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Panh gia hé théng
quan ly chat luong
cua cac doanh nghiép duoc
cap giay chifing nhan

(Tié’p theo ky truic)

Quéan Iy thong tin

Thong tin va dir licu tin L.Ely thich
hgp s€ gidp cho cdc DN ¢6 thé dat duge
chit luong St hon, cdi thién k&L qua
hoat dong cling nhu khd ning canh
tranh ctia DN,

Nhiéu DN di xdc dinh duge tim
quan trong ctia ngudn thong tin chinh
Xdc va kip thas, Lﬁn}__ nhu nhi'mg gid (ri
mang lai ctia n6 riit [6n doi vGi cai thign
qué trinh va chiill uigng san pham dich
vu. K& quéi cho thdy mdt s0 cong téc
qudn 1y thong tin da duc cdc DN thuc
hién kha &t (hinh 7), Lhan;: han nhu dir
licu, thong tin ludn chinh xdc va tin ciy
(mean = 3.88, wiong g v&i miic dénh
gid kha Ot va rat 5t chi€m rén 70%), ra
quy&t dinh dyfa trén phin tich s kién ket
hgp vdi kinh nghicm (mecan = 3.88,
wiing tng véi mie ddnh gid kha (ot va
rALOL chiém khodng 70% ), duy tri ¢d 53
ditlicu chia khich hang, nhi cung ¢ip va
nhin vién (mean = 3.87, wiong ting vii
mc dénh gid kha ©t va ril ot chi€m
khodng 70%), vt ludn ¢ip nhat va higu
chinh ciic ngudn thdng tin (mean=3.81,
wiing g vi mide dinh gid khi 10t va
rill 101 chiém khodng 70% ).
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Minh 7 Cong tdc quin 1j thdng tin
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NGUYEN THUY QUYNH LOAN

Tuy nhién, mot s& y&u 1 chua dudc
d4nh gid thip han so véi céic y&u 18 néu

T
Quan tim dén cée y&u 16 ngudn lyc, phudng
phép, nguyén vit iéu gidp cii thién qud trinh |

Ki€m sodt dude chilt lrgng va k&t qud vin hinh

cla cde qué tinh chinh

Thiét lip tréich nhiém rd ring cho cdc qué trinh

chinh

Po ludng ning sudl cia cdc qud trinh chinh

Kdc dinh v phén tich cdc bién ddi trong qud trinh
vh dua ra hiinh ddng hiéu chinh

raquy&t dinh, Tuy nhién, d€ c6 thé trang
bi nhimg h¢ thong niy, ching doi hoi
nhiéu y&u 1 nhu von, cd sd ha ting, trinh
dd nhan vién,... Thuc (&, khong phai DN
Viét Nam nao ciing ¢6 thé diu wr va khai
thic hidu qua duge cic h¢ thdng nhu
vay.

Quan Iy theo qua trinh

Theo quan di€ém ciia nhi¢u nha
quin 1y chit lugng, nhitng k&t qua
mong mudn s& dat duge mot cdch hi¢u
qué khi cdc hoat dong v ngudn luc lién
quan dugc quén 1y theo qud trinh.

0%
O Trung binh
Hinh 8 Céng tdc qudn Iy theo qui trinh

[ Rt it B Kha 5t

trén nhu st dung phudng phiip khoa hoc
khi phén tich dif ligu, vi dit ligu c6 thé
truy ¢ap dé& dang. Trong qua trinh phong
vain tai cdc DN, cic Lm’dnb b{ phian cho
biét, vi day la y&u 18 ¢6 lien quan nhi¢u
dén g dung cong ngh¢ thong tin
(CN'I'I'} trong DN nén dé thyc hi¢n t6t
cic ycu 16 ndy ¢fin phiii ¢6 s h trg riit
nhiéu tir h¢ théng CNTT clia DN. Mot
trong nhting tg dung -.ua CNTT mi hd
trgf nhicu nhat cho céce yéu © ndy do 1a
hé thdng mang ndi b v he thdng ho g

