11
12
13

3.1
3.2

4.1
4.2
43
4.4
4.5

5.1

5.2



1.1

Deming (1982 Oakland, 1993: 5)

Juran (1992: 9)

for use) 2
Croshy (1984: 60) Ishikawa (1985: 46)

(conformance to require)
Feigenbaum (1986: 7)

Pan Kalaric (1992

(2539: 1) ! (2536: 51)

Goetsch Davis (1994 4)

(dynamic state)

The National Health Service: NHS (Parsley

Besterfield Besterfield (1995: 5)

Besterfield Besterfield (1995: 49-52)

Deming, Juran

14

Oakland (1993: 5)

(fitness

, 2537: 40-41);

Corrigan, 1994: 230)

(2533: 21)



15

)
2) 3
4)
5
The Canadian Coucil on Health Service Accreditation /CCHSA (
, 2539: 200)
(2538: 14)
1) 2) 3 4)
5 6)
(2539 : 15)
!
)
3) 4)



16

(Quality Control)
Walter A. Shewhart
(Statistical Quality Control: SQC) . . 1929 (Banks,
1989: §; , 2537: 119) . Edwards Deming
. 1949-1950 (Ishikawa, 1985:

17; , 2530: 5)

(2533 22)

(2537: 125)

(Quality Control Circle)

: .. 1962
(Ishikawa, 1985: 138; Banks, 1989: 11;
Besterfield Besterfield, 1995: 8) Juran
.. 1980 (Gomez-Mejia et ., 1995: 639; 12528: 24)
3-10
( , 2529: 12)

(P-D-C-A Circle / Plan Do Check Action Circle)
(Management by Participative Approach)
( . 2528: 11)
10
(self development) (voluntarism) (group activity)
(utilization of QC techniques)
(vitality and continuity)



(mutual development)

2524

2529: 3)

12

17

(originality and creativity)

( , 2530: 23; Ishikawa, 1985: 140)

, 2528: 24) . . 2517

. . 2527

(Total Quality Management/TQM)

(Continuous Quality Improvement/CQI)

(Copany-wide Quality Control/CWQC)

Feigenbaum (1986:6)

Ishikawa (1985: 90-94)

Atkison (1990 James, 1996: 45) Goetsch

Mender (1992 Neuhs, 1994: 27-28 )

Davis (1994: 6)



Spenley (1994: 1)

Besterfield Besterfield (1995: 1-2)

CCHSA ( , 2539: 201) CQl

(2539: 149-150)

(2539 16)

(2539: 862)

(2539: 4)

18



(2539 , 2540: 123)

(2540: 126)
PDCA
121
. 1950 Armand V.
Feigenbaum General Electric
(Total Quality Control: TQC) Total Quality
Control: Engineering and Management (Ishikawa, 1985: 90)
Kaoru Ishikawa
Deming Lo
. 1968 Company-wide Quality Control: CWQC (Goetsch
Davis, 1995: 36)
Deming
. 1980

1987

(MBNQA)
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. . 1993 (Goetsch Davis, 1994: 9)

122

Ishikawa (1985: 104-116)

Oakland Porter
(1994: xix)
(Customer-Supplier chains)
Pan Kalarik (1992 , 2537: 40-41)
3
1
2)
3
Schmidt Finnigan (1993. 23-24) '
1
2) 3
4) (Achievement Motivation Theory)
5) 6) (Linking-pin
organizations) 7) (Sociotechnical Systems)
8) 9 10)

11)

Goetsch Davis (1994: 6)



(long-term commitment)

Spenley (1994: 11-19)

(Upstream preventive management)

(Ongoing preventive action)

Besterfield Besterfield (1995: 2-3)

6

' (2536 56)

(2537: 122-124)

(PDCA cycle)

(2538: 2)

(empowerment)



(2540: 146)
12 3
1 3
2 3
3 5
]
P-D-C-A
(2539: 863-866)
1n
1.2.3
Deming 14 Gitlow

(Banks, 1989: 35-38; Latzko Saunders, 1995: 45-115; Besterfield

1995: 9-13; , 2536: 8-13; , 2539: 2/29;

2540)
1

(Create and publish the aims and purpose of the organization)

22

Gitlow

Besteifield,



(Innovation)

(Continuous Improvement)

2.
philosophy)
3
of inspection)
85
4.

business based on price alone)

5.

constantly and forever the system)

Cycle)

23

(Research and Development)
(Preventive Maintenance)

(Adopt the new

(Understand the purpose

(Stop awarding

(Improve

(PDCA Deming

(Institute training)



between departments)

(Cross-functional  team)

10.

the work force)

11.

numerical quotas for the work force)

12.

