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Trién khai chitc ning chit lvgng (QFD) v@ co ban 12 mét quy trinh 1ap k& hoach v&i cach tiép can chét lugng
dé thiét k&, phat trién va trién khai san phdm méi duoc thic ddy bi nhu ciu va gia tri ctia khach hang.
QFD d3 dwgc nhidu tb chitc ding cAp thé gidi st dung thanh cong trong 6 t6, déng tau, dién ti, hang khong
vil tru, tién ich, giai tri va giai tri, tai chinh, phdn mém va c4c nganh c6ng nghiép khac.

QFD 1 mdt cach tiép cén c6 chu tric dé x4c dinh nhu cAu hodc yéu cu ctia khach hang va chuyén chiing
thanh céc ké hoach cu thé dé san xuit san phdm dap tng nhitng nhu ciu dé. “Tiéng néi clia khach hang” 12
thuét ng® dé mé ta nhitng nhu ciu hoc yéu cu da néu va chita duge néu rd clia khach hang. Tiéng néi clia
khéch hang dugce ghi lai theo nhidu cach khéc nhau: thao luén ho#c phong vAn true tiép, khao sat, nhém tap
trung, théng s6 k§ thuét cta khach hang, quan sét, d liéu bao hanh, béo céo hién triudng, ... Sy hiéu biét
ndy v& nhu ciu ctia khach hang sau d6 dugce tém tit trong ma tran 1ap ké hoach san phdm hay “ng6i nha
chét lugng”.

ABSTRACT

House
Quality
Management

Construction

Quality Function Deployment (QFD) is basically a planning process with a quality approach to new product
design, development, and implementation driven by customer needs and values. QFD has been successfully
used by many world-class organizations in automobiles, ship building, electronics, aerospace, utilities, leisure
and entertainment, financial, software, and other industries.

QFD is a structured approach to defining customer needs or requirements and translating them into specific
plans to produce products to meet those needs. The “voice of the customer” is the term to describe these
stated and unstated customer needs or requirements. The voice of the customer is captured in a variety of
ways: direct discussion or interviews, surveys, focus groups, customer specifications, observation, warranty
data, field reports, etc. This understanding of the customer needs is then summarized in a product planning

matrix or “house of quality”.

1. Giéi thiéu chung

- C4c dic diém ki thuat 1a cach thifc ki thuat dé dat dugc "céi gi"
ctia khéch hang.

Ngbi nha chit lvong (tiéng Anh 13 House of Quality — HOQ) 1a
mot cong cu phan tich tiéng néi ctia khach hang, mo ta nhu cau va yéu
cu ctia khach hang twong ¢ng v6i dic diém ki thuat (ECs) cén thiét ké
dé théa man nhu cau dé.

Noi dung stt dung trong Ngéi nha chdt wong:

- Danh sach nhttng ddc tinh khach hang (CAs) néi bat

- banh gid mic d6 quan trong cta céic dic tinh

- So sanh ctia khach hang vé dic tinh san pham/dich vu ctia cong
ty va céc déi thu canh tranh.

Uu diém ctia ngéi nha chdt lwong:

- Céc dic tinh ctia khach hang dwoc liét ké cu thé hon, c6 thé 1én
dén 200-300 dic tinh.

- Cac ddc tinh duoc danh gia mdic d6 quan trong.

- Céc dic tinh ctia khach hang duvgce dich sang cac dic diém ki
thuat c6 lién quan.
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- Cac dic diém ki thuat duge sdp x€p thit ty wu tién theo mot qui
dinh ddi hoi sy khéo 1éo nhung don gian va c6 trong s6. Nhém phat
trién sé biét cai gi can lam trude.

- T4c dung cong huwdng va thoéa hiép cua cac dic diém ki thuat
dugc xac dinh ro6 rang.

- Truyén thong gitta cic bo phan chitc ning duge khuyén khich
qua qué trinh x4y ding Ngdi nha chat lugng.

Nhitng yéu ciu ctia khach hang dugc chuyén tai thanh céc yéu
cau vé ky thudt, tiép theo nhitng yéu ciu sé duge dwa vao nhitng dic
tinh cAu thanh san phdm, sau d6 s& 14 cac budc xt Iy va cac bude didu
hanh dé tao ra san pham cudi cling (san phdm xay dyng). V&i mbi ma
tran diing dé chuyén tai trong mot qué trinh trung gian dugce goi 1a
“ngéi nha chit lugng”.

