11
12
13

21
22
23
24

31

32
33

41
42
43

<
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24

11

(Quality)

(Quality is a must for everyone)

(Professional)
, (24)
L Walter A. Schewhart
1
(Statistical Quality Contro) — SQC Schewhart
(Control  Chart)
Schewhart (Schewhart  Cycle) 4
(Plan) (Do) (Study) (Action)  PDCA
. Deming (Check)
Deming (Deming Cycle) PDCA
2 Joseph M. Juran
Juran " (Fitness  for

Use) Juran ‘ (Internal



Customer) (Cost of Quality)

23 (Vid Few

3 William Edwards Deming

(Total Quelity Management)

(Denning's 14 Paints)’
4, Philip B. Croshy
(Conformance to Reguirements)

(Quality is free)"
(Zero Defect)

) Armand V. Feigenbaum

(Industrial Cycle)

(Total Quality Control) — TQC6

6. Kaoru Ishikawa
Kaoru Ishikawa

(Quality Control Circles)  QCC

(Company-wide Quality Contral)

14

25

Deming
Deming

e



26

TQM

7QC Tools
1 (Cause and Effect Diagrams) (Fsh Bone Diagrams)
2 Pareto (Pareto Analysis)
3 (Graphs)
4, (Histograms)
) (Process Control Charts)
6. (Scatter Diagrams)
[/ (Check List Sheets)
Ishikawa
Genichi Taguchi
Genichi - Taguchi (Quality of Design)
2
1 8



12

" (QUALITY)
(254)

(2541)

(Customer Satisfaction)
(Burmett and Gore, 19%)

Hradesky (1995)

10 8402 (1994)

Goetsch and Davis (19%)

Sallis (1993)
(Real Quality)
(Perception  Quality)
()
(Croshy, 1991 )
(Conforming to specification)
(Omachonu, 1990)

2549)

)

(Feigenbaum, 1987)

21



(Juran, 1989

(Fitness for use)
(Feigenbaum,1987)

(Deming, 1986)
1 (Ishikawa,1985)

(Deming, 1940)

28



Salls,(1999) (

1
2.
3.
4

~ o e

| 2540)

(Inspection)
(Quality Control)
(Quality Assurance)

(Total Quality Management)

(2545)

(Fitness to standard)
(Fitness to Use)

(Fitness to Cost)
(Fitness to Latent Requirements)

29



14

(Crosby's 14 - Step Quality Improvement)
(Croshy, 199) ( , 2542)

(Management)

()

(Quality Improvement Team)

(Quality Measurement)

(Cost of Quality Evaluation)

(Quality Awareness)

(Corrective Action)

(Ad hoc committee for the zero defects program)

30



10

2

13

14

(Supervisor Training)
(CEQ)

(ZD DAY)  Zero defects (ZD) day
/

(Goal setting)

0 60 D

(Error cause removal)

(Recognition)

(Quality Councils)

(Do it over again)



13

stebbing (1989)

(
Cryer (1993)

1
(Indicator)

| 2537)

(Quality Assurance)™

(25%9)

32



33

(Indicators)
Oxford Dictionary (1989)

(Indicators a that which paints out or directs attention to something)
Wehster's Dictionary (1983)

(Something which points out or paints to with more or
less exactness)

Johnstone (1981)

Laurillard (1980 Cave et d, 1988)

Davies (1972)

Baues ( 2530)

(243)

(2540)

(25%9)

(2539) (Measurement)



34

(2537)
(2535)

(253))

(2530)

(25%0)

(2529)

[Borden  Banta (1994), Klen  Carter, (1998), Kells, (1993) Klein
Carter, (1998)] (Cave,
Hanney  Kogan, 1991)
(Taylor 1Meyerson,Morrell  Park,1991)



21

2.2

31

32

33

34.
35.

36.

