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I.

Khai quat chung

1.1. Khai niém

O bat van dé
L] Theo ban mot hoat dong (qua trinh, SP, td chic) nhu thé
nao goi la co chat luong? ’
I Chat lugng va chat Iu’dng san phém co gi khac nhau?
O Trong nhirng khai niém dugi day vé chat lugng, néu phai
chon mot thi ban sé& chon KN nao?
| Chat lugng la su tuyét vai, hoan hao
] Chat lugng la siéu bén
] Chat lugng la dap Ung dudgc chuc néng va cong dung
L] Chat lugng la su phu hgp véi yéu cau s dung va muc dich
st dung (Joseph Juran)
L] Chat lugng la su phu hgp véi yéu cau cua ngudi ti€u dung
(Philip Crosby).
[] Chat lugng la toan bd cac dac tinh cua SP lam thoa man yéu
cau da deé ra.
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1.1. Khai niém
O Nhéan xét: cac KN trén cé thé chia lam 2 nhom
O Nhom 1: Chu trong vao ban than cac déi tugng khao sat
(SP, t6 chuc, qui trinh) — bén, cong dung, tinh nang
O Nhom 2: Chu trong téi nhu cau cla ngudi sU dung.
B Visao lai cé su chuyén ddi trong tdm nay?

Nha san xuat

Trinh d6 phat
trién cda nén kinh té Quan diém

(phudng tién, tu liéu, | Thitrudng | vé chat Iugng
Tu duy kinh t&) \

Ngudi tiéu dung
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1.1. Khai niém

O  Cac giai doan phat trién trong quan diém QLCL
Trinh dd Nha san | Ngudi tiéu | Thi trudng | Quan diém
cla nén xuat dung vé chat

KT lugng

Giai doan trudc nam 1970

Nén KT Canh Yéu cau Thi truéng | CL la phu

cong tranh bang | chat lugng | cla ngudi | hdp Vi

nghiép , sO lugng phai: bén, |ban chi’c nang,

phat trién |sp/1dv co gia tri | (thiéu cong dung
nguon luc |su dung cung) cua SP
cao
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1.1. Khai niém
O  Cac giai doan phat trién trong quan diém QLCL

Trinh d6 Nha san | Ngudi tiéu | Thi trudng | Quan diém
cla nén xuat dung vé chat
KT lugng
Giai doan tu nam 1970- cudi TK 20
Nén KT SX nhiéu |Yéu cau Thi trudng | Phu hop
cong loai hinh chat lugng | cua ngudi | vdi yéu
nghiép SP khac — két hgp |mua (thua | cau cua
phat trién | nhau hai hoa cung) ngudi tiéu
téi dinh gitra: dep- dung
diém gia ca-

cona duna
il B
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1.1. Khai niém

O  Cac giai doan phat trién trong quan diém QLCL
Trinh dd Nha san Ngudi tiéu | Thitruong | Quan diém
cua nén KT xuat dung vé chat
luUong
Giai doan hién nay (thé ky 21)
Nén kinh té SX nhiéu loai | Yéu cau chat | Thi trudng Phu hgp vai
hau cong hinh SP khac | lugng - két thay déi lién | y/c cia ngudi
nghiép (Kinh | nhau + tao hdp hai hoa tuc dua trén | tiéu dung+
t€ tri thlc) SP dinh gitra: hgp tri thdc va dinh hudng
hudng nhu thdi-gia ca- théng tin nhu cau
cau cong dung +
thda man

nhu cau tiém

an
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KEt luan:

B Chat lugng la tap hdp cac dac tinh cua mot doi
tugng co kha nang thoa man nhu cau da c6 hoac
dang tiém an (ISO 8402:1999).

B Chat lugng la tap hgp cac dac tinh dap ng yéu
cau (ISO 9000: 2000).

Luu y:

B Khai niém déi tuong & day dudc hi€éu bao gobm:
san phdm, hoat déng, td chl’c, qua trinh.

B Nhu cdu dudc hiéu 1a nhu cau hién tai va nhiing
nhu cau tiém an.

© Nguyén V3&n Minh, Quality Management 8
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2.1.
O

O

MOt s6 luu y xung quanh khai niém
CLSP la su tong hdp cac dac tinh cua SP dd: ky thuat, kinh
té va thdm my.

SP c6 chat lugng la SP phai thoa man yéu cau cua ngudi
ti€u dung. Yéu cau cua ngudi tiéu dung rat da dan% va luon
bién d6i, vi vy CLSP phai luén dugc ca| ti€n cho phu hagp.

SP c6 chat lugng la SP khéng chi thoa man dugc nhu cau
hién tai cua KH ma con tao dudgc dinh hudng tiéu dung
trong tucng lai.

Chat lugng SP _mang tinh tuong doi:

B Tudng d6i vé thdi gian: vong dgi cda SP luén dudc rut ngan,
SP nhanh chong lac hau.

B Tuong doi vé khdng gian: tot G vi tri nay nhung khong tot & vi
tri dia ly khac.

CLSP vua cu thé vua triru tuong: cu thé thong qua cac
thong s6 ky thuat. Triru tuong: vé dep, tinh hai hoa...
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3.1. Cac yéu t0 ca ban tao nén CLSP

Gia ca: hgp ly, két hgp hai hoa vdi cong
dung

Thdai gian: cung cap kip thdai, dL’Jng lUc
Dich vu: dich vu di kem tru’dc va sau ban
hang

An toan: SP an toan dam bao quyén Igi cua
ngu’dl tiéu dung.

Qui tac 3P - Performance, Perfectigil (hiéu
nang) Price (gia ca); Punctuallty (?dp thai).

Qui tac QCDSS: Quality - Cost - Delivery
Timing — Service — Safety.
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II.  Yéu cau dobi vdi chat lugng SP

2.1. San pham phai hdp phéap

O SP phéi phu hdp vdi quy dinh cua phap luat.

O DN san xuat phai co day du tu cach phap nhan,
dugc phep SX.

O Khong dugc vi pham quyén sG hitu tri tué vé nhan,
nhan hiéu SP.

O Vi du:???

B Honda: bi lam gia TB 500xe/nam
Nan rugu ngoai gia

B TP.HCM: Kinh mat SG chinh thuc chi cé 3 ctra hang
— trén thuc t€ cé tdi 100 cua hang cung tén.

B Ha Ngi: khong thé biét dau la quan dich thuc cua
cac thugng hiéu: Banh dau xanh Rong Vang, Phd
Thin, banh gai Ba Thi, quan an Ong gia.
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2.2.San phé’m phai an toan

O SP c6 nguy co anh hudng tdi suc khoe cua ngudi
tieu dung déu dugc xem la SP khong an toan.

O  Nha SX phai y thac dugc trach nhiém trudc SP cua
minh, chiu boi thu’dng thiet hai do SP gay ra.

O SP khong an toan s€ gay hau qua nghiém trong ca
vé vat chat (dén bu) [an tinh than (mat uy tin) cho
nha SX.

O Vi du: ??7?? )

N 1996 - Nissan thu hoi 1,04 tr xe 6-t0 vi 10i

B 10-2005: Toyota thu h0| 1,27tr xe vi phat hién 16i &
bo phan truyén dong.

L] 2006: Deawoo thu hodi 1,5 tr chiéc Magnus vi 10i k{
thuat banh lai.
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2.3. S&n pham phai bao dam tinh thdm my
SP phai hai hoa gilra cong dung, hinh
dang, mau sac, tao su hai long cho ngudi
s dung.
Gia tri thdm my va hdp thdi trang ngay
nay la mot trong nhirng tiéu chi quan
trong nh&t dé ngudi tiéu dung danh gia
va luc chon SP.
Vi du: ??27?7?

B Su thay dbi cua BDTDD trong thdi gian qua.
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2.4. San pham phai bao ddm chuc
nang, cong dung

SP phai dap Ung dung yéu cau, tién
dung khi dung va dam bao chat
lugng trong thdi han s dung.

Vi du:???

© Nguyén V3&n Minh, Quality Management
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2.5. San pham phai bao dam tinh kinh té&

Tinh kinh té d0i vdi nha SX:
B Chi phi SX thap- gia thanh ré.
B NSX phai ludn cai tién PP quan ly, tim kiém va
dau tu phat trién cong nghé mdi.
Tinh KT d0i vGi ngudi tiéu dung:
B Chi phi s dung thap
B DPem lai nhiéu Igi ich cho cong dong: khdng
gay 0 nhiém moi truong, tao anh hudng tot
trong doi song cua ngudi tiéu dung (dac biét la
cac DV).
B Vidy: ????
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2.6. Chat lugng san pham phai do ngudi
tieu dung quyét dinh

III. Chi tiéu chat lugng

(Tu doc giao trinh [1, tr. 34-40])

Luu y cac khai niém sau:

- Chi tiéu chat lugng la gi?

- Phan loai chi tiéu chat lugng.

- Cac chi tiéu danh gia chat lugng
dich vu.
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IV. Qua trinh hinh thanh chat lugng

4.1. Khai niém

Qua trinh hinh thanh CLSP la mot qua
trinh tdng hdp, gan lién v3i qua trinh tao
SP va kéo dai sudt quang dgi cua SP.
CLSP phu thuoc vao chat lugng cua 4 giai
doan chinh: 1)nghién cdu nhu cau thi
truong; 2) thiét ké SP; 3) san xuat va 4)
luUu thong va su dung SP.
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4.2.Vong chat lugng

NGHIEN CcUU

THI TRUONG THIET KE
TIEU THU SAN XuAT
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4.2.Vong chat lugng

QMarketing¢Thié“t ké

Thanh ly Lap KH SX
a Khach Ngugi g
hang SX
Bao hanh San xuat
> Ngudi Nha 3
_ tiéu cung
HO trg thy ung Kiém tra,
ky thuat thd nghiém
54 84
Van chuyén, , ..
3p dt Dbong goi, luu kho

WPhan ph(“)'{ﬁ}
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4.3. Tiéu chi danh gia CLSP
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STT | Nhom tiéu chi Tiéu chi danh gia
1 Chat lugng nghién cru thi | -Chat lugng y tudng kinh doanh
trudng -Ché&t lugng xac dinh thi trudng muc tiéu
-Chat lugng lugng hoéa do 18n thi trudng
-Pinh vj san pham
2 Chat lugng thiét ké -M{rc do sang tao, doc dao
-Tinh nang ky thuat
-Gia tri thdm my
3 Chat lugng SX -Cong nghé
-Qui trinh
-Hé thong quan ly
4 Chat lugng st dung -M{rc d6 phu hagp
-Kha nang duy tri chat lugng
-Gia tri s dung
5 | Chat lugng dich vu -Nang luc dap Ung nhu cau
-M({rc do6 trung thuc, tin cay
X o -Kha nang dam bao chat lugng, thaoi gian
—S=-Me e =P et 20
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V. Cac y€éu to anh hudng dén CLSP
5.1. Nhdm y€éu to bén ngoai
Nhu cau cua thi truong
Yéu cau vé chat lugng cua khach hang
Thoi quen sUr dung
Phong tuc tap quan
Van hoa, 16i sbng
Kha nang thanh toan, thu nhap

Vi du: That bai cua hang Kellogg’s, chuyén ban
do an san, MTV, Mercedes-Benz, Domino’s
Pizza trén thi trudng An DO.

© Nguyén V3&n Minh, Quality Management 21
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5.1. Nhom yéu to bén ngoai
Trinh @0 phat trién kinh té va KHKT

B Kha nang cua nén kinh té (tai nguyén,
tich IGy, dau tu...)

B Trinh do ky thuat (cong nghé€, tay nghé
lao dong)

B Tang cdng nghé va su phat trién KT

O Vidu: trinh d6 CN cua VN hién nay.

O (Tia Sang so6 1-2007, 05.01.2007.
www.tiasang.com.vn)

© Nguyén V3&n Minh, Quality Management 22
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5.1. Nhdm yéu t6 bén ngoai
Chinh sach kinh té

B Chinh sach uu tién phat trién nganh
mdi nhon, trong diém.
B Vidu:
0 Singapore: dot pha vao cong nghé sinh
hoc, y hoc, CN thong tin.
O  Viét Nam: trudc d6i méi — uu tién cong
nghiép nang; sau doi mdi: - hang tiéu
dung, hang xuat khau.

© Nguyén V3&n Minh, Quality Management 23
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5.2. Nhom cac yéu to bén trong
Chu trong 4 yéu to cd ban (4M):
Con ngudi (Men)
Phuong phap (Methods)
May moc, thiét bi (Machines)
Nguyén vat lieu (Materials)
Ngoai ra con co mot so yéu té khac:
B Thong tin
B MOi trudng
B Diéu kién kiém tra, kiém soét.
Theo ban trong cac yéu t6 trén yéu té nao
la quan trong nhat?

© Nguyén V3&n Minh, Quality Management 24
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VI. Chi phi chat lugng

6.1. Khai niém

Chi p1| chat lugng la tat ca cac chi
phi nham bao dam cho san pham co
chat luong phu hgp vai yéu cau cua
nguoi tiéu dung.

Tat ca cac chi phi lién quan dén viéc
dam bao chat lugng SP déu dudc coi
la chi phi chat lugng.

© Nguyén V3&n Minh, Quality Management 25
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6.2. Phan loai chi phi chat lugng
O Co6 nhiéu cach phan loai chi phi chat lugng tuy thudc
vao tiéu chi lua chon:
B Can c vao hinh thic biéu hién: CP hitu hinh, CP v6
hinh (mat uy tin).
B Can cU vao doi tugng, pham vi anh hudng: CP cua
ngudi SX, CP clua ngudi tiéu dung; CP cua xa hoi.
B Can cU vao cac giai doan tao SP: CP trong thiét k€,
CP trong SX, CP trong st dung.
O Thong thudng CPCL (C,) dudc chia lam 2:
B Chi phi ki€m soat (C.)
B Chi phisai hong (Cy)

© Nguyén V3&n Minh, Quality Management 26
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6.2. Phan loai chi phi chat Iu’dng

Chi phi kiEm soat (CCL con goi la chi phi
thuan, la nhirng chi phi nham nang cao
cRatth’dng SP, dudc chia lam 2 dang

chin

O Chi phi phong ngua (C la nhirng chi phi
nham ﬁong ngu’a khacﬁ%ng phat sinh san
pham hdng (i-chi phi).

B Vidu: chi phi dau tu cho cdng nghé; chi phi nang
cap hé thong quan Iy, CP dao tao.

O Chj phi ki€m tra (Cs,): la chi phi tién hanh
kiém tra chét Iu’dng 2SP trong qua trinh SX (j-
chi phi)

B Vidu: CP xay du’n? hé tbon% kiém tra; CP tién
hanh kiém tra;CP Tdy mau thir nghlem va danh gia.
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6.2. Phan loai chi phi chat lugng

O Chi phi sai hong (Cg)- con goi la chi phi nghich - Ia
nhi{rng chi phi phat sinh do SP kém chat lugng dua
lai. CP nay bao gom:

L] Chi ph| sai hong bén trong (Cry): la chi phi phat
sinh de khac phuc tinh trang chat lugng SP khong
dat yéu cau khi con nam trong pham vi DN (m-chi
phi).

O  Vidu: chi phi stra chita; chi phi tai kiém tra, gidm dinh
CL; CP nguyén liéu...

B Chi phi sai hong bén ngoai (C:,): la chi phi phat
sinh do SP kém chat lugng gay ra sau khi ching da
dudc ban trén thi truéng (n-chi phi).

O  Vidu: chi phi bao hanh; chi phi thay thé linh kién; chi
phi giai quyét khiéu kién.
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6.2. Phan loai chi phi chat lugng
Bang tom tat

Cei (i'CP)}
/Cc Ceo (J-cp)) = Cc=2Ccyi+ 2Cpy;
CQ
e <G (n-p) |
Cr, (Mm-cp)) ™ Ce=2Ce+ 2Cron

Co = Cc + Ct

© Nguyén V3&n Minh, Quality Management
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6.3. MO hinh chi phi chat
lugng

O MO hinh c6 dién
(hinh bén) cho thay
ton tai mot muic chat
ludng ma ¢ do CPCL
(Cqo) 12 nho nhat.

0 Tuc la cho phép ton
tai mot murc sai
hong toi uu (CO,
QO0).

O  Dingudc vdi Igi ich
cla ngudi tiéu dung.

