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L&i n6i diu

TCVN ISO 21001:2019 hoan fean twong dwong voi
1SO 21001:2018;

TCVN ISO 21001:2019 do Ban k§ thuat Tiéu chuén Quéc gia
TCVN/176 Quén ly chét lwong va Dam bdo chét legng
bién soan, Tdng cuc Tiéu chuin Do lwéng Chét lwgng
dé nghi, Bd Khoa hoc va Céng nghé cong bé.

TCVN ISO 21001:2019
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Le&i gidi thieu
0.1 Khai quat

Tiéu chudn nay cung cdp cong cy quan Iy chung
cho cac & chire cung cip san pham va dich vy
gido dyc c6 thé dap (ng yéu ciu cla ngudi hoc
va céc bén huong lgi khac.

0.2 Sy lién quan

Cé nhu céu thiét yéu va thudng xuyén ddi v&i cac
td chirc gido dyc trong viéc danh gia mirc do to
chirc dap (mg céc yéu cdu clia ngudi hoc, cac
bén hwéng loi, cac bén quan tam co lién quan
khac va trong viéc nang cao kha néng ctia 16 chirc
trong viéc duy tri didu nay.

CHU THICH: Viéc phan loai cac bén quan tam trong
chirc gido dyc dugre néu trong Phu luc C.

Méac du t& chirc gido duc va ngwdi hoc trén toan
cau la cac bén hudng loi chinh tir tiéu chudn nay,
nhung tat ca cac bén quan tam ciing sé hwdng loi
tir hé théng quan Iy dwoc chuln héa cla tb chirc
giao duc.

VI DU: Nguwéi st dung lao dong tai trg va khuyén khich
nhén vién tham gia vao cac dich vu gido duc cling cé
thé hudng loi tt tigu chudn nay.

Loi ich tiém &n cho td chirc ti viéc ap dung hé
théng quan 1y cho t chirc giao duc (EOMS) theo
tigu chuén nay la:

a) céc muyc tiéu va hoat ddng lien két tbt hon voi
chinh sach (bao gdm ca st ménh va tAm
nhin);

b) trach nhiém xa hdi dwoc ndng cao thong qua
viéc cung cap gido duc co chat lugng toan

dién va cdng bang cho tt ca moi ngudi;

viéc hoc tap dwoc chuyén biét hdéa hon va dap

Introduction
0.1 General

This document provides a common management

tool for organizations providing educational
products and services capable of meeting learners'’

and other beneficiaries' requirements.
0.2 Relevance

There is a critical and continuous need for
educational organizations to evaluate the degree
to which they meet the requirements of learners
and other beneficiaries, as well as other relevant
interested parties and to improve their ability to

continue to do so.

NOTE A classification of interested paries in
educational organizations is provided in Annex C.

Although educational organizations and learners
worldwide are the main beneficiaries of this
document, all interested parties will benefit from
standardized management systems in educational

organizations.

EXAMPLE who and

encourage staff to participate in educational services

Employers sponsor

can also benefit from this document.

The potential benefits to an organization of

implementing a management system for
educational organizations (EOMS) based on this

document are;

a) better alignment of objectives and activities with

policy (including mission and vision);

b) enhanced social responsibility by providing

inclusive and equitable quality education for all;

c) more personalized learning and effective



{rng hiéu lc hon tat ¢a ngudi hoc va dic biét
la nhixng ngudi cé nhu cdu gido duc dic biét,
ngudi hoc tlr xa va co hoi hoc tap subt doi;

d) cac qué trinh va céc cong cu danh gia nhat
quan dé chirng to va lam tang hiéu lyc va higu
qua;

e) tang uy tin cla té chic;

f) cach thirc gilip td chirc gido duc chirng t6 cam
két clia minh d6i vai viéc thire hanh quan ly
giao duc co hiéu hyc;

g) van hoa vé cai tién 6 chirc;

h) hai hoa tiéu chudn khu vyc, quéc gia, tiéu

chuan md, tiéu chuln ddc quyén va cac tiéu
chun khac trong khudn khé quéc té;

i) md rong sy tham gia clia cac bén quan tam;
)]

0.3 Mbi quan hé giira tiéu chuan nay véi cac

khich 1& sy xuét sac va ddi mai.

tidu chuin khac

Tiéu chuan nay la mdt tiéu chudn vé hé théng
quan ly doc lap, théng nhat véi TCVN I1SO 9001,
Tiéu chudn nay chd trong vao hé thdng quan ly
clia t& chirc gido duc cling nhw anh huéng cla
hé thong téi ngudi hoc va cac bén quan tam cé
lién quan.

Tiéu chuan nay phlt hop vé&i cac yéu clu vé tiéu
chudn hé théng quan ly. Nhitng yéu cu ndy bao
gdm cdu tric cip cao, ndi dung cdt 16i twong
ddng va cac thuat ngl, dinh nghfa chung duwgc
thiét ké dé tao thuan lgi cho ngudi st dyng trong
viéc ap dung nhidu tiéu chudn ctia 1SO vé& hé
théng quan ly.

Tiéu chuan nay co thé dwgc 4p dung clng voi
cac tidu chudn hodc tai lidu lien quan khac cla

TCVN ISO 21001:2019
response to all learners and particularly to
learners with special education needs, distance

learners and lifelong learning opportunities;

d) consistent processes and evaluation tools to
demonstrate and increase effectiveness and
efficiency;

e) increased credibility of the organization;

f) a means that enables educational organizations
to demonstrate their commitment to effective
educational management practices;

g) a culture for organizational improvement;

h) harmonization of regional, national, open,
proprietary, and other standards within an

international framework;
i) widened participation of interested parties;

j) stimulation of excellence and innovation.

0.3 Relationship between this document and

other International Standards

This document is a stand-alone management
system standard, aligned with ISO 9001. It focuses
on the management systems of educational
organizations as well as the impact of these on

learners and other relevant interested parties.

This document conforms to ISO's requirements for
These
requirements include a high level structure,

management  system  standards.
identical core text, and common terms with core
definitions, designed to benefit users implementing

multiple ISO management system standards.

This document can be implemented alongside

regional, national, open, proprietary and other
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khu vyc, quéc gia, tiéu chuan, tai lisu mé, doc
quyén va tidu chudn, tai lidu khac.

CHU THICH: Phy Iyc F néu vi dy vé& cach thirc ap
dyng tiéu chudn nay cing véi Khung dam bdo chét
lwong gido duc va dao tao nghé cla Chéu Au
(EQAVET).

0.4 Nguyén tac doi véii EOMS

EOMS dbi hdi cac nguyén tic quan Iy sau:

a) hudng vao nguwdi hoc va cac bén huwong loi
khac;

b) lanh dao c6 tdm nhin;

c) sw tham gia ctia moi ngudi;

d) cach tiép can theo qua trinh;

e) caitién;

f) quyét dinh dua trén bang chirng;
g) quan ly mdi quan hé;

h) trach nhiém xa hoi;

i) kha nang tiép can va su binh dang;
j) tng xtr cé dao dirc trong gido dyc;
k) an toan va bao vé di liéu.

CHU THICH: Chi tiét v& cac nguyén tic nay dwoc phan
tich trong Phuy lyc B.

0.5 Cach tiép can theo qua trinh
0.5.1 Khai quat

Tiéu chudn nay thiic day viéc chép nhan cach
tiép cén theo qua trinh khi xay dung, ap dung va
cai tién hiéu lyc clia EOMS nhdm ndng cao sy
théa man clia ngudi hoc va bén hwdng loi khac
thdng qua viéc d&p (ng c4c yéu clu clia ngudi
hoc va bé&n hudng loi khac. Cac yéu cdu cy thé
dugc coi la thiét yéu trong viéc chip nhan cach
tiép can theo qua trinh dugc nédu & 4.4.

10

standards or related documents.

NOTE Annex F provides an example of how to
implement this document alongside the European
Quality Assurance Framework for Vocational Education
and Training (EQAVET).

0.4 Principles for an EOMS

This EOMS entails the following management
principles:

a) focus on learners and other beneficiaries;

b) visionary leadership;,

¢) engagenment of people;

d) process approach;

e) improvement;

f) evidence-based decisions;
g) relationship management;
h) social responsibility;

i) accessibility and equity;

j) ethical conduct in education;

k) data security and protection.

NOTE The details of these principles are analysed in
Annex B.

0.5 Process approach
0.5.1 General

This document promotes the adoption of a
process approach when developing, implementing
and improving the effectiveness of an EOMS, to
enhance learmner and other beneficiary satisfaction
by meeting leammer and other beneficiary
requirements. Specific requirements considered
essential to the adoption of a process approach

are included in 4.4.



Viéc hiéu va quan Iy cac qua trinh lign quan I3n
nhau nhw mét hé théng dong gép cho hiéu lwc va
hiéu qua trong viéc dat dwoc cac két qua dw kién
clia t& chirc. C4ch tiép can nay gitp t& chirc kiém
soat mdi quan hé va sy phu thudc 1&n nhau gitra
cac qua trinh clia hé théng, sao cho két qua thuc
hién téng thé clia td chire co thé dwoe nang cao.

Cach tiép can theo qué trinh doi hdi viéc xac dinh
va quan Iy mdt cach hé théng céc qua trinh va sy
twong tac gitra cac qua trinh, dé dat dugrc két qua
dw kién theo chinh sach, muc tiéu va ké hoach
chién lwgc clia t6 chirc. Viéc quan Iy cac qua trinh
va hé théng nhu mét tong thé co thé dat dugc
théng qua viéc sir dung chu trinh PDCA (xem
0.5.2) v&i sw tap trung tong thé vao tw duy dua
trén rli ro (xem 0.5.3) nhdm n&m bt co hoi va
ngan nglra cac két qua khong mong mudn. Viéc
ap dung cach tiép can theo qué trinh trong EOMS
giup:

- hiéu va nhét quan trong viéc dap (ng cac y&u

chu;

- xem xét c4c qua trinh v& mét gia trj gia tang;

- dat dwoc cac két qua thyc hién qua trinh co
hiéu lyc;

- cai tién cac qua trinh trén co s& danh gia dd
ligu va thdng tin.

Hinh 1 biéu dién duwdi dang so dd qua trinh bat ky
va thé hién sy tvong tac gilva cac yéu to clia qua
trinh. Cac diém kiém tra trong theo déi va do
lwéng can thiét cho viéc kiém soat 12 cy thé cho
tlrng qua trinh va sé thay doi tuy thudc vao rii ro
cd lién quan.
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Understanding and managing interrelated
processes as a system contributes to the
organization's effectiveness and efficiency in
achieving its intended results. This approach
the the

interrelationships and interdependencies among

enables organization to confrol
the processes of the system, so that the overall

performance of the organization can be enhanced.

The process approach involves the systematic
definition and management of processes, and
their interactions, so as to achieve the intended
results in accordance with the policy, objectives and
strategic plan of the organization. Management of
the processes and the system as a whole can be
achieved using the PDCA cycle (see 0.5.2) with an
overall focus on risk-based thinking (see 0.5.3)
aimed at taking advantage of opportunities and
preventing undesirable results. The application of
the process approach in an EOMS enables:

- understanding and consistency in meeting

requirements;

- the consideration of processes in terms of

added value:

- the
performance;

achievement of effective process

- improvement of processes based on evaluation

of data and information.

Figure 1 gives a schematic representation of any
process and shows the interaction of its elements.
The monitoring and measuring check points,
which are necessary for control, are specific to
each process and will vary depending on the
related risks.

11
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0.5.2 Chu trinh Hoach dinh - Thyc hién - Kiém

tra -

Hanh ddng

Chu trinh Hoach dinh — Thyc hién — Kiém tra -
Hanh dong (PDCA) co thé dwoc ap dung cho tt
ca cac qua trinh va cho toan b EOMS.

Hin

h 2 minh hoa céc diéu tir 4 dén 10 c6 thé duoc

chia nhém theo chu trinh PDCA.

Chu trinh PDCA c6 thé dugc md ta tom tit nhe

sau:

-

Hoach dinh: thiét lap cac muyc tiéu va cac qua
trinh clia hé théng; cac ngudn lc cin thiét gé
mang lai két qua phii hop voi yéu clu clia
ngwi hoc va bén hwdng loi va céc chinh sach
clia td chirc; nhan biét va gidi quyét cac rii ro
va co hdi;

Thwe hién: thyec hién nhirng ndi dung da
hoach dinh;

Kiém tra: theo ddi va (khi thyre hién dwec) do
lwéng cac qua trinh va cac san phdm va dich
vu tao ra theo chinh sach, muc tiéu, cac yéu
cdu va cac hoat déng da hoach dinh va bao
céo két qua;

Hanh ddng: thwe hién hanh dong dé cai tién
két qua thye hién khi can.

TCVN ISO 21001:2019

0.5.2 Plan-Do-Check-Act cycle

The Plan-Do-Check-Act (PDCA) cycle can be
applied to all processes and to the EOMS as a

whole.

Figure 2 illustrates how Clauses 4 to 10 can be

grouped in relation to the PDCA cycle.

The PDCA cycle can be briefly described as

follows:

-

Plan: establish the objectives of the system
and its processes, and the resources needed to
deliver results in accordance with learners'
and other beneficiaries' requirements and the
organization's policies, and identify and

address risks and opportunities;

Do: implement what was planned;

Check: monitor and (where applicable)
measure processes and the resulting products
and services against policies, objectives,
requirements and planned activities, and report

the results;

Act: take actions to improve performance, as
necessary.

13
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EOMS trong khuén kh& TCVN 1SQ 21001

i

L ghé (hidw (0)
Pham vi (1)
Thugt ngi vé dinh nghia (3)
Phu lyc tham khio
Thut hién
(8)
Higu 1& chirc va
b3 canh cila t RN O Thyinee
_ chirc (4.1) K&t qua cha
Higu nhu c3u va Danh gla EOMS (su thod
mong dgi cla : = (@ gé mén cla ngudi
cac bén quan Hoach dinh <:> Su lanh dao > et q".’ E> hoc va bén
tam (4.2) (6) (5} thyrc hign huting Ioi khéic;
Y8u ciu clia @ san phdm va
ngudl hoc va dich vu)
bén hudng loi {}
khéc
Hanh ddng Kidm tra
Xéc dinh pham vi
cla EOMS (4.3 "
c (8 Cai tién
(10)

i)

H# théing quan i cho t5 chitc gido duc (4.4)
HB trg ()
Phy lyc quy dinh

CHU THICH: Céc sb trong ngoac don chi didu clia tiéu chudn nay

Hinh 2 - Biéu dién cdu tric cia tiéu chuin theo chu trinh PDCA

14



EOMS in the framework of 1ISO 21001

Introduction (0)
Scope (1)
Terms and definitions (3)
Informative annexes

Understanding
the organization
anil its context (4.1)

Understanding
rhe needs and
expectations of
interested
parties (4.2)

Learners and other
beneficlaries
vequirements

Determining the

scope of EOMS (4.3)

Operation
(® ﬂ
_ Perlormance
Flanning <:> Leadership evaluation
. ) ML |

Improvement
(10)

Results of
EOMS (learner and
uther beneficiary
satisfaction;
products and
setvices)

Management system for educational organizations (4.4)
Support (7)
Normative annex

NOTE Numbers in brackets refer to clauses in this document,.

Figure 2 — Representation of the structure of this document in the PDCA cycle

TCVNISO 21001:2019
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0.5.3 Tw duy dwa trén rii ro

Tu duy dwa trén rii ro la thiét yéu cho viéc dat
dwgc EOMS ¢6 hiéu lyc. D& phi hop véi cac yéu
cau cla tiéu chudn nay, tb chirc can hoach dinh
va thyc hién cac hanh dong dé gidi quyét rdi ro va
co hdi. Viéc gidi quyét ca rdi ro va co hgi thiét lap
co s& cho viéc nang cao hiéu lyc clia hé thong
quan ly chét lwgng, dat dugc cac két qua cai tién

va ngan ngira nhirng tac dong tiéu curc.

Céc co hdi c6 thd ndy sinh tir két qua clia mét tinh
hudng thuén Igi cho viéc dat dwoc két qua du
kién, nghta la tap hop cac trudng hep cho phép té
chirc thu hat ngwdi hoc va cac bén hudng loi
khac, phat trién cac san phadm va dich vy mai,
gidm lang phi va néng cao nang sudt. Hanh ddng
gidi quyét co hdi cling c6 thé bao gbm viéc xem
xét cac rui ro co lién quan. Rdi ro 1a anh hwdng
clia sy khdng chic chin va sy khéng chic chin
cd thé c6 anh hudng tich cwe hodc tidu cyc.
Chéch hwéng tich cwe ndy sinh tir mdt rli ro c6
thé mang lai co hoi, nhng khong phai tit ca cac
anh hudng tich cyc cla rli ro ddu mang lai co
hi.

Hinh 3 minh hoa chién lugc EOMS lién quan dén
st ménh va tAm nhin.
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0.5.3 Risk-based thinking

Risk-based thinking is essential for achieving an
effective EOMS. To conform to the requirements
of this document, an organization needs to plan
and implement actions to address risks and
Addressing  both
opportunities establishes a basis for increasing the

opportunities. risks and
effectiveness of the quality management system,

achieving improved results and preventing

negative effecls.

Opportunities can arise as a result of a situation
favourable to achieving an intended result, e.g. a
set of circumstances that allow the organization to
attract learners and other beneficiaries, develop
new products and services, reduce waste or
improve  productivity. Actions to address
opportunities can also include consideration of
associated risks. Risk is the effect of uncertainty
and any such uncertainty can have positive or
negative effects. A positive deviation arising from
a risk can provide an opportunity, but not all

positive effects of risk result in opportunities.

Figure 3 illustrates EOMS strategy as related to

mission and vision.
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Wan hoa clia t& chuc

Hinh 3 — Chién Iwgc cia EOMS lién quan dén s ménh va tam nhin

al culture

Organization

Figure 3 — EOMS strategy as related to mission and vision
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0.6 S&* ménh, tdm nhin va chién lwoc cua to
chirc

Céc tuyén bd vé chinh sach EOMS dwa trén
khuén khd van hoa cla td chirc (tap: hep hoan
chinh vé& léng tin va cac gia tri hinh thanh nén
hanh vi (g x( clia td chirc) va cac nguyén tac
clia EOMS. Tiép do, cac tuyén bd vé chinh sach
EOMS dua ra khudn khé cho vige thiét Iap céac
muc tiéu EOMS, nhirng muc tiéu nay dwoc xem
xét dinh ky d& dam bdo s& ménh cia tb chirc
dugc thwc hién mot cach higu Iwc va hiéu qua
trén hanh trinh huéng téi viée dat dugc tdm nhin
clia td chire. Viec khop ndi cac yéu té nay
thwdrng dwoc goi la chién luge.

0.7 Cac yéu cau va hwéng dan bd sung

Phu lyc A quy dinh cac yéu ciu bd sung dbi voi
t6 chirc cung cép dich vu v& gido dyc mim non.

Phu Iuc B néu cac nguyén tac dbi véi EOMS.

Phu lyc C dua ra phan loai cac bén quan tam.

Phu lyc D dwa ra huéng dén trao dbi théng tin
v&i cac bén quan tam.

Phy luc E dwa ra huéng dan vé cac qué trinh,
c4c bién phap va cong cy trong td chire gido duc.

Phu luc F néu vi du vé& vigc Iap lién két voi tiéu
chuén khu vue.

Phu luc G dua ra cac xem xét v& an toan va strc
khde ddi v&i td chire gido duc.
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0.6 Organizational mission, vision and strategy

The EOMS policy étatements are framed by the
organization's culture (the complete set of beliefs
and values that condition its behaviour) and by the
EOMS principles. In turn, the EOMS policy
statements provide the framework for the
establishment of the EOMS objectives, which are
periodically revised to ensure the organization's
mission is effectively and efficiently accomplished
while walking the continuous path towards the
achievement of the organization's vision. The
articulation of these elements is usually called a
strategy.

0.7 Additional requirements and guidance

Annex A specifies additional requirements for
early childhood education for organizations that

provide this service.

Annex B outlines the principles for an EOMS.

Annex C provides a classification of interested

parties.

Annex D provides guidelines for communication

with interested parties.

Annex E provides guidance on processes,

measures and tools in educational organizations.

Annex F gives an example of mapping to regional

standards.

Annex G outlines health and safety considerations

for educational organizations.
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T6 chirc gido duc — Hé théng quan Iy déi vé&i to chive

giao duc - Cac yéu cau va hwéng dan st dung

Educational organizations — Management systems for

educational organizations — Requirements with guidance for use

1 Pham vi ap dung

Tiéu chudn nay quy dinh cac yéu ciu ddi véi hé
théng quan Iy cla td chirc gido duc (EOMS) khi

td chirc nay:

a) can ching td khd ndng cla minh trong viéc
hé tro dat dwoc va phat trién nang lwc théng
qua giang day, hoc tp hodc nghién ctru;

b) huéng téi nang cao sy théa méan clia ngudi
hoe, cac bén huwéng lgi khac va nhéan vién
théng qua viéc ap dung cé hiéu lyc EOMS,
bao gdém c& cac qua trinh cai tién hé théng
va dam bao sy phi hop véi cac yéu cdu cla

_ngwéi hge va cac bén huédng lgi khac.

Toan bd cac yéu cdu cia tidu chudn mang tinh
khai quat va nhdm 4p dung cho td chirc bat ky
st dung chuong trinh gidng day dé& hé tre' phat
trién ning Iwc théng qua gidng day, hoc tap
Ihoéc nghién clru, khéng phan biét loai hinh, quy
md hay phwong phap cung cép.

Tiéu chudn nay c6 thé duwgc ap dung cho céc td
chirc gido duc ndm trong céc té chire 16n hon
cd hoat ddng chinh khéng phai la gido duc,
chang han nhuw cac co quan dao tao chuyén
mdn.

1 Scope

This document specifies requirements for a
management system for educational organizations
(EOMS) when such an organization:

a) needs to demonstrate its ability to support the
acquisition and development of competence

through teaching, learning or research;

b) aims to enhance satisfaction of learners, other
beneficiaries and staff through the effective
application of its EOMS, including processes
for improvement of the system and assurance
of conformity to the requirements of learners
and other beneficiaries.

All requirements of this document are generic and
intended to be applicable to any organization that
uses a curriculum to support the development of
competence through teaching, learning or
research, regardless of the type, size or method of

delivery.

This document can be applied to educational
organizations within larger organizations whose
core business is not education, such as

professional training departments.
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Tiéu chudn nay khong 4p dung cho céc td chire
chi san xudt hodc ché tao san phadm gido duc.

2 Tailiéu vién dan

Khéng 6 tai lidu vién dan.

3 Thuat ngi¥ va dinh nghia

Tiéu chudn ndy 4p dung céc thuat nglr va dinh
nghia duwdi day.

3.1
T6 chirc

Nguwoi (3.35) hodc nhém ngudi véi chirc nang
riéng clia minh cé trach nhiém, quyédn han va méi
quan hé dé dat dwoc cac myc tiéu (3.8) clia minh.,
CHU THICH 1: Khai niém tb chirc bao gém, nhung
khong gi¢i han &, thuwong nhan déc quyén, cong ty, tap
doan, hang, xi nghiép, co quan quan 1y, quan hé déi
tac, hoi tir thign hay vién, hay mdt phén hodc sw két
hgp clia nhing loai hinh trén di cé dwec hep nhét hay
khéng va Ia té chirc cong hay tu.

3.2

Bén quan tam

Bén lién quan

Cé4 nhén (3.35) hodc t6 chic (3.1) cb thé anh
huwéng, chiu anh hudng hodc tw cam thiy bj anh
huwéng béi mdt quyét dinh hay hoat dong.

CHU THICH 1: Phu lyc C dua ra phan loai vé cac bén
quan tam cla (4 chire gido dyc (3.22).
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This document does not apply to organizations
that only produce or manufacture educational

products.

2 Normative references
There are no normative references in this

document.
3 Terms and definitions

For the purposes of this document, the following
terms and definitions apply.
ISO and IEC maintain terminological databases
for use in standardization at the following
addresses:

- IS0 Online browsing platform: available at

https:/iwww.iso.org/obp

- |EC Electropedia: available at
http://www.electropedia.org/

3.1
organization

person (3.35) or group of people that has its own
functions with responsibilities, authorities and
relationships to achieve its objectives (3.8)

Note 1 toentry: The concept of organization includes, but
is not limited to sole-trader, company, corporation, firm,
enterprise, authority, partnership, charity or institution,
or part or combination thereof, whether incorporated or
not, public or private.

3.2
interested party
stakeholder

person (3.35) or organization (3.1) that can affect,
be affected by, or perceive itself to be affected by
a decision oractivity

Note 1 to entry: Annex C gives a classification of

inferested parties in educational organizations (3.22).



3.3
Yéu ciu

Nhu cdu hodc mong doi duge tuyén bd, ngam
hiéu chung ho#c bét buéc.

CHU THICH 1: “Ngam hidu chung” nghta ia dbi voi
chtre (3.1) va céc bén quan tdm (3.2) nhu cdu hodc
mong doi duoc coi [ ngdm hidu mang tinh théng 18
hodc thyee hanh chung.

CHU THICH 2: Yéu ciu duoc quy dinh 1a yéu cu g3
dugc tuyén bd, vi du trong théng tin dang van ban
(3.11).

3.4

Hé thong quan ly

Tap hop cac yéu t6 co lién quan ho#c twong tac
l&n nhau cua td chire (3.1) de thiét |ap chinh séch
(3.7), muc tiéu (3.8) va cac qua trinh (3.12) dé dat
dwgc cac myc tiu do.

CHU THICH 1: Mat hé théng quan Iy co thé gidi quyét
mét hay nhidu [inh vigc.

CHU THICH 2: Cac yéu t cia hé théng quan Iy bao

gbm co céu, vai trd va trach nhiém, viéc hoach djnh va
van hanh cla 6 chirc.

CHU THICH 3: Pham vi clia hé théng quan Iy cé thé
bao gdm toan bd td chirc, cac chirc ndng cy thé dugc
nhan biét trong tb chirc, cc b phan cu thé dugc nhan
biét clia td chirc, hodc mdt hay nhiéu chirc ning xuyén
subt mét nhém trong té chize.

3.5

Lanh dao cao nhat

Ngwoi (3.35) hodc nhom nguoi dinh hwdng va
kiém soat td chure (3.1) & cip cao nhét.

CHU THICH 1: Lanh dao cao nhét cé quyén Gy quyén
va cung c4p ngudn lyc trong pham vi té chirc.

CHU THICH 2; Néu pham vi ctia hé thng quén Iy (3.4)
chi bao gbm mot phan cla t& chirc, thi lanh dao cao
nhét chi nhi*ng ngudi dinh hwéng va kiém soat phan
d6 clia td chirc.

TCVN ISO 21001:2019
3.3

requirement

need or expectation that is stated, generally
implied or obligatory

Note 1 to entry: "Generally implied" means that it is
custom or common practice for the organization (3.1)

and interested parties (3.2) that the need or expectation
under consideration is implied.

Note 2 to entry: A specified requirement is one that is
stated, for example in documented information (3.11).

3.4
management system

set of interrelated or interacting elements of an
organization (3.1) to establish policies (3.7) and
objectives (3.8) and processes (3.12) to achieve
those objectives

Note 1 to entry: A management system can address a
single discipline or several disciplines.

Note 2 to entry: The system elements include the
organization's structure, roles and responsibilities,

planning and operation.

Note 3 to entry: The scope of a management system
may include the whole of the organization, specific and
identified functions of the organization, specific and
identified sections of the organization, or one or more

functions across a group of organizations.

3.5

top management

person (3.35) or group of people who directs and
controls an organization (3.1) at the highest level
Note 1 to entry: Top management has the power to
delegate authority and provide resources within the
organization.

Note 2 to entry: If the scope of the management system
(3.4) covers only part of an organization, then top
management refers to those who direct and control that
part of the organization.
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3.6

Hiéu lyc

Mic d9 theo dd cac hoat dong d& hoach dinh
duwoe thye hién va dat duoce cac két qua da hoach
dinh.

3.7
Chinh sach

Y db va dinh hwéng clia té chie (3.1) dwoc lanh
dao cao nhét (3.5) clia tb chirc céng bd mdt cach
chinh thirc.

3.8

Muc tiéu

Két qua can dat dugrc.

CHU THICH 1: Myc tiéu c6 thé mang tinh chién luec,
chién thuat hoac tac nghiép.

CHU THICH 2: Cac muc tigu c6 thé lién quan dén cac
linh vie khac nhau (nhw muc tiéu vé gido dyc, tai
chinh, strc khde va an toan, mdi trwéng) va co thé ap
dung tai cac cAp khac nhau [nhu chién lwgc, toan b td
chirc, dy &n, san phdm va qué trinh (3.12)].

CHU THICH 3: Muc tidu c6 thé thé hién theo nhimng
céach khac nhw két qua dy kién, muc dich, chuan muc
v& tac nghiép, muc tieu EOMS hay st dyng nhirng tir
nglr khac cb y nghta twong tw (vi du muc dich, muc
tiéu hwéng toi hay chi tiéu).

CHU THICH 4: Trong béi cdnh EOMS, céc myc tidu
EOMS dugc td chirc 1ap ra, nhét quan vai chinh séch
(3.7) EOMS, nham dat dwge céac két qua cy thé.

3.9

Ruiro

Tac ddng ctia sy khong chéc chén.

CHU THICH 1: Tac ddng la mot sai l&ch so véi dy kién
— tich cwe hodc tidu cye.

CHU THICH 2: Sy khang chic chén I tinh trang, tham
chi 1a mét phén, sy thiéu hut théng tin lién quan 1&i
hidu biét hodc kién thiec (3.42) vé mét sy kién, hé qua
ho#c kha ning xay ra clia sy kién dé.
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3.6

Effectiveness

extent to which planned activities are realized and

planned results achieved

3.7
policy

intentions and direction of an organization (3.1),
as formally expressed by its fop management
(3.9)

38
objective
result to be achieved

Note 1 to entry: An objective can be strategic, tactical,
or operational.

Note 2 to entry: Objectives can relate to different
disciplines (such as educational, financial, health and
safety, and environmental goals) and can apply at
different levels (such as sirategic, organization-wide,
project, product and process (3.12)).

Note 3 to entry: An objective can be expressed in other
ways, e.g. as an intended outcome, a purpose, an
operational criterion, as an EOMS objective, or by the
use of other words with similar meaning (e.g. aim, goal,
or target).

Note 4 to entry: In the context of EOMS, EOMS
objectives are set by the organization, consistent with
the EOMS policy (3.7), to achieve specific results,

3.9
risk
effect of uncertainty

Nole 1 to eniry: An effect is a deviation from the
expected — positive or negative.

Note 2 to entry: Uncertainty is the state, even partial, of
deficiency of information related to, understanding or
knowledge (3.42) of, an event, its consequence, or
likelihood.



CHU THICH 3: Ri ro thuéng dic trung béi sy dan
chiéu dén cac “sy kién" (dwgc dinh nghfa tai 3.5.1.3,
TCVN 9788:2013) va "hé qud” (dwoc dinh nghia tai
3.6.1.3, TCVN 9788:2013) tiém &n, hodc sy két hop
clia ching.

CHU THICH 4: RUi ro thudng thé hién theo cach két
hop cac hé qua clia mot sy kién (bao gdm ¢ nhirng
thay déi v& hodn canh) va "kha ning xay ra” (dugc djnh
nghfa tai 3.6.1.1, TCVN 9788:2013) kém theo.

3.10

Nang lyc

Kha nang ap dung kién thirc (3.42) va ki nang
(3.41) d& dat dwoc két qua dy kién.

CHU THICH 1: Kha n3ng 4p dung kién thirc va k§ ndng
nghta 1a nguoi hec (3.25) chirng té thai dd va hanh vi
thich hop trong cac bdi canh hodc tinh hubng khac
nhau v&i trach nhiém va s\ tyw chd.

3.1

Thong tin dang van ban

Théng tin can dugc t6 chive (3.1) kiém soat va duy
tri va phueong tién chira dwng thong tin.

CHU THICH 1: Théng tin dang vén ban cé thé & dinh

dang va phuong tién truyén thong bét ky va tir ngudn

bét ky.

CHU THICH 2: Thang tin dang v&n ban cb thé d& cap

t&i:

- hé théng quén Iy (3.4), gbm ca cac qud trinh (3.12)
lién quan;

- théng tin dugc tao ra cho viéc van hanh cla t chirc
(h& théng tai ligu);

- béng chirng vé& cac két qua dat dwgc (hd so).
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Qua trinh

Tap hop cac hoat dgng co lién quan hodc twong
tac I4n nhau dé chuyén dau vao thanh dau ra.

TCVN 1SO 21001:2019

Note 3 to entry: Risk is often characterized by reference
to potential "events” (as defined in I1SO Guide 73:2009,
3.5.1.3) and “consequences” (as defined in ISO Guide
73:2009, 3.6.1.3), or a combination of these.

Note 4 to entry: Risk is often expressed in terms of a
combination of the consequences of an event (including
changes in circumstances) and the associated
“likelihood” (as defined in ISO Guide 73:2009, 3.6.1.1) of

occurrence.

3.10

competence

ability to apply knowledge (3.42) and skills (3.41)
to achieve intended results

Note 1 to entry: The ability to apply knowledge and skills
means that the fearner (3.25) demonstrates appropriate
attitudes and behaviour in different contexts or
situations with responsibility and autonomy.

3.11
documented information

information required to be controlled and

maintained by an organization (3.1) and the
medium on which it is contained

Note 1 to entry: Documented information can be in any
format and media, and from any source.

Note 2 to entry: Documented information can refer to:

— the management system (3.4), including related
pracesses (3.12);

- information created in order for the organization to
operate (documentation);

— evidence of results achieved (records).

3.12
process

set of interrelated or interacting activities which

transforms inputs into outputs.
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3.13

Két qua thuwe hién

Két qua co thé do duge.

CHU THICH 1: K&t qua thwc hién co thé lién quan dén
ca cac phat hién dinh Iwgng hodc dinh tinh.

CHU THICH 2: Két qua thyc hién co thé lién quan dén
viéc quan Iy cac hoat ddng, qué trinh (3.12), san pham
(gdm ca dich vy), hé théng hodc t4 chie (3.1).

3.14

Thué ngoai

Thyec hién viéc sép dat trong d6 mét 6 chike (3.1)
bén ngoai thyc hién mdt phdn chirc ning hoic
qué trinh (3.12) clia tb chirc.

CHU THICH 1: Mdt td chirc bén ngoai ndm ngoai pham
vi clia hé théng quan Iy (3.4), méc du chirc ndng hoic
qué trinh duoc thué ngoai lai thuéc pham vi cla hé
théng quan Iy.

3.15

Theo doi

Viéc xac dinh tinh trang clia hé thdng, qué trinh
(3.12) hay hoat dong.

CHU THICH 1: P& x4c dinh tinh trang c6 thé cin kiém
tra, giam s&t hay quan tric chét ché.

3.16

Do lwéng

Qué trinh (3.12) xac dinh mét gia tri.
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Panh gia

Qua trink (3.12) c6 hé théng, doc lap va dugc lap
thanh van ban dé thu dwgc béng chirng danh gia
va xem xét danh gia ching mét cach khach quan
dé xac dinh mirc do thwc hién cac chudn muyc
danh gia.

CHU THICH 1: Mt cudc danh gia co thé la danh gia
ndi bd (b&n thir nhét) hodc danh gia bén ngoai (bén thir
hai hoic thir ba) va c6 thé |a mét danh gia két hep (két
hep hai hay nhigu Iinh virc).
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3.13
performance

measurable result

Note 1 to entry: Perdformance can relate either to

quantitative or qualitative findings.

Note 2 to entry: Performance can relate to the
management of activities, processes (3.12), products
(including services), systems or organizations (3.1).
3.14

outsource (verb)

make an arrangement where an external
organization (3.1) performs part of an organization's
function or process (3.12)

Note 1 to entry: An external organization is outside the

scope of the management system (3.4), although the
outsourced function or process is within the scope.

3.15

monitoring

determining the status of a system, a process
(3.12) or an activity

Note 1 to entry: To determine the status, there may be
a need to check, supervise or critically observe.

