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BAN VE KINH NGHIEM AP DUNG BANG 
DIEM KHU VUC CONG PSS TAI MQT SO 

QUOC GIA TRONG VIEC DANH GIA KET QUA 
HOAT DONG CUA TO CHlfC CONG 

• TRAN MAI DONG - PHAM QUANG HUY - N G U Y I N TH! NGQC OANH 

T 6 M TAT: 
Kci qua hoat dpng la chi tieu difdc sijfdungde d^nhgia tinh hieuqu3 trongqud trinh van 

hanh cua cac to ehii'e thuoc dcfn vicong. Neu nhif doanh nghiep chi c6 muc tifiugannhu'duy 
nhat la san \uat kinh doanh de tim kiem ldi nhu3n Ihl khu vu'c cong can phai thu'c hifin 
cung cap san pham. dich vu cong va hu'dng de'n cdc chien lifdc an sinh, xa h6i, thuc day phdt 
trien tifng lmh vi/c trong toan bo nen kinh te'. Bai vid't cung ca'p mpt cong cu danh gia ke't 
qua CO tfnh hien dai. do lifdng theo nhieu khia cgnh, dam bao sif cong b^ng giiTa cac to 
chu'c. do la Bang diem can bang trong khu vifc cong hay con goi la PSS. Dting phu'dng phdp 
long hdp va phan tich. ket qua cua bai vie't gidi thieu viec ap dung va triS'n khai tai 4 quoc 
gia dai dien cho eac khu vi/c dia ly. qua d6 nit ra mot so'kinh nghiem de Viet Nam co the 
ciin nh^c van dung vao khu vifc cong quoc gia trong thdi gian tdi. 

Ttf khoa: K6't qua hoal dpng. bang diem khu vifc cong, td chu'c cong, m6 hlnh PSS, danh 
gia kel qua. 

1. Gidi thi^u chung 

Trong xu the hoi nhap \ a canh tranh dang diln 
ra nhanh chdng cung vdi su" van hanh cua doanh 
nyhiep thi cac ddn vi cong hien nay cung do'i dien 
vdi nhu cau nang cao nang life canh tranh. Di&u 
na> du'de ihu tru'dng cac ddn \i cdng difa thanh 
mpt trong nhu'ng nhiem vu quan trong hang dau. 
De thifc hien nhiem \u na}. nhieu giai phap da 
difdc cac doanh nghiep difa ra. trong dd ap dung 
danh gia ket qua hoat dong eua eac ddn vi cong 
iheo nhieu khia canh khac nhau se giiip cung cap 
mpl each nhm tong the ve biJc tranh toan to chifc. 
Theo cac nha khoa hpc. Bang diem can bdng khu 
Vl/c cdng (gpi Id't la PSS) la mdt trong nhifng 
phifdng phap quan tri hien dai va la cdng cu du'de 

van dung nhieu trong cac td chu'c cong khi xay 
difng chien lu'dc hoat dong. Ben canh dd, PSS cdn 
la mdt cdng cu quan ly hieu sua't sang lao va da 
chieu dang du'de su" dung rdng rai tai nhieu td 
ehii'e tren toan the' gidi. De cd the cd cai nhin 
tdng quat ve ndi dung the nao la bang diem khu 
Vl/c cdng va viec ap dung tai cac mfdc nhif the' 
nao, npi dung chinh cua bai viet se giai quyet cd 
ban va'n de dat ra nay. 

2. Phu'dng phap nghign ctfu stf dung 

Viec tim hieu viee van dung mot ndi dung nao 
dd tai cac nu'dc difdc xem la mot cong viec difdc 
nhieu nhii nghien ctfu li/a chpn thifc hien. De dat 
difdc muc tieu nghien etfu nay. bai vie't da ap 
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dung phi/dng phap nghien ctfu tmh hud'ng hay 
cdn epi la case studies dian ra tai cae quoc gia, 
sau do stf dung phifdng phap phan tich va tdng 
hdp nhtfng ke't qua chinh dat du'de trong ttfng 
tnfdng hdp de riit ra nhtfng diem cdn quan tam 
cho van de dang nghien ctfu lien quan de'n mo 
hinh PSS. 

