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TOM TAT

Nham nang cao chdt lirong dao tao, co sé gido duc dai hoc (CSGD) can thiét thuc hién cdi
tién char heong sau kiém d@inh CSGD. Cai tién chdt luwong lién tuc theo chu trinh Plan-Do-
Check-Act (PDCA) la cong cu gitip truong, kiém soat chat liong gido duc hi¢u qud. Bai viét
nay nham muc tiéu chia sé cac gidi phap 16 chirc thuwce hién cdi tién chat lwong sau kiém dinh
CSGD tgi Truong Dai hoc Tay Do. Cac giai phap thyc hi¢n viéc cdi tién chat lirong sau danh
gia ngoai bao gom: (1) Dinh ky ra soat, bé sung, diéu chinh va trién khai thue hién hiéu qua
muc tiéu, tam nhin, v chién lwoc phat trién ciia nha truong; (2) Hoan thién h¢ thong bdo
dam chat lwong (BPCL) bén trong; va (3) Thuee hién kiém dinh cac chirong trinh dao tao
theo quy dinh ciia Bé Gido duc va Pdo tao.

Tir khoa: Cai tién lién tuc, chat lwong co sé 9ido duc, giai phap, PDCA

Trich din: Lé Hoang Lé Thity, Nguyén Thi Khanh Véan va Nguyén Pham Quédc Anh, 2021.
Giai phap thuc hién cai tién chat luong sau kiém dinh chat lugng tai Truong Dai
hoc Tay D6. Tap chi Nghién ctru khoa hoc va Phat trién kinh té Truong Pai hoc
Tay Do. 12: 207-216.

“Ths. Lé Hodng Lé Thiy - PGD. Trung tdm Pam bdo Chdt lirong, Truong Pai hoc Tay D6
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1. GIOI THIEU

Chu trinh cai tién chét luong 1a mot
cdng cu hiéu qua gitp cac co so giao duc
kiém soat va dam bao chét lugng gido duc
sau d4nh gi4 ngoai. Chu trinh cai tién chét
lwong  Deming  Plan-Do-Check-Act
(PDCA) duoc st dung trong nhiéu linh
vuc khac nhau con goi la chu trinh cai tién
lien tuc (Nguyén Nhu Phong, 2009;
Nguyén Thi Uyén, 2017). Cai tién nham
nang cao chat lugng dao tao, nang cao
nang lyC canh tranh, nang cao thuong
hiéu ctia mdi co so gido duc (CSGD). Do
d6, ngay sau khi c6 két qua kiém dinh
CSGD, Truong Dai hoc Tay Do (DHTD)
da xay dung ké hoach cai tién chat luong.
Theo Mai Van Chung (2018), x&y dung
va thie hién hoat dong cai tién chat lugng
sau kiém dinh chat luong CSGD gom cac
giai phap sau: (1) Pinh Ki ra soat, bo sung,
diéu chinh va trién khai thuc hién hiéu
qua muc tiéu, tim nhin, va chién lugc
phét trién cua nha trudng; (2) Hoan thién
hé théng bao dam chat lugng (BPCL)
bén trong (3) Thuc hién kiém dinh céc
chuong trinh dao tao theo quy dinh cua
B6 Giao duc va bBao tao (GD&DT).

2. PINH KY RA SOAT, PIEU
CHINH VA TRIEN KHAI THUC
HIEN MUC TIEU, TAM NHIN VA

CHIEN LUQC PHAT TRIEN CUA
NHA TRUONG

Két qua kiém dinh chat luong CSGD
da giap Truong DHTD nhin nhan hién
trang ctia minh va xac dinh dugc nhirng
van dé trong tdm & cap chién luoc can
phai thuc hién dé cai tién chit luong.
Ngay sau khi dugc cdng nhan dat chat
lwgng gido duc, nhan dugc khuyén nghi
cua PBoan danh gia ngoai, Truong da xac
dinh can phai hoan thién céc van dé vé
chién luoc dé tao tién dé cho viéc cai tién
chat lugng hoat dong cua Nha truong.
Trudng thanh 1ap Ban xay dung chién
lugc giai doan 2018-2023 va ra soét, bo
sung, diéu chinh tam nhin, s mang, gia
tri c6t 18i, triét Iy gido duc. Bé nang cao
chat lugng, Ban Gidm hiéu Nha truong
x4c dinh mét trong nhitng viéc can lam 1a
xac dinh vi tri ciia Truong trong hé thong
giao duc dai hoc trong nuwdc va khu vuc.
Truong di hoan thién lai hé thong quan
tri phi hop véi CSGD. Co ciu to chuc
cta Truong t6 chic lai phi hop véi dinh
huéng phat trién. Cac chinh sach vé dao
tao, nghién ciu khoa hoc, phuc vu cong
dong dugc ra soat. Nguon lyc tai chinh va
co s& Vat chat dugc quan 1y theo ding quy
trinh, thuong xuyén dugc ra soat va cai
tien.
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Bang 1. Ra soat, b6 sung, diéu chinh tAm nhin va chién lwgc phat trién ciia Nha

