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VAI TRO CUA TRUYEN THONG NOI BO
TRONG VIEC THUC DAY SU GAN KET
NHAN VIEN

Nguyén Van Anh
Hoc vién Cong nghé Buu chinh Vién thong

Tom tit: Truyén thong ndi bo 1a vige
truyén dat thong tin, ¥ tuong giita cac thanh
vién trong cung mot phong ban, hodc gitta cac
phong ban hay trong noi bd don vi, to chic,
doanh nghiép. Truyén thong ndi bd c6 tac dung
gitip duy tri, xay dung va cung c6 mdi quan hé
t6t dep trong ndi bd don vi, tao nén mot don vi
vitng manh, phat trién. Tuy nhién tai Viét Nam,
viéc ndy van chua duoc cac doanh nghiép trong
nudc quan tim va dau tu dung muc.

Tir khéa: Truyén thong nodi bo, gin két nhan
vién, PR, long tin

I. MO PAU

Truyén thong ndi bd dong vai tro khong thé
thiéu trong hoat dong quan 1y cua to chirc.
Truyén théng ndi bo gitp céc chién luoc quan
1y va hé théng thong tin duoc thong sudt tdi cac
b phén, tao dong lyc dé nhan vién phat huy toi
da tiém ning dong gép cho sy phat trién cia to
chtrc. Ngay nay, sy phat trién khong ngimg cia
khoa hoc, cong nghé da gop phan chuyén dich
nganh Quan h¢ cong chung (PR) véi xu hudng
1én ngdi cta cac phuong thirc truyén thong sb.
Nhiéu doanh nghiép d& nhanh nhay bt nhip xu
thé nay trong hoat dong PR noi chung va truyén
thong ndi b néi riéng trong khi nhiéu doanh
nghiép con loay hoay tim hudng di méi. Nam
bit xu huéng cia truyén thong ndi bo trén thé
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gidi va Viét Nam két hop cung nhu nén tang Iy
thuyét vimng chéc s& 13 co s& cho nhimg ngudi
lam PR, dic biét 1a truyén thong ndi bd c6 nhiing
giai phap cai thién vai trd ciia truyén thong ndi bo
tai doanh nghiép, gop phan thic ddy sy tham gia

ctia nhan vién trong dinh huéng phat trién chung.
II. TONG QUAN TRUYEN THONG NOI BO

A. KHUNG LY THUYET VE TRUYEN THONG
NOI BO

1. Khéi niém truyén théng néi bé

Truyén théng ndi bd (Truyén thong ndi bo)
la hoat dong quan trong trong quan tri PR. Day
14 méi quan hé cong ching cuc ky quan trong,
quyét dinh sy thanh bai trong hoat dong cua
moi t6 chirc. Truyén théng ndi bo 13 trao doi
thong tin va y tudng trong mot t6 chic (C. L.
Bovée J. V. Thill, 2000, p7) [1]

Truyén thong noi bo 1a qua trinh hd tro chién
luoc trién khai nham tuyén truyén gié tri cia t6
chtc va dinh hinh “nét riéng” cua to chuc, gop
phﬁn tao ra loi thé canh tranh cho td chic. (M.
Dunmore, 2002, pp. 133-134) [2]

Truyén thong ndi bd co thé dugc dinh nghia
la cac giao dich gitta cac cd nhan va nhém &
nhiéu cdp d6 khac nhau va trong cac linh vuc
chuyén mén khac nhau (Frank va Brownell,
1989) [3]
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2. Niém tin trong truyen thong ngi bg

Truyén thong ndi bo 1a cau ndi gitp gin két
niém tin giita nhan vién va cac cap lanh dao to
chirc (Gavin & Mayer, 2005)[4]. Niém tin va su
cam két 1 két qua cua qua trinh hodc cac chinh
sach dugc 1ap ra nhdm muc dich mang dén su
hai long cua cac bén Chia (2005) [5]. Trong do,
nhén thirc, sy cam két, niém tin, su ton trong
1an nhau 13 nhimg yéu t5 1am nén thanh cong
trong cac mbi quan hé PR ndi bd. Wilson
(1994) [6]. Cac nghién ctru vé quan hé cong
chung coi 1ong tin 1a mot khia canh quan trong
cia mbi quan hé giira t6 chirc va cong ching
(Botan & Taylor, 2004) [7].