3. Kinh nghi?m ap dung PSS tai mot so' 

quo'c gia 

3.1. Kinh nghifm ve ddnh gid ke't qud khu 
v^c cong tgi HoaKy 

VI\ la mpt trong cdc quo'c gia di dau trong 
viec iJng dung cac nghien etfu ly ihuye't vao thi/c 
tien danh gid hieu qua hoat dpng cdc cd quan, td 
chtfc trong khu vi/c cong. Ttf nam 19i2, nhffng 
no life v^ do lu'dng hieu qua hoat ddng da difdc 
thifc hien bcli Van phong nghien ctfu thanh phd' 
New York {the New York Bureau of Municipal 
Research). Theo Williams (2003), cdc nha lanh 
dao cua cd quan nay da xac dinh lai vai tro cua 
ngan sach khdng chl la mdt congcu cua ke'toan 
mii con cd kha nang xdc dinh hieu qua hoat 
dOng cua chinh phu, thuc day si/ minh bach. 
Nam 1913. Tong thdng My W. H. Taff thanh lap 
Uy ban qud'c gia ve hieu sua't, nay la Tnmg tam 
qudc gia ve hieu qua trong khu vi/c cong. Nam 
1916 va 1928, Vien Nghien ctfu hieu qua quan 
ly va Uy ban Qud'c gia ve tieu chuan dia phu'dng 
lan lifdt ra ddi vdi muc dich nghien ctfu xay 
difng cac chi so' tieu chuan, chuan mi/c de lam 
can cl? danh gia. Nhu' vay, cho den nam 1930, 
ddnh gia ke't qua hoat dpng da trd thanh mot 
cong cu quan tri cua chinh phu. 

Tifdd, mpt xu hifdng phd bie'n trong ddnh gia 
ket qua hoat dpng cua cac cdquan khu vi/c cdng 
5 M> la kem theo cdc chi so' hieu sua't, cac 
phifdng phap danh gia hieu qua va chat lu'dng 
cong viec theo phu'dng phap danh gia diem 
chuan (benchmarking). The diem can bang PSS 
va Chl so' danh gia thi/c hien cong viec (Key 
Performance Indicator - KPI) du'de dp dung rdng 
rai. Trong cudc khao sat dmh ky nam 1999 cua 
Rigby (2001) ve ky thuat quan tri. da ghi nhan 
•W'r cdc td chtfc Bdc My du'de khao sat stf dung 
PSS. The diem can bdng la cong cu giiip cac td 
chiJc tao ra sff thay doi lau dai, ben vffng theo 
fJiing >eu cau cua GPRA (Bush. 2005). Cac 

thanh phdn cua PSS dap tfng ta't ca yeu cau ma 
GPRA dffa ra. Khi stf dung the diem can bdng 
de ddnh gia hieu qua boat dpng cua cdc cdquan 
hanh chinh. chinh quyen nhieu dia phifdng 6 \1 \ 
da ap dung PSS theo 4 khia canh cd ban trong 
ddn vi cong ma sau n3\ chinh la md hinh PSS 
da neu ra: (Ij Dinh hu'dng khach hang: bao dam 
an ninh. ty le tpi pham giam; (2) Dinh hifdng tiii 
chinh: kha nang thu thue'. tao ra nguon thu cho 
ngan sdch. hieu qua chi tieu tai chinh; (3) Djnh 
hifdng qua trinh hoat ddng npi bp: ddi mdi quy 
trinh hoat ddng ndi bd. ke'hoaeh nang ca'p cha't 
Iffdng cung ffng dich vu cong, (4) Dinh hffdng 
hoan thien \'a phdt trien; kha nang nang cao '̂c 
ky nang lam viec cua cdng chtfc; mtfc do van 
dung cac thanh ti/u khoa hpc vao quan ly. Cd 
the nhan tha'y. cdc tieu chi ddnh gia na) bao 
quat cdc va'n de ttf ye'u td' dau vao, td chtfc stf 
dung ngudn lffc \a ke't qua dau ra. 

