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No1 dung

huong 1. Khach hang va théa man khach hang

huong 2. Chat luong va vai tro cua chat lugng

huong 3. Quan tri chat lugng

huong 4. Quan tri chat luong dich vu

Q Q Q QO Q@

huong 5. C4c cong cu thong ké trong kiém soat
chat lugng

Chuong 6. Hé thong quan 1y chat lugng
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Chuong 1
Khach hang va thoa man khach hang
[. Khai niém va phan loa1 khach hang
IT. Nhu cau khach hang

[II. Su thoa man khach hang

IV. Phuong phap nghién ciru nhu cau va thoa man K/H

IV. Quan tr1 quan h¢ khach hang khach hang
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Theo quan diém marketing truyén thong

Doanh nghi¢p

Khéach hang
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Theo quan diém quan Iy chat luong

Toan bé cd nhén va té chire cé doi hoi

lién quan truec tiép dén chat luong sdn

pham, dich vu ma doanh nghiéep phai
dap ung
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Theo quan diém quan Iy chat luong

Khach hang no1 bo

Ng Cung ung H
Ng Cung ting »—+NCU - K/H— NCU - K/H 4%

Ng Cung trng

- /

I\

Khach hang bén ngoaLL

_
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Theo quan diém quan Iy chat luong
Chuo1 khach hang

Khach hang bén ngoal
Khach hang nd1 bo
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PHAN LOAI KHACH HANG

Thoti
diém su
dung

Khu vuc
dia ly

Muc
dich su
dung

Tam
guan
trong
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PHAN LOAI KHACH HANG

Can ctir vao muc dich sir dung

Khach
Hang

Mua vé
ché bién

-

o

~

Mua dé

tiéu dung
/
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PHAN LOAI KHACH HANG
Can ct vao thoi diém sir dung
« Khach hang qua khu
« Khéach hang hién tai

« Khach hang tuong lai
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PHAN LOAI KHACH HANG

Can ctr vao khu vuc dia ly
* Khach hang ban dia
* Khach hang dia phuong
« Khach hang trong nudc

« Khéch hang quéc té
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PHAN LOAI KHACH HANG
Can ctr vao dic diém cua khach hang
Khach hang ca nhan
Khach hang nhom

Khach hang t6 chire
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PHAN LOAI KHACH HANG
Can ctr VA0 tan suat mua hang
Khéch hang mot lan
Khach hang thuong xuyén

Khach hang trung thanh
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PHAN LOAI KHACH HANG

Can ctr VAo tam quan trong

B 80%

Khach hang song con

80%

Khach hang co6 1o1
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NHU CAU VA SU THOA MAN KHACH HANG

Nhu cau 1a gi ??

Ky vong/Mong muon??
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NHU CAU VA SU THOA MAN KHACH HANG

Nhu cau...

Cam giac thiéu hut ma con nguoi cam nhan
mong muon dugc dap ung
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NHU CAU VA SU THOA MAN KHACH HANG

Ky vong?

Nhu cau tu nhién mang tinh dic thd thé hién mong
muédn duogc dap tmg dudi cac dang khac nhau tuy

thudc khach hang khac nhau
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Céc loai nhu cau khach hang

Boc 10

Nhu cau

- Khéng

boc 10

Tiém an
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Cau truc ky vong khach hang vé cac thudc tinh
chat lugng

Bac2 \—— Thoa man
( RO rang
Bac 1

— Chap nhan
Tuyét d6i
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Y nghia cua viéc phan tich nhu cau/ky vong

khach hang

» Tiét kiém thoi gian, stc luc trong dam phéan

» Du doan muc thoa man khach hang khi thay doi

thudc tinh

» Cho biét xu huéng ky vong ctia k

hach hang

* Tam quan trong cua cac thudc tin

h ¢6 tinh tuong do6i
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SU THOA MAN KHACH HANG

* Khainiém va ly do
* Do luong su thoa man

» Chi s6 thoa man khach hang
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SU THOA MAN KHACH HANG
Khai niém muc thoa man
Trang thai cam giac khach hang cé

dugc do san pham, dich vu dap tng

hoac khong dap trng ky vong cua ho.
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SU THOA MAN KHACH HANG

Nhu cau/Mong doi

-
Z

Su thdéa man/
Khong thoa
man

Khéch hang tiéu dung SP/DV

Cung cap san pham, dich vu

Thong so thiét ké SP/DV

Su hiéu biét
nhu cau khach
hang
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SU THOA MAN KHACH HANG

Tai sao phai xac dinh mirc thoa man khach hang ?
« Nguon C4C Y tudng mdi cho cai tién

o Ting mirc théa man — dap ung khach hang tot hon

o Gilr dugc khach hang, tang long trung thanh
o Ting uy tin danh tiéng

e Tang kha nang canh tranh
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DO LUONG MUC THOA MAN KHACH HANG

Ky vong cua ban?

Ban thoa man nhu thé nao doi voi san pham?
Ban thdéa man vdi san pham?

Str dung thang do Likert

Chon cam giac phil hop nhat
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Thict ké cac loai cau hoi
1. Cau hoi1 thang do likert 5 mirc do 5 murc do6

DuongThanCong.com https://fb.com/tailieudientucntt
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Vi du Thang do Likert 5 mirc d6: Hay cho biét mirc 46 dong y ctiia Anh/ Chi d6i véi cac phat

biéu dudi day (bang cach khoanh tron vao 6 diém thich hop theo quy tic)?

1 2 3 4 5
Hoan t(‘)én Khong dongy Binh thuong DPong y Rat dong Y
Khong dong y ,
(Rét hai 1ong) (Hai long)  (Trung tinh) (Khong hai long) (Rat khdng hai long)
Cac phét biéu Murc d6 dong y
1 [ Murc d6 tin cay (Reliability): '
= Cong ty luén cung cap dich vu nhu d3 hta hodc cam két. 12345
2 | Tinh than trach nhiém (Responsiveness)
= Nhan vién cia Cong ty ludn cung cap nhanh chong va kip thoi 1 2 3 45
4 | Su dam bao (Assurance):
= Khach hang c6 thé tin tuong moi hanh dong ctia nhan vién trong congty. |1 2 3 4 5
5 | Su cam thong va dong cam (Empathy):
= Nhan vién cong ty ludn danh sy chl y dén timg c& nhan khach hang 1 2 3 45
6 | Cac phuong tién hitu hinh (Tangible)
= CAc thiét bi tai van phong cong ty hién dai va ngan nap 12345
7 | Tong quan vé su thda man ciia khach hang
= T6m lai, anh/ch% thay 12 3 45

uDuong I'hanCong.com https://tb.com/tailieudientucntt
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2. Cau hoi thang do theo thang diém 10 vé muc d6
thoa man

Cac dang cau hoi khac. ..
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Cac chi sO théa man khach hang - CSI

M6 hinh su hai 10ng ciia Thuy dién

CL cam
nhan vé

Su than
phién
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M0 hinh chi s6 hai long ciia M¥

Su mong doi

CL cam nhan

v

Su than
phién

u trung
thanh
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Cac budc do ludng chi so hai 1ong

Xac dinh cac yéu to anh huong dén sy hai 1ong
Luong hoa mirc dd quan trong

Xac dinh mirc hai 10ng tai thoi diém nghién ctu

So sanh danh gia cua khach hang ting tiéu chi voéi
d6i tha canh tranh

Luong hoa moi quan hé gitta mirc ¢ hai 1ong véi cac
dai lvong khac

So sanh cau trac, mac do hai 1ong va tac dong cua
su hai 1ong dén cac nhdm khach hang khac nhau

uongThanCong.com https://fb.com/tailieudientucntt
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PHUONG PHAP NGHIEN CUU NHU CAU VA MUC

THOA MAN KHACH HANG
Cao

Piéu tra truc tiép: Phong van, H©i7
nghi khach hang, Nghién ctru thi
truong, Benchmaking

Ban dich vu, duong day
nong, khao sat, phan
tich doanh thu

Lang nghe
Thap Mutrc chu dong Cao

Mtc hiéu biét khach hang
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QUAN TRI QUAN HE KHACH HANG

Loi ich, y nghia

Gilp tiép can khach hang mot cach c6 hé thong va
hi¢u qua

Thiét lap, duy tri, mé rong moi quan hé vai khach
hang

Tiét kiém chi phi cho doanh nghiép

Kién tao van hoa phuc vu khach hang

Tao dung lo1 thé canh tranh vuot troi

Nang cao hinh anh ctia doanh nghiép
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QUAN TRI QUAN HE KHACH HANG

Cac ndi dung chu yéu

« DPanh gia gia tri khach hang

* Phan loai khach hang

« Xay dung hé thong quan trj thong tin khach hang

» Thiét 1ap co ché va to chic hoat dong quan hé

twong tac voi khach hang

« H¢ thong quy trinh quan tri ban hang
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QUAN TRI QUAN HE KHACH HANG

» CA4cC yéu to co ban
v Con nguoi
v Cdng nghé thong tin

v Quy trinh
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1. Xac dinh khach hang cua truong PH
KTQD va mong doi ciia ho vé chat lwong dao
tao. Qua dé xac dinh cac tiéu chi chat luong
dao tao tai truong

2. Cho biét cac cach phdn mg co thé xdy ra
khi ban khong hai 1dng véi mér tidu chi chat
lirong NA0 do cua truwong cung cdp va cach
phdn hoi ma ban nhdn dwoc. Lam thé nao dé
ting mirc phdn hoi tir khach hang?
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CHUGNG 2
CHAT LUONG VA VAI TRO CUA CHAT
LUONG SAN PHAM
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NOI DUNG
1. Vai tro cua chat lugng va quan 1y chat luong
2. Quan niém vé chat lwong san phém, dich vu
3. CAc tiéu chi phan anh chat luong san pham

4. Pac diém va yéu cau trong quan Iy chat lugng

41
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TAI SAO CAN QUAN TAM TOI CHAT LUONG VA QUAN
LY CHAT LUONG

Thich trng vO1 dac diém

' yéu cau cia MTKD J
rLQ’i ich ctia chat ‘ TAM QUAN
luong sdn pham J TRONG

Hi¢u qua cua quan
1y chat lugng
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PDAC PIEM CUA MOI TRUONG KINH DOANH

Khan hiém
tal nquyén

V1 thé, nhu cau

cua khach hang

| MOI TRUONG

KINH DOANH

Canh tranh

Su phat trién

cua cong ngh¢

43
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LOI ICH CUA CHAT LUONG
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Tam guan trong chién luoc cia
chat luong san pham

Quyét dinh hanh vi mua hang cta khach hang
DPam bao su phat trién 1au dai, bén vitng cua dn
Chat lwong dich vu tao 1ot thé canh tranh chién luoc

NAang cao vi thé ctia doanh nghiép
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LOI ICH CUA CHAT LUONG PbOI VOI XA HOI

| Pong hudng voi ting ning suat
) lao dong xa hoi

Tiét kiém tai nguyén

Nang cao ning luc, vi thé quoc gia

Pay manh xuat khau

46
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Hieu qua cua quan ly

chat lwong?
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Canh tranh

\ _lang nang suat

)

y'y 7'y

ang théa man\/ Tiét kiém

khach hang chi phi

Hi¢u qua cua
quan ly chat lvong

48
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Quan niém vé chat luong san phém, dich vu

> W™

Khai niém san pham
Cac quan niém veé chat luong san pham
Cac tiéu chi phan anh chat luong san pham

Pic diém va yéu cau trong quan Iy chat luong

49
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KHAI NIEM SAN PHAM

San pham lap
Huru | Chi tiét bo phan
hinh
Sat} | Nguyén vat li¢u
pham
Két qua \ Vo " Dich vu di kem
clia tac hinh | ____|Khai niém
hoat :
dong \ . Thong tin
Dich
vu

50
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Quan
niém chat
lwong SP

Huong
theo thi
trueong
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Quan niém chat Su tuyet
luong siéu hinh hao
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Quan niém hudng
theo san pham

Cac thudc tinh von
cO thé hién cong
dung cua san pham
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Quan niém huong Hé thong
theo nguo1 san xuat Tiéu chuan
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- N
Quan niem

chat lwong
huong theo

\

Xuat phat tir nhu cau

nguo1 tieu dung

\. J

Xuat tir quan hé chi phi

— lo1 ich

thi truong
N y

\. J

Xuat phat tir dic tinh

canh tranh

\ J
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Phu hgp vé1 myc dich,

(

Tu nhu cau
nguo1 ticu

dung

Yéu cau
Su thoa man khach
hang



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

(

Tt quan hé chi

phi —lo1 ich

\

J

Muc gia ma khach
hang chap nhan

7

\.

