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Trong nén kinh té thi truong viéc xdc dinh diing doi teong khach
hang va nhu cau ciia khdch hang c6 y nghia rat quan trong. Bali
viét nay dé cdp dén viéc xdc dinh khdch hang va nhu cau khéch
hang ciia co s¢ dao tao boi dudng theo quan diém qudn 1y chat
lirong tong thé va cdc bién phdp dé théa méan nhu cau ciia ho.

ABSTRACTS

In a market economy, identifying right customers and their
needs is very important. This article addresses identifying
customers and their of training and fortering institutions from
perspective of total quality management and measures to satisfy
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1. PAT VAN PE

Hiép dinh chung vé thuong mai dich vu
(GATS) do T6 chirc Thuong mai thé gioi WTO
ban hanh nam 1995 da cong nhan: Giao duc
dugc coi la mét dich vu va dich vu nay can duoc
tu do hoa trong thwong mai. Trong co ché thi
truong noi chung va thi truong giao duc noi
riéng, van dé chat luong va cai tién chat luong
dap tng nhu cau khach hang ludn 1a van d& quan
tam sdng con cua cac té chirc cung cép dich vu.
Bai viét nay dé cap dén viéc xac dinh khach hang
va nhu cau khach hang cua co sé bdi dudng theo
quan diém quan ly chét luong tong thé (viét tat
la TQM) va 1am thé nao dé thoa man nhu cau
cua cac khach hang nay.

their needs.
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2. KHACH HANG VA NHU CAU KHACH
HANG THEO TIEP CAN MO HiNH QUAN
LY CHAT LUQNG TONG THE O CAC CO
SO BOI DUONG
2.1. Khdch héang v nhu cau khédch hang
2.1.1. Khéch hang

Tir dién tiéng Anh Cambridge dinh nghia:
“Khach hang la nguoi mua hang hoa hodc dich
vu” (dictionary.cambridge.org>dictionary»
customer). Tiéu chuan ISO 9000:2015, muc
3.2.4 dinh nghia khach hang (Customer) la c&
nhén hodc t6 chirc ¢6 thé dwoc nhdn hay tié’p
nhdn san phcfm hodc dich vu nham cho minh
hodic theo yéu cau cia cd nhdan hay t6 chire dé
(Tiéu chuan ISO 9000, 2015).
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Tu cac dinh nghia trén, khdch hang cua cdc
co s6 06i dwdng cé thé dwoc hiéu la nguoi dwoc
nhan hay tié}? nhan cac dich vu cua cdac co so
boi duwéng.

2.1.2. Nhu cdu khdch hang

Theo Bach khoa toan thu mé Wikipedia:
Nhu cau ctia khéch hang c6 thé hiéu 1a sy mong
mudn ctia ho vé mot diéu gi d6 cua khach hang.
N6 xuat phét tir chinh bén trong dac diém tam ly
ctia modi khach hang. D6 la khoang céach giita ho
c6 va muén c6. Nhu cau cta khich hang la
nhing gi khach hang can thiét dé thoa méan ban
than. D6 1a cam giac thiéu hut mot cai gi do.

Theo Ramees Rahman nhu cau khach hang
c6 thé duge dinh nghia la cac vAn dé ma khéach
hang c6 ¥ dinh giai quyét khi mua hang hoa hodc
dich vu (Ramees Rahman .M* and Safeena P.K,
2007, tr.259).

Tur cac dinh nghia trén, nhu cau khach hang
clia cac co so boi dudng duoc hiéu 1a cac van dé
ma khach hang c6 y dinh nhan hay tiép nhan cac
dich vu tir co s¢ bdi dudng nham thoa min sy
mong mudn cua ban than ho.