Ngbi nha chét lwong lién két nhitng thudc tinh ctia khach hang
v6i dic tinh ky thuat d& dam bao ring nhitng quyét dinh vé k§ thuat
duoc dya trén co s& clia viée dap Gng nhu cdu khach hang.
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2. Cac bude ciin ban dé 1ap ngdi nha chét lvgng

Ma trin mai ©

(1] Mike 3§ 1] e
Céc yéu cu cia quan Mbi quan hé twong | Pénh gi4 san phim
khach hang TOME | quan giita tiéng néi canh tranh
khach hang va dat
tinh k¥ thuit

Hinh 1. Ngoi nha chét lvgng (dua theo so db ctia QFD Intstitute).

Viéc x4y ding Ngbi nha chit lvgng c6 sdu bude cin ban nhu sau:

BuGc 1. Xdc dinh cdc yéu cdu ctia khdch hang

Theo ngén ngit ctia ho, hay con goi 1a tiéng néi ctia khach hang
(the voice of the customer). Phai s dung chinh “tiéng noéi cua khich
hang”, tranh tritdng hop phién dich sai mong mubn ctia khach hang.

Dé thu thap ¥ kién cta khach hang, c6 thé st dung cic phwong
phép sau:

- Khao sét qua dién thoai

- Khao sét qua gui the

- biéu tra nhém (titng ngudi)

- biéu tra nhém - trure tuyén

- Phéng vén truc tiép titng ngudi

- Phuong phép chin héi ngiu nhién

- Kiém tra dbi v6i ngudi sit dung

- Khiéu nai khach hang

Sau khi thu thap, cac dit liéu sé dugc dua vao trong ngdi nha
chét lwgng. Trong budc nay didu quan trong 14 phai sit dung chinh tiéng
néi ctia khach hang, trdnh tredng hop cic bd phén ki thuit dich sai
mong mudn ctia khach hang. Bén canh d6 cin nhé ring khach hang
khéng phai 13 nguoi st dung cubi ciing, ma con bao gbm nhém anh
hwéng, ngudi thanh toan, ngudi quyét dinh mua...Do d6 c6 thé phai

phan loai nhu ciu khach hang.
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Hinh 2. Ma trén tiéng néi ctia khach hang.

Budc 2. Nhan dién ddc tinh ky thudt

Phén nay thé hién céc cic dic tring k§ thuat né mé ta dic tinh
san pham ctia cong ty. Viéc liét ké cac dic tinh ki thudt cin thiét ¢é dap
itng nhu ciu khéch hang x4c dinh dwa trén nhitng dic tring dinh lwong
dwoge ma ho nhan thiy né cé lién quan véi yéu ciu ctia khach hang. Cac
dic tinh ki thuét phai dugc do lwdng bdi vi du ra sé duge kiém soat
va so sanh v&i muc tiéu.

Liét ké céc dic diém/ dic tinh k§ thuat do lvong duge ¢6 tinh
quyét dinh d8i v6i viéc thoa méin nhu cdu khach hang. dic trung ki
thudt 14 nhitng khia canh k§ thuét tra 161 cau hoi “How” d6i véi yéu
cAu “What” ctia khach hang. Nhitng diic diém ky thudt nay duge nhap

vao céc 6 phia trén ctia bang (D).
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Hinh 3. Ma trin nhéan dién dic tinh k§ thuit théa man nhu ciu

ctia khéch hang.

Diéu quan trong 12 cac dic diém k§ thuat: 12 tiéu chi ¢6 thé lvgng
héa va c6 thé anh huéng trie tiép dén nhén thie ciia khach hang.

Nhém ki thudt 1 nhitng ngudi c6 trach nhiém chinh & phin nay,
nhung ho phai nhan thitc duge ring cac chit lwong cac dic diém la rat
quan trong dbi véi khach hang.

Budc 3. Lién két thudt tinh ctia khdch hang véi ddc tinh ki thudt ciia nha
thiét ké

Pay 12 phin mai ctia ngdi nha chét Ivgng, n6 biéu dién mébi quan
hé tiing do6i gitta cac dac tinh ki thuét. Nhitng d4u hiéu khac nhau sé
duwge st dung dé bidu thi mbi quan hé nay. Nhitng ddu hiéu gitip xic
dinh két qua cua viéc thay d6i dic tinh san phdm va kha ning clia ngudi
hoach dinh dé tip trung vio sy két hop giita nhitng dic tinh hon 1a
titng déc tinh don 1é.