?
2
( 2539)
(Construct valiity)
(Content valicity)
(Neutrality) (Bias)

35



4.1
Banta,1994)
411
4.1.2
4.1.3

4.2
421

422

42.3

43
Party 11989)
431

432

8
(Cuenin, 1986, Cave e, a, 1998; Boden

(General Indicators)
(Simple  Indicators)
(Performance Indicators”™

(Johnstone ,1981)
(Representative Indicators)

(Disaggregative indicators)

(Composite Indicators)

(Johnstons , 1991 Report of the CVCP/IUG Working
(Input Indicators)

(Process Indiicators)

36



433

44

etal 11939)

441

442

443
4.5

451

452
4.6.

46.1

4.6.2
41,

411

4.1.2

4.1.3
4.8.

481

4.8.2

37

(Output Indicators)

(The Jarratt Report Cave

(Internal Indicators)
(External  Indiicators)
(Operating Indicator)

(Measurement of Stocks)
(Measurement of Flows)

(Measurement of Overall Level)
(Measurement of Distribution)

(Norm Referenced)
(Criterion Referenced)
(Self Referenced)

(Absolute Measurement)
(Relative Measurement)

(Representative Indicators)



38
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L
System Analysis Theory ~ Johnstone (1981)
. " (System Analysis
Theory)
3

Johnstone (1981)



6.1

6.2

, 2529)
6.21
of an indlicator)

6.2.2
an  Indicator)

6.2.3
Indicator)

39

(The pragmatic definition
2

(Representative Indicator)

(The Theoretical Definition of

(The empirical definition of an

Factor

Analysis, Cluster Analysis, and Guttman Scale

Johnstone



6.3

I N

, 2030;

40

(Johnstone, 1931,

, 2539)
(Component Variables)



6.4

Johnstone,1981)
6.4.1

6.4.2

6.4.3

Analysis)

(Expert Judgment)

(Delph )

4

, 2539,

(Measure Effort Required)

( )
(Empirical  Data)

(Multiple - Regression - Analysis)
(Discriminant ~ Analysis)
(Canonical Correlation Analysis)

(Factor



6.5

6.5.1

6.5.2
6.5.3

6.6

6.6.1

6.6.2

(Validity)

42



1
1.2

13
14,

1.

43

6.6.3

1 1 2530)

N 25%9)

. ( 1 2539)

(Factor Extraction)
SPSS 12.0 for Windows

(Principal Component Method, PC or PA)



(Principal Factor Analysis, PAF or PA))

(Maximum - Likehood 1ML)

19500 5999

(Unweighted  Least Squares , ULS)

(Factor Pattern Mateix)

(Generalized Least Squares 1GLS)

(Uniqueness)

(Alpha)

44



(Anti-Image)

(Image)

(Factor Rotation)

(Factor Loading)

12539)

45



11
12

13
14

Varimax

Quartimax

Equamax

(

1253))

3

(Orthogonal)

(Quartimax)

(Varimax)

(Equamax)

(

Varimax

)

(Identity Matrix)

(Orthogonal) (

)

Quartimax

46



21
2.2

2.3
24,

2.5,
26.

(Reference Axis)

(Oblique)

10

(Factor  Patter)

1 (Covarimin or Biquartimin)
(Oblimin)

47



21

3

2018:1-2

(

253

(2518 12-13

2536)

48



S~ o DD

(2531 17

(2542)

1253)

49



50

2542)



(Administrative resources)
(Man)  (Money) (Material)

M ( 1 53

(Man)  (Money) (Material)
(Machine) 6 Ms

(Money) (Material) (Method)

(W)
4

(Authority)

1 (Efficiency)

2 (Effectiveness)M

(Faciltties)

5l

(Method) 4

(Method) (Market)

8 (Man)
(Authority) (Time)
Technology



(Process
(Executive Function)
(Organizing) (Directing)
(Controlling)

" POSDCORB " (Gulick Luther
L p (Planning)

2. 0 (Organizing)
(Control)
(Auxiliary)
3 (Staffing)
Administration)

4. D (Directing)

5. Co (Coordinating)

52

of Administration)

(planning)
(Coordinating)

, 2537)
(Policy)

(Method)
(Ling) (staff)

(Personal

(Communication)

6. R (Reporting)

7. B (Budget)



ft

1

(Authority)

