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I. Muc tieu: Sau khi hoc chwong nay,
nguwoi hoc hiéu dwoc:

Khéi niém chat lugng
Qua trinh phdt trién cua quan 1y chat luong

Cédc quan diém chat lugng

ong
héi ctia DN

79000 va ISO 14000, Tréch nhiém xg
‘&1 thuong chat lwong Viet Nam
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A. Tai liéu tham khdo

I. Qudan Ly Cho Ky Sw— Khoa Quan Ly Coéng Nghiép

2. Qudn Ly Chat Lwong — Bui Nguyén Hung, Nguyén Thiy
Quynh Loan

3. Ph’éng Ngira Khuyét tit trong Sdn Xudt bang cdc cong cu
thong ké, Bui Nguyén Hung

4. Juran’s Quahty handbook, Joseph M. Juran, 5" edition, Mc

transfate.google.com.vn/translate ?hl=vi&langpair=enlv
L t{//curlouscat com/management/demifigb.cfm
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_B. Noi dung

I/ TONG QUAN
1.1 Chat lwong la gi?

1.2 Quan diém chat lwong ciia Juran

1.3 Quan diém chat lwrong cua Deming
II/ QUAN LY CHAT LUQNG TOAN DIEN

s

©J

2.1 Khai ni¢m
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B. Noi dung (tt)

IV/ HE THONG TIEU CHUAN CHAT LUQNG ISO
9000 & ISO 14000

4.1 Bo cac tiéu chuan ISO 9000
4.2 B§ tiéu chuan ISO 14000

V/ CAC GIAI THUUNG CHAT LUQNG VIET NAM
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chiém dung thdi gian cua ting loai hoat dong :

® 4% la cac hoat dong lam tang gia tri

®* 1% la cac hoat dong lam tang gi4 tr1 trong tudng lai
* 35% hoat dong ho trg
® 60% la hoat ddng lang phi

xfdong ho trg

l

abdong lang phi

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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I. TONG QUAN___

1.1 Chat lwong la gi?

- Dwa trén san pham: ¢

_4

|
3

|
I_.
-

sy~

tinh dé xac dinh chat lwong

- Trong san xuat: can c vao dac diém ky thuat

dwa trwdrc

- -
létsbacansmrcﬁ

LLL“V. A
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cud¥hat

- Xu hwéng chat lwong theo: ’
e Gia tri
e Khach hang
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Hai ludn diém co ban vé chat luong cua Juran:

* Thudc tinh/ dac tinh san pham dap trng nhu
cau khach hang - théa man nhu cau khach
hang
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Y nghia ciia chat lugng

—
DPdc tinh SP dap vng nhu cau Khong bi khuyét tat
Chdt lworng cao hon cho Chdt lworng cao ho'n cho phép
phép cty: cty:
e Giatang théa man khach e Giam ti 1é sai héng
hang e Gidm lam lai/phé pham
« San phdm dé ban « Giam I6i/ bao hanh khi str dung
« Tang khd nang canh tranh * Gidm KH khong théa man
e Tao doanh thu cao hon e Gidm kiém tra th& nghiém
* DPdam bao gia canh tranh e Thoi gian gidi thiéu SP moi
ngan
« (ai thién ndng suat L
Tac dong cht1yéu lén doanh s6  Tac dong cha yéu 1én chi phi ;

Chat lwong cao hon, chi phi cao  Chat lwgng cao hon, chi phi thap
R14 hinh chi phi chit lwgng __ "™

—

uongThanCong.com https://fb.com/tailieudientucntt


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

MUOI BUOC CUA JURAN

SRV

il

Nhan thtrc sw can thiét va co hoi cai
tién.

Thiét lap muc tiéu cai tién

T6 chirc thwe hién dat muc tiéu

2: 12

4

HgZbado va trao doi két qua

Duy urlﬁo ‘ F(
S ‘z ) T

IS0 9001 : EI:I'I'JI:I

(J.M.Juran,
Juran on
Planning

for Quality
The Free

Press, New
York, 1988)

-

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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MUOI BUOC CUA JURAN

mot cty nao dat dwoc
chat lwong tam cé quoc
té ma khong cé mét co
cau lanh dao dé qudn ly
¢ tam mirc twong vng.”

