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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

1. Khai quat chung
1.1. Khai niém
O Datvan dé:
®  Chat lugng la gi?
®  Quan ly chat lugng la gi?
O Ilsé']\lquén ly qua trinh tao nén chét Iugng 6 mot

B Quan ly chat lugng la cac hoat dong quan ly
ph6i hop véi nhau dé diéu hanh, dinh hudng va
ki€ém soat mot to chic vé mat chat lugng.

(ISO 9000:2000)
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

1.1. Khai niém
O MOt s6 khai niém tham khao:

O QLCL la hé théng cac bién phap tao diéu kién
san xudt kinh t& nhat nhitng SP c6 CL thoa
maéan yéu cau clia ngudi tiéu dung (Kaoru
Ishikawa).

O QLCL la nhi*ng hoat déng clia cac chirc ndng
quan ly chung nham xac dinh chinh sach chat
lugng va thuc hién thong qua cac bién phap
nhu: 13p ké hoach, kiém soat chat lugng, dam
bao chat lugng va cai tién chat lugng trong hé
théng chat lugng (ISO 8402:1999).
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

1.1. Khai niém
O Luuy
m O DN hoat déng QLCL thudng dudc phdi hap
thanh mot hé théng nhéat, cé muc tiéu, chinh
sach, nguyén tic, phuong phap va bién phap
thuc hién cu th& nhat quan. Ta goi chung 1a Hé
théng quan ly chat lugng & DN.
B Can phan biét cac khai niém:
O Chét lugng SP va chét lugng Hé théng QLCLSP
O Quan ly chat lugng bao gdm: QLCL san phdm
va QLCL Hé thdng QLCLSP.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

1.2. Cac nguyén tac quan ly chat lugng

O  Nguyén tac CL la nhitng quy dinh cé tinh bat budc

ma cac DN mudn lam chat lugng phai tuan tha va

thuc hién tot.

Hudng vao khach hang

Khach hang la trung tdm cua hé thdng.

Khach hang la ai?

Khach hang la mét t& chifc hay ca nh&n nhan san

pham. Khach hang cé chia lam: KH ndi bd, KH

thong thudng.

O  Vidu: la nhan vién van thu cua DN, ban hdy tha
xac dinh KH ctia minh la ai?

ooor
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2. Vai tro quyét dinh cta lanh dao
O Nguyén tdc nay mudn nhén manh dén vai
tro lanh dao cua nha quan ly.
O O DN ngudi lanh dao cé nhitng vai tro co
ban nao?
®m Diéu phdi méi quan hé giffa cac thanh vién
trong DN (vai tro ngudi dan dau).
B Tié€p nhan va xU ly thong tin (dai dién ctia DN)
B Ra quyét dinh. Thanh céng hay that bai cla
mot he théng QLCL phu thudc vao kha nang ra
quyét dinh cua gidi l1anh dao.
O  Vidu: ???
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

3. Sy tham gia clia moi ngudi

O Nguyén tac nay nhdn manh - mudn
lam chat lugng thi phai cé su tham
gia dong bd cua tat cd moi ngudi
trong DN.

O Con ngudi la ngudn luc quan trong
nhat trong tdt ca cac nguon luc.

O Vidu:???
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

4. Chu trong quan ly theo qua trinh — lam
dung ngay tu dau

O Qua trinh 13 gi? B

O Qua trinh lamo6t chudi cac hoat dong ndi
ti€p nhau dien ra trinh tu trong mot
khong gian va thdi gian xac dinh.

O Chét lugng SP dugc dam bdo va xay dung
dua trén cg s@ chat lugng xuyén sudt qua
trinh tao SP, theo nguyén tac: lam dung
ngay tu dau.

O Vidu: ??2?
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

. Chu trong cach tiép can hé théng

=] Hé théng la gi?

O Hé thdng la téﬁ hdp cac yéu tg, phan hé cé méi |
chat ch& véi nhau theo mot cdu tric, nguyén tac
dinh, hdp thanh mét thé théng nhat.

Hé thdng chét Iugng 6 DN la tap hgp tat ca cac yéu to
lam nén chat lugng trong qua trinh hoat dong cua DN.
Khong thé giai bai toan chét lugng theo tiing yéu t6 riéng
I& ma phai xem xét sy tac dong cua cac y€u to nay mot,
cach co hé théng, déng bd va toan dién, phdi hop hai hoa
v@i dinh hudng chung: khach hang la trung tam.

