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MO PAU

1. Ly do chon @@ tai

Trén thrc t thé gioi va Viet Nam cho thy khéng it cacd chirc
hoic ch don thuin danh gia nhan vién,é& qua hoat dong qua céac dh
tiéu doanh &, loi nhuan haic theo ém tinh, hdc thiéu tinh Kt ndi vai
chién luoc va i thdng cac mc tiéu. Cung i cac plrong phap qan ly
khéc nhr quan ly theo nuc tiéu (MBO), xaalinh chi phi da vao hat
dong (ABC), qun ly chHit luong toan din (TQM), Balanced
Scorecard (BSC) giup doanh nghido lvong hiéu qua cong véc qua
viéc két hop cac chtiéu tai chinh va phi tai chinh, gip cac nhamly
c6 mbt cai nhin can dng ton Vé toan § haat dong aia © chic va co
thé danh gia mt cach toan dn mic do hoan thanh va Bir qua caa cac
chién lrgc kinh doanh.

Tai Viét Nam, theo cong dcia Vietnam Report thang 1/2009,

trong 500 doanh ngép hangdau Viét Nam, c6 7% doanh ndii da ap
dung va 36%dang c6 K haach 4p ding BSC trong qua trinh xayrdg
chién hrgc. PHin 16n cac doanh ngép cia Vit Nam \in rat mo hd vé
The diém.

Cong ty ¢ phan phin mém quan ly doanh nghiip (FAST) la
doanh nghip sin xuat, trién khaitng ding phin mém quan ly doanh
nghiégp. Nhr nhiéu doanh ngtgip khaco Viét Nam, FASTciing gip
nhiéu kho khan trong thrc hién chién lugc. Nguy@n nhan thnhit caa
tinh trang trén 1 condn tai khoang cach dgia nhin thac V& md & Sir
ménh, Tam nhin, cac Gia irva Chén luoc gitta 1anhdao va nhan vién;
con Bn tai khoang cach gia chén luoc va thrc thi chién luge. Nguyén
nhan thir haila do hién nay FAST cha c6 ndt cong @ dé danh gia Kt
qua haat dong aia nhan vién, & chinhanh, cia céng ty nt cachtoan
dién voi cAc tiéu chén danh gia véc thec thi chién luoc o thé ma ch
danh gia d¢a theo nking con $é vé tai chinh. Plwong phapdanh gia nay
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dan dén sy khdng cong bng, khéng toan @h trong véc danh gia Kkt

qua hoat dong san xuat kinh doanh, khéngb radugc dong lec cho céac
nhan vién ap trung thrc hién cac van d& chién luoc... BSC l1a congw
déc lyc dé giai quyét cac van dé trén.

Dé tai nay nghiéneu dra trén thrc # hoat dong kinh doankeua
FAST, mong mdn tao ra @ s tién dé vitng chic cho viéc xay drng va
trng dung mjt hé thong BSC cho FAST.

2. Muc tiéu nghién aru

Xay dyng BSCung ding trong congéc thec thi chén lugc aia
Co6ng ty ¢ phan pHin mém quan ly doanh ngliip FAST.Ddng thyi xay
dung dé tai nhr mot tai liéu cho cac doanh ndl ptin mém va cac
doanh nghip khac thankhao, nghién &u tng ding.

3. Poi twgng va pham vi nghién aiu

Déi trong nghién Gu cia dé tai aia dé tai la thre thi chén luoc,
téng quan BSC vaan dung BSC trong thc thi chén lwoc tai FAST.

4. Phwong phap nghién daru

Phrong phéap thng ké va phan tich

Phrong phap pbng van tnrc tiép

5. B6 cuc luan vin

Dé tai duoc két ciu thanh 03 chong:

Chwong I: Co s5 Iy luan chung ¢ tng ding BSC trong téin khai
thuc thi chién lugc.

Chwong II: Thuc trang thrc thi chién lroc cia Cong ty 6 phin
phdn mém quan ly doanh ngtéip FAST.

Chwong lll: Xay ding BSC phc wu trién khai thrc thi chién
lugc cia Cong ty 6 phan phan mém quan ly doanh ngkéip FAST.
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CHUONG | : CO SO LY LU AN CHUNG VE UNG DUNG BSC
TRONG TRIEN KHAI TH UC THI CHI EN LUQC

1.1 Khai quét vé chién lwgc va thuc thi chién lwec

1.1.1 Khai niém chién lwec

Chién lugc c6 tr thoi Hy Lap ¢ dai. Thuat ngir nay c6 ngan goc
tir quan g, xuat phat fr tir “Strategos” - chké hoach dan tin va phan
b luc lwong Wi muc tiéudanh thing ké thu. Johnson va Schotknh
ngha: “Chién luoc ladinh hréng va plam vi caa mbt t6 chirc trong dai
han, nhim dat dwoc loi thé cho 6 chic thdng qua &u hinh cac ngin
luc cia né trong Bi canh dia méi trong thaydoi, dé dapung nhu @u
cua th treong va tlba man K vong aia cac béntiu quan”.

Téi thiéu c6 03 &p chién lrgc: Chién lugc cip cong ty lréng dén
muc tiéu Bng th va quy md éa doanh nglép dé dapung duoc nhing
ky vong aia ngrdi gép Wwn. Chién luoc cép don vi kinh doanh héng
nhiéu hon ti viéc lam t nao nét doanh nghip cé tt canh tranh
thanh cong trén a1 thi truong a1 thé. Chiéén lroc tac nghdp la céac
chién lugc gitp cho cac chin chién luoc kinh doanh va chin lroc cip
cong ty thrc hien mot cach kku hieu (PGS.TS Lé T Gisi cung cac
cong sr, 2007).

1.1.2 Thuec thi chién luec

Thuce thi chén lwoc (TTCL) la qué trinh chidn cac y trong chién
lwoc da duoc haach dinh thanh cac hantong ai thé caa © chic.

a) Thiét ké cau tric 6 chic

Co ciu t chic la phrong tién dé cac nha gin tri c6 the phdi hop
cac hat dong gita nHing chic ning hay b phan khac nhau rim khai
thacday du cac K ning va ring hrc cia hy. Cac kit co ban cia @ ciu
t6 chic la sr phan cong vaédt hop. Sr phan cong la cachith dé cong
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ty phan b con ngroi, cac tai nguyén cho cac ghi w thyc hién cac
muc tiéu chén leoc cho 6 chirc.

b) Thiét Idp va thec thi cac chén lwoc tac nghép

Cac chén lugc tAc nghip bao ém: chién luoc Marketing, chén
lugc tai chinh, clin lwoc nhan s, chién lugc R&D, chién luoc
CNTT...