“Péi véi toi thi khong cé

Joseph M. Juran (1904 - 2007 Braila,
gteo Moldmza, Romania).

“Chat lwong sdn
pham va dich vu
doi hoi phadi co
nhiing khai niém
vé qudn Iy, cong
nghé va thong ké
xuyén sudt trong
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William Edwards Deming (1900 —1993,.Sioux, Lowa, MYV)
-

» Khong chi dugc ton vinh 1a “cha dé ciia quan 1y chat
lwong”, dng con nhan 1a “mot cd van dugc ca thé gisi
thua trong nganh thong ké hoc™.

“Néu tdi phdi rit ngan thong
diép ciia tdi vé qudn ly xuong vai
ti, toi ¢ thé ndi tat ca nhirng gi
can lam la gidm bién dong

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

Y twéng chit lwong ciia Deming doi héilanh dgo: the Crisis

Phai tw thay déi ho nham:

g1 h¢ thong cau tric to chuc
o1r01 tham gia va hanh dién vé

e Caitién va doi
trong dai han = mo
thanh qua '
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14 PIEM CUA DEMING

1. Tao muc tiéu hwéng dén cai tién chat lwong
SP va dich vu. VD: Trung Quéc

2. Chap nhan triét ly moi la loai bé san pham co
khuyét tat, tay nghé kém, dich v
VD:Toyota ﬂ. AF

dang tin cdy, gid
t iét lap trén co’ so

ghla khi

.y
N )
'\n
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14 DIEM CUA DEMING

V ? e o N ° A A N ? N \ °
5 (ai tién lién tuc hé thong san xuat va dich vu

6 Thwc hién cac phwong phap dao tao hién dai

7 Thwc hién phwong phap giam sat hién g@i

8 Xoa per: nmlczso*

-

-—?

b (ﬁo can gitra cac bo phan chtrc nang
| ‘
6.c4c muc tiéu dinh lwong ch@lao do of,

O cl 1va khau ng 1r et
15 L H

18
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14 PIEM CUA DEMING

S 0ai b cac tiéu chudn cong viéc va cac chi tiéu

12 Loai b6 nhirng rao can ngdn can cong nhan lam
cong viéc cia minh

13 Thyc hién nhirng chwong trinh huan luyén va
dao tao hap dan. Can trang bi cho moi céng
nha cong\cu thong ke.

u—?

chﬁu tir lanh dao cap cao rdffg ho
manh mé 13 diém nay
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II. QUAN LY CHAT LUONG-TOAN DIEN
~ ( Total Quality Management - TQM)

2.1 Khai niém:
- Phdt hién nhitng diéu khach hang mong mué6n
- Thiet ké SP/dich vu ddp img nhiing diéu kién d6 (dé
si dung & dé ché tao)
- Thiét ké quy trinh san xuat dé lam ding tir dau
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MUC TIEU

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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- Cai tién khoéng ngirng
e Planning
Do
e Check
o Act

- Mwrc d6 thoa man khach hang

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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« X4c dinh van dé can xu ly. Video minh hoa
o Nghién ctru hé thong van hanh
- Nhan dang cdc nguyén nhén c6 thé

- Do: Thuc hién: Lap ké hoach va thuc hién giai phdp dé xu 1y van dé

- Check: Kiém tra, danh gid hau qua
- Act: Hanh dong

] / Hoan thién tiéu chuin

rdéze. Quy dlnh viéc su dung cic tiéu chuan

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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2.3 NGUYEN LY TRONG.TQM

- Tap trung vao khach hang
e Khach hang la ai?
. Khéch hang bén trong. Vi d u
» Khach hang bén ngoai.
e Khach hang mong mudn gi?

Dic tinh SP/ dich vi
e pac tinn o>r/ aicn vu

« Mtrc do nao cua dac t1nh th(’)a man khéch hang?

