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TRUONG DAl HOC VAN LANG
PON VI: KHOA QUAN TRI KINH DOANH
PE THI VA PAP AN
THI KET THUC HQC PHAN
Hoc ky 2, nam hoc 2023-2024

I. Thong tin chung

Tén hoc phan: | Quan tri Chat lugng

M4 hoc phan: | 71SCMN40023 S6 tin chi: | 03
M3& nhém 16p hoc phan: | 232_71SCMN40023_06/07/08/09/10
Hinh thic thi: Tric nghiém két hop Tuw luan Thoi gian 1am bai: | 75 | phat
Thi sinh dwec tham khdo tai li¢u: Co [J Khéng

Giang vién nop deé thi, dap an bao gdm ca Lan 1 va Lan 2 truéc ngay 15/03/2024.

Céch thiic ndp bai phan tw luan (Giang vién ghi rd yéu cau):

Goi ¥: c6 thé dung cac cach sau hay két hop

- SV g0 truc tiép trén khung tra 1oi cia hé thong thi;

- Upload file bai lam (word, excel, pdf...);

- Upload hinh anh bai 1am (chi nhitng truong hop vé& biéu do, cong thic tinh toan dic biét).

1. Format dé thi

- Font: Times New Roman

- Size: 13

- Tén cac phuong an lya chon: in hoa, in dam

- Khéng sir dung nhay chir/sé tu dong (numbering)

- Méc dinh phuong an ding lu6n luon 1a Phuong an A ghi ANSWER: A

- Tong s6 cau hoi thi:

- Quy udc dit tén file dé thi:

+ M4 hoc phan_Tén hoc phan_Ma nhém hoc phan_ TNTL_De 1

+ M hoc phan_Tén hoc phan_M4& nhém hoc phan TNTL De 1 Ma dé (Néu si dung
nhiéu ma dé cho 1 lan thi).

2. Giao nhan de thi

Sau khi kiém duyét dé thi, dap an/rubric. Truéng Khoa/Bd mon giri dé thi, dap an/rubric
vé Trung tam Khao thi qua email: khaothivanlang@gmail.com bao gom file word va file pdf
(nén lgi va dat mgt khdu file nén) va nhin tin + ho tén nguoi giri qua sé dién thoai
0918.01.03.09 (Phan Nhat Linh).
- Khuyén khich Giang vién bién soan va nop dé thi, dap an bang File Hot Potatoes. Trung
tam Khao thi guri kém File cai dit va File huéng dan sir dung dé hd tro Quy Thay C6.
I1. Cac yéu cau caa dé thi nham dap wng CLO
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(Phan nay phdi phdi hop véi thdng tin tir dé cuong chi tiét cua hoc phan)

Lay dir
Ky Hinh Trongsé CLO | Cau | Piém | liéu do
hiéu Néi dung CLO thic | trong thanh phan | héi ) lwong
CLO danh gia | danh gia (%) | thiso | tdida | mirc dat
PLO/PI
(1) (2) 3 (4) ®) | (6) ()
Phén biét dugc y
nghia cua Chat
lugng va Quan tri
cLo1 | Chatluong theo'y N 20% Y,
nghia chuyén cau
nghiép va theo
quan ni¢m thong
thuong
Phan tich va danh

gia chat luong dudi
02 qkhl’a canh, san 10
CLO2 | pham va dich vu TN 20% 0.2
qua cac dic diém
khac nhau cua 02
dbi tuong nay

Van dung céac céng
cu thdng ke trong
CLO3 | viéc kiém soat cac TN 20% A 0.2

qua trinh tao ra san cau

pham hay dich vu

Str dung thanh thao

tinh toan théng ké T
CLO4 | lién quan linh vyc TL 40% lUAn 4

quan ly chét lugng
theo yéu cau

Chu thich céc ct:

(1) Chi liét ké cic CLO duwoc danh gid béi dé thi két thic hoc phan (twong g nhw dd mé ta trong
dé ciong chi tiét hoc phan). Lueu y khéng diwa vao bang nay cac CLO khong dung bai thi két thuc hoc
phan dé ddanh gia (c6 mét s6 CLO duwoc bé tri danh gia bang bai kiém tra giira ky, danh gid qua dw
dn, do &n trong qué trinh hoc hay cac hinh thize ddnh gid qud trinh khdc chir khdng bé tri danh gia
bang bai thi két thic hoc phdn). Trieong hop mét sé CLO vira diegc bé tri danh gid qué trinh hay giira
Ky Vira diroc bé tri danh gid két thic hoc phan thi van diwea vao cét (1)

(2) Néu ngi dung cua CLO tuwong ung.

