TRUONG BAI HOC KINH TE QUOC DAN
KHOA THUONG MAI VA KINH TE QUOC TE

PINH MUC KINH TE KY THUAT-

CO SO CUA QUAN TRI KINH
DOANH

( Nguoi1 bién soan: PGS.TS. PHAN TO UYEN >
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Chuong VIII: Quan ly chat luon

pham

san

@

[. Tone quan vé quan 1y chat luong san pham
II. Phuone phap danh gia chat luone san pham
IT1. Banh gid su phu hop cua chat luong san

pham
IV. Hé thong chi tiéu danh ¢ia chat luong san

A

pham
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Chuong VIII: Quan Iy chat luong
san pham

@ )

[. Tong quan vé quan 1V chit luong san phim

1. Khii quat vé chat luong san pham

2. Phan loai chat luong ctia san pham

3. Su hinh thanh va cic nhan t6 anh huong dén chat luong
san pham

4. Quan Iy chat luong san pham

5. Noi dung quan ly chat luwong

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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l. Tong quan vé€ quan 1y chat luong san pham

1. Khai quat vé chat luong san pham

a. Van dé vé chat lwong sdan phdam va khach
hang

Chdt luong sdan pham la tong hop cdc tinh chdt, ddc trung ciia
mot san phdm tao nén gid tri sit dung, thé hién khd ndng
mitc do thoa man nhu cdu tiéu dung voi hiéu qud cao, trong
nhitng diéu kién ciia san xudt, kinh té - xa hoi nhdt dinh.

Theo TCVN ISO 9000:2000 :Chat Iu’O’ng la mirc 46 cua mot tap
hop céc diac tinh von cO dap g cac yéu cau
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Pat dwoc chat lwong c6 nghia la
dap rng dwwo'c mong muon
hoac ky vong cua khach hang

~

kg
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Tinh hudng

« Gia st ban di vao 1 cwra hang thoi
trang dé mua mot chiéc 4o méi , ban
nghi t&i yéu tdo nao sau day cé lién
quan té&i chat lwong :
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Céac khia canh cua chat lwong :

Tinh nang

Pac tinh

Do tin cay )
Kha nang str dung iy &
Kha niang dich vu “OAW
Gia ca

Sw thich hop

Tinh thAm my
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Quyét dinh mua cta khach hang
thwong dwa tren :

« Sy dam bao cua nhan vién ban hang

» “Hinh anh” ma tén nha san xuat goi
lén

» Nhirng 1&i gi¢i thiéu cua ban be hoac
nguwoi danh gia san pham

» Kinh nghiém vé san pham hodc dich
vu twong ty

Sl
@ @
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Dic diém ciia chat lwong :

-Thit nhdt, chat luogng duoc do bdi su thoa mdan nhu cdau cia khdch hang va
nguoi su dung

-Thit hai, nhu cau cua con nguoi luén bi€n dong theo thoi gian, khong gian
va di€u kién su dung

-Thit ba, gitta cac do6i tuong khac nhau luon ton tai nhitng nhu ciu khac
nhau

-Thit tu, nhu cau ciing c6 thé cong bo dudi dang cic quy dinh tiéu chuan rd
rang hoac khong ro rang hoac chi cam nhan va phat hién duoc trong qua
trinh str dung

-T'hit nam, khai niém chat luong khong chi dung do6i véi hang héa ma cé
thé 4p dung cho moi thuc thé: mot san pham, mot hoat dong, mot qud trinh,
mot doanh nghiép hoiac mot con ngudi

-Thit sau, chit lugng san pham vira ¢ tinh chli quan vira ¢6 tinh khach quan
9
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- Thitr bay : Chat lwong san pham dwoc hinh
hanh trong tat ca moi hoat ddng, moi qua
trinh tao ra san pham. Chat lwong san pham
phai dwo'c xem xét trong moi quan hé chit
ché, thong nhat giira cac qua trinh trwdec

trong va sau san xuat : Nghién ciru , thiét ke,

chuan bi san xuat, san xuat va str dung san
pham.

10
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|. Tong quan vé€ quan 1y chat luong san pham

1. Khai quat vé chat lugng san pham
a. Van deé vé chdt luong sdn phdm

Mbi san pham san xuét ra déu nham muc dich thod man mot
nhu cau nao dé cua con nguoi.

