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1. 
Giao dt,Jc (GD) a bat kl thoi a;;ii va quoc gia nao 

c(ing c6 vj tri quan tr<;>ng so mqt trong sv phat trien 
cua xa hqi. Trong boi canh chung cua the gioi va aat 
rn.t6'c, GD Vi~t nam dang dung truoc nhG'ng xu the 
moi va nhG'ng thach thuc moi. Xu the cua GD trong 
the kl 21 OU'<;IC the hi¢n rat r6 net va soi aqng: S\,[toan 
cau h6a, cong ngh¢ cao, a~c bi~t c6ng ngh¢ thong 
tin, kinh te tri thuc, xa h9i thong tin, xa h9i hQc t~p ... 
Nhung xu moi nay d~t ra nhung v~n h9i va thach 
thuc moi cho nen GD nuoc ta n6i chung va GD d;;ii 
h<;>c n6i rieng, doi h6i phai dao t;;io nguon nhan h,rc 
c6 chat luqng cao, c6 the thich nghi tot va dap ung 
duqc nhu cau th! truong lao dqng thoi hqi nh~p. 
Quan If nham nang cao chat luqng dao t;;io nhan llfc 
la m('>t van de thO'i sv duqc nhieu nha khoa h<;>c, nha 
quan If GD, Dang va Nha nuoc ta quan tam va la aoi 
h6i cap thiet hi~n nay. Trang a6, quan If chat luqng 
tong the la m('>t trong nhung phue1ng phap quan If 
duqc nhieu CC1 so GD tiep c~n va ap dt,Jng hi~n nay. 

2. Khai 
Thu~t ngu "Quan If chat tuqng tong the" (Total 

Quality Management - TQM) da duqc tien si' A.V. 
Faygenbaum dua ra W aau nhung nam so cua the 
kl truoc, khi 6ng dang lam vi~c t;;ii hang General 
Electric. Trong nien 80 - mqt phuong di~n 
m6'i quan If va kiem soat chat lu'qng bat dau phat 
trien, khai ni~m TQM duqc biet den. Tu d6 den nay, 
TQM luon luon cac nha nghien cuu ve khoa 
h9c quan Ii, trong d6 c6 cac nha nghien c<ru khoa 
h<;>c If GD ban den. Da c6 nhieu tac gia dua ra 
cac d!nh nghla khac nhau ve TQM. 

Nam 7994, T6chuctieuchu6nh6aqu6cte(ISOJaa 
alia ra dinh nghia ve· TQM: "TQM la m('>t phue1ng phap 
quan If cua m¢t to chuc, t~p trung ve chat luqng, d\,[a 
tren S\f tham gia cua ca cac thanh Vien cua mlnh 
va nham den thanh cong lau dai thong qua slf hai 
long cua khach hang, va lc;ti ich cho tat ca thanh vien 
cua to chuc va cho xa h9i." (ISO 8402: 1994) [5]. 

C6 nhieu djnh nghla ve TQM, nhung mqt 
d!nh nghla dien hlnh ve TQM bao gom cac each dien 
d;;it nhu sau: chat luc;tng dinh huong/nhan m;;inh 
khach hang; vai tro lanh d;;io trong cong ty; slf lien 
quan, tham gia cua m<;>i cap, m<;>i b9 ph~n, nhan 
Vien/nhan SI,(; lien tl,IC cai tien chat lu'c;tng; tfnh nhat 
the/slf hc;tp nhat, h~ thong cue! quan If chat luc;tng 
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trong mqt to chuc; su dt,Jng cac phvong phap tu duy 
khoa h<;>c nhv ki thu~t thong ke, vua dung luc, ... 

TQM c6 nhung uu diem, dong thoi cCmg c6 
nhung nhuqc diem. Tuy nhien, den thoi diem nay, xu 
huong trong doi moi quan Ii n6i chung, quan If GD 
n6i rieng la nghien cuu v~n dt,Jng quy trlnh quan If 
TQM vao quan If w so. 

