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Quan ly chat lupg theo ISO 9000:2000 
ttong he thong Agribank: 

Thirc trang va mot so fle xuat 
Tran Quang Vinh 

Quan ly theo cha't lugng ISQ 9000:2000 trong dieu kien hgi nhap quo'c tevita la nhu cau, vua la dieu 
kien de Agribank hgi nhap vao cac to chirc tai chinh qudc te 

ISO 9000 : 2000 yeu to'quan 
trong de nang cao chat luong 
hoat dong cua ngan hang 
thuong mai 

Hdi nhip qudc te dang dign ra 
manh me, trudc sue ep cua canh 
ttanh va ygu ciu ngiy cing cao cua 
khich hang, chit lugng boat dgng 
kinh doanh la vin de sdng cdn dam 
bao sy tdn tai va phit trien eda mdi 
ngin hang thuang mai. Do dd, 
"Phdt trien ben virng, an todn vd 
hiiu qud" dang trd thanh vin de 
dugc cic ngin hang thuang mai va 
cic CO quan quan ly nhi nudc die 
biet quan tim va dua ra nhigu giai 
phip. Doi vdi boat ddng kinh doanh 
ngin bing, viec tigu chuin hoi He 
thdng quan ly chit lugng theo tieu 
chuin qudc t l ddi vdi boat ddng 

kinh doanh ngin hing (ISO 
9000:2000) la giai phip huu hieu de 
ning cao chit lugng san pham, djch 
vu ngin hing vi l i mdt ygu ciu 
ngay cang trd ngn cip thigt. Tuy 
nhign, viec ip dung ISO 9000 ttong 
he thdng ngan hing thuang mai 
Viet Nam hien nay cdn rit khiem 
tdn (BIDV va VietinBank trign khai 
nim 2004, mdt sd ngin hang khic 
dang trign khai), ngn vin dl niy cdn 
mdi va kinh nghiem cdn it. 

ISO 9000:2000 Id mot bo tiiu 
chudn qui dinh cde yiu cdu ddi vdi 
mot he thdng qudn ly ehdt lugng khi 
mot doanh nghiep cdn chung to 
ndng hec cua minh trong vice cung 
cdp sdn phdm ddp ung cdc yeu cdu 
eda khdeh hdng vd cdc yeu cdu eda 
chi dinh tuang irng vd nham ndng 

eao su thod mdn eda khdeh hdng. 
Theo khii niem ngu trgn, quan ly 
chit lugng la cic boat dgng cd phdi 
hgp nhim djnh hudng v i kigm soit 
mdt doanh nghiep ve chit lugng. 

Xiy dyng vi ap dyng thanh cdng 
he thdng quan ly chit lugng se giup 
ngin hang: (i) Giam dugc cbi phi 
san xuit, giam dugc gii thinh san 
pham, djch vu, nang cao ban sy 
thda man cua khich hing, dg dang 
thim nhap thi trudng trong nudc va 
qudc tg; (ii) Cic ygu ciu cua khich 
hing dugc quan tim, xem xet va 
giai quygt thda dang, ning cao sy tin 
tudng cua khich hang; (iii) Su dung 
hgp ly cic ngudn lye, ning cao chat 
lugng, giam gii thinh, gia tang sy 
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thda man khach bang; (iv) Giup cic 
nhin vign trong ngan hang higu rd 
ban nbu ciu va mong dgi cua khach 
hang; (v) Muc dich va muc tigu cua 
doanh nghiep dugc mgi ngudi higu 
rd, cic boat ddng dugc lign kgt, van 
hanh mdt cich thdng nhit vi do 
ludng dugc, tii dd giam thigu tdi da 
nhung true trie vg trao ddi thdng tin 
giCia cic cip; (vi) Sip xgp thu ty va 
digu phdi cic qua trinh dg dat tdi kgt 
qua cao hon, qui tu dugc cic nd lye 
ddi vdi cic qui trinh chu ygu; (vii) 
Giai quygt vin de bing cic bien 
phip muc tigu chu khdng phai cic 
bien phip tinh thg; (viii) Dam bao 
rang nhCrng dCi lieu va thdng tin du 
do chinh xic va tin ciy dugc; (ix) 
Phin tich cic dd lieu, cic thdng tin 
bing cic phuong phip khoa bgc, 
bChi hieu, chuygn nhCing du lieu dgn 
nbCing ngudi cd nbu ciu mdt cich 
hgp ly hon; (x) Ra quyet djnh vi 
binb dgng dya trgn sy phin tich 
khoa bgc, khach quan, khdng thign 
vj do kinh nghiem va tryc giic; (xi) 
Khi xiy dyng quy trinh, se phit hien 
ra cic cdng doan thiia, ting hieu qua 
boat dgng, tang ning suit lao ddng. 

