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ttin nangcao nng nh o n cho nb
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nh o n . Tu&theo yéu ctu
o0 0) nb cchuyén trénho*c ( th

c-th p. h/pv%nhuciu o o atOngc quan, doanh nghi'p.

N idungc b n

T ngquanv nh

Phanbi't nh o n
Va 1, chnhi'm ang 2i nh o
3 cphdmch t, ki"nth ¢,k nngc#h ( ang 2i nh o

3 cphong ch nh o

o] n!

Va 1,nhi'm - ang 2i n
3 cphdmch t, ki"nth ¢, nngct#n ( ang 2i n
Mo hinh qu nlylanh o thanh cong.
T ngquanv qu ntr5chi"nl /¢
Quy trinh ) ch Shchi"nl /c

N "#Hschin & ¢ T ch+chi'nvaki mtraquatrinhth+cchi"nl /c

vaL(p K%ho ch )
Kinh doanh L6p k™" ho ch kinh doanh

K" ) chkinhdoanhvac u 7c am tk" ) chkinhdoanh
T ch ctri nkha k" ho ch kinh doanh.

Xayd)ng *+1t
tri-n v. n +/ adoanh
nghiOp

Kha ni'mv v nhoadoanh nghi' p
Nh!' ngbi uhi'nc- th ¢ av nhéadoanh nghi' p

Vai tro ¢ av n hod doanh nghi'p $i v% st phédt tri nc at
ch c

Céc y"ut$ c uthanh v n hdadoanh nghi' p

Cacd ng/mé hinh v n héa doanh nghi' p

Céacph ng phép xéy d+ng, phét tri nv n hoadoanh nghi' p

8i uki' nxay d+ngvaphét tri nv nhoadoanh nghi' p.

Kinh nghi' m xa&y d+ng va phét tri n v n héac am t s$ doanh

nghi'pt i Vi't Nam.
Leading The Way ..
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T o ngl)ccho
nhan vién

N idungc b n

9 thuy"tv nhuchu
3 cy'ut$ nhh:ng "n

ngc myvi'c anhanvién

ngc myvi'c anhanvién
Xung t a cnhanviéntrongt ch c
3 chth cgi iquy'txung t

; hng

3 chi'n

ng vién nhan vién

p o ngl+ctrongt ch c.

K3n.nggiaoti%
cdang&i nh o
& n!

B nchtc agiaoti"p

T#mquantr,ngc agiaoti"phi'uqu trongcongtacqu nly va
lanh o

Rao c ntrong giaoti"p

Céac kénh giaoti"p

Nh! ng nguyént<cgiaoti"pc b n

Cécph ngphdpgiaoti"p

Nh!'ngk n nggiaoti"pc b nc alahh ovaqu nly.

K3n.ng i uhanh
cu cheép hiOu qu

Nh! ng cong vi' ¢ c#n chudn b5tr % khi h, p

K nngxayd+ngn idungch ngtrinhchocu ch,p
Nh! ngnguyént<c i uhanhcu ch,phi‘uqu

Ngh' thuét b<t #ucu ch,p

K nng i uhanh nh m phét huy t$i
thanh viéntrongcu ch, p

a s+ tham giac a céac

Quatrinhraquy't mhtrongcu ch, p
Cactiéuchi anhgia hi'uqu cu ch,p.

L(p k%t7 ch,t
ch2c cong viOc
n ! th5i gian

8 nh=>vi'cth+tchi'n?-ctiéu cnhi'm - hi'n |
Ph ng p@c Sh?-ctiéu
3 ¢ thubtspx"pth t+ utiéntrong ) ch Shcongvi'c

Ph ng p nh=t"n kimA t
vi'cth+chi'n?-ctiéu

Lép k" ) chth+chi'ncbngvi'c

Nh!ng chth ctrongvi'c n
n th2igian Bnhi'u

L6p k" ) chsCD ngth2i gian

nh! ngnhi'm - ( liénquan

th+c hi' n cong vi' ¢

th2i gian  nguyén nhan

t?-ctiéu
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xultb n

N idungc b n

3 cb %ki mA tth2i glansCD ng
E ttri nk nngqu nlyth2igian hi'uqu .