Cac chén luoc tAc nghp dugc coi la céng g, phrong tién thuc
hién chién lugc. Thiét 1ap va thre thi cac chin lugc tac nghép 1a viec
trién khai phrong hrong, muc tiéu chén lroc & cip do cong tydén
tirng b phan trong doanh nghp thuc hién.

c) Phan B ngwn luc

Ngudn lrc ladiéu kién cin cé & con ngrodi, ngudn tai chinh, k
thuat, cong ngh va cac phong tién cin thiét khacdé dam bao duy tri
va phat trén doanh ngltip theo cac mc tiéu dd xacdinh. Phan péhi
nguon lyc nhim muc dich bio dam oo so vat chit, ky thuat theouu tién
da xAc ip truéc cho vic thye thi chién luoc.

d) Thiét ké hé thong kiém soat

Bén anh thrc hién cac vin dé trén, cong ty &n phai thiét 1ap mot
hé thong kiém soat thich ép. CAc i théng kiém soat chén luoc la cac
hé thong thiét dat muc tiéu, do luong va pln hdi cho phép cac nha
quan tri chién lrgc danh gia xem cong ty cdat dugc sr vuot troi vé
hiéu qua, chit lvong, sr cai tién, dapting khach hang hay khéng.

Cac hroc thiét ké hé thong kiém soat chin hrgc: Thiét 1ap cac
muc tiéu, Tao ra cac B thong do leong va gidm sat, So sanhtwithuc
hién voi cac muc tiéu,Danh gia Kt qui va hanhiong sra chira.

1.2 Khai niém va vai tro aia BSC trong thrc thi chién lugc

1.2.1 Téng quan \é BSC

BSC do Robert Kaplan - giaar sreong kinh doanh Harvard va
David Norton - sangip vién @a cdng ty & vin CNTT khoi xuéng vao
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nhitng rim dau cia thap nién 1990, la prong phap nbm chuyén tm
nhin va chin lugc cia doanh nglp thanh mt The ghi diém
(Scorecard), trongié bao gm he théng nhing muc tiéu kém theo
nhitng thréc do, ch tiéu, cac sang &h oy thé dé thie hién cac mac tiéu
d6. BSC i hién ar can king gita bdn vién cinh:

= Tai chinh: Chang ta & dién nhr thé nao trée cac 6 déng?

= Khach hang: Chang ta dm diégn nhr thé nao tméc khach
hang?

= Quy trinh Bi bo: Chiing ta phi vuot troi vé cai gi?

= Pao ko — phét tén: Chang ta c6 thtiép tuc cii tién va ho ra
gia ti khéng? (Kalpan & Norton, 1996).

iC do ket g ng ch:
can dat dwoc anhdong de d
diroC Muc tiél

' T hanhieng
u
Hinh 1.4: Giu trac BSC
1.2.2 Uu diém va nheoc diém aia BSC
1.2.2.1 Uudiém
= Dién dat Chién lugc mot cach @ hiéu, ngin gon dén tit ca cac
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cip d¢, ting arong hiéu qua truyén théng.

= Theo ddi cac §u tb chinh ¥u aia chén luoc kinh doanh.

= Két hop chit ché muc tiéu chén lroc voi phan B nguon lyc.

= Tro gidp thrc hién cac thayddi vé t6 chic doanh nglip.

= Gilipdanh gia chinh xacé qua thuc hién caa mdi cap do.

1.2.2.2 Nhuoc diém

= BSC la ndt cong @ do lrong yéu, khodng linh hat, né thrc ar
thiéu dr mém déo (Mohan Nair, 2004).

= BSC qua bao quéat va badng qua nhdu yéu t dic treng trong
t6 chrc (Paul R. Niven, 2009).

1.2.3 Vai tro cia BSC

= Hé théng do luong,

= Hé théng quin ly, thrc thi chén luoc

= Cong @ traoddi théng tin.

1.3 Quy trinh xay dwng BSC phuc vu thuec thi chién lwgc

1.3.1 Xem xét vén cinh, skc ménh, cac gia t¥ cit |6

BSC la ndt cong @ duoc thiét ké d& mang i sy giai ma s
ménh, cac gia it tim nhin, va cHin lwvoc aia cong ty thanh cacun
tiéu va cac chs do leong trong tng vién anh aia the diém. Chinh vi
vay can phii xemxét dé xay drng im nhin thrc sy 1a miu myc aia g
ménh va cac gia trobt 18i cua © chac. Co nhu thé, BSC ndi chuyén tai
dugc cac tréng trong trong trong lai aia © chac.

1.3.2 Xem xét chén lwgc va visc thuc thi chién luec

BSC wo ra nmdt khung lam véc dé t6 chic di chuyén tir viéc
quyét dinh thrc hién chién luoc dén viéc thrc hién né. BSC 1a & qua
cua viéc dién giai chién lugc aia 6 chirc thanh cac mc tiéu, thréc do,
chi tiéu va sang kn trong ting vién canh aia no.
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1.3.3 Xay deng hin dé chién lugc

Ban do chién lugc la viéc trinh bay Bng s do trong nt trang
gidy vé nhiing diéu ma cong ty pki lam tt trong trng vién cinh dé
thuc thi thanh céng cBi hrgc caa minh. Xay dng Ban dd chién luoc
dé giap 1 chic xac dinh dugc mbi quan k& nhanqua giita cac myc tiéu
chién lrgc.

1.3.4 Phat trién cac chi b do lwong hiéu suit (KPIs)

KPIs la céng g do lwong, danh gia hdu qua cong véc cia ©
chic, by phan chrc nang hay ca nhan théng quéc ch tiéudinh rong,
ty 16... Bé do lrdng viée thre hién cac muc tiéu chén hegc ta tén hanh:

= Phat trién cac KPIs d@ia vién canh tai chinh.

= Phat trién cac KPIs d@a vién canh khach hang.

= Phat trién cac KPIs @ia vién cinh i bo.

= Phat trién cac KPIs @a vién canh hpc hoi — phat trén

1.3.5 Phat trién cac chrong trinh hanh dgng (KPAs)

Céc chrong trinh hankiong — KPAs la nfing hait dong, chrong
trinh, dr &n hdc la nhing hanhdong a thé gilp cong tydat duoc
nhitng muc tiéu chén lrgc. Cac bude thre hién bao gm:

Bugc 1: Tén hanh kém ké cac chong trinh hén tai.

Budc 2: Lap Ban d6 chocac KPAs theo céc gt tiéu chén hrgc.

Budc 3: Laai bo va phét tén cac KPAs bthit lac.

Budc 4: Danhuu tién cho cac KPAs cé luoc.

