BPIEU KHIEN HOC VA
QUAN LY CHAT LUQNG

OT s6 cong trinh nghién ciu gin day va
chdt lugng di hudng vao viéc tim ra
mot n&n tang khoa hoc cho cong tac

quan ly ch4t lugng, nhim miy muc dich:

1. Cung cdp mot tri€t Iy cho cbng tdc quin
Iy néi chung, va quan ly chit lugng néi rieng,
lam cho ndi dung cia quén ly chit legng duge
phong phi wa day du.

2, Cung cidp nhirng khdi niém co ban virng
chdc cho ndi dung néi trin, dic biet 1a khai
ni¢m v® he théng didu khitn chat luegng.

3. Cung ci4p mdt phuong phdp ludn lam co
sG d® td chirc va tién hanh nhi@ng cong viéc
quan ly chat lugng cy thd.

Nhitng cong trinh néi trén d3 d2 cap nhidu
dén khoa hgc di2u khi2n, nhin nhan nhitng ditm
giong nhau gita di®u khi®n hgc va chic nang
chat lvgng, van dyng nhitng nguyén ly cta didu
khitn hoc vao cong tdc quan ly chat lugng;
c6 tdc gia (E.M.Duke 1975) con dwa ra khai
ni¢m ve *di2ukhidn hoc chat lvgng®. Duéi day,
xin gi¢i thitu mdt sb két quid nghién cru néi
trén, cha E.M.Duke (M§) va T.Suzuwki (Nhat Ban).

1. Chat lwgng suy nghi tao ra chit lwgng
thye hién.

T-ong théi Iy dau cha ngh? nghig¢p chat lvgng,
ching ta thuéng nhdn manh dén y&u clu kidm
soat cdc y€u t6 k¥ thuat, hon la kidm soat céc
y&u 18 con ngudi, bdi vay, ching ta di tridn
khai nhi2u chuong trinh k¢ thuat nhu: quan Iy
chat lugng thi€t k& quan Iy cung ang vat tu,
quan 1y qud trinh cong ngheé, va quin Iy san
xudt; chang ta con it chd ¥ dén quan ly céc
y€u t8 con ngudi; nhung chinh nhitng y&u t6
con ngudi lai 1a nhirng y&u t6 sinh ra nhirng
vin d& v& ch4t legng. Chdt lvgng thigt k&, chit
lugng vat tue, chit legng cong nght, va chat
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lrgng san pham chi 12 nhiang bidu hien cy the
ciia chat luyng thyc hign cta nhng ngudi lam
ra chang.

Nhitng c¢6 ging cta ching ta nhim quin ly
chdt lurgng thyc hi¢n cia con ngudida tap trung
vao nhitng chrong trinh dong co thiac ddy, thi
du nhr cdec nhém chit lvgng, bat dau & Nhat
Ban, va da duge d4p dung & M§ va mdt s6 nuéde
chau Au, hay la céc chuong trinh khong sai
18i (Zero d:fects) v.v..., cac chuong trinh nay
chea di vao miu chét cha vidn d®; khé khin
la & ch8 nhidu ngudi khong ndm duege cdc buéde
din téi quyét dinh; nhi®u ngudi khong hidy
ring cin phai cai tién chidt legng suy nght,
néu mudn cdi tién chit legng thyc hién.

S& di c6 tinh trang trén c6 18 12 vl ngudi ta
cho ring nhing k¢ thuat ding d® cai tién chat
lugng cdc yé&u t6ky thuat khong th® ding d@ cai
tién chat leyng suy nghi ciia chidngta. Nhirng k&t
qua nghién ciu gin day cha di®u khidn hoc chat
lrgng (Quality cyberneties) va ciia hanh vi hoc
(behavioural Science) cho thdy ring nh@ng ky
thuat ding trong cdc chuong trinh phong ngira
th4t bai ciing c6 lién quan dén co ché& ding trong
viéc k& hoach héa chuvong trinh, vA nhing k¢
thugt ding trong cdc hoat dong sira sai ciing cé
lien quan d2n co ch? ding trong viéc gidi quyé&t
vin d& (1). Trong ca hai qui trinh néi trén, cé
rit it sy khac biét trong logic, didu nay din
tgi viéc trign khai m)t logic chung v xay dyng
cdc quyé&t dinh cho ca hai loai van d2 k& hoach
héa chuong trinh va gidi quy&t van de.

