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Hwéng dan nay mo ta cac quy tdc co ban dé lap
so dd khdi mo ta quy trinh cong viéc. Can tao ra
cac so dd khéi don gian dé xac dinh cac nhiém vu
can thiét nhdm tién hanh cac hoat déng ma coéng ty
sé thwc hién. Cac so dd don gidn nay chinh la
nghé thuat dé tao ra quy trinh tac nghiép chuan
(SOP) cho cac hoat déng.

Céac so db khoi la phwong tién d& mo ta tirng
bwéc dwoc tien hanh va tirng quyét dinh duoc
dwa ra trong qua trinh hoan thanh mét quy
trinh.

Cac so dd khdi str dung nhirng ky hiéu chuén dé
biéu hién mot loai hinh tac nghiép hoac quy trinh
sé duoc tién hanh. Viéc st dung cac ky hiéu da
dwoc chuan héa gilp tao ra mdt ngdn ngi chung
cho tat cd moi ngwdi nhin thdy rd cac van dé
vwdng méc, dong thei lam cho cac so dd dé doc
va dé hiéu hon.

Dinh nghia so’ d6 khéi

So dd khéi la so d6 thé hién mot quy trinh, mé ta
cac dau vao, dau ra va don vi hoat dong. So' do
nay thé hién toan bd quy trinh & mlc quan sat cao
ho3c chi tiét (tuy thudéc vao muc dich st dung) cho
phép phan tich va tdi wu héa chu trinh cong viéc.

So dd khdi 1a mé td mot quy trinh bang so d6. So
dd thé hién toan bd quy trinh tir khi bat dau dén khi
két thuc, chi rd cac dau vao, cac duwéng vong va
duwdéng nhanh, cac diém hoat dong hodc quyét
dinh, va cudi cing 1a diém hoan thanh.

So db c6 thé dung lam sb tay hwéng dan hodc mét
cobng cu dé hé tro cho viéc phan tich chi tiét va téi
wu hoéa chu trinh céng viéc va chuyén giao dich vu.
So dbd ciing co thé tao ra co s& dé dao tao trong
cbng viéc cho cac can bd chju trach nhiém theo doi
quy trinh.

Lich str va kién thirc nén

Noi chung, viéc lap so dd quy trinh da dwoc tién
hanh tlr rat 1au. Trén thuc té, cac so dd khoi da
duoc st dung lau dén ndi khong thé xac dinh dwoc
ai la “cha dé cta ching’. Piéu nay c6 ly do hién
nhién. Mot so dd khéi c6 thé dwoc chinh sira dé
phu hop véi bat ky nhu cdu hay muc dich ndo. Do
vay, cac so dd khéi co thd dwoc coi nhw mot
phwong phap déc nhét vo nhi dé cai tién chéat
lwong.

Cac chuwong trinh may tinh da lam cho cac so d6
khéi tr& nén phd bién trong nhirtng nam 60, béng
cach sir dung ching dé vach ra chudi l6gich cho
cac chuong trinh. Trong cdng viéc cai tién chét
lwong, cac so d6 khdi dac biét co ich d& mo ta
cach thrc ma mot quy trinh dang hoat déng hoac
I& ra phai hoat déng. Cac so' d6 khéi co thé giup
ban biét dwoc liéu cac budc cta quy trinh cé hop

These guidelines have been prepared to show the
fundamentals of creating flowcharts to describe processes.
There is a need to create simple flowcharts to identify the
tasks needed to carry out the activities that the company
will implement. These simple flowcharts will become art of
the Standard operating procedures SOPSs, for the activities.

Flowcharts provide a visual representation of each step
that is to be taken and each decision that is to be made
throughout the completion of a process.

Flowcharts use standard symbols to represent a type of
operation or process to be performed. The use of
standardized symbols provides a common language for
people to visualize problems and also makes flowcharts
easier to read and understand.

Flowchart Defined

A flowchart is a graphical representation of a process,
depicting inputs, outputs and units of activity. It represents
the entire process at a high or detailed (depending on your
use) level of observation, allowing analysis and
optimization of workflow.

