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chat lugng dao tao trong truong dai hoc theo cach ti€p can
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Tém ti1. Khi x4y dyng hé thAng quan 1y chét lrgng dio tao trong treémg dai hoe theo céch tiép
cfin quan 1y chit lugng 1dng thé (TQM) -Total quality managerment ching ta nhin thiy “Vin hoa
chét lugng™ 14 mdt vin dé quan trong cn trién khai ddng théi. Myc tiéu cia “Van hoa chét lugng”
1a giip cho mgi ngudi thdu hidu y nghia cia nhimg viéc cin [am va cb glng 1am moi viée dung
ngay tir dhu va dling vaa moi thévi didm, didu nay phi hgp véi ban chét cia TQM.

Mat khac, xby dymg dirge “Vian has chét lugng” dang nghia véi viée moi thanh vién, moi té
chirc déu biét ctng vi€éc clia minh theo ké hoach s& dugc cai tién va ning can chét lugng nhu thé
naa, d8u tham gia thyc hién myc tiéu ké& hoach 4y médt cach chu déng va tr gidc: ddng thai tham
gia m6t cach diy di vao qua trinh x8y dyng hé théng quan ly chﬁt lugmg, ma muyc tiéu cia TQM 13
hudmg téi khach hang - sin phﬁm gido dyc dje hiét, thi chﬁc chin két qua dat dwrge s& nhu mang

muﬂn

1. Quin Iy chét hirgng ddng b{ (TQM)

TQM (Total Quality Managerment): 13
phuong phip quan 1y ctia mét td chirc - doanh
nghiép, dinh hudémg vao chét lurgng dyra trén sy
tham gia cia mgi thanh vién nhdm dem lai sy
thinh céng dai han théng qua sy cai tién khéng
ngimg cia chit lwong nhim thoi min nhu ciu
cila khach hang va Igi ich ciia mgi thanh vién to
chirc - doanh nghiép, cling nhu tham gia vao lgi
ich cho xi h{i.

Muc tiéu cia TOM: khéng ngimg cai tién
chat lugng sin pham dé thoa m3n & mirc cao
nhit cho phép nhu céu cia khich hang
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Béc diém phuong phdp:

- Chét hrgng 13 sé mat, 1a hang diu.

- Dinh huémg khéng phai 1 ngudi sin xua
ma vao nguoi tiéu dimg.

- Pam bao théng tin va xem thing ké 1a mdt
cdng cy quan trong.

- Sur quan ly phai dua trén tirnh thdn nhdn van.

- Qua trinh sau 14 khach hang cia qua trinh
trudrc.

- Tinh ddng bé trong quan Iy chit lugmg.

- Quan Iy theo chiic ning va Hai déng chic
nang.

Cac hue quin Iy chdt heomg déng bé: [1]

- Am hidu v& chat lugng

- Cam két vé lanh dao
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- T4 chirc chit lugng

- Do luémg chét lugng

- Gid cia chit lugng

- Hoach dijnh chét luong

- Thiét ké chit lugng

- H¢ thong thiét ké va ndi dung

- H¢ théng tu ligu danh gij

- Cang cu k¥ thujt dé dat chat lugng

- M6t vai k§ thuat bd sung khi thiét ké, duy
tri va thyc hién gia thanh

- Thay d6i nhin thirc nhd vao nhém chiét hrgng

- Truyén thdng vé chit lugmg

- Pao tao vé chit lugng

- Thyc hién TQM.

2. Mdi quan h§ giita TQM véi chit lrgng
gido dyc dai hogc

Ban chét cia TQM cé thé gbi gon trong tdm
chir; Khich hang - Quan Iy - Chit lugng - Toan
dién. Mudn cé chat lugng thi phéi coi khach
hang thyc sy 1a trung tdm, moi hoat ddng déu
phai hudmg tGi céi dich cudi cing 1a thod min
nhu cdu ciia khach hang (cin ltu ¥ nhu cu &
hai dang: da c6 hodc tiém 4n). Nguyén tic quan
ly co ban l1a dya trén long tin, tin vd manh dan
trao quyén cho cic nhém chit lugng ciing nhu
timg thanh vién. Chat lrgng s& dugc dam bao
nhd qué trinh cai tién lién tuc. Cudi ciing, chit
lugng s& khong cé két qua néu khdng cé su
tham gia toan dién cia tit ca moi ngudi, & tht ca
moi cdng doan xuyén sudt qué trinh, hay néi
mét cach khic 14 xdy dymg duge “Vin hod chat
fupmg” trong todn b§ qua trinh thyc hién.