‘ ﬁ nhirng blen phap tim hiéu khac

dn vién cta Ritz - Carlton “Dich

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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2.3 NGUYEN LY TRONG-TOM.(1t)
Nhirng bién phdp tim hiéu khach hang: VD: Cdc cdch thirc
nghién curu khdach hang khong phu hop

Hl.éll thg’it ro
Miic 3 Khich hang
Phéng van tirng nguoi
Phéng van nhom dai dién
Diéu tra cé thiét ké truée
So sanh v6i hang chuan
Quay Video, ngwoi mua hang bi hiém

rc do hiéu biet ve KH

Bi dong, phadn

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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e Chuoi lién két khach hang, nha cung trng
e (ai tién chat lwong thong qua:
» Qua trinh thong tin lién lac v&i khach

« Qua trinh lam viéc/ Qua trinh con nguwoi
e Chat lwong la trach nhiém ctia moi nguwoi
>chdt lwong dworc thiét ké thbng qua ngdn ngtea
>VD: Céng cu théng ké sor d6 nhdn qud theo
qud trinh

—

Khach
hang

OUTPUT

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Phwong phap c6 dién: Quan ly san xuat

e Kiém tra san pham lam ra

 (ai tién chat lwgng thong qua kiém tra chdt ché hon va
tang chi phi

e Chat lwong la trach nhiém ctia bd phan KCS

Nha cung trng Khach hang

Qua trinh

X . A OUTPUT
lam viec

Chét thai

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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NGUYEN LY TRONG TQM (tt)

- Qud trinh sdn xudt:

e Mot s két hop ¢o trinh tw gitra con nguwoi, NVL, phwong phap, may
moc trong mot moi triedrng dé sdn xudt ra nhirng SP c6 gia tri gia tang
cho khach hang

e Qua trinh chuyén déi cac yéu to6 dau vao thanh cac SP ddu ra théng qua
mot chudi céc cong doan ¢o t6 chire

- Ddu ra:

e San pham/ dich vu cu thé dwoc sdn xuat tir mot qua trinh san xudt va

dworc chuyen cho ngu’o'l khac

W/ thira nhan
Jthanh qua cta t6 chirc

04 trong qua trinh xtr ly
: ﬁg dworc mo ta bdi tén cong viéc/trach nhié

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Tap trung vao qud trinh (tt): Nhirng yéu t6 co ban dé
quan ly qua trinh SX

« Phdan cong trach nhiém trong qua trinh SX

Lap ké hoach

Kiém tra

Po lworng/ Banh gia. VD: Cdac Céng cu théng ké

Cai tién

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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oan 0o tnam gia.: Xay dung do1 ngu nhan vién co quyen

lyc theo 3 hudng: nang lyc, dinh hudng chung, long tin.

* Xay dung nang luc:

e Canhan, nhom /Kha nang

) ,
.,
.
.
™
™

e Su thao nghé/ Su hiéu biét

Nang luc

o Hé¢ thong/ Phuong phdp
' Thict bi.

Dinh huong chung
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- Chon nha cung ung c6 kha nang SX ra SP/dich vu tot nhat
hoac kha nang cai tién nhanh hon.

- - Str dung chi mot/ vai nha cung ing cho moi SP

- Pau tu trong huan luyén nha cung tng du:o*c lwa chon, phat
trién su tin cay lan nhau VD: Nha cung cdp ciia IKEA

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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1. TRIEN KHAI CHUC NANG CHAT LUONG
(Quality Function Deployment (QFD)

- La mot k¥ thuat gidi quyét cdc van dé chat luong. Diém xuat
phét ctia QFD 12 ling nghe tiéng ndi ciia khdch hang.

- Lién két qua gitta “cdi gi” va “lam nhw thé nao” = chuyén
doi tiéng néi cua khach hang thanh ngdn ngit cua nha ky
thuat. Ten khéc: Ngéi Nha Chat Liwrong.

Cl at IIIO’ng theo tiéu chuan ISO9000, ISO 14666
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3.1 Ngoi nha chat lwong (House of Quality)

Ma tran
twong quan

Cac dic tinh ky thuat

. l l T l =1 .

we =
= < E
=1 K S
o § -
o -
= = =
<3 : “'
() «
3 o 2
= n =

Panh gia ky thuat

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Luu trinh mo ta cac budc thuc hiéen HOQ

el
Dau vao cua HOQ

- Danh muc thong tin vé nhitng yéu cau ctia khach hang cho san
pham theo ngdn ngit cta ho (the voice of the customer).