(3) Hinh thirc kiém tra danh gid cé thé 1a: trac nghiém, tue lugn, du dn, dé an, vin dép, thuc hanh
trén may tinh, thec hanh phong thi nghiém, bao céo, thuyér trinh, ..., phit hop véi ngi dung cua CLO
va md ta trong dé cwong chi tiét hoc phan.

(4) Trong so mikc dg quan trong cua ting CLO trong dé thi két thic hoc phan do gidng vién ra dé
thi quy dinh (mang tinh twong doi) trén co sé mire do quan trong cua tung CLO. Day la co s¢ daé
phan phdi ty 1¢ % sé diém toi da cho cdc cdu hoi thi ding dé danh gia cac CLO twong 1ng, bdo dam
CLO quan trong hon thi dwegc danh gid véi diém sé toi da I6n hon. Cét (4) ding dé hé tror cho cét
(6).

(5) Liét ké cac cau hai thi sé (cau héi $é ... hodc tir cAu hdi sé... dén cau héi Sé...) ding dé kiém
tra nguoi hoc dat cac CLO twong ung.
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(6) Ghi diém sé téi da cho méi cau héi hogc phan thi.

(7) Trong truong hop ddy la hoc phan cot 18i - si dung két qud danh gid CLO cia hang twong 1ing
trong bang dé do heong danh gic mirc dg nguoi hoc dat diroc PLOIPI - can liét ké ky hiéu PLO/PI c6
lién quan vao hang twong vmg. Trong dé cwong chi tiét hoc phan ciing can md td ré CLO twong 1mg
ciia hoc phan nay sé duwoc sir dung lam dir liéu d@é do luong danh gid cac PLO/PIL. Truong hop hoc
phan khong c6 CLO nao phuc vu viée do heong danh gid mire dat PLO/PI thi dé trong cét nay.

I11. N§i dung cau héi thi
PHAN TRAC NGHIEM (tong sé cau héi + thang diém tirng cau hai)

Khi néi vé Khai niém chat lwong ta phai quan tdm diéu sau
A. Tat ca cac y déu ding

B. Thoa man nguoi tiéu dung

C. Hai long nguoi tiéu dung

D. Cac dic diém tong hop caa san pham/ dich vu
ANSWER: A

Khi ta ndi vé cac Bac diém/Dic tinh cta san pham 1a dang noi vé:
A. Chat lugng thiét ké (Quality of Design)

B. Chét lwong pht hop (Quality of Conformance)

C. Chat luong lap lai

D. Chat lwong diéu chinh

ANSWER: A

Khi d& cap dén quan diém chat luong cii va maéi thi phét biéu nao sau 1a BPUNG ?
A. “Q” 16n : quan ly tat ca quy trinh doanh nghiép

B. “Q” 16n: chi quan 1y cac quy trinh lién quan dén san xuat

C. “q” nho: quan ly tat ca quy trinh doanh nghiép

D. “q” nho: quan ly doanh nghiép nho

ANSWER: A

Céc hé théng Quan ly chat luong c6 mot cai chung la

A. tat ca cac y déu dung

B. dwa trén cac chuan muc chung

C. dugc nhiéu qudc gia thira nhan va ap dung

D. do mét hoic nhiéu té chuc tiéu chuan héa xay dung va ban hanh
ANSWER: A

Lién quan dén nhitng bai hoc trong lich st phat trién quan ly chét luong, ¥ nao sau day la
SAI ?

A. Chét luong 1a khong thé do ludong/danh gia duoc

B. C4 thé dat chat lwong mot céach it tbn kém nhat

C. C6 thé kiém soat dugc chat lugng bang céc cdng cu, giai phap quan ly thich hop

D. San pham/Dich vu kém phan Ién 1a do I18i hé thong, chi phan it hon 13 do nhan vién
ANSWER: A
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Lién quan dén nhitng bai hoc trong lich st phat trién quan ly chat luong, ¥ nao sau day la
SAI?

