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NGUON NHAN LUC TAI TRUNG TAM
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PIEN LUC THANH PHO HO CHi MINH
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TOM TAT:

Céch mang cong nghiép lan thit tv (CMCN 4.0) da va dang dién ra trén toan th€ gidi va c6
tdc dong manh mé& dén todn bd hoat dong kinh t& - xa hdi - vin héa, moi mit clia dJi song va
th6i quen sinh hoat clia con ngudi. Thuc hién chu truong ctia Tap doan Pién luc Viét Nam

(EVN) trong vi€c trién khai cdc hoat dong s6 héa cong tic cung cip dich vu dién theo huéng
truc tuyén, da kénh, Trung tim Chim s6c khach hang - cling dang trién khai hoat dong chim
s6c khach hang theo huéng chuyén ddi s6. Tir d6, doi hdi doi ngii can bd quan ly, ngudi lao

dong cia Trung tAm phai dat trinh d6 nhat dinh &€ d4p ng nhiém vu dit ra. Trén co sd nghién
citu thurc trang ngudn nhan luc tai Trung tAim Cham séc khach hang - Téng Cong ty Pién luc
Thanh phé HS Chi Minh (EVNHCMC), tic gia dé xuat cac gidi phdp phat trién ngudn nhan luc

cho Trung tdm trong thdi gian tdi.

Tt khéa: ngudn nhin luc, phét trién ngudn nhan luc, gidi phap, Trung tim Chim séc khach
hang, Tdng Cong ty Pién lyc Thanh phd H6 Chi Minh.

1.Pat van dé

Cudc cdch mang cong nghiép lan thit tw (CMCN
4.0) da va dang dién ra trén toan thé€ giGi va cé tic
ddong manh mé dén toan bd hoat dong kinh t€ - xa
hdi - vin héa, moi mit clia doi song va théi quen
sinh hoat clia con ngudi.Trong cudc cdch mang nay,
van dé chuyén ddi s6 khong chi 13 mot xu thé vé
cong nghé trén toan cAu, ma con tic dong sau rong
l1én céc linh vuc kinh t€ - chinh tri - xa hoi. Tai
Trung tAm Chim séc khach hang (CSKH) - Tdng
Cong ty dién lwc Thanh phd H6 Chi Minh
(EVNHCMO), tir thang 12/2021 da dua vao st
dung cdc phin mém tng dung nhu: Ung dung GIS

trong cong tic chim séc khich hang, App
EVNHCMC CSKH, Zalo Page, két ndi 2 tong
daiva dédc biét 1a dua vao hoat dong T(A;ng daicham
s6c khach hang da kénh'. Tl d6 doi hdi doi ngi can
bd quan 1y, ngudi lao dong (NLP) ctia Trung tim
cAn phdi nang cao trinh dd vé cong nghé d€ dip
ing yéu cau nhiém vu méi.

2. Thy'c trang céng tac phat tri€n ngudn nhan
Iyc tai Trung tim Chiim séc khach hang - Tong
Cong ty Pién lyc Thanh phé H6 Chi Minh

Trung tam Chdm séc khdch hang (Trung tam)
dugc thanh 1ap ngay 1/5/2012, hién nay gdm c¢6 5
phong 1a: Phong Hanh chinh tdng hop; Phong K§
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thuat; b6i Chim s6c khiach hang; Phong Kinh
doanh va Phong Tai chinh k& todn. Vi chic ning
la cham séc khdch hang st dung dién thong qua
tong dai; Ti€p nhan nhu ciu cung ng dién tir xa
thong qua cdc phuong tién, cdc kénh giao ti€p
bing dién thoai, dich vu tin nhin ngin (SMS), cdc
trang tin dién t& (Website), thu dién t& (Email), hé
thong thong tin toan ciu (Internet), gidi dip yéu
cAu cta khach hang lién tuc 24/7; Thyc hién cic
dich vu tur van vé phat trién khdch hang, tu van vé
st dung dién, gidi phdp cong nghé ti€t kiém niing
lugng; danh gid sy hai long ctia khach hang; cung
cAp thong tin vé dién cho khich hing; xuit bin
phan mém va cic dich vu c6 lién quan; trién khai
cdc ting dung phan mém cong nghé thdng tin phuc
vu cho cong tdc kinh doanh va dich vu khdch hang
str dung dién; dao tao ky nidng nghiép vu chim
s6c khdch hang cho CNVC- NLD trong
EVNHCMC. Tinh d&n ngay 30/10/2022, nhan sy
cia Trung tdm 1a 69 ngudi, trong d6: nam 29
ngudi, nit 40 ngudi.