3.16

measurement
process (3.12) to determine a value

347
audit

systematic, independent and documented process
(3.12) for obtaining audit evidence and evaluating
it objectively to determine the extent to which the

audit criteria are fulfilled

Note 1 o entry: An audit can be an internal audit (first
party) or an external audit (second party or third party),
and it can be a combined audit (combining two or more
disciplines).



CHU THICH 2: Banh gia ndi bd do t6 chdc (3.1) tw tién
hanh hodc do bén ngodi thie hién védi danh nghia cla
tb chirc.

CHU THICH 3: "Bang chirng danh gia” va “chudn muc
danh gia" dwgc dinh nghta trong TCVN 1SO 18011,
3.18

S phi hep

Viéc dap (rng mot yéu céu (3.3)

3.19

Sw khong phi hep

Sir khéng dap (eng mot yéu cau (3.3).

3.20

Hanh dong khic phuc

Hanh dong nhdm loai bé nguyén nhén clia sy
khéng pht hop (3.19) va ngan ngira viéc tai dién.
3.21

Cai tién lién tuc

Hoat déng I&p lai d& nang cao két qud thuc hién
(3.13)

3.22

T6 chirc gido duc

Té chire (3.1) c6 hoat dong chinh 1a cung cép san
pham gido duc (3.24) va djch vy gido dyc (3.23).

CHU THICH 1: T chirc gido dyc cb thé bao gdm ca té
chirc gido dyc thudc td chirc Ién hon c6 hoat dong
chinh khdng phai & gido dyc, vi du nhw co quan dao .
tao chuy&n modn.

3.23

Dich vu gido duc

Qua trinh (3.12) hd trg viéc dat dugc va phat trién
nang lwe (3.10) cla nguoi hoc (3.25) thdng qua
gidng day (3.39), hoc tap ho&c nghién clru.

3.24

San pham giao duc

Tai nguyén hoc tap

Hang héa hiu hinh hodc vé hinh dwoc st dung
dé hd tro vé mat su pham cho dich vy gido duc
(3.23).

TCVN ISO 21001:2019
Note 2 to entry: An internal audit is conducted by the
organization (3.1) itself, or by an external party on its
behaif.
Note 3 to entry: "Audit evidence” and "audit criteria” are
defined in ISC 19011.
3.18
conformity
fulfilment of a requirement (3.3)

3.19

nonconformity

non-fulfiiment of a requirement (3.3)
3.20

corrective action

action to eliminate the cause of a nonconformity
(3.19) and to prevent recurrence

.21

continual improvement

recurring activity to enhance performance (3.13)

3.22

educational organization

organization (3.1) whose core business is the
provision of educational products (3.24) and
educational services (3.23)

Note 1 to entry: This can include an educational
organization within a larger organization whose core
business is not education, such as a professional
training department,

3.23

educational service

process (3.12) that supports acquisition and
development of learners' (3.25) competence (3.10)
through teaching (3.39), learning or research

3.24

educational product

learning resource

tangible or intangible goods used in pedagogical
support of an educational service (3.23)
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CHU THICH 1: San phdm gido duc c6 thé dudi dang
vat chét hodc dang sé va c6 thé bao gbm sach gido
khoa, sach bai tap, bang tinh, ban tinh (vi du hinh khéi,
hat), thé thong tin, hi thao nha gido (3.27), chuyén
ngudri that viéc that, sach, ap phich, tré choi gido duc,
cac ng dung, trang tin dién tl, phdn mém, cac khda
hoc (3.33) tryc tuyén, sach hoat dong, tiéu thuyét dd
hoa, sach tham khao, DVD, CD, tap chi va tap chi
thwong ky, hwéng din nghién clu, hwdng ddn cho
giao vién, phong thi nghiém, md hinh, phim, chwong
trinh truyén hinh, webcasts, podcasts, ban dé va at lat
dia ly, tiéu chudn, quy dinh k§ thuat va nghién ciru
tinh hudng.

CHU THICH 2: San phim gi4o duc c6 thé dwec tao ra
bdi bén bt ky gdm ca ngudi hoc (3.25).

3.25

Ngw&i hocl/hoc vién

Bén huwong loi (3.26) thu dugc va phat trién néng
lyc (3.10) thong qua viéc st dung dich vy gido
duc (3.23).

3.26

Bén hwéng loi

Ngudi (3.35) hodc nhém nguwoi thu dwoc lgi ich tir
san pham va dich vy cla té chic gido duc (3.22)
va td chirc gido duc c6 nghia vu phuc vy theo st
ménh (3.31) clia minh.

CHU THICH 1: Phy luc D bao gdm danh sach c4c bén
hwéng loi.

3.27

Nha gido/giéo vién

Ngugi (3.35) thyc hién hoat déng gidng day
(3.39).

CHU THICH 1: Trong c4c bi canh khac nhau, nha gido
déi khi duoc goi la gido vién, giang vién, hudn luyén

vién, ngudi huong dén, gia su, nha tw van hodc ngudi
kém cap.
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Note 1 to entry: Educational products can be either
physical or digital include textbooks,
workbooks, worksheets, manipulatives (e.g. blocks,

and can

beads), flashcards, educator (3.27) workshops, non-
fiction,  books,
applications, websites, software, online courses (3.33),

posters, educational games,

activity books, graphic novels, reference bocks, DVDs,
CDs, magazines and periodicals, study guides,
educator guides, laboratories, models, movies,
televisions shows, webcasts, podcasts, maps and
atlases, standards, technical specifications and case
studies.

Note 2 to entry: Educational products can be produced
by any parties, including learners (3.25).

3.25

learner

beneficiary (3.26) acquiring and developing
competence (3.10) using an educational service
(3:23)

3.26

beneficiary

person (3.35) or group of people benefiting from the
products and services of an educational organization
(3.22) and whom the educational organization is
obliged to serve by virtue of its mission (3.31)

Note 1 to entry: Annex D includes a list of beneficiaries.

3.27

Educator

person (3.35) who performs (eaching (3.39)
activities

Note 1 to entry: In different contexts, an educator is
sometimes referred to as a teacher, a trainer, a coach,
a facilitator, a tutor, a consultant, an instructor, a

lecturer or a mentor,



3.28
Chwong trinh giang day

Théng tin dang van ban (3.11) vé& nhiing gi, tai
sa0 va cach thire 1Bt nhat ngudi hoc can hoc mét
céch hé théng va ¢ chu dich.

CHU THICH 1: Chwong trinh gidng day c6 thé bao

gdm, nhung khdng gi¢i han &, myc dich hodc myc tiéu

(3.8) hoc tap, ndi dung, két qua hoc tép, phueng phép

gléng day (3.39) va hoc tap, cac chi sd két qué thuc

hién (3.13), phuwong phap danh gid hoic ké hoach

nghién clru lign quan dén viéc hoc tip. Chwong trinh

nay cling c6 thd dugc goi 1a hd so nédng lue (3.10),

chuén nang lic, chuong trinh hoc (3.34) hoidc ké hoach

giang day.

3.29

Trach nhiém xa héi

Trach nhiém clia té chic (3.1) dbi voi nhivng tac

ddng cla cac quyét dinh va hoat dong ctia td chirc

tdi xa h§i va mdi trvdng, théng qua hanh vi minh

bach va cé dao dlrc:

- déng gop cho sy phéi trién bén virng, bao gbm
ca strc khoe va phuc loi x& héi;

- tinh dén mong doi clia cac bén quan tam (3.2);

- tuan tha luat phap hién hanh va nhét quan véi

- » F 4 £ by
chuén muc (rng xC» quoc té; va

- duogc tich hgp trong toan bé td chirc va dwoc
thire hanh trong cac méi quan hé clia t chivc.

CHU THICH 1: Cac hoat dong bao gdm san pham, dich
vy va qué trinh (3.12).

CHU THICH 2: Mbi quan hé d& céap t&i céc hoat déng
clia t& chirc trong pham vi &nh huwéng cia minh,
[NGUON: TCVN ISO 26000:2013, 2.18 duwgc stra
ddi — Tl “pén lién quan”" duwgc thay bang “bén
guan tam"]
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3.28
curriculum

documented information (3.11) of what, why,
how and how well leamers (3.25) should learn
in a systematic and intentional way

Note 1 to entry: A curriculum can include, but is not
limited to, the learning aims or objectives (3.8),
content, learning outcomes, teaching (3.39) and learning
methods, performance (3.13) indicators, assessment
methods or research plan that are related to learning. It
can also be referred to as a competence (3.10) profile,
competence referential, study programme (3.34) or
teaching plan.

3.29

social responsibility
responsibility of an organization (3.1) for the
impacts of its decisions and activities on society
and the environment, through transparent and
ethical behaviour that
to

including health and the welfare of society,

- contributes sustainable  development,

- takes into account the expectations of
interested parties (3.2);

- is in compliance with applicable law and
consistent with international norms of behaviour;

and

- Is integrated throughout the organization and

practised in its relationships

Note 1 to entry: Actlivities include products, services
and processes (3.12).

Note 2 to entry: Relationships refer to an organization's

activities within its sphere of influence.

[SOURCE: ISO 26000:2010, 2.18, modified — The

word ‘“stakeholders” has been replaced by

“interested parties”.]
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3.30

Tam nhin

Mong muén cua t6 chirc (3.1) vé tinh trang mong
dgi trong twong lai cla td chirc va hoan toan
théng nhét voi st ménh (3.31) clia td chive.

3.3

St ménh

Ly do t6n tai, nhiém vu va pham vi clia t§ chic
(3.1) duoc chuyén thanh bdi canh hoat ddng clia
td chirc.

3.32
Chién lwgc

K& hoach @& hoan thanh st ménh (3.7.1) va dat
dugc tdm nhin (3.30) cla 6 chirc (3.1).

3.33

Khéa hoc

Tép hop riéng bigt cac hoat dong gidng day (3.39)
va hoc tap, dwoc thiét ké dé dap ng cac muc tiéu
(3.8) hoc tap hodc két qua hoc tap xac djnh.

CHU THICH 1: Mt khéa hoc dai khi duwgc goi 1a mét

don vjtin chi hoae mén hoc.

3.34

Chuong trinh hoc

Tép hop nhat quan cac khéa hoc (3.33) durgc thiét
ké dé& dap (rng muc tiéu (3.8) hoc tap hoac két qua
hoc tap xac dinh va hwdng dén s thira nhan.

CHU THICH 1: Thira nhan c6 thé du6i hinh thize bang cép,
chirng chi hoan thanh, tham gia hodc dat két qua, thé, bang
tét nghiép va c4c hinh thirc khéac.

3.35

Nguéi

Ca nhén

Con ngudi, nghta la mdt ngudi tw nhién, hanh
dong nhw mét thiee thé khéng thé tach réi hodc
dworc coi nhu vy,
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3.30

vision

aspirations of an organization (3.1) in relation to its
desired future condition and duly aligned with its

mission (3.31)

3.31

mission

reason for being, mandate and scope of an
organization (3.1), translated into the context in

which it operates

3.32
strategy

plan to accomplish the organization’s (3.1) mission
(3.31) and achieve the organization's vision (3.30)

3.33
course

distinct set of feaching (3.39) and learning
activities, designed to meet defined learning

objectives (3.8) or learning outcomes

Note 1 to entry: A course is sometimes referred to as a
credit-unit or a subject.

3.34

programme

consistent set of courses (3.33) designed to meet
defined learning objectives (3.8) or learning
outcomes, and leading fo recognition

Note 1 to entry: Recognition can take the form of a
degree, a certificate of completion, participation or
achievement, a badge, diploma and other forms.

3.35

person

individual

human being, i.e. a natural person, who acts as a

distinct indivisible entity or is considered as such



[NGUON: ISO/IEC 15944-1:2011, 3.28, dugc slra
ddi — Thuat ngl wu tién “ngudi” dugce dua lén trén
thuat ngl dwoc chap nhan “ca nhan” va tir “con
ngudi 1a mot” trwde tr “con ngudi” & dau dinh
nghia dwoc bo di)

3.36

Nhan vién

Nguwoi (3.35) 1am viéc cho td chirc va trong &
chire (3.1).

3.37

Kha n&ng st¥ dung

Mlc G0 theo do mot san phdm, dich vy, moi
trwéng hay co s& vat chét co thé dwgc st dung
b&i ngudi ding xac dinh dé dat dwoc myc dich
xac dinh v&i hiéu lye (3.6), hiéu qua va sy thoa
man trong bdi canh st dung xac dinh.

[NGUON: 1SO 9241-11:1998, 3.1, dugc stra adi -
Cac tir "dich vy, méi tredng hay co s& vat chét"
duwoc bd sung vao sau “"san phadm"]

3.38

Kha nidng tiép can

Kha nidng st dung (3.37) clia con ngudi dbi voi
mot san pham, dich vy, méi trrding hay co s& vat
chét trong pham vi nang I rong nhét.

[NGUON: 1SO/TS 13131:2014, 3.1.1, dwoc sira
ddi — Bo vi dy]

3.39

Giang day

Lam viéc voi ngudi hoc (3.25) dé hd trg ho hoc
tap.

CHU THICH 1: Lam viéc v&i ngudi hoc ham ¥ viée thiét
k&, dén dat va theo dai hoat déng hoc tap.

CHU THICH 2: Giang day co thé két hop céc vai trd
khac nhau: cung cdp ndi dung, hwéng din, kém cap,
xay dyng cong ddng va & mirc d6 nhét dinh la ngudi
cb vAn va ngudi dwa ra hwong dén hoc tap.
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[SOURCE: ISO/IEC 15944-1:2011, 3.28, modified

— The preferred term “person” has been added
above the admitted term “individual”, and the
words “person who is a" have been removed
before “human being” at the start of the definition.]

3.36
staff

persons (3.35) who work for and within an
organization (3.1)

3.37

usability

extent to which a product, service, environment or
facility can be used by specified users to achieve
specified goals with effectiveness (3.6), efficiency

and satisfaction in a specified context of use

[SOURCE: ISO 9241-11:1998, 3.1, modified —
The words “service, environment or facility” have
been added after “product”.]

3.38

accessibility

usability (3.37) of a product, service, environment,
or facility by people within the widest range of
capabilities

[SOURCE: ISO/TS 13131:2014, 3.1.1, modified —
The example has been removed.]

3.39

teaching

working with leamers (3.25) fo assist and support
them with learning

Note 1 to entry: Working with leamers implies
designing, leading and following up learning activities.

Note 2 to entry: Teaching can combine different roles:
content delivery, facilitation, mentorship, community
builder and, to a certain extent, counsellor and
academic guidance provider.
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3.40

Hoc tap subt doi

Vigc cung cép hodc sl dung cac co héi hoc tap
trong subt cudc d&i con ngudi nhim thic day sy
phét trién lién tuc.

3.41

K¥ nang

Tap hop cac bi quyét cho phép mét ngudi (3.35)
lam chl dwge mot hoat dong va thanh cdng trong
viéc hoan thanh mét nhiém vu.

CHU THICH 1: K¢ naing c6 thé 13 nhan thirc, cam xdc,
xa hdi hodc tam ly.

3.42

Tri thirc/Kién thic

Thye té, théng tin, nguyén tic hodc hidu biét thu
duge tlr kinh nghiém, nghién cru hodc gido duc.

[NGUON: TCVN ISO/IEC TS 17027:2015, 2.56,
duoc stra dbi — Bd tir “chan Iy” sau tir “thdng tin"
va bd sung tir “nghién ciru” sau tir *kinh nghiém”.]

3.43

Kiem tra xac nhan

Viéc xac nhan, théng qua viéc cung cép bing
chitng khach quan, rang cac yéu cdu xac dinh
dugc thye hién.

[NGUON: TCVN ISO 9000:2015, 3.8.12, duoc
stra dbi — Bd cac chu thich.]

3.44

Xac nhan.gia tri stv dung

Viéc xac nhan, théng qua viéc cung cip bing
chirng khach quan, réing cac yéu cau dbi véi vigc
sv dung hodc (rng dung cu thé da dinh dwoc dap
(rng.

[NGUON: TCVN ISO 9000:2015, 3.8.13, dugc
stra ddi— Bo cac chu thich.]

30

3.40
lifelong learning

provision or use of learning opportunities
throughout people's lives in order to foster their

continuous development

3.4

skill

set of know-how that allows a person (3.35) to
master an activity and succeed in accomplishing a
task

Note 1 to entry; Skill can be cognitive, emotional, social
or psychomotor

3.42
knowledge

facts, information, principles or understanding

acquired through experience, research or
education
[SOURCE: ISO/IEC TS 17027:2014, 2.56,

modified — The word “"truths” has been removed
after “information” and the word “research” has
been added after “experience”.]

3.43
verification

confirmation, through the provision of objective
evidence, that specified requirements have been
fulfilled

[SOURCE: 1SO 9000:2015, 3.8.12, modified —
Notes to entry have been removed.]
3.4

validation

confirmation, through the provision of objective
evidence, that the requirements for a specific

intended use or application have been fulfilled

[SOURCE: I1SO 9000:2015, 3.8.13, modified —
Notes to entry have been removed.]



4 Bbi canh cua td chive

4.1 Hiéu td chirc va béi canh cua td chive

T chirc phai xac dinh cac van dé& bén ngoai va
ndi bd lién quan dén myc dich, trach nhiém xa héi
va dinh hwéng chién luge clia minh va dnh hudng
@én kha nang cla t6 chirc trong viéc dat duwoc
(cac) két qua dy kién clia EOMS.

Td chirc phai theo ddi va xem xét théng tin vé
nhi*ng v&n dé bén ngoai va ndi bd nay.

CHU THICH 1: C4c vén @& c6 thé bao gdm nhirng yéu
tb hodic didu kién tich cwe va tiéu cuc cho viéc xem xét.
CHU THICH 2: Hiéu bdi canh bén ngoal cd thé dé& dang
hon thong qua viéc xem xét cac van dé ndy sinh tir cac
yéu t& cong nghé, canh tranh, thj trdng, van héa, xa
hoi, chinh trj, kinh té va méi trwéng & cdp qudc té, qude
gia, khu vuc hay djia phuong.

CHU THICH 3: Hiéu bdi canh ndi bd co thé dé dang
hon théng qua viéc xem xét cac van dé lién quan dén
gi4 tri, van hoa, tri thirc va két qua thyc hién clia td
chirc,

CHU THICH 4: Pinh huéng chién luge cb thé duge thé
hién bang théng tin dang v&n ban nhw tuyén b6 vé st
ménh hodc tdm nhin cla 1o chic.

4.2 Hiéu nhu ciu vd mong doi clia cac bén
quan tam

Do tac dgng hodc tac dong tiém an cla cac bén
quan tam toi khad ndng clia t& chirc trong viéc
cung cap mot cach dn dinh va nhét quén céac san
phdm va dich vu gi4o dyc, nén to chirc phdi xéc
dinh:

a) cac bén quan tdm cé lién quan tdi EOMS;

b) yéu clu cé lién quan clia cac bén quan tam
nay.
Cac bén quan tdm nay phai bao goém:

- nguwdi hoc;

TCVNISO 21001:2019

4 Context of the organization

4.1 Understanding the organization and its
context

The organization shall determine external and
internal issues that are relevant to its purpose, its
social responsibility and its strategic direction, and
that affect its ability to achieve the intended
outcomes of its EOMS.

The organization shall monitor and review
information about these external and internal
issues.

NOTE 1 Issues can include positive and negative
factors or conditions for consideration.

NOTE 2 Understanding the external context can be
facilitated by considering issues arising from
technological, competitive, market, cultural, social,
political, economic and environmental factors, whether
international, nationai, regional or local.

NOTE 3Understanding the internal context can be
facilitated by considering issues related to values,
knowledge the

organization.

culture, and performance of

NOTE4Strategic direction can be expressed through
documented information such as the organizational
mission or vision statement.

4.2 Understanding the needs and expectations
ofinterested parties

Due to their effect or potential effect on the
organization'’s ability to consistently and
sustainably provide educational products and

services, the organization shall determine:

a) the interested parties that are relevant to the
EOMS;
b) the relevant requirements of these interested

parties.
These interested parties shallinclude:

- learners;
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- bén hwdng lgi khac;

- nhéan vién cla t6 chirc.

To chiee phai theo dbi va xem xét thong tin ve céc

bén quan tdm va yéu cau lién quan cla ho.

CHU THICH: Phu Iyc C dwa ra phan loai cac bén quan
tam clia tb chire gido dyc.

4.3 Xac dinh pham vi hé théng quan ly cta té
chire giao duc

Té chirc phai xac dinh ranh gi®i va kha ning ap
dung clia EOMS dé thiét lap pham vi clia hé
théng. Khi xac dinh pham vi ndy, t& chirc phai
xem xét:

a) cac van dé bén ngoai va ndi bd dé cap & 4.1;

b) yéu cau clia cac bén quan tam lién quan dé
cdp ¢ 4.2;
¢) san pham va dich vu cla t6 chirc.

TS chirc phai 4p dung tit ca cac yéu céu cla
tiéu chudn nay néu nhirng yéu cau dé ap dung
dugc trong pham vi da xac dinh cia EOMS.
Pham vi cia EOMS phai s&n c6 va dugc duy tri
béng thong tin dang van ban. Pham vi nay phai
néu logi san phdm va dich vy dugc bao trim va
phai dwa ra ly gidi cho cac yéu cdu cla tiéu
chuédn dugc td chirc xac dinh 1a khéng thé ap
dung cho EOMS cuta minh.

Sy phit hop voi tiéu chudn nay chi cé thé dugc
cong bb khi yéu cAu duwoc xac dinh 13 khdng thé
ap dung khéng lam anh hudng téi kha nang hay
trach nhiém cla t& chirc trong viéc dam bao sy
phil hgp clia sdn phdm va dich vy clia té chirc
va nang cao sy thda man cla ngudi hoc va cac
bén hwdng lgi khac.

Tat c& c&c san phdm va dich vy td chirc gido
dyc cung cép cho ngwdi hoc phai droc dura vao
pham vi clia EOMS.
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- other beneficiaries;
- staff of the organization.

The organization shall monitor and review
information about these interested parties and
their relevant requirements.

NOTE Annex C gives a classification of interested

parties in educational organizations.

4.3 Determining the scope of the management

system for educational organizations

The organization shall determine the boundaries

and applicability of the EOMS to establish its scope.

When determining this scope, the organization

shall consider:

a) the external and internal issues referred to in
4.1;

b) the requirements of relevant interested parties
referred to in 4.2;

c¢) the products and services of the organization.

The organization shall apply all the requirements
of this document if they are applicable within the
determined scope of its EOMS.

The scope of the EOMS shall be available and be
The
scope shall state the iypes of products and

maintained as documented information.
services covered, and provide justification for any
requirement of this document that the organization
determines is not applicable to its EOMS.
Conformity to this document may only be claimed
if the requirements determined as not being
applicable do not affect the organization's ability
or responsibility to ensure the conformity of its
products and services and the enhancement of
learners' and other beneficiaries' satisfaction.

All products and services provided to learners by
an educational organization shall be included
within the scope of this EOMS.



4.4 Hé théng quan Iy cua td chirc gido duyc
(EOMS)

4.4.1 Tb chirc phai thiét 14p, ap dung, duy tri va
cai tién lien tuc EOMS, bao gbém cac qua trinh
cdn thiét va su trong tac gita cac qua trinh,

phli hop v&i cac yéu ciu cla tidu chun nay.

Té chirc phai xac dinh cac qua trinh cia EOMS

va viéc ap dung cac qua trinh nay trong toan bd

td chirc va phai:

a) xac djnh dau vao céan thiét va dau ra mong
mubn cla cac qué trinh nay;

b} x&c dinh trinh tw va sy twong tac gitra céc

qua trinh;

c) xac dinh va ap dung cac tiéu chi va phwong

phap (bao gém theo déi, do luéng va chi s

két qua thuc hién co lién quan) can thiét dé

dam bdo thyc hién va kiém soat co higu lwc

cac qua trinh nay;

xac djnh ngudn lwc cin thiét cho cac qua trinh

ndy va dam bdo sdn ¢b cac ngudn lyc dé;

d)

phan cdng trach nhiém va quyén han déi voi
cac qua trinh;

f) giai quyét cac rii ro va co hdi dwgce xac dinh
theo cac yéu cu cla 6.1;

danh gia cac qua trinh nay va thyc hién moi
thay ddi can thiét dé dadm béo cac qué trinh
nay dat dugc két qua dy kién clia no;

9)

h) caitién cac qua trinh va EOMS,

4.2.2 O mirc do cin thiét, t6 chirc phai:

a) duy trl thdng tin dang vén ban dé hd trg viéc
thuc hién cac qué trinh clia tb chirc;

b) Iwu gilr thong tin dang vén ban dé cd sy tin
cay rang cac qué trinh dwoc thuc hign nhw
da hoach dinh.
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4.4 Management system for educational

organizations (EOMS)

4.4.1 The organization shall establish, implement,

maintain and continually improve an EOMS,

including the processes needed and their

interactions, in accordance with the requirements

of this document,

The organization shall determine processes for

the EOMS and their application throughout the

organization and shall:

a) determine the inputs required and the outputs
expected from these processes;

b) determine the sequence and interaction of
these processes;

¢) determine and apply the criteria and methods
(including monitoring, measurement and
related performance indicators) needed to
ensure the effective operation and control of
these processes;

d) determine the resources needed for these

processes and ensure their availability;

assign the responsibilities and authorities for

these processes;

f) address the

determined in

risks and opportunities as

accordance with the
requirements of 6.1;

g) evaluate these processes and implement any
changes needed to ensure that these processes
achieve their intended results;

h) improve the processes and the EOMS.

442 To the extent necessary, the organization

shall:

a) maintain documented information to support
the operation of i{s processes;

b) retain documented information to have

confidence that the processes are being

carried out as planned.
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5 Swlanh dao
5.1 Sw lanh dao va cam két

5.1.1 Khai quat

Lanh dao cao nhat phai chirng t6 sy lanh dao va

cam két di véi EOMS thdng qua vigc:

a) chju trach nhiém giai trinh d6i voi higu lyc
clia EOMS;

b) dam bao réng chinh sach va myc tiéu cla tb
chirc gido dyc dwooc thiét 1ap va tuong thich
véi bdi canh va dinh hwéng chién lvge clia
td chur;

c) dam bao tich hop cac yéu cdu cia EOMS
va0 cac qua trinh hoat déng chi chét clia té
chirc;

d) thic ddy viec s dung céch tiép can theo
qua trinh va tw duy dwa trén rdi ro;

e) dam bdo san c6 cac ngudn lwc can thiét cho
EOMS;

f) trao dbi théng tin v& tAm quan trong clia viéc
quan ly co hiéu lyc td chirc gido duc va cla
st phil hep vé&i cac yéu cu clia EOMS;

g) dam bdo EOMS dat dwoc (cac) két qua du
kién:

h) 18i cuén sy tham gia, dinh hwéng va hd tro
nhén sy cung dong goép cho higu lyc cla
EQOMS;

i) thac day cai tién lién tuc;

j) hd trg cac vi tri quan ly lién quan khac
chirng t6 sy lanh dao cla ho va thyc hién
vai tro lanh dao & cac khu vire ho chiu trach
nhiém,

k) hd trg vigc thyc hién lau dai tdm nhin gido
duc va cac khai niém vé gigo duc c6 lién
quan;

) thiét lap, xay dwng va duy tri k& hoach chién

lvgre cho td chive;
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5 Leadership
5.1 Leadership and commitment

5.1.1 General

Top management shall demonstrate leadership

and commitment with respect to the EOMS by:

a) being accountable for the effectiveness of the
EOMS;

b) ensuring that the educational organization
policy and educational organization objectives
are established and are compatible with the
context and strategic direction of the
organization,;

c) ensuring the integration of the EOMS
requirements into the organization's business
processes;

d) promoeting the use of the process approach and
risk-based thinking;

e) ensuring that the resources needed for the
EOMS are available;

f) communicating the importance of effective
educational organization management and of
conforming to the EOMS requirements;

g) ensuring that the EOMS achieves its intended
outcome(s);

h) engaging, directing and supporting persons to
contribute to the effectiveness of the EOMS;

i} promoting continual improvement;

j) supporting other relevant management roles to
demonstrate their leadership as it applies to
their areas of responsibility;

k) supporting the sustainable implementation of
the educational vision and related educational
concepts;

[) establishing, developing and maintaining a

strategic plan for the organization;



m) d&m bao cac yéu cdu vé gido duc clia ngudi
hoc, gdm ¢a nhirng nhu cdu ddc biét, dwgc
nh&n biét va giai quyét;

n) xem xét cac nguyén tac vé trach nhiém xa
hoi.

CHU THICH: Tir “hoat ddng chli chét" dwgc nhic

dén trong tiéu chudn nay ¢6 thé dugc dién giadi theo

nghTa réng gbm céc hoat dong cét |6i trong muc dich
tdn tai clia td chirc, di 1a t& chirc cong hay tw, ty
nguyén, loi nhudn hay phi lgi nhuan.

5.1.2 Hwéng vao hoc vién va cac bén hwéng

lgi khac

Lanh dao cao nhét phai chiu trach nhiém tryc

tiép trong viéc dam bao rang:

a) cac nhu cau va mong d¢i cla hoc vién va
cac bén hudng lgi khac dwoc xac dinh, higu
r& va dap (eng mot cach nhét quan va dugc
chirng t6 théng qua viéc theo ddi sy thoa
man va sy tién bo trong gido duc cla ho;

b) céac rli ro va co hoi cd thé anh hudng dén

sy phii hop cla san phdm, dich vu va kha

ndng nang cao sy thda man cua ngwdi hoc

va bén hudng lgi khac dwec xac dinh va giai

quyét.

5.1.3 Yéu cau bod sung déi véi viéc gido duc
theo nhu ciu dic biét

Ngudi hoc ¢d nhu clu dac biét 1a ngudi cd thé
cd nhu cdu gido duc khéng thé dugc dap (ng
théng qua viéc hwéng dan va thyc hanh danh
gia théng thudng (vi dyu cac diém dic biét vé
hanh vi, giao tiép, tri tug, thé chat, ning khiéu
hodc nhu ciu khac clia ngudi hoc ddi véi vigc
gido duc dic biét). Pidu nay ham y nhu cdu dam
bao cé cac kénh trao ddi théng tin dé& cac bén
guan tam cé thé tiép nhan thong tin he cn cho
hoat dong cla minh.
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that learners'

requirements, including special needs, are

m) ensuring educational
identified and addressed,;
n) considering principles of social responsibility.

NOTE Reference to "business” in this document can be
interpreted broadly to mean those activities that are
core to the purposes of the organization’s existence,
whether the organization is public, private, voluntary,
for profit or non-profit.

5.1.2 Focus on learners and other beneficiaries

Top management shall be directly responsible for

ensuring that:

a) the needs and expectations of learners and
other beneficiaries are determined, understood
and consistenlly met, as evidenced by
monitoring their satisfaction and educational
progress;

b) the risks and opportunities that can affect
conformity of products and services and the
ability to enhance learner and other beneficiary

satisfaction are determined and addressed.

5.1.3 Additional requirements for special needs

education

A special needs learner is someone who might have
educational needs that cannot be met through
regular instruction and assessment practices (e.g.
exceptionalities such as behavioural,
communicational, intellectual, physical, giftedness,
or other learner needs for special education;
learners can have more than one exceptionality).
This implies the need to ensure the existence of
communication channels so the interested parties
can receive the information they need for their

activity.
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Lanh dao cao nhét phai dam béo réng:

- ¢6 c4c ngudn lyc va viéc dao tao hé trg kha
nang tiép can trong méi truéng hoc tép;

- cac sap dat thuan tién hop Iy cho ngudi hoe
c6 nhu cdu dic biét dé thuc dy viéc tiép
can cdng bang co s& vat chat va moi trudrng
gido duc cho nguoi hoc nay.

5.2 Chinh sach

5.2.1 Xay dwng chinh sach

Lanh dao cao nhét phai thiét lap, xem xét va duy

tri chinh sach clia td chirc gido duc, chinh séch

nay:

a) hd trg cho s ménh va tAm nhin cta t& chirc
gido duc;

b) phi hop véi myc dich va bdi canh cla to
chirc;

c) duwa ra khudn khd cho viéc thiét 1ap cac muc
tiéu cla t& chirc gido duc;

d) bao gbém viéc cam két thda man cac yéu cau
duwoc ap dung;

e) bao gdm viéc cam két ci tién lién tuc EOMS;

f) tinh dén sy phat trién trong gido duc, khoa hoc
va k¥ thuat cé lien quan;

g) bao gbm cam két thda méan trach nhiém xa hgi
clia td chire;

h) mé ta va bao gdm cam két ddi véi viéc quan Iy
tai san tri tug;

i) xem xé&t nhu cu va mong dgi cla cac bén

quan tam cé lién quan.
5.2.2 Trao dbi théng tin vé chinh sich
Chinh sach clia té chirc gido duc phai:

a) san co va duoc duy tri bing théng tin dang
van ban;

b) dugc truyén dat, thAu hiéu va thye hién trong
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Top management shall ensure that:

resources and training are in place to support
accessibility in learning environments;

reasonable accommodation is provided for
learners with special needs to promote an
the

equitable access to facilities and

educational environments as other learners.
5.2 Policy
5.2.1 Developing the policy

Top management shall establish, review and
maintain an educational organization policy that:

a) supports the educational organization mission
andvision;

b) is appropriate to the purpose and context of the
organization;

c) provides a framework for setting educational
organization objectives;

d) includes a commitment to satisfy applicable

requirements;

e) includes a commitment to continual
improvement of the EOMS;
f) takes into account relevant educational,

scientific and technical developments;

g) includes a commitment to satisfy the

organization's social responsibility;

h) describes and includes a commitment towards

managing intellectual property;

L

considers the needs and expectations of

relevant interested parties.
5.2.2 Communicating the policy
The educational organization policy shall:
a) be be

documented information;

available and maintained as

b) be communicated, understood and applied



td chirc;

c) san co cho cac bén quan tam lién quan, khi

thich hop.
CHU THICH: Hutng dén vé viéc trao d6i thong tin véi
cac bén quan tdm dwgc néu trong Phuy lyc D.

5.3 Vai tro, trach nhiém va quyén han trong tb

chive

Lanh dao cao nhat phdi ddm bdo réng trach

nhiém va quyén han cla céac vj tri thich hgp

dwoc phan cong, truyén dat va hidu rd trong td
chire.

Lanh dao cao nhét phai phan cdng trach nhiém

va quyén han ddi véi viéc:

a) dam bao rdng EOMS phu hop véi cac yéu
cau clia tiéu chuan nay;

b) dam bao rang chinh sich cla td chic gido
duc dwoc hidu rd va dwoc thue hién;

c) dam bado rdng cac qua trinh cita EOMS
mang lai dau ra dy kién;

d) bac céo vé két qua thuc hien EOMS va céc
co hdi cai tién (xem 10.1) cho lanh dao cao
nhat (xem 9.3.2);

e) dam bao thic day viéc hwéng vao ngudi hoc
va cac bén hwéng loi khac trong toan bd tb
chirc;

f) dam bado duy tri dwgc tinh todn ven cla
EOMS khi nhitng thay ddi déi véi EOMS
dwgc hoach dinh va thye hién;

g) quan ly viéc trao ddi théng tin (xem 7.4) cla
td chirc;

h) dam bdo tat ca cac qua trinh hoc tap dugc
tich hgp, khéng phan biét phwong phap thuc
hién;

i) kiém soat thdng tin dang van ban (xem 7.5);

i) quan ly cac yéu cau cla nguwdi hgc cd nhu
céu dac biét.
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within the organization;,
¢) be available to relevant interested parties, as
appropriate.
NOTE Guidelines for communication with interested
parties are provided in Annex D.
5.3 Organizational roles, responsibilities and
authorities
the

responsibilities and authorities for relevant roles

Top management shall ensure that
are assigned and communicated within the

organization.