3.2. Kinh nghiem ve ddnh gid ke't qud khu 
vdc cdng tgi Nhgt Bdn 

Nam 2001. trong bd'i canh cua chffdng Irinh 
cai each chinh phu trung ffdng, bao gdm viec 
thanh lap cac Bp mdi \a sap nhap hoae bai bd 
cac bp hien hanh. chinh phu Nhat Ban da ba'i 
dau gidi thieu cac ky thuat danh gia nhdm nang 
cao hieu qua cac chffdng trinh va hoat ddng ciia 
khu vffc cdng. Trpng tam cac ky thuat nay la 
nhan manh den cac chinh sach va hoat dpng. 
cung nhff ket hdp cdc ke't qua dat difdc vao ke 
hoaeh va ngan sach trong tu'dng lai. Chinh phu 
Nhat Ban coi viec danh gia hieu qua nhff la bien 
phdp de giai quyet cdc va'nde tai chinh ddng ke 
ma nha nu'dc phai dd'i mat, cai thien tinh minh 
bach va trdch nhiem (Maisuura, Watkins. va 
Dorotinsky. 2010). Chinh sdch ddnh gia cua 
Nhat Ban mang dac diem phi tap trung. Trong 
do. chinh phu Nhat Ban da phat trien nhieu cd 
che ddnh gia thdng qua nhieu cd quan nhff Bo 
Noi vu va Truyen thong (Ministry of Internal 
Affairs and Communications - MIC). Bd Taj 
chinh MOF va Ddn vi phue hdi chinh phu 
(Government Revitalization Unit - GRU). Cdc 
sang kien danh gia hieu qua lan Iffdt dffdc MIC. 
MOF va GRU thffc hien vao nam 2001. 2002 va 
2009. Vai trd ciia MIC la kiem tra ke't qua tff 
danh gia cua cac Bd va tien hanh danh gia toan 
dien cac van de lien quan. 
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\c>Mi ra. .MiC cdn thu'c hien qua trinh long 

hdp \ J cdng bo ket qua danh gia. Dao luai danh 

gia chinh sach ciia chinh phii Nhat Ban iThe 

Govemmenl Polic> E\3lualion Act - GPEA) xac 

dmh 3 phu'dng phdp danh gia ueu chuan: danh 

g i j dff an. ddnh gia hieu qua \a danh gia toan 

dien. Trong do. MIC se cung cap hifdng ddn \ e 

Janh gia hieu qua. dffa Iren khudn khd quan tri 

chien lu'dc. gi i ip \ac dinh dau vao. dau ra. ket 

qua va muc tieu eiia cue bd chii quan. Theo dd, 

cac Bp sc xay difng ke hoaeh danh gid cdban va 

kc hoaeh thu'c hien danh gia cho giai doan ttf 3 

de'n 5 nam. \a gtfi bao cdo danh gia hang nam 

cho MIC thong qua stf dung cac chi sdKPK Ben 

canh dd. MIC cung thffc hien chffdng trinh ddnh 

gi.i ttf tren xuong dffdi do'i vdi mdl sd chffdng 

Irinh cu the cd tam quan trong chien lu'dc theo 

quv dinh cua van phong npi cac. thong qua dd 

nhdm de \ua'i cae chinh sach cho cac bd l ien 

quan. Ndi dung ciia MIC thi/e hien cd nhtfng 

chtfc nang gan nhif vai trd cua mo hinh PSS 

nhifng cd nhtfng dieu chinh theo bd'i canh cua 

qud'c gia trong khdi dieh vu cdng. 

3.3. Kinh nghidm ve ddnh gid ke't qud khu 

viic cdng tgi Trung Qudc 

Win de do lu'dng ke'i qua hoat ddng lai Trung 

Qud'c chinh thtfc dffdc quan tam iff nhtfng nam 

19S.S. khi ma he thd'ng trach nhiem muc tieu bat 

dau difdc ap dung trong quan 1_\' chinh qu\en dia 

phffdng (Jing. Cui . & L i . 20\5) theo he ihd'ng 

trach nhiem khach quan (Objective Responsi

bi l i t ) S>stem - ORSl. bao gdm viee thie't lap 

muc l ieu cung nhif do lu'dng hieu qua irong \ iec 

dat difdi.- c;ic muc tieu dd. Do Iffdng ke't qua boat 

ddng Clia chinh phO Trung Qudc bffdc de'n giai 

doan 2 \ao dau nhtfng nam 1990. khi ma cac nd 

life cai each he thd'ng hanh chinh tai Trung Qud'c 

da khien ta't ca cac cap chinh quyen nang cao 

hdn ntfa tinh hicu qua \a chat Iffdng dich \ u . 

Trong thdi k\ l iep theo. khi Trung Qudc dan 

chu\en sj i ig each tiep can quan ir i theo hffdng 

can bJing phal trien kinh tc \ a \a hpi . tap trung 

\ a o cac dich vu cdng \a con ngifdi nhJm dat 

dffdc sff phat tr ien ben vffng. \a'n de do lu'dng 

kei qua hoat ddng khu \ffc cdng cua qud'c gia 

na\ bffdc sans siai doan Ihtf ba. 