(] Tim doc cyén: Jamshid Gharajedaghi. Tu duy hé'thGnE:
Quan [y hon don va phirc hgp. Mot cd sd cho thiét ké kién
trdc kinh doanh.H.: KHXH, 2005.594tr.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

6.  Cai tién lién tuc
O Cai tién lién tuc 1d muc tiéu thudng truc cla t&
chirc. Vi CLSP phu thuéc vao yéu cau, ma yéu cau
ludn ludn thay ddi nén DN phai cai tién lién tuc dé
phu hgp véi yéu cau.
O  Cac budc phat trién cla cai tién (kaizen):
m  Chifa tri: s(ra sai ngay lap tirc cac van dé dudc phat
hién.
B Ngin ngira tai dién: caj tién qui trinh nhdm ngan
ngura hién tugng tai dién.
B Phong ngtra: NC thay doi qui trinh, tao phuang thirc
mai d€ khdc phuc van dé triét dé.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

6. Cai tién lién tuc
O Mét trong nhitng ﬁ
C6ng cu hru hiéu ACTION o

dé& thuc hién cai

tién lién tuc la CHU-TRINH
Chu trinh Deming PDCA
PDCA (Plan-Do-

Check-Action) CHECK Z Do
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

7 uyet dinh dua trén sy kién va dit liéu

thuc té€

O  Quyét dinh phai dua trén viéc phan tich

dit liéu va thoéng tin.

O Ky ndng phan tich s6 liéu, su kién r6i mdi

dua ra quyét dinh.

O Ky ndng tim kiém, phan loai, x( ly thong
tin la mot trong nHLrng ky nang quan
trong nhit ciia nha quan Iy

o A dung phudng phap quan ly chat lugng
bgng thong ké: Statistical Quality Control.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

8. Phat trién quan hé hgp tac cung cd
Igi

O Quan hé hop tac dugc hiéu thanh
hai mang: n6i bé DN va déi tac bén
ngoai DN.

O Trong noi bo DN: diéu tiét moi quan
hé gilta ba nhan vat chu chét: chu
sG hitu - gidi quan ly — va ngudi lam
thué.

© Nguy&n Van Minh, Quality Management 14
2007

Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

8.  Phat trién quan hé hgp tac cling cé Igi
O Ly thuyét T8 chlc hudng thién (T6 chirc gia dinh)
Qua trinh gido duc Ngugi Quan tu

Pao
(Nguyén tac, lut 1, luan ly

Thién Con Gido duc hudng thién Ngeri
(pham chét ' 7S
dao difc cao qui) nguoi Quan tur
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

8. Phat trién quan hé hgp tac cling cé Igi
O Ly thuyét T6 chirc hudng thién (T8 chic

gia dinh)
=

CHA ME
Quan tir Quan tir CHU SO HTU QuAN LV
quin |y
coN
Quan tir NHAN VIEN

M6 hinh gia dinh ly tuéng Mb hinh T8 chirc gia dinh
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

8. Phét trién quan hé hgp tac cling cé Igi
O Theo Ly thuyét T6 chic gia dinh:
u guan hé gilta cac thanh vién la m6i quan hé
i tac, dua trén nén tang dao dic hudng
thién.

B Nguyén téc hop tac: cling c6 Igi (nhu anh em
trong mot gia dmh)

. Phuong phap quan ly: quan ly hudng thién, 18y
con ngudi Vi cac gia tri ¢t 16i: dao, ly, tri,
diing Tam trung tam.

B Ly thuyét nay phu hgp véi qubc gia chau Ava
dap Ung dudc cac yéu cau cla t6 churc kinh té
hién dai. La mot ly thuyét md - can kham pha.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

8. Phat trién quan hé hgp tac cung c6 Igi
O Nhitng van dé phat sinh trong quan hé
giita cac thanh vién cta téd chirc

Thanh vién Trach nhiém Quyén Igi Hu‘dng giai
quyét
Chu s6 hitu Giadm mao hiém | Tang Igi nhudn | Chia s& hitu
Nha quan ly Giam trach nhiém | Tang thu nhép | Chia quyén luc
Nhan vién Giam cong viéc, Téng thu nhép | Tang trach
giam trach nhiém nhiém
© Nguy&n Van Minh, Quality Management 18
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

II. Cac phudng phap quan ly chat lugng

2.1. Cac giai doan phét trién clia QLCL

O Cac nha nghién ciu chia lich st phat
trién clia cong tac QLCL thanh 4 giai
doan: 1) truéc nam 1920; 2) 1920-
1950; 3) 1950-1970; 4) 1970-nay.

