(TQM)
TQM
TQM
(TQV)
1) ) 3
4 ) TOM 150 9000 6)
TQM 0 TOM  Malcolm Baldnge National Quality
Award
()
(Reengineering)1
(Breakthrough ~ Improvement)
Total Quality Management TQM

(Continuous)
(Customer satisfaction)



TQM

(Quality Control ~ QC)

12

Inspection

(Detection) !

(Qualit

Assurance) (Prevention)

Zero Defect

1980

QM !
Standardization)
1987 (. .2530)

Quality Management

TOM

(TQM)  Total Quality Management
(Total Quality Control :TQC)
(Continuous Improvement)
(International Organization for
150 9000

TQM Total

(Right the First Time) '

(Customers)



13

TQM

TQM

TQM
!
TQM ;! = -
TQM
TQM
| (Total Quality Management)"
(John  Oakland,

1989:14-15) TQM

(John Bank,1992:1.23) . TQM

(The requirement of the customer)
(to achieve defect-free work most of the time)
(Right first time)
('Lewis A. Rhodes, 1992:80)



(Shaun  McCormack,1992:45)

(Edward Sallis.1993:26) TQM

()
(The customer IS sovereign) TQM

assurance) (extends and develops)
I (David R Jeffries,1993) i TQM

(Robert L. Flood.1993) TQM
(Total) (Quality)

(Management)
(Joel E. Ross,1993) TQM

(Greg Bounds and others,1994:61,7%)
(The quality process®

customer satisfaction)
(Davis L Goetsch,1994) TOM

(Richard L Williams, 1994:1-2)
(buzzwords)t

14

TOM

(quality

(functions)

TQM

(continual increase in

TQM

(signal change)

(TQM)
TQM
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(create constantly improving quality) (styieftl

(John L Hradesky,1995:2-3)n  TQM

TQM (tactics)n
(Involved and Committed)

TQM
( Total Quality Management)

(TOML
. (Right
first time) "

(TQM)



(John L Hradesky : 1995) TR

(Dale H. Besterfield and Others,1995:5-6)

Q=PE Q= (Quality)
P= (Performance)
E= (Expectations)
(Armand V. Feigenbaum, 199L7)

(Eaward Sallis,1993:24 )
(quality in fact)
(quality in perception)

(Davis L Goetsch and Stanley Davis,1994:4)n

(2527:) 2

(25332%) 2

16



[
NI Fr-mmoerereeereres ALY

i S & ek
GRAMY! L%G]’)NSWTJ;VH\ I PAMVIUAUBINAFNTUN J

(25%:)
@ 5% IS0 90 |

(2533) S

IS0 8402:1992 ' "

" ' (Total)'L
3
1)
)
3
' (Management)”

(Emest Dale,1966:4)

I

(253.297)



(Tho Haimann and William Scott 1974:6) !

(Stephen Robbins.1982:9)
(James  Lewis, 19834)

(Fremont E. Kast and James E. Rosenzwieg,1985:5)

(Kae H. Chung,1987:10)

(James AF. Stoner and R Edward Freeman,1989:3)

(Kathryn M. Bartol and David c. Martin,199L6)

(Cocertland Bove'e and others, 19935)
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(TQM$

(Goetsch and Davis,1994:9) "Introduction to Total Quality"

(...758) " QA B

. 1903 Frederick Taylor

oo 9 Taylor I The Principles of Scientific
Management Time and Motion
. 1924 Dr.Shewhart | Bell Telephone "
statistical quality control "Economic  Control of Quality of
Manufactured Products” 1%L
. 190 WEdward Deming
The . . Bureau of the Census 2

" , (Japanese Union of
Scientists and Engineers : JUSE)
(Total Quality Control : TQC)
(Just In Tim¢) . . 1950 W.Edward Deming

. 1%1 Joseph  M.Juran "The Quality Control
Handbook"
. 1970 Philip Crosby ' "Zero dpfect (ZD)"
"Quality 1S
Free"i ..1979  "Quality.Productivity and Competitive Position"
Edward Deming , 1982 Quality Without Tears : the Art of Hassle-Free
Management Philip Croshy .. 1934
. .1988



2

total quality
. 1993
1970
Drucker
( Nichols,199350)
1700 (Crafts)
(Shop Supper-
visiorsAw 1800
(Inspection) ,
1970 (Total Quality ControLTQC)
( 1253)
TQC
Total Quality Control ~ TQC
(Feigenbaum,1983 Miller, 1995:8) Total
Quality Management ~ TQM TQC
3 (quality-development) (quality-
maintenance) (quality-improvement)
(Total Quality Management)
TQC
(health  and
growth)
1980
(Quality System” 150 9000

