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1. F o # V. B39 TQMERE SR
L &A1 A7) 1 A&EA] 2&e) ey
2. 979 53 2 Wy 2. F2AQ A QAR
3. AALAQ EAAG =AY F&

I F5e) ety R 4 AR At FYLY FEHA 2o
1. ZAN2ERe] A
2TQMe Ad 2 84 V. & #
3. TQME] #4484

x BEM |
M. TQMol Big+ SEEHs |
1. gEALe) Al « ABSTRACT
2. A&7 AT Al
3. 299 A}
I. F e
2xe 7|

S8 = dA Muj2A}3(service society) T A8]A 73 A (service economy)dll
43 9tk F ZAAGAR qEo AAFAY Bt Mui2firt dgAAR F
Al vjFo] AXE AAYA ] i Jta dow, A MAHLE Auj24dd
o] HlFol ARQ wat My 2idge] ¥ BAlo] Folx o $-uete A
T Aujx BF o] FA4te] GNPAA A=) s H]&0] 19749 50%, 1984d

* It qed #3398 AR
» PPN AN FE G 24}, dadEeasd ML FAuY
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2 BEACEHEERES. KKHEERRE (B 78)

dlE 57%, 191d9lE 64%° SR8l = 189 50% °l4& HFsta AIA -
Auetl s Aul2gdel F23 FUST AL ¢ F AthD £ £ Ut
ZAEL 23719 ELAQ FAA AAdAN Aol A G Jowt
of ojd ‘mo] g FEE FAY FAUL 7|&A HUoH, nA L THFAA
gt TAN AAAALE FIATGAY AFELAS JAFTAH, 23 JADEA 9
ZAMAY 2L BF AAE AA nZ @ ALRZAL ol27|7AA Zide 2
E wAd 2 AAA 4943 #eE st FAFGLE THE 3 .

a8y olEd 859 FEL AXYY 42 FIAFA A E&H] gEd A
A AQAME 2 B AHFgstn gdAel Ae FAdBFIU BI @

83t3 =3 Agsojol & Aol .
 Aua J1gaM s Mula EA—(service quality), ZA3A  ZHSHcompetitive
differentiation), A14t4 Z dl(productivity increase) %< 3l FFHAld A
H9Ed, oz EASL Mula EFAA iy s I dEY 5 Aox
A2

e Aol A Az o, AR FF HLA89 FHee A
z&n APWE TFH ARuE ASAA F/tsn Aok 397199 B9
33 YHME AAE ERA73FY =9lo] AFHY, ol& T AN ¥
FoA ZUE A & F 97 WEY wets 3dr|ds #REAe I8
o we AL NPT GFAA AN 8T E&Ey] ¥ FAALF
A3 nAAEAQA o9 nHs ox WuoE HAHA 27HI I =T
olg}d AAo] THZAYRY YRHIN ZFHA &3 AN FF3=
HAGEALANN HnA G o27)74A AMAoZ FANo] it 17
£ g 7|9le] AYEEE FE AR A9 AFH AYo] vz FIH FI
2 (TQM : total quality management)©]t},

AT 3YRYL AFY F2A WEF, £5FY 1R 4P AL 59 8
AEZ Azt Nujxd diF Just FAFHIAME Folxln 3, ALY E4
@ ALK dnt. 39749 ¥F FdE ArEe 97 IYL FA9
2093 AY9Aoz 23R F3e FFyo] A& ddsl, AFAEHE TH
A998 AdEs AY9A9 A5 E FALY AMulx RArn2 A9 @4

1) oA, Mujanis=, 8H¥AL 1994, pp3-4.
2) #A8, “TgAGAM ] TQMAZE H% EAY Tl 8 A7 FiAta Y, A%
=g, 1993, p2.
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2 23t ok F3e Y 39 FUFY T T Aujzd q@ Ay
g Qg Bol &3 Y, A A3 FEAFF Mulzd dF JEET}F FolA
3 e, AFxH T 7I€Z od AujaE dAHEN 2Gg Aoz W
s Aulz9g Jdol HHHE ZAFE Holxn U ol JAWIE 39
Mul2F A9 F4E ToT 3473F] JFoR ool FE A F= 2
AL

#R3dAN g FAFEFLS 19799 Vg5 AAMAEE A AL
Aoz Fase FREY ¥Fo] AAAREH, oHAAAE cjEy LA 7
d g% ngE dAd HFEER o