O Moi giai doan phat trién déu cé
nhitng nét dac trung va cac phuang
phap QLCL riéng.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

1I. Cac phudng phap quan ly chat lugng

2.1. Céc giai doan phat trién cia QLCL

A.  Trudc nd8m 1920 - Kiém tra chat lugng SP cudi cling

O Ngay tUr thgi nguyén thuy - con ngudi d& c6 y thic cha y
dén hoat dong quan ly chdt lugng phuc vu cong viéc san
ban, hai lugm dudc tot hon, nhung mang tinh tu phat.
Hoat déng QLCL thuc sy dydc chi y tir khi cudc cach
mang cdng nghiép bling nd & Anh ndm 1770.
Nén tang cua mot x& hoi cong nghiép lan dau tién dugc
mo ta trong cubn sach kinh dién cua A.Smith “Su giau c6
iuamcac quoc gia” (Wealth Of Nations) xudt ban nam

m] Nhg SX céng nghiép, san pham lam ra ngay cang nhiéu
xugt hién ygu cgéu vé do cﬁin[\ xac, tuong t?‘liigh \%ldﬁng’

nhét cla SP cling nhu Iinh’)kien. Do do hé théng cac ti€u
chuan chat lugng va PP kiém tra chat lugng ra ddi.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

Trudc ndm 1920 - Kiém tra chét lugng SP cudi cling
Kiém tra la gi?

®  Kiém tra la cong viéc so sanh déc tinh ctia SP véi

cac tiéu chuan cho trudc.

Kiém tra chét lugng Ia hinh thc quan ly chat lugng
sém nhét.
Chirc ndng kiNé’m tra dugc tach riéng ra khoi chic
ndng san xuét.
Muc dich ki€m tra la dam bao san phdm xudt xudng
phu hgp vdi tiéu chuan.
Hinh thirc ki€ém tra: ki€m tra CLSP cudi cling (da
hoan chinh)

o>

o O o O
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

A, Trudc ndm 1920 - Kiém tra chat lugng SP cudi cling
O  Uu diém:
B Phan biét rd chinh phdm va phé& pham.
] ggn ché& dua SP kém chét lugng tdi tay ngudi tiéu
ung.
B Tao y thic lam chat lugng trong tu duy clia ngudi
SX, nha quan ly.
O  Nhugc diém:
Chi mdi chu trong khau dau ra.
Gay lang phi I6n trong SX.
B SP kiém tra dat chét lugng, song chua chéc da thoa
man y/c thi trudng.
O  Can kiém tra chat Jugng qua trinh san xuét, khac
phuc kip thgi sai sét, giam chi phi cho DN.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

B. Giai doan 1920-1950 - Kiém soat chét
lugng qua trinh (QC-Quality Control)

O Kiém soat chat lugng qua trinh 1a kiém
soat, khac phuc sai s6t ngay trong qua
trinh tao SP dé dap U'ng cac yéu cau vé
chat lugng

O Cong cu cha yéu la sir dung phudng phap
théng ké va phan tich s6 lieu théng ké.

O Cha dé cua phudng phap kiém soat chat
lugng qua trinh la ky su Walter thudc
phong thi nghiém Bell Telephone.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

B.  Giai doan 1920-1950 - Kiém soat chat lugng qua
trinh (QC-Quality Control)
O  Uu diém:
B Giam chi phi kiém tra, gép phan téng Igi nhuan, dic
biét dGi vai SX I6n.
®  Phat hién va Joai bo phé phdm ngay trong qua trinh
SX, giam thiét hai do phé pham gay nén.
O  Nhugc diém:
B V& ban chat van 1a phuong phap kiém tra vdi pham
vi rdng han theo suét qua trinh SX.
B Khdng phat hién hét dugc cac nguyén nhan gay ra
phé& pham.
O  Mubn }(héfn% ché& dugc ph& phdm can kiém soat toan
bd qua trinh san xuat, tr dau vao cho téi dau ra.
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Chuong 3. Nguyén tac va phuong

phap quan ly chat lugng

C.  Giai doan 1950-1970 - Kiém soat chat lugng toan
dién (TQC-Total Quality Control)

O Mot s8 ghi nhan tur thuc tién:
B Cac k¥ thuat kiém soat chat lugng théng ké (SQC)
chi ap dung rdt han ché trong khu vuc san xuét,
con nhiéu khu vuc khac chua 'ng dung dugc.