1.3.6 Phan b ngan sach cho cac akong trinh hanh déng

Pé dam bao chocac muyc tiéu chén hrgc duoc thre hién, taphai
tién hanh phan B ngansach cho ttng KPA. Gi thé diém cip caova cac
thé diém phan dng ctia cac cp déu co cac KPAs,vi vay méhinh chung
BSC c6 chirc ning phan b cac tai nguyénya la co o cho cac bn dé
trinh ngan séch.

1.4 Cac raocan khi xay deng BSC

Tur phia qun ly: Yéu éu sy quyét thm caaio va sr nhat tri
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trong thrc hién cia Ban giamidc; khdng co kh ning dat duoc ar nhit
tri trong cac mc tiéu hay bin phap; rit nhiéu thoi gian dia nha qgén
ly, dac biét 1a quan ly cip cao.

Tur phia thrc hién: Thiéu ar ddng tinh @a cac nhan viénussy
hai hay mén ardng phii thay ddi; viéc do thi &, nhrng viéc xacdinh
do céi gi At kho; Cac tai Bu chinh tibng V& BSC hén nay dt it, ch
yéu la cAc tai Bu dich.

1.5 Panh gia mic d¢ hoan thanh céng véc theo BSC

Cong tac nay rim thicday qua trinh tire hién thanh cong cac
muc tiéu, ch tiéu k& haach da x&cdinh; Quin ly theo ddi va c6 cac &
phapdiéu chinh kip thdi qué trinh thrc hién cac nac tiéu, ch tiéudit ra.

CHUONG Il : TH UC TRANG THUC THI CHI EN LUQC
CUA CONG TY FAST

3.1 Giéi thiéu chung @ Cong ty FAST

Cong ty @ phan Prin mém Quan ly doanh nghip FAST la céng
ty cd phén, chuy@n @ san xuit va trién khai pin mém quan ly doanh
nghiép, dugc thanh &p vao ngay 11-6-199%¢p tru so tai Ha Noi, 02 chi
nhanho TP Ho Chi Minh va TPPa Ning; d4 5 kn doat giai thuong Sao
Khué (2005 — 2010), cundig sin prim va dch w cho din 10.000
khach hang trénacwréce.

FAST céeac sin phim, dich vy phan mém sau:

= Fast Business: Bh mém quan tri toan dén doanh ngféip
(ERP) cho cac doanh nghilon.

= Fast Financial — Bim mém quin tri tai chinh cho cac DNVVL.

= Fast HRM — Pin mém quan ly nhan g, tinh krong...

= Fast Accounting — Pim mém ké toan cho cac DNVVN.

= Fast Book — Pin mém ké toan cho caaho.

= Mot sb san pham chuy@n ngankhac.
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= Tu van va trén khaiang ding phin mém va gai phap qun tri
doanh nghip trén 1én ting CNTT.

» Da0o ko sr dung pHin mém ké toan.

Cac quyrrinh sin xuit kinh doanhchinh:

= Xacdinh th treong, khach hang

= San xuat sain phim

» Ban hangva tai ban hang

= Cung ép san phim va dich vy

» Bao hanh & chim s6c khach hang

Thuc trgng hait dong kinh doanh:

Trong giaidoan tr 2008 - 2010, FASTa thuoc nhom doanh
nghiép pHin mém c6 muc ting tnréng kha, véi gia tri loi nhuan, gia ti
thu tién ting ¢in nhr gap d6i, trongdo loi nhudn naim 2010 #ng din
40% so i nam 2009.

3.2 Phan tich thyc thi chién lwgc kinh doanh aia FAST

3.2.1 Tam nhin, s¢ m¢nh va céc gia tf cit 16i ciia FAST

= Tam nhin: FAST xay dng thanh rit céng ty toong ©n, phat
trién bén vitng, 1a nha cungép tin cly giai phap gan tri haat dong sin
xuat kinh doanh trénén ting CNTT,....

= St ménh: Phat tén va tr van ang ding phin mém cho doanh
nghiép, nhim tr dong hdéa cac coéng & tha cong nham chéan,dhtrg
lam viéc sdng4o, théng minh, ...

= Céc gia tf cdt 16i: Cham chi; Hoc tip, Boi méi va Sang4o;
Tinh thin dong doi.

3.2.2 Chién lwgc va phansich ngi dung chién lugc kinh doanh
cua FAST

3.2.2.1 Chién luoc aia FAST

Quandiém haat dong, kinh doanh? Béi tac lau dai, tin @iy”. Sir
dung chén luoc tp trungdé canh tranh.Cu thé héa chén hrgc tap
trung king “Gi dgi phap phu tvp — Dich wu chu d4o”.
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3.2.2.2 Thyec trang thec thi chién legc kinh doanh ga FAST

bé thyc hién phrong cham Déi tac l1audai, tin cay”, FAST tién
hanh thrc hién cac hoat dong sau:

= | ddi tac lau dai aa khach hang#Ap trung khaithac nhom thi
truong khach hang 1a DNVVN. San xuit va cung @p cac dong san
phdm “phu hop”, dap tng yéu &u phat trén, my rong aia khach hang,
kém theodo 1a cac dich vu “chu d¢a0” danh chokhach hang. Bong thi,
chu trong cac hoat dong dé co duoc gr hiéu biét mot cach saus vé
nhu du aia khach hang trong phan khad throng muc tiéu di lva
chon.

= L& ddi tac lau dai éa nhan vién: Chidng vao nhdm wu nang
cao mirc (%) “Hai long @a nhan vién” & thu nkip; vé phuc bi; vé 1anh
dao; V& van héairng xr; vé& co hoi thang tién...

= L4 d6i tac lau dai éa & ddng, nha cungéap: FAST 1 luc
hanhdong dé phat trén 6n dinh, Bn viing. Cam Kt dong hanh phat
trién voi ¢ dong, \6i nha cung &p.

= & ddi tac lau dai éa @ng dong, dat nudc, xa pi: Xay dung
mot td chirc co trach nhém véi congddng, xa i va dit nuéc.

= Chién luoc diéu hanh céng véc: FAST Ira chon chién hroc
didu hanh 1a quan tri theomuc tiéu (MBO). Nim 2011, FAST d kién
nghién &u, atng dung trién khai BSCdé phuc vu congtac quan tri diéu
hanh.

3.2.3 Khai quét cac nuc tiéu hart dgpng aia FAST

3.2.3.1 Muc tiéu tai chinh

» Tang tnréng kinh doanh: Ing 15% - 17%/ #m;

» Thu tién: Tang 11% - 12%/#m;

= S5 du hop dong: 80%;

= Loi nhuan: ting 16%/am;
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3.2.3.2 Muc tiéu khach hang

= Nang cao cfit lwvong “Giai phap, én prim phi hyp”

= Nang cao cit lugng “Dich w chudéo”, rim giir khach hang
hién c6 (90% & lugng khachhang hién c6 tiép tuc sr dung SP-DV).

