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Badng diém cdn bang (Balanced Scorecard) la cong cu danh gid hiéu qua qudn 1y va qudn tri chién luoc
dang duoc nhiéu doanh nghiép, cdac 16 chirc phi loi nhudn swr dung rong rai va da dem lai két qua vieot bdc.
Trong xu thé toan cau héa va canh tranh manh mé, gido duc dai hoc nwée ta dang ding trude yéu cau sir
dung hiéu qua ngu&n luc ¢6 han dé ndang cao chat lwong dao tao va NCKH. pé quan tri truong dai hoc co
hiéu qua, cdc trieong dai hoc can ap dung mé hinh quan tri nhw céc doanh nghiép da va dang thie hién.
Bai viét dudi ddy gidi thiéu va dé xudt sir dung bang diém can bang phuc vu quan tri va danh gia hiéu qua
hoat dong cua truong dai hoc trong diéu kién héi nhdp quéc .

Tiur khéa: bang diém can béng, danh gia hiéu qua hoat dong, quan tri chién lugc, quan tri truong dai hoc.

1. So lwge vé bing diém cin bing

Nghién ctru hé thong dénh gia hiéu qua kinh
doanh cua 12 doanh nghiép tai My cac tac gia
Robert S. Kaplan va David P. Norton phat hién ra
nhiéu han ché cua hé thong danh gia hiéu qua kinh
doanh chi dya trén cac thudc do tai chinh dang ap
dung trong cac doanh nghiép. Theo céc tac gia, h¢
thong danh gia két qua hoat dong qué phu thudc vao
cac thude do tai chinh ¢ cac han ché sau:

+ Cdc chi tiéu danh gia két qua hoat dong khong
@dn véi chién lwge ma thuong tdp trung vao cdc
muc tiéu ngan han, khéng gan véi tam nhin, gid tri,
va chita dung cdc yéu t6 quan trong anh huéng dén
thanh cong cua doanh nghiép.

Céc nha quan ly thuong chi tap trung vao nhiing
gi duoc danh gia va anh huéng dén quyén loi cua
ho, do vy néu hé thong danh gia chi tap trung vao
cac muc tiéu ngén han, khong gén vé6i chién luoc va
cac muc tiéu dai han thi theo ban nang cac nha quan
Iy chi tap trung vao cac muc tiéu ngan han dan dén
chéch hudng chién luoc.

+ Mot s6 doanh nghiép sir dung qud nhiéu hodc

qua it chi tiéu danh gia.

St dung qué nhiéu hodc qua it chi tiéu danh gia
déu khong tot. Néu c6 qua nhiéu chi tiéu s& dan dén
su tring ldp, ling phi va mét tap trung vao nhiing
muc tiéu chu yéu, nhitng nhan t6 quan trong anh
huong quyét dinh dén thanh cong cua to chic.
Nguoc lai, néu qua it chi tiéu s& dan dén danh gia
khong day du va co thé bo sot nhitng nhan t& quan
trong ¢6 anh huong dén thanh cong cia to chirc.

+ Cdc chi tiéu danh gid két qua hoat dong khong
cho phép doanh nghiép dy doan duoc twong lai.

Hau hét cac chi tiéu sir dung dé danh gia két qua
hoat dong déu thu thap thong tin tir qua khur trong
khi cac quyét dinh lai huéng dén tuong lai, do vay
khi thiét ké cac chi tiéu danh gia két qua hoat dong
can phai co cac chi tiéu gitp cho cac nha quéan ly du
béo duoc twong lai dé c6 nhimng quyét dinh va diéu
chinh phu hop.

+ Chuwa co cdc chi tiéu phai phan anh dwoc nhu
cau ciia khdch hang.

Trong nén kinh té thi trudng, khach hang 1a nguoi
anh huong dén hoat dong cua doanh nghiép, cac
hoat dong cta doanh nghiép déu tap trung tim moi
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cach dé thoa man nhu ciu ciia khach hang, lam cho
khach hang hai long hon, do vay su thoa man nhu
cAu cta khach hang 1a mot muc tiéu can dugc uu
tién danh gia.

+ Chua 6 hé thong chi danh gid nhdt qudn va cé
sw gan két gitka cdp trén voi cdp dudi.

Mot doanh nghiép dugc cAu thanh tir nhiéu bd
phan. Dé thuc hién duoc chién luoc phai chung cua
doanh nghiép, mdi bo phan phai hoan thanh tbt
nhiém vy ctia minh va dong gop vao thuc hién chién
lugc. Nhu vay, dé dat duoc muc tiéu chung, mdi bo
phan, mdi ca nhan can phai dugc danh gia bang
nhitng chi tiéu phu hop va hd tro cho viéc thyuc hién
thanh cong chién lugc ciia don vi.

+ Hé thong chi tiéu ddanh gid hiéu qud chwa tao
duoc dong luc, khuyén khich cac ca nhan va tap thé
trong don vi hoat dong co hiéu qua dé dat dwoc muc
tiéu chién luoc.

Tao dong luc, khuyén khich la mot trong nhiing
churc ning cua quan tri. HO trg thuc hién chirc nang
nay, hé thdng chi tiéu danh gia két qua hoat dong
phai tao dugc dong luc dé khuyén khich cac bd
phan, ca nhan hoat dong hié¢u qua. bé dat duoc yéu
cau nay trudc hét hé thong chi tiéu danh gia hiéu
quéa can phai tin cdy, khong phan anh sai hiéu qua
hoat dong cta cac bo phan va ca nhan, thém vao do
doanh nghiép phai c6 chinh sach khen thudng, dong
vién ximg ddng cic ca nhan va tap thé dat két qua
cao trong qué trinh thyc hién muc tiéu chién lugc.
He¢ thong chi tiéu danh gia khong tin cay hodc dénh
gid sai c6 thé dan dén hau qua nguoc lai 1a lam thui
chot dong luc va lam phat sinh nhitng hanh vi tiéu
cuc gy anh huong khong t6t dén qua trinh thyc
hién chién lugc cua doanh nghiép.