Top management shall assign the responsibility
and authority for:

a) ensuring that the EOMS conforms to the
requirements of this document;

b) ensuring that the educational organization

policy is understood and implemented;

c) ensuring that the processes of the EOMS

deliver their intended outputs;

d) reporting on the performance of the EOMS
and on opportunities for improvement (see

10.1) to top management (see 9.3.2);

e) ensuring the promotion of a focus on learners

and other beneficiaries throughout the
organization;

f) ensuring that the integrity of the EOMS is
maintained when changes fo the EOMS are

planned and implemented;

g) managing the organization's communications
(see 7.4);

h) ensuring that all learning processes are

integrated, regardless of method of delivery;

i) control of documented information (see 7.5);

j) managing the requirements of learners with
special needs.
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6 Hoach dinh

6.1 Hanh déng giai quyét rui ro va co hoi

6.1.1 Khi hoach dinh EOMS, t& chirc phai xem
xét cac van & dwoc dé cap & 4.1, cac yéu cau
dwoc dé cap & 4.2 va 4.4 va xac dinh céc rdi ro
va co hoi can gidi quyét nham:

a) mang lai st dam bdo riing EOMS cd thé dat
dwoc (cac) két qua du kién;
b) nang cao nhi*ng tac dong mong mudn:;
¢) ngan ngira hodc giam nhirng tac dong khong
mong mudn;
d) dat dwge cai tién lién tyc.
6.1.2 T4 chirc phai hoach dinh:
a) céac hanh dong gidi quyét nhizng rii ro va co
héi nay;
b) céch thirc dé:
- tich hop va thye hién cac hanh dong vao
cac qué trinh clia EOMS (xem Digu 8);
- xem xét danh gid hiéu lyc cla nhing
hanh dgng nay.
Hanh déng dwoc thwe hién dé giai quyét rdi ro
va co hdi phai twong (ng vé&i khd ndng xay ra
va tac dong tiém an téi sy phi hop cla san
phadm va dich vu.
CHU THICH 1: Cac phuwong an giai quyét rii ro co
thé bao gdm tranh rii ro, ch&p nhan rii ro dé theo
dudi co hdi, loai bé ngudn rdi ro, thay ddi kha ning
xay ra hodc hé qud, chia sé rii ro hodc duy fri rdi ro
bang quyét dinh ding dén.
CHU THICH 2: Co hdi c6 thé dén dén viéc chép
nhan thie hanh méi, dwa ra san phim hoac dich vy
giao dyc m&i, mé thj trwéng méi, tiép can ngudi hge
mé&i va cac bén hwdng lpi khac, xay dung quan hé
dbi tac, sir dyng céng nghé moi va cac khd ning
mong muén, kha thi khac d& gidi quyét nhu clu clia
t6 chirc hodc clia ngudi hec hay bén hwdng lgi khac
clia td chirc.
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6 Planning

6.1 Actions to address risks and opportunities

6.1.1  When planning for the EOMS, the

organization shall consider the issues referred to in

4.1 and the requirements referred to in 4.2 and 4.4

and determine the risks and opportunities that

need to be addressed to:

a) give assurance that the EOMS can achieve its
intended outcome(s);

b) enhance desirable effects;

c) prevent, mitigate or reduce, undesired effects;

d) achieve continual improvement.
6.1.2 The organization shall plan:

a) actions to address these risks and
opportunities;
b) how to:

- integrate and implement the actions into its
EOMS processes (see Clause 8);

- evaluate the effectiveness of these actions.

Actions taken to address risks and opportunities
shall be proportionate to the probability of
occurrence and potential impact on the conformity

of products and services.

NOTE 1 Options to address risks can include avoiding
risk, taking risk in order to pursue an opportunity,
eliminating the risk source, changing the likelihood or
consequences, sharing the risk, or retaining risk by
informed decision,

NOTE 2 Opportunities can lead to the adoption of
new practices, launching new educational products
or educational services, opening new markets,
addressing new learners and other beneficiaries,
building partnerships, using new technology and other
desirable and viable possibilities to address the needs
of the organization or of its leamers or of other
beneficiaries.



6.2 Muc tiéu clia td chirc gido duc va hoach
dinh dé dat dwore muc tiéu

6.2.1 T chirc gi4o duc phai thiét lap cac muc
tisu & cac cap va bd phan chirc ndng thich hop
va cac qua trinh can thiét ddi véi EOMS.

Muc tidu cla td chirc gido dyc phai:

a) nhat quan vo&i chinh sach cla td chirc gido
duc;

b) do dwoc (khi co thé);
c) tinh dén céc yéu ciu dwoc ap dung;

d) lién quan dén sy phi hgp cla san pham va

dich vy va néng cao sw théa man cla nguwdi
hoc, nhan vién va cac bén hwéng loi khac;
e) dwgc theo ddi mot cach lién tuc;
f} dwoc truyén dat;
g) dwoc cdp nhat khi thich hop.

Té
van ban v& muyc tidu clia t& chirc gido dyuc va

chirc phai duy tri va leu gi thong tin dang

viéc dat durge cac myc tiéu nay.

6.2.2 Khi hoach dinh cach thirc dat dwgce cac
muyc tiéu clia minh, td chrc gido duc phai xac
dinh va vach ra trong ké hoach chién lugc clia
minh:

a) viéc gi sé thuc hién;

b) ngudn lyc nao 14 cén thiét;

c) ai la ngui chju trach nhigém;

d) khi nao sé& hoan thanh;

e) két qua s& duoc danh gia nhu thé nao.
6.3 Hoach dinh cac thay dbi

Khi t& chirc xac d@inh nhu cau thay dbi dbi voi
EOMS, thl nhirng thay ddi nay phai dwoc thic
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6.2 Educational organization objectives and

planning to achieve them

6.2.1 The organization shall establish educational
organization objectives at relevant functions, levels
and processes needed for the EOMS.

The educational organization objectives shall:

a) be consistent with the educational organization
policy;
b) be measurable (if practicable);

c) take into account applicable requirements;

d) be relevant to conformity of products and
services and to the enhancement of learner,

staff and other beneficiary satisfaction;
e) be continually monitored,
f) be communicated;
g) be updated as appropriate.

The organization shall maintain and retain

documented information on the educational
organization objectives and the achievement of

them.

6.2.2 When planning how to achieve its
the
organization shall determine, and outline in its

educational  organization  objectives,

strategicplan:

a) what will be done;

b} what resources will be required;
c) who will be responsible;

d) when it will be completed,

e} how the results will be evaluated.
6.3 Planning of changes

Where the organization determines the need for
changes to the EOMS, the changes shall be carried
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hién theo cach thirc da hoach dinh (xem 4.4).

Td chirc phai xem xét;

a) muc dich cta nhitng thay ddi va hé qua tiém

an cla chung;
b) tinh toan ven clia EOMS;

c) sy sdn co va san sang cla cac ngudn lyc
ndi bd;

d) viéc phan cbng va phan cong lai trach nhiém

va quyén han;

e) si sdn cod va sdn sang clia cac nha cung
cap bén ngoai cn thiét cho viéc thyc hién
thay dbi.

7 Hotry
7.1 Nguon lyc
7.1.1 Khai quat

7111 Té chirc phai xac dinh va cung cép
ngudn Iyc can thiét cho viéc thiét Iap, ap dung,
duy tri va cai tién lién tuc EOMS theo cach dé
nhirng nguén lwc ndy gilp nang cao mét cach
on dinh:

a) sy tham gia va sy thda man cla ngudi hoc
théng qua cac hoat dgng gitp cdi tién viée
hoc tap va thic ddy viec dat dwoc cac két
qua hec tép;

b) sw tham gia va sw thda man cla nhén vién
théng qua cac hoat dong gilp ndng cao
néng lyc clia nhan vién trong viéc hd tro
viéc hoc tap;

c) sw théa man cla bén hwéng lgi khac théng
qua cac hoat dong déng gop vao nhirng loi
ich xa hdi clia viéc hoc tap.

7.1.1.2 Tb chirc phai x4c dinh va theo dbi nhirng
ngudn lyc nao phai dugc cung cép bdi:
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out in a planned manner (see4.4).
The organization shall consider:

a) the purpose of the changes and their potential

consequences;
b) the integrity of the EOMS;

c) the availability and readiness of internal

resources;

d) the allocation or reallocation of responsibilities
and authorities;

e) the availability and readiness of external

providers needed to implement the change.

7 Support
7.1 Resources
7.1.1 General

7.1.11 The organization shall determine and
the the
establishment, implementation, maintenance and

provide resources needed for
continual improvement of the EOMS, in such a

way that they sustainably enhance:

a) learner engagement and satisfaction through
activities that improve learning and promote

the achievement of learning outcomes;

b) staff engagement and satisfaction through
activities to improve staff competences to

facilitate learning;

c) other beneficiary satisfaction, through activities
that contribute to the social benefits of learning.

7.14.1.2 The organization shall determine and
monitor which resources shall be provided by:



a) td chic;

b) nha cung cép bén ngoai.

Té chirc phai tinh dén nhu cau cla ngwdi hoc
c6 nhu cau d&c biét va phai dadm bao ring sy da

dang trong yéu cau vé kha nang tiép can dwec
dw tinh.

7.1.2 Ngudn nhan lwc

7.1.2.1 Khi c6 thé, nguon nhan lwc phai bao

gdm:

a)' nhan vién do & chirc tuyén dung;

b) tinh nguyén vién va thyc tap sinh lam viéc va
déng gop cho tb chirc;

c) nhan vién clia nha cung cép bén ngoai lam
viéc va dong gop cho td chive.

7.1.2.2 To chirc phai:

a) xac dinh va cung c&p ngudn nhan luc can thiét
cho viéc thwe hién c6 hiéu lye EOMS va cho
viéc van hanh va kiém soat cac qua trinh clia
td chrc;

b) xac dinh, thuc hién va cong khai tiéu chi tuyén
dung hodc lya chon, tiéu chi ndy phai sén co
cho cac bén quan tam cé lién quan,

c) duy trl thong tin dang van ban vé& qua trinh
duoc st dung d& tuyén dung hodc lwa chon
va luu git théng tin dang van ban vé két qua
tuyén dung.

7.1.3 Co s& vat chat

7.1.3.1 Khi co thé, co s& vat chét phai bao gom
cac hang myc dudi day @& dap ng yéu chu cla
nguoi hoc:

a) nha clra va khudn vién mat dat;

b) trang thiét bi, bao gém ca phan clng va phén
mém:;
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a) the organization;
b) external providers.

The organization shall take into account the needs
of learners with special needs and shall ensure that
a variety of accessibility requirements are

anticipated.
7.1.2 Human resources

4241
applicable:

Human resources shall include as

a) staff employed by the organization;

b) volunteers and interns working with or

contributing to the organization;

c) staff of external providers working with or

contributing to the organization.
7.1.2.2 The organization shall:

a) determine and provide the human resources
necessary for the effective implementation of
its EOMS and for the operation and control of
its processes;

b) determine, implement and publish recruitment
or selection criteria, which shall be available to

relevant interested parties;

c) maintain documented information on the

process used for recruitment or selection, and
retain documented information on the results

of the recruitment.
7.1.3 Facilities

7.1.3.1 Thefacilities shallinclude, as applicable, the

following facilities thatmeetlearner requirements:

a) buildings, and grounds;

b) equipment including hardware and software;
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c) cac phuwong tién.
7.1.3.2 Td chic phai

a) xac dinh, cung cép va duy tri co s& vat chat

an toan:

1) thich hop v&i ngudn nhan lyc dé& hd tro
phat trién néng lwc cla ngwdi hoc;

2) thac ddy phat trién ndng lyc clia ngudi
hgc.

b) dam bdo réng cac kich thwéc clia co so vat
chét thich hop voi yéu cdu clia nguoi sty
dung chdng.

7.1.3.3 Khi thich hep, phai c6 co sé& vat chat cho
viéc:

a) giang day,

b) tw hoc;

¢) ap dung kién thirc;

d) nghi ngei va giai tri;

e) sinh hoat.

CHU THICH1 Co s& vat co thé chédt bao gdm ca
khdng gian sb.

CHU THICH2 Co st vat chét co thd gdm ca trong
nha va ngoai trevi.

7.1.4 Méi trwdng cho viéc thwe hién cac qua
trinh giao duc

T chirc phai xac dinh, cung cép va duy tri moi
trwong thich hop dé tao sy thodi mai chung cho
cac bén quan tdm co lién quan théng qua viéc
xem xét:

a) cac yéu t6 tam ly xa hoi;
b) cac yéu té vat Iy.

CHU THICH 1: Céc yéu t6 tam Iy xa hdi cda moi
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c) utilities.
7.1.3.2 The organization shall:

a) determine, provide and maintain safe facilities:

1) that are suitable for human resources o

support
competence;

learners’  development  of

2) that enhance leamers' development of
competence;

b) ensure that the dimensions of the facilities are
adequate to the requirements of those using

them.

7.1.3.3 As appropriate, there shall be facilitiesfor:

a) teaching;

a) self-learning;

b) implementing knowledge;
c) rest and recreation;

d) subsistence.

NOTE 1 Facilities can include digital spaces.

NOTE 2 Facilities can be indoor or outdoor,

714
educational processes

Environment for the operation of

The organization shall determine, provide and
maintain a suitable environment to promote the
overall wellbeing of relevant interested parties, by

considering:
a) psychosocial factors;

b) physical factors.

NOTE 1 Within an environment, psychosocial factors



treéng co thé bao gdm nhu céu cdng viéc, tdm anh
hwéng trong céng viéc, kha nang phat trién, y nghta
clia cdng viéc, cam két vol noi 1am viée, kha nang dy
bdo, gidi thudng, sw rd rang vé vai tro, chét lugng
l&nh dao, hd tro x& hoi tlr ngudi giam sat, sy hai
long v&i cbng viéce, xung dot/can bang gilra cong viéc
va gia dinh, gia tr tai noi lam viéc, sw cang théng,
kiét strc, hanh vi tAn cong (vi dy nhu bt nat).

CHU THICH 2: Cac yéu 6 vat ly cla méi tredng cb
thé bao gdm nhiét d9, hoi nong, Ao &m, anh séng,
dong khong khi, v& sinh, tiéng bn, ec-gd-né-mi clia
thiét bj va ndi that.

7.1.5 Ngudn lwc theo dbi va do lwong

7.1.5.1 Khéi quat

T6 chirc phai xac dinh va cung cap ngudn lyc

cén thiét d& dam bao két qua dung va tin cay khi

vigc theo ddi hodc do lwdng dwgc sl dyung de
kidém tra xac nhan sy phi hop clia san pham va
dich vu v&i cac yéu cau.

Té chirc phai dadm bao rang cac ngudn lyc duoc

cung cép:

a) thich hgp v@i loai hinh hoat déng fheo doi va
do Iwéng cu thé dwoc thuc hién, nghia la
thda dang cho muyc dich, loai hinh, phwong
phap cung cép gido duc va trong qua trinh
cung cép dich vy gido duc;

b) dwoc duy tri @& dam bao su phu hop lién tuc
v&i muc dich cta chiang.

T chirc phai luu gitr théng tin dang vin ban
thich hop lam bdng chirng vé sy phu hgp véi
muc dich clla cac ngudn lyc theo doi va do
ledrng.
CHU THICH: Phuong phap cung cap gido dyc cb thé
bao gdm trao ddi théng tin béng 1o ndi trong khong
gian vét Iy, trao d@bi thdng tin tryc tuyén, phan phéi
tai lidu dang vat Iy hodc ky thuat sb, trao dbi théng
tin bang viéc s dung phwong tién truyén théng phat
séng ho&c két hop cac phuong phéap nay.
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can include work demands, influence at work,

possibiliies for development, meaning of work,
commitment to the workplace, predictability, rewards,
role clarity, quality of leadership, social support from
supervisors, satisfaction with work, work family conflict/
balance, values in the workplace, stress, burnout,

offensive behaviour (e.g. bullying).

NOTE 2
can include temperature, heat, humidity, light, airflow,

Within an environment, physical factors

hygiene and noise, as well as the ergonomics of

equipment and furniture.

7.1.5 Monitoring and measuringresources

7.1.5.1 General

The organization shall determine and provide the
resources needed to ensure valid and reliable
results when monitoring or measuring is used to
verify the conformity of products and services fo

requirements.

The organization shall ensure that the resources
provided:

a) are suitable for the specific type of monitoring
and measurement activities being undertaken,
i.e. adequate to the target, the type, method of
educational delivery and duration of the
educational service;

b) are maintained to ensure their continued

fitness for their purpose.

The organization shall retain appropriate
documented information as evidence of fitness for
purpose of monitoring and measurement
resources.

NOTE Methods of educational delivery can include
spoken communication in a physical space, online
communication, physical or digital distribution of
material, communication using broadcast media, or a
combination of these.
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7.1.5.2 Lién két chuan do lwong

Khi viéc lién két chuan do ludng 1a mot yéu céu
hodc dwgc td chic coi la mot phan thiét yéu
trong viéc mang lai sw tin cdy vé& tinh dang dan
clia két qua do, th ngudn lyc do Iwdng phai:

a) dwgc hiéu chudn hodc kiém tra xac nhan,
hodc ca hai theo cac khodng thoi gian quy
dinh hodc trwéc khi str dung, theo cac chuén
do lwong c6 kha ning lién két toi chuan do
lwerng quéc gia hodc quéc té; khi khong co
cac chudn nay, thi can ci d& higu chudn
hodc kiém tra xac nhéan phai dugc lwu gilr
béng thang tin dang van ban;

b) dwgc nhén biét nham xac dinh tinh trang;

c) dwoc gilr gin tranh bj hiéu chinh, lam hu hai
hodc suy gidm chét lweng lam mét gia trj s
dyng cla tinh trang hidu chudn va két qua

do sau do.

T6 chirc phai xac dinh tinh dang dén clia cac két
qua do trwdc do cb bj anh hwdng hay khong khi
thiet bj do duoc phéat hign khdng phi hop voi
muc dich du kién va phai thwe hién hanh ddng
thich hop khi can.

7.1.6 Tri thirc clia td chivc
7.1.6.1 Khai quat

Té chivc phai xac dinh tri thirc can thiét cho viéc
thwe hién cac qua trinh clia minh va dé dat
dwgc sy phi hgp cla san phdm va dich vu.

Tri thirc nay phai dwoc duy tri va san co & mirc
d% can thiét.

Khi gidi quyét nhirng nhu ciu va xu huéng thay
dbi, tb chirc phai xem xét tri thirc hién tai cla
minh va xac dinh céach thirc dé thu dwoc hodc

44

7.1.5.2 Measurement traceability

When measurement traceability is a requirement,
or is considered by the organization to be an
essential part of providing confidence in the
results,

validity of measurement measuring

resources shall be;

a) verified or calibrated, or both, at specified
intervals, or prior to use, against measurement
standards traceable to international or national
measurement standards; when no such

standards exist, the basis used for calibration

or verification shall be retained as documented

information;

b) identified in order to determine their status;

c) safeguarded from adjustments, damage or

deterioration that would invalidate the
calibration status and subsequent
measurement results.

The organization shall determine if the validity of
previous measurement results has been adversely
affected when measuring equipment is found to be
unfit for its intended purpose, and shall take

appropriate action as necessary.
7.1.6 Organizational knowledge
7.1.6.1 General

The organization shall determine the knowledge
necessary for the operation of its processes and to
achieve conformity of products and services.

This knowledge shall be maintained, and made

available to the extent necessary.

When addressing changing needs and trends, the
organization shall consider its current knowledge

and determine how to acquire or access any



tiép can tri thirc bd sung va théng tin cap nhat
cén thiét.

Td chirc phai khuyén khich vigéc trao dbi kién

thire gitra tat ca gido vién va nhan vién, cu thé

14 gitra nhirng ngudi déng cép.

CHU THICH 1: Tri thirc cla td chivc 1a tri thirc cy thé

v@i t6 chirc; thwérng thu dwec bang kinh nghiém. Day

la théng tin dwgc sl dung va chia sé & dat dwoc

muc tiéu cla td chire.

CHU THICH 2: Tri thivc cla td chirc c6 thé dya trén:

- ngudn ndi bd (vi du s& hiru tri tué, kién thirc thu
duwoc tir kinh nghiém; cdc bai hoc rit ra t& thét
bai va cac dy &n thanh cong; ndm bt va chia sé
kién thirc v kinh nghigm bét thanh véan; két qua
clia viéc cai tién qué trinh, san pham va dich vu);

- ngudn bén ngoal (vi dy tiéu chuén; gi&i hoc viégn;
héi nghj, thu nhan kién thirc tir ngudi hoc, bén
hiwrérng lgi khac hodc nha cung cdp bén ngoai).

7.1.6.2 Nguén lwec cho viéc hoc tip

Khi thich hop, 16 chirc phai cung cép ngudn lyc
cho viéc hoc tap va ngudn lyc nay phéi sdn c6 &
noi va khi can.

Ngudn Iyc cho viéc hoc tap phai:

phan anh nhu ciu va yéu céu clia ngudi hoc,
bén hwéng loi khac va gido vién;

a)

b) dwoc xem xét theo cac khoang thai gian dwoc
hoach dinh d& dam bao ngudn lyc nay dwoc
cap nhét;

c) duwgc xép thanh danh myc va dan chiéu.

Td chirc phai ton trong cac yéu chu vé s& hiru tri
tugé va cin khuyén khich viéc téi st dyng ngudn
e,

CHU THICH: Khi thich hop, c6 thé stv dung tiéu chudn

vé& siéu d ligu (vi dy nhu TCVN 7980 hosc ISO/IEC
19788) dé tham khao.
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necessary additional knowledge and required
updates.

The organization shall encourage exchange of
knowledge between all educators and staff,
particularly amongst peers.

NOTE 1 Organizational knowledge is knowledge
specific to the organization and is generally gained by
experience. It is information that is used and shared to
achieve the organization's objectives.

NOTE2 OQrganizational knowledge can be basedon:

- internal sources intellectual

(eg. property,
knowledge gained from experience; lessons learned
from failures and successful projects; capturing and
sharing undocumented knowledge and experience;
the results of improvements in processes, praducts
and services);

- external sources (e.g. standards, academia,

conferences, gathering knowledge from learners,
other beneficiaries or providers).

7.1.6.2 Learning resources

The organization shall provide learning resources,
as appropriate, and shall make them available

where and when needed.
The learning resources shall:

a) reflect the needs and requirements of learners,
other beneficiaries and educators;

b) be reviewed at planned intervals to ensure they

are up to date;

c) be catalogued andreferenced.

The organization shall respect intellectual property
requirements and should encourage reusability of

resources.

NOTE Where appropriate, a meta-data standard (e.g.
SO 15836 or ISO/IEC 19788) can be wused for
referencing.

45



TCVNISO 21001:2019
7.2 Nang lwe

7.2.1 Khai quat

Té chire phai:

a) xac dinh nang lyc can thiét cla (nhitng)
nguwdi thyc hién cong viéc dwdi sy kiém soat
cla td chirc co anh hwdng téi két qua thire
hién ctia t6 chirc gido duc;

b) @&m bao rang nhirng ngudi ndy ¢ nang lyc
trén co s¢& gido dyc, dao fao hodc kinh
nghiém thich hop;

c) thiét lap va thuc hién cac phwong phap danh
gia két qua thue hién clia nhan vién;

d) khi c6 thé, thuc hign cac hanh dong dé dat
dugc nang lwc cép nhat can thiét va danh
gia hiéu lwc cla nhirng hanh déng dwgc
thue hién;

e) thyc hién hanh dong dé hd tro va dam bao
phét trién lién tuc nang lyc cla nhan vién cé
lién quan;

f) lwu gil thong tin dang van ban thich hgp lam
béng chirng vé nang lyc.

CHU THICH: Hanh déng thich hop c6 thé bao gdm,

vi du cung cép dao tao, kém cdp hodc phan cong lai

nhan sy dang dwegc st dung; hay thué hodc ky hop

ddng v&i nhan sy cé ndng lyc.

7.2.2 Yéu cdu bd sung déi v&i nhu ciu gido

duc dic biét

T chirc phai cung cAp ngudn Iuc @& hé tro gido

vién théng qua viéc:

a) dam bdo rang tt ca gi4o vién va nhan vién
két ndi duoc véi ngudi hoe ¢6 nhu ciu dic
biét déu dwoc dao tao chuyén biét thich hop,
viéc nay cb thé bao gbm:

1) dap (rng nhu cau hoc tap clia ngudi hoc ¢o
yéu céu khéc bigt;
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7.2 Competence

7.2.1 General
The organization shall:

a) determine the necessary competence of
person(s) doing work under its control that
educational

affects its organization

performance;

b) ensure that these persons are competent on
the basis of appropriate education, training, or
experience;

and methods  for

c¢) establish implement

evaluating the performance of staff;

d) where applicable, take actions to acquire the
necessary up to date competence, and

evaluate the effectiveness of the actions taken;

e) take actions to support and ensure the continual

development of relevant staff competence;

f) retain appropriate documented information as
evidence of competence.

NOTE Applicable actions can include, for example,

the provision of training to, the mentoring of, or the

reassignment of currently employed persons; or the

hiring or contracting of competent persons.

7.2.2 Additional requirements for special needs

education

The organization shall supply resources to support

educators by:

a) ensuring that all educators and staff having
contact with learners with special needs have
appropriate specialized training, which can

include:

1) meeting the learning needs of learners who

have different requirements;



2) viéc hwéng dén va danh gia chuyén biét;
3) xay dyng dé curong giang day;
b) cho tiép can mang lwéi chuyén gia.

CHU THICH 1 Bao tao dic biét cé thé bao gdm dao
tao vé& cac hwéng dén chuyén bidt d& dap ng nhu
céu clia ngudi hoc ¢é cac nhu cdu khac biét.

CHU THICH 2 Chuyén gia c6 thé bao gdm cac nha
tam ly hoc, chuyén gia v& hoc tap va phat tridn va tr
ligu ngbn ngr.

7.3 Nhan thirc

Td chive phadi dam bdo rang nhan sy lién quan
thyc hién cong viéc dwéi sy kiém sodt cla o
chirc nhan thire dwoc vé:

a) chinh séch va chién lugc gido dyc cla to
chiec va céc myc tieu EOMS co lién quan;

b) déng gop cta he cho hiéu lvc clia EOMS,
bao gom ca lgi ich ctia két qua thyc hién clia
t6 chirc gido dyc duge cai tién;

c) héu qua clia viéc khéng tudn tha cac yéu
céu clia EOMS.

7.4 Trao doithéng tin

7.4.1 Khai quat

Td chirc phai xac dinh hoat déng trao dbi théng
tin ndi by va bén ngoai thich hgp voi. EOMS,
bao gbm: | |

a) trao ddi thdng tin gi;

b) tai sao phai trao ddi thong tin;

c) trao @i thdng tin khi nao;

d) trao ddi thong tin véi ai;

e) trao ddi thang tin nhw thé nao;

f) nguoi thie hién trao ddi thong tin.

7.4.2 Muc dich ctia trao doi théng tin

Viéc trao ddi thong tin ndi bd va bén ngoai phai
c6 myc dich:
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2) differentiated instruction and assessment;
3) instructional scaffolding;
b) providing access to a network of specialists.

NOTE 1Specialized training can include training in
differentiated instruction so as to meet the needs of

learners with different requirements.

NOTE 2Specialists can include psychologists, learning
and development specialists and speech therapists.

7.3 Awareness

The organization shall ensure that relevant
persons doing work under the organization’s
control shall be aware of:

a) the

strategy, and relevant EOMS objectives;

educational organization policy and

b) their contribution to the effectiveness of the
EOMS, including the benefits of improved

educational organization performance,
c) the implications of not conforming with the
EOMS requirements.

7.4 Communication

7.41 General

The organization shall determine the internal and
external communications relevant to the EOMS,
including:

a) on what it will communicate;

b) why to communicate;

¢) when to communicate,;

d) with whom to communicate;

e) how to communicate;

f) who communicates.
7.4.2 Communication purposes

Internal and external communication shall have

the purpose of:
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a) thu nhan y kién hodc sy nhét tri clia cac bén

quan tam cé lién quan;

b) truyén tii dén cac bén quan tam cé lién quan
théng tin chinh xac va kip théri, nhat quan vai
st ménh, tdm nhin, chién lwge va chinh
sach cua té chirc;

¢) céac hoat dong va qué trinh hgp tac va diéu
phdi trong t& chirc véi cac bén quan tam ¢o
lién quan.

CHU THICH: Théng tin dwec truyén tai co thé bao
gdm ca thong tin v& viéc cung cp chwong trinh gido
duc, cac két qua hoc tap dw kién, bdng cép, ddi méi,
y twdng méi cling nhy cac két qua khoa hoc,
phuong phap, cach tiép can va san pham va dich vy
hoc tép co ban.

7.4.3 Cac sap dat cho viéc trao doi théng tin

7.4.3.1 Tb chirc phai xac dinh va thyc hién cc
sap dat co hiéu lyc cho viéc trac ddi thong tin voi
ngudi hoc va cac bén quan tam khac vé:

a) chinh sach va k& hoach chién lvgc cla to
chirc;

b) thiét ké, ndi dung va viéc cung cép san phdm
va dich vy gido duc;

c) cac yéu cdu, viéc ding ky, nhap hoc hoic ghi
danh;

d) dir liéu vé két qua thwc hién clia ngudi hoc,
bao gbm ca cac két qua danh gia qua trinh va
danh gia téng hop;

e) théng tin phan hoi cia ngudi hoc va bén quan
tam, bao gbm ca khiéu nai cla ngudi hoc va
cac khdo sat v& sy thda man cla ngudi
hoc/bén quan tam.

T chirc phai théng bao cho nguwdi hoc va cac bén

hwdng Igi khac vé dau méi lién hé bén ngoai trong
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a) seeking the opinion or consent of relevant

interested parties;

b) conveying to interested parties relevant,
accurate and timely information, consistent
with

strategy andpolicy;

the organization's mission, vision,

c) collaborating and coordinating activities and
processes with relevant interested parties
within the organization.

NOTE The information include
information about the delivery of educational
intended ‘
qualifications, innovations, new ideas, as well as

the

conveyed can

programmes, learning outcomes,

scientific results, methods, approaches and

underlying learning products and services.
7.4.3 Communication arrangements

7.4.3.1

implement

The organization shall determine and

effective arrangements for
communicating with learners and other interested

parties in relation to:

a) organizational policy and strategic plan;

b) design, content and delivery of educational
products and services;

c) enquiries, application,  admission, or

registration;

d) learners' performance data, including results of

formative and summative assessment;

feedback,

and

e) learner and interested parties’

includin i
ncluding leamer complaints

learners/interested parties’ satisfaction

surveys.

The organization shall inform their learners and

other beneficiaries about external contact points in



trwomg hep cac van éé khéng dugc gidi quyét.

7.4.3.2 Theo cac khoang théi gian da hoach

dinh, td chirc phai:

a) theo ddi viéc thuc hién cac nd lyc trao dbi
théng tin cla minh;

b) phan tich va cai tién ké hoach trao ddi théng
tin dya trén két qua theo dai.

Td chirc phai lvu gilr théng tin dang van ban vé
qua trinh trao ddi thong tin.
CHU THICH 1 T8 chirc c6 thé 1ap thanh van ban cac

ké hoach trao dbi théng tin va cac sip dat thudc cac
qué trinh bao gém céc ké hoach va sip dat ds.

CHU THICH 2 Khi thich hep, t& chirc c6 thé 4p dung
cac phuong phap dé dam bao kha nang truy xuét trong
trao ddi thdng tin.

CHU THICH 3 DBau méi lisn hé bén ngoai c6 thé la
ngudi hodc t& chire nhu ngwdi hoa gidi, dwong sy, co
quan nha nwéc, ngudi giam sat, ngwdi bao hg, dai
dién clia ngwrdi hoc hodc bén thir ba khac.

7.5 Thong tin dang van ban
7.5.1 Khai quat
EOMS clia td chirc phai bao gdm:

a) théng tin dang van ban theo yéu ciu ciia tiéu

chuén nay;

b) théng tin dang van ban dwgc t6 chirc xac
dinh [a cén thiét cho hiéu lyc ctia EOMS.

CHU THICH 1: Mirc d6 théng tin dang van ban déi
véi EOMS c¢6 thé khac nhau gitra cac td chirc do:

- quy mé cla td chirc va loai hinh hoat ddng, qué
trinh, san phdm va dich vy clia té chirc;

- mirc dd phirc tap clia cac qud trinh va sy twong
tac gitra cac qua trinh;

- néng lye cda nhan sy,
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case of unresolved issues.

7.43.2 At planned intervals, the organization
shall:
a) monitor the implementation of s

communication efforts;

b) analyse and improve the communication plan
based on the results of monitoring.

shall
information of the communication process.

The organization retain documented

NOTE 1 The
communication plans and arrangements within the
processes they form part of.

organization can document

NOTE 2 The

methods to ensure traceability of communications,

organization c¢an implement

where appropriate.

NOTE 3
persons or organizations such as mediators, litigators,

The external contact points can be

governmental bodies, ombudsmen, protectors, learner
representatives or other third parties.

7.5 Documented information
7.5.1 General
The organization's EOMS shall include:

a) documented information required by this

document;

b) documented information determined by the
organization as being necessary for the
effectiveness of the EOMS.

NOTE 1
EOMS can differ from one organization to another due

The extent of documented information for an

to:

the size of organization and its type of activities,
processes, products and services,

the complexity of processes and theirinteractions;

the competence of persons.
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CHU THICH2 Théng tin dang van bén c6 thé & dang
ho&c loai phuong tién truyén théng bét ky.

CHU THICH3 Théng tin dang van ban co thé bao
gbm:

lich hoc, truy cép hd so;

gi4o trinh c6t 16i, danh muc khoa hoc;

diém sb, tinh diém va danh gia;

- quy tic (rng xir va quy tic dao dirc.
7.5.2 Tao lap va cap nhat

Khi tao [ap va cép nhét théng tin dang van ban,
td chirc phai dam bao sy thich hop cla:

a) viéc nhan biét va md ta (vi du tiéu dé, thoi
gian, tac gia hodc sb tham chiéu);

b) dinh dang (vi dy ngén ng, phién ban phan
mém, dd thj) va phwong tién truyén théng
(ban gidy, ban dién t&) co tinh dén yéu cau
vé kha nang tiép can clia nguwdi co nhu ciu
dac biét;

c) viéc xem xét va phé duyét sy phu hop va
thoa dang.

7.5.3 Kiém soat théng tin dang van ban
7.5.3.1 Thong tin dang van ban theo yéu céu

clta EOMS va cla tiéu chuan nay phai duwgc
kiém soat nham dam bdo:

a) san c6 va thich hgp d& sl dung tai noi va
khi cn:
b) dwoc bao vé mdt cach thda dang (tranh mét

tinh bdo mat, st dung sai muc dich hodc
mét tinh toan ven).

7.5.3.2 Dé kiém soét thong tin dang van ban, t&
chirc phai gidi quyét cac hoat dong sau, khi ¢d
thé:
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NQTE 2The documentation can be in any form or type of
medium.

NOTE 3Documented information caninclude:

- academic calendar, access tarecords;
- core curriculum, course catalogue;,

- grades, scoring and evaluation;

- code of conduct and code of ethics.

7.5.2 Creating and updating

When creating and updating documented
information, the organization shall ensure
appropriate:

a) identification and description (e.g. a title, date,
author, or reference number);

b) format (e.g. language, software version,
graphics) and media (e.g. paper, electronic),
taking into account the accessibility

requirements of persons with special needs;

c) review and approval for suitability and

adequacy.
7.5.3 Control of documented information

7.5.3.1 Documented information required by the
EOMS and by this document shall be controlled to

ensure:

a) it is available and suitable for use, where and
when it is needed;

b) it is adequately protected (e.g from loss of

confidentiality, improper use, or loss of

integrity, or unintended alterations).

7.5.3.2 For the control of documented information,
the organization shall address the following

activities, as applicable:



a) phan phdi, tiép can, khai phyc va sl dung;
b) bao vé va an toan, bao gdm ca du phong;

¢) Iwu tr» va bdo quan, bao gém ca git¥ gin dé
cé thé doc dugc;

d) kiém soat cac thay doi (vi du kiém soat phién
ban),

e) lwu gitr va hiy bo;
f} dam bao bao méat;

g) ngan ngira viéc v tinh st dyung cac thdng
tin dang vén ban 161 thei.

Théng tin dang van ban cé ngudn gbc bén ngoai
duge td chirc xac dinh 12 can thiét cho viéc
hoach dinh va terc hién c¢é hiéu Iwc EOMS phai
dugc nhan biét khi thich hgp va dwoc kiém
soat.

