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DAM BAD CHAT LUONG BEN THONG CUA AUN QA . -

1. Dat van de 
Trang nhung nam gan day, "chat luqng" (CL) va 

"h~ thong quan If (QL) chat luqng (QLCL)" Cia duqc cac 
tru'ong dc;~i h<;>c (BH) quan tam rat nhieu. Vi~c xay dljng 
va ap d1,mg h~ thong QLCL trong tniong BH tr6' thanh 
van de song con doi voi SV ton tc;~i va phat trien cua BH 
n6i chung va cac trvong BH tu' th1.,1c n6i rieng. Trang 
thl,.(c tien, c6 rat nhieu quan ni~m ve CL giao dl,IC BH 
nhung theo tiep c~n AUN_QA ton chi xuat phat tU' su 
m~nh, tam nhln va ml,IC tieu CUa t6 chuc tren CO SO t~p 
trung vao vi~c lam hai long cac doi tuqng lien quan 
thea cac chuan mvc CL trong nuoc va quoc te, day 
cung chlnh Ia co sa de thiet ke h~ thong QLCL Ciao tc;~o 
trong cac nha truong DH theo tiep c~n AUN-QA. 

2. H~ thong QLCl 
H~ thong QLCL Ciao tc;~o Ia m¢t t~p hqp ki thu~t QL 

duqc slt d1.,1ng de giao tiep voi can b¢ (CB), giang vien 
(GV), sinh vien (SV) nhung gl Ia can thiet de tc;~o ra CL 
mong muon ve dau ra cua sv va anh huang den hanh 
d¢ng cua CB, GV, sv de hoan thanh nhi~m v~.,~ thea cac 
thong so ki thu~t CL duqc quy djnh s~n. 

Mvc ctfch cua m¢t M thOng QL chat hic;mg Ciao tQo: 
Thiet l~p m¢t tam nhln cho cac doi tuqng lien quan CB, 
GV, SV; thiet l~p cac tieu chuan, m1.,1c tieu, chi so thi,Jc 
hi~n cho tung CB, GV, SV; giup chong lc;~i slf thay d6i 
trong cac t6 chuc; xay dl,.(ng d¢ng lljc phat trien trong 
nha truong tien toi dam bao chat luqng (DBCL) ben 
trong; DBCL cap truong; t(:lo moi tn.Jong van h6a CL 
trong nha truong. 

TQi sao can c6 h~ thOng QL chOt luqng Ciao tQo? M¢t 
truong hQc c6 the g<;>i Ia thanh cong chi don gian Ia muc 
d¢ ma nha truong c6 the Ciao tqo ra nhung SV c6 CL cao 
hon hay nhung san pham nghien CUU va djch VI.,! phl,JC 
v1.,1 c¢ng dong tot han doi thu qnh tranh va duqc thl,.(c 
hi~n 6' m¢t muc chi phi ngang nhau. Khi CL Ia chla kh6a 
cho sv thanh cong cua nha truong, h~ thong QLCL cho 
phep cac phong/ ban/ khoa/ t6 trong nha truong thea 
kip va dap ung muc CL Cia cong bo, dap ung yeu cau cua 
cac ben lien quan, giu chan CB, GV thong qua chfnh sach 
va dong thai glup cho cac truong BH chiem linh dvqc 
dlnh cao trong h~ thong giao d1.,1c. 

3. Mo hlnh DBCl ben trong cua AUN-QA 
Thea AUN- QA, DBCL ben trong Ia m¢t h~ thong 

ma cac nha QL, CB, GV su d1.,1ng cac co che QL nh~m 
duy trl va nang cao CL. Trang boi canh d~c bi~t cua 
truong BH, DBCL ben trong Ia h~ thong QLCL trong d6 
Gk nguon lljc va thong tin dung de thil~t l~p, duy trl va 
cal tien CL cung nhu duy trl va cai tien cac tieu chu&n 
ve cac linh VljC hoqt d¢ng trong nha truong nhV giang 
d<;~y Va hQC t~p, nghien CUU va djch VI.,! c¢ng dong. 
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Mo hlnh DBCL ben trong cua AUN - QA duqc mo 
ta 6 Hlnh 1: 

