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TU TIEP C~N DEN MO HINH QUAN Ll CHAT LUQNG 
_? .-.? ..... - - ..... ? , 

TONG THE VA VIEC VAN DUNG VAO QUAN Ll . . . 
J ' ? ; 

CHAT LUQNG TRUONG D~l HQC 0 NUOC TA 

Thu$t ngii QuEm li chat Iuong ton~ th~ (Total 
Quality Management - TOM) xuat hi$n each 

day hem nlta the kl, k~ tl1 khi A. Feigenbaum du'a 
ra ian dau trong T<:~P chi "Ki~m tra chat lli<;~ng 
trong cong nghi$p" ("Industrial Quality Control") 
thang 5 nam 1957. TU' d6 den nay, TOM du<;~c 
dung kha pho bien tren binh di$n If lu$n va trong 
thlic tien TOM da d<:~t du<;~c nhiing thanh cong 
ian, gop phan lam thay doi V! the CUa cac cong 
ty, th$m chi ca mc;'>t nen kinh te (tru'Cing h<;1p Nh$t 
Ban trong th$p nien 70 Ia mc;'>t vi du di~n hinh). 
Nhieu truong d<:~i h9c tren the giai cOng v$n dt,Jng 
hi$u qua mo hinh nay trong quan If chat lu'<;~ng 
giao dt,Jc. Tuy nhien, C1 nu'ac ta hi$n nay, khi h$ 
thong quan If chat lu<;~ng theo tieu chuan quae te 
ISO (International Standards Organization) du'dc 
nhieu tru'dng dai h9C hu'dng ltng thi Vi$c ap dt,Jng 
TOM mai chl dU'ng l9i C1 m¢t so cong trinh nghien 
cCtu. Hi$n nay, cac nha quan If co sC1 giao dt,Jc d9i 
h9c nu'ac ta chu yeu nhin nh$n TOM nhu' m¢t 
tiep c$n. 8§ v$n dt,Jng c6 hi$u qua TOM vao giao 
dl,JC, can dau tu' nhieU hdn cho viec nghien CUU 
mo hinh nay. 

1. Khai ni~m tiep c~n va tiep c~n TQM 
Tiep c$n Ia m¢t khai ni$m trU'u tli<;~ng. Tfnh 

phuc tap cua no Ia C1 cho c6 nhieu each hi~u khac 
nhau trong tl.tng tru'Cing h<;~p Cl,J th~. Khi n6i each 
tiep c$n mot van de, nghla Ia bang phu'dng phap 
nhat d!nh tim hi~u van de d6. Trong tru'C1ng h<;~p 
dude hi~u Ia phuong phap lu$n tien hanh m¢t de 
tai nghien cCtu, tiep c$n du<;~c dung vai nghla If 
lu$n ve phu'ang phap nh$n thltc khoa h9c va cai 
t9o hi$n thu'c. Day Ia mc;'>t tru'Cing nghla r¢ng. Vi 
dt,J, tiep can h$ thong. 86 Ia each xem xet cac 
m~t cua van de nghien cltu trong mc;'>t h$ toan 
V~?n VOi nhiJng tu'ang tac hdp quy lu$t giiJa CaC 
thanh to cua h$. Tiep c$n trong quan If (ho~c 
quan If chat lu'Qng) cOng thu¢c tru'C1ng nghla nay. 
Nhung tfnh chat phuong phap lu$n C1 day l9i du<;~c 
xem xet nhu' h$ thong cac nguyen tac, nguyen If 
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chung nhat cua m¢t each thCtc quan li ltja chon. 
Trang cac cong trinh nghien cCtu va trong thu'c 
tien, tiep can quan li dude nh$n thCtc nhu' m¢t 
d!nh hu'ang Cl,J th~ CUa hot:~t dc;'>ng quan li. 

