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Abstract

Abstract

Keywords: Public Service Quality; Quality Management; National Quality Award,;

Government Service Quality Award

1. Background

Since the implementation of the organizational reform of the Executive Yuan in
2012, administrative functions of public-sector organizations have been reorganized.
Service processes of government institutions have also been reviewed to improve
administrative efficiency. In 2013, the National Development Council launched a
policy initiative to further streamline government service processes on a national scale,
in which the initiative contained advanced strategies used to enhance service quality.
In the corporate world, companies incorporate managerial concepts into their service
processes, maximizing their existing resources and benefits to their customers to
improve business performance. To encourage companies to improve their business
quality and competitiveness, governments in numerous countries have established
national quality awards (e.g., Japan’s Deming Prize, the Malcolm Baldrige National
Quality Award in the United States, the European Quality Award, the Singapore
Quality Award, and the UK Excellence Award). Some other service quality awards,
such as the UN Public Service Award and Australian National Awards for Local
Government, reward the creative achievements and contributions of public service
institutions. Given the aforementioned examples, this study adopted management
theories to reevaluate the feasibility of applying new quality management methods in
public services. In addition, quality management experience of other national

governments were drawn to provide the Taiwanese government with
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recommendations to improve its public services.

2. Research Framework and Method

A literature review was conducted to investigate relevant issues. After literature
was summarized and analyzed, quality management-based policy suggestions were
developed for the Taiwanese government to improve public service quality. The
analyzed literature comprised books, paper and digital-based journal articles, online
resources, official websites and reports of sampled national governments, and official
websites and reports of international organizations. The United States, European
nations, Japan, Singapore, and other nations that reward innovations in public service

were investigated.

After research objectives and method were established and literature was
obtained and analyzed, a focus-group interview was conducted with the Government
Service Quality Award committee members, government organization representatives,
and quality management specialists to explore the nature and limitations of the said
award to enable us to examine related quality management systems and develop

policy suggestions.

3. Findings, Conclusion, and Recommendations

Our conclusion indicates that implementing the National Quality Award and
Government Service Quality Award helps inject quality management into the public
and private sectors. Recently, the Taiwanese government launched a “government
service innovation and advancement” program to lead public service institutions
nationwide in progressively enhancing the quality of their services through innovation.

Recommendations based on the issues mentioned in the conclusion and on the
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suggestions offered by the interview participants are proposed for policymaking on an

immediate (short-term), mid-term, and long-term basis.

I. Immediate (short-term) recommendation: Benchmarking and establishing a

satisfaction survey mechanism

(i) Benchmarking, exceeding expectations, and engaging in public service innovation
- Conduct experience-sharing sessions with award winners to enable benchmarking

- Hold thematic exhibitions on public service achievements to encourage competition
participation

(i) Valuing public opinion, promoting visitor-orientedness, and establishing a
satisfaction survey mechanism

- Inspect participating public service institutions by using mystery shoppers to

measure institution service quality
- Regularly survey award-winning institutions to measure their satisfaction
- Develop a dissatisfaction decrement index to identify areas for improvement

I1. Mid-term recommendation: Building multiple partnerships, enhancing the public’s

identification with civil servants, and encouraging competition participation
(i) Streamline services by using online platforms

(if) Work with elected government officials to increase media influence

(iii) Launch courses in total quality management with expert instructors, and

(iv) Establish new online platforms for the Government Service Quality Award

I1l. Long-term recommendation: Periodically examining and improving the selection

criteria for the Government Service Quality Award

Vi
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(1) Conduct focus-group interviews with participants

(i) Select institutions for participation in different categories and levels of the Award

competition

(iii) Guide public service institutions in exploiting their advantages

(iv) Establish different levels of the Award to progressively improve public services