Phan quy n, 4y
quy n trong cong
viOc

Fnchtl/i@ a yquyn

Hnhth ¢ yquyn vi'c pDngtrongt ch c
3 cnguyént<c yquy n

R o nkhi yquyn

Quy nh yquy nhi'u

Nh! ng vi' c khdng nén y quy n

M tssv n ctnchaykhi yquy ncongvi'c.

89iquy%vln
raquy% $h

V n vac ck thuétphén Ghv n
Quy trinh gi i quy"tv n

Nguyén nhan vacac ph ng phdp xac Shnguyénnhanc av n

Phattri ncacgi iphdp g iquy'tvn

Cong c- vak thuétgi iquy"tv n

St khac nhau gi' aquy"t \thv n varaquy't Sh
Mo hinhraquy”t Th

Cacph ngphdpraquy't Sih

Ngh' thuét quy"t Sihhi' uqu

Thu hat s+ tham giac anhan vién trong cac quy"t h

T ch cth+chi'nva anhgiaquy't h.

10

n!xung t
trongt ch2c

Xung tvaccduhi'u axung ttrongt ch c

H ¢ Shnguyén nhan gy raxung t

Nguyént<c=>i quy"txung t

3 c=>i pvak nng=>iquy"txung ttrongt ch c.

11

H& ngd;n  huln
luyOn nhan vién

Vai tro ¢ ahu nluy' nnhéanvién
Nh! ng nguyént<cc b nc ahu nluy' nnhanvién
Céc hinhth chu nluy' nnhénviénvavi' c é d-ng

Ph  ngphap hu nluy'n

Leading The Way ..
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xultb n

N idungc b n

Quy trinh hu nluy' n
X& Shn idunghu nluy' n

Cack n nghu nluy n.

L/i@ a mvi'ctheol (m
Nguyén t<c cquyluet mvi'ctheol (m

Ph ng p mvi'cl (mhi'u

Xay d) ng n -
12 I <+ m lam vioc Thi"t16p ? -ctiéu, hi' u al (m
WEY - 8 nh=>,ki mA t nh mvi'cl (m

Xay d+ngtinhthtn mvi'cl (m khuy'n @Gh, o ngl+c
cho ¢ nhviéntrongl (m

Xay d+ng 1ngtin camk"tgi'a c¢ nhviéntrongl (m.

Vai tro, nhi' mv- ¢ agiam si vién

Nh! ng phdm ch t ¢#n c6 ¢ agidam sét vién
89m=tth)chiOn . Nhing k n ngc agidmsét vién

13 = cbng viOc >4a nhéan
vién - Céclo i nhén vién vanh! ng phong cach giam sat
K n ngh %g dJn, u$n n<n nhan vién

8 anh gianhan vién.

14 . Stctinthi"tph ithay i
B nchtc astthay i
Tamlythay itrongt ch c
Va troc aqu nly $ivo%stthay i
Qu nlys) thay i Nguyént<cvacachb % c aquatrinhqu nly s+tthay i
K nngvachi"nl /cqu nlyst+thay i
S+_tham giac acacc pqu nlyvacécthanhvién $i vo% s+ thay
i
@
Leading The Way ..
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TT : Chuyen N idungc b n

Nh6n d ng Stress

Stresscotac ngnh th" nao "ncbngvi' cvacu cs$ng?
Qu nly Stress

15 n ! Stress . Stressvanh! ng *ctinh cadnhan

Cacph ngphdpch" ng+ Stress

Cacbai tep giupth gian

Trao i, th olu6n vachiaskkinh nghi* m ki m soét Stress.