Thuc trang quan ly chat 
luong hoat dong tai Agribank 

Quan ly chit lugng theo ISO 
9001: 2000 li dilu cin thilt, nhung 
do nhigu ly do chu quan vi khieh 
quan, ttong dd cd viec nhin thuc vg 
y nghia thyc tign cua viec ip dung 
ISO 9001: 2000 trong he thdng cdn 
nhieu vin dg chua nhit quan, ngn 
bien nay, he thdng quan ly chat 
lugng nay chua dugc trign khai 
chinh thuc vi ddng bd trong he 
thdng Agribank. Tuy nhign, trong 
thyc tg nhung nim gin day, viec 
quan ly chit lugng nhigu boat ddng 
nghiep vu theo ISO 9000:2000 da 
dugc Ngin hang Ndng nghiep va 
Phit trien Ndng thdn Viet Nam 
(Agribank) thyc hien: 

Ve qudn tri dieu hdnh: Cdng tic 
quan tri digu hinh ludn hudng boat 

ddng kinh doanh phu bgp vdi qui 
djnh ciia phip luit; ddng thdi, 
budng tdi muc tigu phit triln ben 
viing nhu: (i) Chit lugng san pham 
dich vu do chit lugng he thdng 
quygt djnh; lam dung ngay tii diu, 
cd chat lugng, tigt kiem nhit, chi phi 
thip nhat; (ii) Dg cao quan tri theo 
qui trinh va ra quygt djnh dya trgn 
sy kien, dii lieu; (iii) Chign thuat 
binb ddng: liy phdng ngira la chinh; 
(iv) Ludn tuin thu cic nguyen tic 
kinh doanh ca ban nhu ludn hudng 
vao khich hing; (v) Lanh dao thiet 
lip sy thdng nhit giiia muc dich va 
phuong hudng cua ngin bang trong 
tiing thdi ky cu thi, giua cic thdi ky 
cung nhu ttong ca qui trinh dai ban; 
(vi) Cic cap lanh dao ludn y thuc 
tao ra va duy tri mdi trudng lam viec 
tdt dg cd thg ldi cudn mgi ngudi 
tham gia nham dugc cic muc tigu 
cua ngan bang trong ngin ban cung 
nhu dai han; (vii) Thyc hien cic qui 
trinh cung nhu cic co chg chinb 
sich theo qui trinh... 

Ve thuc hien cdc qui trinh: Vg 
CO ban, cic nghiep vu boat ddng 
kinh doanh chu ygu cua Agribank 
ludn dugc thyc hien theo cic qui 
trinh. Dien binb la cic boat ddng tin 
dung vi bao lanh tu liu da ca ban 

tuin theo cac nguygn tic quin ly 
chit lugng ISO 9000:2000. Vi dii 
nhu viec triln khai cic co chg, 
chinb sich quan ly tin dung, thyc 
bien cic qui trinh tin dung tai 
Agribank dugc quy chuin va md 
binb hda theo cic budc ca ban nhu 
sau: (xem sa do) 