150 9000 . 197



| B » T« ™o

pal
TOM
(Total Quality Management)
(John Oakland,1989:14)
TQM
(Sumer Aggarwal.1993) TQM
(Croshy
Barrie G. Dale .1994:14)
(reduces costs and raises profit)
(Barie G. Dale,19%)
(TQM) (.Edward Deming)
(Armand V.Feigenbuam)  (Joseph M.Juran) (Phillip B.Croshy)
(John Bank) 2 (Kaoru
Ishikawa) (William E.Conway)
(. Edward Deming)
(Management Commitment) (Quality Policy) 14

Deming S 14 point ( Oakland,1989:287 : Walton,1989
Bank, 1992:66-67 ; Sallis, 1992:48-49 :Dale,1994:16 ; Goetsch,1994:22 ; William,1994:8-11)
1



d)
(How goo
Si%Izlow t0)

1)

3

o
ke action)
(T

14)



JA

(Joseph M.Juran) " The Quality Control
Hanbook” 1%L TOM 10
(John . Oakland,1989:289 ; John Bank.1992:70 ;Dale. 1994 : 19)
)
)
3)
9
)
)
)
)
9
10)
(Philip B. Croshy) ‘Quality 1S
Free" ( ..1979) ‘Quality Without Tears: the Art of Management” (
. .19834) (Zero defects)
14 (Philip Crosby's 14 steps to quality Crosby’s 14

steps quality improvement programme ) ) (John Bank, 1992:76-80 ; Edward ~ Sallis,
1992 : 53 : Barrie G. Dale,1994:15 ;Davis L Goetsch, 1994:27 )
(Management commitment)
(Quality improvement team)
(Quality measurement)
(Cost of quality evaluation)
(Quality awareness)
(Corrective action)
Zero defects (Establish an ad hoc committee for zero

= e O B D

defects progarmme)
8 (Supervisor training)
9 (Zero defects day)



2

10) (Goal-setting)
1) (Error cause removal)
1) (Recognition)
13 (Quality councils)
1) () (Do it over again)
TQM
3 ( Davis L Goetsch,1994:18-19)

(Total Quality Pionegrs)

W Edwards
Deming

e

/ . Total
Quality
Phillip-B Pioneers

Crosby

:Goetsch,Davis L and DavISStanley. Introduction to Total Quality: Quality,
Productivity, Competitiveness. New York : Maxwell Macmillan Inc.,1994:19
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TQM

—_— Y — — — — — =~ —

—~

—_— —— — — —

—_— —— — — — - =

—_— — — -

Zero defects

—_ =~



2%

(Barrie G. Dale. 1994:20) 3
Company-wide motivation Statistical process
control Project Management

(TQM)
(John . Oakland,1989) TQM
TQM

Management commitment
and guality policy (Deming's 14 points)

The quality
System

(ISO3000)

Teamwork Tools

|
|
(Juran,Crosby etc) \_/ (SPC)

. Oakland,John . Total Quality Management. LondomButterworth-Heinemann
L td., 1989:p.299




2

14
Juran  Croshy
ISO 9000  Tools
(Statistical Process Control:SPC)
(Team  Building)
(Team Development) 1
" (Team Building)" " (Team Development)"

Koonz ~ Weihrick(1988) Hodge  Anthony
(1988) Ivancevich and Others (1989) Mondy and Others (1990) Gibson and Others (1991)
Robbins (1992) Luthans (1992) ~ Newstrom and Davis (1993)

(Team Development)® Kast and Rosenzweig (1985)
Northcraft and Neae (1990)

(Organization Development)

SPC (Statistical Process Control)

(Check  sheet)l

I (Stratification) '



28

] (Pareto Diagram)*

(Histogram®
(Graph)

Control Chart

I (Fish-bone  Diagram)
. (Correlation  Analysis), .
2
1
TQM
TQM (The Key elements of TQM)lw ,
TQM
(2537:210)  (Davis L. Goetsch,1994:14) (Richard L Williams, - 1994:26-30)
(Barrie G. Dale,1994:10-13) (Donold  Weintraub,1993:39-42)
(Eoward Sallis,1992:131-135) 1
(2537:210) TOM 3
I} (Quality Management System)
2 (Statistical Process Control: SPC)
3 (Teamwork)