Gia tri st dung duoc hinh thanh tir cdc tinh chat cua san pham
do

Dua vao gid tri st dung cua san pham, c¢6 thé xem xét trén mot
sO tinh chat co ban

11
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l. Tong quan vé€ quan 1y chat luong san pham

1. Khai quat vé chat luong san pham

b. Vai tro cua chdt luong trong hoat déong kinh doanh

1. San pham hang hoa va dich vu ¢ chat luong cao, gia ha
s€ giup doanh nghiép phat trién kinh doanh va nang
cao nang lwc canh tranh cua DN

2. Nang cao chat luong hang hoa, dich vu cung cap s€ lam
tang do thoa man nhu cau cua ngu’m titu dung, nang
cao chat luong song ctia moi thanh vién trong xa hoi

3. Hang hoa co chat lugng cao, nguoi tiéu dung S€ yén tam
ciing nhu dugc an toan khi su dung san pham

4. Chat luong ngay nay da tro thanh phuong tién canh
tranh manh me dé thu hiut khach hang, dé hoi nhap vao

nén kinh té khu vuc va thé giéi
12
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Dé san pham cé chat lwgng tot can duy tri cai
tien lién tuc chat lwong de dem lai long tin cho
khach hang va nhirng ngwoi cé lién quan

Ngwoi co quan hé

Mong doi

Khach hang --

Chat lwong san pham

Nhan vién -

Pam bao céng an viéc lam,
tinh than lam viéc nang cao

Nguoi sé hivu von
(dau tw ) -

Chat lwong , hiéu qua dau
tw phat trién

Nguwoi cung wng -->

Co hdi kinh doanh tiép

Xa hol -—>

Phuc vu co trach nhiém
13
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l. Tong quan vé€ quan 1y chat luong san pham

2. Phan loai chat luong cua san pham

Chdt luong thiét ké

Chadt luong theo tiéu chudn
Chdt luong thuc té

Chdt luong cho phép

Chdt luong toi uu

14
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|. Tong quan vé€ quan 1y chat luong san pham

3. Su hinh thanh va cic nhan t6 anh huéng
dén chat luong san pham

a. Sw hinh thanh chdt luong sdn phdam

Qud trinh hinh thanh chdt luong sdn phdam
thuong duoc chia thdnh ba giai doan:
nghwn citu, thiét ké, sdn xudt va giai doan
sau san xuat

15
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l. Tong quan vé€ quan 1y chat luong san pham

chu trinh hinh thanh chat luong san pham

Marketing va nghién cttu
thi truong

Thiét k& va phét trién

Xir 1y cu6i chu ky

st dun

Dich vu sau ban hang

Hoach dinh qua trinh va
trién khai

Chu trinh

chat lugng

Trg giup ky thuat

San xuét hay chudn bi dich
vy

Kiém tra, xdc nhan I

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

Lap dat dua vao st dung

Bén, phan phoi

Pong goi luu kho
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l. Tong quan vé€ quan 1y chat luong san pham

3. Su hinh thanh va cac nhan té anh huong
dén chat luong san pham

b. C4c nhan t6 anh hudng dén chat luong san pham
- V& nguyén vat liéu

- Vé k¥ thuat - cong nghé

- V& phuong phdp t6 chic quan 1y

- Y€&u t6 con nguoi

- Nhu cau ctia nén kinh t€

- Phong tuc, tap quan va tho1 quen tiéu dung

- Sy phat trién cua khoa hoc cong nghé

- V€& co ché quan 1y

17
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4. Chi phi cho chat lwong

Theo Philip B Crosby “ Quality Is still
free ”

Hay “Chat lwong dwoc do lwdng béi cai
gia cua sw khong phu hop”

Theo ban, chi phi chat lwong bao gom
nhirng chi phi gi ?

18
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- Hay suy nghi ve doanh nghiép cta ban va cac khoan tien phai
chi ra dé dat chat lwong cao. Gia str doanh nghiép cta ban dang
cung cap san pham hoic dich vu kém. Theo ban diéu nay sé gay
ra nhirng chi phi nao cho DN ?

-Bay gi® gia str ban muon bat tay vao cai tién
cong viéc. Dieu nay sé lam phat sinh thém
chi phinao ?