A 40% [t RO 10055
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Nhin chung cdc DN danh gid khi
16t cic cong tde quin 1y theo qud trinh
(hinh 8). P& vin hanh hiéu qua, ho da
quan tam nhiéu dén cic y&u 1§ ngudn
lue, phuong phdp, nguyén vat licu
(mean = 3.99, wdng tng v@i mtic ddnh
giﬁ kha 101 va rat ot wén 80%), tr do
glup ho kiém sodt duge chat lugng va
k&t qua vdn hanh clia cdc qud tinh
chinh (mecan = 3,92, wiong g vdi mifc
ddnh gid khd 6L va rit oL ren 70%). Va
d& ¢6 th€ guén 1y d€ dang cdc qué trinh
chinh naly, cdc DN cdn thiét 1ap trich
nhi¢m rd rang (mean = 3.83, wong ting
véi mic dinh gid khd 01 v rdt ©ot
khoéing 70%) nhut 12 thi€t [ap muyc ticu
cu thé cho tiing cd nhan, md 14 chic vu
o mng, lap k& hoach va bdo cdo dé
ki€m sodt chit lugng cho tiing qua trinh
(a0 ra sin phim/ dich vu. Thue (€, day
3 nhiig diéu khodin dude doi hoi rong
cic HTQLCL.

Tuy nhién, hai yf:"u 16 con lai la do
ludng ning sudl cla cdc qud tinh
chinh, va xdc dinh vi phan tich cdc bién
d6i trong qud trinh chinh va dua rahanh
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Thye hign cdi tién lién we cdc san phim, dich vy
v qud rinh
Thiét lip cdc myc tiéu cii tidn va do luwting ket
qui ¢ii tién

Cang b0 nhing cdi tién dat duge

Bio tao cho nhin vién cic phwong phip, cdng cu '

cdi ti€n 4
' 0%  20% 40% 60% 80%  100%
[ Rit (0t | Khd 151 O Trung binh O Khi yéu E Ral yéu

Hinh 9 Céng tdc cdi ti€n lién we

dong hiéu chinh duge cdc DN danh gid
khong cao biing cdc y&u 18 rén. Thue
t&, nhiéu DN ciing d thuc hién kh4 tot
cong tdc do ludng ning sudl cla cdc
qua trinh chinh, nhung mot s& DN cho
ring ho gip kh6 khin khi do luting
nang suil vi theo ho cach tinh néing suat
hi¢én nay chua phan dnh ding ning luc
thuic sy clia qud tiinh va ho ril mong
mudn cAc cd ¢ dao tao hay t vin gitp
ho tim ra céch tinh niing sudt hgp Iy véi
¢de qud trinh cu thé tai DN cia ho. BE
xdc dinh va phin tich cic bién ddi trong
qud trinh ddi hodi cdc DN c¢dn phai dp
dung hi¢u qué cic cong cu thong ke,
nhung vige dp dung nay van con han
¢h& @ cdc DN, thim chi nhiéu DN chua
quan tim dén céc cong cu nay, cho nén
ho da khong phét huy duge hig¢u qua
von ¢6 clia no.

Cai tién lien tuc

Hoat ddng cdi tién lién we ¢in
phéi duge xem nhu [a mdt muc tiéu lau
dai va thuding xuyén ctiia DN. Do dé,
cic DN phai khong ngiing néing cao
tinh hiéu luc ctia HTQLCL thdng qua
vi¢e sif dung chinh sdch chét lugng,
muc léu chat lugng, két
qud danh gia, phan tich dit
li¢u, hanh dong khiic phuc
va phong ngira.

Khi dé c¢ip dén cong
tdc cai tién lién tue, hau hét
¢ic DN déu nhin thic
duge Am quan trong clia
cOng tac nay trong hoat
dong 8 chic ¢la ho, y
nhién nhiéu DN vin cho
ring khd ning thuc hi¢én
cii tién lién tuc tai DN ctia
ho van con han ché, nén
miic ddnh gid két qua thuc

Linh dao
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K&t yud kinh doanh
Cing tic guin 1y chat lugng

Hudng dén khich hang
Suf tham gia cia nhiin vién
Quin Iy thing tin

Quiin 1Y qud trinh

Cii ti€n lién we

M quan hé vdi nhii cung cip

hién clia cdng tac nay thip hon hin so
véi cdc cdng tac khdc (hinh 9). Cu thé
céc cong téc cdi tién lién we duge dé
¢lp ¢ day I thue hién cai ti€n lién tuc
céc san phdm, dich vu va qué trinh,
thi€l 1ap cdc muc tiéu cii ti€n va do
luting k&t qué cai tién, cong bd nhing

