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lj-» TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

MUC TIEU CUA MON HQC ©

Gitip sinh vién c6 thé:

* Hiéu dwgc cac khai niém co ban trong Quan
tri chat luong, cac k¥ thuat va cong cu quan ly
chat lugng.

+ M ta duoc cach thirc tién hanh hé thong quan
1y chat lugng toan dién.

+ Phén tich duoc dic diém va vai trd ctia nhitng
h¢ thong chat lugng.

l'|)'|‘kl ONG PAI HQC MO TP.HCM

N(:)I DUNG C[jA I\/ION HQC (¢ KHOA QUAN TR KINH DOANH

TONG QUAN VE @ QUAN LY G
CHAT LUQNG CHAT LUQNG
VA QUAN TRI DICH VU
CHAT LUONG VA TQM

PANH GIA VA
KIEM SOAT
CHAT LUQNG

HE THONG

CHAT LUQNG

Chuong 8 Chuong 9




TRUO! ALHQC MO TP.HCM
KHOA QUAN TR KINH DOANH

TAI LIEU THAM KHAO

[ -

* Gido trinh “Quén Iy chat lugng”, Ta Thi Kiéu
An, NXB Thong ke, 2010

* “Quan tri chat lugng”, TS. Nguyén Kim Dinh,
NXB Tai chinh, 2010

» TRU ONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

DANH GIA MON HOC ¢

- Bai tap nhom (Thuyét trinh)

PIEM GIUA KY
30%

- Bai tap trén 16p

- Phat biéu, dong gop y kién

PIEM CUOI KY KIEM TRA TU LUAN
70% (DE PONG)

l'l) TRUONG PAI HQC MO TP.HCM
1 KHOA QUAN TR KINH DOANH
-

. 1 BAI 3

GIOI THIEU VE QUANLY QUAN LY CHAT

CHAT LUONG CHAT LUONG LUONG DICH VU
(5 tiét) (5 tit) (5 tiét)

BAI5 BAI 6
DANH GIA CONG CU KIEM SOAT
CHAT LUONG ;

(5 tiét) (10 tiet

BAI 4
TQM
(5 tiét)

18
1SO 9000
(3 tiét) (5 tiét)




Trwong Pai hoc Mé TP.HCM
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T0.VE CHATLUONG

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com

BAI,I. GIOI THIEU VE o ™
CHAT LUQGNG
KHAI NIEM l PAC TINH l Iﬁgﬁ iﬁlingl
NOI DUNG CHIiNH
CUA BAI 1

~ YEUTO CHI PHI
ANH HUGNG

)'I‘Rl‘(jN(; PAI HQC MO TP.HCM

BAI 1. GI(’)‘I THIEU VE (!//l'l KHOA QUAN TR KINH DOANH

CHAT LUQNG
—— 7;//
1. KHAI NIEM CHAT LUQONG
+ “Théa min nhu ciu cia ISON 9009:2008 dinl}
khéch hang” nghia chat lugng la
“Muc d¢ cua mot tap

(Y‘V.E,dwards Dfm}ng) . hop céac dac tinh vbn ¢o
* “Thich hop d¢ sir dung dap g cac yéu cau”
(J.M.Juran)
* “Lam dang theo yéu
cau” (Philip B.Crosby)




TRUONG DAl HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

BAI 1. GIOI THIEU VE

CHAT LUQ

1. KHAI NIEM CHAT LUQONG

Performance @ @

Service

Delivey
timing

Safety

Quality

TRUONG PAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 1. GIOI THIEU VE CHALE®”

B s

2. VAI TRO CUA CHAT LUONG

LGOI THE
CANH TRANH

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

-
”

BAI 1. GIOI THIEU VE <

CHAT LUQ

3. PAC TINH CUA CHAT LUQNG

. . - PO
TINH NANG PAC TINH TIN CAY
KHA NANG R
SUDUNG GIA CA

Sy TINH
THICH HQP THAM MY




i3 TRUONG PAI HOC MO TP.HCM

BAI 1. GIO‘I THIEU VE ”g:— KHOA QUAN TR] KINH DOANH

CHAT LUOQNG

— 7//
4. QUA TRINH HINH THANH CHAT LUQNG
Marketing ,
Ban
Dich vu
v sau ban
T6 chire THOA MAN NHU | .
dich vu CAU XA HOI ___sL
bo léch:chét lugng
Kiém trd NHU CAU -
L \qghién ciiu
XA HOI
. Sanua Thiét ké
Marketing A UL San xudt thie Thém din
Hoach dinh thuc hién

BAI 1. GIOI THIEU VE

CHAT LUQ

5. CAC YEU TO ANH HUONG DEN

CHAT LUQNG
A TRINH DO N L~
DPOI H.QI RN T C HIyNH SAC H
THI TRUONG SAN XUAT KINH TE

SU PHAT TRIEN
KHOA HOC
KY THUAT

HIEU LUC CO CHE
QUAN LY

N <

BEN NGOAI

BAI 1. GIOI THIEU VE LR N SE T

CHAT LUQ

5. CAC YEU TO ANH HUONG DEN

CHAT LUONG

PHUGONG PHAP




RUONG PAI HQC MO TP.HCM

BAI 1. GI(’)‘I THIEU VE < KHOA QUAN TR KINH DOANH

CHAT LUOQNG
——— 7¥—//

6. CHI PHI CHO CHAT LUQNG

Chi phi (;hi phi Chi phi sai héng| (Chi phi sai hong|
phong ngira tham dinh bén ngoai bén trong

CHI PHI CHI PHI
KIEM SOAT SAI HONG

TONG CHI PHi
KIEM SOAT
CHAT LUQNG

RUONG PAI HQC MG TP.HCM

BAI’I. GIGI THIEU VE KHOA QUAN TRI KINH DOANH
CHAT LUQNG

QUAN PIEM
TRUYEN THONG

Chi phi

Chi phi tdi thiéu

)

RUONG PAI HQC MO TP.HCM

BAI 1. GIOI THIEU VE "ot
CHAT LUQNG

Quin Iy chit
lwgng toan dién

™

Chi phi

0

(Chi phi tdi thiéu

So6 khuy




I'I Trwong Pai hoc Mé TP.HCM
( ij KHOA QUAN TRI KINH DOANH

~ BAI
QUANLY CHATLUGNG

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com

BAI 2. QUAN LY oo T e
CHAT LUQNG

CAC BUGC PHAT TRIEN
UA QUAN LY CHAT LUQNG

NOI DUNG CAC PHUONG THU'C
CHINH CUA QUAN LY CHAT LUQONG
BAI 2

HE THONG
QUAN LY CHAT LUQNG

BAI 2. QUAN LY (ljf'"‘&.i}'ﬁ‘;;{’f\' TR KINH DOANH

CHAT LUQNG

1. CAC BUOC PHAT TRIEN CUA
QUAN LY CHAT LUQNG

KIEM SOAT DPAM BAO
CHAT LUQNG CHAT LUQNG

K!EM TRA
SAN PHAM

QUAN LY CHAT LUQGNG KIEM SOAT
TOAN DIEN CHAT LUQNG
TOAN DIEN




BAI 2. QUAN LY ;

CHAT LUQNG

1. CAC BUOC PHAT TRIEN CUA
QUAN LY CHAT LUQNG

QUAN NIEM VE CHAT LUONG CHAT LUGNG
CHAT LUQGNG KHONG PO BUQC TON NHIEU CHI PHI

CHAT LUQNG
PUQC PAM BAO
NHO KIEM TRA

CHAT LUQNG
LA TRACH NHIEM
CUA NHAN VIEN

BAI 2. QUAN LY e
CHAT LUQNG

2. CAC PHUONG THUC QUAN LY
CHAT LUQNG

QUAN LY CHAT LUQNG TOAN DIEN (TQM)

KIEM SOAT CHAT LUQNG TOAN DIEN
DPAM BAO CHAT LUQNG (ISO 9000)

KIEM SOAT CHAT LUQNG (PDCA)

KIEM TRA CHAT LUQNG SAN PHAM

1920 1930 1940 1950 1960 1970 1980 1990 2000

A A $ '|) TRU (lN( DAIHOC MG TP.HCM
BAI 2. QUAN LY M AN T Wi b

CHAT LUQNG

3. HE THONG QUAN LY CHAT LUQNG
Khai niém:
Theo 1SO 9000:2000: “H¢ thong quan Iy
chat luong 12 mot hé thong quan ly de dinh
huéng va kiém soat mot to chirc vé chit
lugng”




)C MO TP.HCM

BAI 2. QUAN LY

CHAT LUQNG

[ — ~

3. HE THONG QUAN LY CHAT LUQNG

Muc tiéu ctia hé thong quan ly chit hrong
Ky vong hoan thién d8 théa man tdt nhit nhu
cau. Muc tiéu nay duogc giai quyet nho viéc
glao duc, tao ra théi quen khong ngung cai
tién trong tat ca cac thanh vién cua té chuc.

