VIEN QUAN TRI - KINH DOANH CONG HOA XA HOI CHU NGHIA VIET NAM
BOQ MON QUAN TRI KINH DOANH Péc 1ap — Tw do — Hanh phic

PE CUONG CHI TIET HQC PHAN
QUAN TRI CHAT LUQONG
H¢ dao tao: Pai hoc chinh quy
Nganh: Quan tri kinh doanh
1. Thong tin chung vé hoc phén
- Tén hoc phan: Quan tri Chét lweng (Quality management)
- M4 hoc phan: DQK.02.25
- Sé tin chi: 03
- Vi tri ctia hoc phan trong CTDT: Kién thirc nganh, bat budc
- B6i tugng hoc: Sinh vién chuyén nganh QTKD
- Cac hoc phan tién quyét: Khong
- Hoc phﬁn hoc trudc: Quan tri hoc
- Hoc phan song hanh: Khong
- Phan bd gi0 tin chi ddi véi cac hoat dong:
+ Ly thuyét: 40 tiét
+ Thao ludn nhém, bai tap: 6 tiét
+ Kiém tra: 2 tiét
+ Tu hoc: 102 tiét
- B6 mén phu trach hoc phan: Quan tri kinh doanh
- Giang vién phu trach hoc phan:
Ho va tén: PGS.TS Hoang Van Hai
Chure danh: Truong bo mén Quan tri kinh doanh
Thong tin lién hé: SPT: 098.3288.119; Email: hoangvanhai@fbu.edu.vn
2. M ta hoc phin
Quan tri chat luong 1a hoc ph?m thudc khdi kién thire chuyén nganh bt budc danh

cho sinh vién nganh QTKD. Muc tiéu ctia hoc phan 1a trang bi cho sinh vién nhiing kién
thirc, k¥ nang co ban va hién dai vé chat lugng va quan tri chét lugng, cac hé théng, tiéu
chuan chét lugng, mot s6 cong cuy, k¥ thuat trong quan tri chat lugng dé cai tién chat lugong
trong cac doanh nghiép, gitp sinh vién cé cai nhin tong thé vé quan tri chat lvong, nhin
thirc duoc tAm quan trong ctia quan trj chat lwong trong viéc nang cao chat luong quan 1y
va chat lugng san phém, hang hod, dich vy, tir 46 nang cao nang luc canh tranh cho td
chtrc/doanh nghiép, dién hinh 14 trong méi trudng cua linh vyc tai chinh — ngan hang. Bén
canh d6, mon hoc con giup sinh vién nidm bit duoc cac mé hinh chit lugng hi¢n dai, cach
xay dung, phat trién hé thdng quan 1y chat lugng tién tién, phuong phap kiém tra chit
luong, hinh thanh cic k§ ning mém va ky ning chuyén mén can thiét, thai do tich cuc,
quan tim ding mirc dén hoat dong quan tri chat luong trong cac to chirc. Noi dung giang
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day va cac vi dy minh hoa phu hgp véi muc tiéu dao tao cia Truong Pai hoc Tai chinh -

Ngan hang Ha Noi.

3. Muc tiéu ciia hoc phan:

Muc tiéu M0 ta muc tiéu hoc phan
hoc phin (Sau khi hoc xong hoc phan, nguoi hoc ¢é kha néng)
Nam chic duoc nhirng kién thurc chung vé quan tri chat lugng nham thyc hién
CSO 1.1 | cac chirc ning quan tri co ban lién quan dén quan tri chat lugng trong mot t6
chtrc.
Van dung dugc cac phuong phap, nguyén tic quan tri chat luong, cac loai
CSO 1.2 | hinh chi phi va hé thong quan 1y chat lugng giai quyét duoc cac tinh hudng,
van dé, cai tién chat lugng trong mot td chirc.
cSO 2.1 Sl;l’ du‘ng dru:(yc cac c‘6ng cu co ban trong quan tri chézlt luong dé giai quyét cac
van dé chat lugng ton tai trong hoat dong cua mot t chirc.
CSO 2.2 X?ly dung va trién khai dugc ké hoach cong viéc, c6 kha nang danh gia, cai
tién hoat dong chuyén mon.
Giao tiép, thuyét trinh c6 hi€u qua; co6 kha nidng lam viéc doc lap; xay dung,
CS0O 2.3 I o tx iA 1ia \
to churc, dieu hanh nhom lam viéc hi¢u qua.
C6 nang luc lam viéc khoa hoc, sang tao, hinh thanh quan diém dang ddn vé
nghé nghié¢p, thai do hoc tap tich cuc, rén luyén ban than, phat huy dugc kha
CS0O 3.1 | nang tu duy sang tao, doc lap, nhan thirc dugc tam quan trong ctua chit lugng