Song song dd, de cai ihien tinh khach quan. 
doe lap Clia \ ice do Iffdng. mdt sd chinh quyen 
Trung Qud'c cung da ehu ddng k\ hdp ddng vdi 
cac ben thtf ba de Uen hanh do l i fdng. danh gid. 
NhCfng nd lffc trong quan t\ kci qua nay da dffdc 
chia thanh 3 loai theo Hiep hdi hanh chinh cdng 
Trung Qud'c (2003). dd la: (1) do Iffdng hieu qua 
chung, chang han nhff do Iffcfng muc t ieu \a 
trdch nhiem dieu hanh. \ iec thifc thi c.ic cam ket 
dich vu xd hp i . g iam sdt hieu qua va xay dffng 
hieu qua, (2) do lffdng hieu qua theo nganh. 
nghia la cac cd quan chinh phu cd tha'm quyen 
thiet lap bd cht sd \ e hieu qua va td chffc danh 
gia thifdng \ u \ e n cho cac doanh nghiep \a id 
chtfc cdng. (3) do lifdng hieu qua cho eae d t fdn . 
chien dich ldn eua chinh phu. Dd'i vd i cac to 
chtfc cung ca'p dieh vu cdng, cac cdng cu, ky 
thual quan ly cung difdc g id i thieu nham do 
Iffdng, ddnh g id . nang cao cha't Iffdng dich vu va 
sff hai long ciia khaeh hang, bao gdm: cdng cu 
quan ly chien Iffde. danh gid chffdng tr inh, quan 
ly cha't Iffdng tdng the (TQM) , he thdng k iem 
dinh cha't Iffdng l \ i d u ISO 9000) va cdc ky thuat 
do Iffdng ket qua hoat ddng (d iem chuan, the 
diem can bdng...). 

Nhtfng cam ke't manh me cua chinh quyen 

Trung Qud'c nhdm the che' hda va he tho'ng hoa 

viec ddnh gia hieu qua hoat ddng dffdc the hien 

qua viec thanh lap Van phdng quan ly va giam 

sdt ket qua (Performance Management and 

Supervision Office) trffc thudc Uy ban K iem tra 

Trung ifdng vao thdng 7 nam 2010. Tie'p theodd, 

vao Ihang 3 nam 2011, Hdi nghi L ien Bp ve 

cdng tde quan ly ket qua Chinh phu (Inter-

.Mmistry Joint Conference on Government 

Performance Management Work - IJCGPMW) 

bao gdm 9 cd quan Trung ffdng cijng du'de phe 

chuan thanh lap. IJCGPMW da bat dau thtf 

nghiem thi diem viec danh gia ke't qua hoat 

ddng cho 4 khu vffc bao gdm; chinh quyen dia 

phu'dng, cd quan chinh phu Trung u'dng, cac 

chffdng trinh Trung ifdng. va Chi t icu ngan sdch 

Trung ffdng. Nghien ctfu cua Jing. Cui , & L i 

(2015) cho tha'y. ddnh gia ke't qud li Trung Qud'c 

khdng chi ddn thuan la mpt cdng cu kv thuat de 

cai ihien hieu qua td chtfc ma giff mdt vai trd 

quan trpng phue vu quan ly va xdy dffng nha 

nu'dc cua Trung Qud'c trong thdi k>. cai each 
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3.4. Kinh nghi?m ve ddnh gid ket qud khu 