@l » TRU ONG PAI HQC MO TP.HCM

BAI 2. QUAN LY /i/j' KHOA QUAN TRI KINH DOANH

CHAT LUQNG
3. HE THONG QUAN LY CHAT LUQNG
Nhiém vu ciia hé thong quan Iy chit hrong
- Giai doan d¢ xuét va thiét ké san pham
- Giai doan san xuAt
- Giai doan str dung

'|) TRUONG DAI HOC MO IP HCM

BAI 2. QUAN LY Lo O

CHAT LUQNG

3. HE THONG QUAN LY CHAT LUQNG
Nhiém Vu ciia hé thong quan Iy chét lwong

CHAT
b u
THOI GIAN




BAI 2. QUAN LY DO T e

v
[——— - -
) ) LAP KE
PIEU CHINH ,4 HOACH
X4c dinh muc °
A tiéu va nhi¢m P
Thuyc hién cac vu
tac dong quén . .
1y thich hop Xdc dinh cach
- : thire dat dugc
muc tiéu
Kiém tra cac H,ua" luY?“ e
z ., dao tao can bo
két qua thye
hién cong viéc
Thue hién
C cdng viée D
KIEM TRA THUC HIEN

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 2. QUAN LY
CHAT LUQONG

[ ———— —
3. HE THONG QUAN LY CHAT LUQNG
Nguyén tiac ctia h¢ thong quan ly chat lwgng
- Binh hudng vao khach hang
- Sy lanh dao
- Su tham gia ctia moi thanh vién
- Chu trong quan ly theo qua trinh
- Tinh h¢ théng
- Nguyén tic kiém tra
- Quyét dinh dwa trén sy kién, dit liéu thuc té
- Cai tién lién tuc
- Phét trién quan hé hop tic cting c6 loi
- Nguyén tic phap 1y

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

BAI 2. QUAN LY
CHAT LUQNG

[ — ~
3. HE THONG QUAN LY CHAT LUQNG
Hoat dong ciia hé thong quén Iy chit lrgng

-
M

KIEM SOAT
CHAT LUQNG

CHAT LUONG

PAM BAO
CHAT LUONG




A A ‘7 UONG PAI HQC MO TP.HCM
BAI 2. QUAN L KHOA QUAN TR KINH DOANH

CHAT LUQNG

3. HE THONG QUAN LY CHAT LUQNG
Dic diém ciia h¢ thong quin 1y chit lwong

—  Coi trong phong ngira, lam dung ngay tir ddu

— HTQLCL lién quan dén chat lwgng con nguoi

—  Chét luong 1a trude hét, khong phai lgi nhudn

— Quan ly ngugc dong

— Tién trinh tiép theo chinh 14 khéch hang

— Quan ly chirc nang ngang (chéo)

— Pam béo théng tin va 4p dung thdng ké chét lugng

Trwong Pai hoc Mé TP.HCM

i !_;I KHOA QUAN TRI KINH DOA
.k
QUANLY CHATLUQNGDICH YU

Th.s. Nguyén Ngoc Thang
E.mail: ngocthongou.edu@gmail.com

9 X - ; N l'l) TRUONG DPAI HQC MO TP.HCM
BAI 3. QUAN LY CHAT LUQVG (¢ KHOA QUAN TR] KINH DOANH
DICH VU

TiM HIEU VE DICH VU

T

NOI DUNG CHAT LUQNG DICH VU
CHINH CUA IQUAN LY CHAT LUQGNG DICH VU
BAI 3

CUA KHACH HANG

l PO LUONG SU THOA MAN




UONG PAI HQC MO TP.HCM

BAI 3. QUAN L",* CH:\T LUOVG KHOA QUAN TR KINH DOANH

—— 2 7¥—//

1. DICH VU

¢ Khai niém:
Theo TCVN ISO 8402:1999: “Dich vu la két
qua tao ra de dap ung yéu cau cua khdch
hang bang cdc hoat dong tiep xuc giita nguoi
cung cdp — khach hang va cac hoat dong noi
bé cua nguoi cung cap”

lj-» TRUONG PAI HOC MO TP.HCM

BAI 3. QUAN L\ CHAT LU‘Q‘NG KHOA QUAN TRI KINH DOANH

DICH VU

1. DICHVU

biac diém:

A 5

PONG THOL KHONG CHIA CAT

-~

[KH(")NG PONG NHAT, KHONG ON PINH

A N

VO HINH

MONG MANH, KHONG LUU GIU

| » TRUGNG DAI HOC MG TP.HCM

BAI 3. QUAN L",* CH:\T LUOVG (5 KHOA QUAN TR] KINH DOANH

— &—//
2. CHAT LUQNG DICH VU
* Khai ni€ém: ISO 9000
«  Dicdiém:
— Phan chia thanh 3 cAp d6 (Noriaki Kano, 1984)

* Nhirng mong doi co ban ma dich vu phai co
*  Thugc tinh mt chidu

+ Yéut hip dan




AL HOC MO TP.HCM

BAI 3. QUAN LY CHAT LUQONG N TR] KINH DOANH

DICH VU

. J/
2. CHAT LUQNG DICH VU
«  bic diém:

— Pidu kién thi truong cu thé

—  Su thoa man ciia khach hang 12 yéu t6 quan trong
quyet dinh chat lugng cta dich vy

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 3. QUAN LY CHAT LUQNG
DICH VU

— ‘_d/
2. CHAT LUQNG DICH VU
+  Céc thanh phan c4u thanh: theo Parasuraman, Berry
va Zeithaml (1998)
—  Su tin cdy (Reliability)
—  Su dam bao (Assurance)
—  Yéu t6 hitu hinh (Tangibility)
—  Su cam thong (Empathy)
— D6 phan hbi (Response)

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

9 P z - il [ » T
BAI3. QUAN LY CHAT LUGNG (W%
DICH VU

THONG TIN| NHU CAU CA NHAN

DICH VU MONG Q1
Khéc biét 5 © i

KHACH HANG

NHA CUNG UNG

.
Khac biét 3

YEU CAU POI1 VOI DICH VU
Khac biét 1

Khac biét 2

DICH VU CHU PINH 5 KHOANG CACH CHAT LUONG




PAI HQC MO TP.HCM

BAI 3. QUAN L"r CH;\T LU‘()‘NG KHOA QUAN TR] KINH DOANH

S \ 4/’_/
3. QUAN LY CHAT LUQNG DICH VU
»  Khai niém: “Quadn Iy chat lwong dich vu la
cdc hoat dong cua 16 chire dugc pho”'i hop voi
nhau d@é dinh hwéng va kiém sodt chdt leong
dich vu” - theo TCVN ISO 9001:2007

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 3. QUAN LY CHAT LUQNG
DICH VU

3. QUAN LY CHAT LUQNG DICH VU
* Cac khia canh quan trong

[ —

TRACH NHIEM CUA
LANH PAO

CO CAU CUA HE Tﬂu .
QUAN LY CHAT LUQNG CAC NGUON LyC

DICH VU

9 , - A 3 l'l) TRUONG PAI HOC MO TP.HCM
BAI 3. QUAN LY CHAT LUOVG (¢ KHOA QUAN TRI KINH DOANH
DICH VU

QUI PINH CHO
DICH VU

QUA TRiNH UI DINH CUNG
THIET KE CAP DICH VU

QUA TRINH
NGHIEN CUU
THI TRUONG

THUC HIEN




AL HOC MO TP.HCM

BAI 3. QUAN LY CHAT LUQONG N TR] KINH DOANH

DICH VU

— 2 ) \ 4/’_/

3. QUANLY CHAT LUQNG DICH VU

+  Xay dung va phat trién tiéu chuin dich vu
— Khai niém

— Tim quan trong

— Thanh phén tiéu chuan dich vu:
M ta dic diém dich vu
+  Diéukién va nhitng khia canh then chét
*  Chiphi

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 3. QUAN LY CHAT LUQNG
DICH VU

— ‘_/
3. QUANLY CHAT LUQNG DICH VU
+  Xay dung va phat trién tiéu chuin dich vu
—  Nguyén tic xiy dyng va phat trién tiéu chuén dich vu
¢ Cbynghia
+  Tham khao y kién khach hang
+  Cuthé va kha thi
+  Pam bao nén tang cai tién lién tuc
Cong khai
Xem xét va cap nhat

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

9 P z - il [ » T
BAI3. QUAN LY CHAT LUGNG (W%
DICH VU

\ ) 7 4/’_/
3. QUAN LY CHAT LUQNG DICH VU
+  Céc budc thiét 1ap tiéu chuan dich vu

LUA CHON CAC PANH GIA MUC bQ THIET LAP CAC
THUQC TINH DICH VU HIEN TAI TIEU CHUAN
. P LAP VAN BAN THAM KHAO Y
DANH GIA TONG HQP KIEN KHACH HANG|
CAI TIEN




DAL HQC MO TP.HCM

BAI 3. QUAN LY CHAT LUONG ¢ CHOA QUAN TRI KINH DOANH

DICH VU

P—

4. PO LUONG SU THOA MAN CUA
KHACH HANG
SAN PHAM/QUA TRINH

KHONG THOA MAN THOA MAN

No6i xdu Ngung mua Noi tht Mua tiép

ch hang Khach hang

méi

Khéch hang
trung thanh

Mit khach hang

m ning

it co hoi kinh doanh hon Nhiéu co hoi kinh doanh hon

afll» TRU ONG PAI HOC MO TP.HCM
< KHOA QUAN TRI KINH DOANH

BAI 3. QUAN LY CHAT LUQNG <

DICH VU
4. PO LUONG SU THOA MAN CUA
KHACH HANG
e Muc tiéu

f—

SO SANH HIEU QUA
KHACH HANG TRUNG THANH
DU BAO

CAI TIEN LIEN TUC

I

B _, - " J l'l) TRUONG DAI HQC MO TP.HCM
BAI 3. QUAN LY CHAT LUONG (¢ KHOA QUAN TRI KINH DOANH
DICH VU

4. PO LUONG SU THOA MAN CUA
KHACH HANG
e Quy trinh thyc hién do luong sy thoa méan
cua khach hang
XAC PINH THIET KE XAC PINH CAC THIET KE
MUC TIEU CHUONG TRINH| | THUQC TiNH THANG PO
THU THAP VA
CAITIEN = PHANTICH |« THUNGHIEM [« LAY MAU
DU LIEU




) Truwong B.u hoc Mé¢ TP.HCM

W
QUANLY CHATLUONG TOANDIEN

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com

BAI 4. QUAN L\ (HAT LUONG il » TRUONG DAI HOC MO TP.HCM
TOAN DIEN - TQM (TOT D)

KHOA QUAN TRI KINH DOANH

QUALITY MANAGEMENT)

e

CHINH CUA
BAI 4

l QUA TRINH THU'C HIEN TQM

BAINAI QUAN LY CHAT LUONG gy ™o it
TOAN DIEN - TQM (TOTAL
QUALITY MANAGEMENT)

\ = =
1. TIM HIEU VE TQM
Khai niém:

“Quan ly chdt lwong toan dién la cach quan
Iy mét to chirc tap trung, vdo chdt lwong, diwa
trén sy tham gia cua tat ca cac thanh vién
nham dat dwoc sw thanh cong lau dai nho
viéc thoa man khdach hang va dem lai lgi ich
cho cac thanh vién cua to chirc do va cho xd
hoi” (ISO 9000:2005)