(v) Commission a widely recognized organization to conduct a satisfaction survey

Vil
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I EA - PSR Y e IR D R - ] SAP A ] ~ 5] ORACLE AH]
DL Ry R 2w ga o w58 AT EE IR E] ( Enterprise Resources Planning >
ERP )~ It ¥ ( Supply Chain Management - SCM ) EilgE 2 Bl {4 ( Customer
Relationship Management » CRM ) HYRLZEBLHES - TREHEE S BRIEN ~ SMETETRAY
M - A B AR E RN (SR B ACHRE MR A BN

1990 FAXAKHH - Amazon - e-Bay ~ American Online (AOL) L1 K Yahoo it
T BT (Electronic Commerce » EC) AYZAH] - @S ~ Bl SLmEIRH PAERSE
J&  JH B B B RE B 1A A A [F] 7 U S A Y SRS DA S R B A T
PR (SEMIE T IR WAl AR R B E M 3R > BRA LIS
WP R R EH0EAL 5 B A G E ST A B GRS R A4
FHIERA TR -
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N S e A R ATH L BT B BN

PP A 21 4D S BB EREN(HEEL 1980 A CHIHER IS - A T EAREN
- EfREEE A EHE R GG EE ok EEFAT  iEE
BHBAHEA wH B HREEN T — - gULERIZOE » 1980 H£AHA
AYASRERSE ~ BB T BUF S T B B S: > DAsEa i B A s 7] > $2fit
SERERIARES > 1 1990 A5 - R 2 m B E S E AL IR
1 o MV BREE AU A P S BV E B IUE » BRI A IR a B T
G SEUGEFTE R B E G ARG - mEREIRA -

FHT SVERHTYE T &

A B B ATBU SRR ~ KRR~ wERITEE ARG ~ IR LUH O
Z—FERHRBEGNEE > NI NSRRI Ry b B RED -

1 5

1900 £EHIA: » 1921 8% H R IRIT R EI TR £ > WY 1928 &SR
BREH YL - AR Rt BEEAN TS E R HAME A/ VBT
Aft - HanBEE A S ERE R A ETERE - MR ERGE - M35
FLE i e B AR A Y AR BB > Al H B TGS

2o
iz

FE A AL SR B R R E I @ (Deming) & HAGEEHZ L - [#EH]
Rt ER LA AR Y U505 - UG A AV i - L ERASRET A T E
B HESRNERE RS =8 - &0+ UEEE F A (Deming's 14
Principles ) ~ fn /& 88 B A FF IR B — &R A » DLk PDCA & 2E 1 33 B 5

(plan-do-check-action Cycle ) - Ari§ PDCA g2 - 15 /e =B A (REER P
1% 1950 (X EIAREZ 5 E R A Y EEARYHEE S H A UK E ] PDCA {8
B EEEE T RACKF R PDCA BRI RiiIIfiEsR - PDCA i
TABTEER S ~ ST - BB TE) > PDCA 1B PR fEA e B EH E - B
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IS T A A B B SRR

AETHIHERE - BREHHE AR T E B rEsFAY IR A - SR R R R e
[& o ERIFRIFHER) PDCA fERIVER » Hg B A& RGN - Sk
T LA 2-2-1 By 5 =R Z3E PDCA SR ATENRK -

PTEAE > FF 5 HAE DAY R At PDCA AYRLRE N uias e sk - BlIanfrsk
MG F-fttke PDCA 20Ry PDSA » FEME—AFL.ZkE - AEFYPARIFE (Study) HUfE
1% > DRI E 16 = oy B Ry AR (F A EAREE -

il

A

i /AP

+x
P\\¢|p/
* Ah

LI

v

2-2-1 PDCA {5z

2. KEd

1904 FEHA RSB » 1912 FRFERE] - 1924 FREGHEAFERNZE T
B2t > 1936 FiESEEE AL (Loyola) RELRER £ -

R BIHIET 2 RS BRI AT (L - (B Ry 7 FAE R AR BRE e i R
B A —E FE GRS ER A L A A e T ERERE - R M G e
MEHEAE(L - 1951 FRHHYAE B E R T (The Quality Control Handbook)
HHAR - BRI T A SRR > ORI TR A E SR ATRNAL - SREEHY 1986
R AR S E R AERE > B AR ATARRRE RIS P e A E B
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R S e AR A T T B BN

