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Chuong 2. Chét Iugng san pham

L. Khai quat chung
1.1. Khai niém
O bat van dé
| ] Theo ban mét hoat dong (qua trinh, SP, t6 chirc) nhu thé
nao goi la cé chat lughg?
[ ] Chét lugng va chéat lu‘dng san pham c6 gi khac nhau?
O Trong nhifng khai niém dudi day ve chét lugng, néu phai
chon mét thi ban sé chon KN nao?
Chat lugng la su tuyét vai, hoan hao
Chét lugng la siéu bén
Chat lugng la dap ing dugc chirc nang va céng dung
Chat Iu‘dn? la sy ghu hgp vdi yéu cau sir dung va muc dich
str dung (Joseph Juran)
Chaét lugng |a su phu hdp VGi yéu cau cla ngudi tiéu ding
(Philip Crosby).
[ ] Chét lugng la toan bd céc ddc tinh cia SP lam théa man yéu
cau da dé'ra.
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1.1. Khai niém
O Nhan xét: cac KN trén c6 thé chia lam 2 nhém
n Nhom 1: Chu trong vao ban than cac d6i tugng khao sat
(SP, t6 chirc, qui trinh) — bén, cong dung, tinh ndng
n Nhém 2: Chu trong téi nhu cau clia ngudi sir dung.
n Vi sao lai ¢ su chuyén ddi trong tdm nay?

Nha san xudt
Trinh d6 phat

trién cua nén kinh t&
(phuong tién, tu liéu,
Tu duy kinh té&)

o »| Quan diém
Thi trudng Ve chét Iugng

Ngudi tiéu dung
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1.1. Khai niém
O  Céc giai doan phat trién trong quan diém QLCL

Trinh do Nha san | Ngudi tiéu | Thi trudng | Quan diém
clia nén xudt dung Vé chat
KT lugng
Giai doan trudc nam 1970
Nén KT Canh Yéu cau Thi trudng | CL la phu
cong tranh bang |chéat lugng |clda ngudi | hdp vdi
nghiép s6 lugng phai: bén, |ban chirc nang,
phat trién |sp/1dv co gia tri (thiu cong dung
ngudn lyc |sur dung cung) cua SP
cao
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1.1. Khai niém
O  Céc giai doan phat trién trong quan diém QLCL

Trinh do Nha san | Ngudi tiéu | Thi trudng | Quan diém
clia nén xudt dung Vé chat
KT lugng

Giai doan tir nam 1970- cudi TK 20

Nén KT SX nhiéu |Yéu cau Thij trudng | Pha hgp

cong loai hinh chét lugng |cla ngudi |vdi yéu
nghiép SP khac - két hgp |mua (thira |cau cua
phat trién |nhau hai hoa cung) ngudi tiéu
téi dinh gilra: dep- dung
diém gia ca-

cong-dung
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1.1. Khai niém
O  Céc giai doan phat trién trong quan diém QLCL

Trinh do Nha san Ngudi tiéu | Thi trudng | Quan diém
cua nén KT xuat dung vé chat
lugng
Giai doan hién nay (thé ky 21)
Nén kinh té& SX nhiéu loai | Yu cau chat | Thi trudng Phu hgp véi
hdu céng hinh SP khac | lugng - két thay d8i lién | y/c cla ngudi
nghiép (Kinh | nhau + tao hgp hai hoa | tuc dua trén | tiéu dung+
té tri thirc) SP dinh gilra: hgp tri thirc va dinh hudng
hudéng nhu thoi-gia ca- théng tin nhu cau
cau céng dung +
thoa man
nhu cau tiém
an
© Nguyé&n Van Minh, Quality Management 7
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O Két luan:
B Chét lugng la tap hgp cac dac tinh cia mét déi
tudng cé kha nang théa man nhu cau da cé hoac
dang tiém &n (ISO 8402:1999).
B Chat lugng la tap hgp cac dac tinh dap Uing yéu
cau (ISO 9000: 2000).
O Luu y:
B Khai niém déi tuong & day dudc hiéu bao gom:
san pham, hoat ddng, t6 chiic, qua trinh.
B Nhu cdu dudc hiéu la nhu cau hién tai va nhiing
nhu cau tiém an.
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2.1. M6t s6 luu y xung quanh khai niém

O CLSP la su tong hgp cac dac tinh ctia SP d6: ky thuat, kinh
té va tham my.

O SP cé chat lugng 1a SP phai thoa mén yéu cau cla ngudi
tiéu dung. Yéu cau cua ngudi tiéu dung rat da dang va luén
bié€n doi, vi vay CLSP phai luén dudc cai ti€én cho phu hgp.