Cac kiém soat dwoc thiét lap phai duoc duy tri
bang théng tin dang van ban.

CHU THICH 1: Tiép can cé thé ham y mét quyét dinh
vé viéc chi cho phép xem thong tin dang van ban
hodc cho phép va giao quyén xem va thay ddi théng
tin dang van ban,

CHU THICH 2: Viéc gitr gin dé cé thé doc dwgc bao
gdm viéc dam bao tinh toan ven trong qua trinh
truydn de lidu gira cac phuong tign luu i hodic
dinh dang.
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a) distribution, access, retrieval and use;
b) protection and security, including redundancy;,

c) storage and  preservation, including

preservation of legibility;

d) control of changes (e.g. version control);

e) retentionanddisposition;
f) ensuring confidentiality;

g) prevention of the unintended use of obsolete

documented information.

Documented information of external origin
determined by the organization to be necessary
for the planning and effective operation of the
EOMS shall be identified, as appropriate, and

controlled.

The controls established shall be maintained as

documented information.

NOTE 1Access can imply a decision regarding the
permission to view the documented information only, or
the permission and authorily to view and change the

documented information.

NOTE 2The preservation of legibility includes ensuring
integrity during transfer of data between media or
formats,
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8 Thuwe hign

8.1 Hoach dinh va kiém soat viéc thwe hién
8.1.1 Khai quat

Té chirc phdi hoach dinh, thyc hign va kiém
soat cac qua trinh (xem 4.4) cén thiét dé dap
ng cac yéu ciu dbi véi viec cung cdp san
phadm va dich vy gido duc va d& thyc hign céc
hanh ddng xac dinh & 6.1, thong qua:

a) xac dinh cac yéu ciu dbi véi san phdm va
djch vy gido duc;

b) thiét lap tiéu chi ddi voi cac qua trinh;

c) xac dinh cac ngudn luc can thiét dé dat
dwoc sy phu hop véi cac yéu cau vé san
pham va dich vu gi4o duc;

d) thyc hién viéc kiém soéat cac qua trinh theo
cac tiéu chi nay;

e) xac dinh, duy tri va lwu gilr théng tin dang
van ban & mirc do can thiét:

1) @& c6 sy tin twdng rang cac qua trinh
dwgce thwe hién nhuw da hoach dinh;

2) dé ching to sw phi hgp cta san pham
va dich vy gido duc voi cac yéu ciu cla
ching.

CHU THICH: "Duy trl va luu gitr® ham ¥ viéc duy tri
va [wu gilr thong tin dang van ban trong khoang théi
gian quy dinh.

DAu ra clia vigc hoach dinh nay phai thich hgp
v&i cac hoat ddng ctia td chive.

T chirc phai kiém soat nhirng thay ddi theo
hoach dinh va xem xét cac hé qud clia nhirng
thay d8i ngoai dw kién, thire hién hanh dong dé
gidm nhe moi tac ddng bét Igi khi cén.

Té chirc phai ddm bao rdng cac qua trinh thué
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8 Operation
8.1 Operational planning and control
8.1.1 General

The organization shall plan, implement and control
the processes (see 4.4) needed to meet
requirements for the provision of educational
products and services, and to implement the actions
determinedin6.1, by:

a) determining requirements for the educational
products and services;

b) establishing criteria for the processes;

c) determining the resources needed to achieve
conformity to the educational preduct and

service requirements;

d) implementing contrcl of the processes in

accordance with the criteria;

e) determining and keeping documented

information to the extent necessary:

1) to have confidence that the processes have

been carried out as planned;

2) to the
educational products and services to their

demonstrate conformity  of

requirements.

NOTE
retaining of documented information for specified time
periods,

“Keeping” implies both the maintaining and the

The output of this planning shall be suitable for the

organization's operations.

The organization shall control planned changes
and review the consequences of unintended
changes, taking action to mitigate any adverse

effects, as necessary.

The organization shall ensure that outsourced



ngodi déu dwoc kiém soat (xem 8.4).
8.1.2 Hoach dinh va kiém soat viéc thye hién
cu thé voi san pham va dich vu gido duc
Té chirc phai hoach dinh viéc thiét ké, phat trién
va cac dau ra dy kién ddi véi san pham va dich vy
gido dyc bao gdm:
a) két qua hoc tap;
b) dam bao phwong phap giang day va mdi
trréng hoc tap thich hop va tiép can duoc;
¢) xac dinh tiéu chi danh gia viéc hoc tap;
d) thwe hién danh gia viéc hoc tap;
e) xac dinh va thwc hién cac phuong phap cai
tién;
f) cung cp cac dich vu hd trg.
Néu t chirc cung cép gi4do duc mam non, thi phai
ap dung cac yéu cdu bd sung duwgc quy dinh &
Phu luc A.
8.1.3 Yéu cau bd sung d6i v&i nhu cau gido
duc dac biét
T6 chirc cén:
a) thé hign sy linh hoat trong viéc hd trg ngudi
hoc cung xay dwng qua trinh hoc tap trén co
s& ky nang, kha nang va sy quan tdm, bao
gbm ca céch tiép can nhu;
1) hwéng dén thich ¢ng;
2) ndi dung dugc tang toc va lam phong ph;
3) cho phép dang ky hai chuong trinh hodc t&
chirc gidoe duc khac nhau;
4) cac bién phap thich hgp cho tirng ca nhan;
5) diéu chinh gido trinh hodc slra @bi
chwong trinh giao duc dé thich hop voi
déc trung riéng clia ngudi hoc, cao hon
hodc thdp hon mirc quy dinh hodc mirc
ky vong ddi vé&i mén hoc hay khéa hoc cu
thé;
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processes are controlled (see 8.4).

8.1.2 Specific operational planning and control

of educational products and services

The organization shall plan the design, development
and expected outcomes of the educational products
and services, including:

a) learning outcomes;

b) ensuring appropriate and accessible teaching

methods and leaming environments;
c) defining criteria for learning assessment;
d) conducting learning assessment;

e) defining and conducting improvement

methods;
f) providing support services.

If an organization provides early childhood
education, the additional requirements specified in
Annex A shall apply.

8.1.3 Additional requirements for special needs

education
The organization should:

a) show flexibility to support the leamer co-
construction of the learning process based on
skills, abilites and

interest, including

approaches such as:

1) adaptive instruction;

2) accelerated or enriched content;

two distinct

programmes or educational organizations;

3) allowing enrolment in

4) individually tailored measures;

5) curriculum adjustment or modification of
the education programme fo match the
learner specific profile, above or below the
default age-appropriate grade or level
expectations for a particular subject or

course,
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6) thira nhédn viéc hoc tdp va kinh nghiém

trwdre do;

b) hd trg moi tredng nhém véi cac ngudn lwe
thoa dang dé hé tre ngudi hoc riéng 1@ dap
(ng tidm nang téi wu clia ho; .

c) cung cip lién két voi cac co hdi & noi lam
vigc,

d) dam béo cung cép blra 4n lanh manh va bd
dudrng khi can.

8.2 Yéu cdu déi v&i san pham va djch vu gléo

duc

8.2.1 Xac dinh cac yéu ciu dbi véi san pham

va dich vu gido dyc

Khi xac dinh cac yéu clu déi véi san phdm va

dich vy gido duc cung cap cho ngudi hoc va bén

hudng lgi khac, td chirc phai dam béo ring cac
yéu cdu ddi véi san phdm va dich vy gido dyc
duoc dinh 16 bao gdm:

a) cac yéu cdu dugc td chirc cho 13 cin thiét
theo chinh sach va k& hoach chién lwgc cua

minh;

b) cac yéu clu tir k&t qua thyc hién phan tich
nhu cdu droc thue hién d& xac dinh cac yéu
chu (hién tai va twong lai) clia ngudi hoc va
bén hwdng lgi khac, cy thé la nhivng nguedi
¢6 nhu cAu dic biat;

c) cac yéu chu tir nhu cdu va sy phat trién
qubc té;

d) cac yéu chu tl thi tredng lao dong;
e) céc yéu cdu tir két qua nghién clru;
f) cac yéu clu ddi véi sirc khde va an toan.

T4 chirc phai dam bao ring td chirc co thé dap
rng cac cong b6 ddi v&i san phdm va dich vu
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6) recognition of prior learning and
experience;
b) facilitate a team environment with adequate
resources to support individual learners to
meet their optimal potential;

c) provide linkages to workplace opportunities;

d) ensure the provision of healthy and nutritious

meals as necessary.

8.2 Requirements for the educational products

and services

8.21
educational products and services

Determining the requirements for the

When determining the requirements for the
educational products and services to be offered to
learners and other beneficiaries, the organization
shall ensure that the requirements for the
educational products and services are defined,
including:

by the
organization due to its policy and strategic

a) those considered necessary

plan;

b) those resulting from needs analysis that is
performed to determine requirements of
(current and potential future) learners and
other beneficiaries, in particular those with

special needs;

c) those resulting from international demands and
developments;

d) those resulting from the labour market;
e) those resulting from research;
f) applicable health and safety requirements.

The organization shall ensure it can meet the
claims made for the educational products and



gido dyc minh cung cép.

CHU THICH 1: Phan tich nhu cau dgi hdi viéc danh
gia toan dién kha nang hoc tép clia ngudi hoe va cé
thé bao gdm kién thirc va kj nang truéc d6, chién
lvge hoc tap wu tién, cac nhu cdu vé xa héi va cam
xuc, nhu cdu dinh dudng d3c biét va nhip sinh hoc
trong hoc tap.

CHU THICH 2: Trong béi cénh gido dye, cac yéu cau
ddi voi san phdm va dich vy gido dyc cé thé dugc
xac djnh theo cac phan dugrc thyc hién trong céc gial
doan khac nhau clia qua trinh thyc hién. Vi dy, cac
yéu cdu vé dau ra clia viéc hoc tap theo quy dinh cla
luat dugc nhan biét treére khi cung cdp dich vy gido
dyc, ¢on c4c yéu cau lién quan dén nhu cdu riéng
cla ngudi hec cu thé chi co thé duoc xac dinh sau
khi bat ddu cung cAp dich vy va da biét nhom ngudi
hoc.

CHU THICH 3: Phan tich nhu cau ddi véi nguei hoe
c6 nhu cdu dic biét co thé bao gbm viéc phan tich
cac réi loan doc, rdi loan trong dién dat viét, khéng
cé khd ndng todn, suy giam van ddng, suy giam
thinh gi4c va th gidc. Ddi v&i nhirng ngudi hoc co
nang khiéu, viéc phan tich nhu cdu ¢ thé bao gbm
phan tich mirc d9 nang khiéu, tdng dong va danh gia
s0 b cac linh viec ¢ nang khiéu (vi du kha ning
chung v& tri tué, nang lc hoc tap cy thé, kha nang
|anh dao, tu duy sang tao va phong phi, khd nang
vé tam Iy, nghé thuat biéu dién).

8.2.2 Trao déi théng tin vé cac yéu cau d6i

véi san pham va dich vu gido duc

Khi bat dau ho3c trwede khi cung cap san phim va
dich vy gido duc, td chirc phai théng bao cho
nguwadi hoc va cac bén quan tam co lién quan khac
va khi thich hop kiém tra viéc hiéu 8 cia ho vé:

a) (nhitng) myc dich, dinh dang va ndi dung cta
san pham va dich vy gido dyc dugc cung cép,
bao gbm ca dung cy va tiéu chi st dyng dé
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services it offers.

NOTE 1 Needs analysis involves a comprehensive
assessment of learning abilities of learners, and can
include prior knowledge and skills, preferred learning
strategies, social and emotional needs, special nutrition
needs and biological learning rhythms.

NOTE 2 In an educational context, the requirements for
educational products and services can be determined in
several parts distributed in different stages of the
operational process flow. For example, requirements
such as Jearning outcomes defined by law are
identified before the educational service is delivered,
whereas requirements regarding the specific needs of
a given learner can only be determined after the
service delivery has started and the cohort of learners
is known.

NOTE 3 Needs analysis for learners with special
needs can include analysis of reading disorders,
disorder of written expression, maths disability, motor
impairment, auditive impairment and visual impairment.
For gifted learners, needs analysis can include analysis
of levels of giftedness, hyperlexia and preliminary
assessment for areas of giftedness (e.g. general
intellectual  ability, academic aptitude,

leadership ability, creative and productive thinking,

specific

psychomotor ability, visual and performing arts).

8.2.2 Communicating the requirements for the
educational products and services

Commencing with, or prior to the delivery of the
the
organization shall notify the leamers and other

educational products and services,
relevant interested parties, and where appropriate,

check their understanding of:

a) the purpose(s), format and content of the
educational products and services being

provided, including the instruments and criteria
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b)

d)

e)

f)

9)

danh gia;

cac cam két, trach nhiém va mong doi dat ra
cho nguwéri hoc va bén hwdng lgi khac;

cach thirc dat dwge va danh gia viéc hoc tap
sé dwgc ghi nhan va lwu giir bang théng tin
dang van ban;

phuong phap duoc st dung trong truéng hop
¢6 s khong théa man cla bén quan tam hodc
s\ khong théng nhét giira bén quan tam bét ky
va EOMS;

ngudi sé hd trg viec hoc tap va danh gia va
cach thirc hé trgr viéc nay;

moi chi phi lién quan, nhw hoc phi, & phi thi va
mua tai liéu hoc tap;

cac yéu cdu tién quyét, chdng han nhw ky
nang cén thiét (k& ca ky nang vé cong nghé
théng tin), bang cap va kinh nghiém chuyén
méon.

8.2.3 Thay déi yéu cdu ddi voi san phim va

dich vu gido duc

Td

chirc phai ddm bdo rang théng tin dang vén

ban cé lién quan dugc stra doi va bén quan tam

cd lién quan nhan thirc duoc nhitng yéu cdu da
thay dbi, khi yéu cdu déi voi san phdm va dich
vy giao duyc thay dbi.
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to be used for evaluation;

b) the commitments, responsibilities and
expectations placed on the learners and other
beneficiaries;

c) the means by which the learning achieved and
assessed will be recognized and retained as

documented information;

d) the methods to be used in case of interested
party dissatisfaction or disagreement between
any interested party and the EOMS;

e) who will support learning and evaluation, and
how it will be supported;

f) any costs involved, such as tuition fees,
examination fees, and the purchase of learning

materials;

g) any prerequisites, such as required skills
(including ICT skills), qualifications and

professional experience.

8.23 Changes to requirements for the
educational products and services

The organization shall ensure that relevant
documented information is amended, and that
relevant interested parties are made aware of the
changed requirements, when the requirements for
educational products and services are changed.



8.3 Thiét ké va phat trién san pham, djch vy
giao dyc

8.3.1 Khai quat

T chirc phai thiét 1ap, thire hién va duy trl qué
trinh thiét ké va phat tridn thich hgp d& dam bao

viéc cung cép san phdm va dich vy gido duc sau
doé.

8.3.2 Hoach djnh thiét ké va phat trién

Khi xac dinh cac giai doan va kidém soét thiét ké
va phat trién, t& chirc phai xem xét:

a) cac ydu clu xac dinh & 8.2;

b) tinh chét, khodng théi gian va mirc d4 phirc
tap clia hoat dong thiét ké va phat trién;

c) cac giai doan can thiét cla qua trinh, gbm ca
viéc xem xét mot cach thich hep thiét ké va
phat trién;

d) hoat dong kiém tra xac nhan va xac nhan gia
tri s& dung cn thiét cla thiét ké va phat
trién;

trach nhiém va quyén han lién quan trong
qua trinh thiét ké va phat trién;

e)

f) nhu cdu vé nguén lyc ndi bd va bén ngoai
d6i voi thiét ké va phat trién san pham va
dich vu giao duc;

g) nhu clu kiém soat su twong giao gitva cac
nhan sy tham gia vao qua trinh thiét ké va
phét trién;

h) nhu cau déi vdi sy tham gia cliia ngudi hoc
va bén hudng loi khac vao qua trinh thiét ké
va phat trién;

i) yéu cau dbi vé&i viéc cung clp san phdm va
djch vy giao duc sau do;

j) mirc @ kiém soat mong mudn cia ngudi
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8.3 Design and development of the educational
products and services

8.3.1 General

The organization shall establish, implement and
maintain a design and development process that
is appropriate to ensure the subsequent provision
of educational products and services.

8.3.2 Design and developmentplanning

In determining the stages and controls for design
and development, the organization shall consider:

a) the requirements defined in 8.2;

b) the nature, duration and complexity of the

design and development activities;

c) the
applicable design and development reviews;

required process stages, including

d) the
verification and validation activities;

required design and development

e) the responsibilities and authorities involved in
the design and development process;

f) the internal and external resource needs for
the design and development of educational

products and services;

g) the need to control interfaces between persons
involved in the design and development
process;

h) the need for involvement of learners and other
beneficiaries in the design and development
process;

i) the requirements for subsequent provision of
educational products and services;

i} thelevel of control expected for the design and
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hoc va bén hwéng loi va bén quan tam co
lién quan khac dbi véi qua trinh thiét ké va
phat trién;

k) thdng tin dang van ban cén thiét dé ching to
rang cac yéu clu thiét ké va phat trién duec
dap wng;

) céch tiép can dya trén béng ching;:

m) mirc d6 ngudi hoc doi hoi 16 trinh hoc tap ca
nhan trén co s& ky nang, & thich va ndng
khiéu cha ho;

n) nhu chu ddi voi vide tai st dung, kha nang
tiép can, kha nang thay thé va s 6n dinh
trong cac coéng cu tac gia, xay dung va cung
cap khoa hoc.

8.3.3 Diu vao cua thiét ké va phat trién

Té chirc phai xac dinh cac yéu chu thiét yéu déi

v@&i logi san phédm va dich vy gido duc cu thé dwoc

thiét ké va phat trién. T chirc phai xem xét:

a) yéu cau vé chirc nang va cdng dyng;

b) théng tin tir hoat djng thiét k& va phat trién
trién twong ty trudc d6;

c) tiéu chuan hodc quy tac thue hanh ma té chire
cam két ap dung;

d) hé qua tiém an cla sai 18i do dac tinh clia san
pham va dich vy gido dyc.

Déu vao phai day du, ré rang va thich hop cho
muc dich thiét ké va phat trién.

Céc dau vao cla thiét ké va phat trién mau thun

véi nhau déu phai dugc gidi quyét.

T6 chirc phdi luu gilr thdng tin dang van ban vé
ddu vao clia thiét ké va phat trién.
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development process by learners, other
beneficiaries and other relevant interested

parties;

k) the documented information needed to
demonstrate that design and development

requirements have been met;
I) the evidence-based approach;

m) the extent require
individualized leaming pathways, based on

their skills, interests and aptitudes;

to which leamers

n) the for accessibility,

interchangeability and durability in course

need reusability,

authoring, production and delivery tools.

8.3.3 Design and developmentinputs

The organization shall determine the requirements
essential for the specific types of educational
products and services to be designed and
developed. The organization shall consider:

a) functional and performance requirements;

b) information derived from previous similar
design and development activities;

c) standards or codes of practice that the
organization has committed to implement;

d) potential consequences of failure due to the

nature of the educational products and

services.

Inputs shall be complete, unambiguous and
adequate for design and development purposes.

Conflicting design and development inputs shall be
resolved,

The shall retain documented

information on design and development inputs.

organization



8.3.4 Kiém soat thiét ké va phat trién
8.3.4.1 Khai quat

8.3.4.1.1 Tb chirc phai ap dyng céc kiém soat dbdi
véi qua trinh thiét ké va phat trién dé dam bao
rang:

a) cac két qua can dat dwoc xac dinh;

b) cac xem xét dwgce thyc hién dé danh gia kha
ning ké&t qua thiét k& va phat trién dap (rng
cac yéu ciu;

¢) hoat dong kiém tra xac nhan va xac nhan gia
tri s& dung duwoc thyc hién dé dam bdo sén
pham va djch vy tao ra dap (rng cac yéu ciu
dbi vé&i (g dung xac dinh hodc viéc sir dung
du kién;

d) cac hanh ddng can thiét dwec thuc hign dbi
véi nhirng van dé dwoc xac dinh trong qua
trinh xem xét hodc trong hoat ddng kiém tra
xac nhan va xac nhan gia trj str dyng.

8.3.4.1.2 Khi cb thé, tb chirc phai leu gitr théng tin

dang van ban vé:

a) két qua clia bt ky hoat dong xem xét, kiém tra
xac nhan va xac nhan gia trj str dung nao;

b) y@u cau méi bat ky ddi véi san phdm va dich
vu giao duyc.

CHU THICH: Xem xét, kiém tra x4c nhan, x4c nhén gia

tri sl dyng cda thiét ké va phat trién ¢ nhirng muc

dich khac bigt, Céc hoat djng ndy cd thé dugc thyc

hign ring bigt ho3c két hgp sao cho thich hop véi cac
qué trinh, san pham va dich vu ctia t§ chirc.

8.3.4.2 Kiém soat thiét ké va phat trién dich vu
gido duc

Cac kiém soat ap dung cho qua trinh thiét ké va
phat trién phai dam bao ring:

a) muc dich va pham vi cua khdéa hoc hodc
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8.3.4 Design and developmentcontrols
8.3.4.1 General

8.3.4.1.1 The organization shall apply controls to the
design and development process to ensure that:

a) the results to be achieved are defined,

b) reviews are conducted to evaluate the ability of
the results of design and development to meet

requirements;

activities are
the

educational products and services meet the

c) verification and validation

conducted to ensure that resulting
requirements for the specified application or

intended use;

d) any necessary actions are taken on problems
determined during the reviews, or verification
and validation activities.

8.3.4.1.2 The organization shall retain documented
information, as applicable, on:

a) the results of any reviews, verification and
validation activities;

b) any new requirements for the educational

products and services.

NOTE
verification and validation have distinct purposes.
They
combination, as is suitable for the processes, products

Design and development reviews,

can be conducted separately or in any

and services of the organization.

8.34.2 Educational and

development controls

service design

The controls applied to the design and

development process shall ensure that:

a) the purpose and scope of the course or
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chwong trinh duge xac dinh o tinh dén yéu
céu clia ngudi hoc dbi voi viec nghién clru

ho&c lam viéc sau do;

b) cac yéu cu tién quyét (néu co) dugc xac
dinh;

¢) dac treng cla ngudi hoe dwore xac dinh;

d) biét dwec yéu chu clia viec nghién ciru va 1am
viéc sau do;

e) dich vy gido duc cé thé dap ng céac yéu ciu
vé muyc dich va pham vi, ¢ tinh dén cac dac
trung clia ngudi hoc;

f) dac trwng ctia hd so tét nghiép dugc xac dinh.

CHU THICH Trong béi canh gido duc, qua trinh thiét ké
va phat trién co thé Iap lai. Vi dy, gido trinh can ban cé
thé duoc thiét ké trude khi cung cap dich vu gido duc,
nhung phwong phap gido dyc lai can thich (ng v&i nhu
cau cy thé clia tirng nhém hoc vién xac dinh trong qua
trinh cung cép dich vy gido duc.

8.3.4.3 Thiét ké va phat trién chwrong trinh
giao duc

Céc kiém soat dwoc ap dung cho qua trinh thiét
ké va phat trién phai ddm bao ring:
a) két qua hoc tap:

1) nhét quan v&i pham vi clia khéa hoc hodc
chwong trinh;

2) duoc dién ta theo nang lyc ma ngudi hoc
cén dat duwgc sau khi hoan thanh chuong
trinh gidng day;

3) bao gém chi din vé mirc do nang luc sé
dat duorc;

4) cu thé, do duwoc, co thé dat dwoc, thich hep
va cé thoi han;
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programme is defined with a view to learners’

requirements for further study or work;

b) the prerequisites (if any) are specified;

c) the characteristics of the learners aredefined:;

d) the requirements of further study or work are
known;

e) the educational service can meet the
requirements of the purpose and scope, taking

into acoount the characteristics of the learners;

f) the characteristics of the graduate profile are
defined.

NOTE In an educational context, the design and
development process can be iterative. For example, a
base curriculum can be designed before the
educational service Is delivered, but the educational
methods might need to be adapted to the specific needs
of each given cohort of learners during each educational

service delivery.
8.3.4.3 Curriculum design and development

controls

The controls applied to the design and

development process shall ensure that:
a) learning outcomes:

1) are consistent with the scope of the course

of programme;

the

competences learners should acquire by

2) are described in terms of

completing the curriculum;

3) include an indication of the level to which
the competences will be achieved;

4) are specific, measurable, achievable,

relevant and time-bound:;



b) hoat ddng hoc tép:
1) thich hop véi phuong phap cung cép gido
duc;
2) thich hop d& dam bao dat duoc két qua
hoc tép;
3) cu thé, do duoc, co thé dat dwge, thich hep
va co théi han;
c) moi ngudn lwc cin thiét d& hoan thanh hoat
dong hoc tap déu duoc xac dinh;
d) cac co hdi thich hop dugce dua vao thiét ké
hoc tép:
1) d& ngudi hoc thuc hién vai trd tich cyc
trong viéc sang tao qué trinh hoc tap;

2) cho viéc danh gia qu4 trinh va phan hdi.
8.3.44 Kiém soat thiét ké va phat trién viéc
danh gia tdng hop
Céc kiém soat dwoe dp dung cho qué trinh thit
ké va phat trién viéc danh gia tong hop phai dam
béo rang:

a) chirng t& dwgc mbi lién két ré rang gitra thiét
ké viéc danh gia va két qua hoc tap mudn
danh gia va khi thich hgp cac hoat dong hoc
tap dwa trén co so nay;

b) cac hoat dong dwec thyc hién co tinh dén
nh®ng nguyén tac minh bach, kha ning tiép
cén, tdn trong nguwdi hoc va cong bang, dac
biét la trong vigc chim diém;

¢) hé théng phan loai dwoc xac dinh va xac
nhén gia trj s dung.

8.3.5 DAu ra ciia thiét ké va phat trién

T4 chirc phai dam bao réng Gau ra cla thiét ké va
phat trién:

a) dap (rng c4c yéu cu diu vao;
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b) learning activities:

1) are suitable fo the method of educational

delivery;

2) are appropriate for ensuring achievement

of the learning outcomes;

3) are specific, measurable, achievement,
relevant and time-bound;

c) all resources necessary to successfully

complete the learning acfivities are defined;

d)} adequate opportunities are included in the
learning design:

1) for leamers to take an active role in

creating the learning process;
2) for formative assessment and feedback.

8.34.4 Summative assessment design and

development controls

The controls applied to the design and
development process of summative assessment

shall ensure that:

a) a clear link can be demonstrated between the
assessment design and the learning outcomes
it is intended to assess, and where appropriate,

the learning activities it is based on;

b) activities are conducted taking into account the
principles of transparency, accessibility, respect
to the leamer, and fairness, especially with

respect to grading;

¢) the grading system is defined andvalidated.

8.3.5 Design and developmentoutputs

The organization shall ensure that design and

development outputs:

a) meet the input requirements;
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b) @4y @l cho cac qué trinh sau dé d& cung cép
san pham va djch vy gido dyc;

¢) bao gﬁm hodc vién dan téi cac yéu céu theo
ddi va do ludng (khi thich hop) va cac chuén
muc chip nhan;

d) quy dinh cac dic tinh clia san phdm va dich vy
gido dyc la cdt yéu cho muc dich dv kién cla
chung cling nhw viéc cung cdp an toan va
thich hgp s&n pham va dich vy d6.

e) duoc lwu gitr bing théng tin dang van ban.
8.3.6 Thay doi thiét ké va phat trién

Té chirc phdi nhan biét, xem xét va kiém soéat &
mirc @6 can thiét nhirng thay ddi tao ra trong hoac
sau thiét ké va phat trién san phdm va dich vu
gido dyc, dé dam bdo rang khéng co tac dong bat
lgri t&ri sy phit hep véi cac yéu cau hodc két qua.

T chirc phai I gitr thong tin dang van ban vé:

a) nhieng thay dbi doi véi thiét ké va phat trién;
b) két qua clia viéc xem xét;
¢) viéc cho phép thay ddi;

d) hanh ddng duwoc thwe hién dé ngédn nglra
nhirng tac ddng bét loi.
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b) are adequate for the subsequent processes for
the provision of educational products and
services;

¢) include or reference monitoring and measuring
requirements. (as appropriate) and acceptance
criteria;

d) specify the characteristics of the educational
products and services that are essential for
their intended purpose and their safe and
proper provision;

e) are retained as documented information.
8.3.6 Design and developmentchanges

The organization shall identify, review and control
changes made during, or subsequent to, the
design and development of educational products
and services, to the extent necessary to ensure
that there is no adverse impact on conformity to

requirements or results.

The organization shall retain documented

information on:

a) design and development changes;
b) the outcomes of reviews;

c) the authorization of the changes;

d) the actions taken to prevent adverse impacts.



8.4 Kiém soat qua trinh, san pham va dich vu

do bén ngoai cung cép

8.4.1 Khai quat

T chirc phai dam béo réng cac quéa trinh, san

ph&m va dich vy do bén ngoai cung cép phi hop

véi cac yéu cau.

T8 chirc phai xac dinh cac kiém soat dwgc ap dung

ddi véi qua trinh, san pham, dich vy do bén ngoai

cung cép khi:

a) san phdm va dich vy clia nha cung cép bén
ngodi dwee dung dé hgp thanh san phdm va
dich vu ctia chinh tb chirc;

b) san phAdm va dich vy dugc nha cung cip bén
ngoai cung cép tryc tiép cho ngudi hoc hodc
bén huwdng loi khac véi danh nghia cla tb
chirc;

c) qua trinh hodic mdt phan ctia qua trinh do nha
cung cAp bén ngoai cung cp la két qua tir
quyét dinh clia t& chirc.

T chirc phai xac dinh va 4p dung c4c tiéu chi cho
viéc danh gia, lwa chon, theo doi két qua thye
hién va danh gia lai nha cung cép bén ngoai trén
co st kha ndng ctia ho trong viéc cung cp cac
gua trinh hoéc san pham, dich vu phil hgp véi cac
y&u cau. Td chirc phai lwu gi®» théng tin dang van
ban vé cac hoat dong ndy va moi hanh déng can
thiét ndy sinh tir viéc danh gia.

8.4.2 Loai hinh va mirc d6 kiém soat

Td chire phai ddm bao rng cac qué trinh, san
pham va dich vu do bén ngoai cung cép khéng
anh hwdng bét loi dén khd ning clia té chic
trong viéc cung cdp dn dinh san phdm va dich
vy phu hop cho ngudi hoc va bén hudng loi
khac clia tb chic.

Té chirc phai:
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8.4 Control of externally provided processes,
products and services

8.4.1 General

The organization shall ensure that externally
provided processes, products and services
conform to requirements.

The crganization shall determine the controls to be
applied to externally provided processes, products
and services when:

a) products and services from external providers
into the
organization's own products and services;

are intended for incorporation
b) products and services are provided directly to
the learners or other beneficiaries by external

providers on behalf of the organization;

c) a process, or part of a process, is provided by
an external provider as an outcome of a
decision by the organization.

The organization shall determine and apply criteria

for the evaluation, selection, monitoring of

performance, and re-evaluation of external
providers, based on their ability to provide
processes or products and services in accordance
with requirements. The organization shall retain
documented information of these activities and
any actions from the

necessary arising

evaluations.
8.4.2 Type and extent ofcontrol

The organization shall ensure that externally
provided processes, products and services do not
adversely affect the organization's ability to
consistently deliver conforming products and
services to its learners and other beneficiaries.

The organization shall:

63



TCVNISO 21001:2019

a) dam baoc rdng cac qua trinh do bén ngoai

cung cép chiu sy kiém soat clia EOMS cla
té chirc;

b) xac dinh ca cac kiém soat td chirc mudn ap
dung cho cac nha cung cép bén ngoai va
cac kiém soat muén &p dung cho két qua
dau ra;

c) tinh dén:

1) tac dong tidm An cla cac qua trinh, san
phdm va dich vy do bén ngoai cung cép
téi khd nang clia t chirc trong viéc dap
(ng mdt cach on dinh cac yéu cau cla
ngwdi hoc va bén hwdng lgi khéc;

2) hiéu lyc clia cac kiém soat dwgc nha
cung cép bén ngoai 4p dung;

d) xac dinh viéc kiém tra xac nhan hodc cac
hoat déng khac can thiét d& dam bao réng
qua trinh, san phdm va djch vu do bén ngoai
cung cép dap (rng cac yéu ciu.

8.4.3 Théng tin cho nha cung cap bén ngodi

Td chirc phai d3m bao sw thda dang clia cac
yéu clu trudc khi trao ddi thong tin v&i nha cung
cédp bén ngoai.

T chirc phai trao ddi théng tin véi nha cung cip

bén ngoai vé cac yéu ciu clia minh dbi voi:

a) qua trinh, sdn phdm va dich vu dwoc cung
cép;

b) viéc phé duyét:
1) san pham va dich vy;
2) phuong phéap, qua trinh va thiét bi;
3) théng qua sdn phdm va dich vu;

c) nang lyc, bao gdm trinh do chuyén mén cén
thiét clia nhan su;
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a) ensure that externally provided processes
remain within the control of its EOMS;

b) define both the controls that it intends to apply to
an external provider and those it intends to

apply to the resulting output;

c) take into consideration:

1) the potential impact of the externally
provided processes, products and services
on the organization's ability to consistently

and other beneficiary

meet |earner

requirements;

2) the effectiveness of the controls applied by
the external provider,;

d) determine the verification or other activities
necessary fo ensure that the externally
provided processes, products and services

meet requirements.
8.4.3 Information for external providers

The organization shall ensure the adequacy of
requirements prior to their communication to the

external provider.

The organization shall communicate to external

providers its requirements for:

a) the processes, products and services to be
provided;
b) the approval of:
1) products and services;
2) methods, processes and equipment;
3) the release of products and services;
including required

¢) competence, any

qualification of persons;



d) sy twong tac gitta nha cung cép bén ngoai
véi 1 chie;

e) viéc kidm soat va theo ddi két qua thic hién
ciia nha cung cdp bén ngoai dugc td chic
ap dung;

f) hoat dong kiém tra xac nhan va xac nhan gia
tri st» dung ma td chirc hodc nguwdi hoc va
bén hudng Igi khac dy kién thirc hién tai co
s& clia nha cung cp bén ngoai.

8.5 Cung cép san pham va dich vu gido dyc

8.5.1 Kiém soat viéc cung cip san pham va
dich vy giao duc

8.5.1.1 Khai quat

T chirc phai thwe hién viéc tao san pham va
cung cap dich vu dudi cac diéu kién duoc kiém

soat.

Khi co thé, diéu kién duoc kiém soat phai bao

gom:

a) sy san co cua thong tin dang vén ban xac
dinh:

1) dac trwng cla san phadm gido duc dugc
tao ra, dich vy gido duc dwoc cung cap
ho&c hoat ddng dwoc thuc hién;

2) két qua can dat dugc

b) sw sin co va viéc si dyng cac ngudn lyc
theo doi va do lwdng thich hop va dwoc xac
nhan gia tri st dung;

c) viéc thwc hién hoat djng theo ddi va do
lwdrng, gdm ca viéc xem xét khiéu nai, théng
tin phan hdi khac va két qua dénh gia & cac
giai doan thich hop, d& kiém tra x4c nhan
rang chuan myc kiém soat qué trinh hodc
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d) the external provider's interactions with the
organization;

e) control and monitoring of the external provider's
performance to be applied by the organization;

f) wverification or validation activities that the

organization, or its learners and other
beneficiaries, intend to perform at the external

provider's premises.

8.5 Delivery of the educational products and

services

8.5.1
products and services

Control of delivery of the educational

8.5.1.1 General

The organization shall implement production and
service provision under controlled conditions.

