1. Hoc phin:

Nganh:

AN < A

QUAN TRI CHAT LUQNG TOAN DIEN
(TOTAL QUALITY MANAGEMENT)

Mai hoc phén: MGT3005

Quan tri Kinh doanh

Khéi lwgng hoc tap: 03 tin chi.
Muc dich hoc phin

Hoc phan nay cung cip nhiing kién thirc cin ban vé hé théng quan 1y chét luong

toan dién dé huéng dén két qua kinh doanh tuyét hao, gitp ngudi hoc c6 nhan thic

dung dan vé chat luong va quan tri chit luong. Hoc phan gitip sinh vién hiéu biét sdu

sac v€ cac nguyén 1y cua chat lugng toan dién, hé thong quan tri theo ti€u chuan, cach

thirc dé mot t6 chirc c6 thé thay do6i tir quan tri truyén théng dén trién khai chat luong

toan dién. Hoc phén ciing gitp sinh vién kha ning ung dung mot sd cong cu, k¥ thuat

va phuong phéap can thiét dé nhan dién va giai quyét cac van dé trong quan tri chat

luong.

6. Chuan dau ra hoc phan ciia hoc phan

Sau khi hoc xong hoc phan nay, sinh vién c6 kha nang;

TT | MACLO Tén chuin dAu ra

Nhan dién dugc quan dlem chat luong va quan tri chat lugng phu
1 CLO1

hop v6i to chire va cac cAp do chit lugng ctia mot to chirc.

Trién khai dugc nguyén 1y cua quan tri chat luong toan dién trong
1 CLO2 Ay A 17

mot to chirc.

Thiét ké duoc cac cong cu co ban cho hoat quan tri chét lugng cua
2 CLO3 Ay (A 17

mot to churc.

banh gia dugc nhiing han ché cia mé hinh t6 chirc chiric ning
3 CLO4 | truyén thong do6i véi quan tri chat lugng va nhiing hiéu chinh can

thiet dé thyc thi TQM.

Phan tich dugc cong viéc ma mot nha lanh dao phai thyc hién dé
4 CLO5 | xdy dung TQM trong to chirc va nhitng van dé mang tinh chién lugc

ctiia quan tri chat lugng

Phat trién duoc mot s6 k§ ning cua nha quan tri: thuyét trinh va
6 CLOG6 Y SR U .

giao tiep; to chirc va lam vi¢c nhoém.




Ma tran quan h¢ chuan dau ra hoc phan va chuan dau ra chuong trinh

CDR hoc phan/ CBR 218 81318 85883 g g g
chuong trinh z &l z|z|l&a|z| =zl &| T = =]
CLO1 X
CLO2 X
CLO3 X X | X
CLO4 X
CLO5 X
CLO6 X | X
Tong hqpktheo hoc X | X X X | X X
phan

7. Nhiém vu cia hgc vién
- DPoc tai liéu trude khi to1 1op
- Tham gia day du céc ti€t hoc trén 16p
- Lam day du cac bai tap, bai luan vé nha
- Thyc hanh thdo luan nhém trén 16p va ¢ nha
8. Taili¢u hoc tap
8.1 Giéo trinh
TL1. TS. Nguyén Quéc Tudn, ThS. Truwong Hong Trinh, ThS. Lé Thi Minh Hang;
Quan tri Chat luong toan dién (2007); Nha xuat ban Thong ké.
8.2 Tai li¢u tham khdo
TK1. Cdc bai bdo nghién cveu lién quan t6i linh viee Qudn tri chat leong.
TK2. David L.Goetschand Stanley Davis: Quality Management for

Organizational Excellence; Introduction to Total Quality, 7th ed., Pearson Publ.,
2014

9. Thang diém
10. Ndi dung chi tiét hoc phan

CHUONG 1
TONG QUAN VE QUAN TRI CHAT LUQNG
1.1. Pinh nghia chit lwgng
1.2. Chit lwong thiét ké va chit lwong cia sw phi hop véi thiét ké
1.2.1 | Chét luong thiét ké
1.2.2 | Chét luong cua sy phu hop véi thiét ké




1.3.

Cac Kkhia canh ciia chét lwong san phidm va dich vu

13.1

Céc khia canh chit luong san phdm

13.1

Céac khia canh chét lugng dich vu

1.4

TAm quan trong ciia chat lwgng ddi véi doanh nghiép

1.5

Lich sir phat trién ciia tw twéng quan Iy chat lwong

1.5.1

Kiém tra chat luong

1.5.2

Bao dam chit luong

153

Quan tr1 chét lugng

1.6

Triét Iy ciia cac chuyén gia chét lwong

16.1

Triét Iy cua Deming

1.6.2

Triét 1y ctia Juran

1.6.2

Triét 1y ctia Crosby

1.6.2

Nhiing triét 1y ctia Feigenbaum, Ishikawa, Tagushi

1.7.