BAT'4. QUAN LY CHAT LUQNG R
TOAN DIEN - TQM (TOTAL <~

AN TR] KINH DOANH

QUALITY MANAGEMENT)
[ —

1. TIM HIEU VE TQM
Céc yéu t6 cau thanh TQM

LAM DUNG NGAY TU PAU

QUAN LY BANG CHINH SACH
VA MUC TIEU

QUAN TRI HOAT PONG)
TOM RIS

HOAT PQONG CUA NHOM
CHAT LUQNG

MQI NGUOI CUNG THAM GIA

CAC NHOM DU’ AN

afll» TRUONG DAl HOC MG TP.HCM
“ KHOA QUAN TRI KINH DOANH

BAI 4. QUAN LY CHAT LU'(,)'NG‘
TOAN DIEN - TQM (TOTAL
QUALITY MANAGEMENT)

2. THUC HIEN TQM TRONG TO CHUC

2.1. Lanh dao dam nhan vai tro, trach nhiém vé
chat luong

- Nhan thic va cam két ctia 13nh dao vé chét
lugng

- Quan 1y chinh sach chat lugng
- X4c dinh trach nhiém cua t chirc d6i voi
cong dong

BAIVANQUAN LY CHAT LUQNG g7 ™RUSNGDALIOC MO Triicy
TOAN DIEN - TQM (TOTAL <~

QUALITY MANAGEMENT)

[ —

2. THUC HIEN TQM TRONG TO CHU'C
2.2. Xay dung nhan thirc méi cho moi ting 16p trong
to chirc
2.3. Cong tac t6 chirc
- Cai tién co cAu td chirc
- Xac dinh trach nhiém
- Xé4c dinh vai trd cua chic nang chit luong va phong chit rong

- Thanh 1ap hoi ddng, ban, tb doi




BAI 4. QUAN LY CHAT LUONG AL e

. h < RI KINH DOANH
TOAN DIEN - TQM (TOTAL <~
QUALITY MANAGEMENT)

[—

2. THUC HIEN TQM TRONG TO CHUC
2.4. Hoach dinh chién lugc

- Xay dung

- Trién khai
2.5. Hudng tdi khach hang va quan hé khach hang

- Xac dinh nhu cau
- Thoa man nhu cau

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 4. QUAN LY CHAT LUQNG
TOAN DIEN - TQM (TOTAL
QUALITY MANAGEMENT)

[——

2. THUC HIEN TQM TRONG TO CHUC

2.6. Thiet ke san pham
Biéu dd twong dong Biéu dd quan h¢
(su gidng nhau) tuong hé

Sang tao

‘ Bicu do phan tich ‘4 Biéu db ma tran ‘

0 liéu ma tran

Biéu db chuong trinh I S S
£ 4 PN Biéu do miii tén
quyét dinh qua trinh

BAINANQUAN LY CHAT LUQNG > ™inGopnoca o
TOAN DIEN - TQM (TOTAL <~
QUALITY MANAGEMENT)
[ —
2. THUC HIEN TQM TRONG TO CHUC
2.7. Quan ly cac qua trinh [ Dang cung cdp gi cho 6 chirc? |

- Nhan dang qua tri

Co thoa man khong?

NGUOI

"HUC P
TO CHUC CUNG UNG




BAI 4. QUAN LY CHAT LUONG DA QUAN TR KNS DOANH
TOAN DIEN - TQM (TOTAL
QUALITY MANAGEMENT)

2. THUC HIEN TQM TRONG TO CHU'C
2.7. Quan ly cac qua trinh

Nha cung émg ' ' Khéch hang

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 4. QUAN LY CHAT LU'(,)'NG‘
TOAN DIEN - TQM (TOTAL®
QUALITY MANAGEMENT)

[ ———— —
2. THUC HIEN TQM TRONG TO CHUC
2.7. Quan ly qué trinh
- Quan ly va cai tién cac qua trinh: 5 yéu cau
ve quan ly qua trinh
+ Xac dinh ro trach nhiém va quyén han
+ Thu thap dir liéu
+ Phén tich dir liéu
+ Piéu chinh va cai tién lién tuc

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

BAI'4QUAN LY CHAT LUQNG gp>"
TOAN DIEN - TQM (TOTAL <~
QUALITY MANAGEMENT)

[ —

2. THUC HIEN TQM TRONG TO CHU'C
2.8. Thu thép thong tin va phan tich di liu

- Xac dinh nhiing thong tin cin thu thap

- Bao dam thong tin va dit li¢u chinh xac, tin
cdy, hiru dung

- Sir dung thong tin va dir liéu dé cai tién

- Panh gia, cai tién viéc thu thap va phén tich
dir liu




BAI 4. QUAN LY CHAT LUQNG R
TOAN DIEN - TQM (TOTAL <=

AN TR] KINH DOANH

QUALITY MANAGEMENT)
[ ——— —
2. THUC HIEN TQM TRONG TO CHUC
2.9. Cai tién lién tuc
- Thuc hién chuong trinh cai tién lién tyc
- Chu trinh cai tién chét luong 14 giai doan ciia
P.B.Crosby
+ Nhin thirc va cam két cia lanh dao
+ Nhém cai tién chit lwong
+ Do ludng chit lugng
+ Panh gia chi phi chét luong

BAI 4. QUAN LY CHAT LUQNG .-’l-:.TRL(')'N(,BAII‘I(.)(‘v\l()TI’AII(\I
TOAN DIEN - TQM (TOTAL

KHOA QUAN TRI KINH DOANH

QUALITY MANAGEMENT)

2. THUC HIEN TQM TRONG TO CHUC
+ Nhén thirc vé chit Iuong
+ Hanh dong stra chira
+ Thanh 13p ban dic trach chuong trinh “Khéng sai 16i”
+ Pao tao, huan luyén
+ Ngay “Khong sai 16i”
+ Dinh ra cac muc tiéu
+ Loai bé nguyén nhan sai 16i
+ Su cong nhan cong lao
+ Hoi dong chét lrgng
+ Tr6 lai diém xudt phat

BAI 4. QUAN L‘ CHAT LL]OVG l'|)IRL(:iN(:iI)_\IH(_l(,'v\l()'IP,H(,'\I
TOAN DIEN - TQM (TOTAL

KHOA QUAN TR] KINH DOANH

QUALITY MANAGEMENT)
[ — -

2. THUC HIEN TQM TRONG TO CHU'C
2.10. Huy dong ngudn lyc con ngudi trong TQM

- Su tham gia cua nhan vién
- Huén luyén va dao tao

- Khen thudng va cong nhan
- Hudng vao nhan vién

- Xay dung hoat dong nhom




I) Trwong Pai hoc Mé TP.HCM

BAIS
DANH GIA CHAT LUONG

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com

@l » TRUONG PAI HOC MG TP.HCM

BAI 5. PANH GIA CHAT LUQONG

NOI DUNG |MHU&§
CHINH CUA
BAI 5

DANH GIA HE THONG CHI TIEU PANH GIA
QUAN LY CHAT LUQNG CHAT LUQNG

RUONG PAI HOC MO TP.HCM

5
1 KHOA QUAN TR] KINH DOANH
(o

BAI 5. PANH GIA CHAT LUQNG

1. TIM HIEU VE HOAT PONG PANH GIA
CHAT LUQNG

 Panh gid chat lwong 1a hoat * Muc dich chinh ciia hogt
dong nhim tim ra nhimg diém dong nay la nham khac phuc
khong phu hop cuia mot hé hodc ngan ngira nhitng diém
théng quan 1y chit lugng khéng phii hop chit khong

phdi truy xét trach nhiém

« Diém khong phi hop 1a sy
khong tuan thi hoac chua dat
dugc nhitng yéu ciu di quy
dinh




TRUONG PAI HQC MO TP.HCM

KHOA QUAN TR] KINH DOANH

BAI 5. DPANH GIA CHAT LUQNG
[ ——— —
1. TIM HIEU VE HOAT DONG DANH GIA CHAT
LUONG
Cdc phirong phap déanh gid chét luong
- Phuong phap phong thi nghiém
- Phuong phap ghi chép
- Phuong phép tinh toan
- Phuwong phap cam quan
- Phuong phap xa hoi hocc
- Phwong phap chuyén gia

afll» TRUONG DAl HOC MG TP.HCM
F®=; KHOA QUAN TRI KINH DOANH

BAI 5. PANH GIA CHAT LUQONG

—
1. TiIM HIEU VE HOAT PONG DANH GIA
CHAT LUGQNG
Phwong phap chuyén gia
- Phu hop trong nhimg trudng hop thiéu
thong tin
- Nhitng bién thé chu yéu ciia phwong phép
chuyén gia:
+ Phuong phap DELPHI
+ Phuong phap PATTERN

> TRUONG PAI HQC MO TP.HCM

l' KHOA QUAN TR KINH DOANH
(o

BAI 5. PANH GIA CHAT LUQNG

[ ———— ——.
1. TIM HIEU VE HOAT PONG PANH GIA
CHAT LUONG
Phwong phap chuyén gia
- Gom 3 giai doan:
+ Chuan bi
+ Thu thap y kién giam dinh cua timg
chuyén gia
+ Thu thap ¥ kién tap thé ciia chuyén gia




PAI HQC MO TP.HCM
QUAN TR] KINH DOANH

DANH GIA CHAT LUONG

va phuong
phép thir

Nhin xét, két luan Diéu chinh

TRUONG PAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 5. PANH GIA CHAT LUQONG

2. KIEM TRA, PANH GIA HE THONG QUAN

LY CHAT LUQONG
- Kiém tra chét lugng va kiém tra cong tac quan ly
chat lugng
- Bbn loai kiém tra cong tac quan 1y chat lwrong

+ Nguoi dat hang — Hé thong chét lugng ciia nha
cung cap

+ CAp gidy ching nhén

+ Panh gia khen thudng thanh tich trong cong tac
quan ly chat lugng

+ C6 vén kiém tra cong tac quan Iy chit lwrong

| TRUGNG DAL HOC MG TP.HCM

l' KHOA QUAN TR KINH DOANH
(o

BAI 5. PANH GIA CHAT LUQNG

2. KIEM TRA, PANH GIA HE THONG
QUAN LY CHAT LUQNG
- Mot s6 chuan muc kiém tra danh gia
+ Bang chuan quan 1y chat lugng
+ MO hinh giai thuong chét lwong Viét
Nam