Co

© Nguyén Van Minh,
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6.3. MO hinh chi phi chat
lugng

O M6 hinh hién dai -  ©
chi phi chat lugng
dat gia tri toi uu khi
khéng cd SP sai Co

hong.

O  Cac phudng phap
QLCL hién dai nhu
TQM, 6-sigma déu
phdn ddu dé dat
dudc muc dich nay.
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6.4. banh gia hiéu qua dua vao gia tri CC va C¢
O Goi t1 va t2 la thai dlem trude va sau khi ing dung hé
thong QLCL, A - hiéu s6 chi phi va o - hé s6 chi phi vai:
| AC=CCt2-CCtl; AF=CFt2-CFt1
| o =CQt/CFt
O Thong qua hai chi s6 nay co thé danh gid dugc hiéu qua
clua he thong QLCL qua hai thai diém.

| Néu AC>0 va AF>0: Hé thong QLCL lam viéc khong hiéu
quad vi chi phi dau tu cho CL tang trong khi s6 Iugng sai héong
khong hé glam

| N€u AC<0 va AF<0: Hé théng QLCL lam viéc hiéu qua vi chi
phi dau tu cho chat Iughg gidm nhung chat lugng SP lai dugc
nang cao.

[] Néu AC>0 va AF<0: Hé théng mdi dat yéu cau vi chi phi dau
tu cho chat Iu’dng da dua lai két qua tuong ng.

L] Hé s6 chi phi o sé giup ta c6 dinh hudng dau tu chinh xac va
hiéu qua hon.
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VII. MOt s6 bai hoc kinh nghiém vé chat lugng
7.1. Bai hoc th’ nhat

O Phai biét danh gia dung tam quan trong cua chat
lugng trong doi song cua DN.

O “Van dé cua chat lugng khon% phai ¢ cho moi nguasi
khdong biét dén n6, ma chinh 1a & cho ho cr tudng la
ho da biét” (Philip Crosby)

.2. Bai hoc th& 2

Quan niém “Chat lugng la khong do dugc, khong
nam bat dudc” la quan niém sai lam.

7

O]

O Trén thuc t€, chat lugng hoan toan co the lugng hoa
dugc thong qua su phu hdp cla no vdi yéu cau.

O]

Chét lugng cd thé do gian ti€p qua chi phi khdng
chat lugng.
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Chat lugng san pham

VII. MOt s6 bai hoc kinh nghiém vé chat lugng
7.3. Bai hoc thu 3

Quan niém “Chat lugng cao doi hoi chi phi

I8n” khong phai lic nao cung dung

C
C

H
hi

N€u dau tu dung hudng va guan ly tot -

ndt lugng hoan toan co thé dat dugc v
1|ph|hoantoan|t

ai nguyén tac cc_ban giup DN nang cao
iéu qua dau tu vao chat lugng:

[0 Lam dung ngay tu dau (DRFT - Do Right the

Fist Time).

O Dau tu cho giao duc la loai hinh dau tu hiéu

qua nhat trong cac loai dau tu chat lugng.
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Chat lugng san pham

VII. MOt s6 bai hoc kinh nghiém vé chat lugng
7.4. Bai hoc th’ 4

Quy 10i chat luong kém cho ngudi lao
dong la mot sai lam nghiém trong. Chat
luong kem, trucc hét la do 16i cua nha
quan ly.

Ngucoi ta phan dinh ty |I€ chiu trach nhiém
nhu sau: ngudi thua hanh-25%; giao duc
- 25%:; lanh dao - 50% (Phap). O My,
ngudi ta dua trach nhiém cua lanh dao
lén tdi 70-80%.
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VII. MOt s6 bai hoc kinh nghiém vé chat lugng
7.5. Bai hoc th( 5

Chat Iy’cjn? dugc bdo dam nhg kiém tra -
day cling [a mot quan niém sai lam.

Kiém tra khong tao dung chat Iu’dn?

Kiém tra chi nham phan loai, sang loc san
bham. Ban than hoat dong kiém tra
khdng thé cai tién chat luong dudgc.

Mudn co chat lugng thi phai lam dung
ﬁay tu nhirng khau dau tién, dac biet la
khau thiét k€ va chuan o] SX.

Kiém tra la mot c6 gang day Iang phi.
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Chat lugng san pham

VIII.

1.

2
3.
4

o

MOt sO dé tai ggi y thao luan

Tim hiéu qua trinh tao SP mdi 6 DN - nhan xet va bai hoc
kinh nghlem

Chu ky s6ng cua SP va hoat dong san xuat kinh doanh
cua DN.

Cong viéc quan ly danh muc hang hoa cua mot siéu thi
hodc dai ly phan phoi cap 1.

Phap luat vé bao ho quyén s@ hitu tri tué (chu trgng nhan
R'leu hang hda) - kinh nghiém thé gidi va thuc tien Viét
am.

Tlmhhleu vé qua trinh xay dung thucdng hiéu cua mot DN
cu the

Thiét k€ nhan hi€u, nhan cho moét san pham (thucng hiéu
cho mot y terng kinh doanh)

Y nghia cua viéc sir dung ma s8, méa vach trong hoat _
gcl)\lng dahm bdo chat IUgng (san xuét kinh doanh) & mot
cu the
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Chat lugng san pham

VIII.

8.

O.
10.

11.
12.

13.
14.

15.

MOt sO dé tai gdi y thao luan

Quan niém vé chat lugng SP & cac DN Viét Nam, dac biét Ia
cac DNNVV.

Thuc trang va kinh nghiém lam chat lugng & mot s6 DN.

Kha nang thich &rng cua cac DNNVV trudc yéu cau vé chat
lugng hien dai.

Gin gilf va phat trién thugng hiéu mang ban sac Ha Noi: phd
Thin, banh gai Ba Thi, quan an Ong gia...

Trach nhiém cua nha san yuat trudc Igi ich cong déng: kinh
nghiém thé g|d| va thuc tien Viét Nam.

Lam thé& nao dé sl dung chi phi chat Iu’dng hiéu qua nhat?

banh gia chat lugng: qui trinh, tiéu chuén, thuc tién danh
gia chat lugng & cac DNVN.

Kinh nghiém lam chat lugng cua mét sé DN trén thé gidgi. Bai
hoc d6i vGi VN.
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Nguyén tac va phucng phap quan
ly chat lugng

I. Khai quat chung
II. Cac phudng phap quan ly chat lugng
III. Cac bién phap quan ly chat lugng

© Nguyén V3&n Minh, Quality Management 39
2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Nguyén tac va phucng phap quan
ly chat lugng

I. Khai quat chung
1.1. Khai niém
bat van deé:
B Chatlugng la gi?
B Quan ly chat lugng la gi?

0 La quan ly qua trinh tao nén chat lugng ¢ mot
DN.

B Quan ly chat ludgng la cac hoat dong quan ly
ph0| hop vGi nhau dé dleu hanh, dinh hudng va
kiém soat mot td chiic vé mat chat luong.

(ISO 9000:2000)
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Nguyén tac va phucng phap quan
ly chat lugng

1.1. Khai niém
MOt s6 khai niém tham khao:

O QLCL la hé thong cac bién phap tao diéu kién
san xuat kinh té nhat nhirng SP c6 CL thoa
man yéu cau cua ngudi tiéu dung (Kaoru
Ishikawa).

O QLCL la nhiing hoat dong cua cac chuc nang
quan ly chung nham xac dinh chinh sach chat
lugng va thuc hién thong qua cac bién phap
nhu: lap ké hoach klem soat chat lugng, dam

bao chat lugng va cai tién chat lugng trong hé
thong chat lugng (ISO 8402:1999).
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Nguyén tac va phucng phap quan
ly chat lugng

1.1. Khai niém

Luu y
m O DN hoat dong QLCL thudng dugc phéi hgp
thanh mot hé thong nhat, cé6 muc tiéu, chinh
sach, nguyén tac, phuong phap va bién phap
thuc hién cu thé nhat quén. Ta goi chung l1a Hé
thong quan ly chat lugng & DN.
B Can phan biét cac khai niém:
O Chat lugng SP va chat lugng Hé thong QLCLSP
O Quan ly chat lugng bao gdm: QLCL san pham
va QLCL Hé thong QLCLSP.
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ly chat lugng

1.2. Cac nguyén tac quan ly chat lugng

O

OooOooOor

O

Nguyén tac CL la nhitng quy dinh c6 tinh bat budc
ma cac DN mudn lam chat lugng phai tuan thu va
thuc hién tot.

Huéng vao khach hang

Khach hang la trung tam cua hé thong.

Khach hang la ai?

Khach hang la mét to chlc hay cd nhén nhén san
pham. Khach hang co chia lam: KH noi bo, KH
thong thudng.

Vi du: la nhan vién van thu cia DN, ban hay thu
xac dinh KH cua minh la ai?
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Nguyén tac va phucng phap quan
ly chat lugng

2. Vai tro quyét dinh cua lanh dao

Nguyén tac nay mudn nhan manh dén vai
tro lanh dao cua nha quan ly.
O DN ngudi lanh dao co nhirng vai tro co
ban nao?
B Diéu ph6i mbi quan hé gija cac thanh vién
trong DN (vai tro nguci dan dau).
B Tiép nhan va xu ly thong tin (dai dién cua DN)
B Ra quyét dinh. Thanh céng hay that bai cua
mot he thong QLCL phu thuoc vao kha nang ra
quyet dinh cua giadi lanh dao.
Vi du: ???
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ly chat lugng

3. Su tham gia cua moi ngudi

Nguyén tac nay nhdn manh — mudn
lam chat lugng thi phai co su tham
gia dong bo cua tat ca moi ngudi
trong DN.

Con ngudi la nguon luc quan trong
nhat trong tat ca cac nguon luc.

Vi du:???
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ly chat lugng

4. Chu trong quan ly theo qua trinh - lam
dung ngay tu dau

Qua trinh la gi?

Qua trinh la mot chuoi cac hoat dong noi
ti€p nhau dién ra trinh tu trong mot
khong gian va thdi gian xac dinh.

Chat lugng SP dugc dam bao va xay dung
dua trén cg sd chat lugng xuyén sudt qua
trinh tao SP, theo nguyén tac: lam dung
ngay tu dau.

Vi du 27?7
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ly chat lugng

oow

Chu trong cach tiép can hé thong

Hé thong la gi?

Hé thong la tap hgp cac yéu to, phan hé co madj lié
n

chat ché vdi nhau theo mot cau truc, nguyén tac
dinh, hdp thanh mét thé théng nhét.

Hé thong chat lugng & DN la tap hgp tat ca cac yéu to
lam nén chat lugng trong qua trinh hoat dong cua DN.

Khéng thé giai bai todn chat lugng theo tiing yéu t6 riéng
le ma phai xem xeét su tac dong cua cac yéu to nay mot
cach cd hé théng, ddong bd va toan dién, ph6i hgp hai hoa
v@i dinh hu’dng chung khach hang la trung tam.

Tim doc cy6n: Jamshid Gharajedaghi. Tu duy hé thong:
Quan ly hon ddn va phic hgp. Mot cd s@ cho thiét ké kién
trdc kinh doanh.H.: KHXH, 2005.594tr.

n quan
hat
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Nguyén tac va phucng phap quan
ly chat lugng

Cai tién lién tuc

6

O  Caitién lién tuc la muc tiéu thudng tryuc cla to
chuc. Vi CLSP phu thudc vao yéu cau, ma yéu cau
ludn luon thay d0| nén DN phai cai t|en lién tuc dé
phu hgp vGi yéu cau.

00  Céc budc phat trién clua cai tién (kaizen):
B Chira tri: sira sai ngay lap tdc cac van dé dudc phat
hién.
B Ngan nglra tai dién: caj tién qui trinh nhdm ngén
ngua hién tuogng tai dién.

L] Phong ngua: NC thay doi qui trinh, tao phuadng thitc
md&i dé khac phuc van dé triét dé.
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Nguyén tac va phucng phap quan
ly chat lugng

6. Cai tién lién tuc

Mot trong nhirng @

Cé\)ng cu hiru h|éu ACTION PLAN
dé thuc hién cai
ti€n lién tuc la ﬁ CHU TRINH § \
Chu trinh Deming PDCA
PDCA (Plan-Do-
C ‘1eck-Action) CHECK : DO
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Nguyén tac va phucng phap quan
ly chat lugng

7. Quyét dinh dua trén su kién va dU liéu
thu’c té

Quyét dinh phai dua trén viéc phan tich
dir liéu va thong tin.

Ky nang phan tich so6 liéu, su kién roi mdi
dua ra quyét dinh.

Ky nang tim ki€ém, phan loai, xu ly thong
tin la mot trong nhu’ng Ky nang quan
trong nhat cia nha quan Iy

Ap dung phudong phap quan ly chat lugng
bang thong ké: Statistical Quality Control.
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Nguyén tac va phucng phap quan
ly chat lugng

8. Phat trién quan hé hgp tac cung co
fo]

Quan hé hgp tac dudgc hiéu thanh
hai mang: noi b6 DN va d0i tac bén
ngoai DN.

Trong nOi b6 DN: diéu tiét moi quan
hé gita ba nhan vat chu chot: chu
s@ hltu - gidi quan ly - va ngudi lam
thue.

© Nguyén V3&n Minh, Quality Management 51
2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Nguyén tac va phucng phap quan
ly chat lugng

8. Phat trién quan hé hgp téc cung co Igi

Nhirng van dé phat sinh trong quan hé
gitra cac thanh vién cua to chuc

Thanh vién Trach nhiém Quyeén Igi Hudng giai
quyét
Chu s& hitu Gidm mao hiém | Tang Igi nhudn | Chia s& hitu

Nha quan ly

Giam trach nhiém

Tang thu nhap

Chia quyén luc

Nhan vién

Giam cong Viéc,

giam trach nhiém

Tang thu nhap

Tang trach
nhiém
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Nguyén tac va phucng phap quan
ly chat lugng

II. Cac phudng phap quan ly chat lugng
2.1. Cac giai doan phat trién ctia QLCL
Cac nha nghlen cuu chia lich su phat
trién cla cong tac QLCL thanh 4 giai
doan: 1) trudc nam 1920; 2) 1920-
1950; 3) 1950-1970; 4) 1970-nay.
MOi giai doan phat trién déu co
nhirng net dac trung va cac phuong
phap QLCL riéng.
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Nguyén tac va phucng phap quan
ly chat lugng

I1.

Cac phudng phap quan ly chat lugng

2.1. Cac giai doan phat trién ctia QLCL

A.

O

Trudc ndm 1920 - Kiém tra chat lugng SP cudi clng

Ngay tu thgi nguyén thuy - con ngudi da co y thic chu y
den hoat dong quan ly chat lugng phuc vu cong viéc san
ban, hai lugm dugc tot han, nhung ‘mang tinh tu phat.

Hoat dong QLCL thuc sy dugc chu y tu khi cudc cach
mang cong nghiép bung né 8 Anh nam 1770.

Nén tang cua moét xa hdi cong nghiép lan dau tién dugc
md ta trong cudn sach kinh dién clia A.Smith “Su giau co
cit%é:ac quoc gia” (Wealth Of Nations) xuat ban nam

Nhg SX cong nghiép, san Eham lam ra ngay cang nhiéu,
xuat hién yéu cau vé do chinh xac, tudgng thich va dong
nhat cta SP cling nhu linh kién. Do dd hé thdng cac tiéu
chuén chét lugng va PP kiém tra chat lugng ra ddi.
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ly chat lugng

o>

O O 0O 0O

Trudc ndm 1920 - Kiém tra chat lugng SP cudi clng
Kiém tra la gi?
Klem tra la cong viéc so sanh dac tinh cua SP vdi
cac tiéu chuan cho trudc.

Kiém tra chat Iugng la hinh thdc quan ly chat lugng
sém nhat.

Chirc ndng kiém tra dudc tach riéng ra khoi churc
nang san xuat.

Muc dich kiém tra la dam bao san pham xudt xudng
phU hgp véi tiéu chuén.

Hinh thirc ki€ém tra: kiém tra CLSP cudi cung (d3
hoan chinh)
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ly chat lugng

A.  Trudc ndm 1920 - Kiém tra chat lugng SP cudi cung
O  Uu diém:
B Phén biét rd chinh phdm va phé& pham.

] Id—lan ché dua SP kém chat lugng tgi tay ngudi tiéu
ung.