Nhin vao thyc té, rong nhimg nim gin day,
hiu hét nhimg dinh hudéng cai cich va nang cao
chit lugng gido duc dai hoc di vi dang thyc
hién déu it nhiéu mang hoi hudng triét Iy TQM.
Nhifng nha cai cdch gido duc dai hoc phat dong
phong trdo ddi mai phuong phap gidng day -
ngudi hoc lam trung tim, manh dan trao quyén

ty chil cho cdc truémg dai hoc, dao tao ndng lyge
gido vién va ren luyén ky ning lam viéc theo
nhém, cai tién lién tyc chat lugng gido duc va
hinh thanh y thirc trong ca céng déng - gido dyc
la sy nghiép cua toan dan.

M6t trong nhilmg bi quyét dé thye hién
TQM thanh céng dé chinh la mgi hoat déng déu
phai xoay quanh nhin vjt trung 1dm. Néu thong
nhat chon nhan vat trung tim cua hé thdng gido
duc 1a ngudi hoc - duge xem nhu 13 médt loai
khach hang déc biét thi moi hoat ddng cdi cich
dd & dau, cAp nao, lam gi déu phai dat lgi ich
ctia ngudri hoce 18n trén hét.

Cé quan diém cho ring - gido duc la mét
san pham djc biét, khng thé ap dung méy mac
cic ly thuyét quan Iy, Trude hét d6 13 do la mot
dich vy, ma djch vu khac vdi san pham vit chal
& diém co ban, néu san pham vt chit la két qua
ciia qud trinh bién d6i vat ch1 thi djch vy chinh
la két qué caa qua trinh tuong tAc gifra nha cung
img va ngudi sit dung. Nhu vdy, cé thé thay
ngay, chat lugng ciia mdt dich vy chi ¢ thé
thay ddi duge khi chiing ta thay ddi chat lugng
cda qua trinh tuong tac. Péi va&i gido duc dd
chinh la sy twong tic gilta ba nhan vit: ngurdi
hoc - ngudi day - ngudi tuyén dung.

Pé “san pham gida dyc dic biét” dat trinh
d0 ding cap khu vye, din vuon téi dat chuin
qude té, viéc xdy dung va thi nghiém hé thong
quan ly chét lugng dio tao trong truong dai hoc
thea cich tiép can chét lugng tang the (TQM) la
mot van dé nghién citu hodc dé 4n tién kha thi.

3. “Van hod chiit hromg" - vin dé bao trim
va xuyén sudt tron; qua trinh xdy dung h¢
thong qudn ly chidt lwgng dio taa trang
truong dai hge

Van hod chdt hegmg cia mot co sé ddo 1ao
duoc hiéu 1a: moi thanh vién (tr ngudi hoc dén
can bd quan 1y), moi 18 chire (tir cac phang. ban
dén cic to chirc doan thé) déu biét cong vigc
ciia minh thé nio 13 c6 chit lugng va déu lam
theo y€u cau chit lugmg ay [2].
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Hién nay, cac co s dao tao dai hoc tai da
vd dang tién hanh céng tic kiém dinh chit
lugmg theo 10 tidu chudn va 61 tiéu chi (B3
Tiéu chudn kiém dinh chét lugng do B§ Giso
duc va Do tao ban hanh). Tuy nhién, trén thyc
té, néu nhu chi hoan thanh bao cdo ty danh gid
vi khiu danh gia ngoai theo cAc tiéu chi cu thé,
ma thiéu di gid trj cot 18i 4o 14 - xdy dyng van
hoa chit lugng theo B& tiéu chudn ndy thi higu
qua sé rit han che.

Vi khi timg thanh vién cia Nha treong chua
thau hiéu y nghia, sy can thiét coa quy trinh
kiém dinh, hay néi cich khac méi c4 nhan chua
xac dinh rd rang, cy thé trach nhiém cia minh
d6i vai cbng viée, mirc dd yéu cau vé “chét
legng™ doi vai cong vigc cha minh, thi thyc sy
ho khong the xdy dyng dugc ké hoach lam viée
hodc 1am nhu thé nao dé dat dugc chat lugmg
dat chuan?

