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Trong nin kinh ti thi tru&ng vi^c xdc dinh dung ddi tugng khdch 

hdng vd nhu cdu cua khdch hdng cd y nghia rdt quan trgng. Bdi 

viit ndy de cap den viic xdc dinh khdch hdng vd nhu cdu khdch 

hdng ciia ca sa ddo tao bdi duong theo quan diem qudn ly chdt 

lugng tdng the vd cdc bien phdp de thda mdn nhu cdu cua hg. 
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ABSTRACTS 
In a market economy, identifying right customers and their 

needs is very important This article addresses identifying 
customers and their of training andfortering institutions from 
perspective of total quality management and measures to satisfy 
their needs. 

1. DAT VANDE 
Hi8p djnh ehung vl thuang mgi dieh vu 

(GATS) do Td ehfte Thuang mai thi gidi WTO 
ban hdnh ndm 1995 dd c6ng nhdn: Gido dye 
duge eoi Id mdt dieh vy vd dieh vu nay edn duge 
ty do boa frong thuang mai. Trong co cbl thi 
frudng ndi ehung vd thi trudng gido due ndi 
rieng, vin de chit lugng va cdi tiln chit lugng 
dap ftng nhu edu khdch bdng ludn Id vin dl quan 
tam sdng edn eua eae td ebfte cung cip djch vy. 
Bdi viet ndy de edp d8n viec xdc dinh khdch bang 
vd nhu cdu khdch hdng cua ca sd bdi dudng theo 
quan diem qudn Iy ehit lugng tdng thi (vilt tdt 
Id TQM) vd Idm the ndo de thda man nhu cau 
eua cac khdch hang ndy. 

2. KHACH HANG VA NHU CAU KHACH 
HANG THEO TIE? CAN MO HINH QUAN 
LY CHAT LU'ONG TONG THE 6 CAC CO 
SOfBOIDCcrNG 

2.1. Khdch hdng vd nhu c&u khdch hdng 
2.1.1. Khdch hdng 

Tft diin tilng Anh Cambridge dinh nghTa: 
"Khdch hdng Id nguai mua hdng hda hade dfch 
vu" (dictionary. Cambridge.org) dictionary) 

customer). Tieu chuin ISO 9000:2015, myc 
3.2.4 dinh nghia khach hang (Customer) Id cd 
nhdn hodc td chicc cd the dugc nhdn hay dip 
nhdn sdn phdm hogc dich vi^ nhdm cho minh 
hodc theo yeu cdu cua ed nhdn hay td chicc do 
(Tieu chuin ISO 9000, 2015), 
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Tu cdc dinh nghia fren, khdch hang cua cdc 
ca so bdi du&ng cd thi du^c hieu Id ngu&i duac 
nhdn hay tiep nhdn cdc dich vu ciia cdc ca sa 
bdi du&ng. 

2.1.2. Nhu cdu khdch hdng 

Theo Bdeb khoa todn thu md Wikipedia: 
Nhu edu efta khdeb bang ed the hieu la sy mong 
mudn cfta hg ve mpt dieu gi do cua khach hang. 
Nd xuat phdt tft ehinh b8n frong dae diem tdm ly 
cfta mdi khach hang. Dd la khoang edeb giua hp 
ed va mudn cd, Nhu edu eua khdeb hdng Id 
nhung gi khdch hdng edn thiet de thda mdn bdn 
than. Do Id cdm gidc thiiu hyt mot eai gi do. 

Theo Ramees Rahman nhu edu khach hang 
ed th8 duge dinh nghia la cdc van de ma khdeb 
hang ed y djnh gidi quyet khi mua hang hda bode 
dich vy (Ramees Rahman .M* and Safeena P.K, 
2007, fr.259). 

Tu cdc djnh nghia tren, nhu edu khdch hdng 
efta ede co sd boi dudng duge hi8u Id eae vdn de 
md khdch hdng co y dinh nhan hay tllp nhan cdc 
dieh vy tft eo sd bdi dudng nhdra thoa radn sy 
mong mudn eua bdn thdn hp. 