# - EEHESENSM S EEEN ZEEARERF - B2 BB =5

(quality trilogy ) » KB S-EX I fEfiLlEl (Pareto chart) » jReat B HYETREER DL R0 Ry BB
TR VIR SR 28 A SRR AR - FE (B ST R E B B DR » H
o FE G 1

3. HIRLE

1920 FAFYIEEY > Sl 1948 RE 1951 SEIE1G & B T2 le Y TEAAE £
BE B2 ot 1951 42 TQC » 25 H A E BRI HER B 2 H i
BERHIRIRE -

GIRENEELEE RIS - BLEEANURREAVE AR AAEAT - 1 1961 £5
FREEPE H 211 BT &l (Total Quality Control » TQC)H » 58 fyin FUE FHERE FTE
Y EESEEAA A RIR B A AR 2 HM e » A S AL
HOFT - R By N B e B A R 2 TF - NIE - i anEE HI R RS &R
B > NMER— M E & o B E RIS - MR &g wE HAr B S B A R
FNZHRE/EEN - WUHE s T E ] ~ dERVE T - AL e BRI AE T SR U
AR R AT © BOE A B AR ~ S5 A B — 20 - PREUE B8R

TGS
4. ToEEHREE

TRAEATEL AL 1926 4F - 1950 SR IEN R EEAE - MAVEEE TR
1979 AT T SR E % E | (Quality s Free ) » DU 1984 FEHRREY " A RURRE |
( Quality Without Tears ) Wiz » 583 " 55 —EEEMHEF | (Do It Rigth The First
Time » DIRFT) » [} " —E @A EMER IR ) 1VEIS - Wt MR 28R
7 SRS IEFEHE - BT 28K - Hel B TR 2 a8 E - R a KA
MIEHE - Ry TIECRERREL - SCE ETH R R EE R - A BE EI R B EmER © B2
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1

LR 5 S R AR A B SRS

S EL I & A > hEE Rete e TR A AT DU RS E A AR 2 H]
DURBHRAF S RA SN re SR HTEL S ME R T 5 & - PUIH P BE( Crosby's 14 Steps )
{E FodH AR HETT ZHRRE AR -

5 AlllE

)15 (lshikawa) ZEfr 1915 4 > 1939 8 EH H AR RS TR > il
Y 1958 FEIEG R R TR 22T - 2R 2RI ORIy - HERIRE
WAL FTEERR R AT - e B2 RAEIIHRE - O) BN EREMA = &4

B & ] ( Company Wide Quality Control - CWQC )Ei 1962 444 &l ( Quality

I

Control Circle » QCC) ~ BEE AV & AR NES - 4llBEE R B
—HERE S HE B E S - WEENEEAVRE - X5 B EHE 2T
M 8SHETE > RENSEM S TESRIEEA T > HHnEEH

PEARSEAYRTRE - EOAARER -

6. MHHIZ—

FHI 2 — AR 1924 57 > 1962 SRIE1G AT LN SR 24T - Ay B
sy L B RTEE N R P A tH VIR - EARER Ry it S B NRR R
R N EASEE ik > 7 SRR IERRR - H ISR Ry B iU & H AR (ER » 2
mnfR KAV A wEE H PR ER > BBk EE g s RN
BB R TR IR PR -

7. FFEFACHA

FFEF4CRE (Noriaki Kano) H4= 7~ 1940 4F » H AR T KER SR FEEAL
B RIS E RO B EFEE T - 7R 1970 AR T RE TR L2 -
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LR 5 S R AR A B SRS