Hinh 7: M6 hlnh chat lliQ'ng cua h~ thOng 
Clam bOo chat /uqng ben trong 

cac OOng C\.1 
ctanh gia 1-..1 <lilnhgta 

Th\lC hi~n 
nghien clru 

Quy trinh Dam bao vie<; han vi en cta Oc trang thiet bi dam Dam bao chat 
DBCL ctac biet ki~m tra thi cit bio chAt luqng bio chAt luqng luqng h~ tro 

cita SV SV 

cac cong Cu Phan tich Tham djnh He th ng thong tin So lay chat 
DBCL cu th~ SWOT Iuong 

Cac yeu cau cua h~ thong DBCL ben trong: 
Khong c6 h~ thong BBCL ben trong phu hqp cho 

tat ca cac truong f)H nhu'ng h~ thong d6 can duqc dap 
ung cac yeu cau chung. Cac yeu cau cua h~ thong AUN­
QA dua ra phu hqp voi cac yeu cau duqc thiet l~p bai 
Hi~p h¢i DBCL Chau Au, (ENQA), bao gom: C6 chlnh 
sach ve DBCL ben trong cung voi cac nguyen t~c ho<;~t 
d¢ng r6 rang; c6 day du h~ th6ng dVQ'C chap nh~n de 
thi,Jc hi~n giam sat, th&m djnh d!nh kl cac chuang trlnh 
dao t<;~o, cac hQc phan; c6 d~y du h~ thong thlch hqp 
de danh gla SV; c6 day du M thong DBCL giang d<;~y va 
d¢1 ngu h<;>c thu~t; c6 diiy du h~ thong DBCL cua cac tai 
nguyen h<;>c t~p va cac d!ch vv h6 trq SV; c6 d~y du h~ 
th6ng thong tin. 

4. N(ll dung thi4!t ht thong c<k QLCL theo 
c~n mo hlnh DBCl ben trong cua AUN-QA 
Moi truong DH c6 m¢t h~ thong QLCL Ciao tc;~o 

thea each rieng bi~t cua tung truong, tuy nhien khi 
thiet ke h~ thong QLCL theo tiep c~n mo hlnh DBCL 
ben trong se bao gom: 

4.1. Xudt phdt tit QL tdng thl 
ram nhln va tuyl2n b6 gia tr!: Diem kh6i dau cho 

vi~c QL Ia qua trlnh hlnh thanh m¢t tam nhln ro rang 
va cac tuyen b6 gia trj. Tuyen bo nay se duqc su d1.,1ng 
de thiet l~p chi tieu quan tr<;>ng cua M thong QLCL va 
xay dl,ing d¢ng h,tc cho nhung thay d6i can phai dien 
ra, du nha trvong da c6 ke ho<;~ch vvqt qua mong dqi 
cua khach hang, vuqt tren muc cam ket quy d!nh ve 
sl)' hai long cua khach hang. Tam nhln va tuyen bo gia 
tr! tren thi,Jc te Ia khop noi voi tat ca m<;>i nguoi tham 
gia, se Ia m¢t d¢ng ll)'c de ti;lO ra van h6a CL can thiet 
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trong toan to chtlc. Tam nhln va gia tr! se Ia van ban rat 
quan tr9ng de thh~t l~p chuO'ng trlnh ngh! st,t cho tat ca 
cac qua trlnh khac duqc sa d1,1ng de QLCL; 

-Ke hoqch chien IUc;fc: Ke ho9ch cho h~ thong QLCL 
se khac nhau doi v6"i Wng nha truong, nhung c6 nhung 
d~c diem tu'O'ng tt,t: 1 I Nen c6 m1,1c tieu, m1,1c dfch ro 
rang va c6 the do Iuong; 21 C6 nguon lt,tc tai chfnh cho 
qua trlnh phat trien CL; 31 Ke ho9ch CL phu hqp v6"i 
tam nhln va gia tr! cua to chuc; 

- H~ thOng chfnh sdch: Chfnh sach trong truong 
!JH Ia t~p hqp cac chu truong va hanh d()ng ve phuO'ng 
di~n nao d6 cua nha truong, n6 baa gam cac m1,1c tieu 
ma nha truong muon dat duO'c va each lam de thuc 
hi~n cac mi,IC tieu d6. Nhfing mi,IC tieu nay baa g6m Sl,f 
phat trien toan di~n tren cac linh vt,tc ho9t d¢ng trong 
nha truong. 