24

(Teach and institute leadership)

(Drive out fear)

(Break down batrriers

(Eliminate exhortations for

(Eliminate

(Remove barriers that rob employees of their pride of workmanship)



25

13. (Institute a vigorous

program of education and self-improvement)

14. (Take action to

accomplish the transformation)

Juran (1992: 14-15)

3 (The Juran Trigology) (Quality Planning)

(Quality Control)

(Quality Improvement)

Crosby (1979: 70-73) 14

1

24



10.

11

12.

13.

14.

Feigenbaum (1991: 106)
L
2.

(Zero defects planning)

(The error-cause-remove programme)

(Suppervisor training)

(Zero defects day)

(Quality Councils)

(Do it over again)

26



IS09000

10.
11,
12,
13.

14

3.

(SWOT Analysis)

(2540: 229-244)

(MBNQA)

(Hoshins Determination)

27



28

10.

11

12.

(Shopfloor Quality Improvement)

, Q.C.C., Kaizen Suggestion
System(KSS)
13. (Technology Research &
Developement)
14.

(Human Resources Developement)

13

Arikian (1991 : 46-50)

L (Employee as Cust



7)

10.

PDCA

4)

(Continuous

(Needs Assessment)

(Management Accountability)

Improvement)

(Education and Training)

(Statistical Data)

(Suppliers)

2)

8)

(Teamwork)

(Cultural Change)

(Empowerment)

9

6)

1

3

29

(Quality Assurance and Control)



10.

Parsley

Corrigan (1994 : 242-245)

4)

1

3

5)

30



(2539
5
1
(Improvement Knowledge)
2
3
(Benchmarking)

(Steering committee)

. 869-871)

1

Motwani

(Professional Knowledge)

31

(1996 : 73-82)



32

14

(Macdonald, 2537: 20)

( , 2529: 23)

18-28 2536

, 2536: 35)

( - 2539: 1/6)



Schmidt

15

Finnigan, 1993: 27-28)

1

Goetsch Davis (1995: 28-30)

(2539: 113)

(Feigenbaum, 1991: 193;

33



34

| 2538: 12)

4-5

. . 2536 - . . 2538

, 2538: 13)

( , 2540: 61)

. 2540

8 (. . 2540-2544)

. 2544

(O , 2538: 5)



40
1 (TQM)
/
/
2536-37 8 1. . 2. . 3.
4, 5. 6
7 8.
2538 9 1. . 2. . 3. . 4,
5 6, 7. 8,
9.
2539 14 1. . 2. . 3. . 4,
5 6
8 9. 10
11. . 12.
13. - . 14.
2540 m 15 1. . 2. . 3.
4 5. 6, 7
8 9. 10.
12. . 13. . 14.
15.
, 2540
2540

2. . 2541



36

TQM (
, 2536)
2.
3.
4, 1
5.
6.
"1
, 2541: 5)
(TQM)
1
(Common Vision)
AIC (Appreciation-Influence-Control)
AIC (Appreciation-Influence-Control)
(workshop) 3
( , 2537: 14-17)
1 A (Appreciation)
(Imagination)
(Vision) (Shared Vision)

(Shared Ideal)



37

2 | (Influence)

3 ¢ (Control)
(Action Plan)
(Commitment) (Control)

(Personal

Commitment)

AIC
(Spiritual Development)

(Interactive learning through action)

AIC

( , 2538: 8 ' 5

(Future Perspective) (Leader Initiated)

(Shared & Supported)

(Comprehensive & Clear) (Positive & Inspiring) (

, 2540: 248)

21

22 TQM

23

24

25



2.6

AlIC

1A : Appreciation

2 1 : Influence

3 ¢ : control

38

(Action Plan)