Hé thong chi tiéu danh gid hiéu qua chuwa bao
gom cdc chi tiéu phi tai chinh:

Trong nén kinh té thi trudng cac yéu tb phi tai
chinh nhu uy tin, thuong hi€u, sy tin nhiém cua
khach hang,... c6 anh hudéng manh me dén sy thanh
cong cua cua doanh nghiép. Bo qua cac yéu t6 phi
tai chinh, ctia doanh nghiép s€ kho danh gia duoc vi
thé cta doanh nghiép trén thuwong trudng, nhing
van dé ctia quy trinh kinh doanh néi tai nén khé co
dugc nhitng quyét dinh cai thién diing dan nham lay
lai vi thé ctia doanh nghiép trén thi truong.

Dé khic phuc cac nhuoc diém cua hé théng danh
gia két qua hoat dong ciia doanh nghiép, cic tac gia

Kaplan & Norton di dé xuat ap dung mot hé thong
danh gia chién lugc méi goi 1a “Bang diém can
bang® va duoc gidi thidu lan dau trén tap chi Har-
vard Business Review ndm 1992 qua bai bao “The
Balance Scorecard - Measures that Drive Perfor-
mance”.

Bang diém cén bang bao gém cac chi tiéu danh
gia c6 mbi quan hé nhan qua, chira dung cac yéu t6
quyét dinh su thanh coéng cua chién luoc kinh
doanh. Bang diém can bang st dung cic chi tiéu
danh gia két qua hoat dong cua doanh nghiép cua
doanh nghiép trén bon khia canh: tai chinh; khach
hang; quy trinh kinh doanh ndi bg; nhan thirc va
phat trién. Cy thé 1a:

Khia canh tai chinh: Néu thanh cong, ching ta
dugc cac co dong danh gid nhu thé nio? Dya trén
yéu cau ctia khach hang vé mit tai chinh, bang diém
can bang dua ra cic muc tiéu vé tai chinh véi cac chi
tiéu (thudc do) cu thé nhu loi nhuén, lgi nhuan rong,
ROI, ROA, ROE,...

Khia canh khdch hang: Dé dat dugc tam nhin, thi
hinh anh cia chung ta trudc khach hang phai nhu
thé nao? Trén khia canh nay, bang diém can bing
dua ra cic muc tiéu va thuéc do nhim thoa méan nhu
cau cua khach hang vé chat luong, thoi gian va thai
d6 phuc vu nhu thoi gian giao hang, s ¥ kién khiéu
nai vé chit lugng san phém, thai do phuc vu,...

Khia canh néi bo: Dé dap ung nhu clu cua cb
dong va khach hang, chung ta phai hoan thién nhu
thé nao? Khia canh noi bd bao g(‘”)m cac hoat dong
trong chudi gia tri nham dem lai gia tri cho khach
hang. Tuy nhién khong phai tat ca cac hoat dong déu
duoc danh giad. V6i muc dich dat duge muc tiéu
dudi khai canh khach hang, bang diém cén bang chi
lya chon nhitng hoat dong c6 anh hudng truc tiép
dén cac chi tiéu trong khia canh nay (khia canh
khach hang).

Khia canh nhan thirc va phat trién: Dé dat duoc
tam nhin, ching ta phai thay d6i va hoan thién nhu
thé nao? Dudi khia canh nay, dé dat dugc cac muc
tiéu dudi khia canh ndi bo, to chirc phai nhan thirc
dugc nhimg van dé can thay doi va hoan thién.
Thoéng thuong nhiing muc tiéu nay thuong hudng
dén nguoi lao dong trong t6 chirc nhim thu hut va
gitr chan dugc nhling nguoi lao dong gioi va nang
cao nang lyc chuyén moén, ky ning va thai d6 cho
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So d6 1: Cac khia canh ciia bang diém cin bang [6]
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ngudi lao dong.

Bang diém can bang 1a cong cu quan 1y chién
luoc ¢o vai tro gén két tdm nhin va chién lugc cua
doanh nghiép v&i cac muc tiéu cu thé va cung cp
cho nha quan tri tinh hinh thyc hién chién lugc. Sir
dung bang diém can bang dé danh gia hiéu qua hoat
dong, doanh nghiép da dién giai chién luoc thanh
cdc muc tiéu cu thé va su dung cac thudc do phu
hop dé danh gia. Bang diém can bang duoc coi 1a
“ban d6 chién lugc” ctia doanh nghiép. Thong qua
bang diém can bang, chién luoc cua doanh nghiép
duogc truyén thong ddy du va manh mé dén timg bo
phan trong doanh nghiép va toan thé nhan vién 1a
nhiing nguoi thuc hién chién luge. Céac bd phan
trong doanh nghiép va tung nguoi lao dong trén co
s& hiéu 16 chién lugce s& hiéu duogc vai tro va trach
nhiém cua minh trong vi¢c thuc thi chién luoc.
Théng qua céc thude do cua bang diém cin bing
dugc lap cho tung cé nhan, timg bd phan va toan
doanh nghiép, cac nha quan tri co thé biét duoc
khau nao cén cai thién va du doan duge kha nang
thuc hién thanh cong chién lugc cua minh.

Loi ich cua viée sir dung bang diém cén bang dé
danh gia hiéu qua (két qua) hoat dong cua to chirc
duoc Kaplan va Norton mo ta nhu sau:

- Huy dong toan bo t6 chirc vao thuc hién nhing
hoat dong quan trong dé tao ra hiéu suit dot pha.

Tap trung tt ca nhin vién trong t6 chirc tham gia
cai thién nhimg linh vuc con yéu kém dé giap cho
td chuc dat hiéu qua kinh doanh cao hon.

- Tao duoc sy dong thuan trong t6 chirc. TAt ca
cac c4 nhan va by phan trong t6 chiic déu hudéng dén
muc tiéu chung l1a muc tiéu chién luoc.