3.2.3.3 Muc tiéu quy trinh gi bg

= XAy drng cac phin mém ké toan, tai chinh dic thu theo ngnh
nghe. Cap nhit ngay hp tirc cac §a doi, bo sung & ché do chinh séch
theo quydinh mbi cia nha méc cho cac phn mém hién co.

= Xay dgng mdi trong lam véc tot, tich arc thyc hién cac
chuong trinhhoat dong xa hoi, xay drng van héa “chudao”.

3.2.3.4 Muc tiéu \é hoc hsi va phét trén

= 20% laoddngla chuyén gia cong ty trédrg $ nhan vién.

» 70% nhan viémugc nang Ac.

= Thic day nhan viéniua ra sang ki, cai tién (Kizen’s FAST).

3.2.4 Ké hogch theec thi chién lwgc aia FAST

3.2.4.1 Trong knh wec nghién ¢u, phat trén sin phim R&D

= Nén tang cdng ngh chinh @a sin pHim 1& Microsoft platform,
chay trong moi tirong Microsoft Windows.

= Phét trén cac gn pham, giai phap phi bp theo quy mé va o
hinh kinh doanh (Business Templates). Xagpgithém 3 Templates.

= Nghién u, phat trén phin mém tréncac céng ngh tién tién
(Web-Base)daping nhu du cia khach hang trongiéng lai.

3.2.4.2 Trong knh wc ban hang

= Tap trung tép cn, tim kém khach hang trong cac phan khic

khéach hang mrc tiéu. Goi thi¢u, ar khac bét coa FAST: Gai phap phu
hop — Dich wi chudao, &n tam.

= Tu van cho khach hangré chon “Giai phap phu bp” theo quy
md va lai hinh kinh doanh;da chon giai phap phu bp gitta sin phim
c6 sin va sraddi theo yéu au.
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3.2.4.3 Trong knh wec tw vin g dung

= Tu van khach hangisdung pHin mém voi chat luong cao.

= Nang caoitlé¢ khach hang hai long trén 8086i vai chit lugng
dich w tu van ung ding 1&én con & 90%.

3.2.4.4 Trong knh wec ho tro va chim séc khach hang

= Céac khach handic biét, khach hangdn, ban giamibc coéng ty
s8¢ danh thi giandé di tham hoi va chim soc.

= BGD chi nhanh phi di tham va ctim sécit nhit 3 khach hang
chién lroc.

= Nang caoitlé khach hang hai long trén 8086i véi chit luong
dich w bao hanh, ko tri 1én con & 90%.

3.2.4.5 Trong Inh wc nhan g

= Tang arong mic do Gy quyén dé cap dudi quyét dinh cac dii
phap phu bp v6i tinh hinh thrc .

= Mdi chi nhanh phong ban phnang caoitlé chuyén gia/nhan
vién dé dap ung nhu @u phat trén cia cong ty va cit lvong phuc wu
khach hang.

3.2.4.6 Trong knh wc quin tri diéu hanh

= Chién luoc diéu hanh cong ¥ la “Quan tri theo muc tiéu”.

= Tung hréc nghién éu, tng ding Balanced Scorecard.

3.2.4.7 Xay drng win héa “dich w chudéo, tin tam”

= Xay dung cong ty & thanh ndt noi dé nhan vién tin &y, c6
mong mn gin bé 1au dai.

= XAy drng vin hoa “hiéu biét’nhau, “chud4o” cho nhau ...

3.2.5 Thuc thi chién lwgc aia FAST va nhiing t%n tgi

3.2.5.1 Két qua thyec thi chién luwoc

Giai doan 2008dén 2010, FASTda dat dugc nhiing thanh du
dang K:
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= V¢ tai chinh: loi nhuan, gia ti thu tén ting din nhr gap d6i,
trongdé loi nhuan nim 2010 &ing gin 40% so i nam 2009. Thu nip
trung binh é@a nhan vién @ng ting cao trong vong 3am, hon 30%
trong 3 ram.

= V& khach hang: &luong khach hang céi hrgc dugc tp trung
khai thac, @am 2010 ing xap xi 300% so Gi nam 2008.

= V& ngwon nhan krc: Pao ko 15% nhan vién thanh chuyén gia
cia cong ty.

= V& ngwn lyc thong tin va h ting cdng ngh: dao to i bo
nang cao ing hrc ar dung, khai thac nghn lwc CNTT, phat trién hé
théng pHin mém chay trén web.

3.2.5.2 Nhifng win dé con on tai

= FAST chra c6 not cong @ danh gia hdu qua thuc thi chién
lwgc cu thé.

= Cac muc tiéu duoc dé ra dé thyc hién chién luoc nhrng chra
dugc dgin két véi ngan sach ih dén céac chi nhanh,cphan bdi réi khi
thuc hién cong véc.

= Thiéu sr thong nHit, tdng hrc, ddng bH trong hat dong thrc
hién chén luroc.

CHUONG Il : XAY D UNG BSC PHUC VU TRIEN KHAI

THUC THI CHI EN LUQC CUA FAST

4.1 Céc ar s xay duwng BSCphuc vu TTCL cua FAST

4.1.1 Chién lugc cong ty

Trén thrc € FAST ch d& cap dén cac quantiém vé chién lugc
phét trén kinh doanh mang tintinh hrong, chir chra dwa ra nét phat
ngdn @ thé ndo ¢ chién luoc cia cong ty. Théng qua cadirdung
quandiém chién luoc phat trén kinh doanh, mc tiéu chén lugc va &
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hoach thrc hién chén luoc, ta c6 th khai quat chin luoc cong ty éa
FAST nhr sau:

= FAST phat tién va cung &p cac gii phap qun tri doanh
nghiép trén gn ting CNTT theadinh hréng “Déi tac lau dai, tin &y”
nhim theodudi cAc muc tiéu ‘Cé d@dng hai long va “Nhan vién hai
long’, théng qua s khac bét vé& “Giai phap phu bp, dch w chudéo”.

= FAST lyachon chién lugc tp trungdé tap trung khaithac phan
khuc thi truong DNVVN va “may do” san prim chokhach hang cia thi
truong nay. Tap trungdau tr vao ar “Hiéu biét sAu &c nhu @u cia
khachhang”, tirng hréc cung ép day du cac giai phap, dichvu 16n hon,
mangtinh dic thu cho trng khach hang dé khach hang ¢ lai “lau dai”
véi cobng ty.

4.1.2 Quyét tam aia nha lanhdgo

FAST c6 mot s thuan loi khi tng dung BSC théng qua riimg
dac diém sau:

» Ban gam déc cong tytré, khoe (@6 tudi trung binh - 37 téi).