®m  Nhiéu SP dat chat lugng, nhung van khdng dap ting
dugc yéu cau cua khach hang.
O Nam 1960, c6ng ty Sumitomo (Nhét) dat giai

thudng chat lugng Deming, d& dua ra mot triét ly
lam chat lugng mdi:
B Pham vi hoat ddng quan ly chat lugng can dugc xac

dinh rdng han, bao trum tur nha cung (ng-DN-kénh-
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Chuong 3. Nguyén tac va phuadng

phap quan ly chat lugng

C. Giai doan 1950-1970 - Kiém soat chét
lugng toan dién (TQC-Total Quality

Control)
O  Kiém soat chét lugng toan dién (TQC) 1a hé
thong kiém soat toan dién cac hoat dong

cla mot t6 chirc nham dam bao, duy tri va
cai tién chat lugng SP sao cho phu hgp véi

yéu cau clia ngudi tiéu dung.

O Hoat dong ki€ém soat chét lugng dién ra
xuyén suot cac cong doan tao SP: tir NC thi
trudng, thiét k€, mua nguyén vat liéu, cong

nghé, san xudt, moi truGng, nhan luc
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Chuadng 3. Nguyén tac va phucong

phap quan ly chat lugng

C.  Giai doan 1950-1970 - Kiém soat chéat lugng toan
dién (TQC-Total Quality Control)
O  Uu diém:

B Lugdng ph& pham gidam nhiéu so vdi 2 giai doan trudc,
giam chi phi, tang Igi nhuén.
B CO6 thé tim ra dai da s6 cadc nguyén nhan tao nén SP

hong.
O  Nhudc diém:
®m  Van tap trung chi y&u v& kiém sodt thong s6 k§

thudt, chua quan tam dén kha nang dap Ung y/c
ngudi tiéu dung clia SP.
O D& dam bao chat lugng ki€ém soat cac thdng sb k§

thudt Ia can thiét nhung chua du.
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

Tu 1970 dén nar - Quan ly chat lugng toan dién
(TQM-Total Quality Management)

O TQM - la phudng phéap quan ly dua trén su’ tham gia
cua tat ca cac thanh vién cua td chic, 18y khach hang
lam trung_tam, thuc hién cai ti€n chat lugng khong
ngung nham muc dich théa man t6i da nhifng mong
muén va Ky vong cla khach hang.

O TU tu’dng TQM, nd rd ¢ My vao nhitng nam 80 TK20
VGi cac tén tudi nhu:; Feigenbaum, Deming, Juran
Crosby. Ung dung dau thanh céng dau tién & Ford
Motor va Jonson onson.

O bPéc diém n0| bat clia tu tudng TQM I3 quan tam toan
dién dén qua trinh lam chét Iugng: ké ca mat Y
thuat cling nhu kinh t€, quan ly toan bé nguén luc
DN, lién tuc cai tién chét lugng vi KH.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

D. Tu 1970 dén nay - Quan ly chat lugng toan
dién (TQM-Total Quality Management)

O TQM khéc phuc dugc cac nhugc diém cla
cac PP QLCL trudc d6. Giam thiéu toi da
lugng phé phdm, phan dau dat zero-defect.

O Zero-defect:

B Nganh dién tlr Nhat Ban: 1phé& pham/triéu SP.
®m Ty lénay & My: 1 /100.000
m Viét Nam? (1/1000)
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2. Mot s6 méc lich st dang luu y

| 1770 - cach mang céng nghiép Anh

O 1764 — phat minh may hagi nudc

O 1785 - phat minh may dét

O 1776 - ra ddi tdc phdm “Cula cai clia cac qudc gia”
Adam Smit

O 1911 - Nguyén tdc quan ly khoa hoc cua F. Taylor

O 1911 - Phan tich chuyén déng cua Frank and Lilian
Gibreth

O 1912 - Bi€u d6 Gantt

O 1913 - san xuét day chuyén, H. Ford

O 1930 - nghién ctu ddng cd lam viéc E. Mayo
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2. Mot s6 mdc lich st dang luu y

1935 - Kiém tra chat lugng b&ng théng ké,
W.Sherhart, H.Roming

~1940 - Lap trinh tuyén tinh, nhiéu tac gia,
V.Kantorovich, G.Dantzig

Quan tri tac nghiép: ly thuyét xép hang, PERT, CPM
~1970 - Dy bdo, MRP, TQC, QT Dy &n.., J.Orlicky,
Oliver Wight