-Cu thé hoa chién Iuvoc thanh cac muc tiéu nge"m
han va cdc muc tiéu cu thé cho mdi bd phén trong
doanh nghiép dé tit ca cac nhan vién biét dugc ho
phai lam gi dé déng gop vao su thanh cong cua to
chtrc.

- Balanced Scorecard gitip gan két cac bién phap
thuc hién chinh véi chién lugc & tit ca cac cip do
ctia mdt tod chue.

- Balanced Scorecard cung cap cho quan Iy birc
tranh tong thé vé hoat dong cua to chirc.

- Tao ra su hop tac toi da giita cac thanh vién
nham dat duoc thanh cong cua to chic.

- Bang diém can bang chuyén chién lugc thanh
hanh dong va hanh vi mong mudn va cung cap
thong tin phan hdi vé qua trinh thuc hién chién lugc
clia to chic.

- Bang diém can bang chi ra cho t6 chirc linh vuc
nao can tap trung quan tim, quy trinh ndo can cai
thién dé giup cho t6 chirc dat dugc thanh cong.

Ké tir khi ra doi dén nay, bang diém cén bang da
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nhin dwoc sy huéng tng cia rat nhiéu doanh
nghiép, cac to chirc phi loi nhuén va co quan cong
quyen,... Viéc ap dung bang diém cin bang di dem
lai sy cai thién tich cuc vé hiéu qua kinh doanh cho
cac doanh nghiép va hoat dong hiéu qua cho céc t6
chirc phi loi nhuan. Theo thoi gian, ngay cang xudt
hién nhiéu cong trinh nghién ctru, danh gia vé hiéu
quéa cua ap dung bang diém can bang va s6 doanh
nghiép, t6 chtc phi loi nhuan st dung bang diém
can bang lam coéng cu danh gia hiéu qua kinh doanh
ngay cang nhiéu.

Theo Holmes (2004) c¢6 khoang 50% cac doanh
nghiép Biac My trong danh sach Fortune 1.000 va
khoang 40% cac doanh nghiép trong danh sach nay
& Chau Au di 4p dung bang diém can bang. Tuong
tu, & Uc cling c6 khoang 30% cac doanh nghiép
trong s6 1.000 doanh nghiép hang dau nudc nay sir
dung bang diém can bang 1a cong cu danh gia chién
luoc. O New Zealand, két qua diéu tra cta Blundell
va cong su cho thidy hon 60% trong s6 40 doanh
nghi¢p hang dau niém yét trén thi truong chimg
khoan New Zealand c6 st dung bang diém cén
bang,...

Theo mot s6 nghién ciru vé tac dung ciia bang
diém can bang trong kinh doanh, nhidu doanh
nghiép st dung bang diém can bang da dem lai
nhitng thanh c6ng 16n cho doanh nghiép. Dién hinh
trong s6 cac doanh nghiép cai thién dugc hiéu qua
kinh doanh nh¢ 4p dung bang diém cén bang phai
ké dén Analog Device, Inc., Ngan hang Chemical
(Chemical Bank), bg phan cong trinh thuy Brown &
Root Energy Services cua cong ty Rockwater,
AT&T Canada Inc., Philips Electronic, National
Westminter Bank,...

Analog Device, Inc. (ADI), Hoa Ky. ADI 1a cong
ty ddu tién trén thé gioi sang tao va thyuc hién Balan-
ced Scorecard. Bang diém can bang dugc phit trién
nhu 14 mot nhanh cta qua trinh 1ap ké hoach chién
lugc va cai thién chat lugng clia cong ty. Qua trinh
1ap ké hoach chién luoc (SPP) di duoc thic day baoi
muc tiéu chién luge lién quan dén khach hang, nha
cung cap, nhan vién, c6 dong, xa hoi, tip trung vao
muc tiéu chién luoc 13 “tao ra su hai long cho cac
bén lién quan”. K& hoach chién lugc nim nim cung
cap ban dd chién luoc va quy trinh quan 1y chat
luong tong thé (TMQ) 1a phuong tién chinh dé dat

duogc sy hai long cua cac bén lién quan.

Brown & Root Energy Services 1a mdt chi nhanh
xdy dung cong trinh ngdm dudi bién cia Cong ty
Rockwater c6 tru s¢ tai Ha Lan. Nam 1993, dé giam
b6t sy thua 13, sau khi xac dinh lai chién luge, Chi
nhanh da sir dung bang diém can bang dé tao ra su
dong thuan trong quan 1y va thay d6i chién luoc sir
dung cac nha cung cip véi chi phi thap dé ting thém
gia tri cho khach hang. Dén niam 1996, ba nim sau
khi 4p dung bang diém can bang, Rockwater da dat
duogc cai thién dau tién trong phan khuc thi trudng
ctia minh ca vé tang truong va logi nhudn. Norm
Chambers, chu tich Rockwater nguoi dd dua bang
diém can bang vao ap dung nhdn xét: “bang diém
can bang da giup ching t6i cai thién giao tiép va
tang lgi nhuan” (Kaplan va cong su).

Ciing theo Kaplan va Norton, AT & T Canada,
Inc (sau nay la United Communication, Inc), mot
cong ty bén bo vuc pha san da dugc ctru thoat nho
ap dung bang diém can bang nhu mot hé thong quan
1y chién lugc dé tap trung vao cai tién quy trinh
phéi. Trong nhitng ndm dau cua thap ky 90 (thé ky
XX), cong ty bi thua 16 nang, trén bo vuc pha san va
dung cudi bang xép hang trong cac cudc khao sat vé
su hai long cia nhan vién. Nam 1998, sau khi ap
dung bang diém can bang cong ty di tao dugc dong
tién duong ngay ca trong diéu kién phai ha gia cac
cudc goi duong dai, s6 lwong khach hang ting gip
d6i, doanh thu trén mdi nhan vién da tang vot hon
35% (khoang hon 7 ty USD) trong ba ndm, va cong
ty nam trong 10% cac cong ty hang dau trong cudc
khao sat nam 1998 vé sy hai long ciia nhan vién tai
500 cong ty Bic My.