vtfc cong tgi Singapore 

Singapore la qudc gia cd sff kbdc biet ddng 
ke' ve he Ihd'ng chinh tri, sff da dang ve vdn hoa, 
damoc, tai nguyen thien nhien so vdi cac qudc 
gia Dong A khac. Khu vffc cdng cua Singapore 
bao gdm Cd quan dan sff Singapore (Singapore 
Civil Service - SCS), cac cd quan nha nffdc va 
hdn 500 cong ly lien ket vdi chinh phu 
(Government-linked companies - GLCs). hay 
con gpi la cue tac vu, lffc ltfdng vu trang, dich 
phu phdp ly va lffc Iffdng canh sdt. De nang cao 
va nu') rpng chat lu'dng djch vu cdng, Singapore 
da thanh lap cdc cue tde vu dffdc gidm sat b6i 
cdc bp chu quan. Hdi ddng quan tri cua cue tde 
vu c6 the bao gdm cac ca nhan uy tin d khu vi/c 
Iff nhan trong va ngoai nffdc, tuy nhien ngffdi 
difng dau phai la thanh vien cao ca'p eua chinh 
phu. Nhtfng nam gan day, cdc to chtfc khu vffc 
congcua Singapore cilng da tap trung chu y vao 
viec do Iffdng hieu qui boat ddng. Mot trong 
iihSng cfing cu dffdc xem xet dp dung la the 
diem can bang PSS -cdngeu quan ly chien lifdc 
gilip cdc td chtfc dd Iffdng, gidm sdt va truyen 
dat ke hoaeh, muc lieu chie'n Iffdc trong toan id 
chifc, ddm bdo tieu chi ciia PSS la hffdng vao 
khdch hang va dad tad, ndng cao nang life nhan 
vien. Qud irinh do Iffdng ke't qua boat dpng cua 
Singapore bao gdm 4 bffdc: (I) phat trien cae chi 
sdcho cdc hoat dong trong chffdng trinh, (2) thie't 
lap muc tieu dinh Iffdng dffa tren cac chi so', (3) 
do Iffdng ket qua thffc hien cdc chi so va (4) danh 
gia ke't qua thong qua edc muc lieu da thie't lap 
cung cdc tieu chi khac (Jones, 2001). Cdc chi so' 
va muc tigu thffdng lien quan de'n cae khia canh 
vl khdi Iffdng d^u ra, cha'l Iffdng dau vao, tinh 
hieu qua va thanh qua/tinh hflu hi$u. 

4. Mpt so'bai hpc rut ra cho Viet Nam va 
k̂ 't lu^n 

Trong nhtfng nam giin day, ddnh gid ket qua 
hoat dpng khu vi/ecdng da thu hiit nhieu sff chii 
y Clia cdc nha nghien ctfu. tuy nhien phan ldn lai 
chi tap trung nghien ctfu rd khung ly thuye't do 
lifting cl cac nffdc phdt trien. Trong khi dd, cdc 
ntfdc dang phat trien cdn gap khd khan trong 
\iec xac djnh rd cac cong cu va bp tieu chi do 
lifdng. Qua nghien ctfu thi/c te' viec dp dung 

quan 1\ dtfa tren ket qua hoat ddng cua cac 
qudc gia tren the gidi. cd the thay nhilu td chffc 
trong khu vi/c cdng da van dung cac ky thuat 
Clia khu vffc tu" nhff diem chuan, the diem can 
bang. KPIs nhdm mang lai hieu qua cao nha't. 
Cac md hinh do Iffdng da phffdng dien nhff PSS 
ve Bang diem can bang da dffdc xay dffng nhdm 
khd'c phue han che ciia cdc thffdc do lai chinh 
truyen thdng khi da qud tap trung kiem sodt ve 
tai chinh trong gidi ban ngan sach. Ben canh dd. 
diem ehua'n (Benchmarking) difdc sff dung d 
khd nhieu quo'c gia nhff mt>t congcu nhdm giam 
khoang each nhan thtfc ve hieu qua khu vifc 
cong va kbu vifc tff. cai thien cha't Iffdng dich vu 
cdng. Theo phu'dng phap nay. cac chi so' do 
Iffdng thffdng tap trung vao chi phi va hieu qua 
hoae sff khde biet (sff hai Idng ciia khdch hang, 
cha't lifdng dich vu). 

Tai Viet Nam, khdng nam ngoai lac ddng 
Clia xu hffdng toan cau hda, nhu cau niing cao 
hieu qua quan ly khu vffe cdng thdng qua van 
dung cac nguyen ly cua chfnh md hinh PSS iren 
cd sd Clia md hlnh Quan ly cdng mdi (NPMl. 
nhdm nang cao nang sua't, hieu qua quan ly va 
cai thien dich vu can dffdc chii trpng. Nhffvdy. 
mot trong nhtfng nhu cau cap bdch ma khu vffc 
cdng Viet Nam can giai quyet do la t'lm ra he 
thdng do hfdng. danh gia ket qua hoat ddng phii 
hdp va dam bao tinh toan dien, hffdng de'n sff 
can bdng. Theo dd, cac tieu chi do Iffdng khi xay 
dffng can ket hdp gitfa thang do tai chinh va phi 
tai chinh de khde phue dffdc nhtfng khuyei diem 
Clia thang do truyen thdng. Co the tha'y, Bang 
diem can bang PSS la mdt giai phdp phii hdp 
bdi nd ddnh gid ket qua hoat dpng theo 4 
phffdng dien (tai chinh, khdch hang, quy trinh 
ndi bd, hpc hoi va phat tnen). Ben canh dd. 
thdng qua tdng quan kinh nghiem ddnh gia ket 
qua khu vffe cdng cua cdc qud'c gia tren the gidi. 
PSS la mpt cdng cu khd hieu qua va toan dien. 
Khi ap dung md hlnh ddnh gia nay. Viet Nam 
can lffu y cdc diem sau: 