H~ th6ng chfnh sach doi v6"i nha truong f)H w 
th1,1c ph1,1 thu¢c vao h~ thong chfnh sach chi 
nganh dQc tu bQ, s6, chfnh quyen d!a phuO'ng. Chfnh 
sach cung n~m trong m¢t the thong nhat W su m~nh, 
tam nhln va gia trj COt loi, mi,IC tieu to chuc va mt,JC tieu 
cua cac dO'n v! den tung thanh vien. Theo tieu chf cua 
AUN-QA, truong c6 du h~ thong chfnh sach ro rang 
phu hqp v6"i tuyen bo su m~nh, chfnh vl v~y, khi ho9ch 
djnh chlnh sach, ck truong thiet xuat phat W SL( 
m~nh, tam nhln va trj cot loi cua nha truong. Chfnh 
s;kh cua nha tnJong cung phai duqc tai thanh 
cck ke ho9ch chien luqc tu'O'ng ung vl ph1,1c vv cho cac 
doi tuqng CB, GV, SV trong toan truong nen khi ho~ch 
djnh chfnh s;:kh c:k truong f)H tu thi,IC can thiet cho 
tat ca d¢i ngu tham gia g6p y nen st,t dong thu~n 
chung. Dieu quan tr9ng cac chfnh sach phai cong 

pho bit~n rai cho CB, GV, sv biet de thl,l'c hi~n. 
~2 ~r 
M¢t h~ th6ng QLCL baa gam cac tieu chuan va 

thu t1,1c duqc phat trien de dam baa r~ng muc d<? CL 
mong muon duqc l~p di l~p 19i trong moi dO'n vj, moi 

trlnh. Phan nay cua th6ng QLCL Cl,l the, c6 
giam do Iuong va Ql TnJ6"c khi dau, 

nha nen l~p m¢t ngO nong cot thl,l'c 
hi~n thiet ke d~t suat cao. Tam bu6"c cua qua trlnh 

ke Ia: 1/ ro trlnh cac d¢ng; 21 Phat 
trien uu tien hi~u qua; 31 Hh~u biet cac h~ thong 
giam sat do Iuong da 41 dt,tng cck chi ho~t 
d¢ng; 51 Quyet djnh each de thu cac dO' li~u can 
thiet; 61 Thiet baa e<~o va hi~n cac djnh d;;mg 
dO' li~u d9i di~n; 7 I Kiem tra va chlnh cac h~ thong 
do Iuong hi~u suat; 8/ Tht,tc hi~n h~ thong do luang 
hi~u suat. 

Day khong phai Ia m¢t trlnh tuy~t doi, cac 
truong c6 the s~p xep l<;~i theo thu tt,t uu tien. Trang 
m¢t s6 truong hqp, m<?t ho~c bu6"c c6 the kh6ng 
can thiet ho~c 6 m¢t s6 cac truong do c6 cac d~c thu 
rieng, c6 the them cac bu6"c c6 nhung 
chlnh thiet cho trlnh da h6a kha 
nang th~mh 

4.3.Xdc 
Ph an 
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lam gia tang d¢ng lt,tc va quyet tam thUc day phan 
dau tien ch9y trcm tru. Phan nay xuat phat W cac cam 
ket tht,tc hi~n CL, hu6"ng dan d¢i ngu CB, GV biet each 
lam the nao de nang cao CL, khuyen khfch ho cai thien 
CL, nguoi QL biet su d1,mg cac phuO'ng phap, cong c1,1 
de danh gia kiem soat CL d9t duqc trong qua trlnh 
c6ng vi~c. 