A. Mubn dat chat luong thudng doi hoi chi phi Ion

B. Chat lugng 1 c6 thé do ludong/danh gia dugc

C. C6 thé kiém soat dugc chat lugng bang céc cdng cu, giai phap quan ly thich hop

D. San pham/Dich vu kém phan Ién 1a do 18i hé thdng, chi phan it hon 13 do nhan vién
ANSWER: A

Hé thdng quan 1y chét luong theo tiéu chuan nao sau déy 1a cho an toan thuc pham ?
A. ISO 22000

B. 1SO 9001

C. 1SO 14001

D. GMP

ANSWER: A

QA (Quality Assurance) hay Bam bao Chat lugng 1a (cAu nao dung nhat)
A. Kiém soét chat lwong o toan bo cac cap

B. Quan Iy moi cong doan: cong doan bén trong va bén ngoai

C. Kiém soat moi yeu to: nguyén vat li¢u, qui trinh, con nguoi, .

D. Co tinh ép budc

ANSWER: A

Piéu nao KHONG phai 1a mét trong cac yéu cau dat ra cho mot HT QLCL 1a
A. Ap dung mai mai nhiing gi da ghi

B. Viét ra nhirng gi dang duoc lam

C. Lam dung theo nhitng gi d3 viét

D. Ludn luén dugc cap nhat

ANSWER: A

Tinh khong dong nhat I

A. Tit ca cac y déu dung

B. Khd c6 thé gidng nhau trong moi lan
C. Thay d6i theo khdng gian, thoi gian
D. Thay d6i theo tam ly

ANSWER: A

Chat luwgng dich vu c6 3 Cap d, do la:
A. Co ban — Ky vong — Ngoai yeu Cau
B. Tiéu chuan — Nang cao — Xuit sic

C. bai tra — Ca biét hoa — Theo dat hang
D. Pia phuwong — Quéc gia — Qudc té
ANSWER: A

Trong quan ly dich vy, ¥ ndao sau ddy KHONG phai 1a Myc tiéu cua hoat dong Po luong sy
thoa man khach hang (CSM) ?

A. Thiét ké mét dich vu hoan toan mai

B. Nam bat nhitng xu thé

C. Dy béo nhiing thay doi
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D. Tang khéch hang
ANSWER: A

Trong cé4c Chi tiéu Panh gia chat lugng, Phat biéu nao sau day 1a SAI ?

A. Hé s6 chat lwong c6 xét dén doanh sb

B. Hé sé muc chat lwong chii yéu nham so sanh san pham hién cé véi mot san pham ly
tuong

C. Hé s6 muic chat luong kha ning kinh doanh thi ¢6 xét dén doanh s6

D. Hé sé hiéu qua sir dung thi xem xét ca hai yéu t6 k§ thuat va kinh té

ANSWER: A

Khi Panh gia chat lugng mot san pham theo chi tiéu Hé sb chat luong, san pham nay dugc
danh gia theo 3 tiéu chi véi trong s6 lan luot 12 5, 5, va 10, két qua danh gia 3 tiéu chi nay
lan luot 14 2, 4 , va 3 diém (theo thang diém 5). Vay Hé sb chat luong cua san pham nay Ia:
A.3.0

B. 3.6

C.4.0

D.45

ANSWER: A

Hé sb chat lwgng biéu thi

A. Pénh gia san pham tir khach hang
B. Kha niang kinh doanh ctia san pham
C. Doanh s ctia san pham

D. Kha ning thu hut cua san pham
ANSWER: A

Hé s6 mirc chat lwong kinh doanh cua cira hang biéu thi

A. Ctra hanh kinh doanh dang san pham c¢6 muc chit luong nao (cao hay thap) nhiéu nhat
B. Doanh sé cua cira hang

C. Strc hat cua cua hang

D. Kha nang kinh doanh cua ctra hang

ANSWER: A

Hé théng Quan ly chét luong dang phd bién &p dung tai nudc ta la
A. 1SO 9001: 2015

B. ISO 9000: 2015

C. I1SO 9000: 2008

D. ISO 9001: 2008

ANSWER: A

Nhitng tai liéu nao KHONG thudc hé théng tai liéu bén ngoai trong quan ly chat lwong theo
tiéu chuan 1SO 9001

A. S6 tay chat lwong

B. ISO 9001: 2015

C. Céac qui dinh phép luat

D. Céc tiéu chuan chit luong cua Tong cuc Do ludng chat luong

ANSWER: A
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Cau nao SAI khi néi vé: phiéu kiém tra duoc md ta nhu
A. Dung dé giai quyét van dé

B. Mot cong cu ghi thu thap dix liéu tot

C. Mot cdng cu truc quan

D. Dung dé phan tich sé liéu tot

ANSWER: A

Lién quan dén Bay cong cu kiém soat chit lwong, ¥ ndo sau day 1a SAI ?