trong mdi trudng kinh doanh hién dai va gop phan xdy dung vin hod chat
lugng trong doanh nghiép.

4. Chuin dau ra ciia hoc phian (CLO — Courses Learning Outcomes)

Muc tiéu M ta chuin dau ra hoc phan CBR Mikrc
CDR hoc . do
b hi ha ’ Hoan thanh hoc phan nay, nguoi hoc thuc cua 46 )
n an 6n
ocpha P hién duoc: CTDbT i g
gop
CDR vé kién thirc:
Phén tich duoc kién thirc chung vé quan tri chat
cso11 | cLo11 luqnfg nl.lfllm thuc Iiién cqéc C}.II'IC A’néng quan tri 3
co ban lién quan dén quan tri chat lugng trong
mét td chue.
- - - ——— PLO1.3
Van dung dugc cac phuong phéap, nguyén tac
cSO12 | CLO 12 quan tri. qc.hét hfqng va 1,16 t‘héng %uém l}': cheilt 3
luong giai quyét dugc cac tinh hudng, van de,
cai tién chat luong trong mét t6 chirc.
CDR vé kj niing:
St dung duoc cac cong cu thong ké, k§ thuat
CSO21 | CLO21 , ..k 2 g . | PLO2.1 3
co ban trong quan tri chat luong dé gidi quyet




cac van dé chat luong tdn tai trong hoat dong
ctia mot td chirc

X4y dung va trién khai duoc ké hoach cong

tam quan trong cua chat lugng trong moi
truong kinh doanh hién dai va gop phan xay
dung vin hoa chat luong trong doanh nghiép.

CSO 2.2 | CLO 2.2 | viéc, co kha ning danh gia, cai tién hoat dong | PLO2.5 3
chuyén mén.

csO23 | cLo 2.2 Th}l’C h.iAén gi:ao tiép, thuyét trinh, lam viéc PLO23 3
nhom hiu qua.

CDPR vé ning lwc tw chii va trach nhiém:
Lam viéc khoa hoc, sang tao, hinh thanh quan
diém ding dan vé nghé nghiép, thai d6 hoc tap
tich cuc, rén luyén ban than, phat huy dugc kha

CSO 3.1 | CLO 3.1 | nidng tu duy sang tao, doc l1ap, nhan thuc dugc | PLO3.1 3

Mirc dong gop: nhiéu (3); trung binh (2); it (1); khong (-).

5. Hoc li¢u

Tai liéu bt bujc:

Gi4o trinh “Quan tri chit lugng” — GS.TS Nguyén Pinh Phan va TS. Pang Ngoc Su (2012)
— NXB truong Pai hoc Quéc dan.

Tai liéu tham khao:

- Gido trinh “Quan tri chat lugng” — PGS.TS P4 Thi Ngoc (2015) — Trudng Dai hoc
Thuong mai — NXB Théng ké.
- TS. Pinh B4 Hung Anh, Ths. Lé Hiru Hoang, (2017), Quan Trj Chat Luong Toan Dién
TQM Va Nhom Chat Lugng, Cong ty phat hanh Cong Ty TNHH BK Education.

