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Quy trinh, hé thong hod

Nhiing viéc 1&p lai m6i ngdly dé dugc viét ra, ai lam ciing gidng nhau, va

chay dugc khi cht khéng diing dé chua?

@
-

LACA DENTAL

Mirc 2/5

Lagi?

Hé théng hod 1a bién cdch lam t6t nhat, thudng
dang ndm trong déu chd hodic vai ngusi gidi,
thanh tai liéu ai cling lam theo dugc. Co ba thu:
quy trinh (cdc budc theo thi tu), checklist (dong
ngdn dé tick, chdng quén) va I8i néi mdéu (cau gidi
thich, cu mgi). Ba thir cdng lqi la cdch lam cla
doanh nghiép, khong con la cach lam clia mét
ngudi.

Ddu hiéu 6 nay dang néng
e Chl vdng mdt ngay 1 c6 ngudi goi dién hai.

e Hai ngusi cling vi tri lam hai kiéu khdc nhau.

Visao can?

Khong cé quy trinh thi chi 1 nat thdt, ngudi mai
hoc 1au, chdt lugng I&n xudng theo ngdly. Quy trinh
cling la ngi gitr Igi nhudn: it [adm lai, it quén budc, it
su c8. V& mudn ma diém thi hai thi phai cé thi dé
sao chép; khéng co quy trinh thi chi sao chép
dudc bién hiéu.

e L&iquén budc 18p lai: quén nhdc lich, quén bdo gid, quén ddn do sau dich vu.

e C& quy trinh viét sdn nhung ndm trong ngdin kéo, khong ai dung.

Lam thé nao?

Chon 5 viéc viét truéc

Chon 5 viéc 1&p lai dnh hudng nhiéu nhat dén khdch va tién. Viét xong 5 viéc ndy roi mdi viét tiép,

dimng viét moi thir cliing ldc.

Ghi lai cach dang lam théat

Ghi @dm hodc quay lai ngusi gidi nhat dang lam (cé déng y clia khdch vé nhan vién), ho&c cho méi
vi tri ghi mét ngdy lam viéc. Viét ti thuc té, khéng viét tir tri tudng tuong.

Viét thanh bd tai liéu ngdn

M&i viéc cé: muc dich, cdc budce, checklist dé tick, I6i néi mdu néu cé. Viét don gidn téi mic ngudi

mdi doc la lam dudc; ti chuyén mén nao ciing cé gidi thich bén canh.

Chay thir véi ngudi méi

DPua cho ngudi mai lam theo. Ho lam dugc ma khdng hdi thi dat; hdi nhiéu thi chia budc nhé hon, bd

thudt ngir.

Hudn luyén bén budc

NGi - Lam mdu - Lam ciing - DE tu lam, day ding theo chir trong tai liéu.

n Po va stta

Kiém tra ngdu nhién viéc tick checklist m&i tudn. M&i 16i I8p lai dén t8i mot 1an slra tai liéu. Chicod
mdt ban géc, ghingdy cap nhat va ngusi dugce sia.
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Tu dong phan Idp
Nhdc lich, glii huéng ddn sau dich vu, nhdc viéc theo checklist: chi tu déng khi quy trinh chay tay
dé én.

Thang ch6|'m1—5 VIEN PAM = MUC CUA LACA DENTAL

- Khéng cé quy trinh viét; m&i ngusi lam theo thoi quen.

Cdch lam t&t ndm trong dédu chli hodc ngudi gidi; cé vai ghi chi rdi rac; chi phdi cé
mdt thi moi thi mdi didng.

LACA DENTAL

Cdc quy trinh chinh dd viét ra va dung hdng ngay, checklist dét tai chd lam; ngudi
mdi hoc theo bdn viét nhung chl vén phdi kém, stra.

Cé s6 do tudn thi (kiém tra ngdu nhién, 16i quén budc); ngudi méi tu lam theo quy
4 trinh trong thai gian xdc dinh; quan ly tu cdp nhat tai liéu; chl vdng 2-4 tudn vdn
chay.