Vai tiep c$n TOM, ISO 8402 d!nh nghTa: 
"TQM - EJ6 Ia m¢t ti{fp can qui!m If m¢t to chuc 
tr[lp trung vao cha't tur;Jng, dt!a vao su tham gia 
cua ta't ca cac thanh vi{m cua no, nh8m O?t aUcJC 
thanh c6ng !au dai nhCI thOa man nhu cau ngUCJi 
lieu dung va··aem l?i lc;Ji ich cho cac thanh vi{m 
trong to chuc va toan xa h¢i". 

Cac van de cot 16i cua tiep can TOM bao 
g6m: thoa man moi yeu cau cua khach hang; cai 
tien lien tt,JC, cai tien tltng bu'ac; lam tot ngay tlJ 
dau; Slf tham gia cua tat ca cac thanh vien dtja 
tren nen tang van h6a cua to chltc. 

2. Khai ni~m mo hinh 
Hi~u chung nhat, mo hinh Ia khuon mau, ca 

cau xac l$p tieu chuan, mo phong cau tao, hot:~t 
d¢ng cua mc;'>t doi tu'c;mg ho~c hinh anh u'ac 1$ 
phan anh mot khach th§, h$ thong, qua trinh 
ho~c hi$n tli<;~ng nao d6. Hinh anh c6 th~ Ia hinh 
tu't;jng, SCi do, Su' mota bang idi, chiJ SO, .... 8oi 
tli<;~ng, khach the, h$ thong, qua trinh hoac hi$n 
tu'Qng trong d!nh nghla goi chung Ia "ban goc". 
Dlja vao d~c tfnh cua "ban goc" c6 th~ phan ra 
hai lo9i: "mo hinh v$t chat" va "mo hinh If thuyet 
Khi "ban goc" mang tfnh v$t th~ thi c6 mo hinh 
v$t chat", khi "ban goc" phi v$t th~ thi ta g9i Ia 
"m6 hinh li thuyet". Truong h<;1p nay, mo hinh the 
hi$n quan ni$m Ve cau true CUa mc;'>t Slf V${, hi$n 
tu't;jng ho~c qua trinh nao d6. 

Tren thu'c te, vai su' v$n dt,Jng ph liang phap 
mo hinh h6a vao qua trinh nghien cCtu cac khoa 
h9c xa h9i n6i chung va khoa h9c quan If n6i 
rieng, mo hinh If thuyet du't;jc slt dt,Jng ngay cang 
nhieu va cang c6 v! trf quan tr9ng trong vi¢c 
nh$n thltc nhiing thu¢c tfnh ban chat cua cac 
hi$n tlit;jng va qua trinh trU'u tu'Qng. Nhling chfnh 
vi tfnh trU'u tu'ang ma mo hinh If thuyet trC1 nen 
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phlic tap, kh6 xac l$p va cOng kh6 nhan thlic. 
Thli nhat, dlic;!c hi§u Ia "quan ni$m ve cau 
true ... ", cac mo hlnh mota cung mQt Stf vat, hi$n 
tliang hoac qua trinh c6 th§ xuat hi$n voi d!nh 
dc:;mg khac nhau. Thli hai, m¢t stf vat, hi$n tlic;lng 
hoac qua trinh c6 th§ bao gom rat nhieu yeu t6 
cau th~mh, nhLJng mo hinh thLJCing chi m6 ta 
nhU'ng Mt khai quat chung nhat. Thli ba, cac mo 
hinh If thuyet thLJCing mang tfnh li tliong, c6 th§ 
khong ton t<:Ji nguyen mau trong thlic tien. 

Cac mo hinh quan li hay mo hinh quan li 
chat I liang thu¢c vao lo<:Ji m6 hinh If thuyet. Cac 
m6 hinh If thuyet thLJCing mang tfnh khai quat 
cao nen khi v~n dt,mg c6 nhieu kh6 khan. Vi v~y, 
doi hoi ngLJCii v~n dung phai dau tli nghien cliu, 
sang tao cho phu hc;!p voi dieu ki$n va m6i 
trLJCing cu th§. 