Ca1 khach hang nhan
dugc = chi phi bo ra
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(

Tu tinh canh
tranh

\

7

Su khac biét vé thudc
tinh san pham

\

(

Cai d6i thu canh tranh
khong co

\
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4 )
Quan niém

a2 . N
Murc do cua mot

tap hop cac
thudc tinh von

chat lwong
cua 15O

- J

co cua mot doi
twong dap ung

Cac thudc tinh
vOn cO

Kha nang dap
ung khach hang

|

CAC Y8U cau

- J

Cac bén quan
tam lién quan

|
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CAC TIEU CHI PHAN ANH CHAT LUONG SAN PHAM
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Tinh
twong do1

J

\,

2
dac tinh

\,

\,

7

Tinh
phu hop

S

\,

PAC PIEM VA YEU CAU

Vé thoi gian va khdng gian
v'Thoi gian: Cai tién lién tuc
v'Khong gian: Kinh té, xa hdi, van hoa

Chu quan va khach guan
v'Chu quan: Chat luong phu hop
v'Khach quan: Chat lugng tuan thu thiét ké

Muc dich va kiéu kién sir dung
v'Cung cap day du thong tin

v'Hudng dan nguoi str dung

61
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PHAN LOAI CHAT LUONG SAN PHAM

. Can ctr vao muc tiéu
. Can ctr vao quy dinh
. Can ctr vao gia tri hudng téi

. Can cur vao thanh phan cau thanh
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PHAN LOAI CHAT LUONG SAN PHAM

Can cir vao muc tiéu can dat
e Chat luong thiét ké

* Chat luong tuan thu thiét ké
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PHAN LOAI CHAT LUONG SAN PHAM

Can cw vao quy dinh
e Chat luong chuan
» Chat luong cho phép

 Chat luong thuc té
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PHAN LOAI CHAT LUONG SAN PHAM

Can cirvao gla tri huong toi
e Chat luong tuyét hao

* Chat luong t6i uu
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PHAN LOAI CHAT LUONG SAN PHAM

Can cir vao thanh phan cau thanh
e Chat lugng thudc tinh

* Chat luong tong hop
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Cac yéu to anh hudng dén chat luong san pham

A i troong

Quan 1

R

Nguyén li¢u

67
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o T o

CHUONG 3. QUAN LY CHAT LUONG

Ban chat cia quan tri va quan tri chat luong
Qua trinh phat trién ctia quan tri chat lugng
Triét Iy quan Iy chat luong cua cac chuyén gia
Cac phuong phap quan 1y chat luong

Cac nguyén tic quan 1y chat lugng

Cac chitc niang cua quan 1y chat luong

68
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KHAI NIEM VA BAN CHAT CUA QUAN TRI CHAT LUONG

Khal niéem
“Cac hoat déng phoi hop cO hudng dich
nham dat va kiém S0t mét t6 chirc vé chat

luwong “
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BAN CHAT CUA QUAN LY CHAT LUONG

Tap hop cac chirc nang quan ly chung - PDCA

Muc tiéu: thoa man khach hang + Chi phi thap

Poi tugng: Cac qua trinh

Trach nhiém: Moi cap, moi bd phan

Pham vi: Thiét ké, Mua hang, san xuat, phan phoi, TD
Cong cu: K¥ thuat thong ké

Nhiém vy: TCH, Pam béo TC, Cai tién TC
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BAN CHAT CUA QUAN LY CHAT LUONG

Tam nhin; Dai han, Chién luoc

Trach nhiém: Moi cap, moi bd phan

Chirc nang: Quan diém: Hé thong

Cach giai quyét van dé: Xoa bo nguyén nhan

Can cu danh gia: Su phan ing cua khach hang
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Su phét trién ctia quan |y chat lugng

Phong ngtra
Ngan chan
Phong ngira _ Cdi tien lién tuc
Dam bao > ’, X \ ‘A
Quan ly chat lvong toan dién
\ ? ) - TQM
" Quan ly chat luong
Ngan chan :
Khac phuc Kiém soat gua Phong ngira
~—_ trinh Ngan chdn
S~ . 7\ J
Kiém tra
A | | | |
Y Nam

1920’ 1940° 1960° 1980’
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SO SANH GIUA QUAN TRI CHAT LUONG TRUOC KIA VA NGAY NAY

Khéach hang
Trach nhiém
Chtrc nang
Pham vi

Xem xét van dé
Giai quyét

Doi tugng
DPanh gia

Tiéu chi QLCL trudc kia QLCL hién nay
Tinh chat K¥ thuat don thuan  |Quan ly
Tam nhin Tac nghiép Chién l-uoc
Muc tiéu Tai chinh, ngan han Dai han, thoa man k/h
San pham Nhiing gi ban ra ngoai |Két qua cua hoat dong

Bén ngoai

Phong KCS

Kiém tra, kiém soat
Khau san xuat

Biét lap, truc dién
Hanh chinh, cudng ché
Tap trung vao két qua

Tiéu chuan

bngThanCong.com

Bén ngoai + ndi bd
Moi cép, mo1 bd phan
Thuc hién theo PDCA
Toan bo qua trinh SXKD
Theo h¢ thong

Nguyén nhan, dong vién
Tap trung vao Qua trinh
Su phan tng cua k/h

om/tailieudientucntt
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TRIET LY QUAN LY CHAT LUQONG CUA CAC CHUYEN GIA

+¢» Shewhart

“* TS. E. Deming

% TS. J.Juran
** P. Cros by

*» TS. Feigenbaun

o+ TS. K. Ishikawa
¢ TS. Taguchi
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Shewhart

Xuat ban “Nhiing van d¢ kinh té ctia chat luong”
Ban chat ctia cac qua trinh 1a su bién dong dan
dén két qua ctia cac hoat dong la khac nhau.

Str dung cac cong cu thong ké kiém soat su bién

dong cua qua trinh
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E.Deming

TS. Vat ly

Lam viéc cho hang dién tor Chau au: Westem Electric
Chuyén gia quan 1y chat lugng & Nhat 1947

Giai thuong Deming — Qudc gia Nhat

LLam viéc cho Ford, GM va P&G
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Co s0 triét Iy cua E. Deming

Cai tiéen khong ngung

Tang chat lugng, Giam chi phi

Tang nang suat

Gianh thi truong

Tiép tuc md rong SXKD

Tao nhi€u viéc lam

77
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Vong tron PDCA (Banh xe Deming)

Hoach dinh

Cai1 tién

Check-C Do-D
Kiém tra | Thuc hién

78
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e

o o

14 BPIEM CUA DEMING

Cai tién khong nging

Trach nhiém cua 1anh dao cao nhat

Giam sy 1€ thudc vao kiém tra

Lua chon it cac nha cung Gmg dua trén chat
luong va tin cay

Xac dinh nguyén nhan va quan diém hé thong

. Pao tao va kiém soat bang thong ké

Tao dung phong cach lanh dao trg gitp
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14 BPIEM CUA DEMING

8. Pong vién khuyén khich cai tién, loai bo so hii

9. X04a bo rao can, khuyén khich hop tac

10.X04a bo khau hiéu va yéu cau khdng co chi dan

11.Loai bé tiéu chuan qué mirc, ddm bao ding ning luc

12.Nang cao tinh tu trong, cai tién sy giam sat

13.Xay dung phong trao cai tién khoéng ngimg tir trén
xuong

14.Cam két cua lanh dao thurc hién 13 diém trén
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Juran

Sinh 1904, TS k§ thuat. Bén My 1912

Tu van trong Hang dién tir Chau au vao 1920’s
Chuyén gia 6 Nhat nam 1950°s

1951: “So tay kiém soat chat lugng”

Ung ho st dung cac cong cu thong ké

Cai tién khong nging

Thuyét tam ludn
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Thuyét tam luan ctia Juran

Lap ké hoach CL Kiém soat chat luong
Pinh diém

Ving goc caa KSCL

Ton that

|
|
Cai tien', _xZ X
|
|

Chi phi chat luong

1 cua KSCL

CL
Thot gian
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P. Crosby

 PGD chat lugng hing dién bao va dién thoai quoc té
» Thanh lap Hiép hoi P.Crosby dao tao chat lugng 1979

« Xuat ban “ Chat luong 1a khong phai chi phi”
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Triét Iy ctua P. Crosby

Chat lugng 14 su phu hop

Quan ly Chat luong bang phong ngira
Khoéng sai 161 — Zero Defect

Po l-udng, danh gia quy quy doi vé chi phi

14-budce thuc hién chuong trinh cai tién chat luong
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Feigenbaun

10 nam quan ly hang General Electric

1968 sang lap cong ty General System

Chu tich sang 1ap Vién chat lugng quoc té

1951; “Kiém soat chat luong toan di€n”

Chat luong la chién luoc doi hoi su tham gia cua mol

d6i tugng lién quan
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Feigenbaun

Quan ly chat luong toan dién-TQM: Cong cu chién luoc

Quan ly chat lugng ¢ mo1 cap, mo1 khau

Moi linh vuc hoat dong
Cai tién, dao tao
Su hop tac chat ché voi khach hang

Quan hé cung co6 loi voi nha cung trng
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K. Ishikawa

Chat lugng bat dau va két thic bang dao tao

Nam bat nhu cau khach hang

Giai quyét nguyén nhan goc ré chir khdng giai quyét
tricu ching

Marketing 1a dau vao va dau ra cta chat lugng

95% van dé co thé giai quyét bang cac cong cu don gian
Khong nham 1an phuong tién vdi muc tiéu

Chat luong 1a hang dau, loi nhuén lau dai
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CAC NGUYEN TAC QUAN LY CHAT LUONG

* Dinh huéng khach hang

 Trach nhiém lanh dao

* Su tham gia cua mo1 nguoi

Podng bd giita dam bao va cai tién
* Quan ly theo qua trinh

 Bao dam tinh dong bo toan dién
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PINH HUONG THEO KHACH HANG

Tai sao can dinh hudng theo khach hang ?