Giao 1i€p cdi md v 16 ring vdi nhi cung clp

Thi€t 1gp m&i quan hé liu dai vdi nha cung cip
Nhiln manh cong téc xdc dinh va lya chon nha 1

cung cip

Thiét lap-hoat ddng phit rién va cii ti€n v4i nha

cung cip

Chiu s& thong tin vk k& hoach wong lai véi nha |

cung cip

[B Rit it W Kha 6t

cii lién dat dugc, va dao o cho nhan
vién cdc phudng phap, cong cu cai tién,
d&u c6 gid tri mean chi ¢ trén mc trung
binh tif 3.47 dén 3.66.

Thuc t& cidc DN cho riing ho déu

K&t qud v Sy hai lomg
higu qui clia nhin
qui trinh vién
228 5454
.243% AneEr

-.028 274
254 182

270% A4y

J24%= 3954

(3= 201

O Trung binh

c6 thuc hig¢n nhitng cdi i€n, nhung
nhiéu cai ti€n & diy mang tinh chit doi
phd tic thdi hon [a mang tinh chat
phong ngita lau dai, nghia 12 néu ¢6 su
¢0 gi x4y ra thi ngay lap tdc ho ¢6 thé
im ra cac xi 1y lic d6, nhung sau nay
su'cd ndy van tép tyc lap lai. Va dudng
nhut cich gidi quyét sy vy nhut the nay
da an siu trong suy nghi clia nhiing
ngudi vin hanh. Cé DN da dit chi iéu
cho mdi bd phan hang nim déu phii c6
nhimng sdng ki€n cdi tién, néu thuc hién
0L s& dude cong nhan khen thudng,
nhung néu khdng 6 sang kién cii tién
nao thi cling khong c6 vin dé gi. Chinh
vdi quan diém quin 1y nhu vay da lam
cho hoat dong cai ti€n khong phai Ia
hoat dong chinh va thudng xuyén trong
6 chife, ma dudng nhu ching chi dugc
xem nhu hoat dong phu. Do d6, cong
tic dio tao cho nhén vién cdc phudng

60%
O Khd yéu
Hinh 10 Céng téc quan hé vdinha cung cdp

80% 100%
@ Rt yéu
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phap, cdng cu céi tién it duge DN quan
tAm. N6i mdt cach khac, cac DN chua
1am cho cdc ¢4 nhén trong (S chic thiy
dugc hoat dong cii tién 1a danh cho tat
cd moi ngudi va tham gia vao hoat

Bing 2 M#i tuang quan giifa cdng tic quin Iy chit lugng vii két qua hoat dong kinh doanh elia DN

M0 yuan hé Thi Doanh thu  Thifi gian

vifi khidch truding  va i nhuidn dat hing
hing

254¢ 091028 006

J363%E 151 =008 038

LJHgu 141 207 -154

221 .247% 028 4y

237+ 019 008 102

21 A6y BE =007

b L 167 69 - 159

“* Mai tuong quan Pearson cd y nghia tai mde 0.01 (2-dudi).
* Mai tudng quan Pearson co Y nghia tai mic 0.05 (2-dudi).
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dong cai tién la diéu duong nhién, cling
nhu chua 1am cho nhiin vién cdm thily
thich thd khi tham gia cic hoat dong
nay.

Quan hé véi nha cung cap
Chat lugng la y&u 1 quan trong
hon 14 gid ca trong viéce chon lua nha

cung cap. Mc")'i quan hé dai han v6i nha
cung ¢ip cin phai dugc thiét 1ap va DN
cin phm hdp tdc véi nha cung c,ap aé
ciing cAi tién chit lugng ctia san phim/
dich vu.