(Responsibility)



2.2
(Academic  Administration)

(Miller. 1965 : 175)
40
and others. 1961 :170)
(2544 : 6)

(2543 2 2)

(Hersey and Blanchard. 1972: 3)

(Baker. 1972 : 12-13)

(Koontz and 0'Donnel.1964 : 13)

(2536 : 161)

54

(Smith



Fayol
(1916)

Gulicks Urwick
(1937)

Newman
(1950)

AASA
(1955)

55

(Knezevich.1984)

Gregg
(1957)



10)

9
(2546)
TRIS (2542)
( , 2546)
ICT
Feedback System | BSC

Continuous Improvement
Originality & Innovation

Peter Senge (The Fifth Discipline) (1990)

(Systems Thinking)
(Personal Mastery)
(Mental Models)
(Shared Vision)
(Team Learning)

TRIS

56



Complex Adaptive System

Complex Adaptive System (

3 Feedback

Communication
Communication

3 (Academic Management)

Process l_—_> Output 8

NSUSUITINUITING

(Academic Management)

g

University Management

57

12546)

Purpose

Outcome

4

2546)



INPUT

10.

11.

12.

13.
14,

15.

16.

1r.

18.
19.

20.

PROCESS

Feedback

(Academic Management)

Output

58

Qutcome



INPUT

10.

12.

13.

21,

22.

23,

24,

25.
26.

21,

28.
29.

30.

3L

32.

33.

34

35.

Counseling)

(Academic Management) ( )

PROCESS

(Qicarce and

10.

11.

12

13

Output

59

Qutcome



2.3

2.

(Evaluate)

(Control)
(Input)

15

(Support)
(Process)

60

(Output)



63

11

12

121

122
123

15

61



13

o o1 A~ W N

(Evaluate and Audit)

62



11
12
13

31
32
33
34
35

63



36
37
38
39

10.

11
12

64

(Quality Assurance Manual)

(Self Study Report)

(Feedback)
(Internal” Quality Audit)

(External Quality Audit)

5 o 242



24
()

Graduate Studies Quality Development and Assurance System (GSA)

S0 9
3 CU-Qns4

Quality Assurance
Assurance Agency for Higher Education (QAA)
Australian Qualifications Framework Advisory Board

2544
2545

65

, 2545)

The Quality



(Output)

Subject  Review
Institutional Review

(Continuous Quality Improvement)
(Total Quality Management)

(Input-Process Oriented)

(Output and QOutcome)

(Input) (Process)
(Outcome)

66



(Conformance Indicator)

Conformance Indication
Performance Indicator

10.

11

(Process Oriented)

67



68

12 i

L (Context)

2. (Resource and Resource management)
3 (Learning and Teaching Process)

4, (Quality Management and Enhancement)

(Specification)



69

Total Quality Management

(Deming Cycle) P-D-C-A (Plan-Do-Check-

Act) (Continuous Quality Improvement)
4
17 14
3
GSA
17
13 41
813
14
3

1
2
3

(monitor) (review and evaluation)



(output)

(outcome)

70



10

n



14

15

16

17

72



73

31

TOM
1S0 9000

(Baumgart, 1987)
Strike (1985)
(Nom - Reference) (Criterion - Reference)



(Nom - Reference)

(Donald, 1984)
(Gardner, 1961)

(Qualty)
(Sye)

(Miller, 1979)

(Characteristics) (Indicators)
(Institution - Wide Appraisal)

Fife 3

( Marcus, 1983)

(input)

74



TQM

TOM

(Quality manual)

TOM

75



10,
11

13

2541 :3)

121
122
123

800

76



2538 : 1)

48

2540:10-14)

2539

. 2042

5)

47

1



78

( 1250+ 24)

63

( 2543:5)

12

(Input)
(Process) (Output)



A
O O

AWIAINTalunIIng1ae
ChuLALONGKORN UNIVERSITY

79



80

32

| 2518)