Nang cao muc thoa man va long trung thanh cua
khach hang

Tang cuong y chi cia nhan vién

Xay dung hinh anh cua doanh nghiép

Giit va ting thi phan

Tang kha nang canh tranh

Sy ton tai va phat trién ctia doanh nghiép
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PINH HUONG THEO KHACH HANG

Khéch hang la trung tam

Chat luong 1a nhan thitc ctia khach hang

Panh gia nhan thitc ciia khach hang vé chat luong do:
v" Doanh nghiép cung cap/ Chat luong thuc dat dugc
v' Doi thil canh tranh chinh cung cap

Xac dinh khach hang, nhu cau, ky vong ctia k/hang
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PINH HUONG THEO KHACH HANG

Bién nhu cau thanh cac dic diém san phany/ thiét ké
Xay dung moi quan hé chit ché véi khach hang
Quan 1y khiéu nai mét cach c6 hiéu qua

Cham soc khach hang
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Khach hang la trung tam

Nhu cau, ky vong khach hang la nguyén tic dan
duong

. Béo dam tat ca moi thanh vién hicu bict va cé trach
nhiém dinh hudng theo khach hang

. Xu huéng va logic phat trién ctua doanh nghiép phu
thudc vao khach hang

. Dinh huéng khach hang ngay tir dau trong tat ca moi
hoat dong cai tién

Khéach hang la cong su ctia doanh nghiép
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Chat luong 1a nhan thirc cua khach hang

. Panh gia bdi khach hang
Mang tinh cha quan
Logic cua khach hang

Chat luong nhan thic = CLND - CLMP

. Panh gid dugc nhan thtc cua khach hang vé doi
tht canh tranh
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Huy dong su tham gia ctia moi thanh viéen

* Nang luc chuyén mon
« Nhan thtrc va hiéu biét vé quan 1y chat luong
« Tinh than trach nhiém

e Su hiép tac, phoi hop
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Huy dong su tham gia ctia moi thanh viéen

Pao tao cac kién thirc k§ niang vé QMS, QC;
QFD, FMEA, TPM, 5s, Kaizen, SPC

G1ao duc y thire trach nhiém

Tao niém tin cho nguoi lao dong. Pem lai coi
nguodn cua su tu hao
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Huy dong su tham gia ctia moi thanh viéen

« M6 rdng quyéen ra quyét dinh
* Chia s¢€ thong tin
 Tich cuc hod trg cho nguoi lao dong

»  Phan hoi va khuyén khich kip thoi
»  Cho phép sang tao va khuyén khich sang tao
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QUAN LY THEO QUA TRINH

« Lap ké hoach va quan Iy cac hoat dong can thiét dé

nang cao nang luc qua trinh
Xac dinh co hdi cho viéc tang chat luvong hoat dong

 Tao gia tri gla tang, tang mic thoa man khach hang

« Thiét ké, kiém soat va cai tién cac qua trinh, thiét
k&, san xuat, ho tro , cung ung, tiéu thu
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QUAN LY THEO QUA TRINH

Xem xet trong mo1 quan hé dau vao dau ra
St dung cong cu thong ké kiém soat qua trinh

X06a bé nguyén nhan phong ngtra su tai dién

Phong ngtra hon khac phuc
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CAC CHUC NANG QUAN LY CHAT LUQONG

% Hoach dinh chat lugng

% T6 chtrc thuc hién

% Kiém tra, kiém soat

% Diéu chinh, diéu hoa, phdi hop

¢ Churc nang kich thich
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Chu trinh quan 1y chat luong

Nhu cau Khach hang San pham

(QFD) l

nhu cau vé chat luong

Thiét ké san
pham phu hop

Giai thich vé nhu cau

X(,i khaIAm@,m Céc thuge tinh | SAN pham/dich vu
Cac thUQC tinh chat luong

chat luong Ké hoach, kiém soét
chat lugng

Piéu hanh san xuat

100

ongThanCong.com https://fb.com/tailieudientucntt
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Cau hoi

Tai sao cac doanh nghiép ngay cang guan
tam dén chat luong va quan Iy chat lugng.
Hiéu qua cua quan Iy chat luomngj thé
hién qua cac tiéu chi nao?
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CHUONG 5 QUAN LY CHAT LUONG DICH VU

1. Ban chat cua dich vu va chat luong dich vu
Cac mo cung tng dich vu chat luong

Tiéu chi danh gda do luong chat luong dich vu

> W N

Quan Iy chat lugng dich vu
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2 L A

Ban chat cua chat lwong dich vu

Dich vu va dic diém cua dich vu
Chat lwong dich vu

Nhan biét, do luong chat lugng san pham, dich vu

Cac mo hinh quan Iy chat luong dich vu
Quan ly khach hang trong dich vu

Quan ly nhan vién dich vu
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DICH VU VA PAC PIEM CUA DICH VU

Tam quan trong ctia quan |y chat luong dich vu
Khai niém va dic diém cua dich vu
Cau truc ctia hé thong dich vu

Cac loai dich vu
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Tam quan trong ctia quan 1y chat luong

dich vu

Tai sa0 can quan tam ¢Gi qudn 1y chat lirong trong
dich vu ?

e Vitri, vai tro cua khu vuc dich vu trong hién nay
« Tam quan trong chién luoc ciia chat lwong dich vu

» Loi ich ctia quan 1y chat luong dich vu mang lai
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Vi tri, vai tro cua khu vuc dich vu

Chuyén dich co cau kinh té theo hudng hién dai
Chiém ty trong 16n trong GDP

Giai quyét phan 16n viéc 1am

Pap (g nhu cau tong hop ctia con ngudi

Pa dang hoa hoat dong cua cac cong ty
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Khai niém va dic diém cua dich vu

Dich vu la gl ?

Dich vu la cac hoat dong hay moét
qua trinh cung céap loi ich cu thé cho
khach hang truc ti€p va mang tinh vo
hinh
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Cac dac diém cua dich vu

VO hinh

Pau vao da dang, kho tiéu chuan hoa
Quan hé truc tiép voi khach hang

Qua trinh cung cap va tiéu dung dong thoi
Khong co dich vu du trir

Tinh thoi vu cao
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CAU TRUC CUAH

2 THONG DICH VU

B0 phan
nd1 bo

B0 phan
bén ngoai

Co so vat chat
San pham d1 ken

Nhan vién

Khach hang A

Dich vu chinh

—

/ D1c‘1~vu GTGT
HO Cong
tro thém

Khach hang B
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< Phan loai dich vu >

/

(Theo kha nang\
tiéu chuan hoa

v'Dich vu cb
kha nang tiéu
chuan hoa cao

v Dich vu theo

y&u cau
\_ /

(MU.’C do san )
pham di kém

v'Dich vy
thuan tuy-

v'San pham

\

(Mirc tiép XUc )
véi khach hang
v'Dich vu co

muc do tiép XUcC
thap

v'Dich vu c¢0
murc do tiép xuc

thuan tay

- J

\:20 J

110


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

Phan loai theo mwrc do san phcfm di kem

Dich vu thuan tay
100% dich vu

100% san pham

San pham thuan tay


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

MO HINH CHAT LUONG NHAN THUC

Chat luong
mong doi

Chat Iuvong Chat luong
nhan thire Trai nghiém

CLTT < CLMD: Khong hai long

CLTT = CLMD: Thoa man
: CLTT > CLMD: Thich thd

Thong tin thi truong
Truyén miéng
Quang cao

Thuong hi¢u

Chat luong
Chtrc nang

Chat luong
cam nhan
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MO HINH “5 KHOANG CACH CHAT LUGNG DICH VU”

Truyén miéng | | Truyén miéng | | Truyén miéng

Truyén miéng

v v

v

v
¥

"Mong doi cua KH |
Khach hang ™ (&);

Khach hang

Cam nhan cua KH |«

e mmmmcmmmmme

| Truyén thong téi

O,

Cung cap dich vu
1 " : :
D T 1

Thiét ké va tiéu

khach hang

T

chuan dich vu

Co s& ). t

dichvu  |Cam nhan cua CSDV
veé mong do1 cua KH

Co so
dich vu

113
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Tinh cam

thong
(Empathy)

Tinh htru Tinh dam

hinh CAC TIEU bao
(Tanggible CHI PO (Assurance)
LUONG
CLDV

Tinh trach
nhiém
Ressponsiveness

Tinh tin cay
(Reliability)
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PO bién

thién 1on

Thoi diém
biét sur that

Chat luong

con nguoil bAC DIEM

CHAT
LUONG
DICH VU

Chat luong
nhan thic

Thién vé

qua trinh

115
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QUAN LY NHAN VIEN PHUC VU

Nhan biét vi tri vai tro ctia nhan vién phuc vu
Xac dinh chirc nang cuia nhan vién phuc vu
Hiéu biét tinh thé cua nhan vién phuc vu

Nam bat cac chién lwoc ctia nhan vién

Xac dinh cac y&u cau doi véi nhan vién dich vu.
Xay dung kich ban va dao tao

Ho tro

CAac y&u cau doi voi nguoi quan 1y dich vu
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Quan ly nhan vién phuc vu

. Quan hé vo1 khach hang
. Quan hé v6i1 cong viéc

. Quan hé vadi phuong tién vat chat
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QUAN TRI CHAT LUONG DICH VU

Xac dinh muc tiéu chinh sach chat luong dich vu -
SMART

Hoach dinh, dam bao Vva cai tién chat luong dich vu
Giam sat danh gia phat hién 16i trong qué trinh

sang tao va cung ung dich vu
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CAC YEU TO CO BAN CUA QUAN TRI CHAT LUONG
DICH VU

Lanh dao

Khach
hang

Hé thong Nguon
QTCL hye
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CHUONG 6: CAC CONG CU THONG KE TRONG KIEM
SOAT CHAT LUONG

1. Thuc chat va vai tro ctia kiém soat qua trinh bang
thong ké
2. Bay cong cu thong ké truyén thong

3. Cac cong cu madi
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Thuc chat ctia SPC

Khal niem SPC:

Kiém soat chat lugng bang thong ké(SPC —
Statistical Process Control) ): st dung cac ky
thuat thong k& trong thu thap, st ly, phan tich céac
dit liéu thu dugc tir cdc qué trinh hodc két qua
cua cac qua trinh nhu mot bién phap quan trong
trong giai quyét cac van dé vé chat luong.
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Khai niém qua trinh

Mot tap hop cac hoat dong trong do
cO su két hop gilta may, thiét bi voi
lao dong dé chuyén hoa cac yéu to
dau vao thanh san phém hoac dich vu

mong mudn

11/28/2020 122
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Su bién dong cua qua trinh

Su bién dong cua qué trinh: nhitng dao doéng cua
cac hoat dong va cac yéu to trong hé thong lam cho
két qua dat duoc tir cing mot qua trinh khac nhau
» Khéc biét trong cing mét san pham

» Khéc biét giita CAC san pham

» Khac biét co tinh chu ky

11/28/2020 123
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Nguyén nhan gay ra su bién thién cua
gua trinh

» Nguyén nhan thong thuong: Bién dong ngiu nhién -
Ban chat cua qua trinh dem lai

v Thiét bi cil,

v Diéu kién, moi truong lam viéc

v Nang Iuc chuyén mon cua nguoi lao dong

» Qua trinh 6n dinh: Chi c6 bién ddng ngau nhién

11/28/2020 124
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Nguyén nhan gay ra su bién thién cua
gua trinh

 Nguyén nhan dic biét (khdong ngau nhién): Tac dong
bat binh thuong:
v’ Str dung nguyén liéu khong dam bao chat lugng
v’ May, thiét bi lap dat khéng ding
v Dung cu bi hu hong
» Qua trinh khong 6n dinh: Nhitng bién dong khong
ngau nhién
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Lot ich caa SPC

Danh gia dugc nang luc qua trinh

Xac dinh tinh trang ctia qua trinh:

v On dinh, kiém soat dugc

v' Bién dong, khéng kiém soat dugc

Xac dinh nguyén nhan gay ra su bién dong cua qua
trinh

Pua ra cac quyét dinh cai tién qua trinh

Du bao duoc tinh trang ctaa qua trinh

Diéu khién, quan Iy qua trinh d6 dé san xuat san pham
hoic dich vu dap tng dugc yéu cau
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Dit liéu chat lwong

Vé muc dich

5 liéu tim hiéu tinh trang ctia mdt qua trinh
» SO liéu phan tich tinh trang

» SO liéu d@é kiém tra qué trinh

* SO liéu dé diéu hanh qua trinh

»n w2
O O

>

» SO liéu chap nhan hay tir ch6i 1 san pham

Vé tinh chat
» Nhitng bién s6 do trén thang lién tuc
» Nhitng bién s6 roi rac, dém dugc