3. Chat 
GD la mqt ho;;it dqng huong dich r6 r~t. Do v~y, 

chat luc;tng GD deu huong toi cac m1,1c dfch sau: 
- Slf xuat sac trong GD (Petes and Waterman, 

1982); 
- Gia tr! gia tang trong GD (Feigenbaum, 1983); 
- Trung khop ket qua dau ra cua GD voi cac m1,1c 

tieu; yeu cau da ho;;ich djnh (Crosby, 1979, Gilmore 
1974); 

- Khong c6 sai sot trong qua trlnh GD (Crosby 
1979); 

-Dap ung ho~c mqt qua trlnh kl v9ng cua khach 
hang trong GD (Parasuraman 1985). 

Theo bang phan lo<;ii trlnh d9 GD (Taxonomy 
of educatedness) - Mukhopadhyay (2006) - An D9 
du6'i day thl chat luc;tng GD duqc chia thanh 4 muc 
duqc thong tin (Informed), c6 van hoa (Cultured), s\( 

giai ph6ng (Emancipation), va W khang d!nh (Self­
actualization). 

Self - actualization 

Emancipation 

Informed 

"' Duqc th6ng tin (Informed): la muc aq thap 
nhat cua chat luqng GD. Thong qua qua trlnh GD 
chfnh thuc ho~c khong chfnh thuc, con nguO'i thu 
nh~n cac lo9i thong tin, XU Ii n6 va to chuc l;;ii thanh 
kien thuc cho ban than. Myc tieu aau tien cua GD la 
giup nguO'i h9c thu th~p, xu If thong tin, to chuc l;;ii 
thanh kien thuc. 

G C6 van hod (Cultured): Van hoa la S\( tfch hqp 
giUa pham chat ca nhan auqc phat trien day du v6'i 
h~ gia tr! cua xa h¢i. Van hoa la SI/ the hi~n cua mqt 
ca the trong each ung xu voi ban than, voi nguoi 
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khac, voi nhG'ng sv v~t, hi~n tvQ'ng dien ra trong 
CUQC song. Van hoa la tong hoa nhG'ng gl CO trong 
m9t con nguoi. 

• Sljgiai ph6ng (Emancipation): Khi con nguoi 
vu'Q't qua au'Q'c chfnh ban than mlnh, thoat kh6i m9i 
rang bu¢c cua d!nh kien, lam chu au'Q'c ban than 
tru'oc nhG'ng thay aoi to Ion cua CUQC song. Chfnh la 
con nguoi eta w giai ph6ng mlnh kh6i sv sQ' hai tru6'c 
nhG'ng dieu bat ngo c6 the xay ra bat kl luc nao trong 
CUQC song. 

• Tl/ kMng dinh (Self-actualization): La .mU'c 
cao nhat trong chat lu'Q'ng GD, khi con nguoi a9t toi 
sv phat trien toan di~n, khO'i d~y m9i tiem nang. 

TU a6, ta c6 m9t so khai ni¢m chat lu'Q'ng trong 
GD d9i h9c: 

" Chat lu'<;Jng la Slj xuat sac Mm sinh, tlj n6 la 
cdi tot nhat; 

" Chat lu<;1ng la slf phU h<;Jp voi cac tieu chuan; 
" Chat fu'<;Jng la St/ phU h<;fp voi m1,1c afch sU' d1,1ng; 
'" Chat lu'<;Jng voi tu'cach la hi?u qua cua vi?c agt 

m1,1c afch cua tru'ang agi h9c; 
" Chat ILJ'<;Jng la Slj adp Ong nhu cau cua khdch 

hang (ngu'ai sU'd1,1ng tao <1¢ng Ou'<JC aao tgo). 
Chat lu'Q'ng GD. nhln tU g6c a¢ quan If chat 

luqng gom: 
Dam Mo chat lu'<;Jng: Xac l~p nhung tieu chuan, 

cac phliO'ng phap phu hQ'p, nhG'ng yeu cau ve chat 
IVQ'ng, qua trlnh thanh tra, aanh gia vi~c aap U'ng 
nhG'ng tieu chuan. 

Chat lu'<;Jng theo h<;Jp a6ng: M9t so tieu chuan 
chat luqng du'Q'c xac l~p trong qua trlnh thucmg 
thao theo h<;1p a6ng, nguoi cung ung quyet d!nh 
chat luQ'ng. 

Chat luqng eta adp Ong yeu cau cua khdch hang: 
N6i t6'i nhG'ng kl v9ng cua nguoi tiep nh~n d!ch Vl,J, 
chat IVQ'ng Ou'Q'C xac a!nh khi san pham hay d!ch Vl,l 
a6 aap U'ng ho~c vuc;tt qua sv mong aQ'i ci'.ta khach 
hang. 