(1) Cde thugt nge: phong ngira that bgi (failure
preveniion), k€ hog:h hda chuong trinh program planning)
ho3t d)az sk1 sai (Corrective action), gidi quyét vdn 42
(problzm solvinz), 12 n%i2Zny thudt n3yz ding trong qudn
1y chdt lugal, va can duge hidu theo nghia do.



2. Chét lwgng nghia 1a trgt ty.

D® hidu hét y nghia xau xa cia logic néi
trin, can phiai hidu y nghia co ban cia quin
Iy chat lugng. Khi ching ta djnh thyc hién
chat lugng, tac l1a chang ta mudn lap nén mot
trat ty. Trat te va chdt lugng chi chung mat
trang thdi. N&u chang ta c6 chat lugng, tic 1a
chang ta ¢é mdt mac trit ty cé thd chip nhan
dugc. Véi y nghfa d6, ching ta cé mdt dinh
nghia cho phép phan biet dau thee sy 12 ¢6
vdn d¥, va dau la khong c6 van da. Sy khac
nhau & hai tinh huéng d6 (c6 van da va khong
c6 vin d2) la & chd hiu quad xdy ra; didu nay
dugc chi r1 rd nhat khi xem xét cic mic do céd
thd xdy ra cha trat ty khi viec thyc hién dat
k€t qud, va nhirng mac dd r8i loan (mit (rat
ty) khi that bai. Sy hidu bist nay 1a can thist
d® nang cao chit legng suy nghi cua ching ta.

Di2u khidn hoe chit legng chi ra 3 mirc trat
ty = hay chat lugng = c6 thd duge thyc hign
trong qud trinh din téi thanh cong hoan toan.
N6i chung ngudi ta ti€n tir mac no lén mac kia,
m&i lan mdt mirc (xem hinh 1). Buoc the nhat
di d&n thanh cdng la sin xuft mt c4i gl dé6 co
gid tri cho ai d6, thudng la m)t d6i tegng tidu
thy nao d6, gia trj nay c6 the la v2 kinh t&, va
chirc nang sir dyng, v& chinh tri, x1 hoi, hay
ve® dao ly. D2 tién len mac the hai coa trat ty
thi san phAm hay djch vy san xudt ra phii bio
dam gid tri d6 m)t cach tin cay; thong thuong
phai dau tv thém nhong c6 gdng chdt lugng vao
sin xuft mdi c6 dugc mic trat ty do. Tuy co
tht san xuwat ra dugc nhirng gi c6 gia trj va da
tin cay, nhung ¢6 the khong hoan toan thanh
cong; d2 duegc hoan toan thanh cong, thi san
pham va dich vy sdn xuft ra phdi ¢6 them chit
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legng v2 an todn; & mac ndy, ngudi ta thye
hién ché& d9 «quan Iy chit lugng toan diens
(rotal quality control).

Di2u khidn hoc chit lvgng cing chi ra 3 mie
r6i loan c6 th x1y ra khi thanh cong chuy2n
sang thit bai; cing gidng nhu trat 1y, sy réi
loan ciing thudng xay ra m3i l1an & mot moc,
va néu khong ngan chin kip théi, thi r6i loan
s& din t&i th4t bai hoan toan ( hinh 1 ). Chi din
dau tién cha rGi loan la sy mit gid tri; budc
sau cha rGi loan la mit tin cay. T4t cid hai buée
nay déu gdy ra cdng thing, c6 th? duge nhan
thiy qua cdc khia canh kinh t&, chic nang si
dyng, chinh tri, x3 hoi, hay dao Iy. Néu nhirng
cing thing nay khong dugc loai bé, thi s& din
téi mac r8i loan thi ba, la may rdi. An toan
bi uy hiép, va trir phi duyc chin chinh lai, bing
khong thi that bai hoan toan s& xiy ra, va sy
phd v& ve td chic s& xiy dén.

S& dyng cdc khii ni¢gm di2u khidn hoc v2 chat
lrgng noi trén, ching ta phan bi¢t dugc ré rang
thé nao la thanh cong va that bai, va cé6 duge
mjt dinh nghia chinh x&c thé nao la mot vian
de chat lugng va la mot trang thai chat legng.
Mot vdn dé chit lugng la mot tinh hubng gay
ra cing thing hay la may rii; dinh nghia nay
ding deé gidi quyét cdc vin d& chat legng, hay
dé xem x:it c6 can nhirng bi¢n phip chan chinh
hay khdng; cing dugc dung d@ danh gia khi nao
mdt vdn d& dugc gidi quyét xong va loai bod
dugec nhitng thua thiét.