O SP c6 chét lugng la SP khong chi théa mén dugc nhu cau
hién tai cia KH ma con tao dugc dinh hudng tiéu dung
trong tuadng lai.

O Chéat lugng SP mang tinh tuong dai:
®  Tudng di vé thdi gian: vong ddi clia SP ludn dugc rdt ngén,

SP nhanh chéng lac hau.
B Tudng d6i vé khong gian: t6t & vi tri nay nhung khéng tét & vi
tri dia ly khac; -

O CLSP vira cu thé vira triu tugng: cu thé thong qua cac
thong s6 ky thuat. Triru tugng: vé dep, tinh hai hoa...
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3.1. Cac yéu t6 cd ban tao nén CLSP
O Gia ca: hgp ly, két hgp hai hoa véi céng
dung

O Thai gian: cung cap kip thgi, dung luc

O Dich vu: dich vu di kem trudc va sau ban
hang

O An toan; SP an toan dam bao quyén Igi cla
ngu‘dl tiéu dung.

O Qui tdc 3P - Performance, Perfectigil (hiéu
nang), Price (gia ca); Punctuallty kip thdoi).

O Qui tdc QCDSS: Quality - Cost - Delivery
Timing — Service — Safety.
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II.  Yéu cau déi véi chat lugng SP

2.1. San pham phai hgp phap

O SP phéi phu hgp véi quy dinh cla phap luat.

m} DN san xudt phai c6 day du tu cach phap nhan,
dudc phép SX.

O Khon%derc vi pham quyén sd hitu tri tué vé nhan,
nhan hiéu'S

O Vi du:???

®  Honda: bi lam gia TB 500xe/nam

Nan rugu ngoai gla

. TP.HCM: Kinh mét SG chinh thuc chi c6 3 ctra hang
- trén thuc t€ cd tdi 100 cua hang cung tén.

B Ha Noi: khdng thé biét dau la quan dich thuc cla
cac thu‘dng hiéu: Banh dau xanh Réng, Vang, Phd
Thin, banh gai Ba Thi, quan an Ong gia.
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2.2.San phé’m phai an toan

=] SP c6 nguy cG anh hudng tdi stic khde clia ngudi
tiéu dung déu dugc xem'la SP khong an toan.

=} Nha SX phai y thic dugc tréch nhiém trudc SP cla
minh, chiu bdi thudng thiét hai do SP gay ra.

O SP khéng an toan sé& f;(ay hau qua nghiém trong ca
vé vat chat (dén bu) [an tinh than (mat uy tin) cho
nha SX.

=} Vi du: ??2??

u 1996 - Nissan thu hdi 1,04 tr xe 6-t6 vi 16i

®  10-2005: Toyota thu hdi 1,27tr xe vi phat hién 16i &
b6 phén truyén dong.

] 2006: Deawoo thu hoi 1,5 tr chiéc Magnus vi 16i k§
thuat banh lai.
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2.3. San ph&m phai bao dam tinh thdm my

O SP phai hai hoa giita cong dung, hinh
dang, mau séc, tao su hai long cho ngudi
sUr dung.

O  Gia tri th&m my va hodp thdi trang ngay
nay la mét trong nhirng tiéu chi quan
trong nhat d&€ ngudi tiéu dung danh gia
va luc chon SP.

O  Vidu: ????

B Suthay d6i cia DTDD trong thdi gian qua.
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2.4. San pham phai bao dam chic
nang, cong dung

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

O Vidu:???

© Nguyén Van Minh, Quality Management 14
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2.5. San ph&m phai bdo dam tinh kinh té
O Tinh kinh té d6i v&i nha SX:
B Chi phi SX thap- gia thanh ré.
B NSX phai lubn cai ti€n PP quan ly, tim ki€ém va
dau tu phat trién cong nghé mdi.
O Tinh KT d6i véi ngudi tiéu dung:
B Chi phi stir dung thap
B DPem lai nhiéu Igi ich cho cdng dong: khong
gay 6 nhiém moi trudng, tao anh hudng tot
trong dgi séng cua ngudi tiéu dung (dac biét la
cac DvV).
B Vidu: ????
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2.6. Chat lugng san phdm phai do ngudi
tiéu dung quyét dinh

III. Chi tiéu chat lugng

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

Luu y cac khai niém sau:

- Chi tiéu chat lugng la gi?

- Phan loai chi tiéu chat lugng.

