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Summary

Internal quality assurance is an essential part of the university work, especially with those
participating in the quality accreditation process. This paper first presents the basic concepts
of the internal quality assurance and its principles set out by the European Association for
Quality Assurance in Higher Education (ENQA) and the Asia-Pacific Quality Network
(APQN). The major part of the paper introduces the Value-creation Cycle, an economic
management tool, and its application in higher education for improving the university internal
quality assurance. This Cycle, first developed by Norwegian scientists, helps to recognize all
potential ‘products’ and ‘customers’ of a university and to plan all essential activities for
improving the university ‘production’ process. The analysis of the Cycle also mentions all
essential resources that an institution need to be aware in planning its activities. The last part
of the paper describes how to use this Cycle and the SWOT analysis tool to evaluate an

institution’s status and to develop plans for improving its academic quality.
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CHU TRINH PHAT TRIEN GIA TRI: MOT CONG CU THUC HIEN
PAM BAO CHAT LUQNG BEN TRONG CHO TRUONG PAI HQC

TS. L& Van Hao — Truong DH Nha Trang

Pdam bdo chat leong bén trong la mot yéu cau khéng thé thiéu doi véi cdc
trwong dai hoc trong qud trinh tham gia kiém dinh chat heong. Bai viét nay
nham gop phan cung cdp co so Iy lugn vé dam bdo chat lwong bén trong va
gidi thiéu Iy thuyét Chu trinh phat trién gid tri, mét cong cu quan 1y kinh té
dwoc van dung vao giao duc dai hoc nham hé tro cong tac dam bao chat

luwong bén trong o cac truong.
I. CHAT LUQNG VA PAM BAO CHAT LUQNG BEN TRONG
I.1 Khai niém “chit hrong’ d6i v6i ‘khach hang’ ciia gido duc dai hoc

Chat luwong 1a mot khai niém c6 tinh pho bién trong nhiéu linh vuc khac nhau, nhung
thyc ra n6 khong duoc dinh nghia mot cach théng nhat, ngay ca trong linh vuc gido
duc béi 18 mdi bén c6 lién quan (stakeholder) quan niém ‘chat lwong’ gido duc theo

nhting chudn muc riéng cua ho.

Trong linh vuc gido duc dai hoc (GDPH), khi n6i dén chat luong, ching ta thudong
quan tAim dén phan gido duc, tac hay ban dén chat lugng dao tao (training quality).
Chat luong dao tao thuong dugce xac dinh qua céc tiéu chi lién quan dén kién thirc, ky
nang, thai do sinh vién (SV) c¢6 dugc sau nhitng khoa hoc hodc sau khi ra truong. Tuy
nhién, & mot binh di¢n rong hon va néu dua trén quan ni¢m cua ‘khach hang’
(client/consumer), chat lwgng GDPH (higher education quality) thuong duoc xac dinh
la murc d§ hai long cua ho ddi véi cac loai ‘san phém’ ma GDDH tao ra (phén sau s¢
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phan tich vé ‘khach hang’ va ‘san pham’ cia GDDH).

Dbi voi GDPH, viéc dap tmg nhu cau, thi hiéu cua ‘khach hang’ kho c6 thé dién ra
mot cach triét dé, boi 1¢ san pham ciia GDDH can thoi gian ‘san xuat” kha lau (ching
han 4-6 nam cho mot khéa dao tao bac dai hoc), trong khi nhu cau va thi hiéu thuong
thay d6i nhanh chéng hon. Vi vay, hoat dong ‘san xuit’ cia GDPH can c6 sy dinh

hudng mang tinh chién luoc hon 14 sy thda man nhitng nhu cau va thi hiéu trude mat.



1.2 Pam bao chit lwgng bén trong

C6 hai khai niém song hanh vé dam bao chit luong: dam bao chét luong bén trong
(internal quality assurance) va dam bao chét luong tir bén ngoai (external quality
assurance). Trong khi dam bao chét lugng bén trong 1a trach nhiém ctia mdi to chirc
thi dam béao chat lugng tir bén ngoai dugc tién hanh bai cac co quan chiu trach nhiém

vé kiém dinh chat luong.