39

AlIC

2. (Quality Control Circle : QCC/QC)
(Continuous Quality
Improvement : CQI) (Management Tools)
(Systematic Approach)
(Bottom-up  Approach)
! ( : | 2536: 126-129)

QC
(Integration)
(Interdusciplinary)
(Organization & Management) (Policy & Planning)
(Behavior Science) (Statistic) (Economic)
QC (Values)

QC
PDCA (Plan Do Check Action)

(Management by Facts)
(Check Sheet)

(Cause & Effect Diagram)



(Relation Diagram)

(Tree Diagram)

(Brainstroming Method)

(Cost

40

(Causal Maodels)

Benefit)



25-28

7 1]
2539

19,

41



PDCA

23(

2539): 29,

42



10.

11
12

QC

QC

, 2539: 27-28)

QC

QC

, 2536: 129)

QC

(Tactic)

43

QC



44

(Means) (Ends)

( TQM, , 2540: 9-1 ; ' , 2541: 5-7)

(Treatment)

90 9

10 7

40



45

3. 5
5 “ 5 (SEIKO (SEITON)
(SEISO) (SEKETSU) (SHISUKE) 5
5
( , 2539) 5
TQM/CQI ISO 9000
(Risk Management) ( , 2540)
4. (Sugestion System)
( , 2539: 9-10)
)
2) 3)
4) 5 6)

31



Deming

2539: 2/1-21)

14 (
4
1
2.
3
4,
311 (Customer Orientation)
2

312

3121 (Knowledge of System)

3122 (Knowledge of Variation)

46



47

(common cause)

I (special
cause)
3
3123 (Knowledge of Psychology)
3.1.24 (Theory of Knowledge)
(prediction) (evaluation)
6
13
3125 (Planned Change)
(PDCA Cycle)
(Plan)
(Do)
(Check) (Action)
5
7 QC tools
(cause & effect diagram) (pareto diagrams) (check
sheets) (histograms) (scatter diagrams)

(control charts) (graphs) 7 new QC took



48

(affinity diagrams) (interrelationship diagrams)
(tree diagram) (matrix diagrams or chart)
(matrix data analysis) (process decision program chart: PDPC)

(arrow diagram)

3.13 (Employee Involvement)

(Cross-functional team)

10
12

314

(common vision)



49

11
14
(Wright, Pringle Kroll, 1994: 212)
7
4

L. (Common Vision)

2. (Excellent Service
Behavior: ESB)

3. (Organization Development: OD)

4, (Continuous Quality
Improvement: CQl) 9

( 1
2539: 1-21)
32
321 (Perception)

(2529)



(2537)
(2539)
( , 2515)
(
322
14 Deming
Juran (1995)
7 1) 2)

(2540: 120)

1 2529)

50



(Hart Bogan, 1992)
L

2
3.
4,
5

(Leadership)

14

(Leadership)

11
“ " (Leader)

.. 1834

(Marriner-Tomey, 1993: 4)

Bass (1987

. 1300

, 2534: 9-10)

ol



52

10.

Talbott (Swansburg, 1996: 423)

Bums (Besterfield Besterfield, 1995: 16)

Goetsch
Davis (1994 192)
(inspiration)

Burns Goetsch and Davis

(Inspiration)



53

12
(mabilize)
(Bennis Nanus, 1985 cited in
Maniner-Tomey, 1993: 7) : Deming, Juian, Croshy
Feigenbaum (George, 1992: 56-57)  Demig
85 Croshy

(management commitment)

(Driver)
(George, 1992: 56)
(Wright, Pringle Kroll, 1994: 212) 7
George (1992: 56) (Quality Leadership)
(Commitment) (Visionary)

(hands-on leadership)

13

James (1996: 145-154)

131 (The trait qualities ¢



54

(Bass, 1981)

Taylorism
5 (Bass, 1981) (intelligence)
(dominance) (self-confidence) (job-related
knowledge) (high motivation and energy)
|
1.3.2 (The behavioral qualities
of leadership)
Kurt Lewin (Kurt Lewin’s
Studies of Leadership Style) 3 (autocratic style)
(democratic style) (laissez-faire style)

(Swansburg, 1993: 308)

