
cau doanh nghiep thudng la bing phing vi 
edng viee do cac ddi gdm nhiing ngudi binh 
dang nhau, lam viee vdi sir tu quan cao va 
vdi sir ho trg cua mdt vai can bd quan ly. Can 
bd quan ly thudng chi phu trach khdng qua 7 
ngudi nhung huln luyen vien cd thl phu 
trach tdi 30 ngudi. Vi ty le can bd quan ly va 
cdng nhan la 1/7 cho nen ca clu td chiic 
doanh nghiep cin tuan theo he thdng bac 
thang; con nlu ty le 1/30 thi ca elu td chiic se 
bang phlng ban rat nhieu. 
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Hinh 1. Su* Idiac biet giira mo hinh to chirc co dien va hien nay 

Md Mnh co dien 

• Ra l$nh 

• Giitn sit 

Thudng ph?t 

SSSSSSfiS 

(QC: Quality Control) 

Mo hlnli Men nav 

- Hi trg 

- Dito tao 

- Uy quy6n 

Chuyen gia 
dinh gi i 

Ph6ng 
ban 

BanGD 

(SPC: Statistical Process Control) 

NguSn: Tdc gid t6ng hgp. 

Nhu vay, cd the ndi eau triic td chiic 
doanh nghiep kieu hlnh thdp khdng cdn 
phii hgp vdi yeu cau kinh doanh trong thdi 
dai mdi. Bdi nhftng tiln bd cdng nghe da 
iam thay ddi manh me va thdi gian qua da 
lam bdo mdn md hlnh thdp, dua ra md hlnh 
tien hda vd phi kit cdu mdi, giiip nang cao 
hieu qua cdng viec ciia ddi ngii nhan vien, 
dam bao cho cho cac doanh nghiep ludn di 
trude sir thay ddi chu khdng phai co bat 
kip hoac bi bd lai sau. Tap thl chilm uu 
thl trude ea nhan; phuang phap hgp tac 
van dung tri tue tap thl ddng vai trd dinh 
hudng eho cai each va tang trudng. Dieu 
nay ddi hdi mdt s\r thay ddi toan dien ve 
clu triic quan trj truyen thong. 

Trong vdng 30 nam trd lai day, do sir phat 
triln cua CNTT va truyin thdng, sir anh 

hudng cua nhiing tien bd nay vao edng tac 
quan ly va lanh dao, da xuat hien mdt vai trd 
lanh dao mdi: lanh dao vl thdng tin trong td 
chiic. LTng vdi vai trd nay la viec xuat hien 
chiic danh Giam ddc thdng tin (va CNTT) 
CIO (Chief Information Officer), ngudi phu 
trach toan dien mgi vln dh thdng tin trong td 
chiic. Ngudi lanh dao nay thay mat CEO de 
nim bit mgi dien tien ve mat thdng tin ben 
trong ciing nhu ben ngoai eiia td chiic, mgi 
tiln bd cdng nghe va kha nang iing dimg cua 
edng nghe vao quan ly va td chiic. Vai trd eua 
nhan vat nay ngay cang tang cao do sir kien 
ha ting CNTT va truyin thdng ciia td chiic 
duge hinh thanh va trd thanh nen mdng lam 
viee mdi cho toan to chirc. Theo mdt nghia 
nao dd, tiln bd cdng nghe di vao td chiic 
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dang dan tdi sir bien ddi toan dien va triet de 
cho td chiic dd. Chinh vi vay ma vai trd ciia 
ngudi CIO Cling ngay cang ldn, theo gdc do 
ddi mdi td chiic, ddi mdi phuong phap Iam 
viec [7, tr 292]. Cimg vdi CIO, sir xuat hien 
cua chirc danh khae nhu: CTO (Chief 

Technology Officer) vd CKO (Chief 
Knowledge Officer) Gidm ddc tri thirc hoac 
CLO (Chief Learning Officer) - Gidm ddc 
hoc tap la minh chiing rd net cho su tac ddng 
cua viec iing dung TMDT va CNTT den cdng 
tac td chiic quan tri cua doanh nghiep. 