A flowchart is a graphical representation of a process. It
represents the entire process from start to finish, showing
inputs, pathways and circuits, action or decision points,
and ultimately, completion.

It can serve as an instruction manual or a tool for
facilitating detailed analysis and optimization of workflow
and service delivery. It can also form the basis of on the
job training for the staff responsible for following the
process.

History and Background

As a whole, flow charting has been around for a very long
time. In fact, flow charts have been used for so long that
no one individual is specified as the "father of the flow
chart". The reason for this is obvious. A flow chart can be
customized to fit any need or purpose. For this reason,
flow charts can be recognized as a very unique quality
improvement method.

Computer programmers popularized flowcharts in the
1960's, using them to map the logic of programs. In quality
improvement work, flowcharts are particularly useful for
displaying how a process currently functions or could
ideally function. Flowcharts can help you see whether the
steps of a process are logical, uncover problems or
miscommunications, define the boundaries of a process,
and develop a common base of knowledge about a
process.
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ly hay khong, va phat hién ra cac van dé vuéng
mac hay truyén dat sai théng tin, xac dinh ranh gigi
cla quy trinh va tao ra mot co s& kién thirc chung
vé quy trinh.

Lap so db quy trinh 1&8 mét qua trinh thwong giup
kham pha ra cac diém duw thira, cham tré, diém
chét, va cac buwéc di gian tiép, ma néu khong co6 so
dd thi sé khéng thé nhan ra hoadc bi bé qua. Tuy
nhién, cac so db quy trinh sé khéng c6 tac dung
néu thiéu chinh xac, néu cac thanh vién trong
nhém ngai mé ta nhirng gi xay ra trén thuc té, hodc
néu ho cach biét qua xa v&i sy van hanh cta quy
trinh trén thuc té.

Cac loai so d6 khéi

C6 ba loai so dd khdi co ban:
e Co ban,
e Quy trinh,
e  Trién khai

So db khéi co ban xac dinh nhanh chéng tat ca
cac bwéc cha yéu trong quy trinh. So' dd nay dwoc
st dung dé dinh hwéng cac bwédc chi yéu cho
nhém bang cach dwa ra mét cai nhin tbng quan vé
quy trinh.

So do6 khoi quy trinh xem xét quy trinh & mirc do
chi tiet. So do nay liét ké day du tat ca cac buwéc
chinh va bwéc phu trong mét quy trinh.

So dd khéi trién khai twong tw nhw cac so dé quy
trinh & chd chung ciing rat chi tiét, nhung ngoai ra
cac so dd trién khai con chi rd nhirng nguei tham
gia vao quy trinh. Diéu nay c6 thé rat co ich trong
trwdng hop quy trinh can dén sy hop tac gitra
nhiéu phong ban chirc nang.

Cac hinh dang co ban

Du6i day la mot sé hinh dang phd bién nhat duwoc
st dung dé xay dwng cac so do khdi va céng dung
cla trng hinh dang. T4t c& cac hinh dang nay
dwoc mé ta trong phan So dd khdi hodc trong 1énh
dinh dang ty déng & Thanh cong cu vé cla
chwong trinh Microsoft Word.

Flowcharting a process often brings to light redundancies,
delays, dead ends, and indirect paths that would otherwise
remain unnoticed or ignored. But flowcharts don't work if
they aren't accurate, if team members are afraid to
describe what actually happens, or if the team is too far
removed from the actual workings of the process.

Types of Flowcharts

There are three basic types of flowcharts:
e Basic,

e  Process,

e Deployment

Basic flowcharts quickly identify all the major steps in a
process. They are used to orient a team with the major
steps by just giving a broad overview of the process.

Process flowcharts examine the process in great detail.
They provide a comprehensive listing of all the major and
sub-steps in a process.

Deployment flowcharts are similar to Process flowcharts
in that they are very detailed but also indicate the people
who are involved in the process. This could be very useful
when the process involves cooperation between functional
areas.

Basic Shapes

The following are some of the most common shapes used
in the construction of flowcharts and what they are used
for. All of these shapes can be found in the Flowchart
section of the autoshapes menu in the drawing Toolbar of
Microsoft word.
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Hinh bau duc dwoc s dung dé biéu hién cac diém
bat dau va két thic cta quy trinh trong so d6 khai.

