TOM

TQM
TQM TQM
TQM TQM TQM TQM
(Key Success Factor : KSF) TQM
TQM
TQM Total Quality Management

Total Quality Management : TQM

T (Total)

Q (Quality)
M (Management)

41
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4.1 TQM
41 TQM 3
(1) (Customer Oriented)
(2) (Continuous Improvement)
(3) (Employees Involvement)
41 TQM
3
TQM
TQM
TQM
Quality Control
(Specification)
TQM 5 Quality : Q, Cost : ¢, Delivery :
Safety . Moral : M Quality Control

(JISz8101)  “Quality Control
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Quality Control

QC
Statistical Quality Control (SQC) QC

QC
Company-Wide Quality Control (CWQC) or Total Quality Control

(TQC)"
41

(Quality Control QC)
.. 1931 . (Dr. W.A. Schewhart) Bell Laboratories
(Control Chart)

(Statistical Quality
Control ~ SQC)

TQM (Statistical Quality
Control, SQC) (Statistical Process Control, SPC)
.. 1939 J
“Statistical Methods from the Veiwpoint of Quality Control”

.. 1946 .. 1993

2 .. 1950
(Japanese Union of Scientist and Engineers : JUSE) . (Dr.
W.E.Demming) SQC QC

QC



5/

QC (SQC)
QC
SQC .. 1957 (Dr. AV. Feigenbuam)
General Electric Total Quality Control (TQC)
TQC
' 1 QC
QC TQC QC
SQC '
.. 1951 JUSE Deming Prize
for  Quality .. 1960
. 1980
QC SQC QC
Total Quality Control (TQC) TQC
TQC . QC
QC
TQC Company-Wide Quality Control  (CWQC)
QC TQC
TQC

Total Quality Management (TQM)

Can'tWe ?”

“If Japan Can, Why

.. 1987
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(150) 1SO 9000
. 1988 (NIST)
Malcolm Baldrige National Quality Award

(TQM)
(Value Chain)

2 QcC
5QC QcC TQC, CWQC  TQM

42 TOM
TOM

TOM TOM
TQM

(Perfect Quality Organization)
(Learning  Organization)

TOM ?

TQM
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TOM

TOM

TOM

TOM

TQM

TQM

(Management by Fact)
(Preventive Action)

59
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9) (Statistical Methods)
(10)
(11) PDCA
(12
TQM
TQM
TQM
TQM
7.QC Tools
TQM
PDCA (Continuous Improvement)
4.4 TQM

TQM

TQM

TQM

TQM
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(3)
(4)
(5)
6)
TQM
TQM
Prof. Dr. Noriaki Kano TQM Science
University of Tokyo TQM
4.2
TQM Dr.Kano 0

) Intrinsic Technology

) Motivation for Quality
) QC Concepts

) QC Techniques

) Promotional Vehicles
) Quality Assurance
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"Quality "
Assurance

1 2

“Motivation
Intrinsic Technology

4.2 TOM Dr. Kano

451  Intrinsic Technology

Intrinsic Technology
Intrinsic Technology
Dr. Kano Technology in the master, TQM is the servant,

TOM
TOM
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4,52 Motivation for Quality

TQM
Cultural Change
(Tough)
(Sweat)
(Total commitment)
(L) (Crisis)
() (Vision)
2
Prof. Dr. Tatsuo  Ikezawa TQM
Waseda “Do’s and Donts of QC”
( )
( 2) TQM
3 TQM 3
TQM Top T TQM
Top

TQM
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453 QC Concepts

QC Thinking  QC Sense
1

(Market -in) (
)

2)

(Next Process is Customer)



inspection

(4)
(Standardization)

() ,

(Prevention)

QcC

65

(Process Orientation)

QcC
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(Prevention by Prediction)

(6.
PDCA
4
(7.
(Management by Fact)
Approach)
(Logic)
Keikan = , Kan =

' PDCA (PDCA Cycle)
Plan Do Check Act

QC
(Scientific
(Fact or Data)

KKD (
, Dokyo = )
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67

QC Techniques
QC Techniques
(1) The Seven QC Tools QC7
95% The
Seven QC Tools
] (Pareto Chart)
J (Cause and effect chart
diagram)
] (Check Sheet)
] (Histogram)
J (Control Chart)
J (Scatter diagram)

