i o B AP T
40(Feb *02)68-79
ISSN 1023-2125

2T 528 & 32 (TQM)E K 2 B & 684 F = 1R =7
Total Quality Management(TQM)and Its Application in University Libraries

R
Chia-bin Chang
B2 AEHE@EMER
Readers Services Department
National Taiwan University Library

E-mail:leonbin@ms.cc.ntu.edu.tw

[# % Abstract)

AHLEEERAREABES L ERBEEAMELNERES A THDEBEE ANERREEIR
WYL HAMBEESE LA 2OLTPERTFTRAB ETETR IO EE - A& B
R TNHRBLEELETEENORRELSAENES ) EEHH LR T EEAREE TG ERE LM —

JEF & 7T fE Mk -

Total Quality Management ( TQM ) is a prevailing concept in response to the bottleneck of management in
an organization. It might offer an alternative solution while libraries are faced with the difficulties, such as
budget cuts, the downsizing of human resources, and the challenge of information brokers. This article
introduces the theory and contents of TQM and discusses the application of TQM in the management of

university libraries. It is hoped that this article could inspire further studies and discussions of TQM for other
types of libraries.

FA&EF Keyword

coHAEE AXEEEHE BIERFIY BEpim
Total Quality Management(TQM) ; University library ; Library service quality ; Library management

68



]l

i

ML

UTEEZR - (B35 AR FE A PN AMEBR BRI 2 AH
ML T M ARE SR - SRR S - EE e
ACE ~ AN JTHIREIRCA S AR AR B AR - (515 B 2 6
FEARRE BN T AHE KRS © Bt oMER BRI
& B T EER LR BOA ~ &9 - it
FRESR > HEEIEEASE LERES B
7 o NIt - AR SR EE N LSRR E R 0 b
R AR E - B H—IREETIE > "L
1 £ 3 5% BT B AT B9 2 T 5 B S B & (Total
Quality Management, TQM)[& F A [ = 82 58 2%
WP BIGE T LBt [ T S ) ) R e
K -

2 [H i E 7 B 7 2 56 B A (Deming) -

Arfefs » I HAET KRR - HARBIZ &AL

i e BT 1980 SEACHH - EEAHE BN E KA
AT A B » MBHIAERERIMETT o &
5 B 21 T A 1 AR T IR 9P P AR R A R S o
B R RS ER F SR FTRA T TQM ME& A
B A B v o R AT DA R R M E s R S
AR S E A R -

ETHFT 2 NG - ZIEAEE TQM ? B X
BATHERRART) - BEEHE S SRS ERA
FIREEET S - XA PRI LA R
R FEE FHAE B B BR A © S8 LA R AR A B et
IR - PRIEL » ASCHYEEY » BRT /M8 TQM Fyk
A S LR AL - EESHE TQM 72K 22 B 8
FERIEY1E DU —BRRY - 75 2338 L Re 20 B R
i RE#5 [RE AR FAFURIIEEE » 16 B /8% TQM 7¢
LA KR R B B P O P RE A

A 25 EETEMER
—EHREEECEE
ZTHEEEGNEEHENERA B

69

e i T EE (TQM) AR A B2 25 e 2 e

i T, K TS CEE ARSI 2
nn B E BRI R A o
(—)fAIZE & E(Total) ?

EIRTRA A Total 38 {4 A [HIAIEE » B4 -
Z2H > 28 2407 2H0 - 20RAE M
SLATHAIRHE Total 38 {5~ RES M E £ 2 M & 4
H—F5 » fEARZH  BMRA "2, EEF
iR - NFSER H AT AR R #sE 50 © B
HEHRNSEREAR LAMOTHE : GE

L. EHEEBRR T ER S AR - R
REARATE B R RS R th I A

2. BESEEIREST o EFRARRR SR Er S ERFT
128 -

3. TQM 5HERE R HE BN EEST - A iEE
N B IERERSH] - FER AR H] -

4. IR TR L B 52 RS T 7 T
BTG E) o DB AR RA » AR FEE iR AR
PO BT B S 3808 - T s8I YA A L 5 L
[ B AR BV SR T AT » k& TQM
R P A Tie— L i P S