FPEF A E SR BRI B S B R ) - WATF S HIRELE - Rk B EUE =
HEAFERER © (VDanEEH - FRTERE - QuEEH » FREFWE & Q)i
N ERE - HERNEEE AT GWE » ETIEE SN - 1984 FHEHEE
LY Er R E((kano model) - S8R E H 2R 0 Ky ¢ (L)f 2= 500 E (indifferent
quality) ; (2)%k 77545 (attractive quality) ; (3)—4 5i/E (one-dimensional quality) ; (4)
W E (must-be quality) VWA - 1993 4E42H TOM ZERVES > ZRASZEH A

KT TQM HRRRIELHES) -

1990 FEURAR » (I PRS- BRI - EeREiEs
LU Rt EEERTREE(E - B e AR E B SR RIS E KA & -
BRANATAERT R S H EEAARESE G S B SR GBS  sasRAE R R
ANBLE BT BIUFFEATIHCSUE ~ SIARTERISHY B AR - EHAEHE A
FHVH A RS ~ KEEAENRT A B e S AR (% -

(1) FEAEGHAERE

Firagify {5 62 (Corporate Governance ) f5HYZ&LHE A EEL ST HAETE
EEF DU R RS R KT S © AR S AFAIRAH - = 3RiaE)
OGRS DA R B KB A FE T S B R 48 A R A 2 1T Ry U
ZU - BRI R EEAIRI TR T AT B R OAYERE Y — « BEARGE
B R AT AR T8 - A A SR EHEAT N E - A TIRE
SR 2 SO R R E A EEEN S B e
TSESEER T Fylh gk -

iy

(2) sEERAER R A S & R/ T

HIER R A (Stakeholder) & EA R E34 4 O BhH{IE A\ BZLHA -
B ERCAAEZ > A BB S A B EMERFBEE > 1M

16



R S e AR A T T B BN

s - ER - BT - e ARERRERANERAA > S0
EEHEPERAER G A ST & R e AR -

4_

(3) EIFr AL

HAFFEN 2 5 s 5 Hpssisets - S A EE 2 B - BlEF e
PSR HIES) > BT SEIRH BRI B - (BRI RFE AR > R
KRB EHAVERZ — -

>

(4) GIALRFERISHY EH A

TRESE B 40 ~ &5t ~ i PEEL R MR R RO e A B A e
B A S TR SRR EA R T > B H AT A B o B B VB R B E B R
A RS R AR E R

(5) BHMEHZGIHLES

e

on' B E H A BRI B AR L e E A E A ERIPEE
BT N EEAMH RO IE DU R AR F o fe LBt
BEMH - TIHERE  AEEHE - AEFEE - fHEE H B R E Y
BoatiE kgt — -

}

(6) REHMH &R

Eaff ity (Information Technology - IT) HYZEF)3E R EFREHE
AT MR TSR > HIERE T - BRR RIS - (b s T B A S AR
S CENENEEHEASAEGRE

(7) Ea{fLfEps SR HE R (5

AHARELLERG RIABE (A PR T XS - EEEG - RHSHE - A
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R S e AR A T T B BN

e~ BEIE BRI ES - AR E S5 (3R R H LR R AR A
[58 (% & 28 FH A T2 - S AR (L JE s T I T R R A (Y 23 D R T T4 H
HEAERNEDR  ERRAEEERENESE L — -

1 e

‘ﬂﬂ%

B SHm

2 HMEEH (Total Quality Management » DU Nfifl TOM ) HY7E & K040
4 BRI oy HLSE BEr 2 1 B BB ] DL AR E2 B fli 2 R 1998
FRTTERHRE > AR T 2EGEEEE -ELARMAVES > THE
A 8% DA R SR B st 7 AR [E N B EEE » BR8P 2 B (A
FEBLRES N R R — KR LR | o H AR R BRI R S
DL B F i B — DR W B T AR T -