(Davis L, Goetsch,1994:14)
10



1 (Customer Focus)
2 (Obsession with Quality)
3 (Scientific Approach)
4 (Long-Term Commitment)
5. (Teamwork)
6. (Continual Improvement of Systems)
1. (Education and Training)
8, (Freedom through Control)
9 (Unity of Purpose)
10, (Employee Involvement and Empower-
ment)
(Richard L Williams,1994:26-30) TQM
3
L (Toals)
2 (Techniques)
3 (Training)
(Barrie G. Dale,1994:10-13) TQM (The key
elements of TQM)
I} : (Commitment and leacership of the chief
executive officer)
2 (Planning and organization)
3 (Using tools and techniques)
4 (Education and training)
D. (Involvement)
6. (Teamwork)
1 (Management and feedback)
8, (Culture change)
(Donold L Wemtrauh.1993:39-42) TQM 5
1 (Customer Satisfaction)
2 (Total Involvement)



strategic plan)

TQM

1

2

i

13
14
15
16.

(Measurement/
(Systematic Support)
(Continuous Improvement)
(Edward Sallis,1992:131-135)

(Institution development or

(Quality policy)
(Management responsibility)

(The quality organization)
(Marketing and publicity)
(Inquiries and admission)
(Introduction)
(The delivery of the curriculum)
(Guidance and counseling hefore exit)
(The Management of Learning)
(Curriculum design)
(Staffing, Training and development)
(Equal opportunities)
(Monitoring and eval ation)
(Administrative arrangements)
(Institution review)



TQM

TOM

] —_— —_— — —

(Customer Focus)

=

' —_— m— — — —

i 9

S

&

2,

' _— — —_ —

23
24
25

2.
21
28
29,



R

2 TQM ()
TQM
3 - -
3l : : /
R ! 1 /
3 |
TQM 2
TQM TQM
™
(TQM) (Arthur «
Tenner and Irving J. Detoro,1992) TQM
3
1 (Objective)
(Continuous Improvement)
2 | (Fundamental principles)S 3
(Customer  Focus)U (Process
Improvement) ! ' A | ( Total Involvement)
3 (Elements)
31 (Leadership)
32 (Education and Training)

33 (Supportive Structure)



3

34 (Communications)
35 (Reward and Recognition)
36 (Measurement)

TQM

TQM

TQM 3
1) . (Customei Focus)
2) . (Process Improvement)
3) . (Total Involvement)

TQM TQM
L (Leadership)
2. (Education and Training)
3 (Supportive Structure)
4, (Communications)
o) (Reward and Recognition)
6. (Statistical Process Control)
(Measurement)

1, (Teamwork)

TQM

(.Edward
Deming)

Deming114 Management Principles )

)



3
4
)
0
7)
g)
9
10)
(How to )
1) (How good)
! 12)
)
14)
(Take action)
Deming 4 PDCA  (
2534 )
P=Plan =
D=Do =

C=Check



A=Action = 1
1SO 9000 TOM
10"
II|SOII
(2538 1) (1993
) "] IS0

International Standardization for Organization

10 9000
( 2538 -9)
(Perry L Johnson,1993:6)
L0)
(Product) (25362)
(538 1)) 150 9000
IS0 9000
(1993;
IS0 9000
150 9000

150

The

. 1987

150 9000

150 9000

A40)



3

150 9000
IS0 9000
(454 Richard Barrett Clements,1993) 150 9000
2 .19
1960
AQAP (American Quality Assurance for Products® (2538 :10)
AQAP , 1968 1970
DEF-STAN-05 ( Defence Standard -05)
1972 BS 5179 *
| 1974 BS 5179 *
,' 1981 BS5750
' ' 1979 1983-1986 BS5750
' 150 9000 (- 1979- .1987)
. 1987
150 9000
EN 29000 ANSI/ASQC Q-0

(American National Standard Institute / American Society for Quality Control)  (
o7 Richard Barrett,1993)
. 253

() . 9000-2534

1SO 9000
150 9000
150 8402:1992

(2538:44) (%53%: -)



31

(Quality Control)

(Quality Assurance)

(Quality System)

(Quality Policy)

(Quality Management)

S0 9000
SO 9000 (253719)
SO 9000

(2538 :15) 4
) (Quality Manual)

(Why)



) (Procedures)
3 (Work Instruction)
4) (Form and Recorcs)
was done) t
150 9000
() (IS0 8402) 2)