3. Sw gan két ciia nhan vién trong truyén thong
noi bo

Nhitng nghién ctru trude ddy da chi ra rang
su gan két duoc xem 1a kha niang tan dung tbi
da su tich cyc cua cac ca nhan trong vai trd
cong viéc cua ho. Kahn (1990) [8]. Cac nhan
vién gan két c6 cam xuc tich cuc manh mé véi
cac cap lanh dao va t6 chirc, c6 cam két vé thoi
gian, nd lyc giup xay dung thanh cong cua t6
chire. Quirke (2008) [9]. Nhiing nhan vién gin
két sdu v6i t chirc ¢ xu hudng dong gop tich
cuc hon cho cac hoat dong cua td chuc, ho nhin
nhan tich cyc hon vé t6 chirc, tham gia dong
gop tich cuc hon mdi ngdy. Pic biét, nhing
ngudi giam sat hay quan 1y cip thip nhét lai
dong vai trd quan trong nhit trong qua trinh tao
nén sy gan két ciia cac nhan vién Saks (2006)
[10]. Ho chinh 14 “tuyén dau” tiép xtic gan nhét
vo1 dong dao nhan vién, ndm bét tam tu, mong
mudn va thuc thi trién khai cac chinh sach
truyén thong nodi bd ciia cong ty.

B. TAM QUAN TRONG CUA TRUYEN
THONG NOQI BO
1. Truyén thdng ngi bg gilp théng tin
Xuyén sudt trong té churc

Thong tin xuyén sudt va minh bach, chinh
xac 1a mot trong nhirng thach thac 16n dac biét

v6i nhitng cong ty da qudc gia, cong ty c6 sb
luong nhan vién dén hang nghin, hang chuc
nghin nguoi. Trong thoi dai cong nghé ngay
cang phét trién, thong tin nhanh, chinh xac
ciing 12 mot trong nhimg loi thé canh tranh va
t6 chtrc, doanh nghiép c6 duoc.

2. Truyén théng néi bg mang dén cho moi
nguwoi Cai nhin toan dién hon vé té chirc

Trong cung mot hudéng do, thong tin lién
lac ndi bd thuong dugce coi 1a tin nhén tir trén
xuéng, duoc viét boi cac nha lanh dao cho viée
tiéu thu cia nhan vién. Nhung thuc sy do la
mot con dudng hai chiéu. Chic chan, ban ¢
thé trau doi thong tin cia minh dé huéng su chu
¥ ctia moi ngudi, nhung cudi cing su cha ¥ cia
ho s& suy yéu dan. Pic biét 1a néu ho cam thay
khong c6 tiéng noi.

NoGi cach khac, truyén thong noi bo khong
phai 1a dé thu hat mot d6i twong thu dong véi
thong diép phu hop; thay vao do, d6 1a vé viéc
thic day giao tiép hai chiéu xung quanh nhiing
gi dang dién ra tai to chiic.

Piéu nay dac bi¢t hi€u qua néu nhén tin, tin
tirc va thong bao duogc uy thac khong chi cho
bd phan tiép thi hoac nhan sy, ma con cho dai
dién ctia nhiéu bd phan khac nhau trong t6 chtc
cua ban. Viéc chi dinh cac phong vién tin tirc
va diéu phdi vién sy kién tir nhiéu phong ban dé
xuat ban cac cdp nhat giip moi ngudi co cai
nhin toan dién hon vé nhiing diéu quan trong
trong to chuc.