Hinh chir nhat dwoc st dung d& mé tad mot hoat
dong duwogc thwc hién hoac mét nhiém vy dwoc
hoan thanh.

Hinh thoi ham ch®a cac van dé can duwoc quyét
dinh “C6” hoac “Khéng”.

Hinh trang tai liéu dwoc st dung dé biéu hién mot
tai liéu van ban dugc soan thao trong quy trinh cua
so do khoi.

Hinh nhiéu trang tai liéu dwoc st dung dé biéu
hién mot tai liéu gom nhiéu trang.

Lién quan dén dau vao/dau ra sb liéu, ngudi ta stv
dung mét hinh chi¥ nhat nghiéng dé biéu hién mot
diém trong quy trinh, noi sb liéu dwoc nhap vao
hoac goi ra.

Hinh mi tén két ndi cudi trang dwoc st dung dé
biéu hién dong quy trinh sé tiép tuc & trang khac.
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Ovals are used to represent starting and ending
points to the flowchart process.

Rectangles are used to describe an action taken or
a task completed.

Diamonds contain questions requiring a "Yes" or
"No" decision.

Document is used to represent a paper document
produced during the flowchart process.

Multi-Page Document is used to represent a
document with multiple pages.

Data Input/Output uses a skewed rectangle to
represent a point in the process where data is
entered or retrieved.

Off Page Connector is used to show that the flow
continues on a different page.

-
B
)
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Codng cu cai tién chat lwong

M6t so d6 khdi dwoc dinh nghia Ia viéc dung hinh
anh d& mé ta mot quy trinh dwoc nghién clru hodc
duoc st dung dé 1ap ké hoach cac buwéc cho mét
du an. Céac so dd khdi thwong cung cap cho moi
ngudi mot ngdn nglr chung hodc moét diém tham
chiéu khi x&r ly mét dw an hay quy trinh.

Céc so d6 khéi la mét hinh thirc ghi chép tuyét voi
cho mot quy trinh, ching thwéng cé ich khi nghién
ctru cach thirc ma cac bwéc khac nhau clia quy
trinh dwoc két hop véi nhau.

Khi x(r ly mét so' d6 khdi quy trinh, cAn xem xét hai
giai doan riéng biét clia quy trinh: giai doan thanh
ph&m va giai doan tao san pham. Dé phan tich giai
doan thanh phdm, hodc phan tich cach van hanh
quy trinh, cac so d6 khéi thwdng s dung cac ky
hiéu don gidn va dé nhan biét. Cac so dd khéi co
ban sir dung nhirng ky hiéu dwéi day khi phan tich
cach van hanh quy trinh.

Quy trinh / Process

Quyét dinh
/ Decision

Quality Improvement Tool

A flow chart is defined as a npictorial representation
describing a process being studied or even used to plan
stages of a project. Flow charts tend to provide people
with a common language or reference point when dealing
with a project or process.

Flow charts provide an excellent form of documentation for
a process, and quite often are useful when examining how
various steps in a process work together.

When dealing with a process flow chart, two separate
stages of the process should be considered: the finished
product and the making of the product. In order to analyze
the finished product or how to operate the process, flow
charts tend to use simple and easily recognizable symbols.
The basic flow chart symbols below are used when
analyzing how to operate a process.

Tai liéu / Document

S6 liéu / Data

Khi phan tich diéu kién th& cap cho mét so dd khbi
quy trinh, nén st dung cac ky hiéu chudn ANSI.
Dwéi day 1a cac ky hiéu chudn ANSI duoc dung
nhiéu nhat:

Van hanh
Quy trinh /
Manual
Operation

Két thuc /
Terminator

In order to analyze the second condition for a flow process
chart, one should use the ANSI standard symbols. The
ANSI standard symbols used most often include the
following:
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bong dinh, xi mang, danh may thw

Van chuyén vat liéu bang xe tai, bang chuyén hoac
tha cong

Lwu Nguyén liéu thd dé trong thung, thanh pham dé
triv trén palét, hoic tai liéu dwoc lwu triv
Cho Cho thang may, chor gidy, cho vat liéu
Kiém tra / )
do dac Doc thiét bi do, doc tai liéu dé biét thong tin, hoac
kiém tra chat lwong hang héa