2.1.3. Quan diim qudn ly chdt lugng tdng thi-
Qudn ly chat lugng tong the ludn ludn dugc 

cde nha nghien eftu ve khoa hpe qudn ly gido due 
quan tdm va da mdt sd tde gid dua ra dinh nghTa 
v8 TQM nhu sau; Td ehftc ti8u chudn hda qude 
t l (ISO) dd dua ra dinh nghTa: "TQM Id mgt 
phuong phdp qudn 1)' eua mOt td ebfte, tdp frung 
ve chat lugng, dya fren su thara gia cfta tat cd cdc 
thanh vien efta minh vd nhdm din thdnh edng ldu 
dai thdng qua sy hdi long ciia khach hdng va Igi 
ich eho tdt ed thdnh vi8n cfta td ehfte vd eho xd 
hpi" (ISO 8402:1994); Theo Kaizen "TQM Id 
mdt quy trinh qudn ly. Quy trinh ndy ehu trgng 
d8n nhftng yeu edu ddi hoi efta khdeb hdng, ngdn 
ngfta rui ro, xdy dyng nhiing cam ket ve dam bdo 
ehdt lugng frong ngi bd lye lupng lao ddng vd 
xdy dyng the che cho phep mgi ngudi eung tham 
gia quyet djnh"; 

Tdc gid Phgm Thanh Nghi Igi cho rang: 
"TQM Id viec tao ra nen vdn hda chit lugng noi 

NGOPHA, 

ma mue dich eua mpi thanh vi8n t l chue lam bai 
Idng khdch hang vd noi md ciu tnic efta td chftc 
khdng eho phep hp cung edp djch vy chat lugng 
thip" (Phgm Thdnh Nghi, 2000). 

Tft nhftng dinh nghia neu fren: TQM & cdc 
cas& bdi du&ng dugc hiiu Id: mpt md hinh qudn 
ly chdt lugng theo qud trinh, chu trong den nhiing 
yiu cdu, ddi hoi ciia khdch hang, dua tren sie 
tham gia ciia tdt cd cdc thdnh vien cua ca s& bdi 
dudng, nhdm cdi tiin chdt lugng sdn phdm vd 
thda man khdch hdng & muc tdt nhdt cho phep. 

Tinh thin hay quan dilm co ban cfta TQM 
d cdc ca sd bdi dudng Id: Tap frung tang eudng 
qudn ly chat lugng eua ed ea sd bdi dudng; 
Phuang chdm rdt quan trgng Id "Idm tdt ngay tie 
ddu", ngdn ngfta rfti ro, trdnh sal sdt ngay hi 
khdu ddu ti8n cfta qud trinh td chftc bdi dudng; 
Cai ti8n Ii8n tye nham khdng ngimg nang cao 
chat lupng boi duong; Mdi cdn bp qudn ly, gidng 
vien, nhan vien hodn thdnh tdt frdeh, nhiem vy 
mdt cdeh hieu qud nhdt, hudng mye tiSu tdi su 
thda man nhu edu cde loai ddi tugng khdch hdng; 
Timg budc hinh thdnh duge van hda ehdt lugng 
frong CO sd boi dudng. Cd th8 van dung vdo quan 
ly bdt ky mdt boat ddng ndo frong c6ng tdc boi 
dudng nhu; Qudn ly mdt ehuong frinh bdi dudng 
hay mdt khda hge, khda bdi dudng.... 
2.2. Khdch hdng vd nhu cdu khdch hang theo 
tiep can md hinh qudn ly chat luffng tong thi & 
cdc Cff s& bdi du&ng 

Theo tiep edn quan dilm TQM, frong ea sd 
boi duang cd 2 loai khdeb hdng Id khdch hdng 
ben trong vd khdch hdng ben ngodi (Vo Nggc 
VTnh, 2013, fr.6). 

Khdch hdng bin trong: Hge vi8n can bp 
qudn ly, gidng vien, nhan vien Id khdch hang b8n 
trong cua hieu frudng, Vdi vai frd Id khdch hang 
ben trong cfta hieu trudng, dpi ngii cdn bp qudn 
Iy, gidng vien, nhdn vi8n cfta nhd trudng ed nhu 
edu dugc lam viee trong mgt mdi frudng thdn 
thien, hgp tdc, dugc boi dudng nang cao trinh dO 
ehuyen mdn, ngbiSp vu vd duge hieu trudng 
quan tdm ddi ngo xftng dang theo qui dinh efta 
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nha nude vd hieu qud boat ddng cua co sd bdi 
dudng. Rieng ddi ngu giang viSn Id mdt loai 

khdch hang ben trong dae bi8t c6n eo nhu edu 
duge cung cip ddy du eo sd vat chat, kl hogeh, 
frang thilt bj, tdi lieu gidng day vi boat dpng eua 
thiy va frd frong qud trinh bdi dudng la khach 
hdng cfta bd phgn phyc vu. Net dae thu khdc efta 
ngudi gidng vi8n do Id hg ngudi cung chinh la 
khdch hdng cua chinh hg vi viec hgc ciia hpe 
vien Id khdeb hdng cua vi8c dgy cua ngudi giang 
vi8n; hogt dgng day va hgc fren lop la khach 
hang cfta cdng dogn ehuan bi bai, hgc bai d nha 
eua ngudi giang vien. 