B Taoy thic lam chat lugng trong tu duy cua ngudi
SX, nha quan ly.

O Nhugc diém:
B Chi mdi chu trong khau dau ra.
M Gay Iang phi I6n trong SX.

] SP. kiém tra dat chat lugng, song chua chac d3 thoa
man y/c thi trudng.

O  Can kiém tra chdt lugng qua trinh san xudt, khac
phuc kip thdi sai sot, giam chi phi cho DN.
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ly chat lugng

B. Giai doan 1920-1950 - Kiém soat chat
luong qua trinh (QC-Quality Control)

Kiém soat chat lugng qua trinh la kiém
soat, khac phuc sai sot ngay trong qua

trlnh tao SP dé dap Ung cac yéu cau vé
chat lugng

Cong cu chu yéu la si dung phuong phap
thong ké va phan tich so liéu thong ké.
Cha dé cua phudng phap kiém soat chat
luong qua trinh la ky su Walter thudc
phong thi nghiém Bell Telephone.
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ly chat lugng

B. Giai doan 1920-1950 - Kiém soat chat Iugng qué
trinh (QC Quality Control)

O Uu diém:

N Giam chi phi kiém tra, gop phan tang Igi nhuén, dac
biét doi vai SX Idn.

L] Phat hién va loai bo phé pham ngay trong qua trinh
SX, glam thiét hai do ph&€ pham gay nén.
O Nhugc diém:

B Vé ban chat van la phuong phap kiém tra vGi pham
vi rong han theo su6t qua trinh SX.

] Khong phat hién hét dugc cac nguyén nhan gay ra
phé pham.
O  Muln ,khqnﬁ ché& dugc phé pham can kiém soat toan
bd qua trinh san xuat, tir dau vao cho tgi dau ra.
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ly chat lugng

C. Giai doan 1950-1970 - Kiém soat chat lugng toan
dién (TQC-Total Quality Control)
O Mot sO ghi nhan tu thuc tién:

B Céc ky thudt kiEm soat chat lugng théng ké (SQC)
chi ap dung rat han ché trong khu vuc san xuat,
con nhiéu khu vuc khac chua Crng~dung dugc.

B Nhiéu SP dat chat lugng, nhung van khéng dap (ng
dudc yéu cau cua khach hang.

O Nam 1960, cong ty Sumitomo (Nhat) dat giai
thudng chat lugng Deming, da dua ra mot triét ly
lam chat lugng mai:

®m  Pham vi hoat dong quan ly chat lugng can dugc xac
dinh réong han, bao trum tr nha cung &ng-DN-

kenh-t|e|| th|.| Fur-tu tdng rQC hinh thanh.
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ly chat lugng

C.

Giai doan 1950-1970 - Kiém soat chat
luong toan dien (TQC-Total Quality
Control)

Kiém soat chat lugng toan dién (TQC) la hé
thong kiém soat toan dién cac hoat dong
cua mot to_ chdc nham dam bao, duy tri va
cai tién chat lugng SP sao cho phu hgp vdéi
YEU cau cua nguoci tieu dung. )

Hoat dong kiém soat chat lugng dién ra
Xuyen suot cac cong doan tao SP: tu NC thi
trudng, thiet ke, mua nquyen vat lieu, cong
nghe, san xuat, moi trucng, nhan luc
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C. Giai doan 1950-1970 - Kiém soat chéat lugng toan
dién (TQC-Total Quality Control)
O  Uu diém:

B Lugng phé& pham gidm nhiéu so véi 2 giai doan trudc,
giam chi phi, tang Igi nhuan.

B Cobthé tim ra dai da s6 cdc nguyén nhan tao nén SP
hong.

O  Nhugc diém:

B Van tdp trung chl yé&u vé kiém soat thdong sb k¥
thuat, chua quan tam dén kha nang dap Ung y/c
ngudi tiéu dung cua SP.

O D& dam bao chat lugng kiém sodt cac thdng s8 kY
thuat la can thi€t nhung chua du.
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ly chat lugng

Tu 1970 dén naY — Quan ly chat lugng toan dién
(TQM-Total Quality Management)

O TQM - la phudng phap quan ly dua trén su tham gia
cua tat ca cac thanh vién cua td churc, 18y khach hang
lam trung tam, thuc hién cai tién chat lugng khong
ngung nham muc dich théa man t6i da nhfng mong
mudn va ky vong cua khach hang.

O Tu tuéng TQM nG ro ¢ My vao nhirng nam 80 TK20
vOi cac ten tudi nhu: Feigenbaum, Deming, Juran,
Crosby. Ung dung dau thanh cong dau tién & Ford
Motor va Jonson&Jonson

O Pac diém n0| bat cua tu tudng TQM lg quan tam toan
dién dén qua trinh lam chat Iu’dng ké ca mat kY
thuat cling nhu kinh té, quan ly toan bd ngubn luc
DN, lién tuc cai tién chat ludng vi KH.
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D. Tu 1970 dén nay - Quan ly chat lugng toan
dién (TQM-Total Quality Management)
TQM khac phuc dudc céc nhugce diém cla
cac PP QLCL trudc d4. Gidm thiéu toi da
luong ph& pham, ph&n ddu dat zero-defect.
Zero-defect:

B Nganh dién tl Nhat Ban: 1phé& pham/triéu SP.

B Tylénay ¢ My: 1/100.000

B Viét Nam? (1/1000)
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2.2. MOt s6 moc lich su dang luu y

1770 - cach mang cong nghiép Anh

1764 - phat minh may hoi nudc

1785 - phat minh may dét

1776 — ra doi tdc phdm “Cua cai cia cac qudc gia”
Adam Smit

1911 - Nguyén tac quan ly khoa hoc cta F. Taylor

1911 - Phan tich chuyén ddng cud Frank and Lilian
Gibreth

1912 - Biéu d6 Gantt
1913 - san xuat day chuyén, H. Ford
1930 - nghién clu dong cd lam viéc E. Mayo

OO0 OO0 00004
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2.2. MOt s6 moc lich su dang luu y

O 1935 - Kiém tra chét lugng bang théng ké,
W.Sherhart, H.Roming

O ~1940 - Lap trinh tuyén tinh, nhiéu tac gia,
V.Kantorovich, G.Dantzig

O Quan tri tac nghiép: ly thuyét xép hang, PERT, CPM

0 ~1970 - Dy bdo, MRP, TQC, QT Du &n.., 1.Orlicky,
Oliver Wight

O ~1980 - M6 hinh 5Ps, PBai hoc Harvard

O ~1980 - mo hinh JIT, tu dong hoa, TQC, E.Deming,
J.Juran

O ~1990 - nay: TQM, ISO, céc td chirc tiéu chudn CL
thé gidi.
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2.3. Cac chuyén gia vé chat lugng

Tim doc trong (2, tr.382-441):
B Nhitng nét dang ghi nhé trong tiéu sur
B Tu tudng lam chat lugng chu dao

B Dong gop cho khoa hoc quan ly chat
luong

B Sy phat trién va kha ndng Ung dung
nhirng tu tudng nay

B Bai hoc kinh nghiém cho ban than va DN
cua ban trong tudng lai.
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2.4. Cac phuong phap quan ly chat lugng
2.2.1. Phudng phap 5S
Phudng phap quan ly cua ngudi Nhat, don
gian, dé ap dung, khong ton kém.
5S la viét tat cua 5 chr S dau tién cua
chuodi cac hoat dbng hudng dan moi ngudi
cach lam viéc ngan nap, gon gang.
1. Seiri (Sang loc)

B Sang loc, loai bo cai can thiét khdng can thiét:
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2.2.1. Phuong phap 5S

1. Seiri (Sang loc)

B Sang loc, loai bo cai can thiét khong can thiét:
Budc 1. Quan sat ky nai lam viéc, phan loai, loai bo
nhirng th khéng can thiét cho cong viéc.

Budc 2. Néu chua thé quyét dinh ngay mot th nao
do6 c6 can cho cong viéc hay khong thi danh
dau: “Xem xeét va sé huy bo vao ngay...”, roi xép
riéng ra mot nai.

Budc 3. Bén hen, kiém tra lai xem nhitng thir dudc
X€p riéng co s dung dén khodng, sau do tién
hanh loai tru’ va cho thdi han madi.
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2.2.1. Phuong phap 5S

2. Setton (Sap xép)
O Sap x€p moi thr ngan nap, trat tu, cé danh so6 ky'/ hiéu ro rang:
Budc 1. Khang dinh lai mét lan nira: cac th& khdng can thiét da dugc
loai bo khoi nai lam viéc, Suy nghi xem cdi gi nén dé ¢ dau la

thuan Igi, cho gui trinh céng viéc, dong thdi phai bao ddm an
toan, thdm my.

Budc 2. Trao doi vGi dong nghiép (cung phong hodc cé chung cdng
viéc) vé cach bd tri trén quan diém thuan Igi chung. Nén vé sg
do6 dé tién trao d’0| Chud y nguyén tac: cai gi thudng xuyén su
dung phai dat gan nger/ su’ dung.

Budc 3. Thong bdo cho cac dong nghiép biét trinh tu sdp xé& cﬁa
minh dé ho co thé tu tim."Nén lap danh muc cac vat ?
ngi luu gilt, ghi chu, trén tirng ngan kéo, ngan tu, cap tai lié
dé tién tim Kiém, sap dat va su dung.

Budc 4. MS& rong pham vi ap dung trén toan cd quan.
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2.2.1. Phudng phap 5S
3. Sesio (Sach sé)
Vé sinh ndi lam viéc va luon luén sach sé
Nhirhg viéc can lam:
0 ChL’lh ddng, ding dgi dén luc thdy ban mdi lam vé
sinh.
®  Danh 3 phut moi ngay dé vé sinh ngi lam viéc va
1 tuan mot lan lam vé sinh chung.
B Moi nhgudi phai co trach nhiém vaéi moi trudng
Xxung quanh nadi lam viéc.
B Dung bao gid tao thdoi quen vt rac bura bai.

© Nguyén V3&n Minh, Quality Management 70
2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Nguyén tac va phucng phap quan
ly chat lugng

2.2.1. Phudng phap 5S
4. Seiketsu (San soc)

Luon luon thuc hanh Seiki, Seiton, Seiso
Chuy:
B Tao hé thdng nham duy tri su’ sach s&, ngan nap
ndi lam viéc, 1én lich lam vé sinh.

B Gay dung phong trao_thi dua gilra cac phong
ban, phan xudng, cuén hut moi thanh vién tham
gia vao thuc h|en 5S.

B lap td chét lugng 5S, phan cong trach nhiém ca
nhan, thuc hanh kiém tra, danh gia, thudng phat
Kip thdl thi€t thutc.
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2.2.1. Phuong phap 5S
5.  Shisuke (San sang)
O Hay bién nhirng cong viéc trén thanh thoi quen:
B Phan dau dua 4S thanh thudc tinh cua ting ngudi,
cua ca to chuc.
N 'Ilj'ao thdi quen xem ndi lam viéc la ng6i nha thd 2 cua
an.
O  DPiéu kién dé thuc hién thanh céng 5S?
Quyét tdm va su ho trg cda ban Ianh dao
Thuc hién 5S bat dau bang dao tao va huan luyén
Su tu nguyén tham gia cua tat ca moi ngudi
L3p lai vong 5S véi tiéu chudn cao hon.
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2.2.2. Phuong phap Q-base

O Q-base: phuong phap quan ly chat lugng co sd, do to
chi'c TELARC cua New Zeland dé xuat. Q-base du’dc
'ng dung réng réi G cac nudc phat trién nhu: New
Zeland, Uc, Canada, Thuy Dién, Pan Mach.

O NOi dung cua Q-base bao gom:

Qui dinh vai tro cua ngudi lanh dao;

Qui dinh vé marketing;

Qui dinh vé phong cung Ung, tiéu thu;

Qui dinh vé phong thiét ké;

Qui dinh vé nha xudéng;

Qui dinh kiém tra dong godi, bdo quan san pham.
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2.2.2. Phuong phap Q-base

MOt s6 diém luu v:

Q-base tuy chua c6 du tam voc nhu ISO9000
nhung cling la PPQLCL dugc thua nhan rong rai
& nhieu nudc trén thé gidi, c6 day du t6 chat co
ban cua mot hé thdng QLCL

Qua trinh ching nhan Q-base rat don gian,
khong ton kém nhu cac hé thong quan'ly chat
luong khac.

Nhirng qui dinh_clia Q-base la t6i thiéu, lam co
s tot de DN tién hanh ap dung cac hé thong
QLCL khac.

To chirc TELARC da cho phép Viét Nam su dung
hé thong Q-base tu 11-1995.
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2.2.3. Phuong phap GMP (Good Manufacturing
Practices Thu’c hanh san xuat tot

GMP la mot hé thong dam bao chat lugng,
vé sinh, an toan dugc ap dung ddj vdi cac
cG s6 san xuat, ché bién thuc pham va
dugc pham.

GMP dua ra cac yéu cau nham kiém soat
tat ca cac yéu to anh hudng tdéi qua trinh
hinh thanh chat lugng tu khau: thiét ke,
xay dung nha xudng, lap rap thiét bj, mua
sam dung cu ché bién, bao goi, bao quan
va ngudi thuc hién.
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2.2.3. Phuong phap GMP (Good Manufacturing Practices) -
Thuc hanh san xuat tot
O] NOi dung cua GMP

B Qui dinh vé nha xudng va cac phudng tién san xuat,
ché bién: vi tri, dién tich, vat liéu xay dung.

O Qui dinh vé vé sinh nha xudng: lam sach thu’dng
xuyen bao quan chit nguy hai, ki€m soat vi sinh vat
gay hai.

B Quidinh kiém soat qua trinh: kiém soat nguyén vét
li€u, hoat d0ng san xuat kinh doanh.

B Yéu cau Vé con ngudi: diéu kién suc khoe, ché do vé
sinh, gidao duc, dao tao.

B Quidinh vé kiém soat, bao quan va phan phdi.
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2.2.4. Phuong phap HACCP (Hazard Analy5|s Critical
Control Point) - Phan tich m&i nguy va diém kiém
soat tdi han

O Vao nhiing nam 1960, cd quan khong gian My NASA
thuc hién cac chuang trlnh nghlen cuu khong gian va
ho cac loai thuc pham khong sai |6i- sach gan tuyét
doi dé cung cap cho cac nha du hanh vi tru. NASA da
hgp tac vai CT Pillsbun dua ra hé thong quan Iy chat
lugng HACCP nham dam bao an toan t6i da va giam
1& thubc vao kiém tra va th nghiém san pham.

H bau nhu’ng nam 1980, phu’dng phap HACCP dudgc cac
cong ty ung dung rong rdi. T ndm 1993 Uy ban Thuc
pham thé gigi CAC (Codex Alimentary Commision) da
cong bé hudng dan &p dung HACCP.
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2.2.4. Phuong phap HACCP

HACCP la phu’dng phap hudng dan ap dung
hé thong * Phan t|ch m0| nguy va diém
kiém soat trong yéu” nham_muc dich klem
soat qua trinh ché bién, ngan chan cac yéu
t6é doc hai cho SP, danh ﬁla cac moi nguy,
tap trung vVao cac bién phap phon

thay cho viéc chi thr nghiém than

sau cung.

Cac budc tién hanh ung dung HACCP bao
gom:

Lap to, doi HACCP. DGi trudng it nhat la mot
lanh dao cap phd trong ban giam doc.
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2.2.4. Phuong phap HACCP
O Xac dinh san pham cua DN. Tra IGi cac cau hoi:
O (?N?sén xuat SP gi? SO lugng bao nhiéu? MuUc chat lugng can
at:
L] Lap phudng an SX va quy trinh SX:

O Xac dinh mdi nguy. Phai nam vu’nlc_l cac cbng doan trong
trinh tao ra SP.”Xac dinh ch6 nao [a m&i nguy hiém lam ¢ o
thuc phdm khong an toan.

O Tién hanh xac dinh gigi han. To chirc klem soat gidi han trén,
nﬂam dam bao cac chi ti€éu cdia SP luén nam trong gidi han cho
pheEp

O Vi du: Quy trinh SX muc d6ng lanh nhu sau:

Thu mua -> Sd ché -> Phan loai -> Ché& bién-> Déng goi
- Xac dinh mdi nguy tao chat lugng SP kém cua tung cong
doan (vi du: moi tru’dng sinh thai).