~1980 - M6 hinh 5Ps, Dai hoc Harvard

~1980 - mo hinh JIT, ty dong hda, TQC, E.Deming,
J.Juran

~1990 - nay: TQM, ISO, céc t8 chuc tiéu chudn CL
thé gidi

O OO oo o 0O
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.3. Cac chuyén gia vé chét lugng
O Tim doc trong (2, tr.382-441):
B Nhifng nét dang ghi nhé trong tiéu s
B Tu tudng lam chat lugng chu dao
B Dong gop cho khoa hoc quan ly chat
lugng
B Sy phat trién va kha ndng 'ng dung
nhitng tu tudng nay
B Bai hoc kinh nghiém cho ban than va DN
cua ban trong tugng lai.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.4. Cac phuong phap quan ly chat lugng

2.2.1. Phudng phap 5S

O Phudng phap quan ly cia ngudi Nhat, daon
gian, dé ap dung, khong t6n kém.

O 5S Ixé viét tdt cia 5 chir S dau tién cua
chudi cac hoat ddng hudng ddn moi ngudi
cach lam viéc ngan ndp, gon gang.

1. Seiri (Sang loc)

B Sang loc, loai bo cai can thi€t khong can thiét:
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.1. Phuong phap 5S
1. Seiri (Sang loc)
B Sang loc, loai bo cai can thi€t khong can thiét:
Budc 1. Quan sat k¥ ndi lam viéc, phéan loai, loai bd
nhitng thir khong can thiét cho cong viéc.
Budc 2. N&u chua thé quyét dinh ngay mét th nao
dd c6 can cho cong viéc hay khong thi danh
ddu: “Xem xét va sé huy bo vao ngay...”, roi xép
riéng ra mot ndi.
Budc 3. Dén hen, ki€m tra lai xem nhitng th(r dugc
x€p riéng cd s dung dén khéng, sau dé ti€n
hanh loai trir va cho thgi han mdi.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.1. Phudng phéap 55

D= Setton (S&p xép)

n S&p x&p moi th(r ngdn ndp, trat tu, c6 danh s& ky hiéu rd rang:

Budc 1. Khadng dinh lai mét [an nita: cac thir khong can thiét dd dudc
loai b6 khoi nai lam viéc, Suy nghi xem cai gi nén dé ¢ dau 13
thuan Igi,cho qui trinh cdng viéc, déng thai phai bao dam an
toan, tha[n my.

Budc 2. Trao_doi véi ddng nghiép (clng phong hodc cé chung céng
viéc) vé cach b6 tri trén quan di€ém thuan Igi chung. Nén vé&'sd
do dé tien trao doi. Chu y nguyén tac: cai gi thuong xuyén s
dung phai dat gan ngudi su dung.

Budc 3. Thong béo cho cac dong nghiép biét trinh tu’ sdp xép cua
minh dé€ ho c6 thé tu tim. Nén lap danh mug cac vat qn? va
ndi luu gilf, ghi chd trén tirng ngan kéo, ngan tu, cdp taiTiéu
dé tién tim Kiém, sdp dat va sirdung.

Budc 4. M3 rong pham vi ap dung trén toan co quan.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2.1. Phudng phap 5S
3. Sesio (Sach sé)
O Vé sinh noi lam viéc va ludn ludn sach sé&
O Nhitng viéc can lam:
n C_hﬁ ddng, dirng dgi dén lac thdy bdn mdi lam vé
sinh.
®  Danh 3 phit m&i ngay d& vé sinh noi lam viéc va
1 tudn mot lan lam vé sinh chung.
B Moi ngugi phai cé trach nhiém vdi moi trudng
xung quanh ngi lam viéc.
B Dlng bao giG tao thdi quen vt rac bura bai.
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.1. Phudng phap 5S
4. Seiketsu (San soc)
O LuOn ludn thuc hanh Seiki, Seiton, Seiso
O Chay:
® Tao hé thdng nhdm duy tri su sach s&, ngan nap
ndi lam viéc, 1én lich lam vé sinh.
B Gay dung phong trao_thi dua gilta cac phon
ban, phan xudng, cudn hit moi thanh vién tham
gia vao thuc hién 5S.
B lap td chat lugng 5S, phan céng trach nhiém ca
nhan, thuc hanh kiém tra, danh gia, thusng phat
kip thd| thiét thuc.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.1. Phudng phap 5S
5.  Shisuke (S&n sang)
| H&ay bi€n nhitng cong viéc trén thanh thoéi quen:
[ ] Phan dau dua 4S thanh thudc tinh cla tirng ngudi,
clia ca té chuc.
n 'tl)'ao thoi quen xem ndi lam viéc la ngbi nha th(r 2 cua
an.
O Piéu kién dé thuc hién thanh céng 55?