. B& quy trinh déng goi dudc dé ma diém mdi; cé phdn tu ddng hod; cdi tién lién tuc
tir dir liéu va gbp y; khéng phu thudc ngudi da viét ra né.

Tu kiém tra nhanh
Anh chj ké dudc 5 viéc I&p lai quan trong nhdt va cé 5 dé cé bén viét chua?

Checklist cé ndm ngay tai chd lam va dudce tick m&i 1an khéng?

Co6 mdt ban gdc duy nhét, ghi ngdy cap nhat va ngusi dugc sita khdng?

O
O
() Ngudi mgi cé lam theo tdi liéu dugc ma khéng cén hdi chli khong?
O
) Tudn qua cé ai kiém tra ngdu nhién viéc lam theo quy trinh khéng?
O

Anh chj véng 1tudn thi phong khdm, clra hang cé chay ding khéng?

Vidu
( N\
LACA Dental (case mau)

LACA dé& c6 mam quy trinh: chudi goi hdi thdm sau diéu tri theo méc va lich hen tdi khdm 4-6 thdng
chay déu. Nhung chua cé quy trinh ndo dugc viét ra, va I8i tu van hay nhdt vén ndm & bdc si. Diém
cong l8n: cé bdng ghi dm budi khdm (cdn déng y clia bénh nhan), nguyén liéu quy dé viét quy trinh

tir cdch lam that. Chadm mdc 2. Day 1a 6 phu 90 ngdy: con dudng @ Ty 1& Igi nhudn ciing chi 2/5, ma
l&i dugc gitr lai phan I8n nhd 1am dung va lam déu; chinh k& hoach LACA ciing déit diéu kién chi mé

mdi khi ca s8 mau cé dirliéu hoat ddng da tin cdy.
\ J

Vi du minh hoa: ctfa hang stra dién thoai

CUlra haing hay bi khdch néi “mdy tdi déu cé tray”. Chu viét quy trinh nhén mdy 6 budc vaéi checklist:
kiém tra tinh trang, chup 4 mdt mdy, ghi 16i khdch bdo, bdo gid du kién, hen gid trd, khach ky nhan.
Checklist d&n ngay qudy, nhan vién tick trén dién thoai. Tranh cé&i gén nhu hét, va ngudi méi dimg
qudy dudc sau vai ngdy.
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Vi du minh hoa: qudn com véan phong

M3i sding chii phdi tu kiém bép vi hay thi€u mén luc 11 gid. Cha viét checklist mé ca (nguyén liéu,
nhiét d6 ta, sé sudt du kién) va déng ca (ton cudi ngdy, vé sinh, ddt hang ngdly mai), giao bép phé
tick v chup &nh glii nhdm. Sau mot thdng, chl chi xem &nh va s6 sudt bdn, khdng phai dén tir 6 gid
sdng nira.

LACA Dental - 90 ngay & 6 nay

s

HIEN TRANG

C6 chudi goi hdi thdm sau diéu tri theo méc va hen tdi khdm 4-6 thdng. Chua cé quy trinh viét ra;
I&i tu van hay nhdt ndm & bdc si. Cé bdng ghi dm budi khdm, ding dugc khi cé déng y clia bénh
nhan.

KHOANG TRONG

5 quy trinh chinh (ti€p dén, khdm lan ddu, tu van ké hoach diéu tri, chdm séc sau diéu tri, nhéc tdi
khdm) chua viét; chua cé checklist tiing vi tri; chua cé cdch ddo tao théng nhét; chua cé trang
diéu kién md& cd sé thi hai.