Leading The Way ..
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CH NG NH O O
V2 N @GUANNHANLBC

Ch ng nh /cthi"tk" nhmcungcpcho ¢ nb nhdnst, nb n

nh! ng ki"nth ¢ nngv Inhv+c n 5ngu nnhanl+c. Mytheoyéuctu a ch

ng,ch ng nh o o (th /cth+chi'n =ittc cchuyén ho*c tOng

chuyén mt chlinh ) t. N5 ira n"uthycinthi"t, AMDI (th t vncho ch

ngl+a ,nk"th/pthémm ts$chuyén cach ng nh o o nng nh ova
n

N idungc b n

B nchtc aqu nlyngu nnhéanl+c.

Vai troc aqu nly ngu nnhan l+c $i v% s+ phat tri nc at
ch c

Cacch cn ngc ab phénqu nly ngu nnhanl+c
T ngquanyv n hi hth S xuh % th .
"#$nguh nhan Iy ¢ - Nh! ng c t cvaxu gthay itrong )t ng n
ngu nnhanl+chi'nnay .
Vai tro, trachnhi'mc acanb qu nly ngu nnhanl+c
3 cphdmch t, ki"nth ¢ nngcin (a nb n b5
ngu n nhan l+c.

Kha ni'mv ho ch Shngu nnhanl+c

T#m quan tr,ng ¢ a ho ch HSh ngu n nhan I+c  $i v% ho t
ngc at ch c

Quy trinhho ch Hh ngu nnhan |+c

Cacy'ut c#n quan tam trong quatrinh ho ch %h ngu n nhan
l+c

Ph ngphap ho ch 5hngu nnhan l+c.

D7 ch $h ngut
nhanl) c

T ngquanv phan @h, thi"t k" congvi'c
Quatrinh phan tich cong vi' ¢
Cacph ngphdpvak thu6t phantichcongvi'c
Phan "EEh, thi%k% . K"tqu c avi'cphantich congvi' c

congvilc  xay H' th$ng qu nly valam giau congvi' ¢

d)ngF nmo" _ _

cong vioc - L/iichc abnmdt congvi'c

C utraicc ab nmodt congvi'c
Cacph ngphdpsCd-ngvi't b nmdt congvi'c

H' th$ng mJdubi umdt congvi'c
Leading The Way ..
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O,
OT&vln

Xay d) ng hOthGhg
& ng, th&Hhg &
*+ocl'i

N idungc b n

Cacnguyént<cqu nlyti nl ng,th :ng

S+ tac a nhan

vién

Nh! ngy"ut$c b nc ah' th$ngl
Céach' th$ng |
Xéay d+ng h' th$ng |
Xay d+ng h' th$ngth : ng d+atrén k"t
Xéy d+ng h' th$ng 7cl/i.

ngcac ch" ing "n ngl+c myvi'c
ng, th : ng
ng, th : ng hi' n hanh.
ng,th :ngc nc vao nh=> congvi'c

cong vi' ¢

,Nh J9 k%
cong viOc >4a nhan
vién

Khad ni'mv anhgiak"tqu congvi'cc anhanvién

M-c ichc avi'c anhgia

Tisaoc ng 2i qu nlyvanhanviénng i anh gia?

Cac hnch' cah th$nhg anh gianhan vien hi'ntivagii
phdpc iti"n

Céacph ngphap éanhgia

Xé&c h tiéu chi
anh gia

anh giad va cac bi u mJu sC d-ng cho vi'c

Quy trinh  anh gia chudn
; nng Owgvn nh=>
Cac R th 2ngg*pkhi anh=>.

Tuy-nKLng& o
" onhan vién

L6p k" ho chtuy nd-ngvaxéay d+ng quy trinh tuy nd-ng

. Cacph ngphapvak n ngtuy nD ng

Raquy"t Shl+ach,n ngvién

- 8 0 ovavaitroc a aot onhanvién

. Céchinhth ¢ aot o

- Quytrinh a0t o

. Tréchnhi'mc ab phénqgu nly ngu nnhanl+c $i v% cong téc

aot o nhanvién

GiMnhan vién JN

T#mquan ,ng anhanvién =0 $ v% stphétrinc at

ch c

- 3 ctitu Gac Hhnhanvién=A
- 5nguyén nhan chinhddn "nvi'cnhanviéngiQra i

chhi'u
p trongvi' cgi! nhanvién =x0.