- Xac dinh diém kiém soat vdi tiéu chi cu thé (ham lugng chi

cho phép).
- Tién hanh kiém soat ham lucgng chi.
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2.2.5. Phuong phap TQM (Total Quality
Management) - Phuong phap quan ly
chat lugng toan dién
TQM la gi?

B E.Deming tu’ng noi: “Trong tuang lai se cO hai
loai DN - céc DN trién khai CLTD va cac DN pha|
dong cu’a Ban khong pha| trién khai TQM néu su
séng con clia DN ban khong phai la diéu bat
bubc.”

B Ban chat cua TQM chinh |a su’ thua ké va phat

trién tat yeu cya hé thong quan Iy chat Iu’dng
bao gom kiém soat CL tong thé va ddm bao chét

lugng.
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2.2.5. Phuong phap TQM
Mé hinh TQM

Lam viéc theo nhom va trao quyén
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2.2.5. Phuong phap TQM

] TQM la_phuong phap QLCL toan dién lay khach hang lam trun
tam, doi hoi mol thanh vién cla td churc tham gia vao qua trin
cai tlen khong ngu’ng nham muc dich théa man nhirng mong

mudn va ky vong clia khach hang.
O 4 thanh phan then chot cua TQM

O Khach hang - trung tam cua moi hoat dong quan ly.
O Ehéch hang la tat ca nhirng ai s’ dung két qua cong viéc cua
an

O Dat mong mudn va ky vong cua khach hang I1én hang dau.
Khong c6 KH thi khdong c6 DN.

O Thiét I1&p van hda KD: thé hién long tdn tdm véi KH.
O Xay dung hé thong gilr chat Iu’dng hang hda cao, 6n dinh.

“Cach t6t nhat dé nhén ra mot DN co dat chét Iu’dnlc_J. toan dién hay
khong, hay xem DN do giao ti€p véi KH nhu thé nao?”
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2.2.5. Phuong phap TQM

O TQM la gi?
] TQM la_phuong phap QLCL toan dién lay khach hang lam trun
tam, doi hoi mol thanh vién cla td churc tham gia vao qua trin
cai tlen khong ngu’ng nham muc dich théa man nhirng mong

mudn va ky vong clia khach hang.
O 4 thanh phan then chot cua TQM

O Khach hang - trung tam cua moi hoat dong quan ly.
O Ehéch hang la tat ca nhirng ai s’ dung két qua cong viéc cua
an

O Dat mong mudn va ky vong cua khach hang I1én hang dau.
Khong c6 KH thi khdong c6 DN.

O Thiét I1&p van hda KD: thé hién long tdn tdm véi KH.
O Xay dung hé thong gilr chat Iu’dng hang hda cao, 6n dinh.

“Cach t6t nhat dé nhén ra mot DN co dat chét Iu’dnlc_J. toan dién hay
khong, hay xem DN do giao ti€p véi KH nhu thé nao?”
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2.2.5. Phuong phap TQM
o 4 thanh phan then chot cua TQM

O Cai tién lién tuc

O hlenhtuc tudn thu nhirng tiéu chudn va cach lam hién
an

O Caitién: tim ki€ém nhirng tiéu chuan cao han va nhirng
cach tét hon dé thuc hién céng viéc.

N Phudng thic thuc hién cai tién lién tuc

O  Phai quan tam dén tat ca cac chi tiét. Sang kién cai tién
can cu the rd rang va hiéu qua, tranh noi chung chung,
ho hao khau hiéu.

O  S6 lugng cai tién phai dd I16n thi mdi cd thé dua dén
hiéu qua can thiét.

O Thuc hién cai tién lién tuc trong khoéng thai gian du dai.

O  Phai cé su tham gia toan dién cua cac t6, nhém trong
toan DN.

[0 Phan biét giita cai tién va ddi méi.
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2.2.5. Phuong phap TQM
4 thanh phan then chot cua TQM

B Cam két toan dién
O Moi ngudi, moi t&6 nhéom déu phai tham gia
vao qua trinh lam chat lugng ¢ DN.
O Ba cbng cu cd ban dé thuc hién cam két:
B Su kién dinh: nhat quan, kién dinh cua ngudi
quan ly.
B Trao doi thong tin: tdp hudn vé TQM, thudng
Xuyén trao doi, rut kinh nghiém.

] Tat ca moi ngu’o’l déu tham gia: tham gia vao
qua trlnh t|m klem nhu’ng tleu chuan cao han,

uality Management
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2.2.5. Phuong phap TQM

]
[

L
L

O

4 thanh phan then chot cua TQM
Lam viéc theo nhdm va trao quyén

Nhom chat lugng thudng c6 khoang 6 ngudi,
cung co6 chung mot doéi tuong cong Viéc, thu’dng
?ap) nhau dé thao luan vé chat lugng (1 tuan/1
an

Thanh vién ciua nhém CL la tu nguyén.

Nhom lam viéc phai c6 muc ti€u. Muc tiéu y/c

phai: 1)cu thé; 2)do ludng dudc; 3)thdng nhat

E[ro?lg nhom; 4)kha thi va 5)cé thai han nhat
in

Lanh dao tin tuéng va trao quyén cho cac nhom
hoac ca nhan tu quyét dinh cong viéc cia minh
tim cach dé cai ti€n tét hon.
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2.2.5. Phuong phap TQM

O

Viduve TQM
DN san xuat d6 go gia dung, chuyén sx tu, ban,
ghe. Ngoai yeu cau ve ben, dep, gia ca hgp ly,
KH_con co nhu cau SP dudgc giao va lap dat tan
nha. DN se lam gi de dap ung y/c nay?

Thiét k&€ SP d¢ théo rdi, van chuyén tién Igi ma
khi lap rap van dam bao chat luong.

BGD khai xudng chugng trinh: Bep - Bén - Tién
|IGi phO bien vai tat ca cac nhan vien.

Xay dung nhém lam viéc bao gdm: nhan vién
thiet ke, NV kyx thuat, NV lap rap. Tung nhom
se dam nhan don hang tu A-Z.

Hang tuan cac nhom sé hop ban dé rut kinh
nghiem.
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2.2.6. M6t s6 PPQLCL khac

6 sigma

JIT: Just in Time - chinh xac, dung thdai gian.
Benchmarking - So sanh theo chuadn murc.

Hé théng QLCL an toan thuc pham SQF 2000.

Hé thong quan ly CL theo ISO9000:2000.

QLCL theo SA 8000- Tiéu chuan trach nhiém x3& hoi.
QLCL theo ISO 14000 - Hé thong QLCL moi truong.

Hé théng QL su phu hdp va chudi cung ‘hg - CSM
2000.

(SV lua chon va tu nghién cdu).

OO0O0O00000
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III. Cac bién phap quan ly chat lucng
3.1. Giao duc dao tao

bay la bién phap dat cd sG nén mong
cho cac nguyén tac dugc thuc hién.

Giao duc tap trung vao ba hudng
chinh:

B DPao ddc
B Chuyén mon
B Van hoa.
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Nguyén tac va phucng phap quan
ly chat lugng

II1I. Cac bién phap quan ly chat luong
3.2. Phong ngua

Phong nglra la ap dung cac bién phap dé
ngan ngua nguyén nhan gay ra sai hong,

hodc ngan khéng dé sai hdng tai dién lan th
2.

Nhirng chi phi phong ngua thong dung:
B Chi phi dao tao, nang cao trinh do;

®  Chij phi dau tu cho cong cuy, cong nghé kiém tra,
kiém soat chat lugng;

B Chi phi nghién cdu marketing.
3.3. Tang cuong hoat dong cua nhom chat lugng
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I.
I1.

II1.

IV.

KHAI QUAT CHUNG

CAC NGUYEN LY CO BAN CUA HE THONG
QUAN LY CHAT LUONG

QUA TRINH AP DUNG HE THONG QLCL O
DOANH NGHIEP

TINH HUONG THAO LUAN
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Quan ly chat lugng ¢ DN

I.

KHAI QUAT CHUNG

1.1. Hé thdng quan ly chat lugng (QLCL)

O

O

Hé thong la tap hgp cac yeu to0 co lién quan hay tudng
tdc Ian nhau trong mot thé théng nhét.

Hé thong quan ly la tap hop. cac yeu to lién ‘quan hay
tuang tac vai nhau trong mot the thong nhét dé thuc
hién muc tiéu va nhiém vu quan ly.

Nhu vay, véi muc tiéu va nhiém vu quan ly khac nhau ta

sé c6 hé thong quan ly khac nhau: QLTC, QLNS, QLMT.
Hé thong quan ly chat lugng la hé thong quan ly bao
gobm cac yéu to (hoat dong) ph0| hop chat ché vdai
nhau trong mot thé thong nhat dé dleu hanh, dinh
hudng va kiém soat mét té chirc vé mat chat lugng.
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Quan ly chat lugng

. Hé théng quan ly chét lugng theo tiéu chuan ISO9000
.1. ISO la gi?

1

1

H ISO la tu rat gon tu tur ISOS tlen%H y Lap ¢6 nghia la nhu nhau.
La chir viét tat ctia T6 chirc tiéu chuan Qudc té.

O

S3 di phaj mugn tlenﬁ Hy Lap vi co su bat dong khi lay tén viét
tat cda td chirc nay theo hai th( ti€ng thdong dung la Anh
éInternatlonaI Organization for Standardization-IOS) va Phap
Organisation Internationale de Normalisation - OIN).

1.2.2. Lich st hinh thanh ISO

O Nam 1906 - moc danh dau su khdi dau cua hoat dong tiéu
chudn hda qudc té vdi su ra ddi cla Uy ban k¥ thudt dién Quéc
té (International Electrotechnical Comm|5|on)

O N3m 1926, thanh Iap Lién hiép Qudbc té cac Hoi tiéu chuan hda
Quobc gia (Internatlonal Federation of the National Standardizing
Association: ISA) hoat dong trong tat ca cac linh vuc ky thuat
con lai. ISA chdm duat hoat dong vao nam 1942 do chién tranh.

O Nam 1946, dai biéu cua 25 quoc gia da nhom hop tai Luan Bon,
quyét dlnh thanh I&p mot té chic tiéu chuén hda QT mdai-I1SO.
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Quan ly chat lugng

1.2.3. Co cdu to chirc cua ISO bao gom:

O
O

O

Dai HOi ddng: hop toan thé mo6i ndm mot 1an;

HOi dong ISO: gom 18 thanh vién dugc Pai HOi dong ISO bau
ra;

Ban Thu ky Trung tam: thuc hién chdc nang Thu ky phuc vu cho
Pai HOi don%va Hoi dong trong viéc quan ly ky thuét, theo ddi
cac van dé thanh vién, ho trg ky thuat cho cac Ban ky thuat va

T|eu ban ky thuat, ch|u trdch nhiém vé xudt ban, thong tin,
quang ba va cerdng trinh cho cac nudc dang phat trién.

Cac Ban chinh sach phat trién gdom cd: Ban Danh gid su phu hop
- CASCO; Ban Phat trién - DEVCO; Ban Thdng tin - INFCO; Ban
Ch&t chun - REMCO; Ban Chinh sach ngudi tiéu dung -
COPOLCO.

HOi dong Quan ly Ky thuat (TMB): td chirc va quan ly hoat déng
clia cac Ban ky thuat tiéu chuan;
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O Cac Ban Ky thuat tiéu chuén: hién nay, ISO c6 2859 co
quan ky thuat bao gém 186 Ban Ky thuat, 576 Tiéu ban
Ky thuat, 2057 Nhém Cdng tac va 40 Nhom Nghién cuu
(s6 liéu nam 1999) de ti€n hanh nghién ctru va soan thao
cac tiéu chuén va cac hudéng dan cua ISO.

[0 Cac Ban co van:

B Hién c6 khoang 30.000 cac nha khoa hoc, ky thuat, cac
nha quan ly, cd quan chinh phu, cdc nha cong nghlep,
nguai tiéu dung,.... dai dién cho cac cod quan tiéu chuan
hoa qudcg gia thanh vién tham gia vao viéc xay dung cac
tiéu chuan quoc té va cac chinh sach phat trién cta ISO.

O Hién co trén 500 td chirc quéc t& cé quan hé vdi cac co
quan kY thuat cua ISO.

m ISO F to chire phi chinh phu, cé tru sé tai Geneve, Thuy
K ngdng ngl chinh l1a ti€éng Anh, Phap, Tay Ban 'Nha.
Chi ph| hang nam cua ISO la 125 tr. France Thuy Sy.
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Quan ly chat lugng ¢ DN

O Viet Nam thamdgla ISO tu,nam 1977 va da co nhing
dong gop nhat dinh cho td chuc nay. Bén nay, Viét
Nam [a thanh vién P (thanh vién tham gia) cua 5
Ban Ky thuat va thanh vién O (thanh vién quan sat)
cua tren 50 Ban Ky thuat cua ISO, tham gop y cho,
viéc xay dung mdi va soat xét khoang 50 tiéu chuan
quoc té ISO hang nam.

O Trong nhirng nam gan day, Viét Nam da 2 |lan dugc
Pai H6i dong bau lam thanh vién cua Hoi dong ISO
cho cac nhiém ky: 1997-1998 va 2001-2002. Viéc
hoa hop cac Tiéu chuan Viét Nam (TCVN) vdi Tiéu
chuan Qudc té€ ISO cling la mét muc tiéu quan trong
trong hoat dong tiéu chuan hoa cla Viét Nam. Trong
nhirng nam gan day, nhiéu TCVN da dudc ban hanh
trén cd sd chap nhan cac tiéu chuan qubc té ISO.
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Quan ly chat lugng ¢ DN

1.2.4. IS0 9000 I3 gi?

O Nam 1979 Vién tiéu chuén Anh gidi thiéu bo tiéu
chudn BS 5750 - day 1a bd tiéu chudn QLCL dau
tién trong thucong mai.

O] Nam 1987, ISO da chinh sua lai BS5750 va ban
hanh VO’I ten goi mdi ISO9000. K& tir do bd tiéu
chudn nay dudgc sur dung rong ra| trén thé gldl VOi
muc dich ddm bao chat lugng clia mot to chtrc.

O ISO 9000 mang tinh khuyén khich ap dung. Pham
vi va muc do cung rat linh hoat tuy vao diéu kién
clia td chirc. TU khi ra doi dén nay ISO 9000 da
qua hai lIan stra déi ndm 1994 va nam 2000.
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1.2.4. IS0 9000 I3 gi?

O

ISO 9000:1994 dugc phan dinh thanh ba mo hinh
riéng biét:

M6 hinh 1 (ISO 9001:1994). Ap dung cho cac to
chuc lién quan dén thiét k&, phat trién, san xuat,
lap dat va dich vu. Tiéu chuan nay dac biét thich
hgp vGi cac cong ty co hoat dong thiét ké.

M6 hinh 2 (ISO 9002:1994). Ap dung cho cac DN
lién quan dén SX, lap dat va dich vu nhung khong
co cac hoat dong thi€t ké. Day la tiéu chuan dudc
dung réng rai nhat.

M6 hinh 3 (ISO 9003:1994). Ap dung cho cac DN
co hoat dong kiém tra tham dinh, tha nghiém thanh
pham. Pay la tiéu chuan it dugc s dung nhat.
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CAU TRUC CUA BO TIEU CHUAN ISO 9000-1994

-

-

Tiéu chuan vé thuit
ngir ISO 8402

~

J

/Dém bao chat Ig’gng\
Cac hudéng dan

ISO 9000-1-1994

ISO 9000-2-1997

ISO 9000-3-1991

\_ ISO 9000-4-1993 J

Hé thong PBCL
Cac yéu cau
IS0 9001,
IS0 9002,
IS0 9003.