1 2EWEEHEE-ERREREE) | T 28RS ) (AR HEEE
JEH5R IS - BILBIERT RIS ~ (Hay » SRR EIBL i EEOR - A
BEtE MR o PUERAF H AR -

2. ZHGAEHEERNAEHEEESHEREGANHNLG T AEHEE, 24
&R — B EUm e B DU HUE E R IEA e BRI fE
BEfARA -

H

N|

i E B S DB R S R R | B A AR ELE B R
R > Fr A B RN » TSR - AT RV e 2
BN NEE R T — BRI A FESE - SN RE L
[EAE ~ JHEEEZ A -

AN

4. HEGEEHREGACGEEEAEGHE  HSESEIEET R 28EEEg N
o IEEAGREIEEA TG -

18



R S e AR A T T B BN

5 HwWHEHLHES S FralEEEm AR A AT ES E 2w
an B EEEE) o W AR VRVER > PR A RS AR -

6. ZMmLLEEHS IR REEEE)  BREEE S HEE - 5T
AU~ SR - BET - AEOnE ~ PR - BUE - A el R HE
B~ dEElRE - BRI - (ERR R TR B - (e S B B B A B B

8. ZmHmEEHERANERERE  NEHET R EREE  BEEE - &
A Bl s NITERA REABRHTRE -

iy

/,
N

&
4l

[

T an'E B BRI DGR LR © FEAETHUHES) PDCA 18R - AT
TR FI A BRI —ER 77

pil

i

10. B EH R UEE (E R RAVESE - (SRARIELIEE RENE - J78E
IR ELE S B SR B -

11, ZmanEEEE R E A E A TR BRI o =] e A & RSt RO e T
H LIS A% Uil » WFRFEDcE HOmR SRS -

=]

12. wEEHESE AR S B SR © SRR SRR
FER A E YR ST R B A

TQM FELE 1920 SERAvTET B EH] > 1930 SEHVEEHERER] > 177k
B E AR E 30 1940 SCHYVERENE » 1950 FRAYEE M EEH]
PREFASEHERE B R AN thBRE ~ Bt - TRREREFE SIS > (54
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R S e AR A T T B BN

HIEMEY TR 0 SEMEEEE 5 1960 FARM B fREE - 1970 AR ELES -
1980 FRAVeEIWEEH - FEEFIVEE - Dk E B IR RKEHIR - 5K
BB RER #1987 4R 1SO 9000 HYELE o LUK 1996 4F H A E A
F CWQC YR — A TQM - 21 2 H B EEHY RIS N IEIRK A -

KRS A N e m e B EEAEE - A R A E S DU TR BT A
B RIS E RS EEE -« s - B 128 KNG - (HERR R (R
SRS NEEE - TRl R e (tEIFE(t TR - B TEAH
sTERE] ~ solioihix ~ ATSERE ~ EheRkat ~ HGA ~ SRS A ESUE T3 1 PA
Kbt E R RE B S EE E - JRE(E T AR/ 1SO 9000 ~ IS0 14000 ~ FEFERE
EHAERE - EHTH  BETE - B EERESE /U > SR
VA —E RGN BTSSR B EHEE A -

H Al bk AV B BB 20 1 H AR ES ~ SR S A E 4% ~ BOM an
A~ WTIIR S A AR BB e o SRR 3 - RUFER A PR R
FanE AL - EIEEH AT HATK S BT H AR il B e A hh

BRI HR AT BEZISLE RGP (E Ry e — o (BRG] &
PN R L E USRS - 2R FFEUGEE - §lSREARRE fom e = 7R
K Eath 2 E EEA LS - AR b HanE B (Bl - IR

WAL RR - SRR S 2 AR - TR Sm B R e B 2 5YAE
P IR E PR T an E 2 AR [0 B BUR AR s B A S R B R
ARETTE -

SFIUET FHEEE

JRE R B A S RS E A e HE T (Lean) - AlZE H (SRAVRL MBS, -
BB A LTSGR AN EE SR  FEIERFEEEREN R
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R S e AR A T T B BN

R SR SR (B QR UEERSE =y iR WREHVEHEIE - AR
AU HRRE - BaBltH RS - FEAVRE - WMANURE - BEFHVURE - B
ENERRES - BEMmERMS —EREZEANGER > HIER VRS - 0GE
TESERE ~ IRTTEERER ER AR OEE > P o8 URRE - £5E
HURR R Fe RELEOR B HEY > NMERERERAZE(E - FIRHAERE 8 TEE » [
IR R B E -

