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TRUONG BAI HOC \{AN LANG
PON VI: KHOA QUAN TRI KINH DOANH

DE THI VA PAP AN
THI KET THUC HQC PHAN
Hoc ky 1, nam hoc 2024-2025

I. Thong tin chung

Tén hoc phan: | Quan tri chét lugng

M4 hoc phan: | 71SCMN40023 S6 tin chi: | 03
Ma nhém I6p hoc phan: | 241_71SCMN40023_01/ 02/ 03/04/05
Hinh thic thi: Tric nghiém két hop Tw luan Thoi gian 1am bai: | 75 | phat

Thi sinh dwec tham khdo tai li¢u: Co [] Khéng

1. Format dé thi

- Font: Times New Roman

- Size: 13

- Tén cé&c phuong an lya chon: in hoa, in dam

- Khong sir dung nhay chir/sé tuy 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 dé thi

Sau khi kiém duyét dé thi, dap an/rubric. Truéng Khoa/Bd mon giri dé thi, dap an/rubric
vé Trung tdm Khao thi qua email: khaothivanlang@gmail.com bao gom file word va file pdf
(nén lgi va dat mgt khau file nén) va nhan 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 giri kém File cai dit va File hudng dan sir dung dé hd tro Quy Thay C6.
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I1. Cac yéu cau caa dé thi nhim dap &ng CLO
(Phan nay phdi phdi hop véi thdng tin tir dé ciong chi tiét cua hoc phan)

Lay dir
Ky Hinh Trongsé CLO | Cau | Piém | liéu do
hiéu | Naidung CLO thic | trong thanh phan | héi ) lwong
CLO danh gia | danh gia (%) | thisd | téi da | mirc dat
PLO/PI
(1) (2) ) (4) ®) | (6) ()
Phan biét duocy
nghia ctia Chat
lugng va Quan tri
cLoj1 | Chatluong theo'y N 20% 101 02
nghia chuyén cau
nghiép va theo
guan niém thong
thuong
Phan tich va danh
gia chat lugng dudi
02 khia canh, san 10

CLO2 | pham va dich vu TN 20% R 0.2

qua cac dic diém cau
khéc nhau caa 02

dbi twong nay

Van dung céac cong

cu thdng ke trong 10

CLO3 | viéc kiém soat cac TN 20% R 0.2
qua trinh tao ra san
pham hay dich vu

Str dung thé,nh thao
tinh toan thong ké Tu
CLO4 | lién quan linh vuc TL 40% luan 4

quan ly chét lugng
theo yéu cau

Chu thich céc cot:

(1) Chi liét ké cac CLO duwgc ddanh gid boi dé thi két thic hoc phan (tuong iing nhw dd mé ta trong
dé cwong chi tiét hoc phan). Luu y khéng diea vao bang ndy cac CLO khdng dung bai thi két thic hoc
phan d@é danh gid (c6 mét s6 CLO dwoc bé tri danh gid bang bai kiém tra giia ky, danh gia qua dw
dn, do &n trong quéa trinh hoc hay céac hinh thize ddnh gid qua trinh khéc chiz khdng bé tri danh gid
bang bai thi két thic hoc phan). Trieong hop mét sé CLO vira dwoc bé tri danh gid qud trinh hay giira
ky Vira duwoc bo tri danh gid két thic hoc phan thi van dia vao cét (1)

(2) Néu n¢i dung ciia CLO tirong ung.

(3) Hinh thic kiém tra ddanh gid cé thé 1a: trdc nghiém, tw ludn, du dn, do &n, vin dép, thic hanh
trén may tinh, theec hanh phong thi nghiém, béo céo, thuyét trinh, ..., phit hop Véi ngi dung cia CLO
vamo ta trong dé cwong chi tiét hoc phan.

(4) Trong sé mie dé quan trong cua ting CLO trong dé thi két thuc hoc phan do gidng vién ra dé
thi quy dinh (mang tinh tuong doi) trén co sé mike dg quan trong cua tung CLO. Ddy la co so dé
phan phi ty 1é % sé diém toi da cho cdc cdu hdi thi ding dé danh gia cac CLO twong 1#ng, bdo dam
CLO quan trong hon thi dwoc danh gid véi diém s6 toi da Ién hon. Cét (4) dimg dé hé tro cho cét
(6).
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(5) Liét ké cac cau hai thi sé (cau héi Sé ... hodc tir cAu hdi sé... dén cau héi sé...) ding dé kiém
tra nguoi hoc dat cac CLO twong ung.