(10 9000) (3
(S0 9004) (4

003)
|

150 8402

1 150 9001

2 150 9002

3

(What

150 9000

(IS0 9001, 1SO 9002 IS0

150 9000

150 9004
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3 150 9003
150 9000
MienNiarANINY
ISO 8402
WAIMIMIRaNIALNS
Tsmmuimsnoinmuay
Ny fivaanas | maUsviugmmw NIWNRTEANAY
(ISO 9000)
MILIMNITOUNWLAL sy ISO 9001
YDA IUTEULATANIN e [ 1SO 9002
WATIMI LY 3 uy ISO 9003
ISO 9004

- ' 9000
2530,



150 9000

150 9004

150 9001

150 9002

150 9003

150 9003

2

19

16

150 9004
150 9001 11SO 9002

40



—

s EBEBS

14,
15,

16.
17,
18,
19,
2.

1150-448,

150

1509001 1509002
/ |

—_— — — . —
—_—_ - —

1509003

/
/

/

(Richard Barrett Clements, 1993

253 6-15,

(Management - Responsibility)

(

0004-253)

41



(Quality System)

(Contract Review)

(Design Control), '

(Document and Control)

(Purchasing)

(Control of Customer Supplied Product)

(Product Identification and Tractability)

42



43

9 (Process Control)
Workmanship Standard
10 (Inspection and Testing)
11 [ (Control of inspection, measuring,and test
equipment)
Z 1 A /1) 7L y 7 1 5 Z I 1
2 (Inspection and Testing Status)
13 ( Controlof Non-conforming Product)
(Store)
14, (Corrective and Preventive Action)n
141
142
143
144

145



146

147
15 (Handing, - storage,
preservation and delivery)

16. (Control of Quality Record)

i (Internal Quality Audits)

18 (Training) 150 9000

pe "1 21 ol ||
19 (Service)

2. (Statistical Technigues)



1SO 9002

— =
= o

1SO 9000
1SO 9000

]

150 9002
19



(25%31)

= g B L2 e

= L 2 =

1SO 9000

rTr

3 )
)
(2538.16)
[SO 9000
looo~r LT " 1LT
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150 9000

1509000

Pl
=1 A 4 A <A A <



TQM

43

TQM

(TQM)

(Continuous  Improvement)

(Customer Focus)
(Process Improvement)
(Total Improvement)

TOM



TQM

“CES

(Townsend, 1992:27)

(Quality Manual) 2)
(Work Instruction) — 4)

4
(Procedures) 3)
(Form and Records)

49



1
8.
TQM
TQM
9
150 9000
(Continuous Improvement)
TQM

TQM



ol

TQM
(Richard L Williams,1994:43)
1)
) TQM TQM

TOM  Malcolm Baldrige National Quality Award
TQM

TQM
(Arthur R

Tenner and Irving J. Detoro, 1992 : 233)

(Quality ~ Management
System) 1509000 BS5750
ANSIASQC TQM

Deming Prize
Baldrige Award ~ Malcolm Baldnge National Quality Award
Malcolm Baldrige National Quality Award

(Four Elements with Seven Categories)
Driver ) System )y Measure of Progress ) Goal

Infomation/Analysis (7 %)
Planning (6 %
L eadership Human Resources (15 %  Results (18 %)  Customer
(10 % Quality Assurance (14 %) Satisfaction® %

: Tenner and Detoro. Total Quality Management New York : Addison-Wesley
Publishing Company,Inc. 1992 : 237,



11
12
13

21
22
23

31
32

41
42
43
44
45

51
52
53
54
55

6.1
6.2
6.3
6.4

11

52



12
9" " ;1" a
14
15
16
.. 19% TQM Malcolm
Baldrige Award Education Pilot
Criteria 1995 (Education Pilot Criteria - Item listening)
1 (Leadership)
11 (Senior Administration  Leadership)
12 ' (Leadership System and Organization)
13 (Public Responsibility and Citizenship)
2 (Information and Analysis)
21 (Management of Information and data)
22 (Comparisons and Benchmarking)
23
3 (Strategic and Operational Planning)
31 (Strategy Development)

32 (Strategy Deployment)



A

4 (Human Resource Development and

Management)

41 (Human Resource Development
and Management)

42 (Faculty and Staff Work Systems)

43 (Faculty and Staff Devenlopment)

44 (Faculty and Staff Well-
Being and Satisfaction)

o) (Educational and Business Process

Management)

(Learning - Focused)