ING PAI HOC MO TP.HCM
QUAN TR] KINH DOANH

BAI 5. PANH GIA CHAT LUQONG

[ ———— ——.
3. MOT SO CHI TIEU PANH GIA
Hé 56 chat lwong:
Ka=Zcivi / Zvi

Trong do:
i:Sb chitiéu chit lugng cia thuc thé
ci: Gié tri ciia chi tiéu chit luong thir i cta thuc thé do duge luong hoa
ve cung mot thang do xac dinh
vi: Hé s& trong lugng — piéu thi tim quan trong clia chi tiéu chét luong
thir i trong cau thanh chat lugng cta thyc theé

lj-» TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 5. PANH GIA CHAT LUQONG

3. MOT SO CHI TIEU PANH GIA
Mike chat lwong
Mo = Chét lugng thyc thé/ Chat lugng chuan
La déc tinh tuwong ddi cua chét lugng thuc thé, dua
trén so sanh mdt hoac téng thé cac chi tiéu chit
lugng cua thyc thé véi mau chuan
Kma = 2CiVi / ZCoiVi

'|) TRUONG PAI HOC MO TP.HCM

KHOA QUAN TR] KINH DOANH

BAI 5. PANH GIA CHAT LUQNG
3. MOQT SO CHIi TIEU DANH GIA
Trinh d@¢ chat lwong (Tc)

Tc = Lnc/Gne

La khé nang thoa man s6 lwong nhu ciu x4c dinh,
trong nhitng didu kién quan sat tinh cho mot dong
chi phi dé san xuat va sir dung san phdm d6

Lnc: Luong nhu cu, luong cong viée ¢6 kha nang duoc
thoa man

Gne: Chi phi du kién dé thoa man cau (CPSX + CPSD)




ING PAI HOC MO TP.HCM

BAI 5. PANH GIA CHAT LUQNG
\— —

3. MOT SO CHI TIEU PANH GIA

Chat lwong toan phan

La mdi tuong quan giita hiéu qué c6 ich do st dung
san pham véi tong chi phi d¢ sdn xuat va sur dung
san pham do

Qt = Hs/Gnett
Hs: Hiéu qua co ich do st dung san pham
Gnctt: Chi phi théa man nhu cau thyc té

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 5. PANH GIA CHAT LUQNG

3. MOT SO CHI TIEU PANH GIA

Hé 56 phan hang:
Phan hang san phim theo murc cht lugng chép
nhan nham xac dinh chat luvgng qua trinh quan 1y

kinh doanh.
Kph = (nigi + n2g> + nsgs)/(nitntns) g,
Trong do:

ni.n2ns: sb lugng san phflm phan hang 1, 2, 3 dugc san xuéit
ra trong thoi gian xac dinh

g1, &, g5: don gia cua san phém 1,2,3

Trwong Pai hoc Mé TP.HCM

S !!J

CBAIS

CONG CUVA KY THUAT QUANLY
CHATLUONG

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com




N A 5 n L RUONG PAI HOC MO TP.HCM
BAI 6. CONG CU VA KY ’]"HU'\T KHOA QUAN TR KINH DOANH
QUAN LY CHAT LUONG

NOI DUNG
CHINH CUA
BAI 6

KIEM SOAT QUA TRINH BENCHMARKING, FMEA
BANG THONG KE

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <
QUAN LY CHAT LUQNG

\———//
1. KIEM SOAT QUA TRINH BANG
THONG KE — SPC (Statistical Process
Control)
Kiém soat qua trinh nham nhan ngira su bién dong
Nguyén nhan bién dong:
- Ngiu nhién => Khéng can diéu chinh, stra sai
- Déc bigt => Xéc dinh dé ngan ngira nhimg sai
sot tiép tuc phat sinh

N A N 3 L l'l) TRUONG DPAI HQC MO TP.HCM
BAI 6‘ CONG CU V'A KY THU.\T (¢ KHOA QUAN TR] KINH DOANH
QUAN LY CHAT LUONG

s

\
IJ[HOg;. PHIEU KIEM TRA | - La bang thu thip céc dir liéu phuc
o e vu cho yéu cau khao sat

Piéu tra sy phan bd cic

- Xem xét mire do bién dong ciia két
dic trung cia  san BIEU PO COT G0 2G2S MOKD (ol LI GO G L

pham/dich vy (Xem xét qua Khdo sa
ke ci khuyet @it va phe P - Khoanh viing vén d& nghién ciru dé
phém) BIEUDO PARETO | y4c dinh vén dé wu tien giai quyét.
Du doén hiéu qua khi giai quyét van
NHOM 2 de o
Muc dich: BIEU PO -AXéc imh nguyi] nhét? cﬁfa vé;n d?
5 . . NHAN QUA can nghién ctru. Xem xét cdc yéu to
Dlm;] ra nguyén nhén cla © anh huong dén van dé can giai quyét
su phan tan
BIEU PO PHAN - Xac dinh méi lién quan giira cic
TAN VA PHAN loai dit ligu. Tim ngudn goc hodc
VUNG nguyén nhén cta sy phin tan




UONG PAI HOC MO TP.HCM

BAI 6. CGNG CU V‘A Ki‘,’ THU»:\T < KHOA QUAN TR] KINH DOANH

QUAN LY CHAT LUQNG

1. KIEM SOAT QUA TRINH BANG
THONG KE — SPC (Statistical Process
Control)

Phiéu kiém tra
Nhimg t& biéu mau dugc in sin cac yéu td
can theo doi trong qua trinh hoat dong, giup
cho viéc ghi nhan két qua kiém tra mot cach
de dang

lj-» TRUONG PAI HOC MO TP.HCM

BAI 6. C()NG CU VA Ki THUAT 5% KHOA QUAN TRI KINH DOANH
QUAN LY CHAT LUONG
1. KIEM SOAT QUA TRINH BANG THONG KE
— SPC (Statistical Process Control)
Phiéu kiém tra
- Phan loai dir liéu
- Kiém soét cac vi tri (dich vu) hay dédc diém (san
pham)
- Kiém sodt tan sd xut hién
- Theo doi s6 do trén mot thang do (nhiét do, ap
suat, d6 am...)
- Theo di tién d6 hoat dong

o —

1 A N 3 i l'l) TRUONG PAI HQC MO TP.HCM
BAI 6. CONG CU VA KY THU*.\T (¢ KHOA QUAN TRI KINH DOANH
QUAN LY CHAT LUONG

1. KIEM SOAT QUA TRINH BANG
THONG KE — SPC (Statistical Process
Control)

Phiéu kiém tra




RUONG PAI HQC MO TP.HCM

BAI 6. CONG CU ‘r:‘ K",’ THU:\T KHOA QUAN TR] KINH DOANH
QUAN LY CHAT LUONG

Loai sai 16i

Nguyén nhan sai 13i Mat Ban

[ Khong
trang | chup x::‘ x&p thit Tf;fg
bi m& t
Ket may
Do &m

B6 phan didu chinh myec
Tinh trang ban géc
Nguyén nhan khéc

Téng s&
Ngudi ki€m tra: Pia diém:
Ngay: Céch ki€m tra:

PHIEU KIEM TRA SAI LOI KHI SAO CHUP
MOI LOAI SAI LOI UNG VOI NGUYEN NHAN

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <
QUAN LY CHAT LUQNG

chi | Po KIEM TRA Tan
5 10

15 suat

PHIEU KIEM TRA -5
SU PHAN BO -3
TRONG QUA -1
TRINH SAN XUAT +1

© @ HN -

X > X X
XXX X
XXX

x

tad

tad
S

g
o
>35> > %[> > ¢ XX X X < >
3% %[> %% X X X X X
DK XK XK XK KK X X X
21> > > ¢ > X %
D<K KK X X
2K KX X X
XXX XX X

= anoN®

Téng s6 mau: 8026

N A N 3 L l'l) TRUONG DAI HQC MO TP.HCM
BAI 6‘ CONG CU V'A KY THU:\T (¢ KHOA QUAN TR] KINH DOANH
QUAN LY CHAT LUQNG
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1. KIEM SOAT QUA TRINH BANG
THONG KE — SPC (Statistical Process
Control)

Bidu dé cot
Biéu d6 phan bd 1a biéu d6 cot dung dé do
tan sb xuét hién cta mot vin dé nao do, cho
ta thay 10 hinh anh sy thay doi, bién dong cua
mot tap dir ligu.




1 HQC MO TP.HCM

BAI 6. CONG CU VA KY THUAT <% QUANTRI KINH DOANH

QUAN LY CHAT LUONG

1. KIEM SOAT QUA TRINH BANG
THONG KE — SPC (Statistical Process
Control)

Bidu dé cot

+ Trinh bay kiéu bién dong

+ Théng tin tryc quan vé dién bién ciia qua trinh
+ Kiém tra, danh gia kha ning cac yéu t§ ddu vao
+ Kiém soat qua trinh, phat hién sai sot.

@l » TRUONG PAI HOC MG TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT «
QUAN LY CHAT LUONG

e

[ —

Tén s6

Nhém (16p, (k)
khodng) —5-15

Gid tri do

4
bo
rong Po rong ciia toan bd dit liéu (R
BDD cq BPT 0 rong 0 €u (R)
nhém

(h)

PHIEU KIEM TRA BE DAY CUA KHOI KIM LOAI (mm)
3,56 | 3,46 | 3.48 [ 3,50 | 342 | 343 | 3,52 | 3,49 | 3,44 | 3,56

3,48 | 3,56 | 3,50 | 3,52 | 3,47 | 348 | 346 | 3,50 | 3,56 | 3,38

3,42 (337|347 | 3,49 | 3,45 | 3,44 | 3,50 | 3,48 | 3,46 | 3,46
3,55 3,52 | 3,44 | 3,50 | 3,45 | 3,44 | 3,48 | 346 | 3,52 | 346
3,48 [ 3,48 | 332|340 | 3,52 | 3,34 | 3,46 | 3,43 | 3,30 | 3,46
3,59 [ 3,63 | 3,59 | 347 | 3,38 | 3,52 | 3,45 | 348 | 3,31 | 3,46

3,40 | 3,54 | 3.46 | 3,51 | 3,48 | 3,50 | 3,68 | 3.60 | 3,46 | 3,52
3,48 | 3,50 | 3,56 | 3,50 | 3,52 | 3,46 | 3,48 | 3.46 | 3,52 | 3,56

3,52 | 3,48 | 3.46 | 3,45 | 3,46 | 3,54 | 3,54 | 3,48 | 3,49 | 3,41
341 | 345|334 | 3,44 | 3,47 | 3,47 | 3.41 | 3,48 | 3,54 | 347




Tdn s6

3,218 3,375 3,475 3,575 3,675
3,325 3,425 3,525 3,625 3,725

Bé day (mm)

afll» TRU ONG PAI HQC MO TP.HCM

BAI 6. CONG CU VA KY THU;—_’\T £ KHOA QUAN TR KINH DOANH
QUAN LY CHAT LUQNG

Binh thuong Léch

5 A 9 3] X l'|)'l'kl 'ONG PAI HQC MO TP.HCM
BAI 6. CONG CU VA KY THU.\T (¢ KHOA QUAN TR] KINH DOANH
QUAN LY CHAT LUQNG

Hai dinh Hai phan bd




AL HOC MO TP.HCM

6. CONG CU Vv»‘\ KY THU:\T == N TR] KINH DOANH

QUAN LY CHAT LUONG

1. K{EM SOAT QUA TRINH BANG THONG
KE — SPC (Statistical Process Control)

Biéu do Pareto
Dang d9 thi hinh cot, duoc thiét lap dé xdc dinh
nhitng van dé lon (xuat hi¢n nhi€u) trong quy
trinh hoat dong.