Tuy la khdch hang ben frong cua hieu 
frudng nhung dpi ngu can bp qudn ly, gidng 
vien, nhan vien, cung ddng thdi Id thdnh vien cfta 
ca sd bdi dudng, ddc biSt Id ddi ngu edn bg qudn 
Iy, gidng vien, nhan vi8n ph6ng ddo tao vd ede 
khoa ehuy8n mdn phai ludn xdc dinh minh Id ben 
cung ftng eho khdch hdng b8n ngoai cfta ca sd 
boi dudng. Dpi ngfi can bp qudn Iy, gidng vien, 
nhan vien phdng dao tao vd eac khoa chuyen 
mdn phdi nhgn rS nhu cau va co frdch nhiem lam 
tdt cdng tac tiip tbi, lap kl hogeh, xay dyng, cdi 
tien chuong trinh boi dudng, chudn bi tdt bdi 
giang vd ddi mdi phuong phap gidng dgy de 
cftng vdi bieu frudng co sd boi dudng thda man 
tot nhat nhu cau cua cua khach bang ben ngodi. 

Khdch hdng ben ngodi: Khdeb hang b8n 
ngoai cua hieu trudng Id cae cdp lanh dao chinh 
quyen, ngdnh giao dye dja phucmg, cde co sd bdi 
dudng khac, cdc to ehftc xa hpi ben ngodi vd hge 
vien cua eua co sd bdi dudng. Cde khdch bang 
la lanh dao chinb quyen, ngdnh gido due dia 
phuang, cae co sd bdi dudng khdc, cae t6 ehftc 
xa hgi cd nhu cau cd mgt dpi ngu edn bd qudn ly 
gido dye cd kien thftc, ky nang va thai dd quan 
Iy dap ling sy dn dinh, phdt trien vd ddi mdi cua 
sy nghipp giao due cua dia phirong vd don vj. 
Mudn vdy, hp rat can hgp tac, lien ket b6i dudng 
cdn bd qudn ly gido due vdi ede ea sd bdi dudng 
edn bd quan ly gido dye eo uy tin, chat lugng vd 
tdt nhien Id vdi mftc gia cd hge phi hgp ly. Cdn 

luu y rang mdi chu th8 qudn ly gido dye d mdi 
dia phuong diu cd each nhin nhgn ddnh gid khdc 
nhau vl uy tin, ehdt lugng bii dudng vd dieu het 
sfte luu y Id hg rdt ehft tdm d8n mdi quan he than 
thien, hgp tdc binh ddng ddi vdi cdc doi tac la co 
sd bdi duang can bg quan ly giao due. 

Khdch hdng ddc biet: hpc vien cfta eo sd 
bdi dudng la mdt logi khdeb bdng dae biSt vi hg 
vua ddng vai frd la khdch hang b8n frong vfta Id 
khdch hdng b8n ngodi cfta ea sd bdi dudng. Vdi 
vai frd la khach hang ben frong, cdc hge vien ed 
nhu cdu dugc cung cdp ngi dung ki8n thfte, ky 
nang vl quan 1;;̂ ' vdi cde phuong phdp, hinh thftc 
td chuc giang day cfta gidng vi8n thich hgp de 
hieu, de tiep thu vd de van dung vao thye tien 
qudn ly nhd frudng va dugc cdc can bg qudn ly 
frong eo sd bdi dudng vd eo sd Ii8n kit phye vy 
day dft eo sd vdt ehit trang thilt bj, tai lieu hge 
tap; ddng thai hp ciing la ngudi cung cap nhimg 
kinh nghiera vd tinh budng qudn ly phong phu, 
da dang bd sung eho khdeb hdng Id gidng vien 
cfta ea sd bdi dudng. 