2.1. Vé cong tdc tuyén dung nhéan su

Trong nhitng nim gin day, Trung tAim han ch&
tuyén dung lao ddng mdi ma thuc hién chinh sich
tdi dao tao lao dong & nhitng bd phan doi du, thuc
hién luan chuyén, diéu dong nhan vién tir bo phan
doi du sang bd phan thi€u, bé tri lao dong duge dao
tao lai vdo cdc bd phan con thi€u nhan su.

2.2. Vé cong tic dao tao nguon nhan luc

T nam 2020 d&n nay, mdi nim, CBCNV phdi
tham gia dao tao 10 lugt chuong trinh Elearning,
v6i thdi gian dao tao it nhat 40 gid/ngudi/nim.
Trung tim chli dong mai gidng vién tif cac trudng
dai hoc va céc chuyén gia c6 nhiéu kinh nghiém dé
dao tao dinh ky cac 16p k¥ ning chim s6c khach
hang qua dién thoai, tao dong luc lam viéc, nang
cao hiéu qua 1am viéc,... cho toan thé CBCNV. Lap
k& hoach dao tao cho CBCNV trong dién quy
hoach d€ ddm bio cdc tiéu chuin theo quy dinh;
quan tdm, bdi dudng luc lugng cdn bd tré c6 ning
luc, nhiét huyét, c6 dao diic nhim dap ¢ng nhiém
vu mdi, trong d6 dic biét quan tAm, bdi dudng dén
can bd nit.

Trong nim 2022, Téng cdng ty da t& chifc cic
chuong trinh dao tao vdi tdng s6 lugt dao tao la
57.521/52.113 lugt, dat 110% so v6i ké hoach EVN
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giao (s8 lugt dao tao ting cao do dﬁy manh dao tao
qua Elearning; gidm tdi da dao tao tryc ti€p dé
gidm chi phi dao tao trong nim). Trong d6, dam
bdo c6 chuong trinh dao tao danh riéng cho cén bd
qudn 1y cap II, 11, IV; chuyén gia, k§ su ASEAN,
cong nhan lanh nghé,... Dic biét, con tap trung dao
tao linh vuc quédn tri doanh nghiép, quan tri tai
chinh, k¥ nang lanh dao quan 1y cho can bd quan ly
cdc cap; dao tao cong nghé thong tin, vin héa
doanh nghiép, giao ti€p véi khach hang cho ngudi
lao dong. Trung tim ludn quan tim dén viéc td
chiic tuyén truyén céc chii truong chinh sich cia
Nha nudc lién quan d&én nganh dién..., ¢t cin bo,
cong nhan vién tham gia cdc 16p tip hudn bdi
dudng nghiép vu, chuyén mon, chinh tri... d€ ho c6
nhén thitc ding din vé cong viéc nganh, vé chinh
sach phdp luat ctia Pang, Nha nudc, nhat la trong
ddi ngii can bo dang vién. Tir d6, tao ra sy chuyén
bi€n tich cuc vé nhan thitc, hanh vi ting x{ phit hop,
g6p phan nang cao chit lugng ngudn nhan lyc.

2.3. Vé tao dpng luc lam viéc

Ban gidm d6c Trung tim ludn quan tAm dén
viéc phat trién va cling ¢d d6i ngii CBNV, chim lo
ddi song vat chat va tinh thin cho NLD. Tuin thd
tot cdc quy dinh ctia Bo ludt Lao dong, cdc ché do,
chinh sich ctia Nha nu6c, tao nhitng diéu kién
thudn lgi cho CBNV trong cong tdc, hoc tip, thing
ti€n. Trung tAm ludn ling nghe tAm tu nguyén
vong clia NLD, bdo vé quyén 16i, 1gi ich chinh
ddng clia NLD, tich cuc tuyén truyén cic chd
truong, chinh séch c6 lién quan dé€n NLD, phat huy
quyén 1am chd clia cong nhan, vién chic, NLD va
t6 chiic nhiéu hoat dong chim lo cho NLD. Hang
nim, NLD dugc khim stc khde tdng quit 1
nim/lan, riéng NLP 13 cdc dién thoai vién thudc
nhém cong viéc ndng nhoc dugc kham thém 1 lan
chuyén vé bénh nghé nghiép 1a do thinh luc tai.
Hang quy, Cong doan phdi hgp cliing cac Phong
ki€m tra cong tic PCCC, PCCN, AT-VSLD tai cdc
phong lam viéc ctia Trung tAm, qua d6 da kip thoi
nhiic nhd cdc trudng hgp vi pham nhim ddm bao
an toan trong hoat dong sin xuit - kinh doanh ctia
Trung tam.