CAM KET- TAM NHiN­

LANH D~O CHAT LUQNG 

t 
PHUONG PHAP MOl­

DAO T~O- CONG Cl,J 

3. Mo hinh TQM va vi~c v~n d1,1ng vao 
quim If chat ILtc;mg trLtC:Ing d~i hc;>c d nlfoc ta 

Mo hlnh quan li chat llic;~ng TOM dL19c cac 
nha If luan, nghien cuu th§ hi$n kha da d9ng. 
COng nhli nhieu m6 hinh quan If chat llic;lng 
khac, TOM dlic;!c ap dt,mg trong cac doanh 
nghiep trliac, sau d6 moi v~n dt,mg vao cac ca 
so giao dt,Jc. Vi v~y, nghien cuu, tiep thu nhU'ng 
liu di§m cua m6 hlnh TOM trong san xuat, kinh 
doanh trlioc khi tri§n khai trong giao due Ia can 
thiet. 

3.1. Quan ni~m cua WE.Deming, J.Juran 
va P. Crosby ve· TQM 

W.E.Deming, J.Juran va P.Crosby dlic;!c coi 
Ia cac nha If lu~n hang dau ve TOM. He thong If 
lu~n cua cac 6ng dlic;JC trinh bay trong nhieu 
cu6n sach, kh6ng th§ truyen tal day du trong 

~ cAl TIEN LIEN Tl,JC 

f-- v-- PHAN TicH ~ 
f-----1"---- NGUYEN NHAN YEU KE~ 

Sl,l THONG HIEU NHU CAU KHACH 

LIEN KET THEO NHOM I 
~'--------~ 

HANG v A cAc cA1 TIEN NH6 

MOl TRUONG VAN HOA CHAT LUQNG 

Hinh 1: Sa c16 m6 hinh TQM thea quan ni~m cua Deming 

,----·-··-

HO~CH DjNH CHAT LUQNG 

(Ml)C liEU VA NHAN DI~N KHACH HANG) 

i 
KIEM soAT CHAT LUQNG 

(QUY TRiNH, liEU CHUAN vA CONG CU) 

DAOT~O 
(KHAI NIEM VE 

-

QUAN Li CHAT 

LUQNG vA 

cAccoNG ~ 
-

c~ cA1 TIEN 

CHAT LUQNG) 

cA1 TIEN CHAT LUQNG 

ccAc Dl! AN, NH6M, coNG c~ THONG KE> 

VA THONG TIN 

DA CAP- L__ 

TRUYEN 

THONG 

-
M~C TIEU 

CHAT 

LUQNG 
r---r--+ (lAM TOT 

HI~N T~l, 
TRANH RlJI 

RO) 

Hinh 2: So r16 m6 hinh TQM theo quan ni~m cua Juran 
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DAo T~o vA NGAN cHAN SAl s6T 
TRUYEN THONG 

vA TIEP Tl)C cA1 TIEN 

Sl,l QUAN li CHUYEN NGHI~P 
VE CHAT LUQNG 

Hinh 3: So a6 m6 hinh TQM thea quan ni~m cua Crosby 

mot bai viet ngan. Nhl1ng, bang phl1dng phap 
mo hinh h6a, c6 th~ hinh dung m¢t each khai 
quat quan ni¢m cua cac ong. 

* Deming dl1a ra mo hinh TOM dL1<;1c phac 
h9a trong hinh 1. Deming dif!c bi¢t chu tr9ng den 
nguyen nhan cua Slf yeu kern ve chat ILJ<;jng. £)~ 
xac d!nh nguon goc cac van de, W d6 CO Cd SCJ 
hanh d(>ng, can phai nam cac dli' li¢u ve qua 
trinh dien ra slf yeu kem va thl1<'1ng xuyen theo 
doi qua trinh nay. 6ng dLJa ra cac cong ct,J thong 
ke (Statistical Quality Control - SOC) d~ ki~m 
soat cac qua trinh. 

