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Tom tit: H¢é thong Chi s6 Hiéu sudt Chinh (KPI) la cong cu quan trong trong quan 1y vién chirc hanh chinh tai cdc
truong dai hoc. O khu viee ASEAN, nhiéu triong nhw NUS (Singapore), UM (Malaysia) va Chulalongkorn (Thdi Lan) dd
dp dung KPI dé ndng cao hiéu sudt lam viéc va téi wu héa qudn Iy nhan sw. Nghién cieu nay phan tich kinh nghiém trién
khai KPI tai cdc trwong dai hoc trén, tir d6 bai hoc xdy dung hé théng KPI phit hop cho Pai hoc Quéc gia Thanh phé Ho
Chi Minh (PHQG-HCM), gitip cdi thién chat lwong quan Ly vién chirc hanh chinh, néng cao hiéu qua lam viéc va thic day
sw chuyén nghiép trong hé thong gido duc dai hoc.
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Abstract: The Key Performance Indicator (KPI) system is an essential tool for managing administrative staff in
universities. In the ASEAN region, many institutions, such as NUS (Singapore), UM (Malaysia) and Chulalongkorn
University (Thailand), have implemented KPI frameworks to enhance work efficiency and optimize human resource
management. This study analyzes the experiences of these universities in applying KPI systems and draws lessons for
developing a suitable KPI framework for the Vietnam National University, Ho Chi Minh City (VNU-HCM). The proposed
KPI framework aims to improve administrative staff management, enhance work efficiency, and promote professionalism

in the higher education system.

Keywords: Higher education management, KPI, performance management, VNU-HCM.

Nhdn bai: 04/01/2025

I. PAT VAN PE

Trong bdi canh gido duc dai hoc ngdy cang
canh tranh va yéu cau vé hiéu qua quan 1y ngay
cang cao, hé théng KPI da tr¢ thanh mot cong cu
quan trong trong viéc danh gia va nang cao chat
luong quan ly vién chire hanh chinh tai cac truong
dai hoc trén thé gi6i. Theo Marr (2012), KPI gitip
td chtrc do luong va cai thién hiéu suét lam viéc,
tir 46 nang cao tinh minh bach va t6i uvu héa quan
Iy nhan sy. Pac bi¢t, tai khu vuc ASEAN, nhiéu
truong dai hoc hang dau nhu National University
of Singapore (NUS), Universiti Malaya (UM) va
Chulalongkorn University da trién khai hé thong
KPI nhim ting cudng hiéu qua quan 1y hanh
chinh, nang cao trach nhiém giai trinh va cai thién
chat luong dich vu trong toan bo hé théng giao
duc dai hoc (Nguyen & Nguyen, 2020).

Tuy nhién, tai PHQG-HCM, viéc ap dung KPI
vao quan Iy vién chirc hanh chinh van con gip nhiéu
thach thic. Mot sb vin dé chinh bao gdm thiéu mo
hinh KPI chuén héa, khé khén trong do luong hiéu
suit lam viéc, chua c6 sy nhat quéan gitra cac don vi
thanh vién, ciing nhu chua c6 co ché phan hoi hiéu
qua tir hé théng KPI (Le & Pham, 2021). Nhiing
han ché nay anh hudng dén hiéu suét 1am viéc cua
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vién chic hanh chinh va lam gidm tinh chuyén
nghiép trong quan 1y t chuc.

Do d6, nghién ctru tap trung vao phan tich kinh
nghi¢m trién khai KPI tai cac truong dai hoc khu
vuc ASEAN, nham rat ra bai hoc va dé& xuit mo
hinh KPI pht hop véi bdi canh PHQG-HCM.
Bang cach hoc hoi tir nhitng hé thong da thanh
cong, nghién ciru hudng dén viée xdy dung mot
khung KPI hi¢u qua, giap PHQG-HCM nang cao
chat lugng quan 1y hanh chinh, thic ddy hiéu suat
lam viéc cua vién chic va dam bao sy phat trién
bén vitng trong quan tri dai hoc.