- Nhitng théng tin nay duoc thu thap thong qua qud trinh giao tiép
v6i khdch hang. > Xay dung cau tric biéu d6 quan hé va biéu
dd hinh cay thong qua nhirng thong tin thu thap.

C dac tmh ky thuat
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Ma tran quan hé

La phan than cua ngo1 nha chat luong. Muc
dich: chuyén nhirng y€u cau khach hang vao dac
tinh k¥ thuat san pham.

- Cau tric: ma tran vo1 2 kich thuoc chuan gom
nhu’ng cell dé lién két nhu’ng yéu cau rleng le
cua khach hang va yeu cau ky thuat. Sk
inh-nhitng moi quan h¢ hay
rfng nhat > sap x€p, danh gid muc do

ng va cho diém trudc khi hdan tat.

<
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Ma tran quan he (tt)

Ma tran twong quan

- Mot ma tran tam giac “dang mai” xac dinh y€u
cau k¥ thuat va dac tinh san pham, né ho tro hay
ngan nhu:ng phan khic. > So sanh tirng y€u cau
ky thuat vol nhung yeu cau cling nhu dic tmh
k¥ thuat ben canh > cau hoi duogc datra la cal

thien U cau nay co lam glam gla tr1 g

La"tl'l yéu cau ky thuat khacfthi se danh
zrﬁ trong cell bang mot Ky hle

N _



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

So sdnh vdi cdc doi thii canh.tranh

Danh gia ky thuat
- Pay 1a phan cudi cung cta ngdi nha chat luong, né dugc
hoan tat va dua ra nhirng két luan. Thuong gobm 3 phan:
e Dac tinh k¥ thuat uvu tién.
e P4nh gid d6i thu canh tranh.

e Muc ti€u san pham.
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IV. HE THONG TIEU CHUAN CHAT LUONG
— ISO 9000 & 14000

4.1 IS0 9000

a/ Triét Iy co bén ciia ISO 9000

- Chat lwong san pham do hé thong quan tri chat lwong quyét
dinh

tri theo qua trmh
.

t01 da nhu cau khach hang
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Partical KAIZEN o
&
4 [E
2 52 3. kaizen
1 PIXCA + [S09001
| 1 1 ! I I }
1 2 3 4 5 o

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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SU THOA MAN VOI1S0.9000

Mttc d théa man vé loi ich ISO 9000

Rat thoaman

Thoaméan
B =6 nam
Khong cosw khc bidt | | §3-613
-6 nam
B <3 nam
Khong thoamén

Rat khong thoaman

p - e e Z p e
T T T T T T T

10% 20% 30% 40% 50% 60% 70%

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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* Nhitng phién phtic lién quan dén thu tuc dang ki

* B1 phu thugc qua nhiéu vao to chic tu van. Trong khi
do nhirng to chire tu van nay khong am hi€u di¢u kién
thuc t€ cua to chirc dang ki.

- Nhiéu t6 chtrc tu nguyén thuc hién ISO dé cai tién hé
thong quan 1y chat lugng cua minh ma khong can phai

g nhan, va nhurng to chic nay da ga
orola,

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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ISO 9000 va cai ti€n chat lugng

Sifc can

" hit lircne /

HE THEMG

[0 9000

-

oa hoc Ky thutjﬁt - I§9b;
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Ly do chinh cua viéc thwe hién ISO 9000

Main reason competitive

. advanta
Khao sat 2% =
N Marketing / PR
nay dwgc 3%
bao cao
dugc Pari, Corporate of
\e t
Thwong Hai m:m::ml.'nt
trong thang objective
18%
11/2010. oo
; Access to
~_international

—3 markets
14%

”
3 /
Nghién cpA

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Thoi gian cang 1au k€ tir khi nhan gidy chitng nhén thi cdc
DN cang nhan ra dugc cac Igi ich cua ISO 9000.