(6) Ghi diém s6 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 ciia hang twong iing
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 cuwong 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 gia cac PLO/PI. 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 (30 cau héi + 0.2 diém/cau héi)

Néu ta dang quan tim vé mot hé thong quan ly c6 thé phat hién kip thoi cac san pham 15i thi
1a dang d¢ cap dén van dé nao?

A. Kiém soét chat luong

B. Pam bao chat lugng

C. Cai tién chat luong

D. Nang cao chat luong

ANSWER: A

Cau nao sau ddy KHONG dung

A. Chat lugng la tir chi ding cho san pham vuot troi so véi cac san pham cuing loai
B. Pung véi tidu chuan, qui dinh cua nha san xuét

C. Chat lugng la do c6 nhitng thugc tinh pht hop nguoi ding

D. Chat lwong la phi hop véi nguoi st dung

ANSWER: A

Hay chon phuong an PUNG trong cac phuong 4n sau day

A. Khi chi phi phong ngira va chi phi tham dinh ting 1én thi chi phi sai hong giam di

B. Khi chi phi phong ngtra va chi phi tham dinh ting 1én thi chi phi sai hong tang 1én

C. Chi phi caa tinh phi hop dugc tinh bang chi phi sai hong noi bo va sai hong bén ngoai
D. Chi phi cua tinh khéng pht hop dugc tinh bang chi phi phong ngira va chi phi tham dinh
ANSWER: A

Tai cong ty A, san pham duoc kiém tra ¢ cac cong doan, phuong thirc quan 1y chat luong
dang duoc cong ty A ap dung la:

A. Quanlity assurance

B. Quality inspection

C. Quality control
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D. Total quality management
ANSWER: A

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

A. Phai rat ton kém mai dat chit luong

B. San phém/chh vu kém phén 161 12 do 13i hé théng, chi phan it hon 14 do nhan vién

C. C6 thé kiém soat duoc chat luong bang cac cong cu, giai phap quan ly thich hop

D. San pham/D1ch vu kém phan 16n 1a do nhirng thiéu sot trong qua trinh thiét ké, chi phan
it hon 1a do thiéu kiém soat chat ché

ANSWER: A

Céc cong cu kiém soat chat lugng bang thong ké duoc bat dau ap dung rong rai tur:
A. 1970s

B. 1960s

C. 1980s

D. 1990s

ANSWER: A

Chat lugng dich vu ¢ 3 Cap do, do la:

A. Co ban — Ky vong — Ngoai yeu Cau

B. Tiéu chuan — Nang cao — Xuat sic

C. Thuc hién diing yéu cau — Nhanh chong — Gia ca hop ly
D. Pia phuong — Quéc gia — Qudc té

ANSWER: A

Céc thanh phan c4u thanh nén chit luong dich vu theo quan diém cua Parasuraman, Berry va
Zeithaml, 1988:

A. Sy tin cay, su dam bao, sy hiru hinh, sy cam théng, sy phan hoi

B. Su tin cay, su dam bao, sy httu hinh

C. Su tin cy, su v hinh, su cam théng, va su phan hoi.

D. Su cam thong, Su tin cay, sy hitu hinh, sy phan hoi.

ANSWER: A

Phét biéu nao la SAI khi néi vé dac tinh caa dich vu:
A. C6 thé luu trit va ton kho.

B. Khong d6ng nhat, va khong on dinh

C. Tinh mong manh.

D. Tinh v hinh.

ANSWER: A

Dich vu c6 tinh khong dong nhat, c6 nghia 1a:

A. Chat lugng khé cd thé gidng nhau trong moi lan cung cap dich vu
B. Chat lugng kho bién doi theo khéng gian va thoi gian
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C. Chit lugng kho thay doi theo tam ly cua khach hang
D. Chat Iuwgng kho bi anh hudng boi nguoi truc tiep cung cap dich vu
ANSWER: A

Ta c6 thé dung hé s6 chat lugng va hé sé mac chét luong dé (cau nao SAI)
A. Biét duoc san pham nao ban dugc nhiéu nhat

B. So sénh viéc danh gia giira nhiéu san pham

C. So sanh viéc danh gia giira 02 san pham

D. Biét duoc san pham nao duoc danh gia thap nhat

ANSWER: A

Cau nao dang khi néi vé Chét luong toan phan va Trinh d6 chat luong
A. Chét luong toan phan nho hon Trinh do chat luong