Nhirng nguyén ly ciia chét lwong toan dién

1.7.1

Lanh dao va hoach dinh chién luoc

1.7.2

Tap trung vao khach hang

1.7.3

Ti€p cén qua trinh

1.7.4

Cai tién lién tuc

1.75

Phan quyén va lam viéc nhom

1.7.6

Tiép can thuc té dé ra quyét dinh

1.7.7

Quan tri cac moi quan hé

TL1.

Chuong 1

TL2

Chuong 1-3

Céc bai bao vé& dong gop cia cac chuyén gia chat lugng, thuc thi nguyén I

TQ

CHUONG 2

CAC CONG CU VA PHUONG PHAP CUA QUAN TRI CHAT
LUQNG TOAN DIEN

2.1

Thiét ké cho chit hrgng va trién khai chirc ning chat lwgng

3.11

Tién trinh phat trién san pham

3.1.2

Trién khai chtrc nang chét lugng (QFD)

2.2

Céac cong cu cho hoach dinh va quan tri

2.3

Kiém soat qua trinh bing thong ké va biy cong cu co ban

231

Tiép can qué trinh trong quan trj chat luong

23.1

Kiém so4t qua trinh bang thdng ké (SPC)

2.3.2

Bay cong cu kiém soat chét lugng co ban

2.3.3

Tu duy théng ké

2.4.

Triét Iy Kaizen va cac phwong phap cai tién chit lwgng

241

Triét Iy Kaizen

24.2

\Vong tron Deming




2.4.3

Quy trinh DMAIC

244

Poka - Yoke

245

Benchmarking

2.4.6

5S

Tai li¢u hoc tap

TL1.

Chuong 2

CHUONG 3

THIET KE TO CHUC TREN QUAN PIEM CHAT LUQNG
TOAN DIEN

3.1.

Cau truc t6 chure va quan tri chat lugng toan dién

3.11

Dac trung cua co cau to chuce theo chirc nang

3.1.2

Céc van dé¢ cua co cau chuc nang trén quan diém chat lugng toan di¢n

3.2.

Hiéu chinh lai co cau chirc nang theo quan diém chat luong toan dién

3.2.1

Tap trung vao qua trinh

3.2.2

Nhan dién khach hang noi bg

3.2.3

CAu trac to chtrc theo nhém

3.24

Giam hé thong cép bac

3.25

Str dung uy ban lanh dao

3.3.

Vian hoéa theo dinh hudng chét lugng toan dién

No6i dung cua van hoa chét luong toan dién

Thay d6i vin hoa theo dinh huéng chét luong toan dién

3.4.

Cai tién

Cai tién lién tuc

Cai tién dot pha

3.5.

Lam viéc nhom

35.1

Tam quan trong ctia nhom trong chat lugng toan dién

3.5.2

Phan loai nhom

3.5.3

Lam viéc nhom hi¢u qua

Tai li€u hoc tap

TL1.

Chuong 3

CHUONG 4

LANH PAO CHAT LUQNG

4.1.

Tam quan trong cuia linh dao dbi voi chat luong

4.2.

Nhiém vu ctia nha 1anh dao chat lugng

421

Thiét 1ap vién canh

4.2.2

Nudi dudng gia tri

4.3

Chét luong toan dién va 1y thuyét lanh dao

43.1

Vai tro ciia nha quan tri

43.1

Su quan tdm va cau trac khoi xudng




4.3.3

Ly thuyét 1anh dao chuyén doi

4.3.4

Quan tri1 va lanh dao

4.4.

Giao quyén

441

Khai niém

442

Tam quan trong cua giao quyén

443

Nhitng nguyén Iy cua giao quyén

4.5.

Ly thuyét dong co thuc ddy va giao quyén

45.1

Ly thuyét vé dic tinh cong viéc

45.2

Ly thuyét vé nhu cau

45.3

Ly thuyét thiét 1ap muyc tiéu

Tai li¢u hoc tap

TLI1.

Chuong 4

CHUONG 5

HOACH PINH CHIEN LUQC VA THU'C THI
CHAT LUQNG TOAN DIEN

5.1.

Nguén gdc cua loi thé canh tranh

5.2.

Tam quan trong ctia chét luong dbi vai loi thé canh tranh

521

Thiét 1ap vién canh

5.2.2

Nuoi dudng gia tri

5.3

Chat lugng va chién lugc tao su khéc biét

5.4

Thuc hién mét chién luoc chat luong toan dién

Tai liéu hoc tap

TLI1.