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

4.1, Khai niém

O Qua trinh hinh thanh CLSP la mot qua
trinh t6ng hdp, gan lién véi qua trinh tao
SP va kéo dai su6t quang ddi cua SP.

O CLSP phu thubc vao chat lugng cla 4 giai
doan chinh: 1)nghién clfu nhu cau thi
trudng; 2) thiét ké SP; 3) san xuat va 4)
luu thong va sur dung SP.
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4.2. Vong chat lugng

NGHIEN CUU l/\ THIET KE

THI TRUONG

TIEU THU : SAN XuAT
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4.2. Vong chat lugng

Marketlng¢>Th|ét ké
q o
Thanh ly Lap KH SX
= Khach Nguai R4
hang ox
Bao hanh San xudt
P = = <
, tiéu cung .
HEtrg  thy {ing Kiém tra,
Ky thuét thif nghiém
3

5 =
Van chuyén,
1&p déit

D6ng géi, Iuu kho

@Phan phafe
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Chuong 2. Chét lugng san pham
4.3. Tiéu chi danh gia CLSP

STT | Nhém tiéu chi

Tiéu chi danh gia

1 | Chatlugng nghién ciu thi
trudng

-Chét lugng y tudng kinh doanh
-Chét lugng xac dinh thi trudng muc tiéu

-Chét lugng lugng hda db 16n thi trudng
-Dinh vi san phdm

2 Chéat lugng thiét ké& -Mirc d6 sang tao, doc dao
-Tinh ndng ky thudt
-Gia tri thdm m§y

3 Chét lugng SX -Cong nghé

-Qui trinh

-Hé théng quan ly
4 | Chéatlugng si dung -MUic d6 phu hgp

-Kha nang duy tri chat lugng
-Gia tri st dung

5 | Chéatlugng dich vu -N&ng luc dép ('ng nhu cau
-Mirc d6 trung thuc, tin cay
-Kha ndng dam bao chat Iugng, thdi gian

2007

Chuong 2. Chét Iugng san pham

V. Cac yéu té anh hudng dén CLSP

5.1. Nhdm yéu t6 bén ngoai

O Nhu cau cta thi trudng

Yéu cau vé chat lugng cta khach hang
Thdi quen s dung

Phong tuc tap quan

Van hda, 16i s6ng

Kha nang thanh toan, thu nhap

Vi du: That bai cua héng Kellogg'’s, chuyén ban
dd dn san, MTV, Mercedes-Benz, Domino’s
Pizza trén thij trudng An D0.
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5.1. Nhém yéu t6 bén ngoai
0O Trinh dd phat trién kinh t& va KHKT
B Kha nang clda nén kinh té (tai nguyén,
tich Iy, dau tu...)
B Trinh do ky thuat (cong nghé, tay nghé
lao dong)
B Tang cdng nghé va su phat trién KT
O Vidu: trinh d6 CN cua VN hién nay.

O (Tia Sang s6 1-2007, 05.01.2007.
www.tiasang.com.vn)
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5.1. Nhom yéu t6 bén ngoai
O Chinh sach kinh té
®  Chinh sach uu tién phat trién nganh
mii nhon, trong diém.
®  Vidu:
O Singapore: dot pha vao céng nghé sinh
hoc, y hoc, CN thong tin.
O Viét Nam: trude d6i mdi - uu tién cong
nghiép nang; sau d6i mdi: - hang tiéu
dung, hang xudat khau.

© Nguyén Van Minh, Quality Management 23
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5.2. Nhdm cac yéu t6 bén trong
O Chu trong 4 yéu t6 cg ban (4M):
Con ngudi (Men)
Phudng phap (Methods)
May mac, thiét bi (Machines)
Nguyén vat liéu (Materials)
O Ngoai ra con c6 mot s6 yéu to khac:
B Thong tin
B Moéi trudng
B Diéu kién kiém tra, kiém soat.
O Theo ban trong cac yéu t6 trén yéu t6 nao
la quan trong nhat?
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VI. Chi phi chat lugng

6.1. Khai niém

O Chi phi chét lugng la tat ca cac chi
phi nham bao dam cho san pham cé
chat lugng phu hgp véi yéu cau cua
ngudi tiéu dung.