Controlled conditions shall include, asapplicable:

a) the availability of documented information that
defines:

1) the characteristics of the educational
products to be produced, the educational
services to be provided, or the activities to

be performed;
2) the results to be achieved;

b) the availabilty and use of suitable and
validated monitoring and measuring resources;

and
the

consideration of complaints, other feedback

c) the
measurement

implementation of monitoring

activities,  including

and the results of formative assessment af
appropriate stages, in order to verify that
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d)

f)

g)

h)

dau ra va chudn myc chip nhan dbi v&i san
phdm va dich vy gido duc déu dwoc dap
ng;

s dung co s& ha tdng va méi trudng thich
hop cho viéc thire hién cac qua trinh;

phan céng nhan sy c6 nang lyc, gdm ca
trinh @& chuy&n mén can thiét (xem 7.2);

xac nhan gia tri str dung va xac nhan lai gia
tri sr dung dinh ky cla kha ndng dat dwoc
két qua hoach djnh cla qué trinh d@bi véi viée
tao sdn phdm va cung cép dich vy, khi két
qua tao ra khong thé kiém tra xac nhan duoc
béing viéc theo dbi va do Iwdng sau do;

thie hién cac hanh dong nhdm ngén nglra
sai 16i clia con ngudi;

thwe hién cac hoat dong théng qua, giao
hang va sau giao hang.

8.5.1.2 Nhap hoc

8.5.1.2.1 Thong tin trwdc khi nhap hoc

Td chirc gido dyc phai dam bao rang truéc khi

nhap hoc, ngudi hoc dwgc cung cép:

a)

b)
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théng tin ddy @G co tinh dén cac yéu ciu clia
16 chirc va yéu cAu nghé nghiép, cling nhw
cam két clia t chirc vé trach nhiém xa hoi;

thdng tin day dd va r6 rang vé:

1) két qua hoc tap dw kién, quan diém nghé
nghiép, cach tiép cén gido duyc;

2) sy tham gia clia ngudi hoc va cac bén
hwong lgi khac khi thich hgp vao qua trinh
gido duc;

3) tiéu chi nhap hoc va chi phi cho cac san
phé&m va dich vy giao duc.

d)

f)

a)

h)

criteria for control of processes or outputs and
acceptance criteria for educational products

and services have been met;

the use of suitable infrastructure and

environment for the operation of processes;

the appointment of competent persons,
including any required qualification (see 7.2);

the validation, and periodic revalidation, of the
ability to achieve planned results of the
processes for production and service provision,
where the resulting output cannot be verified by
subsequent monitoring or measurement;

the implementation of actions to prevent

human error;

the implementation of release, delivery and

post-delivery activities.

8.5.1.2 Admission oflearners

8.5.1.2.1 Pre-admission information

The educational organization shall ensure that

before learners are admitted, they are provided
with:

a)

b)

adequate information that takes into account
organizational requirements and professional
requirements, as well as the organization's

commitment to social responsibility;
adequate and clear information about:

1) the intended learning outcomes, career

perspectives, educational approach;

2) the participation of learners, and other
beneficiaries as appropriate, in their

educational process;

3) the admission criteria and costs of the

educational product or service.



8.5.1.2.2 Diéu kién nhap hoc
Td chirc phai thiét 1ap qua trinh ddi v&i viéc nhép
hgc. Ngoai cac yéu cdu & 4.4.1, quéa trinh nay
phai:
a) thiét lap tiéu chi nhap hoc phu hgp véi:

1) yéu céu clia td chirc;

2) yéu cdu tlr linh vire chuyén mén;

3) ydu cau theo ndi dung clia chwong trinh
va/hodc phwong phap sw pham;

b) dam bao tiéu chi va qua trinh nhép hgc dwgc
ap dung thdng nhéat véi tat ca ngudi hoc;

c) dugc duy tri béng théng tin dang vén ban;
d) ¢dng khai;

e) dam bao khad ndng truy xudt ngudn gbc clia
tirng quyét dinh nhap hoc;

f) lwu gitr théng tin dang van ban lam bang
chirng vé& quyét dinh nhap hoc.

8.5.1.3 Cung cap san phiam va dich vu gido
duc

Td chirc phai thiét Iap cac qua trinh doi vori:

a) viéc giang day;

b) hé trg viéc hoc tap;

c) hé trg quan trj viéc hoc tap

8.5.1.4 Panh gia tong hop

T6 chirc phai:

a) dam bao san cd phwong phap phat hién dao

van va cac sai pham khac va phwong phap
nay dwoc truyén dat t&i ngudi hoc;

b) ddm bdo khd ndng truy xudt ngudn gbéc vé
phén hang, sao cho c6 thé nhan biét méi lién
hé khach quan gilra cong viée ngudi hoe thé
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8.5.1.2.2 Conditions foradmission
The organization shall establish a process for the

admission of learners. In addition to the

requirements in 4.4.1, the process shall:
a) establish admission criteria that conformto:
1) organizational requirements;
2) requirements from the professionalfield;

3) requirements due to the content of the

programme and/or pedagogical

approach;

b) ensure that admission criteria and processes

are applied uniformly for all learners;
¢) be maintained as documented information;
d) be publicly available;

e) ensure the traceability of each admission

decision;

f) retain documented information as evidence of
admission decisions.

8.5.1.3 Delivery of educational products and

services

The organization shall establish processes for:
a) teaching;

b) facilitation of learning;

c) administrative support of learning.

8.5.1.4 Summative assessment

The organization shall:

a) ensure that methods to detect plagiarism and
other malpractices are in place and are
communicated to learners;

b} ensure the traceability of grades, such that an
objective connection can be identified between
learner

work presented and the grade
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hién va hang/loai dwoc 4n djnh;

¢) lwu gite thong tin dang van ban vé viéc danh
gia 1am bang chirng cho viéc phan hang;

d) cong khai théi gian lwu gitr cla thdng tin dang
van ban nay.

8.5.1.5 Ghi nhan viéc hoc tap da dwoc danh

gia

Té chirc phai dam bao rang sau khi danh gia téng

hop:

a) ngudi hoc dugc théng bao vé két qud hoat
ddng danh gia va phan hang;

b) nguéi hoc dwoc trao co hdi dua ra yéu céu
xem xét lai hodic yéu cau stra doi két qua danh
gia va phan hang;

¢) nguwoi hoc dwgc tiép can day di cong viéc cla
minh va danh gia chi tiét cong viéc cling nhw
co hdi phan hdi;

d) bang chirng vé két qua danh gia dugc cép cho
ngwi hoc béng thang tin dang van ban;

e) Iy do cho quyét dinh vé phan hang va déanh gia
cudi cling duoc lwu gitr bang thong tin dang
van ban; '

f) thong tin dang van ban dwgc lwu gitr trong
khoang thai gian lwu gir quy dinh;

g) céng khai khoang théi gian lwu gile thong tin
dang van ban nay.

8.5.1.6 Yéu cdu bé sung ddi véi nhu cau gido

duc dac biét

8.5.1.6.1 V&i d4u vao tir ngwdi hoc va cac bén
hudng loi khac, 1anh dao, nhan vién giang day va
hd tre clia td chire co thé nhan biét cac budc dé
nang cao kha nang tiép can dich vu gido duc. TS
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assigned;

the
assessment as evidence of the grades

c) retain documented information of

assigned;

d) make the retention peried of such documented

information publicly available.

8.5.1.5 Recognition of assessedlearning

Organizations shall ensure that, after summative

assessments:

a) learners are informed of the outcomes of the

assessment activity and grade;

b) learners are given the opportunity to appeal or
ask for rectification of the outcomes of the

assessment activity and grade;

c) learners have full access to their work and its
detailed assessment, as well as opportunities

for feedback;

d) evidence of the outcomes of the assessment is

issued to the learner as documented

information;

e) the reasons for the decision on grading and
final assment are retained as documented

information;

f) the documented information is retained for a

specified retention period,;

g) the retention period of such documented

information is publicly available.

8.5.1.6 Additional requirements for special

needs education

8.5.1.6.1 With input from learners and other
interested parties, an organization's management,
teaching and support staff can identify steps to

improve accessibility of educational services. The



chirc phai thyc hién danh gia hep ly theo nhirng
gi c6 khd nang thwe hién trong khuén khd thoi

gian cy thé.

8.5.1.6.2 Lién quan dén viéc cung cép hoc tap, t&
chirc can:

a) tridn khai cac chién lvgce hudng dan khac biét
dugc dinh hwéng téi ngudi hoc trong &p;

b) sl dyng cach tiép can dugc khuyén nghi cho
nguwdi hoc co nhu cAu dic bigt nhdm khuyén
khich phat trién viéc tw nhan thirc, tw diéu
chinh va siéu nhan thirc;

¢) can bang nhu cau cla ngwdi hoc, gido vién,
cac yéu cdu cla khéa hoc, bbi canh (méi
treng) trong khudn khd rong hon (vi dy yéu
cau vé ngoai khoa, cac gia trj qudc gia);

d) ap dung linh hoat cac bigén phap chuyén biét,
khi c6 thé bao gbm:
1) stra ddi chwong trinh gidng day;
2) bdi dudng tinh ty 1ap va doc 1ap;

3) gia sw va nguwdi kem cap.
8.5.1.6.3 Lién quan dén danh gia viéc hoc tap, td

chirc cén:

a) dwa ra nhidu co hoi da dang d& nguei hoc
chirng t& sy théng thao clia minh vé& cac chil
dé giang day;

b) dam bao viéc gidng day dua ra cac hoat dgng
va viéc danh gia co céu tric cho phép ngudi
hoc xay dwng va chitng t6 viéc hoc tép cla

minh;

¢) ap dung linh hoat cac bién phap chuyén biét
khi co thé, gbm ca cac phwong phap danh gia
thich hop.

8.5.1.6.4 Nguwdi hoc riéng 18 can sy hd tro cy thé
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organization shall apply reasonable judgment as to
what might be possible during a specific time frame.

8.5.1.6.2 With respect to delivery of learning, the

organization should:

a) employ differentiated instruction strategies that
are targeted to learners in the classroom;

b) use approaches recommended for leamners
with special needs to encourage development
and

of self-awareness, self-regulation

metacognition;

c) balance the needs of the learner, the educator,
the requirements of the course, the context
(environment) within larger frameworks (e.g.

curricular requirements, national values);

d) flexibly implement individualized measures, as
applicable, including:

1) curriculum modification,;

2) fostering self-directedness and

independence;
3) tutor and mentorships.

8.5.1.6.3 With respect to assessment of learning,
the organization should:

a) provide multiple and diverse opportunities for
learners to demonstrate their mastery of the

fopics of instruction;

b) ensure instruction provides scaffolded
activities and assessments that allow learners

to build and demonstrate their learning;

c) flexibly implement individualized measures, as

applicable, including adequate evaluation

methods.

8.5.1.6.4 Individual learners who require specific
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trong viéc hgc tap nhdm dat dwoc céc két qua hoc
tap da théng nhét, phai dwec trang bj theo cach
cén bang gitra yéu céu clia ngudi hoc, tinh toan
ven clia két qua hoc tap va kha ndng ctia td chire
giao duc.

8.5.2 Nhan biét va truy xuit ngudn géc

T chirc gido duc phai dam bao viéc nhan biét va
truy xuét ngudn gbc vé:

a) s tién bd ciia ngudi hoc trong toan té chirc;

b) 1§ trinh hoc tap va lam viéc clia nhirng nguoi
tét nghiép hoac hoan thanh khéa hoc hay
chwong trinh hoc khi c6 thé;

c) kétqua cong viéc clia nhan vién vé:
1) nhing gi da dwoc thuc hién;
2) khinao;
3) b&ingudi nao.

8.5.3 Tai san cta bén quan tam

To chirc gigo duc phai giir gin tai san clia bén
quan tdm béat ky khi chiing thudc sy kiém soat
clia t6 chirc hay dang dwoc tb chirc st dyng.

To chirc gido duc phai nhan biét, kidm tra xac
nhan, bao vé&, bdo dadm an toan cho tai san béat ky
dugc cung cAp dé sir dung va co dwoc sw nhét tri
néu cln, khi tai san nay dwoc két hop vao san
pham va dich vu gigo duc.

Khi tai s&n clia bén quan tam bj mat mat, hu héng
hodc dwoc phat hién khdng phi hgp cho viéc sk
dung, t6 chirc phai théng bao viéc ndy cho bén
quan tdm co lién quan va thyc hién hanh dong
khdc phyc thich hop (xem 8.5.5 va 10.2) va phai
Iy gitk thdng tin dang van ban vé cac van dé xay

ra.
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assistance with learning in order to achieve the
be
accommodated in a manner that balances leamer
the the

and capacity of the educational

agreed upon leaming outcomes, shall

requirements, integrity of learning
outcomes,

organization.
8.5.2 Identification and traceability

shall
identification and traceability with respect to:

The educational organization ensure

a) the progress of learners through the

organization;

b) the study and employment paths of those who
graduate or complete a course or programme

of study, where applicable,
c) output from the work of staff in terms of:
1) what was done,
2) when;
3) by whom.

8.5.3 Property belonging to interested parties

The educational organization shall exercise care
with property belonging to any interested party
while it is under the control of, or being used by, the

educational organization.

The educational organization shall identify, verify,
protect and safeguard any property provided for
use and obtain consent, where required, if the
property is incorporated into educational products

and services.

When the property of an interested party is lost,
damaged or otherwise found to be unsuitable for
use, the organization shall report this to the
relevant interested party and take appropriate
corrective actions (see 8.5.5 and 10.2) and retain
documented information on what has occurred.



CHU THICH: Tai san clia bén quan tdm c¢6 thé bao
gdm tai liéu, bo phan cau thanh, dung cy va thiét bi,
co s& clia bén hwdng li, quyén s& hiru tri tué va di
lidu ca nhan, gidy chirng nhan, bing cip va cac tai
ligu lién quan khac.

8.5.4 Bao toan

Té chirc phai bao toan dau ra trong suét qua trinh
tao san pham va cung cap dich vu & mirc d can
thiét d& dam bao sy phli hep vé&i cac yéu cau.

8.5.5 Bao vé va minh bach di¥ liéu ngwi hoc

Té chirc phai thiét 1ap phwong phap dé bao vé va
minh bach di liéu ngwdi hoc va duy tri bang théng
tin dang vén ban. Phwong phap nay phai thiét lap:

a) di¥ liéu nao vé ngudi hoc can dwec thu thap
va cach thirc va noi di ligu dugce xi Iy va lwu

e

g,
b) ngudi truy cap di liéu nay;

c) theo nhirng didu kién nao thi di ligu vé ngudi
hoc dwgc phép chia sé véibén thir ba;

d) di liéu dugc lwu gitr trong bao lau.

T chirc chi dwoc thu thap va chia sé di lidu vé
ngwdi hoe véi sy dbng y 1d rang clia ho.

T chirc can d& ngudi hoc va cac bén quan tam
khac tiép can dir liéu vé chinh ho va cé thé sira
hay cap nhat di lidu vé ho.

Td chirc phai thye hién cac bién phap thich hop
@& dam bao di lidu v& nguwdi hoc chi cé thé dwoc
truy céap b&i nguoi duwgc cho phép. Cac bién phap
bao vé bing céng nghé phai dwoc xac nhan gia trj
str dung.

Td chirc phai d& ngwdi hoc va cac bén quan tam
khac truy cap di liéu vé chinh ho.
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NOTE An interested party's property can include

material, components, tools and equipment,

beneficiary premises, intellectual property and personal

data, certificates, diplomas and other relevant

documents.

8.5.4 Preservation

The organization shall preserve the outputs during
production and service provision, to the extent

necessary to ensure conformity to requirements.

8.5.5 Protection and transparency of learners’
data

The organization shall establish a method to deal
with the protection and transparency of learners’
data and maintain it as documented information.
The method shall establish:

a) whatlearner data are collected, and how and
where they are processed and stored;

b) who has access to the data;

¢) under which conditions learner data may be
shared with third parties;

d) how long the data are storedfor.

The organization shall only collect and share
learners’ data with their explicit consent.

The organization should give learners and other
interested parties access to their own data, and

the ability to correct or update their own data.

The organization shall take all appropriate
measures to ensure that learners’ data can only be
accessed by authorized persons. Technological

protection measures shall be validated.

The organization shall give learners and other
interested parties access to their own data.
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8.5.6 Kieém soat thay déi vé san phim va
dich vu giao dyc

Td chizc phai xem xét va kiém soat nhitng thay
ddi déi véi viec tao san pham hodc cung cép dich
vy & mirc d can thiét d& dam bao duy tri sw phi
hop véi cac yéu ciu.

Td chirc phai duy tri théng tin dang van ban mé ta
két qua xem xét thay ddi, (nhirng) ngudi cho phép
thay ddi va moi hanh ddng can thiét ndy sinh tir
viéc xem xét nay.

8.6 Théng qua san phdm va dich vu gido duc

Viéc théng qua san pham va dich vy cho nguoi
hoc va bén huéng lgi khac chi dwoc tién hanh sau
khi d& hoan thanh thda dang cac sép dit theo
hoach dinh, néu khéng thi phadi dwgc sy phé
duyét clia ngudi co thAm quyén va, ndu co thé,
clia nguwdi hoe va bén hwéng lei khac.

Td chic phai duy tri théng tin dang van ban vé
viéc thdng qua san pham va dich vu. Théng tin
dang van ban phai bao gdm:

a) bang ching v& sy phi hgp voi chuan myc
chép nhan;

b) khad néng truy xudt dén (nhimg) ngwdi cho
phép théng qua.

CHU THICH: Trong bdi canh gido duyc, viéc thong qua
san phdm va djch vu c6 thé dién ra trong céac giai doan
khéc nhau. Vi dy, mdt cudn sach dé hé tro dich vy gido
duc c6 thd dwgc théng qua truée khi cung cép dich vy;
mét 1op hoc, viec danh gia hoac chdm diém co thé
dugc dua ra trong qué trinh cung cép dich vu; viéc cp
lai bdng c6 thé xay ra rat au sau khi cung cép dich vy.
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8.5.6 Control of changes in the educational

products and services

The organization shall review and control changes
for production or service provision, to the extent
necessary to ensure continuing conformity with

the requirements.

The refain documented

information describing the results of the review of

organization shall
changes, the person(s) authorizing the change,
and any necessary actions arising from the review.

8.6 Release of the educational products and

services

The release of products and services to leamners
and other beneficiaries shall not proceed until the
planned arrangements have been satisfactorily
completed, unless otherwise approved by a
relevant authority and, as applicable, by the

learner and other beneficiaries.

shall retain documented

information on the release of products and

The organization

services. The documented information shall

include:

a) evidence of conformity with the acceptance
criteria;
b) traceability to the person(s) authorizing the

release.

NOTE

products and services can occur during different

In an educational context, the release of

phases. For example, a book to support the educational
service can be released before the delivery of the
service; a class, an assessment or a grade can be
provided during the service delivery; the re-issue of a
diploma can occur long after the service was delivered.



8.7 Kiém soat dau ra vé gidgo duc khéng phi
hop

8.7.1 T chirc phai dam bao réng dau ra khong
phl hop véi cac yéu cau déu dwoc nhan biét va
kiém soat nhdm ngédn nglra viéc sir dung hoac
chuyén giao ngoai di kién.

Td chire phdi thye hién cac hanh ddng thich hop
da theo ban chét clia sw khéng phil hop va tac
dong clia sy khéng phiu hop dé t6i sw phi hep
clia san ph&m va dich vu gido duc. Diéu nay ciling
phdi 4p dung d6i véi san phdm va dich vu gidqo
duc khéng phu hgp duwgc phat hién sau khi
chuyén giao san pham va trong qua trinh hodc

sau khi cung cép dich vy.

8.7.2 To chirc phai xt ly ddu ra khdng phu hop
theo mdt hodc cac cach sau:

a) khéc phuc;

b) tch riéng, ngan chan, thu hdi hodc tam ding
viéc cung cAp san pham va dich vy;

c) thong bao cho nguwdi hge hodc bén hwdng loi
khac;

d) c6 dwoc su cho phép chdp nhan c6 nhan

nhuong.

Sy phi hgp véi cac yéu cdu phai dugc kidm tra
xac nhan khi diu ra khéng phi hop dwec khic
phuc.

8.7.3 T chirc phai luu git* théng tin dang van
ban:

a) mbd ta viéc cung cap chuong trinh;

b) mb ta dau ra khéng phis hop;

¢) mb ta hanh dong dwgec thie hién;
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8.7 Control of the educational nonconforming

outputs

8.7.1 The organization shall ensure that outputs
that do not conform to their requirements are
their

identified and controlled to prevent

unintended use or delivery.

The organization shall take appropriate action
based on the nature of the nonconformity and its
effect on the conformity of educational products
This shall also apply to
nonconforming educational products and services

and services.
detected after delivery of products, during or after
the provision of services.

with

8.7.2 The deal

nonconforming outputs in one or more of the

organization shall

following ways:
a) correction;
return  or

b) segregation,  containment,

suspension of provision of products and
services;

c) informing the learners or other beneficiaries;

d) obtaining authorization for acceptance under

concession.

Conformity to the requirements shall be verified

when nonconforming outputs are corrected.

8.7.3 The organization shall retain documented

information that:
a) describes the delivery of the programmes;
b) describes any non-conforming outputs;

c) describes the actions taken;
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d) md ta moi sy nhan nhugng dat duoc;

e) nhéan biét thdm quyén quyét dinh hanh dong
dbi v&i sy khédng phu hep.

9 Danh gia két qua thwe hién

9.1 Theo ddi, do lwéng, phan tich va danh gia

9.1.1 Khai quat
Té chirc phai xac dinh:
a) nhing gi cdn dugc theo doi va do lwéng;

b) phwong phap theo dbi, do lwdng, phan tich va
déanh gia, khi co thé ap dung, dé dam bao két
qua co gia trj st dung;

¢) tiéu chi chap nhan dwoc sl dung

d) khinao phai thwe hién theo dai va do lwong;

e) khi ndo cac két qua theo déi va do lwérng phai
dwgc phan tich va danh gia.
Té chirc phai lwu gir thong tin dang van ban lam

bang chirng vé viéc theo déi, do lwdng, phan tich,
danh gi4 va nhirng két qua clia viéc nay.

Td chirc gido duc phai danh gia két qua thyc hién
cta minh vé gido duc va higu lwc clia EOMS.

Moi ngudi cin c6 co hdi xem xét mét cach
nghiém tac cong viéc ctia chinh minh theo cach
trung thirc va xay dwng dé déng gdp cho sy cai
tién clia minh.

9.1.2 Sw théa man cla ngwdi hoc, bén hwéng
leii khac va nhan vién

9.1.2.1 Theo ddi sw théa man
T6 chivrc phai theo dbi sy thda man clia ngudi

hoc, bén hwéng loi khac va nhan vién, cling nhw
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d) describes the concessions obtained,;

e) identifies the authority deciding the action in

respect of the nonconformity.
9 Performance evaluation

9.1

evaluation

Monitoring, measurement, analysis and

9.1.1 General
The organization shall determine:
a) what needs to be monitored and measured,

b) the methods for monitoring, measurement,
analysis and evaluation, as applicable, to
ensure valid outcomes;

c) the acceptance criteria to be used,

d) when the monitoring and measuring shall be

performed,

the

measurement shall be analysed and evaluated.

e) when results from monitoring and

shall
information as evidence of the

The retain
documented

monitoring, measurement, analysis, evaluation

organization appropriate

and their results.

The organization shall evaluate the educational
organization performance and the effectiveness of
the EOMS.

People should be given an opportunity to critically
review their own work in a reflective and
constructive manner, as a contribution to their

improvement.

91.2 Satisfaction of learners, other

beneficiaries and staff
9.1.2.1 Monitoring of satisfaction

The organization shall monitor the satisfaction of
learners, other beneficiaries and staff, as well as



cam nhén cla ho vé mirc G0 theo dé nhu cu va
mong dgi clia ho dwgce dap (ng. Té chirc phai xac
dinh phwong phap dé thu dugec, theo déi va xem
xét thong tin nay.

CHU THICH: Vi du vé viéc theo ddi ¢cam nhan cla
ngudi hoc, bén hudng loi khac va nhan vién co thé
bao gbm céac khdo sat bén hudng lgi, théng tin phan
hdi clia bén hwéng lgi v& sén phdm hoac dich vy dugc
giao, cac hdi nghj véi bén huding loi, phéan tich thj phan
va cac phan hdi.

CHU THICH 2: Khi danh gia st thda man, quan trong
1a cAn xem xét ca phan hdi tidu cye (vi dy khidu nai,
yéu cau xem xét lai) va tich cyc (vi du cac I&i khen
ngoi).

9.1.2.2 Xir Iy khiéu nai va yéu ciu xem xét lai

T& chire gigdo dyc phai thiét 1ap va duy tri thong tin
dang van ban vé phuong phap x Iy khiéu nai va
yéu cau xem xét lai va phai lam cho cac bén quan
tdm (xem 10.2) clia minh biét duwoc phurong phap
nay.

Phuong phép nay phai bao gdm quy dinh dbi v&i

viéc:

a) trao ddi thong tin vé phuong phap vai tit ca
cac bén quan tam co lién quan,;

b) tiép nhén khiéu nai va yéu ciu xem xét lai:

¢) theo doi khiéu nai va y&u cu xem xét lai;

d) ghinhan khiéu nai va yéu cu xem xét lai;

e) thuc hién danh gia ban d4u vé khiéu nai va

y&u ciu xem xét lai;
f) didu tra v& khidu nai va yéu clu xem xét lai;
g) trd 1&i khiéu nai va yéu cau xem xét lai;
h) trao doi théng tin vé& quyét dinh;

i) két thuc khiéu nai va yéu cdu xem xét lai.
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their perceptions of the degree to which their
needs and expectations have been fulfilled. The
organization shall determine the methods for
monitoring  and this

obtaining, reviewing,

information.

NOTE 1 Examples of monitoring perceptions of
learners, other beneficiaries and staff can include
beneficiary surveys, beneficiary feedback on delivered
products or services, meetings with beneficiaries,
market-share analysis and responses.

NOTE 2When evaluating satisfaction, it is important to
consider both negative (e.g. complaints, appeals) and
positive (e.g. compliments) feedback

9.1.2.2 Handling of complaints and appeals

The educational organization shall establish and
maintain as documented information a method for
handling complaints and appeals, and shall make
this known to its interested parties (see 10.2).

The method shall include specifications for:

a) communicating the method to all relevant
interested parties;

b) receiving complaints and appeals;
¢) tracking complaints and appeals;
d) acknowledging complaints and appeals;

e) performing initial assessment of complaints and

appeals;
f) investigating the complaint and appeals;
g} responding to the complaints and appeals;
h) communicating the decision;

i) closing complaints and appeals.
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Phwong phap phai ddm bdo bao mat théng tin vé
bén khiéu nai va bén yéu cdu xem xét lai va tinh
khach quan clia ngui diéu tra.

Té chirc phai Iwu gite théng tin dang van ban lam
bdng chirng vé& khiéu nai va yéu cu xem xét lai
nhan duoc, ciing nhur giai phap vé khiéu nai va
y&u cau xem xét lai do.

CHU THICH: TCVN ISO 10002 dva ra hwdng dan xik
ly khiéu nai bén trong t& chire.

9.1.3 Nhu céu theo déi va do lwong khac

T chire phai dam bao rang céc thong tin phan hdi
sau theo yéu cdu clia cac bén quan tam cé lién
quan va san co khi thich hgp cho céc bén quan

tam co lién quan;

a) phan hdi vé san pham va dich vy gido dyc;

b) phan hdi vé& hiéu lyc clia cac san pham va
dich vu nay trong viéc dat dugc cac két qua
hoc tap da théng nhat;

c) phén hdi v& anh hwdng cla td chire téi cong
ddng.

T chirc phdi theo d6i mirc dd phan hdi thu dwgc
va thie hién hanh dong dé gia tang mirc dd nay
néu khéng c6 di phan hdi.

CHU THICH: Viéc theo d6i va do lwong cb thé bao
gbm:

- ndi dung cla chuong trinh v& mét finh vyc nhét
dinh, dam bao rdng chwong trinh d6 duwgc cép
nhat;

- khéi lugong cong viée, sy tién bd ciia ngwdi hoe va
t71€ hoan thanh;

- hiéu lire ciia viéc danh gia;

- s théa man clia ngudi hoc va bén hwdng lgi khac
lién quan dén chwong trinh;
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The method shall

complainants and appellants and objectivity of

ensure confidentiality of

investigators.

The shall

information as evidence of the complaints or

organization retain documented

appeals received, as well as of their resolution.

NOTE [ISO 10002 provides guidelines for complaints
handling in organizations.

9.1.3 Other monitoring and measuring needs

The organization shall ensure that the following
feedback is requested from and made available as

appropriate to relevant interested parties:

a) feedback on the educational products and

services;

b) feedback on their effectiveness in achieving

the agreed learning outcomes;

c) feedback on the organization's influence on the

community.

The organization shall monitor the level of
feedback obtained and take actions to increase it
where it is not sufficient.

NOTE Menitoring and measuring can include:

the content of the programme in the given

discipline, ensuring that programme is up to date;

- the workload, progression of |earner and

completion rates;
- effectiveness of evaluation;

- learners' and other beneficiaries’ satisfaction in
relation to the programme;



- méi treeng hoc tap va dich vu hé tro va sy phi
hep clia chiing véi muyc dich,

9.1.4 Phwong phap theo doi, do lwéng, phan

tich va danh gia

9.1.4.1 Td chirc phai xac dinh:

a) phuwong phap dé thu dwoc, theo dbi va xem

xét thdng tin vé két qua thye hién;

b) cac chi tiéu theo d6 do lwerng két qua thuc

hién.
CHU THICH: Phy lyc E dwa ra danh myc phwong phap
va bién phap c6 thé dwgc sit dung dé do lwdng két qué
thwe hién. Chi tidu két qua thye hién c¢é thé dwoc thé
hién bang chi s6 két qua thuc hién chinh.,

9.1.4.2 T6 chirc phai dam bdo rang:

a) cac bén quan tdm tham gia vao hoéc chju anh
hwéng bdi viéc danh gia déu duwgc nhan biét;

b) ngudi tién hanh viéc danh gia c6 nang lyc va
khach quan;

c) bao cao danh gia minh bach va mé ta rd rang
san pham va dich vy gido dyc va myc tiéu clia
chang, cac phat hién, cac quan diém, phwong
phap va Iy do st dyng dé dién dat cac phat
hién;

d) béi canh (vi dy médi frwong hoc tap) tong &
dich vu gido dyc duoc cung cap dwoc kiém tra
du chi tiét @& gitp nhan biét dugc nhixng anh

hwéng téi dich vu giao duc.
9.1.5 Phén tich va danh gia

To chirc phai phén tich va danh gia di ligu va
thdng tin thich hop tir theo déi va do lwdng.

Két qua phan tich phai duoc st dung dé danh gia:

a) sw phu hep clia sén phdm va dich vu;
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- learning environment and support services and

their fitness for purpose.

9.1.4 Methods for monitoring, measurement,

analysis and evaluation
9.1.4.1 The organization shall determine:

a) the methods for obtaining, monitoring and
reviewing information on performance;

b) targets against which this performance will be

measured.

NOTE Annex E provides a list of methods and

measures which can be used to measure performance.
Performance targets can be expressed as key
performance indicators.

9.1.4.2 The organization shall ensure that:

a) the interested parties involved in or affected by

the evaluation are identified;

b) the persons conducting the evalualion are

competent and objective;

c) evaluation reports are transparent and clearly
describe the educational products and services
and their objectives, the findings, as well as the
perspectives, methods and rationale used to

interpret the findings;

d) the context (e.g. learning environment) in which

the educational service is provided is examined
in enough detail to enable influences on the

educational service to be identified.
9.1.5 Analysis and evaluation

The organization shall analyse and evaluate
appropriate data and information arising from
monitoring and measurement.

The results of analysis shall be used to evaluate:

a) conformity of products and services;

77



TCVN ISO 21001:2019
b) mic dj théa méan cla bén hudng loi;
¢) mdc db thda man cla nhan vién

d) két qua thiec hién va hiéu lyc clia EOMS;

e) ndi dung hoach dinh c6 dwgc thyc hién mot
cach hiéu lyc hay khong;

f) hiéu lyc cia nhirng hanh dgng dugc thyc hign
dé gidi quyét rii ro va co hoi;

g) két qua thwc hién cia nha cung cép bén
ngoai;

h) nhu cdu cai tién EOMS.

CHU THICH: Phuong phap phan tich di ligu co thé
bao gbm cac ky thuat dinh lweng va dinh tinh vafhodc
hén hop.

9.2 Panh gia ndi bd

9.2.1 Td chirc phai tién hanh cac cudc danh gia
ndi b theo nhitng khodng thdi gian dwgc hoach
dinh dé cung cép thdng tin v& viéc EOMS co hay
khéng:

a) phl hgp voi

1) céc yéu cau cla chinh td chirc ddi voi
EOMS clia minh;

2) céc yéu clu clia tiéu chudn nay;
b) dwoc thye hién va duy tri mét cach hiéu lyce.
9.2.2 T chirc phai:

a) hoach djnh, thiét Iap, thic hién va duy tri (cac)
chueong trinh danh gia bao gém tin suét,
phwrong phép, trach nhiém, cac yéu ciu hoach
dinh va viéc bae cao, va co tinh dén cac muc
tiéu cia EOMS, tAm quan trong clia cac qua
trinh lién quan, théng tin phan hi tir cac bén

quan tdm c6 lign quan va két qud clia cac
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b) the degree of beneficiary satisfaction;
c) the degree of staff satisfaction;

d) the performance and effectiveness of the
EOMS;

e) if planning has been implemented effectively;

f) the effectiveness of actions taken to address

risks and opportunities;

d) the performance of external providers;

h) the need for improvements to the educational
organization management system.

NOTE Methods to analyse data can include qualitative,
quantitative and/or mixed-method techniques.

9.2 Internal audit

9.2.1 The organization shall conduct internal
audits at planned intervals to provide information
on whether the EOMS:

a) conforms to:

1) the organization's own requirements for its
EOMS;

2) the requirements of this document;
b) is effectively implemented and maintained.

9.2.2 The organization shall:

a) plan, establish, implement and maintain an audit
the

responsibilities,

programme(s), including frequency,

methods, planning
requirements and reporting, which shall take
into consideration the EOMS's abjectives, the
importance of the processes concemed,

feedback from relevant interested parties, and



cudc danh gia trwére do;
b) xac dinh chudn myc danh gia va pham vi ciia
tirng cudc danh gia;

c) lwa chon chuyén gia danh gia va tién hanh cac
cubc danh gid d& dam bao tinh vo tw va tinh
khach quan ctia qua trinh danh gia;

dam bdo rang két qua danh gia duoc bao cao

t&i cAp lanh dao thich hop;

nhan biét cac co hi cai tién;

f) thuwc hién khong cham tré viéc khic phuc va
hanh déng khac phuc thich hop;

g) lvu gitr théng tin dang van ban lam béng
chitng vé& viéc hoach dinh va thyc hién
chwong trinh danh gi& va két qua danh gia.

Chuyén gia danh gia khéng dugc danh gia chinh

céng viéc cta minh.

CHU THICH: Xem huwéng dan trong TCVN 1SO 19011.

9.3 Xem xét ctia Ianh dao

9.3.1 Khai quat

Lanh dao cao nhat phai xem xét EOMS va chién

lugc chia td chirc theo nhiting khodng théi gian

dugc hoach dinh, it nhat méi nam mét 1an, va cap
nhat chiing m&t cach thich hop dé dam bao ching
ludn thich hop, thoa dang va cb hiéu lyc.

9.3.2 Pau vao xem xét ciia lanh dao

Xem xét clia lanh dao phai bao gom cac xem xét

vé:

a) tinh trang clia cac hanh déng tr cac cudc xem
xét clia lanh dao tredc do;

b) nhikng thay ddi trong cac van d& ndi bd va bén
ngoai lién quan dén EOMS;

c) théng tin vé két qua thue hién va hiéu lyc clia
EOMS, bao gdm cac xu hwéng vé:

TCVN ISO 21001:2019
the results of previousaudits;

b) define the audit criteria and scope for each
audit;

c) select auditors and conduct audits to ensure
objectivity and the impartiality of the audit
process,

d) ensure that the results of the audits are
reported to relevant management;

e) identify opportunities forimprovement;

f) take appropriate correclion and corrective

actions without undue delay;

g) retain documented information as evidence of
the planning and implementation of the audit

programme and the audit results.

Auditors shall not audit their own work.