C ccong - gi! nhanvién=0 m t
SCDnNng ) ndi'n c=>i
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CH NG NH O O
MARKETING K N NGOPND NG

Ch ngtrinh &t onh m trang b5ki"nth c vangh' thuét sCd-ng hi'uqu cong
c- Marketingtrongho t  ng kinh doanh. 8 ng th2i cQnhg trang b5cac k n ng ban hang va
ch m soc khach hang nh m aot o i ngQnhéan vién ban hang chuyén nghi' p cho céc
doanh nghi'p. Ch ngtrinh &0t og m5chuyén sau:

N idungc b n

- T ngquanv chi"nl /cMarketing hPnh/p
Cacb % xay d+ngchi"nl /c Marketing
Nh!'ngn idungc b nc achi"nl /cMarketing hPnh/p

1 Chi% 1& ¢ . 8i uchmRh chi"n| /c Marketing thich ng v% s+ thay ic a
MarketinghQ h' p mdi tr 2ng

Chi"nl /cMarketing hPn h/ p, congc- h! uhi'uc ac nhtranh

L+a ch, n cac chi"n | /¢ Marketing phu h/ p trong mai tr 2ng
¢ nhtranh.

B nchtvatroc ahot ngbanhangtrongdoanh nghi' p
Vai tro ¢ anhén vién ban hang

Cac tiéu chudn ¢ anhan vién ban hang chuyén nghi' p
3n.ngF,n+ ng - K nnggiaoti"pv%khach hang

2 N .
chuyén nghiOp . Céc ly do khéch hang khong quay tr: | i muahang
Chudn b5ban hang va ng xCv% cac t0 ch$i mua hang
K n ngk"t thic ban hang
T ol6pvac ngc$quan h' vo% khach hang.
3 - T ngquanv giaoti"p

Phong cach giao ti"p
3n.nggiaoti% & Cécy'utdb o mgiaoti"pcohi'uqu
NghOthu(tch.m - Cack n ngtronggieoti"pv% ch ng

7 cRt, ch+ ng Khach hangvach mAc ch ng.

Nhlngvn ¢ Snv @? n ch ng.

Cacph ngphdpti"p cén khach hang

Leading The Way ..




N idungc b n

Phanloi ch ng.

Khéi qué v ch m soc khach hang

Cack nngt duy hituqu $iv%nhingvn c akhéh
hang

Ngh' thuét vav nhéach msoc  ch ng.

Kinh doanh langh' thuét am phan
Hi u $i tac —chiakhdéac ast+ thanh cong

NghOthu(t m L6p k" ho chchom tcu ¢ am phén

4 *+, ntrongkinh - T od+nglong tin vathu hTp kho ng cach trong am phan
doanh . Qu nh m n
dctr:l=itrong m n

8 &m phan trong méi tr 2ng kinh doanh av n hoa

; nnggiaoDxkhqua i'n ) i
Gi iquy"tcu cg,icov n
Thai ph-cv- qua i'ntho i

3n.ng*+Lc L
5 R+, ch + ngqua - ;7 nngxC théngtin -C - ch ng
10n*+7'1 . Th& ¢ akhach hang khng vOalong

Hai d ng khé&ch hang khéng héi longvac h i ph-cv-

Bi quy"t ph-c v- khéch hang t$t.