Can xay dffng bd tieu chi danh gia id rang 
ve hieu qua stf dung von. mtfc dp stf dung nguon 
life ddi vdi edc cd quan. id chtfc, doanh nghiep 
nha nffdc 
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\;jn,ii ra. MIC cdn ihi/c hien qua trinh tdng 
hdp \a congbd kei qua ddnh gid. Dao luat ddnh 
gia chinh sach ciia chinh phu Nhdt Ban (The 
Governmeni Policy E\diuaiion \c\ - GPE.A.) xdc 
dinh 3 phffdng phdp danh gid tieu chua'n: ddnh 
gia dff an. ddnh gu hieu qua va danh gia toan 
dien. Trong dd. MIC se cung cap hu'dng dan ve 
ddnh gid hieu qua. dffa tren khudn khd quan tri 
chien Iffde. giiip xac dinh dau vao. dau ra. ket 
qua va muc tieu cua cac bp chu quan. Theo dd. 
cac Bd sc \d\ dffng kc hoaeh ddnh gid cdban \a 
ke' hoaeh ihffc hien danh gia cho giai doan ttf 3 
den 5 nam. \a gtfi bao cao ddnh gid hang nam 
eho MIC thdng qua sff dung cac chi so KPIs. Ben 
canh dd. MIC cung ihffc hien chadng trinh danh 
gia ttf iren xud'ng dffdi ddi vdi mdl sd chifdng 
Irinh cu the cd tam quan trong chien lifcic theo 
qu> dinh ciia van phdng ndi eac. ihdng qua dd 
nhdm dc xua'l cac ehinh saeh cho cai bo lien 
quan. Ndi dung ciia MIC thifc hien cd nhtfng 
ehtfe nang gan nhff vai ird cua mo hinh PSS 
nhifng cd nhtfng dieu ehinh iheo bd'i canh ciia 
qudc gia trong khdi dieh vu cdng. 

3.3. Kinb nghidm ve ddnh gid ke't qud khu 
vtfc cdng tgi Trung Qudc 

\'an de do Iffdng kei qua hoat ddng tai Trung 
Qud'c chinh thtfc du'de quan tam ttf nhtfng nam 
I9S5. khi ma he thdng irdch nhiem muc tieu bat 
dau dffdc dp dung trong quan !y chinh quyen dia 
phffdng (Jing. Cui. LV Li. 2015) iheo he thd'ng 
Irach nhiem khach quan (Objective Responsi
bilitv System - ORS). bao gdm \iec ihie't lap 
muc ueu cung nhff do Iffdng hieu qua trong \iec 
dat dffdc cac mue tieu dd Do lu'dng ket qua boat 
ddng cua ehinh phu Trung Qud'c bffdc den giai 
doan 2 \aodau nhtfng nam 1990. khi ma cdc nd 
li/e cai each he thd'ng hanb chinh tai Trung Qud'c 
da khie'n la't ca cSc ca'p chinh qu\en nang cao 
hdn ntfa tinh hieu qua \a chat Iifdng dich vu. 
Trong thdi k\ tiep theo. khi Trung Qud'e dan 
chu)en sang each tiep can quan tri theo hu'dng 
can bdng phal tnen kinh te \a xa hpi. tap trung 
\ao cac dich vu cdng va con ngffdi nhdm dat 
dffde su' phal trien ben vflng. van de do lifdng 
ket qua boat ddng khu vifc cdng cua quo'c gia 
nav bu'dc sans siai doan thtf ba. 