NOTE ISO 19011 provides further guidance.
9.3 Managementreview
9.3.1 General

Top management shall review the organization's
EOMS and the strategy, at planned intervals, at
least once per year, and update them accordingly
to ensure its continuing suitability, adequacy and

effectiveness.

9.3.2 Management review inputs

The management review shall include
consideration of:
a) the status of actions from previous

management reviews,

b) changes in external and internal issues that are
relevant to the EOMS;

¢) information on the EOMS performance and
effectiveness, including trends in:
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1) s thda man cia ngudi hoc va bén huong
loi khac va théng tin phan hdi lién quan
dén yéu cau cla ngudi hoc va cac bén
hwéng loi khac;

2) mlre d6 thue hién cac muc tiéu;

3) két qua thuc hién qua trinh va sy phil hop
clia san pham va dich vy;

4) sy khong phit hop va hanh dong khac
phuc;

5) két qua theo ddi va do lwong;
6) két qua danh gi4;

7) két qua thic hién clia nha cung cép bén
ngoai;

8) két qua danh gia qua trinh va danh gia
tong hop;

d) sw day dh cta ngudn lyc;

e) hiéu lyc clia cac hanh dong thirc hién dé giai

quyét rtii ro va co hdi (xem 6.1);
f) cac co hoi cai tién lign tyc;

g) phan hdi clia nhan vién lién quan dén cac

hoat dong dé nang cao ning lyc cla ho.
9.3.3 Dau ra xem xét ctia lanh dao

Déu ra clia viéc xem xét ciia 1anh dao phai bao
gdm cac quyét dinh lién quan dén:

a) cac co hoi cai tién lién tuc;
b) mgi nhu ciu thay déi EOMS;
¢) nhu céu vé& ngudn lyec.

T chire phai lwvu gitk théng tin dang van ban lam
biing chirng v& cac két qua xem xét clia lanh dao.
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1) learner and other beneficiary satisfaction
and feedback related to learner and other

beneficiary requirements;

2) the extent to which objectives have been

met;

3) process performance and conformity of

products and services,

4) nonconformities and corrective actions;

5) monitoring and measurement results;
6) audit results;

7) the performance of external providers;

8) formative and summative assessment

oufcomes;
d) the adequacy of resources;

e) the effectiveness of actions taken to address
risks and opportunities (see 6.1);

f) opportunities for continual improvement;

g) staff feedback related to activities to enhance

their competence.
9.3.3 Management review outputs

The outputs of the management review shall
include decisions related to:

a) continual improvement opportunities;
b) any need for changes to the EOMS;
c) resource needs.

shall
information as evidence of

retain documented

the

The organization
results of

management reviews.



10 Cai tién

10.1 Sw khéng phu hop va hanh ddng khic

phuc

10.1.1 Khi xay ra su khéng phu hop, ké ca sy

khéng phu hgp bat ky ndy sinh tir khiéu nai, t&

chirc phai:

a) (rng pho6 voi s khéng phu hgp va, khi thich
hop:

1) thye hién hanh déng dé kiém soat va khéc
phuc sy khéng phi hop;

2) xwr ly cac hé qua;

b) danh gi& nhu ciu @i v&i hanh dong nham loai
bé (cac) nguyén nhan ddn dén sy khéng phu
hop dé& khong tai dién hodc xay ra & noi khac
bang viéc:

1) xem xét va phan tich sw khdng phu hep;

2) xac dinh nguyén nhan cua sy khéng phu
hop;

3) xac dinh liéu sy khéng phu hep tvong tw
co ton tai hodc co kha nidng xay ra hay
khédng;

c) thuc hién moi hanh dong can thiét;

d) xem xét hiéu lyc cia moi hanh dong khéc
phuc dwoc thye hién;

e) thuc hién nhiing thay ddi doi voi EOMS néu
can.

Hanh ddéng khdc phuc phéi tuong (ng véi tac

déng clia sy khong pht hop gap phai.

10.1.2 Té chirc gido duc phai lwu gilr théng tin

dang van ban lam béng chiing vé:

a) ban chét cla s khéng phi hgp va moi hanh
déng dwoc thye hién sau do;

b) két qua clia moi hanh déng khéc phuc.
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10 Improvement

10.1 Nonconformity and corrective action

10.1.1

organization shall:

When a nonconformity occurs, the

a) react to the nonconformity, and asapplicable:

1) take action to control and correctit;

2) deal with the consequences;

b) evaluate the need for action to eliminate the
causes of the nonconformity, in order that it

does not recur or occur elsewhere, by:

1) reviewing the nonconformity;

2) determining the causes of the

nonconformity;

3) determining if similar nonconformities exist,

or could potentially occur,

c) implement any action needed;

d) review the effectiveness of any corrective

actiontaken;

e} make changes to the EOMS, if necessary.

Corrective actions shall be appropriate to the

effects of the nonconformities encountered.

10.1.2 The educational organization shall retain

documented information as evidence of;

a) the nature of the nonconformities and any

subsequent actions taken, and

81



TCVNISO 21001:2019

10.2 Cai tién lién tuc

Té chirc phai cai tién lién tuc si thich hop, thda
dang va hiéu lwc clia EOMS co tinh dén cac
nghién ciru va thuc hanh tt ¢ lién quan.

Té chirc phai xem xét két qua clia phan tich va

danh gia va dau ra tlr xem xét cla lanh dao dé

xac dinh xem c6 nhu ciu ho&c co hdi phai dugc
gidi quyst nhw mot phan cla cai tién lién tuc hay
khéng

10.3 Co hdi cai tién

T chirc phai xac dinh va lya chon cac co hoi cai

tién va thye hién moi hanh ddng cén thiét dé dap

(g yéu ciu clia ngwdi hoc va bén hwdng loi

khac va néng cao sy thda mén cla ngudi hoc,

bén hwdng lgi khac, nhan vién va céc bén quan

t&m c6 lién quan khac, gdm ca nha cung cap bén

ngoai.

C4c co hdi nay phai bao gom:

a) cai tién san pham va dich vy dé dap (rng yéu
cau va giai quyét nhu chu va mong doi trong
twong lai;

b) khdc phuc, phong ngira hodc lam gidm céc
tac ddng khéng mong muébn;

c) cditién két qua thye hign va hiéu lyc clia EOMS.

CHU THICH: Cai tién co thé bao gbm viéc khic phyc,
hanh dong khic phyc, cai tién lién tyc, thay dbi dot
ngdt, d6i mdi va co cu lai.
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b) the results of any corrective action.
10.2 Continual improvement

The organization shall continually improve the
suitability, adequacy and effectiveness of the
EOMS, taking into account relevant research and

best practices.

The organization shall consider the results of
analysis and evaluation, and the outputs from
management review, to determine if there are
needs or opportunities that shall be addressed as

part of continual improvement.

10.3 Opportunities for improvement

The organization shall determine and select
opportunities for improvement and implement any
necessary actions to meet learner and other
beneficiary requirements and enhance satisfaction
of learners, other beneficiaries, staff and other
relevant interested parties, including external

providers.
These shall include:

a) improving products and services to meet
requirements as well as to address future
needs and expectations;

b) correcting, preventing or reducing undesired
effects;

c) improving the performance and effectiveness
of the EOMS.

include
corrective action, continuous improvement, sudden

NOTE Improvements can correction,

change, innovation and reorganization.



Phu lyc A
(quy dinh)

Yéu cau bd sung doi v&i gido duc mam non

A1 Khai quat

Trong tiéu chuén nay, gido duc mam non (ECE)
duge hiéu 14 gido duc & Cép 0 theo Phan loai gido
dyc theo tiéu chuan clia quéc té (ISCED).

ECE la cép giao dyc v&i dac trung riéng. Muc tiéu
chinh clia c4p gido duc nay 1a gop phan vao sy
phat trién thé chat, cdm xic, xa hai va tri tué cla
tré em.

A.2 Nguyén tac

T chirc can t6n trong cac quyédn tré em theo

Cong wéc cla Lién hop qudc vé Quyén Tré em.

Té chirc phai chl trong vao viéc vui choi, tinh ty
chtl, tinh cam, sw hop tac, tinh sang tao, niém vui
va sw tu tin clia tré em & ECE.

A3 Co so vat chét

Co s vat chat do tb chirc thiét 1ap phai bao gdm:

a) ngudn lyc hoc tap cho ECE;
b) co s& vat chat cho viéc vui choi;
c) co s& vat chat cho viéc cham séc ban ngay.

Khi mét td chire gido duc cung clp gido duc & cap
1 hodc cép cao hon theo ISCED cung véi ECE,
thi t6 chirc can cé khong gian riéng biét, gio vién
chuyén biét, tai nguyén giang day va hgc tap riéng
cho ECE.

TCVN ISO 21001:2019
Annex A
(normative)

Additional requirements for early
childhood education

A.1 General

In this document, early childhood education (ECE)
is understood to be education occurring at Level 0 of
the International Standard
Education (ISCED).

Classification of

ECE is an educational level with its own identity.
The main objective in this educational level is to
contribute to the physical, emotional, social and

intellectual development of children.
A.2 Principles

The organization should respect children’s rights
in accordance with the UN Convention on the
Rights of the Child.

The organization shall foster play, autonomy,
affection, cooperation, creativity, joy and self-
confidence amongst ECE children.

A.3 Facilities

Facilities established by the organization shall
include:

a) learning resources for ECE;

b) facilities for play;

c) facilities for day care.

offers

Where educational organization

education at ISCED 1 or higher as well as ECE, it

should provide a separate space, dedicated

an

educator, teaching and learning resources for
ECE.
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A.4 Nang Iyc

Khi thich hop, td chirc phai cung cap déo tao
chuyén mén cho giao vién & ECE.

A.5 Trao dbithong tin

T6 chirc phai thiét lap phwong phap trao di thong
tin v&i cha me, giao vién va ngudi bao vé trong do
dong théng tin va viéc kiém soat an toan cho tré
duwoc dam bao.

A.6 Ké hoach hoc tap ca nhan

Té chirc phai xay dung cac ké hoach c& nhan
thich hop véi danh gia vé nhu cau va mong doi
cua tré va gia dinh tré va xem nhom tré la mot
téng thé. K& hoach nay phai duoc xay ding theo
céc khoang thei gian déu dan va phai duoc duy tri
béng théng tin dang van ban.

T chirc phai phan cdng ngudi chiu trach nhiém
ddi voi viec xay dung, ap dyng, diéu phdi, danh
gia va xem xét cac k& hoach ca nhan.

Céc ké hoach ca nhan phai bac gdm:

a) muyc tiéu chung va myc tiéu cy thé va cac chi
sb twong tng;

b) viéc nhan biét cac hoat dong, chién lugc va
nguén lgc can thiét cho ngudi hoc dé dat
dwoc muc tiéu xac dinh;

c)} viéc nhan biét, pham vi clia viéc tham gia va
trach nhiém cla tirng ngudi tham gia vao viéc
thie hién cac ké hoach ca nhan (vi du tré nhd,
gia dinh, nhan vién, déi tac);

d) the&i han cho viéc thire hién cac hoat ddng da
xac dinh;

e) viéc nhan biét cac rdi ro lién quan va hanh
ddng dé giai quyét rdi ro;
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A.4 Competence

The shall
specialized training in ECE, as appropriate

organization provide educators

A.5 Communication

The organization shall establish a method for
communication with parents, educators and
guardians where the flow of information and

control of child safety are ensured.
A.6 Individual learning plans

The organization shall elaborate individual plans in
accordance with the evaluation of needs and
expectations of the child and its family, and
considering the group of children as a whole.
These plans shall be elaborated at regular
intervals and be maintained as documented

information.

The organization shall appoint respensible people
for the elaboration, implementation, coordination,

evaluation and review of individual plans.
The individual plans shall include:

a) general and specific objectives and respective

indicators;

b) identification of activities, strategies and
resources needed for the learner to achieve

the defined objectives;

c) identification, scope of participation and
responsibility of everyone involved in the
implementation of the individual plans (e.g.

child, family, staff, partners);

d) deadline for the implementation of the activities
defined;

e) identification of the associated risks and

actions to address them;



f) viéc nhan biét cac khoang thoi gian danh
gia/xem xét cac k& hoach ca nhan.

Td chirc phai 16i kéo si tham gia cla tré va gia
dinh tré vao viéc xay dung ké hoach ¢4 nhan.

Két qua danh gia va xem xét ké hoach ca nhan
phéi dwgec leu gitr bang théng tin dang van ban.

A.7 Nhan va tra tré

Td chirc phai thiét lap va thyc hign qua trinh cho
viéc nhan va tra tré va lwu gilr thong tin dang van
ban vé cac hoat dong nay.

A.7.1 Nhan tré

T6 chirc phai:

a) phan cdng ngudi chiu trach nhiém ddi voi viéc
nhan tré va dja diém dién ra hoat dong nay;

b) khuyén khich viéc trao ddi thong tin gica
ngudi dege phan cong va gia dinh cla tré.

A.7.2 Tratre

Td chirc phai:

a) phan céng ngwdi chju trach nhiém ddi voi viec
tra tré va dia diém dién ra hoat déng nay;

b) khuyén khich viéc frao ddi thong tin gitra
ngudi dugc phan cdng va gia dinh cua tre;

¢) dam bao réng tré chi dugc trd cho ngudi dwoc
cho phép;

d) xac dinh cac quy tAc ddi voi cac trwong hop
ngoai 1& khi tré can dwgc giao cho ngudi
khéng phai la ngwoi dwoc cho phép trong hd
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f) identification of evaluation/review intervals of

the individual plans.

The organization shall involve the child and its

family in the elaboration of the individual plan.

The results of the evaluation and review of
individual plans shall be retained as documented
information.

A.7 Reception and delivery of the child

The organization shall establish and implement a
process for the reception and delivery of the child
and retain documented information regarding
these activities.

A.7.1 Reception of thechild
The organization shall:

a) appointa person responsible for the reception of
the child and a location for this activity to take

place;

b) promote the exchange of information between
the appointed person and the family of the
child.

A.7.2 Delivery of the child
The organization shall:

a) appoint a person responsible for the delivery of
the child and a location for this activity to take
place;

b) promote the exchange of information between
the appointed person and the family of the
child;

c) ensure that the child is only delivered to

authorized people;

d) define the rules for exceptional situations

where the child needs to be delivered to
people not identified as authorized to do so on
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so ca nhan cda tré;

e) xac dinh cac didu kién vé sinh ma tré cén
duwee tra cho ngudi dugc cho phép.

A.8 Cham soc vé sinh

Té chirc phai:

a) xac dinh cac cham soc vé sinh ddy dl theo
nhu cau ca nhan cla tirng tré;

b) khuyén khich viéc tw chi tién bd cla tré vé vé
sinh ca nhan;

c) d&m bao tig dia tré déu co cac ngudn lec ca
nhén cho viéc vé sinh ¢ nhan;

d) lwu giir théng tin dang van ban vé vé sinh ca
nhan va hoat dong cham soc clia timg tré.

A.9 Cham sdc khi 6m hodc tai nan

T chirc phai x4c dinh cach thirc hanh déng trong
cac trdrng hop tré bj 6m hodc tai nan va phai lvu
gite théng tin dang van ban v& céc trudng hop
nay.

To chirc gido duc phai xac dinh cac quy tic quan
ly thudc cho tré. Hoat dong nay phai duoc hd tro
thdng qua ban Uy quyén co chir ky clia cha me tré
hodc ngudi du;qc gy quyén khac kém theo don
thudc clia bac sy khi can.

Tét ca cac loai thubc déu phai dugc nhéan biét va
xt ly, lwu trlr an toan.

Td chire phdi lwu gilr thong tin dang van ban vé
loai thude dwgc quén ly, bao gdm liéu dung, trinh
bay, dwidng ding va théi gian dung thube.

A.10 Tai lidu, thiét bj va khdng gian vui choi sw

pham

Tai ligu, thiét bj va khéng gian vui choi s pham
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the child's individual file;

e) define the hygiene conditions in which the child
should be delivered to authorized people.

A.8 Hygiene care
The organization shall:

a) define the hygiene care adequate to each

child's individual needs;

b) promote the progressive autonomy of the child

regarding personal hygiene;

c) ensure each child has individual resources for

personal hygiene;

d) retain documented  information regarding
personal hygiene and care activities of each

child.
A.9 Care in situation of illness or accident

The organization shall define the way of acting in
situations of child iliness or accident and shall
retain documented information regarding these

situations.

The educational organization shall define the rules
for administration of medicine to the child. This
activity shall be supported by a mandate signed by
the child's parents or other authorized persons, and

with a physician's prescription where required.
Any medicines shall be identified and safely

handled and stored.

The documented

information regarding the medicines administered,

organization shall retain

including dose, presentation, administration route

and time of administration.

A.10 Pedagogical-playful materials, equipment

and spaces

The pedagogical-playful materials, equipment and



phai thich hop véi itra tudi va hoan canh cia tré.

Td chirc phai xac dinh tan sut, phuwong phap va
nhan sy thich hgp dé dam bao vé sinh cla tai
lidu, thiét bj va khéng gian.

Td chirc phai duy tri thdng tin dang van ban vé
cé4c hoat dong vé& sinh lién quan dén tai ligu, thiét
bi va khéng gian.

A.11 Quan ly hanh vi va ngan ngira sw lam
dung va bét can déi v&i tré em

T chire gido duc phai thiét Iap va duy tri théng tin
dang van ban vé cach thirc quan Iy hanh vi cia tré

va thiic ddy sy thodi mai chung cho tré, bao gém:

a) hanh ddng nhdm ngan ngira lam dung va bét
can dbi véi tré, ca tl nhan vién va ban hoc;

b) nhan biét cac van @& lién quan dén lam dung va
bat can véi tré;

c) hanh dong dé giai quyét cac van dé dugc
nhén dién vé lam dyng va béat cin v&i tré ca &
tb chirc gido dyc va & nha, bao gdm ca
phuong phap bao céo cho ¢o quan co thdm
quyén lién quan.

CHU THICH 1: Lam dung va bAt cin v&i tré ¢6 thé bao
gdm bao Iyc vé thé chét va tam ly.

NOTE2 EOMS c6 thé thic day nhan thirc vé viéc
ng&n nglva lam dyng va bét can v&i tré em.
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spaces shall be suitable to the children's age and
situation.

The organization shall define the frequency,
method and people adequate to ensure the hygiene
of each of these materials, equipment and spaces.

The organization shall maintain documented
information regarding hygiene activities regarding
materials, equipment and spaces.

A.11 Behaviour management and prevention of

childabuse and negligence

The educational organization shall establish and
maintain documented information on how to
manage child behaviour and to promote the child’s

overall wellbeing, including:

a) actions to prevent child abuse and negligence,

either by staff or peers;

b) identification of issues related with child abuse

and negligence;

c) actions to deal with the identified issues on child
the

educational organization or at home, including

abuse or negligence, either within

a methodology to report to the relevant

authorities.

NOTE 1 Child abuse and negligence can include
physical or psychological violence.

NOTE2 The EOMS can promote awareness on the

prevention of child abuse and negligence.
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Phuluc B
(tham khao)

Nguyén tic déi véi EOMS

B.1 Hwong téi ngwei hoc va cac bén hwéng
lgi khac

B.1.1 Noidung

Trong tdm chinh clla EOMS la dap (ng cac yéu
cau clia ngudi hge va cac bén hudng loi khac va
phén d4u vrot xa hon mong dgi clia ho. Td chirc
gigo dyc can chl dong I6i kéo sy tham gia clia
ngudi hoc vao viéc hoc tap cia minh, ¢b tinh dén
nhu cau clia céng déng, tAm nhin va st ménh cla
t6 chirc gido dyc va cac muc tiéu va két qua cla
khoa hoc

B.1.2 Ly giai

Thanh cong bén virng dat dwece khi mot td chire
gigo duc c6 thé giai quyét dwgc yéu cau clia moi
ngudi hoe, déng thei thu hat va git dwee long tin
clla cac bén hwdng lgi khac nhw ngudi str dung
lao ddng, cha me va chinh pht. C4c tb chirc thanh
céng thyc hién céng viec d& dam bao réng tirng
nguwdi hoc thwe hién voi tiém nang cao nhét cla
ho.

Mé&i hoat dong duoc thyc hién véi td chirc gido
duc d&u mang lai co hoi tao ra nhiéu gia trj hon
cho ngwoi hoc va cac bén hudng loi khac.

Viéc hiéu dwge nhu cau va mong doi hién tai va
twong lai cia ngwdi hoc va cac bén hwdng loi
khac déng gép cho sy thanh cong bén virng clia
t6 chirc.

2.3.1.3 Lei ich chinh

M6t sb 17 ich chinh tiém &n 1a:
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Annex B

(informative)

Principles for anEOMS

B.1 Focus on learners and other beneficiaries

B.1.1 Statement

The primary focus of the EOMS is to meet leamer
and other beneficiary requirements and to exceed
their expectations. Educational organizations
should actively engage learners in their own
learning, with consideration of the community
organization vision and

needs, educational

missicn, and course objectives and outcomes.

B.1.2 Rationale

achieved when an
the

Sustained success s

educational organization can address
requirements of every learner, while at the same
time attracting and retaining the confidence of
other. beneficiaries such as employers, parents
and governments. Successful organizations work
to ensure that every learner performs to their

highest potential.

Every activity conducted with an educational
organization provides an opportunity to create
and the other

more value for learners

beneficiaries.

Understanding current and future needs of learners
and other beneficiaries contributes to the sustained

success of the organization.

B.1.3 Key benefits

Some potential key benefits are:



tang gia trj cho nguwdi hoc va bén hwdng lgi
khac;

nang cao kha nang dap (rng yéu cdu clia céc

bén quan tam,;

nang cao sy théa man cla ngwdi hoc va bén
hwdng lei khac;

nang cao uy tin cla td chive;

néng cao dong hrc va sy tham gia cla ngudi
hoc;

thic day viéc dat dwoc va phét trién nang lwc;

mé& rong viéc tiép can gido duc cho ngudi hoc
vé&i phong cach hoc tip khac nhau, nhu cdu
khac nhau va co nén tang khac nhau;

tang cudng phat trién ca nhan, sang kién va
s\ sang tao.

2.3.1.4 Hanh ddng c6 thé thwe hién

Hanh déng c6 thé thye hién bao gdm:

hiéu nhu cdu va mong doi hién tai va twong
lai cia ngudi hoc va bén hwdng lgi khac;

lien k&t muc tidu ctia td chirc v&i nhu ciu va
mong dgi cla ngwoi hoc va bén hwéng loi
khac;

trao ddi thong tin v& nhu ciu va mong doi clia
ngudi hoc va bén hudng lgi khac trong toan
t6 chirc;

hoach dinh, thiét ké, phat trién, tao ra, cung
cép va hd trg cac san phdm va dich vy gido
duc dap (rng nhu ciu va mong dgi clia ngudi
hoc va bén hudng loi khac;

do Iwrdng va theo doi si théa man cla ngudi
hoc va bén hwdng loi khac va thuwe hién cac
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increased value for learners and other

beneficiaries;

increased ability to respond to demands of
interested parties;

increased satisfaction of learners and other

beneficiaries;
enhanced reputation of the organization;

improved learner motivation and engagement;

improved acquisition and development of
competences;

wider access to education for learners with
different learning styles, with different needs,

and from different backgrounds;

enhanced [learner personal development,

initiatives and creativity.

B.1.4 Possible actions

Possible actions include:

- understand the current and future needs
and expectations of learners and other

beneficiaries;

- link the organization’s objectives to the needs
and expeclations of leamers and other
beneficiaries;

- communicate needs and expectations of
learners and other beneficiaries throughout
the organization;

- plan, design, develop, produce, deliver and
support educational products and services
to meet the needs and expectations of
learners and other beneficiaries;

- measure and monitor learner and other

beneficiary  satisfaction and  take
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hanh déng thich hop;

- quan ly mét cach chi ddng quan hé véi cac
bén huong lgi dé dat dugc thanh céng bén
ving;

- chia dich vy gido dyc thanh cac mé-dun dé
nguwéi hoc co thé Iya chon 16 trinh riéng cho
minh;

- cung cap cac khoa dao tao theo cac phuong
thirc khac nhau nhu toan thdi gian, ban thoi
gian va hoc trire tuyén;

- tao chinh s&ch giang day cla t chirc & nhén
manh viéc hoc tép chd déng;

- tao khdng gian hop tac trong co s& giao duc;

- dao tao nhan vién vé& viéc hoc tap lay trong
tam la nguwdi hoc.

- tao co cdu cho viéc thie nghiém va ap dung
cac ky thuat giang day mé&i.

B.2 Lanh dao ¢6 tam nhin
B.2.1 N¢i dung

Lanh dao ¢6 tAm nhin 14 viéc 16i cubn ngwdi hoc
va céc bén hudng lgi khac ciing tham gia vao viéc
tao l&p, xay duwng va thirc hién st ménh, tAm nhin
va muyc tiéu clia td chire.

B.2.2 Ly giai

Viéc tao duoc sy théng nhét trong muc dich va
dinh huéng va sy tham gia clia moi ngudi gip tb
chirc hai hoa chién lwgc, chinh sach, qua trinh va
ngudn lyc d& dat dwoc cac muc tidu clia minh. Sy
tham gia cta ngwdi hoc va cac bén hwdng loi
khac vao viéc lanh dao dam bao viéc tap trung
lién tuc vao nhu clu clia ho va tranh sy mét két
néi gitka nhi*rng ngwdi tham gia cda & chirc va
nhirng ngudi dwoce td chirc phyc vu.
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appropriate actions;

with

beneficiaries to achieve sustained success;

- actively manage relationships

- breakdown educational services into
modular offerings, with the learner being

able to choose their own path;

- offer courses in a number of different
modalities, such as full-time, part-time and

via e-learning;

- create an organizational curricular policy

that emphasizes active-learning;
- create collaborative spaces in facilities;

- train staff in leaming centred learning;

- create a structure for experimenting with

and new curricular

techniques.

implementing

B.2 Visionary leadership
B.2.1 Statement

Visionary leadership is to engage all learners and
other beneficiaries in creating, writing, and
implementing the organization mission, vision and

objectives.
B.2.2 Rationale

Creation of unity of purpose and the direction and
engagement of people enable an organization to
align its strategies, policies, processes and
resources to achieve its objectives. Involvement of
learners and other beneficiaries in the leadership
ensures a continuous focus on their needs, and
avoids a disconnect between people engaged by

the organization and those served by it.



B.2,3 L¢iich chinh

Mot s& Ioi ich chinh tiém an 1a:

tang higu lyc va hiéu qua cla viéc thyc hién

muc tiéu ctia td chirc gido dyc;

didu phéi tét hon cac qua trinh cua t& chirc;

thic ddy trao ddi théng tin gitva cac cép va
cac bd phan chirc nang trong td chirc;

si thdng nhét gitba yéu cdu clia ngudi tham
gia clia t6 chirc va nhirng ngudi duoc td chive
phuc vy;

xay dyng va nang cao kha nang clia td chirc
va nhan sy clia t& chive trong viéc dem lai cac

két qua mong mudn.

B.2.4 Hanh dong c6 thé thuwe hién

Hanh déng co thé thie hién bao gdm:

trao ddi théng tin v& str ménh, tdm nhin, chién
lwgre, chinh sach va cac qua trinh cla td chure
trong toan b td chiec;

tao dwng va duy tri cac gia tri chung, sy cong
bing va cac md hinh dao dirc trong hanh vi &
tat ca cac cap trong td chivc;

thiét Iap van hoa vé long tin va sy chinh tryc;

khuyén khich sy cam két réng rai trong t6
chirc déi vé&i chat luong;

dam bdo nhitng ngwdi lanh dao & tat ca cac
cap 1 nhirng tdm gwong tich cwc cho moi
ngudi trong 4 chirc;

cung cap cho moi ngudi ngudn lyc, sy dao
tao va quyén han cin thiét d& hanh dong c6
trach nhiém;

truydn cdm hieng, khuyén khich va ghi nhan
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B.2.3 Key benefits

Some potential key benefits are:

increased effectiveness and efficiency in

meeting the educational

objectives;

organization

better coordination of the organization's
processes;

Improved communication between levels and
functions of the organization;,

alignment between the requirements of the
people engaged by the organization and
those served by it;

development and improvement of the capability
of the organization and its people to deliver
desired results.

B.2.4 Possible actions

Possible actions include:

communicate the organization's mission,

vision, strategy, policies and processes

throughout the organization;

create and sustain shared values, fairness
and ethical models for behaviour at all levels

of the organization;
establish a culture of trustand integrity;

encourage an organization-wide commitment

to quality;

ensure that leaders at all levels are positive

examples to people in the organization;

provide people with the required resources,

training and authority to act with accountability;

inspire, encourage and recognize the
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s\ dong gop clia mei nguor;

- dam b&o ngudi lanh dao ¢ nang lyc dé quan
ly thay déi.

B.3 Sw tham gia cia moi ngwei

B.3.1 Noi dung

Piéu thiét yéu ddi voi td chire |a tht ca nhan sy
lién quan ddu cé nang lue, dugc trac quyén va
dwoc tham gia vao viéc mang lai gia tri.

B.3.2 Ly giai

Dé quan Iy tb chire mot cach hiéu lwe va hidu qua,
diéu quan trong la phai t6n trong va 16i kéo moi
ngudi & tat cd cac cap. Viéc thira nhan, trao
quyén va phat huy nang lyc giop thic day sy
tham gia cia moi nguoi vao viéc dat duoc cac
muc tiéu cla td chirc.

B.3.3 Leiich chinh
M6t sé lgi ich chinh tiém 4n 1a:

- thac ddy moi ngudi trong td chire hidu muc
tidu clia t& chirc va gia tang dong liec cho viée
dat dwoc muc tiéu;

- thic ddy sy tham gia clia moi ngudi vao hoat
ddng cai tién;

- tang cwing sw phét trién, sang kién va sang

tao ca nhan;
- nang cao sy thda méan cla moi nguoi,

- nang cao long tin va sy hop tac trong toan td
chirc;

- tang sy tap trung vao cac gia tri va van hoa
dwoc chia sé trong toan 16 chirc.

B.3.4 Hanh ddng c6 thé thwe hién

Hanh déng c6 thé thue hién bao gbm:

- trao ddi théng tin véi moi nguoi Gé thuc day
viéc hiéu tAm quan trong clia nhitng déng gép
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contribution of people;

- ensure leaders have the competence to

manage change.
B.3 Engagement of people
B.3.1 Statement

It is essential for the organization that all involved
people are competent, empowered and engaged
in delivering value.

B.3.2 Rationale

In order to manage an organization effectively and
efficiently, it-is important to respect and involve all
people at all levels. Recognition, empowerment
and enhancement of competence facilitate the
achieving the

engagement of people in

organization's objectives.
B.3.3 Key benefits
Some potential key benefits are:

improved understanding of the organizations

objectives by people in the organization and
increased motivation to achieve them;

- enhanced involvement of people in

improvement acfivities;

- enhanced personal development, initiatives and

creativity;
- enhanced people satisfaction;

- enhanced trust and collaboration throughout

the organization,

- increased attention to shared values and

culture throughout the organization.
B.3.4 Possible actions
Possible actions include:

with
understanding of the importance of their

- communicate people to promote



riéng cla ho;

- thlc dy sy hop tac trong toan t6 chive;

- tao thuan lgi cho viéc thao Judn va chia sé mot
céch c&i md tri thirc va kinh nghiém;

- trao quyén cho moi ngudi trong viéc xac dinh
céc tré ngai dbi véri két qua thue hién va thyc
hién cac sang kién ma khdng phai lo lang;

- thira nhdn va ghi nhdn dong goép cia moi
nguoi;

- phan bd ngudn Iwc cho moi ngwdi cho viée
hoc hoi, ndng cao va cap nhat kién thirc;

- giGp tw danh gia két qua thyc hién theo cac
muc tiéu ca nhan;

- tién hanh cac khdo sat d& danh gia su thoa
man clia moi ngudi, trao ddi thong tin vé két
qua va thye hién hanh dong thich hep.

B.4 Cach tiép can theo qua trinh
B.4.1 NGi dung

Cac két qua &n dinh va co thé dy bao dat dugc
mdt cach hiéu Iwe va hiéu qua hon khi cac hoat
dong dugc hidu va quan ly theo cac qua trinh co
lién quan dén nhau, van hanh trong mdt hé théng
gan két, bao gbm c& ddu vao va dau ra.

B.4.2 Ly gidi

EOMS bao gém cac qué trinh c6 lién quan dén
nhau. Hidu dwoc cach thire hé théng nay tao ra
cac két qua giap & chirc toi wu hoa hé thdng va
két qua thire hign hé théng.

B.4.3 Loi ich chinh
Mét s6 loi ich chinh tidm an la:

- néng cao kha nang tap trunQ nd lwc vao céc

qué trinh chinh va co héi cai tién;
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individual contribution;

promote  collaboration  throughout  the

organization;

- facilitate open discussion and sharing of

knowledge and experience;

- empower people to determine constraints to

performance and to take initiatives without fear;

- recognize and acknowledge people’s

contributions;

- allocate resources for people to learn, improve

and keep themselves updated,;

- enable self-evaluation of performance against

personal objectives;

- conduct surveys 1o assess people’s
satisfaction, communicate the results and take

appropriate actions.
B.4 Process approach
B.4.1 Statement

Consistent and predictable results are achieved
more effectively and efficiently when activities are
understood and managed as interrelated
processes that function as a coherent system,

including input and output.
B.4.2 Rationale

The EOMS consists of interrelated processes.
Understanding how results are produced by this
system enables an organization to optimize the

system and its performance.
B.4.3 Key benefits
Some potential key benefits are:

- enhanced ability to focus effort on key
processes and opportunities for improvement;
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két qua dau ra &n dinh va dw bao dugc théng
qua hé thdng gdm cac qué trinh gan két voi

nhau;

két qua thyc hién dwoc tbi wu hoa théng qua
viéc quan ly hiéu lwc qua trinh, st dung hiéu
qua ngudn lwc va giam cac rao can gilra cac
chirc nang;

giup td chirc mang lai long tin cho cac bén
quan tam vé tinh dn dinh, hidu lwc va hiéu qua
clia td chirc;

cho phép té chirc ¢6 thé chirng té sy tudn thd
clia minh v&i cac yéu cau phap Iy va ché dinh,

B.4.4 Hanh ddng c6 thé thye hién

Hanh déng c& thé thuc hién bao gdbm:
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xac dinh cac muc tiéu cla hé thdng va cac

qué trinh can thiét @& dat droc muyc fiéu;

thiét 18p quyén han, trach nhiém va trach
nhiém gidi trinh d6i v&i viéc quan ly qué trinh;
hiéu duvgc kha nang cia td chirc va xac dinh
c4c gidi han vé ngudn luc trwec khi hanh
dong;

xac dinh sy phuy thudc Ian nhau clia qua trinh
va phan tich anh hudng tir viéc diéu chinh cac
qué trinh riéng 18 t&i tong thé hé thong;

quan Iy cac qua frinh va sy lién hé 13n nhau
gitra cac qua trinh trong hé théng dé dat dworc
cac myc tigu chat luong clia td chire mot cach
hidu lyc va hiéu qua;

dam bao théng tin can thiét sin c6 cho viéc
thrc hign va cdi tién qua trinh va viéc theo
déi, phan tich va danh gia két qua thye hién
clia toan bd hé théng;

quéan 1y rdi ro c6 thé anh huéng dén dau ra

consistent and predictable results through a

system of aligned processes;

through effective
efficient

reduced

optimized performance

use of

process management,

resources and cross-functional

barriers;

the
confidence to interested parties related to its

enabling organization to provide

consistency, effectiveness and efficiency;

allowing the organization to demonstrate its

compliance with legal and regulatory

requirements.