ISO 9000
TOM (Total Quality management) The Malcom Balridge
National Quality Award Input Process Output CIPP (Context, Input, Process
Product) AAA.  (Accrediting Association of Seventh - Day Adventist Schoals,
Colleges and Universities)
ISO 9000

(Clements, RB,, 1993 : 3-5) 1SO 9000

(1SO 11994 : 30-32)

TOM (Total  Quality
Management)



TQM |

(Freeman, 1997:165;Munro-Faure, 1993:144-146) ' '
TQM

TOM

, 2540)

( Goetsch, 19%4 : 14)
(TOM) 10
L (Customer Focus)
2 (Obsession with Quality)
3 (Scientific Approach)
4, (Long-Term Commitment)
5 (Teamwork)
6 (Continual Improvement of Systems)
7 (Education and Training)
8 (Freedom through Control)
9

(Unity of Purpose)

10. (Employee Involvement and

Empowerment)
(Williams,994.26-30) TOM 3
1 (Tools)
2 (Techniques)
3. (Training)

, (2541) TQM

TQM 6

81



TOM

254))

TQM Quality Council

TOM
TOM

(TQM)

(Continuous Improvement)

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

TQM

82



TQM

(CES)
“CES

(Townsend, 1992:27)

(Quality Manual) 2)
(Work Instruction) 4
6.

4
(Procedures) 3)
(Formand Records)

83



TQM
TQM
IS0 9000
(Continuous Improvement)
TQM
TQM
2
TQM
(Richard L Williams, 1994:43)
)

) TOM

TOM

84



85

(Quality Management : QM)
(2540)

1SO 8402 (1994)

Juran (986)

(The Quality Management Principles : QMP's)
/

( 254))



14

, 2545

86

(Deming’s 14 Management Principle)
(Deming, 1986) , 242
14



10

12
13

14

(MODEL)

Juran , (1993)

87

(MBO)

1 (Quality Planning : QP)
(Quality Control) ..

(Quality Assurance : QA)

(Quality Improvement : QP) "
( .Edward Deming, 1986)
(Deming Cycle) PDCA
P (PLAN)
D (DO)



C (CHECK) A (Action)

| 2541)
(Model)
4 ( Model )
FTULMTLBMHL nsUfulpeanninetinsiaitias
< » | AnFuiaTausiu
AN (] n9TvNg
fiaans s
199gNAN

ApTsinag

IAUAZNIT

wiarl MILIMIg
«
Hhisms ik

fiaya

Product

Realization

1 Value- adding activities :
............... 3 Information flow : doOdli :
: 150/ SCI 9001 : 2000 Quality Management Systems, 1999

International standard. 2000. Quality management systems-requirement. Third

Edition. Switzerland. 1SO Copyright Office.

88

AN
-
e
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84
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- The American Heritage Dictionary of Engfish (2000) ‘ "
4 ) )

- Jacobi, Astin and Ayala,(1987) (Quality)

- Baumgart, (1987)

- Enarson, (1983)

- Conrad and Blackburmn, (1985)

- Strike, (1985)
(Nom - Reference) (Criterion - Reference)

- Donald, (1984)
(Nom - Reference)

- Fife ( Marcus, 1983) 3

89



- Levine,(1982)

(Miller, 1979)

(Gardner,1961)

(Baumgart ,198 7)

National Quality Award

90

The Malcom Baldridge



91

2) 3) (
) 4 )
6) 1)
(Tenner and Detoro, 1992 : 237 ; , 2540)

7 4 (Four Elements with seven

Catagories) (Tenner and Detora, 1992 : 237)

5

INpUE---emreeeeee- ) Process ( )---)  Output ( )

NNTIATIZHANTAUINA (7%)

=
g N19AUK (6%) g ANNINa 1]
ANITEUN NAAND 5
. 7 " > IBIQNAN
10% & T (159 10%
(10%) ninensuyme (15%) (10%) e

TTULAMNN (14%)

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

TQM Malcolm Baldrige National Quality Award
TQM

TQM
(Arthur -~ R
Tenner and Irving. Detoro, 1992 : 233)
(Quality Management System)
IS0 9000 BS5750 ANSI/ASQC
TQM