Nhin nhén trén thyc t€ hién nay, hiu hét
trong 1§ trinh xéy dung va phat trién, cic
Truémg dai hoc déu d3 x3y dung dugce chién
lrge phat trién: ngan han, trung han hoic dai
han, trong d& hogch djnh rd rang muc tiéu can
dat dugc {chat lugmg d6i ngil hodic chat lugng
dio tao...), ké hoach hanh dgng va trién khai cy
the cdng vigc dé dat duge muyc tiéu chat hrong d6.

Trén ly thuyét khi ban hanh chién luge, va
trién khai thyc hién dé dat dugc cac myc tiéu dé
ra - don vj da cé dugc chat lugng mang muon.
Diéu ndy dong nghia vai viéc da trien khai xdy
dyung duge van hoa chat lugng tai dom vi, ¢o
nghia la moi thanh vién, mgi té chite déu biét
cong vigc cia minh theo ké hoach s& dugc cai
tién va ning cao chat lugng nhir thé ndo, déu
tham gia thyc hign mpc tiéu ké hoach 5y mat
cach chi ddng va ty gidc. ..

Nhung trén thye té, don vi hop dé trién khai
ké hoach chién lugc, méi chi quén trigt dén cén
by quan |y cac Phong, Ben; Linh dac céc
Khoa... dé trién khai trong toan Trudmg, cdc
thinh vién - ngudi tryc tiép thyc hign thi lai
thiémg bj roi vao thé bj dong, phai phuc ting
hanh ddng ngay, ma chua cé thai gian tip hudn
d théu higu v& y nghia cia chit hrong cén dat dén.

Cho nén, cac bao cdo ty danh gid va danh
gid ngoai déu khéng phan anh dugc thyc chat
“dat dugc cac myc tiéu dé ra” & mirc dd nao,
khang phan dnh dugc day du cic nguyén nhan
dan dén viéc khang dat dugc chat lugng nhu
mong mudn.

Khi tién hanh nghién ciru dé trien khai xay
dung Hé théng quan Iy chit lugmg dao tao tai
truémg dai hoc theo hudng tiép can quan ly téng
thé (TQM), dé hé théng quan Iy chat lugng dao
tao nay cé thé van hanh 16t, dem lai chét lugmg
nhu mong mudn, ngay tir khi bat dau trién khai,
L3nh dao Nha truémg can phai cé ke hoach xiy
dyng thanh céng “Vin hoa chat luong” trong
toan Trudng.

4. Hinh thanh, cing c¢6 va duy tri “van hoi
chit lwgng” khi xdy dymg bé ihong quan ly
chit hrgng dio tao tgi trudmg dai hgc theo
huémg tiép cin quan Iy chét lirgng tong thé

(TQM)

MGt trong 1Am nguyén the dé lya chon xdy
dymg hé théng quan ly chit lugng dao tao do la
phai cb si¢ tham gia cua moi ngegi, khi timg
thanh vién trong td chirc d6 thau hiéu y nghia
cia viéc can dat t&i muyc tiéu cha lugng va biét
cdn lam gi dé dat drrgc myc tiéu mong muén,
ciing nhu ty nguyén, tich cyc, tham gia diy du
vio qua trinh xiy dymg hé théng quan Iy chit
lugng, ma muc tiéu cia TQM 1A hudng tdi
khach hang - san phdm gido duc ddc biét, thi
chic chin két qua dat dugce s& nhur mong mudn.

Néi nhir viy cé nghia 1, giai phap dé thuc
hién duge vige xiy dung hé thdng quan Iy chit
lugng dao tao chinh 13 xdy dung dugc van hoa
chiit lugng (gdc r& cia vin dé nay chinh 12 xdy
dymng duge vin hoa td chirc trong dom vj).

Khi xdy dyng hé thong quan ly chat lugng
téng thé (TQM), ludn gin lién vai phat trién
vin hod td chire, & 46 méi thanh vién mang lai
niém vui cho khéch hang, 16 chirc dugc thiét ke
theo cau tric hudmg téi khach hang, coi khach
hang 14 thugng de.
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Mygi thanh vién khi tham gia xdy dyng hé
théng quan 1y chit lugng dao tao thea cich tiép
can quan 1y chit lweeng tong thé (TQM) déu
phﬁi hiéu duge ban chét clia quan 1y chét Iuo‘ng
tcmg thé khang phai 1 thanh tra, d6 13 sy c6
géng lam moi wgc ding ngay tir ddu va ding
vao moi thii diém.