6. Cac phwong phap day va hoc ap dung cho hoc phan

X Thuyét trinh tich cuc | X | Lam viéc X | Giai quyét van | O Day hoc theo du
nhom de an
Thao luan/Semina X | Phat van o | Bong vai X | Thuyét giang
Tiéu luan/Bai tap 16n | X | Tinh huéng o | Thuc tap X | Tu hoc
Phuong phap khéc
7. Ndi dung chi tiét hoc phan
Noi dung gidang day CbR
Bai T
d Noi dung day hoc L H | K| Tw (CLO) HD day | HD hoc
a
"y T | T | T/ hoc
L
.. | GV giéi thiéu tong quan vé Thuyét SV doc
Bai na X 2 CLO11 o ,
muc ti€u mon hoc va chuan | 3.0 | 0O 0 5 giang, trudc
1 X . e ., CLO3.1 % o
dau ra va cach thuc danh gia Phat van, | gido trinh
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cua hoc phan; chia nhém va

Tinh

va tai liéu

pho bién vé cach thic lam hudng, tham
viéc nhom. Giai khao;
Chwong 1: Khach hang va quyét van | Sinh vién
théa man khach hang de, Lop tra 101
1.1. Khai niém va phan loai hoc dao cau hoi
khach hang nguoc trén 16p;
1.2. Nhu cau khach hang
1.3. Su thoa man cua khach
hang
1.4. Cac phuong phap SV doc
nghién ctru nhu cau va su trudce
thoa man khach hang giao trinh
Chuwong 2: Chit hrong va va tai li¢u
vai tro ciia chat lwong san Thuyét tham
pham giang, khao;
2.1. San pham va phan loai Phat van, | Sinh vién
Ba san pham CLO 1.2 Giai tra 10
) 2.2. Chéat lugng san pham va | 3.0 CLO 3.1 | quyét van | cau hoi;
tam quan trong cua chét de, Lam bai
lugng san pham Lép hoc tap va
dao trinh bay
nguoc trudce lop
vé két
qua
nghién
ciru
2.3. Phan loai chat luong san SV doc
pham trudc
2.4 Cac yéu té anh huong . | gi4o trinh
. ) . Thuyét e gen
chat lugng san pham . va tai licu
giang,
o tham
Phat van, ,
.. . khao;
Bai CLO11 Giai . "
3 .z | Sinhvién
3 CLO 3.1 | quyét van ..
L., tra 101
de, Lop .
, cau hoi
hoc dao L
Toc trén 16p;
n .
SO Lam bai
tap, trinh
bay trudc

4




16p vé két

qua
nghién
cuu
Ch 3: Quan tri chat Thuyét
l 0’u’(mg Quan tri cha i ;r?/e SV doc
won
0 gq o o g’ %, trude
3.1. Ban chat ctia quan tri va Phat van, N
e 1 X , giao trinh
Bai quan tri chat lugng CLO11 Thao Lt [ia
. h va tai liéu
4 3.2. Céc triet Iy vé€ quan tri 3.0 CLO 12 luan tham.
chét luong CLO 3.1 | nhom, vy
, A0
3.3. Nguyén tac cu an tri Giai ’
; guyeén tac cua quan tri A’1a1 | sViraloi
chat lugng quyét van .
N cau hoi
de
3.4. Céc chirc nang cua quan SV doc
tri chét lugng trudc
3.5. Mot sb diém léch lac giao trinh
trong quan tri chat lugng va tai liéu
Théao luin nhém Thuyét tham
giang, khao; SV
CLO 11 A \ 1
CLO 1.2 Phat van, tra 101
Bai ) CLO 2'2 Tinh cau hoi,
5 ' hudng, BT tinh
CLO 23 2
Gia huong;
CLO 3.1 I R .
quyét van | Trinh bay
dé trude 16p
vé két
qua
nghién
clru
Chuong 4: H¢ thong quén SV doc
tri chat lwong . trudce
’ j 3 . Thuyeét s
4.1. Khai quat vé h¢ thong . }lye giao trinh
s 1A glang, NPT
tri chat 1 . tai |
uanuicnatione CLO 12 | Phét vén, | W0 2 eu
.. | 4.2. Cac h¢ thong quan tri . tham
Bai £ 2k CLO21 Tinh i
chat luong pho bién 3 z khao;
6 R g . CLO 2.2 hudng, ) .
4.3. Xay dung h¢ thong quan .. Sinh vién
o CLO 31 Giai .
tri chat lugng Lz tra 101
quyet van .
& cau hoi;
Lam bai
tap, theo
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YCu cau,