Nhu vay, c6 thé thdy ring trong nhitng nim
qua hoat dong phét trién ngudn nhin lyc clia
Trung tAm mdi chi chi trong d&€n viéc dao tao, tdi
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dao tao va tao dong luc cho ngudi lao dong. Viéc
déng bing hoat dong tuyén dung trong nhiéu nim
c6 thé tao ra tim 1y v lai, thi€u canh tranh giita
cédn b cong nhan vién din dén gidm ning suit
lao dong clia doanh nghiép.

3. Giai phap phat trién ngudn nhan lyc tai
Trung tAm Cham séc khach hang

3.1. Hoan thié¢n hoat dpng tuyén dung

Cin da dang héa ngudn tuyén dung tir thi trudng
lao dong thay vi ngudn nhan luc tai chd tir cac don
vi thanh vién cia Téng Cong ty Pién luc Thanh
phS H Chi Minh. Trong thdi gian tdi, d& tim ki€m
dugc cc ng vién cho chit lugng, Trung tAm c6 thé
ap dung céc hinh thdc, nhu:

- Lién két v6i cdc trudng dai hoc, cao ding,... dé
tim ki€m nhitng ¢ng vién c6 khd niing, ning luc c6
thé lam viéc tot cong viéc ngay, gidm dudc chi phi
daotaohodc daotaolaisau tuyén dung.

- Ngoai viéc ding tin tuyén dung 1én website
tuyén dung ctia Tdng cong ty, bd phan nhan su c6
thé cht dong tim ki€m @ng vién dang ding thong
tin clia ho trén cic website tuyén dung nhan sy dé
tim cdc @&ng vién phu hop cdc vi tri dang tuyén
dung. Hinh thic nay gidp gidm bdt dugc thgi gian
tuyén dung va sang loc hd sd tng vién.

- CAnra soat lai quy trinh tuyén dung nhan sy dé
han ch€ t6i da cdc sai st ¢6 thé x4y ra trong qué
trinh tuyén dung.

3.2. Poivéi dao tao phdt trién

- Thudng xuyén mé cac budi dao tao nhan vién
vé quy trinh nghiép vu, tu duy, 14y khach hang 1am
trung tAm dé€ c6 thé mang dén cho khich hang
nhitng trdi nghiém t5t nhat.

- Ti€p tuc d4y manh bdi huidn ngudn nhan luc,
ning cao y thdc trach nhiém cta d6i ngd nhin
vién lam cdng tic dich vu khdach hang. Xay dung
k& hoach bdi huin cdc quy trinh nghiép vu nhu
quy trinh kinh doanh di€n ndng (bdm sdt quy trinh
kinh doanh EVN), cdc quy dinh méi, k§ ndng giao
ti€p cho tat c& CNVC-LP lam cong tdc giao ti€p
véi khach hang. Thdi gian bdi huan t8i thi€u 1
quy/1 lan.

- Boi dudng thém k§ ning nghiép vu cho cic
dién thoai vién dé céac dién thoai vién c6 thé ti€p
nhin va gidi quyét yéu ciu khach hang qua tit ca
cdc kénh giao ti€p clia tong dai da kénh.

- Pinh ky t6 chic cdc 16p bdi dudng: ky ning
chim séc khdch hang qua di€n thoai; k§ ndng
lam viéc nhém; k§ ndng giao ti€p va tu van cho
khach hang;

- Nang cao k§ niing nghiép vu vé héa don dién
tr va nop thu€ gid tri gia ting qua hinh thic dién
tr cho cdc nhan vién k€ todn.