II. NOI DUNG NGHIEN CUU

2.1. Khai quat vé KPI

KPI 1a mdt cong cu do ludong hi¢u suét lam viéc,
duogc st dung rong rai trong nhiéu linh vuc, bao
gém quéan 1y gido duc dai hoc. Theo Parmenter
(2015), KPI 1a nhirng chi s6 dinh luong gitp to
chtrc danh gid mure do dat dugc cac muc ti€u chién
luoc, tir 6 cai thién hiéu suit hoat dong va quan
1y nhan sy hiéu qua hon. Trong linh vuc giao duc,
KPI khong chi gitp do luong hiéu suit cia giang
vién ma con dong vai trd quan trong trong viéc
danh gia chit luong cong tic quan 1y hanh chinh,

TAM LY - GIAO DUC | 49



TAP CHI TAM LY - GIAO DUC

dich vu sinh vién, tai chinh va van hanh hé théng
dai hoc (Marr, 2012).

Trong bdi canh quéan tri dai hoc, KPI thuong
dugc xay dung theo nguyén tic SMART (Specific
- cu thé, Measurable - do luong dugc, Achievable
- kha thi, Relevant - lién quan, Time-bound - c6
thoi han 10 rang) (Doran, 1981). Viéc dp dung hé
thong KPI khong chi giip nang cao tinh minh
bach, trach nhiém gidi trinh ma con hd tro tdi wu
hoéa quan ly nhan sy, tdng hi€u quad van hanh va
cai thién chat luong dich vu. Theo nghién ctru cua
Nguyen va cong sy (2020), nhiéu trudong dai hoc
trong khu viec ASEAN d4 trién khai KPI dé danh
gia hi¢u suit vién chuc hanh chinh, qua do6 tao
dong luc lam viéc va nang cao chét luong dich
vu cong.

Toém lai, KPI 1a mdt cong cu quan trong trong
quan 1y gido duc dai hoc, ddc biét dbi v6i hé thong
vién chttc hanh chinh. Tuy nhién, viéc xay dung
KPI can duoc thiét ké phu hop véi dic thu timg
don vi, ddm bdo tinh linh hoat va kha ndng 4p dung
thyc té. Phan tich kinh nghiém trién khai KPI tir
cac truong dai hoc hang dau khu viee ASEAN c¢6
thé cung cép nhitng bai hoc hitu ich dé dé xuat mo
hinh phu hop v6i PHQG-HCM.

2.2. Kinh nghiém qudc té vé ap dung KPI tai
cac trwong dai hoc khu vuec ASEAN

2.2.1. National University of Singapore
(NUS) - Singapore

National University of Singapore (NUS) la
mot trong nhiing truong dai hoc hang dau khu
vuc ASEAN, ndi bat v6i hé thdng quan 1y hién
dai va co ché danh gia hiéu suit lam viéc dua trén
KPI. Tai NUS, KPI duoc st dung nhu mét cong
cu quan 1y quan trong nham do ludng hiéu suét
vién chirc hanh chinh, dam bao tinh minh bach
trong hoat dong quan tri va nang cao chat lugng
dich vu ho tro giang vién, sinh vién.

Hé théng KPI tai NUS dugc thiét ké theo
nguyén tic SMART, véi cac chi sb cu thé gin
lién vé6i timg bd phan trong hé thong hanh chinh.
Mot s6 chi s6 KPI pho bién bao gom ty 1 hoan
thanh cong viéc dung han, mic do hai long cua
sinh vién ddi v&i dich vu hanh chinh, thoi gian xu
ly hd so nhan sy va hiéu qua trién khai cac chinh
sach quan tri ndi bd. Cac chi s6 nay khong chi
gitip dénh gia ning suit lam viéc ctia vién chirc
hanh chinh ma con hd trg nha truong trong viée
cai thién quy trinh van hanh, nang cao chét lugng
phuc vu. Ngoai ra, NUS cling 4p dung cong nghé
vao quan ly KPI, voi hé théng danh gia tu dong,
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gitip theo ddi tién d6 cong viéc theo thoi gian thuc.
Vién chirc hanh chinh duoc khuyén khich dat ra
cac muc ti€u cd nhan phu hop véi dinh hudng phat
trién ciia truong, dong thoi cé co ché phan hoi va
diéu chinh KPI linh hoat d¢ dam bao tinh kha thi
va phu hgp véi diéu kién thuc té. Hon nita, KPI
con duge gan lién véi co ché khen thuong va phat
trién nghé nghiép, tao dong luc lam viéc cho doi
ngii vién chirc hanh chinh, gitp t6i wu héa hiéu
suét trong toan bo hé thong quan 1y.