Phin mai cho théy mébi quan hé, cé thé tich cuc hoic tiéu cuc,
giita titng cip dic diém k§ thuat. Mdi quan hé tiéu cyc thé hién sy thoa
hiép tidm 4n giita cac dic diém ky thuat, nghia 1a: néu trong mét cip,
dic diém nay ting 1én chi khi dic diém kia phai it dwgc chi trong hon.
Pay 14 khu vire doi héi sy cai tién dé 14t ngugc mbi quan hé hoic phai

chip nhan thoéa hiép.
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Hinh 4. Ma trin quan hé giai quyét xung dot.

Buéc 4. Pdnh gid sdn phdm canh tranh dita vao thudc tinh khdch hang.
bay 12 ma tran dugc 1ap nén boi cac dic tinh ki thuat va tiéng
néi clia khach hang. Trong ban than ma tran, nhitng d4u hiéu khac nhau
duoc st dung dé nhéan dién mic d6 ctia mbi quan hé. Muc dich cia ma
tran nay 1a cho biét nhitng dic tinh ki thuat nhim vio nhitng thudc tinh
ndo cua khéach hang. Viéc thiét 14p c6 thé dua vao kinh nghiém chuyén

moén, tif viéc thu thap thong tin khach hang hay thd nghiém.
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Hinh 5. Ma trin danh gia san phdm canh tranh.

Buéc 5. Pdnh gid ddc tinh ki thudt ctia thiét ké va muc tiéu phdt trién

Bao gdm viéc d4nh gia thi trivdng, nhitng diém bén quan trong,
danh gia canh tranh.

PAu tién 1a danh gia thi trudng va nhitng diém ban quan trong:
buéc nay bao gdbm viéc sip xép tAm quan trong cta nhitng thudc tinh
khéch hang va danh gi4 san phdm hién tai theo mdi thudc tinh d6. Thit
ty tAm quan trong ctia khach hang phan 4nh mong mudn quan trong
nhét va hip din nhét ctia khach hang. Panh gid canh tranh gitip nhén
dién dwge diém manh va diém yéu ctia d6i thi, thong qua d6 nha cai
tién c6 thé tim thdy sy cai tién. N6 ciing lién két QFD véi tAm nhin
chién luge ctia cong ty va cho phép thiét dit quyén wu tién cho quy
trinh thiét ké.
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Hinh 6. Ma trin danh gia dic tinh k§ thuat ctia thiét ké va

muc tiéu phét trién.

Viée d4nh gi4 nhitng dic tinh ki thuét ctia san phdm canh tranh
thuwong duge thire hién qua kiém nghiém trong phong thi nghiém va
chuyén thanh nhitng tiéu chuén c6 thé do lvong duge. Nhitng dénh gia
nay sé dugc so sanh véi nhitng danh gia ctia d6i thit canh tranh vé
nhitng thuéc tinh ctia khach hang nhim tim kiém sy mau thufn. Muc
tiéu ctia mbi dic tinh ki thuét dwoc thiét 1ap diwa trén nén tang thiét 1ap
mtc d6 tAm quan trong dbi v&i khach hang va diém manh, diém yéu
ctia san phim hién tai.

Buéc 6. Xdc dinh nhitng ddc tinh ki thudt dé trién khai trong quy trinh sdn xudt

Buc nay lién quan dén viéc nhan dién nhitng dic tinh c6 quan
hé manh dén nhu ciu khich hang , nhitng dic tinh d6i tha kém, hay
nhitng dic tinh quan trong ctia san phim. Nhitng dic tinh nay duoc
phat trién hodic chuyén déi thanh ngén ngit ctia mdi chitc ning ki thuat
trong thiét ké va xan suét. Do d6 nhitn hanh déng thich hop va su kiém
soat dugce duy tri theo tiéng néi khach hang. Nhitng dic diém khong

dugc nhan dién 14 quan trong khong cin tip trung quan tAm nhiéu.
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Hinh 7. Ma trin x4c dinh nhitng dic tinh ki thut dé trién khai

trong quy trinh san xuét.

3. Mét s6 nghién citu ¢ng dung QFD trong nganh xay dung
3.1. Ung dung trong giai doan thiét ké

"Stt dung QFD trong giai doan thiét ké dy 4n chung cu", nghién

cltu ctia tac gia Luiz Ant6énio Gargione, Dai hoc California, 1999. Nghién

cttu trén dwa ra mét ing dung ctia QFD trong giai doan thiét ké ctia mét
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dv 4n kinh doanh dia 6c nhu mét cong cu didu chinh céch bd tri va
nhitng nét ndi bt clia c4c cin hd trong dy 4n, tai khu viee d6 thi & cac
thanh phé khéng 16n cta Brazil. Muc dich ctia nghién citu nay ng dung
trong x4y dung mét phitong phéap thiét ké theo dinh huéng ctia khach
hang dugc st dung tit mot nganh céng nghiép khac, dya trén nhitng
bang va ma tran ctia Akao (1990). M6t muc dich khéc ctia nghién ciéu
trén 12 kiém nghiém viéc ng dung QFD trong quan ly dbi v&i cdc dy
4n kinh doanh dia 8c va phat trién né cho nhitng céng ty nhé hoat déng

nhim ting hiéu qua kinh doanh.
3.2. Ung dung trong nganh céng nghé thong tin va cong nghiép xdy dirng