Caic DN theo dudi gidy chifng vi cdc yéu cau tif méi trudng
bén ngoai s€ nhian dugc it 1¢i ich hon so vdi cac cong ty theo
dudi gidy chitng nhin vi cac dong co bén trong .
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“La quy tdc co bdn va toan
dién dé: lanh dao va diéu
hanh té chirc, nham cdi tién
lién tuc hoat dong ciia té
chuwrc trong mot thoi gian
dai bang cdch tdp trung vao
khdch hang trong khi van
én-nliu cau ciia

3

éen quan’.
o g

CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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Tinh dén cuoi thang 12 nam 2009:
- Cé6 it nhat 1.064.785 chtmg chi ISO 9001
(bao gém ca phién ban 2000 va 2008) duoc cép tai
178 quoc gia va nén kinh té.
- Nam 2009 tang thém 81.953 chung chi, tang
8 % so vo1 nam 2008 (Nam 2008 c6 982.832 chung
chi tai 176 quoc gia va nén kinh té).

;i’ xép thir 7 trong so 10 quod gia c6 so
chi ISO 9001 dwgc cap nhiéu Rhat trong

009 cu thé 1a 3.362 chitng chi da ¢

48
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10 quéc gia cé so chirng chi ISO 9001 nhiéu nhat

257076

—_—

65484

ttaly Nhat Tay Ban

Ban Mha

>

CuuDuongThanCong.com

59576 53152 47156

41193 37493 28933 a3an0

anh An®d My Han
Qudc
T

—_—

https://fb.com/tailieudientucntt
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370X

32460

SO00
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S0 lwong chirng chi ISO 9001 dwec cap trén the gioi, Chau
Ph,i/ Tay A va Viét Nam tir 1996 -2009 (Website-1SO)

Nim 1996 1907 1008 1009 2000 2001 2002
Thé gidi 162,701 | 223299 | 271,847 | 343,642 | 457834 | 510,349 561,767
Chau Phi’ Tav A 6,162 8.668 | 12150 17307 | 20183 | 153800 23627
Wit Nam 2 7 15 115 306 576 791
Niam 2003 2004 2005 20006 2007 2008 2009
Thé gidi 497919 | 660,132 | 773,867 | 896,929 | 951486 | 982,832 | 1.064.785
Chau Phi/ Tav A | 20,124 | 31443 | 48327 | 71438 | 78910 | 73.104 77408
Wiét Nam 1,237 1,598 2461 3,167 4282 3362 71,333

_
4
4
‘0
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Pham vi ing dung cac tiéu chuan ISO

J. ISO 9001
IS0 9002

ISO 9003
! -

thiét ke cung ung tht nghiem san xuat dich vu
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Céc to chtic da 4p dung HTQLCL theo ISO
9001:2000 c6 hai tiép can dé lya chon cho
chuyén d6i chung nhan: TUAN THU hay
CAI TIEN HIEU QUA. Thoi han dé céc t0
chitc chuyén do6i tr ISO 9001:2000 sang
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Panh gia ve gia tri ISO

Panh gia cua cac chuyén gia veé gia tri thit cua ISO9000

g Than cong. S~

A

Thoi gian

1996 1998 2000 2002 2004 2006 2008 2010

>
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Pic diém caa ISO 9000

“+ Chinh sach vé quin Iy CL. dwgc hinh thanh va
van ban hoa
* Trach nhiém, quyén han va quan hé giira cac
nhan vién dwogc xac dinh va van ban hoa.
* Cong tac quan ly dwoc xac dinh va danh gia
mot cach thwong xuyen
S heach quéin ly CL du’O’c hinh thar
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Dic diém caa ISO 9000

* CO chuong trinh dao tao nhan vién

* CO cac hoat dong chinh ly va phong ngura
* Giam sat quy trinh tu khau mua nguyén
vat heu dén dong g01 chuyen cho, giao
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* Théa man khdch hang
* Gidm sai hong
Ndng cao ndng suat
* Cdi tién lién tuc

Céng Ty TNHH Tu Van TRAN DiNH cUU
' H. TP. HO CHI MINH
Fax: a 3854, Email: trandinhcy
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CAu tric ciia tiéu chuan 9001: 2008