11/28/2020 127
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Dir liéu chat luong

Veé cach thirc phan anh
* Bic tha tu: A ding truée B
» Chi so0 khuyét tat. Néu c6 A trir 1 diém; néu co B
trr 2 diém

» Gi4 trj twvong d6i: Tinh tram trong cta khuyét tat

11/28/2020 128
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Phiéu kiém tra chat luong

> Muc dich: thu thap, ghi chép trinh bay dir liéu vé
chat lugng dung deé:

» Kiém tra sy phan b6 cia mot qua trinh san xuat

» Kiém tra nhitng san pham khong hop 1é

» Phéat hién tach nhitng khuyét tat

* Tim nguyén nhan dan dén khuyét tat

» Kiém tra cudi cung trude khi giao hang
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Phiéu kiém tra chat luong

Cac buoc
« X&c dinh van dé nghién ctru
» X4C dinh loai s6 liéu thé hién ban chat
* Dinh r0 muc dich cua viéc thu thap s6 liéu
» Chuan bi phan tang s6 liéu s& thu thap
» X4c dinh phuong phap thu thap so liéu
» Thiét ké phiéu kiém tra
* Thu thap dir liéu
o Xur Iy va trinh bay két qua
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Phiéu kiém tra chat luong

Cac loai thong tin can ghi

e Tén va so hiéu san pham

« Thoi gian, noi kiém tra

» Tén qua trinh hodc thiét bi
* Tén cong viéc

* Tén nguoi van hanh

* S6 hiéu 16 san pham
« Tén va s6 hiéu cna thiét bi do

* Pic¢u kién lay mau

11/28/2020
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Vi du Phiéu kiém tra chat lugng su phan bo cua dit liéu

dudng kinh truc cua mot qua trinh san xuat

Phiéu so 4
San pham: A54 Ngay 5/7/2008
Quy dinh QD52SH Nha may: Ba son
Lo s6 8 12-36 Nguoi diéu hanh Lé Nam
X
X
X | X
X | X | X
> | X 1 X
X | X | X
X X [ X [ X X
X | X X | X | X[ XX
X [ X [ X |IX | X | X |X |X
X [ X[ X[ X | X | X | XX
XXX XIXIX | X[ XX |X
XXX XIXIX|IX|X|IX|X
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Vi du Phiéu kiém tra chat lugng chi ra cac khuyét tat

San pham: Xe may

Phiéu kiém tra

Ngay kiém tra: 1/1/2001

Giai doan san xuat: kiém tra cu6i cing  Phan xuéng: hoan chinh

Loai khuyét tat
Tong s6
Ghi cho: kiém tra toan bo

Loai

Khuyét tat vé son

Khuyét tait moi han

Khuyét tat lap rap

Khuyét tat vé dién

Khuyét tat ddong oo

Cac khuyét tat khac

Téng cong

S6 don vi sai sét
11/28/2020

CuuDuongThanCong.com

Céng doan: Cubi cung
Tén nguoi kiém tra: Nguyén Van A

L0 sb: 2

Pon hang s6: NT 483
Kiém tra Tong
T 18
I T T T 21
I T ] 27
i 8
/ 2
1 4

80

I LT LT LT 47

133
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Vi du Phiéu kiém tra tinh trang 6 t6 cho thué trudc khi giao

cho khach hang

Danh séach kiém tra

Phia ngoai
Sach
Dén pha
Dén béo do xe
Dén bao doéi hudong chay
Béanh xe bom dung 4p suit
Binh xing day
Nhiing chd méo mo, tray suét
Ngan dong co
Muc dau
Chat luu truyén dong
Chat luu tdn nhiét
Day cua roa
May diéu hoa
11/28/2020

CuuDuongThanCong.com

Ngéan hang
Sach
Béanh xe du phong dtng &p suat
Co kich
Bén trong
Sach
Kinh sach
Pén pano
Radi 0
Diéu hoa khong khi
Khéi dong may chay thir
Chuyén déng phanh
Phanh
Banh lai
134
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So dd l-uu trinh

Thuc chat: hinh thirc thé hién cac hoat dong can thuc
hién ctia mot qua trinh hoat dong thdng qua so d6 khoi
va Ky hiéu

Bit dau

Cac hoat dOng

<> Quyét dinh

[ ] Két thic

11/28/2020
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So d0 1-uu trinh tong quat

Cac hoat dOng Két thﬁc]

Khong tot
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Muc dich, y nghia

Nhan biét qua trinh
Nguoi thuc hién hiéu biét rd qua trinh
Phat hién cac hoat dong thira loai bd
Cai tién qua trinh
Hiéu duogc su can thiét phdi hop trong toan bo

qua trinh
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So dd l-uu trinh

Y&u cau khi 1ap so do:

» Nhitng nguoi thiét 1ap 1a nhitng ngudi 18n quan
truc tiép

» Tat ca moi thanh vién déu tham gia 1ap so do

* Moi dir li€u phai trinh bay ro rang

» Pit cang nhiéu cau hoi cang tot
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http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

11/28/2020

So dd l-uu trinh

Str dung nguyén tic 5SWH - 1H

Caigi?
Al

O dau
Khi nao
Ta1 sao

Nhu thé nao

nat ?
N0 ?
nere ?

nen ?

S £ £ £ %

Ny ?

How ?
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Vi du So d0 1-uu trinh san xuat chi may va théu ciia Cong ty
Coast Total Phong phu

Can thudc

Y

nhudm

Danh x06p so1

Hoan tat

Z Lam la1 <
Pha ché
thudc nhuom A 9
Hiéu chinh | <
Chuénbisgi| | Nhuém , Ho .
moc
. 1 A X n Pat
Danh Ong Say kho |+—

Vit

11/28/2020

CuuDuongThanCong.com
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Kiém tra

140
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Biéu do Pareto

Thue chat: DO thi hinh ¢t phan anh dir liéu chat
luwong dugc sap xép theo thir tu tir cao dén thap

Tac dung:
*  Cho thay rd kiéu sai sot pho bién nhat
X&c dinh tht tu -uu tién giai quyét van dé

¢ Két qua cua hoat dong cai tién chat luong
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Biéu do Pareto

Cac buorc:

Xac dinh cac loai sai sot va thu thap dir liéu
Sap xép dir liéu trong bang theo tht tu nho dan
Tinh ty 1& phan trim cua tong cac dang sai 6t
Xac dinh ty 1¢ phan tram theo sai sot tich ldy.
V& d0 thi cot theo ty 1é % cua cac dang sai SOt
V& do thi tich liy theo % tich lay da tinh.

Ghi cac thong tin can thiét

11/28/2020
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11/28/2020

Vi du Biéu d6 Pareto

Dang khuyét tat S6 luong
Khuyét tat vé han 114
Khuyét tat vé son 212
Khuyét tat do lap rap 18
Khuyét tat do tién 42
Cac khuyét tat khac 14
Tong s6 400

143
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Vi du Biéu d6 Pareto

Dang khuyét tat S6 luong % % tich liy
Khuyét tat vé han 212 53 53
Khuyét tat vé son 114 28.5 81.5
Khuyét tat do lap rap 42 10.5 92
Khuyeét tat do tién 18 4.5 96.5
Cac khuyeét tat khac 14 3.5 100
Tong 6 400 100

11/28/2020
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—e— % tich lay

N %0

\

92

Vd

Vi du Biéu do Pareto

aeyy 181 19Anyy 9e
udl op 11 1oAnyy
des | op 11 19Anyy
uos g 181 19Anyy

Uey 9A 181 19Anyy

120

100 -+
80 -+
60 -+
40
20

0
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So d6 nhan qua

Thuc chat, biéu dién moi quan hé gitta két qua va
nguyén nhan
Muc dich, ¥ nghia:
« X&c dinh nguyén nhan gay ra cac van dé chat l-uong
va dé xuat giai phap khac phuc
« Hinh thanh thoi quen 1am viéc tim hiéu nguyén nhan
* Poéng gop vao viéc dao tao ndng cao nhan thirc
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So d6 nhan qua

Yéu cau:
«  Pén tan noi Xay ra su viec dé tim hiéu
Khuyén khich moi ngudi phat biéu y kién

. Léng nghe y kién cua nhirng ng-uo1 truc tiép
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So do nhan qua
Céach Idp biéu do:
1. Chon chi tiéu chat lugng can phan tich
2. V& chi tiéu bang miii tén & dau ghi chi tiéu chat lugng
3. Xac dinh nguyén nhan chinh anh hudng dén chi tiéu
chat lugng
4. V& mdi nguyén nhan bang mot nhanh chinh
5. Liét ké tat ca cac nguyén nhan cap 2 ra giay
6. V& mdi nguyén nhan cap 2 bang 1 nhanh nhé
7. Liét ké tiép cac nguyén nhan cap 3 va ct thé
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So do nhan quéa 4M
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So do nhan qua

May, thiét bi Con nguodi Do luong
(Machine) (Men) (Measurement)
\ ’

Chi ti€u
chat l-uong

Nguyén liéu Ph-uvong phap “MO1 truong
(Materials) (Methods) (Environment)

11/28/2020
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Biéu db phan b6 mat do

Thuc chat: 1a 1 do thi hinh cot cho thay bang hinh anh
su bién dong cua 1 tap hop dit liéu vé mdt chi tiéu chat
lrong do mot qua trinh tao ra

|y do: dir li€u do qué trinh tao ra phan tan, dao dong
Khong theo quy luat

Muc dich. Xac dinh tinh trang ctia qua trinh binh
thuong (phan bo chuan) hay bat thuong (phan bo khong
chuan

Yéu cau: S6 dir liéu phai du 16n > 50

11/28/2020 151
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Vi du

Po luong két qua 1 chi tiéu chat luong ciia mot qué
trinh ¢6 s6 liéu nhu sau: 8,1,7,6,5,4,6,7,5,7,6,7,6,8.
Hay nhan xét tinh trang cua dir li€u cua qua trinh do

> X X X X
1 X X X X
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Xay dung Biéu d6 phan bo mat do

Phuong phap khoang chia
Bl Tim X, . va X .
- X
B3. Xac dinh s6 16p k thich hop: max (hang, cot)
B4. Tinh d6 rong cua 16p: h = R/K
B5 Xac dinh bién gidi 16p bat dau tr X . - K; = X, + h/2

B2. Tinh d0 rong: R = X, min

B6. Lap bang phan bo tan xuat cho cac 16p
B6. V&, nhan xét bicu do
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Cac dang biéu do phan bo mat do

Cac dang phan bd khodng chuan: b, ¢, d, e, f

a. Dang phan
bo chuan

11/28/2020 154
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Vi du Xay dung Biéu d6 phan bo mat do
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Vi du Xay dung Biéu d6 phan bo mat do

Xnax = 39; X = 24

R=39-24=15

K=8

H=15/10=1,875 lamtron=2

Xnin HI2=24-1=23
=23+1=25
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Vi du Xay dung Biéu d6 phan bo mat do

Lop | Bién gidi Gt gilta | Tan suat xuat hién SL
1 23 — 25 24 |/ 2
2 25— 27 26 (T T 13
3 27— 29 28 (T 19
4 29 — 31 30 (Hrian | 27
5 31-33 32 (M 17
6 33—-35 34\ 16
7 3537 36 |/ 4
8 37 -39 38 |/ 2

11/28/2020

157



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

Vi du V& biéu do phan bd mat do

11/28/2020 158
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Bai tap Biéu do phan bo mat do

D@ li€u (don vi: mm)

5.2 4.2 5.8 5.7 4.4 6 5.5
4.9 5.7 4.6 5.6 5.6 5 5.4
5.6 4.4 4.1 5.3 5.4 5.1 6.2
5.3 4.7 5.4 5.5 6.3 5.1 4.5
5.1 6.2 4.7 4.9 4.3 5.5 6.1
5.5 4.6 5.8 5.1 4.8 5.5 5.1
5.8 6.4 5.6 5.6 5.2 5.6 5.4
5.4 4.8 5.3 5.9 6.5 5.8 5.7
5.3 5.9 5.5 5.3 5.1 6.7 5.8
5.2 5.4 5.7 5.8 5.5 5.9 6.1
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Nang luc qua trinh

Kha ning cua 1 qua trinh hoat dong dé san xuat ra san
pham nam trong dung sai mong muon trong trong mot
gial doan lau dai xac dinh

USL — LSL

C =
P

60
Cy : Chi s6 ning luc qué trinh

USL.: dung sai trén (dac tinh k¥ thuat cho phép)
USL.: dung sai dudi (dac tinh k¥ thuat cho phép)
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Nang luc qua trinh
Muc tiéu

* Chon qua trinh c6 dt niang luc tao ra san pham dap ung
duoc nhitng quy dinh k¥ thuat cho pheép.