51 (Education Design)
52 (Education Delivery)
53 (Education Support Service
Design and Delivery)
54 (Research,
Scholarship.and Service)
55 (Enrollment Management)
56 (Business Operations Management)
6. (School Performance Results)
6.1 (Student Performance Results)
6.2 (School Education Climate

Improvement  Results)



6.3
6.4
1

(Student Focus and Student and Statkholde: Satisfaction)

11
and  Expectations)

12
and Expectations)

13
Management)

14
holder Satisfaction Determination)

15
Stakeholder Satisfaction Results)

16
Stakeholder Satisfaction Compansion)

59

(Current Student Needs

(Future Student Needs

(Stakeholder Relationship
S

(Student and Stake-

(Students and

(Students and



(Ocprization Avelyi

(Organization  Analysis)

(Mescon, Michael H., Albert Michael and
Franklin, 1985.9) 3 )

(Chester I. Barnard,1976:73)
(John M Pfiffner and Frank P,
Sherwood, 1960:30 )

(Herbert G.Hicks,1976:6)

(Daniel Katz ;and Robert L.Kahn,1978:20)
(input) (transformation) (output)
(dynamic)
(2529:25-21)



of

(2536:62)
(input)
(process)
(output)
(Albert G. Hicks& Ray C.Gullett ,1967:22)
5 ) (person) 2)
(interaction) 3) (tructure) 4) (personal objective)  5)
(organization objective)
(2536:62) )
(objective) 2) (structure) 3) (process)  4)
(Derson)
(BJ. Hodge and William P, Anthony,1988:9)
10 ) (Boundary)
)

(Information  Processing and  Choices)  3)
(Adaptations and Change) 4) (Gods) 5  (work) 6)

(Organization Design) 7) (Size and Complexity) 8)
(Technology) 9) (Culture)  10) (Power Authority)
(Harolo  Leavitt,1973:4)
(Complex Organization)* 4 ) (Structure)
) (Task) (Design)
J (Tools)
4 (People)

(Robert G. Owens, 1987 : 78)



4
) (Structure Subsystem™
)
(Human Subsystem)
3
(Tasks ~ Subsystem)
) (Technology  Subsystem)
4 »
. , (Phyllis F.
Schlessinger, Vijay Sathe, Leonard A. Schlesinger, John p. Kotter, 1992: 6-10)
3 1) (Tasks)
) (Peaple)
g (Structure)
. . , (John  H.Jackson,
Cyril P. Morgan, Joseph G.p. Paolillo, 1986 Al 6 )
(Organization Purposes)
) (Organization Environment)

3
(Organization Structure and Design)

(Organizational Technology) ' )



59

(Intraorgamzational Issues)
6) (Organizational Survival)

L (Joe Kelly, J.Bruce Prince, Blake Ashforth,, 1991 :
24) 4 ) (Informal
Organization) )
(Formal Organization Arrangement)

RN (Individual)
4 (Task)
(Robert P. Vecchio, 1988 : 25) 3
I\ (Individual-level Phenomena)
) (Interpersonal and Work Group
Processes)
3 (Organization  and
Environmental Dynamics)
(Martin J. Gannon, 1979 : 311 Richard M.
Steers, 1977) 4 )

(Organizational Characteristics™

) (Environmental Characteristics)

) (Employee Characteristics) 2

(Managerial Policies & Practices)



60

(Fremont E. KasUt James E. Rosenweig, 1985: 17)

) (Managerial Subsystem)

(Structural Subsystem)

k) (Goals and = Values  Subsystem)
1 4)
(Psychosocial Subsystem) !
)
(Technical subsystem) 1
1 A 1 [ I I | 6)
. A*A ; A . <
(2523 1 26-31) 6
) (Structure)
) (Tasks)
3 (Technology)

4 (People)



)
5
1 (Structure)
2, (Task/Work)
3, (Tools/Technology)
4 (Peaple/Human)
(Purpose/Obj.)
6. (Environment)
1. (Activity)
(Process)
9. (Input)
10, (Output)
. " (Interaction)
12 (Personal
objective)
13
(Adaptions and Change)
14,

(Organization Design)
15,

—
o

_ N - - o, PR R o oo

6l



16.

17, (Power and
Authority)

18 .

(Intraorganizational Issue)
19, - '
(Organization Survival)
20.

2L,

22.

d
3
/ 1
/ 1
/ 2
/ 1
/ 1
y )
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. .2494
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3

. .2509-2523
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. 2521
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. 2532
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%53%)
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11
12
13
14

21
22

7(, 25355%)

%53%)



31
32
33
34

41
42
43
44
45
46
AT

51
52
53
54
55
56
5.1

6.1
6.2
6.3



1
12
13

81
82
83
84

91
92
93



.. 281

. 2485

25

TOM

.. 2456

.. 24%

TOM
TOM

TQM

n



12



13



14

22.