D6i voi mot co so GDPH, “dam bao chit lwgng bén trong bao gom bd may, céc
ngudn lwe va cAc ngudn théng tin nham thiét 1ap, duy tri, va phat trién chét
lwong cac hoat dong day, hoc, nghién ctru khoa hoc va phuc vu cong dong”
(AUN, 2007, tr.22). Pam bao chat lugng bén trong néu dugc phdi hop cé hiéu qua voi
dam bao chét lugng tir bén ngoai s€ tao ra mdt co ché bén vitng cho viéc duy tri va

phat trién chét lugng cia nha truong.

Nam 2005, Hiép héi Pam bao chat lugng gido duc dai hoc Chau Au (European
Association for Quality Assurance in Higher Education - ENQA) di dé ra bay tiéu chi
va ndi dung huéng dan cho hoat ddng dam bao chét luong bén trong & cac trudng DH

nhu sau:

- Chinh sach va qui trinh dam bao chét lugng: Nha truong can ¢ chién luoc,
chinh sach va cac qui trinh hoat dong nham khong ngirng ning cao chat luong
toan dién; xay dung va phat trién nép vin hoa chat lugng trong toan bd cac

hoat dong.

- Xét duyét va dinh ky ra soat cac chwong trinh dao tao va viéc cap vin bang,
ching chi: Nha truong can c6 co ché, qui trinh dé duyét xét va dinh ky ra soat
céc chuong trinh ddo tao va van bang, chimg chi dugc cap.

- Danh gid nguoi hoc: Nguoi hoc duge danh gia dya trén céc chuan muc, qui
dinh va qui trinh duoc cong khai va c6 tinh nhat quan.

- Pam bao chat lugng d6i voi doi ngii giang day: Poi ngil giang day dwoc dam
bao vé chat lugng, dugc tham gia ¥ kién vao cac bao cao danh gia chit lwong
cua nha truong.

- Ngudn tai nguyén hd trg hoc tap: Ngudi hoc dugc tiép cin cic ngudn tai

nguyén hoc tap tuong tng voi chuong trinh dao tao.



- Hé thong thong tin: Nha truong c6 du nhitng thong tin can thiét cho cong tac

quan ly cac chuong trinh dao tao va cac hoat dong khac trong nha truong.

- Cong khai thong tin: Nha trudong dinh ky cap nhat va cong khai thong tin vé

cac chuong trinh dao tao va van bang, ching chi duogc cap.

(Xem chi tiét noi dung hudng dan tai: http.//www.enga.eu/files/ESG v03.pdf)

Hoi thdo thuong nién nam 2008 tai Chiba, Nhat ban cua Mang luéi Pam bao chét
lrong Chau A — Thai binh duong (Asia-Pacific Quality Network) ciing di dé ra bay
nguyén tic (duoc goi 1a Chiba Principles) ciia ddm bao chét lvgng bén trong ma mdi
co s& gido duc PH can ap dung nhu sau:
- Xay dyng va phat trién nép van hoa dam bao chét lugng trong toan truong
- Pam béo chit luong duogc thé hién trong nhitng muc tiéu hoat déng cua nha
truong
- Xay dung hé thong dam bao chat lugng bén trong cung cac chinh sach va qui
trinh hoat dong
- T6 chirc xét duyét va dinh ky ra soat cac chwong trinh dao tao va viéc cp vin

bang, ching chi
- Xay dung va trién khai chién lugc phat trién chét luong toan dién
- Chat luong cua doi ngil giang day va nghién ciru dugc duy tri va phat trién

- Cong khai cac thong tin vé nha trudng, vé cac chuong trinh ddo tao, van bang
ching chi duogc cap va nhitng thanh tyu ctia nha truong
(Trich dich tu:
http://www.brisbanecommunique.deewr.gov.au/NR/rdonlyres/F7C48BD9-DAS8D-
4CFD-8C6A-914E001E2E39/23073/FinalQAPrinciples.pdf)

Mot trong nhirg diém twong dong dang luu ¥ cua hai hudng dan trén day dbi véi
cong tac dam bao chat lugng bén trong ctia mdi nha trudng 14 viée xay dung va trién
khai c6 hiéu qua chién lugc phat trién chat lugng toan dién. Pé 1am duoc diéu nay, rit
can c¢6 mot cong cu tu duy quan 1y mang tinh tong thé. Chu trinh phét trién gid tri
duogc trinh bay & phﬁn sau c6 thé duoc xem 1a mot cong cu tu duy manh, giap ich rat

t6t cho viéc danh gia thyuc trang nha trudng dé tir ¢ xdy dung chién lugc phat trién



chat lugng cac nguon lyc, cac sdn pham cia GDPH, va cac hoat dong can phai c6 ¢

mot truong DH.