BEAARNENTE  HE BB e A4 - TFEATR IS
FERR TABE E4E(Lean Thinking) ; AVAEDE » T EERIF IR AR B
HEREFEUEE) MR ERE T > FHENGE - AR HSRANEE
{H > MR SR EE (RIR A A RS S g - A RS EE) & At ERE
SRS - RAREE S EE A EEEE) E o DUHE AR IRE Rl R —EfE 25K
T o HEEETIHIE -

8 S 4E(Lean Thinking) - B5R (kA A A A AT (E EHVRE) - IERE
FEALPRRY AN > AT TGS - RIS EIENERE - R R SRS
B BRI - IR AL TS - sl ST B IR Ot B aeET
ZRE > DIR AT Z i > IEETS [BIEST AT SR L - A 3 R B A% B
BUR AR o B SR SRS B o - SRt s Ay R M B B R

T B HYEA R A (Lean principles) - ZE#E L M B RAPGUER B RV |

— ~ {E{EANE(Value creating) © {ERABAZ AV ARFEME » ALl - %2 PR
BTG R  AHETREMEE REEN RS - SR EE
TAEAE LS TR AL R R M B AR 2 H HAK -

— ~ {E{E Y (Value stream identification) : 122 #HHE (T 8 2 (TR S 4G B

Z TSR AG RS o (SRR EE [E AR - Womack £
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R S e AR A T T B BN

Jones PR EER I pide A —IH £ TAERM: MRERR (T E ML 515
EEE) - BEAVEHEHBERHE) ME VER(ER YRS RR) -

= ~ #E (Continuous flow) : {E{ERIERE 2 1% - BIHORE KA IIE B ER
SINLUEER - Atk - RS RERIEE HAVFTEL R RESR - EtE
[BERPRY A8 %8 - AR - VIR e ey 2Pt PRIEESHI LR
2 e

V0~ fequa((Pull) - DUBEZ F KA N E ERAVIRI 2 - IR DU 7 oK AR
L BB ENSET IR ZFHKIRAEZENERGSE) » rE
BCRENA « AT ~ SPREAE ~ BAUE TR R4 A 5 U B B A A

11~ #8°K 5835 (Pursue perfection) = ANETHYZIEAE ~ MR « AEAVHPRRE
(Muda) ~ [ {EEE 5 ~ HEFRME(L - DIEIIRAE AIEE - R () Hyieft
MRET > BEMEINGTT ~ IRFfE] ~ ZERE] R AR HHBO sE R AV PERR - [EATRETRTT
BEIEE - BEEERKMER > e E—HIER5ES

e EAE A AR AR EEN > BT E RO OEA > BIEE LS PRt
MR EE) - FEHRIF_EJR Al MY A UEE .

—  EVREEE | IREEMEENEE - LAEEE TR AEERYS o
TTHEERB ARG RS DR Mi% L FEmET - BERE - 17
TR~ I FEEET) - [N EEAA RS » ASUERES e
BHE K BEDRAVEE -

o BETREEUE L IR EEEE) - BRUBRME S BT E
T E G T e IR AR, > @R B TR B YRR ] > #E T B
EVEENETLEE 2R A B ARG » DUR R & A RSB e A (]
Jike - FELIRE(RAE A EERESE) - ILEAMER ~ b - SHFRTRI AR
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R S e AR A T T B BN

T RE ©

= EHEREME e E BTG - se B aETHE R Mt B A5 M RIH AR
ST EEE A B RERIRGTE > 12 H A2 E R R 2 s
> SFEELH G 8 Ay SBELE AR EER - HELE S AN ey
2 HRSAAFAE -