trwong
N y Giai doan cai tién theo khuyén nghi
STT Noi dung Nam 2017 Nim 2018 Nam 2020
1 Str mang Co Ra soat, cap nhat, bo sung
2. Tam nhin Co Ra soét, cap nhat, bd sung
3 Chien lugc Chien lugc 1. Chién lugc phat trién
phat trién Truong PHTD giai doan
Truong DHTD 2018-2023, tim nhin
glai doan 2035;
2012-2017 2. Logframe ké hoach thyc
hién thanh cong muc tiéu
chién lugc giai doan
2018-2023, tim nhin
2035
4. Tri tué - Nan . <
Gia tri cbt 16i dong — Séng ® Tritug- Sang ta0 -Nang
dong - boi méi
tao )
5. L v s R . Hoc tap suot doi
Triét ly giao duc Khéng co Thuc hoc, thuc nghiép.
6. Xéc dinh vi tri coa Gidy chung
Truong trong hé nhan xép
thdng gido duc dai hang 3*
hoc trong nudc va UPM
khu vuc (University
Performance
Metrics-Hé
thdng
dbi sanh chat
luong dai
hoc)

(Nguon: Truong Dai hoc Tay D6, 2020)

3. HOAN THIEN HE THONG BAO
PAM CHAT LUQNG BEN TRONG

3.1. H¢ thong bao dam chat lwgng bén
trong

Truong dai hoc phai c6 mot chu truong
rd rang vé chét lwong. Chu truong d6 phai
dugc thé hién bang nhitng phuong cham cu
thé, boi 18 chat lugng khong ty nhién xudt

hién, ma phai c6 ké hoach chién lugc va to
chtrc thyc hién theo mét cach thirc phu hop,
c6 hé thdng, chinh sach, thu tuc quy trinh,
hanh dong va thai do duoc xac dinh tir
trudc nhém dat duoc, duy tri, gidm sat va
cung cb chat luong (Woodhouse, 1998).
Bao dam chat luong 12 yéu t6 séng con dé
khang dinh uy tin, vi thé va hoi nhap vao
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nén gi4o duc dai hoc toan cau. Mudn bao
dam chat lugng doi hoi truong dai hoc phai
xay dung hé thong BBCL bén trong
(Nguyén Minh Tri, 2019). Sy van hanh cta
hé théng BDCL bén trong doi hoi can phai
cd cac chinh sach, quy trinh, quy dinh,
dugc ban hanh tuong g vdi muc tiéu, st
mang, chién luoc cia Nha truong (Nguyén
Thi Hoai Nam, 2019). Nhan thtc dugc tim
quan trong d6, Trung tdm Khao thi & Kiém
dinh chat luong gi4o duc Truong PHTD da
duoc thanh 1ap theo quyét dinh s6 08/Qb-
DHTD vao ngay 19/01/2009, 1a tién than
cua Trung tim Pam bao chit luong gido

trong da dan duoc thiét lap. Hé théng
BDCL bén trong Truong DPHTD bao gom
4 cap d6: Hoi dong Truong, Hoi ddng
PBCLGD, Trung tim DPBCLGD va cac T
BDCL gém cac don vi Cép Phong, Ban,
Khoa, BO mon truc thuoc Ban Giam hiéu.
Hé théng BDPCL bén trong dugc van hanh
theo chu trinh PDCA vdéi cac chinh sach,
quy dinh, quy trinh twong ng va&i st mang,
muc tiéu chién lugc ma Nha trudng huéng
dén. Su hinh thanh hé thong BPCL bén
trong gilip cac hoat dong BDCL duoc trién
khai c6 hé thong va ddng bo & cac don vi.
Céau tric Hé thong BPCL bén trong

duc (DBCLGD) hién nay. Ké tr do, cdc  Truong DPHTD nhu sau:
thanh phan khac cua hé thong BDCL bén
Hoi dong Truong
Hoi dong BDCLGD
Trung tam BDCLGD
| |
Cac 16 BDCL Cac t6 BBCL Cac t6 BDCL
Ph ong, B'aAm Khoa/Bo mon Trung tam
va Thu vién