II. CHU TRINH PHAT TRIEN GIA TRI - MOT CACH TIEP CAN QUAN LY
CHAT LUQNG TU BEN TRONG

I1.1 Gi6i thiéu Chu trinh phat trién gia tri

Chu trinh phat trién gia tri (Value-creation Cycle), biéu dién trén Hinh 1, dugc xay
dung vao cudi thé ky 20 theo mot du an tai tro bdi Hoi déng Nghién ctru khoa hoc Na
Uy. Chu trinh di dugc chinh thie giéi thiéu 1an dau tai Viét Nam thong qua “Hgi thdo
ndng cao nang e quan I’ duogc t6 chic tai Truong DPH Thuy san (nay 13 Truong DH

Nha Trang) vao nam 2004 (Olsen, 2004).
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SAN XUAT

Hinh 1: CHU TRINH PHAT TRIEN GIA TRI
(VALUE-CREATION CYCLE)
(NSX: Nha san xuét; SP: San pham; KH: Khach hang)

Day la mot chu trinh nham cung cdp mot cach nhin hé thong vé mdi lién hé giita “nha
sdn xudt” (organisation), “san pham” (product), va “khach hang” (target group);
dong thoi nhan manh bdn yéu t ngudn luc gitip cho mdi lién hé noi trén khong ngimg
dugc phat trién: ngudn nhan lwe (human resource), ngudn lwe tai chinh (finance
resource), nguﬁn luc cAu tric (structural resource), va nguﬁn Iwe hgp tac (co-
working resource). Chu trinh nay c6 thé dugc ap dung cho tat ca cac t6 chirc co tao ra

‘san pham’ nham dép g yéu cau cua ‘khach hang’.



Theo chu trinh trén, trong qua trinh NSX san xuét ra SP (production), SP d6 can phai
dugc quang ba dén KH (marketing). Sau khi KH tiéu thu SP, NSX can phai chu dong
lay thong tin phan hdi tir KH vé chat luong SP. Dya trén thong tin nay, NSX diéu
chinh hodc phét trién SP ciia minh (market orientation). Ct nhu véy, chat lugng cua
SP s& khong ngimg dugc nang cao va ngay cang dap tng yéu cau ciia KH. Céac yéu td

nguon luc cia chu trinh ¢6 thé duge mo ta tém tat nhu sau:

NGUON LUC MO TA

Tai chinh Cac nguén von / tai chinh ma NSX c¢6 thé tap hop duoc

Doi ngii CBVC ciia NSX cung nhing gia tri van héa, tinh than (su
Nhan luc doan két, tin twong, qui trong,..), su hop tac bén trong gifra cac ca
nhan, don vi

Bao gom hé thong co s& vat chat; co cau bd may; cac ké hoach
chién lugc; cac qui dinh, qui tac, tiéu chi... can phai c6 dé van

Céu triic : . S HER MR HRE M ; Rt
hanh hoat dong SX; cac gia tri vat chat (bang sang ché, h¢ thong
bai giang, co s& dir liéu, mang ludi thong tin...) dugc xay dung
nham giup NSX hoat dong 6n dinh

Hop tac Bao gdm cac méi lién hé hop tac voi bén ngoai (quan hé véi cac

d6i tac co tac dong dén hoat dong SX)

Mot sb dic trung dang luu ¥ cta cac khai niém ngudn luc trén day:

- Nguon nhan Iyc khong chi 1a d6i ngii CBVC ciia NSX ma con 1 nhing gié tri
van hoa, tinh than, sy hop tac bén trong gitta cac ca nhan, don vi. Mot NSX véi
d6i ngii CBVC doan két va coi trong sy hop tac s& c6 nhiéu kha ning phat trién

bén viing.

- Co chu bd may, ké hoach chién luoc, cac qui dinh, qui tac, tiéu chi... ciia mot
NSX ciing dugc xem nhu cac dang nguén luc. Mot NSX ¢ ké hoach chién
lugc tot cling v6i mot co ciu bo may hop 1y s& co nhiéu co hoi dé thanh cong.