» BGD, cic nha quan Iy cip trungda c6 nhing nghién ¢u, hoc
tap vé BSC va nhn thic duoc ar cin thiét tng ding.

= C6 ké haoach thyc hign ing dang BSC trong #m 2011.

4.1.3 Van hoa cong ty

Van hoa cong ty FAST: Nhanim; Phéat trén ca nhan; Tichuz;
Cham chi; Cung o l4p. Khau hiéu: “Tam Tai Chi Khi Bng — Cung
tao ldp twong lai’. Khat vong cung 40 dueng trong lai, cho Bn than
mdi nhan vién, chodng dong, xa i va dat nugc.

4.1.4 Nguén vén cong nglg thong tin

La doanh ngléip haat dong trong thh wic CNTT, hing nim
FAST déu danh ngan saatiu tr co so ha tang théng tin ang nhr cac
céng nglk phin mém msi trong thg ding va trong nghiénva, phat
trién phin mém. Bén nay, FASTda hat dong trén not nén tang cong
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nghe thdng tin kha Hin dai so Wi cong nglé phan mém thé gioi. Day
S8 rat nhan & thuan loi trong viéc xay drng, trién khaiwng dung BSC.

4.1.5 Nguon vén nhan luc

Nam 2010, FAST c6 297 nhan vién c6 tridhdai hoc, 13 nhan
vién c6 trinhdé tréndai hoc, 25 nhan vién co trind caoding, trung
cip haic ngte; 15% $ nhan viénduoc dao to thanh cac chuyén gia
gioi, tinh théng ngh nghigp trong thh wrc chuyén mén phtrach; 15%
nhan vién théc nhém qén ly cip trung ti 1én duogc dao to ky ning
chién luoc; trinhdd ngaai ngir ciing dugc chd tong Gip nhit. Po tudi
trung binh @adoi ngi laodong FAST la 31,5 tdi — mot do tudi rat tré,
sung $c, tranday uéc mo va hoai bdo. Chinh ngn nhan frc nay § 1a
nhan 6 tich arc tac dong dén viéc xay drng, thrc thi BSC.

4.2 Muc dich xay deng BSC phuc va TTCL cia FAST

= banh gia htu qua hoat dong cdng ty mit cach toan én hon.

= Két ndi chién lwgc cong ty Wi cac hat dong aia nhan vién.

= Két hop chit chd cac muc tiéu chén lrgc woi cac quy trinh
phan b ngwn luc.

4.3 Xay dyng BSCphuc vu thuc thi chién lwec cia FAST

Trén & so xem xét v&n cinh, sr ménh, cac gia ircdt I8i, chién
lugc va cac mc tiéu chén lugc cia cong ty FASTduoc phan theo 4
phuong dién cia BSCda duoc dé cap ¢ Chuong 11, chdng ta fin hanh
xay drng BSC cho cbéng ty FASTévcac rdi dung sau:

4.3.1 Xay deng hin dé chién lugc

4.3.1.1 Tdp hop cac mc tiéu chén lroc

Trén @ s cac muc tiéu chén luoc cia FAST, chiing taip hop,
sap xép lai theo 4 vén canh adia BSC nir sau:
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Bang 3.2: Cac mc tiéu chén lwoc ciia FAST

Céc vién canh BSC

Céac nuc tiéu

Tai chinh

F1: Tang lgi nhuan

F2: Tang trong doanh thu

F3: Nang cao thu i cho nhan vién

F4: Tang $ du hop dong

F5: Tang doanh &thu tién

Khach
hang

Chat lwgng
SP-DV

C1: Nang cao cl lugng “Gidi phap, gn phim phu lap”

C2: Nang cao dl lugng “Dich w chudad’

Thi truwong

C3: Gia ting 9 luong khach hang céi lugc

C4: Than thit khach hang cbh luoc

Thwong hiéu

C5: Nang cao clt lugng “Poi tac lau dai, tin gy’

C6: Phat tén khach hangiong lai

C7: Nang cao tlong hiéu FAST

Quy
trinh
Noi b

Quin ly
diéu hanh

I1: San xut “giai phap, an phim phi kyp” cé chit leong t, ding tién do.

12: Giam thoi gian cung ép sin phém, dch w

13: Cap nhit nhanh chéng, ik thoi nhitng thaydoi ché dg, chinh sachia
nha nréc cho khéach hang

Quan ly KH

14: Hiéu biet khach hang chn lugc

Caitién

15: T6 chirc lién 1ic Gi tién va hoan thén

Xa hoi

16: Khach hang & bo (nhan vién) hai long (quarg hgiao tép, congdoan,
phuc bi)

17: Phat trér] chrong tri,nh hat dong xa i; thuc hién diing Iuit laodong,
luat ban quyén, luat thué

bao
tao va
phat
trién

Con nguoi

L1: Nang cao k ning quin ly cho nha lankdao

L2: Nang cao #ng lyc &t I6i (tw van giai phap phu bip cho khach hang)

Théng tin

L3: Pau tr ha ting CNTT, c&c ngdn riglap trinh i

L4: Phat trén, cp nhat nhing cii tien vao plan mém dang s dung cho
cong tac gin ly theo lwréng 1 ptan mém dung chung (ERP), c6 kébinvéi
BSC.

L5: Nang cao #ing lyc st dung, khai thdc NL CNTT

T6 chirc

L6: Lam viéc dongdoi: chuyén giao, chia &kién thic

L7: Hiéu bict, chudao wi khach hang éi b

4.3.1.2 Xay deng hin do chién leoc

Ban dd chién lugc cia FAST minh ba mbi quan & nhan qa
gitta K&t qua mong mién vé& khach hang, tai chinh vaining qua trinh
hoat dong i bo (Hinh 3.2: Bin do chién luoc cong ty FAS)

4.3.2 Phaét trién cac chi s do lwong higu suit (KPIs)

Sau xay dng hin do chién lwoc cong ty, ta xayehg cac tiéu chi
dé do luong hidu st cho trng muc tiéu chén hrgc. CAc tiéu chi xay
dung dra trén cac mc tiéu chén leoc. Tiéu chén lya chon cac muc
tiéu chén lroc 1a: Tinh lién Kt véi chién lroc, kha ning truy dp, tinh
dinh lrong, & hiéu va phu hyp.
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Két hop 1y thuyét va két qua phong vin Bangiam déc, ta xay
dung duoc mot hé thdng cac thrdc do duoc liét & Bang 3.4 - Cac dhsd
KPI cia FAST.