Likert (1967 cited in Swansburg, 1993: 308)

4 4 (Likert's Four Systems of Leadership)
1 (exploitive-authoritative)
X McGregor
2. (benevolent-authoritative)
3. (consultative-democratic)
4. (participation-dem ocratic)

Y McGregor



Blake Mouton (1964 cited in James, 1996: 147-148)

2 (task-oriented product-oriented)

(people-oriented employee
oriented)

Blake Mouton 5

(2535: 138)



56

133 (The situational qualities of

leadership)

Barrow (1977 cited in james, 1996: 148)

- (Path-Goal Theory) House (1971
cited in james, 1996: 150)
House 4 1) (directive leadership)
2) (supportive leadership)
3) (participative leadership)
4) (achievement
leadership)
(The Fiedler Contigency Theory)
Fiedler (1967 cited in James, 1996: 151) Fiedler 3
1.
2.



o7

Fiedler

Autocratic-democratic Continuum Tannenbaum
Schmidt (1973 cited in James, 1996: 149)

(Situational Leadership Theory)

Hersey Blanchard (1978 cited in James, 1996: 149) !
3 (task behavior)
(relationship behavior) (maturity
level) 4 (Telling) (Selling)
(Participating) (Deligating)
134
(Transactional and Transformational Leadership Theories) Bums (1978)
. 1980
Bums (1978 cited in
Yukl, 1994: 350) Bums

(Transactional leadership)

(Marriner-Tomey, 1993: 22)

Bums (1978)



(Transformational leadership) 2

(Transactional and Transformational Leadership Theories) Bass (1985)
Bass (1985)

(Yukl, 1994: 354)

Bass
(1985: 153)
1)
2)
3) Dunham-Taylor Klafehn
(1995: 68) Bass (1985)
Bass (1985)
' ' (contingent reward) (management by exception)
Maslow
1
2)
3) Maslow Alderfer
(charisma) (individualized consideration)

(intellectual stimulation)



59

135 (self-leadership)

James (1995: 152-154)

(Empowerment)
ISO 9000
1.3.6 Z (Theory 2)
Z William Ouchi (1981 cited in
Swansburge, 1996: 580)
(democratic leadership) (decentralization)
(participatory management) (employee

involvement) (quality of life)



60

Adair Nygard (1982 cited in

Swansburge, 1996: 580) Z

30

14 (Quality Leadership)

(Reily, 1994 cited in James, 1996: 143)

(Scholtes, 1988 cited in Geotsch Davis, 1994: 197)

Deming (Geotsch Davis, 1994: 197) The Deming
Chain Reaction
1 (Improved quality)
2. (Decreased cost)
3. (Improved productivity)

4, (Decreased prices)



(Balanced Commitment)

Model)

Geotsch

Besterfield

6l

(Increased market share)
(Longevity in business)
(More job)

(Improved return on investment)

Davis (1994: 194)

(Positive Role

(Good Communication Skills)

(Positive Influence)

(Persuasiveness)

Besterfield (1995: 34-35)

(empowerment)



62

10.
11.

12.

Bradfort Cohen (1994 cited in Mears Voehl, 1995: 2)

(managers)

15

Kouzes Posner (1988 cited in Mears Voehl, 1995: 3-4)

80

1
(Challenge the process)
2.
(Inspire a share vision)
3.
(Enable others to act and succeed)
4.
(Model their values and beliefs)
5. (Persuade to new heights)
6.
(Encourage and support)

1. (Focus on the customer)



M eais

(empowerment)
(personal responsibility)

1.6

(participative leadership)

leadership)

Davis, 1994: 57)

(TQM) (Geotsch

63
Voehl (1995: 11-12)

(vision) (urgency)
(trust)

(Geotsch Davis, 1994: 205)

(participative

(Geotsch
Davis, 1994: 161)
Counte (1992)
Churchill (1991)
70 40



(Information and Analysis)

21

(2534: 52)

(2539) (Data)

2539 1)



(Informatics)

( | 2539; 12)

(Information  System)

(Quality Information System)

(Banks, 1989: 59)

2.2

(management by fact)
(Quality System)



(Wright, Pringle Kroll, 1994: 223)

(Performance indicator)

(sense of well-being)

( 1, 2540: 9-12; , 2540: 14)

2.3

, 2539



(manual)

4)

2540: 154-155)

2)

(integrity) 3)

i)



68

(Patient Information System) \

EIS = Executive Information System

51 - 3540): 155.