(SFEmE ?

f£ T REGEEH ) G SEN R
PR 2K T E i o MBS > LA EEY
B IRIF B RERI AR S o E S TR - (B
AR ZBERFE -

E4Z5 Peter Brophy, Kate Coulling LK Maxine
Melling £ BEFT FHIESRAT © (G 2)

"B R TR IR R - PR
MDA IH S E B R R -

[ME23E Lascelles DL Kz Dale 2365 : I 5y/& HHEH
FFRFRIE o AR AR > BEE L LK
s At AR TR SR ECHASE » | G 3)

R RMEE S EEE T

1. & Ei(Fitness for purpose)



I AT 55 40 51

2. FFEEKR (Conformance to requirements) ©
SREEEREERE?

% T o0 B H (TQM) — &l £ 3 Bl HY & AR &
(Feigenbaum)E £l » {E/ERRINIIE » —fg4 TR L
MABEEHEER " BEHE S EE
(Integrated Control of Product Quality, ICPQ) ; [{E
HARIMARR " AR SEE ] (Company-Wide
Quality Control) « HERR 25 BRI IEVE B AT e I #45
WA 7SR HEREAREIEEAE 2N E &
F9~ BOFHINE » FLFEER T DRAREA » 1
REmME ) RER - GE4)

82K Tom Peters 305 ¢ " RESEEHE—
TR SR BRIt - EREE E EEEE
FriifdicE ) — A T 20 - 1 BE TRy
AEGER < 1) TQM FTHEER— S AR T ENLAHIE -
(FE'S)

SERIEP5HER DODS000.51 #8542 st 2
EHEMTIATIRES © " TQM 2—FEE M H) 8%
T3 2 —RE R R o R R A SO A A e B
o ENFSEGEEANTEIR - LAY AT

LR A~ RERRA R PTA (ESE0RAR - DA
A BRE AR HEARRITR - BRSNS
7 BEEAREHEEAM - BARYES T A
KB TR - R 2 NGB SCERN TIE L - GE
6)

FH_EZAMTAT AN » TQM 8B o8& » B
FEREEE AR b~ sy - SEE
HREF - B TR LUR S AT 5l - 2RELi
A FE AR HE B ERSE (Benchmarks) © (i 7)

Z2EREEEZAR

JEHIHEE - TQM A 58 I Bk LS - 1
BRI —E R EIINAEZ - £ 8~ 9)
(—)ERE 5 E S B (Quality is customer defined)

70

B B RRIZ R R R - BB SR TR
HE R A ) TR L RR AR R E i ¥ 72 - IETEREE
HMBENAES RGN E  ZEEEEA
EREER IR SR o AT LUBR FUE S B ARG 22
FERR AT AL RY 2 S B RS RETT & B AR &
BK e
(=) ER K24 MR EBZ% (Internal and external

customers)

A5 ¥ RE A E R E R F R E R - IR SR
bR T AMERZ » thEFERHBRAR TIEENAL - 5%
ERFTRELER » 4% — {8 B8 R A — (B B AR R
BEIR - RILESAT TQM @R - A RETE
iS5 S » BT P AR B A TOFpSReryid
B o MERZREFEET AR E M E T2
AL o QI AR SR 2 G AR PN Y 2 i DL R 2
4 WESEZ AR 25 0T  VLEErTEE - 7
g oA 5 e 5 L P st 1 O i 455 W I DA B B RO B B
Al A R ER B AR R AV E A -

(=)8 I 2B (Employee involvement)

B T2 U R G —E & T2 B8
e DREFEMA - B TEZRILER MRk
TERYESARR S - F—AHARA A R AN T
% MR ERN BRI 2 RSEEE - G35
EETEISZR » (A — AR T &y o

(P9)ZE R BL3E &) (Error free processes)

TQM HIE BRI EE - D AT ER S
TRBGEE) o R TQM EFEFERLESE - HE(
VAR e ¢rr&.%lJ(Process quality control) ; [ FI{EAR