Bang 1 - So sanh chirc nang ciia cac chvc danh moi trong doanh nghiep 

CIO 

Lanh dao td chiic trong viec 
quan ly thdng tin va CNTT, 
cung cap sir hd trg cho cac du 
an tuong lai de lam tang gia 
tri nghiep vu canh tranh; 

Quan ly boat ddng thudng 
ngay cua dieh vu thdng 
tin/CNTT duge can tdi. 

CTO 

Xac lap cdng nghe mdi se 
duge ung dung trong tuong 
lai va ty trgng eua nd; 

Phan tich anh hudng va lira 
chgn cdng nghe nen de iing 
dung trong tuong lai; 

Lap lich trien khai iing dung 
cac cdng nghe mdi; 

Tdi thieu hda cac van de 
lien quan tdi cdng nghe mang 
ludi. 

CKO hodc CLO 

Lap kien tnic mdi trudng tri 
thiic; 

Tieh hgp mdi trudng tri 
thiie; 

Bien ddi van hda; 

Ngan ngua mat tri thiic; 

Tao ra van hda hgc tap 

Thiet lap ket eau nen hoc 
tap, he thdng quy trinh; 

Khae hga cac chuan va thuc 
hanh quy trinh hgc tap. 

NguSn: Tdc gid t6ng hop. 

1.2. Sir thay doi ve chirc ndng qudn trf: 
Them chirc nang qudn tri m&i 

L.Gulick (My) va L.Urwick (Anh) 
trong da phat trien he thdng 5 chiic nang 

quan tri cua Fayol thanh 7 ehiie nang quan 
tri, vilt tat la POSDCORB [4, tr 77], nay 
duge cai bien thanh POSDCIR [6, tr 20]: 

POSDCORB 

P: Plarming: Du kien 

0: Organizing: Td chiic 

S: Staffing: Nhan sir 

D: Directing: Chi huy 

CO: Coordinating: Phdi hgp 

R: Reporting: Bao cao 

B: Budgeting: Ngan sach 

POSDCIR 

P: Plarming: Kl hoach 

0: Organizing: Td chiic 

S: Staffing: Nhan sir 

D: Directing: Chi huy 

CO: Coordinating: Phdi hgp 

I: Irmovating: Ddi mdi 

R: Representation: Dai dien 
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Trong cdng thiic POSDCIR, cd mdt 

chiic nang quan trgng la chirc nang ddi 

mdi, chiic nang nay ludn ddng hanh ciing 

chiic nang sang tao. Ddi mdi Id qud trinh 

dp dung kit qud sdng tgo vdo thuc ti de 

lgi ich trd thdnh cu thi do luang duge 

bang cdc gid tri . Hau bet cac ket qua 

sang tao thanh cdng den tir nhirng nd lire 

tim kilm cac co hdi sang tao mdt each ed 

dinh hudng, ed ky luat, ed phuang phap 

va cdng them mdt phan may man. Cd bdn 

con dudng di tir sang tao den ddi mdi 

thanh cdng: 

(1). Tu trin xudng (Top - down), nha lanh 

dao, nhumg ngudi diing d tren dinh eiia thang 

bac td chiic nhin nhan thay van de, dua ra cac 

giai phap tiln hanh thay ddi tir tren xudng; 

(2). Tir dudi lin (Bottom up), nhung 

ngudi iam viec true tilp, nhan thly cac co 

hdi va thue hien thay doi dl nim bit co hdi 

cimg vdi viec thuc hien thay ddi cho cac 

lanh dao d tren; 

(3). Thay ddi theo hdng ngang (peer-to 

peer), doanh nghiep la mdt he thong hiru 

CO, cac bg phan deu lien quan den nhau va 

viec tuong tae, hay xung dot, tranh chap, 

cae su bit tuong hgp nay sinh trong eac quy 

trinh se ciing la noi su sang tao bat dau va 

lgi ich cudi cimg la sir cai tiln trong tuong 

tac hang ngang. 

' NguIn: http://wvyfw.saga.vn 

(4). Ap luc, hay cdc thay ddi din tir ben 

ngodi mdi truang doanh nghiep (outside in), 

dd la nhiing thay ddi ve thi trudng, kiln thiic 

mdi, dan sd, va nhan thiie se khdi dau cho 

hanh trinh tir sang tao den ddi mdi. 