2.1.3. Quan diém quan Iy chdt lwong tong thé:

Quan 1y chét luong tong thé ludn ludn duge
c4c nha nghién ctru vé khoa hoc quan 1y gido duc
quan tim va d3 mot s6 tac gia dua ra dinh nghia
vé TQM nhu sau: T6 chirc tiéu chuan hoa quéc
té (ISO) da dua ra dinh nghia: "TQM 1a mot
phuong phap quan 1y cia mot té chirc, tap trung
vé chit lugng, dya trén sy tham gia clia tAt ca cac
thanh vién ctia minh va nham dén thanh cong lau
dai thong qua sy hai long cia khach hang va loi
ich cho tat ca thanh vién cia to chirc va cho xa
hoi" (ISO 8402:1994); Theo Kaizen “TQM la
mot quy trinh quan ly. Quy trinh nay chua trong
dén nhitng yéu cau doi hoi cia khach hang, ngin
ngtra rui ro, xay dung nhitng cam két vé dam bao
chét lugng trong ndi bd luc lugng lao ddng va
xay dung thé ché cho phép moi ngudi cling tham
gia quyét dinh”;

Tac gia Pham Thanh Nghi lai cho rang:
“TQM la viéc tao ra nén van hoa chit lugng noi
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ma muc dich ctia moi thanh vién td chirc 1am hai
long khach hang va noi ma cau tric cua to chirc
khong cho phép ho cung cép dich vu chét lugng
thap” (Pham Thanh Nghi, 2000).

Tt nhiing dinh nghia néu trén: TOM o cdc
co 6 boi dwdng dwoc hiéu la: mot mé hinh quan
Iy chat lwong theo qud trinh, chii trong dén nhiing
yéu cau, doi hoi ciia khach hang, dua trén sy
tham gia cia tdt ca cdc thanh vién cia co sé boi
dwong, nham cdi tién chat heong san pham va
théa man khdch hang & mike tot nhat cho phép.

Tinh than hay quan diém co ban cia TQM
& cac co s bdi dudng la: Tap trung ting cuong
quan 1y chéat luong cua ca co s& boi dudng;
Phuong cham rat quan trong 13 “lam 16t ngay tir
ddu”, ngan ngira rai ro, tranh sai sot ngay tir
khau dau tién ciia qua trinh t6 chirc bdi dudng;
Cai tién lién tyc nham khéng ngimg nang cao
chat lugng bdi dudng; Mdi can by quan 1y, giang
vién, nhan vién hoan thanh tét trach, nhiém vu
mot cach hiéu qua nhit, hudéng muc tiéu téi sy
thoa man nhu cau cac loai d6i twong khach hang;
Ting budc hinh thanh dugc vin hoa chit lugng
trong co s¢ boi dudng. C6 thé van dung vao quan
ly bat ky mot hoat dong nao trong cong tac boi
dudng nhu: Quan ly mét chuong trinh bdi dudng
hay mét khéa hoc, khoa bdi dudng.. ..

2.2. Khdch hang va nhu cdu khdch hang theo
tiép cdn mé hinh qudn Iy chit lwong tong thé 6
cdc co sé boi duwong

Theo tiép can quan diém TQM, trong co sO
bdi dudng c6 2 loai khach hang la khach hang
bén trong va khach hang bén ngoai (Vo Ngoc
Vinh, 2013, tr.6).

Khach hang bén trong: Hoc vién cin bd
quan ly, gidng vién, nhan vién 1a khach hang bén
trong cua hi¢u trudng. Vi vai tro 1a khach hang
bén trong cia hiéu trudng, ddi ngii can bd quan
ly, giang vién, nhan vién cla nha truong cé nhu
cau dugc lam viéc trong mot moi truong than
thién, hop tac, dugc boi dudng nang cao trinh do
chuyén mon, nghiép vu va dugc hiéu trudng
quan tam dai ngd xung dang theo qui dinh ctia
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nha nudc va hiéu qua hoat dong ctia co sd boi
dudng. Riéng doi ngli giang vién la mot loai
khach hang bén trong dic biét con c6 nhu cu
duoc cung cép déy du co s& vat chat, ké hoach,
trang thiét bi, tai liéu giang day vi hoat dong cua
thdy va trd trong qua trinh bdi dudng 1a khach
hang cua bd phan phuc vu. Nét dac thu khac cua
nguoi gidng vién d6 1a ho nguoi ciing chinh 1a
khach hang cua chinh ho vi viéc hoc cua hoc
vién la khach hang cta viéc day ciia nguoi giang
vién; hoat dong day va hoc trén 16p la khach
hang cta cong doan chuén bi bai, hoc bai & nha
cua nguoi giang vién.