TESENS - B UVH I B LS B R A E B R,

1% WA R R o
(R)FEEL(H (Performance measurement)
TERGRE S8 R BF Rl 0 DURSE RSB A
AR [ B



(7X)¥5 &A= (Continuous improvement)

E PSRRI — L TR A BhiRs B
AEHEERAM LA S IR XT3 55 DA R B i 3R 2 52 i T
{E - TQM HES D FEEREIEFE A T (BEE ) F%0E] -
MR —EELFAI AT UG BESIT - GE 10)F

o] i B R HE (TQMO)AE A B2 [ 35 i R 2

RS TR RERA T —EE THE
T » RIBEFER = ARRERRAE B T RIFIMR - 205 - 3
i~ FGRERREIA R B & L o

B TQM IS - LUTEISRR

PIER RSP 2R AR R

T 5h 2538 ) \ /éﬁgﬁfis’ug
TELEEE

HEuws / \ MO
AT 54

B— : TOM 897958
ZRIARIR © Jennifer Rowley, “Implementing TQM for Library Services: the Issues,” Aslib

proceedings 48 (Jan. 1996), p.17.

2 KBEZHEER TOM Z R

— KBEEEEA TQM ZH R

AL EEHER TOM RESEERQS S
o FTLGEMIE 1989 4F BLHH N 37 ACEE e
(Oregon State University Library){f = Shélving AR
Government publications #SFfE{T TQM - 5t Efta{T
TQM Z R » SEEHRT ¢

(R ERE

18 e PR AR A e 5 BT A A %
M - FTRE " OISR MR R, o el R REAE
HIREEAIEI T » ARG AE R B
—FEE o TR K ER IR A AR R AR

7!

IS P A6 8 0 T A M o AT DA SR A%
T RFREIIEE - (LEIEEREEAEEY -
v B B RS 0 WL RHER S B R E— S E S
HUERR O R6HS - B A RIS - SRR AT
NERE - AR LR E R BT TQM 8%
RENTI

(O EEREA R BB
KRB AR Y 70 AR - BRI AR B
EHEEEHCTIERA LS TE . Mgy
HRPT B B ~ W 0 R Wi ik ee
SRBE AR - E AR T I
EPESFRIIRD o [E 80 B R LA B
fRpb ke b QUECEYTERG - A E AR AR



W SRR T 2 40 1

TR © TQM SEFHAHEE BE RLA K 28
RS KL - KEEEEIETT TQM L &
PR T ] RE R AR R o
(S EMFRARRE

V| 5 I T S P 2 (R B i & » AT
M EAE B AR B R b 2 (8 A B R Rk
B o THSTAEEA - EREAERS (Internet) Fy 1R %
B ol 15 1] A . ] D (5 B R T e 7 AR )
12 - TQM FHFRSAE B HRF R IR (REHE20E ) -
JNGREE B IERRORFR S RES R » BEAE BTETHR &
AARHSETER - BESSIRME - BRECE Y - $RAHA
BRI E

= RBEEEERH TOM 235

e 5 B Y AL A T B BE PR FL PR 2 BRBE AN ] » (H
FLiifT TQM {75 m] el o B A7 SR TE BRI RS AR
G LRI - KSR R AR E P TQM RIHEZ 8%
SiGEEL 1D

(—)FTERHEAE Y 530 P9 AV 17 SR R 8

AR ELE A - AR R B e (L PO R R
—kE » R FEEE TR DIRE R A B4 sk
MRENL - B AE ARG I E LT -
BERE T AR e B BT H S - REE
R A A S 5 ORI RE R AR T A e B
SN - RIELETRERIEETT TOM iz —Ek: - & /]
R TR - ISP TR ~ SRR 0 BEECRER
FRNG 53 SEAH AL R AR BIIBE B e
AR » O AEHERE T 0122 B g 4 EL A P T
R 3l TR KB B 2 B ) E B SRR T R o