Van
hanh &
kiém tra

Viéc két hop hai hay nhiéu ky hiéu cho biét day Ia
mét quy trinh phdi hop.
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Operation

Drive Nail, Cement, Type Letter

Transpartation

Move Material by truck, conveyor, or hand

Starage

>

Raw Material in bins, finished product on pallets, or
filed documents

Delay Wait for elevator, papers waiting, material waiting
_ Read gages, read papers for information, or check
Inspection/ quality of goods.
rresEUrerm et

~

Operatb
|nspecth:nj

/ |

Any combination of two or more of these symbols
show an understanding for a joint process
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Quy trinh 1ap so d6 khéi Process of How to Develop a Flow Chart

1. Thu thap thong tin vé cach thtrc ma quy trinh 1. Gather information of how the process flows: use
dién ra: st¢ dung

a.  Thong tin bdo tri bdo dwdng, a. conservation,

b. kinh nghiém, hoac b. experience, or

c.  cac quy téc phat trién san phadm c. product development codes.

Thtr dong quy trinh 2. Trial process flow.

pé nghi nhEPng ngwoi khac quen thuéc véiquy 3. Allow other more familiar personnel to check for
trinh hon kiém tra d6 chinh xac accuracy.

Thay déi néu can thiét 4. Make changes if necessary.

So sanh dong quy trinh thwc té v&i dong quy 5. Compare final actual flow with best possible flow.
trinh tot nhat cé thé xay dwng dwoc

Lwu y: Quy trinh can theo chu trinh cac bwéc: Note: Process should follow the flow of Stepl, Step 2, ... ,
Buoc 1, Bwoc 2, ...... , Bwéc N Step N.

Buéc N = Két thac quy trinh Step N= End of Process

Mot sé I»i khuyén dé xay dwng/giai thich cac  Construction / Interpretation Ttips for Flow Charts
so do khoi

1. Xac dinh rd rang ranh gi¢i cdia quy trinh 1. Define the boundaries of the process clearly.

2. Sl dung ky hiéu cang don gian cang tét 2. Use the simplest symbols possible.

3. E)‘é\m bdo rang mdi mot duwong vong quay lai 3. Make sure every feedback loop has an escape.
déu c6 mot duwdng thoat

4. Thuwdng chi c6 mdt mii tén ddu ra cho mot & 4. There is usually only one output arrow out of a process
quy trinh. Néu khong, sé phai dung ky hiéu box. Otherwise, it may require a decision diamond.
hinh thoi dé thé hién moét quyét dinh.

Cac dang so d6 khoéi Types of Flowcharts

C6 rat nhiéu dang so db va ky hiéu ban c6 thé siv  There are many varieties of flowcharts and scores of

dung. Theo kinh nghiém, c6 ba dang so dd chinh symbols that you can use. Experience has shown that

c6 thé s dung cho hau hét moi trwdng hop: there are three main types that work for almost all
situations:

1. So dé & cap do khai quat chi vé ra nhitng 1. High-level flowcharts map only the major steps in a

buéc chd yéu trong quy trinh d& c6 mét cai nhin  process for a good overview.

tbng quan tét

Kiém tra DPwa hang
hang / vao kho /
Goods are —»{ Goods are
inspected put in
warehouse
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2. So do chi tiét vé ra tirng budc sy kién va quyét
dinh trong quy trinh.

Nhan hang tai
bén / Goods are
received at dock

Kiém trahang /
Goods get inspected

2. Detailed flowcharts show a step-by-step mapping of
all events and decisions in a process

Thong bao véi
b6 phan mua
hang/ Inform
purchasing
department

Hang c6 dung
theo don dat
hang khéng? /
Goods match
order?

Khéng/No
ColYes

B . Co chéap
Kiém tra chat lugng hang nhan hang
/ Incoming quality khéng? /
checking Good are

Nhap kho /
Receiving
notifies
warehouse to
pick up
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3. So’ d6 trién khai t6 chirc so' do theo cac cot,
moi cot biéu hién mot ngwoi hodac mét phong/ban
tham gia vao quy trinh.