- Nang cao chuyén mon vé: quén tri cd s& dit
liéu, quan 1y dy 4n cong nghé thong tin, an toan an
ninh théng tin ddm bdo bdo mit thong tin hé
thong, thong tin khach hang. Ti€p tuc dio tao bd
sung luc lugng chuyén gia CNTT, hinh thanh lyc
lugng ndong cdt vé cdc gidi phdp cong nghé 16i clia
CMCN 4.0 (IoT, Big Data, Al, Blockchain,
Cloud).

- T§ chiic cdc chuong trinh dio tao vé vin héa
doanh nghiép, vin héa chuyén d6i s&, phuc vu
yéu cau thyc thi chi€n lugc va phat trién bén virng
ciia Trung tAm Cham séc Khach hang trén cédc
linh vuc hoat dong kinh doanh - dich vu khach
hang, quan tri néi bd (vdan héa lanh dao, vin héa
kinh doanh phuc vu khich hang, vin héa s0,
chudn myc hanh vi tng xi¥, vin hda tudn thi...).

- Xay dung ddi ngli cong nhan, nhan vién
nghiép vu c6 trinh d6 tay nghé cao, 1am chi cong
nghé, c6 k§ ndng lam viéc chuyén nghiép, dap
tng khung ndng lyc do Tap doan DPién lyc Viét
Nam ban hanh.

- Tiép tuc ddy manh dao tao, bd sung kién thifc
trong céc linh vuc da 4p dung chuyén ddi s6, ddm
bdo ngudi lao dong c6 dd ning lyc ddp dng linh
hoat, an toan va hiéu qui. Cip nhit ki€n thic,
nang cao ning lyc quan tri ngudn nhan luc trong
thdi dai s6; cAp nhat ki€n thic, ning cao ning luc
quan tri doanh nghiép, quén ly rdi ro, quan ly dy
an, trai nghiém khach hang...

- T8 chitc cdc hdi thdo, hoat dong d6i méi sdng
tao, d8i méi tu duy, trang bi va niang cao nhan thic
ddi mdi sang tao, dic biét 1a chuong trinh chuyén
ddi s6 va cdc chuong trinh ddi méi tu duy trong
cong tic KD - DVKH, két hgp vdi hoat dong
teambuilding mang phong cdch méi véi sy gdn két
cao va thé hién ban sic vin h6a EVNHCMC.

- T8 chitc cic 16p bdi dudng ti€ng Anh; bdi
dudng k§ ning cong nghé thong tin; huéng din st
dung hé thong ITSM trén E-learning, ...
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3.3. Doi véi tao dong lic lam viéc

Can ti€p tuc hoan thién ché& do tién luong nhim
nang cao thu nhap cho ngudi lao dong trén co sG
ddnh gid k&t qud 1am viéc cong bing, cong khai,
minh bach.

Tié€p tuc hoan thién chinh sich thi dua, khen
thudng nhim didm bdo khuyé&n khich ngudi lao
dong phan diu d€ dugc khen thudng, thyc hién phé
binh x{t phat d6i v6i ngudi lao dong mot cach & nhi,
khéo 1éo.

- Thuyc hién t8t cong tidc ddnh gid cdng viéc gin
lién véi hiéu qua 1am viéc. Viéc danh gid k&t qua
cong viéc ding din, khach quan s& khich I¢ tinh
than, tao long tin cho ngudi lao dong an tim cdng
tdc va ngudc lai.

- Xay dyng moi trudng lam viéc than thién va
tao co hoi thing ti€n: tao bau khong khi 5t lanh
trong doanh nghiép khi€n ngudi lao dong nhiét tinh
cdng hi€n, coi doanh nghiép nhu mot bo phan dé
gin b6 sudt doi, doan két, ging sic lam viéc. Tao
dugc mot moi trudng lam viéc than thién thong qua
cdc hoatdong sau:

+Pua ra céc quy tic, quy trinh lam viéc rd rang

+ Tao diéu kién cho cdn bd nhin vién dua ra
nhitng ¥ tudng, chinh kién clia minh, ddng thdi lanh
dao cong ty ciing phai bi€t 1ing nghe va ton trong
nhitng ¥ ki€n déng gép.

+ Khuyén khich xdy dung moi quan hé t5t giita
cdn bo, nhan vién, giit gin bAu khong khi gin giii va
than thién.