(DIREASESNREE

PAMTAT AR » B S ] e AR A A T
AR IR - HE MRS T N EeE & 2L
KAVEHHE - — RIS - PIEEE B H B
g - (B SH B EETN S » AlEHER

72

EIE o PR B R DURTEAE R B A AL
HEGEA - 38 s TR R - AR
S o [ (] 2 S T AL B R AP R P B
BTN

LA B AL PR S 2

2.\ B AR S R FS A e ESEL F ©

3 IR IR R A AR A B AR 2

4 R T RIS BB A DA BE 7

AR 2

5 A R\ BRI RS SR LIRS

S R 2 ] 2 A P9 (B B P A B DA B AR A
) I A v o Y 45 TR RS TR
HENES A » A B T (F R SR R R R T
VERNEF ST SE IR + 172 B e 9 5 T e
FoS SN » ST B AR TTAGHRE -
()R R E R SRS

HARH I o R R S B R
HE TR 558 - SRTTT L FESE AL 3 2Ry B 5
o LA TQM BRFHZRRF AR - IR
HELAR S (R MEDS B A7 o T o 5 1 5 A
5 BRI P IARERY AR = R
RN HTRORT » DABEREHH AR s i ke £
BR - [RILL - #EFH TQM SEfESHELI0E A - R
{EL T 39045 B0 4 B B SR R AR T 0 B
e T B AL P A Bt SE FT A T R
PERHE 2 B -

gE4) » 858 Miller UK Stearns tEk%E(T i
TQM fE F7EA MR B EE » Al DUESIAT R
(G 13)

(—) P T A B PR B AR TR
AT - FTBEE MR, » (50 8F SRR B fth -
()M INAE AR E R hit S g R -

(Z)SEaE A0 fE R QS AT e S
FRIFE -



(ENER IR IREVEF R - $RE—(E AR
R E RS -

= ABEERER TOM P2 B

KEEEAEREFS TOM A S
RS RN T » (et
SR SR RITRARE « WAATT © G
14 ~ 15)

(—)RE R Lot

T2mE, ~ THEE) MR TEHE )
R A RAFSR « FAIFTH Marketing)—
B+ (RSB B Lo — S AR A RS A
S KR ASEE RS R
LRGOTHLBBR « 15 - TQM ZE5¢THE + 1
A — B RA I R IR » DR
HETRRA T ANEE ) BT - (BRI T
o AR TR R IR
A BT RS T R (S
R -

e X [ 2 R AR5 1 8 T IR AR 3t LA
REEI  WRHEORTERAEE » 50
BRI S A0 B TF SR E S
TR 2 RO S AR ? BRI
IR T (R AE T IR 508 o R
WA S e - PO T, - T
5 TIERE ) STAEA DU SRR ?
SUATHTET st — (Bl BT 7 T L5 B
EIBLR, TN ELIERES - TR A
TR » R EEBMRG » (IR AROEE
Bt o ERABE S PRI - HR e
1 TQM B » FRRENAY T 1 -

(ST RO

TQM AIRTFTL » TSNS T » Ak

9 B R 7 o 5 — 5 O L 4

2] i B HR(TQM)TE RS2 8 35 AR TR FH 22 A

B o BERR BRI MR ER UG - KB HERTENE
17 TQM Sk - bR T BB BE B RE A B L HET TR
SRS EEEN TIEERS - B EeTH
ARER TRALIAFE T B RS2 3 TQM FBATT FHIRE - A2

- B N T T R i B 77 8 A

73

0 3 E SN TR S E T e I » 40
B S e O ) ST AR T 20T TQM > 2
TATHEREAS BRI -
()BT HRAMTR B A0 2

B S 2 T A A B0 B R
TG 75 ORI » s A R it L
PESRH TS e R 2 AR R - s

JTENRIRR R o H SRR R X | B

FRUAEI BRI FETRE - BRI R M7 220 o R A R
RE AT AR 7 BB 4 R RE
iR o L B 2 T T SO TE B A DG
5 BB L 7 B R 1 L
SIS HERE BIRC HIRE » ATIL AR F5HEBES TQM
IR -

(PO) S5 DR L RO RE

fERR D FLR B (LR A 3 TQM 3
T - RS EE A B SRR E
Vo AR L SO R A R L RE AT SR 7T TQM
I E R RS - SRS
RAZEEIRME - SEth 2Ll TQM 775 - R
TR AT S AT IR B - FE A AT A E
& EHRM (EBES) TREREE 258
RIS R S L BT /B AR A s 2

