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Abstract: Total quality management (TQM) is the highest level of quality management, organized and
implemented on the basis of inheriting quality control and quality assurance activities with a philosophy
of continuous improvement aimed at satisfying customer needs. This article presents research on applying
TOM to training management with a structure of 03 (three) parts: (1) Total quality management, (2)
Training management; (3) Applying TOM to training management,; which highlights the TOM approach
to training management as follows: (1) overall approach to the training process from input to process
and finally output; (2) continuous quality improvement with the PDCA improvement cycle; (3) building
the organization'’s quality culture; Besides, the study has proposed a Training Management model
approaching the perspective of total quality management as a basis for continuing research on applying
TOM to training management practice.
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1. Pit vin dé

Trong bdi canh toan ciu hoa va hoi nhap quéc té,
viéc dao tao nguén nhan luc chét luong cao la mot
nhiém vu cap thiét va quan trong ciia cac co s& gido
duc va dao tao no6i chung va cac co sd giao duc dai
hoc néi riéng. Pidu nay doi hoi cc co sé gido duc dai
hoc phai nghién curu, van hanh mdt mo hinh quan ly
nham dam bao chét Iwong dao tao, dap g dugc nhu
cdu cua cac bén lién quan (xa hoi, nha tuyén dung
lao dong ...). Quan Iy chit lugng tong thé (TQM)) 1a
mot md hinh quéan 1y chat lwong dwoc hinh thanh va
phat trién trong linh vyc san xuét, kinh doanh dang
dan duoc cac nha quan 1y gido duc nghién ciu ap
dung vao quan ly gido duc ma dac biét 1a quan ly dao
tao. Viéc nghién ctru van dung TQM vao quan 1y dao
tao 1a mot nhiém vy khoa hoc thiét thuc gop phan da
dang hoa cdc mé hinh, quan diém vé quan Iy trong
linh vuc gido duc ciing nhu gop phan nang cao chat
luwong cua hoat dong gido duc va dao tao.
2. N§i dung nghién ctru
2.1. Qudn Iy chit lwgng tong thé

TQM dugc phat trién boi tién siA.V. Faygenbaum
tir nhitng ndm 50 cua thé ky XX, ban ddu TQM duoc
ung dung trong linh vuc san xuét, kinh doanh, ...;
tir nhitng nam 90 cua thé ky XX tro lai day, TQM
dan duoc van dung vao cac co s¢ giao duc voi muc
dich quan 1y chit lvong nhim cai tién, ning cao chat
lugng dich vu giao duc va dao tao. [1]

Tac gia A.V.Feigenbaum (1983) cho rang: “TQM
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1a mot hé théng hitu hiéu nham hoi nhap nhiing nd
luc vé phat trién chat lugng, duy tri chét luong va cai
tién chat lugng cta nhiu té nhém trong mot to chirc
dé co thé tiép thi, ap dung khoa hoc k¥ thuat, san xuét
va cung Ung dich vu nhim théa man nhu ciu cia
khach hang mot cach kinh té nhat”. [2]

Theo T chtc tiéu chuin quéc té IS0 (8042:1994):
“TQM la mot phuong phap quan li ciia mét td chic,
tap trung vao chét luong, dua trén sy tham gia cua
tat ca cac thanh vién ciia minh va nhim dén thanh
cong lau dai thong qua sy hai long ctuia khach hang
va loi ich cho tit ca thanh vién cua té chirc va cho
xa hoi”. [3]

Bén canh do, theo tac gia Nguyén Quang Giao
(2010), TQM Ia mét cap d6 cua quan 1y chét lugng,
1a su ké thira va phat trién ctia dam bao chét luong

v6i triét 1y “cai tién lién tuc” thong qua viéc xay
dung va hinh thanh vin hoa chét luong “phi tram”
1én toan b cac hoat dong tur dau vao > qua trinh >
déu ra. [4]

Quan Iy chat luong tong thé dwoc viét tit 1a TQM,
trong do:

- T = Total: tong thé tit ca cac hoat dong cua qua
trinh tao ra san pham bao gém ca qua trinh san xuét
va chu trinh diéu hanh, quan 1y;

- Q = Quality: chat luong san pham; chit lugng
clia san pham phai tuan thu cong thiic 3P, bao gdm:
(P,) = Product: sin pham an toan, dam bao d9 tin cdy,
hiru dung, dap tmg nhu cu ciia khach hang; (P) =
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Price: gia san pham hop 1y, thoa man nhu cau; dam
bdo tinh canh tranh; (P,) = Punctuality: ding thoi
diém. [3]

- M = Management: hoat dong quan ly; voi muc
tidu cai tién lién tyc, W.E.Deming da thiét lap chu
trinh quan ly P-D-C-A véi cac ndi dung P (Plan)
1ap ké hoach; D (Do) t6 chirc trién khai thuc hién;
C (Check) kiém tra, ra soat; A (Act) hoat dong cai
tién. [5]

Trén co s& phan tich khai niém, cac hoat dong co
ban ctia TQM, tac gia nhan thay TQM 1a mot phuong
thirc quan Iy chét lugng lay hoat dong cai tién lién
tuc nhim théa man nhu ciu ctia cac d6i tuong khach
hang lam muc ti€u trén co sé van dung chu trinh cai
tién chat luong P-D-C-A vao moi hoat dong cua qua
trinh san xuat (tr ddu vao - qua trinh 2 dau ra) va
thong qua viéc xay dung mot nén vin héa chat lugng
trong t6 chirc nham huy déng moi ca nhén trong to
chire ty y thirc tham gia vao qua trinh cai tién chat
luong.

