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Tom tat 
Nghiin cffu ndy kiem dfnh mdi quan he giffa Qudn ly chdt lugng lodn dien (TQM) vd Hieu qud 
chdt luang (QP) tgi cdc doanh nghiip khu vUc phia Nam Viet Nam. Nghiin cffu ddng thdi xem 
xet tiiu yeu to Vdn hda sdng tao cd tdc dgng trung gian hay khdng din QP. Ket qud cho thdy. 
TQM cd tdc ddng cdng chieu den QP; Vdn hda sdng tao cd tdc ddng ciing chieu den QP vd tdc 
ddng trung gian din mdi quan he giffa TQM vd QP. Tff dd, nghiin cffu dua ra cdc hdm y qudn 
trj nhdm ndng cao QP trong doanh nghiep. 

Tff khoa: qudn ly chd't luang todn diin, hiiu qud chdt lU0ig, vdn hda td chiic, vdn hda sdng tgo 

Summary 
This study examines the relationship between Total quality management (TQM) and Quality 
performance (QP) in enterprises in the South of Vietnam. Also, it asseses whether Innovative 
culture has an intermediate influence on QP. The outcomes indicate that TQM creates a 
positive impact on QP; Innovative culture has a positive influence on QP and an intermediate 
impact on the relationship between TQM and QP. Based on these outcomes, the study provides 
management implications to improve QP in the aforementioned enterprises. 
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GIOI THIEU 

TQM Id mdt tap hdp cac nguydn ly 
hffdng ddn, trong do tich hdp cac ky 
thuat quan tri cd bdn, nhffng nd Iffc cai 
tid'n va cdc cdng cu ky thudt dd quan ly 
lien quan dd'n vide cdi tid'n tidn tuc mdt 
td chffc. Cd rd't it nghidn cu^ vd md'i quan 
he giffa TQM va QP tai Viet Nam, cung 
nhff vide xem xdt tdc ddng tiung gian cffa 
yd'u td' van hda sang tao ddn md'i quan 
he ndy. Do vdy, bdi vid't dffdc thffc hidn 
nham kiem dinh tdc dong trung gian cua 
van hda sang tao dd'n md'i quan he tren, 
qua dd giffp doanh nghiep cd cdch thffc 
trien khai vd kiem soat hieu qua vide dp 
dung TQM, gdp phan nang cao QP. 

c a 5d LY THUYET VA CAC GIA 
THUYET NGHIEN CUU 

Cdsdly thuydt 
Quan ty chdt lUOng todn dien 
Slack va cdng sff (2007) dinh nghia: 

"TQM la each tie'p can tdng the hay toan didn de quan 
ly chat Iffdng, trong dd nhan manh dd'n vai trd cua td't 
cd cdc bo phdn vd td't ca mpi ngffdi cua mdt to chffc cd 
dnh hffdng vd cai thien chat lifdng". 

Theo nghien ciJu cua Akgun va cpng sff (2014), 
TQM gdm 6 thanh phan chinh sau: sif Idnh dao, hoach 
dinh chien Iffdc, hffdng vdo khdch hang, quan ly qua 
trinh, quan ly nhan Iffc, thdng tin va phan tich. 

Vdn hda sdng tgo 
Trong nghidn cffu nay, van hda sdng tao dd cap dd'n 

nhan thffc cua nhdn vien ve van hda sang tao cda td chffc 
ma ho lam vide. Dieu nay Hdn quan dd'n vide cam nhdn 
sff hd tid cua td chffc vdi nhiihg kid'n thffc, y tffdng mdi, 
tao didu kidn cho ho dp dung nhffng dieu mdi vao cdng 
viec (Nguyen Dinh Tho, Nguyen Thi Mai Trang, 2015). 

Van hda sdng tao giup thuc day nang Iffc sdng tao 
ci3a td't ca cac thanh vidn trong doanh nghidp (O'Cass 
& Ngo, 2007). Van hda sdng tao dffdc xem xdt thdng 
qua nhan thffc, nghia la mffc dp ddnh gid cua nhdn vien 
ve van hda sdng tao tiong td chffc md hp dang lam 
vide. Mdt khi nhdn vien ddnh gid cao van hda sdng tao 
cua doanh nghidp ma ho dang lam vide, thi hp tin rang, 
doanh nghidp ludn khuye'n khich nhan vidn i?ng dung 
nhu^g tri thffc khoa hpc mdi vdo doanh nghidp va tin 
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HIMH: « 6 HiNH NGHIEN CflU DE XUAT 

BAMG 1: THANG DO CAC THANH PHAN TRONG HO HINH 

Kfhi^u Thang do maBsat 
Quan lv chat lirtJng toan dien (TOM) 
PM 
LEADERSHIP 
CF 
SP 
lA 
RM 

Ou^n IV quii trinh 
Sif lanh dao 
Hu'dng vao khach hang 
Hoach dinh chien liftJc 
Thong tin va phan tich 
Qudn ly nhan life 

Van hoa sang lao (IC) 

Hieu qua chat lu'dng (OP) 

6 
4 
5 
5 
5 
4 

7 

6 

Akgiin va cfing sif 
(2014) 

Nguyen Mnh TTio, Nguyen 
ITii Mai Trane (2015) 
AtdavacSng sir (2018) 

Nguoi ong hdp 

tffdng doanh nghidp se ddnh gid cao cac ffng dung nay. 
Nhff vay, vdn hda sang tao kich thich, tac dpng va anh 
hffdng dd'n nang Iffc ha'p thu cdng nghd cua td chffc. 