Trinh bay
trudce lop
ve két
qua
nghién
clru
Chii dé: Pao tao vé quin SV doc
tri chat lwong trudc
1. Thyc chét cta dao tao vé giao trinh
chat luong Thuyét | va tai liéu
2. Kiém dinh chat lugng dao giang, tham
g tao CLO 1.2 Phéi\: van, -khéo-;A
Bai Tinh Sinh vién
7 1 CLo23 hudng, tra 10
cLos.l Giai cau hoi;
Kiém tra quyét van | lam bai
de tap tinh
hudng;
Lam bai
kiém tra
Chuwong 5: Quin tri chat Thuyét | SV doc
lwgng giang, trudc
dich vu Phat van, | gi4o trinh
g | 31 Ban chat cia dich vy va CLO1.1 | Thio | vatailiéu
chat lugng dich vu 30| O CLO1.2 luan tham
8 5.2. M6 hinh cung tng dich CLO 3.1 nhém, khao;
vu chét lugng Giai Sinh vién
quyét van |  tra 1oi
dé cau hoi;
5.3. Tiéu chi danh gid va do SV doc
luong chat luong dich vu Thuyét trude
5.4. Quan tri chat lugng dich CLO 1.2 gi,éng; g!éo‘ .tr‘l.rjh
§ vu CLO 2.1 Phaf van, | va tailiéu
Bai | Thao luan nhom Tinh tham
9 2 |10 CLO 2.2 huéng, Khio:
CLo23 Giai Sinh vién
CLO 31 £ X Py
quyét van | tra 101
dé cau hoi;
lam bai




tap thao

luan va
thuyét
trinh
Chi dé: Benchmarking SV doc
1. Benchmarking va lich su Thuyét trudc
phat trién ctia benchmarking CLO1.2 giang, | gido trinh
Bai 2. Cac loai benchmarking CLO 2.1 | Phatvan, | va tai liéu
10 3. Mot sb vin dé chinh yéu | 1.0 | 2.0 CLO22 | Thao tham
CLO 2.3 | luan, Giai khao;
CLO 3.1 | quyét van | Sinh vién
dé tra 1o
cau hoi
Chuwong 6: Tiéu chuin hoa SV doc
6.1. Ban chét cua tiéu chuan trudc
hoa . giao trinh
. Thuyét
6.2. Hoat dong ti€u chuan ) }1ye va tai liéu
] glang,
hoa CLO12 | Phtvén, | MM
, . at van, .
.. | 6.3. Hai hoa tiéu chuan Viét . khao;
Bai A 2 LA CLO 2.2 Tinh ) o
Nam va ti€u chuén qudc té 30| 0 p Sinh vién
11 6.4. Tiéu chuan hoa cta CLO23 | hubng, tra 161
4. Tiéu chu u
) CLO 3.1 Giai N
cong ty 4 v cau hoi;
¢tvan | _. -
my \ Sinh vién
de . ..
lam bai
tap tinh
huéng;
Chuwong 7: Pam bio va cai Thuyét | SV doc
tién chat lwong san phim giang, trude
7.1. Dam bao chat 1 Phat v4 i40 trinh
?.m‘iao C;a Hong CLO 1.2 a Yan, g‘ e
Bai 7.2. Cai tién chat lugng CLO 2.1 Théo va tai li¢u
7.3. Mot s6 cong cu cai tién 310 ' luin tham
12 P CLO 2.2 , \
chat lugng CLO 3.1 nhom, khao;
' Giai Sinh vién
quyét van tra 101
dé cau hoi;
Ch 8: Kiém tra chat Thuyét | SV d
l Uu’()’ng i€ém tra cha CLO 1.2 § ;i: tméc:c
.. | lwong ,
Bal S . CLO 21 . s
8.1. Kiém tra chat lugngva | 3 0 Phat van, | gido trinh
13 .z £ CLO 2.2 . VTR
vai tro cua kiém tra chat Tinh va tai liéu
CLO 3.1 P
luong huong, tham