3. Truyén théng néi bé gitp xay ding van
hoa té chic

Theo nhiéu cach, vai tro chinh cua truyén
thong ndi bd 1a giap lam cho van héda cong ty
trg nén rd rang. Truyén thong ndi bo gitp dinh
hinh van hoa khac biét cua to chuc, doanh
nghiép va truyén tai thong diép d6 mot cach
tron ven dén tung thanh vién trong t6 chire. Mdi
thong béo, tin nhén, cap nhat tin tc, bai viét
trén cac nén tang truyén thong cua td chirc déu
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dong mot vai tro trong cadch moi nguoi giai
thich canh quan vin hoa cua t6 chire. [11]
4. Truyén thdng néi bg giip doi pho Véi
khzng hoang

Khing hoang truyén thong ludn co6 kha
nang xay ra. Truyén thong ndi bo lam tbt vai tro
s& giup thong tin duoc xuyén sudt va chinh xéac
dén timg thanh vién trong t6 chic ciing nhu gan
két, tao niém tin vao su phat trién bén viing cua
t6 chirc, doanh nghiép. Do ciing 1 nén ting dé
khi 6 su cd, khung hoang, toan bg can bd nhan
vién dong long ving tin véi doanh nghiép,
toan bd can bd nhan vién cing c6 thé la
nhitng cau ndi truyén thong giup t6 chirc vuot
qua khung hoang de doa. Ngoai ra, thong tin
ndi bd con gitp nhitng nha quan 1y truyén
thong nhanh chéng nam bat dugc nhimng phan
hdi trong ndi bd td chirc, giup khic phuc
nhanh chéng nhiing su ¢6, dé chung khong trd
thanh khung hoang. [12]

A.  QUY TRINH HOACH PINH CHIEN
LUQC TRUYEN THONG NOI BQ

1. Xde dinh cac vén dé cua truyén théng néi bé
Trong khi phéan tich cac tai liéu vé khai
niém va thyc nghiém, Rafiq va Ahmed chi ra co

thé x4c dinh nam van dé cia Truyén thong noi
bd nhu sau: [13]

e  Dong lyc va sy hai long cua nhan vién

e Dinh hudng tap trung vao khach hang va
su hai long cta khach hang

e Su phdi hop giita cac phong ban, nhan vién

e Thong tin xuyén sudt cac chinh sach, thong
bao

e Phdi hop cung cac chién lugc tiép thi khac
ctia t6 chirc
T ndm van dé trén, Rafiq va Ahmed da

xay dyng nén moé hinh cic van dé can giai

quyét trong Truyén théng ndi bd bao gdm:

- Phan cAp mdi quan hé cua cac ddi tugng trong
t6 chic va xac 1ap thir ty wu tién can truyén
thong tac dong.

- Xac lap muc tiéu cua moi chién luoc truyén
thong, mdi du an truyén thong ndi bo trong cac
khoang thoi gian khac nhau.

- Thiét 1ap ndi dung véi timg d6i twong khac
nhau trong td chirc nodi bo.

- Xac 1ap phuong thic thyc hién. Vi du: trién
khai truyén théng ndi bo thong qua kénh Radio,
online, mang xa hoi (hé théng Facebook
Bussiness), h¢ thong email noi bo. ..

- Thoi gian trién khai: Xac lap thoi gian thuc
hién rd rang.

- Nhan sy thuc hién: Phan nhiém cac nhan su
phu trach cong viéc.

Phan cap
mai quan
hé
Xac lap
muc tiéu

Ngan sach

Thiét lap
Noi dung

Thoi gian
trién khai
Phuong

thirc thuc
hién

Hinh 1: M6 hinh cac van d& can giai quyét trong
truyén thong ndi bo
Ngoai ra, theo quan diém cua tac gia H. A.
Kalla cho rang Truyén thong ndi bo can tap
trung vao vi¢c giao tiép ndi bo véi bdn linh vuc
chinh: [14]

- Giao tiép kinh doanh - Business
communication: Truyén thong noi bo gitp ting
cudng k¥ ning giao tiép cua nhan vién;

- Giao tiép quan ly - Management
communication: truyén théng ndi bo tap trung
vao k¥ nang quan 1y va kha ning giao tiép;
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- Giao tiép db6i ngoai — Corporate
communication: truyén thong noi bo tap trung
vao giao tiép chinh thirc mang tinh quy chuan
nhu giao tiép véi cac cb dong, ddi tac chién
luoc...

- Giao tiép ddi noi trong t6 chuc —
Organizational communication: giai quyét cac
van dé trong cic quy trinh, tao 1ap mbi quan hé
gifta cic ca nhan va t chic.

Trong do, truyén thong ndi bd tich hop bao
gOm tat ca cac hanh vi giao tiép chinh thirc va
khong chinh thirc dién ra & tat ca cac cap ctia to
chuc.