“Total” trong TQM cé nghia la tit c& mgi
cOng viée, qué trinh tit ¢ moi ngudi (Ban gidm
hi¢u, cin bd quan ly, gidng vién, chuyén vién)
phai ludn thyc hién cai tién chét lugng coa don
vj minh.

“Management” trong TQM c6 nghia 13 mgi
ngudi thude don v vai chirc ndng, nhi¢m vy, vi
tri 12 ngudi quan ly cua chinh trdch nhi¢m ban
thin ho. Chinh vi vay cé sy khéc biét rat 3 rang
gita chat lugmg tong the (total quality - TQ) va
quan ly chit lugng tong thé (TQM).

Diéu dac biét quan trong, quan ly chit
lugng tong thé doi héi sy thay dbi cia vin hoa
t6 chite, dic biét |13 thdi 46, phong cach va
phuong phép lam viée ciia toan thé cén bé quan
I¥ va nhén vién.

Deé d46i ngil cdn bd 1am vige ty gidc, tich cyc
c6 hiéu qué va sdn phim cé chét lugng, doi héi:

- Tao duge mbi trudmg, co ché va didu kién
lam viéc phu hgp cho di ngii thay vi kiém soét
ho.

- Céic cdng cu lao dong va hé thdng co ché
phi hep.

- Nhimg thanh qua lao dgng phai duge thira
nhan.

Thye hién duge co ché va méi truémg trén,
ddi hoi cac cdp quan ly phai x4c dinh duoc céc
yéu t6 nén tang cia vin hod té chie [2], dd 1a:

1. Cac yéu t& hitu hinh: kién tric try sé, van
phang, bién higu, tén goi. ..

2. Chit lugng ban |anh dac va nhan vién:
chit lugng ban 1dnh dao 16 chirc va cic nhan
vién chii chét déng vai trd quan trong nhat
trong viéc djnh huémg va& quin ly céc hoat djng
ndi chung va viin hod 15 chirc néi riéng.

3. Céc quy dinh vé viin ho4: td chirc nao
ciing ¢6 cic yéu t& vin ho4 td chic mjt cach nr
nhién & cdc mirc d3 khac nhau: diéu 1€, cic quy
dinh, ndi quy. .ban hanh bang van ban, phé
bién cho céc phong, ban thuc thi. Vin hoi td
chirc duge the hién & cac pham tru: dao dirc
hanh nghé, gia trj theo dudi, niém tin, thai dj
{mg xir, hinh vi giao tiép.

4. Quy ude chua thanh viin: cic quy ude
khéng thanh viin ¢6 wu diém la té nhj va linh
hoat trong giao tiép, nlimg ciing ¢6 nhuge diém
Id tao ra cac khoang cach nhit dinh (cu thé la
quan h§ ing x vai c:‘ap trén, dan dén nhimg
tiéu cyc trang cong vigc...).

5. Sy tham gia cia ban lanh dao va nhin
vién: Lanh dao 18i cao T4 chirc nhu cc vj cha
tich Hai ddng quén trj, tong gidm dbc, giam
déc... khéng tham gia din dit céc hoat déng
vin hoa td chac, khong guong mau trong ca
cudc séng IZn cong vige, thi that khé cé thé duy
trl v phét trién dugc céc gia trj nen tang cia
vin hoa t5 chirc.

Tir nhiftng yéu t6 nén tang trén, gilp moj
thanh vién cia td chirc cé cdch nhin thiu dédo vé
nhimg gi4 trj gbe ré nim trong mdi 1d chirc -
véin hod 16 chic “M§t hé thong hitu co cac gia
tri, cdc chuin myc, cac quan niém va hanh vi do
cAc thanh vién trong t5 chitc d6 séng 1ao va tich
luy trong qua trinh tuong tic véi méi trudmg
bén ngoai va hoi nhap bén trong 16 chirc, no da
¢4 hiéu lye va duge coi 14 ding dan, Jo dé6 d’ucrc
chia sé va phd bién rdng rdi giita cac the hé
thanh vién nhu mdt phuong phap chuan myc de
nhin thirc, tr duy va cAm nhan tronz mdi quan
hé vé&i céc vin dé ma ho phai 461 mar".