Vdi vai frd Id kbdeh hdng b8n ngodi (ngudi 
dung ddu CO sd giao dye phd thdng) hpc vien ed 
quy8n de xudt nhu cdu bdi dudng vl cde kien 
thftc, ky ndng edn hpc tap. Ddng thdi, hp cftng 
ed quy8n de xuat vdi eo quan qudn ly nhd nude 
vl gido due d dja phuong eft hay khdng cft ddi 
ngu cdn bp qudn ly eua frudng hp tham gia cdc 
Idp bdi dudng tiip theo do co sd boi dudng ehi8u 
sinh. Vdi quan dilm xde dinh hge vi8n vfta Id 
khach bang ben frong vfta Id khdch hdng ben 
ngoai ede co sd bdi dudng cdn ddi radi raue tieu, 
ngi dung, chuang frinh, phuong thuc vd phuang 
phap td chftc bdi dudng; phuong phdp kilm tra, 
ddnh gid kit qud vd to ehftc qudn ly cdc Idp boi 
dudng can bp qudn Î  giao due theo hudng tiep 
edn nhu ciu, phat friln vd nang luc, ddng thdi 
tang eudng thilt bi phye vu cho viec day va hpe 
efta gidng vien vd hgc vien nhdra nang cao chdt 
lugng bdi dudng, giu vung vd khdng ngftng 
eung ed uy tin, thuong hieu cua co sd bdi dudng. 
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3. MOT SO BIEN PHAP THOA MAN NHU 
CAU KHACH HANG CUA CAC CO SOf BOI 
DirOfNG CAN BO QUAN LY GIAO DUC 

3.1. Doi v&i khdch hdng bin trong 

Can lara eho edn bg qudn ly, gidng vi8n, 
nhdn vi8n vd hge vien frong ca sd bdi dudng 
thiy duge vai frd vi fri eua minh trong qud frinh 
tham gia qudn ly chdt lugng bdi dudng vd ludn 
ed thdi quen thyc hi8n edng vi8c cua minh mdt 
cdch ky ludng, chu ddo ngay tft diu; Khuyin 
khich, ddng vi8n mgi can bg quan ly, giang vien, 
nhdn vi8n, hge vi8n ludn eai tiln cdng viec ciia 
minh va xera dd la van hda chat lugng trong co 
sd bdi dudng. Tang cudng doan ket trong tap the 
lanh dao ca sd bdi dudng, gift dftng Idi hfta vdi 
can bp, gidng vien, nhdn vien, hge vi8n d8 tgo ra 
mdi frudng Idm viee Idnh ragnh, xay dung bau 
khdng khi thdn thi8n, hgp tae, tao dilu ki8n cho 
mgi ngudi chu dpng, ty gidc, sdng tao, ty ehiu 
frdch nhiem ve chdt lupng sdn phdm md rainh 
eung ftng, ddra bdo thdng tin tb6ng sudt, chinh 
xac, khach quan va kip thdi ddi vdi cd khach 
hdng ben frong va b8n ngodi. 

Can chu frpng boi dudng cdc nang lye dae 
thii cho gidng vien cfta ca sd, bao gdm: Thara 
gia tu vdn thue hien ede dieh vy ung dung qudn 
Iy giao dye; tham gia vdo cde Hdi dong ehuyen 
mdn; t l ehftc qudn ly eae frudng mira non, phd 
thdng; Ndng lye chuy8n mdn theo ngdnh vl 
khoa hpc qudn ly giao due va nang lyc bd trg 
tr8n cde lihh vuc kinh tl, ludt phdp, quan ly xa 
hdi, qudn ly van hda, quan ly cdng... Thdng qua 
cae hinh thftc bdi dudng phii hop. Rd sodt lgi m6t 
sd dinh muc chi phi frong qui che chi ti8u ndi bp 
theo budng ed lgi eho giang vien; Bd sung cdc 
kien thftc va ky ndng xft Iy cdc tinb hudng quan 
ly trong thye tiln dl cd nhung cdi tien ehdt lugng 
giang dgy ciia gidng vien; Ndng dinb muc chi phi 
gid gidng vugt dinh mue de tang thera thu nhap 
cho gidng vien; Cd che dp khuyen khich, nhdt Id 
nhung gidng vien ed trinh dd va kinh ngbi8ra 
gidng dgy viet chuong trinli vd tdi lieu gidng day 

mdi dap irng nhu ciu bii dudng thudng xuyen 
thay ddi eua khach hdng. 