2. 479 2N U Wy

2 A7 ZFe 3ddAMe TQMAZI(E Yo A n29 &78 F
ZA)7]5 3)Ale) o9& Fodana = do

B A7e B gAsy] A% AFSEE 43 24

AA, TQM Ad L FH84LE TF 80

EA, TQMol 8% Al ATFE HAo 3dTQMS 7]&E AAsna ¥

A, AdAZe) oz FFIZAAA ) TQMAF LS AAstnz g

B 439 EFZ 24 95 U9 AMAHE oLy EUY AT
(descriptive studies)®t TQMo] BHE A& AES = Al F(case studies)E
yysr|2 g,

AlZAE, EA A7 AFEA L BPg AAGFAR A2FAAE, o8
A P2y Mux F3, SEYMU2FF, TQMY Ad, 54 2 74844
A3 2L A A3FANE, ARIATFEAN FFA, A¥EZIGR R 349
At & TR} A7t A4gelA s, AFAHA TQMA TS AN A3,
A54E T FAFo2AN AT EFL AARI{}AC

. B3ee] HEw TR

1. TEHAMu|A EF2| iy

3) BAS - %, 4N BRAYNGE, YEREA}, 1994, p. 345
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4 REAKKFHERHES. KKHERHR (B78®)

1) Auz= §3

Qidoz FAold ¥ Wt FAEY FAL WAAY, YAYINE A%
B9 F2o] #3HY, &3t 598 L 93¢ FAAME T3 Auj= o] &
FEAR T F UG Mujx FALE Muj2 9 O FH9 EFAAS EFYeR
A& 71EY AFEFR g AAE a9z AE3ed 48 EAFE AN
HAsA Rt

FAolgl: golo] U@ Ao A AFAE Atoldl o] XY FIES
@A g A Iy onjz AHEEH glon Z FEFH we FAA i
F49 Aot Jdetda gtk &gt €E(Sinha and Willborn, 1985)2 3
AHEES A &ol EAFH, FA0] ool At xZtaie, ojwste FY
g dgetn FHIAAG. Folx (Lewis, 1987) EA, ¥A £ BAFoz
A F29 7HAE 284 (utlity)? 83 (usefulness)o.2 BHE F Uk A
Hl2E2E AZ, 7ld, 2ea B gaAo dhste Aol guksiygn gl
Z, 71dE A3 @32 dn A #33PE Tl AL se=d AGRZE
7 71X 2T AU 28 dof BFE = Aot o] o 79 FxE
AF, &7, AAABE, 332 T A ARG AMnj2 FA L ALRALY A Ze
o3t Z2AHY, Mula AT AFZA APRAE BIANE Fxo|t WY,
], 8 Ad(Murdick, Render, and Russell, 1990)& F&A& Algx}d] 2ajr F7
HE Mul& £A40] Bedgu ¥FE ARG o] 45 wHAR FFo] AS
ol M AHAAJGR A4 HE Bxd dFddn FFASD

o9 Mujx Jdst ¥ I F MujAF A(service quality) ATFANA Bt
TAHY B7E ¥ F dE 2AE AFAYL B 5 Aok 1EF2(Christian
Gronroos)®& Au|2 FA9 F712] FAE 7]€Ad FA(technical quality)® 7]
+3 FZ(functional quality)elgt & ed 71€3 FA0)d HFHoZ 1A
BE ZUwhat?)E ouldtn 7|53 FA0R 713 F2o] V¥A o2 nAqA
ojdsE HAA(how?) S 9udtA ¥oh #HEW(Jarmo R. Lehtinen)?& AM¥j2 #
A& #AA FH(process quality)d FH3F F-(output quality)olzhs fojz
4) ol¢ R, YNEYEAE(HAL - F¢H EIAY), Y &AL 1992, p. 5.
5) BAS, “AgA BREY 29 79E A8 gAY 297, a3dT A17E, 1993, pp.364-365.
6) Christian Gronroos, "A Service Quality Model and Its Marketing Implication,” European Journal

of Marketing, Vol.18, No4, 1984, pp.36-44.