O~ EREE A ERREE T SRR EIRBED - #RE R TR - fIaEH
tRir=VEH - BB EE R R 30~ BAPR RS e B AR ES - 19k
HARES TR BEERIR B CHYJT (EACET THRES - 1SRRI E B RA 2 Y R K EL 7%
JESS - JHERAE S B BRI A -

I FHEAETRE | SHEEARWME RS - ERES > AEET BafEx
A - HRHDHER AR TR e L AR E - I H =K S8 hIBEBAR R % 0502 -
AERHECKIAE T KA e - IR R R Aa B B @ IR s st - BRagl
4F KR RS L »
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R S e AR A T T BT SEES

FoE BEEFEAEDE

AREE EER S BB R s E ARH > 40 H AR » R AE S ~ BON G E
EHE o H A - FTIR R S E B (% Ky R HE R R A B A
BB 5 E SRIHAY ST ~ TR AT TR T R RS 4 - SR E Sy
R8> 55— 81 R HARRIHSS « S5 RREEI S B S - B =R REON B E
B S ~ SEVUET RN B o S B 8% ~ B T R S B s A ~ SN ET

RIS R RN -

U

ﬁ
it
&

£

H

—81 HARSE

BHATE 1950 FEFIHATE - HIE—HAVEREE - I EER " a/EE
J\HER - s " SREEmEE R —HR - ELiEsRmEiieEm &
Sf - 1951 4 > FEAHRFEER > HYRRASTTRRE 45 H AR B g - 32 448 DA
LSBT RIS WY 1952 FEAHES S — PR AR -

SRR — BB IR - H ATAVEEASET] 73 R A\ 8% - E s il s g
an B = HHEEA > 2015) -

1. #HA{E AH%(The Deming Prize for Individuals) : LA ENEZEASE 4 WA
B A E BT AT AR T A BRI S S R
BETH TS AR ERE AR HBIFESIR - (HR HHE ANFRA
TEBENEAE HAISNE R AN B HEEER -

2.  HEBAHFIA%(The Deming Application Prize) : ZAHZF45 45 i B it 4 1 B B Bl
RIEGHE SR NS EH SR B B T E B SRSy EF T SEE) H A
it TOM » MZEFIRPIREEE - HARATIRIE - Ao ZERl S

KN~ AT HARBNECGI MY A 428 - AE]NEME— e E R
FERFT » R E] DA— (I SEHE Ry B sk 2088 - (R R MG A R S B
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AR S B P AR R A B 5T B KR SES

TTER > A EE ARG RAETT S 1S 2 A (g A AR e -

3. EHHZFEFEHFTHLE 5% (The Quality Control Award for Operations Business

Units) : 2RS4 4 i B o B B e BRI SIS S SRS Y BT -

FRSB LA T R B B 0% B L IR
eGSR » AT S BRI E A RIBEE T - R T B AR
A28 BT 1% T 9301 BRI A B DL 4 T B P 6 2
i -

2014 4 BB EEE S O T RATGHEEE - TSR T —
AR  EE B R SR B - KT
TQM HYE% - thst RASERIL— R RGEEE) - AR BRI B - 17
IS S A o, 5 A R 0 o 1 T O R - B (ot
=T

1 dHSrERAEn SR E | CACRTL R AP - B R EEEEE
IR B aH SR A ~ SRS RIERBEIR -

2. TOM #IEMEH B DLVEIRE 1 THATFE &= HE -

3. TOM HEiCARSEERGER - BIRASHLEEE -

i B4l TOM EFMEHEREAE rT A - RSP R ARt L6 © Sl
EHE - BE - 2 TOM BEERAERE - BUIERERIISEAERE - DUT
AUSH RS R RARAE ~ SP AR TR E =5 T LR -

— - R

S SRR e £ R A A~ Ry TOM JEETHIE e BB A %
—REIER] o DN AER I
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AR S B P AR R A B 5T B KR SES