Hinh 1. Céu trac hé théng BPCL bén trong Truwong PHTD
(Nguon: Trieong Pai hoc Tay Pé, 2021)

Trén cung cua hé théng, Hoi dong
Truong dinh hudng phét trién; ban hanh
chinh sach, nghi quyét; phé duyét céc ké
hoach chién lugc cho toan bd hé théng.
Hoi dong PBCLGD xay dung ké hoach
va té chuc thuc hién cong tic BDCL va
kiém dinh chat luvong gi4o duc. Trung tam

DBCLGD dong vai tro chinh trong vi¢c
diéu phdi, thac day va giam sat hoat dong
BDCL, 1a cau ndi giita Hoi ddng
PBCLGD va cac to6 BDCL trong Nha
truong. Cac T6 BPCL cap Phong, Ban,
Khoa/Bd mén truc tiép thuc hién cac hoat
dong BDCL.
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Bang 2. Sw thay ddi cau tric Hé thong BPCL bén trong Truong PHTD

Giai doan cai tién theo khuyén nghi

STT Ngi dung Nam 2017 —g2112019  Nam 2020  Nam 2021
Cau trac hé thng A ok Ak
1. BDCL bén trong 'gﬁéi"t';ig HT?lg‘r’]”g
Nha truong : g
2. T4BDCL 16 1 1915 20 16 20 16

(Nguon: Trwong Pai hoc Tay D6, 2017-2021)

_3.2. Kién toan don vi chuyén trach
ve BDCL

3.2.1. Trung tdam PBCLGD

La don vi chuyén trach cong tic BbCL
cia Truong DPHTD. Hién nay, nhan su
ctia Trung tdm gom c6 05 ngudi: Giam
dbc, Pho Giam ddc va 03 chuyén vién.

Chirc nang hién tai ctia Trung tdm
gom:

- Tham muu, dé xuét cac chi tiéu chat
luong, Xay dung cac muc tiéu, chinh sach,
chuong trinh, ké hoach va chién lugc vé
BDCL bén trong Truong, xay dung ké
hoach, cong cu quan ly, kiém tra, ddnh
gia, cac quy trinh BDCL.

- T6 chirc va phdi hop céc don vi khac
trong truong thyc hién ty danh gia cap
CSGD, cap CTDT.

- Bau mdi lién lac vai céc t chirc danh
gia, kiém dinh trong va ngoai nudc.

3.3.2. Mang lwéi céc té6 BPCL

Mang luéi cac To6 BBCL cap Phong,
Ban, Khoa dugc thanh lap vao ngay
17/8/2016 va dén nay da hinh thanh 20 T6
BDCL Phong, Ban, Trung tdm, Khoa va
Bo mdn tryc thuoc Ban Giam hiéu. Thanh
phan gém c6 Pho don vi 14 to truong va

cac chuyén vién, giang vién la thanh vién.
Nhiém vu c4c T6 BBCL gom:

- Lap ké hoach BDCL, phat trién nhan
luc cho BDCL, thiét ké va cai tién CTDT,
khao sat va thu thap phan hoi tir cac bén
lién quan.

- Cap nhat co so dir liéu, dinh ky ra
soat dir liéu cua don vi; dam bao tinh day
du, chinh xac, ré rang, minh bach va hop
ly cé&c dir liéu.

- Luu trit co s¢ dir liéu, minh ching,
lap h6 so minh chiing cia don vi lam co
s& cho hoat dong tu danh gia va viét bao
cao tu danh gia.

- Ty danh gia cap CTPT cua khoa.

- Xay dung va trién khai thyc hién ké
hqach cai tién chat luvong, dinh ky bdo céo
ket qua.

- Phéi hop thuc hién cac dé an cai tién
chat luwong chung cua Truong.