4. Quan If chat tong the giao 
C.;;iii h«;>c 

TQM tuy cGng c6 nguon goc thu'O'ng m0i va 
cong nghi~p nhung c6 uu diem noi tr9i la phu hc;tp 
voi GD hO'n so voi cac mo hlnh khac Mo hlnh nay 
aVc;tc cac nha quan If GD, a~c bi~t la GD a9i h9C thUa 
nh~n c6 the U'ng dl,lng tot trong quan If tong the 
ve chat luqng aao tc:io va aa OU'Q'C ap dl,lng r¢ng rai 
trong GD n6i chung va GD a9i h9C n6i rieng. 

Nhu nhieu linh v\jc ho9t a¢ng kinh te - xa h9i 
khac, GD cCmg dang chiu anh huong cua nhieu yeu 
to va aieu a6 dan aen sv can thiet tat yeu trong vi~c 
ap dl,lng quan II chat lvqng, trong d6 c6 TQM. Cac 
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yeu to nay baa gom: truoc het, sv gia tang ngay cang 
nhieu so luc;tng h9c, sinh/sinh vi en, keo theo sv gia 
tang ci'.ta so luQ'ng tru'ong lop va cac aieu ki~n khac 
nhu a9i ngO giao vi en, tai chfnh, cO' so v~t chat v.v ... ; 
yeu to th(( hai can nhac aen la XU the phan cap ngay 
cang gia tang khi cac quyen quyet d!nh quan tr9ng 
truoc aay nhu tai chfnh, nhan sv, chu'O'ng trlnh, tuyen 
sinh, v.v ... dang auc;tc dan chuyen xuong cac cO' so 
giao dl,lc; xu the thU' ba cGng dong vai tro quan tr9ng 
trong vi¢c tang cu'ong quan If chat luc;tng trong GD la 
tfnh dan chi'.t aVQ'c nang them m¢t buoc khi nhung 
khach hang ci'.ta GD ngay cang c6 nhieu thong tin 
Ve cac trliO'ng, do a6, CO CO' hQi giam sat Sat Sao hO'n 
qua trlnh v~n hanh cua cac CO' so nay. Cuoi cung la 
qua trlnh h9i nh~p quoc te dang dien ra tung ngay 
bu¢c cac truong oVi~t Nam phai chu tr9ng hO'n nG'a 
ve van de chat luc;tng de c6 the gia vClng vi the c9nh 
tranh ci'.ta mlnh [4]. 

Theo tai li~u TQM trong GD ci'.ta Demetria 
D.Monis "TOM la slj aan xen cua m9i b¢ ph¢n, m9i quy 
trinh trong m¢t to chOc nhOm lien t1.:1c nang cao chat 
luqng hang hod va df ch vu". 

Nghien cU'u thl,fc te ap dl,lng TQM trong cac to 
chuc o Mi, cac tac gia Seymour D. va Collett C. (1991) 
eta khai quat ba con auong trien khai TQM: "dong 
thdc" (cascade) - quan tam trvoc het den vi~c aao 
t00 va chuan bi cho cap lanh 090 nhG'ng hieu biet 
cO' ban ve TQM va l~p ke ho9ch chung ap dl,lng TQM 
trong toan b9 to chuc; "Ian toa" (infection) - tu cac 
chuO'ng trlnh ve chat luqng a9t thanh qua, quang ba 
triet If ci'.ta TQM trong to chU'c thong qua cac chu'O'ng 
trlnh d6; "ket hqp" ("loose-tight") - tren cO' so nh~n 
thuc ve TQM, nha quan If thuyet phl,Jc, giup 06', t00 
aieu ki~n ae m9i nguoi xay d\jng ke hJ9ch chat 
lvqng quan If cac qua trlnh, c6ng vi~c tung khu vvc 
trong ph9m vi toan b9 to chU'c. 