8.2. Phuong phap va cac Giai khao (10
hinh thirc kiém tra chat quyét van | tiét); Sinh
lugng dé vién tra
101 cau
héi; lam
bai tap
thao luan
va thuyét
trinh
trudce 16p
8.3. T6 chirc kiém tra chat SV doc
luong trudce
8.4. Kiém tra chon mau chap gido trinh
mhan CLOL1 | Thuydt | '2Hihcu
Théo ludn nhom: . tham
) CLO 12 giang, Khio:
Bai ) 0 CLO 2.1 | Phat van, Sinh vi,én
14 CLO 2.2 | Lop hoc Y gas
tra 101
CLO 2.3 dao s
CLO 3.1 nguoc c?u ho\l_;
lam bai
tap va
trinh bay
trude 16p
Chuwong 9: Po lwong chit SV doc
lwgng trudce
9.1. Ban chat, lich sir phét gido trinh
trién va vai tro cua do ludong va tai licu
9.2. Pon vi do, chuan do Thuyét tham
luong, phép do CLO 11 giang, khao;
Bai | 9.3. Phuong tién do, kiém 20 0 CLO 1.2 | Phat van, | Sinh vién
15 | dinh va hiéu chuan ' CLO 2.1 | Léphoc tra 101
9.4. Quan 1y nha nudc vé do CLO 3.1 dao cau hoi;
luong nguoc | Sinhvién
lam bai
tap tinh
hudng;
Bai Ch'u’(rng 10: Cac cﬂﬁng cu CLO 11 SV doc
16 th(”)’ng ké trong kiém soat 2.0 1.0 CLO1.2 trudc
chat lwong CLO 21 gido trinh
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10.1. Thuc chat va vai tro

cua kiém soat qua trinh bang

thong ké

10.2. Céc cong cu thong ké
truyén thong trong kiém soat

chat luong
On tap, phu dao
Kiém tra

CLO 2.2
CLO 23
CLO 3.1

va tai liéu
Thuyét tham
giang, khéo;
Phat van, | Sinh vién
Lop hoc tra 101
dao cau hoi;
nguoc | Sinhvién
chuén bj
dé cuong
on tap
theo
hudng
dan;

Téng

102

8. Nhiém vu cia sinh vién
- Nghién ctru trude gido trinh, tai li¢u theo chuong.
- Tham gia day du cac gio 1én 16p: T6i thiéu 80% sb tiét hoc trén 10p.

- Tham gia thdo luan tai 16p.

- Lam bai tap ca nhan, bai tap nhém duogc giao
- Tham gia 1am bai kiém tra giira ky.
- Tham gia thi két thuc hoc phan.
9. Panh gia két qua hoc tip va cho diém
9.1. Thang diém danh gia
Pénh gia theo thang diém 10, sau d6 dugc quy do6i sang thang diém chir va thang
diém 4 theo Quy ché dao tao hién hanh.
9.2. Phwong thirc danh gia

Trong 50
CLO
Thanh phin danh | "°" | Hinh thite | Céng cu trong
gia 20 | ginhgi4 | dnhgia| C O thanh
(%) phan danh

gia

(%)

1) (2) 3) (4) (5) (6)