O Tat ca cac chi phi lién quan dén viéc
dam bao chat lugng SP déu dudc coi
la chi phi chat lugng.
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6.2. Phan loai chi phi chat lugng
O Cd nhiéu cach phan loai chi phi chét lugng tuy thudc
vao tiéu chi lua chon:
B C3n c vao hinh thdc biéu hién: CP hitu hinh, CP v6
hinh (mat uy tin).
m  Cdn c vao d6i tugng, pham vi anh hudng: CP cua
ngudi SX, CP cla ngudi tiéu dung; CP cua xa hoi.
®  Cdn clr vao cac giai doan tao SP: CP trong thiét k&,
CP trong SX, CP trong st dung.
O  Thong thudng CPCL (Cy) dudc chia lam 2:
®  Chi phi kiém soat (C¢)
®  Chi phi sai héng (Cp)

© Nguyén Van Minh, Quality Management 26
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6.2. Phan loai chi phi chat lugng

O Chi phi kiém soat (Cc) - con goi la chi phi
thuan, la nhitng chi phi nham nang cao
chat lugng SP, dudc chia lam 2 dang
chinh:

O  Chi phi phong ngtra (Ce,): 1a nhitng chi phi
nhé,r'?‘] ﬁbnggng?ra ké\éch)éng phat ginh sFa?m
pham hdng (i-chi phi).

B V{du: chi phi dau tu cho cong nghé; chi phi ndng
cdp hé théng quan ly; CP dao tao.

O Chj phi kiém tra (CCZ%: 1a chi phi tién hanh
kiém tra chat lugng 'SP trong qua trinh SX (j-
chi phi)

®  Vjdu: CP xdy dung hé tlgé’ng kiém tra; CP tién
hanh kiém tra;CP [ay mau thd nghiém va danh gia.
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6.2. Phan loai chi phi chat lugng
(m] Chi phi sai hdng (Cg)- con goi la chi phi nghich - la
nhitng chi phi phat sinh do SP kém chat lugng dua
lai. CP nay bao gom:
®  Chi phi sai héng bén trong (Cg;): la chi phi phat
sinh d&€ khac phuc tinh trang chat lugng SP khdng
dat yéu cau khi con ndm trong pham vi DN (m-chi
phi).
O  Vidu: chi phi stra chita; chi phi tai kiém tra, giam dinh
CL; CP nguyén liéu...
®  Chi phi sai hong bén ngoai (Cg,): |a chi phi phat
sinh do SP kém chat lugng gay ra sau khi ching da
dudc ban trén thi trudng (n-chi phi).
O  Vidu: chi phi bdo hanh; chi phi thay thé linh kién; chi
phi giai quyét khiéu kién.
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6.2. Phan loai chi phi chat lugng
O Bang tém tat
Cex (i'CP)]
/Cc Cez (J-cp) ) —Cc=32Ccyi+ 2Cry;
Cq
\CF YCH (n-cp) ]
Crz (M-cp)| = Ce=3Cr1nt+ 2Crom
Co = Cc + C;

© Nguyén Van Minh, Quality Management 29
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6.3. M6 hinh chi phi chat
lugng

O  Md hinh c8 dién c
(hinh bén) cho thay
ton tai mot muc chat
lugng ma & dé CPCL
(Cqo) la nho nhat. Cc

O  Tdcla cho phép ton  °
tai mot muc sai

hong t6i uu (CO,

Qo). / Ce
O  Dingugc vdi Igiich

clia ngudi tiéu dung. % Q
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6.3. M6 hinh chi phi chat
lugng

O MO hinh hién dai -
chi phi chat lugng Ca
dat gia tri t6i uu khi
khéng cé SP sai Co
héng.

O  Cac phuang phap
QLCL hién dai nhu
TQM, 6-sigma déu
phén d&u dé dat
dugc muc dich nay. Q Q

Cc

© Nguyé&n Van Minh, Quality Management 31
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6.4. Danh gid hiéu quéa dua vao gia tri Cc va Cr
[m} Goi t1 va t2 la thgi diém trudc va sau khi (ng dynﬁ,hé,_
théng QLCL, A - hiéu s6 chi phi va g — hé s6 chi phi véi:

[ ] AC=CCt2-CCt1; AF=CFt2-CFt1

u o =CQt/CFt -

O  Thong qua hai chi s6 nay cé thé danh gia dugc hiéu qua
cua hé théng QLCL qua hai thdi diém.

] Néu AC>0 va AF>0: Hé théng QLCL lam viéc khong hiéu |
qua vi chi phi dau tu cho CL tang trong khi sé lugng sai hong
khong hé giam.

[ ] Néu AC<0 va AF<0: Hé thdng QLCL lam viéc hiéu qua vi chi
phi dau tu cho chat lugng giam nhung chat lugng SP lai dugc
nang cao.