Leading The Way ..
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CH NG NH O O
MARKETING NGAN HANG

O
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Nghién c2u
xultb n

N idungc b n

Nh!ngv n  chungc amarketing ngan hang
Kha ni* m marketing ngan hang
8*c i mc amarketing ngan hang
Vai tro, ch ¢n ngc amarketing ngan hang
N idungc b nc amarketing ngan hang
Nghién ¢ uméai tr 2ng kinh doanh ¢ angan hang
Nghién c umoi tr 2ng vLmo
Nghiénc ucéacy"ut$mdi tr 2ngvi mod
Phédn o nth5tr 2ngvaxac Shth5tr 2ng m-ctiéu
. Mark(Aeting\trong Cé,C tituth cphan o nth?tr 2ng ngan hang
ngan hang Xac Shth5tr 2ngm-ctiéu
L+a ch,n chi"n | /c marketing phu h/ p v% th5tr 2ng m-c
tiéu
. Cacm-ctiéuc achi"nl /c marketing ngan hang
H' th$ng chi"nl /¢ marketing ngan hang
Chi"nl /cs nphdm
Chi"nl /cgé
Chi"nl /c phéan ph$i
Chi"nl /cgiaoti"p

- T ch cth+c hi'n chi"n | /c marketing va ki m tra marketing
trong ngan hang

2 - Néangcaoch tl /ngs nphdm dxhv- ngan hang—xuh %gc a
ho t ngngan hangtrongn nkinht" th5tr 2ng

Kha ni' ms n phdm d%h v- ngén hang
Giao dich vién ngan £°E 1 T &S NEMM T ETE
hang chuyén nghiOp C utrdcs n phdm ngan hang

Nang cao ch t | /ng s n phdm ngan hang — xu h %mg ho t
ng ¢ angan hang trong n nkinht" thStr 2ng

Ch tl /ngs nphdm dxh v- ngan hang

Leading The Way ..
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Nghién c2ui OT& vin 11
xultb n

N idungc b n

Tiéuchi anhgiach tl /ngs nphdm
Cacnhant$ nhh :ng "nch tl /ngs nphdm

Qua trinh cung ng s n phdm dxh v- ngan hang. Céc y"u t$
tham giavao quatrinh cung ngs n ph4dm dxh v- ngan hang

Vai troc atOng y"ut$

C s véetcht

Vai tro ¢ akhach hang

Phan lo i khach hang ¢ a ngan hang

8*c i mkhéch hang c angan hang

Nhu c#u ¢ akhéch hangv s nph4m dxh v- ngan hang

Vai tro, nhi' mv- ¢ anhan vién giao dxh

Cactiéuchudn c anhanviéngiaodxhnganhanghi'n i
. Cac phong cach giao dxh trong |5h sC

Phong cach giaodhc i n

Phong cach giao dxht v n

Phong cach giaodxht v nth- ng

Phong cach giao dxht v ntichc+c
- 8*c I mgiaodxhm tcCac aNHTM

Nh!ngk nngc b nc anhan vién giao dxh ngan hang hi' n
[

K n ngl<ng nghe

n ng khai thac/ *t cau hQ
nnggiquy'tnhlngph nh i
n ng trinh bay

n ng am phan

A XN X XX

n nggiaoti"pqua i'ntho i
Nangcao ch t| /ng giao dxh —xu h %gt t y'u c a nhan
viennganhang hi'n i
T o kho nh kh<ctin c6y
Th+c hi' n ban chéo s n phdm
Th+c hi' n quy trinh giao d=h hi* u qu
. Céc nguyén t<c trong giao dxh
- Nhlng i ucintranh $i v% nhén vién giao dxh

Leading The Way ..




Nghién c2ui oT&vln
xultb n

TT Chuyén

1 Qu nlyd) an

. Xéy d+ngvalép k" ho ch d+ an

. Tri nkhai, gidm &t va &nh gidd+ an

12 .