4 Quan ly chat lugng N
Hudéng dan chung
ISO 9004-1-1994
ISO 9004-2-1994
ISO 9004-3-1993
\_ ISO 9004-4-1993 J
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Quan ly chat lugng ¢ DN

1.2.5. Y nghia cg ban ctia ISO 9000

O

O

Dé ddm bao chét lugn to chire can thuc hién tét va ki€ém
sodt chdt ché mot hé t ong quan ly chat luohg dugc lap
thanh van ban.
Nhirng viéc can lam:
Thi€t Iap hé thong
Vi€t thanh van ban
T6 chic thuc hién theo van ban
Duy tri su’ lam viéc cia hé théng 6n dinh va hiéu qua.
Qui trinh thuc hién:
Vi€t ra nhirng gi can lam
Lam dung nhCrng gi da viét
Luu gitr h6é sd vé nhitng gi da lam, nhat la khi c6 su khéng phu
hgp gilra viét va lam.

ISO 9000:2000 - la bd tiéu chuan QLCL dugc ap dung rong
rai nhat trén TG, nhung khdng c6 nghia la duy nhat. Ngoai
ISO DN cé thé ap dung kem thém SA8000, HACCP, GMP...
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Chuong 4. Quan ly chat lugng ¢ DN

1.2.4. ISO 9000 I3 gi?

O

O

Thang 12.2000, T6 chic tiéu chudn Qudc té 1SO dé cho sua
doi va an hanh bo tiéu chuan 1SO9000:2000 nham khac
phuc mot s6 khi€m khuyét cldia bd tiéu chuan trudc.
ISO 9000:2000 gém 4 bd tiéu chudn co ban:
ISO 9000 - Cd sd cua hé théng quan ly CL;
ISO 9001 - cac yéu cau doéi vGi hé thong quan ly chat lugng.
EQSL(():LgO(M — Hudng dan viéc xem xét tinh hi€éu qua cua Hé thdng
IISO 19011 - Tiéu chudn d& danh gid hé théng quan ly chét
ugng.
Tiéu chudn ISO 9001:2000 sé thay thé cho ba tiéu chuan
trudc do ISO 9001, 9002, 9003:1994

B tiéu_ chuan sira doi dan gian han, ro rang han, 16gic han,
gidm s0 lugng thu tuc, gan két glu’a SX va KD, bao am
dugc n;nrng yéu cau cG ban cua I1SO 14000 (TC vé moi
truéng
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Chuong 4. Quan ly chat lugng ¢ DN

II. Cac nguyén ly cc ban cua ISO 9000:2000

m Hé thong quan ly chat lugng 1ISO9000:2000 duge xay
dung dua trén 4 nguyén ly co ban.

2.1. Hé thong QLCL quyét dinh chat lugng SP

m CLSP dudc hinh thanh va quyét dinh bdi trinh d6 cua
hé thong quan ly chat lugng.

Vi du:???

ISO 9000:2000: “Hé théng quan ly chat luong khuyén
khich cac té6 chic phén tich yéu cdu cua khac han
xac dinh duoc cac qua trinh gidp cho SP dugc khac
hang chadp nhan va gilf cac qua trinh nay trong t&dm
Kiém soat. Mot hé théng QLCL cé thé cung cap co so
cho viéc cai tién khéng ngung nham tang kha nang
thoa man khach hang va déi tac. No tao su tin tucng
cho té chdc va khach hang vé kha nang cung cap SP
lubn dap ung cac yéu cau”.

O
O
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Chuong 4. Quan ly chat lugng ¢ DN

2.2. Quan ly theo qua trinh
O  Dé cd SP cudi cung dat chét lugng can phai quan
ly tot cac qua trinh.
O Vi du: ???
B Cac qua trinh chinh dam bao CLSP ¢ DN may mac:
Nghién cldu thi hi€u va nhu cau KH;
Thiét k&€ mau quan 4o phu hgp véi yéu cau;
Mua nguyén liéu dung vdi y/c thiét k€E;
T6 chic sx hiéu qua;
Kiém tra qui cach SP phu hop vaGi TC thiét ké;
V&n chuyén, giao ban SP;
Phuc vu sau ban hang.

OO0O00000
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Chuong 4. Quan ly chat lugng ¢ DN

2.2. Quan ly theo qua trinh
O ISO 9000:2000 - "B& mét DN hoat déng hiéu
qua, can phai xac dinh va quan ly rat nhiéu hoat
dong lién ket vJi nhau Mot hoat dong dung nh/eu
nguon luc va dudc quan ly nhdm cd thé chuyen
dau vao thanh diu ra, duoc xem Ia mét qua
trinh. Théng thuong d5u ra tir mot gqua trinh sé
tao ra dau vao cua mét qua trinh k€& tiép”.
0 Ldiich cua quan ly theo qua trinh:
B Kiém soat lién tuc;
B Kip thdi phat hién va khac phuc sai hong;
B Tao diéu kién cho moi ngudi tham gia vao qua trinh
cai tién chat lugng.
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Quan ly theo chifc nang

® m 2 V4
o £\ Quan ly
/e[S |\ R\ theo muc
* ~“ U’ 5 ’ - A
&/ 9 £ *\ ¢ tieu
/KO e\e
O\ ¥
Pau vao Pau ra

Nghién| / | Thiét | Mua | san | Kiém
Ciltu / | ké / "|_NL \' Xuat \' tra

Cac phuadng thdc quan ly chat lugng
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Chuong 4. Quan ly chat lugng ¢ DN

2.3. Phong ngtra han khac phuc

O  “Tiéu ph| 1 dong cho phong ngua trong viéc phat
trién san pham sé& tiét kiém dugc 10000 dong chi
phi cho viéc khdc phuc sai hong”.

Genichi Taguchi (Nhat Ban).

O  Trong ISO 9000:2000 nguyén ly nay dugc thé
hién & diéu khoan 8.5 (Hoat dong phong ngua va
khac phuc), trong d6 qui dinh ro cac DN phai xay
dung va duy tri cac van ban thu tuc cho viéc thuc

hién cac hoat dong phong ngua va khac phuc.
] Vi du: ??? )
B Chi phi cla cdc hdng 6-t6 dé thu hoi va sutra chira I0i

thi€t k€.
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2.4. Lam dung ngay tu dau

O  Nguyén ly nay dugc hinh thanh tir quan diém:
sadn pham t6t dugc hinh thanh tr cdc yéu té dau
vao khong co 10i.

O Vidu: ???

B HAau qua sé ra sao néu khi quan ao tré em da dugc
ban trén thi trudng, NSX mdi phat hién chat liéu vai
sé gay di Ung va lam viém da cho treé.

O  Trong ISO 9000:2000, nguyén ly nay duoc thé
hién & cac diéu khodn vé "Kiém soét thiét ké&”
(diéu 7.3.); Kiém sodt mua hang (7.4.); Nhén
biét va xac dinh ngubén géc SP (7.5.3).
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III. Qua trinh ap dung hé thong quan ly chat lugng &
DN
O  Vé cod ban qua trinh ap dung HTQLCL & DN dudc
ti€n hanh theo chu trinh Deming, gom 4 giai doan
(PDCA): Hoach dinh - Thuc hién - Kiém soat -
Duy tri (dieu chinh).
1. Hoach dinh: chudn bi nhirng gi can thiét.
2. Thuc hién: viét nhirng gi can phai lam va lam
nhirng gi da viét.
Kiém soat: danh gid nhitng gi da lam.
4.  Duy tri va cai ti€n: duy tri nhitng gi da tot va cai
ti€n nhirng gi chua tot.

OV
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3.1. Hoach dinh
O Lanh dao DN dong vai tro chu chot trong hoach dinh.

] Cac budc co ban:
N ngﬁg dinh luva chon Hé thong TCCL nao phu hop véi DN
minh-
O 1S09001:2000: GMP, TQM, Q-Base...
L Xac dinh pham vi trién khai ap dung HTQLCL
00  Ap dung thi diém, thd, cuc bd hay dai tra.
O Chuén bi nhan su cho Iuc lugng trién khai
O  Aitham gia? Trong trach? Nghia vu va trach nhiém?.
u Su cam két va quyét tam lam chat lugng cua lanh dao
DN

O  NOi dung cam két la gi? S€ dugc thuc hién nhu thé nao?
Lam sao dé nhan dudc su ung ho?

© Nguyén V3&n Minh, Quality Management 110
2007

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chuong 4. Quan ly chat lugng ¢ DN

0  Cac budc co ban:
B Xac dinh ngudn luc can thiét va day du dé hé théng
QLCL cé thé hoat ddng dugc
O Can nhitrng nguon luc nao? SO lugng? Chat lugng?
Nguodn cung &ng (ndi bé DN hay bén ngoai)?
B Lap lich trinh hanh ddng cu thé
O  Viéc trién khai hé théng sé& bat dau trong bao |4y,
khi nao bat dau va khi nao két thuc.
O  Cau hoi:
B Theo ban, trong cac cong viéc néu trén thi cong
viéc nao mang tinh quyét dinh cao nhat déi vai su

thanh cdng cua viéc trién khai hé théng chét lugng?
Vi sao?
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3.2. Thuc hién hé thong chat lugng

bay la giai doan thuc hién nhirng gi da
hoach dinh nham trién khai HTQLCL. V4i
cac cong viéc chinh:

Thanh 18p luc lugng trién khai;

Pao tao vé chat lugng;

Khao sat hién trang va phan tich khac biét;

Xay dung va ap dung hé thong tai liéu chat
lugng.
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3.2.1. Thanh 1ap Iuc Iugng trién khai
Luc lugng trién khai thudng bao gém: i)
dai dién cua BGD; ii) b phan quan ly

chat lugng; iii) to danh gia chat lugng noi
bo.
Pai dién cua BGD co trach nhiém:
Chi dao trién khai ap dung;
T6 chiric hoat ddng danh gid chét lugng ndi bd;
Phén bd, diéu phdi ngudn luc;
Lién hé v3i cac ¢ quan, td chuc lién quan;
Cau noi gitra [anh dao va nhan vién.
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3.2.1. Thanh 1ap Iuc Iugng trién khai
B6 phan quan ly chat lugng:
B Dong vai tro chinh trong thuc hién;
B Phan tich, diéu chinh, khac phuc cac ndi dung

con thiéu so vdi yéu céu cua tiéu chudn chét
lugng;

B Bién soan S0 tay chat lugng;

B HO trg cac bd phén bién soan cac thi tuc qua
trinh, cac hudng dan cong viéc va cac biéu
mau.
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3.2.1. Thanh 1ap Iuc Iugng trién khai
T6 danh giad ndi bb:
B Bao gom cac thanh vién tu cac bo phan khac
nhau trong DN, dugc dao tao ve ky nang dé co
the danh gla derc chat Iu’dng NOi bo theo dung

yéu cau Ve danh gia chat lugng noi bo cua Tiéu
chuén dang ap dung.

Cau hoi:

B \/Givaitrola GD DN ban sé Iam g| dé luc lugng
trién khai chat lugng lam viéc hiéu qua?

0 Nhan ro vai tro trach nhiém va c6 dong luc
lam viéc tich cuc.
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Chuong 4. Quan ly chat lugng ¢ DN

3.2.2. bao tao vé chat lugng

] La budc ti€p theo sau khi da thanh lap dugc luc lugng
trién khai.

O Muc dich dao tao:

B Trang bj kién thic vé cac tiéu chuén chét lugng;

Ol Néang cao hiéu biét vé Igi ich ma khach hang, nhan vién,
DN nhan dugc khi ap dung hé théng quan ly chat lugng;

M Cung cap kién thic va k¥ ndng dé van hanh hé thdng;

O Phé bién vai trd va trach nhiém cla tirng ngudi trong DN

khi trién khai hé théng.
] Yéu cau doi vai cac chuong trinh dao tao:
O Pao tao bao trum toan b6 nhan vién DN;
O Chuong trinh phai thiét ké theo tiéu chuan 3b: ding
ngugi; dung Iuc va dung yéu cau nham tranh lang phi vé
thdi gian, tién bac va nhan luc cua DN.
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Chuong 4. Quan ly chat lugng ¢ DN

3.2.3. Khao sat hién trang va phan tich khac biét

O Muc dich cua cdng viéc khao sat la so sanh noi dung cua
tung nghiep vu san xuat kinh doanh hien thai vai cac yeu
cau cua mot hoac nhieu tieu chuan dugc ap dung tai DN, de
tim ra nhirng khac biét hay thi€u sét.

[ Vi du: thi€u cac tai liéu qui dinh vé su dung va bao quan thiét bi,
hang hoa; khong luu gilr cac ching tu tha nghiém; khéng cap
phat tai lieu hudng dan su dung cho khach.

O Khao sat toan bo_qua trinh SXKD, tu khau dat hang; thiét,
ke; mua hang; san xuat; gia cong, che bien; phan ihgi va
ng thu hang hoa den khau bao hanh va cham soc khach

ang.

O Xem xét va liét ké cac tai liéu da 16i thai va tai liéu con hiiu
ich. B phan QLCL sé yéu cau tung bé phan trong DN xem_
xét, nam bat lai néi dung cac thu tuc, qua trinh theo yéu cau
cua tiéu chuan, cling nhu xac dinh cac tai liéu chat lugng
can thuc hien cho tung bo phan.

] Phan tich khac biét sé giup DN du doan dugc nhirng hau qua
cO the xay ra va dua ra cac yeu cau ngan chan.
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Chuong 4. Quan ly chat lugng ¢ DN

3.2.3. Khao sat hién trang va phén tich khac biét

O Bai tap: Dudi day la mot s6 thong tin ma bé phan quan ly

chat lugng da thu thap dugc khi ti€n hanh khao sat thuc

trang tai mot DN. Ban hdy suy nghi xem nhiing hdu qud nao

co the xay ra? Ban co yéu ciu gi dé ngan chan nhirng hau

qua nay?

Hoat dong cua hé thong chat Hau qua [Yéu cau quan
lugng hién co ly

1. [Cong ty da mua nguyén vat liéu vagi
gia ré nhat bat ké 1a cia nha cung
cap nao.

2. Khong nhat quan trong viéc giai dap
thac mac cua khach hang, nhiéu khi
mau thuan.

3. (Chi tién hanh kiém soat san pham &
hai giai doan mua nguyén vat liéu
a thanh pham vi khéng du nhén su
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Chuong 4. Quan ly chat lugng ¢ DN

3.2.4. Xay dung hé thong tai liéu chat lugng

A.
O

Hé thong tai liéu chat lugng bao gom:

S6 tay chét lugng - md ta tong quat vé hé thdng
chat lugng, bao gobm chinh sach va muc tiéu chat
lugng, co cdu td chirc ciia DN va cam két cua BGD,
danh muc mot s6 thu tuc qua trinh chinh thuc hién
cdc yéu cau cua cac tiéu chuln chét lugng. So6 tay
chét lugng dudc dung nhu mdt cdm nang thudng
xuyén dé trién khai, duy tri va cai tién HTCL.

Thu tuc qua trinh - la thanh phan chinh ctua hé
thong tai liéu chat lugng, mo ta cach thuc hién cac
HD nghiép vu cua DN dua trén yéu cau cua bo tiéu
chuén chét lugng.
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Chuong 4. Quan ly chat lugng ¢ DN

3.2.4. Xay dung hé thong tai liéu chat lugng

Ban hu’dng dan - md ta chi tiét cdc déng tac thuc
hién mot cong viéc cua mot nhiém vu hoac mot
chirc nang cu thé.

Biéu mau - la mdt loai tai liéu dugc cac bo phan
trong DN soan thao trudc dudi dang mau in san, khi
su’ dung chi can dién dung theo yéu céu. Biéu mau
co thé la: biéu (cac biéu d6); bang (bang thong
ké); thé (thé ra vao, theé kho); phleu (phi€u xuat,
nhap kho).

HO sg - la mot loai van ban mang tinh chat ching
cu, la ta| liéu cong bo cac ket qua dat dugc hay
cung cap bang chifng vé cac hoat dong dudc thuc
hién. HO sG thu’dng dudc dung dé giai trinh va
chirng minh cac hoat déng.

© Nguyén V3&n Minh, Quality Management 120

2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chuong 4. Quan ly chat lugng

- - M6 ta hé théng chat lugng theo
@h sac@ hinh sach va cac muc tiéu chat
lugng da dé ra.

MO ta cac hoat dong can thi€t cho

ung bd phén chiic ndng dé thuc
Cac thi tuc hiéAlj cac yéu cau cua hé thong
hat lugng.