Song song dd. dc cai thien tinh khach quan. 
dpc lap cua \iec do Ifldng. mpt sd ch:nh iiii>en 
Trung Qudc cung da chti ^\dn^i kv hdp ddng vdi 
eac ben thfl ba de uen hanh do lifdng. danh gia. 
Nhtfng nd li/c trong quan l>' ket qua niiy da dffde 
chia Ihanh 3 loai theo Hiep hdi hanh ehinh cdng 
Trung Qudc (2003). dd la: (I) do lffdng hieu quii 
chung. chdng han nhff do Iffdng muc lieu va 
traeh nhiem dieu hanh, v iec thffc lhi cac cam kel 
djch vu xa hdi. giam s.ii hieu qua \a xay dffng 
hieu qua. (2) do lu'dng hieu qua theo nganh. 
nghTa la cdc cd quan chinh phii cd thd'm quyen 
thiet lap bd chi so' ve hieu qua va id chtfc ddnh 
gid thffdng xuyen eho cac doanh nghiep va id 
chtfc cdng, (3) do Iffdng hieu qua cho cac dff an, 
chien dieh ldn ciia chinh phu. Ddi vdi cdc id 
chtfc cung cd'p dich vu cdng. cac edng cu, ky 
thuat qudn ly cung dffdc gidi ihieu nham do 
Iffdng, ddnh gia. ndng cao cha't Iffdng dieh vu va 
Slf hdi Idng cua khaeh hang, bao gdm: edng eu 
quan ly chie'n Iflde, danh gid chifdng trinh, quan 
ly cha't Iffdng tdng the (TQM), he ihd'ng kie'm 
dinh chat Iffdng (vidu ISO 9000) va cac ky thuat 
do Iffdng kdt qua boat ddng (diem ehud'n, the 
diem can bdng. ). 

Nhtfng cam ke't manh me eua ehinh quyen 
Trung Qud'c nhdm the che' hda va he thd'ng hda 
viec ddnh gia hieu qua hoat dgng dffdc the hien 
qua viec thanb lap Van phdng quan ly va gidm 
sat ket qua (Performance Management and 
Supervision Office) tri/e thudc Uy ban Kiem tra 
Trung ffdng vao thdng 7 nam 2010. Tie'p theodd, 
vao thdng 3 ndm 2011, Hdi nghi Lien Bp ve 
cong tiic quan ly ket qua Chinh phii (Inter-
Mimstiy Joint Conference on Government 
Performance Management Work - IJCGPMW) 
bao gdm 9 cd quan Trung fldng cung dflde phe 
chuan thanh lap. IJCGPMW da bat dau Ihtf 
nghiem thi diem viec ddnh gid ket qua boat 
dpng cho 4 khu vffc bao gdm: ehinh quyen dja 
phffdng, cd quan chinb phii Trung ffdng, cdc 
chffdng trinh Trung u'dng, vii Cbi ticu ngan sach 
Trung ffdng. Nghien ctfu eua Jing. Cui, & Li 
(2015) cho Iha'y, danh gid ke't qua d Trung Qude 
khdng chi ddn thuan la mot cong cu ky thuat de 
eai thien hieu qua id ehtfe ma giff mot vai trd 
quan trong phue vu quan ly va xay dirng nha 
nffdccuaTrungQud'c trong Ihdl k\ LUI each 
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3,4. Kinh nghidm vi ddnh gid ke't qud khu 

vifc cong tgi Singapore 

Singapore ia qudc gia cd sff khac biet dang 
ke \e he thdng chinh tri, sff da dang ve van boa, 
dan tpc, lai nguyen thien nhien so vdi cdc qud'c 
Eia Dong A khac. Kbu vffc cdng ciia Singapore 
bao gdm Cd quan dan sfl Singapore (Singapore 
Civil Service - SCS), cdc cd quan nha nfldc va 
htJn 500 cdng ty liSn kdt vdi chinh phii 
(Government-linked companies - GLCs), hay 
c6n gpi la cue tde vu, Iffc Iffdng vu trang, dich 
phu phap ly va life Ifldng canh sat. Be nang cao 
va mci rong cha't Iffdng dich vu cdng, Singapore 
da thdnh lap cac cue tde vu dffdc gidm sdt bcfi 
cdc bp chu quan. Hpi ddng quan tri ciia ctic tac 
vu c6 the bao gdm cdc cd nhan uy tin d kbu vflc 
tif nhdn trong va ngoai nffdc, tuy nhien ngffdi 
dffng dau phai la thanh viSn eao ca'p cua chinh 
phii. Nhifng ndm gan day, cdc td chffc khu vffc 
cong cua Singapore cung da lap trung chu y vao 
vi?c do Iffdng hieu qua hoat ddng. Mot trong 
nhifng cdng cu dffdc xem xet dp dting la the 
diem can bdng PSS - cdng cu quan ly chien Iffdc 
gilip cdc td chtfc do Ifldng, giam sat va iruyen 
dai kc hoaeh, muc tieu chidn lifdc trong toan td 
chffc, dam bao tieu chi cua PSS la hffdng vao 
khdch hang va dao tao, nang cao ndng Iffe nhan 
vien. Qua trinh do Iffdng ket qua hoat ddng ciia 
Singapore bao gdm 4 bffdc: (1) phat trien eac chi 
sii'cho cac hoat dpng trong chffdng trmh, (2) thiet 
Iflp muc tieu dinh lu'dng difa tren cac chi so', (3) 
do Iffdng ket qua thffc hien cdc chi sd' va (4) danh 
gid ke't qua thdng qua cdc muc tieu da thie't lap 
cQng cdc tieu chi khac (Jones, 2001). Cdc chi sd 
va muc tieu thffdng Hen quan de'n cac khia canh 
\e khdi Iffdng dau ra, eha't Iffdng dau vao, tinb 
hieu qua va thanh qua/tinh htfu hieu. 