1.3. Su thay doi ve linh vuc quan tri: 

Xuat hien linh vuc quan tri m&i Quan tri 

tri thuc 

Drucker (1992) neu y kien rang the gidi hien 

nay dang trong sir thay ddi hudng tdi xa hdi tri 

thirc, coi tri thiie nhu ngudn tai nguyen chu chdt 

va duy nhat. Nd lam thay ddi tai tan nen tang, 

cau tnic cua xa hdi. Nd tao ra nhirng sir nang 

ddng xa hdi mdi. Nd tao ra su nang ddng kinh te 

mdi. Nd tao ra chinh tri mdi. Vi the 'ngudi 

qudn ly Id ngudi chiu trdeh nhiem ve ung dung 

vd hiiu ndng ciia tri thicc " 

Quan tri tri thiic (Knowledge 

Management KM) la ehuong trinh quan tri 

sir thay ddi mdi nhlt. Dudng nhu la tri thirc 

doanh nghiep va KM dang trd nen ngay mdt 

quan trgng cho cac td chiic hien dai, nhat la 

trong nhirng mdi trudng kinh doanh thay 

ddi thIt thudng nhu hien nay. Viec thiic dly 

cae doanh nghiep hudng tdi td chirc hgc tap 

ddi hdi sir phat trien hiep lire cua cac he 

thdng thdng tin vdi eac clu true td chirc va 

ling dung cua cac nguyen ly KM de lam cho 

viec xu ly va sir dung thdng tin "thdng 

minh " dua tren nhu clu ngudi dung va tinh 

hieu qua eiia td chirc. Cd nhilu each hieu ve 

KM, dudi day la mdt sd dinh nghia da duge 

dua ra: 
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Hpp L Cdc khdi niem Qudn tri tri thirc (KM) 

KM Id qud trinh cua viec qudn ly mdt cdch cdn trong tri thicc di ddp irng cdc nhu cdu hien 
hiru, di nhdn ra vd khai thdc nhung tdi sdn tri thirc hien cd vd cd thi dat duge vd di phdt 
trien nhOng ca hdi mai; 

KM la hogt ddng md hogt ddng ndy quan tdm tdi chien luge vd chiin thuat di qudn ly nhOng 
tdi sdn md trong tdm Id con nguai (human center assets); 

KM Id qud trinh hi thdng cua viec nhdn dgng, thu nhdn vd chuyin tdi nhOng thdng tin vd tri 
thirc md con ngudi cd the sir dung di sdng tgo, cgnh tranh vd hodn thien. 

Nguon: www.vi.wikipedia.org 

Tren eo sd tdng ket cac dinh nghia khae 
nhau ve KM, McAdam va McGreedy (1999) 
da chi ra rang ehiing the hien mdt mien rdng 
ldn tir nhOng quan diim cd tinh ca gidi (coi 
tri thuc Id tdi sdn) tdi quan diim thiin vi 
dinh huong xd hdi (tri thirc duge tgo ra trong 
td chirc thdng qua nhOng quan hi xa hdi)^ 
Cac dinh nghia ve KM the hien ndi bat cac 
dae tinh sau: 

o KM la mdt ITnh vuc cd lien quan chat che 
vdi ly luan va thuc tien, va la mdt ITnh 
vuc mang tinh da nganh da ITnh vuc; 

o KM khdng phai la CNTT (CNTT chi la 
yeu td hd trg, nhung lai ddng vai trd rit 
quan trgng trong viec quan tri tri thiic); 

o KM lay yeu td con ngudi lam trgng tam. 

KM, vdi su hd trg ciia cdng nghe, cd the giiip 
eho nhan vien ciia doanh nghiep iam viec 
hieu qua ban, tu minh dua ra nhiing quyet 
dinh sang sudt hon, giam bdt sai lam va thoa 
man yeu eau eua khach hang diing liic nhlt... 
Ciing gidng nhu cdng nghe, ca cau td chiic 
ngay nay thay ddi qua nhanh. Chinh nhiing 
thay ddi ve co cau td chiic nay da dat chiing 
ta vao tinh the khdng the khdng cd mdt he 
thdng KM hiiu hieu bdi ngay nay, eac doanh 
nghiep lam viec theo dinh hudng du an. Moi 
thanh vien duge nhat ra tu cac bd phan chiic 
nang khae nhau de tao ra mdt ddi duy nhlt. 
Cac ddi sau khi hoan thanh xong du an 