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT
QUAN LY CHAT LUQNG

2%0
100.09400.0%
250 6%
2 9%
80.0
200 21
3 57.9 60.0
= 150
B 40.0
2 100 87,
ol 75
P23
50 z a0 - 20.0%
Y8y 22 25 23
o 0.0%
A B (o] D - F

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

A A a - R [ » T
BAI 6. CONG CU VA KY THUAT M
QUAN LY CHAT LUONG

B s

1. KIEM SOAT QUA TRiNH BANG THONG KE - SPC
(Statistical Process Control)
Biéu do nhan quda
Biéu d6 nhan qua la biéu dd thé hién mdi quan hé gitta mot két qua va
cac yeu to nguyén nhan.
Nguyén nhan co thé bao gdm: thong tin, phuong phap, con ngudi, do
luong, moi truong, thiét bi, nguyén vat liu. ..
Tdc dung:
+ Liét ké va phan tich cic méi lién hé nhan qua.
+ Pinh 16 nhitng nguyén nhan can xu Iy trudc.
+ Dao tao, huin luyén can bg ky thuat va kiém tra.
+ Nang cao sy hiéu biét, gén bo gitra c4c thanh vién.




31 A N " - i DAI HQC MO TP.HCM
BAI 6. CONG CU VA KY THUAT &2 X AN TRI KINH DOANH
QUAN LY CHAT LUONG

Nguyé&n nhén cap 1

LT ATNguyén nhan cap 2
Nguy&n nhin cdp 3
CAPO N

KET
QUA

NGUYEN NIIAN

afll» TRUONG DAl HOC MG TP.HCM
“ KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <«
QUAN LY CHAT LUQNG

— ‘—_"——/
1. KIEM SOAT QUA TRINH BANG THONG

KE - SPC (Statistical Process Control)
Biéu do phan tan

La mot k¥ thudt do thi dé nghién ctru mdi quan hé
gitra 2 cap dir liu. Phat hién va trinh bay cac moi
quan hé gitra 2 b s0 liéu co lién hé.

)'I‘RL‘O‘NG PAI HQC MO TP.HCM

4 A N 4 i |
BAI 6‘ CONG CU ‘/'AA K" THU:\T (g KHOA QUAN TR KINH DOANH
QUAN LY CHAT LUONG

o

1. KIEM SOAT QUA TRINH BANG THONG
KE — SPC (Statistical Process Control)

Biéu do phan tan
Anh sang

[ ——

Tiéng 6n

Ning sudt

Ning sudt

Méi quan hé thuin manh Méi quan hé nghich manh




DAL HQC MO TP.HCM
AN TR] KINH DOANH

BAI 6. CONG CU VA KY THUAT <2

QUAN LY CHAT LUONG

- : )’//
1. KIEM SOAT QUA TRINH BANG THONG
KE — SPC (Statistical Process Control)

Biéu d6 phan tin

Trinh d6 hoc vn

Chat lugng cong viée Ning sudt

M&i quan h¢ thuin yé M&i quan hé nghich yéu

afll» TRUONG DAl HOC MG TP.HCM
“ KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT «
QUAN LY CHAT LUONG
1. KIEM SOAT QUA TRINH BANG THONG

A

KE - SPC (Statistical Process Control)

[ —

Biéu do phan tan

Khéi lugng 1m2 vai
Thanh tich thé thao

Do bong D6 tudi

Khong c6 quan hé Mbi quan h¢ cong

)'I‘RL‘O‘NG PAI HQC MO TP.HCM
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BAI 6. CONG CU VA KY THU;\T (5 KHOA QUAN TR] KINH DOANH

QUAN LY CHAT LUQNG

B s

1. KIEM SOAT QUA TRINH BANG THONG KE — SPC
(Statistical Process Control)

LUU PO
Luu dd (Biéu dd tién trinh) 1a mot dang biéu dd mo ta qua trinh
bang cach st dung hinh anh hoac nhimg ky hi¢u ky thuat nham
cung cap su hiéu biét day du ve cac dau ra va dong chay ctia qua
trinh.
Tdc dung: .
+ Mo ta qua trinh hién hanh, gitp hiéu rd qua trinh, xac dinh cong
viéc can stra doi, cai tién dé hoan thi¢n qua trinh.
+ Gilp cai ticn thong tin voi moi bude cua qua trinh.
+ Thiét ké qua trinh méi.




AL HOC MO TP.HCM

6. CONG CU Vv»‘\ KY THU:\T == N TR] KINH DOANH

QUAN LY CHAT LUONG

\ — —
1. KIEM SOAT QUA TRINH BANG THONG
KE — SPC (Statistical Process Control)

M Budc qué trinh
Tién trinh ‘
—_—>

B
________________ )

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT
QUAN LY CHAT LUQNG

DPanh gia lai
Xt 1y hang ton

Kiém tra co
hang ton khg?

lua chon NCU

Dam phan
mua hang

| Dt mua hang Stra d61 don hang :

e~ VARt -7

(néu can)

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

A A a - R [ » T
BAI 6. CONG CU VA KY THUAT M
QUAN LY CHAT LUONG

— 7 4/’_/
1. KIEM SOAT QUA TRINH BANG THONG KE - SPC
(Statistical Process Control)
BIEU PO KIEM SOAT
Biéu db kiém soat 13 dang do thi c6 mot duong tim dé chi gia tri
trung binh cua qua trinh va hai duong song song trén va dudi dudng
tam bi€u hién gidi han kiém soat trén va gidi han kiém soat dudi
cua qua trinh.
Tdc dung: .
+ Du doan, danh gia tinh 6n dinh ctia qua trinh.
+ Kiém xo4t, x4c dinh khi ndo can diéu chinh qu4 trinh.
+ Xac dinh su cai tién ctia mot qua trinh.




Vgt ngoai

i e
gt flan Gidi han trén
———————————— — (GHT) (UCL)
/\ /\ Dudng trung

/ v v V 4 tam (TT) (CL)

________________________ Gidi han dudi
(GHD) (LCL)

I I Y Y I
1234567 891011121314 Séméu

@l » TRUONG PAI HOC MG TP.HCM
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BAI 6. C(")NG CU VA Ki THUAT L?J; KHOA QUAN TRI KINH DOANH
QUAN LY CHAT LUONG

1. KIEM SOAT QUA TRINH BANG THONG
KE — SPC (Statistical Process Control)
BIEU PO KIEM SOAT

Thoi diém T1 Thoi diém T2 Thoi diém T3
,,,,,,,,,,,,,,,,,,,,,,,,,,, GHT1

,,,,,,,,,,,,,,,,,,,,,,,,,,, GHT2 L GHT3

xi X2 X3
—————————————————————————— GHD3

""""""""""""" GHD2

""""""""""""" GHD1
Gia tang tinh 0 trinh

MOT SO DAU HIEU BAT THUONG

Bay difm lién tuc vé mot bén 10/ 11 dim vé mot bén

Bay digm lién tuc di 1én Hung chay xuting manh




- " rye

Ap sat c4c dudng gidi han

lj-» TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <
QUAN LY CHAT LUQNG

2. NHOM CHAT LUQNG, BRAINSTORMING,
5S, KAIZEN o)
Nhém chat lwong ()

[ ——

v Nhém nho (3,5,7,10)

¥'Cong viéc nhu nhau, tuong ty, lién quan
v'Tap hop lai mot cach tw nguyén

QCC % Th}x(‘mg xuyén gip g&

v"MOoi quan tdm chung: cong viéc

BAI 6. CONG v VA KV T]-[UA_;\T (l') ONG PAI HOC MO TP.HCM

QUAN LY CHAT LUONG

KHOA QUAN TR KINH DOANH

ﬁl.f than phé[ trién \ (Cal thién an toan lao dong \

= H3 trd nhau cling phat trién = Cdc cd hoi gidi quy&t khé khian
. Cii tié’n chat lugng . Xay du’ng tinh than dong doi

Két tri véi
= Céi thién giao luu, hanh vi nhe nicaclcipquanirilydilcong

giao tlep = Thu hit moi ngudi vao cong viéc
= Gidm lang phi = M rong hop tic
* Lam tron trdch nhi¢m trong = Gidm thi€u sy ving mit ciia
cong viee cong nhan
= Gidm chi phi = Gidm thiéu sy phan nan clia

= Nang cao ning suét - khich hang




AL HQC MO TP.HCM

6. CONG CU Vv»‘\ KY ']'HU_:\T == N TR] KINH DOANH

QUAN LY CHAT LUONG

NGUYEN
TAC

Ty minh phat trién.

Hoat dong ty nguyén.

Hoat dong nhém, tap thé.

Moi ngudi déu tham gia.

Ap dung nhitng k§ thuat quén trj chat lugng.
Hoat dong cd bén 1a noi lam viéc.

Duy tri hoat dong clia nhém chat lugng.
Cung nhau phat trién.

Tinh sdng tao.

Y thitc vé& chat lugng.