1. Xdc dinh cac doi twong trong truyen
théng ngi bg

Cac ddi tuong trong truyén thong nodi bo bao
gom: C6 dong, nhom quén tri cao cap, ngudi
lao dong ndi chung.

Cdc déi trong trong truyén théng néi b phan
Cdp nhu sau:

- Cac nha lanh dao, quan tri cao cap
(CEO): Nhom nay bao gém céc thanh vién cia
hoi déng quan tri, thanh vién trong ban giam
dbc cong ty.

- Céc nha quan tri trung gian: Nhom nay
bao gdm cac nha quan tri cap chi nhanh, phong,
ban, don vi tryc thudc cong ty.

- Nhitng ngudi lao dong truc tiép: Nhom
nay bao gdm dong dao nhiing ngudi lao dong
tryc tiép, ho 1a d6i twong quan 1y trong cong ty.
Truyén théng néi bé 1a xiz Iy cac méi quan hé
co ban:

- Mbi quan hé giita 1anh dao va nhén vién.

- MJdi quan hé giita cac phong ban chitic ning
trong co ché quan 1y doanh nghiép.

- Mbi quan h¢ trong ndi by tung nhoém cong
chung: Mdi quan hé giita nhan vién véi nhan
vién, lanh dao véi l1anh dao.

2. Xay dung ké hoach truyén théng néi bg

Ké hoach truyen thong ngi bg

K¢ hoach truyén thong ndi bo bao gom cac noi
dung cong viéc nhu sau:

- Xac dinh ndi dung cac cong viéc can
tién hanh

- Phuong thttc, kénh thuc hién ting cong
viéc

- Thoi gian tién hanh timg cong viéc

- Phan cip quan 1y va ngudi chiu trach
nhi¢ém cac cong vi¢c

- Kinh phi can thiét cho cac hoat dong.

Chinh séch truyén thdng ngi bé

- Cung cap diy du thong tin can thiét cho
nhan vién vé nodi dung, ké hoach, muc dich,
muc tiéu truyén thong ctia don vi minh.

- Cung cép thong tin quan trong vé cic
hoat dong, su kién, hay thanh tich ndi bat cua
don vi.

- Khuyén khich nhan vién déng gop y
kién dé cung x4y dung t6 chiic ngay cang virng
manh. Pong vién, thic ddy su sang tao, phat
trién cta ho.

- Co bién phép xur 1y tich cuc ddi vai cac
van dé gay tranh cii, nhay cam hay tiéu cuc

- Truyén thong trung thyc, hai chiéu,
thudng xuyén gitta can bd quan 1y va cip nhan
vién.

- Cac van @&, ndi dung quan trong cua
cong ty phai dugc truyén thong nhanh chdng
dén tat ca nhan vién, tuyét d6i khong dugc dé
thong tin nhan vién nhan dugc tir kénh truyén
thong khac.

- Xay dyng van hoa khuyén khich tu duy
phat
doanh nghiép.

sang  tao, minh, sang kién trong

- Nén c6 chinh sach khen thudéng kip thoi
tir cac cap quan 1y ddi véi sy tién bo cua nhan
vién.
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Nguyén tdc trong truyén thdng ngi bé

Mot sd nguyén tic gitip truyén théng nodi b dat
duoc muc tiéu:

- Tinh c¢6 muc dich: giao tiép hudng t6i
nhirng muc tiéu nhat dinh; khong giao tiép theo
16i tur do, tiy tién va thiéu trach nhiém; phu hop
v6i timg mdi quan hé giao tiép.

- Tinh t6 chtrc: giao tiép theo ding chirc ning,
quyén han va nhi¢m vu dugc giao; chép hanh
va ton trong nhimg ndi quy va cam két cua
cong ty.

- Tinh chuén muc: giao tiép trén co s ton trong
quy dinh cta phap luat; tuan theo nhimng chuan
muc van hoa, lich thiép.