-Theo ban tong chi phi sé& cao hon khi chat
lwong kém hay khi dat chat lwong cao ? Hay
giai thich dieu nay ?

S

OO

19
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- Chat lwong kém sé& dan dén nhiéu than
phién va doanh nghiép sé ton nhiéu tién
dé boi thwdng hodc dén bu nham lam hai
long khach hang

- Co gang cai tién chat lvong sé ton nhiéu
chi phi cho dao tao, kiém tra va kiém soat
, Tim nhirng nha cung céap tot hon, v.v....

20
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Tong chi phi cia chat lwong gom :

1. Chi phi kiém sodt :

- Chi phi phong ngwra

- Chi phi kiém soat va danh gia
2. Chi phi sai hong

- Chi phi sai hong bén ngoai

- Chi phi sai hong bén trong

21
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4.1 Chi phi kiém so&t gom

Chi phi phong ngtra gém chi phi dé | Chi phi danh gia gom chi phi

. Xéac dinh diéu khach hang mu6n  |. Xac dinh chat lwgng san
pham va dich vu mua vao

. Lap ra ban tiéu chi ky thuat, ké . Kiém tra va thr nghiém san
hoach sé tay, qua trinh san xuat pham va dich vu dé dam bao
sw phu hop cia san pham
hoac qua trinh

. T6 chirc hé théng dam bao chat
lwong

. Panh gia nha cung cap

. Dao tao

[aTla)

[y
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4.2 Chi phi sai héng gom

Chi phi sai héng bén ngoai gom
chi phigay rado :

Chi phi sai hong bén trong
gom chi phi gay rado:

. Hoan tién cho hang hoa
hay dich vu bi tra lai, Stra
chira hodc thay thé trong
th&i gian bao hanh

Viéc san xuat ra san pham
ma phai lam lai, loai bo,
hoac ban giam gia...

X ly khiéu nai clia khach
hang

. Viéc diéu tra nguyén nhan
gay sai hong

.Thu héi san phdm VD: khi
phat hién SP nguy hiém

. May méc khdng sty dung
va nhan sw nhan roi do két
qua cua nhirng sai hong

. Mat khach hang vi nhu cau
cua ho khéng théa méan

23
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5. Tinh hinh quan ly chat lwong & Viét
Nam va nhirng nhan thurc sai lam

a.Thach thuc .

. Nguwoi Viéet Nam cé thu nhap thap

. Khoang cach trinh do chat lwgng HH,DV
cua nuwdc ta voi cac nwdc kha xa.

. HH Viet Nam ngay cang phai canh tranh
gay gat vé chat lwvong

. Nan hang gia , hang nhai de doa cac
doanh nghiép lam an chan chinh

24
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5. Tinh hinh quan ly chat lwong & Viét
Nam va nhirng nhan thirc sai lam

b.Co hol :

. Nhan thtrc cla ngwoi tiéu dung ngay nay
déj dwc_)’p nang lén, ho quan tam nhiéu hon
dén chat lwong HH,DV ma ho mua sam

. Cac doanh nghiép c6 thé hoc héi dé rit
ngan trinh do vé chat lvong

25


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

5. Tinh hinh quan ly chat lwong & Viét
Nam va nhirng nhan thirc sai lam
c. Nhirng quan niém sai lam vé chat lwong :
. Chat lwong cao doi hdi chi phi I&n
. Cai tién chat lwong doi hdi phai dau tw 1én
. Nhan manh vao chat lwong sé lam giam
nang xuat

. Quy 16i vé chat lwong kém cho nguwoi lao
dong

. Chat lwong dwoc ddm bao do kiém tra chat
ché

26
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l. Tong quan vé€ quan 1y chat luong san pham

6. Quan ly chat luong san pham
a. Khai niém va chitc ndang
san pham la tat ca nhiing hoat dong c6 chic
nang quan 1y chung nham dé ra chinh sach, muc tiéu, trach
nhiém va thuc hién ching bang céc blen phap khac nhau.

Qudn ly chdt luong la trach nhiém cua tdt cd cdc cdp, lién
quan dén moi thanh vién trong doanh nghiép.