VIEC TRONG 98 NGAY

e L& tan, phutd, bdc st méi vi tri ghi lai mdt ngdy lam viéc (trudc 13/11/2026); chl phdng khdm
chét 5 quy trinh viét trudc - trudc 15/11/2026.

e Chi phong khdm chon 5 budi khdm, tu vdn ddé cé déng y ghi am, méi loai dich vu mét budi (vd Idy
vdi, chita tdy, onlay, mdt réing, khdch nhi); chuyén thanh chir, xod moi théng tin nhdan dién, viét
cdc budce tu van va bé cau gidi thich chudn - trudc 29/11/2026; quy trinh tu vén ban 1 dung thi
truéc 10/12/2026.

e L& tan trudng cung chl phong khdm viét checklist ti€p dén va nhdc tdi khdm (trude
29/11/2026); phu td trudng cung chl phong khdm viét checklist khdm Ian ddu va kiém sodt
nhiém khudn (trudc 06/12/2026); checklist ddt ngay tai qudy, tai ghé.

e TU07/12/2026 hudn luyén theo bdn budc, méi vi tri mdt ngudi kém; kiém tra ngdu nhién viéc tick
checklist mé&i tudn; muc tiéu bdc si, phu td mdi lam theo quy trinh sau 14 ngdy.

e Chi phong khdm viét mét trang diéu kién mdé ca s thir hai bding s6 that clia ¢d s thi nhdat (vd:
sG thdng lién ti€p ¢ 18i that, 5 quy trinh ding hdng ngdy, ngudi mdi tu lam sau 14 ngay, c6 ngudi
diéu hanh thay chd, ngudn tién mé 18y tir dau) - trudc 09/01/2027.

T mic 2 1én mic 3: 5 quy trinh chinh viét ra, checklist ddt tai ché lam va dudc dung hdng

ngay; bdc si, phu ta méi lam theo quy trinh sau 14 ngay; cé mét trang diéu kién mé co sé thir
hai. Dau hiéu: hai 1€ tan, hai phu ta lam cuing mét viéc theo cing mét cach.
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Checklist trién khai

Danh muc viéc cla 3 vi tri tir ghi chép mét ngay lam viéc.

Quy trinh ti€p dén kém checklist.

Quy trinh tu vdn k& hoach diéu tri kém bo cdu gidi thich chudn.
Quy trinh chdm séc sau diéu tri kém cdc méc goi hdi tham.
Quy trinh nhéc tdi khdm kém mdu tin nhén.

Checklist ddt tai chd lam; ki€ém tra ngdu nhién hdng tudn.

M6t ban gbc duy nhat, cé ngay cdp nhat va ngusdi dugc sla.

O0000O000oao

Trang diéu kién m3 ca s3 thir hai viét bdng sé that.

Chi sé do
CHI sO CACH DO

S& quy trinh dang dung hdng  Dé&m quy trinh cé checklist dugc tick déu
ngay trong tudn.

Ty 1 tick du checklist Kiém tra ngdu nhién khodng 10 lugt m&i tudn:
s6 lugt tick dd + s6 lugt kiém.

S6 ngay ngudi maéi lam theo Ngay tu lam dat checklist - ngay bdt ddu.
quy trinh

S6 16i quén buéc méi thang Dém su cb do bd sét bude (quén nhdc lich,
quén bdo gia...).

Ty 1é kham xong dong y diéu  S6 khdch bdt déu diéu tri + s& khach dé kham
tri va dudc tu vén, so trudc va sau khi cé quy
trinh tu vdn.

Al va tu dong hoa

VIEC cONG CU AI LAM - NGUOI LAM

Quy trinh khdm Ian ddu kém checklist, gdm kiém sodt nhiém khudn.

5 budi khdm, tu van ghi am cé ddng y, dd chuyén chir va xod théng tin nhan dién.

THE NAO LA TOT

LACA: 5/5 truéc 09/01/2027.

Phan I6n lugt kiém dat; lugt thidu
dudc xem lgi ngay trong tudn.

LACA: <14 ngdy cho bdc si, phu td
mdi.

Gidm dan; méi I6i 1&p lgi d&n t8i mot
Ian stra tai liéu.

Cé s6 nén trudc 10/11/2026 va
khong gidm sau khi dp dung quy
trinh; khong ddy ty 1é nay bdng
céch tu van vugt chi dinh.