Deming Prize

Award ~ Malcolm Baldrige National Quality Award

Baldrige Award
Criteria 1995
1

11
12
13

21
2.2
2.3

31
32

41
4.2

1995

(Leadership)

TQM

(Education Pilot Criteria -

92
Baldrige
Malcolm

Education Pilot
ltem listening)



43
44

51
52
53
54
5.9
56

6.1
6.2
6.3
6.4

11

1.2

13

(Learing - Focused)

93



14

1.5

1.6

( 12543 18)

(National League for Nursing Accrediting Commission)

94

NLNAC

)
5 )
(NLNAC,1999:4-18)



95

3.3
1,
Dr. Noriaki Kano
TQM
L
3
11
Black Belt
12
1I3 1 1
1990 “
2
GDP GDP GDP

International  Institute for Management Development - IMD
26 GDP

300 Ryokoku



96

. 1639 2
21
6-10
99
2.2
(Prefectural - University)
(Municipal University) 19
2.3
220
220
10
20
(MONBUSHO)

(Japanese  University  Accreditation
Association  JUAA)

2
4 1

(Supporting Membership)
(Associate  Membership)

(Ministry of Education 1
Science and Culture . 1990 ; 58 - 62)



97

63

(MONBUSHO)

(Community College) 3,300
(Kells, 1992 : 36)
17

(Denominational - College)

(Cowley, 1989 : 165- 190)

(Board of examiners)

17

Council on Postsecondary  Accreditation
COPA (Federation of Regional Accrediting
Committee in  Higher Education FRACHE) (National - Council on



98

Accreditation ~ NCA) (Florida Postsecondary Education Planning Commission,
1985 , 2537)
3
(Kells, 1992 : 77-79)
1 (Institutional Auditing)
2. (Program  Accrediitation)

Independent  Review

(Expert Team)
3 (Quality Promotion)

(Institutional ~ Accrediitation)

510 ( 125399



99

3.
" (Accountability)
(Academic Audit Unit)
(Quality
Assurance Guidelines) (Burnett & Gore 2539)
L (Quality Audit) Higher Education
Quality Council (HEQC)
11
12 auditor auditor 3 1
13 2-3
34
14
Public Report
15
2. (Quality Assessment)

Higher Funding Council (HEFC)



100

ai

128
(Kells 11192 : 51)
(Fachochschulen)

(Internal)

(Standing Conference of Miniters of Education
and Cultural Afffairs)



101

4
41
(2543)
1 / 8
3 )
)
&)
2 / )
) 3 4)
5) 6)
7)
3
) / 2)
&) 4)
5) 6) 7)
)
(2543)

150 9002



(2543)
)
&)
(SSR)
3
4
4

IS0 9002

102



103

2
(2540)
5 (2540-2554)
(TQM)
g 1) TOM 2)
TOM g) )
5) TOM 6)
1) 8
TOM
(2540)



104

Eric Internet 3

(2540)

14 131



(25%9)
2
oM 3)
TOM
TOM
4
3
4
(25%9)
45

105

3 1
3
) TOM 2)
oM 4)
TOM TOM
1 2
4
14
5
193 il



( - 2546)

(Winn and Cameron, 1998)
(MBNQA)”
(MBNQA)
(MBNQA)
2
/
)
(MBNQAW
Malaney  (1998)
(CQ
Massachusetts-Amherst
Cal
cal
]
2)
3)

0

Ruby (1998)

SERVQUAL Service Quality"

SERVQUAL

106



748

Winchip, (1996)

(Carpino,1995) (

2500)

107

10



Purdue

TOM

Richard

(Johnstone, 1981) (

2540)
. 1976

15

108



109

4.2

(2544) ‘
3 2 14
511

SPSS
L

( GA=0%, AGF=083  P=066)
2

3

3



4.3
1 (2540)
[ ? 62
Kendall’
L
61
/ 9
/ 12
/ 9
16
2

UCUH UE ,URUB UG

21

110

17

16

18

UA



EDFR

(253)

20

(Scenario)
19

23

2

m
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