Hieu qud chdt luang 
QP la mpt yd'u to cdn thid't trong viec chuyen 

ddi qudn Iy chd't Iffdng vdo cai thien nang Iffc canh tranh 
(Powell, 1995). Do dd, QP dffdc xem nhff la mdt yd'u td 
ciia hieu qua td chffc. 

Gid thuyet vd md hinh nghiin ciiu 
Mdi quan he giffa cdc yi'u tdciia TQM vd QP 
Ban lanh dao cd vai trd to ldn trong vide quyd't dinh 

sff thdnh cdng cua TQM thdng qua vide tao ra cac muc 
tidu, xdy dffng ke' hoach dat muc tieu, gia tri va he 
thd'ng nham cai thien hieu suat cija td chffc. Ben canh 
tam quan trong cua sff lanh dao, thi dinh hffdng vd tdp 
trung vao khach hang dffdc xem Id yd'u tdquan trpng cua 
TQM (Dean va Bowen. 1994) va cd anh hffdng ldn dd'n 
sff thanh cdng cua mdt td chffc tren thi trffdng. Tff cdc Idp 
ludn trdn, gid thuyd't Hla dffdc phat bieu nhff sau: 

Gid thuydt Hla: Cac yd'u td cua TQM cd tdc ddng 
cDng chieu de'n QP. 

Mdi quan hi giffa cdc yi'u td cda TQM vd Vdn hda 
sdng tao 

Tong quan cdc nghidn ciiii trffdc day da chi ra mdi 
quan he phu thudc iSn nhau giffa TQM va van hda td 
chffc. Ke't qua nghien cvtM chi ra rang, de thffc hidn TQM 
hieu qua trong td chffc, c^n phai cd mpt nen vdn hda 
thd'ng nha't de trien khai nd. Tata va Prasad (1998) ke't 
luan, so vdi kiem sodt hdp 1;̂  chat che, thi dinh hffdng con 
ngffdi, van hda linh hoat cd ldi hdn cho viec thffc hidn 
TQM. Dodd, gia thuyet H lb dffdc phdt bieu nhff sau: 

Gia thuyd't Hlb: Cac yd'u td cua TQM cd tac ddng 
cung chidu dd'n Vdn hda sdng tao. 

Mdi quan hi giffa Vdn hda sdng tgo vd QP 
Van hda ddi mdi thuc day nhan vidn ap dung kid'n 

thffc va ky ndng mdi vao cdng vide de cai thidn hidu suat 

cua hp (Waldman, 1994), tff dd ddng gdp 
vao QP, hieu qua cua td chffc ndi chung. 
Gid thuyd't H2 dffdc ddt ra nhff sau: 

Gia thuyd't H2: Vdn hda sang tao cd 
tac ddng ciing chidu dd'n QP. 

Tff cd sd phdt trien gia thuyd't ndu 
tren, md hinh nghidn cffXi dffdc dd xuat 
tai Hinh. Thang do cdc thanh phIn trong 
md hinb trinh bay d Bang I. 

Phuang phdp nghien cffu 
Nhdm tdc gia tie'n hanh khao sat cdc 

doanh nghidp hoat dpng trong ca 3 linh 
vffc: sdn xua't, kinh doanh va dich vu d TP 
Hd Chi Minh, Binh Dffdng, Ddng Nai, Ba 
Ria - Vung Tdu, Long An, Tien Giang 
va mot sd tinh khdc trong nam 2019, vdi 
phffdng phdp lay mlu thuan tien. Nh&ag 
doanh nghidp nay da, dang va se cd dff 
dinh trien khai dp dung ISO 9001 hodc 
TQM. Dff lieu dffdc thu thdp thong qua 
khdo sdt trffc tid'p va qua email ddi vdi 
200 nhd qudn ly cdp trung trd len. Sau khi 
thu vd vd ldm sach, cdn 190 phieu hdp le. 

KET QUA NGHIEN CCaj 

Danh gia thang do 
Kd't qua Bang 2 cho tha'y, he so' tdi 

cua tat ca cac bien quan sdt giff lai diu > 
0,5, nen cdc thang do sff dung trong mo 
hinh nghidn cff\i dat gid tri hdi tu. Ngoai 
ra, cdc thang do cung dat yeu can ve dO 
tin cay tdng hdp (deu ldn hdn mffc tidu 
chuan 0,7). Hdn nffa, gid tri phffdng sai 
trich cua cac thang do trong md hinh deu 
> 0,5. Vi vay, cdc thang do ddu dam hao 
tieu chi vd dd tin cdy vd gid tri hpi tu. 