A N <

23

24



25.

(%)
11

12

2-3

6



211

) ( 516252)
21

2518

22 1

2516

2515

2511

6



31

32

( 5232500)

RAY

2521

2524

80



2 TOM

TOM
TOM /
TOM | )
TQCITQM
TQCITQM
TOM
TQC/TQM
(QC)
%529
| )
%%
%53 TQCITQM

TQC

TOM
TQM

TOCITQM

. 2502

060

8



11

TQCTQM

TOM

)

TQCTOM

19



3 TQCTQM
TQC/TQM TQC (Total Quality
Commitment)
T = Total

Q = Quality
( )

¢ = Commitment

TQC
5 2
TQC/TOM
TOP DOWN
FEAUF 1. myBuasuwaEnsEeulingy

JLHUNAW | 3. MIauamnsnulssaniu NANAUNNW
flanTn 5 o
UAtEms B N L C Tt
184
BOTTOM UP

TOM



THE HOUSE OF TQM

QUALITY
ASSURANCE

Promotion Technigue Concepts

vehicles

MOTIVATION FOR QUALITY

INTRINSIC TECHNOLOGY(Rwalnladmnizeny)

TQCTQM
) (Total)
) (Market-in)
J (Process Orientation)
4) (Management by facts)
) PDCA
3
I} (Standardization)
. (Breakthrough)
3 (Problem Solving)
(Standardization)

(Daily Management)
SDCA



A = Standard D=Do

CD ¢ = Check A = Action
(Breakthrough)
! ! (Problem
Solving)
! (Problem Solving)
PDCA (Plan) ) )
3 4 ! (Do) !
(Check) (Action)
1)
) PLAN
3
4 !
) | DO
Y CHECK
0 ACTION
9)
"ATIA
€D

Er o

Ai 2 i

ciD/ [STANDARD

4



(Policy Management )

TQCTQM

TQC
(Crisis) 2
TQC 2

TQC

1 (
(Daily Management)
(Vision)
(Vision)

(Vision)



) (leader initiated)

)
(Shared and Support )

3 (Comprehensive and detailed)
(How)

(When) — (Why) (What)

A

4
(Positived and Inspired)

TOC
TOC

4, ( TQC )
() TC " TQC

TQC  (Total  Quality
Commitment)



TQCITQM 2
I} (Top down Activities )
2 (Buttom up Activities )
(Top down Activities )
2
(Management) ) (Planning and Budgeting)
) ( Organization and Staffing) 3
I ( Controlling and Problem Solving) (Leadership)
) (Direction - Setting) 2)
(Aligning People) J (Motivating

and Inspiring)
(Policy Deployment)

(Bottom up Activities )

) (Quality Circle-QC) 2) 5 ( -
Activities) 3) 4) )



I}

TQC

(Quality Circle-QC)

PDCA

5 (55 Activities)

TQC

10



2 O B

15

Small group
activities

717777977

. 1880

87
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(2537)
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) 3)
TQM
(Laetz,1993) "Total Quality Management Implementation :
The Effect of Forces for Change on Organization Development Change Tactics”
(OD)
6 )
) 3 QM 4) )
6) TQM TQM
(Teigland.1993) " A Study of the Beliefs for Total Quality

Management Comparing Superintendents.Board Members.and Classroom Teachers in
lowa Schools " 3
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facilitator)

14

(Rigshy,1994)

9)
1)

9
()|
"The Organizational Energy System (ODES)"
(Strong Commitment)

(Collaboration”

(Shipengrover, 19%4) " TQM

(empower)

School District ' '

5
( enior administrator commitment)
(comprehensive staff development)

(district-level support and
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(long-term commitment)

(multiple role)
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(2530)
(2537)
(OD) (Laetz.1993)
14
(Teigland,1993)
(Rigsby,1994)
(Shipengrover,
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TQM
(Continuous Improvement)
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1) (Customer Focus)
) (Process Improvement)
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Objective

TQM (TQM Concept)

Continuous Improvement

Fundermental

Principles

Customer Focus

I"Process Improvement

Total Involvement

Elements

N B IR IR OBRC S NS BN )

TOM

Leadership

Education and Training

Supportive Structure

Communications

Reward and Recognition

Statistical Process Control

Teamwork
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