 Quan ly qua trinh dé san xuat san pham hoic dich vu
dap Umg duoc yéu cau ky thuat quy dinh va nhu cau cua
khach hang

e (Cai tién qua trinh /hodc san pham dap Gng yéu cau cia
khach hang
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At

an xua

\
N

T

Pinh luat Phan bd chuan

- 99,720
. 95,44% -

(14 tr1 trung binh

;ThanCong.com https://fb.com/tailieudientucntt
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Nang luc qua trinh

Cp< 1. Qua trinh khong du nang luc

1<Cp< 1,33 Qua trinh du nang luc va duoc kiém Soat
binh thuong

Cp > 1,33: Qué trinh ning luc tot va kiém soat chit ché

Hay: LSL < GTTB +, - 3 d6 1éch chuan: Qua trinh co6
du nang luc
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Vi du: Mot nha quan Iy phai quyét dinh chon 1 trong 3 thiét bi
dudi day dé san xuat cai truc ¢6 dung sai 1a 0,5cm. 3 thiét bi cé
dd 1éch chuan nhu sau

Thiétbi | Do 1éch chuan (cm)
A 0.10
B 0.15
C 0,30

Hay quyét dinh may nao c6 kha niang dap (g yéu cau trén.
Gia sur gia tri trung binh cua qua trinh trung véi duong kinh
danh nghia cua truc
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Giai

Thiétbi | Do léch chuan (cm) | Ning luc cua thiét bi
A 0.10 0,30
B 0.15 0,45
C 0,30 0,90

So véi dung sai cho phép ta thay may A, va B c0 thé
dap tmg yéu cau nay
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Tinh Cp

Thict | DJléch | Nang lyc C,

b1 chuan (cm) | cua thiét bi

A 0.10 0,30 0,05/0,03 = 1,67
B 0.15 0,45 0,05/0,45=1,11
C 0,30 0,90 0,05/0,90 = 0,56

RO rang may C qua trinh khong da nang luc
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Bai tap thuc hanh

So liéu kiém tra chon mau gia tri trung binh duong
kinh cua 1 tam kim loai (tinh bang mm) do 1 may
dap tao ra thu dugoc nh-u sau: 52.01; 52; 52.02;
51.99; 51.96 ; 51.97; 51.96; 51.98; 51.97; 51.96;
Biét muc tiéu cta cac tam kim loai 1a 52mm va dung
sal cho phép tir 51,95 mm - 52,05 mm. Hay danh gia
nang luc ciia may dap nay.
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BIEU PO KIEM SOAT

Thue chat. Do thi biéu dién su bién thién ctia qué trinh
san xuat thdng qua cac thudc tinh chat lugng cO cac
duong thong ké dic trung.

v Puong trung tam
v' Gi6i han kiém soat trén va duéi
v’ Gi4 tri trung binh cua cac chi tiéu chat luong

v Dung sai tiéu chuan k¥ thuat cho phép
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CAC DUGONG CHINH CUA BIEU DO KIEM SOAT

USL
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MUC TIEU CUA BIEU DO KIEM SOAT

« Pat dugc su 6n dinh cua qua trinh
v Mot qué trinh 6n dinh (kiém soat duoc) cO thé
dap tmg yéu cau cua khach hang?

« Cai thién nang luc cua qua trinh thong qua:
v/ Thay doi gia tri trung binh

v’ Giam murc d6 thay doi ngau nhién
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Lot ich

e Nguoi sir dung kiém soat dién bién ctia qué trinh
* Gilp du doan trude dugc dién bién ctia qué trinh
« Cho phép qua trinh dat duoc

v’ Chat lugng cao

v’ Chi phi thap

v’ Nang luc ¢6 hiéu qua cao hon
» Cung cap tiéng noi chung cho cac doi tuong

* Nguodi van hanh tmg xir dung
 Phan biét cac loai nguyén nhan - hanh dong chinh xac
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Lot ich

« Khi qué trinh 6n dinh giup:

v’ Xac dinh gua trinh sé chap nhan dugc khi dap
tng duoc cac dic tinh cta san pham

v/ COng nhan ung xt tot trong van hanh may
v Muén cai tién gidm sy bién thién phai thay doi
qua trinh

v Khi c6 sy bién dong phai phat hién nguyén nhan
dic biét dé loai bd
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CAC TRUONG HOP CUA PO KIEM SOAT

Qua trinh 6n dinh va san pham nam trong ranh giéi
dung sal

Qua trinh on dinh va san pham nam ngoai ranh gidi
dung sai.

Qua trinh hon loan va san pham nam trong ranh gidi
dung sal

Qua trinh hon loan va san pham nam ngoai ranh gidi
dung sal
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Bit dau , X
© Cach 1ap biéu do

Thu thap s6 liéu

Lap bang tinh toan dir li€u

Tinh cac gia tr1 BT, GHT,GE

!

Vé biéu do
Nhan Khoéng binh - - X
xét quéa thwong Tim nguyén nhan
trinh
Binh th-uong

Dung biéu do chuan dé kiém soat £, 1
L . Két thuc
qua trinh trong tuong lai

ongThanCong.com https://fb.com/tailieudientucntt
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Cac truong hop khong kiém soat dugc
Bat ky mot diém nao vuot ra ngoai cac duong gidi
han kiém soat
2 trong 3 diém lién tiép nam & ving A
4 trong 5 diém lién tiép nam & ving B
7 diém lién tiép nam & mot bén cia duong tam
7 diém lién tiép tang hodc giam lién tuc
Dang thay doi theo chu ky

Dang phan b can 2 dudng kiém soat
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Cac truong hop khong kiém soat dugc
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x
~

CAC LOAI BIEU PO KIEM SOAT

Loai bieéu d6

Bidu dd gia trj trung binh X -2 x X+4, R
Biéu do phan tan R _ X g, D4R
R N DsR
Biéu do dé I&ch tiéu chuan s - _ 2 s, Bss
S —
Bi€u d0 ty |€ % san pham _ 2P Sl
khuyét tat g P+ 1-°)
— N
Biéu d6 sb lwong san phém o = 2 o ! 3\, (1 )
- - np np + 3ynp(1 —
khuyét tat N P P P
. ) I _ Z C . —
Biéu dO0 khuyét tat c c — i ¢ + 3+/c
N
Biéu d6 sb khuyét tat /san Y u.

u=+3

C
[|
=z
S

pham u

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Vi du Biéu d6 kiém soat thudc tinh C
Ung dung: Kiém soat s6 khuyét tat trong mot san pham
hoac so6 tal nan xay ra trong mot don vi thoi gian

* BPuong tam
> ¢

N
e Gi6i han trén va dude = Vo

c *3vc
« C. S6khuyéttatt  oHip =c —sc

* P4 1éch chuaic =

GHT

- N: SO san pham quan sat
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Vi du Nguoi ta tién hanh kiém tra 25 chiéc xe mdi xuat xudng
véi SO liéu thu dugc nhu sau. Hay 1ap biéu do kiém soat va
nhan xét qua trinh nay

TT S6 16i TT S6 16i TT S6 16i
1 5 10 5 19 5

2 6 11 4 20 5

3 3 12 3 21 12
4 5 13 5 22 4

5 3 14 4 23

6 6 15 9 24

7 6 16 11 25

8 7 17 3 139
9 5 18 7
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C:

N

GHT = C *3+/C =556 +3./556 = 22 .24
GHD = C —3+/C =556 —3+/5.56 — —1.52

25

Biédu dd C

20

15

—e— Series 1l

10

—m— Series?2

Series3

O 11

Series4a

13 15 17 19 21 23 25

CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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Vi dy Bi€u d6 kiém soat thudc tinh P
Biéu d6 P: Biéu d6 phan trdm phé pham
» Ung dung: Kiém soat phan trim phé pham

‘ . _ 2P
* Duong tam p = '

« Do léch chuan o - \/55‘ P
N

* GIdi han trénva du6i o = o 3\/55_ p—
N
_—_ . [p% -
A S S GHD =~ p ~ 3\/
* PI: SO phé pham N

e n: Tong s6 san pham kiém tra

* N: S6 san pham trong 1 mau

gThanCong.com
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Cong ty Western Jean lay 20 mau trong 20 ngay, moi mau gom 100
bo quan 40 Jean va phéat hién ra so 161 nhu sau. Hay xay dung biéu
do P nham xac dinh khi nao qua trinh cé thé khong kiém soat dugc

Mau S6 khuyét tat Mau S6 khuyét tat
1 6 11 12
2 0 12 10
3 4 13 14
4 10 14 8
5 6 15 6
6 4 16 16
7 12 17 12
8 10 18 14
9 8 19 20
10 S 0 20 ST It o
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Biéu dd kiém soat thudc tinh P

Mau |Khuyét tat | % khuyét tat
1 6 0.06
2 0 0
3 4 0.04
4 10 0.1
5 6 0.06
6 4 0.04
{ 12 0.12
8 10 0.1
9 8 0.08
10 10 0.1

Mau |Khuyét tit | % khuyét tat
11 12 0.12
12 10 0.10
13 14 0.14
14 8 .0.08
15 6 0.06
16 16 0.16
17 12 0.12
18 14 0.14
19 20 0.20
20 18 0.18

https://fb.com/i
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* Duongtdim p = = = 0,10

e 3101 han trén va duo1

= Ef— p—_ 0,10 (1~ 0,10) _
GHT = p +3J = 0,10 +3\/ = 0,190
N 100
= Hf— p—_ B 0,10 (1~ 0,10) _
GHD ~ p 3 = 0,0 ~ 3 = 0,010
N 100

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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z
o>
c

Q
O~
v

0.25
0.2 =~
/ - —e— Series1
0.15 *\/‘ —=— Series?2
0.1 - Series3
oos e Series4
AV \/
(@) <r—T"—7F""T"""—""T""T""""""<7—TT—"TT

1 3 5 ’ 9 11 13 15 17 19
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Vi du Biéu d6 bién s6 X - R

‘Biéu dd R: Puong tim 7 - = R
N
G161 han trén GHT (R) = D4R_
G161 han dudt GHD (R) = D,R
Bidudd: x -2
Puong tam < = 2 x|
Gidi hantrén eHt (x)=x + AR
Gidi han dudi GHD (x) = X ~ AR
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Vi du biéu d6 X-R