Ung dung QFD trong nganh cong nghé théng tin va nganh céng
nghiép xay dung (James Sommerville, Nigel Craig, 2002).

Nghién ctiu trén cho ring nganh céng nghé thong tin va nganh
xdy dung bét diu thich nghi va st dung ky thuat QFD nhu la cong cu
quan Iy chién lwgc, chit lwong. Nghién ctu nay thao luin v& viéc Gng
dung QFD trong nganh cong nghiép xay dung va céng nghé thong tin

va viée cai tién san phim tit ng dung nay.
3.3. U’ng dung trong hoach dinh du’ dn ha téng

St dung QFD trong nganh xdy dung ¥ng dung trong qué trinh
hoach dinh dy an ha téng (Syed M.Ahmed,M.ASCE; Li Pui Sang; va
Zeliko M. Torbica, M.ASCE, 2003).

3.3.1. Muc tiéu nghién citu:

- Khao sat sy phit hgp ctia QFD trong hoach dinh va thiét ké.

- P& nghi mét mé hinh ng dung QFD sin dé sit dung trong qua
trinh x@ 1y cho viéc hoach dinh va thiét ké.

3.3.2. Phi'ong phdp ludn:

& nghién citu nay sit dung 4 giai doan.

+ Giai doan 1: Xem xét va d@ xuét cic nguyén tic, Iy thuyét va
bd khung cho k§y thuat QFD.

+ Giai doan 2: Khéo sét va phén tich qua trinh x& 1y hoach dinh
trong cac du 4n ha ting xdy dung dan dung.

+ Giai doan 3: Phét trién m6 hinh ng dung QFD cho qué trinh
xti 1y hoach dinh va thiét ké céc du an ha ting.

+ Giai doan 4: P& xuit mé hinh va kiém nghiém tit nhitng s6
liéu thu thap dugec tit 2 dy 4n ha ting.

“Nghién cttu tht nghiém QFD trong céic dy an xay dyng”, tic gia
Neil Eldin va Verda Hikle, 2003. Bai bdo trén dua ra mét nghién ctu
thit nghiém QFD trong mot du 4n thiét ké xay dyng. Linh vuc ctia dw
4n bao gdm qua trinh chuén bi thiét ké cho mét phong hoc hién dai kich
thwdc 16n. Nghién cttu mong mudn dwa ra thiét ké phong hoc hién dai
cho céc truong dai hoc trong tuwong lai. Nghién cttu da chiing minh
ring QFD c6 thé tng dung thanh céng trong cic dv 4n x4y dung.

Nhu véy ting dung QFD trong nganh coéng nghiép xdy dung da
duge phat trién tai cdc nude trén thé gidi trong thoi gian gin day va

nhét 13 trong méi trudng canh tranh ngly cang gay gét thi chit lvong
san phim x4y dyng cAn dugc quan tim hon nita tit qua trinh thiét ké
cho dén khi dwa cong trinh vao st dung. U'ng dung QFD trong giai doan
thiét k& vao thuc té tai Viét Nam dang dugce trién khai & mét sb du an
tai TP HO Chi Minh. Trong tuong lai sé c6 nhiéu nha nghién ctu Viét
Nam tiép tuc phéat trién céc Gng dung ctia QFD vio trong nganh xay
ding néi chung va linh vitc quan 1y xay dung néi riéng nhim nang cao
chét lugng clia cac san pham x4y dung tit giai doan thiét ké dén giai
doan ban giao dua du an vao khai thac st dung.

4, Két luan

Théng qua hidu dwgc nhu ciu cla khach hang va chuyén né
thanh nhitng dic tinh cta san phdm hodic dich vu dé mang lai gia tri
thute sy cho khéach hang. Ngéi nha chit lwong 14 c6ng cu gitip x4c dinh
nhitng dic diém ky thuat quan trong dap @ng dugc hiu hét nhitng nhu
cAu ctia khach hang va con 1a diu vao cho nhitng giai doan tiép theo

trong trién khai chitc ning chét lvong.
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