CuuDuongThanCong.com

8.1 Khdi qudt

’ 8.3 Kiém sodt san
-/ bham khong phu

= 8.4 Phan tich

https://fb.com/tailieudientucntt
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Cac ngo nhan

« IS09000 la mét logi tiéu chudn CL ciia sdn pham: ISO9000 1a
m{t hé thong quian 1y CL ap dung cho don vi dé cai tién cong
tac quan tri cho phu hop, trén co s¢ dé6 dam bao viéc thuc hién
cam két CL san pham, dich vu d6i véi khach hang.

p dung ISO 9000 doanh nghiép céin phdi doi mdéi mdy méc
(it hi vy rAno nohde 1ISO9000 tac déne vao hé thAne i dn 42et
LreLel U!/ ra cong Ilgll?. DU I7UVUV ta Ul.J 1 vav 11 t.J Uiviig quau (9 § !,
cO nghia la tac dong dén con nguoi va thong qua con ngwoi >

9 ng phaLla Vat bao chu’ng cho san pha n

xac dinh trong moi 10 hang.
rd

0 la cay diia than gidi quyét dwoc moi vamdé trong sdn
h df)g\iﬁh

CuuDuongThanCong.com
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! Céc tiéu chuan quan 1y CL khéc I

ISO 14000 12 bd tiéu chuan qudc té vé hé thong quan 1y an toan
mo1 truong (EMS).
ISO14001 1a tiéu chuan chinh, trong d6 dinh rd cdc yéu cau cho
viéc thiét 1ap va duy tri hé thong quan 1y mdi truong véi 3 cam
két co ban:

1. Ngin ngtra 6 nhiém, than thién véi moi trudng.
2 Phu h0’p vO1 phap luat
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SA 8000 :2001 Hé thong quan 1y trach nhiém xa hoi

o

« SA8000, “Trach nhiém x& hdi 8000” (Social Accountability 8000), la
tiéu chuan quéc té vé cac yéu cau quan ly trach nhiém xa hoi
dwoc ban hanh Ian dau vao nam 1997 va hiéu chinh vao nam
2001.

« Tiéu chuan SA 8000 dwoc xay dwng trén cac nguyén tac Coéng
wéc cta To chirc Lao dong quoc té (ILO) va Cong wec cha Lién
hiép Quoc vé Quyen tré em va Tuyén bo toan cau ve Nhan quyen.
Cong V|ec chi co thé dwo’c thwc hlen tot kh| co Mot MO

quan nhw: Lao
- 0€; Tw do hoi
wo’c a0 dong tap thé; Ky luat; Thoi gial le )

Hé lﬁg\g quan ly.
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OHSAS18001:2007 He thong quan ly veé s1nh va an

OHSAS 18001:2007 la tiéu chuan hé thong quan ly
an toan strc khde nghé nghiép dwoc céng nhan tdoan
cau. N6 dwoc an hanh vao thang 7 ndm 2007 thay
thé cho OHSAS 18001:1999, va dwoc ap dung dé
chu trong dén an toan strc khde nghé nghiép hon Ia
an toan san pham

,n‘hoac nhwng nha dau tw khac
0. rdil ko _an toan strc khde nghé vo
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ISO 27001: tiéu chuan qudc té vé hé thong quan ly bao mat thong tin
(ISMS)

ISO 27001 1 tiéu chuan quoc té vé hé thong quan 1y
bao mat thong tin (ISMS) dugc dua trén tiéu chuan
BS7799 trudc day dugc str dung chung ké tir naim 1995
cho viéc quan 1y bao mat thong tin.

Ai ap dung ISO 270017

ISO 27001 ap dung cho bat ky to chu:c Nnao no1 ma viec
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SO 22000

1ISO 22000 la tiéu chuan quéc té két hop va bd sung cac yéu tb trong tam
cua 1ISO 9001 and HACCP dé cung cap khudn khd 1am viéc hiéu qua dé
trién khai, ap dung va cai tién tién tuc hé thdng an tdan thwc phadm (FSMS)
1ISO 22000 c6 thé dwoe 4p dung & bét ky td chire ndo dwoc lién quan mot
céch truc tiép hoac gian tiép trong chudi thwe pham bao gom:

« Cac néng trai, ngw trwdng va trang trai stva

« C4c nha ché bién thit, ca va thirc &n chan nudi

« C4c nha san xuat banh mi, ngi coc, thirc ubng, thwe pham déng lanh,
dong hoép.