-ThOng ke va kiem sodt dU/i~u: Ph an tfch thong ke Ia 
m(>t khfa c9nh rat quan tn;mg trong h~ thong Cl. N6 c6 
the duqc coi Ia m¢t nen timg cua qua trlnh nang cao CL 
va duqc g~n che de kiem toan m<?t h~ thong 
QLCL. Kiem soat qua trlnh thong ke day Ia m<?t lam 
can thiet trong h~ thong QLCL. Phan tfch thong ke Ia 
phan do Iuong cac chl so ho<;~t d¢ng n<?i dung cua h~ 
thong QLCL va cho phep n6 duqc QL. QL c6 quan h$ 
v6"i. Ia QL kh6ng Ql nhung gl b<;~n khong 
the giam sat do Iuong va phan tfch thong ke se cung 
cap nha Ql cac phep do can thiet dua ra quyet d!nh. 
Thong ke Ia Cl,l quan va Ia chla kh6a 

QLCL. 
soat Ia c6ng c1,1 duqc sa d1,1ng r(>ng 

rai nhat trong cck thong QLCL. Bieu do kiem soat 
giao nhieu thong tin c6 hi~u Hlnh 2 cho 
thay mQt trlnh ma trong d6 ca cac 

n~m quy Ck gi6"i h<;~n 
8 va gi6"i kh~m soat thap hO'n 

ca cac diem n~m giua hai gi6"i h9n 
nay. nay c6 Ia trong qua trlnh kiem soat va 
dieu himh m¢t each chfnh xac Neu m()t s6 diem da roi 
ben ngoai cua UCL ho~c LCL, n6 se baa hi~u r~ng qua 
trlnh nay Ia trong nhu cau kiem soat va 
himh hi¢n eM kMc ph1,1c st,t co. 

Hlnh 2: Bieu do kiem sodt 

10 15 20 25 30 

toan m¢t khfa 

ca m9i nguoi tham 
neu h~ thong QLCL 

35 

thl cac mi,IC tieu va ml)C 



4.4. Xdy d!fng quy trinh DBCL 
Quy trlnh Ia each thuc tot nhat thlfc hi~n m¢t qua 

trlnh cong vi~c de t~o ra gia tr! cho nha tn.tong. Quy 
trlnh quy djnh r6: Vi~c gl can phai lam, ket qua nao phai 
d~t auqc, ai lam, lam luc ni10, o aau va nhu the nao. Be 
QL auqc CL, ngoai vi~c xay dl,ing cac djnh huang chien 
luqc cac mt.,~c tieu chung va mt.,~c tieu ct.,~ the, chuan 
mlfc CL, h~ thong giam sat, do Iuong, cac truong 8H 
can phai xay dl,(ng cac quy trlnh, ho~c cai tien cac quy 
trlnh eta c6. Sau day Ia 12 bu6'c phac thl10 chung cho 
qua trlnh xay dl,l'ng ho~c cai tien m¢t quy trlnh: 1 I Xac 
ajnh nhung nhu cau gl can cai thi~n; 21 Chi r6 nha 
truong se ao va danh gia slf thanh cong nhu the nao? 
f)h~u nay c6 the bao gom cac soli~u nhu giam thOi gian 
quay vong, giam chi phf, ft loi hem, vv ... ; 31 Phac thao 
sa ao quy trlnh cang chi tiet cang tot, voi S\f l~p ai l~p 
l;;~i cac vong l~p va xac d!nh cac giao diem cong vi~c 
giua cac CB, GV tMt r6 rang; 41 Thu th~p dO' li~u thea 
cac phuang phap eta llfa chQn, xac ajnh nha truong 
dang 6 dau?; 51 Xac d!nh cac chi so cho cac mt.,~c tieu 
neu 6 tren. 61 Xem l~i cac sa do quy trlnh de xac d!nh, 
lam giam va lo<;~i tru cac ho~t d¢ng khong can thiet; 7 I 
Thl,l'c hi~n sa ao nhan qua ae xac a!nh nguyen nhan va 
muc a¢ chi tiet dang anh huang xau den ket qua; 81 
8i sau vao nhung nguyen nhan ae xac ajnh "nguyen 
nhan goc re"; 91 Lam m¢t phien "d¢ng nao" de xac d!nh 
cac giai phap ae giai quyet cac nguyen nhan auqc xac 
d!nh; 1 01 Thl,lc hi~n giai phap moi ma nha truong a a 
xac djnh; 111 Tiep tt.,~c thu th~p dO' li~u dau ra nhu da 
thl,l'c hi~n 6 buoc 4 de kiem tra va dam baa r~ng nha 
trliong dang nh~n auqc ket qua mong muon; 121 Neu 
ket qua mong muon khong d~t auqc, l~p l<;~i cac bli6'c 
tren. 