3.4. Cdc gidi phdp hé trg khdc

Thit nhdt: Nang cao nhan thic clia cin bd nhan
vién Trung tdm, tao ra sy’ chuyén bi€n manh mé vé
nhan thic dugc thé hién qua théi d6 tich cuc, hanh
vi diing ddn vdi cdng viéc va cdc quan hé xa hoi
khdc. Nim vitng chi truong, chinh sach, phap luat
ctia Nha nudc. C6 tinh than trach nhiém, phim chat
dao ditc, tAm huyét v6i nghé nghiép, uy tin cla
Trung tam.

TAILIEU TRICH DAN:

Ting cudng cong tdc tuyén truyén gido duc tur
tudng chinh tri. P&i véi cdn bo quan 1y nhat1a bod
phan qudn 1y nhan sy phdi c6 ki€n thic, k§ ning
vé khoa hoc qudn tri ngudn nhin luc, ¢6 nhu vay
mdi ning cao dudc chit lugng ngudn nhin lyc.

Thit hai: hoan thién cd ciu t6 chifc va nhan su
ctia Trung tAm. Cin ¢ vao muyc ti€u, nhiém vy va
yéu ciu hoat dong sin xuit - kinh doanh clia
Trung tim, trén cd s phan tich thyc trang ngudn
nhan lyc va phat trién ngudn nhan lyc cia Trung
tAm trong thdi gian qua cAn ra sodt, ddnh gid hiéu
qua hoat dong ctia cdc bd phan cta tirng phong,
hiéu qué hoat dong cia cdc phong trong Trung
tam. T d6, dé xudt sip x&p lai cdc bd phin,
phong doi cho phi hgp nhim nang cao hiéu qua
hoat dong cia Trung tim.

4. K&t luan

Ph4t trién nguén nhin lyc la mot nhiém vu
chién Iugc va muc tiéu quan trong giip doanh
nghiép ton tai va phdt trién bén vitng. Phat trién
ngudn nhin lyc cin c6 chién luge lau dai, tuy
nhién ciing cin c6 k& hoach cu thé ngin han dé
nhim ddm bdo su hoat dong va phdt trién clia
doanh nghiép.

Phat trién ngudn nhin lyc 1a mot van dé quan
trong gitdp cho Trung tAm Chdm séc khich hang -
Tdng Cong ty Pién lIyc Thanh phd HS Chi Minh
duy tri va phdt trién, thyc hién t5t cdc muc tiéu da
dé ra. Nhan thiic 16 tAm quan trong clia viéc phat
tri€n ngudn nhan lyc, Trung tAm d3 va dang cd
ging cai ti€n, hoan thién chién lugc phat trién
ngudn nhan lyc d€ dip Gng yéu ciu trong tinh
hinh mdi.

Trén cd sG nghién citu thuc trang cong tic phat
trién ngudn nhan lyc cda Trung tAim Chim s6c
khdch hang. Tdc gid dd d€ ra mot s6 gidi phap dé
phét trién ngudn nhan luc cho Trung tim Chim
s6c khdch hang m

'Trung tAm Chim séc khdch hang EVNHCMC ti€p nhan va x{ 1y hang chuc triéu lugt yéu ciu ctia khach hang
trong 10 ndm - https://www.evn.com.vn/d6/news/Trung-tam-Cham-soc-khach-hang-EVNHCMC-tiep-nhan-va-xu-
ly-hang-chuc-trieu-luot-yeu-cau-cua-khach-hang-trong-10-nam-6-12-30446.aspx
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ABSTRACT:

The Fourth Industrial Revolution (Industry 4.0) has been taking place all over the world and
it has had a strong impact on all socio-economic and cultural activities. To implement the
Electricity of Vietnam’s orientation of digitalizing electricity services with multi-channel
customer support, the Customer Care Center of Ho Chi Minh City Power Corporation
(EVNHCMC) has digitalized its customer services. This digital transformation process requires
the center’s employees have to improve their capacities to meet the set tasks. By studying the
current human resource quality of the EVNHCMC’s Customer Care Center, this study proposes
solutions to develop the Customer Care Center’s human resource in the coming time.

Keywords: human resources, human resource development, solutions, Customer Care
Center, Ho Chi Minh City Power Corporation.
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