Theo kd't qua phdn tich d Bang 3, td't cS 
cdc gid tri cdn bdc hai cua AVE d mdi bidn 
nghidn cffXi deu ldn hdn he so tffdng quan 
giffa bien dd vdi cdc bien con lai trong md 
hinh. Vi vay, cac thang do cua cdc bien 
nghidn ciJu deu dat gid tri phan bidt. 

Ket qud li&c lii0ig vd thdo ludn 
Kd'tqua ffdc Iffdng mdhinh hdng phffdng 

phdp Consistent PLS Bootstrapping vdi 
cd mdu Id 5.000 the hidn tai Bdng 4. Nhff 
vdy, cdc mdi quan hd deu cd y nghia 
thd'ng ke (p < 0,05), ndn cdc gid thuyet ki 
vpng trong md hinh nghidn cihi deu dffdc 
chd'p nhdn. Mffc dp giai thich den QP li 
50,3% dffdc ddnh gid !a vffa phai. 

KET LUAN VA HAM Y QUAN TR! 

Qua nghien cffu ciia nhdm tdc gii. 
TQM cd tac dpng ciJng chieu den QP vd 
Vdn hda sang tao ciia doanh nghidp khu 
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vffc phia Nam. Bdn canh dd, Vdn hda 
sdng tao cd tdc ddng cung chidu den QP. 
Vdi kdt qud nay, nhdm tdc gia dffa ra mdt 
vdi hdm y quan tri, nhff sau: 

Thff nhdt, ndng cao hiiu qud viec kiem 
sodt hogt ddng trien khai thffc hien TQM 

Cdc doanh nghiep khi tridn khai dp 
dung TQM can quan tam thffc hidn tdt 
cdc ydu td thdnh phan cua TQM thdng 
qua chu trinh quan ly cua DEMING -
PDCA (Plan: Lap ke' hoach, xdc dmh 
muc tidu, pham vi, ngudn Iffc dd thffc 
hi?n, thdi gian va phffdng phap dat muc 
tieu; Do: Dffa kd' hoach vao tiiffc hidn; 
Check: Kidm tra lai ke' hoach vd kidm 
tra ke't qua thffc hidn kd' hoach; Act: Dffa 
tren ke't qud kiem tra, tid'n hdnh cai tien 
chffdng trinh). 

Thff hai, day manh thffc hien vdn hda 
sdng tao trong doanh nghiep 

Cdc cap qudn Iy cua doanh nghidp, 
ddc bidt Id qudn ly ca'p cao can thid't lap 
vdn hda ridng cho to chffc, dac biet la van 
hda sang tao. Qua dd, khdng chi khuye'n 
khich, tao didu kien cho sff sdng tao cua 
nhdn vidn, md cdn thie't lap cac md'i quan 
hd xd hdi va xdc dinh trao ddi qua lai giffa 
doanh nghidp vd nhdn vidn, hinh thanh Idi 
the canh tranh, ndng cao cha't Iffdng sdn 
phim, tff do nang cao QP.Q 

BANG 2: KET QUA Dp TIN CAY vA GIA TRI Hpi TU CUA THANG DO 

IC 
QP 
PM 
LEADERSHIP 
CF 

SP 
lA 
RM 

CroDbach's 
Alpha 

0,79 
0,883 
0,889 
0,869 
0,874 
0,678 
0,923 
0,846 

rho_A 

0,851 
0,885 
0,894 
0,871 
0,878 
0,861 
0,926 
0,847 

DO tin c^y 
tOng hfjti 

0,851 
0,914 
0,918 
0,911 
0,914 
0,732 
0.942 
0,907 

Phi/<fng sai trich.., 
trung binh ( A V ^ I 

0,511 

0.727 

0,764 
0.765 

BANG 3: KIEM DINH GlA TRI PHAN B I | T (FORNELL - LACKER) 

CF 

lA 

IC 

LEADERSHIP 
PM 

QP 

RM 

SP 

CF 

0.853 
0.36 

0.18 

0.466 

0,269 
0.371 

0.146 

0.312 

lA 

0.874 

0.302 

0.28 
0.295 

0.428 
0.172 

0.319 

IC 

0.715 

0.238 

0.275 
0.523 

0.239 

0.227 

LEADERSHIP 

0.847 

0.238 

0.387 

0.235 
0.457 

PM 

0.832 

0438 

0.283 

0.307 

OP 

0.825 
0.532 

0.37 

RM 

0.875 

0.189 

SP 

0.688 

BANG 4: TROMG SO [TdC Ld0NG 

IC -> OP 
TOM -> IC 
TOM -> OP 

P 
0,324 
0.383 
0.519 

B 
0.327 
0.388 
0.517 

SD 
0.053 
0.063 
0.052 

OT , 
6.09 

6.038 
9.92 

i-W'" 
0.000 
0.000 
0.000 

Mguon, Nhom tac gia \ 
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