P41 > Miller SR, Stearns H#H T L T 4% :
(¥ 16)

(—) (KE) BEAE PR TR - e —
R A A R R M2 B T B 0 R
IS 8 TQM o

(2) (CRE) EEETERALIE T



i B AR T 36 40 1A

TQM ZAEFT L b B URTERN R 3 PRI 8l -
{EEEERACE - WIERIIELT » fifT TQM
BAEELE -

(E)EFHERRR - TQM HZE—FRHRIT -
AN B G A HRLE - T HTE -

+ REEERRER TOM FEHHI 2R

HETT TQM HHORERE EEET S - & — T
B o HER TQM 7E H AR SLESE LUK A5 S e F Y
AEE Tl o {ELER S A B 5 ) 14 B L S SR
BEANR] - 3t HL DS S B A B2 ] 5 TR TQM F9 1
DA AR EAEE A LS TQM S
AR CA B SR RIES T 1% » DA 38 R A 55 B P A 22
HEHNT TQM st MG AHE B EE - DI R SEE iR B
TTRER ER B S AT Y TQM AT i =

(—)ERE EHRIRER

B B A (Y R R S A IR ST+ [RIIE oE EEE
F2 S TR 55 B E A R RS B - IR R
R BSHO i B AR AT HOAS B B « B SR B R R
BanE - AR —AOERMNE » e LAS R -
BNFIRFS S EE A HEAT - BEAL - HER
AR TS o (SIS WRESRE
i AR BB AT » (AP RESIE R HE AT -
% JER B R R A DERE o A TR o DIBREE EEF o B
HARTE  AULEE R FRENE T IIF - B E
T BH T TR SRR e -

(CERERABEORER

TQM E& L) - tmAEeE & MHI6E 11 LUK 8%
73 o —HFEH) TQM 2 » HBERAUARK » F B4l
TARHF G WRIBEIR » B LAE S TQM HIEE B4 104
BT - AR RS ) RGN
TEE) > F ATREGE TQM HETTREL) -

74

(HATHETE » BEEN TQM
fEFT TQM - (B EHEE/HAC & HFEHIFE 50 R A
SEEHRRARIE D > BEHE S H T ABERETE -
HEASE— RN - TQM HIETE IR S EF
B 2y 15 BRI TE E BRAAETT » A0 4R E 88 3R
BEAE SR IERER (A TQM EEA (S LIt
ABHAERET - GE 17)
(PUETT TQM HE 3l K
TQM Je— il e BAHE T B » BEREAMR -
WEARCR - UWHAFORIEE - TEERSE
S AR R - BRI B A B R ) R
O 1A AR R - KR E E R HETT TQM
BB ATLA R LA TQM BT
—fiefE BHT TQM 258 FIAK - 25 g i B 5 e
JINGER ST RS A o IR s T B P08+ IS
EERMS I TQM FEEE - T 1% TQM HyEZE
At SHE—REE R TQM FIRRIN S » ERE —
SEENHREREREE - B —E R EAR
HETTAIBR - BB ACERA A AT R L S BERE 7
—{EEZE > (EEATE RS o IhAL - BRI
FEREE TQM HYSRABLEGE » SRR e - IR
95 i SR 258 2 G o A 197 A 5 B B
RBURES -
(BRI RIAZ L
5 7B E AR R 8 SEME
RS FE R B B FTE R E
Rt e - R A B B R S AR 5 - AR
Nt 5 B S R S LA SRR T T N i R AR & AL
HORIRE » TMES FTHGE TR - B EeR HREHE AT
TQM » LU B3R A B M £ o L AR 5 8



2T o BT (T QM)A E A2 [ S BB P o e

TR SR

!

FERMK - KA

)

AR A e A A 0 Sl EBRE (8 Fo A0 P 64 B4R )

!

EwylheyRE > AL B @

!

Fode A ¥ dm iy 1

}

R TR T At

!