* Juran t~p trung vao ba phl1dng di¢n cua 
chat IL1<;1ng dL19c g9i Ia b¢ ba chat IL1<;1ng (quality 
trilogy): HOC?Ch d!nh chat IL1<;1ng (quy trinh d~ xac 
d!nh muc tieu chat IL1<;1ng, bat dau v6i vi¢c nh~n 
di¢n khach hang); ki~m soat chat IL1<;1ng (quy 
trinh d~ dap ung mt,Jc tieu chat IL1<;1ng trong tac 
nghi¢p); cai tien chat IL1<;1ng (quy trinh thl,l'c hien 
nhli'ng hanh d(mg d~ d<?t den cac muc hi¢u qua 
chua Wng d<?t den trong qua khu, thl1<'1ng thong 
qua cac dlf an dl1QC thl,l'C hi$n CJ m9i b¢ ph~n CUa 
to chuc). Cung v6i vai tro cua dao t<?O, Juran neu 
r6 Slf din thiet cai thi$n thong tin giao tiep truyen 
thong da cap trong doi ngO: (Xem hinh 2) 

* Crosby de xuat 14 bL16c cai tien chat 
IL1<;1ng, bao gam 4 van de nen tang: (Xem hinh 3) 

- Uinh d<?o chat IL1<;1ng: cam ket va quan If slf 
hQp tac, cong nh~n va ung h9 cai tien. 

- Slf quan If chuyen nghi$p ve chat IL1<;1ng: 
cac h9i dong chat IL1Qng, nh6m chat IL1<;1ng, cac 
van de chuyen mon ve chat IL1<;1ng va chi phi chat 
IU'Qng. 

- 8ao t<?o va hanh d¢ng ngan chifln sai s6t: 
dao t<?O Ve nh~n thltc, dao tao giam sat vien, xay 
dljng chU'ong trinh KHONG SAl S6T. 
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- Truyen thong (nham thao ga nguyen nhan, 
kh6 khan) Va tiep tt,JC cai tien. 

Triet If va mo hinh cua Deming, Juran va 
Crosby da cung cap nhli'ng nguyen If nen tang 
cho TOM. Slf khac nhau trong quan niem ve mo 
hinh TOM cwa ba nha If lu~n hang dau trong ITnh 
vlfc chat IL1<;1ng th~ hien slf t~p trung nhieu hay it 
hdn vao yeu to ma moi ngl1<'1i trong s6 h9 quan 
tam. 8ieu d6 khong lam suy giam hi¢u qua cua 
mo hinh, ma trai IC?i, kh~ng d!nh slf phong phu 
cua n6. Tuy nhien, (J day cOng d~t ra m¢t van de 
16n: vi¢c ap dt,Jng cac mo hinh nay vao thl,l'c te 
tling lo<?i hinh to chuc, Wng co sCi ct,J th~ doi hoi 
phai c6 nhli'ng nghien cuu thau dao, phu h<;jp. 

3.2. Nh;J.n thut ve· m6 hinh TQM trong 
giao di.Jc tren the· gid'i 

Dl,fa tren cd sCJ If lu~n ve to chuc va ho<?t 
d()ng cua nha trU'dng, cac nha nghien CUU nU'dC 
ngoai da xac lap mot s6 mo hinh TOM trong giao 
dt,Jc. Cac mo hinh nay mang tfnh khai quat cao 
nhl1ng cOng rat trliu tl1Qng. Vi du: Mo hinh cac 
thanh to cua chat IL1<;1ng tong th~ ap dung trong 
trl1dng h9c cua John West - Burnham [5] v6i 4 
yeu to co ban: (Xem hinh 4). 

+ Nguyen tac: Mt,Jc dfch chu d<?o, tam nhin 
va gia tr! CUa nha trl1dng dl1QC th~ hi$n qua 
phong each lanh d<?O Va phat ngon r6 r'ang SU 
m<?ng cua nha trl1dng. 