9 9 9 99 9 9§ 99§ §

| » TRUONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT
QUAN LY CHAT LUQNG

— ‘—_"——/
2. NHOM CHAT LUQNG, BRAINSTORMING,
5S, KAIZEN

CO CAU
TO CHUC
QccC

RUONG DAI HQC MG TP.HCM

KHOA QUAN TR] KINH DOANH

A A a 3 " [ » T
BAI 6. CONG CU VA KY THUAT M
QUAN LY CHAT LUONG

B

2. NHOM CHAT LUQNG, BRAINSTORMING,

55, KAIZEN
Pua ra cdc vin dé
HOAT N

Ban linh dao xem xét,
chap thuén, theo déi

Béo cdo véi lanh dao

Phén tich cdac

vin dé, du 4n
Trién khai cdc
céch gidi quyé&t

PONG
QCC




ING DA HOC MO TP.HCM

BAI 6. CONG CU VA KY THUAT & i Enmrons

QUAN LY CHAT LUONG

- : )’//
2. NHOM CHAT LUQNG, BRAINSTORMING,
58, KAIZEN

Pdnh gid hoat dong nhém chat lwong
+ S6 budi hop/thang
+ Ti 1€ nguoi tham du

+ S0 luwong van dé dua ra va duoc giai quyeét
+ S0 luwong bao céo trinh 1én cap trén

lj-» TRUONG PAI HOC MO TP.HCM

BAI 6. C()NG CU VA KY THUAT 5% KHOA QUAN TRI KINH DOANH
QUAN LY CHAT LUONG

2. NHOM CHAT LUQNG, BRAINSTORMING,
5S, KAIZEN

Brainstorming

Dong ¥ tuong khong han ché do mot nhém dua ra,
1a mot k¥ thuat dé lam bat ra nhing suy nghi sang
tao ctia moi nguoi, nhdm tao ra va lam sang to mot
danh muc cac y kién, giai quyét mot van dé.

5 A 2 ! 5 l'l) TRUONG PAI HQC MO TP.HCM
BAI 6. CONG CU VA KY THU‘.\T (¢ KHOA QUAN TRI KINH DOANH
QUAN LY CHAT LUONG

- : )’//
2. NHOM CHAT LUQNG, BRAINSTORMING,
58, KAIZEN

Brainstorming

- Tac dung:

+ Luya chon chu dé vé6i su nhét tri ctia cac thanh vién

+ Xac dinh nguyén nhan cta van dé

+ Xac dinh nhimg giai phip pht hgp cho van d& va cac
co hoi tiém nang d¢ cai tién chat lugng




1 A a 3 L ING DAl HOC MO TP.HCM
BAI 6. CONG CU VA KY THUAT <& )A QUAN TR KINH DOANH

QUAN LY CHAT LUONG
_— J/

2. NHOM CHAT LUQNG, BRAINSTORMING,
5S, KAIZEN

Brainstorming

- Cdc buoc thuce hién
+ Chuén bj
+ Doéng gop
+ Lam sang t6é

TRUONG PAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT (%=
QUAN LY CHAT LUQNG

2. NHOM CHAT LUQNG, BRAINSTORMING, 58,
KAIZEN

Brainstorming

[ —

- Céc nguyén tic
+ Bau khéng khi tu do
+ Ghi lai tAt ca y kién
+ Khong bét bugc chitng minh, gii thich y kién
+ Khéng han ché ¥ kién riéng
+ Két hop va phat huy ¥ kién ctia nguoi khac

b N 3 L '|) TRUONG DAI HQC MO TP.HCM
BAI 6. CONG CU VA KY THU:\T (!_//J KHOA QUAN TRI KINH DOANH

QUAN LY CHAT LUONG

[ —

2. NHOM CHAT LUQNG, BRAINSTORMING,
58, KAIZEN

5

@ ®
® =




N I X Al I RUONG DAI HQC MG TP.HCM
BAI 6. CONG CU VA KY THUAT &

KHOA QUAN TR] KINH DOANH

QUAN LY CHAT LUQNG

o s

2. NHOM CHAT LUQNG, BRAINSTORMING,
5S, KAIZEN
58

La chuong trinh dugc ap dung trong t6 chirc nham
xdy dung né nép, tac phong cho ngudi lao dong;
cai thién diéu kién lao dong va khong khi 1am viéce
trong tap thé, hoan thién méi truong lam viéc.

» TRU ONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <
QUAN LY CHAT LUQNG

N ’//
2. NHOM CHAT LUQNG, BRAINSTORMING, 58S,

KAIZEN

Tac dung cua 5S

- Phén citng: M6i trrong 1am viée

+ Noi lam viéc sach s&, ngan nép hon

+ Cac hoat dong dé dang hon, an toan hon

- Phin mém: Né nép, tic phong, tinh cach

+ Moi ngudi ¢ y thirc hon, ¢ ky luat hon

+ Thiic ddy phéat huy nhiéu sang kién hon

+ CB, CNV tu hao vé noi lam viéc cua minh

[ —

5 A 2 ! 5 l'l) TRUONG PAI HQC MO TP.HCM
BAI 6. CONG CU VA KY THU‘.\T (¢ KHOA QUAN TRI KINH DOANH
QUAN LY CHAT LUONG

— )’//

2. NHOM CHAT LUQNG, BRAINSTORMING, 58,
KAIZEN

4 yéu t6 thire hién thanh céng 58

- Ban lanh dao luén cam két va hd trg

- Thue hién 5S bit diu bing dao tao, huin luyén
- Moi nguoi tu nguyén tham gia thuc hién 5S

- Lap lai vong 5S véi tiéu chudn cao hon




PAI HQC MO TP.HCM
QUAN TR] KINH DOANH

| 6. CONG CU VA KY THUA

AN LY CHAT LUONG

2. NHOM CHAT LUQNG, BRAINSTORMING,
5S, KAIZEN

KAIZEN

- “Kai” ¢6 nghia la thay d6i hodc diéu chinh

- “Zen” c6 nghia 1a cai tién hay 1am cho t6t hon

- Kaizen Ia hoat d(}ng‘céi tién lién tuc voi sy tham
gia cua moi ngudi nham cai thi¢n moi truong lam
vigc.

NOI DUNG
Tinh hiéu qua
Nhip do
Khung thoi gian
Mikc do thay dbi
Cich tiép can
Lién quan
Muyc dich
Phwong phap
Piu tw
Dinh huéng

Pianh gia

cong nhan.

Tac dung:

KAIZEN
Dai han
Céc budc nho
Lién tuc, tang dan
Dan dan va nhét quan
NG Iy tap thé
Tét ca moi ngudi
Duy tri va cai tién
Bi quyét va truyén théng
it, ddn dan
Con ngudi

Qua trinh va nd lyc

4 A & 3 n | » T
BAI 6. CONG CU VA KY THUAT (57
QUAN LY CHAT LUQNG

B s

3. BENCHMARKING - LAP CHUAN SO SANH

So sanh theo chuidn muec 1 tién hanh so sanh chét lugng cac san
phém, dich vy, qua trinh vdi cac san phflm, dich vu dan dau duoc

- Phén tich vi thé canh tranh ctia minh so véi dbi tha

- Xéc dinh cac muc tiéu va thir ty wu tién chuén bi cac ké hoach
nham dat lgi thé canh tranh trén thé gidi
- Thong qua viéc so sanh — co thé hoc hoi kinh nghiém cta dbi thu,
tim co hdi cai tién chat lugng

POI MOI
Ngén han
Céc budc lon
Cach quang
Dot ngdt va dé thay doi
Y tuong, nd lyc ca nhan
Mot vai ngudi duge chon
Dot pha va xay dung
Dot pha ky thuat
Lon, tie thoi
Cong nghg, ky thuat

Két qua dbi voi loi

RUONG PAI HOC MO TP.HCM
KHOA QUAN TR KINH DOANH




DAL HQC MO TP.HCM

BAI 6. CONG CU VA KY THUAT (AP xiosouava ko

QUAN LY CHAT LUONG
— 7,4/,/
3. BENCHMARKING — LAP CHUAN SO
SANH
* Cac budc thuc hién
—X4c dinh nhu ciu, ¢ su cam két ctia 13nh dao
—Xac dinh hang muc dé Benchmarking
—Thanh 1ap d¢i Benchmarking va tién hanh dao tao
—Xéc dinh t6 chiic dé so sanh
—Thu thép va phan tich thong tin

afll» TRUONG DAl HOC MG TP.HCM
“ KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <«
QUAN LY CHAT LUQNG

N
3. BENCHMARKING - LAP CHUAN SO
SANH
* Cac budc thuc hién
—Lap ké hoach thuc hién
—Thuec hién ké hoach
—Panh gia két qua

)'I‘RL‘O‘NG PAI HQC MO TP.HCM

5 A 5 = . |
BAI 6. CONG CU VA KY THU:\T (5 KHOA QUAN TR] KINH DOANH

QUAN LY CHAT LUONG

/

PAU RA, KET QUA, CAC YEU TO THANH CONG

-Yéu t nao quang trong? -Ai 1a nguoi tot nhat?

-Phuong phap do luong? -Ho tét dén mirc nao?

-Vi tri ciia td chire

THU THAP VA PHAN
TiCH DU LIEU

D0HD OL

-Qué trinh ctia ho tt nhu
thé nao?

-Céc qua trinh nao dugc
Benchmarking?

NVAHD 0S ONOAL I0a

CAC QUA TRINH THY'C TIEN, PHUONG PHAP




RUONG DAI HQC MG TP.HCM

BAI 6. CONG CU ‘7:‘ Kﬂ" THU{\T < KHOA QUAN TR] KINH DOANH

QUAN LY CHAT LUONG

. : 4’//
4. PHAN TICH KIEU SAI HONG VA TAC PONG -
FMEA (Failure Mode and Effect Analysis)
La phuong phap phong ngtra dya trén vi€c nghién ctru, nhian dang
nhimg tinh trang hong tiém nang va tic dong cia chang; dua ra
nhimg bién phap giam cac tac dong do.