Kaplan va Norton (1996) ciing di dua ra bang
ching vé sy thanh cong cua Chadwick Inc Mobil,
Chemical Bank, United Way of Southeastern New
England (UWSENE), Motorola va Sears khi dung
Bang diém can bang dé truyén dat cho nhan vién vé
cac muc tiéu va nhiém vu cua cong ty va da gat hai
duoc két qua tur sy thay ddi hanh vi va cai thién hiéu
sudt ciia nhan vién. Chemical Bank sir dung bang
diém can bang sau khi sap nhdp v6i Cong ty san
xuat Hanover dé tap trung nd lyc ban 1é cho cic
khach hang muc tiéu nhdm tiét kiém chi phi. Két
qua, nam 1996, lgi nhuan ban 1¢ cua ngan hang da
tang 19 1an so véi nam 1993.

2. Ung dung bing diém cin bang trong cic td
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chure phi lgi nhuin

Khi nghién ctru h¢ thong danh gia trong cac to
chure phi 191 nhuén, cac nha nghién clru cling nhan
thdy nhimg bét cap ctia hé théng danh gia hiéu qua
hoat dong cua cac don vi nay. Tuong ty nhu trong
cac doanh nghiép, hé thdng danh gia hiéu qua hoat
dong cua cac to chire phi loi nhuan ciing ¢ nhiing
han ché nhu:

- Céc chi tiéu danh gia khong gan véi st ménh,
tam nhin, muc tiéu dai han cua t6 chirc ma chu yéu
tap trung vao muc tiéu ngén han.

- C6 qua nhiéu chi tiéu danh gia dan dén sy mat
tap trung vao nhimg chi tiéu trong yéu.

- Chua c6 céc chi tiéu phan anh nhitng mat quan
trong anh hudng dén viéc thuc hién thanh cong
chién luoc va thuc hién st ménh cua to chirc.

- Chua c6 sy gin két cac chi tiéu dé cho phép du
doan dugc tuong lai va danh gia hi¢u qua cia céac bo
phan cép dudi.

- V.V...

Céc dic diém trén ctia hé thong danh gia hiéu qua
hoat dong trong cac td chirc phi loi nhuén da dat ra
yéu cau phai doi moi hé thong danh gia nham nang
cao hi¢u qua hoat dong cua cac don vi nay. Bang
diém can bé’lng la mot mo hinh hién dang duoc nhiéu

t6 chirc chirc phi loi nhuan trén thé gidi lya chon.

Khi ap dung vao to chirc phi loi nhuan, myc tiéu
hoat dong, khach hang ctia to chirc c6 sy thay doi so
v6i cac doanh nghiép. Mdi loai t6 chirc phi lgi
nhudn déu c6 st ménh riéng. Hoat dong cua t6 chirc
phi lgi nhuan, thay vi tp trung vao muc ti€u loi
nhuén thudng tip trung vao viéc cit giam chi phi,
nang cao chét luong va hiéu qua cong viéc dé thuc
hién tdt st ménh cua nd. Khach hang cua t6 chirc
phi loi nhudn gdém cac nha tai trg (nguoi ndp thué,
ngan sach,...) va nhitng nguoi st dung dich vu cong
do t6 chirc cung cap. To6 chirc phi loi nhuan hoat
dong lam hai long cac nha tai tro khi n6 st dung
hiéu qua kinh phi dé 1am thoa man khach hang su
dung dich vu cong do t6 chirc cung cip.

Khi sir dung bang diém can bang dé danh gia hiéu
qua hoat dong cua cac td chirc phi loi nhuan, trinh
tu wu tién va moi quan hé giita cac chi tiéu trong
bang diém can bang can phai thay d6i cho phu hop
v6i tinh chit va muc tiéu cua cac té chuc phi loi
nhuan. Kaplan va Norton (2001, 2004) goi y cdc mo
hinh ban dau cta bang diém can bing c6 thé duoc
sira d6i dé phui hop véi tinh chat va muc tiéu cua to
chure, dac biét 1a trong cac linh vuc cdng cong va phi
loi nhuan. Muc ti€u cua cac td chirc phi lgi nhuédn
khong phai la muc ti€u tai chinh. Thay vao do, su

So d6 2: Mé hinh bang diém cin bang cho cac td chirc phi lgi nhuin ciia Kaplan va Norton

SU MENH

Néu chiing ta thanh cong,
cdc nha tai trg sé nhin nhan
chung ta nhu thé nao?

bé dat duoc tdm nhin, chung
ta muon khach hang nhin nhan
chung ta nhu thé nao?

Pé thoa man khach hang, hoat dong ndi bo
nao can phai cai thi¢n?

bé dat dugc tdm nhin, chung ta phai nhan
thirc, truyén thong va phoi hop hoat dong
nhu thé nao?

So 189(11) thang 03/2013

135

Kinh téPhat trién




ménh cua cac don vi nay duoc dua 1én dau tién dé
danh gia su thanh cong. Tiép sau st ménh 1 cic
thudc do vé khach hang, qué trinh ndi by, nhan thuc
va phat trién. Theo d& xuit cua Kaplan va Norton
(2001a), trinh ty cta bang diém can bang 4p dung
trong cac to chirc phi lgi nhuan duge sip xép theo
mo hinh sau:

Trong mo hinh nay, khia canh nhén thtrc va phat
trién bat dau tir nhan thirc, truyén thong va phdi hop
hoat dong dé dat duoc tAm nhin. Tiép theo, cac t6
chure phai cdi thién cac hoat dong ndi bo dé 1am thoa
man khach hang hay cac bén lién quan. Dudi khia
canh khach hang, t6 chirc phi loi nhuan phai 1am hai
khach hang hay cic bén lién quan cua cac t chirc
phi 1gi nhuén 1a cac nha tai trg, nguoi st dung dich
vu cong,... Nhi€ém vu cta td chure phi lgi nhuan la
phai st dung hiéu qua kinh phi duoc tai trg dé phuc
vu tét cho nhimng ngudi sir dung dich vu cong do to
chirc cung cip. T6 chie st dung c¢6 hidu qua kinh
phi va lam théa man khach hang str dung dich vu
cong tuc la da thuc hién dugc st ménh cia td chue.

