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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
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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.]
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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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