- Hop tac duoc xem nhu mot ngudn lic, nhét 13 trong bdi canh kinh té - xa hoi
hién nay. Mot NSX khong c6 nhiéu tiém niang vé tai chinh nhung néu c¢6 nhiéu
mdi quan hé hop tac tot s& c6 thé phat trién nhanh chong.

I1.2 Ap dung vao quan Iy dai hoc

e San pham va khach hang cua gido duc dai hoc




Néu ap dung Chu trinh phat trién gia trj vao GDPH thi c6 thé coi truong DH 1a NSX.
So v6i hoat dong cuia cac doanh nghiép néi chung (v6i hang hoa 1a cac san pham, dich
vu cu thé) thi truong PH c6 céac loai san phdm mang tinh dic thi. Tuong Gmg véi mdi

loai san pham cua truong PH, ddi tugng khach hang ciing thay doi theo:

SAN PHAM CUA TRUONG DH KHACH HANG

SV t6t nghiép X4 hoi (cong ty, xi nghiép, to chirc...)
Nguoi hoc

Cac khoa hoc )
X4 hoi

Khoa hoc - cong ngh¢ i Giang vién, nha khoa hoc

(bao gom cac dich vu cong dong) X3 hoi

Khai niém NSX trong Chu trinh con c6 thé 4p dung cho cic don vi, bd phan trong trudng
PH vi du nhu Khoa, Thu vién, Vién/Trung tdm Khoa hoc cong nghé... Khi do, tuy theo
chirc nang nhiém vy ctia mdi don vi, ma san pham va khach hang tuong mg ciing s& khac
nhau (vi du nhu d6i véi Thu vién, san pham chinh 13 nguon théng tin va khach hang
chinh 1a SV va CBVC cua Truong...)
e Hoat dong quan Iy PH tuong tmg voi san pham (chi néu mot sé hoat dong tiéu
biéu)

> Véi san pham 1a SV tbt nghiép:

MOI QUAN HE HOAT PONG

- T6 chtrc, sir dung cac nguon lyc phuc vu dao tao

- Quan Iy chét luong dau vao (tuyén sinh), qua trinh (cong

San xudt ta? dao tao), va dau ra (chat lugng SY tot nghi¢p)

- To chuc céac hoat dong dam bao chat lugng dao tao (xay
dung cic qui dinh, t6 chic giam sat, kiém tra, danh gia
cac hoat dong co li€n quan dén chat lugng dao tao)

Gidi thiéu sé luong, chat lugng SV t6t nghiép dén cac to

Quang ba chuc, doanh nghiép...

T4 chirc thu thap thong tin vé SV tot nghiép, vé yéu cau ngudn

Phan hoi ] NI O: .
an hot nhan lyc cua céc t6 chirc, doanh nghiép. ..

> Vi san pham 1a cac khoa hoc:

MOI QUAN HE HOAT PONG

San xuat - T6 chtic cac ngudn luc phuc vu xay dung cac khoda hoc
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- Quan ly cac khoa hoc phu hgp voi nhieu doi twong, nhiéu
loai yéu cau

- XAy dung cac qui dinh, t6 chlrc giam sat, kiém tra, danh
gi4 cac chuong trinh, tai liéu cua céc khoa hoc

Giéi thi€u cac khoa hoc dén céac doi tugng ngudi hoc, céac td

Quang ba chuc, doanh nghiép...

T chirc thu thap thong tin vé cac khoa hoc tir cac ddi tuong

Phén hoi . e "
nguoi hoc, cac to chire, doanh nghiép. ..

> Vi san pham 1a khoa hoc-cong nghé:

MOI QUAN HE HOAT PONG

- Tb chirc cac nguodn lyc phuc vu NCKH
- Tb chirc trién khai hoat dong NCKH

San xuét q 9
- Xay dung céc qui dinh, td chtrc gidm sat, kiém tra, danh gia
cac dé tai NCKH
Quing bé Gi6i thiéu cac san pham, dich vu NCKH dén giang vién, nha
& khoa hoc, céc to chirc, doanh nghiép li€én quan
Phan hdi Té chirc thu thap thong tin phan hdi vé cac san pham NCKH tir