+ Con ngl1<'1i: Dl,fa vao con ngl1<'1i, su dt,Jng 
each tiep can dlfa tren co sCi nh6m (to, doi), chu 
tr9ng den vi¢c h9c t~p va nhan m<?nh tam quan 
tr<?ng cua m6i quan h$ con ngl1di. 

+ Ngan nglia: Trl1<'1ng h9c to chuc ho<?t 
d()ng nham giam thi~u t6i da, neu khong phai Ia 
x6a bo hoan toan that b<?i. Ngan nglia Ia triet If 
dl1QC chia se ap dt,Jng cho m9i hOC?t d()ng. 
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NGUYEN TAC 
Principles 

QUA TRiNH 
Processes 

CHATLUQNG 

TONG THE CON NGUOI 
People 

Prevention 

Hinh 4: Sa cJ6 mo hinh eae thanh to eva ehEit /trqng tong the 
trong giao dl}e eva John West- Burnham 

Nghi$p vt,~, kl thuat, cong ct,~ va cam ket, giao 
tiep thong su6t Ia cac yeu to can thiet de ngan 
ngl!a that bai. 

+ Qua trinh: Moi qua trinh cua t6 chuc deu 
dLtc;Jc thiet ke sao cho c6 the dap ung duqc nhu 
cau cua khach hang; cac dlf an cai tien dLtqc xay 
dlfng tren CCI SO nghien CUU nhu cau khach hang. 

V6i mo hinh TOM mang tfnh khai quat cao, 
ph~m vi ung dt,~ng se r(lng (c6 the chung cho cac 
lo~i hinh, t6 chuc giao dt,~c v6i d~c thu khac 
nhau, a cac nlf6c, cac khu VI/C Khac nhau). 
Nhung dlfa vao d6 kh6 x~c l~p duqc cac bi$n 
phap ap dt,~ng vao m(lt nha trlldng Cl,l the. De 
thu~n lc;Ji hCin khi ap dt,~ng, nen xac l~p mo hinh 
Cl,J the hCin, de nh~n thuc hCin ve each thuc thlfc 
hi$n. 

3.3. ve· m9t m6 hinh TQM ap dt,mg cho 
cac tru'Ong d~i hCJC nU'ciC ta 

Hi en nay, chat ILtc;Jng ho~t d(lng dao t~o cua 
cac CCI SO giao dye d~i hQC 0 nll6c ta con nhieu 
h~n che, the hi$n trong quan If qua trinh t6ng the 
ho~t dong dao t~o va vi¢c quan If Wng llnh v!fc 
n6i rieng (d(li ngO can b(l, w so v~t chat, chLICing 
trinh, phLtCing phap d~y hQc, ho9t d(lng d~y. ho9t 
d(lng hoc ... ). Slf ph6i hc;Jp gilia cac b(l ph~n. cac 
llnh vlfc cong viec (ma ro rang nhat Ia gilia giang 
d~y va pht,~c Vt,J d~y h9c) con yeu. Mo hinh TOM 
duc;Jc xac l~p phai khik phyc dLtc;Jc cac nhuqc 
diem nay. Mo hinh phai the hi$n ro y nghla cua 
W "total" trong TOM. Can nhan m9nh slf c(lng 
tac hoan toan v6i trach nhi$m cao cua moi thanh 
vien, moi b(l phan trong trlfdng vao qua trinh 
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chat luqng t6ng the duqc d!nh huang bai tam 
nhin va cac myc tieu, chien ILtc;Jc llfa chQn. 

Ke thl!a nhling nghien cuu ve mo hinh TOM 
trong san xuat, kinh doanh va giao dye, tren CCI 

so nghien cuu tinh hinh thlfc te ve moi trlldng 
quan If chat llfc;Jng trong cac trlfdng d9i hQC 0 
nLt6c ta, c6 the de xuat mo hinh TOM ap dt,~ng 
cho cac trLICing d~i hQc nlf6c ta, (Xem hinh 5). 

