2.1 (TQM : Total Quality Management )
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2.1.2
(TQM : Total Quality Management )
TOM L0/ —
oM 2 21
QA = CS+ES+Env't
Market-In 7QC - Policy
®
Next Tools -§ Management
‘g‘ Process § New E Daily
8 PDCA k= il & | Management
g Fact&Data E Statictis ":E' Cross
& & | Methods 2| Function
Process Bt o
QC & | Management
Standardize e
Methods E Botfon-Up
Prevention Etc. Activity
WSINANAY Wazasla
walulagiianizau
51171 2.1 thuAmAW (House of Quality )
2.1.3
- TQM
1 1 TOM  TQM Concept
1.1 Market-In

1.2 Next Processes are the customers
1.3 PDCA Cycle

1.4 Management by Fact &Data
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1.5 Process Oriented
1.6 Standardization

1.7 Recurrence Prevention

1.1. Market-In: Market-In
/

(Market-In)

1.2. Next Process is customer;

TOM

Product-Out

TQM

TQM Concept

1.3. PDCA Cycle .®
P

PDCA

Product-Out

1C
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1.4, Management by Fact & Data:

(Science)

1.5. Process Oriented :

TQM

1.6. Standardization:

1.7. Recurrence Prevention:
(Pareto Philosophy) '
1 2

PDCA A (Action)

16

TQM

TQM

PDCA



2 2 TQM  TQM Vehicle
2.1 Management by Policy

2.2 Daily Management

2.3 Cross-Functional Management

2.4 Bottom-up Activités

2.1 Management by Policy:

.

Top-down
eakthrough
35
? (Cross-Functional Management)
. ( (Management by Objectives)

7
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2.2 Daily Management

SDCA (SDCA Cycle ;

(Standardization))
(Kaizen)
Control point - Standardization of the Process
Control Level - Indentify problem and Solving
Control Graph - Corrective and Preventive action

2.3 Cross-Functional Management

2.4 Bottom-up Activités

(Management by Policy) Top-down
2



QM

3

SQC (Statistical Quality Control )

411

413

4.1

4.2

421

422

TQM

TOM  TQM Technique

19

The 7 QC Tools ,The 7 new QC Tools,

QC(Quality Control)

3 TQM
TOM

2
(Intrinsic Technology)

(Information Technology)

TQM
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43 : SR 2
431 ] ( Crisis consciousness and Leadership make
people Sweat for Quality: CLSQ Approach)

4.3.2 (Vision and Leadership encourage people to Sweat
for Quality: VLSQ Approach)

5: TQM
TQM
3
51 ( Customer Satisfaction)
5.2. (Employee Satisfaction)
53. ( Environment Recogpnition)
2.14 TQM
1: ?
TQM
, . .2538
5
( ) QC

5 J1SO 9000



TQM

TQM
TQM
TQM
1 TQM
TQM
2
3 5
TQM 10

4,

4.1

4.2

4.3

4.4

45 TQM

Komatsu Career Creation (KCC)
Kce ( )
5.
10
5

6.
1.
8.
9. TQM SCG

Presidential Award

QC



QM

1 TOM
2.
3
n 1II
2
2
TQM
.. 2538

TQM

.. 2538
TQM
2540 2541
TQM
TQM
TQM
TQM
.. 2539
(QCC)
/IS0 9000 .. 2539
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TQM

o o B N

TQM

. 2541

. .2542

TQM

TOM

2.1.5 TQM & 1SO 9000:1994

ISO 9000: 1994

KCC

TQM

NPL

TQM

23

KCC

. 2541

NPL
4%
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2.2

Customer 8

@Q@ Market Focus

‘ Strate%i_c Planning ™S\ QFD —anagem
Hoshin Kaurl narking
; KQl 1Reengineering
1 Business 7 Audit

Continuous _~ PrOCESS

J lees _L..