®  Quy&t tdm va su' hd trg clia ban lanh dao
B Thuyc hién 5S bat dau badng dao tao va huén luyén
B Sy tu nguyén tham gia cua tdt cad moi ngudi
®  L3p lai vong 5S véi tiéu chuén cao han.
© Nguyén Vén Minh, Quality Management. 38
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2.2. Phudng phap Q-base

O Q-base: phuong phap quan ly chat ILfdng cd sd, do t6
chirc TELARC cua New Zeland dé xuat Q-base dugc
ing dung rdng rdi & cac nudc phat trién nhu: New
Zeland, Uc, Canada, Thuy Dién, Pan Mach.

[m] Néi dung clia Q-base bao gém:

Qui dinh vai tro ctia ngudi Idnh dao;

Qui dinh vé marketing;

Qui dinh vé phong cung (ng, tiéu thu;

Qui dinh vé phong thiét ké;

Qui dinh vé nha xudng;

Qui dinh kiém tra déng gdi, bao quan san pham.
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.2. Phuong phap Q-base
O MOt s6 diém luu y:
B Q-base tuy chua c6 du tam véc nhu ISO9000
nhung cling la PPQLCL dugc thira nhén réng rai
& nhiéu nudc trén thé gidi, cé day du'té chat co
ban cia mét hé théng QLCL.
] Q#a trinh chi'ng nhéan Q-base rat don gian,
ong tén kém nhu’'cac hé théng quan ly chat
lugng khac.
®  Nhitng qui dinh ctia Q-base la téi thi€y, lam co
sG tot de DN tién hanh ap dung cac hé thong
QLCL khac.
B T4 chic TELARC d& cho phép Viét Nam s dung
hé théng Q-base tir 11-1995.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.3. Phuong phap GMP (Good Manufacturing
Practices) - Thuc hanh san xuat tot

O GMP la mét hé thdng dam bao chét lugng,
vé sinh, an toan dugdc ap dung ddj vdi cac
€3 s8 san xuat, ché bién thuc phdm va
dugc pham.

O GMP dua ra cac yéu cau nham kiém soat
tdt ca cac yéu t6 anh hucng téi qua trinh
hinh thanh chat lugng tir khau: thiét k€,
xay dung nha xudng, 1ap rap thiét bi, mua
sdm dung cu ché bién, bao géi, bao quan
va ngudi thuc hién,
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2.3. Phudng phap GMP (Good Manufacturing Practices) -
Thuc hanh san xudt t6t
O No6i dung ciia GMP

B Qui dinh v& nha xudng va cac phuadng tién san xuat,
ché bién: vi tri, dién tich, vat liéu xay dung.

B Qui dinh vé vé sinh nha xudng: lam sach thudng
xuyen bao quan chat nguy hai, kiém soat vi sinh vat
gay hai.

n Qui dinh kiém sodt qua trinh: kiém soat nguyén vat
liéu, hoat dong san xudt kinh doanh.

B Yéu cau vé con ngudi: diéu kién siric khoe, ché do vé
sinh, gido duc, dao tao.

B Qui dinh vé kiém soat, bado quan va phan phéi.
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.4. Phudng phap HACCP (Hazard Analy5|s Critical
Control Point) = Phan tich m&i nguy va diém kiém
soat téi han

O Vao nhiing nam 1960, co quan khong gian My NASA
thuc hién cac chugng trinh nghlen ctu khong gian_ va
ho céc loai thu‘c pham khong sai 10i- sach gan tuyét
dsi dé cung cap cho cac nha du hanh vii tru. NASA da
hgp téc véi CT Pillsbun dua ra hé thong quan ly chat
lugng HACCP nhdm dam bao an toan téi da va giam
I& thudc vao kiém tra va th nghiém san pham.

O Pau nerng nam 1980, phu’dng phap HACCP dugc cac
cong ty u’ng dung réng rai. TU nam 1993 Uy ban Thuc
pham thé g|d| CAC (Codex Alimentary Commision) ds
c6ng bd hudng dan ap dung HACCP.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.4. Phudng phap HACCP

O HACCP la phlfdng phap hudng dan ap dung
hé théng * Phan t|ch m0| nguy va diém "
kiém soat trong yéu” nham_muc dich ki€ém
soat qua trinh ché bién, ngan chan cac yéu
t& doc hai cho SP, danh ﬁla cac moi n uy,
tap trung vao cac bién phap phon
thay cho viéc chi th* nghiém than
sau cung.