Céc hudng din céng viéc ac chi dan cong Viéc, cac phu’dng

Cac biéu mau phap, cac ban v&, cac biéu mau,
HO so ac bdo cdo.
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Chuong 4. Quan ly chat lugng ¢ DN

3.2.4. Xay dung hé thong tai liéu chat lugng
B. Lgi ich cua mot hé thong tai liéu QLCL la gi?
B Xac dinh rd tung chuc nang, trach nhi€ém va cong viéc
cua tung bo phan va ca nhan trong DN.
B Giup nhan vién thuc hién céng viéc tét hon, tranh ma ho
ve cong viec.
O Cai ti€n nang cap maoi quan hé cong viéc gilra cac bd
phan cua DN. ’
O HE thong tai liéu chat lugng sé la cd sé dé xem xét danh
gia thuong ky viec quan ly CL d DN.
B Sudung hé théng tai liéu nay dé tién hanh dao tao
nghiep vu cho nhan vien DN.
B Tao cd sd dé chirng minh cho KH, ¢6 dong, ca quan chuc
nanlcj;Nva nha dau tu ve tinh khoa hoc cua he thong QLCL
tai :

B Thé hién nd luc cia DN nham dap Ung nhu ciu cia KH.
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Chuong 4. Quan ly chat lugng ¢ DN

C.  Cach thlc phat trién hé théng tai liéu chat lugng. Bugc
thuc hién qua cac budc sau:
1. Nhan bié€t nhu cau
B Dua vao yéu ciu cua tiéu chuén va cdng viéc, bd phan
QLCL cung vd&i cac bo phan khac nhan dién nhu cau, thiét
lap va chinh sira tai liéu.
O Vi du: Phong kinh doanh can lap 3 thu tuc va 10 hudng
dan co lién quan tdi hoat ddng marketing va ban hang.
2. Hoach dinh tai liéu
B Trudc khi bién soan va phat trién tai liéu, cAn xem xét:
O  Aila ngudi doc va thuc hién tai liéu?
OO0  Muc dich cla tai liéu 1a gi? Tai liéu nao da c6 san?
O  NOi dung can bién soan thém da co chua?
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Chuong 4. Quan ly chat lugng ¢ DN

3. Bién soan tai liéu
O NguGi bi€n soan tai liéu la ngugi dang thuc thi cac céng
viéc sé dugc dé cap trong tai liéu.

u Sau khi phac thao xong, nén luan chuyén ban thao cho
nhleu ngu’dl trong cung bo phan va cap quan ly xem xét
va gop y.
O  Vidu: nhan vién ban hang va nhan vién marketing sé
viét qua trinh va hudng dan céng viéc, sau do trinh
Truédng phong Kinh doanh xem xét va gép y cho ban thao
tai liéu.
4, Ky va phé duyét tai liéu
u Tai liéu phal dap u’ng cac yeu cau hinh thic nhu phai cé
tén goi, ma sO, ngay phat hanh, lan phat hanh...
O Tai liéu phai dudgc nhirng ngudi c6 thdm quyén phé duyét,
trudc khi tréd thanh tai liéu chinh thirc.
O B6 phan QLCL Iap danh muc tai liéu cua DN.
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Chuong 4. Quan ly chat lugng ¢ DN

4. Ky va phé duyét tai liéu
B Ngudi phé duyét tai liéu c6 quyén xem xét, chat
vén, yéu ciu thay ddi vé ndi dung cula tai liéu cho
phu hgp vdi tinh hinh hoat dong bén trong cua DN.
B \Vidu:
O Trudng phong Kinh doanh xem xet n6i dung nghiép
vu va cho y ki€n diéu chinh (néu can).
O BO phan QLCL xem xét vé mat hinh thdc cho phu
hdp véi yéu ciu tiéu chuan.
O Trudng phong Kinh doanh ky tén phé duyét tai liéu.

O BO phan QLCL ghi vao ban danh muc tai liéu cua
DN.
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Chuong 4. Quan ly chat lugng ¢ DN

5. Phat hanh va phan phai tai liéu

] B6 phan QLCL phat tai liéu dén cac bo phan can su
dung tai liéu.

B BO phan QLCL c6 trach nhiém phdi hgp vdi cac bd
phan khac duy tri cac tai li€u chat lugng, cap nhat
danh muc tai liéu, kiém soat cac tai liéu cd.

B \Vidu:

O BO phan QLCL phan phai tai liéu cho phong Kinh
doanh va cac phong lién quan.

O  Néu thu tuc thay d6i va Phong Kinh doanh phai
chuyén tai liéu vé cho bd phén QLCL dé cip nhéat
danh muc va phan phai lai.
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Chuong 4. Quan ly chat lugng ¢ DN

6. Kiém soat tai liéu

B Bao dam tat ca cac nhan vién déu hiéu ré ndi dung
tai liéu, hoac ndi dung thay doi.

B Moi d&i tugng dung tai liéu dudc chi dan cach ap
dung va quan ly tai liéu.

B Tailiéu con hiéu lyc cling nhu tai liéu 16i thai déu
dugc kiém soat chat ché.

B Chuyén gia dadnh gid chat lugng la ngudi ki€m soat
viéc ap dung tai liéu chat lugng cua cac phong ban.
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Chuong 4. Quan ly chat lugng ¢ DN

D.
O

Ap dung hé thong tai liéu

Cén c’r vao hé thong tai liéu da dudc viét ra, cac bo phan
to chic cho nhan vién ap dung vao hoat ddong san xuat-
kinh doanh.

Nhan vién phai xac dinh ro trach nhiém, quyén han, chic
nang, cong viéc cia minh, nam ré nhirng moéi quan hé
cong tac gilra cac bdo phan da dudc xac dinh trong cac
van ban.

Ban Giam doc can trao quyén cho ngudi Phu trach Chat
ludgng gidi quyét kho khan phat sinh trong qua trinh ap
dung.

Cac cap quan ly phai hudng dan, thdc day va tao dong
luc cho nhan vién trong bd phan cia minh thuc hién cong
viéc theo nhirng qui dinh trong hé thdng tai liéu QLCL.
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Chuong 4. Quan ly chat lugng ¢ DN

E. Bai tap tinh hudng

B Khiap dung hé thong tai liéu quan ly chat lugng, sé
co mot s6 nhan vién to thai do kho chiu va khong
tuan thd nhitng qui dinh trong tai liéu. Ho cho rang:
"Tu trude tdi nay, toéi co lam theo tai lieu hudng dan
nao dau ma cong viéc cua toi van troi chay. Tai sao
bay gid chung ta lai phai mat thoi gian cho nhirng
viéc giay td quan liéu?”... La mot nguGi quan ly, ban
s& giai thich nhu thé nao dé nhitng nhén vién nay
tuan theo qui dinh cua hé thong tai liéu?
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Chuong 4. Quan ly chat lugng ¢ DN

3.3. Kiém soat chat lugng

O

O

3.
O
O

O

Muc dich cua kiém dinh chdt lugng la danh gid xem hoat
dong cua DN c6 phu hdp vdéi yéu cau cda hé théng tiéu
chuan chat lugng dang ap dung hay khong
banh gia chat lugng bao gobm cac cong viéc chinh:

B danh gia chat lugng ndi bo;

B danh gia sc b6 (danh gia trudc chirng nhan);

B danh gia cap ching nhan hoac danh gia chinh thirc;

B danh gia giam sat.

3.1. Banh gia chat lugng néi bo

Cong viéc do td danh gia chat lugng thuc hién nham
thdm dinh ké&t qua ap dung hé thong chat lugng cua DN.

banh gia chat lugng ndi bé dugc tién hanh sau khi hé
thong chat Iu‘dng lam viéc dugc khoang 3 thang.

Ban Gidam ddc to chic rat kinh nghiém, kip thdi khac
phuc, diéu chinh, phong ngua va hoan thién.
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Chuong 4. Quan ly chat lugng ¢ DN

3.3. Kiém soat chat lugng

3.3.2. banh gia cap ching nhan

O Dudc thuc hién bdi mot co quan bén ngoai cd chld’c nang
danh gia va cap ching nhan (vi du: QUACERT).

O Khao sat hoat dong thuc tién ciia DN.

O Phong van nhan vién vé qua trinh ap dung chat lugng.

O Quyét dinh xem hé thdng chét lugng trién khai cé phu
hdp véi yéu ciu clia bd Tiéu chuén hay khdong. Néu phu
hdp DN sé dugc cap giay chirng nhan hay con goi la
chirng chi.

0 Ban sé lam gi tiép theo khi DN cua ban da nhan ducdc
ching chi chat lugng (vi du ISO9000:2000)?
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Chuong 4. Quan ly chat lugng ¢ DN

3.4. Duy tri va cai tién chat lugng

O La nhirng hoat dong nham dam bao va duy tri
muc chat lugng da dat dudc. Bao gom nhirng
cong viéc chinh nhu sau:

Thuong xuyén xem xét lai chinh sach chat lugng va
muc tiéu chat lugng.

Pam bao cam két clia ban Giam doc.

DBo ludng muc d6 phu hgp cua hé thdng so vdi tiéu
chuan dé phat hién khac biét.

Dua ra cac bién phap khac phuc va phong ngtra.
Duy tri thuong xuyén viéc danh gia chat lugng noi
bo.

Thuc hién cong tac dao tao.
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Chuong 4. Quan ly chat lugng ¢ DN

3.4. Duy tri va cai tién chat lugng
O Tinh huong thao luan

B Khi DN da nhan dugc chirng nhan chat lugng, cé
khuynh hudéng cho rang: “Pat chat lugng roi, thi can
gl phai phan dau nra?”. biéu nay de dan dén thai do
budng tréi trong quan ly chét lugng. P& khéc phuc
ban c6 dé xuat gi? Hay néu ngan gon dé xuat cua
ban?
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Chuong 4. Quan ly chat lugng ¢ DN

3.4. Duy tri va cai tién chat lugng

0 MOt sO dé xuat (theo tinh huong)

N Khong thoa h|ep Khong thoa hlep vG@i bat ky sai sot
nao. Khi co sali sot khong che g|au dun day trach
nhlem ma can tap trung nguon luc dé truy tim
nguyén nhan, giai quyét van dé triét dé.

L] Ca| tién hon nira. Phugng cham "Phuong phap lam
V|ec lau nay khong thay doéi la bleu hién cua khong
co tién bo”. Co cai tién thi méi cé chat lugng.

m Xem yéu cau cua khach hang la tren het Lang nghe
y kién khach hang, h|eu rd nhu cau cua ho, san xuat
va cung Ung san pham thoa man nhu cau cua khach
hang la bi quyet duy nhét dé duy tri va phét trién
chat lugng cua DN.

© Nguyén V3&n Minh, Quality Management 134
2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chuong 4. Quan ly chat lugng ¢ DN

IV.

Tinh hudng thao luan

Co y ki€n cho rang: “La mot ngudi quan ly to6i cé qua
nhiéu viéc phai lam. Tai sao t6i phai ton qua nhiéu thdai
gian dé kiém soat tirng qua trinh cdng viéc? Tdi chi can
kiém tra két qua cong viéc. Néu két qua khdng dat yéu
cau thi ngugdi thuc hién phai chiu trach nhiém”. Ban
nhé&n xét nhu thé nao vé I8i phat biéu nay?

DN cua ban du dinh xay dung mot hé thong tai liéu
chét lugng. C6 ngudi khuyén, dé tiét kiém thdi gian,
DN ban nén di mugn cac thu tuc qua trinh va ban
hudng dan cong viéc cua mot DN khac hoat dong cung
nganh nghé va da dudc cap ching chi ISO9001 vé ap
dung. Theo ban, c6 nén thuc hién theo I0i khuyén doé
khéng? Tai sao?
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Chuong 4. Quan ly chat lugng ¢ DN

IV. Tinh hudng thao luan

3. Trong mot DN san xudt hang may mac xuat khau
(bao gom 3% nhan su la cac nha quan ly va 97%
la cdng nhan), toan bd cong nhan san xuat truc
ti€p cho rang ho khdng thé dp dung hé thdng tai
li€u chat lugng, bdi vi: trinh d6 hoc van cua ho
khong cao; ho lam viéc huéng ludng theo SP nén
khong cé thdi gian tham gia; ndi dung yéu cau
clia cac tiéu chudn qua kho hiéu ddi véi ho. Theo
ban, dé viéc ap dung hé théng quan ly chat luogng
dudc thanh cong, ngudi quan ly DN can phai lam
gi?
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NOI DUNG CHINH

I. MOT SO KHAI NIEM THONG KE CO BAN
II. KIEM SOAT QUA TRINH BANG THONG KE

11I. MOT SO CONG CU DE KIEM SOAT CHAT
LUONG

IV. DANH GIA CHAT LUONG
V. TINH HUONG THAO LUAN
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Chuong 5. Kiém soat va danh gia
chat lugng

I. MOT SO KHAI NIEM THONG KE CO BAN

1.1.Gia tri trung binh

O  Gja tri trung binh cua mot tap hgp cac gia tri dudc tinh
bang cach lay tong tat ca cac gia tri chia cho so gia tri
trong tap hap. N

O  Tai mot phan xudng go, ngudi ta_ chon 10SP vua mdi

xuat xuong de kiem tra. Chieu dai cua SP theo thiet ke

la 150cm. So lieu do dudgc ghi lai trong bang.

Mau 1 2 3 4 5 6 7/ 8 9 | 10

Kich thuéc [154|144|153(152|140|150(146|164 (147|154

] Tinh gia gia tri trung binh: x=1504/10=150,4cm
O] Y nghia cua gia tri trung binh la gi?
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Chuong 5. Kiém soat va danh gia
chat lugng

1.1.Gia tri trung binh

Gia tri nay cho thay kich thudc trung binh
cua 10SP Iénh so vadi thiét ké 1a 0,4cm.
Tuy nhién, néu ta lay do léch gilta SP co
kich thudc I8n nhat (164cm)va SP co kich
thudc nho nhat (140cm), ta sé thay do
léch do dudc la: 164-140=24cm. Cao han
60 lan so vai do Iéch trung binh.

Nhuge diém I8n nhat cla gia tri trung
binh la tinh binh quan.
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Chuong 5. Kiém soat va danh gia
chat lugng

1.2. Khoang bién thién

0 Khoang bién thién cua mot tap hgp cac gia tri
bang gia tri I6n nhat trir di gia tri nho nhét.

O  Khoang bién thién cltia tdp hgp céc gia tri mau
trong vi du trén la 24cm.

O  Khoang bién thién khdc phuc dugc nhugc diém
binh quan cua gia tri trung binh, cho ta thay do6
|I6n khoang dao dong (sai |éch) cua cac gia tri so
vdi tiéu chuan.

O  Khoang bién thién cé nhugc diém gi?

© Nguyén V3&n Minh, Quality Management 141
2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chuong 5. Kiém soat va danh gia
chat lugng

1.2. Khoang bién thién
O  Khoang bién thién cho t,hé'?/‘ su phan bé dir liéu, nAhu’n?,
lai co0 mot han che rat Ion la chi can mot Eia tri rieng le
bi€n dong I&n sé lam thay do6i hoan toan két qua.
O Vi du:
O Cho tap hdp s6 nhu sau:
(101, 102, 99, 101, 3, 102, 102, 99, 101)
O Dé dang nhan thay khoang bi€n thién cua tap hdp so trén
la: 102-3=99.
O Tuy nhién, néu ta khdng tinh gia tri 3, thi khoang bién
thién lai la: 102-99 = 3.
N Nghia la, vd&i gia tri th( hai, tat ca cac con s6 déu nam.
trong khoang bién thién tru con s6 3. Bay la nhudc diém
I6n nhat cua khoang bién thién.
M Lam gi dé khac phuc nhugc diém nay?
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Chuong 5. Kiém soat va danh gia
chat lugng

1.3. Do léch chuén
O Dung dé khac phuc nhugc diém cia khodng bién thién.
O Céach tinh dd 1éch chuén
O Cho tap hop cac gia tri: 123, 128, 113, 127, 125
1.  Tinh gid tri trung binh cta tap hgp cac gia tri:
X =616/5=123,2
2.  Tinh d6 léch cua tung gia tri so vdi gia tri trung binh:
-0,2; 4,8; -10,2; 3,8; 1,8
3. Binh phudng gia tri chénh Iénh (lam mat dau)
0,04: 23,04; 104,04; 14,44; 3,24
4.  Tinh phudng sai (tong cac gid tri BP chia cho s& gia tri)
(0,04+23,04+104,04+14,44+3,24)/5 =144,8/5=28,96

5. Khai can béc hai phudng sai dudc la dd 1éch chuén:
o=5,38cm.
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Chudng 5. Kiém soat va danh gia
chat lugng

1.3. PO 1éch chuén

0 Cho tap hgp cac gia tri: 123, 128, 113, 127,
125

B Tinh bang Exel: dung function STDEVP(number1,
..30).