Giai phap quan ly chat 
luong theo ISO 9000:2000 
trong he thong Agribank 

Mac du da cd nhCrng tien bd vugt 
bic va nhidu ITnh vyc, boat ddng da 
ca ban thyc hien theo ISO 9000: 
2000, nhung vg co ban, he thdng 
quan ly chat lugng boat ddng cua 
Agribank van cdn rit nhidu bit cap 
va tdn tai. Digu niy thg hien d: (i) 
Cich xiy dyng muc tidu chua bieu 
qua, tinh hieu lye thip; (ii) Quy 
trinh cdn dai ddng, khd nhd, ehua 
phu hgp; (iii) Hoat ddng dao tao 
chua dugc trien khai; (iv) Hoat ddng 
theo ddi qua trinh chit lugng dugc 
chu trgng; (v) Chua su dung cic 
cdng cu cai tign hieu qua... 

Quan ly theo chit lugng ISO 
9000:2000 trong dilu kien bdi nhap 
qudc tg vua li nhu ciu, viia la digu 
kien dg Agribank hdi nhip vio cic 
td chuc tii chinh qudc tg. Vi viy, dg 

* Quy trinh nghiep vu tin dung trung - ddi han: 

Tigp nhin hd sa Thim djnh hd sa vay vdn 

Thu ng, thu lai, xu ly ng vay 

i , 
Thyc hien cho vay 

* Quy trmh nghiep vu tin dung ngdn han ddi ven 
doanh nghiep nhd nutyc: 

Trinh duyet ky 
bgp ddng tin dung 

Trinh duyet cho 
vay vdn 

Bd sung sua ddi 
bgp ddng tin dung 

Quy djnh vg luu 
tru hd sa tin dung 

Kiem tra su dung 
tign vay 

' ' 

Xu ly, thu ng, thu 
lai, gic I ban ng 
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J 
sdm trign khai quan ly chit lugng 
ISO 9000:2000 trong he thdng cua 
minh, Agribank cin: 

Thii" nhat, nhan thiic diy, du 
sau sac ve ap dung quan ly He 
thdng chat luong ISO 9000 trong 
he thdng Agribank: Cdng viec niy 
cin dugc tign hanh ddng bd 
tCr cic cip linh dao Hdi 
ddng quan tri. Ban dieu 
hanh dgn cic cip lanh dao 
chi nhinh va toin thg cin 
bd, nhin vign trong be 
thdng. Cu thg nhu ve tim 
quan trgng cua He 
thdng quan ly chit lugng 
ISO 9000:2000 cac ngi 
dung cin ip dung, nhu tu 
cic qui trinh, van binb qui 
trinh cho mdi loai nghiep 
vu sao cho hieu qua thiet 
thyc. Nhan thuc diy du va 
hieu siu sic bdn trigt ly 
quan tri co ban cua bd tieu 
chuin ISO 9000:2000 de van dyng 
vio quan ly chit lugng cic nghiep 
vu ip dung. Coi qui trinh l i ca sd 
khdng thg thigu trong qui trinh tic 
nghiep, l i co sd phuc vu cho viec 
nghign cuu, ip dung vi ning cao 
muc do chuyen nghiep vi la cdng 
cu digu hanh quan ly nghiep vy cua 
cic cap lanh dao... 

Thu hai, thyc hien nghiem tiic 
cac nguyen tac quan ly chat 
lugng: Viec djnh hudng vi kiem 
soit vg chit lugng ndi chung bao 
gdm lip chinh sich chit lugng vi 
muc tigu chit lugng, hoach dinh 
chat lugng, kigm soat chit lugng, 
dam bao chat lugng vi cai tign chat 
lugng. 