- Tinh than thién: Giao tiép phai xay dung dugc
mbi quan h¢ tin cdy va than thién trong ndi bo
td chirc

II.  XUHUONG HIEN NAY CUA
TRUYEN THONG NOI BQ

1. Xu huong da kénh, da nén tang:

bé tmyén thong ndi bo c6 hi¢u qua, td chirc
phai lya chon céc kénh truyén thong thich hop
nhit. Truyén théng ndi bd co thé st dung cac
kénh giao tiép khac nhau véi timg dbi tuong
pht hgp bao gom:

- Kénh tryc tiép — Face to face
communication: Kénh truyén thong truc tiép
gilp ting cudng cam xuc, truyén cam himg va
1a cong cu tao dong lyc tét. (Ruck et al., 2017)
[15].

- Kénh truyén thong qua trung gian may
moéc va mang xa hdi: hé théng email, may tinh,
mang ndi bd, mang xi hoi giup giai quyét
nhiing cach trd vé khong gian, dia 1y, mang yéu
t6 nhanh, gon.

Ruck et al. da chi ra rang: Cac kénh online
va mang xa hdi 1a mot trong nhitng hinh thurc
cia PR Noi bg, gop phan hiéu qua trong viéc
thay d6i hanh vi. [15]

2. Sir 18n ngdi cua truyén théng ndi bg qua
mang xa hgi

Trong thoi dai ctia cach mang cong nghé
4.0, mang x4 hoi ngay cang thu hat sé luong
16n nguoi dung. Theo bao cdo thudng nién cua
WeareSocial va Hootsuite khao sat tai 42 quéc
gia dong thoi tong hop thém tir nhidu ngudn
mang tén “Bao cdo Chi sé thuong mai dién tur
Viét Nam 2020” thong ké Viét Nam c6 hon 65
triéu nguodi dung mang xi hoi tinh dén thang
01/2020, tang 5,7 tri€u nguoi dung tu thang
4/2019 dén thang 1/2020 [16]

Khi cic nhan vién trong td chtrc, doanh
nghiép sir dung mang xa hoi, giao tiép noi bd
dugc cai thién mang dén nén tang cho cac kénh
truyén thong hiéu qua trong to chirc. Mang xa
hoi dac biét hitu ich khi doanh nghiép ddi pho
va ngin chin khung hoang truyén thong.
Nhung day ciing 13 con dao hai ludi can kiém
soat va co ché tai manh m& cho viéc lan truyén
hinh anh, thong tin vi pham quy dinh cua t6
chire doanh nghiép.

Nghién ctru truong hop cia hang Lenovo,
hing di rat thanh cong khi thiét 1ap Lenovo
Central, kénh cung cép thong tin 24/7 cho toan
bd nhan vién trén toan thé gidi, noi cdp nhat
album hinh anh, video trén toan Thé gidi, cap
nhat nhitng sy kién truyén truc tiép trén mang
x4 hoi nhu London fashion show véi su tai trg
cia hang hay cic bai phat biéu cia CEO dén
toan bg nhan vién. Trang nay dugc tich hop cac
tinh nang gitip nhan vién ¢ thé sang tao ndi
dung cac bai viét cia c4 nhan cing xdy dung
van héa Lenovo trén mang xa hoi danh riéng
hay t6 chirc cac cude gip g8, trao ddi online véi
cac lanh dao cap trén mot cach dé dang.
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O W A 2003 ke

Hinh 4: Cac hoat dong trao doi ctia nhén vién trén
Trang ndi bd cua Lenovo

Ngoai viéc thiét 1ap trang ndi bo riéng, cac
t6 chirc, doanh nghiép c6 thé dung nhing dich
vu tich hgp sén c6 v6i chi phi hgp 1y tir cac nha
cung cap nhu:

Facebook Workplace, Slack hodc Base
Inside: cho phép nhan vién trong doanh nghiép
trao d6i v6i nhau nhanh chong hon trao ddi qua
email.

°

o .

POV rEHrEODRLODS !

Hinh 5: Facebook workplace ctia hang Fox
Fabrics

Cong cu truc tuyén: Cac cong cu nhu skype
meet now, zalo, google duo, zoom, Microsoft
team, cisco webex, google meet, hangouts,
whereby,

Véi mang x3 hoi danh riéng cua td chuec,
doanh nghiép, viéc truyén thong ndi bo 1a thic
day viéc can bo, nhan vién cha trong xay dung
hinh anh c4 nhan v&i tinh than trach nhiém
cing ndi dung duoc sang tao cudn hat. Trén
kénh social media, truyén thong ndi bd can dic
biét luu tdm phat trién cac video gitp truyén
dat van hoéa doanh nghiép, truyén dat su hai
long cua nhan vién, truyén cam hing va tao
dong luc.