Chiic ndng qui dinh chdt luong

Chiic ndng t6 chitc thuc hién va ndng cao chdt luong
Chiic ndng danh gid chdt luong

27
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l. Tong quan vé€ quan 1y chat luong san pham

6 . Noi dung quan ly chat luong

Theo qua trinh hinh thanh chat luong san pham, ndi dung
quan ly chat luong bao g0m: quan ly chat lu’o*ng truoc
qua trinh san xuat; quan ly chat luong trong qua trinh
san xuat; quan ly chat luong trong khau luu thong, su
dung (quan ly chat luong sau qua trinh san xuat).

Quan ly chdt luong trudéc qud trinh san xudt: Pdy la hoat
dong co y nghia quan trong, anh huong truc tiép dén cdc
giai doan tiép theo cua qud trinh hinh thanh chdt luong.
Trong giai doan nay tdp trung vao quan ly cdc hoat dong

nhu: nghzen ciu thz truong, xdc dinh tiéu chudn chadt
luong can dat duoc cua doanh nghiép

28


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

l. Tong quan vé€ quan 1y chat luong san pham

6 . Noi dung quan ly chat lugng

Quan ly chdt luong trong qud trinh san xud’t Nham
dam bao chat lu’o’ng trong qua trinh san xuat, cac

nhiém cua moéi t0 chidc, mdi cdp trong doan

1y, dong thoi can ghi chép so liéu theo doi va dan

gia ding chat luong.

h
nghiép, x4c dinh nhiing chi tiéu chat luong quan

nha quan 1y can xac dinh ro chuc nang kiém tra
chat lu’orng trong qua trinh san xudt, xac dinh trac!

0l

1

29
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l. Tong quan vé€ quan 1y chat luong san pham

6. Noi dung quan ly chat luong

Quan ly chdt luong sau qud trinh san xua’t
Day la hoat dong quan 1y chat luong san
pham trong khau luu thong - su dung bao
gém: van chuyén, du trit, bdo quan, bdn
hang, bao hanh, dich vu ky thuat, thanh ly
sau st dung va té chitc hoi nghi khach hang

30
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l. Tong quan v€ quan 1y chat luong san pham

6 . Noi dung quan ly chat lugng

Mé hinh khdi quat vé hoat dong qudn ly chdt luong

Cac chinh sach, bién
phap quan ly caa Nha

nuéc

Nehién ciu thi - Qui dinh chat luong Nhiing chi tiéu chat
g :en\cml 1 - Quan 1y dam bao chat lugng thuc té clia
ruong luong san pham

Thiét ké san xuat

Panh gia, nang cao chat

Bién dong cua thi
truong trong va ngoai
nuéc

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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l. Tong quan vé€ quan 1y chat luong san pham

6 . Noi dung quan ly chat luong

NoO1 dung hoat dong quan ly chat luong:

- Xdc dinh cdc muc tiéu, nhiém vu va ldp ké hoach chdt
luong

- Xdc dinh phuong phap dat muc tiéu

- Hudin luyén dao tao can bo

- Trién khai thuc hién ké hoach qudn Iy chdt luong
- Kiém tra két qud cdc cong viéc

- Thuc hién nhiing tac dong quan ly thich hop

32
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Chuong VIII: Quan Iy chat luong
san pham

@ )

II. Phuone phap danh egia chat luone san pham

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Il. Phuong phip danh gia chat luong san

pham
a. Kiém tra chdt luong - Su phu hop (Quality
Control - Conformance - QC)

Kiém tra chat luong 12 hoat dong nhu do, xem xet, thu
nghiém va dinh co mot hay nhiéu dac tinh cua doi
tuong va so sanh két qua véi yéu cau nham xac dinh su
phu hop cua moi dac tinh. Pay la phuong phap pho
bién nhat nham dam bao chat luong san pham nhu’ng
phu’(mg phap nay vé thuc chat chi la su phan loai cac
san pham da san xuat

34
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Kiém tra chdt luong - Sw phit hop (Quality Control -
Conformance - QC)

Nhwoe diém

. Kiém tra chi la su phan loai SP da duoc ché tao ->
chat luong khong tao dung nén qua kiém tra

. SP phu hgp vo1 quy dinh ciing chua chac thda man
nhu cau thi truong
Yéu cau :

. Phai dugc tién hanh dang tin ciy va khong co sai sot

.Chi1 phi kiém tra phai nhé hon phi ton do SX SP
khuyét tat va nhirng thi€t hair anh huong to1 long tin
KH