2.2.2. Universiti Malaya (UM) - Malaysia

Universiti Malaya (UM) 1a mot trong nhiing
truong dai hoc hang dau cua Malaysia va khu vuc
ASEAN, ndi bat voi hé théng quan tri hiéu qua
va viéc ap dung KPI vao danh gié vién chirc hanh
chinh. Viéc trién khai KPI tai UM hudng dén tbi
uu hoa quan ly nhan sy, nang cao chét lugng dich
vu hanh chinh va ddm bdo tinh minh bach trong h¢
théng van hanh. H¢ théng KPI tai UM dugc thiét
ké v6i cac tidu chi rd rang cho timg bd phan hanh
chinh, nham dam bao cong viéc dugc hoan thanh
ding tién do va dat hiéu suit cao. Céc chi sb quan
trong thuong bao gdm ty 18 giai quyét hd so hanh
chinh ding han, mtrc d6 hai long ctia gidng vién
va sinh vién ddi vé&i dich vu hd trg, hiéu qua quan
1y tai chinh va quy trinh ngi bg. Viéc do luong KPI
khong chi gitip danh gia ning suat ca nhan ma con
hd tro cai thién tong thé chat lugng quan tri trong
toan bo hé théng dai hoc. Bén canh d6, UM ciling
dac biét chu trong dén viéc dao tao va nang cao
nang lyc vién chtitc hanh chinh thong qua KPI.
Céc ca nhan dat két qua KPI cao thudng dugc tao
didu kién dé phat trién nghé nghiép, tham gia cac
chuong trinh dao tao va c6 co hoi thang tién trong
hé¢ thdng nhéan sy. Dong thoi, KPI con duge st
dung nhu mét cong cu phan hoi, giap vién chic
hanh chinh hiéu & nhiing diém manh va han ché
ctia ban than dé cai thién hiéu suét lam viéc.

Mot diém dic biét trong h¢ théng KPI tai UM
la vigc tich hop cong nghé quan 1y hién dai, gitip
theo doi tién do cong viéc theo thoi gian thyc va
dua ra cac canh bao som khi c6 nguy co khong dat
muc tiéu. Viéc ing dung cong nghé nay gitip dam
bdo tinh minh bach, chinh xac va hi€u qua trong
qué trinh danh gia, dong thoi tao moi truong lam
viéc chuyén nghi¢p hon cho vién chure hanh chinh.
Viéc 4p dung KPI tai UM da mang lai nhiing céi
thién 1o rét trong hi€u qua quan 1y hanh chinh,
giup nha trudong duy tri tinh chuyén nghiép, nang
cao nang suat lao dong va tang cudng su hai long
cta cac bén lién quan.
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2.2.3. Chulalongkorn University - Thai Lan

Chulalongkorn University, ngdi truong danh
tiéng bac nhat Thai Lan, ndi bat v6i chat lugng
dao tao va di dau trong vi¢c cai thién quan tri dai
hoc thong qua cac cong cu quan 1y hién dai. Mot
trong nhiing phuong phap dugc st dung rong rai
tai day chinh 1a KPI, nham do ludng hiéu suat lam
viéc cua doi ngll vién chirc hanh chinh, nang cao
hiéu qua van hanh va tdng cuong tinh minh bach
trong hé théng quan 1y.