3. Ung dung bing diém can bang trong cic
trudng dai hoc

Mic di bang diém can bang ban dau duoc thiét
ké cho cac doanh nghiép nhung su linh hoat thay
dbi cac thude do cho phép bang diém can bang co
thé st dung cho tat ca cac loai to chirc, bao gém cac
t6 chirc phi loi nhun trong d6 c6 truong dai hoc va
cao dflng. Thay vi tdp trung vao muc ti€u lgi nhuan,
muc tiéu cua cac to chirc phi loi nhuan thudng tap
trung vao viéc cit giam chi phi, ning cao chat luong
va hiéu qua cong viéc. Do vay khi st dung cho cac
td chire phi loi nhudn, trinh ty uvu tién va mbi quan
hé gitta cac chi tiéu ciing c6 sy thay doi. Kaplan va
Norton (2001) goi ¥ cac mé hinh ban du cia bang
diém can bang co thé duogc sira dbi dé phu hop véi
tinh chat va muc tiéu cua td chuc, dac biét 1a trong
cac linh vuc cong cong va phi lgi nhudn. Theo céac
tac gia, st ménh cua cac to chuc chinh phu va phi
loi nhudn khong dugc phan anh b.%lng thuée do tai
chinh. Trong bang diém can bang cua cac to chirc
phi lgi nhuan, sit ménh cua cac don vi nay duoc dua
1én dau tién dé danh gia sy thanh cong. Tiép sau sir
ménh 12 cac thude do vé khach hang, qua trinh noi
bd, nhan thic va phat trién (Kaplan va Norton,
2001).

Ung dung bang diém can bang vao quan tri

truong dai hoc da dugc nhiéu truong dai hoc trén
thé gi6i thyc hién tir trén 10 ndm nay. Mot s6 cong
trinh nghién ctru vé tmg dung Bang diém cén bang
trong cac truong dai hoc dd duoc cac tac gia sau
nghién cuu:

O’Neil va cong su (1999) da nghién ctru cac ting
dung cua bang diém can bang Pai hoc Nam Cali-
fornia.

Amaratunga va Baldry (2000) da st dung bang
diém can bang dé danh gia hiéu qua dao tao dai hoc
va phat hién ra mdi lién hé giira danh gia hiéu qua
v6i chat luong hoat dong dya trén mé hinh nay.

Stewart va Carpenter-Hubin (2001) nghién ctu
va phan tich chi tiét mot truong dai hoc nén sir dung
bang diém can bang nhu thé nio dé quan 1y chét
luong va danh gia hiéu qua.

Cullen va cong su (2003) dé xuat viéc sir dung
bang diém can bang dé hd trg quan 1y hon 1a dénh
gia hi¢u qua.

Chen va cong su (2006) nghién ctru st dung bang
diém can bang dé thiét 1ap mot hé théng danh gia
hiéu qua hoat dong cho truong dai hoc Chin-Min
Institute of Technology (CMIT) tai Dai Loan.

Nayeri va cong su (2007) trong bai bao cia minh
d3 khuyén khich st dung bang diém can bang dé
danh gia méi truong chién lugc cua dao tao dai hoc
& Iran. M6 hinh bang diém can bang dugc diéu
chinh va trién khai thuc hién dbi véi truong hop cua
sau truong kinh doanh hang dau cua Iran dé xéc
dinh vi tri cia mdi trudng so v6i nhitng ngudi khéc.

Cho dén nay, da c6 hang trim trudng dai hoc trén
thé gi6i st dung bang diém can bang dé quan ly va
danh gia hiéu qua hoat dong. Tai My, cac truong da
sir dung bang diém can bang dé quan 1y va danh gia
hiéu qua hoat dong gom: Southern California Uni-
versity (1999), Ohio State University (2001), Mas-
sachuset-Darmouth (2006), Minnesota. Tai Dtrc,
cac truong dai hoc Bravarian State Library Munich
Univesity, State and University Bremen ciing da su
dung bang diém can bang tir ndm 2001. Cac nudc
va viing lanh khac nhu Thé Nhi Ky, Acmenia, Azec-
baizan, Hong Koéng, Singapore ciing c6 nhiéu
truong str dung bang diém can bang. Pic biét, gan
Viét Nam, nhét 1a Thai Lan d3 c6 40 truong dai hoc
st dung bang diém can bang dé danh gia hiéu qua
hoat dong va quan ly truong tor nam 2006 [4].

4. Pé xuat méd hinh bang diém can bang cho
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Bang 1: Khia canh, muc tiéu va thuéc do ciia bang diém cAn bang