C6 céac chrong trinh hanhiong thi cac mc tiéu noi co thé dat
dugc. Viéc phat trién cac KPAs bao §m cac brée sau:

4.3.3.1 Kiém ké cac clong trinh hén tai

Khi phat trén cac clrong trinh hankiong cin phai liét ké #t ca
cac chrong trinh, dr 4n hén tai ma céng tydang trén khai va &p trién
khai trong thyi gian ©i. Hién tai, trong céng tac gin tri didu hanh hat
dong kinh doanh, FAST c6 21 ebng trinh, dr &n chinhdé thyuc thi cac
muc tiéu chén luoc cia minh (Bing 3.5).

4.3.3.2 Poi chiéu cac KPAs &i cac muc tiéu chén luwoc

bdi chiéu cac KPAs Hin co cua FAST Wi cAc muc tiéu chén
lugc thi ta thy tat ca chrong trinh, dr &ndang thrc hién déu phuc wu
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cho cac mc tiéu chén lwoc. Tuy nhiéndé thuc hién diy da cac muc

tiéu chén lugc FAST @n phai b6 sung KPAs cho hai at tiéu sau: C5:

Nang cao cfit lugng va I13: Cap nhit kip thoi nhitng thayddi ché do,
chinh sacha nha méc.
4.3.4 Phan b ngan sach cho cac akong trinh hanh dgng

Trén @ sv ké hoach ngan sach cho cacwing trinh hanhiong
phuc vu muc tiéu chén luoc cia coéng tyva cach thic anh hréng cua
cac KPAs i myc tiéu chén lwoc, dong thyi tién hanh phong vin BGD

vé ngansach danh cho hai KPAs i ting thém tacé bang ngan séach

cho céc chong trinh hankiong phuc vu muc tiéu chén luoc.

4.3.5 Hoan chinh BSC
Bang 3.9: Tl diem cén lang cong ty piin nem QLDN FAST

T.suit

Vién canh Muc tiéu chién lwgc Thwéc do Chi tiéu d.lwong Chuwong trinh thuc thi | NS
F1: Tang bi nhuan % Tang ki nhuan Tang 20%|  Quy ((::r:rrgﬁlg trinh kém soat
£ F2: Tang doanh thu % dng doanh thu ang 30%| Quy
5 FSiﬁqg thu nlap cho 0@ thuﬂnrap nhan viérdugc Tang 10%| Quy Chmng trinh kém soat
e nhan vién tang 1én chi phi
= F4: Ting $ du hqp dong |% Tang © du rpp dong Tang 15%| Thang
EéSn Tang doanh &thu % Tang doanh & thu tén Tang 15%| Théng
C1: Nang cao ch lugng:|% khach hang tha man ¢ sin Tana 5% . |Khao sat nic do hai
San phim, GP phibp | pham, giii phap ph bp ang 5% | QW liong qia KH ¥ “Giai
NGB ; .|% khach hang ta man ¢ phap, &n pram phd 50
gihN\fl“f’hﬁzgf‘ uONG:| ich v sau ban hang chtdo |Tang 5% | Quy |hop’;Dich  w  chu
T dao”.
C3: Ting khach hang  |Sd lugng khach hang céin ~ . |Tri &n khach hang:dhg
chién hugc lugc tang Ien. TaNg 50% | QU lqua, camun KH. %
A . S6 lugng khach hangugc Tham hoi, cham s6d
C4: Than thitkhach | .o Ting20% | Nm |khach hangdn, chén| 50
hang chén lugc
o 9 ¢ luoc, giao lru..
3 C5: Nang cao ctt lugng: % khach hang tai kyé hqp Lap trinh, ap ’nrat
i Dai tac lau dai, tin gy. |dong kio tri, b sung &ra doi, 90% Nim nhitng thay doi che do, 0
8 Giir vitng 9 lugng khachnang ap sin pham chinh sachia nha méc
I~ hang hén co, phat tén cho kh&ch hang ém cé.
khach hang i qua st |SO lugng khach hang Bn co Tri &n khach hang:ahg
gioi thieu cia khach hangioi thigu sin pham, dich w 10% Nim |qua, cam on khéach 50]
hién co. cong ty cho khach hangan hang.
Dhis s . S5 lugng sinh viénluge dao Tai tro cho sinh vién, &
ﬁaﬁn nganﬁgikg?r?r? vian)zo phin mém Fast 10.000 Nim |trg giang ciy cho ca¢ 100
9 9 Accounting.edu truong Pai hoc.
S5 buwi hoi thao, bai bao, bai Chuong trinh qang b4
C7: Nang cao tkong viét trén website,ap chi k& 30 N&m thuong héu (quing cag 200
hiéu FAST tqé\n, PC W0|:d, cac & dan trén cac website, &
ke toan, kinh¢... bai, i thao...)
_| Quan [I1: San xuit “giai phap, [S6 lugng sin plim danh cho SX phin mém chuyé
g =gy san pham pha fyp” ¢6  |ddc thd chuyén nganh 3 6 thampanh cao su, wbc| 550
diéu |chit lugng bt.. phim, xay ding
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hanh