O  Cac budc ti€n hanh (ng dung HACCP bao
gom:

= Lap to, doi HACCP. Doi trudng it nhat la mot
lanh dao cdp pho trong ban gidm déc.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng
2.2.4. Phucong phap HACCP

=} Xac dinh san pham ctia DN. Tra I8i cac cau hdi:
] IdDNt san xudt SP gi? S6 lugng bao nhiéu? M(rc chat Iugng can

] Lap phudng an SX va quy trlnh SX:

a Xac dinh méi nguy. Phai ndm vu'n? céc cong doap trong ua
trinh tag ra SP."Xac dinh ché nao [a mé&i nguy hiém lam cl
thuc pham khéng an toan.

a Tién hanh xac dinh gidi han. To chic klem soat gidi han trén,
nnam dam bao cac chi tiéu cua SP luén nam trong gidi han cho
phép

a Vi dy: Quy trinh SX muc déng lanh nhu sau:

Thu mua -> Sd ché -> Phén loai -> Ché bién-> Dong goi
- Xac dinh m&i nguy tao chét Iugng SP kém cla tiing céng
doan (vi du: moi tru‘dng sinh thai).

— Xac dinh diém kiém soat véi tiéu chi cu thé (ham lugng chi

cho phép).
= Tién hanh kiém soat ham lugng chi.
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.5. Phuong phap TQM (Total Quality
Management) - Phucng phap quan ly
chat lugng toan dién

O TQMlagi?

®  E.Deming tiing néi: “Trong tuong lai s& c6 hai
loai DN - cac DN trién khai CLTD va cac DN phal
dong cu‘a Ban khéng phai trién khai TQM néu su
sdng con cua DN ban khéng phai la diéu bat
budc.”

B Ban chdt cla TQM chinh la sy thura ké va phat
trién tat yé€u cya hé thong quan Iy chat lugng:
bao gbm ki€ém soat CL téng thé va dam bao chit
lugng.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.5. Phuong phap TQM
O M6 hinh TQM

S
&1 \%

S s Z
A %
N AP
& %\ %
NI A

Lam viéc theo nhém va trao quyén
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2.5. Phucong phap TQM

| TQM la phudng phap QLCL toan dién I8y khach hang lam trun
tém, doi hoi moi thanh vién cta té chirc tham gia vao qua trin
cai tlen khong ngung nham muc dich théa man nhitng mong
mudn va ky vong cta khach hang.
O 4 thanh phan then chét cia TQM
] Khach hang - trung tdém ctia moi hoat ddng quan ly.
=] Ehéch hang la tat ca nhitng ai sir dung két qua cong viéc ciua

(u} Dat mong mudn va ky vongcﬂa khach hang Ién hang dau.
Khéng cé KH thi khéng c6

O  Thiét 1ap v&n héa KD: thé hién ldng tan tam véi KH.

a Xay dung hé théng gill chat Iu‘dng hang héa cao, 8n dinh.

“Céach t8t nhat d&€ nhan ra mét DN co dat chat Iugng toan dlen hay
khéng, hdy xem DN d6 giao ti€p véi KH nhu thé nao?
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.5. Phucong phap TQM
=} TQM la gi?

] TQM la phuong phép QLCL toan dién I8y khach hang lam trun
tam, doi hoi mol thanh vién cua to chic tham gia vao qua trin
cai tién khéng ngirng nhdm muc dich théa mén nhitng mong
mudn va ky vong cua khach hang.

O 4 thanh phan then chét cia TQM

] Khach hang - trung tdm ctia moi hoat déng quan ly.

o ghéch hang la tat ca nhitng ai sir dung két qua cong viéc cua
an.

O D&t mong mudn va ky vglngcfja khach hang I&én hang dau.
Khong cé KH thi khong c6 DN.

O Thiét 1ap vin héa KD: thé hién Idng tan tdm véi KH.

O  XAay dung hé thdng giir chat lugng hang héa cao, 8n dinh.