Nguge lai chit leynz duge thyc hién khi
nao co gia tri day di, c6 do tin cay va duge
an toan chic chdn; dinh nghia nay rat quan
trong trong vi¢c phdng ngira that bai, trong vige
trizn khai cdac tiéu chuln ve chat lugng.
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Hink 1: Cdc mirc trat ty va réi loan



3. Co ché quan ly.

Hidu duge ban chat cia chat lugng giap chang
ta hitu duge co ché ciia quanly, hay la co ché ctia
qué trinh quyé&t dinh, va cing la co ché v2 quan
ly chdt lugng suy nghi; céc co ché quin ly nay
dugc phat hign trén co s& phan tich qué trinh
xtr Iy thong tin cha con ngudi va may ; ca ngudi
va méy deu c6 mdt qué trinh x& ly thong tin
giéng nhau. Co ché& quyét dinh dugc chi rd trén
hinh 2. Co ché nay la m)t h¢ théng vong khép kin
gdm 5budc;5brécnay c6 thd ding trong chrong
trinh phdng ngira that bai, cing nhur trong céc
bi¢n phip sira sai, hay néi mit cich khic, co
thd dung véo vi¢c k& hoach héa chuong trinh
ciing nhu trong vi¢c gidi quyZt vdn d&; chi khac
nhau & ch® biat diu tir bué: nao ma thoi. Trong
k& hoach héa chuong trinh, buéc dau tién la
phan tich nh@tng thong tin thu dvgc, git lai
nhitng thong tin ¢6 y ng'Ty, loai bét nhing
thong tin khong cin thiéi; buéc tha hai la
k& hoach héa viéc sir d ng cac thong tin doé
d® sAn xufit ra mdt cdi gi d6 ¢6 chit lugng
thyc ra tht ban than thiét k& cing di la mét
tiéu chuldn chit lrgng, nfu né xdc dinh duge
day di cédc yéu cliu vé chat lugng, dugc ding
d2 danh gia chdt legng sau nay. Mot khi tieu
chuln chat lugng duge xdc dinh, thi budc sau
1a san xu4dt ra nhirng gi di dugc k& hoach héa;
cdi do6 c6 the 12 mdt sdn phim hay mdt dich vy.
Buéc thir tv 12 kidm nghi¢m nhitng gi da lam
ra, d® xem c6 dat t&t ¢a nhitng chi tiéu chat
lugng v@ gid trj tin cdyra antoan khong va xic
dinh mic do thanh cong hay th4t bai. Buodc
cubi cung la bdo cdo, ddanh gid chéat lugng san
phim hay djch vy lam ra. Chu trinh nay dugc
13p lai d& gidi quyét moi thigu s6t v chat
lwrgng va biao dam git dugc thanh cong lién tyc.
Cdc buédc trén phii duge coi la mdt qua trinh
lien k&t chit ché véi nhau; nguéi san xuit
mubn ¢é6 mdt td chirc hoan toan kidm sodt duge
thl phai thyc hi¢gn tat cd 5 budc dé6 theo m)t
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trat ty nhu di trinh bay, va chu trinh nay phéai
duge l3p lai cho dén khi dat duge tiéu chuln
va thanh céng; n€u tidu chulln tuy cé thyc hi¢n
duge, nhung vin con tinh trang cing thing
hodc may rii, thi vigc quyét dinh dé kém chat
lrgng, va phii lam lai chu trinh cho dén khi
moOt tiéu chulin khdc ¢6 thd chidp nhin dwgc.
Qua cac buéc trén, ngudi sin xuft c6 tht hoc
cach tim ra dugce sai l1am va sira chra nhirng
sai 1im dé6, va khi tinh hinh nay dién ra, thi
ngudi sin xuit degc coi nhue & trong trang thdi
Cty dizu chinh?.