Hien nay Chinh phu dang diy manh thyc 
hi8n eude each raang edng nghiep 4.0, chinh vi 
the, nha trudng cdn nang dpng tim ra each thftc 
phft hgp dl frang bi them phuang tien day hpc, 
ddng thdi quan tdm lien he vdi cde dja phuong 
lien kSt bdi dudng trang bi may mdc, thiet bj 
phuc vu day hpe theo hudng hi8n dgi, nhim giup 
giang vien thye hien ddi mdi phuang phap gidng 
day theo hudng tich eye hda ngudi hgc. 
3.2. Ddi v&i khdch hdng bin ngodi 

Chii ddng edp nhdt, xdy dung vd de xuat 
mgt sd chuang frinh va kj nang qudn ly mdi eiia 
can bp qudn ly gido dye can bdi dudng d8 khdo 
sat nhu eau bdi dudng d cac dia phuang thdng 
qua phieu khdo sat fren website eua frudng hoac 
thdng qua trao ddi trong ede chuySn di edng tde, 
cdc budi so, tong ket cdc Idp bpc vd td chue khai, 
be gidng d cdc dja phuong; hoac mpt de tai 
nghien cuu klioa hgc ve nhu cdu bdi dudng ciia 
dgi ngu can bp qudn ly gido dye. Tren website 
frudng can cd them phan gidi thieu tdm tdt ede 
chuang trinh va ky nang quan ly mdi eua trudng, 

Chu dpng td chftc tiep cdn vdi ede Idnh dgo 
dja phuong, nhdt la lanh dao eae sd vd phdng 
gido due thong qua ede chuy8n di Idm viec thyc 
te d cdc dja phuong. Chu y Idng nghe y kien gdp 
y, phan dnh cfta ede dia phuong vl kit qud vd va 
nbOng van de can edi thien trong chat lugng boi 
dudng cfta frudng. Dae biet la phdi gift dftng Idi 
hfta vd cam ket vdi cde dia phuang vl kinh phi 
vd ehit lugng boi dudng edn bp quan ly giao 
dye. Cd nhu vdy nhd frudng mdi tgo lap vd gift 
dugc quan be than tbiSn, hgp tde binh ddng vol 
cae dja phuang va tao dugc ngudn tuyen sinh 
hgc vien mdt cdeh on dinh, lau dai. 

Vdi quan dilm xde dinh hgc vien vfta Id 
khdch hdng ben trong vfta Id khdch hang b8n 
ngodi nhd frudng ean doi mdi myc tieu, ndi 
dung, chuang frinh phuang thftc va phuang 
phdp td ehftc bdi dudng; phuong phdp kilm fra, 
ddnh gid kit qua va td chftc qudn ly cac Idp bdi 
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duang can bd qudn Iy gido due theo hudng tiip 
can nang lye, ddng thdi tdng cudng thilt hi phuc 
vy cho viec day va hge efta gidng vien vd hpc 
vien nham nang cao ehit lugng bdi dudng, gift 
vung vd khong ngftng cung cd uy tm, thuang 
hieu cfta nhd trudng. 

Ngodi ra, timg gidng vien n8n cd phieu 
tham dd y kien gdp y cua hgc viSn ve npi dung, 
phuang phdp gidng day khi ket thftc chuyen de 
gidng day eua minh. Ket thuc tftng khda hpc, 
phdng dao tao va bO phan khdo thi va ddm bdo 
chat lugng nen cd phieu tham dd y kien gdp y 
cfta hpc vi8n ve ehdt lugng ehuong trinh, gido 
trinh, tdi Ii8u hge tdp edeb thfte td chftc Idp hgc, 
kilm fra danh gid kit qua hpe tap eua hge vi8n, 
hinh thfte td chftc, ndi dung, phuong phdp gidng 
day cua gidng vien vd thdi dp phuc vy cua can 
bg qudn ly va nhan vien nha trudng. 

4. KET LUAN 
Cdng tdc tuyin sinh, bdi dudng can bd qudn 

ly gido due hien nay rit khd khan, phftc tap, 

trude yeu cau dSi mdi gido due eung nhu frudc 

sy canh ngdy edng quy8t liet gifta ede eo sd boi 

duang. Dieu nay tgo dpng lyc de cdc ca sd bdi 

dudng phai khdng ngftng canh tranb, nang cao 

ehit lugng bdi duong nhdm dap ftng, thda man 

tdt nhat nhu cau cua khach hang nhung eung dat 

ra nhiiu thdch thftc cho eac co sd bdi dudng. 

hieu frudng cdc ca sd bdi dudng can phai cd 

nhung bien phap vua mang tinh khoa hgc, vfta 

mang tinb nghe thuat vd khd tbi de thda man 

ngdy edng tdt hon nhu cdu cfta khdch hang ben 

trong Idn khdch hdng bSn ngodi, gop phan ndng 

eao ehdt lugng vd hi8u qud bdi dudng dl khdng 

djnh sy tdn tgi va phdt friln nhd frudng mOt each 

vftng chic. 
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