Chuyén ghi @m thanh quy Céng cu chuyén giongnéi Al chép I8i, tdch budc, goi y checklist va cau gidi thich.
trinh nhap thanh chit + Claude NguGi xod moi thong tin nhdn dién trudc khi dua 1én Al,
chi dung béng cé ddng y; bdc si duyét ndi dung chuyén

mon.
Checklist dién ti Lark Base hodc Google Nhan vién tick trén dién thoai, hé théng tu tinh ty 16. Quén
Forms ly kiém tra ngdu nhién tai ché.

Nhdc tdi khdam, huéngddn  Phdn mém quénly phong  Tu glii theo mdc cho ngusi dé déng y nhdn tin. L& tan goi
sau diéu tri khdm + Zalo OA + n8n ngudi khéng phan héi.

Trg ly tra cttu quy trinh Claude Projects Chtra bén quy trinh dé duyét; nhan vién hoi “budc tiép
theo l&1 gi”, Al trd I8i ding bdn géc. Ngudi phu trach cdp
nhat tai liéu khi quy trinh déi.
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Sai lam hay géap

e Ngbi tudng tudng ra quy trinh ly tudng: tai liéu dep nhung khéng ai lam dudc; hdy chép lai cdch ngusi

gidi nhdt dang lam, stfa dan sau.

e Nhdi moi I&i gidi thich vaio checklist: ngusi dang lam khéng kip doc; checklist chi gilr cdc muc cén
tick, ly do va chi tiét ndm trong tai liéu dao tao.

e Tu dodng hod khi quy trinh tay chua 8n: mdy chilam cdi sai nhanh hon.

e Viét xong cdt di: tai liéu chi séng khi dugc dung dé hudn luyén ngudi mdéi va dugce kiém tra ngdu nhién

tai ché méi tuan.

Khai niém 96'0 TRUY VE

KHAT NIEM

Hé thong hod va co sé mdu
chép dudc (franchise
prototype)

CO NGUON

Checklist chdng quén buéc
CO NGUON

Bién kién thitc ngdm thanh
tai liéu (md hinh SECI)
CO NGUON

M6 hinh truéng thanh néng
luc (CMM) va thang 1-5
CO NGUON

O lién quan

NGUON NGUYEN BAN

NGUON GOC

Michael E. Gerber - The E-Myth Revisited
- HarperBusiness - 1995

Atul Gawande - The Checklist Manifesto -

Metropolitan Books - 2009

Ikujiro Nonaka & Hirotaka Takeuchi - The
Knowledge-Creating Company - Oxford
University Press - 1995

Watts Humphrey, Software Engineering
Institute - Carnegie Mellon - CMM (bai
IEEE Software 1988; sdch Managing the

Software Process 1989; bén v1.1 ctia Paulk

va céng su1993)

CAS DUNG THE NAO

Y xdy cd s8 thir nhat nhu mot méu chay
bdng hé théng chirkhéng béing ngusi,
lam nén cho 5 quy trinh chinh va trang
diéu kién ma cd sé thir hai.

Checklist ngdn, tick dugc tai ché lam,
nhat | & khau kiém sodt nhiém khudn;
phdn gidi thich dai dé & tai liéu riéng.

Ca s& cho viéc viét quy trinh tir ghi am
budi khdm cé ddng y: kién thitc trong
ddu bdc si dugc “ngoai hién hod” thanh
budc, cdu gidi thich, checklist.

N&m mdc ban dau - 18p lai dudc - dugc
dinh nghia - quén ly bdng sé - t&i uu
lién tuc 1a cdm hing cho thang 1-5 cla
6; md td ting muc la quy uéc CAS.

3.2 Conngudi- 3.4 Diiliéu, cdng nghé - 2.3 Chdt lugng, trdi nghiém, khdc biét - 1.3 Ban hang va
chuyén déi- 5.1 Md& réng doanh nghiép - 6.7 Nganh cé diéu kién

Tai liéu & ggi y qudn tri, khdng phdi tu véin phdp ly, thué hay y khoa. Sé liéu minh hoa dé dudc ghi ré. Trudc khi dp dung cdc nédi dung vé
phdp ly, thué, quéng cdo dich vuy t&, héy déi chiéu van bdn hién hanh va héi luat su, ké todn.
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