« Cac nha cung cap dICh vy thwc pham nhuw nha hang, hé thon ale cap

ung cap thiét bj
dep va vé sinh

. i) 4 .
ai, mof,phan hodc toan bé céc yéu cau cia ISO
ky san pﬁwo tiép xuc v&i nganh thwe pham,h
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ISO 50001:2011: Hé thong Quan 1y Niing lwong
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Bing 8: Danh sach mét 56 td chite chiimg nhin 9

STT TENTO CHUC QUOC GIA

i Trung tam kv thuat tigu chuan do leomg chat heong 3

(QUATEST 3) Viét Nam
2 Cong tv TNHH Intertek VietNam M
3 Trung tam chimg nhan phu hop (QUACEET) Viet Nam
4 |Céngty cé phan chimg khoan VINACERT M5
5 Trung tam k¥ thuit tidu chuan do lwomg chat lwong 1

(QUATEST 1) Viét Nam
6 Trungtam chimgnhan (Cuc quanly chit lromg théng tin céng

nghe va truyen thong) Viet Nam
! Cong tv TNHH Bureau Ventas Certification (Vigt WNam) EU
g Tring tam chimg nhan téu chuan do womg chat heong 2

(QUATEST 2) Vist Nam
9 |Céng ty TNHH hé théng quin I BSI Viét Nam Anh
10 Van phong chimg nhin chit lrong BQC Viét Nam
11 |céng tv TNHH WQA Viét Nam Anh
12 \céng ty cé phin chimg nhian VINA Contronl Vit Nam
13 |Cng tv TNHH D.AS Vidgt Nam Anh
14 |céng tv TNHH GIC Viét Nam Vidt Nam
13 |céng tv TNHH TQCSI Vidt Nam Australia
16 |Céng tv TNHH TUV NORD Viét Nam Diic
17 |Céng tv TNHH QMS Viét Nam
1% |cong tv TNHH 5GS Vidt Nam

.
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l Chuong trinh ho trg cia nha nudc ISO 9000 I

® Nim 1999, Tp HCM c6 Chuong trinh Niang sudt Chdt lwong cla
S6 KHCN Tp HCM (theo chi thi 04/CT-UB cua UBND Tp HCM

® Quyér dinh 169/2003/0P-TTg vé& D& 4n d6i moi phuong thie didu

hanh va hién dai hoa cong s¢ cua hé théng hanh chinh nha nudc

giai doan I 2003-2005, c6 mot Tiéu dé dn vé “Thi diém vé trién khai

ap dung HTQLCL vao hoat dong cua cac Co quan hanh chinh nha

nwoc’’;

7]2/QB TTg ngay 21/05/2010 ctia Th
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70.0% - m<3nam
60.0% - 3-6 nam
50.0% - u >6 nam
40.0% -
e o | 30.0% -
L Thoi gian nhin chimg chi
Mikc do thoa min - - .
' <3 nim| 3-6 ndm |>6nam| 20.0% -
Rét khong thoa mén 09%|  0,0% 00%| 10.0% +
Khong thoa mén 45%  47%  0.0%  5.0% . . . . ;
/|Khong c6 swkhac bidt | 50.8%| 294%| 264% Rit  Khong Khongcé Théa Rt théa
Théa mén 42,0%  60,0%| 61,8% khong théamédn srkhic  mén méin
Rt thea min L 50wl 118% thoa min biet
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Thir nhat: Viéc tich hop ciia cdc cong cu qudn 1y trong hé
thong.

oThir hai: Su tich hop cua cdc he tho”’ng. Nam 2006, BSI (The
British Standards Institution) da dua ra tiéu chuan PAS 99
nham ho trg cdc DN tich hop c4c hé thong dang 4p dung.

oThir ba: Si phat trién cdc g dung cong nghé thong tin ho

}ﬁjzlf

uan 25999 va

SC ;’ung di ban hanh bo tiéu chuan IS@ 31000 vé
Rui r&(Risk Management) dé ho trg DI
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b/ Bé tiéu chudn ISO 9000