' Nguon: vi.wikipedia.org 

thudng chuyen len mdt du an khae cao hon 
hoac phan tan sang cac du an khae. Cac tri 
thiic, kinh nghiem, ky nang thu duge trong 
sudt qua trinh phat trien san pham, dieh vu lai 
khdng duge chuyen den cac ddi du an phu 
trach viec phat trien cac phien ban sau trong 
qua trinh tien boa dieh vu san pham do. 
Ngoai ra vdi ca eau td chiic lam viec theo doi 
va du an, cac ky nang duge phat trien trong 
qua trinh hgp tac thudng se bi mat di khi doi 
dd tan ra va cae tri thirc qui trinh ma ddi thu 
duge se khdng ed dieu kien de sii dung lai 
trong tuang lai. Mdt he thdng KM trong 
trudng hgp nay se giiip doanh nghiep luu gift 
va phat trien tri thiie. 

2. Bien chuyen trong viec phan cap, 
phan quyen va iiy quyen 

Vdi xu hudng iing dung TMDT va CNTT 
manh me nhu hien nay dan din eac md hinh 
td chiic quan tri phdng, do, vln dl phan dp, 
phan quyen va uy quyen cd nhiing biln 
chuyin rd ret. Theo thuylt Qudn tri tuyet hao 
eiia Robert H.Waterman va Thomas J.Peter, 
quyln lire cang duge phan tan cang tdt bdi 
theo dd chiln luge chung se chat che va sir 
kiein soat tai chinh phu hgp vdi mire do phSn 
quyen, su tu quan va theo timg ca hgi kinh 
doanh sang tao [3, tr 62]. 

Quan diem nay ciing phu hgp vdi Subir 
Chowdbury trong cuon Qudn ly trong thi ky 
XXI khi nghien ciiu da tdng kit ring thl ky 
19, quyen lire tap trung vao d p tren; din thl 
ky 20, quyln lire bi gidi ban, cd su chia se 
chiic nang/trao quyln cho d p dudi; va din 
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thl ky 21, quyln lire duge phan tan va chia se 
hoan toan [10, tr 308]. 

General Electric (GE), edng ty dan diu tir 
rat sdm, da phat trien sang kiln hanh vi 
"khdng bien gidi" [8, tr 47] cua minh khi 
hudng toan bd cdng ty den muc tieu pha va su 
phan quyln truyin thong - ylu td cdt ldi trong 
khai niem phan quyen eua doanh nghiep. 

3. Xir ly thong tin va ra quyet djnh 
trong doanh nghiep 

3.1. Xu ly thong tin trong doanh nghiep: 
Tu h^ thong thong tin dan gidn din cdc he 
thong thong tin tich hgp 

He thdng thdng tin quan ly truyen thdng 
(MIS Management Information System) bit 
ngudn tir mdt he phan mem ciia Cdng ty IBM 
dua vao ling dung nam 1965 [7, trang 128]. 
Cac he thdng nay ban dau chi cho in ra 
nhihig bao cao dinh ki dudi dang bang hai 
chieu phan anh nhirng thdng sd chi bao vl 
boat ddng ciia doanh nghiep nhu: thdng tin ve 

khach hang, don hang, tinh hinh san xult, 
doanh sd, sd lieu kl toan... Thuc chit day la 
viec ap dung cac md hinh da xii li da cd vao 
mdt tap cac dii lieu dk tir dd giiip cho nhirng 
ngudi lanh dao cac phuang an cd thl xem xet 
chgn lira de ra quylt dinh. 

Den dau nhung nam 1990, cac khai niem 
ve nhd kho du lieu, khai phd du lieu, xir li 
irng dung true tuyin (OLAP Online 
Analytical Processing) bit diu phat triln. 
Diem ndi bat tir nhirng he thdng nay la chiing 
mang tinh chuyen nghiep, chuyen dung cho 
eac bd phan quan ly va van hanh eua td chirc, 
trong pham vi timg td chiic. Viec hoach dinh 
va xay dung ra cac he thdng nay trd thanh 
mdt trong nhung quyet dinh quan trgng ciia td 
chiic khi phat trien cac ha tang CNTT cho 
doanh nghiep. 