Mo hinh TOM de xuat mo phong "co xe chat 
llfc;Jng". Ba hang banh xe trlfc tiep lam cho xe 
chuyen d(lng Ia ke ho~ch h6a chat ILIQng; cac 
d(li, nh6m va b(l cong cy. Tryc d!nh huang cua 
cac banh xe Ia cac qua trinh chat ILtQng huang 
t6i khach hang ... De xe di chuyen dlfc;Jc khong 
the thieu vai tro ngLtCii chi huy lanh d~o chat 
ILtqng. Khung lien ket cua co xe chat ILIQng dLtc;Jc 
lam bang v~t li$u 3C (culture; commitment; com­
munication - van h6a, cam ket. thong tin, truyen 
thong), trong d6 van h6a (culture) gilt vai tro nen 
tang. Tam nhin dltc;JC chia se nhlf ngQn den pha 
cua co xe chat ILtqng. 

Cau true mo hinh TOM de xuat bao gom cac 
thanh t6 cCI ban sau: 

- Lanh tlfi!O cht{t /uqng: NgLICii lanh d~o trong 
TOM Ia ngLtCii hLt6ng dan, huan luy$n, tlf van, 
giao dye, dao t~o. d(lng vien can b(l du6i quyen, 
t~o dieu ki$n cho hQ tim thay trong TOM nhling 
cCI h(li thanh cong. M6i quan h$ quan If trong nha 
truCing ap dt,~ng TOM h(li tt,~ cac chat li¢u: long 
tin, Slf lanh d90 Va ph an quyen. 

- Kri hofi!ch h6a chf/t luqng: Myc tieu chat 
llfqng cOng nhll tat ca cac myc tieu khac cua nha 
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Khoah9cGiaod~c--------------------------------------------- Ng~!f!n t:uu 

LANH DAO 

CHAT LUONG 

I!' ,. 

chiu trach nhiem 
ve. chat lu'<;Jng c.ua 

nhling qua trinh 
d!ch VI,J. Bang cac 
du' an cai tien nho, 
cac de xuat cai 
tien, cac d9i cong 
tac se lam bien 
doi cac qua trinh 
dan den chat 
lu'<;Jng. 

- Cac c6ng ct,J 
quan If chfit luang: 
TOM Ia each qu{m 
If chat lli<;Jng dlfa 
tren su' kien. Do 
v~y, khong th~ 
thieu cac cong ci,J, 
kl thu~t d~ quC:m If 
chat lli<;Jng. cac 
cong cu, kl thuat 
thong k.e du'<;JC S.i'J 

KEHOACH HO 

CHAT LUQNG 

cA.c DQI, 

NHOM 

BQCONGCI,l d~,Jng hang ngay 
nham duy tri Slf On 
d!nh va cai thi$n 
nang llfc cua qua 
trinh thong qua cAc QUA TRiNH CHAT LUQNG HUONG TOI KHACH HANG 

VA CO Sl,f THAM GIA ellA KHACH HANG vi$c giam slf bien 
dong (slf suy giam 
ve chat lu'<;Jng). 

Hinh 5: So a6 m6 hinh TQM ae xutit ap dung cho cac truang aai hoc nuac ta Cac cong cu duoc 
thiet ke ph.u hQp 
se giup nha 
truC1ng tim kiem tr~C1ng deu can c6 ke ho~ch thlfc hi$n. Trong co 

so giao due d~i h9c ap d~,Jng TOM, ke hoach 
chat IV<;Jng du'<;Jc long ghep nhu' m9t phan q~an 
tr9ng mang tfnh d9t pha cua ke hoach chung 
ph at tri~n nha trl1C1ng. · 

- Quan If qua trinh: Ouan If chat Iuong cai 
tien chat lli<;Jng cac qua trinh Ia each tiep ~an' chu 
yeu cua mo hinh TOM. D!nh d~ng cac qu~ trlnh 
d!ch VI,J giao d~,Jc, nh~n d~ng khach hang, xac 
d!nh nhu cau khach hang, du'a khach hang tham 
gia vao cac qua trinh chat IV<;Jng Ia n9i dung cua 
thanh to nay. 