4, M6t sd' bai hpc riit ra cho Viet Nam va 
ke't luSn 

Trong nhtfng ndm gan day, ddnh gid ket qua 
hoat dpng khu vffc cdng da thu hiit nhieu sfl chu 
'j ciia cac nha nghien ctfu, tuy nhien phan ldn lai 
chi tap trung nghien etfu rd khung Iy thuydt do 
lifdng d cdc nfldc phat trien. Trong khi dd. cdc 
nifdc dang phat trien cdn gap kho khan trong 
Viec xdc dinh rd cdc cdng eu va bp tieu chi do 
lffdng. Qua nghien ctfu thffc te' viec dp dting 

quan ly dfla tren ket qua hoat dpng cua cac 
qudc gia tren the'gidi, ed the tha'y nhieu td chffc 
trong khu vffc cdng da van dung cdc kv thuat 
Clia khu vflc tfl nhif diem chuan, the diem can 
bdng. KPIs nhdm mang lai hieu qua cao nha'l. 
Cac mo hlnh do lu'dng da phffdng dien nhif PSS 
ve Bang diem can bdng da du'pc xay dffng nhdm 
kbdc phue ban che ciia cdc thffdc do tai chinh 
truyen thdng khi da qud tap trung kiem sodt \e 
tai chinh trong gidi han ngan sdch. Ben canh do. 
diem chud'n (Benchmarking) dffdc sff dung d 
kha nhieu qud'c gia nhu'mdt congcu nhdm giam 
khoang each nhan thffc ve hieu qua khu vffc 
cong va khu vflc tff. cai thien eha't Iffdng dich vu 
cdng. Theo phifdng phdp nay, cac chi so' do 
Ifldng thifdng tap trung vao chi phi va hieu qua 
boac sff khac biet (sff hai long ciia khach hang, 
cha't lu'dng dich vu). 

Tai Viet Nam. khdng ndm ngoai lac ddng 
Clia xu hffdng todn cau hda, nhu cau nang cao 
hieu qua quan Iy khu vffc cdng thdng qua van 
dung cac nguyen Iy ciia chinh md hlnh PSS tren 
c(3 sd Clia md hinh Quan ly cdng mdi (NPM). 
nhdm nang cao nang sua't, hieu qua quan ly va 
cai thien dich vu can dffdc chu trpng. Nhif vdy. 
mgt trong nhtfng nhu cau ca'p bach ma khu vffc 
cong Viet Nam ean giai quydt dd la tim ra he 
tho'ng do Iffdng. danh gia ke't qua hoat dong phii 
hdp va dam bao tinh toan dien, hifdng de'n .sff 
can bang. Theo dd, cdc tieu chi do Iffdng khi xay 
dffng can ke't hdp gitfa thang do tai chinh va phi 
tai chinh de khac phue dffdc nhtfng khuyet diem 
cua thang do truyen thdng. Cd the thay, Bang 
diem can bdng PSS la mot giai phdp phu hdp 
bdi nd danh gia ke't qua hoat ddng theo 4 
phu'dng dien (tai chinb. khach hang, quy trinh 
noi bo, hoc hdi va phdt trien). Ben canh dd, 
thong qua tdng quan kmh nghiem ddnh gia ket 
qua khu vffc cong ciia cdc qudc gia tren the gidi. 
PSS la mot cdng cu kha hieu qua va toan dien. 
Khi dp dung md hlnh ddnh gia nay, Viet Nam 
can Iflu y cdc diem sau: 

Can xay dflng bd ueu cbi ddnh gia rd rang 
ve hieu qua stf dyng vo'n. mflc dp sff du ng ngudn 
lffc ddi vdi cdc cd quan. td chtfc. doanh nghiep 
nha nffdc. 
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ABSTRACT 
Operating performance is considered as an indicator that used to evaluate the effectiveness 
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