Mau | X, X, X4 X, Xe M | X, X, X, X, X

1 11.95 |12 12.03 | 11.98 | 12.01 12 111.92 |11.95 |11.92 |11.94 |11.96
2 12.03 | 12.02 |11.96 |12 11.98 13 |11.93 |11.95 |11.98 |11.94 |11.96
3 12.01 |12 11.97 [ 11.98 |12 14 111.99 |11.93 |11.94 |11.95 |11.96
4 11.97 [ 11.98 |12 12.03 | 11.98 15 |12 11.98 |11.99 |11.95 |11.93
5 12 12.01 | 12.02 | 12.03 | 12.02 16 |12 11.98 |11.99 |11.96 |11.97
6 11.98 [ 11.98 |12 12.01 | 11.99 17 112.02 |11.98 |11.97 |11.98 |11.99
7 12 12.01 | 12.03 |12 11.98 18 |12 12.01 |12.02 |12.01 |11.99
8 12 12.01 | 12.04 |12 12.02 19 [ 1197 |12.03 |12 12.01 | 11.99
9 12 12.02 [ 11.96 |12 11.98 20 11199 |12.01 |12.02 |12 12.01
10 |12.02 |12 11.97 | 12.05 |12 21 |12 11.98 |[11.99 |11.99 |12.02
11 11.98 | 11.97 |11.96 | 11.95 |12

CuuDuongThanCol

ng.com

https://fb.com/tailieudientucntt
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Vi du biéu d6 X-R

M x R M x R
1 11.994 0.08 12 11.938 0.04
2 11.998 0.07 13 11.952 0.05
3 11.992 0.04 14 11.954 0.06
4 11.994 0.06 15 11.973 0.07
S| 12.016 0.03 16 11.98 0.04
6 11.992 0.03 17 11.988 0.05
I 12.004 0.04 18 12.006 0.03
8 12.014 0.04 19 12 0.06
9 11.992 0.06 20 12.006 0.03
10 12.008 0.08 21 11.996 0.04
11 11.972 0.05 251.769 105.5
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Vi du biéu d6 X-R

Puong tam va cac duong gi61 han cua biéu do R
Z Ri B 1’05 GHT -

. D
R ~ - ~— 0,05
N 21 GHD — D

,R 2,114 .0,05 = 0,1057

-0

Y|

3

Puong tam va cac dudng gidi han cua bicu do X

= . _ 251,769 _
X = = = 11,989
N 21

GHT (X)= X * AR =11,989 * 0,577 .0,05 = 12,0179

GHD (X)= X ~ AR =11,989 ~ 0,577 .0,05 = 11,9602

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


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

W
O~
c
Q
(0%
)
)
O}
-
L
A
)
A

0.12
0.1
0.08 4 —e&— Seriesl
*\\ —m— Series?2
0.06
Series3
0.04 \/‘_ Series4
0.02
O - 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 =
1 3 5 7 o 11 13 15 17 19 21
Biéu do trung binh X
12.04
12.02 —+ N— At — — — — A |
—e— Seriesl
11.98 —_— i
\ Series?2
11.96 +— — .
11 .04 \/”4 Series3
11.92 Series4
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Bai tap thuc hanh 1

Cong ty Greet Wood san xuét cac linh kién dién thoai d3 kiém tra lién tuc trong 24 ngay

moi hgay lay mau 200 linh kién va phat hién nhitng sai hong nhu trong bang sau. Hay Xac
dinh qua trinh hoat dong cua cong ty c6 6n dinh khéng. Can lam gi dé cai tién qua trinh do.

Ngay S6 phé pham Ngay S6 phé pham
1 6 13 2
2 6 14 4
3 6 15 7
4 3) 16 1
5 0 17 3
6 0 18 1
7 6 19 4
8 14 20 0
9 4 21 4
10 0 22 15
11 1 23 4
12 SRS T 24 ST |
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Bai tap thuc hanh 2

Cong ty Xecko san xuat 0 t0. Pé danh gia toan bd qué trinh hoat dong da cho kiém tra 24
chiéc xe moi san xuat trong 24 ngay lay mau mot cach ngau nhién. Két qua kiém tra thu
dugc trong bang dudi. Hay X4c dinh qua trinh hoat dong c6 kiém soat duoc khong. C6 thé du
b&o xu hudng chat lugng ciia qua trinh hoat déng trong twong lai nhu thé nao.

O 6 S6 khuyét tat O o S6 khuyét tat
1 6 13 2
2 6 14 4
3 6 15 7
4 5 16 1
5 0 17 3
6 0 18 1
/ 6 19 4
8 14 20 0
9 4 21 4
10 0 22 15
11 1 23 4
12 B TR 24 T |
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BAI TAP THUC HANH TONG HGOP

Cong ty Hong Thanh chuyén san xuat quat dién. Trong cudc hop
giao ban dau tuan vira qua, Ban giam doc nhan duoc bao cao 2 van
dé quan trong sau:

Bo phan bao hanh théng bao trong thang vira qua co rat nhiéu quat
F4 bi tra lai do chat luong kém.

Phan xudéng san xuat dé nghi can sém diéu chinh hoic thay thé
may tién so 3 vi may tién nay da qua ct cho nén ho cho rang may
khong dam bao viéce tién truc quat theo dung kich thudc quy dinh.
Ban Giam doc dé nghi bo phan quan 1y chat lugng xem xét 2 van
de trén va dua ra bién phap giai quyéet. Bo phan quan ly chat luong
da tién hanh kiém tra 100 san pham bi tra lai da thong ké duoc cac
sal hong sau:
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Loai sai hdng So lwong

Quat c6 tiéng kéu khi chay 7
Canh quat bi dao 77
Tudc nang bi ket 24
Phim chuyén toc do bi ket 16
M6 to hong 63
Bau quat bi ndng khi chay 13

Tong s 200
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Bo phan quan 1y chat luong ciing tién hanh kiém
tra chat lugng van hanh cta may tién s6 3. Tiéu
chuan duong kinh truc theo quy dinh la 10mm va
dung sai cho phép la 0,dmm. Trong mdi ca san
xuat bo phan kiém tra lay ra 1 mau gom 20 san
pham dé do kich thudc duong Kinh truc quat. Két
qua kiém tra thu dugc trong bang sau
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puong kinh trung bonh
cua mO1 mau (mm)

10,12

9,95

10,01

10,08

9,86

9,93

10,16

9,98

O N/O(OT|PTWIN|PF

10,07

SR
o

9,96

Hay van dung nhiing kién
thirc da hoc duoc dé xac
dinh:

Van dé sai hong chu yéu
cua quat dién can uu ti€n
khac phuc 1a gi ?

Cac nguyén nhan nao cé
thé gay ra sa1 hong cua
quat di¢n ?

C6 can phai thay thé may
tién sO 3 khong ?


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

)

BIEU PO QUAN HE

Do thi biéu hién moi twong quan giita nguyén nhan
va két qua hoic giita cac yéu to anh huong dén chat
luong.

Vi du: gitra chiéu cao va can nang hoac gitra do
chay cua banh my vd1 nhiet do. ..

Tuwuong quan duong

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


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

CHUONG 4 HE THONG QUAN LY CHAT LUONG

1. Khai quat vé hé thong quan 1y chat luong

2. Cac hé thdng quan 1y chat lugng phd bién

3. Xay dung hé thong quan 1y chat lugng
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KHAI QUAT VE HE THONG QUAN LY CHAT LUONG

% Khai niém va cac yéu to cau thanh cia HTQLCL
% Vai tro ctia hé thong QLCL
% Chirc ning cua hé thong QLCL

Phan loai hé thong QLCL
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Khai niém va cac yeu to cau thanh cia HTQLCL

Tap hop cac yéu to cO lién quan hoic tuong tac lan

nhau ctia to chirc dé thiét 1ap chinh sach, muc tiéu chat

lwong va cac quéa trinh dé dat dugc cac muc tiéu do

Trach nhiém lanh dao

Co cau to chirc, tham quyén, trach nhiém, méi quan
h¢ cua cac don v1 by phan

Chinh sach, muc tiéu ké hoach chat luong

Céac qua trinh va su tuong tac gitra cac qua trinh

ongThanCong.com https://fb.com/tailieudientucntt
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Khai niém va cac yeu to cau thanh cia HTQLCL

Cac hoat dong cua hé thong quan 1y chat luong gom
« Nhan biét cadc muc tiéu, cac qua trinh va nguodn luc can thiét dé
dat dugc két qua mong muon
 Quan ly cac qua trinh tuong tac va cac nguodn luc can thiét dé
mang lai gia tri va thu dugc cac két qua cho cac bén quan tam
lien quan
e Gilp lanh dao cao nhat téi wu viéc st dung nguodn luc co tinh
dén cac hé qua dai han va ngan han cua cac quyét dinh
 Pua ra phuong thirc nhan biét cac hanh dong nham giai quyét
cac hé qua du kién, khi cung cap san pham va dich vu
« Hé thong tai liéu chat luong
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Yéu cau xay dung hé thong quan 1y chat lugng

e Lua chon hé thong phu hop véi linh vue Kinh doanh
XAy dung dua trén nguyén tac phong ngira

* Pam bao sy tham gia ciia moi thanh vién

« (o su cam két cta l1anh dao

*  Xac dinh day du cac qua trinh

* Van ban hoa

* Danh gia thuong xuyén
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VAI TRO CUA HE THONG QUAN LY CHAT LUONG

* Phéan hé quan ly cua doanh nghiép

«  Pit ra cac yBu cau va kiém soat cac phan hé khac
* Phuong tién dam bao su thoa man cua khach hang
» Duy tri hé thong tiéu chuan va yéu cau dit ra

»  Giam chi phi san xuat

» Thong nhat trong dinh hudng va hanh dong
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Mot s6 hé thong quan 1y chat lugng

< 1509000,

< TOM

% 15022000

% HACCP, GMP
< 1S014000

’0

» 1SO31000
% 1SO50001

’0

e 1SO 17250
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CAC HE THONG QUAN LY CHAT LUONG
PHO BIEN


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

HE THONG QUAN LY CHAT LUQNG IS09000-2015

e Su can thiét ap dung ISO9000

 Thuc chat

e Cac nguyén tac

e Céac cau phan chinh ctia ISO9000

» Nhiing thay doi cia ISO9000-2015 so vai ISO9000-2008
* Co ché van hanh va cau trlc cac yéu cau cua

1SO9000-2015
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SU CAN THIET PHAI AP DUNG IS09000

Doi hoi ctia tham gia hoi nhap quoc té
Pam bao su twong dong trong quan 1y
Nang cao muc thoa man khach hang
Giam chi phi, ting ning suat

Nang cao kha nang canh tranh cua cac doanh nghiép
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SU CAN THIET PHAI AP DUNG IS09000

Tang uy tin cho doanh nghiép

Thay doi vin hoa quéan 1y ctia doanh nghiép
Vuot rao can phap ly

Nhan vién nhan thirc ro rang trach nhi€ém hon

Tao co so tin cay cho nguoi ticu dung
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THUC CHAT CUA ISO9000

v ISO: (Intarnational Organisation for
Standardization) - T6 chtic quoc té vé tiéu chuan hoa

« |SO9000-1987

« [S09000-1994

« 1S0O9000-2000

« |1SO9000-2008

« 1S0O9000-2015
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THUC CHAT CUA ISO9000

Hé thong van ban quy dinh cac yéu cau vé hé
thong quan Iy nham dam bao, duy tri va ap dung
cac bién phap cai tién chat luong khdng ngung dé
thda man khach hang, yéu cau cua dinh ché khac va

nang cao hiéu qua san xuat kinh doanh
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THUC CHAT CUA ISO9000

C6 tinh quoc té, ap dung nhat quan

Ap dung cho moi linh vuc, loai hinh doanh nghiép
Tiéu chuan vé hé thong quan Iy

Chat lugng hé thong quyét dinh chat lugng san pham
Khong ap dit, bat budc chi néu nhitng huéng dan.
Khong phai 1a diéu kién thanh cong, song 1a diéu can

cho su tham gia hd1 nhap.
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CAC CAU PHAN CHINH CUA IS09000

