QUAN LY CHAT LUONG
SAN PHAM
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Bai tap 1

[}

Ban dang can mua mot chiéc ao khoac mdi, hdy
cho bi€t nhitng yéu t6 nao dugi day lién quan dén
quyét dinh mua hang cua ban?
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Thuong hiéu

Thai dd cua ngudi ban hang
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Bai tap 2

O

Cling vd@i tinh hudng trong Bai 1, ban
dang ban khoan giita SP ctia May 10 va
Viét Tién. Ban s& lam nhu thé& nao dé dua
ra quyét dinh cudi cung?
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Bai tap 3

O  H&ay xac dinh xem cac chi phi sau day thudc loai
chi phi nao?

STT | Chi phi chat lugng Loai chi phi

Xac dinh diéu khach hang muén

Xac dinh chét lugng nguyén vat liéu

Hoan tién do hang héa kém chét Iugng

Stfa chita san phdm hoéng trong qué trinh SX

T6 chiic qui trinh dam bao chét lugng

XU ly khi€u nai cia khach hang

Kiém tra théng s8 ky thuat clia SP

Diéu tra nguyén nhan sai hong trong SX
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Mé&t khach hang vi khéng dap (ing dling nhu cau

10 | Chi phi dao tao, ndng cao tay nghé
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Bai tap 4

Xac dinh hiéu qua ap dung mot hé théng quan ly méi.
Trudc yéu cau chat lugng ngay mot khat khe cla thi
trudng, cong ty dugc Thang Tam da quyét dinh dua hé
th8ng QLCL GMP (Good Manufacturing Practice) vao
4p dung. Sau 3 thang dua GMP vao hoat déng, cé c6
déng cho rdng hé thng GMP hoan toan khéng phat
huy dudc hiéu qua, tham chi con dua DN Iam vao tinh
trang kho khan vé tai chinh vi d& dau tu qua I16n vao
sUfa sang nha xudéng, nang cao céng nghé cho hgp tiéu
chuén. Ban sé giup GD DN giai trinh nhu thé nao trudc
dai hoi c6 dong, néu trong tay ban cd s6 liéu chinh xac
vé chi phi chat lugng clia DN tinh trung binh trong
vong 3 thang trudc va sau khi ap dung GMP (Bang 1).
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Bai tap 4

m] Xac dinh hiéu qua ap dung mot hé théng quan ly méi.

STT | Chi phi chat lugng Truéc GMP, |Sau GMP,
triéu VND, |triéu VND,
t1 t2

1 Chi phi dao tao 10 20

2 Chi phi t& chifc hé thdng dam bao chét Iugng 10 20

3 Chi phi xac dinh chdt lugng nguyén vat liéu 10 5

4 Chi phi kiém tra thir nghiém SP 20 10

L4 Chi phi tim nguyén nhan sai hong trong QTSX 30 10

6 Chi phi xtr ly khi€u nai cia KH 20 5

7 Chi phi bdo hanh, stra chira. 25 5
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Bai tap 4

O Cach giai:

Budc 1. Xac dinh loai chi phi

Budc 2. Tinh cac thé’nh phan cla chi phi chat
lugng tai hai thdi diém trudc (t1) va sau khi
DN &p dung hé théng tiéu chuan chét lugng:
Thuc hanh san xudt tét GMP.

Budc 3. Tinh céc chi s ACct va ACft, so sédnh
va rat ra két luan.
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Bai tap 5

O Mot hé thdng quan ly chét lugng & DN thudng dugc
Bhan lam ba cap d6: 1) kiém soat chat qung;hz) dam
ao chat lugng; 3) quan ly chat lugng toan dién (xem
hinh v&). Hay cho bi€t nhiing c6ng viéc chinh dugc
thyc hién ¢ nhitng cap do tuong Ung.
Kiém soat chat lugng
Pam bao chat lugng
/ Quan ly chat lugng toan dién
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Bai tap 6

O Cb quan niém cho rang: “Khdéng nén chi
qua nhiéu cho chat lugng, bdi vi khogn
thé 18y lai dugc tién da bd ra” Ban nghi
thé nao vé quan niém nay?
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Bai tap 7

[m} Hay xac dinh ba thai ky ciia mdt san phdm trong biéu
d6 sau. Theo ban d¢ la loai san pham nao (chu y: thdi
ky 2 dudng cong déc 1én chr khéng phang.

o O @ ()

Thdi gian
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Bai tap 8

Ban nhan xét nhu thé nao vé IGi binh luan:
“TQM chi thich hgp cho cac DN I6n. TQM
qua phirc tap va it dugc ap dung cho cac
DN nho va vua”.
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Bai tap 9

O  H&y nghién ciu tinh hudng sau va tra I6i cau hoi.
Cong ty Hoan Cau chuyén san xudt d6 go ndi that
cao cdp, cung cdp chd yéu trén dia ban Ha Noi.
Gan day cé nhiéu y ki€n khach hang phan nan vé
CLSP ctra gb - mdt trong nhitng SP chu luc clia
CT. K&t qua kiém toan ndi bd 3 thang dau ndm
nay cho thay, chi phi bao dudng SP clra go ting
1n 30% so vdi du toan, mac du 100% SP déu
dugc kiém sodt chat lugng theo sat qua trinh.
Néu ban la gidm ddc cong ty Hoan Céu, ban sé
lam gi?
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Bai tap 10

O

H&y nghién clru tinh hudng va tra I8i cac cau hoi
thao luan

Tai khach san Sao Mai, chi A dugc phan cong phu trach

viéc lau don phong. Chj A quan ly mot nhém gom 5
ngudi, ho phai lau don 35 phong ngl, phong an,
quay rugu, tién sanh. Cong viéc gém quét don va
lau chui bui, don giuvdng, don dep phong, thay khan
mdi va thay nhiing d6 dung trong phong nhu gidy
vé sinh, xa phong, tra va ca phé. Chj A c6 nhiém vu
bdo cdo tinh hinh cho Phé Gidm ddc diéu hanh,
ngudi nay s& kiém tra cac phong mét cach ngiu
nhién d& dam bao cac phong dat dugc tiéu chuan
cua khach san.
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Bai tap 10

Hay tra 18i cac cau hoi sau:

1~
2.

3.

“Khéch hang” cia nhém chi A |4 ai? Giai thich ngan gon?
H&y d& xuit mot cach d€ do Iudng dugc chat lugng dich
vu ma nhém chi A cung cap.

Hay gilp chi A cach truy@n dat t6t nhat nhitng tiéu chuén
vé chét lugng ma khach san yéu cadu dén mot thanh vién
mdi ctia nhém.

Khach san dang nghién clu i'ng dung hé théng quan ly
chét lugng toan dién. Vdi vai tro la trudng nhém, chi A sé
tham gia vao qua trinh nay nhu thé nao?

Gia sif Phé Giam d6c diéu hanh khong nhét quéan trong
nhitng Ian ki€m tra: khi thi qua di sdu vao chi tiét vun
vdt, lc thi bé qua nhitng sai pham rét nghiém trong ma
bat ky nhan vién nao trong to déu biét. Theo ban, viéc
nay anh hu‘dnp_g_r)hu‘ thé& nao dén chat lugng lam viéc cla
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