Khi xem xét mdi quan hé véi nha
cung ¢ap, cic cong tdc duge danh gid
thuc hién @t a giao G€p cdi md va 1o

rang véi nha cung cap (mean = 3.97,
tuong ting véi mic danh gid khé St va
rit 1ot gin 80%), thiét 1ap mdi quan hé
ldu dai véi nha cung cip (mean = 3,94,
wiong Ging véi mic dinh gia kha 61 va
rit 1ol gin 80%), vaunhain manh cong téc
xéc dinh va lua chon nha cung cip
(mean = 3.92, wong Gng vdi mic dinh

Bing 3: Dién gidi cde mdi tuong quan gilfa edng tdc quan Iy chil lugng véi kél qua hoat dgng kinh doanh cia DN

© Cde mdi Wong yuan ¢
i biing chiing thong ké
Cong tic linh dao ci
mai wdng quan vdi vdi
2 yéu 0: sy hai long
ciia nhin vién vi mii
quan hé vidikhdchhing

Cong tic hudng dén
khdch hiang i mai
widng guan vdi 3 yéu
10 k€1 qud va hidu qui
clia qud trinh, sy hii
lomg clia nhiin vién, vi
mdi quan hé vii khich
hiing

Cong tic tham Eiu clia
nhin vién ¢ mdi Iining
quan véi vii 2 y&u 1
sy hai long clia nhin
vién vi mdi yuan hé
vii khdch hing

Chng tic quin 1y thong
tin ¢t moi Widng quan
vdi vii 2 yéu 10 kEl
gui v higu yud cta
quii trinh, vi thi truiing

Cong tde quin 1y theo
qui trnh ¢ mai widng
quan vidi vdi 3 yéu 1o:
k&tqud va hiéu yui ciia
qui trinh, sy hiii 1ong
clia nhin vién, vi moi
yuan hé viikhidch hiing

Cong tic i 1ién lién
tue cé mii wWong quan
vii vai 2 yéu 16: két
yui va hicu gui ciia
yud trinh, vi sy hai
long ctia nhin vién

M@i guan h¢ vdi nhi
cung cip e moi wiong
quan vdi 2 y&u 15 ket
yuid va hiéu qui clia
qud trinh, vii mdi guan
hé vdi khich hang

Him § yuwin 1y

NEu DN mudn gia ting sy hai
lomg clia nhin vién v xdy
durng mdi quan hé 61 vdi khich
hing thi ho cdn phai quan @m
vii thife hién 161 cic cong tic
lanh dao trong DN minh,

Néu DN mudn gia ting két
quit va hig¢u qua cta gud trinh
viin hitnh, gia ting sy hii long
clia nhiin vién, vd xdy dyng
moi quan hé 161 vidi khidch
hitng thi ho cin phdi quan tdm
vii thye hién 101 cde edng tic
hudng dén khich hing.

NEU DN muon gia dng sy hai
long clia nhiin vién va xdy
dung méi quan hé it vidi khich
hiing thi ho cin phii quan tim
vii thue hign 101 cic cong tic
tham gia clia nhin vién.

NEu DN mudn gia ting k&t
quil vat higu gui ela qud trinh
vin hiinh, vi md rong thi
wreing thi hy cin phii quan
tdam vir thie hién 101 ede cong
L yuiin 1y thong tin.

NEu DN mudn gia ting kel
qui v hiéu qud clia qui trfinh
vin hiinh, gia ting sy hii long
clia nhin vién, v xiy dung
moi quan hé vdi khich hiing,
thi hy cin phii quan dm v
thye hién 6t cic cong Lic
quin 1y theo qud trinh,

NEu DN mudn gia ting kél
qui vil hiGu qui clia qud trinh
viin hiinh, vii gia tng su hai
Iy cia nhin vién, thi ho edn
phii quan tim vit thye hién ot
clie eong e e icén lién we.
NEu DN muin gia tang ket
qui vit hidu qui cta gua trinh
viin hinh, va gin ting mdi
quan h vai khich hang, thi hy
¢in phdi quan tam va thyc
hién 16t cdc cong tdce xdy dung
mdi quan he véinha cung cap.
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Gidii thich

Mot khi cong tic linh duo duge thye hién 11, didu nay s€ lim ¢ho nhén vién cim thi'y an
tim trong cong viée, lin Wdng vio clip trén va tich cye tham gia va déng gop cdng sifc cla
minh cho DN. Vé khin canh xdy dyng m@i quan hé vdi khidch hing ciing 18t han néu khdch
hang nhin thily cic nhi quin 1y ctiia DN gquan tam va hiéu ho.

Tuy nhién, k&€l qud phin tich ciing cho thy chua ¢d dii biing chiing thdng ké d€ xdc dinh
6 moi Wng quan gilfa cdng tde linh dao vai 4 yu i ket qud kinh doanh ¢on lai.