1SO9000 - 2015

1SO9000: Co s& va nguyén tac
ISO9001: Cac yéu cau

1SO9004: Hudng dan 4p dung
1SO19001: Mo1 truong
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Dinh hudng thay doi trong 1S09000-2015 so
v6i 1S09000- 2008

Y&u cau rd rang vé tu duy dua trén rai ro

Phuong phap tiép can theo PDCA

Tang cuong 1anh dao tap trung vao boi canh cua to chirc
Phan anh mOi trudng phic tap dang gia tang

Nhan manh hon vao viéc dat két qua mong muon
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Nhitng diém maéi cua 1S09000-2015 so
véi 1SO9000- 2008

Tao diéu kién thuén lgi cho tich hop voi cac hé thong
quan Iy khac va cac dinh hudng chién luoc

r

Tang cuong tinh linh hoat ctia hé thong

Giam b6t cac yéu cau xay dung tai liéu dang vin ban
Don gian hoa cac khai niém, thuat ngir

Nhan manh tinh dic thu ctia san pham, dich vu, rii
ro, Cac yéu to ndi bd, bén ngoai anh hudéng dén hoat

dong cua doanh nghiép
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Mot so thay doi thuat ngir trong

1SO9001-2008

San pham

C&c diéu khoan loai trix

Pai dién lanh dao
Hé thong tai lidu

MOI trrong lam viéce

Thiét bi theo dbi, do luong

San pham mua vao

Nha cung tng

ccccccccccccccccc

1SO9000-2015

1SO9001-2015

San phém, dich vu

Khong st dung (Lam ro kha
nang ap dung

Khéng dé cap

Thong tin dang van ban

MOI truong cho viéc thuc hién
cac qua trinh

Nguon luc theo di, do luong
SP, DV do b&n ngoai cung cap
Nha cung cap bén ngoai
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TAI LIEU CUA HE THONG QLCL

1SO9001-2008 1SO9001-2015

e Chinh sach chat lugng THONG TIN

* Van ban quy trinh thu tuc DANG VAN BAN
»  Tai liéu lap ké hoach,van hanh CUA HE THONG
va kiém soat chat lugng QLCL

« Ho so chat lugng
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Nhitng diém méi cuia 1SO9000 — 2015
s0 voi 1S09000- 2008

B6 sung thém khai niém va nodi dung yéu cau doi véi
cac bén lién quan

Quy dinh phai hoach dinh rdi ro va co hdi

Phai quan Iy tri thitc ctia to chitc (xac dinh, luu trit,

chia sé, cap nhat, bo sung cac tri thirc can thiét)
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Dinh hudng
khach hang

Quan ly cac
mo1 quan
hé¢

Su
lanh dao

QD dua
trén bang
chung

Su tham gia
cua mo1
nguo1

Tiép can
theo qua
trinh
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Hé thong quan 1y chat luong theo 1SO9001-2015

To chure va
boi canh

Yeu cau
cua

khach hang

Nhu cdu va
mong doi cua
cac bén lién
guan

Lap ké
hoach

Hanh
dong

Ho tro va
diéu hanh

|

Cac yéu
cau

Cai tién

Thuc
hién

Danh gia
<«—> két qua

hanh dong

Kiém
tra

Sw hai long
cua khach
hang

Két
qua
cua HT
QLCL

San
pham va
dich vu
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Céac diéu khoan

1SO9001-2015 1S09001-2008
1. Pham vi 1. Pham vi
2. Tai liéu vién dan 2. Tai liéu vién dan
3. Thuat ngtr va dinh nghia 3. Thuat nglr va dinh nghia
4. BO6i canh cua tb chirc 4. HTQLCL
5. Su lanh dao 5. Trach nhiém lanh dao
6. Hoach dinh 6. Quan Iy nguon luc
7. HO tro /. Tao san phém
8. Picu hanh 8. Po luong, phan tich va
9. Panh gia két qua hoat dong  cai tién

10. Cai tién tién
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BOI CANH CUA TO CHUTC

Hiéu t6 chitc va boi canh cua to chire lién quan
dén muc dich va dinh huéng chién luoc

«  Van dé noi bd

e Thong tin moi truong bén ngoali

e CO0 thé dung SWOT
Hiéu nhu cau va mong doi ctia cac bén lién quan
Xac dinh pham vi cia HTQLCL (kha nang)
Hé thong cac qué trinh can thiét cia HTQLCL
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SU LANH PAO

* Su lanh dao va cam két

v' Trach nhiém giai trinh doi véi hiéu luc cia HTQLCL

v" Thiét 1ap chinh sach va muc tiéu chat luong gan véi
dinh huéng chién lugc, boi canh va truyén thong

v Sy tich hop cac qué trinh cta hé thong

v" Thic day tiép can theo qua trinh va rui ro

v Pam bao, 16i cuodn, hd trg, thic day cai tién

v Phén cbng trach nhiém, guyén han
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HOACH DINH

« Hanh dong giai quyét rai ro va co hoi
* Hoach dinh hanh dong dé dat muc tiéu chat luong

* Hoach dinh céac thay doi
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HO TRO

+  Nguon luc:

Con nguo1

Co s6 ha tang

MOo1 trudong cho viéc thuc hi€n cac qua trinh
Theo do1 va do luong

Lién két chuan do luong

Tri thitc ctia to chire

Nang luc

Nhan thtc

Trao do6i thong tin

L X 8 XX KX

Thong tin dang van ban

ongThanCong.com https://fb.com/tailieudientucntt
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THUC HIEN

« Hoach dinh va kiém soat viéc thuc hién

e Yéu cau doi vdi san pham va dich vu
v Trao d6i thong tin v6i khach hang
v' Xac dinh yéu cau ddi v4i san pham, dich vu
v Xem xét yéu cau d6i voi san pham, dich vu
v" Luu giit thong tin dang vin ban vé viéc xem xét
v' Thay d6i yéu cau d6i voi san pham, dich vu

* Thiét ké va phat trién san pham

e Kiém soat qua trinh, san phém, dich vu do bén ngoai
cung cap

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

» San xuit va cung cap san pham va dich vu
v/ Kiém S04t san xuat va cung cap san pham, dich vu
v/ Nhan biét va truy suat nguon goc
v' Tai san cta khach hang hodc nha cung cap bén
ngoai
v Béo toan
v Hoat ddng sau giao hang
v' Kiém soét sy thay doi
 Théng qua san pham va dich vu
« Kiém soat dau ra khéng phu hop

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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KIEM TRA DANH GIA

Xac dinh c6 dat dugc két qua du kién?
Su thoa man khach hang

Phan tich va xem x¢t danh gia

T6 chtrc danh gia ndi bd

Xem x¢€t cua lanh dao
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CAITIEN
Cac phuong phap cai tién: tranh tai dién, cai
tién nho, d6i méi
Kiém soat khéng phil hop va hanh dong khac phuc
Luu gitt théng tin dang van ban vé su khong
phu hop

Cai tién lién tuc
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CAC BUOC AP DUNG 1S09001

1. Cam két cta lanh dao

2. Thanh 13p ban ISO

3. Thué chuyén gia tu van (néu can)
4. Xay dung ké hoach ap dung 1SO9001
5. Pao tao

6. Khao sat tinh trang hién tai
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CAC BUOC AP DUNG 1S09000

7. Viét tai liéu chét lwong

8. Pho bién, dao tao va cong bd ap dung
9. Panh gi4 chat lwong nd1 bd

10. Xem xét la1 quan ly

11. Banh gia truéc khi mo1 chirng nhan

12. Xin danh gia chirng nhan
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CAC YEU CAU TRONG XAY DUNG IS090001

Vin ban hod nhitng qua trinh chil chot va bat budc
Thuc hién nghi€ém tic theo van ban da lap

Kiém tra nhirng viéc da thuc hién so vo1 van ban
Danh gia lai thuong ky

Luu trtr ho so
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QUAN LY CHAT LUONG TOAN DIEN TQM

* Khai niém TQM

* Muc tiéu cua TQM

« Nguyén Iy va yéu cau co ban ctia TQM
* Chuong trinh 5S

 Nhom chat luong
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KHAI NIEM TQM

Cach thtrc to chtrc quan 1y cia mot doanh nghiép
tap trung vao chat luong thdng qua viéc dong
vién thu hut toan bd moi thanh vién tham gia vao
quan Iy chat luvong & moi cap, moi khau nham dat
duogc thanh cong lau dai nho viéc thoa man nhu
cau khach hang, va dem lai loi ich cho moi thanh
Vién Vv cho x& hoi
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CHAT LUONG TOAN DiEN

San
pham

Chat
luwong

An toan
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MUC TIEU CUA TQM

» Lién tuc cai tién chat lvong nham théa man toi da k/h
» Tiét kiém chi phi
» Con nguoi 1a nguodn luc quyét dinh

« Nang tam cong ty 18n tam c& quoc té
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M6 hinh TQM

Lam viéc nhdm va niém tin

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


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

Nhitng diém chinh ctia TQM

« Chat lwong 1a nhiém vu hang dau.

O

Chat lugng 13 nhan thtrc ctia khach hang

* Quan ly toan dién

O O O O O O

Quan diém hé thong

Quan ly theo qua trinh

Lam viéc nhdm

Pam bao su tham gia cua cac bén lién quan
Str dung dong bd hé thong cac cong cu
Quyét dinh dua trén con so6 va su kién
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MOT SO MODULE TRONG TQM

5S

QC

Kaizen

Six Sigma
Lean

TPM
Benchmarking
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5S

. Seiri/Sang loc — nhitng gi khoéng dung dén thi bé di
hoac chuyén di noi khac

. Seiton/Sap xép — cac cong cy, dung cu duoc chuan bi
va bo tri hop 1y sao cho dé nhan biét, dé 1ay, dé tra lai

. Seiso/Sach sé¢ — V¢ sinh moOi truong lam viéc hang
ngay

- Shitsuke/San soc — duy tri cong viéc da duoc thuc
hién va nhan dién su phat trién

. Seiketsu/San sang — loai bo cac bién dong trong qué
trinh hoat dong. Chuan hoa 3S mdt cach co hé thong

239
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Muc tieu chung: tao

/' ‘a0 d a duy tri moi
Muc tiéu wng va Gyt el
truong lam viéc thuan

chung | .
. lo1, nhanh chong chinh
\ cud SS / xac, hi€u qua tai moi

noi lam viéc

240
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Muc ti€u, y nghia cua 5S

Van dé kiém soat| Muc tiéu: 5 khong Y nghia

Chat l-ugng | Khong sai hong | « Dé& nhan ra cac
Chi phi Khong lang phi lang phi

An toan Khong tai nan * Nang cao nang
Giao hang Khong cham tré suat va hiéu qua
Tm},l than Khong van d,}'l - * Pam bao an toan
Mot tr-uong | Khong 6 nhiém



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

Lot ich 5S

» Tao moi truong lam viéc thuan 191 than thién, thoai
mai hi€u qua

» Giup loai bo lang phi
» An toan va giam rui ro trong hoat dong
» Tao dung va nang cao hinh anh chuyén nghiép

> Tién hanh cong viéc nhanh hon
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Nhom chat lugng

Khai niém: Nhom chat luong 14 mot so nhiing
nguoi lao dong cung lam viéc tai 1 bo phan, tu
nguyén tham gia gip nhau thuong xuyén dé thao
luan nhitng noi dung lién quan dén chat luong, tu
quyét dinh c&c van dé can giai quyét ngay tai noi
lam viéc theo sang kién ctia nhém.