3.3. Tang cwong nang lwc BDCL bén
trong cho do¢i ngii can bg, vién chirc cua
Nha truong

Truong DHTD thuong xuyén dé cir
can bo tham dy cac khoa tap huan nham
néng cao nang luc cho can bd thuc hién
cong tac BDCL.
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3.3.1. Tang cwong ning luc BDCL
bén trong cho can bé chuyén trach cong
tac bdo ddam chat lugng

Truc thudc Trung tdm DBCLGD hién
nay gdom c6 05 nguoi: 01 ¢d thé kiém dinh
vién, 02 c6 ching chi hoan thanh khoa
hoc kiém dinh vién va 02 chuyén vién da
cb cac chung nhan tham gia cac khoa tap
huén vé viét bao cao tu danh gia CSGD,
CTDT va céc 16p tap huan khac. Can bo
cta Trung tam thuong xuyén duoc tham
du hoi thao, cac 16p tap huin do céc
Trung tam kiém dinh chat luong gido duc
va Bo GD&DT t6 chre.

3.3.2. Tang cwong ndng lwc BDCL
bén trong cho can b¢ thuéc cac To
BDCL

Cac thanh vién T6 BDPCL dugc tham
du cac 16p tap huin do cac Trung tam
Kiém dinh chat luong gido duc va cac
don vi ¢6 tham quyén to chirc theo quy
dinh cia B6 GD&PT gbém: Trung tam
Khao thi va danh gi& chat lugng dao tao -
Pai hoc Qubc gia HCM, Trung tam kiém
dinh chit luong gido duc Pai hoc Qudc
gia HCM, Vién Pam bao chat luong gido
duc - Pai hoc Quédc gia Ha Noi, Trung
tam kiém dinh chét luong gido duc Pai
hoc Qudc gia Ha Noi. Ngoai ra, kiém
dinh vién va cac thanh vién da hoan thanh
khoa hoc kiém dinh vién thudc Trung tam

PBCLGD Truong DHTD di trién khai
huéng dan Cong vin s6 1669/QLCL-
KDCLGD ngay 31/12/2019 cia Cuc
Quan ly chit lugng cho cac t6 BPCL va
tap hudn cac chuyén dé vé Xay dung
CTDT tiép can md hinh CDIO P1, Xay
dung Béang hoi vé chuin dau ra (CDR),
Tap huan t6 chac Hoi thao CPR, Téap
huan xay dung muc tiéu dao tao dap ung
CDbR, Tap huén td chirc su kién, Tap huin
xay dung Khung CTDT dap ing muc tiéu
dao tao va CDR. Bén canh do, cac thanh
vién nay da tham gia lam quan sat vién
trong cac Poan danh gia ngoai CSGD va
CTDT cua c4c Trung tdm kiém dinh chat
luong gido duc PHQG HCM va PHQG
Ha Noi; Va trién khai cac hoat dong
BDCL trong Nha truong ciing nhu trong
cac dot kiém dinh chat luong CSGD va
CTDT qua kinh nghiém hoc tap tir cac
chuyén cong tac thuc té.

Cac thanh vién T6 BDCL tham du tap
huan dugc cép gidy chimg hoan thanh
khoa tap hudn tir cdc don vi cO thim
quyén td chuc theo quy dinh cua Bo
GD&DT. C6 01 thanh vién To BDCL ¢6
chtng chi hoan thanh khda hoc kiém dinh
vién. Nhu vay, toan truong ¢ 01 kiém
dinh vién va 03 cén b c6 ching chi hoan
thanh khoa hoc kiém dinh vién kiém dinh
chat luong gi4o duc.
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Bang 3. Poi sanh ndi dung, sb lwgng cac khoa tap huin nim 2017 véi giai doan cai

tién
1 ;;:aetc bség [():éo ty danh 02 02 0 0
) \C/uTe:) t%éo tu danh gia 01 02 0 0
s N SR o wdm oo
e (c6 thé) chi) chi)
g Hoi thao vé chat 0 0 03 04

lwong giao duc

(Nguon: Truong Pai hoc Tay D6, 2017-2020)