Hinh 2 gidi thieu md hinh tdng quat ciia 
eac he thdng thdng tin phuc vu lanh dao va 
quan ly doanh nghiep. 

Hinh 2 - Cac h^ thong tin phuc vu lanh dao va quan Iy 
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EIS - Executive Information System 

DSS - Decision Support System 

OLAP - Online Analytical Processing 

MIS - Management Information System 

OLTP - Online Transaction Processing 

WMS - Workflow Management System 

OAS - Office Automation System 

He thdng tin dilu hanh 

He ho trg quyet dinh 

Xu ly phan tich true tuyln 

He thdng tin quan Iy 

Xu Iy giao tac true tuyen 

He quan ly ludng cdng viec 

He tu ddng hda van phdng 

3.2. Ra quyet djnh trong doanh nghiep: 
Nhd qudn tri vd cong nhan ciing quyet dinh 
vd thuc hien 

Theo tac gia Surbir Chowdbury [10, tr 
308] ve van de phan cdng lao ddng, the ky 
19, nha quan tri quyet dinh, cdng nhan thuc 
hien; the ky 20, nha quan tri quyet dinh, cdng 
nhan suy nghT va thuc hien; va den the ky 21 
da cd sir chuyen bien rd ret khi cd quan diem 
nha quan tri va edng nhan ciing quyet dinh va 
thuc hien. 

Hammer va Champy trong eudn Tdi lap 
Cdng ty cQng cho rang, cac doanh nghiep tien 
hanh tai lap, khdng nhiing thu ggn cac quy 
trinh theo chilu ngang, thdng qua nhan vien 
hay td chuyen vu lam nhiem vu da nganh va 
theo tuln tu, ma edn thu ggn theo chieu dgc 
niia. Thu ggn theo chieu dgc cd nghTa la tai 
timg diem trong quy trinh ma trudc day cac 
cdng nhan phai bao cao len cap tren de tra ldi 
thi nay hg tu ra quylt dinh lay. Thay vi tach 
rdi viec ra quyet dinh khdi edng viec thue te 
thi nay viec ra quyet dinh trd thanh bd phdn 
ciia cdng viee [9, tr 89]. Cac cdng nhan bay 
gid tu minh dam nhan phan viec ma trude kia 
do can bd quan ly lam. 

Trong khudn mau cua nen san xuat dai tra, 
cd mdt gia thiet ngam la ngudi nao dang iam 
cdng viec gi thi se khdng ed thdi gian va 
khuynh hudng de kiem tra va giam sat cdng 
viec dd, va hg cung thieu kien thiie can thilt ca 
chieu rdng lan chieu sau de ra quyet dinh ddi 
vdi cdng viec dd. Kinh nghiem thuc te eua viec 

xay dung co clu quan ly cdng nghi?p theo cap 
bac la xult phat tir gia thilt dd. Ke toan vien, 
kilm toan vien, kilm soat vien la ngudi kiem 
tra, ghi chep va giam sat cdng viec. Can bo 
quan ly la ngudi giam sat dam ddng cdng nhan 
va xur ly cac tinh hudng bit thudng. Cin phai 
loai bd gia thilt nay lln hau qua ciia nd. Viec 
thu ggn edng viec theo chieu dgc va chieu 
ngang dem lai lgi ich nhu: giam bdt sir cham 
chi cdng viec, ha thap chi phi gian tiep, dap 
ling yeu cau khach hang tdt ban va trao cho 
edng nhan nhieu quyen quyet dinh ban. 

Nhu vay, qua nghien ciru tae ddng cua 
CNTT ndi chung va TMDT ndi rieng tdi noi 
ham khai niem td chirc qudn tri cd the thay 
nhirng bien chuyen rd net va nhiing dae trung 
rieng cd trong boat ddng QTDN nhu: su ra 
ddi cua cac chiic danh quan tri mdi, viec 
giam thieu sir edng kenh cua bd may quan tri, 
tdc do ra quyet dinh va truyen dat nhanh 
ehdng,... Tat ca nhirng dieu nay Iam cho co 
elu bd may quan tri doanh nghiep cd the linh 
hoat ling phd trude su biln ddi nhanh ehdng 
cua mdi trudng kinh doanh hien nay. 
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