B.4.4 Possible actions

Possible actions include:

define objectives of the system and processes

necessary to achieve them;

establish  authority, and

accountability for managing processes;

responsibility

understand the organization's capabilities and

determine resource constraints prior to action;

determine process interdependencies and
analyse the effect of modifications to individual

processes on the system as awhole;

manage processes and their interrelations as
a system to achieve the organization's quality
objectives effectively and efficiently;

ensure the necessary information is available to
operate and improve the processes and to

monitor, analyse and evaluate the

performance of the overall system,;

manage risks which can affect outputs of the



ctia qua trinh va két qua téng thé clia EOMS,
B.5 Cai tién
B.5.1 Noi dung
Cac tb chirc thanh cong déu tap trung lién tyc vao
viéc cai tién.
B.5.2 Ly giai

Cai tién 1a viéc thiét yéu ddi vei té chire @& duy tri
cac mirc két qua thye hign hign tai, d& tng pho
voi nhirng thay ddi trong didu kién néi bd va bén
ngoai va dé tao ra cac co hdi méi.

B.5.3 Lei ich chinh

M6t 6 lgi fch chinh tiém an Ia:

- cai tién két qua thuc hién clia qua trinh, ndng
lvc clia t& chirc va sy thoa man cla khach
hang;

- thic ddy viéc tap trung vao didu tra va xac
dinh nguyén nhan géc ré va sau d6 1a cac
hanh ddng khéc phuc, phong ngira;

- nang cao kha nang dy bao va (ng phd véi
cac rdi ro va co hdi ndi bd va bén ngoai;

- day manh viéc xem xét ca cai tién tirng buwéc
va cdi tién dot pha;

- thic ddy viéc hoc hoi dé cai tién;

- tang cuwrdng dong Iyc ddi méi.

B.5.4 Hanh ddng cé thé thuc hién

Hanh ddng co thé thwe hién bao gom:

- thlc day viéc thiét lap cac muc tiéu cai tién &
t4t ca cac cép trong tb chirc;

- gido dyc va dao tao moi ngudi & tat ca cac
cdp vé cach thirc &p dung céc cong cy va

phuwong phap co ban dé dat dwoc cac muc
tiéu cai tién;
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processes and overall results of the EOMS.

B.5 Improvement
B.5.1 Statement

Successful organizations have an ongoing forcus
on improvement.

B.5.2 Rationale

Improvement is essential for an organization to
maintain current levels of performance, to react to
changes in its internal and external conditions and

to create new opportunities.
B.5.3 Key henefits

Some potential key benefits are:

improved process performance, organizational
capability and customer satisfaction;

- enhanced focus on root cause investigation
and determination, followed by prevention and

corrective actions;

- enhanced ability to anticipate and react to
internal and external risks and opportunities;

- enhanced consideration of both incremental

and breakthrough improvement;

- improved use of learning forimprovement;

enhanced drive for innovation.
B.5.4 Possible actions
Possible actions include:
establishment  of

- promote improvement

objectives at all levels of the organization;

- educate and train people at all levels on how
to apply basic tools and methodologies to
achieve improvement objectives;
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- @am bdo moi ngudi cd nang lyc dé thic day
va thyre hién thanh cong cac dv an cai tién;

- x&y dengva trién khai cac qua trinh thwe hién
du an cai tién trong toan td chirc;

- theo ddi, xem xét va danh gia viéc hoach dinh,
thyre hién, hoan thanh va cac két qua clia cac
dy an cai tién;

- dua viéc xem xét cai tién vao phat trién san
pham, dich vu, qua trinh moi hodc diéu chinh
sén pham, dich vy va qua trinh;

- thira nhan va ghi nhén viéc cai tién.
B.6 Ra quyét dinh dwa trén bang chirng
B.6.1 Noi dung

Céc quyét dinh va chwong trinh gido duc dya trén
phan tich va danh gia dir lieu va thdng tin sé co
kha nang cao hon trong viéc tao ra céc két qua dy
kién.

B.6.2 Ly giai

Ra quyét dinh cé thé 1a mot qua trinh phire tap va
ludn cé sy khong chac chén nhat dinh. Qua trinh
nay thudng bao gdm nhidu loai hinh va ngudn
d4u vao cling nhu viéc dién giai ching va co thé
mang tinh chd quan. Quan trong la phai hiéu cac
mdi quan hé& nguyén nhan va két qua va cac hé
qua tiém &n ngoai dy kién. Phan tich sy kién,
béng chirng va di lidu mang lai tinh kh&ch quan
va tin cy cao hon trong viéc ra quyét dinh. Cy
thé, cac quyét dinh dya trén sy kién cho viéc
giang day c6 hé quéa lau dai véi nguei hoc va xa
héi.

B.6.3 Loi ich chinh
M6t s6 loi ich chinh tiém n 1a:

- cditién qua trinh ra quyét dinh;
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- ensure people are competent to successfully

promote and complete improvement projects;

- develop and deploy processes to implement

improvement  projects  throughout  the
organization;
- track, review and audit the planning,

implementation, completion and results of

improvement projects;

- integrate improvement considerations into
development of new or modified products and

services and processes;
- recognize and acknowledge improvement.
B.6 Evidence-based decisions
B.6.1 Statement

Decisions and curricula based on the analysis and
evaluation of data and information are more likely to
produce desired results.

B.6.2 Rationale

Decision-making can be a complex process and it
always involves some uncertainty. It often involves
multiple types and sources of inputs, as well as
their interpretation, which can be subjective. It is
important to understand cause and effect
relationships and potential unintended
consequences. Facts, evidence and data analysis
lead to greater objectivity and confidence in
decision making. In particular, decisions on which
facts to teach have lasting consequences on

learners and society.

B.6.3 Key benefits
Some potential key benefits are:

- improved decision-making processes;



- cai tién viéc danh gia k&t qua thuwc hién cla
qua trinh va kha nang dat dwgc cac muc tiéu;

- caitién hiéu lyc va hiéu qua thyc hign;

- ting khd ning xem xét, dwong dau va thay
ddi quan diém va quyét dinh;

- tang khd ndng chirng t6 hiéu luc cla cac
quyét dinh trére day.

B.6.4 Hanh déng c6 thé thuc hién
Hanh ddng c6 thd thuc hién bao gbm:

- xac dinh, do Iwdng va theo ddi cac chi sd
chinh dé& chirng té két qua thyc hién cla td
chirc;

- tao s s@n co tit cd cac di¥ liéu can thiét cho
nhirng ngwi lién quan;

- dam bao di liéu, théng tin va nguén Iwe hoc
tap du chinh xac, tin cay va an toan;

- phén tich va danh gia di liéu va théng tin
béng phwong phéap thich hop;

- dam bao moi ngwéi coé nang lwc phan tich va
danh gia dir lidu can thiét;

- ra quyét dinh va thuc hién hanh déng trén co
s& bang chieng, can bang véi kinh nghiém va
trec giac.

B.7 Quan ly mbi quan hé
B.7.1 Néi dung

DA& thanh cdng bén virng, td chire quan Iy cac méi
quan hé cua minh v&i cac bén quan tam, vi du
nhw nha cung cép.

B.7.2 Ly giai

Cac bén quan tdm c6 lién quan anh hwéng dén
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- improved assessment of process performance

and ability to achieve objectives;

- improved operational effectiveness and

efficiency;

- increased ability to review, challenge and

change opinions and decisions;

- increased abilty to demonstrate the

effectiveness of past decisions.
B.6.4 Possible actions
Possible actions include:

- determine, measure and monitor key indicators

to demonstrate the organization's

performance;

- make all data needed available to the relevant

people;

- ensure data, information and learning
resources are sufficiently accurate, reliable and

secure,

- analyse and evaluate data and information

using suitable methods,

- ensure people are competent to analyse and
evaluate data as needed,;

- make decisions and take actions based on
evidence, balanced with experience and

intuition.
B.7 Relationship management
B.7.1 Statement

For sustained success, organizations manage
their relationships with interested parties, such as
providers.

B.7.2 Rationale

Relevant interested parties influence the
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két qua thyc hién clia td chirc. Thanh cong bén
virng co kha néng dat dwgc cao hon néu td chirc
quan ly cac mbi quan hé voi tat cd cac bén quan
tam ctia minh dé t6i wu tac dong cla ho toi két
qua thyc hign cla tb chire. Viéc quan Iy méi quan
hé véi mang luéi nha cung cip va dbi tac clia td
chlrc Ia dac biét quan trong.

B.7.3 Leiiich chinh
M6t s6 loi ich chinh tidm &n 1a:

- nang cao két qua thwc hién cla td chic va
céc bén quan tam lién quan cta t6 chirc théng
qua viéc dap trng cac co héi va rang budc lién

quan dén trng bén quan tam;

- ¢6 cach hidu chung vé& muc tidu va gia trj gita
cac bén quan tam;

- nang cao kha néng tao ra gia tri cho céc bén
quan tam théng qua viéc chia sé nguﬁn Iwc va
nang lirc va quan Iy chat lwgng lién quan dén
rdi ro;

- chudi cung Ung dugc quan Iy tot mang lai
dong s&n pham va dich vy &n dinh.

B.7.4 Hanh dong co thé thye hién

Hanh ddng cé thé thuc hién bao gdm:

- xac dinh cac bén quan tdm lién quan (xem
Phu luc C) va méi quan hé clia ho vai td chirc;

- Xac dinh va l&p thir tw wu tién mdi quan hé voi
b&n quan tam can dwoc quan Iy;

- thiét 1ap mbi quan hé& can bang gitva lgi ich
ngan han véi cac xem xét dai han;

- thu thap va chia sé thong tin, chuyén mén va
ngudn lwc véi cac bén quan tam lién quan;

- do lwdng két qua thic hién va cung cap thdng
tin phan héi vé két qua thye hién cho cac bén
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performance of an organization. Sustained
success is more likely to be achieved when the
organization manages relationships with all of its
interested parties to optimize their impact on its
performance. Relationship management with its
provider and partner networks is of particular

importance.
B.7.3 Key benefits
Some potential key benefits are:

- enhanced performance of the organization and

its relevant interested parties through
responding to the opportunities and constraints

related to each interested party;

- common understanding of objectives and

values among interested parties;

- increased capabilty to create value for
interested parties by sharing resources and
competence and managing quality related

risks;

- a well-managed supply chain that provides a

stable flow of products and services.
B.7.4 Possible actions
Possible actions include:

- determine relevant interested parties (see
Annex C) and their relationship with the

organization;

- determine and prioritize interested party

relationships that need to be managed;

- establish relationships that balance short-term

gains with long-term considerations;

- gather and share information, expertise and

resources with relevant interested parties;

- measure performance and provide

performance feedback to interested parties, as



quan tam khi thich hep, nhdm thuc ddy céc
sang kién cai tién;

- thiét 18p cac hoat dong phat trién hop tac va
cai tién voi nha cung cép, dbi tac va cac bén
quan tam khac;

- khuyén khich va thira nhan cac cai tién va

thanh qua clia nha cung cép va dbi tac.
B.8 Trach nhiém xa hoi
B.8.1 Noi dung
Td chirc c6 trach nhigm x& hoi 1a cac td chire
thanh cong bén virng va 1au dai.
B.8.2 Ly giai
Trén co s& dinh nghia v& trach nhiém xa hdi trong
TCVN ISO 26000, {6 chirc giao duc chju trach
nhiém vé cac tac déng cla cac quyét dinh va hoat
déng ctia minh t&i xa hoi, kinh té va mdi trudng
théng qua s minh bach va (g x& dao dirc:

- dong gop cho sy phat trién bén virng bao gdm
ca gido duc cd chét lwong cho moi ngudi, sirc
khde va an toan va phc lgi xa hoi,

- tinh dén mong dgi cta cac bén quan tam,;

- tuan tha phap luat hién hanh va nhat quan voi

cac chudn mye (ng xtr quéc té;

- dwoc dua vao toan bd té chirc va cac thuc

hanh trong cac mdi quan hé cia té chirc.
Diéu nay ham y sy sén sang trong céac hoat dong
véi cac moi quan tam vé& xa hoi va moi truong
trong cé4c hoat dong thuwong mai (kinh té) va trong
méi quan hé v&i cac b&n quan tam.

B.8.3 Lo ich chinh

Mot sd loi fch chinh tiém an 1a:

TCVNISO 21001:2019

appropriate, to enhance improvement
initiatives;

- establish collaborative development and

improvement activities with providers, partners

andother interested parties;

- encourage and recognize improvements and
achievements by providers and partners.

B.8 Social responsibility
B.B.1 Statement

Socially responsible organizations are sustainable
and ensure long-term success.

B.8.2 Rationale

Based on the definition of social responsibility in ISO
26000, an educational organization is responsible
for the impacts of its decisions and activities on
society, economy and the environment, through
transparency and ethical behaviour that:

- contributes to sustainable development,
including quality education for all, health and

safety, as well as the welfare of society;

- fakes into account the expectation of

interested parties;

- is in compliance with applicable law and

consistent with international norms of

behaviour;

- is integrated throughout the organization and

practices in its relationship.

This implies the willing inclusion by business of
the

commercial (economic) activities and their relation

social and environmental concerns in

with their interested parties.
B.8.3 Key benefits

Some potential key benefits are:
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- néng cao uy tin trong toan x& hi;

- t&ng cudng mbi quan hé véi tat cd cac bén
quan tam;

- tiét kiém chi phi tir viéc st dung ngudn lyc ¢6
trach nhiém va hiéu qua hon;

- cdi tién viéc quan ly rli ro do cac thyc hanh
bén virng;

- ¢ thé thu hit, gitr chan va duy trl dugc doi
ngl nhén vién hai long.

B.8.4 Hanh dong c6 thé thuc hién
Hanh déng co thé thire hién bao gdm:

- nang cao nhan thirc va xay dwng nang lwc vé
trach nhiém xa hoi;

- dwa vao chién Iwoc cla td chirc dan chiéu vé
cach thirc theo d6 t& chirc mubn ap dung
trach nhiém xa hdi;

- chép nhan cac quy tic (ing xir hodc dao dirc
bang van ban, trong @6 quy dinh cam két clia
td chirc v&i trach nhiém xa hoi thong qua viéc
chuyén cadc nguyén tic va gia tri vao cac
tuyén bd vé hanh vi thich hop;

- d&m bao cac thye hanh quan ly dwoc thiét lap
phan anh va giai quyét van dé trach nhiém x3a
héi clia té chirc;

- nhan biét cach thirc theo d6 cac nguyén tac
vé trach nhiém x& hoi va cac chil d&, van dé
cbt 16 ap dung cho cac bd phan khac nhau
trong to chirc;

- tinh dén trach nhiém xa hoi khi thwc hién cac
hoat déng cho tb chirc;

- két hop trach nhiém x& hoi vao céc chirc nang
va qué trinh ctia té chire, nhw céc thie hanh
vé& mua sdm, dau tw, quan Iy ngudn nhan lyc.
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- improved reputation across society;

- enhanced relationships with all interested

parties;

- cost-savings due to more responsible and
efficient resource use;

- improved risk-management due to sustainable
practices;

- ability to attract, retain and maintain satisfied
staff.

B.8.4 Possible actions
Possible actions include:

- raising awareness and building competence for

social responsibility;

- including in the organization's strategy a
reference to the way in which it intends to

apply social responsibility;

- adopting written codes of conduct or ethics
that specify the organization's commitment to
social responsibility by translating the
principles and values into statements on
appropriate behaviour;

- ensuring established management practices
reflect and address the organization's social
responsibility;

- identifying the ways in which the principles of
social responsibility and the core subjects and
issues apply to the various parts of the

organization;

- taking account of social responsibility when
conducting operations for the organization;

- incorporating  social responsibility into
organizational functions and processes, such

as purchasing and investment practices,



B.9 Kha nang tiép cdn va sw cong bang
B.9.1 Ndi dung

Cac td chirc thanh cdng déu 14 céc td chirc toan
dién, linh hoat, minh bach va cé trach nhiém gidi
trinh nhdm gidi quyét nhu cAu, loi ich, khd néng
va nén tang riéng va dac biét clia ngudi hoc.

B.9.2 Ly giai

Céc tb chirc gido duc cin dam bao rang nhom
ngudi rong nhét cod thé tiép can dugc cac san
pham va dich vy gido dyc clia minh, thy thudc vao
cac rang budc va ngudn lizc clia ho. Té chirc cling
can dam béo ring tat ca ngwdi hoc o thé st
dung va hwéng lgi tir cac san pham va dich vu dé
mot cach cdng béng.

B.9.3 Loi ich chinh

Mét s Igi ich chinh tidm &n 12

nhom ngudri hoc tiém nang rong hon;

- néng cao su thda man clia ngwdi hoc ¢b nhu
ciu dac biét:

- nang cao kha nang dap (ng y&u céu cla cac
bén huwéng loi khac;

- tdng thé ngudi hoc da dang théng qua viéc
cling nudi dwdng/phét trién ¥ tudng cai tién
viéc ddi méi va hoc hoi.

B.9.4 Hanh déng c6 thé thyc hién
Hanh déng c6 thé thuc hién bao gbm:

- dwa vao viéc hoc tap va gidng day tap trung
vao hoc tap va ngudi hoc;

- lam viéc véi cac tb chirc cdng dbng nham
nang cao tinh hp din cla cic san phim va
dich vu gido duc;

- thu thap d liéu vé viéc truy cap, sw tham gia

TCVNISO 21001:2019
human resources management.

B.9 Accessibility and equity
B.9.1 Statement

Successful organizations are inclusive, flexible,
transparent and accountable, in order to address
learners’ individual and special needs, interests,

abilities and backgrounds.

B.9.2 Rationale

Educational organizations need to ensure that the
widest possible pool of people can have access to
their educational products and services, subject to
their constraints and resources. They also need to
ensure that all learners can use and benefit from
those products and services in an equitable

manner.

B.9.3 Key benefits

Some potential key benefits are:

wider pool of potential learners;

- increased satisfaction from learners with

specialneeds;

- enhanced ability to meet the requirements of

other beneficiaries;

= a diverse learner population which through
cross-fertilization of ideas improves innovation

and learning.
B.9.4 Possible actions
Possible actions include:

leamner-centred

introducing learning and

learning andteaching;

- working with community organizations to
improve attractiveness of educational products
and services,

- collecting data on access, participation and
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va hoan thanh clia ngudi hoc véi cac nén
tdng khac nhau va str dung didu nay dé trao
quyén ra quyét dinh;

- cung cap cac hd trg vé van hoa, ngdbn ngi,
tdm 1y, gido duc va hd tr¢' khac cho ngudi hoc
khi c&n @& hé tror két qua thue hién ctia ho.

CHU THICH: Viéc tiép can san pham va dich vy gio

dyc ham y ring céc diéu kién nhu nhau dwgc 4p dung

cho moi ngudi ciing tiép can san pham va dich vy d6,
cho du khéng phai moi ngudi tiép can déu dugc cho
phép.

B.10 ng xir dao dirc trong giao duc
B.10.1 N§i dung

(ng xr dao dirc lién quan dén kha nang cia td
chirc trong viéc tao ra moi trwong dao dirc
chuy&n nghiép, trong d6 tt ca cac bén quan tam
déu dwoce déi xtr cong bang, tranh xung @t loi
ich va cac hoat djng dwgc thre hién vi lgi ich xa

-

héi.
B.10.2 Ly giai

Dé thanh céng bén virng, t& chirc can xay dwng
hinh &nh chinh trc (trung thc va cdng béng)
trong ddi x v&i tat ca cac bén quan tam. Nhén
vién clia tb chirc c&n git minh & tigu chun nghé

nghiép cao nhét trong moi tng x.

B.10.3 Lo ich chinh

M6t s8 loi ich chinh tigém &n 12:

- gidm tn thét tir cac hoat ddng bj gian doan;

- nang cao hinh anh clia tb chirc;

- nang cao ddng luc va tinh thdn cho nhan vién;

- tang cudng cac mdi quan hé véi cac bén
quan tam;

- dam bdo tinh toan ven clia cac qua frinh va
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completion of learners with different
backgrounds, and ysing this to empower

decision — making;

- providing cultural, linguistic, psychological,
educational and other support to learners as

necessary to aid their performance.

NOTE Access to educational products and services
implies that the same conditions will be applied to all
persons seeking access to those products and
services, even though not all persons who seek access
will be granted it.

B.10 Ethical conduct in education
B.10.1 Statement

Ethical conduct relates to the ability of the
organization to create an ethical professional
environment where all interested parties are dealt
with equitably, conflicts of interest are avoided, and
activities are conducted for the benefit of society.

B.10.2 Rationale

For sustained success, organizations need to
project an image of integrity (honesty and
fairness) in dealing with all interested parties. Staff
of the organization should hold themselves up to
the highest standards of professionalism in all

their dealings.
B.10.3 Key benefits

Some potential key benefits are:

L]

reduced losses from corrupt activities;

- enhanced image of the organization,

improved staff motivation and morale,

enhanced relationships with all interested

parties;

- ensure integrity of research process andresults.



két qua nghién clru.
B.10.4 Hanh ddng c6 thé thwc hién
Hanh ddng c6 thé thue hign bao gdm:

- hinh thanh chinh sach v& (ng x dao dirc clia
to chirc ma tat ca cac thanh vién cta t& chirc
cung dang ky;

- théng nhét tit ca cac chinh sach véi cac quy
tac dao dirc;

- dua dao dirc thanh mdt dau vao trong xem xét
cua lanh dao;

- tuan thd cac huéng dan vé dao dirc trong
nghién clru va 4p dung cac co cdu thich thich
hop dé thye hién diéu nay;

- c6 cac budi nhan thirc vé loi ich clia (ng X
dao dirc;

- hinh thanh hé théng ky luat déi voi viéc pha
v c4c quy tic dao dirc;

- khuyén khich nhan vién bao cao t¢i cac cap
quan ly vé viéc (rng x( thiéu dao dirc;

- thiét Iap céc bién phap @& tranh héi 16 va xung
dét lgi ich.

CHU THICH: TCVN 1SO 37001 cung cép thong tin vé&
chéng héi 13.

B.11 An toan va bao vé dir liéu
B.11.1 N§i dung

T6 chire tao I&p mdi truong trong dé tat ca cac
b&n quan tam c6 thé twong tac véi th chirc gido
duc vé&i day dd niém tin rang ho duy tri dwgc kiém
soat dbi véi viec str dung di¥ liéu v& chinh minh
va td chirc gido duc s& x Iy di liéu clia ho véi sy
than trong va bao mat thich hop.

B.11.2 Ly giai

Cac t6 chirc thanh cong sé tao dung long tin

TCVN ISO 21001:2019

B.10.4 Possible actions

Possible actions include:

institute an organizational ethical conduct
policy, to which all the

organization subscribe;

members of

- align all policies with ethicalprinciples;

- include ethics as a management review input;

- follow ethical guidelines for research and
implement appropriate structures to do so;

- awareness sessions on benefits of ethical

conduct;

- institute a system of discipline for breaking
ethical conduct rules;

- encourage staff to report unethical conduct to

managers,

- institute measures for avoiding bribery and

conflicts of interest.

NOTE ISC 37001 provides further information on anti-
bribery.

B.11 Data security and protection
B.11.1 Statement

The organization creates an environment where all
interested parties can interact with the educational
organization in full confidence that they maintain
control over the use of their own data, and that the
educational organization will treat their data with

appropriate care and confidentiality.
B.11.2 Rationale

Successful organizations will create confidence by
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théng qua viéc dam bao bao mat, tinh toan ven va
s&n c6 cla d@ lidu bang viéc nhan dién nhirng de
doa va diém yéu trong hoat déng clia minh va
thiét 1ap céc kiém soat dé ngan nglra va giam nhe
nhimg de doa va diem yéu do.

B.11.3 Lei ich chinh
Mét s6 Igi ich chinh tiém an 13

- bdo vé théng tin dang van ban khéng bj x6a
bé hoac stra ddi hay x6a mot cach trai phép;

- ngén nglra mét méat do nhu cau khdi phuc die
liéu bj xoa;

- dat dugc Idng tin cla ngwdi hoc va cac bén
quan tam khéac tir cac chinh sach céng khai ré
rang;

- thic day viéc ra quyét dinh dwa trén béng
chirng nhé tinh tin cay clia ngudn dir ligu;

- dé dang truy cap théng tin khi can;

- nang cao khd nang (rng pho véi tinh hudng
khan cép.

B.11.4 Hanh ddng c6 thé thuc hién

Hanh déng cé thé thyc hién bao gdm:

- thiét 1&p, thyc hién va duy tri chinh sach an
toan di¥ liéu, chinh sach nay vach ra vai o,

trach nhiém va quyén han lién quan dén an
toan di liéu;

- thiét Iap, thwe hién va duy tri cac quy tic lién
quan dén bdo mat, tinh toan ven va san co
cua dir lidu;

- ban hanh chinh sach r6 rang t¢i cac bén quan

tam vé cach thirc td chive x(r Iy di liéu cla ho;

- thiét 14p hé thdng sao luu nhidu giai doan, hé
théng sén c6 lién tuc va hé théng khdi phuc
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ensuring confidentiality, integrity and availability of
data by identifying threats and vulnerabilities of
their activities, and setting controls to prevent and

mitigate those threats and vulnerabilities.

B.11.3 Key benefits
Some potential key benefits are:

- protecting documented information from

deletion or unauthorized modification or

deletion;

- preventing losses due to need to reinstate
deleted data;

- gaining confidence from learners and other
interested parties, due to clear disclosure

policies;

- enhanced evidence-based decision making,
due to confidence in data sources;

- ease of retrieval of information whenneeded;

- improved response to emergency situations.

B.11.4 Possible actions
Possible actions include:

- establishing, implementing and maintaining a
data security policy which outlines roles,
responsibilities and authorities with respect to

data security;

- establishing, implementing and maintaining
rules regarding confidentiality, integrity and

availability of data;

- publish clear policies to interested parties as to
how the organization handles their data;

- establish multi-stage  backup systems,

continued availability systems and recovery



di ligu;

nhan dién cac de doa va diém yéu v& an toan
dir lidu va thiét 1ap cac kiém soat dé giam nhe
cac de doa va diém yéu;

giao dyc ngwdi hoc, nhan vién va cac bén
quan tam khéc vé céch thirc dam bao quyén
riéng tw va an toan d liéu, cling nhu cach
thirc tranh cac de dea tiém &n cho an toan de
liéu va giam nhe cac de doa nay.

CHU THICH: ISO/IEC 20000 va TCVN ISO/IEC 27001
dwa ra huéng dan vé an toan di ligu.

TCVNISO 21001:2019

systemsfordata;

identify threats and vulnerabilities regarding
data security and establish controls to mitigate

them;

educate learners, staff and other interested
parties as to how to ensure data privacy and
security, as well as on how to avoid potential
threats to data security and how to mitigate

these.

NOTE [SOJ/IEC 20000 and ISO/IEC 27001 provide

further guidance on data security.
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Phuluc C

(tham khao)

Phén loai cac bén quan tam cua

Classification of interested parties in

Annex C

(informative)
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Hinh C1 - Cac bén quan tam dién hinh

té chirc gido duc educational organizations
Bén quan tdm
(B&n lign quan)
|
1 ] I |
Ngudi hoc Bén hudng Igi khdc Nhan vién Bén khac
T8 chirc
1 Sinh vién/ Hoc sinh | Chinh phii ] Nhan vién — ;
gido duc
| Ngubihoc ngh& | |—{ Thi trudng lao déng | — Tinh nguyén vién Truyexr;t:ging va
L Chameva Nha cung cdp
ngudi giam ho bén ngoai
— C6 dong
B0oi tc
thuvang mal
— Cuusinh vién




Interested partics
(Stakeholders)
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I 1 [ ]
Learners Other beneficiaries Staff Other
|
|
Educational
— Students/pupils | —1  Government Employees —

organizations

L] Apprentices

t—-« Labour market

Volunteers

- Media and society

Parents and
guardians

Figure C1 - Typology of interested parties

| External providers

Shareholders

Commercial
partners

— Alumni

107



TCVN ISO 21001:2019

Hinh C.1 dwa ra phan loai vé cac bén quan tam

cua

t& chire gido duyc.

Trong cac vi dy & Hinh C.1:
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sinh vién/hoc sinh bao gdém nhi*ng ngudi hoc
xay dung va phét trién nang lyc tai to chic
giao duc;

ngwdi hoc nghé bao gdm ngudi hoc tiép nhan
hwéng dén trong bdi canh noi lam viéc;

chinh phti bao gdm Bd gido duc, co quan co
tham quyén va céc td chirc khu virc;

thj trwéng lao déng bao gdm ngudi st dung
lao dong, dai dién cho nguoi sir dung lao

ddng va cong doan;

cha me va nguoi giam hd bao gbm tat ca
nhitng ngudi co thé ra quyét dinh véi danh
nghia clta ngudi hoc;

nhén vién bao gdm nhan vién 1am viéc thuong
xuyén, thoi vu, nhitng nguéi dugc ky hop
dbng ngoai nam gitk mét v tri trong t& che;

tinh nguyén vién bao gdm nhitng ngudi cung
¢ép dich vu cho t chirc gido duc ma khéng
phéi tra tién (vi du nhi¥ng nguwdi lam viéc cho
cac Uy ban, dién gia dén tham);

t6 chirc gido duc bao gbm ca déi thii canh
tranh va céac td chirc hop tac;

truyén théng va xa hoi bao gdm nhirng ngudi
co lgi ich tiém nang véi td chire gi4o duc;

nha cung cip bén ngoai bao gdm cac nha
cung Ung va cac td chirc bén ngoai khac cung
cap dich vu thué ngoai;

Figure C.1 gives a classification of interested

parties in educational organizations.

Inthe examplesin Figure C.1:

students/pupils include any learner building
and developing competence at the educational

organization;

apprentices  include learners  receiving

instruction in the context of the workplace;

government include ministries of education,
public regulatory authorities and regional

authorities;

labour market includes employers, employer-
representatives and unions;

parents and guardians include all persons who
can make decisions on behalf of learners;

employees include permanent, temporary staff
and externally contracted persons who hold a
position within the organization;

volunteers include persons who provide a
service to the educational organization without
monetary recompense (e.g. persons serving

on committees, visiting speakers);

educational organizations include  both
competitors as well as collaborating
organizations;

media and society include those with a

tangential interest in the educational

organization;

external providers include suppliers and other
external organizations providing outsourced

services;



- cb déng bao gbm nhitng ngudi s& hiu cb
phiéu trong tb chirc va nguwdi s& hiru duy
nhét;

- doi tac thuong mai bao gdm céc nha tai tro va
doanh nghiép cling cung cip mét khoa hoc;

- cyu sinh vién bao gdm céc sinh vién hodc hoc
sinh cli clia to chirc gido dyc.

Giao vién c6 thé 1a nhan vién, tinh nguyén vién
ho&c nha cung cép b&n ngoai.

Bén quan tam c6 thé cé mét hay nhidu méi quan
hé v&i td chirc gido dyc.

Vi DY: Mét nghién clru sinh clia td chirc cé thé [a bén
huding loi véi tu cach |& ngwdi hoe, ddng thi cling co

thé 1a nhan vién thyc hién viéc tro giang hay nghién
clru.

TCVNISO 21001:2019

shareholders include owners of shares in

organizations and sole owners;

commercial partners include sponsors and
enterprises who jointly offer a course;

alumni include former students or pupils of an

educational organization.

Educators can be employees, volunteers or

external providers.

Interested parties can hold mare than one type of
relationship with an educational organization.

EXAMPLE
organization can be a beneficiary of that organization

A doctoral student within an

as a learner, while at the same time be an employee as
a teaching-assistant or researcher.
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Annex D
(tham khao)

Hwéng dan vé trao dbi thdng tin

v@i cac bén quan tam

D.1 Khai quat

Phy lyc ndy dwa ra huéng dan thuc hién didu 7.4
trong td chiic.

D.2 Mdc do tham gia

Khi xac dinh nhirng gi cin trao ddi théng fin, trao
ddi théng tin voi ai, tb chir co thé bat dau bang
phan tich cac bén quan tam dé xac dinh mirc dd
quan tam cla cac bén quan tam khac nhau t&i
hoat ddng clia t6 chirc, cling nhu lgi ich clia t&
chirc trong vige trao ddi thong tin voi ho, thong
nhét véi chinh sach cia td chirc.

Bang D.1 thé hién vi dy vé phan tich cac bén
quan tam trén co s& mét s6 loai hinh t6 chirc gido
duc khac nhau.

Annex D

(informative)

Guidelines for communication with
interested parties

D.1 General

This the

implementation of 7.4 in organizations.

annex provides guidance on

D.2 Levels ofengagement

In determining what to communicate, with whom,
the organization may embark upon an analysis of
interested parties, so as to determine the level of
interest of various interested parties in the activity
of the organization, as well as the organization's
interest in communicating with them, in line with its

policy.
Table D.1 presents an example of an analysis of

interested parties based upon several different

types of educational organizations.

Bang D.1 — Phan tich miu vé& mlrc d9 quan tdm va tham gia ctia cac bén quan tim

véi cac loai hinh td chi¥c gido duc khac nhau

Loai hinh Bén quan tim
Ngwei | Nhan |Chame| Chinh | Nha Nha Thi | Poitha
hoc vién va phit | cung cung | trwdng | canh
nguoi chpbén| @ng | lao | tranh
giam ngoai dong
hd

MaAm non HC HR Hi [HI MC MCh |LC HCh
Tiéu hoc HC HR HI Hi MC MCh [LC HCh
Trung hoc HI HR HR |HI MC MGCh |HC HCh
Pai hoc/Cao dang HIi HI LC [MmI MC MCh |HI HCh
Day nghé, bao gbm gido duc
dai hec va hoe nghé HR HR N HC MC MCh |H1 M Ch
Giao dyc thudng xuyén (gigo
duc cho ngudi 1) HI. N & ¥ N i N
Day ké O
Davkém, hinhsnad®s o |pe MC |Lch |McC HCh | MCh
Mdrc 4§ quan tam: Cao (H); Trung binh (M); Thép (L); Khéng quan am (N)
Mirc 3§ tham gia: Tham gia (I); Tham vén (C); Dai dién (R); Kiém tra (Ch)
Trong béi cinh quéc gia khac nhau thi nhing loai hinh ndy ¢ thé dugc goi khac nhau.
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Table D.1 — Sample analysis of levels of interest and participation of interested parties in

different types of educational organizations

Categories Interested parties
Learn- | Staff Parents | Govern-| Exter- | Suppli- | Labour | Compet-
ers and ment | nal pro-| ers | market | itors
guardi- viders
ans

Pre-primary HC HR HI |HI MC MCh [LC HCh
Primary HC HR HI [HI MC MCh |LC HCh
Secondary HI HR HR |[HI MC MCh |HC HCh
University/college HI HI LC |MI MC MCh |HI HCh
Vacational, including profes-
sional higher education and HR HR N HC MC MCh [H1 M Ch
apprenticeships
Continuing education {adult
education) HI N N N N N N N
Tutoring, coaching and
mentoring HC HC MC |[LCh MC L H Ch M Ch
Level of interest: High (H); Medium (M): Low(L); None (N)
Level of participation: Involved (1); Consulted (C); Represented (R}); Checked {Ch})
These categories can be interpreted differently in different national contexts.
D.3 Phwong phap tham gia vi trac déi D.3 Methods of engagement and

thdng tin
D.3.1 Khai quat

Phwong phép trao ddi théng tin phy thudc vao
muc tiéu clia viéc trao ddi théng tin.

D.3.2 Trao doi thong tin dé thu dwec quan
diém, y kién hodc sw nhét tri cla cac bén quan
tam

TS chirc ¢ thé thiét 18p cac mirc do tham gia
khac nhau cho cac bén quan tdm khac nhau. Khi
thich hgp, cac mirc nay co thé bao gbm:

a) tham gia: bén quan tam tham gia tryc tiép vao
qua trinh;

ViDU1  Cha me va nguwdi gidm ho cé thé tham
gia trpc tiép vao viéc cung cép cac hoat dong &
bac m&m non trong té chirc,

ViDY2  Céc td chirc cong nghiép cé thé dugc
tham gia tryc tiép vao viéc cung cép gi4o duc dai
hoc théng qua viéc cung cép dia diém thyc tap.

communications
D.3.1 General

The method of communication depends on the

objective of communication.

the

position, opinion or consent of interested

D.3.2 Communications for obtaining

parties

The organization can establish different levels of
participation for different interested parties. These

can include, as appropriate:

a) involvement: the interested parties participate
in the process directly;

EXAMPLE 1
participate directly in the delivery of pre-primary

Parents and guardians can

actlivities within the organization.