3.4. Xay dung ké hoach BDCL va
trien khai thwe hién ke hoach da de ra

34.1. Xay dung ké hoach BDCL
hang nam

Sau khi nhan Giay chitng nhan dat chat
lugng cap CSGD vao ngay 30/3/2018,
Truong di ban hanh Ké hoach cai tién
chat lwong theo khuyén nghi cua Poan
danh gia ngoai giai doan 2018-2020 vao
ngay 11/5/2018. Hang nim, Truong déu
c6 ké hoach BDCL niam hoc. Cac T6
BDCL cin ctr vao ké hoach BDCL ctia
Truong dé 1ap ké hoach thyc hién chi tiéu
chat luong cta don vi. Yéu cau cua Ké
hoach thuc hién chi tiéu chit lwong cua
T6 BPCL duoc l1ap theo mau do Trung
tam PBCLGD cta Truong phd bién.
Biéu mau ké hoach c6 ndi dung chi tiéu
chat lugng, phan cong c& nhan thuc hién,
thoi han hoan thanh va minh ching can
dat duoc theo Chu trinh PDCA. Hoi dong
DBCLGD hop véi Trung tam BBCLGD

va cac To BDCL dé trién khai viéc dang
ky chi tiéu chat lwong dudi sy cha tri cua
Ban Giam hiéu. Ké& hoach thuc hién chi
tiéu chat luong hang nim cua cac don vi
dugc Hiéu truong phé duyét. Bén canh
nhitng khuyén nghi cia Poan danh gia
ngoai, cac hoat dong thuong nién va chi
tiéu nhiém vu nam hoc cua Trudng cling
duoc dua vao ké hoach thuc hién.

3.4.2. Trién khai thwc hié¢n ké hoach
hang ndam

- Trung tam PBCLGD trién khai, giam
sat toan bo hoat dong bao dam chat
luong, tién do thuc hién cai tién chat
lwgng cua cac to6 BDCL, nhiém vu nim
hoc theo ké hoach di duoc phé duyét.

- binh ky hang thang, can bo cua
Trung tim DBCLGD hop véi Té BDCL
dé ra soét tién do thyuc hién cai tién chat
luong va huong dan, gop y viéc thuc hién
hoat dong cai tién cho céc to BDCL.
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- Gitra va cudi chu ky thuc hién, cac to
BBCL giri bao cao so két va béo céo tong
két viéc thuc hién chi tiéu chat luong vé
cho Trung tam DBCLGD; Trung tam
tong hop béo c4o Ban Giam hiéu.

- Viéc thuc hién cai tién chit luong
theo cac chi tiéu chat luong do cac T
BDCL diang ky tir ddu nam hoc 1a mot
trong cac tiéu chi xét thi dua hoan thanh
nhiém vu cua don vi.

- Minh chiing gdc duogc sap xép theo
nguyén tic PDCA, theo ting tiéu chuan,
ti€u chi va Iuu trir tai don vi.

- Minh chimg duoc s hoa va quan ly
truc tuyén gidp thuan tién cho cong tac
cap nhat, tra ciru qua d6 phuc vu hiéu qua
hon cho cong tdc BDCL cua Truong.

Céac To BDCL Khoa/B mon dao tao
va cac Phong, Ban, Trung tam da to chic

thue hién dong bo ké hoach bao ¢am chat
lugng hang nam. Sau ntra chu ky (2,5
nim) thuc hién viéc cai tién chit luong
theo khuyén nghi cia Poan danh gia
ngoai, Nha truong lap bao céo guri Trung
tdm kiém dinh va Iap ké hoach cac linh
vuc can tiép tuc cai tién cho nira chu ky
con lai trong chu ky 5 nam.

4. THUC HIEN KIEM PINH CAC
CHUONG TRINH PAO TAO

Trong giai doan cai tién chat luong
2018-2021, Truong BPHTD da hoan thanh
viéc kiém dinh chat luong 08 CTPT va
nhan chiing nhan kiém dinh chat luong
bao gdm 07 CTPT Pai hoc chinh quy:
Quan tri kinh doanh, Ké toan, Tai chinh
Ngan hang, Duoc hoc, Quan tri Dich vu
Du lich & Lir hanh, Ngén ngir Anh, Luat
kinh té va 01 CTDT Thac si Quan tri kinh
doanh.