S5 16i (ky thuat, nghigp

Ra soatdi cac quy trin

G , ¢
vu)/Tong $ chic ning Giam 5% Quy san xuat. 0
Thoi gian trung binh téin khail - . . |Ra soétdi cé&c quy trinh
hop d%ng ’ Giam5% | QU |ryyp w 0
12: Giam thoi gian cung o = —= 3 I % -
c&p sin phim dich wi /o cac yéu &u 1o trg khach ) Ra soatdi cac quy trin
’ : hangduoc giai quyét ngay  |Tang 5% Thang|ho trg, bio hanh — bo 0
trong ngay lam vic tri san pham.
Quan % SL KH chén lrgc c6 théng Nhin manh ke théng
ly ) tin day du trén CRM va tai CRM;
khach|14: Hiéu biét khach hangl|lidu khio sét, gii phap, setup|. " . |Chinh sra, nang ép h¢
hang [chién lugc + chrong trinhduoc leu trix Tang 50% | Quy théng pHin mém E- 100
day du; Ung‘d;ng hién tai cua Tg:amWork va #p nhit
KH va nhu éu trong lai hang day du thdng tin.
Cai | ia sk s |TY 16 S5y tuong,dé xuat At an R
“x - [15: Lién tyc cii tien va , - , o . |Phat dong phong tra
uen hoan thén 1 chirc (Fast's kalgn)iuf; cung 25% Quy Fast's Kaizen 30
dung/ng $ nhan vién
16: Khach hang &i bo Ty I&¢ % nhéan vién hai long o , |Khao sat n&tc do hai
Qua |hai long 95% QU |jong aia KH i bo 10
trinh [I7: Phéat trén chrong S5 lugng cac chrong trinh y ) .
x& hdi [trinh hait dong x& i va |hoat dong xa kbi tham gia Bng 5% | Quy Tfmg arong cac ~chc‘mg 80
- N 7 4 trinh hait dong xa i
tang arong chip phap
N g % nhirng ngroi quan ly dugc Chuong trinh dao to
L1:Nang caogring o g hoc tap vé quan ly didu 20% Nim |né&ng cao ¥ ning quin| 100
guan ly cho nha lanidao | . S
hanh. ] ly cho nha lankiao.
Con Ty I¢ chuyén gia cacap duoc 3% Quy M¢ céc bp dao wo ky
ngudi |L2: Nang cao ing lyc  |dao 40/ lugng nhan vién Y nang chugn moén, K
¢t 16i cho nhan vién  |TL nhan vién thifat nang lac 80% Quy |ning mém va 6 chic| 200
Ty & nhan vién Hiu biét vé 65% Ly |thi nang ic cho nha
khach hang, i phim va Cty o | QW |yign,
L3: Piu tr ha ting T/d$ duong truyén mang dién o1 Quy ] )
8 CNTT, cac ngbn niylép |rong, internet bng thdng éng Y Nang @ép h thong
= trinh moi (dau tr dudng Sb lugng ngdn ng lap trinh, CNTT, mua ngbén ng 300
8 truyén, mua in quyén | CSDL mvi duoc dau tr mua 02 Quy |mgi, CSDL...
o Thong NNLT) mai dé phuc vu nghién gu
> : s nin 2 |SH lugng chic ning dugc sin Chinh gra, nang ép he
g | ™ ;?g:attr?nn przg |",Em Xut méi danh cho cac im Ting5% | Quy |thbng pHn mém E-
=3 ung 9 qunly mém st dung quin ly cong ty. TeamWork,..
] L5: Nang cao #ng luc 1A O AN AN Dbao o i bo ky ning
sir dung, khai thac ngin |11 % NNan vien s dung 85% | Quj |st cung, khai tha
luc CNTT § ! T ngwn lyc CNTT.
. - Muc do tham gia ra quit| s o ¢
L6: Lam vicc dongdoi,  |dinh aia dip tn;()rng nh(’)mqlm Tang 10%|  Quy
Té |chia € kien thic - % sl tai [éu cac kén thic Ting 15%|  Quy
chirc cac bp di hoc v dugc chia § g 157 y
L7: Hiéu biét, chudao |- S lan traodsi gira Giam s g . S
véi khach hang §i b |déc va nhan vien Tang 5% | Quy | Chulo i bo 259
Téng ngan sach 2.12

4.4 Trién khai danh gia thidiém két qua thwc thi chién
lwgc nAm 2010cua FAST dwa trén BSCda xay dwng
St ménh, #m nhin, cac gia iy chién luoc; bén vién cinh tai
chinh, kh&ch hang, quy trinlirbo, dao to — phét trén; cac throc do
hiéu suit KPIs; cac chiong trinh hanhiong KPAsda duoc xacdinh,
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xay drng & cac pran trén.Dé trién khaidanh gia thidiém BSC trong
nim 2010 cho FAST an thém cac boc sauday: Xacdinh trong $ cac
KPls; Phat tén tng ding cho cac chsd KPIs; Thu thp di liéu KPIs,
binh lwrong KPIs, Phan tichushoan thanhpanh gia KPIs; Xaalinh
diém manh vadiém yéu, D& xuat bién phap B tro. Tur do, dua ra Kt
luan va kién nghi.

4.4.1 Xacdinh diém s cho cac KPIs

Diém $ cho #t ca cac muc tiéu chén lugc im trén th diém la
100diém. Biém aia tirng vién canh do Ban gianddc cin ar theo chén
lwoc chung éa cong ty ma phandban dinh. Biém s cho trng cH s
do hrdng KPIsduoc xacdinh ain ar vaodiém chung cho \iin cinh aia
chang. Ban giandéc cdng ty choang, FAST @n tp trung fon cho céac
yéu t phi tai chinh. @ thé: Diém $ cho tai chinh la 3@iém, phi tai
chinh la 70diém (trongdo: khach hang: 3@iém, quy trinh Bi bo: 20
diém, hoc hoi — phat trén: 20diém).

4.4.2 Phaét trién iing dung cho céc cliss KPI

4.4.2.1 Thu thip di liéu cho cac KPI

Thu thap di liéu cho cac chsh KPI nhim xacdinh diém manh,
diém yéu vadanh gia nic d6 % hoan thanh chi lroc chién lugc sin
xuat kinh doanh ga cong ty théng qua & irng ding BSC.

4.4.2.2 Pinh hrong cho cac chss do lwong KPI

C6ng thirc tinhdiém thirc hién chung éa cac mc tiéu chén leoc
nhu sau:

Piém thuc hign = Piém chuin x % hoan thanh

Sau khidanh gia xong ta coang két qua dir liéu vé cac KPIday
du nhue sau:
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Bang 3.13: Bing ket qua thyc hign cac KPIs
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QN-07 [ Ty I& % nhan vién hai long 95% 66% 69% 2 1.38|  Trungbin
) $6 lwgng cac clrong trinh <o o o N
QN-08 haat dong xa i tham gia Tang 5% | Tng 3% 60% 1 0.60 Trung bin
IV. Thwéc do vé dao tao va phat trién 83% 20 | 17.13 | piém kha
DP-01 mm t’;%“\’ﬁ'e%‘ig:}l’ duoc 20% 10% 50% 2 1.00|  Trung bin
DP-02 | 171¢ chuyén gia cacap dugc | 50, 3% 100% | 4 | 4.00| Diém manh
dao w0/ lugng nhéan vién
DP-03 gayc"? nhan vién thdatnang | gq, 60% 75% | 4 | 3.00| biémkha
[Ty 1& nhan vién fu bist vé ; ; . o
DP-04 | | 7sih hang, SP va Cong ty 85% 73% 86% 2 1.72| Diémkha
DP-05 | 10C 40 duong truyn mang 1 1 100% 1 1.00| Piém manh
dién rong, internet
DP-06 | Pau tr ngdn ng lap trinh, 02 02 100% 2 2.000 Piém manh
Sérluqng chrc ning duoc sin .
DP-07 | xuat m¢i danh cho cac pim Tang 5% | Tng 5% 100% 1 1.00| biém manh
mém st dung quin ly cong ty.