A W& PR T Tkt &

HITE AT 5 811% - BEIIARHEALE IR T AL T
720 R TQM REHEMERIEE — P8R - 8T
TFREERNEVORIEE B ILF 28 » $RHRE
P EL AT AR FOARYE © GG 18)

(Z)Nn5& B &L LURF TQM

il 5 6 B (L R R AR 2 - BRI AR
EFRIRES) 0 MEREHBIE BEIERHFSHEL
TERIRFH » BB BRI ERREGRES) - B
EHENE R TINTRIHEE - B RTEEEE BB k)%
BRI DB AR AU N DRSS » SR AR
EF RIS - 288 E B T DA T B
RS anETE S 36 H hnes E = 6 B B iR
a AR Z HATHY TQM JHH » It A ZE
BEFEHETT TQM I » Bl 8E S A5 R B (L RO BT & A
HE .

A KBEEEERETT TQM 2B 5l— L BRI
MIZAERE EAE (Oregon State University
Library):5 {5

B ) JHAZ KSR B B R S — (5 [ TQM

75

FEFAE I AR BRI AE o PRI LS S R L
1T TQM HOREER » BGAT AT {058 3 PN A 22 [ o Bt 7T
TQM IRFFYZ275 o DU 45 il il BEL Aot BRLBG o Sz
AERIE E AT TQM HIRRE » GE 19 ~ 20)

FHGR R B AR B ZE SR @ - B35 AR AR
BV A S BRI 3%+ BRLE R N 27 A 2 | 5 R 7
1989 SEfEFALAHETT TOM - TQM FYHET T Sz
REI R R T RN B 5 - Mk
HH = RAVFIRFAE - (B E R TECEE DR
['J=E (Division heads)FEE2 225 L [f 4 TQM
AR RLIRA » St L ANRTHEE A JE A S5 B B -

B TEEIRREIRE - YEERE AR E A
M {58 FR B R > LR e N 2 A 2 = B e L T R
B/ N (Pilot team) » S8 A /ML 2 B A T 86
MR ARBERFT o FLrp—{E/]ME Shelving team j#§
i B EEN EEEF B4 —EAE
G(.)vernment publications team G RES T H AR Sa e
FlgE—EE LJEARAE

A A 1 /NAH B 3 B B RE 18 B R T TR R A B
& R EEREIETEEE » DARER



[ L AHER T 28 40 B

S BLAL )/ NAE AR ER » 8 Government publications
team SLELEHRE ~ WITICURBUG AR -
7L ) B (Team  leader) 5t /238 W9 fIE[ ST Y 2
£ BE4 - FEE M/ NE R & — AL B PR [
T BCEE MU PR 8 B (Sponsor) « /)NH
HA) R B/ N B B A T — e HAR o
EBA . LAECR LG R /I NE AR T T HUAT B RE 4 555
HEEEETER - &% /I A 07
Bh# (Facilitator) » FLAGIEE EHEHARI AR L » (2 H
A st - S SR B EE R/ MEETT TQM 2
FPHUE(E o (B XA KT W T - Government
publications team fu &M +— (722815 - 1
Shelving team #&4L45 /N7 2Bl o

EAR  ERIE/NETERTT TQM | - tEF T
— RPN o o o 3B WA {1 /) VAE A RRASERS K DL A
NFFE ERYZE R > DIBUA MRS S [F R
f e CABE & - A B — 8T - 58 (B E#RE R
{E/MEAERRZE _ERIREE - M AR E %
{15 7 B e e ) S R U AR (BB A LARE
il ) > {ELfth A28 B S i T AR R L A A o St 8
I B A A AR 2R S E S s 0 |
e - AP 1R AR A I BEE PRV - fEafAEst
HSRRAA RO [EIR - IR AR T A EREE AR R R
DARENZ  MERERTEETERR
% » NRERS TIVERRE BN A g RE MM e
CHIE R, 28 Z(EREE 2T 22 455 845 TQM {8
RERIRER] » XALFEABIR KRB KA
HRGHIE—H LA o e BE 32 Rk
R/ INE AR EE TR T R YRR -