Tuy 1a khach hang bén trong cua hiéu
truéng nhung d6i ngli can bg quan ly, giang
vién, nhan vién, ciing dong thoi 14 thanh vién cua
o s6 bdi dudng, dic biét 1a doi ngii cdn bd quan
ly, giang vién, nhan vién phong dao tao va cac
khoa chuyén mon phai luén xac dinh minh 1a bén
cung ung cho khach hang bén ngoai ctia co s&
bdi dudng. Doi ngil can bd quan ly, giang vién,
nhan vién phong dao tao va cac khoa chuyén
mon phai nhan rd nhu cau va c6 trach nhiém lam
t6t cong tac tiép thi, 1ap ké hoach, xay dung, cai
tién chuong trinh bdi dudng, chuan bi tét bai
giang va d6i méi phuong phap giang day dé
cung véi hidu trudng co sé bdi dudng thoa man
t6t nhat nhu ciu cia cua khach hang bén ngoai.

Khach hang bén ngoai: Khach hang bén
ngoai cuia hiéu trudng 1a cac cap lanh dao chinh
quyén, nganh gido duc dia phuong, cac co sé boi
dudng khéc, cac to chirc xa hoi bén ngoai va hoc
Vién ciia ctia co so bdi dudng. Cac khach hang
1a lanh dao chinh quyén, nganh gido duc dia
phuong, cac co so bdi dudng khac, cac td chirc
x4 hoi ¢6 nhu cau c6 mot doi ngii can bd quan ly
gio duc co kién thirc, k§ ning va thai do quan
Iy dap tng sy 6n dinh, phat trién va di méi cia
su nghiép giao duc cia dia phuong va don vi.
Mubn vy, ho rat can hop tac, lién két boi dudng
can b quan 1y gido duc véi cac co so bdi dudng
can bd quan 1y gido duc c6 uy tin, chét luong va
tat nhién 1a v6i muc gia ca hoc phi hop 1y. Can
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lwu ¥ rang mdi chu thé quan 1y gido duc & mdi
dia phuong déu c6 cach nhin nhan danh gia khac
nhau v& uy tin, chat luong bdi dudng va diéu hét
strc Iuwu ¥ 1 ho rat cht tim dén mdi quan hé than
thién, hop tac binh dang ddi véi cac ddi tac 1a co
s& bdi dudng can b quan 1y gido duc.

Khach hang ddc biét: hoc vién cla co so
boi dudng la mot loai khach hang dac biét vi ho
vira dong vai tro 1a khach hang bén trong vira la
khach hang bén ngoai ctia co s bdi dudng. Vi
vai tro la khach hang bén trong, cac hoc vién ¢
nhu cau duge cung cip ndi dung kién thirc, ky
nang vé quan 1y véi cac phuong phap, hinh thirc
t6 chirc giang day cua giang vién thich hop dé
hiéu, d& tiép thu va d& van dung vao thuc tién
quan ly nha truong va dugc cac can b quan ly
trong co s& bdi dudng va co so lién két phuc vu
day du co so vat chat trang thiét b, tai liéu hoc
tap; dong thoi ho cling 14 ngudi cung cp nhimng
kinh nghiém va tinh huéng quan 1y phong ph,
da dang bd sung cho khach hang la giang vién
clia co s& bdi dudng.