Mot khi di hiu rd nhu ciu v mong mudn ela khidch hang vé chit lugng sin phim virdich vy,
nhirng thing tin nity s& rilt hitu ich A& cii thign kEtgua va iéu gui cha qud winh, Khi nlun 1
bén ngodi, ching ta thuiing nghi riing cong tic hudng d&n khich hiing khong ¢d mdi wong
quan voi s hivi 1ong ctia nhiin vién, nhung trong nghicén ciu niy chiing lad e sng guan manh
Vi nhau, Qua qui trinh phong vén i DN, ching 16i dd ghi nhin ¥ kich clia cic nhin vién
trong viin dé nity nhu sau: trong qua trinh thye hién cic hoat dong licn quan d€n khiich hing,
i nhiin vién déu cim thily viée lim cia minh co ¥ nghia khi lom cho khéch hing hai long,
diéu niy lam cho ho cim thily vui v thic diy ho lam viée 161 hin, Va cong e huting dén
khdch hing li nhig hoat ddng cdn thidt d€ hd wf cho vige xdy dung mii guan hé vdi khich
hitng, nén mii Wwing guan gilfa ching [ didu 1@t nhién,

Cing tde tham gia cia nhiin vién I.Ilrlil. thire hién 151 chifng 16 nhin vién ¢ ddng lue lam
viée vit hiti [dng vai cong viée, nén mai twong quan cliia cong tde nity vii vice gia ing sy
hiti [ong etia nhiin vién la dléu it nhién. VA khiho lim it cong viée duge giao vi kt:lqu.l
datduge lam thoa man yéu cdu ctia khiich ha ng, didunay sé xiy dyng mdi quan hé 151 véi
khdch hiing. Thuc t€ con nguii chinh y&u & cot 161 tgo ra gid i gia ing cho khiich hang.

Cic cong tdc quin 1§ thing tin nhu duy i he théing di liéu, thong tin ludn chinh xdc, tin cdy,
ciing nhur vige sif dung nhﬁnj: phuring phap khoa hoe d€ phén tich di liéu li nhitng hoat dong
chin thi€t nhiim cung ¢ap nhitng thong tin chinh xic va Kip thisi cho qud trinh sin xudil, vi 58
lamcho quid tinh nity néing cao hiéu qui va datdute mue liéu (& ra, Vice quin 1y Ihung tin (Gt
Khng chi ¢d i cho cie qud winh bén rong DN mi gitip DN theo doi dutfe nhimg bi&n dong
cita thi truding, qua do DN ¢ dufe nhifng chién hige hay doi sich kip thifi va chinh xic ddi v
xu hudng chung clia thi truding, Nhifviy DN cothé g giiinh duife nhidu wu the hen so vii cie Aoi
thii khic.

Muc tiéu clia qu.m 19 theo qua trinh 12 nhiim niing cio ket qud va hi¢u qui clia qui trinh, cho
nén téin tai mdi widng quan gita qudn 1y theo qud winh vii k€tyud vi hiéu qud cta qua trinh [
diéu dudng nhién. Hin nita, khi nhin vién thong sufit v hidu rd gud trinh, ho s nhanh chong
{im ra e nguyén nhin chinh v dua ra cde bién phip hitu hicu A& gidli quy€l sy ed mt cdich
tri¢tdé. Do ludn chii dong trong cong viée kiém sodt vi X 1y, nhiin vién s€ ciim thity thich thi
vit hili [ong vai cong vige. Ngodi ra, Kké1 qud cia mot gud trinh vin hinh 101 s& ddp tng duge
yéu cu clia khich hing. Noi mot cich khde, mitgui trinh dat ¢hdt lugng cao khong chi dem
lai su7 hai Tong cho khdch hiing mi con dem lai sy hii [ong cho bén thin DN do.

Kétqua dat dude trong qui trinh nhu 1a gidm 1y 1 phé& phdm, ling phi. khuy€t tit,...déu la

nhis vio cde hoat dong cdi ti€n lién e trong DN, Hen nita, thong qua viée dio tgo cho
nhén vién nhitng phudng phdp cii tién s& gitip cho nhin vién trd nén tich cue, chil djng,
vit sing tao hon trong viée dita ra nhifng sing ki€n cii ti€n hitu ich cho DN, Biy ciing
chinh 12 ddng lye thic dily vil lam hai 1ong nhiin vién.