2.2. Qudn ly dao tao (QLDT)

Trén co so phan tich tai liu ctia cac tac gia Truong
Qudc Thang (2019), Tran Khanh Birc (2022), tac gia
nhén thay rang cac tac gia déu nhan dinh qua trinh
dao tao gdm co 03 phan chinh d6 1a dau vao, qua
trinh, du ra voi cac hoat dong dac trung nhu dau
vao: GV, CTDT, CSVC...; qua trinh: hoat dong gidng
day, hoc tap; dau ra: tot nghiép... [3] [4]. Trén co sO
do, trong nghién ctru nay tac gia d& xuit cac ndi dung
cua qua trinh dao tao cu thé nhu sau:

(1) Pau vao: hoat dong tuyén sinh, hoat dong dam
bao ngudn nhan luc (GV, CBQL, NV), hoat dong xay
dung/ra soat CTDT, hoat dong dam bao nguf)n luc
vat chéat, hoat dong dam bao nguén luc tai chinh.

(2) Quaé trinh: hoat dong giang day cta GV; hoat
dong hoc tap, nghién cuu, sinh hoat ciia SV; hoat
dong ldy y kién phan hoi cua SV.

3) Pau ra: hoat dong kiém tra, danh gia; hoat
dong cong nhan 6t nghiép; hoat dong lay y kién
phan héi ciia nguoi hoc sau khi t6t nghiép.

Trong nghién ctu nay, véi muc ti€u van dung
quan diém TQM vao QLDT tai cic co s& gido duc
dai hoc (CSGD DH) tac gia tiép can khai niém dao
tao dudi goc do la mot qua trinh bao g6m cac hoat
dong tir khau dau vao dén khau qua trinh va cudi
cung 1a khau dau ra. Tir d6, tac gia dinh nghia khai
niém quan ly dao tao nhu sau: Quan ly dao tao 1a
qua trinh tac dong c6 cha dich cua chu thé QLDT
thong qua cac chtic nang quan ly Ién qué trinh dao
tao nham dat duoc muc tiéu dao tao da dé ra.
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2.3. Vin dung TOM vao QLDT tai cac co s GDDH

V&i muyc dich khong ngimg nang cao, cai tién chat
lugng cua qua trinh dao tao tai cac co sd gido duc dai
hoc, tac gia dé xuét van dung TQM vao QLDT tai
cac co s GDDPH theo m6 hinh nhu sau:

[ Vin hoa chit lrgne ]
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[ Chu trinh quan li PDCA ]

So do 2.1. Mé hinh Quan li ddo tao tiép cdn quan
diém quan i TOM

Van dung TQM vao QLDT la qua trinh tac dong
¢6 chu dich cua tit ca cac thanh vién cua co sé gido
duc tir cac can bd quan 1y dén can bo giang day va ca
can bd hd tro vao tit ca cac hoat dong cua qua trinh
dao tao tir khau dau vao dén qua trinh va cudi cing 1a
dau ra v6i muc dich dap ung, thoa min nhu cu cia
cac bén lién quan nhu ngudi hoc, gia dinh nguoi hoc,
nha tuyén dung lao dong, xa hoi nham tao ra cac san
phiam dao tao co chat lugng ma cu thé ¢ day 1a nguoi
hoc, nguén nhan luc chét luong cao cho xa hoi.

Pé véan hanh c6 hiéu qua quan diém TQM vao
cong tac quan Iy qua trinh dao tao c6 02 ndi dung cdt
yéu can quan tim do la viée trién khai thyc hién chu
trinh quan 1y cai tién chét lugng PDCA va viéc xiy
dung nén vin hoa chat luong tai cac co so gido duc:
2.3.1. Chu trinh cdi tién chdt heong PDCA: Chu trinh
nay bao gém cac hoat dong nhu sau:

P — Plan: Lap ké hoach khong chi 1a buédc dau
tién cta chu trinh quan 1i chat luong PDCA ma con
1a chtrc ndng co ban trong s6 cac chirc ning quan i,
nhdm xac dinh muc ti€u hoat dong, ndi dung hoat
dong, dé xuét cac phuong an, tién trinh thuc hién, du
trt cac ngudn lyc tham gia vao hoat dong, ... 1a co
s& dé trién khai to chirc hoat dong, dong thoi 1a cong
cu dé danh gia két qua thyc hién va san pham dau ra;