. - To ch(!c a¢i, nh6m chtit luqng: Khong 
giong ki~u quan If truyen thong vC:Ji co cau to 
chCJ'c theo tang b$c, TOM xem doi, nh6m chat 
lu'<;Jng nhli di~m nhan cua to chCJ'c.· To chCJ'c nha 
trl1C1ng ap d!,Jng TOM xoay quanh minh Ia cac d9i 
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nguyen nhan cua cac van de nay sinh, phat hien 
co h9i cho vi$c cai tien. (C6 th~ tham khao, v~n 
d~,Jng bay cong cu thong ke si'r d~,Jng pho bien d~ 
ki~m soat chat IV<;Jng trong san xuat, kinh doanh: 
Phieu ki~m tra; Bi~u do Pareto; Bi~u do nhan 
qua; Bi~u do phan tan (con g9i Ia bi~u do tuong 
quan); Bi~u do tan so (hay bi~u do mat de;'> ph<"m 
b~); Bi~u do ki~m soat (hay bi~u do q~an If); Lu'u 
do (hay bi~u do tien trinh). 

- St! lien ket, cam kef, chia se tam nhin va 
m_oi truang van h6a chfit luqng: Chat lu'<;Jng toan 
d1$n trong CO Sd giao dl,lC d~i h9c can Su' hop tac 
cua giang vien trong b9 mon, khoa, gilt~ c~n bo 
gi.ang .d~y ;a ~an ~9 ph.~,Jc VI,J, ho tr<;1 d~y h<?~. 
can b9 quan II. Nha truong ap dung TOM dac 
trVng bdi Sl/ lien ket, Sl/ cam ket ~e chat lu'<;J~g 

KHGD so Si, thong 12- 2009 



,~'-!Jf--··"'-- -.-.,_ -,..; ~· ,~ -- ;..,._-' 

llNghieWcli'u -----------------------Khoa h9c Giao d~;~c 
~ ~f~;~;t;;~J 

trong mot tam nhin dll<;:IC chi a se VOi thong tin, 
truyen thong thong suot gilla cac thanh vien, b(l 
phan. TOM doi hoi slf thay doi moi trudng van 
h6a to chLJ'c. Trlldng d<?i h9c ap dl,lng TOM phai 
xay dung dude moi trlldng van hoa chat luqng, Ci 
d6 moi qua trinh duqc thlfc hi$n vai chat luqng 
cao nhat ma khong can CO Slf kiem tra CUa 
nhltng nglldi lanh d<?O, quyen h<?n CUa moi thanh 
vien dllc:JC toi da hoa va ldi fch khach hang dll<;:IC 
dat len hang dau. 

. Day Ia thanh to t<?O nen sll khac bi$t IC:In 
nhat gilla TOM va cac mo hinh OLCL khac. Day 
cOng Ia n(li dung lan, doi hoi kh6 khan nhat doi 
vai mot to chLJ'c ap dung TOM. Do v$y, thanh to 
nay dn duqc xem xet th$n tr9ng khi nha trudng 
quyet d[nh ap dl,Jng TOM va quan tam d~c bi$t, 
lau dai trong qua trinh trien khai. 