Duta lhu)qu.m diém lam dl'il‘lj, ngay tir diu, yul 10 nguyén vitliéu ddu vao phii dim bio
datyéu ciu thi midi e th dat duge ket quin 1 lmnb qud trinh sdn xudt vi Wrdo s¢ lonhai
lomg khich hang. Do dé néu DN ed mdii quan hé 161 vidi nha gunbup S€ gitip co dude s
didm bo cda nguyén vt liéu diu vio. By ciing chinh la tri€t 1§ clin quin 1y chit hedng
toan dién: ciin phiico s phdi hop todn dign gita DN vdinhii cung cipva khich hing.
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gié kha 16t va ral 0L gin 80%). Pay la
bang chiing cho thily, cic DN déu mudn
tim duge mot nha cung ¢Ap 6 uy tin,
déng tin ciy d€ ho ¢6 the an (am vdi chat
luong 6n dinh ctia nguyén vat liéu diu
vao. Qua vige xity dung mdi quan h¢ véi
nha cung ¢ip, cic DN con nhin thily ho
0 thé gidm duse nhiing chi phi giao GEp
va danh gia khi phai thuting xuyén thay
d6i nha cung cap, ciing nhur chi phi kiém
tra nguyén vat liéu diu vao.

Tuy nhién, viéc xiy dung mdi

.quan h¢ xa hon véi nha cung ¢ap nhu [a

thiét lap hoat ddng phat trién véi nha
cung ¢ap (mean = 3.56), vi chia sé
thong tin va k& hoach widng lai véi nha
cung ¢ip (mean = 3.38) chua dudc cic
DN guan tdm vii thuc hién t6t. Theo ho,
viéc chia sé thdng tin vi k& hoach widng
lai v6i mdU1d chie khie ¢ thé dan (i
nhifng thdng tin hay chi€n luge riéng
ctia DN bi G&t 16, v ¢6 thé tao thém
nhiéu doi thii tiém dn. Do dé, ho rit e
dé vi thin trong khi thi€t 1ap hoal dong
phét trién va cung ¢ip cic thong tin
chi€n luge cho cdc nha cung ¢ip. Thuc
(€, da s0 ¢dc DN chi dimg lai & mie do
quan h¢ xa giao ma chua ¢d mot k&
hoach hay chi¢n luge cu thé dé duy tri
m0i guan h¢ lau dai hai ben ciing ¢6 I,

Mdi tiong quan gitfa cdng tic
quan Iy chat lugng vdi k&l qua hoat
dong kinh doanh ctia doanh nghiép

Viéc nghién ctiu moi Wwdng quan
giita cong tdc quén 1y chat Iugng va kél
qud hoat dong kinh doanh s& gitp cho
nhd quan 1y ¢o ¢di nhin ding ddn vé
coOng tdce quin 1y chal lugng val qua dé
s€ ¢O nhifng bi¢n phdp hay chinh sach
quan 1 thich hgp nhiim néng cao k&t
qué kinh doanh clia DN.

* Trong nghién ctiu nay chiing 161
ding 20 téu chi d€ thé hi¢n k&t qua
hoat dong kinh doanh ctia DN (duc
tham khao 1 nghién ciu clia tdc gia
Escanciano va cic cong tic, 2001). Sau
do ching 161 da ding k¥ thudt phén tich
mdi Wiong quan (lactor analysis) d€ rat
gon 20 tiéu chi thinh 6 y&u & chinh, d6
1 gia ting k&l qua vi hi¢u qud cta qua
trinh van hanh, gia ting sy hai long cta
nhén vién, xdy dung m&i quan hé 16t
véi khach hang, md rong thi truting, gia
ting doanh thu va lgi nhufin, va gidm
thdi gian dat hang.

K&t qua phan tich cho thdy, ¢6 di
bing ching thong k& dé k&l luan ring
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cdc cong tac quan Ly chal lugng c¢6 mot
$0 moi ong quan véi cac k&t qua kinh
doanh clia DN, nghia la khi DN thuc
hién t6t 7 cong téc & phin phan tich trén
s€ tdc dong 1t két qua hoat dong kinh
doanh clia DN. Cu th€, méi wong quan
clia ting cong tdc véi k&t qua kinh
doanh dudc thé hién trong bang 2. Tir
cdec méi twidng quan nay, ching i da
ti€n hanh phong vin mot sé nha quan 1y
d& hi€u rd hon su téc ddng clia cong thc
quén 1y chél lugng 1én k&t qui hoat
ddng kinh doanh ctia DN, va ching ¢6
thé duge di€n gidi chi (€l nhu trong
béng 3.

