Chuang 5. QL Chat lugng

CHUONG 5.
Quan ly Chat lugng Du an.

Muc dich.
e Hiéu dugc tdm quan trong cla viéc quan ly chét lugng du an
e Hiéu dugc cac Qui trinh Quan ly chat lugng
e MO ta cach dung phan mém trong quan ly chat lugng du an

5.1. Chatlugnglagi?

0 TO chlc qudc t€ vé tiéu chudn hod (ISO=International Standart
Organisation)) xac dinh chat lugng nhu tdng thé cac chi tiét nho cla
mot san phadm ma nd phai thod man nhiing quy dinh da dugc dé ra

0 Mo6t s6 chuyén gia khac lai dinh nghia theo nguyén tac cd ban :

* Yéu cau phu hgp: thoa man cac yéu cau doi hoi
= Tién Igi cho st dung: chdc chan rdng mét san pham cé thé dugc sir
dung ngay tu khi cé y dinh san xuat nd

5.2. Quitrinh QL

Qui trinh Quan ly Chat lugng bao gom ba giai doan:

» Lap K& Hoach chéit lugng: nhan biét dugc tiéu chudn chat lugng nao
cé lién quan tdi du an va nhan biét nhu thé nao va lam thé nao thoa
man chuing

= Pam bao chit lugng: danh gid toan bd viéc thuc hién du an dé€ chic
chdn du an s& thod man nhiing van dé lién quan tdi tiéu chudn chéat
lugng

= Kiém tra chat lugng: kiém tra chi tiét nhitng két qua du an dé chic
chdn réng ching da tudn tha nhitng tiéu chudn chét lugng cd lién quan
trong khi d6 tim ra nhitng cach dé€ cai tién chat lugng tong thé

5.2.1. Lap ké hoach chat lugng.

» Diéu quan trong dé thiét k& trong tiéu chudn chét lugng va truyén dat
nhitng yéu t6 quan trong gop phan truc ti€p dap (ng nhirng doi héi cua
khach hang.

» Nhitng thi nghiém trong thiét k& giip nhan ra tac déng cd thé thay déi
trong toan bo két qua cua mot quy trinh.

= Nhiéu khia canh pham vi clia cac dy an cong nghé thong tin anh hudng
chéat lugng nhu cac chic ndng, déc diém, dau ra cta hé théng, tinh hoat
dong, do tin cay, va kha nang duy tri.
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5.2.2. Pam bao chat lugng.

= Bao dam chat lugng bao gom tat ca cac hoat dong lién quan tdi viéc
nhan biét nhirng van dé cua moét du an.

= MOt muc tiéu cla viéc bao dam chat lugng nira la lién tuc cai ti€n chat
lugng.

= Qui trinh Banh gid (Benchmarking) cé thé sir dung dé€ phat minh nhing
sang kién cai tién chat lugng.

= Kiém dinh chat lugng gilp ta rit ra nhitng bai hoc dé cai tién viéc thuc
hién & hién tai hay nhirng du an trong tuong lai.

5.2.3. Kiém tra Chat lugng.

= Pau ra cho viéc quan ly chat lugng la
o Tan thanh nhiing sy quyét dinh
o Lam lai
o Sura d6i Qui trinh

= M0t so ky that va cong cu bao gom:
o Phan tich Pareto
0 Mau thong ké
o D0 léch chuan.

PHAN TiCH PARETO.
= Phan tich Pareto xac dinh cac nguyén nhan gay ra van dé vé chat
lugng.
= NO con dugc goi la qui tac 80 -20, ¢ nghia la 80% co van dé la
do 20% nguyén nhan cua cac van dé con lai.
» Sg d6 Pareto la nhitng s¢ d6 gilp nhan biét va xac dinh uu tién
cho céac loai van dé
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LAY MAU THONG KE.
o L&y mau thdng ké lién quan tdi viéc chon mdt phan tdng hgp day
sG o lién quan dé tién hanh kiém tra
0 Qui mbé cia mét mau tuy thudc vao nhiing dién hinh ma ban
mudn mau dé nhu thé nao

Cong thirc quy md cua mau:
Kich c& ciia Mau=0.25 X (P46 Tin cdy / L6i Chap nhan dugc)2

Thi du. D6 Tin cay phd bién

Muc Tin cay (Mong dgi) Do tin cay Kich cé
95% 1.960 .25(1.960/.05)= 384
90% 1.645 .25(1.645/.10)= 68
80% 1.281 .25(1.281/.20)= 10

PO LECH CHUAN.
o D0 léch chuan do ludng ton tai dao déng (thay d6i) nhu thé nao
trong phan bd dir liéu.
o Db 1&ch chuén la nhan t8 chinh (key factor) xac dinh s& don vi
(BV) hdng chdp nhan dugc trong quén thé.