Tac dung:
- Giam thiéu chi phi, ting kha nang phu hop
- Rat ngén thoi gian
- Nghién ctru nhirng sai sot tiém tang v& vat liéu va thiét b

» TRU ONG PAI HOC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <
QUAN LY CHAT LUQNG

4. PHAN TiCH KIEU SAI HONG VA TAC PONG -
FMEA (Failure Mode and Effect Analysis)
Cdc bwoc thuce hién

[ —

(1) Xac dinh san phém, chi tiét, bo phén cua san phém hoac cac
cong doan cua qui trinh

(2) Liét ké moi loai hu hong c6 thé xay ra d6i v6i mdi san phim, chi
tiét, cong doan

A3 Gh% ra tac dong Cl;la mbi loai hong dbi vai toan bo chire nang cla
san pham hodc hé thong

(4) Liét ké cac nguyén nhéan c6 thé v6i mdi loai hu hong

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

4 A N 4 i | » T
BAI 6. CONG CU VA KY THUAT V.4
QUAN LY CHAT LUQNG

B s

4. PHAN TICH KIEU SAI HONG VA TAC PONG -
FMEA (Failure Mode and Effect Analysis)

Cdc buoc thuc hién
(5) Panh gia céc loai hu hong theo thang tir 1 dén 10

+ O: Xéc suét xdy ra d6i véi mdi loai hu hong
+ S: Murc do hodc tinh nghiém trong cta tinh trang
+ D: Kha nang phat hién hu hong




DAL HQC MO TP.HCM

BAI 6. CONG CU VA KY THUAT (AP xiosouava ko

QUAN LY CHAT LUONG

. : )’//
4. PHAN TICH KIEU SAI HONG VA TAC PONG -
FMEA (Failure Mode and Effect Analysis)

Giatri 1 2 3 4 5 6 7 8 9 10

Kha ning xay ra thip Chic chin xay ra
(0}
(Occurrence)
Khong nghiém tron, Hong hoan toan
S g ngl g g
(Severity)
D DE phat hién Khong chéc chin
(Detection)

afll» TRUONG DAl HOC MG TP.HCM
“ KHOA QUAN TRI KINH DOANH

BAI 6. CONG CU VA KY THUAT <«
QUAN LY CHAT LUQNG

4. PHAN TiCH KIEU SAI HONG VA TAC PONG -
FMEA (Failure Mode and Effect Analysis)
(6) Tinh tich s phan hang san pham (Chi s6 d nghiém trong)

RPN (Risk Priority Number) = SxOxD

(7) Néu ngén gon nhirng bién phap cin thiét

[ —

Tén  |oaj Jac Nguyén R .
S.phdm | 2 déng nhén - Bién
hong % 5 O/S D|P A
B.phan c6 thé cua gay N phap
Q.trinh . héng héng
(1) (2) (3) 4) (5) (8) )]
CQuen | Saisot | | [ Banthanhtra
dédn g cla tang cudng
R cap sai s 2(8 6|96 -2 2
nhén et ngugi kiém tra tai
B chitiét = Y7 2
. hiéu van hanh | chd
PONG Nhén S6gui | Sai sot Dua vao hé
2 hiéu ‘;9"” cha 57|03 théng dan
Gol khéng cnhizin?;'t ngudi nhan cai tién
| ding phutrdch | | | tot han
Thung | Khdach @ Saisét
dung hang cla Khéng cé
hang khong nguai 2 |16 | bi |i60 bién phap
sai | nhdn | phutrich




Trwong Pai hoc Mé TP.HCM

KHOA QUAN TRI KINH DO :

"BAI 7
SIX-SIGMA

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

PHUONG PHAP 6 SIGMA

A

NOI DUNG
CHiNH ij A CHU TRINH DMAIC
BAI 7

A—

DEN DU’ AN 6 SIGMA

YEU TO ANH HUONG l

RUONG PAI HQC MO TP.HCM
KHOA QUAN TR KINH DOANH

BAI 7. 6 SIGMA <

\— m——
1. PHUONG PHAP 6 1 SIGMA 69%
SIGMA, 2 SIGMA |30.8%
Cung cap nhiing cong
cu cu thé dé loai trir |3 SIGMA |6.68%
t6i da nhitng sai s6t va
kha ning gdy ra |4SIGMA |0.6210%
nhiing sai sét trong
qué trinh san xudt
kinh doanh 6 SIGMA [0.0003%

5 SIGMA [0.023%




UONG DAl HQC MG TP.HCM

BAI 7. 6 SIGMA KHOA QUAN TRI KINH DOANH

B

1. PHUONG PHAP 6 pINH HUONG |[ESETER
LIEN TUC et .
SIGMA VAD YEU CAU | IR

KHACH HANG | [N

Tac dung

- Xéac dinh va danh gia ]
mtrc d6 giao dong XAC DINH

N NHAN

- Giam chi phi

- Gia tang sy hai long
- Thay d6i vin hoa tb
chtc

HUONG DPEN
SU HOAN HAO

SUHQP TAC

RUONG PAI HQC MG TP.HCM

BAI 7. 6 SIGMA KHOA QUAN TRI KINH DOANH
——— b ’—_//
1. PHUONG PHAP 6 SIGMA

CHAMPION

MASTER BLACK BELT
BLACK BELT

GREEN BELT

oI DOl

DU AN\ DU AN\ DU AN

[ TRUONG DAI HOC MG TP.HCM

BAI 7. 6 SIGMA (!/!! B A R DOAN
| -

2. CHU TRINH DMAIC
D — Define: Xac dinh
M — Measure: Do luong
A — Analyze: Phan tich
I — Improve: Céi tién

C — Control: Kiém soat




ING DA HOC MO TP.HCM

BAI 7. 6 SIGMA

o

[ ——— —
2. CHU TRINH DMAIC
D - DEFINE: XAC PINH

@ @ MUCTIEU, o

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 7. 6 SIGMA
. S

2. CHU TRINH DMAIC
D — DEFINE: XAC PINH
Cac cong cu thuc hién trong giai dogn xac dinh
+ VOC (Voice of Customer)
+ VOB (Voice of Business)
+ COPQ (Cost of Poor Quality)

+ SIPOC (Supplier, Input, Process, Output,
Customer)

+ Ban d6 qua trinh

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

BAI 7. 6 SIGMA <
.

2. CHU TRINH DMAIC
M — MEASURE: PO LUONG

THU THAP
SO LIEU

[ ——

LAP KE HOACH
PO LUONG

KIEM TRA
PO TIN CAY

PO LUONG
THU'C TRANG,




ING DA HOC MO TP.HCM

BAI 7. 6 SIGMA

. 7 774/,/
2. CHU TRiNH DMAIC
M — MEASURE: PO LUONG
Cac cong cu thuc hién trong giai dogn do lwong
+ Biéu @6 nhan qua
+ Biéu dd qua trinh
+ Phén tich FMEA
+ Kiém soat qua trinh bang thong ké
+ Panh gi4 do tin cdy cta hé théng do luong —
Gage R&R (Gare Repeatability & Reproducability)

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 7. 6 SIGMA
. S

2. CHU TRINH DMAIC
A — ANALYZE: PHAN TiCH

PHAT TRIEN,
KIEM DINH

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

BAI 7. 6 SIGMA <
R

2. CHU TRINH DMAIC

A — ANALYZE: PHAN TICH

Cac cong cu thuc hién trong giai doan phan tich
+ Biéu d6 phéan phbi tan sb
+ Biéu dd khéi
+ Phan tich da bién
+ Phan tich twong quan va hdi qui
+ Kiém dinh gia thuyét
+ Théng ké mé ta
+ D0 thi tac nhan chinh




TRUONG PAI HQC MO TP.HCM

BAI 7. 6 SIGMA p KHOA QUAN TRI KINH DOANH

——— 774///
2. CHU TRINH DMAIC
I - IMPROVE: CAI TIEN

LUA CHON
GIAI PHAP

TRIEN KHALI,
KIEM TRA

| » TRUONG PAI HQC MO TP.HCM

BAL7. 6 SIGMA <& S
. e

2. CHU TRINH DMAIC

I - IMPROVE: CAI TIEN

Cac cong cu thuc hién trong giai doan cdi tién
+ Brainstorming
+ Ban db tu duy
+ Thiét ké thuc nghiém
+ Ban dd qu4 trinh
+ Kiém dinh gia thuyét

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

BAI 7. 6 SIGMA <
R

2. CHU TRINH DMAIC
C — CONTROL: KIEM SOAT

THIET KE
QUA TRINH

THAO TAC

1 HE THONG
CHUAN

PO LUONG

NANG LUC
QUA TRINH




TRUONG PAI HQC MO TP.HCM

BAI 7. 6 SIGMA p KHOA QUAN TR KINH DOANH

2. CHU TRINH DMAIC
C — CONTROL: KIEM SOAT
Cdc cong cu thuc hién trong giai doan kiém sodt
+ K¢é hoach kiém soat
+ Luu d6
+ Biéu db kiém soat

| » TRUONG PAI HQC MO TP.HCM

BATL 7. 6 SIGMA <2 SR
I

3. CAC YEU TO ANH HUONG PEN DU AN
6 - SIGMA

[ ——

SU CAM KET
CUA LANH PAO
CAP CAO

NGUON SULUA
NHAN LUC CHON

Trwong Pai hoc Mé TP.HCM

|
R i o o ey

W

RN RO R

Th.s. Nguyén Ngoc Thong
E.mail: ngocthongou.edu@gmail.com




TRUONG PAI HQC MO TP.HCM
s KHOA QUAN TR] KINH DOANH

BAI 8. ISO 9000 - 9001

NOI DUNG gflglggg Qé.r}&g EL(:
CHiNH CfJA TIEU CHUAN
BAI 8

1SO 9000 ISO 9001

BAI 8.
B ]

1. HE THONG QUAN LY CHAT LUQONG
THEO TIEU CHUAN
Dac trung
- C6 hé thong tai liéu theo yéu cu
- He¢ théng van hanh dya trén nén tang cua hé
thong tai li€u
- C6 hé théng hd so 1am co so theo dodi va
danh gia
- Nhan manh van dé quan 1y theo quy trinh

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

-
M

BAI 8. ISO 9000 - 9001
_ BAT 8.1S0 9000 - 9001___

1. HE THONG QUAN LY CHAT LUQNG
THEO TIEU CHUAN
Yéu cau:

- Viét ra nhiing gi dang dugc lam, can duoc
lam va lam dung theo nhitng gi da duogc viét
- Vin ban hoéa moi quy dinh cua t6 chirc