“Céch t8t nhat d& nhan ra mét DN cd dat chat lugng toan dién hay
khong, hdy xem DN d6 giao ti€p véi KH nhu thé nao?”
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.5. Phuong phap TQM
O 4 thanh phan then chét cia TQM
n Cai tién lién tuc
O hi‘énhtuc: tuan tha nhitng tiéu chudn va cach lam hién
anh.
O  Cai tién: tim kiém nhiing tiéu chuén cao hon va nhiing
cach t6t hon dé thuc hién cong viéc.
n Phuaong thic thyc hién cai tién lién tuc
O  Phai quan tam dén tat ca cac chi tiét. Sang kién cai ti€én
can cu thé, rd rang va hiéu qua, tranh néi chung chung,
ho hao khau hiéu.
S§ lugng cai tién phai du 16n thi mdi cé thé dua dén
hiéu qua can thiét.

oo

Phai cé sur tham gia toan dién cua céc t6, nhém trong
toan DN.
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2.5. Phuong phap TQM
O 4 thanh phan then ch6t cia TQM

B Cam két toan dién
O Moi ngudi, moi t6 nhém déu phai tham gia
vao qua trinh lam chat lugng & DN.
O Ba cong cu co ban dé€ thuc hién cam két:
B Su kién dinh: nhat quan, kién dinh clia ngudi
quan ly.
®  Trao déi th(")ng tin: tdp hudn vé TQM, thudng
xuyén trao doi, rut kinh nghiém.
B T&t cd moi ngudi déu tham gia: tham gia vao
qua trinh t‘lr_r]_kiémmnhl?ng ti_éﬁu c[]uén cao han,
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

2.2.5. Phucong phap TQM
O 4 thanh phan then chG6t cia TQM
m  Lam viéc theo nhém va trao quyén
O  Nhoém chét lugng thugng cé khoang 6 ngudi,

cung cé chung mot doi tugng cong viéc, thu’dng
ﬁap nhau d@é thao luan vé chat lugng (1 tuadn/1

O Thanh vién cua nhém CL Ia tu nguyén.

O  Nhoém lam viéc phai c6 muc tiéu. Muc tiéu y/c
phai: %u thé; 2)do ludng dugdc; 3)théng nhat
trong nhom; 4)kha thi va 5)co thdi han nhéat

O Lanh dao tin tudng va trao quyén cho cac nhém
hodc cad nhan tu quyét dinh cong viéc cia minh
tim cach dé cai'tién tét hon.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

2.2.5. Phuong phap TQM
O ViduvéTQM
B DN san xuat do gp gia dung, chuyén sx td, ban,
ghé. Ngoai yéu cau vé bén, dep, gia ca hdp ly,
KH_con cé nhu cau SP du‘dc giao va |ap dat tan
nha. DN sé lam gl dé dap u‘ng y/c nay?
Thiét ké SP <1e thao rgi, van chuyen tién Igi ma
khi 13p rap van dam bdo chat lugng.
BGP khdi xudng chugng trinh: Dep - Bén - Tién
Igi phé bién v&i tat ca cac nhan vien.
Xay dung nhom lam viéc bap gém: nhan vién
thiét k&, NV kyx thuat, NV lap rap. Tung nhom
sé dam nhan don hang tlr A-Z
O Hang tuan cédc nhom sé& hop ban d8 rit kinh
nghiém
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Chuadng 3. Nguyén tac va phucong
phap quan ly chat lugng

2.2.6. Mot s6 PPQLCL khac

=] 6 sigma

JIT: Just in Time - chinh xac, ddng thdi gian.
Benchmarking - So sénh theo chudn muc.

Hé théng QLCL an toan thuc phdm SQF 2000.

Hé théng quan ly CL theo ISO9000:2000.

QLCL theo SA 8000- Tiéu chu&n trach nhiém x& hoi.
QLCL theo ISO 14000 - Hé thdng QLCL moi trudng.
Hé théng QL su phu hdp va chudi cung ing - CSM
2000.

(SV lya chon va ty nghién ciu).

ooooooo
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Chuong 3. Nguyén tac va phuong
phap quan ly chat lugng

III. Cac bién phap quan ly chat lugng
3.1. Gido duc dao tao
O Day la bién phap dat co sG nén mong
cho céc nguyén tac dudc thuc hién.
Giao duc tap trung vao ba hudng
chinh:
m  Dao dic
B Chuyén mon
B Van hoa.
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Chuong 3. Nguyén tac va phuadng
phap quan ly chat lugng

III. Cac bién phap quan ly chat lugng
3.2. Phong ngtra
O Phong nglra 1a dp dung cac bién phap dé
ngan ngua nguyén nhan gay ra sai héng,
hodc ngdn khong dé sai hong tai dién an thi
2.
O Nhirng chi phi phong ngtra thong dung:
®  Chi phi dao tao, néng cao trinh do;
®  Chi phi dau tu cho c6ng cu, c6ng nghé kiém tra,
kiém soat chat lugng;
®  Chi phi nghién c(tu marketing.
3.3. Tang cudng hoat déng cua nhém chét lugng
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