1
m
1
/ «68.3% o
1
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/ 99'7% \
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The normal curve

Thi du.
(o} Mirc Tin cay S0 hdng trén 1 triéu co hoi
1 31.00% 690.00
2 69.20% 308.00
3 93.30% 066.80
4 99.40% 006.21
5 99.97% 230.00
6 99.99% 003.40
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Mot s Md hinh QL chéat lwgng tiéu biéu.

Sau day la mét s6 m6 hinh mau trong quan ly chat lwgng. Nhitng mé hinh nay
yéu cau su thoa mén khach hang hon la viéc ngan nglra, giam sat va nhan
thire trach nhiém quan ly chat lwgng.

TS W. Edwards Deming rat néi tiéng trong céng viéc téi thiét nwéc Nhat
sau thé chién thé giéi thi 2, véi 14 quan diém cuda éng:’

1.

o

Tao sw 6n dinh vé muc dich dé cai tién san pham va dich vu.

2. Ché&p nhan triét ly moi.
3.
4. ChAm dwt cach lam ci 1a kinh doanh chi dwa trén mét gia ma théi. Thay

Cham dit sw phu thudc vao sy kiém tra dé dat dwoc chét lwong.

vao do, t6i thiéu hoa chi phi tong thé bang cach chi lam viéc vai mét nha
cung tng duy nhat. ) ]
Khéng ngrng Cai tien mai mai moi qui trinh ké hoach hda, san xuat va
dich vu.

6. Tién hanh huan luyén trén moi céng viéc (vira hoc vira lam).
7. Chap nhan va thiet 1ap ché dé lanh dao.

8.
9.
1

Vit di sy lo so.
Pha bo hang rao gilra cac lanh virc can bo.

0.Loai trir cac khdu hiéu,sw hé hao, va néu muc tiéu cho lwc lwong lao

ddng

11.Loai trlr nhirtng han ngach bang sé cho luc lwong lao ddng hay cac muc

dich bang sb trong cong tac quan ly.

12.Loai bd cac rao can lam cho ngwdi cong nhan, nguwol lao déng bi boc 16t.

Loai bd cho diém hang ndm hay ché d6 wu tu.

13.Tién hanh chwong trinh gido duc va tw caitién cho moi ngui. ,
14.Thuc day moi thanh vién trong cong ty lam viéc nham dat dwoc sy bién

déi nay.

O. Joseph M. Juran da viét S6 tay hwéng dan vé Quan ly Chat lwong va
10 bwée cai tién chét lwvong.?

. Xay dwng mét y thirc vé nhu ciu va thdi co cho sy cai tién.

DPat ra cac muc dich cho sw cai tién.

Té chirc dé dat t&i cac muc dich (thiét 1ap cac Hoi ddng chét lwong,nhirng
van dé can nhan biét, lwa chon cac dw an, bd nhiém cac nhém céng tac,
chi dinh cac Gy vién hé tro (tao diéu kién thuan loi).

Cung rng sy dao tao.

Tién hanh cac dw an dé giai quyét van dé.

Béo céo vé su tién bo.

Coéng bd nhitng sw céng nhan

Thong bao cac két qla.

Gilr vitng ban thang.

0 Tang cwong duy tri cai thién chét lwong bang cach tién hanh cac dot cai

thién chat lwong hang ndm cta hé théng va tién trinh san xuét cia nha
may.

! Dening, W. Edwards. Out of the Criis. Cambridge, MA: Massachusetts. Institute of Technology, 1988.

2 Juran Joseph. Juran’s Quality Handbook, 5t/7, ed. Newyork, Mc Hill, 1999.
Trwong My Dung 51
www.fit.hcmuns.edu.vn/~tmdung

Mail= tmdung@fit.hcmuns.edu.vn

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


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

Chuang 5. QL Chat lugng

CROSBY. Philip B.Crosby xuét ban cudn “Quality is Free” vao nam 1979. éng
nh&n manh dén chi phi cho nhirtng san phdm kém chét lwong bao gébm cac qui
trinh khéng dat hiéu qGa cho nhirng 16 dau tién nhw sdn phdm nat né, tai ché,
tbn kém gi® lao doéng va thdi gian chay may lam cho khach hang khé chiu,
khoéng cé lgi nhuan, chi phi bao hanh cao.