Heé théng KPI tai Chulalongkorn duoc thiét ké
dua trén cac muc tiéu chién lugc dai han cta nha
truong, dam bao rang mdi bo phan hanh chinh
déu co chi sb6 do luong phu hop voi vai tro va
chtc ning ctia minh. Nhitng chi s6 thuong duoc
sir dung bao gdm ty 1¢ hoan thanh cong viéc dung
han, mtc d¢ hai long cta giang vién va sinh vién
v6i dich vy hanh chinh, hiéu qua phdi hop giita
cac don vi ndi bd va mirc do cai tién quy trinh lam
viéc. Thay vi chi tap trung vao danh gia theo hiéu
sudt ca nhan, KPI tai Chulalongkorn con hudng
dén kha ning dong gbp vao muc tiéu chung cua to
chuc, giup xay dung mot méi truong lam viée gin
két va hiéu qua.

Mot trong nhitng dac diém ndi bat cua KPI tai
Chulalongkorn 1a viéc tich hop danh gia theo mo
hinh 360 d9, trong d6 vién chirc hanh chinh khong
chi duoc danh gia boi cp trén, ma con nhan phan
hoi tir dong nghiép va cac bén lién quan. Céch tiép
can nay gitip dam bao rang viéc danh gia khong
chi dua trén s6 liéu cing nhic ma con xem xét
dén chét luong lam viéc, tinh than hop tac va mic
d6 dong gop vao su phat trién chung cua to chirc.
Ngoai ra, hé théng KPI con c6 co ché phan hoi hai
chiéu, cho phép vién chirc hanh chinh dé xuit cai
tién quy trinh, tir d6 gitp t6i wu hoa hiéu qua van
hanh mot cach linh hoat.

Bén canh d6, Chulalongkorn ciing tién phong
trong viéc s6 hoa quy trinh quan 1y KPI, st dung
hé théng theo ddi va danh gia truc tuyén, giup
vién churc hanh chinh cap nhat tién dd cong viéc
theo thoi gian thyc. Viée ung dung cong nghé
gitip giam thiéu thu tuc hanh chinh khong can
thiét, dong thoi tao didu kién thuan loi cho viéc
giam sat, diéu chinh va t&i wu hoa hiéu suit lam
viéc. KPI ciing duoc lién két véi chinh sach khen
thuong, dao tao va phat trién nhan sy, tao dong
luc dé vién chic hanh chinh khong ngimg nang
cao k¥ nang va chuyén mon.

2.3. Bai hgc kinh nghiém cho PHQG-HCM

Thir nhét, can xay dung mot hé thong KPI 13

rang, c6 tinh hé théng va phu hop voi timg bo
phan hanh chinh. M6t trong nhiing diém thanh
cong cua NUS, UM va Chulalongkorn 1a cé
hé théng KPI duogc thiét ké theo nguyén tic
SMART, dam bao tinh cu thé, do luong duge,
kha thi, phtt hop va c6 thoi han 18 rang. Diédu
nay gitp ting bd phan trong hé théng hanh
chinh c6 nhiing ti€u chi danh gia rd rang, tranh
su chung chung va khé ap dung. PHQG-HCM
c6 thé hoc hoi bang cach xay dung bo KPI linh
hoat cho tirng nhém cong viéc khac nhau trong
hé théng hanh chinh, tor quan ly nhan su, tai
chinh, dao tao dén hd tro sinh vién.

Thur hai, can gan KPI v&i chién lugc phat trién
chung cuia PHQG-HCM. Mot trong nhitng yéu
t6 giup KPI tai UM va NUS thanh cong 14 viéc
tich hgp KPI v&i muc ti€u dai han cta truong.
Thay vi chi tap trung vao cac con s mang tinh
hanh chinh, KPI can phan &nh muc do dong gop
clia vién chirc hanh chinh vao sy phat trién bén
vitng ctia nha trudng. PHQG-HCM c6 thé tham
khao mé hinh nay dé xay dung hé théng KPI
gin lién voi chién luoc chuyén d6i sd, ning cao
chat lugng dao tao va cai tién dich vu hd trg
sinh vién.