( , 2540: 158-150)

7 QC took

1

(cause & effe



69

2. (pareto diagrams)
3. (check sheets)
4. (histograms)
5. (scatter diagrams)
2
6. (control charts)
7. (graphs)
7 (7 new QC tools) (Oakland, 1991:
122)
8. (affinity diagrams)
9. (interrelationship diagrams)
!
10 (tree diagram)
11 (matrix diagrams or chart)

12 (matrix data analysis)



10

13. (process decision program chart:
PDPC)
14. (arrow diagram)
Program Evaluation Review
Technique (PERT) The Critical Path Method (CPM)
24
( , 2539: 13-15)
1
11
!
12 (Home Health
Care) 1
( , 2538 1)
13

14



21

22

2.3

24

3. (Strategic Quality Planning)

31

(2535 185)

, 2538)

32

( , 2538: 92)



72

( , 2540: 271)

33

! ( , 2535: 187)

( , 2540:
272-275)

1 (Create Strategies)

(affinity diagrams)
Multivoting 1

(tree diagram)



73

2.

(Hoshins)
" (Process Decision Program Chart) 3 1
(Critical Problem) 2) (Hoshins)
3

(Basic Business Operations)

3

(deployment)
(Funtional Action Plan)
4. (Human Resource Development

and Management)

4.1

(Human Resource Management) 6

Beach (1965 , 2517: 6)



74

(2517: 1)

(2537)

(Human Resource Development)

Swansburg (1996: 23)

- (2534: 127)

42 ' (Human Resource Management)

P-D-C-A
( , 2540: 109-111)
Plan-1 (Job

Design & Planning)

Act-2



Do-1

Do-2

Do-3

Check-

(results)

(Recruitment)

(Job Assignment)

(Human Resource Development)

(Evaluation)
(Performance Evaluation)

(contribution)

(Potential Evaluation)

75



Being Evaluation)

2)

4)

Check-2

Act-1

Act-2

76

(Employee Well-

1
(carreer path)
5 3

5

(Reward)

(Review & Improvement)



e

4.3 ' (Employee Involement)

Schroeder (2540: 19-27) “

(Participation)

Mcgregor (1960)

Hass Drakek (1973: 47)

(2540: 8-13)
- AIC (Appreciation-Influence-Control)

(Working Style)

(Maslow, 1954) (Herzberg, 1973)

(2540)



1985)

2536)

78

(Ishikawa,



44

, 2540: 160-162)

1

79

(Self Enlightment)

(On-the-Job Training)

(In-house Training)

(Study Group)

(Public Seminar)

(Management of Process Quality)



80

51
(2540: 169)
(2540: 171-173)
2 (product quality)
(process quality)
4
(Quality of Planning) (Quality of Design)
(Quality of Manufactoring) (Quality of After-
Sale Service)
4
1 (Quality of planning)
2. (Quality of Design)
3. (Quality of Manufactoring)
(Material) (Machine or tool) (Method)

(Man)



4 (Qu
Service)
5.2
P-D-C-A
( , 2539)
PDCA
PDCA
1 (2539)
PDCA
(Plan) 1
2)
3
4)
5)
(Do) 6)
(Check) 7)
(Act) 8)
9



(Luthans, 1995: 130)

(Kramer, 1988: 18)

(Barker, 1992: 3-4)

41

cimer (1970 25-25))

Muchinsky (1987 Hoy and Miskel, 1991: 392)

Johns (1992 137)

Herzberg, Mausner Snyderman (1993: 44)



Luthans (1995: 125)

(2529: 98)
(2535: 143)
4.2
(Hoy and Miskel, 1991: 392)
(2535: 143)



43

, 2535: 145-152)

431

4311

43.1.2

43.13

4314

43.15

43.1.6

4317

43.1.8

43.1.9

432

4321

(Personal Factors)

(Factors in the job)