Ong dé xuét 14 budc cai thién chat lvong.
1. Lam cho thay rd la Quan ly phai cam két ddm bao chét lwong
2. Hinh thanh cac Té nhém cai tién chat lwong véi dai dién cla tirng cac
phong ban
3. Xac dinh cac van dé da xuét hién hay tiém an vé chat lvong
4. Xac dinh chi phi cho chét lwong va st dung ndé nhw mét cong cu quan ly.
5. Pwa ra nhan thirc va trach nhiém vé chat lwong cho moi ngudi tham gia lao
ddng trong dy an.
6. Pwa ra cac bién phap chan chinh & cac budc trén.
7. Thanh lap hoi ddng tim ra giai phap han ché téi thiéu I6i trong san xuét.
8. Dao tao doi ngli giam sat dé& ho co thé truc tiép tién hanh vai trd cta ho
trong chwong trinh cai thién chat lvong.
9. T6 chirc ngay khéng c6 16i sén xuét dé tao cho cédng nhan nhan thy sw
thay dbi nay.
10.Thanh lap hai ddng chat lwong nhdm ban thao vé cac van dé co ban.
11.Khuyén khich cac ca nhan thiét 1ap muc tiéu cai thién chat lwong cho riéng
ho va cho nhém cua ho.
12.Khuyén khich céng nhan ban bac trao dbi v&i quan ly ciia ho vé nhirng khé
khan ma ho gap phai khi mubn dat dwoc muc tiéu chat lwong cua ho.
13.Thitra nhan va cam kich nhirng ngwoi tham gia chwong trinh nay.
14. Thwéng xuyén thwe hién chwong trinh nay dé nhan manh chwong trinh cai
tién chat lwong san pham khéng bao gi¢r két thuc.

ISHIKAWA

Kaoru Isakawa xuat ban sach “Huéng dédn quén ly chét lvong”. Ong da dua
ra dinh nghia v& nhém chét lwong va la nguwoi tién phong trong viéc st dung
biéu dd xwong ca. Nhém chét lwong 1a nhirtng nguwdi khdng tham gia vao bd
phan giam sat hay trwdng cac bd phan phong ban trong cong ty tw nguyén
hd tro cho mét nhom cdéng nhan de cai thién hiéu qlGa cong viéc cia ho. Ong
cho rang van dé chat lwong 1a van dé chung thudc ban quan ly cling nhw
cbng nhan, nhwng tai My thi lai thuéc vao mét vai ca nhan nao 4do. Biéu do
xwong ca hay biéu dd Ishikawa (hinh duéi) theo dbi tat ca nhirng khiéu nai vé
chéat lwgng san phdm va phan héi cho bd phan diéu hanh san xuét. Noi cach
khac né cho ching ta tim ra c&n nguyén ctia van dé chat lwong.
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Giai thwong Malcolm Baldrige va ISO 9000.

Nhitng chuyén gia da gilp ching ta nhitng mo hinh vé quan ly chat lugng, va
hién nay giai thudng Malcolm Baldrige bt dau tir nam 1997 va hé thdng ISO
phién ban 9000 cling nhu cdc phién ban sau nita, d3 tao ra co hdi dé€ cac
cdng ty dat mdc dd canh tranh toan ciu vé chat lugng. T chirc ISO cd vén
phong tai Geneve- Thuy si la td chiic c6 hang trdm qudc gia cdng nghiép
tham gia. ISO cung cdp cho nhiing doanh nghiép nhitng yéu ciu téi thi€u dé
dat gidy chiing nhan tiéu chudn chét lugng.

5.4. Caitién Chat lwong Dw an Céng nghé Théng tin.

Mot vai dé xuét cai tién chat lwong cho dy an la:
o Lanh dao thuic day chat lwong.
= Pay |4 thanh phan hét strc quan trong trén cung cta tdm quan ly chéat
lwong. Trong trwdng hop thiéu sw thé hién quan tam lanh dao, nhirng
viéc nhd nhat sé xay ra sau nay.” (Juran, 1945)
= Pa sb van dé chat lwong déu lién quan véi quan ly, khéng phai la van dé
ky thuat,

o Hiéu biét ré vé chi phi chat lwong. Chi phi ddm bao chét lwong la
= Chi phi hop ly hodc cung cap nhirng mat hang ma dap rng yéu cau
can thiét va thuan tién cho viéc str dung
= Chi phi khéng hop I& hay 1am sai boén phan hay khéng thwc hién ding
yéu cau dé ra
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5 loai chi phi lién quan dén van dé quan ly chat lwong:

Chi phi ngan ngtra: chi phi dy tinh va thwc thi dw an c6 thé 1a khéng
16i hay 16i c6 thé chap nhan dwoc

Chi phi cho sw danh gia: chi phi danh gia qua trinh va san pham dua
ra dat chat lwong

Chi phi cho sai sét trong céng ty: chi phi dung dé chi dinh chinh xac
thiéu x6t dwoc dinh ra trwdc khi khach hang nhan duwoc séanhém

Chi phi sai s6t bén ngoai cong ty: chi phi lién quan dén tat ca 1oi khong dugc
nhan ra trudc khi dua dén cho khach hang

Chi phi cho cong cu thir nghiém va do ludng: von cho cdng cu dung dé phong
tranh va nhitng hoat dong danh gia

0 Chua tdm vao nhirng viéc anh hwéong téi cong ty va méi trwéng cod
thé anh hwong téi chat lwong

5.5.

5.6.

o b=

5.7.

Nghién ctru ctia Demarco va Lister chi ra rang nhirng van dé thudc vé
t6 chirc c6 anh hwdng I1&n dén ndng suét lam viéc ctia cac nhan vién
I&p trinh hon 1a méi trwdng ky thuat cling nhw ngdn nglr 1&p trinh

Nang suat clia nhan vién 1ap trinh thay déi theo ti 1& 1/10 gira cac t6
chtre, nhung chi 21% trong cung mét té chirc

Cudc nghién clru cho thdy khong cé su lién quan nao gitra ndng suét
va ngdn ngi 1ap trinh, sé nam lam viéc hay mic lwong

M6t khdong gian lam viéc tan tam, mét maéi trwdong lam viéc yén tinh la
yéu tb chinh cho viéc cai thién ndng suét ctia cac |ap trinh vién

Dung Phan mém dé QL Chat lwong

CAU HOL. \

Quan ly chat lwgng dy an gom nhirng qui trinh chinh nao?
Céc loai théng tin trong ké hoach bdo dam chét lwong

Ba dau ra chinh cla kiém soat chét lwong

Lich st ctia qui trinh chat lwong hién dai.

M6 ta 3 loai phdn mém hd tro quan Iy chat lwong duw an

BAI TAP.

. Tim cac bai viét vé cai ti€én chat lugng du an CNTT. Viét bao cado 2 trang

vé két qua tim ki€m.
Viét 2 trang bdo cao vé cac nguyén ly Six Sigma.
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TU KHOA - KEY TERMS.

0 Quyét dinh Chap nhan dwoc (ACCEPTANCE DECISIONS) — Céac quyét dinh ma xac
dinh néu cac dich vu san pham nhw 1a mét phan cla dy an sé dwoc chip nhan hay tir chéi
(decisions that determine if the products services produced as part of the project will be
accepted or rejected)

o Danh gia (BENCHMARKING) — M6t ky thuat dung dé phat sinh ra nhirng y twéng cai tién
chét lwong bang cach so sanh nhirng cach lam dac thu cta dy an hay nhitng dac trung
clia san pham v&i nhitng cac khac trong hay ngoai té chirc thuc hién (nhirng cai néi trén)
(a technique used to generate ideas for quality improvements by comparing specific project
practices or product characteristics to those of other projects or products within or outside
the performing organization).

oMb hinh Trweng thanh (CMM=CAPABILITY MATURITY MODEL — Mé hinh 5 I&p ding té
chirc cai tién phat trién phan mém (a five-level model laying out a generic path to process
improvement for software development in organizations).

o Twong hop (CONFORMANCE) — San phadm chuyén giao dat yéu cau hay thich hop véi
ngwoi dung (delivering products that meet requirements and fitness for use).

o Twong hop yéu cdu (CONFORMANCE TO REQUIREMENTS) — Qui trinh dy an va san
pham ding theo dac ta (the project processes and products meet written specifications).

o So doé diéu khién (CONTROL CHART) — db thi biéu dién cac dir liéu minh hoa két qua
clia qui trinh theo th&i gian (a graphic display of data that illustrates the results of a process
over time).

o Chi phi cua sw Twong hgp (dung theo qui dinh) (COST OF CONFORMANCE).

o Chi phi cia sw Khong Twong hop (COST OF NONCONFORMANCE) — (talking
responsibility for failures or not meeting quality expectations).