1 EAER: FEEE 6 ME R O PRI E o & IERE R E AT
Y [ B 5 5 2 Y SE BT R M 9 6 RS TIAV R A ) B Al e v
EEHETESE T > BRSSO R TR - 46 -
MRS R (E S RS 2 A4 A ST R S R SRR 4 B
FH » DUSCF OSBRI T - ZA TR i ST -~ STTE H D i B
44015 3-1-1 s -

% 3-1-1 RO AR TR I ST H BT
HeT Bt =7 IE H Bisy
B AL i E fELERN - 10 43

A ETHECE R 20 4%

B TR SHET T ZEN T - 10 4
\ B.1 3SR A B B TAEFRE

B. ¥riESn % K |G . . . 104

ﬁiggﬁgiy 204y B2 WAELMEEEESR  TIEREE m;
LR T yves, A

C. EMRIEEAE . ClEWLIFER- 10 43
S o s T co ms o 10 4y

D. &B1I.WE - E=E
M A e 104y ARUERI DR S - 10 43
R B T 2

E. #& - SfaEs

15 4% 7 wE BB 15 4%
A TR 7 ARCERERE Y WEE 73
F. A SRR 1547 #8fE A STEEL G O e o 15 4)

ERIZJE © Union of Japanese Scientists and Engineers (2015). Deming Prize.
Website : http://www.juse.or.jp/deming_en/

2.

EEHY TQM &) © AR EAY E B HAZ O BRI — 25 VES) - 2
L) o e A AR B REUA AL TS 1S A B - i TR B M RE BN R
3-1-1 PRy EATEE) - ] DUZBHETEAYES) o I H 5 REHSEHY 3
fE /D — IR IEE) - B R IS & R B AT AY (IR (F Ry (R -

SIEEEAN  ZEER e e s EE R L E R AT -



R S e AR A T T B SRR GLES

i

H

iz r RPN LIRSS v ik D = EA Rk N E N A U B E
SEFEEE AR | (1) St maE EREAVEBLEL  (2) HvE
RV R  RESTEBOR RIS © (3) sHEMESS (&
FRAEE ROR(ER ORI - B KOG TT) 3 (4) BIHYSE R (5) ekt g
HiE -

-

Hi%
FrEl

=P

RUISHRPER T2 N A A SR - SLERRY TOM SE BRIy B Al 0% = 7
BT RS B -
L AR

FARFORARFEE LTI & - Rl Ry st » — 2 ~ g AN A
HASW AN 3-1-2 An » 6 f&m ey 9 IHRVEEIH B/ OMRR DL V(5= R A & it

% 3-1-2 RS- R RH R R

B st

HRUE ZERY H AR RE
— 8 SHE BT —EIiEE

AN TR R AR TR SRR
AEAEE R B (T THYAE AR

e HER AT By 5 F8fo ST RiR A ~ 95~ i - (B R FE ER 1~ 2
3~ 4 K 5 FL - BEFEREC TS HFAE - MHEERF LR 3-1-3 Ak -
% 3-1-3  RIHAE--EAH R R AtE

F& EEEY) w3 Ry 10 S7AYIH H 7y Ry 15 3 IEH
1 2 05y 053
2 % 1-3 4y 1-5 4%
3 il 4-6 4y 6-9 43
4 {2 7-8 4% 10-12 43
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R S e AR A T T B SRS AR

F JEE T Ry 10 3 HIE H oy Ry 15 53 IIEH
5 EL 9-10 43 13-15 4%

2. EEY TQM JEE)

ST TQM JEENHRFE IR SR e rVReE - HIRA 5 F5atE0% - i
AR ~ ATEEME R AT E = TRy > BT T BIAR - HEMER 5

TR MY > 8 R 5 7 - EREANENIFR 3-1-4 An -

72 3-1-4  EHAHE— R TQM S GBI EF R R &

B st

AR EENETTIRIE T - SRRV RIA R R A FTER
A s £ B A ER H AT SR A A &~ IR B > T2 B Hsg
EHTTE  EEIER RIS T DFHIIGE R OISR
gt AR - AT SR H Ry e S B SR A P E
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