3. Deployment flowcharts which organize the flowchart
by columns, with each column representing a person or
department involved in a process.

Mua hang /
Purchasing

Nhan hang /
Receiving

Kiém tra chét luong /
Quality Assurance

Nhap kho /
Warehouse

Nhéan hang tai
bén / Goods
are received at
dock

Kiém tra hang /
Goods get inspected

Hang c6 dung theo
don dat hang

Cé/Yes

Kiém tra chat lugng hang

khéng? / Contents
match order?

K hong/No

Thoéng béo véi nha

Théng bao v6ibd phan cung cép vé viec

Inf mua hanhg /. khéng chdp nhan hang
nform purchasing / Advise supplier of
department

rejection

Cac diém rac réi trong mét quy trinh thuwong sé
xuat hién khi nhém xay dwng mot so do chi tiet.

Ma&c du c6 nhiéu ky hiéu dé st dung trong so dd
khdi nham biéu hién cac buwéc khac nhau nhung
c6 thé tao ra cac so dd chinh xac chi bang mot s6
it ky hiéu (vi du nhw ky hiéu hinh bau duc, hinh
chi¥ nhat, hinh thoi, ky hiéu ch&, ky hiéu dam
may).

DPé xay dwng moét so do khéi hiéu qua:

1. Xac dinh ranh gi¢i clia quy trinh bang cac
diém bat dau va két thac

2. Hoan thanh bre tranh I6n trudc khi dién thém
chi tiét

3. Xac dinh rd tirng bwéc trong quy trinh. Can
phai chinh xac va trung thuec. .

4. Xac dinh thoi gian bi cham va céac bwéc
khong c6 gia tri gi khi thém vao

5. LAy y kién nhan xét cta nhitng ngudi khac
tham gia quy trinh

Cac so do sé khong co tac dung néu thiéu chinh

xac hodc néu nhém xay dung thiéu hiéu biét vé

quy trinh.

P / Incoming quality check

Nhan hang ti
khu kiém tra
chéat lugng /
Pick up goods
from QA area

C6 chép nhan
hang khéng? /

Goods are
accepted

Khong/No

The trouble spots in a process usually begin to appear as a
team constructs a detailed flowchart.

Although there are many symbols that can be used in
flowcharts to represent different kinds of steps, accurate
flowcharts can be created using very few (e.g. oval,
rectangle, diamond, delay, cloud).

To Construct an Effective Flowchart:

1. Define the process boundaries with starting and ending
points.

2.  Complete the big picture before filling in the details.

3. Clearly define each step in the process. Be accurate

and honest.

4. Identify time lags and non-value-adding steps.

5. Circulate the flowchart to other people involved in the
process to get their comments.

Flowcharts don't work if they're not accurate or if the team is
too far removed from the process itself.

10
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Cac thanh vién clia nhom phai la nhitng nguwoi
thwe sw tham gia quy trinh va cdm thay thoai mai
khi mé ta dung nhirng gi xay ra trén thuc t&. Mot
so d6 khéi toan dién can dwa ra mot cai nhin rd
rang vé cach thirc ma quy trinh hoat dong.

V&i mot so dd hoan chinh, ban co thé:

6. Xac dinh thoi gian bj cham tré va cac budc
khdong dem lai gia trj gi néu thém vao

Xé&c dinh trach nhiém cho tirng bwéc

Suy nght dong nao dé giai quyét cac vuong
mac trong quy trinh

9. Quyét dinh cac dau vao chinh va phu cho quy
trinh v&i mot so dé nguyén nhan va két qua

10. Lwa chon cac diém dé co kha nang rac roi
nhat v&i nguwoi di xay dwng sy dong thuan

Giai thich
e Phan tich so d6 quy trinh thyc té

e Phan tich so' d6 quy trinh t6t nhat c6 thé xay
dwng dwoc

e So sanh hai biéu d6, tim ra nhitng diém
khac nhau. Trong phan Ién truéng hop,
cac giai doan cé nhitng diém khac nhau sé
la nhirng noi c6 vwéng méc trong quy trinh.