Khia canh Muc tiéu Thuwéce do
Tré thanh truong dau nganh trong | - Ty 1€ sinh dang ky du tuyén
Str ménh linh vure dao tao va NCKH -S6 luong hop déng NCKH dugc ky
- Ty 1& sinh vién tot nghi€p
Su hai long cia khach hang vé | - Tyl sinh vién c6 viéc lam sau t5t nghiép
Khach hang chat luong dao tao, NCKH - Ty I sinh vién lam viéc dung nganh
- Ty 1€ sinh vién quay lai hoc & bac cao hon
Hai long vé thai d0 giang day, | - SO luong phan nan vé thai do cua
phuc vu giang vién/nhan vién phuc vu
Tang chénh I&ch thu chi - Chénh 1éch thu chi
Tang quy phuc 1¢i, hoc bong - Ty I& tang quy md
Tai chinh Tang kinh phi cho CSVC,
NCKH, d6i méi chuong trinh, | - Ty I¢ kinh phi cho cac hoat dong ting 1én
ndi dung dao tao
Nang cao hiéu qua dao tao - Chi phi dao tao/sinh vién
- S6 chuong trinh, mén hoc dugc ra
b6l moi chuong trinh, ndi dung, | soat, chinh stra
phuong phip giang day, danh gia | - Ty 1& thay d6i vé ndi dung, chuong
chét Iwgng hoc tap trinh mon hoc so vai trude day
Quy trinh ndi bd - Ty 1€ giang vién st dung cac phuong
phép giang day moi
- S6 lugng cac cong trinh NCKH duoc
Nang cao chit lwong NCKH va | ding trén céc tap chi quc té
chuyén giao cong nghé (CGCN) | - S6 lwong giai thuong KHCN
- Doanh thu chuyén giao KHCN
- S0 luwgng GV dugc hoc tdp nang cao
Nang cao trinh d¢ giang vién trinh 46
-S6 luong cac khoa hoc nang cao trinh do
-S6 lwrong cac khoa hoc vé vian hoa, dao
Nang cao ¥ thuc trach nhiém va | dtc nghé nghiép
Nhén thirc va dao dtrc nghé nghiép - S6 luong cac khoa hoc vé k¥ ning
phat trién giang day, phuc vu
- Ty 1€ thu nhép binh quan so vdi trung
Tang thu nhap binh nganh
- Ty 1€ tang thu nhép hang nam
- Thoi gian dugc ting luong, thing cp
Co hoi hoc tap, thang tién hoac duoc di hoc va cac vu dai khac

cac trwong dai hoc Viét Nam

Nghién ctru bang diém can bang di duoc xiy
dung va str dung cho mot sb truong dai hoc trén thé
gidi, tac gia dé xuat mot mo hinh bang diém can
bang cho céc truong dai hoc & Viét Nam nhu sau:

4.1. Cdc chi tiéu danh gida khia canh nhdn thirc
va phdt trién

Nguoi lao dong 1a chu thé cua moi hoat dong.
Céc hoat dong cia nha trudong chi dat dugc hi¢u qua
cao néu nhu ngudi lao dong co kién thuc tét, ky
nang can thiét va gin bo, c6 trach nhiém véi truong.

Dé co thé tuyén dung dugc nhimng giang vién va
can bd quan ly gioi cling nhu gilt chan dugc nhiing

nguoi tai thi thu nhap cta ho phai cao hon muc
trung binh trong cting nganh. Thoi gian thing tién
ngin ciing s& gitp cho can by, giang vién tich cuc
hoc tip nang cao trinh do, giir gin pham chat va dao
dic nghé nghiép, co thai do giang day va phuc vu
ding muyc.

Pé dat duoc cac kién thuc, k¥ nang va sy chuyén
nghiép trong gidng day va phuc vu, nguoi lao dong
can phai trai qua cac khoa dao tao, huén luyén dé
trang bi, cdp nhat cac kién thuec, k¥ nang, van hoa
cong s& va dao dic nghé nghiép.

- Céac chi tiéu danh gia khia canh nhan thtc va
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phat trién thuong st dung cac thude do gom:

- Céc chi tiéu danh gia thu nhap: ty I¢ thu nhap so
véi trung binh nganh;

- Chi tiéu danh gia co hoi thing tién: thoi gian
thang tién trung binh;

- Céc chi tiéu danh gia su thay d6i vé chat luong
nhan vién: S6 lugng giang vién dugc dao tao, hoc
tap nang cao trinh do, ) luong cac khoa hoc duoc
td chue,...

4.2. Cac chi tiéu danh gia quy trinh ni by

Céc chi tiéu nay phan anh nha truong da cai thi¢n
nhu thé nao dé dem lai nhitng gia tri ma sinh vién,
xa hoi va khach hang mong muén va ky vong. Dya
trén doi ngli gidng vién va can bd gioi cé nang luc
chuyén moén cao, dugc huin luyén vé kién thire va
ky nang chuyén nghiép qua cic chuong trinh dao
tao va huén luyén, nha truong d6i méi duoc chuong
trinh, ndi dung cép nhét, trang bi dugc cac kién thirc
khoa hoc hién dai, thay déi phuong phap dao tao
phii hop véi nhu cau xa hoi.

Trong NCKH, nhd c6 cic giang vién gidi chét
luong NCKH va CGCN cua nha truong dugc nang
cao, s€ ¢co nhiéu bai bao dugc dang trén cac tap chi
quc té c6 uy tin, c6 nhidu cong trinh dugc nhan giai
thuong KHCN. Nha truong tao dugc uy tin trong
NCKH, nho vay cang c6 nhiéu co quan, doanh
nghiép tim dén dat hang cac cong trinh NCKH va
CGCN véi nha truong lam cho doanh thu tir NCKH
va CGCN cua nha truong tang cao.

Nho tuyén duoc can bd quan ly gioi, cac quy
trinh quan ly, phuc vu dugc cai tién, nhiéu sang kién
duogc ap dung s& giup nha truong quan 1y tt co s&
vat chat, tiét kiém duoc chi phi, rat ngén thoi gian
giai quyét cong viée.

Cén bo giang vién dugc tra luong cao, c¢6 nhiéu
co hoi thing tién cung véi duoc gido duc tot vé y
thirc trach nhiém s€ c6 thai d6 giang day va phuc vu
tdt. Khi thai do giang day va phuc vu dugc dua vao
12 mot tiéu chi danh gia, s6 lugng nhimg khiéu nai
vé chat luwgng va thai do phuc vu s€ giam di.

Céc chi tiéu danh gia quy trinh ndi bo trong
truong dai hoc dugce chia thanh 2 nhém:

Nhom danh gia sy cai thién chét luong dao tao
thé hién bﬁng sb lugng va ty 1€ doi méi chuong
trinh, ndi dung va phuong phap dao tao dé cap nhat
nhitng kién thirc hién dai theo kip su phat trién va

xu huéng dao tao cua thé gidi.