A. Luu D6 nham mé ta hé thong dong chay nuéc thai

B. Biéu P Kiém Soét nham phat hién sém xu huéng kha ning san pham khdng phi hop
C. So @6 Nhan Qua nham hé théng cac nguyén nhan gay 15i

D. Biéu 6 Pareto nham tach cac yéu té thanh hai nhom “Vital” (it nhung gia tri 16n) va
“Trivial” (Nhiéu nhung gia tri nho)

ANSWER: A

Lién quan dén Bay cong cu kiém soat chat lugng, ¥ nao sau day 1a SAI ?

A. Biéu D Kiém Soat phan loai cac kiéu sai 16i khac nhau

B. So d6 Nhan Qua nham hé thdng cac nguyén nhan gay 16i

C. Biéu D6 Pareto nham tach cac yéu té thanh hai nhom “Vital” (it nhung gié tri 16n) va
“Trivial” (Nhleu nhung gia tri nho)

D. Biéu Db Phan B4 nhiam md ta tan suét theo cac nhém gié tri thong ké tir nho dén Ion
ANSWER: A

Khi ap dung cong cu Biéu D6 Tuong Quan trong Bay Céng Cu Kiém soat Chat Luong, ta
c6 s6 lidu cua 4 cap bién (X ; Y) (X: DBoc 1ap, Y: Phuthuge) la (15 1), (25 2), (3;3), va (4;
4). Két qua nay cho thay 2 bién X va Y c6 mdi tuong quan nao?

A. Tuong quan thudn

B. Tuwong quan nghich

C. Y hoan toan khéng phu thugc vao X

D. Khong c6 tuong quan ro rang

ANSWER: A

Phiéu kiém tra KHONG gilp ching ta
A. Phan tich nguyén nhéan

B. Sap xép thong tin

C. Thiét 1ap kiém soét

D. Phét hi¢n véan d&

ANSWER: A

So db xuong ca gitp

A. Céac y déu dung

B. Huy dong su hop tac tap thé
C. Phat hién cac uu tién

D. Phan loai cac nguyén nhan
ANSWER: A
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Phuong phép nao 1a quan trong nhat khi dung So d6 xwong ca
A. Bong nédo

B. Biéu hién truc quan

C. Sap xép ¥ tuong

D. Hé théng hoa cac y tudng

ANSWER: A

Biéu d6 Kiém soat KHONG c6 chire ning
A. Pua ra giai phap

B. Sap xép thong tin

C. Phéat hién véan dé

D. Thiét lap kiém soéat

ANSWER: A

Quan tri Rui Ro 1a méi duge dua vao ISO 9001:2015 so vai tit ca cac Phién ban trude, Yéu
Cau nam trong Piéu Khoan nao cua Bo Tiéu Chuan nay?

A.6

B.5

C.7

D.8

ANSWER: A

Trong qua trinh xay dung Hé thong Quan ly Chat Lwong cua mét to chirc theo Tiéu Chuan
ISO 9001, y nao sau day la SAI ?

A. Bo vin ban s& khong bao gom Tai liéu bén ngoai nhu cac vian ban phap luat lién quan
B. Panh gia ndi b dugc thuc hién trudc Danh gia ngoai

C. Viéc Hé thong 1SO 9001 cua té chire duge cap Chang Nhan 1a ¢6 thoi han

D. Cam két cua lanh dao 1a diéu kién tién quyét dé xay dung thanh cong

ANSWER:A

Khi ndi vé TQM, cau nao KHONG PUNG

A. Phong Quan ly chat Iwong 1am nhiém vy chét lugng nay

B. Céach quan Iy caa mot to chirc tap trung vao chat luong

C. Dua trén sy tham gia cua tat ca thanh vién

D. Nham dat su thanh cong lau dai nho viéc théa mén khach hang
ANSWER: A

Giai doan dau tién dé xay dyng M6 hinh Quan ly Chat luong Xuét sic Toan dién TQMEX
la thuc hién

A.5S

B. TPM

C. TQM

D. BPM

ANSWER: A
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PHAN TU LUAN (SV chon 01 trong 02 cdu dé 1am)