- D& hiéu, dé& ap dung

- Ludn ludn dugc cdp nhat




U PAI HQC MO TP.HCM
KHOA QUAN TR] KINH DOANH

BAI 8. ISO 9000 - 9001
_ BAT 8.1S0 9000 - 9001___

2. TIEU CHUAN ISO 9000

INTERNATIONAL ORGANIZATION
FOR STANDARDIZATION

23/02/1947 GENEVE

TO CHUC
PHI CHINH PHU

157 QU( 3000 TO CHUC

THANH VIEN KY THUAT 16000 TIEU CHUAN

TONG CUC TIEU CHUAN
-DPO LUONG
- CHAT LUQNG

il » TRUONG DAI HQC MO TP.HCM
KHOA QUAN TRI KINH DOANH

BAI 8. ISO 9000 - 9001

N =
2. TIEU CHUAN ISO 9000 LAM VIEC
KHOA HOC
RUT NGAN
THOI GIAN
N : CAC CHUAN MU'C
TIEl‘ CHUAN CHO HE THONG GLiM BOT
1SO 9000 QUAN LY G
CHAT LUQNG
NANG CA0
Y THUC
CANH TRANH

RUONG DAI HQC MG TP.HCM
KHOA QUAN TR KINH DOANH

-
M

BAI 8. ISO 9000 - 9001
_ BAT 8.1S0 9000 - 9001___

2. TIEU CHUAN ISO 9000

1SO 9000 - HE THONG QUAN LY CHAT LUQNG
(Co sé va tir vung)

ISO 9001 - HE THONG QUAN LY CHAT LUQNG
(Cac yéu ciiu)

ISO 9004 - HUONG DAN CAI TIEN

ISO 19011 - HUONG DAN DANH GIA

HE THONG QUAN LY CHAT LUQNG VA MOI TRUONG




1 HQC MO TP.HCM
QUAN TR] KINH DOANH

BALI 8. ISO 9000 - 9001

3. TIEU CHUAN ISO 9001
Phuwong cham hoat dong cua ISO
- Lam dung, 1am t5t ngay tir dau
- Kiém soat chit ch& cac qua trinh
- Cai tién lién tuc hé thong

@l » TRUONG PAI HOC MG TP.HCM
£ KHOA QUAN TRI KINH DOANH

BAI 8. ISO 9000 - 9001

| Cai tién lién tuc
hé théng quan 1y chat lwong

Khach hang Khach hang

-------

Bo ludmg, phan
tich va cai tién

— Hoat ddng gia tang gia tri

===»  Dongthéng tin

HE THONG QUAN LY C NG DUA TREN QUA TRINH

RUONG DAI HQC MG TP.HCM

5
1 KHOA QUAN TR KINH DOANH
(o

BAI 8. ISO 9000 - 9001

3. TIEU CHUAN ISO 9001
8 nguyén tac quan ly chat luwong

1. Huéng vao khich hang 2. Sy lanh dao
3. Su tham gia ciia moi ngudi 4. Céch tiép can
theo qua trinh

5. Céch tiép can theo h¢ thong )
doi véi quan ly 6. Cai tién lién tuc
7. Quyét dinh dua trén su kién

8. Quan hé hop tac cung c6 191 véi nguodi cung Gmg
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KHOA QUAN TR KINH DOANH
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BAI 8. ISO 9000 - 9001

Véi cach tiép can nhu trén,cdu trac cua ISO 9001
dugc phan chia thanh 8 diéu khoan,trong d6 van hanh
chu yéu boi 5 diéu khoan bao gdm cac yéu cau lién
quan toi :

« H¢ théng quan 1y chat lugng (Diéu khoan 4)
« Tréch nhiém cua lanh dao (Piéu khoan 5)

* Quan ly ngudn lyc (Piéu khoan 6)

* Tao san phém (Diéu khoan 7)

« Do luong,phan tich va cai tién (Diéu khoan 8)

lj-» TRUONG PAI HOC MO TP.HCM

BAI 8. 1SO 9000 - 9001
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3. TIEU CHUAN ISO 9001
HE THONG QUAN LY CHAT LUQNG
+ Yéu ciu vé hé thong tai liéu

+ S0 tay chat lugng
+ Kiém sodt tai liéu
+ Kiém soat hd so chét luong

RUONG DAI HQC MG TP.HCM
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1 KHOA QUAN TR KINH DOANH
(o

BAI 8. ISO 9000 - 9001

3. TIEU CHUAN ISO 9001
TRACH NHIEM CUA LANH PAO

+ Cam két cua 1anh dao

+ Dinh hudéng béi khach hang

+ Thiét 1ap chinh sach chét lugng va muc tiéu
cht lugng cho timng phong ban

+ Xéc dinh trach nhiém va quyén han cho timg
chtrc danh

+ Thiét 1ap hé théng trao ddi thong tin ndi bd
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KHOA QUAN TR] KINH DOANH

BALI 8. ISO 9000 - 9001
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3. TIEU CHUANISO 9001
QUAN LY NGUON LUC
+ Cung cap nguon lyc

+ Tuyén dung
+ Dao tao
+ Co s6 ha ting

+ Moi truong lam viée

lj-» TRUONG PAI HOC MO TP.HCM

BAI 8. 1SO 9000 - 9001

001
3. TIEU CHUAN ISO 9001
TAO SAN PHAM/DICH VU

* Hoach dinh san phdm

+  Xéc dinh céc yéu cdu lién quan dén khach hang
+ Kiém soat thiét ké

+ Kiém soat mua hang

+  Kiém soat san xudt va cung cap dich vu

+  Kiém soat thiét bi do luong

RUONG DAI HQC MG TP.HCM
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1 KHOA QUAN TR KINH DOANH
(o

BAI 8. ISO 9000 - 9001

3. TIEU CHUAN ISO 9001 )
YEU CAU VE PO LUONG, PHAN TiCH, CAI TIEN

* Do luong sy thoa man cua khach hang

*  Danh gia noi bo

*  Theo doi va do luong cac qua trinh
*  Theo ddi va do luong san phdm

+  Kiém soat san phdm khong phu hop
*  Phan tich dir liéu

*  Hanh djng khic phuc

*  Hanh dong phong ngira
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BAI 8. ISO 9000 - 9001
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3. TIEU CHUAN ISO 9001

Xéy Dung Va Ap Dung Hé Thong Quan Ly Chat Lurgng
Theo ISO 9001 : 2008

HE THONG TRIEN KHAI

JA X X A
CHUAN Bl VAN BAN AP DUNG

DANH GIA
CHAT LUQNG
NOI BQ

CHUNG NHAN
HE THONG

Trwong Pai hoc Mé TP.HCM
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Th.s. Nguyén Ngoc Thang
E.mail: ngocthongou.edu@gmail.com

RUONG PAI HOC MO TP.HCM

BAI 9. HE THONG QLCL M "aolaSmiiimo s
ATVS TP

ISO
GMP HACCPl 22000

NOI DUNG CHINH
CUA BAI 9
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BAI 9. HE TH()NG QLCL KHOA QUAN TR] KINH DOANH

ATVS TP
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1. HE THONG THUC HANH SAN XUAT TOT -
GMP (Good Manufacturing Practices)
La hé théng dém} béo chéit luong, vé siph, an toé}n
duoc éR dung doi vai Vcéc co sO san xuat, ché bién
thuc pham va dugc pham.

Cdc yéu cdu

NN PHUONG TIEN QUA TRINH
HA XUONG i /ES ;
RIEEXPOINE CHE BIEN VBRI CHE BIEN
BAO QUAN VA
TN Q
CoRRELE PHAN PHOI

lj-» TRUONG PAI HOC MO TP.HCM

BAI 9. HE THONG QLCL A e
ATVS TP
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2. HE THONG PHAN TICH MOI NGUY VA
PIEM KIEM SOAT TOI HAN — HACCP
(Hazard Analysis and Critical Control Points)
La cong cu d& danh gia cac mbi nguy va lap cac hé
thong tap trung vao cac bién phap phong ngira thay
cho viéc chi thir nghiém thanh pham.

Tao diéu kién sir dung ngudn lyc hiéu qua va dép
ung cac yéu cau kip thoi hon.

RUONG PAI HOC MO TP.HCM

BAI 9. HE TH()NG QLCL (!//1'!)1‘ KHOA QUAN TR] KINH DOANH

ATVS TP
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2. HE THONG PHAN TiCH MOI NGUY VA
PIEM KIEM SOAT TOI HAN - HACCP
(Hazard Analysis and Critical Control Points)
La cong cu d& danh gia cac mbi nguy va lap cac hé
thdng tap trung vao cac bién phap phong ngira thay
cho viéc chi thir nghiém thanh pham.

Tao diéu kién st dung nguén lyc hiéu qua va dap
ung cac yéu cau kip thoi hon.




RUONG DAl HQC MO TP.HCM

BAI 9. HE TH()NG QLCL < KHOA QUAN TRI KINH DOANH

ATVS TP

2. HE THONG PHAN TiCH MOI NGUY VA
PIEM KIEM SOAT TOI HAN - HACCP
(Hazard Analysis and Critical Control Points)

PHAN TiCH

MOI NGUY HAI

HANH DPONG LUU TRU
SUA CHUA HO SO

w TRUONG PAI HQC MO TP.HCM

BAI 9. HE THONG QLCL (82 "o Gl ndiine s
ATVS TP

2. HE THONG PHAN TiCH MOI NGUY VA PIEM
KIEM SOAT TOI HAN — HACCP (Hazard Analysis and
Critical Control Point:

Dao tao
e

Xac dinh

BAI 9. HE THONG QLCL (I¢F!7"'“&;ii’:ﬁ%{’;-‘\' Ty KINHDOANH
ATVS TP

3. HE THONG QUAN LY AN TOAN THUC PHAM -
ISO 22000 (Food Safety Management System)

Tiéu chun ISO 22000 dura ra cac yéu cu doj hoi tit ca ca mdi nguy|
6 thé xay ra trong chubi cung tmg thuc pham phai dugc xac dinh,
do luong va danh gia.

ISO 22000 két hop cac yéu td:
- Su truyén dat thong tin
- Quan Iy theo h¢ thong
- Kiém soat cac moi nguy vé an toan thuc phim
- Cai tién lién tuc
Nhim dem lai sy an toan cho san phim trong sudt chudi cung tng
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BAI 9. HE TH()NG QLCL KHOA QUAN TR KINH DOANH
ATVS TP

XAC PINH
QUA TRINH

TO CHUC THIET LAP
DAO TAO BO SUNG

XAY DUNG CAITIEN
HE THONG LIEN TUC
VAN BAN

KIEM TRA
GIAM SAT