B. Chat lugng toan phan ludn 16n hon Trinh d6 chat lugng

C. Chat luong toan phan 16n hon Trinh d6 chat lugng

D. Khong cau nao ding

ANSWER: A

Khi Panh gia chat lugng mot san pham theo chi tiéu Hé sb chat luong, san pham nay dwoc
danh gia theo 3 tiéu chi véi trong s6 1an luot 12 5, 5, va 10, két qua danh gia 3 tiéu chi nay
lan luot 12 2, 4 , va 3 diém (theo thang diém 5). Vay Heé sb chat luong cia san pham nay Ia:
A. 60%

B. 65%

C.70%

D. Khéng thudc céc gia tri nay

ANSWER: A

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

B. Mot cdng cu ghi thu thap dit liéu tdt

C. Mot cong cu truc quan

D. Dung dé phan tich sé liéu tét

ANSWER: A

So dd xuong ca gitp

A. Céc y déu dung

B. Huy dong su hop tac tap thé
C. Phét hién cac wu tién

D. Phén loai cac nguyén nhan
ANSWER: A

Chirc ning sap xép thong tin thudc vé
A. Tat ca cac y déu dung
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B. Biéu db Phan bé
C. Phiéu kiém tra
D. Biéu dd Pareto
ANSWER: A

So db xuong ca gitp

A. Céc y trén déu ding

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

D. Phan loai cac nguyén nhan
ANSWER: A

Biéu db Histogram va Biéu dd Pareto c6 diém nao KHONG gidng nhau
A. Dua trén cung mot dinh luat

B. Thuong hién thi cac s6 liéu theo dang cot

C. Nhan ra van dé can giai quyét

D. Sap xép lai cac théng tin

ANSWER: A

Cho dén nay 2024 , h¢ théng tiéu chuan ISO 9001 di dugc ban hanh chinh thac may phién
ban?

A.5

B.4

C.6

D.3

ANSWER: A

Trong qua trinh xay dung Hé théng Quan ly Chat Lwong cua mét té 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 céc vin ban phép luat lién quan
B. Banh gia ndi b dugc thuc hién trude Panh gia ngoai

C. Viéc Heé théng 1SO 9001 cua td chirc dugc cap Chieng Nhan 1a ¢6 thai han

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

ANSWER: A

Noi dung nao sau day thudc Diéu khoan sé 4 cua 1SO 9001?
A. Céac bén lién quan

B. Vai tro va trach nhiém cua lanh dao

C. Su théa mén cua khach hang

D. Rui ro va co hoi

ANSWER: A
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“Panh gia chat lwong noi bd™ 1a mot trong nhitng ndi dung nam & bude nao trong tiéu chuan
1ISO -9001:

A. Xay dung va thuc hién

B. Chuan bi va hoach dinh

C. Chtrng nhan

D. Cac y déu ding

ANSWER: A

Cép cao nhat trong hé thdng vin ban cua cdng ty theo kim tu thap tai liéu (doccumentation
pyramid) la:

A. Chinh sach chét luong (quality policy)

B. S6 tay chat luong (quality manual)

C. Thu tuc (procedures)

D. Huéng dan cong viéc (work instruction)

ANSWER: A

Cac van ban luat dang dugc &p dung trong hoat dong cua doanh nghiép thuoc nhém nao
trong phan loai vin ban cua hé thong van ban quan ly.

A. Bén Ngoai

B. Noi bd

C. Ca A va B déu dugc.

D. Ca A va B déu sai.

ANSWER: A

Nhitng tai liéu nao khong thuoc hé thong tai lidu noi bo trong quan ly chat lwong theo 1SO
9001

A. Cac qui dinh phép luat

B. So tay chat luong

C. Qui trinh

D. Mau biéu, bang biéu

ANSWER: A

GMP Ia hé théng quan Iy chat lugng nham bao dam
A. Chat lugng, vé sinh, an toan

B. Chat luong, vé sinh

C. Chat lugng, an toan thuc pham

D. Chét luong, sach s&, khong gay hai

ANSWER: A

GMP la h¢ thong quan y chat luong danh cho

A. Thyc phiam va duoc pham
B. Thuy san
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C. Duoc pham
D. Thuc pham
ANSWER: A

Phan loai va loai bo nhitng thir khdng can thiét 1 ndi dung “S” thr may caa cong cu 5S?

an
Al
B.2
C. 4
D.5
ANSWER: A

Khi xay dung M6 hinh Quan ly Chat lwong Xuét sic Toan dién TQMEX, viéc phéi hop Bao
tri/Bao dudng May mac, Trang thiét bi trong toan t6 chuc duoc thuc hién qua Cong cu/Giai
phap nao?