Thir ba, cin c6 co ché giam sat va phan hoi
hiéu qua. Tai Chulalongkorn, KPI khong chi la
cong cu do luong hiéu sudt ma con co co ché
phan hoi hai chiéu, gitp vién chic hanh chinh
nhan duoc danh gia tir nhiéu phia, bao gém cép
trén, dong nghiép va cac don vi lién quan. Cach
tiép can nay gitp hé thong KPI tro nén cong bang,
minh bach va c6 tinh diéu chinh linh hoat, thay vi
chi mang tinh kiém soat don thuan. PHQG-HCM
c6 thé ap dung mé hinh danh gia 360 d, cho phép
vién chtrc hanh chinh dugc phan héi va dé xut
cai tién hé thong KPI, gitp tang tinh chi dong va
su hai long trong cong viéc.

Thr tu, tng dung cong nghé trong quan 1y KPI
dé dam bao tinh chinh x4c va minh bach. Ca NUS
va UM déu tmg dung hé thong theo doi hiéu suét
tryc tuyén, gitp quan 1y KPI theo thoi gian thuc,
tranh tinh trang danh gi cam tinh. Hé thong nay
tu dong thu thap dir li¢u, phan tich xu hudng hiéu
sudt va dua ra canh bao khi c6 sai léch. PHQG-
HCM c6 thé xem xét phat trién mot nén tang sd
dé theo ddi KPI, gitip vién chirc hanh chinh chii
dong quan 1y cong viéc ctia minh, dong thoi giup
nha quan 1y ¢6 dit liéu chinh xac dé ra quyét dinh.

Thir nam, két hop KPI v6i chinh sach khen
thuong va dao tao dé tao dong luc lam viéc. Mot
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trong nhiing yéu t6 gitp hé thong KPI tai UM va
Chulalongkorn hiéu qua 1a viéc gan KPI v6i chinh
sach phat trién nhan su, trong d6 vién chirc hanh
chinh c6 co hoi duge dao tao, nang cao ky nang
néu dat két qua KPI t6t. Thay vi chi dung KPI nhur
mot cong cu kiém soat, DPHQG-HCM co6 thé bién
KPI thanh dong lyc phat trién, gitp vién chirc
hanh chinh cam théy dugc ghi nhén va cé co hoi
thang tién.

Thir sau, linh hoat trong diéu chinh KPI theo
thuc tién. Mot bai hoc quan trong tir NUS 1a hé
thong KPI khong c¢b dinh ma dwoc diéu chinh
dinh ky duwa trén phan hoi tir nhan vién va nhu
cau thyc tién. Didu nay gitip KPI khong tré thanh
ganh nang ma thyc sy 1a mot cong cu ho trg quan
ly. PHQG-HCM c6 thé thiét lap chu ky danh gia
KPI linh hoat (vi du: theo quy hodc theo nam),
dong thoi ¢ co ché cap nhat KPI dé phu hop voi
diéu kién 1am viéc thuc t.

1. KET LUAN

Viéc ap dung KPI trong quan 1y vién chirc hanh
chinh 1a mot xu hudng tit yéu nhdm nang cao hiéu
qua hoat dong, tinh minh bach va tinh chuyén
nghi¢p trong quan tri dai hoc. Kinh nghiém
tor National University of Singapore (NUS),
Universiti Malaya (UM) va Chulalongkorn
University cho théy, mot hé théng KPI hi¢u qua
can dam bao su 1o rang, linh hoat, gén két véi
chién lugc phat trién, tich hop cong nghé va c6 co
ché phan héi minh bach. PHQG-HCM c6 thé hoc
hoi va diéu chinh pht hop véi thuc tién, dam bao
KPI khong chi 14 cong cy kiém so4t ma con tao
dong luc 1am viéc, phat trién nang lyc vién chirc
hanh chinh va t6i wu hoa chit lugng dich vu hd
trg. Viéc trién khai hé théng KPI bai ban s& gop
phan gitip PHQG-HCM canh tranh, phat trién bén
virng va nang cao vi thé trong hé thdng gido duc
dai hoc.
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