Cau hoi 1:

Dé giai quyét van dé sinh vién dén 16p mudn, anh/chi hay:

Yéu caqu 1:

Ligt ké Muoi 1dm (15) nguyén nhan c6 thé (0,2 diém /1 nguyén nhan) (Yéu cau cac nguyén
nhan cd tinh thyc t€) Tong cong: 03 diém

Yéu cau 2:

Chia cac nguyén nhan trén thanh 4 nhém (0,25 diém /nhém) (Y&u cau cac nguyén nhan
cung nhom cd tinh chat, déc diém gan cung loai) , 7
(Cha y: Sinh viéen KHONG can vé So do Nhan Qua)  Tong cong: 01 diém

Céu hei 2:

Hoang, trudéng nhom lam khuén dong, vira nhan lam viéc trén day chuyén san xuat méi. Do
qua trinh van hanh c6 nhiéu diém mai nén 16i san pham kha nhiéu.

bau thang roi, hoang quyét dinh 1am mot cudc khao sat vé sai hong trong vong 01 thang, két
qua ghi nhan nhu bang sau:

THIET HAI CHO MOI
LOAI LOI SO LOI LOI
(PVT: 1,000 VND)
1 | Saikich thudc 15 8,000
2 | Tivét bé mat 45 2,000
3 Bj tét gb 33 1,200
4 Bao qua day 20 400
5 Bao qua mong 39 500
6 Khéng nhan 41 1,000
7 | Khac 15 600
208

Hoang va nhém dang tim cach giai quyét cac 16i nhung;
nén tap trung vao loi sai hong nao trudc? dé tranh thiét hai nhicu ve tai chinh

a. Tinh céc thiét hai tai chinh do céc I3i (01 diém)
b. Sap theo thir tu tir 16n dén nho (01 diém)
c. V& biéu db (01 diém)
d. Két luan (01 diém)
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PAP AN PHAN TU LUAN VA THANG PIEM

Phan cau héi | N@i dung dap an Thang diém | Ghi chu
l. Triic nghiém 6.0
Caul-30 |TatcalacauA 0.2 Cho 01 cau
Il. Tw luan 4.0
Noi dung cAu | Gido vién dénh gia tinh thuc té 4.0
01 cua cac nguyén nhé}n va tl’nh hop Chon 01
ly sy phan nhém dé tinh diem. trong 02 cu
Noi dung b 4.0
Pi¢m tong 10.0

PAP AN DE 01:
Gi4o vién danh gia tinh thuc té caa cac nguyén nhan va tinh hop Iy sy phan nhém dé tinh

diém

DAP AN DE 02:

Tinh thiét hai

THIET HAI CHO MOI LOI TONG
LOAILOL | SOLOL | ™"y 00 vim) THIET HAI

Sai kich thwoc 15 8,000 120,000
Ti v&t b mat 45 2,000 90,000
Bi tét g 33 1200 39,600
Bao qua day 2 400 8,000
Bao quéd mong 39 500 19,500
Khéng nhin 41 1,000 41,000
Khac 15 600 9,000

208 327,100
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Sap theo thir tw thiét hai I6n nhat téi bé nhat

LOAILOI || 1éxc : %
- - : TILE % |CONG
Sal kich thudre | | THIET HAI ‘ DON
Ti v&t b& mat 120,000 36.7%| 36.7%
. ] 90,000 27.5%| 64.2%
H:hc:u.n g r: han 11,000 12.5%  76.7%
Bitet go 39,600 12.1%| 88.8%
Bao qué mong 19,500 6.0%) 94.8%
: 9,000 2.8%| 97.6%
Khac 8,000 2.4%| 100.0%
Bao qua day 327,100

beé vé bieu do

Theo chi phi

100.0%

80.0%
60.0%
40.0%
20.0% . I
0.0% -

Saikich TivEtbé Khéng Bitétgd Biocqud  Khdc  Baoqud
thude mit nhan méng diy

mTiLE% m%CONG DON

Két luan :
nén tap trung loai cac sai hong: sai kich thudc, ti vét bé mit va khong nhin

‘ TP. Ho Chi Minh, ngay 28 thang 04. niam 2024
Nguwoi duyét de Giang vién ra de

/7/

o —

TS. P Thanh Luu ThS. Vii Xuin Twong & TS. P4 Thanh Luu
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