0 CHIPHi CHAT LWQNG (COST OF QUALITY) — (the cost of conformance plus the cost of
nonconformance).

o Sai héng (DEFECT) — xuét hién khi san phdm hay dich vu khéng dat yéu yéu ciu cua
khach hang (any instance where the product or service fails to meet customer
requirements).

o DMAIC (DEFINE, MEASURE, ANALYZE, IMPROVE, CONTROL) — Mbt qui trinh vong
khép kin, hé théng héa, dé lién tuc cai tién/cai thién ma c6 tinh khoa hoc va dya trén cac
sw kién (a systematic, closed-loop process for continued improvement that is scientific and
fact based).

o THIET KE THI NGHIEM (DESIGN OF EXPERIMENT) — (a quality technique that helps
identify which variables have the most influence on the overall outcome of a process).

o Chi phi sai hong bén ngoai (EXTERNAL FAILURE COST) — (a cost related to all errors
not detected and corrected before delivery to the customer).

o So dé Xwong ca (FISHBONE DIAGRAMS) — M6t cong cu dung dé gidp cho tim thay
nguyén nhan géc ré cla van dé. (diagrams that trace complaints about quality problems
back to the responsible production operations; sometimes called Ishikawa diagrams).

o Tinh khé&plthich hop véi viéc stir dung (FITNESS FOR USE) — Mét san pham co thé st
dung dwoc nhw vén da nhw vay (a product can be used as it was intended).

o Tinh chirc nang (FUNCTIONALITY) — (the degree to which a system performs its intended
function).

o TH( NGHIEM TiCH HQP (INTEGRATION TESTING) — (testing that occurs between unit
and system testing to test functionally grouped components to ensure a subset (s) of the
entire system works together).

o Chi phi sai hong bén trong (INTERNAL FAILURE COST) — (a cost incurred to correct an
identified before the customer receives the product).

o ISO 9000 - (a quality system standard developed by the International Organization for
Standardization (ISO) that includes a three-part, continuous cycle of planning, controlling,
and documenting quality in an organization).
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o TINH BAO TRI (MAINTAINABILITY) — (the ease of performing maintenance on a product)

o Giai thwéng Malcolm Baldrige (MALCOLM BALDRIGE NATIONAL QUALITY AWARD) —
an award started in 1987 to recognize companies that have achieved a level of world-class
competition through quality management.

o Trung binh (MEAN) — gia tri trung binh clia mét quan thé (the average value of a
population).

o Chi phi Do lwéng va Thir nghiém thiét bi (MEASUREMENT and TEST EQUIPMENT
COST) — the capital cost of equipment used to perform prevention and appraisal activities.

o PHAN BO CHUAN (BINH THUONG) (NORMAL DISTRIBUTION) — (a bell-shaped curve
that is symmetrical about the mean of the population).

o PHAN TICH PARETO - (identifying the vital few contributors that account for most quality
problems in a system).

o So dbé PARETO (DIAGRAMS —) C4c nhat db giup ta phan biét va xép wu tién nhivng lanh
virc clia van dé (histograms that help identify and prioritize problem areas).

o Chi phi dw phong (PREVENTION COST) - the cost of planning and executing a project
so that it is error-free or within an acceptable error range.

o Diéu chinh Qui trinh (PROCESS ADJUSTMENTS) — (adjustments made to correct or
prevent further quality problems based on quality control measurements).

o QL CHAT LUQNG DY AN (PROJECT QUALITY MANAGEMENT) — ensuring that a
project will satisfy the needs for which it was undertaken.

0 CHAT LUONG (QUALITY) — the totality of characteristics of an entity that bear on its ability
to satisfy stated or implied needs.

o Dam bao chét lwong (QUALITY ASSURANCE) — periodically evaluating overall project
performance to ensure the project will satisfy the relevant quality standards.