Government publications team FFREH4E RIEG
H— » PR AR S % B A R AT R A
it RIS BT R 7 A B B — A R/ N I
i —RNENE SRS E] - FEHEETR AR
e o (A T R T — LB S
LA Bl B 2 B A R BT R IR it — R S AR AR

3=

Pz

76

RIS ERA (BT R A R S LR R —
LERIBRERAZ - NMEH R - BUF SRR ER SR i —
KA > Bis LR TAS AR -

Shelving team FRERRANT : FFHEGHY_EZEME
FEH RS MERR - B ERRABENE
A BT EE AR ARt o R
LHEHRAF ~ 8 LR BETEIFHIFIR
R

BB R MRS B T TQM R & ee
R T LG o B BEEEELUGE
A B R 2 R GETE ¢ R R E R
2 NN T AR HIEE TR K | BE 0 TQM
SR R E Y R85 i (Ongoing use) » IRIEL{EAE
W8 /INAEL T DA AP SRR R SR A R -
etk 0 BIEAEEE TR AR L S E
REHSAL - B E A MBELER - MEa AR
AR HERZ AL TQM /INE AR AR - BB B UM R

& » TQM 2 {EAT AT DU A9 e RE g R T
B &G ERZEEMETT TQM fR B R -

=i

52 - XBEEENMETT TQM Z IR E21HE

REREERRHETT TQM (RECANRIRBEGRE - #Hid%k
AERET A A IR T UED BR o AR 4328 51 3t
BARZEZEEMT TQM Eir—E= » LUSHET
TQM Hfiy225 o HEARE A0S T EREES - +HES
R (BEGIREREE L B sE Bl R AR
£ GEIE) BUbAER © MM R 2B
17T TQM FGRHTA R » TTRBGEAEME - 1%
EPUEREE - HES BRI ¢ GE 21)

BB — : E—ESER
& BE— ! 3 % (Exploration)
FEAE(THERS - ARG EHRE TR TQM B2
& TQM Fe R DhEa A HY B KR - 195 bAE
P JEE SCEF 0 TQM B D2 AN H 52 2R



1) - BRECREERHI E S E R E A - LI BIE
SZEHETEREHN TQM AYEZEAER - W H T#
TQM 7E | & 8 P RER A E LA FERT » T EL S ED A
REtFERREAIE AR TQM 7EEIFH M FEE
FERATEE - BN IEAE A BB R R A - [BIE e
B R B ERT R B2 TQM & Bl IARSE o
HER = | 34T TQM #4 & & (Decision to

implement)

AE IR I ey [ B 2 7 2 (o0 ] B B R AT LAt
HEFIERE ~ BB A T ISR TOM BT > I6 B
FERRRERR 3 R (AT 22 H1 T TQM FIZHEER - LEREERAY
TEENE AR EE R S EE - EEE
#8 (Governance groups) F1fft 5 £ & HY H B & 3%
(Orientation sessions) » FEALAMTE Y TQM HyxEE—
SR -

BEESR — : #B#% 5 & (Organizing for quality)

FER RS TR ZHERNTE

B o BIRERRERE ~ 7 ARl USSR SN S | SR -
1fi3E = (ETE S AT LA S iR s AR
HBR = | A8 ¥ 48 & (Leadership planning)

HEL R RS AR A AR —iE - FRATTLAER » & —(H
R ELE R DU EAE - 6 BB TE
BB B ELASHE G 1 8t B S AR BRI AR
fifT TQM HIF2FFEE -

1. #H#5%FPM5(Organizational assessment)

EBAIAIEE TQM Kf - A SR 8 EHaE tha AR SR
TE RS ATEEEE TQM AHA BT A g ]
ROIE R A 1S B HEEAE Mk TOM 25 BUEE
TQM 175 BRI EELARA &R - —LE T
RS ARY 733 » BEAN A TE] Ak B X AR (Total
Quality Culture Matrix) - 2= [H] f/ B 2 i B (Total
Quality Management Inventory)Z§ o
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STH A EEH(TQM{ER S H Hee B KA