(Hairell, 1972

30

84



4322
4323

4324

4325

4326

433

4331

4332
4333

4334
4335

43.3.6

(Factors controllable by management)

85



86

4.3.3.7

4338

4339

4.3.3.10

433.11

4.3.3.12

(Smith, Kendall Hulin
cite in Luthans, 1995: 126) 5 1
2) 3)
4) 5)
(2529: 57-61)
6) 7)
8) 9

10) 11)

4.4

2

( , 2529: 22-45)



1 (Content Theories)

2 Maslow

Herzberg

Maslow

Abraham H. Maslow

(Hierarchy of Needs) 5

87

1 (Physiological Needs)

2. (Safety Needs)

3. (Social Needs)

4. (Esteem Needs)

5. (Self-Actualization Needs)
Maslow

250 15



Herzberg
Herzberg Motivation-Hygiene Theory Two-Factor Theory
Maslow

2 (Motivators) (Hygiene
factors) (Herzberg, Mausner and Snyderman, 1993 : 4449 113-119)

(Achievement)

2. (Recognition)

3. (Work Itself)

4, (Responsibility)

b. (Advancement)

L. (Policy & Administration)

2. (Supervision Technical)

3. (Interpersonal Relationships)



Herzberg

(Salary)

(Job Security)

(Working Conditions)

(Personal Life)

(Status)

, 2533 : 51-52)



90

2. (Process Theories)

3 (Equity Theory)
(Reference Group Theory) (Need
and Value Fulfilment Theory)

Herberg 2 (Robbins, 1996)
4.5
( , 2537 117)
(Multidisciplinary
perspective)
(preventive cost)
(apprasial cost) (failure cost)

( 12539: 862-863)



91

( L 6546)

(Hart and Bogan, 1992) 1) (Driver)

2) (Gods)
3) (System)

4)
(Measures of progress)

Hoy Miskel

(1991: 383)
Nichols (1974: 218-228)
2-3
181
2)
3)

4) 5)
6)

Slavitt, Stamps, Piedmont Haases (1978 : 114-120)
| 2



260

1

May (1986 21A)

Tumulty (1992)

1-5
1-5

Herzberg

10

(2517)

6-10

(2518)

131

21

6-10

1-5

110

92



26

374

26

14-15

14

46.25

(2520)

(2524)

123

(2528)

(2530)

572

110

1-6

93



(2530)

(2533)

(2534)

(2536)

(2536)

(2537)

330

410

94



539

(2538)

(2538)

(2538: 110-115)

(2539: 9-17)

19

95



21-30

16-30 6-10
16-30
21-30
15
100,001-120,000
(2539)
(2539)
(2539)



(2539)

(2540)

(2539)

350

97



1972

2533)

2526)

5.1

, 2535: 145)

(2517);
(2528); (2534);

(2518);

, 2519)

98

(Harrell,

(2518); (2524)
(2539)

(2534)



3

(25%9)

(Harrell, 1972)

, 2539)
(2528); (2530);
(2539)
1-6
1-6
(
Herzberg (1993)
(2520);
5.2

Dyer (1981

(2524);
(2534); (2538)
7-13

19

2535)

(2538)

(Lynn, 1991)



100

(Anderson, 1994; Dees and Garcia, 1995)

(QCC)
QC
( ,  2534)
( ,
2540)
( , 2535: 419-420)
(Counte et al, 1992: 509)
40
3 92 (Churchill, 1991: 152)
(Professioalism)
(Neuhs, 1994: 24-29: Armstrong et. , 1991: 27-34)
Lynn (1991: 111-120) Deming
[ Brazosport Memmorid Hospitd 165
Lake Jackson Texas 3
uality Orientation ontinuous Process Improvement
Quality Ori i Conti P I

(Totd Employee Involvement)

(complex matrix

hospital structure)



Churchill (1992: 152 )

(Employee Satisfaction Survey : ESS) 1987-1988

40 70

(Job Description)

(Job specific training)
1990-1991

Counte et. al, (1992)

8§

(procedures)

2.5

92

101



Anderson (1994: 67-71)

50 4

Dees and Garcia (1995: 239-244)
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QC
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3) TQM/CQI ESB
4)
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6)
TQM

TQM

TQMI/CQI 3
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