cac doi tuong co lién quan

IL.3 Panh gia thuc trang quén 1y dai hoc va xiy dung giai phap dam bio chit

lwgng

Sau day 1a mot s6 phan tich SWOT mang tinh vi du vé thyc trang va giai phap di
vOi hé théng PH Viét Nam dya trén yéu cau vé nguén luc, cac mbi quan hé va san
pham theo Chu trinh phat trién gia tri. Nhitng phan tich nay c6 thé dugc tham khao
dé danh gia thuc trang vé hoat dong quan 1y ctia mot co sé gido duc PH, tir d6 xac
dinh nhitng giai phap nham nang cao chat lugng toan dién cta nha trudng. Mot ban
phén tich day du can bao gém tit ca cac ngudn luc (tai chinh, nhén luc, ciu truc,
hop tac) va cdac mdi quan hé (san xuat, quang ba, phan hoi) dbi voi timg loai san

pham (SV tt nghiép, khoa hoc, khoa hoc — cong nghé).

NGUON LUC CAU TRUC
Piém manh: DPiém yéu:

Pa sb cac truong PH déu d3 xay dung Nhiéu treong chua that sy quan tim
tuong do1 6n dinh co cau by may va hé dén viéc xay dung cac ké hoach chién




thong chirc ndng nhiém vu

lugce va ké hoach thuc thi

Hé thdng dir liéu vé giang day, NCKH
0 cac truong nhin chung chua dap
ung dugc yéu cau khai théc, chia s€

Co hoi:

Co ché quan Iy GDPH ¢ Viét Nam
ngay cang giao nhiéu quyén tu chu hon
cho céc truong BH

Thach thire:

Su phat trién cua xd hoi va yéu cau hoi
nhép trong GD doi héi nha trudng can co
bo may quan 1y khong ngung dugc hoan

thién

Giai phap:
Tang cuong tinh chuyén nghiép trong

cong tac xay dung ké hoach chién lugc

- Lién két voi cac truong, vién dé xay dung nguon tu liéu phuc vu dao tao va

NCKH

SAN XUAT
(Poi voi san pham la cac khéa hoc)

Diém manh:

Céc truong DH c6 tham nién da xay dung
twong doi 6n dinh cac chuong trinh dao
tao cho cac bac hoc

Diém yeu:

Tinh lién thong ngang va doc do1 véi
cac khoéa hoc trong cung mdt trudong
va gifra cac truong con han ché

Chua c6 nhiéu chuong trinh boi
dudng ngan han d4p ing nhu cau cua
xa hoi

Co hoi:

Nhu cau cua xa hoi vé dao tao, boi
dudng la rat 16n va tang khong ngung

Thach thirc:

Su canh tranh trong dao tao vdi cac co so
dao tao c6 yéu t0 nudc ngoai ngay cang
16n

Giai phap:

do dinh ky do1 v61 nhu cau xa hoi

trinh va cac bac dao tao

T chuc xdy dung cic chuong trinh bdi dudng ngan han dua trén két qua tham

Lién k&t voi céac truong, vién dé co sy hop tac ve lién thong gitra cac chuong

, QUANG BA
(Poi véi san pham la SV tot nghiép)

Piém manh:
Hoat dong gidi thi¢u viéc lam & cac
truong DH ngay cang dugc quan tam

Dié¢m yéu:
Nhiéu truong chwa chu dong gidi thiéu
co cau va chat lugng SV t6t nghiép hang
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nam dén céc co quan, doanh nghiép

Co hoi: Thach thire:

Nhiéu trang web vé viéc lam san sang | Quang ba SV tét nghiép 1a mot linh vuc
két hgp véi cac truong DH dé gidi thi€u | mang tinh canh tranh ngay cang cao gitra
SV tot nghiép cac truong DH

Giai phap:

- Tang cudng kinh phi va tinh chuyén nghiép cho hoat déng quang ba SV tbt
nghiép

- Dinh ky gui thong tin SV t6t nghiép dén cac co quan, doanh nghiép thong qua
nhicu hinh thirc khac nhau

Dé tao thudn loi cho cong tac diéu hanh, hé thdng cac giai phap nhim duy tri va
ning cao chat lrgng cac san phim cua nha trudong (sau khi duoc phan tich va xay

dung nhu trén) c6 thé duoc liét ké theo bang sau day:

SV tot nghiép Cic khéa hoc KH-CN
San xuat (cac giai phap) (céc giai phap) (cac giai phap)
Quang ba (cac giai phap) (céc giai phap) (cac giai phap)
Phan hoi (cac giai phap) (céc giai phap) (cac giai phap)
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