A. TPM

B. TQM

C. BPM

D.5S

ANSWER: A

Trong TQM, ngudi ta n6i phai c6 sy tham gia caa toan thé nhan vién 1a

A. Tit ca cac y déu dung

B. Moi c6ng nhan vién phai nghi cong viéc cua minh lién quan chat lugng ndi chung
C. Moi nguoi déu cé trach nhiém véi cong viéc minh

D. Moi ¢6ng viéc déu c6 nhitng tuong tac qua lai 1an nhau trong cong ty

ANSWER: A

PHAN TU LUAN (chen 01 trong 01cau hdi + 04 diém/cau héi)
SV chon 01 trong 02 ciu sau dé lam:
Cau hoi 1: (04 diém)

C6 2 san pham A, va B duoc danh gia theo 3 tiéu chi chat lvong TC1, TC2, va TC3 (theo
thang diém 5), két qua nhu sau:

Két qua danh gia
Tiéu chi danh gia | Trong sé | San pham A | Sdn phdm B
TC1 0.25 4 2
TC2 0.35 2 4
TC3 0.4 3 5
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Yéu cau:

Cau 1: tinh Hé s6 Chét Luong cho tirng san pham (0,5 diém /san pham)

Cau 2: tinh Hé s6 Mirc chit lwong cho tirng san pham (0,5 diém /san pham)

Cau 3: Doanh s cua tirng san pham a va B trong nam qua lan luot 1a 1000 va 3000 (don vi
tién). Hay tinh Hé s6 Muc chat lugng kha ning kinh doanh ciia cong ty (2 diém)

Cau héi 2: (04 diém)

V& so d6 tuyén dung (dang Flowchart sau):

Yéu cau tuyén dung

GP khong duyét, can bd sung/ 1am lai

Duyét ctia Giam déc

Thong bao tuyén dung

Nhan hd so,

Pu hd so, chuyén qua budc tiép

Khéng du ho so, nhd Headhunter tuyén dung thém, qua budc tiép
Sang loc ho so, 1én lich phong van

Guri thu cho g vién hen phong van

Phong van

Gui Thu cdm on (Gng vién khong dat)

Thong bao tmg vién dat, hen ngay ky hop dong
10. Ky hop ddng nhan viéc

agprwOdE

©®~No

PAP AN PHAN TU LUAN VA THANG PIEM

Phan cau héi | Ndi dung dap an Thang diém | Ghi chd

|. Triac nghiém 6.0

Caul-30 |TatcalacauA 0.2 Cho 01 cau

Il. Ty luan 4.0

Noi dung a Hé s6 chat luong (bén dudi) 4.0 Chon 01

Noi dung b So dd Flowchart (bén dudi) 4.0 trong 02 cau
Piém tong 10.0

DAP AN CAU 01:

Cau 1:

Hg s0 chat lugng San pham A = 4*0.25 + 2*0.35 + 3*0.4 = 2.9
H¢ so chat lwgng San pham B = 2*0.25 + 4*0.35 + 5*0.4 = 3.9

Cau 2:

Hg so muc chat lugng San pham A = (2.9 /5) *100 = 58 %
Hé so muc chat lugng San pham B = (3.9/5) * 100 = 78 %

Cau 3:
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Ti I¢ doanh s6 san pham A = (1000 / (1000 + 3000) ) =0.25 (0.5 diem)

Ti I¢ doanh s6 san pham B = 1.0 - 0.0.25 = 0.75 (0,5 di¢m)

Hé s6 Mic chat lugng kha ning kinh doanh ciia cong ty = (0.25%0.58 + 0.75*0.78) = 0.73
(1 diém)
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DPAP AN CAU 02:

<Duvét cla GB —

Yéu c8u tuyén dung

l

/\\\\‘\.

—

l

‘ Thing bag tuyén dung ‘

l

(Khdng di 5 s0)
—) Headhunter tuy&n

l (24,18 59)
(24 hd sg) l

Sang loc hd sg, 1én lich phéng vén

l

G thu cho tng vién dén phong van

l

Thur cdm omn,

[V khang dat) T

= e
(v day)

Théng bao UV dat ngay ky hop déng

//";/

—

P6 Thanh Luu

BM-003

TP. Ho Chi Minh, ngay 30 théang 11 ndm 2024

Giang vién ra de

—

Lé Thi Thanh Huyén Vii Xuén Twong
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Ngudi duyét dé

/%*\l/
/__,._

P6 Thanh Luu
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