Gia trj cdt 18i & déy. 12 khi di tac dvng
dugc mdt phuong phap chudn muc dé nhan
thirc, fu duy va cam nhén vé cong viéc can frién
khai, thyc hién thi s& cé dugc phuomy thic hiédu
qué nhét dé xiy dyng ké hoach hany ddng. dat
dugc myc tiéu mong muodn, pha hep vai myc
tiéu cia TQM la “khéng ngitng cii tién chat
lrgng san phﬁm dé thoa man & mic cao nhit
cho phép nhu cdu cia khich hang”.
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Hay na1 mot cach khéce, dé co 1hé dat dugc
higu qua cao nhat khi trién khai xdy dyng hé
thong quan ly chat lugng dao tao theo hudmg
liep cén quan 1y chét luong tong thé (TQM),
mdi don vj daa tao cin xac djnh nhigm vy dong
thor va ciing 13 thai ca dé xdy dyng “Vin hoa
chat lugmg”, khi di xiy dyng duge “Vin hoi
chat lugng”, co s& dao tao s& dat duge nhirng
myc tiéu mong mudn (chét lrgng mong mufm)
trén co s& phat huy sirc manh ndi lyc cia minh:

- Mgi thanh vién cua té chire thu hidu vé
cdng viée, nhi¢m vy cu thé cia minh thé nao 13
cé chat lugng, thi méi cd nhén s& hodn toan cha
ddng, ty giac, tich cye xdy dyng ké hoach hanh
dong va lam vigc theo cic tiéu chuan cy thé,
yéu cin vé chat lugng.

- Khi hiéu 18 dugc cic phan lién quan dén
cdng viéc cta minh nhu thé nao dugce coi la co
chét lwgng, thi m3i ca nhéan s& chd dong tim i,
suy nghi dang gép ¥ kién cling nhu nhimg giai
phap tich cyc gop phan timg budce nang cao
chat lugmg dao tao ciia don vi.

- Khi m8i thanh vién déu am hiéu k¥ cang
vé chat luong, nim vitng yéu ciu cda TQM khi
tham gia vao xiy dung hé théng quan Iy chat
lwgng dao tao thi s& phat huy dugc tinh dén
chi, huy déng moi tiém nang tri twé, sing kién
dé khong ngimg timg budc cai tién va nang cao
chat lugng thod min nhu chu khach hang.

Ciing cin dic biét nhin manh dén vai 1rd
cua Trung tAm Khao thi va Kiém djnh Chat
lugmg tai mdi don vij dio tao déng vai tro dic
biét quan trong trong qua trinh trién khai, tham
gia gidm sit xdy dyng hé théng quan 1y chat
lugng dio tao va xdy dymg vin hoa chit luong
cua don vj.

T nhitng phan tich, nhan djnh va danh gia
trén, ¢6 thé nit ra ké1 ludn sau: trong bdi canh
toan cau hoa nhu hién nay, khi ma gido duc dai
hge trong nudc dang dimg trudc nhiéu sy canh
tranh gay git, véi cdc mé hinh dio tao lién ké
va du hogc tai chd,... trang qua trinh thay ddi,
viron lén dé khﬁng dinh chét lugmp, dom vj nao
c6 duge “Vin hod chit lwgng™ don v do6 s& co
dugc thé manh vé tiém nAng (vat chat, ngutljn
nhin lyc...) dé thang tién 1rén con dudmg hdi
nhip, vuon dén dinh cao coa “chat lugmg™.
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On “quality culture” while establishing training quality
management system for universities in line with
Total Quality Management
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While establishing training quality management system far universities in line with Tatal Quality
Maragement TQM, we recognize that “quality culture™ is an important i1ssue requiring concurrent
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application. Objective of the “quality culture” is to support peaple 1o understand meaning of what they
need to do and try to do the job correcly at the beginning and at any time, which is relevant to the
nature of TQM.

Besides, when establishing “quality culture”, related members or organizations can see how their
job will be improved and the quality will be enhanced as planned and take part in implementing the
planned objectives actively and selfconsciously as well as building quality management system
adequately. Because objective of TQM 1s ta focus on customer - a special educational producl. the
results are ensured to meet the demand.