35
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b.Kiém soat chdt luong

. Kiém sodt chat lwong 1a cac hoat déng va
k)':/ thuat mang tin[\ tac (lghiép dwoc sir dung
de dap rng yéu cau chat lwong

Vu diém Kiém soat chat lwong 1a kiém soat
moi yéu td dnh hwdng truc tiép dén qué
trinh tao ra chat lwong: Con ngudi,
phwong phap va qua trinh, dau vao, thiét
bi , mOi trro'ng -> ngan ngwa viéc SX ra
cac SP khuyét tat

36
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b.Kiém soat chat lwong

» Nhworc diém : Pé dat muc tiéu chinh cla
chat lwong la théa man nhu cau tiéu dung
thi viéc kiém tra ,kiém soat trwdc qua trinh
SX la chuwa du ma cdn ca cac qua trinh
nhw: déng goi, lwu kho,van chuyén, phan
phdi , ban hang va dich vu sau khi ban

37
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C. PAM BAO CHAT LUONG

Pam bao chat lwong la moi hoat déng cé
ké hoach, c6 hé thong va dwoc khang
dinh néu can dé dem Ilai Iong tin rang
SP théa méan céac yéu cau da dinh doi
véi chat lvong

=> Can xay dwng mot hé thong dam béo
chat lvong c6 hiéu luc va hiéu qua, dong
théi ching t6 cho khach hang biét didu do

38
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Il. Phuong phip danh gia chat luong san

pham
d. Phuong phap kiém tra chdt luong toan dién
(Total Quality Control — TQC):

La phuong phap kiém tra cic hoat dong ciia
cac bo phan trong doanh nghlep tu hanh
chlnh to chitc, nhan su dén cac qua trinh
san Xuat nhu thiét ké, cung ing, san xuat,
tiéu dung

39
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Il. Phuong phip danh gia chat luong san
pham

d. Phuong phdp quan ly chdt luong toan dién (Total Quality
Managment - TOM):

Thuc chat TQM la quan tri mot qua trinh, mot hé thong hanh
chinh kinh t€ ctia doanh nghlep de dat duoc su tang truong
16n hon. TQM 13 mot hé thong quan 1y cé hiéu qua, thong
nhat hoat dong ciia nhitng bo phan khac nhau trong mot to
chitc, chiu trach nhiém khai thdc cic tham s chat lu’dng
duy tri muc chat lu’o’ng da dat duoc, nang cao dé dam bao
san xuat va su dung san pham kinh t& nhat, thoa man yéu
cau toan dién cua nguoi tiéu dung.

40
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Phwong phap quan ly chat lwong truyén
thong

» Giao viéc quan ly hé chat lwong cho
mot bo phan hay mét nguwei quan ly
nao do trong doanh nghiép

* VD tr.40

41
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Quan ly chat lwong toan dién

Do quan ly cap cao lanh dao

Tat ca vi chat lwong -> dap (’ng mong muodn ky
vong cua khach hang

Sw toan dién bédi vi n6 yéu cau sw cam két day
du va vo diéu kién cua moi ngudi trong DN

S cai tién lién tuc

Cam két dat chat luong

Lam viéc theo nhém, lién quan t&i sw tin twong
va trao quyén (VD tr .43 )

42
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Quan ly chat Iweong toan dién doi héi
moi thanh vién cua doanh nghiép
tham gia vao mét qua trinh cai tién
khéng ngtrng nham muc dich théa
man nhirng mong muon va ky
vong cua khach hang

e
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- Tap trung vao khach hang

* Giao hang hoa voi chat lwong cao va
on dinh

- D3t mong muon va ky vong cta khach
hang lén hang dau —Vi doanh nghlep
khong thé ton tai néu khéng cé khach
hang

. Thlet Iap mot van hoa kinh doanh trong
d6 tit ca nhan vién phai thé hién long
tan tam v&i khach hang
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- Cai tién lién tuc
dwoc goi la KaiZen trong tieng Nhat. N6 dwoc dac
trrng boi :

« M6t so lwong Ié&n cac cai tién chi tiét

 Thuwc hién trong mét khoang théi gian dai

. C6 sw tham gia cua cac t6, nhém trong
doanh nghiép

VD : Hang Nissantr. 50 g 1
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- Cai tién lién tuc