] . < . | %hoan | Piém | Piém Diém
Thudéc do Chitieu | Ketqua | “yonn | chudn | thihign manh/yéu
I. Thwéc do Ve tai chinh 139% 30 42.67 | Piem manh
TC-01 | % Tng loi nhuan Tang 20%| Tang 38 %| 190% 10 19.00 biém manh
TC-02 | % Ting doanh thu ang 30%| Tang 44 %| 147% 7 10.27 DBiém manh
TC-03 | % Thu np NV dugc tang Tang 10%| Tang 10 %| 100% 7 7 biém manh
TC-04 | % Tng $ du hop dong Tang 15%| Tang 13 % 87% 3 2.60| biém kha
TC-05 | % Ting doanh &thu tién Tang 15%| Tang 19 %| 127% 3 3.80| Dbiém manh
II. Th wéc do vé khach hang 120% | 30 | 35.96 [ Piém manh
KH-01 Z’nkgfgr:‘] hg"";i%ﬁgp”:ﬁ%‘ip Tang5% | T®ng7% | 140% | 5 | 7.00| Piém manh
KH-02 Zé)cﬁh\ilcgazaggnﬁﬁar:gg;ao Tang5% | T®ng6% | 120% | 5 | 6.00| Piém manh
KH-03 ﬁogrgr‘]gg 'fQﬁCh hang c Tang 50%| Tang 54%| 108% | 4 4.32| Piém manh
KH-04 ffﬁ'r;‘gggckh“h hanguoC | 1309 2006 Tang 25% | 125% | 4 5.00 Diém manh
% khach hang tai ky hop .
KH-05 | dong hao tri, b6 sung &adoi, 90% 90% 100% 4 4.00 biém manh
nang dp sin phim
$6 luong khach hang Bin co .
KH-06 | gidi thiéu sin pham, dch w 10% 12% 120% 3 3.60[ biém manh
cong ty cho khach hangén
$6 luong sinh viénduoc dao .
KH-07 | tao phain mém Fast 10.000 17.243 172% 3 5.11 Diém manh
Accounting.edu
S5 budi hgi thao, bai bao, bai
viét trén website,ap chi l€ 2«
KH-08 tqén, PC Word, Cagcéfld‘an 30 13 43% 2 0.87| biemyeu
ke toan, kinh ¢...
I1l. Th wéc do Vé qua trinh ndi ba 86% 20 | 17.53| Diémkha
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4.4.3 Panh gia két qua TTCL nam 2010 gGa FAST

TAI CHINH
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BALANCED SCORECARD
MUC TIEU CHI EN

KHACH HAI:G DPAO TAO
biem rr;an PHAT TRI EN
(120%) PIEM M ANH (113%) piém kha

QUA TRINH
NOIBO
Piém kha

Hinh 3.4: Kt qui thuc hién chién luoc cia FAST

(83%)

Vi két qua thuc hién dugc 113.29diém (113%), né pin anh
dang thrc trang ngwn lyc, M lec cia FAST. Béncanh d6, nhy viéc
van dung thi diém BSC,cac nha quan 1y cia FASTcé thé nhan radiém

Hinh 3.4: Kt qui thic hién chién lwoc aia FAST
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manh,diém yéu. Tir d6 dua racac quyét dinh dang ¢an nhim phat huy
cac diém manhva han cté, khic phuc cac diém yéu.

4.5 Mt sb kién nghi

= T6 chac trién khai mdt cach & théng, dong bH tir cip cong ty
xudng cp chi nhanh, #4p phong ban va diicuing la ép ca nhan trong
toan by cong ty FAST.

= VINASA nhanh chéng thc hién cac tiing ké & cac ch s tiéu
chuin haic cac chan mec nganh cho nganh céng néiptan mém.

= Phat trén mdt phan mém dé hd tro cho vic trién khai BSC.

KET LUAN

{RELN

Cac nha gin ly thuong nhy vao thréc do tai chinh trugn thong
dé do luong cac Kt qua dat dugc nhr 1a loi nhuin, thu nfp trén wn
dau tu... Théng tin tai chinh duir quan tong, nhing né ch phan anh
quyét dinh trong qué kin hoic cac yu o haic cac xu kréng, mada to
ra gia ti trong qua k. Bién phap tai chinh thadgay hanh vi ngn han
tai cAc chi phi @ sic khoe 1au dai aa © chic. Nhing yéu t nay it
hoic khéng tié ting thém gié irtrong trong lai. N6i canh khac,éu ch
dua vao cac théc do tai chinh thi 8khdngdu dé danh gia, hy sinh cach
tu duy dai fan va khéng thich dp v6i thuc # kinh doanh ngay nay.
Theo md hinh &ithong the diém can ling réu cac nha can tri mun cé
dugc bac tranh chan tic V8 to chac, théng tin tai chinham dugc b)
sung thém &i cac thréc do thyc hien khac bao ém khach hang, quy
trinh i bd, hoc hoi — phat trén, dé dam bao cé tié chi ra duoc ring
doanh nghip minhda dat duoc bbn khdi caa loi thé canh tranh — Hiu
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quéa, S cai tién, chit luong va khi nang dapang khach hang Bin dang
t6t dén mic nao.

Théng qua \vic nghién éu, luan vin d& ch ra cac kéc ren tang
cho viéc xay drng mé hinh BSC plt wu trién khai thrc thi chién luoc
cia FAST,ddng thyi tién hanhtng ding thi diém, danh gia Kt qua
thuc thi chén luoc trong im 2010. Kt qua cho tiét nhr sau:

Thir nhit: Luan vin da liét ké va phan tickiugc cac ¥u t6 can
thiét cho viéc xay drng e thong the diém can ting cho FAST dong
thoi d& chi tét hda cac ly thugt nén ting cho véc xay drng va thrc thi
BSC trong nit té chuc.

Tht hai: A ©o radugc mot Ban dd chién leoc cho FAST, Bn
dd nayda cH ra dwoc mbi quan & nhan qé gitta cac mc tiéu chén
lwgc nam trong on vién cinh aia BSC.

Thir ba: Luin van ding dua ra ndt bang cac danh ot cac thréc
di hiéu suit (KPI) va chrong trinh hanhiong, gip FAST c6 th dat
dugc cac mc tiéu chén lugc cia minh théng qua cacebng trinh thrc
thi va ngwn ngan gg duoc phan b cho ndi chwong trinh thre thi.

The tu: Thdng qua, \ic tng ding thidiém cho FAST, lan vin
d4 ch duoc cacdiém manh vadiém yéu dang bn tai cia FAST. Tr Ban
d6 chién lwoc, mit cach @c ré FAST c6 tle nhan ra dau la nguyén
nhan,dau la Kt qua, tir d6 khic phuc cacdiém yéu, phat huy niing
diém manh.

Cudi cung, Idin van ding d& o ra tén d& vitng chic cho vic
phat trén vatng ding mbt hé thdng thé diém can king cho @ cong ty
FAST va |a o sv dé cac doanh ngBp khac tham ko, nghién ¢u ting
dung.