Team members should be true participants in the process
and feel free to describe what really happens. A thorough
flowchart should provide a clear view of how a process
works.

With a completed flowchart, you can:

1.

Identify time lags and non-value-adding steps.

Identify responsibility for each step.

Brainstorm for problems in the process.

Determine major and minor inputs into the process
with a cause & effect diagram.

Choose the most
consensus builder.

likely trouble spots with the

Interpretation

Analyze flow chart of actual process.

Analyze flow chart of best process.

Compare both charts, looking for areas where they are
different. Most of the time, the stages where differences
occur is considered to be the problem area or process.
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HUONG DAN LAP SO PO KHOI
GUIDELINE FOR CREATING FLOWCHARTS

Vi du 1 — So’ d6 khéi quy trinh — Tim dwéng tét nhat dé vé nha

Example 1 —Process Flow Chart - Finding the Best Way Home

Rdivan phong /
Leaving the Office

v

Kiém tra thdi gian va thdi tiét /
Check the Time and Weather

Khéng / No : :
Thoi tiét co tét khong?
Weather clear?

Cb/Yes

Khéng / No
Truée 5h chiéu?
Before 5:00pm

Co/ Yes

Kiém tra tinh trang tic giao thong
trén duong chinh /
Check congestion on primary
route

Khéng / No

Pudng chinh ¢b tac
khoéng?
Primary congested?

Co6/Yes

Vé nha bang dudng "A" / Chuyén sang dudng "B"/ | p| D dudng chinh vé nha/ Take

Take Alternative "A" Home Rl Divert Alternative "B" Primary Route Home
I |
Y
V& nha an toan /
Arrive Safety
Pay la trwdng hop don giéq vé cac quy trinh va This is a simple case of processes and decisions in finding

quyét dinh dé tim duwoc tuyén duwong tét nhat di vé  the best route home at the end of the working day.
nha sau ngay lam viéc.
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HUONG DAN LAP SO PO KHOI
GUIDELINE FOR CREATING FLOWCHARTS

Vi du 2 — So d6 khéi quy trinh — Quy trinh hoat déng nhw thé nao — (Lap rap but bi) /

Example 2 — Process Flow Chart — How a Process Works — (Assembling a Ballpoint Pen)

Than bat Day thé
A N . y thép
E’;i”t:::]t/ phén dudi lam 1 xo / Ruot bat /
P / Spring Refill
Shell Top Shell Wire
Bottom
Lap rap / G
Assemble A_:Serr?]‘t))lie
Cai nit b&m xem . .
c6 virakhong? Ee tha/nh 16
Check Clip X!
Clearance Form Spring

Cai gai but /
Hold for shell tops

L&p rap /
Assemble

San
pham /
Finished
goods
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HUONG DAN LAP SO PO KHOI
GUIDELINE FOR CREATING FLOWCHARTS

Vi du 3 — S0 d6 khéi c6 sw tham gia ciia mét sé nguwei trong cong ty - Hoach dinh chinh sach /

Example 3 — Flowchart Involving Several Actors in a Company — Policy Preparation

.
SOAN THAO CHiNH SACH / POLICY PREPARATION
J
! (T8 cong tac (hé tro tirdy | | Pai dién cin bb cna t /\
Giam déc/ Director | || & QLNT)/Task force |i | =2 (ERE08 )@ =9
i (with WWM support) ) 9

J

Lap k& hoach soan thdo chinh
sach méi / Develop plan to
formulate new policy

v

Thanh I4p t6 cong tac /W :
E stablish taskforce J i ¢

Soan thao chinh sach theo
c4u tric da théng nhat /

. | Prepare draft policy following
! the agreed structure

A ]
i L&y y kién ndi bo tircac
' phong ban lién quan /
Internal comment from
concerned department

§ Hoan thién chinh sach /
: Finalize the policy

+

Trinh giam déc /
Submit to director

Khong /
No

Phé duyét /
Approval

S

Héi thao /
Conference

Théng nhat /
Formal
agreement

\ : L[ Nghi quy &t /
{ Ban hanh / Promulgate }4: : L Resolution
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