* Sw lien tuc : Tuan theo nhirng tieu
chuan va cach lam hién hanh

» Sw cai tieén : Tim kiém nhirng tiéu
chuan cao hon va cach thirc tot
hon de thwc hién cong viéc

VD :

S
@ @

46


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

. Trong mot doanh nghiep may, mot nguwoi cong
nhan cat vai da giam so6 thao tac thtra khi van
hanh may cat

. Trong mét DN ché tao co khi', mot cong nhan
tién da co sang klen thay cau dao dong mo
bang tay bang cau dao tw dong dé giam thoi
gian khéi déng may

. Tai phong hanh chinh, mét nhén vién quan ly ho
so’ dé nghi Iap ma so ChO trng loai ho so’ dé tiét
kiém thi gian va cdng stre cho viéc lwu trir ho
SO

. Tai phong ké toan, moét nhém nhan vien ke toan
da s dung Chwo’ng trinh Excel dé rat ngan thoi
gian lap bao cao két qua kinh doanh hang thang
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- Cam két dat chat lvong
Moi nguwdi va moi td nhém déu phéi tham gia vao hoat
déng chat luong

Diéu nay c6 nghia chat | Khéng chi lién Ma con lién

lwong lieén quan téi quan den cac quan déen cac
hoat dong nghiép vu

tat cd nhan vién . San xuat Tiép thi

tat ca cac quy trinh . Cung cap dich vu | Ban hang

. Tat ca céac chlrc nang . Thiét ké Tai chinh

. Tat ca cac bd phan . Tham dinh Nhan su

. Tat ca cac hoat déng . Mua hang . Tat ca cac phong

ongThanCong.com

ban, td nhom va48ac
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- Cam két dat chéat luong(tt)

Duy tri quyét tdm dat chat lvong khé hon nhiéu so véi viéc
tién hanh trién khai ap dung. Ba céng cu QL dé duy tri quyét tam la

 Sw kién dinh : La mét nguwdi chu hay nguo
quan ly DN, ban phai thé hién dung theo nhwng
gi ban phat biéu song khdng dwoc phép quyén
mat viéc hwong té1 mot muc tieu chung.VD tr.53

* Trao doi théng tin :néi ra nhirng gi ban nght, va
san long chia sé théng tin cho moi ngudi

* Sw tham gia : cho phép moi thanh vién cua
nhom tham gia day du
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- Lam viéc nhom va co long tin

 Hé thong TQM chi c6 thé hoat ddng khi
khdng chi ngwdi quan ly ma tat ca moi
ngwoi trong DN déu phai quyét tam thwe
hién

« D& nhdm lam viéc co hiéu qua, ban can
trao quyén cho nhém. Dé trao quyén co

hiéu qua doi hdi phdi_co s tin tidng lan

nhau
kg

50


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

Pé tao dwoc sw tin twdng 1an nhau
can ghi nho la:
» Hay doi x&r v&i ngwei khac nhw
cach ma ban mong muon ho
doi xtr v&i minh

e
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Chuong VIII: Quan ly chat luon

san pham

@ )

Ill. banh ¢ia su phu hop cta chat luong san
pham ( hay danh gia chat lvonqg )

Panh gia chat lwong la gi ?
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lIl. Danh gid su phu hop cua chat luong san
pham

« Theo TCVN ISO 9000:2000, danh gia chat
lwong la :

Sw xem xeét doc Iap va co hé thong nham
xac dinh xem cac hoat d‘ong va két qua
lien quan dén chat Iwo’ng co d‘ap wng
dwoc cac quy dinh da de ra va cac quy
d‘mh nay co d‘wo’c thuwee hién mot cach
hleu qua va thich ho’p dé d‘at d‘wo’c cac
muc tiéu hay khong
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IIl. Panh gid su phu hop cua chat luong
san pham

Theo chu the tién hanh ddanh gid va khang dinh su phit hop,
c6 thé chia thanh 3 loai danh gia:

Danh gia cua ben tha nhat : Nguoi cung u’ng (bén thir nhdt) tu
danh gid sdn phdam ciua minh goi la bdn tu cong bé cua
bén cung ung.