4.5. Cdc cu vlJi DBCL ben 
Ngoai cong Cl,l duqc neu o tren, doi v6'i cac truong 

8H din thiet phai c6 them cac cong Cl,l d~c bi~t sau: 
- Ttf t!dnh gid hay phdn tfch t!ilm mqnh, t!ie'm yeu, 

CCJ h¢i va thdch thuc (SWOT): Gic linh vljc trong 
nha tnJong 8H phan thea ho<;Jt d¢ng gam: dao 
t<;~o; QL nghien cuu khoa hQc; QL pht.,~c v1,1 c¢ng dong; 
phan thea chuc nang QL d¢i ngli; QL QL cac nguon 
ll,J'c, QL ah~u hanh chung ... Vi~c thl,l'c hi~n QL cua cac 
phonglbanlkhoa lt6 trong nha truong d!nh kl can phai 
c6 cac bao cao, so li~u va cac phan tfch trong bao cao 
SWOT Ia ca so a~ xem xet ket qua cua qua trlnh thl,ic 
hi~n CL. Bay cung Ia hlnh thuc de nha QL c6 the xem 
xet cac khfa qnh ho<;~t d¢ng cua nha tn..tong, w d6 
c6 sv thay d6i hQp If, kh~c phvc nhung ton t<;li, ah~m 
yeu, phat huy duqc dh~m m<;lnh cling nhli t~n dt.,~ng 
auqc thoi ca ae nang cao CL; 

- Ddnh gid li~n tru&ng: Ngoai vi~c aanh gia chu 
qui'm trong n¢i b¢ nha truong de xac djnh CL, cac 
trliong 8H can thiet phai tham khao cac y kien danh 
gia w cac tn.tong khac 8anh gia lien truong Ia c6ng ct.,~ 

thl,l'c hi~n ma nha truong su dt.,~ng de kiem tra m¢t 
each khach quan doi voi c6ng tac QL va 8BCL; 

-H~ thOng th6ng tin: La thach thuc giao tiep hi~u 
qua, qua trlnh giao tiep Ia dieu can thiet cho cac nha 

lanh dqo de dlia nha truong tien len ph fa truoc. Thong 
tin lien l~c Ia lien ket quan trQng giua QL, CB, GV, SV va 
cac ben lien quan khc'ic. Khi thiet ke h~ thong thong tin 
cling phai cho phep CB, GV dua ra phan hoi va cung 
cap giai phap cho cac van de ma nha trliong phai aoi 
m¥. QL can cho phep thea nhung each ca chfnh tMc 
lan kh6ng chfnh thuc, chang h~n nhu phieu thong tin 
phan hoi cua CB, GV va cac CUQC hQp ban tron phan 
hoi; 

-56 tay chat tur:;mg: Cac nha QL phai dam baa r~ng 
cac m1,1c tieu va m~.,Jc dfch, cac huang dan va cac yeu 
cau ve CL duqc truyen d~t den tat ca cac doi tliqng lien 
quan. 

s. Ket lu~n 
Trang vai th~p kl vua qua, CL va h~ thong QLCL 

trong giao d1,1c 8H da c6 nhieu mo hlnh voi cac ten gQi 
khac nhau, cho du ten 99i khac nhau nhung khang 
ajnh dliqc xu hli6'ng phat trien QL thea CL eta va dang 
phat trien trong linh vvc giao d1,1c va se tiep tt.,~c chiem 
Liu the trong thoi gian t6'i. V6'i sv cqnh tranh ngay 
cang tang Va kl VQng CUa CclC OOi tuqng lien quan, CaC 
chuyen gia va cac nha QL khong the bo qua van de CL 
va luon mong mu6n duy trl ho~c cai thi~n v! the c~nh 
tranh cua cac truong. 
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SUMMARY 
In recent years, "quality" and "quality management 

system" was of great concern from universities. The 
development and application of quality management 
system has become vital for the survival and development 
of universities in general and private universities in 
particular. In fact, there are different viewpoints on 
quality of higher education, however, according to AUN's 
definition-quality assurance comes from institutional 
mission, vision and goals, focusing on satisfaction levels 
of stakeholders towards domestic and international 
standards; this is also the background to develop system 
of training quality management at universities towards 
AUN-QA approach. 