Nhom danh gia su thay doi, cai tién quy trinh
quan 1y dao tao, phuc vu sinh vién dé rit ngan thoi
gian, nang cao chét lugng phuc vu va tiét kiém céc
chi phi. Chi tiéu danh gia sy doi méi va sang tao
trong giai quyét cac thu tuc hanh chinh: S lwong
cac sang kién, cai tién dugc ap dung trong giai quyét
céc thu tuc hanh chinh, sb luong cac quy trinh, van
ban duoc stra doi, ban hanh. Chi tiéu danh gia su tiét
kiém chi phi: chi phi cho mét don vi cong viéc duoc
giai quyét (trang vin ban, thong béo, chi phi quan ly
mdt sinh vién, chi phi giai quyét mot vu viée,...), ty
1€ giam gia thanh so voi ky trude,...

Céc chi tiéu danh gia sy cai thién vé chat lugng:
s6 sai sot trong cong viée, s don khiéu nai cua sinh
vién vé thai do giang day, phuc vu, sb luong cac vu
viéc nham 14n két qua hoc tép...

Thoi gian thuc hién nhiém vu: thoi gian xur ly
xong cong vi¢e; ty 1¢ cong viéc dugc thue hién dung
han hoac ty 1€ cong vi€c bi cham, thoi gian stra chita
sai sot,...

Céc chi tiéu danh gia thai do phuc vu khach hang:
sb luong cac khiéu nai cua sinh vién hodc khach
hang vé thai do phuc vu ctia nhan vién.

4.3. Cac chi tiéu danh gia khia canh khdch
hang

Khach hang cua céc truong dai hoc 1a sinh vién,
cac doanh nghiép, cac don vi str dung lao dong, cac
co quan quan 1y va cdp kinh phi,... Chit luong dao
tao dugc nang cao, sinh vién ra truong dé tim dugc
viéc lam, cac don vi su dung hai long vé chét luong
dao tao clia nha truong dap ing dwoc nhu cau xa
hoi,... s& 1am cho uy tin va danh tiéng cua nha
truong ngay mot tang.

Trong linh vuc NCKH va CGCN, chét lugng cac
cong trinh NCKH ngay mdt tang, cac cong ngh¢ do
nha truong chuyén giao mang lai hiéu qua tich cuc
cho don vi str dung s& 1am khach hang hai 1ong vé
két qua NCKH va CGCN cua nha truong. Uy tin
cua truong trong NCKH va CGCN ngay cang tang
S€ hép dan thém cac khach hang méi tao diéu kién
cho truong tang doanh thu va hoat dong NCKH,
CGCN ngay mot phat trién.

Céc chi tiéu sir dung dé danh gia khia canh khach
hang cua truong dai hoc co thé dugc st dung nhu:

Panh gia chat luong dao tao: Ty 1¢ sinh vién t6t
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So d6 2: Bang diém cin bang cho trudong dai hoc do tac gia dé xuét

SU MENH
TRUONG PAI HQC

‘ ) Kinh phi cho CSVC, NCKH,
TAI CHINH phuc lgi, d6i méi chuong
trinh, ndi dung, v.v... (+)

Nhiéu sinh vién theo
hoc, nhicu don hang
NCKH, CGCN méi (+)

KHACH HANG
Hai long vé chit
luong (+)
Do6i méi churong trinh,
ndi dung, phuong phap
giang day (+)
QUY TRINH
NOI BO T
Tuyén dung va gitr
chin dugc nhieu ¢
nguoi gidi (+)
NHAN THUC
VAPHAT Tién luong cao
TRIEN )

nghiép; Ty 1¢ sinh vién tim dugc viée 1am sau khi tot
nghiép; Ty 1é hai long vé chat lugng dio tao ciia nha
truong; Ty 1€ sinh vién tim dugc viéc lam dung
nganh dao tao; Ty 1¢ sinh vién quay lai hoc tap ¢ bac
cao hon; S lugng khiéu nai vé thai do phuc vu cia
giang vién va nhan vién , v.v...

Panh gia chat luong NCKH va CGCN: S luong

Hai 10ng vé thai
dd phuc vu (+)

Chat lugng gidng
day, NCKH (+)

Thai d6 va dao
duc cua GV/NV [
()

Thoi gian thang
tién (-)

cac cong trinh NCKH dugc dang trén cac tap chi
qudc té; S6 luong hop dong tu vAn/chuyén giao
KHCN, Doanh thu chuyén giao cong nghé,...
4.4. Cac chi tiéu danh gia khia canh tai chinh
Muc tiéu hoat dong cua cac truong dai hoc khong
phai 1a 191 nhuan. Tuy nhién, dudi goc do tai chinh,

trong di€u kién nguon lyc han ché, cac truong dai
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hoc can phai quan tim dén hiéu qua hoat dong. Dé
danh gia hi€u qua hoat dong, cac truong dai hoc co
thé st dung cac thude do sau:

Ty I¢/quy md cua chénh 1€ch thu - chi so véi nam
truge; ty 18 ting cia cic quy danh cho NCKH, déi
mo&i chuong trinh, gido trinh, quy phic loi, quy dau
tur vao co s vat chat, quy hoc bong dé thu hut va tao
dong lyc sinh vién,...

Pé danh gia hiéu qua cua quan 1y chi phi, cac
truong dai hoc co thé st dung chi ti€u chi phi dao tao
tinh cho mdt sinh vién. Tuy nhién, khi str dung chi
tiéu nay co thé dan dén tinh trang tiét kiém chi phi
bang viéc t6 chirc nhitng 16p hoc c6 qua dong sinh
vién hodc str dung giang vién mdi it kinh nghiém dé
giam chi phi lam anh huong dén chat lugng giang
day. Khi tinh chi phi dao tao tinh trén mot sinh vién
chi nén tinh cac chi phi vat chit nhu vin phong
phém, dién, nudc, chi phi phuc vu sinh vién va phai
loai trir chi phi giang vién khi tinh chi phi nay. Dé
kiém soat chi phi va danh gia hiéu qua hoat dong cta
cac by phan trong truong dai hoc, can xay dung
riéng bang diém can bang cho mdi bo phan va sir
dung nhiing chi tiéu pht hop dé danh gia.