Chuong 5

11.Ma tran quan hé chuan dau ra (CLO) va ndi dung (chwong) hoc phin

o| o 8| &| &8
Chuong — — — — —_ —
®) @) ®) ©) ©) ®)
Chuong 1: Tong quan vé quan tri chat | ¥ X
lugng toan dién
Chuong 2: Cac cong cu cua quan tri X
chat luong toan dién
Chuong 3: Thiét ké to chiic trén quan X
diém chat luong toan dién
Chuong 4: Lanh dao chét luong X
Chuong 5: Hoach dinh chién lugc va X
thuc thi quan tri chét lugng toan dién




12. Mdi quan hé giira chuan dau ra hoc phan (CLO) va phwong phap gidng day, hoc tap (TLS)

STT Ma Tén phwong phap giang day, hoc tap (TLS) Nhor;h[;l;uang g g g g g g
1 TLM1 Giai thich cu thé Explicit Teaching 1 X X X X
2 TLM?2 Thuyét giang Lecture 1 X | X | X | X
3 TLM3 Tham luan Guest lecture 1
4 TLM4 Giai quyét van dé Problem Solving 2
5 TLM5 Tap kich ndo Brainstorming 2
6 TLM6 Hoc theo tinh hudng Case Study 2
7 TLM7 Dong vai Role play 2
8 TLMS8 Tro choi Game/ Oral Presentation 2
9 TLM9 Thuc tap, thuc té Field Trip 2 X
10 TLM10 Tranh luan Debates 3
11 TLM11 Thao luan Discussion 3 X X X X
12 TLMI12 Hoc nhém Teamwork Learning 3 X X X
13 TLM13 Cau hoi goi mé Inquiry 4
, A, Research Project/ X
14 TLM14 Du an nghién ctru Independent StU(Jiy 4 X
15 TLM15 | Hoc tryc tuyén TBA 5
16 TLM16 Bai tdp ¢ nha Work Assignment 6 X X
17 TLM17 Khac 7




13. Phén bo thoi gian theo s6 tiét tin chi cho 3 tin chi (1 tin chi = 15 tiét)

S4 tiét tin chi Phuong phap giang day
Chuong thur Tén chuong Ly Thyc hanh/ . g
P , .« | Tongso
thuyét | thao luan®
. Chuong 1: Tong quan vé quan tri chat , TLM1,TLM2, TLM11, TLM16
luong toan dién 8 10
) Chuong 2: Cac cong cu cua quan tri TLM1,TLM2, TLM6,TLM7,TLMS,
chét lugng toan dién S ! 12 TLM11, TLM12, TLM16
Chuong 3: Thiét ké t6 chirc trén quan TLM1,TLM2, TLM9, TLM16
3 . X Je . A 4 4 8
diém chat luong toan dién
4 Chuong 4: Lanh dao chat luong 5 3 8 TLM1,TLM2, TLM11, TLM12,TLM14
5 Chuong 5: Hoach dinh chién luoc va TLM1,TLM2,TLM11
thuc thi quan tri chét luong toan dién S 2 !
Tong 27 18 45

Ghi chii: S6 gio thyc hanh/ thao ludn trén thuc 1é sé bc%ng s6 tiét thue hanh/ thao ludn trén thiét ké x 2.




14. Méi quan hé giira chuan dau ra hoc phan (CLO) va phwong phap danh gia (AM)

Nhom — N ™ <t o ©
STT Ma Tén phuwong phap danh gia phuong 9 8 9 9 3 9
phap O O O @) O @)
1 AM1 Panh gia chuyén can Attendance Check 1
2 AM2 Danh gia bai tap Work Assignment 1 X X X
3 AM3 Panh gia thuyét trinh Oral Presentation 1 X X X
4 AMA4 banh gia hoat dong Performance test 2
5 AMS Nhat ky thuc tap Journal and blogs 2
6 AM6 Kiém tra tu luan Essay 2 X | X | X | X | X
7 AM7 Kiém tra trac nghiém Multiple choice exam 2
8 AM8 Bao vé va thi van dap Oral Exam 2
9 AM9 Bao cao Written Report 2 X X
10 AM10 | Panh gia thuyét trinh Oral Presentation 3
11 AM11 Dénh gia [am viéc nhom Teamwork Assessment 3
12 | AML2 | Béo céo khéa luin Graduation Thesis/ 3
Report
13 AM13 Khéac 4




15. Ké hoach kiém tra, danh gia

A Ph ha TY 16 o= o ™ <t Lo ©
STT Tun Noi dung Tong AP S 19191919198
danh gia (%) O O O O @) @)
1 3-8 Chuong 1,2, 3 AM2 20% X | X X
2 15 Chuong 2,3,4 AM3,9 20% X X X
3 Theo lich | Toan bo AM6 60% X | X X X X
Tong cong | 100%

Xac nhan cua Khoa/B) mon