Information
and Analysis

2.2 TQM & 150 9000;1994( . 1998.)

ISO 9000 4 1994
ISO 9000 ; 1994
1SO 9000 €£1994

1 TQM 1SO 9000 : 1994 :
TQM 1SO 9000 ; 1994

. Business Process standardization
1SO
9000 ; 1994
1SO 9000:1994
Documents tribal System

1SO 9000:1994 Say what you do, Do what you say, record what you did it



1S09000; 1994

record

1SO 9000: 1994

2 1ISO 9000:1994 1
. Serious Document Control

QM TQM

/ TQM
TQM

ISO 9000:1994
3
4.5 Data and Documentation Control 4.16 Record control

4.17 Internal Audit

. Trade Barrier ISO 9000:1994

TQM

TOM
. Audit and certificate ( )

25

TQM

4.2 Quality System

TQM

TQM
TOM

1 09000;1994

1 090001994

oM !



26

3 TQM 1 09000:1994
, TQM

1 09000;1994 TQM
1S09000; 994 TQM

(House of Quality : HOQ)
(Quality Function Deployment ; QFD) = , TOM Living
Handbook : (Key Quality Indicstors)” 11 ¢ Edition,
2543, P 131-133)
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2.2 (Hoshin Kanri) (Policy Deployment)

221

(Hoshin) TQM Lving Handbook,
Hoshin Kanri and strategic Planning  Dr. Veerapot Lueprasitsakul

= + +
(Hoshin) (Direction) (Target) (Measures/Means/Methods)
2.2 Yoji Akao Hoshin Kanri (Productivity Press)
( )

21

2.2
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*  November 1984,
K.Nayatanni, Way of Looking and
Thinking of Things (JUSE)

*  November 1984,
S.Mizuno, Companywide Overall QC
(Znikka-Giren)

+ January 1985,

S.Mizuno, ed, TQC Terminology
Dictionary ( Japan Standards
Association)

*  March 1986,

T.sugimoto ed., QC f Clerical-Sale
Service Work (Nippon Kikaku Kyokai)
o 1987

Y.Akao, Hoshin Kanri (Productivity
Press)

PDCA

28

PDCA
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22
l:
Strategic Quality Improvement
Programs ) )
by Operational Level (Quality ,
Improvement at Shopfloor by Group :
Activities : QISGA) , )
2.
Strategic Quality Improvement
Programs ,
by Management Level ,
(150 9000,ISO 14000 ) 1
( Cross Functional
Management )
3.
Strategic Business Domain (Business Domain )’ : :
Development Programs ( Backward or
( Cross Functional Foreward Integration )
Management ) 2
222 TQM &
(Policy Deployment or
Management by Policy) TQM TQM
PDCA TQM
PDCA CAPD (Check :C)

(Hosin Process)



(Catchball)

(Target) " (Mean)l

2
(Cross-Functional Management. CFM)

(Catchball)

(Strategie Planning Level)

2
(Daily Management)
5

30



TQM

3l

(Catchball)

TQM



2.3

80%

(Benchmarking)

35

10%

32
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Senior
management

Vision

Obiectives

e Action e otrategy

o Schedule Resource

Implementation Middle

leams < Management
2.3 Hoshin Model
2.3
(Senior Management) (Middle Management)
(Implementation Teams) 2
3 ] ]
113 (What)ﬂ
(Visions)u (Main Objectives)
(Goals or Target)™
(Visions)u (Main Objectives”

‘ (How)”
(Strategy)



2.2.3

11
12

13
14
15
16

PDCA

34



2.2.4

—
o

35

(Hoshin Kanri)

(Hoshin kanri 1Policy Deployment  Yoji Akao)
10

(Long-term and medium-term management strategy)

(Control Items)
(Policy Deployment)
(Control item Deployment)

(Mission) 1 (Vision) (Policy)

2008



(Check)

Action

31

3.2
33
34

PDCA

(Deming Cycle)

(plan-do)

/

36

(3.1-3.3)

1 PDCA (PDCA Cycle)
CAPD

(Action)

Check -
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42

43

QC 1

3



QC

51
52

53

Check Points

(QC  Method)

Control Points

QC

38



ANOVA

3



8- 10 :

2.2.5

2251
2.2.52
2253
2254
2.2.55

PDCA

10

40



2251 1
1 ]
4
1
2
3
4
1
Diagnosis)”
(Affinity Diagram)”  “
)
1)
2)
(small q), , )

‘ (Tree Diagram)”

4

KJ
(Top Management's

(Relation Diagram)” (
24
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[{] KJII
(Tree Diagram)” 2.4