O  Vidu: Tinh gid tri d6 Iéch chuan cho tap hop
cac gia tri sau:
15, 17, 19, 21, 23

O Dap so: o= 2.828
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Chuong 5. Kiém soat va danh gia
chat lugng

1.4. Phan bd chuan

O Da&i vGi tdp hop mot dir liéu ching ta cé thé
tinh dudc gia tri trung binh, khoang bién
thién va do léch chuén.

O Dua vao ba gid tri nay liéu ta co thé chi ra
dudc su phan bd céc dit liéu hay khdng?

O Xét tdp hop sb liéu vé thdi gian van chuyén
(phut) cua cac xe chd nguyén vat liéu gilra
hai diém A va B (xem bang).
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Chuong 5. Kiém soat va danh gia

chat lugng

1.4. Phan bd chuan
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0 Gia tri trung binh: x=1534/59=26phut

O Khoang bién thién: 33-19=14 phut

O Xeét tan suat xuat hién cua cac con so (thdi
gian)
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Chudng 5. Kiém soat va danh gia

chat lugng

1.4. Phan bd chuan

0 Tan suat xuat hién
T 1191201212223 124|125(26(27128|129(30|31|32|33
G
T/1]112|3/4 6|89 8| 6|4 |3|2|1]|1
S

/’7\
\
///7 AV A el
77 L 1 e e e e T T 17
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Chuong 5. Kiém soat va danh gia

chat lugng

1.4. Phan bd chuan

[0 Biéu do tan suat
00 U2BUBBUBYNNRIR
/N
/ \,
/ N
/ \
e .
I ~.

.

e Pinh cua dudng
cong la 26phuat=x.

e Biéu do co6 dang
hinh chudng.

e SO liéu dugc lua
chon dé minh hoa cho
khai niém: dudng
phan bd chuan.
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Chuong 5. Kiém soat va danh gia
chat lugng

1.4. Phan bd chuan

O Dudng phén bd chuan (dang tdng quét)

1

O IRVOCCO =S UTO —I OO o
1 1 1 1 1 1 1 1

020228045200 829303H03723H

| | | | | |

| | | | | | |
Gia tri trung binh

Khoang phan b6 = 6 sigma

e Pudng phan bo chuan doi
x{rng qua gia tri trung binh.

e Biéu do c6 dang hinh
chuong, do rong hay la su
phan bo cua hinh chuong
dudc do bang dod léch chuan
cua dir liéu. Néu giatricua o
IGn -> phan bo rong (dir liéu
phan tan). Néu o nho -> su
phan bo hep (dir liéu tap
trung).
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Chuong 5. Kiém soat va danh gia
chat lugng

1.4. Phan bd chuan

O

budng phan bo chuan la dudng cong dac biéet
bdi co tinh chat sau: néu ta 1dy mot khdi
lugng I6n nguci hay vat va do mot dac diém
nao do dit liéu thu dugc sé phan bd theo qui
tdc cua dudng phan b chuén.

Khi gia tri trung binh thay ddi, dudng phéan
b6 chuén sé dich chuyén: x tang -> dich
sang phai; x giam -> dich sang trai.

Du’dng phan bd chuén sé tré nén thap hon va
rong hon khi dd Iéch chuan tdng va ngugc
lai.
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Chuong 5. Kiém soat va danh gia
chat lugng

1.4. Phan bd chuan
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Chuong 5. Kiém soat va danh gia

chat lugng

1.4. Phan b0 chuan

Qua thd nghiém thong k&, ngudi ta chu’ng minh dugc rang
mot tap hop dir liéu tuan theo qui luat phan bo chuan thi
hau het cac dif liéu déu ndm trong khoang gid tri trung binh
cdng va trir 3 1an d6 Iéch chuén, tlc: (x£30)

O

e 68,26% s0 dif liéu nam
trong khoang xt1o0.

e 95,44% sb dir liéu nam
trong khoang x+2o0.

e 99,72% s& dir liéu nam
trong khoang x+30.

. Ung dung két qua nay
dé kiém soat qua trinh
chat lugng nhu thé nao?
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Chuong 5. Kiém soat va danh gia
chat lugng

II. Kiém soat qua trinh bang théng ké
2.1. Chon mau

O Pé dam bao SP phu hgp vdéi tiéu chuén chling
ta lam cong tac kiém tra do ludng chat
lugng. Tuy nhlen chung ta khdng thé klem

tra tat ca cac SP vi khdong du thdi gian va tai
chinh.

O  Chon mau sé _giup chung ta giai quyét van de
nay Chon mau la lay mau ngau nhién mot s6
san pham ti khdi lugng SP I8n hon sao cho:

B Ty lé khiém khuyét trong mau |a dai dién cho ty &
khiém khuyét trong toan bd s6 sdn pham.
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Chuong 5. Kiém soat va danh gia
chat lugng

2.1. Chon mau

O

O
O

Ky thuat chon mau ngau nhién dua trén cac quy luat
Xac suat.
Xac suat cia mot kha nang chac chan xay ra bang 1.
Néu moét kha ndng nao dé khdng thé xay ra thi xac
suat cua nd bang 0.
Tong xac suét clia cac kha nang loai tr&r nhau ludn
bang 1.
Pé tinh xac suat cia mét kha nang nay hay kha nang
khac xay ra, ta tinh tdong cac xac suat thanh phan.
Vi du: gia su c6 10 SP cung loai: 7 mau do, 2 vang va 1
xanh. Hoéi xac suat ban 1ay ngau nhién mot SP hoac mau
vang hodac mau xanh la bao nhiéu?
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Chuong 5. Kiém soat va danh gia
chat lugng

2.1. Chon mau

0 Tong xac suat cla cac kha nang loai trir nhau
luon bang 1.

O DE tinh xac sudt cia mdt kha nédng cd thé
xay ra lap lai, ta nhan cac xac suat thanh
phan vdi nhau.

B Vidu: Clng v3di 10SP nhu trén. N€u ta thuc hién lay
ra mot san pham bat ky, sau d6 tra lai vj tri cl, va
ti€p tuc lay ra lan hai. Hay cho biét xac suat ta lay
dudc SP mau vang trong ca hai lan la bao nhiéu?
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Chuong 5. Kiém soat va danh gia
chat lugng

2.1. Chon mau
0  C38 mau cang I8n thi kha ndng tim ra khiém khuyét
cang cao.
O VGi mot 16 10 SP, trong do c6 3 SP hong - hay ching
minh bang nguyén tac xac suat nhan dinh néu trén.
O Nhu vay céch tt nhét dé kiém tra chat lugng la kiém
tra 100% san pham?
O Khong du thdi gian va kinh phi.
O Cé nhitng san phdm khdng thé kiém tra 100% SP dudc,
vi du nhu: hang thuc phdm, my pham...
B Kiém tra 100% SP van khéng dam bao khéng c6 sai sét -
cong Vviéc cang lap lai, cang cé nguy cd pham [0i.
M La moOt c6 gang qua ladng phi va thi€u can cu.
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Chuong 5. Kiém soat va danh gia
chat lugng

2.1. Chon mau

O  Trén thuc t€, nhitng 16 san pham khac nhau
sé co phu’dng phap lay mau khac nhau va
dudc qui dinh cu thé trong cac tiéu chuan vé
phucng phap thr.

O L6 san pham 1a loat SP dugc san xuét trong
cung diéu kién (moi trudng, may moc, thiét
bi, trinh d0...) dudgc dong goi bao bi dong
nhat. D0 I6n cua 10 ky hiéu la N.

O Lugng mau rut ra tu mot 16 SP goi la ¢ mau
va dudc ky hiéu bang n.

B ncothéldy bdng 5%N, 10%N, VN.
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Chuong 5. Kiém soat va danh gia
chat lugng

2.1. Chon mau 1

O

Hién nay, ngudi ta y = (x~a)*/26°

thugng caén ¢’ vao tiéu o | '
%gga§9155,10(2859 hodc 2%
tUdng -dA|Ah h A
dudng vdi TCVN2600- > 8 trung binh:
78)/ trong do da co x - sO liéu thu thép qua kiém tra
cac Bang kiém tra
chon mau dugc tinh .
toan san theo: _(n.p) e
ludt phén phdi chuan y
(1)1 (:]
luat phan phdéi Poisson - B 15 ]
§<2e)m [1, tr.127-142] p- 17 1€ khuyt ta;
e np- s6 khuyét tat;
C - s6 chap nhan.

~ p

© Nguyén V3&n Minh, Quality Management 158

2007

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chuong 5. Kiém soat va danh gia
chat lugng

2.2. MUc chat lugng dudc chap nhan (AQL - Acceptable

O

O

Quality Level)

MUc chat lugng cd thé chép nhén 1a phan tram san
pham khuyet tat téi da trong mot ¢cd mau ma ta cd thé
ch&p nhan dugc.

AQL - hoan toan khong co nghia la ta cé quyen sai sot
hay ha thap yeu cau. AQL dugc thiét k& dé tra Idl cho
cau hoi: O giai doan nay thi ching ta lam t6t céng viéc
dén muc nao?

MUc AQL - cling dudc tinh toan trudc theo qui luat xac
suat va cho trudc trong bang.
Mic AQL - dugc tinh toan trudc trong cac Bang klem

tra chon mau mang tinh tham khao, 1am cc s& dé bén
ban va bén mua thoa thuan trudc khi ky hop dong.
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Chuong 5. Kiém soat va danh gia
chat lugng

2.2. MUc chat lugng dudc chap nhan (AQL - Acceptable
Quality Level)

O  Bang Kiém tra chon mau (trich mot phan)

AQL 0,65 1,0% 1,5% 2,5%

CGlo| n P F n P F n P F n P F

281-| 80 1 2 50 1 2 50 2 3 20 1 2

500
501-| 80 1 2 80 2 3 80 3 4 32 2 3

1200
12014 125 | 2 3 [125| 3 4 |125| 5 6 50 3 4

3200

n- c@ mau; P- s6 SP khuyét tat t&i da cho phép trong mau dé
chap nhan 16 SP; F — s6 SP khuyét tat toi thié€u tim thay
4tl:ong_mau_de_tu_chm_lo_sp
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Chuong 5. Kiém soat va danh gia
chat lugng

2.2. MUc chat lugng dudc chap nhan (AQL - Acceptable
Quality Level)

O Vi du: Cong ty lap rap dién t&r dat mua cac thiét bi
theo theo tung 16 gom 1000SP cung loai. MUc chat
ludng chap nhan theo thoa thuan trong hgp dong la
1%. C6 nghia la trong 100SP néu cé hdn 1 SP khuyét
tat la khong chap nhan 6 hang. Trinh tyu tién hanh
kiém tra nhu thé nao?

O Tra bang tuong U'ng véi AQL=1% va cd |16 1000SP ta co:
n=80; P=2; F=3.
O Nhu véy, ta s& chon 80SP dé kiém tra
m néu tim thay toi da 2SP khuyét tat thi chap nhan 16 hang
Néu tim thay 3 SP hong trd 1én thi tur choéi 16 hang.
[ Lam bai tap vdi 16 hang 2000SP va AQL=0,65%
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Chuong 5. Kiém soat va danh gia
chat lugng

2.4. Gidi han kiém soat

O  Thong thudng khi thiét k€, nha thiet ké
thu’dng qui dinh mot sai so nhat dinh d0| VO'I
cac tiéu chuan ky thuat cia SP - sai s6 nay
thuong goi la dung sai.

O Vidu: Doanh nghiép SX mat ban go vdi do
day thiet k€ la I=52mm, dung sai cho phep la
+0,01mm. San xuat theo day chuyen mOi
gld SX ducoc 100SP, lam thé& nao dé xac dinh

xem, chat lugng cua 16 SP cé dat tiéu chuén
qui d!nh khong?
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Chudng 5. Kiém soat va danh gia
chat lugng

2.4. Gidi han kiém soat

O Cach lam:
B Moi gid sé chon 10 sp dé kiém tra (n=10%N) - tinh
gia tri trung binh cua ¢@ mau, sau 10 gic (10 c8
mau), két qua trung binh c6 dugc nhu sau:

F
(o })
-

2 3 4 5 6 7 8 9 10

3
N
c

Kich [52,01|52,00|52,02(51,99|51,96|51,97|51,96|51,98|51,97|51,96
thudc
TB
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Chuong 5. Kiém soat va danh gia
chat lugng

2.4. Gigi han kiém soat
B Gia tri trung binh cua mau la: x=51,98.
®m  Goi T, la gigi han dung sai trén va T, la gidi han
dung sai dudi, ta co6:T, = |+0,05=52,05; T,= I-
0,05=51,95. L
m V& dd thi biu dién Ket luan:
. Cac gia tri cua
mau déu nam
o trong phan
O dung sai cho
I © x Phép.
O O o e Cac gia tri co
O O O o xu hudng tiép
T, can dudng
dung sai duai.
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Chuong 5. Kiém soat va danh gia
chat lugng

2.5. banh gia néng lu'c cua qua trinh

m V@i k€t qua nhu vi du trén, ta chap nhan 16 san ph&dm
V|hcac gia tri déu nam trong gidi han dung sai cho
phep

m Xu thé cac gia tri mau ti€p can dudng dung sai dudi

cho ta biét diéu gi? Co gi dé dam bao qua trinh SX du
nang luc cho ra nhitng SP dat tiéu chuan?

O Nang luc qua trinh la gi?

u La kha nang cua mot qua trinh san xuat co thé tao ra cac

san phdm nam trong dung sai cho phép trong mot
khoang thdi glan du dai.

n Nang luc cua qua trinh do béng gi?

O Mot qua trinh dudc goi la ¢ nang luc khi gia tri trung
binh clia cag trung binh mau cdéng hodc tru ba [an d6 1&ch
chudn ma van ndm trong cac giéi han dung sai cho phép.

u T <xx30<T
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Chudng 5. Kiém soat va danh gia
chat lugng

2.5. Banh gia nang luc cua qua trinh
O Ti€p tuc vai vi du néu trén. Ta co: x=51,98mm;
0=0,021mm; x+30=52,04mm; x-30=51,92mm.

O V€ dudng phan bd chuan, so sanh vGi T, va T,

Ty Két luan:

e Gia tri x-30<T tuc
nam ngoai gia tri dung
sai dudi, nhu vay qua
trinh nay chac chan sé cé
nguy cd tao ra ph& phdm
—> Qua trinh khéng du
nang luc.

e Qua trinh khéng du
nang luc da ton tai ngay
ca khi gia tri trung binh

mau thtr nghiém déu &
51,92 M trong pham vi dung sai
cho phép.

52,05 L
52,04

51,98

© Nguyén V3&n Minh, Quality Management 166
2007

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chuong 5. Kiém soat va danh gia
chat lugng

2.5. banh gia néng lu'c cua qua trinh
O  Dé danh gia so b6 nang luc cua mot qua trinh san
xudt, ta dung biéu thuc sau:

= (Ty-T)/60
Trong do:
O CP - chi s6 nang luc cua qua trinh;
O TU, T, - gic’fi han dung sai trén va dudi;
u

T, con dudc goi la Khoang bién thlen thiét ké; 60 -
kHoang bi€n thién thuc té.

O Néu Cp<1 - qua trinh khong du néng luc;
O CP >= 1 qua trinh c6 kha nang du nang luc;

O Muén kiém ching qua trinh nay c6 du nang luc that sy
hay khong, ta phal dua vao do thi.
u Sau khi tinh chi sé C, nén dung do thi dé kiém chu’n
hudng Ehan bo sO I|eu dé co thé dua ra quyét dinh
chinh chinh xac.
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Chuong 5. Kiém soat va danh gia
chat lugng

O  Kha ndng phén b6 dir liéu véi Cp>1
b) _<\____C) _________

I

e Truong hop a) ro rang qua trinh du nang luc.
e Trudng hop b) va c) cé thé xay ra trén ly thuyét, nhung trén thuc
té thi it gap vi gia tri x lic nao ciing xap xi gia tri yéu cau thiét ké.
e Néu trudng hop b) & c) van xay ra thi cé thé thay, tiém nang du
nang luc cia qua trinh la rat Ién, chi can ta diéu chinh sao cho so
liédu tap trung han xung quanh gia tri thiét ké (x~I) la dugc.*

* Cam on cac ban SV d§ dat cdu hdi dé bai giang chi tiét hon.