Huoéng din danh gia hé
thong chat lwong

ISO 10011 — 1: 1990
ISO 10011 —2: 1991
ISO 10011 —3: 1991

Huéng din dam bio chit Huéng din vé quan Iy
luong chat lwong

Huoéng dan h tro
ISO 8402: 1990
ISO 10012 —1: 1992
ISO 10012 - 2: 1997
ISO 10013: 15
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c. Muc dich ISO9000

, . > . A
- Gia tang 191 nhuan

- Kiém sodt thong tin va lién lac giita cdc phong ban
- Kiém sodt sy thay doi

- Nam chic viéc cai tién

- Thuc hién cac hoat dong do luong

- Loai bo nhitng hanh dong lang phi

- Quan 1y tét dir lidu
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Mo hinh phan tich cdc loai sai léch chat lugng

= » Dich vu <
meong ddi
Sai lich logi 5 I
Dich vu
KEhiach hang nhin dude -+
Nha cung cip Cung cﬁ'p dich vu Théng bdo cho
dich vy (trude vd sau ki cung a . khich hing
' o
i Sai léch loai 4 &
. . Sai [Ech logi 3
Sai [Ech loai 1 I T
Dién gidi nhin thic

thinh cdc dic tinh
chi't Indng dich vu

Sai léch logi 2 I I

Whin thifc ctia nha
»| quinl¥ v& mong ddi
cia khich hing
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V. GIAI THUONG CHAT LUONG.VIET NAM

- Xét tang cho nhirng don vi c6 nhiéu thanh tich vé chat
lwong
- Thiic day moi t6 chirc nang cao tinh canh tranh bang cach
so sanh v&i tiéu chuan dwgc cong nhan trén pham vi
quoc té
- Pac diém:
e MOi ndm xét 1lan
e Giai bac pham vi tinh, TP. trye thuéc TW

o: hamg&ta nuwoc
" g&rsan xudt (3 bac & 3 vang)

chokhéi dich vu (2 bac & 2 vang)
gl cho diém va danh gia (Trang 164 tai liéu 1
¢
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.Gl THUiNG CHAT LgNG WIET NAM
ﬂ'mﬂﬁmtwmmmm

'hiﬂ.wpﬁ,, T A E
“tl

o 4
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|
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Wac n doa

- Cac DN dat GTCLVN
Cdc gidi thwéng chit lwong trén thé gici
* Malcolm Balbrige (1987 — Mang tén B Truéng bo
Thwong Mai My) )
- FedEx: “Thoa man khach hang 100% sau maoi hoat dong”

(quy ludt sé lon)
- Xerox: “Neu ban khong hai long VoL sdn pham cuia Xerox,



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

khgi xw¢gng nam 1995 tai Hoi nghi Chat lugng Viét Nam lan thw
nhat nham nang cao kha nang canh tranh cua hang hoa, dich vu
Viét Nam trén thi truong, gitup cac DN hi nhip sau vao nén
kinh té khu vuc va trén thé giéi.

- Nam 2008, B KHCN trao Giai thuong Chat lugng VN cho 117 DN,
trong do 111 DN dugc trao GTCL Viét Nam nam 2008; 6 DN duoc
trao G1a1 Vang Chat luong Viét Nam va duogc Thu tu:0’ng Chinh phu
tang Bang khen. Cung trong nam 2008 2 DN Viét Nam du:crc ToO

LIIL[L \,Ildl lL[UIlg \,Ilcll,l A - lIldl DlIlIl JJU’UIlg trao LdIlg Uldl LIlL[UIlg

Chat lu:O’ng quoc té Chau A - Théi Binh Duong (IAPQA).

——

0t g s céc to
N ddt' GTCLQG G1a1 Bac Chat lu:O’ng qudc dia dugc trao
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“Bc’iy khéng phdi lc‘z maot d‘iéu
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Phu luc: Céac cong cu thong ké

I. Luu dd

0. Bang kiém tra
3. Biéu dd tan s6
4. Bleu do Pareto

5. Bié nh&nquaSMvatheoqu

/""



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



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