NG NH O O DPC

N idungc b n

M ts$khdi ni'mv d+an

Cacgia ond+éan

X&c Hhm-c ich,m-ctiéuvak'tqu mong /ic ad+an
K thuét 16p k" ho ch d+ an

C s c atri nkha, gidmsatva anhgia
Céc ph ng phdp thu thép théng tin sCd- ng trong giam sét va
anhgia

Thi"tk" ch ngtrinh gidm st — anh gia

2 n ! =nxult

- T ngquanv qu nlysnxut
. Cacchi"nl /csnxutc b nval+ach, nc adoanhnghi'p
- Vatroc avi'c mbochtl /ngtrongs nxu t

Lép k" ho chs nxu t

Khad mi'mv qu nlych tl /ngtrongs nxu t
Chtl /ngs nphdm /cxadyd+ngnh th" nao?
Céac nguyént<c c aki m soat quatrinh

Céccong c- th$ng kéki msodtch t1 /ng
Cacnguyént<cs nxu thi'n i

8aotocanb qunlyvacongnhansnxut nangcao n ng
[+cs nxu t.

n! khoF i

Vai tro ¢ akho, béi trong s n xu t vakinh doanh

Céc nguyén t<c b$ tri % i m kho va tinh toan dung tich x"p
ch a

T ch cqu nlyvasp x"p hang héatrong kho
Nghi' p v- giao nhén hang hoa.

Nghi' pv- b o qu nhang trong kho

Cong tac hanh chinh, s sach trong kho

Leading The Way ..
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Nghién c2ui oT&vln 13
xultb n

N idungc b n

Ki mtra ki mkékho
Antoanb oh lao ngvab oVv' khobé
Ungd-ng CNTT trong qu n ly vakhai thac kho ba.

Khd ni'm aotovacac ph ngphap qunly ba gi ngc a
=>ngvién

Chutrinhval/iich aot o
- Vatroc a aot ovién
. Tiéuchudnc al aot oviéngQ
. SCd-ngcachot ngtrongg ngdy
3n.ngJONgKy | . caph ngphdp kéo dai, rit ng<n b gi ng

4 cho>c 0" ovién ) _ o . .
kiém nhiom - Ph ngphaph,ccang 2i [% vacachth clamt ng hi'uqu

aoto

Nh'ngk nngc bnca o ovién

3 chth cti"n nhm tSi=>ng thuy"t
SCDng ccong - tr+cquantrong 0O O

Bai t6p th+c hanh sCd-ng cac ph  ngti' ntr+c quan
Cack n ng nhénxétva anhgiah, cvién

5 - Th th¢c, chthc nhSy c¢c)ivnSn
Nh! ngquy Sh cbng nhéntinh phaply c acacv nb n
V) n oh/p ngdanst h/p ngth ng? i

Nhing i ukho nc#thcd cfn nhtrongh/p ngdanstva
h/p ngth ngmi

LoitrOr irotronggiaok"tvath+chi'nh/p ngdanstvah/p

ngth ngm i
3n.ng=/ n"t 0 . L+ach,nhinhth cbo mthtchi'nh/p ngdans+vah/p
v.nFnh p g ngth ngm i
L+ach,nhinhth cgi i quy"ttranhch ph/p ngdanst+vah/p
ngth ngm i

Nh! ng sai sot th 2ng g*p trong so nth o h/p ng, héu qu
phap ly vacéchlo itrOr iro

Nhing | uykhi gao k"th/p ngdanstvah/p ngth ng
m i theo mJu

Gi%thi'um ts$ ) ih/p ngth ng? ithdng D ng.

Leading The Way ..
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N
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N idungc b n

X& Shm-c ichc abdocdo phantich $it /ngti"p nhén
béo céo
Nh! ng lo i hinh béo céo d+ an
Nh!'ng *c i mchinhc av nphong bao cao
A 3. ngVi%F, o Cac nguyér1t<c khi vi"t\béoi:éo -

> 0 - Ph ng phdp thu thep vaphan lo i théng tin
K thuet xCly cacthdng tinvasp x"pyt : ng
Céch thi"t k" c utrdcm tb nbéo céo
Nh!'ngk n ngvak thu6ttrongvi"t bao cao

Nh! ng IR th 2ng g*p khi vi"t bdo cao va cach kh<c ph-c.

Leading The Way ..