Piém chuyén can 10 Danilngnl ; qud Rubric CLO 3.1

1 bai kiém tra giira Tréc nghiém | Thang CLO 1.1 40%
ky 10 ' iy | CLO12 40%

CLO 3.1 20%




1 bai kiém tra giira CLO12 30%
ky 10 Tu luan Rubric cLo21 30%
o CLO 2.2 30%
CLO 3.1 10%
CLO1.2 20%
‘e , A 0
: balnt;c,‘;‘r?] fudn 10 | Baitapnhom | Rubric gtg ;; ;802
CLO 2.3 40%
CLO11 20%
Bai thi hét hoc phan 50 Trac nghiém + Thang | CLO12 30%
90 phat Tu luan diém CLO 2.1 20%
CLO 2.2 30%
9.3. Cac Rubric danh gia két qua hoc tap
9.3.1 Rubric danh gid chuyén can
Mikc chat lwong
Tigy chi TV 16 Rat tot Tot })atX yéu | Khong idm
cau dat
10-85 | 84-70 | 69-50 | 49-0.0
Mite do tham dur Tham dy | Thamdy | Tham dy | Tham du
the(S TKB " | 50% >?O% 85 - 90% | 80 - 85% | < ?0%
buoi hoc buoi hoc buoi hoc buoi hoc
Nhiét tinh | CO dat/tra | Co dat/tra Khéng
trao doi, |10i>2cau | 10iitnhat | tham gia
phat biéu, | hoi,coy | 1 cauhdi, | thao luan,
Mure d6 tham t?fl lc‘yiA tlAu'Ic, thiii co }'/,.'[hffc, :[ré l(‘ri’,
: . nhicu cau | do hoctap | thai do dong gop,
gia hoat dong 50% L , A o,
hoc tap héi, co y. kha hoc ta_tp cOy .thu’c,
T thire, thai trung binh thai @
do hoc tap hoc tap
tich cuc thiéu tich
cuc
9.3.2 Cdc Rubric danh gid thdao lugn nhom
Tiéu Mikc chat lwong Pi¢m
chi 1 cpg | Trem Gioi Khé Tng | v &y kém
danh g S0 binh
gia 8.5-10 70-84 | 50-6,9 Duéi 4,0
Hinh CLO | 10% Pep, khoa ------mmmmmmmmmee Don diéu,
thirc 2.3 hoc, khong khong khoa
161 chinh ta hoc, nhiéu 15i
chinh ta
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K¥ CLO | 10% | Rorang, tg  -------mmmmmmmmmmmoee- No6i nho,
nang 2.3 tin, thuyét khong tu tin,
thuyét phuc, giao khong giao
trinh luu ngudi luu nguoi
nghe nghe
No1 CLO | 10% Dap ung Dap ing | DPap tmg | Dap ing dudi
dung 1.2 | 10% | 80%- 100% 70%- 50%- | 50% yéu cau
CLO | 10% yéu cau 80% yéu | 70% yéu
2.1 cau cau
CLO
2.2
Phan CLO | 10% | Tra loi ding Tra loi Tra loi Tra 161 dang
bién 1.2 10% | tat ca cac cAu | dungtrén | dungtrén | dudi 1/2 s6
CLO | 10% | hoi, dattrén5 | 2/3 86 1/2 $6 cau hoi,
2.1 cau hoi cho cau hoi, cau hoi, khong dat
CLO cac nhom dat tur 3-5 | dat tir 1-3 | duoc cau hoi
2.2 khac cau hoi cau hoi nao
cho cac | cho nhdm
nhom khéc
Tham | CLO | 20% | 100% thanh 80% 60% 40% thanh
gia 2.3 vién tham gia thanh thanh vién tham gia
thuc thuc vién tham | vién tham thuc
hién hién/trinh bay | giathuc | giathuc | hién/trinh bay
hién/trinh | hién/trinh
bay bay

Tong diem

9.3.3. Cdc Rubric danh gid bai kiém tra tw ludn trong ky.

Tiéu chi danh gia ciia tirng ciu héi trong dé thi Mikc chat hrong Thang
diém %
- Noi dung du, tra 161 dang 100% cau hoi.
- Trinh bay rd rang, dién dat ngin gon, suc Muc A
tich, logic. (Vuot qua mong 85 - 100
- Mic 1-2 16i vé thuat ngit chuyén mon. doi)
- Con vai 18i chinh ta.
- Tra 101 dting 70-80% cau hai. ,
\ \ ~ A . X . Muc B
- Trinh bay r0 rang, dién dat logic. .,
2, R Xe A ~ ~ A A (Dap ung duqc 70 - 84
- Mac it 161 (3-5) 161 vé thuat ngir chuyén mon. .
s A 1K 1 e mong doi)
- C6 kha nhiéu 106i chinh ta.
- Tra 101 dling 50-60% cau hai.
- Trinh bay khong 6 y, chua logic. Muc C 55-69
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- Mic 16i vé thuat ngit chuyén mén (trén 5 (Pat)
161).
- Nhiéu 16i chinh ta.
- Tra 161 dang 40-50% cau hoi.
- Khéng 1am hét cau hoi, bé ndi dung hon Muc D 40 - 54
60%. (Pat, song can cai
- Trinh bay t6i nghia, dién dat khong 13 y. thién)
- Mic nhiéu 16i vé thuét ngit chuyén mén.
- Nhiéu 13i chinh ta.
- Céc truong hop con lai Muc F Dudi 40
(Khong dat)
Ha No¢i, ngay 02 thang 11 nam 2022.
Vién trudng Truéng B6 mon Nguoi soan dé cwong

M

PGS.TS Hoang Van Hai PGS.TS. Hoang Van Hai

ML

PGS.TS. Hoang Van Hai
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