L] Néu AC>Q va AF<0: Hé thdng mdi dat yéu céu vi chi phi dau
tu cho chat lugng da dua lai két qua tuong (ng.

| | Hé sd chi phi o sé& gilp ta c6 dinh hudng dau tu chinh xac va
hiéu qua haon.
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VII. MOt s6 bai hoc kinh nghiém vé chat lugng

7.1, Bai hoc th( nhét

(m] Phai biét danh gia ding tdm quan trong cla chat
lugng trong ddi séng cua DN. -

O  “Van dé cua chét lugng khénq‘phéi ¢ cho moi ngudi
khong bi€t dén n6, ma chinhla & cho ho c tudng la
ho da biét” (Philip Crosby).

7.2. Bai hoc thir 2

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

O  Trén thyc té&, chat lugng hoan toan c6 thé lugng héa
dudc thong qua sy phu hgp ctia n6 vdi yéu cau.

O Chat lugng c6 thé& do gian ti€p qua chi phi khéng
chat lugng.
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VII. M6t s6 bai hoc kinh nghiém vé chat lugng
7.3. Bai hoc thir 3

O Quan niém “Chat lugng cao doi hoi chi phi
I8n” khong phai lic nao cung dung
O Néu dau tu dang hudng va guan ly tét -
chét lugng hoan toan c6 thé dat dugc véi
chi phi hoan toan it.
O Hai nguyén tac cc ban gidp DN nang cao
hiéu qua dau tu vao chat lugng:
O Lam ding ngay tu dau (DRFT - Do Right the
Fist Tlme%
O Dau tu cho gido duc la loai hinh dau tu hiéu
qua nhat trong cac loai dau tu chat lugng.
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VII. M6t s6 bai hoc kinh nghiém vé chat lugng

7.4. Bai hoc tha 4

O Quy l0i chat lugng kém cho ngudi lao
dong la mot sai lam nghiém trong. Chat
lugng kém, trudc hét la do 16i clia nha
quan ly.

O Ngudi ta phan dinh ty 1& chiu trach nhiém
nhu sau: ngudi thira hanh-25%; gido duc
— 25%; lanh dao - 50% (Phap). O My,
ngudi ta dua trach nhiém cua lanh dao
I1én t&i 70-80%.
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VII. MGt s6 bai hoc kinh nghiém vé chat lugng

7.5. Bai hoc th&r 5

O Chat Iern? dugc bao dam nhg kiém tra -
day cling Ta mét quan niém sai lam.

O Kiémtra khéng tao dung chat Iern?
Kiém tra chi nham phan loai, sang loc san
Eham Ban than hoat dong Kiém tra

hdng thé cai tién chat lugng dugc.
O Mubn c6 chét lugng thi phai lam_ding
ﬁay tU nhifng khau dau tién, dac biét la
khau thiét ké va chuén bi SX.
O Kiém tra |a mot c6 gang day lang phi.
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Chuong 2. Chét lugng san pham

09/02/2011

VIII. MOt s6 dé tai ggi y thao luan

1. Tim hiéu qué trinh tao SP mé&i & DN - nhan xét va bai hoc
kinh nghiém.

2 Chu ky s6ng cua SP va hoat déng san xudt kinh doanh
cua DN.

3. Cong viéc quan ly danh muc hang héa ctia mot siéu thj
hoac dai ly phan phdi cap 1.

4 Phap luat vé& bao ho quyén sd hiry tri tué (chd trgng nhan

i'(nliéu hang hoéa) - kinh nghiém thé gidi va thuc tien Viét
am.

5. Tinghhﬁié'u vé qua trinh xay dung thuang hiéu cia mét DN
cu thé.
Thiét k& nhan hiéu, nhdn cho mdt san pham (thuong hiéu
cho mét y tudng kinh doanh).

7. Y nghia cla viéc st dung ma s6, md vach tronﬁ hoat _
dong dam bao chat lugng (san xuét kinh doanh) ¢ mot
DN cu thé.
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VIII. MOt s6 dé tai ggi y thao luan

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

9. Thuc trang va kinh nghiém lam chét Iugng & mot s6 DN.

10.  Kha ndng thich 'ng ctia cdc DNNVV trudc yéu cau vé chat
lugng hién dai.

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

12.  Trach nhiém cua nha san xudt trudc Igi ich cdng dong: kinh
nghiém thé& gidi va thuc tién Viét Nam.

13.  Lam thé& nao dé sir dung chi phi chat lugng hiéu qua nhét?

14.  Danh gia chat lugng: qui trinh, tiéu chudn, thuc tién danh
gia chat lugng & cac DNVN.

15.  Kinh nghiém lam chét lugng cia mot s6 DN trén thé gidi. Bai
hoc d6i vdi VN.
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