EXAMPLE 2

involved directly in

Industry organizations can be
the provision of higher

education through the supply of places for
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b) dai dién: dai dién dwgc chi dinh hodc duwgc b)

d)

phan céng cua bén quan tdm tham gia tryc
tiép vao qua trinh;

VIDU1  Dai dign cla ngudi hoc c6 thd duoc
béu vao ban quan tri cla trwdng dai hoc béi td
chilrc hoc vién.

VIDU2  Nhan vién co thé duoc lién doan Iya
chon d& dai dién l¢i ich trong hdi ddng cla té chir
giao duc.

tham vén: bén quan tam duoc tham van vé
qua trinh, nhwng khéng tham gia vao qua trinh
nay;

VIDU1  Nha cung cdp bén ngoai co thé duge
tham van v& thiét k& sach va cac tai lidu giao dyc
khac.

viby 2
tham van vé cac yéu cdu clia ho dbi voéi ki nang
trwdre khi td chive thiét ké khoa hoc.

Ngudi st dung lao déng c6 thé duge

kiém tra; t6 chirc ghi nhan quan diém ctia bén
quan tam, nhung khong tham van, dai dién
ho&c lién quan dén ho.

ViDU1  Béi thi canh tranh c6 thé dugc kiém
tra treérc khi thong bao vé mét chuong trinh méi
hoéc stra dbi mét chwong trinh hién tai.

VIDU2 Gia ca clia cac nha cung cdp khéc
nhau c6 thé dwgce kidm tra trde khi quyét dinh vé
co' cAu phi cta tb chire gido duc.

d)

internships.

representation: nominated or appointed

representatives of the interested parties

participate in the process directly;

EXAMPLE 1
can be elected to university governing boards by
the learner body.

Representatives of learners

EXAMPLE 2
to represent the interests on the board of an

Staff can be chosen by a union

educational organization.

consultation: interested parties are consulted
on the process, but do not participate in it;

EXAMPLE 1 External providers can be
consulted on the design of books, other educaticnal
materials.

EXAMPLE 2 Employers can be consulted as

to their skill requirements, before the organization

designs a course.

checking: the organization takes note of the
position of the interested parties, but does not

consult, represent or involve them.

EXAMPLE 1
before announcing a new programme or amending

Competitors can be checked

an existing one,

EXAMPLE 2

can be checked before deciding on a fee structure

The prices of various suppliers

by the educational organization.

Phwong phap trao ddi thong tin c¢6 thé bao gdm Methods of communication can include, but are

nhung khong gi¢i han & cac phwong phap néu & not limited to, those indicated in Figure D.1.
Hinh D.1.
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Mc d6 tham gia cua
cac bén quan tam

Phuaong phap
trao dai thong tin

Tham du Tham gia vao viéc ra quyét dinh cling t6 chirc
Co mat Tham gia vao b phan ra quyét dinh
Ban ¢d van
- Hop thudng xuyén theo lich trinh
Tuvan Khao sat
Diéu tran cong khaif héi thao
Phong van va phan tich
Kiém tra
Nghién ciiu tai van phong

Hinh D.1 — Cac phwong phéap trao ddi théng tin tiém ning dé thu dwoc

quan diém, y kién hodic sw nhét tri cia cac bén quan tam
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Levels of engagement
by interested parties

Involvecd

Represented

Consulted

Checked

Met_hods of
communication

Joint decision making with organization

Representation in bodies imaking decisions
Advisory boards

Regular scheduled meetings

Surveys

Public hearings/workshops

Interviews and analysis

Desk research

Figure D.1 — Potential methods of communication for obtaining the position,

opinion or consent of interested partie

D.3.3 Trao d6i thong tin dé truyén tai théng
tin lién quan, chinh xac va kjp th&i téi bén
quan tadm

Tb chirc c6 thé thiét 14p cac phuong phap trao
ddi théng tin khac nhau tity theo bén quan tam

muc tiéu. Khi thich hep, cac phwong phap nay
can bao gdm:

a) trao ddi théng tin chung: viée trao dbi théng
tin hwéng téi tAt cd cac bén quan tam
valhodc cdng khai;

b) trao ddi théng tin ¢ muc tiéu: viéc trao ddi
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D.3.3 Communications for

relevant, accurate and timely information to

conveying

interested parties

The different
communication methodologies depending upon

organization can establish
the interested parties being targeted. These

should include, as appropriate:

the
communications are directed at all interested

a) generic communications:

parties and/or the general public;

b) targeted communications: the



thdng tin huéng téi nhdom cac bén quan tam
cu thé;

c) trao déi thong tin ca nhan: viéc trao ddi thdng
tin dién ra nhw mdt qua trinh hai chiéu gira
t6 chirc va bén quan tam cy thé.

Phuwong phép trao déi théng tin c6 thé bao gom,
nhung khong gi¢i han & cac phuong phap néu
trong Hinh D.2.

Murc 6 tham gia cua
cac bén quan tém

TCVNISO 21001:2019
communications are directed at specific
groups of interested parties;

c) personalized communications:
communication happens as a two-way
process befween the organization and

specific interested parties.

Methods of communication can include, but are

not limited to, those indicated in Figure D.2.

Phuong phap
trao ddi thdng tin

Céa nhan * Gap mat truc tiép

Chung

Muc tiéu E Bén ghi nha

 Goi dién thoai va gUi email ca nhan

Truyén théng xa hoi

|l  Tap chi ndi b
Trang web
1 Td roi va sach nho

Quang cao truy&n thong dai ching (bao, tivi, dai)

Hinh D.2 — Cac phwong phap trao di thong tin tiém nang dé de truyén tai

théng tin lién quan, chinh xac va kip th&i t&i bén quan tam
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Levels of engagement
by interested parties

Personalized

Targeted

Generic

Methods of
communication

Meetings in person

Individual emails and phone calls

Social media

Memoranduims

Internal magazines

Websites

Brochures and pamphlets

Mass media advertisements (newspapers, TV, radio)

Figure D.2 — Potential methods of communication for conveying
relevant, accurate and timely information to interested parties

D.4 Tan suat trao doi théng tin voi bén quan
tam
T4 chirc c6 thé x4c dinh tAn suét trao ddi théng tin

v&i cac bén quan tam. Co thé dwa ra xem xét cac
yéu t6 sau khi xac dinh tan suét trao ddi théng tin:

a) trwdc khi dwa ra bat ky chwong trinh méi hodc
s&n phdm va dich vu méi;

b) ngay sau khi thay déi bat ky dugc phé duyét
va dua ra va ¢6 anh huong téi bén quan tam
do;
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D.4 Frequency of communication with

interested parties

The organization can define the frequency of
the
Consideration can be given to the following factors
the

communication  with interested parties.

when  determining frequency  of

communication:

a) before introducing any new programmes or

new products and services;

b) immediately after any changes are approved
or issued that can have an impact on the
interested parties;



¢) mot cach thuong xuyén theo théng nhét véi
bén quan tdm hodc dwgc Iap ra theo phuwong
phép trao ddi thong tin;

d) sau khiéu nai bat ky cla bén quan tam.

D.5 Tiép nhdn va xi ly théng tin phan hdi tir
cac bén quan tam

Td chirc c&n phan cong bd phan chirc nang thic
hién viéc tiép nhan va ghi nhan hd so trao dbi
théng fin tir cac bén quan tdm. Phwong phap ghi
nhan cAn chi ra;

viéc nhan dién ngudi givi (triy tredng hop 4n
danh);

- ngay tiép nhan trao doi théng tin;

- ndi dung cta thédng tin phan hdi;

- nhu cau hanh ddng hodc khéng dbi vai thong
tin phan héi nay;

- (nhitng) c& nhan lién quan trong té chirc cn
hanh ddng dbi véi thdng tin phan hoi;

- Thdi han tra I&i bén quan tam, néu can.

D.6 Xem xét tac djng cua thong tin phan hoi
tle bén quan tim téi hé théng quan ly

Sau khi xem xét théng tin phan hdi, (cac) ca nhan
c6 lién quan can thyc hién hanh déng néu cin va
thire hién céc cai tién cén thiét doi véi EOMS.

TCVNISO 21001:2019

c) on a regular basis as agreed with interested
parties or as set by the communication

method;
d) following any complaints by interested parties.

D.5 Receipt and handling feedback from
interested parties

The organization should assign a function to receive
and record communication from interested parties.
The method of recording should indicate:

the identity of the sender (unlessanonymous);

- the date of receipt of the communication;

- the subject of the feedback;

= the need to act or not on the feedback;

- the concemned person(s) in the organization
that needs to act on the feedback;

- the deadline for answering the interested

parties, if needed.

D.6

interested parties on the management system

Review of impact of feedback from

Following a review of the feedback, the person(s)
concerned should take action as required and
make any necessary improvements to the EOMS.
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Annex E
(informative)
Cac qua trinh, bién phap va céng cu

trong té chirc giao duc

E.1 Cac qua trinh

Céc qué trinh trong t& chirc gido dyc cé thé bao

gbm cac qua trinh d6i véi vigce:

- cung cép ngudn luc thoa dang;

- tuyén dung, lya chon va ghi danh bén dang
ky;

- quan Iy va duy trl co s& ha tAng gi4o duc cén
thiét {bao gdm phong hgc, phong thi nghiém,
khéng gian nghién ctru, thu vién),

- 1ap lich trinh, thiét k&, quan Iy va danh gia
khoa hoc;

- danh gi4 két qua thyc hién clia nhan vién;

- danh gia két qua clia nguwdri hoc;

- trao ddi thong tin ndi bd va bén ngoai;

- hanh ddng khac phyc, phong ngira;

- tuyén dyng nhan vién;

- phét trién nghé nghiép lién tuc cho nhan vién;

- xem xét ctia lanh dao;

- tuan tha vé an ninh, sic khoe va an toan;

- xuét ban tai liéu gido dyc (bao gdm séch, cac
bai bao);

- thyc hién cac yéu cau cho viéc cong nhan;

- thdng bao cho cac bén quan tdm vé nhiing
thay ddi trong chinh sach, chién lugc hodc
huwéng dén;

- lwu gilr thdng tin dang van ban;

- ban hanh va dam bao viéc thira nhin viéc hoc

tap dat dwoc va dwgce danh gia bang thong tin
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Annex E

(informative)

Processes, measures and tools in educational

organizations

E.1 Processes

Processes in educational organizations can

include those for:

providing adequate resources;

recruiting, selecting and registering applicants;

managing and maintaining the necessary
educational infrastructure (including
classrooms,  laboratories,  study-spaces,

libraries);

scheduling, designing, managing and
evaluating courses;

evaluation of staff performance;

evaluation of learners’ performance;

internal and external communications;
corrective and preventive actions;
recruitment of staff;

continuing professional development of staff;
management review,

security, health and safety bompliance:

publication of educational materials (including
books, journal articles);

conforming to requirements for accreditation;

informing relevant parties of changes to policy,
strategy or instruction;

retaining documented information;

issuing and securing recognition of learning

achieved and accessed as documented
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dang van ban; information;

- trd |&i cac thong tin phan hdi, thic méc va - responding to feedback, queries and
khiéu nai tir bén quan tam; complaints from interested parties;

- van hanh hé théng hé trg va dinh huwéng - operating learner support and orientation

ngudi hoc; systems;
- khiéu nai, yéu ciu xem xét lai va chéng phan - complaints appeals and anti-discrimination;
biét dbi x;
- thu thdp va phan tich théng tin vé: - information collection and analysis on:
- nhan khau hoc clia ngudi hoc; - learner demographics;
- viéc tham gia, bao lwu va hoan thanh khéa - course participation, retention, completion;

hgc;

" £ - % 8 s "
- dich den cla nguoi hoc sau khi nghién - destination of learners after studies;
clru;

~ B thaa méincda ngut hoo; - learnersatisfaction;

- két qua clia ngudi hoc;
g 9 : - |earner performance;

= Bong Kl hong unye: ghod Mot - publication of course information.

E.2 Cac bién phap E.2 Measures

Td chirc gido dyc c6 thé ap dung cac bién phap Educational organizations can  implement

déi voi viéc: measures for:

- tilé bd hoc; - dropout rate;

- tilé biét chix; - literacy rate;

- sy thda méan cla ngudi hoc; - learner satisfaction;

- ti1é c6 mat va/hodc tham gia cla ngudi hoc; - attendance andfor engagement rate of
learners;

- s thda man cta cac bén hudng loi khac; - satisfaction of other beneficiaries;

- i 1& tbt nghiép (tinh theo ti 1& nhap hoc ban - graduation rate (as percentage of original

dau); admissions);

- khoang théi gian hoan thanh chwong trinh; - length of time for completion of programme;

- i 1& vé vj tri cdng viéc theo cac khodng thei - job placement rate at specified intervals after
gian x&c djnh sau khi tot nghiép; graduations;

- mirc trinh do chuyén mdn tong thé clia nhan - overall level of qualification of staff;
vién;
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két quad vé xuét ban va nghién ctu clia nhan

vién;

sb gi¢r phat trién chuyén mon lién tyc;
fi 1& cac chwong trinh dwgc céng nhan;
sb khiéu nai;

fi 1& danh gia dat;

ti 1& hanh chinh cho viéc nghién ctru cGa giang
vién;

dau tw téng thé ndi bo (theo ngudn lyc)

miec 36 dat dwoc cac két qua hoc tép.

E.3 Céng cu

Cong cu d& danh gia b chirc gi4o duc c6 thé bao

gém:

phan tich chi phi;

khao sat sy hai long;

cac chuong trinh goi v;

hé théng khiéu nai va y&u cau xem xét lai;
danh gia tac dgng;

ph&n tich nhu cu;

phén tich di¥ liéu théng ke;

cac nhém trong diém;

tw danh gia;

danh gia déng dang;

hdi déng va Gy ban phan tich két qua thyc
hién;

SWOT (diém manh, diém yéu, co hdi va thach
thirc);

ddng nao tap thé;

cac phwong phap chét lwong (vi du TQM,

Lean Six Sigma, Kaizen).
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publication and research output of staff;

number of hours of continuing professional

development;

percentage of accredited programmes;
number of complaints;

assessment pass rate;

ratio of administrative to research to teaching
staff;

overall inward investment (by source);

degree of achievement of learning outcomes.

E.3 Tools

Tools for evaluation in educational organizations

can include:

cost analysis;

satisfaction surveys;
suggestion schemes;
complaint and appeal systems;
impact evaluation;

needs analysis;

statistical data analysis;

focus groups;

self-assessment;

peer assessment;

boards and committees to analyse
performance;
SWOT;

brainstorming;

quality methodologies (e.g. TQM, Lean Six
Sigma, Kaizen).



Phu luc F
(tham khao)

Vi dy vé lap lién két vi tiéu chudn khu vire

Bang F.1 va F.2 minh hoa sy lién két gitra tiéu
chudn nay véi céc tiéu chudn khu vyc khac trong
linh vwe gido dyc, vi duy Ia lién két v Khung Bam
bdo Chét legng clia Chau Au ddi voi Gido duc va
Ddo tao nghé (EQAVET).

TCVNISO 21001:2019

Annex F

(informative)

Example of mapping to regional standards

Tables F.1 and F.2 illustrate how to map this

document to other regional standards in the field
of education, taking as an example a mapping fo
the European Quality Assurance Framework for
Vocational Education and Training (EQAVET).

Bang F.1 — Béng céac yéu ciu: EQAVET - TCVN 1SO 21001

EQAVET TCVN ISO 21001

P1 4.1;5.1.1b);5.2.1b); 8.2.1 ¢)

P2 42b)43;5.2.1i)7.4.2a) B2.1a)8.229.1.4
P3 44.1¢c);6.21,7.15.1;81.1

P4 44.1e),5.3,7.1.2,832¢)

PS5 716,742 a)

P6 5.22,53,621f1),7.3:742Db)

P7 4.2b);4.3:51.1h).5.2.11);742a);8.22, 914
P8 42b),4.3,74.2a).832h); 8.22

P9 4.4.1q9);9.3.2:9.3.3;10.2; 10.3
P10 7151;81.1;8.3.2j) 914,915

i 44.1d),5.1.1e),6.22b),7.1.1,7.1.2,7.1.3; 7.1.4;8.3.2f); 8.34.3

c)8.22e),85.1b), 9.3.2d); 9.3.3¢)

2 714.1b) 7.2

13 711.1b) 7.2

14 7.16

15 6.3;9.3.3; 10.2; 10.3

16 7151;81.1;85.1¢); 9.14;9.1.5

Al %HC): 1.5.1;8.1.1;8.3.4.1,8.3.4.3; 8.3.5;8.5.1; 8.7; 8.4.1; 8.4.2;
A2 913,814,815

A3 8.1.1,9.13

A4 9.1.1

A5 9.1.2.1;8.3.2¢c)1);8.3.29)

R1 74

R2 9.1.1;9.121;9.2.23a)

R3 8569.2.2a);9.3.2;9.3.3; 10.2; 10.3

R4 856;9.3.1
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Table F.1 — Requirements matrix: EQAVET - ISO 21001

EQAVET ISO 21001

P1 4.1:5.1.1b);5.2.1b); 8.2.1 ¢)

P2 42b);4.3;52.1i)742a),82.1a),;822,9.1.4
P3 4.4.1¢);6.2.1;7.1.5.1;8.1.1

P4 441e);53,712,832¢)

P5 7.16:7.42a)

P6é 5.2.2;5.3,6.2.1f) 7.3, 7.4.2b)

P7 4.2b);4.3;51.1h); 5.2.1i);, 7.4.2 a); 8.22; 9.1.4
P8 42b).43,7424a),8.32h); 822

P9 4.4.1g); 9.3.2,9.3.3; 10.2; 10.3
P10 7151, 8.1.1,832j); 8.14,915

1 441d);511e)622b);71.1,71.2,;7.1.3;7.1.4;8.3.2); 8.3.4.3

¢);8.22¢e),851b);9.3.2d);,833¢c)

12 711.1by 7.2

13 71.1.1b) 7.2

14 7.16

15 6.3;9.3.3; 10.2; 10.3

16 7.15.1,81.1,85.1¢c)9.14,8.1.5

A1 S.H c); 7.1.5.1;8.1.1;834.1,8.3.4.3; 835; 85.1, 8.7, 8.4.1, 8.4.2;
A2 9.13,9.14:9.15

A3 9.1.1;9.13

Ad 9.1.1

A5 9.1.2.1,9.3.2 ¢)1); 9.3.2 g)

R1 7.4

R2 9.1.1;9.1.2.1: 922 a)

R3 8569.2.2a); 932 93.3;10.2; 10.3

R4 8.5.6; 9.3.1
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Béng F.2 — Béng yéu ciu: TCVN ISO 21001 - EQAVET

TCVN ISO 21001 EQAVET
41 P1
4.2b) P2, P7, P8
4.3 P2, P7, P8
441c) P3
4414d) 11
441e) P4
4.4.19) P9
5.1.1b) P1
51.1e) 1
5.1.1h) P7
5.2.1b) P1
5.2.1i) P2, P7
522 P6
53 P4, P
6.1.1¢c) A1l
6.2.1 P3
6.2.1f) Pé
6.2.2b) 11
6.3 15
711 "
7.1.1.1b) 12,13
A2 P4, 11
7.1.3 11
7.14 11
7.1.5.1 P3, P10, 16, A1
7.1.6 PS5, 14
1.2 12,13
1.3 P6
74 R1
74.2a) P2, P5, P7, P8
7.4.2 b) P6
8.1.1 P3, P10, 18, A1
8.2.1a) P2
8.2.1¢) P1
8.2.2 P2, P7,P8
8.2.2e) 11
8.3.2 e) P4
8.3.2 f) 11
8.3.2h) P8
8.3.2)) P10
8.3.4.1 Al
8.34.3 A1
8.3.4.3c) 11
8.3.5 Al
841 A1l
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Table F.2 — Requirements matrix: 1SO 21001 - EQAVET

ISO 21001 EQAVET
4.1 P1
431 P2, P7,P8
4.3 P2, P7,P8
44.1¢) P3
44.14d) i1
441¢) P4
4.4.19) P9
51.1b) P1
5.1.1¢) 11
51.1h) F7
52.1b) P
5.2.11) P2, P7
522 F6
53 P4, P6
6.1.1¢c) Al
6.2.1 F3
6.2.11) P6
6.2.2b) 11
6.3 15
.14 I
7.1.1.1b) 12,13
T2 Pa, 11
7. 1
714 1
7.1.5.1 P3, P10, 16, A1
71.6 P5, 14
7.2 2,13
7.3 P6
74 R1
7.4.2a) P2, P5, P7, P8
7.4.2b) P6
81.1 P3, P10, 16, Al
8.2.1a) Pz
8.2.10) P1
82.2 P2, P7, P8
82.2¢) 11
832¢e) P4
83.21) "
83.2h) P8
8.3.2j) P10
8.3.4.1 A1
8.3.4.3 Al
8.3.4.3c) 1
8.3.5 Al
8.4.1 Al
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TCVN ISO 21001 EQAVET
8.4.2 A1l
8.5.1 A1

8.5.1b) 11
85.1¢) 16
856 R3, R4
87 A1
9.1.1 A1, A3, A4, R2
1.2.1 A5, R2
9.1.3 A2, A3
914 Pz, P7, P10, 16, A2
9.1.5 P10, 16, A2
9.2.2a) R2, R3
9.31 R4
9.3.2 P9, R3
9.32¢)) A5
9.3.2d) 11
9.3.29) AS
933 P9, 15, R3
8.3.3¢) 11
10.2 P9, 15, R3
10.3 P9, 15, R3
Table F.2 — (Continued)
1SO 21001 EQAVET
84.2 Al
851 Al
8.5.1b) 11
8.5.1¢c) 16
856 R3, R4
8.7 Al
91.1 A1, A3, Ad, R2
9.1.21 A5, R2
8.1.3 A2, A3
9.1.4 P2, P7, P10, 16, A2
9.1.5 P10, I6, A2
9.22a) R2, R3
931 R4
9.3.2 P9, R3
9.320¢)1) A5
9.3.2d) 1
93.29) A5
9.3.3 Pg, 15, R3
33¢c) I
10.2 P9, 15, R3
10.3 P9, 15 R3
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Phu luc G
(tham khao)

Cac xem xét vé sirc khoe va an toan

d6i véi td chive gido duc

Vén dé vé stc khde va an toan dac biét co lién
quan vi cac t§ chirc gido duc ngay cang phat trién
cac quan hé dbi tac véi nganh cdng nghiép va
chinh phti d& cung cAp viéc hoc tap trai nghiém,
thue tap, hoc tap dich vy, du hoc va kinh nghiém
lién quan dén cbng vic. Pay la nhirng kinh
nghiém hgc tap quan trong gilp mé réng va dao
séu trong hoc tap va két ndi gitra ly thuyét va thirc
hanh,

T chirc gido duc co thé xem xét viéc:

- trao déi théng tin véi va cung cip co hdi cho
nhan vién, ngwdi hoc va cac bén hwéng loi
khac @& thyc hién cac quyén clia ho va dam
nhén trach nhiém ciia ho vé sirc khde va an
toan;

- chép nhan cac phwong phap va ky thuat 1am
viéc, gidng day, hoc tap an toan, ¢6 tinh dén
cac mdi nguy va rli ro théng qua viéc thiét 1ap
céc bién phap phong nglra dé loai bd hodc
gidm nhe cac mdi nguy va rdi ro do;

- theo ddi va diéu chinh bang viéc khuyén khich
sy tham gia cla cac bén quan tam vao cac
chién lwgc phéng nglra dwoc dt ra.

Té chirc gido duc cling co thé xem xét cach thire
ho s& dadm bao strc khde va an toan (gdm ca su
toan ven vé thé chat va tam 1y) cho nhan vién,
nguwdi hoc va bén hwdng loi khac clia td chirc
gido duc khi dién ra c4 hoat ddng gidng day, hoc
tap théng qua:

- viéc chap nhan cac phuong phap va k§ thuat
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Annex G

(informative)

Health and safety considerations for

educational organizations

The issue of health and safety is particularly

relevant as more and more educational
organizations are developing partnerships with
industry and government to provide experiential
learning, internships, service learning, study
abroad, and work-related experiences. These are
important learning experiences that broaden and
deepen leaming and help to bridge theory and

praclice.
Educational organizations can consider:

with and

opportunities for the staff, learners and other

- communicating providing
beneficiaries to exercise their rights and to
assume their responsibilities with respect to
health and safety;

- adopting safe working, teaching and learning
methods and techniques that take hazards and
risks into account by setting up prevention
measures to eliminate or mitigate them;

- monitoring and adapting by encouraging the
participation of interested parties in the various
prevention strategies that are put inplace.

Educational organizations can also consider how
they will ensure the health and safety (including
physical and psychological integrity) of educational
organization staff, learners, and other beneficiaries
during teaching and learning activities through:

- adoption of safe working methods and



|am viéc an toan;

nhan biét cac ngudn nguy hiém, danh gia rui
ro va st dung ca bién phap phéng nglra dé
loai bd hodc giam nhe ching;

chép nhan cac thwe hanh gitp lam giam rdi ro
vé strc khde va an toan dbi vdi cong viéc, viéc
hoc tap va cac tinh hudng giang day ctia 6
chtrc gido duc;

tao co hfi cho ngudi sir dung lao déng, nhan
vién, ngudi hoc va cac bén huong loi khac
thire hién cac quyén cla minh va dam nhan
trach nhiém cta ho vé strc khde va an toan;

dwa ra co ché kiém soat dé dam bdo danh gia
thich hgp cac qua trinh lién quan dén sic
khoe va an toan;

cung cAp co hdi cho sy tham gia va phan hdi
thong tin ve céac chién lgc phong ngira khac
nhau dwgc ap dung.

TCVN ISO 21001:2019
techniques;

identification of sources of hazards, assessment
of risks and use of prevention measures to
eliminate or mitigate them;

adoption of practices that reduce health and
safety risks for educational organization work,
learning and teaching situations;

allowing opportunities for employers, as well
as for staff, learners, and other beneficiaries,
fo exercise their rights and to assume their
responsibilities with respect to health and
safety;

providing control mechanisms to ensure the
proper assessment of health and safety

processes,

provision of opportunities for involvement in,
and feedback
prevention strategies implemented.

regarding, the various
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Thw muc tai lidu tham khao

TCVN ISO 9000:2015, Hé théng quan ly chét
Iwvgng — Co so va tlr vieng

TCVN ISO 9001, Hé théng quan ly chat
lwgng — Cac yéu céu

TCVN 7318-11:2015, Ecgénbmi - Yéu cau
ecgdnémi dbi v&i cong viéc van phong co sl
dung thiét bi hién thi ddu cudi (VDT) - Phan
11: Hwéng dén veé tinh kha dung

TCVN ISO 10002, Quan ly chat lwvgng — Si
thda man cta khach hang — Hwong din x(
ly khiéunaij bén trong té chirc

ISOITS 13131:2014, Tin hoc y té - Dich vy
strc khoe qua dién thoai — Hwdng ddn hoach
dinh chéat lugng

ISO/IEC 15944-1:2011, Céng nghé thdng tin
— Quan diém hoat ddng kinh doanh — Phén
1: Céc khia canh hoat dong clia open-edi
cho viéc ap dung

TCVN I1SO 15836 (tt ca cac phén), Théng
tin va tw lidu — B yéu t dir lidu Dublin Core

TCVN ISO/IEC/TS 17027:2014, Panh gia sw
phi hgp — T& vieng lién gquan dén nang lyc
ca nhan str dyng trong chirng nhén nang lyc
ca nhan

TCVN ISO 19011, Hueong dan danh gia hét
héng quan ly

ISO/IEC 19788 (14t ca cac phén), Cong nghé
thdng tin — Hoc tap, giao dyc va dao tao -
Siéu di liéu cho tai nguyén hoc tép

ISONEC 20000 (tat ca cac phén), Cong nghé
théng tin — Quan ly dich vu

(1]

(2]

[4]

6]

(8]

(10]

[12]

(14]

[16]

[18)

[20]

Bibliography

ISO 9000:2015,
systems — Fundamentals and vocabulary

Quality management

ISO 9001, Quality management systems —
Requirements

ISO 9241-11:1998, Ergonomic-requirements
for office work with visual display terminals
(VDTs) —Part 11: Guidance on usability

ISO 10002,
Customer satisfaction — Guidelines for

Quality management

complaints handling in organizations

ISO/TS 13131:2014, Health informatics —

Telehealth services — Quality planning
guidelines
ISONEC  15944-1:2011, Information

technology — Business operational view —
Part 1: Operational aspects of open-edi for

implementation

ISO 15836 (all parts), Information and
decumentation — The Dublin Core metadata

element set
ISC/IECITS 17027:2014, Conformity
assessment — Vocabulary related to

competence of persons used for cerification
of persons

ISO 19011,
management systems

Guidelines for auditing
ISO/IEC 19788 (all parts), Information
technology — Learning, education and

training — Metadata for learning resources

ISO/IEC 20000 (all parts), Information
technology — Service management



[21] TCVN ISO 26000:2010, Hwéng dan vé trach
nhiém x& hoi

[23] TCVN ISO/MIEC 27001, Cong nghé théng tin
— Ky thuat an toan — H& théng quan Iy an

toan théng tin — C4c’yéu céu

ISO 29990, Djch vu hoc tap déi voi giao duc
va dao tao khong chinh thirc =~ Yéu cau co
ban dbi v&i nguwéri cung cap dich vy

[25]

TCVN ISO 37001, Hé théng quan Iy chéng
héi 18 - Cac yéu ciu va huéng dan s dyng

(27]

[29] Casey K.M.A., & Shore B.M. Roeper Review,
2000, Mentors' to Gifted

Adolescents’ and

Contributions
Affective,
Vocational Development. Vol. 22 Issue 4, pp.
227-230

Social,

[31] hitps://help.ebsco.com/

[33] http:§education.jhu.edu/

UNESCO. 2011, Phan loai qudc té vé gido
dyc. Retrieved 2018 February 20 from
hitp:/luis.unesco.org/en/tapicfintemational-

[35]

standard-classification-education-isced

[37] Huwéng dan cia UNIQUE, 2011

Pai hoc Guelph, 2003, Thiét ké giang day dai
hoc. Retrieved 2018 February 20 from

[38]

[39] http://opened.uoguelph.ca/student-
resources/universal-instructional-design

[43] Bo gido dyc. 2013, Huéng dan vé nhu ciu
gido duc dic biét tai Ontario. Retrieved 2018
February 20
http://www .edu.gov.on.cafend/general/elems

ec/speced/ontario.html

from

TCVN ISO 21001:2019

ISO 26000:2010, Guidance on social
responsibility

[22]

[24] ISO/IEC 27001, Information technology —
Security techniques — Information security

management systems — Requirements

[26] ISO 29990, Learning services for non-formal
education and training — Basic requirements

for service providers

ISO 37001,
systems — Requirements with guidance for

[28] Anti-bribery  management

use

[30] Casey K.M.A., & Shore B.M. Roeper Review,
2000, Mentors' to Gifted

Adolescents’ and

Contributions
Affective, Social,
Vocational Development. Vol. 22 Issue 4, pp.

227-230

[32] htips://help.ebsco.com/
[34] http:geducation.[hu.edu/
[38] UNESCO. 2011, International Standard

Classification for Education. Retrieved 2018
20
http://uis.unesco.org/en/topic/international-

February from

standard-classification-education-isced

[40] UNIQUE Guidelines, 2011

[41] University of Guelph, 2003, Universal
Instructional Design. Retrieved 2018
February 20 from

[42] hitp:/opened.uoguelph.ca/student-
resources/universal-instructional-design

[44] Ministry of Education. 2013, An introduction
to specical needs education in Ontario.
Retrieved 2018 20
http://www .edu.gov.on.ca/end/general/elems
ec/speced/ontario.html

February from

129



TCVN ISO 21001:2019

[45] W3C, 2008, Huéng din vé kha nang tiép [46) W3C, 2008, Web Content Accessibility

can cac ndi dung cla trang.tin dién to Guidelines (WCAG) 2.0. Retrieved 2015
September 21 from

(WCAG) 2.0. Retrieved 2015 September 21
http://www.w3.0rg/ TRIWCAG20/

from http:/lwww . w3.org/ TRAWCAG20/

130



	21001_2019_001.jpg
	21001_2019_002.jpg
	21001_2019_003.jpg
	21001_2019_004.jpg
	21001_2019_005.jpg
	21001_2019_006.jpg
	21001_2019_007.jpg
	21001_2019_008.jpg
	21001_2019_009.jpg
	21001_2019_010.jpg
	21001_2019_011.jpg
	21001_2019_012.jpg
	21001_2019_013.jpg
	21001_2019_014.jpg
	21001_2019_015.jpg
	21001_2019_016.jpg
	21001_2019_017.jpg
	21001_2019_018.jpg
	21001_2019_019.jpg
	21001_2019_020.jpg
	21001_2019_021.jpg
	21001_2019_022.jpg
	21001_2019_023.jpg
	21001_2019_024.jpg
	21001_2019_025.jpg
	21001_2019_026.jpg
	21001_2019_027.jpg
	21001_2019_028.jpg
	21001_2019_029.jpg
	21001_2019_030.jpg
	21001_2019_031.jpg
	21001_2019_032.jpg
	21001_2019_033.jpg
	21001_2019_034.jpg
	21001_2019_035.jpg
	21001_2019_036.jpg
	21001_2019_037.jpg
	21001_2019_038.jpg
	21001_2019_039.jpg
	21001_2019_040.jpg
	21001_2019_041.jpg
	21001_2019_042.jpg
	21001_2019_043.jpg
	21001_2019_044.jpg
	21001_2019_045.jpg
	21001_2019_046.jpg
	21001_2019_047.jpg
	21001_2019_048.jpg
	21001_2019_049.jpg
	21001_2019_050.jpg
	21001_2019_051.jpg
	21001_2019_052.jpg
	21001_2019_053.jpg
	21001_2019_054.jpg
	21001_2019_055.jpg
	21001_2019_056.jpg
	21001_2019_057.jpg
	21001_2019_058.jpg
	21001_2019_059.jpg
	21001_2019_060.jpg
	21001_2019_061.jpg
	21001_2019_062.jpg
	21001_2019_063.jpg
	21001_2019_064.jpg
	21001_2019_065.jpg
	21001_2019_066.jpg
	21001_2019_067.jpg
	21001_2019_068.jpg
	21001_2019_069.jpg
	21001_2019_070.jpg
	21001_2019_071.jpg
	21001_2019_072.jpg
	21001_2019_073.jpg
	21001_2019_074.jpg
	21001_2019_075.jpg
	21001_2019_076.jpg
	21001_2019_077.jpg
	21001_2019_078.jpg
	21001_2019_079.jpg
	21001_2019_080.jpg
	21001_2019_081.jpg
	21001_2019_082.jpg
	21001_2019_083.jpg
	21001_2019_084.jpg
	21001_2019_085.jpg
	21001_2019_086.jpg
	21001_2019_087.jpg
	21001_2019_088.jpg
	21001_2019_089.jpg
	21001_2019_090.jpg
	21001_2019_091.jpg
	21001_2019_092.jpg
	21001_2019_093.jpg
	21001_2019_094.jpg
	21001_2019_095.jpg
	21001_2019_096.jpg
	21001_2019_097.jpg
	21001_2019_098.jpg
	21001_2019_099.jpg
	21001_2019_100.jpg
	21001_2019_101.jpg
	21001_2019_102.jpg
	21001_2019_103.jpg
	21001_2019_104.jpg
	21001_2019_105.jpg
	21001_2019_106.jpg
	21001_2019_107.jpg
	21001_2019_108.jpg
	21001_2019_109.jpg
	21001_2019_110.jpg
	21001_2019_111.jpg
	21001_2019_112.jpg
	21001_2019_113.jpg
	21001_2019_114.jpg
	21001_2019_115.jpg
	21001_2019_116.jpg
	21001_2019_117.jpg
	21001_2019_118.jpg
	21001_2019_119.jpg
	21001_2019_120.jpg
	21001_2019_121.jpg
	21001_2019_122.jpg
	21001_2019_123.jpg
	21001_2019_124.jpg
	21001_2019_125.jpg
	21001_2019_126.jpg
	21001_2019_127.jpg
	21001_2019_128.jpg
	21001_2019_129.jpg