J (Graph)



(2.) The Seven New QC Tools QC7

JUSE ¢

The Seven New QC Tools 1

(Affinity diagram)
{Relation diagram)
(Tree diagram)
(Arrow diagram)

(Process Decision Program Chart
PDPC)

(Matrix data analysis)

(Statistic Methods)

Testing and estimation

Design of Experiments ~ DOE
Correlation Analysis

Regression Analysis

Multivariate Analysis

(Other QC Techniques)

Industrial Engineering (IE)
Value Engineering (VE)
Operation Research (OR)

68



455 Promotional Vehicles

(1) Policy Management ~ Management by Policy (

Hoshin Kanri )
Prof. Dr.Noriaki Kano 4
Management
J ( Policy Setting)
(

) Top-down

69

Policy



PDCA

Industries,Nippon Kayaku

10

( Policy Implementation)

(Evaluation and Feedback)

PDCA

1960
Nippon Denso,  imoto Electirc
Komatsu Hoshin Kani



1

Management by Policy Management by

Policy ~ Management by Objective (MBO) Management by

Policy (Process Orientation)
MBO (Inspection Orientation)

(2) Daily Management

(Maintenance)

0 (Improvement)

(3.) Cross Functional Management

4-5

(4) Bottom up Activities

(QC Circle)



45,6 Quality Assurance (QA)

TOM

0A

Suppliers

45.7 Quality Assurance

Quality Assurance

0A

TOM

2



4.6

TOM

TQM

TOM

TQM

13



(Trivial Many)

(Vital Few)

14
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TOM

TOM
TOM

471 TQM

TOM

TQM

1

1
(Quality Focus)

TOM

15

(Customer Focus)
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(Marketing
Research) (Survey) (Questionnaire)
(Customer Focus)
2 (Process Improvement)
( )

“ Y ! ; (Internal

Customer)
(External Customer)
(Right the

First Time and Right Every Time)



TOM

(Quality Organization)

113

472 TQM

TOM
TOM

2

2

Cross-Functional Team"

TOM

TOM

SMEs

SMEs

7

(Total Involvement)

(Employee Involvement)
1

TOM

TOM

" (Quality Policy)
(Policy Deployment)
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150 9000 )
] TQM ,
] " (Process Owners)
] ¢ ” (Quality Manual)

3) TQM
. “ o TQM”

0 13 n (11 n TQM

J " (Process
Control Tools) ~ “ " (Quality Tools)

1]

J " (Statistical Techniques)
SPC (Statistical Process Control), SQC (Statistical Quality
Control)

(5)
] TQM
J (Corrective Action)

(Prevention Action)
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TOM

48

TOM

TOM
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481
TQM
[] I
TQM
( )
4.8.2
] (Vision) (Mission)
48.3

TOM
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. (Support Staff)
4.8.4
TQM
1
48.5
' ¢ ; ) " (Performance
Indicator)
4.8.6

TQM



4.9

(Key Success Factor : KSF)

TOM
TOM

TM

TOM

TOM

82
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1 11"

(Zero Defect)

TQM

34

TOM

4.10

TQM

—~ o~ o~ o~

~— ~— N ~—— ~—

TQM

TQM

TQM



TQM
TQM
TQM
(
TQM
TQM
TQM
TQM

TQM

84



	บทที่ 4 การศึกษาระบบ TQM
	4.1 ประวัติการบริหารคุณภาพ
	4.2 วัตถุประสงค์ของการจัดทำระบบTQM
	4.3 ลักษณะสำคัญของระบบ TQM
	4.4 ประโยชน์ของการจัดทำระบบ TQM
	4.5 องค์ประกอบของ TQM
	4.6 แนวความคิดสำคัญของ TQM
	4.7 วิธีการนำ TQM ไปปฏิบัติ
	4.8 ปัจจัยสนับสนุนระบบ TQM
	4.9 ปัจจัยแห่งความสำเร็จ (Key Success Factor : KSF) ของระบบ TQM
	4.10 ปัญหาและอุปสรรคในการดำเนินการระบบ TQM