Danh gia ctia bén thit hai: Khdch hang la bén thit hai tién
hanh danh gid bén thit nhdt, két qua cua hoat dong nay
la su thita nhdn cua khdch hdng

Danh gi4 cla bén thit ba: Mét té chiic trung gian doc lap voi
hai bén kia tién hanh ddnh gza chdt luong san pham
thong qua viéc thu nghzem giam dinh, ching nhdn, cong

nhdn sau do dua ra cdac chitng chi cho doi tuong sdn
pham duoc ddnh gid..
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CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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IIl. Panh gid su phu hop cua chat luong
san pham

Thii tuc danh gid chdt luong san phdm bao gom

1.Tw cong bo cua nguoi cung cdp

2. Chitng nhdn chdt luong san pham

3. Giam dinh kiém tra

4. Thit nghiém, hiéu chudn

5. Cong nhdn cdc to chitc danh gia su phut hop
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lll. Banh gii su phu hop cua chat luong
san pham

.. Hé thong chitng nhdn chdt luong sdn phdam.
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Chuong VIII: Quan Iy chat luong

san pham

@

IV. Hé thong chi tiéu danh ¢ii chat luong san
pham
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IV. Hé thong chi tiéu danh gii chat luong
san pham

1. Chi tiéu tong qudt. Chdt luong sdn phdm
mang tinh lich su, do do khi danh gid chdt
luong cua mot san phdam phdi danh gid
gdn voi thoi gian, khong gian va doi tuong
cu thé.

2. Chi tiéu chdt luong dac trung bao gom hé
thong chi tiéu nghién citu chdt luong trong
chién luoc phdt trién kinh té va Hé thong
chi tiéu danh gid chdt luong san phdm
trong san xudt kinh doanh.
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IV. Hé thong chi tiéu danh gii chat luong
san pham

3. Miic chdt luong ciia san pham

Miic tu’ng chi tiéu chadt lu’o‘ng rzeng lé la ty lé so sanh gm’a
mu’c chdt luong thuc té voi mirc quz dinh ( tleu chudn) cua
san pham. Théong thuong miic nay duoc si dung de SO
sanh dé bén, do co dan thanh phan hod hoc...co thé dai
dién cho chdt luong sdn phdam, dugc tinh theo cong thiic
sau:

Trong do: Qz Miic che - le theo chi dan bén z,
Pitt: Miic chdt lu’ong thu’c te clia san pham i; Pitc: Muc
chdt luong tiéu chudn cua sdn phdam i.
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IV. H¢ thong chi tiéu danh gid chat luong
san pham

Mitc chi tiéu chdt luong tong hop duoc biéu thi bang hai
phan:
Phdn mitc tong hop chi mang tinh ky thudt duoc tinh theo
cong thirc sau:
2 p

_ZP

itt

Q.

itc

Trong dé: Ot : Mitc chi tiéu chdt luong tong hop; Pitt :Mét
sO chi tiéu chdt luong thuc té loai i; Pitc : Mot s0 chi tiéu
chdt luong loai i da duoc tiéu chudan hod cua san pham; n

la s6 du trén chdt luong i cia sdn phdam... 61
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IV. H¢ thong chi tiéu danh gid chat luong
san pham

Chi tiéu chdt luong tong hop co ket hop ca chz tiéu kinh té va
chi tleu ky thuat la chz tiéu biéu thi moi quan hé giita gid
tri suw dung ciua sdn phdm véi chi phi mua, bdo duong
trong sut dung, duoc tinh theo cong thiic:

— G sd
Q, ~
F(M T Bdg )
Trong do: Ot: Mitc cni neu cnar wuong rong hop co két hop ca
chi tzeu kinh te va ky thudat; Gsd: Gia

tri su dung cua san phdm; F (M + Bdg): chi phi mua va
bdo duong sdn pham
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Cau hoi thao luan va on tap

1. Quan niém vé chat luong san pham va vai trd cua
chat luong trong hoat dong kinh doanh cua doanh
nghiép.

2. Quad trinh hinh thanh chat luong san pham va cdc
nhan t6 anh huong dén chat luong.

3. No1 dung cua quan ly chat lugng va céc nhan t6 anh
hudng dén chat luong san pham.

4. Trinh bay cac phuong phap quan ly chat luong san
pham hién nay.

5. Hé thong chi tiéu danh gid chat lugng san pham.
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