(Tree Diagram)'
‘ (Tree Diagram)'
(Matrix)"

(SworT
Analysis), :

3) (Quality Vision statement)
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(The 7 QM Tools)

(Strategic Projects)

‘ (Multi-Voting)" '

(
(Activity Based Costing) ) u )

(The big Q)

(Brian H. Maskell, “Performance Measurement for
World Class Manufacturing”)

. ( the small q)

. (Cycle Time), (Start-up Time)
. (Lead Time)
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(contribution)
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225.2
1
4 5 6 ( 120
)
t ) @ ) (4x5 )
25
1
4 20
(17 6 ) (5%6)
36
30
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2 20 480
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(Matrix)"

Chart)”

(tree Diagram)”

(Relation Diagram)" ‘

LH

?
(KJ Method)"

il

(Gant Chart)”
( +

(Multivoting)”

(Process Decision Program

49
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2.2.5.3

20%
: (Company’s Vision
Statement)”



80%

3

51

2H
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2.2.54 : QC story
QCC
1960 1 Company-Wide Quality Control :
CWQC Total Quality Control : TQC ~ Total Quality Management : TQM
1
30 QCC TQM
QCC QCC
QCC
QCC ‘ "
30
(6~7 )
(

Kpn-Problem Solving Method)

1960 . a

" * PDCA (Plan-Do-Check-Act)’
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?(The 7 QC Tools)"
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2255 7

(Diagnosis)"
(Audit)”
(Diagnosis)
3
3 8
(Audit)
2
( 510 )
( 3.1.1)
(
) ( )
11



Indicators)

. FIFO"

FIFO

)

(Key Performance

57



10)

AWIAINTalunIIng1ae
CHuLALONGKORN UNIVERSITY
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/ / - / /
B) )
0-20 21-40 41-60 61-80
| 1 |
| | |
= (AXB)1+ (AXB)2+ .........
2.8
( . 1998)
2.3 QOS ( Quality Operating System )

(Hoshin  Kanri Policy Deployment)

(QOS : Quality Operating System )
QS9000

59

80-100
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< 9000  QOS
Q59000 Business Plan, Use of Company Level Data,
1S09000 Quality Policy 1 Management Review

(QOS)
' ( Strategic
Imperatives )
QO0S

L ( Customer Expectation )

2. ( Quality Policy , strategic Policy )

3. ( Benchmarking Data )

Customer Expectations Company Quality/Strategic Policy Benchmarking

{}

T~

Strategic Imperatives

Whnsnadainagniressdns |

29
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1 ( Customer Expectation ):
(Area of Improvement ) (Target)
Quarter
' ( Area of
Improvement ) (Target)
2. ( Quality Policy 1strategic Policy ) :

( Quality Policy or
Strategic Policy )

3. ( Benchmarking Data ) :

Benchmarking )
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231
2
: NOVA-C<5
- PULSE SURVEY = T75%
1S09000  Oct99 < 9000
Oct00
Labor&Overhead Reduction 6%
1S014000 FebOO
232
( Productivity ) ( Machine
Downtime ) 1 (Late Delivery of Sub-Contractor ),

( Unskilled Operator ) 1
('Late and Wrong Production Planing )

( Achievable ) ( Challenging )
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2. 0
Productivity
%
7%
3
/AN
Machine Downtime / \\ Late/Wrong Production Planning
3% :
2
Sub-Contractor Late Delivery Unskilled Operator
% %
. 95% '
5%
3

T,

P T

Training Scheduling Operator Retention Rate
1 © %
<3%

2.10



QOS

QOS

QOS

( Strategic Imperatives )

QOS

QOS

211

(Target )

FORD

64

FLAUNIINING

Customer Quality Policy/Strategic Benchmarking
Expectations Policy feyanfouiioy
Organizational Level Strategic Imperatives
seMinadAng whwnedanagng
Department/Gr Measurable Measurable Measurable
oup Level FIANA AIANA Ainua
. EAuuLun vie A v A ................
y 4 K A\

Functional Level Measurable Measurable

FAITANR ATANA
TAUNGN 7 e

e e —~
Operator Level Measurable Measurable
AIANR AIaNa
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