0 So dd Kiém tra Chat lwong (Quality Control Charts) Binh ky danh gia tinh néng/ hiéu nang
cla tdan bd dy an dé dadm bao rang dw an sé théa man cac tiéu chuan chat lwong cé y
nghia.

o Lap ké hoach vé chat lwong (QUALITY PLANNING) — identifying which quality

standards are relevant to the project and how to satisfy them.

o Tinh Tin cdy (RELIABILITY) — (the ability of a product or service to perform as expected
under normal conditions without unacceptable failures).

o Qui tac bay lan chay (may) (SEVEN RUN RULE) — Dung dé xac dinh xem mét qué trinh
c6 can phai xem xét cho nhirng van dé& khéng ngau nhién (if seven data points in a row on
a quality control chart are all below the mean, above the mean, or are all increasing or
decreasing, then the process needs to be examined for nonrandom problems).

o 62X (SIXSIGMA) - a 6 X (Six Sigma) bao ham mét muc tiéu la khong qua 3.4 sai héng, sai
l&m hay 16i trén 1 trieu co hoi (comprehensive and flexible system for achieving,
sustaining, and maximizing business success that is uniquely driven by close
understanding of customer needs, disciplined use of facts, data, statistical analysis, and
diligent attention to managing, improving, and reinventing business processes).

o Sau con 9 vé chat lweng (SIX 9S OF QUALITY) — Mét két qua/ do lwdng vé kiém tra chat
lwong c6 1 16i trén 1 triéu co hoi (a measure of quality control equal to 1 fault in 1 million
opportunities).

o PO LECH CHUAN (STANDARD DEVIATION) — a measure of how much variation exists in
a distribution of data.

o MAU THONG KE (STATISTICAL SAMPLING) — choosing part of a population of interest
for inspection.

o THO NGHIEM HE THONG (SYSTEM TESTING) — testing the entire system as one entity
to ensure it is working properly.

o THU NGHIEM PON NGUYEN (UNIT TEST) — a test of each individual component (often a
program) to ensure it is as defect-free as possible.

o THU NGHIEM Sy CHAP NHAN CUA KHACH HANG (USER ACCEPTANCE TESTING) —
an independent test performed by end users prior to accepting the delivered system.
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Chuang 5. QL Chat lugng

ON TAP

Dét chi¥ cai ciia cum tir thich hop ké vao cac mé ta danh sb duéi day:

6 2 (Six Sigma)

So d6 Pareto

So d6 Xwong ca (Fishbone Diagrams)

So d6 Kiém tra Chét lwong (Quality Control Charts)

Qui tac bay 1an chay (may) (Seven Run Rule)

Tinh khép/thich hop véiviéc str dung (Fitness for Use)

Chi phi vé Tinh Twong hop (dung theo qui dinh) (cost of conformance)
Chi phi vé Tinh Khéng twong hop (cost of non-conformance)
Chi phi dw phong (prevention cost)

M6 hinh Trwédng thanh (maturity model)

Danh gia (benchmarking)

Lap ké hoach v& chéat lwong (quality planning)

Dam bao chét lwong (quality assurance)

Sau con 9 vé chat lwong (six 9s of quality)

ISO 9000

DMAIC

VOoZEIrxX="IT@mMmMOUOW>

1. M6t két qua/ do lwong vé kiém tra chat lwong c6 1 16i trén 1 triéu co
hoi.

2. bao ham mét muc tiéu 1a khéng quéa 3.4 sai héng, sai lam hay 16i trén
1 triéu co hoi.

3. Mét qui trinh vong khép kin, hé théng hoa, dé lién tuc cai tién/cai thién
ma c6 tinh khoa hoc va dwa trén cac s kién.

4. Mot cong cu dung dé gitip cho tim thay nguyén nhan gbc ré cia van
de.

5. Binh ky danh gia tinh nang/ hiéu nang cla tdoan bd dy an dé dadm bao
rang dy an sé thda man cac tiéu chuan chat lweng co y nghia.

6. Dung dé xac dinh xem moét qua trinh cé can phai xem xét cho nhiing
van dé khéng ngau nhién.

7. M6t cong ty cb tinh c6 y d6 g&i di nhirng san pham c¢6 16i va chap nhan
khach hanh géi tra lai.

8. Mot san phdm c6 thé sir dung duwgc nhw vén da nhw vay.

9. Céc nhat d6 giup ta phan biét va xép wu tién nhiing lanh vyc cia van
de

____10.So0 sanh nhirng cach lam dac thu cia dy an hay nhirng dac trwung cua

san phdm v&l nhitng cac khac trong hay ngoai t& chirc thwc hién

(nhitng cai néi trén) dé phat sinh ra nhitng y twdng cai tién chat

lwong.

Trwong My Dung 57
www.fit.hcmuns.edu.vn/~tmdung
Mail= tmdung@fit.hcmuns.edu.vn

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


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