Trong co ché& gidi quyét van d@, didtm xudt
phit ¢6 khac véi k& hoach héa chwong trinh;
n6é bat das tir budc kidm nghiém nhitng san
phAm hay dich vy lam ra, va cing si dyng
m?t chu trinh n i nhau ; myc dich cha buwdc kidm
nghiém la d& xic dinh xem can loai bi¢n phap
chin chinh gi. N26 ring chi ¢6 vdn d® khi nao
tdn tai mot sy cang thing hodc may rai, va titu
chulin thi vin c6 gi4 trj, nhung khong dugce thye
hien ; cing ¢6 th® la mot tiéu chudn khong
thd chip nhan dugc, nhirng san pham hay dich
vy lam ra lai khong theo dang tiéu chulln dé,
va khong xayra cing thing hodc may rdi;
ciing ¢6 trudng hgp thyc hién dang mot titu
chulin khong th? chip nhin dugc nén da gay ra
cang thing hodc may rai. Trong ca hai trudng
hgp trén, trudge tién phai tridn khai mot tiéu
chulin ¢6 thd chiap nhin dugc di, rdi mdi ti€n
hanh gidi quvét vin d@, va phai st dung co
ché k& hoach héa chuong trinh trong vi¢c lam
niy. Sau khi buéc kidm nghi¢m dugc hoan
thanh, thi budc sau la bio cdo vin d& lén cho
he théng nao da dé ra vin d2 dé. Ngudi dé ra
vdn da phaitiép thu va phan tich, dat ké hoach,
va ¢6 bi¢n phap chian chinh can thiét; bi¢n
phip nay c6 thd la cdi tién phuong phéap lya
chon nhiang € cai vao?, k& hoach hba vigc sir
dyng t6i wu nhirng cdi d6, d¢ thu dvoc nhiing
«cai ra® mong midn. Nhlng ®cdi ra® méinay
s& lai dugec kidm nghi¢m d® xem ¢6 thyc hign
dugc tieu chulln va khong gay ra cing thing
hay may rii khong; n&u khdng, thi phai lam lai
chu trinh cho dén khi c6 k€&t qua.

Co ché& trép la mdt co ché quan 1y, dugce
diung khong l?hu-ng trong k& hoach héa chuong
trinh, trong g'4i quyé&t vin d2, ma con dugc
diung d® dio tao can bd chit lugng, d® ddnh gia
hi¢u qué cda cdc chuong trinh ch4t lvgng va hit¢u
qua gidi quy€t cac vin d& vé chdtlugng Céc vdn
de nay dugc phat hi¢n, dvge glai quyét, duge
kitm tra nhanh chéng va d& dang, nhé co ché nay.

4. Pitu khién hoc va chirc niing chat
lirgng. : ‘

Ciing gi6ng nhe mot he than kinh sinh hoc,
chic ning quan Iy cia ditukhidn gdm 6 budc:



d6i tugng di2u khidn, gide quan, tiéu chuln,
d8i chi&u, kidm tra va phan hdi tré lai déi
tegng didu khidn. Quéan ly chdt legng ciing
theo cdc qua trinh sinh hoc twong ty va ciing
theo cdc budc dé6. Nhirng cong trinh nghién
ctru v® quan ly chitlugng di hudng quda nhidu
vao tinh hi¢n thyc k¥ thudt; trong twong lai,
sy phat tridn cda quan ly chat lugng s huéng
chi y€u vao cdc hoat dong chwong trinh héa,
nghién ciru va tridn khai, khong phai chi bing
nhirng ¢6 ging phan hdi thy dong, ma phai
bing nhi@ng cai ti€n tich cye, chi dong, khong
phai don thulin la nhitng hanh dong sira sai;
khai ni¢m v2® quan ly chat luegng da trai qua
mdt qud trinh tién héa va phat tridn lién tuyc,
rdt pha hgp véi triét Iy didu khidn, cho neén
mot khai niém méi: «Didu khign hoc chat
lvgng» da dugc dua ra d@ diung lam co s& cho
quan |y chat lugng, khong phai chi nhim théa
min ngudi tieu thy, ma céon dam bao cho sy tdn
tai va phdt tridn cla cdc 1d chic san xuidt va
kinh doanh.

5 Pidu khién dong

Khdi ni¢m thijnh hanh tir truéc d€n nay vin
la didu khidn bing nhirng thong tin tir qua
khit (phan hdi), rat d& hidu va doi khi dvgc
coi la khai ni¢m duy nhit diang din. Khai
ni¢gm ngugc lai, didu khidn bing nhirng thong
tin tir dy dodn twong lai, it duge néi dén trong
quian ly chat lugng. Thong thudéng, mot thong
tin qud khir rdt cham tr& cho mo¢t hanh dong
kip thoi co6 hi¢u qua, nhat la d6i véi nhong
hanh dong can phai cé toc thai.