Thii" ba, xae djnh noi dung 
danh gia He thdng quan ly chat 
luoTTg ISO 9000: 2000: Danh gii 
qui trinh quan ly chit lugng be 
thdng ISO 9000:2000 la dilu kien 
de van hanh diy du, phu bgp vdi 
ygu ciu cua tigu chuin ISO 
9000:2000. D I lam dugc dilu nay 
ddi hdi phai xic djnh dugc cic 

chuin myc rd ring de lim cin cu 
dinh gii, nhu: Cic ygu ciu cua tieu 
chuin ISO 9000: 2000; cic yeu ciu 
cua khich hing dua ra khi de nghi 
ngin bing cung cip sin phim hay 
djch vu; cic yeu ciu cua chinh ngin 
hang, nhu muc tigu chit 

Xay dung va ap dung thanh cong he thd'ng quan ly cha't 
lugng se giup nang cao su tin tuang cua khach hang trong 
cac dich vu ngan hang 

lugng, chuin myc cua mdi qua 
trinh; cic ygu cau cua phip luit lien 
quan den sin phim, djch vu do ngan 
hang cung cap... 

Thii tu, qua trinh danh gia 
toan dien: Qui trinh nay cin thyc 
bien theo nhiing ndi dung chu ygu 
sau: 

Mot id, dinh gii ndi bd: Theo 
ygu ciu cua tigu chuin ISO 
9000:2000, ngin hing khi ip dung 
phai tign hinh danh gia ndi bd djnh 
ky theo kg hoach de xic dinh xem 
he thdng quan ly chit lugng cd phu 
hgp vdi cic bd tri sip xgp dugc 
hoach djnh ddi vdi cic ygu ciu cua 
be thdng chit lugng dugc ngin bang 
thiet lip; cd dugc ip dung mdt cich 
bieu lye vi dugc duy tri. 

Hai Id, theo ddi qui trinh: Thdng 
qua viec xiy dyng cic chuin myc 
cho mdi qua trinh, ban lanh dao 
Agribank cd the dinh gii tinh hieu 
lye vi hieu qua cua he thdng quan ly 
chit lugng. 

Ba Id, xem xet cua lanh dao: Vai 
trd cua lanh dao cip cao trong qui 
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trinh niy l i xem xet dinh gia dinh 
ky he thdng quan ly chit lugng vg 
sy thich bgp, phu hgp, hieu lye va 
hieu qua cua he thdng quan ly chit 
lugng theo chinb sach chit lugng va 
muc tieu chit lugng. Viec xem xet 
niy cd thg bao gdm nghign cuu nhu 

ciu thay ddi chinh sich vi 
muc tigu chit lugng cho phu 
hgp vdi cic nbu ciu vi sy 
mong dgi ludn thay ddi cua 
cic ben quan tim. Viec xem 
xet bao gdm ca xic djnh sy 
can thiet phai cd cic binb 
ddng. Trong sd cic ngudn 
thdng tin khic, cic bio cio 
dinh gii dugc su dung dg 
xem xet be thdng quan ly 
chit lugng. 

Ngn kinh te thj trudng 
phit trien da v i dang binh 
thinh cic ygu ciu, nhiing 
nguyen tic va trat ty mdi 
khign cho sy canh tranh 

ngay cing trd ngn khd khin va gay 
git bon. Dg duy tri sy tdn tai va 
phit trien, cic doanh nghiep phai 
khdng ngiing cai tien hoin thien 
chit lugng v i phai nhin thuc dugc 
diy la muc tieu quan trgng trong 
cic muc tigu boat dgng cua minh. 
Thigt lip mdt he thdng quan ly chit 
lugng ISO 9000:2000 buu hieu 
chinh l i mgt trong nhiing phuong 
phip tigp can vi tim cich dat dugc 
nhiing thing lgi trong sy canh tranh 
bing viec thyc bien va duy tri cac 
qui trinh cua he thdng quan ly chit 
lugng mdt cich tdt nhit. 

Vdi nhCing giai phip hgp ly trgn 
ca sd huy dgng tdi da cic ngudn 
lye bien cd, cung vdi sy quyet t im 
cua minh, tin tudng Agribank se 
trign khai ap dung he thdng quan 
ly chit lugng ISO 9000:2000 dat 
hieu qua, tao ngn tang cho viec cai 
tign va khdng ngung nang cao 
hieu qua cua he thdng quan ly 
chit lugng cua ngin hang, gdp 
phin dam bao sy tdn tai va phit 
trign bgn viing. • 
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