D — Do: Trién khai thuc hién 14 qua trinh chuyén
hoa nhitng ¥ tuong tir ké hoach thanh hién thuc.
Dudi goc do quan i, viée trién khai thuc hién hay to
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churc thuc hién la viéc sép xép, phan bo cac nguén
luc dé tién hanh trién khai cac hoat dong dé dat duoc
muc tiéu da dé ra;

C — Check: Kiém tra la qua trinh do ludng, ra soat
két qua thyuc hién so v&i myc tiéu da dé ra nham nhan
dinh, danh gia vé két qua hoat dong. Kiém tra khong
chi dugc thyc hién & khau cudi ctia qué trinh nhu
kiém soat chat luong san pham ma con co thé dugc
td chure thuc hién & bat ¢t khau nao cua qua trinh san
xuit, nham dam bao khong xay ra sai sot & bt cir
khau nao ctia qua trinh san xuét;

A — Act: Cai tién chat lugong 1a hoat dong duoc
thuc hién thuong xuyén dé khic phuc cac han ché,
thiéu sot ctia co s gido duc va cac chuong trinh dao
tao nhim nang cao chat lugng gido duc. Cai tién 1a
hoat dong quan trong cia chu trinh quan 1i PDCA, la
diém khéc biét dic trung cua chu trinh PDCA so voi
cac chu trinh quan 1i khac. Hoat dong cai tién dong
vai tro chu dao trong viéc khong ngung nang cao
chat lugng san pham dau ra va dam bao cht luong
cac hoat dong qué trinh. Hoat dong cai tién ciing 1a
tién dé dé tién hanh mot chu trinh PDCA méi va ddm
bao cho viéc van hanh lién tuc ctia PDCA.

2.3.2. Xdy dwng van héa chat lwong

Trén co so nghién ciru tai lidu cia tac gia Tran
Van Cat (2016) va Lé Thi Phuong (2018), tac gia
dé xuit cac budc xay dyung vin hoa chit lugng tai
cac co so giao duc, cu thé nhu sau [6] [7]: (1) Xac
lap chuan chét luong; (2). T6 chirc tuyén truyen phd
bién; (3). T6 chuc ra soat, danh gid; (4). Piéu chinh,
cai tién. Trong dé:

- Chuan chét lugng 13 hé thong cac chinh sach vé
chit lugng trong d6 quy dinh trach nhiém va chirc
nang, nhiém vu ciia cac ca nhan, don vi trong t6
chire; viée xac dinh, xay dung chuan chat luong gop
phan gitip t6 chirc dat duge muc tiéu vé chit luong
da dé ra;

- Pho bién, tuyén truyen duogc thyc hién véi muc
dich lan toa chuin chét luong dén timg ca nhan, don
vi trong t& chirc dé vin hoa chat lugng “phi tram”
1én toan bd qua trinh hoat dong cua td chirc;

- T6 chue ra soat, danh gia 1a hoat dong thu thap
thong tin, dit liéu va dwa ra nhan dinh vé qua trinh t6
chtre thuc hién cac chuan muc chat luong da duoc
x4c dinh lam co s& dé tién hanh cai tién, diéu chinh
g6p phan hoan thién viéc xay dung nén vin hoa chat
luong cua td chirc;

- biéu chinh, cai tién 1a hoat dong dugc tién hanh
trén co s& két qua cua hoat dong ra soat, danh gia; dé
nén vin hoa chét luong khong ngimg hoan thién va
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phét trién thi cong tac diéu chinh, cai tién can dugc
tién hanh mot cach khoa hoc, bai ban, hop Iy va c6 19
trinh cai tién, phat trién nhat dinh.

3. Két luan

Vén dung TQM vao QLDT khéng chi gop phan
nang cao chit luong cua cong tac dao tao ma con gop
phan khong nho vao viée tai tao ngudn lyc lao dong
cho x4 hoi dac biét 1a nguén luc lao dong chét luong
cao. Van dung TQM vao QLDT dugc thyc hién trén
co sO tan dung nhiing thanh tuu cua hoat dong dam
bao chat luong va tiép tuc phat trién: (1) chu trinh cai
tién chét luong san pham (PDCA) va (2) hoan thién,
phét trién khong nglmg nén vin hoa chat lugng cua
t6 chtrc. Thong qua bai viét, tac gia dé xuit mo hinh
Quan li dao tao tiép can quan diém quan li chit luong
tong thé gdom cac thanh phan cu thé nhu sau: (1) Qué
trinh dao tao tir ddu vao = qua trinh > dau ra, (2)
Chu trinh cai tién lién tuc PDCA va (3) Nén vin hoa
chat luong ctia to chirc. Cc thanh t6 ciia mo hinh nay
¢6 quan hé mat thiét va chit ch& v6i nhau, chu trinh
PDCA duogc van dung trong tat ca cac hoat dong cua
qua trinh dao tao .
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