Vi vai tro 1a khach hang bén ngoai (nguoi
dung dau co sé giao duc pho thong) hoc vién co
quyén dé xuat nhu cau boi dudng vé cac kién
thirc, k¥ ning can hoc tap. Pong thoi, ho ciing
c6 quyén d& xuit véi co quan quan ly nha nude
vé gido duc ¢ dia phuong ctr hay khong cir doi
ngll can bd quan ly cua truong ho tham gia cac
16p bdi dudng tiép theo do co s& bdi dudng chidu
sinh. Véi quan diém x4c dinh hoc vién vura la
khéach hang bén trong vira 1a khach hang bén
ngoai cac co sé boi dudng can d6i méi muc tidu,
ndi dung, chuwong trinh, phuong thirc va phuong
phap t6 chirc bdi dudng; phuong phap kiém tra,
danh gia két qua va t6 chirc quan 1y cac 1op bdi
dudng can bd quan 1y gido duc theo hudng tiép
can nhu cau, phat trién va ning lyc, dong thoi
tang cuong thiét bi phuc vu cho viéc day va hoc
clia giang vién va hoc vién nham nang cao chat
luong bdi dudng, gitr vitng va khong ngimg
cling c¢b uy tin, thwong hiéu cua co sé bdi dudng.
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3. MOT SO BIEN PHAP THOA MAN NHU
CAU KHACH HANG CUA CAC CO SO BOI
DUONG CAN BOQ QUAN LY GIAO DUC
3.1. Déi véi khdch hang bén trong

Can lam cho can bo quan ly, giang vién,
nhan vién va hoc vién trong co s& bdi dudng
thdy dugc vai trd vi tri cia minh trong qua trinh
tham gia quan 1y chit luong bdi dudng va ludn
c6 thoi quen thuc hién cong viéc cua minh mot
cach k¥ ludng, chu ddo ngay tir ddu; Khuyén
khich, dong vién moi can bd quan ly, giang vién,
nhan vién, hoc vién ludn cai tién cong viéc ctia
minh va xem d6 1 vian hoa chét lugng trong co
sO bdi dudng. Tang cudng doan két trong tap thé
lanh dao co sé bodi dudng, giit dung 161 hta voi
can bo, giang vién, nhan vién, hoc vién dé tao ra
moi truong lam viéc lanh manh, xay dung bau
khong khi than thién, hop tac, tao diéu kién cho
moi nguoi chu dong, tu giac, sang tao, tu chiu
trach nhiém vé chat luong san phim ma minh
cung tng, dam bao thong tin thong sudt, chinh
xéc, khach quan va kip thoi ddi voi ca khach
hang bén trong va bén ngoai.

Can ch trong boi dudng cac ning luc dic
thd cho giang vién cua co so, bao gdm: Tham
gia tu van thuc hién céc dich vu ung dung quan
ly gi4o duc; tham gia vao cac Hoi ddng chuyén
mén; td chirc quan 1y cac trudng mam non, phd
thong; Nang luyc chuyén mon theo nganh vé
khoa hoc quan ly gido duc va ning luc b trg
trén cac linh vuc kinh té, luat phép, quan ly xa
hoi, quan Iy van hoa, quan 1y cong... Thong qua
cac hinh thire boi dudng phi hop. Ra soét lai mot
s6 dinh muc chi phi trong qui ché chi tiéu noi bo
theo hudng c6 loi cho giang vién; B sung céc
kién thirc va ky nang xu ly céc tinh hudng quan
ly trong thyc tién dé c6 nhiing cai tién chat lugng
giang day cua giang vién; Nang dinh muc chi phi
gio giang vuot dinh muac dé tang thém thu nhap
cho giang vién; C6 ché do khuyén khich, nhit 1a
nhitng giang vién c6 trinh d6 va kinh nghiém
giang day viét chuong trinh va tai liéu giang day
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méi dap tng nhu cau bdi dudng thudng xuyén
thay doi ciia khach hang.

Hién nay Chinh phu dang day manh thyc
hién cudc cach mang cdng nghiép 4.0, chinh vi
thé, nha trudng can nang dong tim ra cach thuc
phul hop dé trang bi thém phuong tién day hoc,
dong thoi quan tam lién hé véi cac dia phuong
lien két boi dudng trang bi may moc, thiét bi
phuc vu day hoc theo hudng hién dai, nham gitp
giang vién thyc hién d6i moi phuong phép giang
day theo hudng tich cuc hoa ngudi hoc.