Bang 4. Pdi sanh s6 lwong CTPT da kiém dinh nim 2017 va giai doan cai tién

Giai doan cii tién theo khuyén nghi

STT N@i dung Nam 2017 Nim 2020 Nim 2021 Ghi chu
g Tong cong:
1.  Kiém dinh CTDT 00 04 04 08 CTPT

(Nguon: Trueong Pai hoc Tay P6, 2017-2021)

Nam 2019, cac chuong trinh dao tao
dai hoc chinh quy gém Quan tri kinh
doanh, K& toan, Tai chinh - Ngan hang va
Duoc hoc di duoc kiém dinh chat luong
gido duc. Két qua dat dugc twong wng
gom 82% (03 CTDT dau tién) va 84%
trén tong sé 50 tiéu chi dat theo B tiéu
chuan ciia B6 GD&DPT. Cudi nim 2020,
sau gan 1 nam thuc hién cac khuyén nghi
cia Poan danh gia ngoai, cac CTDT dai

hoc Quan tri Dich vu Du lich & Lir hanh,
Ngon ngit Anh, Luat kinh té va CTDT
Thac si Quan tri kinh doanh dugc Nha
truong dang ky kiém dinh cht lwvong gido
duc va dat két qua kiém dinh vao nim
2021 nhu sau: Ngon Ngit Anh dat 82%,
Quan tri Dich vu Du lich & L@ hanh va
Thac si QTKD dat 86% va Luat kinh té
dat 88%.
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Kiém dinh chit luong gido duc céc
CTDT la 1oi tuyén bd téi cac bén lién
quan vé& hién trang chit luong cua
Truong. Viéc tu nguyén dang ky kiém
dinh dugc xem 1a 161 cam két vé chat
lrong dao tao ma Nha truong mang lai
cho nguoi hoc va cac bén lién quan khac
nhu: Nha tuyén dung, cac dbi tac, xa
hoi,... Viéc kiém dinh chat luong gido duc
cac CTDT giap Ban Giam hiéu Nha
trrong c6 co hoi xem xét lai toan bo hoat
dong cua Trudng mot cach cd hé thdng,
nhin nhan nhirng mat manh, mit yéu cua
CTDT dé tir 6 diéu chinh céc hoat dong
theo mot chuan muc nhat dinh, cé cac ké
hoach hanh dong tiép theo phu hop.

5. KET LUAN

Két qua cua nhitng dot kiém dinh chat
lwong gido duc chi thuc su ¢6 y nghia khi
CSGD trién khai thuc hién cac bién phap
cai tién, nang cao chat luong sau danh gia
ngoai. Cac giai phap thuc hién hoat dong
cai tién chat luong: Pinh Ky ra soét, bod
sung, diéu chinh va trién khai thuc hién
hiéu qua muc tiéu, tam nhin va chién lugc
phét trién cia nha truong; hoan thién hé
thong bao dam chat lwong bén trong va
thuc hién kiém dinh CTDT di giup
truong minh bach hod, cong khai théng
tin; cong tac quan 1y di vao né nép; khac
phuc nhitng diém yéu s& mang lai lgi ich
1au dai cho don vi ddo tao; tao tién dé xay
dung vin hod chit lwong trong toan hé
thong. Tur d6, Nha truong ty nang cao
chat luong va uy tin 1én mot tam cao mai.

TAI LIEU THAM KHAO

1. Mai Van Chung, 2018. Kiém dinh
chat luong gido duc va yéu cau doi vai
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SOLUTIONS FOR IMPLEMENTING QUALITY IMPROVEMENT
AFTER ACCREDITATION AT TAY DO UNIVERSITY

Le Hoang Le Thuy*, Nguyen Thi Khanh Van and Nguyen Pham Quoc Anh
Center for Education Quality Assurance, Tay Do University
("Email: Inlthuy@tdu.edu.vn)

ABSTRACT

To improve educational quality, it is necessary to improve the quality after accreditation in
higher education institutions. The continuous quality improvement cycle following the PDCA
cycle is a tool to control the quality of education effectively. In this article, we share some
solutions for implementing quality improvement of education after accreditation at Tay Do
University. Three solutions have been implemented for the quality improvement after its
external assessment: (1) Periodically checking, adding, adjusting, and effectively
implementing the objectives, vision and development strategies of the University; (2)
Completing the internal quality assurance system; (3) Accrediting the study programs in
accordance with the regulations of Ministry of Education and Training.

Keywords: Continuous improvement, PDCA, quality in higher education, solutions
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