Keét luan

Thdng qua 7 cong tdc chinh trong
quén ly-chat lugng, nghién ctiu niy da
cho chiing ta thdy mdt bic tranh Ong
quan vé thuc trang HTQLCL ctia cic
DN da c6 gifly chiing nhan & TP.HCM
vamdt s tinh phu ¢an nhu Dong Nai va
Binh Dudng. Nhin chung, cic cong tac
dudc cdc DN ddnh gid Ia thuc hién wong
d6i 6t 1a lanh dao va hutng dén khach
hang, va cac cdng tdc khic duge danh
gid Ia thue hién chuia thute sir tot, die bict
la cOng tdc tham gia cia nhén vién, quan
Iy thong tin va cai tién lién tuc.

Khi da duge gidly ching nhan vé
HTQLCL, nhiéu DN nhin thay k&t qua
hoat dong kinh doanh ctia DN ¢6 nhitng
budc ti&n déng ké. Nhu vy, li¢u nhiing
cong ldc quin 1y chit lugng ¢6 tic dong
trye ti€p dén k&t qué kinh doanh nay
khong? K&t qua nghién ctiu cho thily
chiing ¢6 mdi Wigng quan vdi nhau, va
diéu nay dem lai ham ¥ cho céc nha
quan ly nhu sau:

- Céc cdng tac quan ly chit ludng
dudc thuc hién Bt s¢ tic dong manh
dén hiéu qua bén trong DN, do ¢6 mdi
Wong quan gitta cdc cong tic qudn 1y
chat lugng véi két quéd va hiéu qua cla
qud trinh va véi sy hai long ctia nhan
vién.

- Cdc cdng tdc quéan 1y chil lugng
dudc thuc hién (6t cling tic dong dén
hiéu qua bén ngoai DN § khia canh
khich hang va thi ruding, do c6 mdi
wiong quan gitta cdc cong tic quan 1y
chit lugng véi khich hing va thi
trudng. Tuy nhién, nghién cifu cling
cho thily chuta ¢6 dii biang chiing thdng
ké vé mbi tiong quan giifa cic cong tic
quén 1y chit lugng vdi doanh thu va Igi

nhudn, cting nhu thdi gian dal hang.

Nghién ctiu ndy diéu tra cac DN &
nhiéu nganh cdng nghiép khdc nhau
ciing nhu hinh thifc s hitu khdc nhau,
diéu nay thé hién tinh khdi quét cao vé
k&t qua dua ra. Tuy nhién, nghién ciu
nay vin con 1On tai modt s6 han ché nhat
dinh. Thtt nhal, do khi ning ti€p cin
cdc DN han ché&, nén chiing t6i chi thu
thip dugc 91 miu theo phuong phap
1dy miu thuan tién, do vy ¢6 thé chua
dai dién cho tong thé mAu. Tht hai, d6i
vdi nhitng DN mdi dat dugc gidy chiing
nhiin vé HTQLCL, trong mot khodng
thti gian ngdn ho rdl khé do lutng
chinh xdc tac dong cia cdc cong lac
quéin ly chat lugng 1én k& qui kinh
doanh ctia DN, diéu ndy c6 thé anh
hudng dén do tin cay cla tap dit liéu, va
day 1a mot han ch&khéch quan, Thitba,
vdi bai bdo nay chiing 16i chuta dua ra sur
so sdnh gitta cdc DN ¢6 gidy chiing
nhin vdi ciac DN chua ¢6 gidy ching
nhiin v& cdc cong tdc quan Iy chat lugng -
vt k&€t qua kinh doanh nhim gidp cho
¢dc nhd quan 1y nhin thic Bt hon vé
¢Ong Ldc quén 1y chat lugng. Mic di thn
lai nhitng han ch& néu rén, nhung véi
kél qua dat dugc clia nghién ctu nay,
day la mot tai liéu tham khio ¢6 gid i
gitip cdc DN hoan thién hon HTQLCL
ciia minh ®
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