243
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Nhom chat lugng

Thuong gom 5-12 ng-uoi:

> Lay tir noi 1am viéc tryc tiép

» Thuc hién cac hoat dong cai tién

» Theo sang kién cia nhom

Triet ly cua nhom:
» Reén luyén kha nang va tan dung ti€m nang cua nhan vién
» Tao moi tr-uong lam viéc thoai mai, hao hirng, ton trong

> Dong gop vao cai tién va phat trién doanh nghiép
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T6 chtic hoat ddng ctia nhdm chat lugng

A LA Lua
Vinde " chon
van dé &

Tiéu chuan Thu t.haftp dit

hda liéu

Kiém soat Phan tich
Thuc Tim nguyén
hién nhan
Nonat /
trién ké Pua ra

hoach Chon giai iai pha
fe  phap to1 _g Phap
uu
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Tao diéu kién cho Nhom chat luong

Hé thong: co cau to chirc, trdch nhiém, quy
trinh, thu tuc, nguén luc

K§ thuat: thu thap, phan tich dir liéu va kiém
soat qua trinh

Con nguoi: Vai tro cia nguoi quan ly

246
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Vai tro cua ngudi quan Iy doi vai nhom

«  Pit ra va dat muc tiéu chat lugng
 Tao va duy tri cac diéu kién 1am viéc thuan loi
» Quyeét dinh céc kién nghi cai tién

* Trao quyén cho nhom

247
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Kaizen - Cai tién lién tuc

THAY DOI LON

(Nho{ Nhé( Nhd Nhé{ Nhol Nhé( Nng{ Nh& Nha( Nho )

BIEN Y TWO'NG NHO THANH SU’C MANH LON

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Kaizen - Cai tién lién tuc

« QuA trinh cai tién lién tuc dya trén su 16i cudn thu
hat sy tham gia cua tat ca moi thanh vién tap trung
vao nhiing thay doi nhé vé qua trinh va kj ning
duoc tai noi lam viéc

« Mot qué trinh khéng ngimg nhan biét, giai quyét
van dé cu thé tai noi lam viéc va tiéu chuan hoa

« H¢ thong kién nghi - khuyén khich nguoi lao dong
dong gop Y kién cai tién cach thue thuc hién cong

Viec
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Kaizen - Cai tién lién tuc

Hé thong cai tién lién tuc

Huy dong su tham gia ctia tat ca moi thanh vién
va trach nhiém cai tién thudc ting ngudi

ChU trong dén nhiing thay doi nhé thuc tién thiét
thuc ¢6 thé thuc hién ngay duoc tai noi lam viéc
Hudng toi thay doi phuong phap hoic k¥ ning

str dung phuong tién dé cai tién cong viéc
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SAN XUAT TINH GON — LEAN PRODUCTION
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Muc tiéu cua Lean

e Giam phé pham va su l&ng phi hitu hinh
* Giam chu ky san xuat

» Giam hang ton kho

» Cai thién ning suat lao dong

» Tan dung thiét bi va mit bang

e Tang tinh linh hoat

e Tang san lugong

252
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Triét Iy cia quan 1y san xuat tinh gon

« Lién tuc tim kiém Vva giai quyét cac van dé trong
san xuat nham loai bé moi 1ang phi

« Cai tién lién tuc dua trén phat hién va loai trur
nguén géc cta su bién dong

» Khai thac phat huy yéu t6 con nguoi: ton trong,
trao quyén

253
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Gla tr1 gla tang, Lang phi

. Gla tri gia tang

Lang phi
LEAN: loai bo moi lang phi!!!

6-254
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Loa1 bo su bién dong

Giam c4c bién dong c6 ngudn goc tir bén trong
va tur bén ngoai
Su bién dong 1a bat ctr su sai léch nao nim

ngoai quy trinh t6i wu

It bién dong sé it 13ng phi

255
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Nhitng diém chinh cta Lean

Nhan biét 1ang phi
Chat lugng tir goc
Giam hang ton kho
Lién tuc cai tién

Qua trinh lién tuc

Hé thong san xuat kéo

Chuan hod quy trinh
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Mot so hé thong quan Iy chat luong
dac thu

« Hé thong quan ly chat lugng trong
linh vuc san xuat kinh doanh thuc
pham

» Hé thong quan ly chat lugng cua Cac
quodc gla
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Hé thong thuc hanh san xuat tot -GMP
Good Manufucturing Practices

* Pham vi ap dung: Cac doanh nghi¢p san xuat ché
bién thuc pham

 Muc tiéu: Pam bao an toan vé sinh thuc pham
* Noi dung chi yéu:
— Y&u cau trong thlet ké, xay du’ng hé thong nha
Xll’O’Ilg, kho tang bén bai, co so ha tang
— Kiém soat vé sinh khu vuc nha xuong
— Kiém soat qua trinh ché bién
— Kiém soat qua trinh van chuyén , bao quan
— Kiém soat con nguoi
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Hé thong phan tich cac moi nguy-HACCP
Hazard Analysis Of Critical Control Points

* Pham vi ap dung:
— Cac doanh nghiép san xuat kinh doanh thuc pham
e Muc tiéu:

— Dbam bao vé sinh an toan toan bd qua trinh san
xuat kinh doanh thuc pham

* NO1 dung:
— Phan tich xac dinh c4c moi nguy hai va thiét 1ap
hé thong kiém soat trong yéu
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7 Nguyeén tac cia HACCP

Phan tich cac moi nguy hai tiém an

X&c dinh cac diém kiém soat t6i han nhim loai bo
cac moi nguy hai

Xac lap cac nguong tdi han

Xac dinh hé thong giam sat tinh trang kiém soat
tai Cac diém t&i han

Xac dinh c4c hoat dong khac phuc can tién hanh
Xac 1ap thu tuc dé tham tra, khang dinh hé thong
hoat dong tot

Xay dung hé thong tai liéu lién quan, hé thong
béo céo day du

ngThanCong.com https://fb.com/tailieudientucntt
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Hé thong 1S022000

ISO 22000 la tiéu chuan dam bao an toan thyc
pham trong toan bo qua trinh san xuat Kinh
doanh

Tinh quoc té

Két hop cach tiép can 1SO9001 véi HACCP.

Qui dinh thém cac yéu cau vé Hé thong quan ly
vOi cau truc tuwong tu 1ISO9001,
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Cac yéu cau doi vai 15022000

Thiét 1ap va quan 1y tai liéu

Cam két cta lanh dao

Quan 1y nguon luc

Hoach dinh va tao san phém an toan
Kiém tra Xac nhan

X4c dinh nguodn goc

Trao doi théng tin

Cai tién hé thong
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HE THONG GIAI THUONG CHAT LUONG QUOC GIA

Hé thong giai thudng chat lugng quoc gia My

Muc dich, ¥ nghia

» Kich thich cac DN M¥ nang cao chat lugng

» Thiét 1ap cac to chitc danh gia thanh tich cai
tién chat luong

* Chon loc doanh nghiép tét nhat

* Giup do cac DN hoc tap chia s¢ kinh nghiém
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Hé thong giai thudng chat lugng quoc gia M§

Noi dung chu yéu

Vai tro cua lanh dao

Thong tin va phan tich thong tin

K& hoach chién lugc vé chat lugng

Cach thure sir dung ngudn nhan luc

Bao dam chat luong san pham va dich vu

Thanh tich vé chat luong

S S B A o

Su hal long ctia khach hang
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Hé thong giai thudng chat lugng Chau au

Su thoa man khach hang
Két qua kinh doanh

Cac qua trinh

Vai tro 1anh dao

Su hail long cua nhan vién
Cac nguon tai nguyén
Quan 1y nguodn nhan luc

Puong 101 va sach lugce

© o N o O bk wDhE

anh huong dén xa hoi
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Hé thong giai thuong chat lugng Nhat ban

Chinh sach va muc tiéu
. T6 chtrc diéu hanh
G1ao duc va dao tao
Thong tin

Tiéu chuan hoa

Kiém tra

Bao dam chat lugng
Hi¢u qua cua hoat dong

© 0N o Ok WD

K& hoach cho tuwong lai
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Hé thong giai thuong chat lugng quoc gia

A S < A o

Viét nam

Vai tro cua lanh dao

Thong tin va phan tich thong tin

Dinh hudng chién luoc

Phat trién nguon nhan luc

Quan 1y chat lugng qua trinh

Cac két qua vé chat luong va kinh doanh

Théa man yéu cau cta khach hang
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Mot so hé thong quan Iy lién quan khac

e Hé thong quan Iy moi truong
1SO14000

» Hé thong trach nhiém xa hoi
SAS000
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Hé thong quan Iy moi truong 1SO14000

Tiéu chuan quy dinh cac yéu cau vé quan Iy
nhitng yéu t0 anh hudng tdi moi truong trong
qua trinh hoat dong cua 1 to chtrc nham giam
thiéu tdc dong gay ton hai t&i moi trudng va

thudng Xuyén cai tién két qua hoat dong vé moi

trueong
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Loi ich cua 1ISO14000

Gilp to chure xac dinh va quan 1y toan dién cac van dé
mo1 truong

Kiém soat dam bao dap tng cac yéu cau cta phap luat
Phong ngira rui ro, ton that tir cac su co vé moi truong
Nang cao hinh anh cua t6 chirc

Tao loi thé canh tranh

Tiét kiém chi phi

Giam cac bénh nghé nghiép nh& méi truong sach hon,
an toan hon.
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Mot s6 hé thong quan Iy moi truong
1SO14000

1SO 14001 - Cac yéu cau va hudng dan sir dung

ISQ 14004 - Hu’é’ngN dan chung vé nguyén tac, hé
thong va k¥ thuat ho trg

1SO 14006 - Huéng dan két hop thiét ké sinh thai
ISO }4015 Panh gia mo1 truong cua cac trang web va
cac to chure

ISO 14020 -Nhan moi truong va khai bao

ISO 14030- Théo luan vé danh gi4 m6i truong sau
san xuat
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1SO14001: C4c yéu cau va huéng dan su dung

« Nguyeén tac

— Ké hoach- thiét 1ap muc tiéu va quy trinh can thiét

— Thiét 1ap cac quy trinh thuc hién

— Kiém tra - Po luong va giam sat cac quy trinh -
Bao cao két qua

— Hanh dong cai thién hi,éu suat ctia hé thong quan Iy
mOI truong dua trén két qua

— Qua trinh cai thién lién tuc
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Hé thong tiéu chuan trach nhiém x& hoi
SA8000

SAB000 - céc yéu cau can dugc dap g boi cac
to chﬁc, bao gom Vi‘éC thiét 1ap hoac cai thién
quyén cong nhan, diéu kién noi lam viéc va hé
thong quan |y hiéu qua.

Lan tht tu cua

Tiéu chuan tu nguyén,

Puoc xac minh bén thir ba
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Hé thong tiéu chuan trach nhiém x& hoi
SA8000

* Cancu
— Tuyén b6 Nhan quyén cia Lién hop quéc,
— Cac cong udc cua ILO,
— Céc chuan myc nhan quyén quoc té va

— 1Lt lao dong quoc gia.
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Loi ich cua SA8000

Tang tinh canh tranh
Giam chi phi
Tang vi thé trén thi truong lao dong

Tang su gan bo trung thanh cta nguoi lao dong
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Cac yéu cau ctia SA8000

. Lao dong tre em

. Lao dong cudng birc hoac bat budc

. Strc khoée va an toan

. Tu do 1ap hoi & Quyén Thuong lugng tap thé
. Phan biét doi xir

. Thyc hanh ky luat

. G10 lam viéc

. Thu lao

. Hé thong quan ly
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Xay dung hé thong quan Iy chat luong

» Lua chon va lap ké hoach xay dung HTQLCL

Xay dung HTQLCL
+ Panh gia HTQLCL
* Duy tri va cai tién HTQLCL
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