Ve each thU'c v~n dl,lng quan diem TQM de nang 
cao chat luqng m9t linh vlfc c1,1 the trong truong d9i 
h9c cling c6 cac cong trlnh khoa h9c ban den. M~c 
du cac nha nghien cU'u cho rang cac linh vvc hanh 
chfnh - phl,JC Vl,l CUa trliong a9i h9C thu'ong Oi;!t OU<;IC 
thanh cong trong ap dl,lng TQM nhieu hO'n la linh 
vvc h9c thu~t, nhung TQM cGng auc;tc nghien cU'u ae 
xuat nhu' cac chliO'ng trlnh cai tien chat lu9ng ho9t 
OQng CUa lop h9C, trong d9y h9C mon h9C, kh6a h9C, 
thiet ke ho9t d¢ng kiem tra danh gia hay thVc hi~n 
cong tac tuyen sinh, ... 

Neu nhu GD aa ap dl,lng thanh cong trong giai 
ao9n aau ci'.ta quan If GD la kiem tra va dam bao 
chat lliQ'ng thl trong giai 00911 sap t6'i can nghiem 
tuc xem xet trien khai nham dva quan Ii 
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chat hJqng GD len tam cao moi, aap ung nhung aoi 
hoi moi cua thoi a~li. Cacy tvong nhu t~p trung vao 
khach hang, cai tien lien t1,1c hay la huy aqng toan 
b9 nhan vien nha truong tham gia vao quan If chat 
lu<:;tng la hoan toan kha thi trong dieu ki~n GD. M~t 
khac, qua vi~c phan tfch cac h~ thong chat luqng ta 
thay cac tieu chf duqc neu ra c6 the dU'Q'C Cl,l the h6a 
m9t each tucmg thfch tu moi truong cua m9t to chuc 
kinh doanh sang m9t to chuc GD. 

T~p trung vao khach hang va lien t1,1c cai tien la 
hai van de duqc nhan m;:;tnh nhieu trong cac cong 
trlnh nghien cuu v~n dl,mg TQM vao GD. Tuy nhien, 
nhu cau khach hang va nhung van de cai tien a cac 
noi khac nhau c6 the khong giong nhau. Wendy 
Simmons, chuyen gia thu vi~n d;:;ti h<;>c, dien gia t;:;ti 
hqi thao ve kinh nghi~m cac thu vi~n a;:;ti h<;>c Hoa Kl 
(Ba Nang, 03/2010), aa luu y rang m<;>i chU'Cfng trlnh 
cai tien d;:;tt OU'Q'C thanh cong chi nen xem la nhung 
g<;li y, khuyen ngh! ae tu a6 moi truong a;:;ti h<;>c phai 
tL,f xay dl,J'ng chU'Cfng trlnh cai bien hi~n thl,J'c phu hQ'p 
v6'i dieu ki~n cua mlnh. 

TQM trong GD va aao t;:;to aoi hoi phai kien trl, 
06 khong phai la phuefng thuc lam thay aoi ngay 
chat IU'Q'ng. TQM tuy c6 h;:;tn che song c6 nhieu diem 
phu h<;1p v6'i quan If trong GD va aao tc;io, boi san 
pham la con nguoi ma chfnh TQM xac ajnh lam tot 

ngay tU aau, tranh sai s6t aieu d6 thong nhat v6'i 
quan diem GD la lay nguoi h<;>c lam trung tam. 
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SUMMARY 
The article touches upon the issue of total quality 

management (TQM) in higher education. The author 
has presented the concepts TQM, high quality in higher 
education for the sake of enhancing effectiveness of 
education. 
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(Tie'p theo trang 4) 

B!lac 1: Phat hi~n nhung ho<;it a(;ng tu n(;i dung 
d<;iy hqc todn. 

TU nqi dung tren, c6 the phat hi~n au<;1c m¢t so 
ho;:;tt a¢ng trl tu~ pho bi en trong mon Toan: phan chia 
trU'ong hqp va xet tfnh giai auqc. 

Buac 2: De xuat hoqt a(;ng aoi h6i hqc sinh thlfc 

Giao vien neu cau hoi trVCic "De giai 
tr1nh ax+ b = o c6 tra loi nghi~m la 

X=--

phuang trlnh ax= b (viet}. 
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SUMMARY 
a Based on the the organic relationship between 

content, method and teaching assessment 
hi~n hai reflected through learners' activities, the author has 

clarified the orientation for activities, toward helping 
activities from the content of Mathematics 

and to identifying diverse learning 
activities. Based on this, the author has proposed 
an overall process for diverse activities for 

Mathematics line with 

115 • ntANG 111/21112 " 