2. T f#:#% (Understanding customers)

#(E TOM 2R LB T i - TE L
HABUSINPHEBEURANTER - THREREE
HHRPARRE IR LA B FORE A b - A RO
& FEEESE TQM fiafT < RS IERZ T gL A
o WM AR ~ Bl iR EtiIn & KEE &
FER A — W AR » SR EHENFE
MR - O A IR A R R ORI
FIEI5E o

3. B A0 5[ & AN (Vision and guiding
principles)

FERESCRNS [ R v] DU B B S 68 AR
R g DA B ELAt B BTSRRI SR R ~ R2K
T ERANAY 5 |3 R T 58 » [T3E e LR &
584 PG REL R SR (B (L TE = R

BEEZ= : B4R ETT(Start-up)
P BRv BRI E &b~ BRFS o il A (Identifying
products, services and customers)
B {18 PR B2 T B AURE = RIS o AR E S
BE PP (LRI AR AT ZE o ~ ERRE S EERY /MR
AR NEBEE B SR o A E A - HEFRIR
e — AR IR LA B b
B ERA | AL 6 AR A B E K (Assessment
of customer expectations and needs)
TG B R 27 B E AR - TR
E B IRB RO TR R ~ RERE HIRENY 5 BBk,
FHEE N WERTER - WL AN T EEER
& - F  FEERHAR LA EEE - BIRSEE -
W BEN | BRI A0 iR & £ 692 B (Identifying
and measuring critical processes)
HERRFIFRG 5 EAH AR E A2 - #5 TQM
RSB HEER - G SEERFRHT
{E/MECAR Bl EE T Sl B HOM FE 2R mERT. -



B LB AT 28 40 1A

i | A —EEEREF  FTEA—  —EGE
I = R ] AR i

P B 1 Bys Bt & /) e (Initial pilot

project teams)
s ERET B/ MEA S TQM e {E~

I JE AR OB B o SIS B BE IR PR A BT 2
R EfiE P (Problem-solving) 2 HSK < F—(HmUERAT
=H— TQM /IMH - 3 H/IMEAY A Bl AN
EA > EIEEBIE « HBIE - IMEBEEE LN
R ESE - AR AEARE R ERE L H Y
HEFRIE °

SRR ¢/t R B AR fk (Team member

skill development)

AR E /R BT E 2 8 TQM
R T iE ek e EL B S RE R R ~ PRORIRT
S E A DA B R RE AR OFR <5

[es ES PO : 394 0 #& 1% (Evaluation and expansion)
FERA A4 TOM R #8 3t £ (Creating a TQM

strategic plan)
fELS T » BEEERIGEHE =ELF
B9 TQM X B & » 6 FRBERRE 1 ST IRRE LA
KeER IR L TR PTRERS R i ~ AR -
HELFGRE T RIS ] BEAELS RENR
BANSIE -

i FE:

HER4 . ¥ PR, 2] (Departmental planning)

EAEERF B AR AE AL AR TQM 3t DARBRAE
PRSRATE R O S E B R ETIRE - TEHE
R B B B B R — TR T Y 5T
Bl DUERRISE T P BECE R AR -

{f > #5RE

TQM LAHFHERY =0 » o0 B2 BE I AR A% A
B SRS REAR PR K ER 35 B P B R RORRIEE
(B e R E E e — (R TR T - BORRUR TAERY
Jitk B RZEIEEEAI A TQM B —Es A ek
AR TSEEE T ok T E A R e TS o
A7 I R A B 5 A A I MHITRELA B ALk
EAHAYIELT » RS ST TQM RESTERRN
B2 BE AR i R BRET R — BRI S5 S R
B TQM FEEFAA B EER Y SR % - RIILEAS
HIC AT 2L ERES 5 [ R R H R LR B
i WEARAE TQM A L th e A [ e Y AT 77
1 - BETI TQM ESHE AR B & EErIAEE 25
FR—IREIFHE - [EEEDRMEGEEES
—FE AN FI A A AR T R B S e RS AL E
BRI EEE B2 70 AN TQM Hili#e LARSHE(T TQM
RF o #E i ©
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