3.4. Van dtJ ap d1,1ng m6 hinh TQM trong 
tung nha trLJ'Ong c1,1 thtt 

Nghien CltU thllc te ap d(,Jng TOM trong cac 
doanh nghi$p d Mi, cac tac ~ Seymour va 
Collett [6] khai quat thanh 3 mo hinh ap dl,Jng 
TOM. M6 hinh dong thac (cascade) - quan tam 
trllac het den viec dao tao va chu&n bi cho cap 
lanh dao nhllng. hieu bi~t Cd ban ve TOM. M6 
hinh tr~yen dan (infection) - w cac chllong trinh 
quan If chat luqng dat thanh qua, quang ba triet 
1i cua TOM trong to chLJ'c thong qu9 cac chlldng 
trinh d6. M6 hinh ket hqp (loose-tight) Ia m6 hinh 
c6 sll tham khao, ket hqp hai m6 hinh truyen dan 
va dbng thac- nha quan If thuyet phl,Jc m9i ngudi 
va dong thdi tham gia ngay vao qua trinh quan If 
chat lllqng toan b6 hoat d(lng cua to chltc. 

Doi vai cac trudng d<?i h9c nuac ta hi$n nay, 
khi TOM chua mang tinh thuyet phl,Jc tren thlfc 
te, theo chOng toi, nen ap dl,Jng m6 hinh thlr hai. 
Can c6 nghien cLJ'u, chu&n b! va trien khai each 
quan If theo m6 hinh TOM Ci m(lt ITnh vlfc cl,J the, 
ddn vi CU the, Va tlt thanh tfch d<?t dll<;:IC mC:Ii phat 
trien ~d· r(lng trong nha trlldng. Hit nhien, viec 
xay dlfng m6i trlldng van h6a chat lllqng trong 
toan trudng cOng phai quan tam W dau. Do v$y, 
se thuan loi hon neu nha trlldng da ho~c dang 
ap dl,l~g ~9t h$ thong quan li chat lllqng (nhll 
ISO 9001-2000). 

Llla chon each lam con phl,J thu(lc vao quy 
mo d.ieu ki.en thllc te va tiem nang cua nha 
trll~ng. Vi d~, c6 the se phu hqp hon, neu cac 
trlldng c6 quy mo nho llfa ch9n mo hinh thLJ' ba. 
Tuy nhien, trong m9i trlldng hqp, de ap dl,lng 
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thanh cong, Wng trlldng phai dau tll nghien CltU, 
llfa chon giai phap va uu tien phu hqp, dong thdi 
can chu tr9ng dao t<?O can b(l nhltng hieu biet 
can thiet ve TOM va each slf dl,Jng cac c6ng Cl,J 
kiem soat, cai tien chat lllqng. 

T6m lai, W cac g6c d(l khac nhau khi nghien 
cLJ'u ve TOM va vai cac dieu ki$n ap dt,mg khac 
nhau, mo hinh TOM dude xac l$p kha da d<~mg. 
Tuy nhien, vai bat cLJ' hinh thLJ'c nao, mo hinh 
TOM deu c6 nhllng diem chung nhat. D6 Ia each 
lam vi$c theo d(li, nh6m, va bang vi$c sii dl,Jng 
cac c6ng Cl,J quan If chat luqng, m9i nglldi cung 
chung sLJ'c d<?t tai cac m(,Jc tieu chat luqng nham 
thoa man ngay cang tot hon nhu cau khach 
hang. TOM khong phai Ia khau hi$u, TOM doi 
hoi Sl/ thay doi tren thljc te van h6a CUa to Chltc, 
va trllac het d6 Ia each quan li dlja tren Slf ki$n. 
Chinh dac trllng nay the hi$n hi$u qua cua m6 
hinh TOM, nhllng cOng Ia tro ng<?i va thii thach 
kh6 khan doi vai d6i ngO, khi quyet d[nh ap d~,Jng 
TOM. 
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SUMMARY 

Total quality management (TQM) is the model for 
effective management, but in our higher education the 
introduction of TQM is still limited, mostly used it as an 
approach. Study on the use of TQM model in quality man­
agement by the institutions of higher education is an urgent 
issues, could bring great improvements in higher education 
quality. 
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