3.2. Poi véi khach hang bén ngoai

Chu dong cap nhat, xay dung va dé xuét
mot s6 chuong trinh va k§ ning quan 1y méi cia
can b quan 1y gido duc can bdi dudng dé khao
sat nhu cau boi dudng ¢ cac dia phuong thong
qua phiéu khao sat trén website clia truong hoic
thong qua trao ddi trong cac chuyén di cong tac,
cac budi so, téng két cac 16p hoc va t6 chure khai,
bé giang & cac dia phuong; hoic mot dé tai
nghién ctru khoa hoc vé nhu cau bdi dudng cia
ddi ngili can bd quan 1y gido duc. Trén website
truong can c¢6 thém phan gidi thidu tom tit cac
chuong trinh va k¥ ndng quan ly moi cua trudng.

Chu dong t6 chirc tiép can véi cac lanh dao
dia phuong, nhét 1a 13nh dao cac sé va phong
gido duc thong qua cac chuyén di 1am viéc thuc
té & cac dia phuong. Chu ¥ lang nghe y kién gop
¥, phan anh ctia cac dia phuong vé két qua va va
nhitng van dé can cai thién trong chat luong bdi
dudng cua truong. Pac biét 1a phai gilt ding 161
hira va cam két v6i cac dia phuong vé kinh phi
va chit luong bdi dudng can bd quan 1y gido
duc. Co6 nhu vay nha trudng mdi tao 1ap va giir
duoc quan hé than thién, hop tac binh déng voi
cac dia phuong va tao dugc ngudn tuyén sinh
hoc vién mot cach on dinh, 1au dai.

Véi quan diém xac dinh hoc vién vira 1a
khach hang bén trong vira 1a khach hang bén
ngoai nha truong can ddi mdi muc tiéu, noi
dung, chuong trinh phuong thuc va phuong
phap t6 chirc bdi dudng; phuong phap kiém tra,
danh gia két qua va td chirc quan 1y cac 16p bdi
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dudng can bd quan 1y gido duc theo huéng tiép
can ning luc, ddng thoi ting cuong thiét bj phuc
vu cho viéc day va hoc cua giang vién va hoc
vién nham nang cao chit lugng boi dudng, giir
vitng va khong ngimg ciing ¢b uy tin, thuong
hi€u ctia nha truong.

Ngoai ra, timg giang vién nén co phiéu
tham do ¥ kién gop ¥ ctia hoc vién vé ndi dung,
phuong phép giang day khi két thic chuyén dé
giang day ctia minh. Két thiic timg khéa hoc,
phong dao tao va bd phan khao thi va dam bao
chat lwong nén c6 phiéu tham do y kién gop y
ctia hoc vién vé chét luong chuong trinh, gido
trinh, tai li€u hoc tap cach thuc t6 chire 16p hoc,
kiém tra danh gia két qua hoc tap cua hoc vién,
hinh thirc t6 chtrc, ndi dung, phuong phap giang
day cua giang vién va thai do phuc vu cua can
bd quan ly va nhan vién nha truong.

TAI LIEU THAM KHAO

4. KET LUAN

Cong tac tuyén sinh, boi dudng can by quan
ly gido duc hién nay rat kho khin, phirc tap,
trude yéu cau doi méi giao duc ciing nhu trude
su canh ngay cang quyét liét giita cac co s& boi
dudng. Diéu nay tao dong luc dé cac co s& boi
dudng phai khong nging canh tranh, nang cao
chat lugng boi dudng nham dap mg, thoa man
t6t nhat nhu cau cta khach hang nhung ciing dat
ra nhiéu thach thirc cho cic co so bdi dudng.
hiéu truéng cac co s bdi dudng can phai co
nhitng bién phap vira mang tinh khoa hoc, vira
mang tinh nghé thuat va kha thi dé thoa méan
ngdy cang tot hon nhu ciu cua khach hang bén
trong 1an khach hang bén ngoai, gop phan nang
cao chét luong va hiéu qua bdi dudng dé khang
dinh su ton tai va phat trién nha truong mot cach
virng chéc.
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