Yéu t6 nhanh, noi dung ngan gon, slc tich
va tan sudt 16n xudt hién cac ndi dung, hinh
anh, video 1a nhiing tiéu chi 13 truyén théng noi
bd trén mang xa hoi can luu tam khi trién khai.

3. Truyén théng néi bé qua dién thogi
théng minh

Bén canh mang xa hoi, truyén thong nodi bod
ghi nhan sy 1én ngodi cua nén tang di dong.
Theo “Béo céo Chi sb thuong mai di¢n tir Viét
Nam 20207, c6 dén 93% nguoi dugc khao sat
su dung dién thoai thong minh va chi co 22%
st dung dién thoai khong thong minh, chung to
dién thoai thong minh gio da tr¢ thanh chuan
muyc cua nganh di¢n thoai, va la canh ctra mé ra
nhiéu théi quen cta tuong lai. [16]

Viéc tan dung dién thoai thong minh tro
thanh cong cu truyén thong ndi bo 1a xu hudng
dugc danh gid 14 can thiét va hiru ich. Véi thoi
quen st dung di€én thoai ngay mot thuong
xuyén, nhan vién chic chan s& rat mudn dugc
tiép can cong thong tin ctia doanh nghiép thong
qua dién thoai thong minh.[17] Ké ca website
ndi bo ciing can twong thich di dong. Viéc st
dung ung dung dé lién lac gitp truy cap dé
dang hon vao thong tin quan trong ma nhan
vién can dé thanh cong trong céng viée cua ho.
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Mot sb App trén dién thoai thong minh co thé
ding dé truyén thong ndi bd véi doi ngii can bd
nhan vién nhu: The Employee, My Sociabble...
Cac app nay gitp dé dang cap nhat thong tin
bao gdém céc thong bio quan trong tir lanh dao,
tin trc nhan su, va quyén truy céap vao tai liu,
bang lwong, v.v. Ngoai ra con cho phép nhan
vién chia s¢ thong tin “tot dep can biét”, tao
khong gian hodc thoi gian dé phu hop v6i nhip
giao tiép thong thudng cua cac nhén vién trén
cac vi tri dia ly khac nhau toan cau. Céc noi
dung truyén thong ciing c6 thé dugc chia sé
thong qua cac nén tang da phuong tién hip dan
nhu video, podcast, anh va blog.

Hinh 4nh 6: Ung dung truyén thong ndi bo The
Employee

Hinh anh 7: Ung dung truyén théng nodi bd My
Sociabble

.  KETLUAN

Vé6i xu hudng phat trién va hd tro khong
ngung cua cong nghé, viéc xay dung va duy tri
mdi quan hé tét dep trong quan hé cong ching
ngay cang tr¢d nén thach thirc doi hoi nhing
nguoi 1am PR can cip nhat thong tin va thay
dbi theo xu hudng phu hop véi timg d6i tugng
trong truyén thong ndi bo. Trong do, xu hudng
tan dung nhitng kénh truyén thong hiéu qua nhu

mang x4 hoi hay nén tang di dong 1a mot trong
nhirng wu tién cip nhat chuyén doi tai cac quc
gia trén thé gidi ciing nhu tai Viét Nam.
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INTERNAL PR BOOST THE LEVERAGE
OF EMPLOYEE ENGAGEMENT

Abstract: Effective internal communication
is crucial or successful organisations as it
affects the ability of strategic managers to
engage employees and achieve objectives. This
paper aims to help orgarnisations improve
internal communication by proposing theory
with the potential to improve practice. This
exploratory study uses findings from interviews
with public relations executives to explore the
growing role that internal communication plays
in employee engagement. The article also aims
at systematizing knowledge about the roles and
tasks of internal communication, with
highlighting crucial areas of its influence.

Keywords: Internal communication, PR,
Trust, employee engangement.
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