Chang ta bi&ét nhidu dong vat c6 khi niang
badm sinh trinh dugc nhing tinh hu6ng gay go,
nguy hidm sip x2y dé€n va c6 nhing hanh dong
d&i phé kip thoi; thi dy: con méo c¢é6 th: nhe
nhang dit chan xudng d4t khiné bj roi tir trén
cao xubng; con doi dang bay cé th® trinh bat
cir mdt chuéng ngai nao trong dém t6i, nhe
nhirng séng si¢u am. Trong nhiang trudng hop
trén, ta thiy ring thoi gian tir lac cam thdy
dugc tinh hinh gay go, cho dén [4c c6 mot
hanh dong d&i phé kijp thai, la mot y&u td rat
quan trong d® xem hanh d9ng dé c6 hitu qua
“hay khong. Thién nhién cung cdp cho ching ta
mot he théng x& ly thong tin rdt khéo léo
nhim myc dich bdo dam gitt cho dugec sy can
bing n¢i tai, hay la sy can bing sinh hoc:
ldy thi dy nhu sy can bing ndi ti€t: hai chac
ning trii ngugc nhau, chic niang thong thoat
cia day than kinh giao cam, va chic nang e
ché& cia day than kinh phé giao cam, hoat dong
két hgp d® gix gin mdt thé can bing nhat dinh;
nhu vdy & day tdn tai mot thyc the dizu khign;

mot muc tidu duey: gidi quyst khdag phidi chi
don thulin bing moét bién phap, ma thuong la
bing nhigu bi¢n phap k&t hgp, va sir dung dong
thdi nhizu thong tin. Git nhiét do trong ngudi
chang ta hau nhu khong thay ddi, la mot thi

.dy khae.

Thong tin tir qua khie phai duge xem xét
ddng thoi véi nhirng thong tin tirdr dodan ivong
lai; chang ta chi c6 digu khitn thyc sy khi nao
k&t hgp duge cd 3 loai dizu khidn sau day:

— Di2u khidn bing thong tin tir qua khe,
d® c6 nhirng bi¢n phdp hi¢u chinh, uén nin,
sira chita nhitng sai s6t di xay ra,.

= Di2u khi2n bing thong tin dy dodn tuong
lai, d& c6 nhirng bi¢n phdp chidfng ngin ngira
nhirng sai s6t, hodc that bai, khong d& xAy ra.

Va nhing bien phdap dot xuit khéc.

Cidc dang didu khidn trén duge goi la didu
khign dong. Truong hop d.2u khitn bing thong
tin tir qua kha, cdc thong tin duge phan hdi
vé mot he thong khép kin, cho phép
¢6 mdt hanh dong d6i phé nhanh chéng.
Truong hgp didu khidn bing thong tin tir dy
dodn tuong lai, thi h¢ théng tuong dang la
mot he théng hé, va nhitng thong tin dwa ve
h¢ théng nay truéc hét duye s& dyng
d® ngin ngira nhong sai sé6t ho3c tdn that.
Nhung néu viéc ngin ngira sai s6t hoidc tdn
that khong thanh cong, thi phai ¢6 nhirng bién
phdap dot xudt khac; bién phdp nay c6 thd Ia
mot quyét dinh chf&p nhan sai sét hodc that
bai, nhung ciing c6 thd nhim sira lai thanh mot
binh huéng c¢6 th® chip nhin dugec.

6. Nhi¢m sq thich wng cia quén ly

M4t trong nhitng nhi¢m vy khong th® thigu
duge cia chirc ning quan ly 1a phai theo dai
va thich ong dugc véi nhang ddi thay coa
moi trudng. Nhigu sinh vat trén trdi dit sé di
tdn tai la vi chang thich #ng duge véi nhang
di2u kién ddi thay cha moi trudng séng. DG&i
véi mdt td chirc san xuit, hay kinh doanh ciing
vady, néu khong biét thich @ng dugc véi
nhang ddi thay cia moi trudng, thi chic
chin la sém hay mudn ciing s& bj loai trir. B&i
vy mot trich nhi¢gm hé&t sirc rd rang cia chae
ning quan Iy la: thich a¢ng duge véi nhang
tinh thé& ddi thay trong va ngoai 18 chic coa
minh, hidu thdu duye nhu cl3u cta thj
tredng hién tai, va tuong lai, thi€t k€ nhim
théba min dugc nhitng yéu cl3u cia ngudi tiéu
thy, cai tién dugc san xufit nhim bao dam
nhirng y&u c3u cha thj truong, v.v... Triét ly
cia ngudi quan ly phai dya trén mdgc tiéu tdi
hau la sy tdn tai va phat tridn cha td chirc san
xuit hay kinh doanh ctia minh, dé mél la thyc
ch4t cda quan ly.