© Nguyén V3&n Minh, Quality Management 168
2007

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chudng 5. Kiém soat va danh gia
chat lugng

O  Kha ndng phén b6 dir liéu véi Cp<1
a) b) c)

e Du & trong truong hgp nao thi qua trinh déu khong du
nang luc.

e D& dam bao nang luc cho qua trinh can phai tién hanh
cung lac: i) thu hep khoang cach phan bo dir liéu, chinh la
lam giam gia tri o; ii) ki€ém soat dua gia tri x t8i gan gia tri
thiét ké (1).
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Chuong 5. Kiém soat va danh gia
chat lugng

2.6. Xac dinh gidi han kiém soat

O

O

Banh %la nang luc qua trinh la mot phucng tién rat

hitu ich d& han ché sé lugng ph& phdm, vugt qua dung
sai cho phép.

Tuy nhién, ta chi phat hién qua trinh khéng du nang
luc khi d& c6 mot khdéi lugng san pham vugdt ra ngoai
muc dung sai cho phép.

Pé khac ﬁhuc n%u’dl ta chi ra cac gidi han kiém soat -
mang tinh canh

UCL - Upper Control Limit - dudng gidi han trén

LCL - Lower Control Limit - dudng gidi han dudi.
Gid tri cua cac gidi han nay dugc tinh toan bdng cach
nhan gia tri khoang bién thién trung binh cta cG mau

v3i mot hang s6 da dudc tinh toan trudc. Chi ti€t tham
khdo [2, tr.176-182].
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Chudng 5. Kiém soat va danh gia
chat lugng

2.6. Xac dinh gidi han kiém soat
O Vidu vé hang s6 dé xac dinh gidi han kiém
soat:

Hang| 1,51 | 1,16 | 1,02 | 0,95 | 0,90 | 0,87 | 0,84 | 0,81 | 0,79
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Chuong 5. Kiém soat va danh gia
chat lugng

2.7. Cac budc tién hanh kiém tra chat Iugng

1. Xég dinh cac thong sO va cac chi tiéu can
kiém tra.

Xac dinh phucng phap va hinh thdc kiém tra.
L4p k& hoach va thu tuc kiém tra.

Tién hanh kiém tra.

XU ly sO liéu.

K&t ludn vé ddi tugng kiém tra.

Tim nguyén nhan va hanh dong khac phuc.

NS A WN

© Nguyén V3&n Minh, Quality Management 172
2007


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Chudng 5. Kiém soat va danh gia
chat lugng

2.8. Kiém tra chat lugng dinh tinh theo ISO 2859
0 Tham khao [1, tr.132-136].

2.9. Kiém tra dinh lugng theo ISO 3951-78

O Tham khao [1, tr.136-143].
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Chuong 5. Kiém soat va danh gia

chat lugng

I11. MOT SO CONG CU THONG KE DE KIEM SOAT

CHAT LUONG

3.1. Gidi thiéu chung

SO Cong cu Cong dung

TT

1. | Phiéu kiém tra Thu thap dir liéu

2. | Biéu db Pareto Xac dinh van dé, tim nguyén nhan

3. | Biéu d6 phan tan Xac dinh mo6i quan hé gilra cac van dé

4. | Luu do Cho céch nhin tong thé vé su van hanh cua qué
trinh va vi tri cua van dé

5. | Biéu d6 nhan qua Xac dinh cac nguyén nhan gay ra van de.
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Chuong 5. Kiém soat va danh gia
chat lugng

3.2. Phiéu kiém tra
0 Mau Phi€u kiém tra

PHIEU KIEM TRA
6i tugng kiém tra: San pham, m3 s6...
L6 sdn pham:
SS lugng kiém tra:
NOi dung kiém tra:
Ngudi ki€ém tra
Ngay kiém tra:

Loai sai hong Két qua kiém tra Cdng
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Chuong 5. Kiém soat va danh gia
chat lugng

3.2. Phi€u kiém tra
[0 Bang tong hap di liéu

BANG TONG HOP DU LIEU
6i tugng kiém tra: San pham, m3 s6...
L6 sdn pham:
SS lugng kiém tra:
NOi dung kiém tra:
Ngudi ki€ém tra
Ngay kiém tra:

Loai sai Lo san pham Cdng
hong I II |[III | [IV|V | VI | VII |VIII|IX | X
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Chuong 5. Kiém soat va danh gia
chat lugng

3.3. Biéu do6 Pareto

O Biéu d6 Pareto phan &nh cac nguyén nhan gay
ra van dé dudc sap xép theo cac ti I1é va mdc
d6 anh hudng cua cac nguyén nhan dén van
dé, gilp nha quan ly co thé dua ra cac quyét
dinh khac phuc van dé mot cach hitu hiéu.

O Biéu d6 nay dudc Pareto (Y)- dua ra dau tién,
sau d6 Joseph Juran (MY) phat trién vao
nhirng nam 1950.

O Nguyén tac Pareto: 80-20, 80% anh hudng
cua van dé do 20% cac nguyén nhan chu yéu.
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Chuong 5. Kiém soat va danh gia
chat lugng

3.3. Biéu do6 Pareto

O Trinh tu x8y dung biéu d6 Pareto:

1) xac lap loai sai hong;

2) xac dinh yéu to thai gian cua do thi, sb liéu sai
hong thudc khoang thdi gian nao?

3) tdng ty 1é sai hong 100%, tinh ty Ié cho ting
loai sai hong;

4) sap x€p ty lé sai hdng theo th tu giam dan;

5) tinh ty Ié cong don (tan suat tich lly);

6) vé biéu dd;

7) phén tich biéu dbo.
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Chudng 5. Kiém soat va danh gia

chat lugng

3.3. Biéu do Pareto

O Vidu: V& biéu db Pareto véi k&t qua tdng hap
d{ liéu kiém tra nhu sau:

Loai sai hong SO luong Ty 1€, % Tan suat tich

lay, %
Nguyén nhan 1 45 26,63% 26,63
Nguyén nhan 2 38 22,49 49, 11
Nguyén nhan 3 24 14,20 63,31
Nguyén nhan 4 23 13,61 76,92
Nguyén nhan 5 20 11,83 88,92
Nguyén nhan 6 11 6,51 95,27
Nguyén nhan 7 8 4,73 100,00

169 100%
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Chuong 5. Kiém soat
chat lugng

3.3. Biéu db Pareto
O VEé biéu do (ty Ié - tan suat)

va danh gia

Tan suat tich liy, %

100,00
"""""""""" 63,31
"""""""""""" 49,11
Ty Ié, %
26,63 | — /- L 26,63
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Chudng 5. Kiém soat va danh gia

chat lugng

3.3. Biéu db Pareto
O Veé biéu do (sO ludng sai hong- tan suat)
Tan suat tich liy, %

SO lugng sai hong,
Don vi

45

[ PR

100,00

63,31

49,11%

26,63 %
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Chuong 5. Kiém soat va danh gia
chat lugng

3.4. Biéu d6 phan tan

O Biéu do phan tan con dugc goi la biéu do
tusng quan, biéu thi moi quan hé glu’a hai dai
lUgng thong qua mOoi tucong quan gilfa cac
chuoi gia tri cua chung.

0 Cac budc thuc hién:

1) Thu thap soO liéu cua hai dai lugng, diéu tra
mOoi quan hé va lap phiéu ghi s6 lieu (khoang
chung 50-100 nhom soO liéu);

2) Thé hién md&i quan hé trén biéu db;

3) Nghién clu biéu d6 dé tim ra mdi tuong quan.
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Chuong 5. Kiém soat va danh gia
chat lugng

3.3. Biéu d6 phan tan

O Biéu do phan tan con dugc goi la biéu do
tusng quan, biéu thi moi quan hé glu’a hai dai
lUgng thong qua mOoi tucong quan gilfa cac
chuoi gia tri cua chung.

0 Cac budc thuc hién:

1) Thu thap soO liéu cua hai dai lugng, diéu tra
mOoi quan hé va lap phiéu ghi s6 lieu (khoang
chung 50-100 nhom soO liéu);

2) Thé hién md&i quan hé trén biéu db;

3) Nghién clu biéu d6 dé tim ra mdi tuong quan.
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Chuong 5. Kiém soat va danh gia
chat lugng

Y

e e o 3.3. Bi€éu d6 phan tan
o " mma @ 1) Hai dai lugng X, Y
khong cé mdi tucng
1) X quan ro rang;
2) Hai dai lugng c6 moi
- tuong quan khong
doi;
3) Hai dai lugng c6 moi
. 2 tuong quan nghich;
" n DD 4) Hai dai luong co moi
I N tuong quan thuan.

)
x ~J
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Chuong 5. Kiém soat va danh gia
chat lugng

3.4. Luu do (flowchart)

O Luu d6 con dudc goi la biéu do tién trinh, chi
bao cac hanh dong cua mot qua trinh cong viéc
dugc sap x€p logic thé hién dudi dang sc do.

[0 Tac dung cua luu do:
B Gilp cho ngudi tham gia hiéu rd qué trinh, 1am chu
cong Vviéc;
B Xac dinh dudc cdng viéc can stra doi hay cai tién;
B Xac dinh dugc vi tri cua cong viéc va cua tung ngudi
trong qua trinh;
B Giup cho viéc nang cao chat lugng va tay nghé.
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Chudng 5. Kiém soat va danh gia
chat lugng

3.4. Luu do (flowchart)
O Cac biéu tudgng thudng dung

o sh e —————  Van chuyén, chuyén tié
biem bat dau, 4 y P

két thic mot qua trinh

E Thong tin, di liéu, Luu kho co kiém soat
ho sag, tai liéu
Tam ngung hay Iuu kho
tam thai

Chon lua quyét dinh, nhanh ré

Thuc hién moét hanh dong
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Chudng 5. Kiém soat va danh gia
chat lugng

3.4. Luu do (flowchart)

0 Cac budc thuc hién:

B Xac dinh diém bat ddu va diém bat dau va diém két
thdc mot qua trinh;

B Ghi nhan hoac liét ké cac hanh dong (cac budc) cua
qua trinh;

B SU dung ky hiéu tudng 'ng vai tung hanh dong cua
qua trinh;

B VE |luu do thé hién cac hanh ddng theo trinh tu hién
thai;

B Xem xét luu do6 va cai ti€n qua trinh;

B VEé lai luu do theo qua trinh da cai tién.
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Chudng 5. Kiém soat va danh gia

chat lugng

3.4. Luu do (flowchart) @

Panh nhan bé mit

Pha ché son

Phun son

Chd son D

Panh gia CL

|
X ly ]

bong goi
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Chuong 5. Kiém soat va danh gia

chat lugng

3.5. Biéu d6 nhan qua (cause-effect chart)

[0 Con con la biéu d6 xuong ca, dung dé xac dinh

mot cach co hé thong cac nguyén nhan gay ra

van dé (hau qua).
O Nguyén nhan co thé phan thanh 5 nhém chinh:

Nhan su (men);

Nguyén vat liéu (Material);

Thiét bi (Machine);

Phuong phap (Method);

Pénh gid, cac chudn muc (measurement).
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Chudng 5. Kiém soat va danh gia
chat lugng

3.5. Biéu d6 nhan qua (cause-effect chart)

[Nhan sul INguyén vat liéu Thiét bij
an dé can
ac dinh
IChuan muc, qui dinh IPhucng phap|
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Chuong 5. Kiém soat va danh gia
chat lugng

IV. banh gia chat lugng

4.1. T6ng quan vé danh gid chat lugng

4.1.1. Khai niém

O “Dénh gia chat lugng la sy xem xet doc lap va co hé thong
nham xac dinh xem cac hoat dong va két qua lién quan dén
chat lugng c6 dap Ung dugc cac qui dinh da de ra va cac qu

dinh nay c6 dugc thuc hién mdt cach hiéu qua, thich hgp dé dat
dugc cdc muc tiéu hay khéng”

TCVN ISO 9000:2000

O Danh g|a chat lugng la nham tim ra diém khong phu hgp cua
mot he thong QLCL vai cac dleu khoan trong Tiéu chuén, hodc
v3i ndi dung trong hé thdng van ban hd sd chat lugng cua DN.

O Muc dich cua BGCL la tim ra nhu’ng diém chua phu hgp cua SP,
QT hay he thong dé khac phuc ch( khéng phai dé truy xét trach
nhiém cua moét ai dé.
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Chuong 5. Kiém soat va danh gia
chat lugng

4.1. 1. Khai niém
O DPanh gid chét lugng cd thé ti€n hanh cho mot
SP, mot qua trinh hay mot hé thong nao do cua
DN.
4.1.2. Cac loai hinh danh gia chat lugng
[0ISO 9000 mo ta 3 loai hinh danh gia:
B Danh gia chat lugng ndi bo;
B Danh gia bén ngoai — bén th( hai;
B Danh gia bén ngoai - bén th{ ba.
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Chuong 5. Kiém soat va danh gia
chat lugng

4.1.2. Cac loai hinh danh gia chat lugng

Ngucdi thuc

Loai hinh danh gia ‘Mgc dich danh gia
hién

Danh gid chat luong [Nham nhan dugc cac [Chinh DN
noi bo hong tin giup DN cai
ién, phong ngua,
khac phuc va hoan
hién HTQLCL

Danh gid clia bén th [Nham xac dinh DN c6 [Khach hang cua
hai phai la mot nha cung DN
cap tin cay khong.

Panh gid cua bén th& Pé DN dat dudc Céac co quan
ba chi'ng chi chat luong |[danh gia doc lap
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Chudng 5. Kiém soat va danh gia
chat lugng

0 Panh gia chat lugng ndi bo
B Cac thanh vién tham gia thong thuong:
O Tu cong ty tu van;
O Tu cac phong ban trong n6i bo DN;
O Dai dién khach hang.
B Cac budc thuc hién:
Thanh lap
Pao tao
Thuc hién
Nghiém thu két qua.

O0O00
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Chuong 5. Kiém soat va danh gia
chat lugng

[0 BDanh gia bén thd hai

B Pudc thuc hién bgi mot té chi’c hodc mdét DN (thudng
la bén dat hang) nham danh gid xem DN c6 kha nang
dap Ung cac yéu cau cua KH hay khong?

B Loai hinh danh gia nay da ton tai tu rat lau, trudc khi
b6 tiéu chuén ISO 9000 ra ddi.

B Bén dat hang cd thé sir dung tiéu chudn nganh (néu
cd) va cac yéu cau chat lugng cua rieng minh dé danh
gia.

B Danh gia cua khach hang la mot nac thang quan
trong giup DN ti€n tdi dat tiéu chuan chat lugng.
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Chudng 5. Kiém soat va danh gia
chat lugng

0 Danh gia bén thu ba
B Do mot cd quan chi'fng nhan dbc lap thuc hién
B Hé thong quan ly chat lugng cua DN sé dugc danh gia
xem c6 thoa m&n cac yéu cau tiéu chuan tham chiéu
hay khong?
B Hé thdng chat lugng nay cd ho trg hiéu qua cho cong
viéc kinh doanh cua DN hay khong?
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Chuong 5. Kiém soat va danh gia
chat lugng

0 Danh gia bén thu ba
Sa @6 td chirc dich vu cdng nhan (tai My)

National Institute of Standadrs
IS and Technology
/ RAB ﬁq@rator Accepditation Bureau
/ BVQI (BVCV) Co qhxcht’rng nhan doc lap -
Anh
/)oanh nghiép can dugc chirng nhé&
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Chudng 5. Kiém soat va danh gia
chat lugng

0 Danh gia bén thu ba
Sa d6 t6 chirc dich vu c¢dng nhén (tai Viét Nam)
6 K
CN (MOS

ong cuc Tiéu chuan
Po luang Chat luong

Van phong cong nhan chat lugng

Cac to chirc chirng nhan chéit luong
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