4.5. Méi quan hé nhén qud giiva cdc chi tiéu

Céc chi tiéu lién két voi nhau dua trén mbi quan
hé nhan - qua. Mot chi ti€u thay ddi s& dan dén su
thay ddi ciia cac chi tiéu khac. Mbi quan hé giira cac
chi tiéu duya trén gia thiét sau:

Tién lwong cao cung voi co hoi thang tién giam
s& gitp cho trudng dai hoc thu hit dwoc nhidu ngudi
gioi dén 1am viéc va giit chan dugc nhitng nguoi
gidi. Trudng c6 nhiu ngudi gioi thi chit lwong
giang day, NCKH s& dugc nang cao, c6 nhiéu
chuong trinh, ndi dung dao tao duoc ddi méi. Chét
luong giang day va NCKH tang 1én cung v6i thai do
phuc vu tdt s& 1am cho sinh vién, khach hang hai
10ng hon nha truong s& c6 nhiéu sinh vién dang ky
theo hoc va c6 nhiéu hop déng NCKH, CGCN duoc
ky. C6 nhiéu sinh vién theo hoc va nhiéu hop dong
CGCN s& tao diéu kién cho nha truong ting thu
nhap dé tra luong cho can b, giang vién, ting kinh
phi danh cho NCKH, d6i méi chuong trinh, nodi
dung, phuong phap giang day, taing quy phuc loi va
cai thién co s& vat chét, v.v... Tang kinh phi cho cac
hoat dong nay lai la diéu kién dé nang cao chét
luong dao tao, NCKH,... gitip truong thuc hién

duoc sir ménh cua minh.

Bang diém can bang dién giai chién lugc cia
truong dai hoc thanh cadc muc ti€u cu thé. Thong qua
cac chi tiéu cta bang diém can bang trén bdn khia
canh, cac nha quan 1y biét duoc can phai hanh dong
nhu thé nao dé thuc hién dugc thanh cong chién
lugc. Bang diém cén bang dugc st dung dé dan dat
don vi di dén cac muc tiéu cua chién luoc. Thong
qua cac chi tiéu ¢6 quan h¢ nhan - qua, Ban giam
hiéu va cac nha quan 1y c6 thé danh gia va du doan
dugc kha nang thyc hién thanh cong chién luge cua
truong. Dé thyc hién thanh céng st ménh cta minh,
ngoai viéc truyén thong rd rang chién luoc va cac
muc tiéu chién luoc dén toan thé nhéan vién trong
don vi, mdi bd phan cin phai xac dinh duoc vai tro
ctia minh dé xay dung bang diém can bang phu hop.
T vai trd va vi tri ciia minh, mdi nhan vién can c6
bang diém can bang riéng phu hop voi muc tiéu cua
bd phan. Mi quan hé giira cac chi tiéu cia bang
diém can bang duoc thé hién bang so do 2.

5. Két luan

Trong diéu kién toan cau hoa va canh tranh ngay
cang gay gat viéc sir dung hiéu qua ngudn luc khan
hiém dang dt ra v6i tit ca cac cap cac nganh. Trong
linh vyc dao tao, nang cao chét lugng dao tao va
nghién ctru khoa hoc dap tng nhu cau cua xa hoi 1a
chia khoa cho su thanh cong cua cac truong dai hoc.
Pé theo kip va hoi nhap véi thé gisi, nganh gido
duc, ddo tao cAn manh mé d6i méi khong chi
chuong trinh, ndi dung, phuong phép giang day ma
con phai d6i moi ca cach thirc quan 1y. Bang diém
can bang 1a cong cu hd trg quan 1y moi da duoc
nhidu truong dai hoc trén thé gisi str dung 1am cong
cu quan ly va danh gié hiéu qua hoat dong. Bén canh
bang diém cin bang, cac truong dai hoc nén ¢ hé
thong ké todn quan tri hira hidu dé hd trg qua trinh
1ap ké hoach, kiém soat va ra quyét dinh. Chi c6
manh mé ddi méi cach thire quan tri, van dung cac
phuong phap quan tri tién tién cta thé gidi, cac
truong dai hoc Viét Nam mai co thé sir dung c6 hi¢u
qua ngudn lyc dé nang cao chat lwong dao tao, dap
g duoc nhu ciu dao tao ngudn nhan luc cho xa
hoi va khong bi tut hau qua xa so véi khu vuc va thé
gi6i.0
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DANH SACH MQT SO TRUONG PANG SU DUNG BANG PIEM CAN BANG

Trudong Qubc gia B0 phén dp dung

1. University of California at San Diego My Business Affairs

2. University of California at Davis My Phong Hanh chinh

3. University of California at Berkeley My Phong Hanh chinh va Kinh doanh
Administrative Information System,

4. University of California at Los Angeles My Business Administration Service
Division of Business and

5. University of California at Irvine My Administration Services

6. University of California at Santa Cruz My Business and Administration Service

7. University of California at San Francisco My Ky tlic x4

8. California State University at Northridge My Phong Tai chinh va Hanh chinh

9. California State University at San Marcos My Phong Tai chinh va Hanh chinh
10. California State University at San

Bernardino My Phong Tai chinh va Hanh chinh
11. Florida International University My Toan truong

12. University of Louisville My Toan trudng

13. University of Vermont My Toan truong

14. University of Akron My Toan trudng

15. University of Virginia My Thu vién

16. Fort Heys State University My Toan trudng

17. University of Florida My Thu vién

18. University of Edinburgh UK Toan trudng

19. Glasgow Caledonian University UK Toan truong

20. Deakin University Uc Thu vién

21. Bond University Uc Toan truong

22. Carleton University Canada | Phong Tai chinh va Hanh chinh

(Nguon: Nopadol Rompho, 2010)
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