7) Jarmo R. Lehtinen, "Customer Oriented Service System,” Service Management Institute Working
Paper, Helsinki, Finland, 1983.
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Bted, 433 FRE Mul2E @e o nd &M HrtE g 9nd,
A7A FHL AMuzrst Y olFd 1A g% #Adojgn IPY. 7
(JMJuran)®& AMuj2 Edd djaf Foxq digd 34 L JFFHAA g7}
2 FAZ FEI A7 FA4E5AA g @ E do dvdn FEdn A4
&, OAZtA Aul2ER2L AMEARY Fd RolAl ¢gE ¥ 3 F3Z(intemal
quality), AH&219] Fol Bole FH(hardware quality), AHE2FY] Fo Boles &
ZEZ FA(software quality), A8l A3t - 2144 (time promptness), A& 34 &
A (psychological quality) & °lt}.

ol Y4 BHAAY FAd A¥ Ho= Hl(Garvin)dl 9j3tdqd © AHH
H2, @ A& F4E FJ2, Q@ AF FAHA FS, @ Ax F44 F2, @ 71A
FAH HE 5o FE-AYHUGY

AA, 493 HIS(transcendent approach)dl] 9J&td F4& AAx FAX opd
EY3FQ A39 AAZ, gud $94, AdHelxn YRt oE & F UE dFE
EEY & A3 Aoz B ¢ At ol FESA HAE UE FE= A
T AP FEAT ¢ F e O] EHENFE Jldeld.

EA), AH8A $413 HZ(user-based approach)e ¥ A°] BE Al o o
2 da2de 73 &8sty AnAE 4] & S99 ¥8E A9 ol
3 2RSS "ad &8FE F UEAIE AEL LuAEA I8 Y FL
£3% /1A AFo2 FE0Dn /HAYL o)A FAE /AP Fol4 g Ad
Z33 Adolgdn MAGL gow ARSI UNA o] FIWL EF Au|})
A Hde #Eg AFHE AFSHY HA 2FA Y HY AdE =28 F
Att.

AR, AE 43 FHZ(product-based approach) ZATHQ] #Hoz F3I
€ FEstn EAsE F WFEEH BE Aot o] Ao wad FHo|T A
Fo] Aol ¥ w3 Y &40} 2AE9 Fdeo2 AAAGE Aol

YA, Az 43 HZ(manufacturing-based approach)< F83<Q Wy A
¥y A7 e Aoz g7 dl¥ X (conformance to requirement)E
Asd. 4o AFe) A FH0] 2RHY ol Jlgo2FHY HAe F

8) J. M. Juran, Quality Control Handbook 3rd, (New York : McGraw-Hill Book Company, 1974),
pp. 47-60.

9) David A. Garvin, "What Does Product Quality Really Mean,” Sloon Management Review, Vol
26, No. 1, 1984, p. 25.
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6 WEAKFHEERES. KUKHEBWRE (B7@)

Ao} Astg gnEg

OAH, 7} F413 HZ(the value-based approach& vl 71ZAo os) =
A& 42302 A Yot oo B2 FAY AFL FFH28E JHFH A
ARPE AFse AFolet ¥ & U

7Hl(Garvin)& ojgjdt A EHo FH9 £F& AR} 822 A4,
54, 494, d7A, Aulx golA, AR, nd, AGE F2E 1 U o
He AQEL FH2Y F3Yd wE A, 53, WFEL AFFAY FZAH
o, AZE FA 5 ALAFTAH AIHAA, AzFHY HIdME A4
A4 23& F3 Aok

H, Au|2o AFLY HrHAAGAA dEdE ZojHE FEd & o
9] Eo] vtz d&(Nelson)lO# thulel 1 (Darby & Karni)7b #AA1 & Aste) F
A& EHF3E EU9dY Nelson2 943 FA(search quality)® Z2EH ¥3
(experience quality)2 A®|Ae] EAL 29 ¥MFg FEI o0, thi)g 71y
(Darby & Karni)t 7}l N33 FA(credence quality)el2ts Al¥MA AEER
o] HWFE ANFAGID <@ 1> AENFANA HE A& RN oEe R
A AFoly AMul2E Ydaded A58 F&5 Fge F2 ¥4 3
o] ¥& Aoz FrjA Hirl AL Aol T FPA FAo & Ae=
F39 #r7t #F SR ojY. £F 392 AdF FAHo L& F%E 4
H|zt7} 71 e] AT A FEo| 4AnFd 189 8FY E3EF FEIANA FUE
7He Brteted 9o Aol RIZIAY ol REY] Wi Bt b of
o oz @ A& A 2R A FH3o] AXNsn vE gREQ My
2% $30 ANV Muj2e HAE 6% oBE AL Hulxo T3Y WE
3, Ad/ang vEeAd 7IQEE RAo® ngol MulAE HiEd o)

€ AU AFHAARe Bol AXY Syt LS Jehd

10) Philip Nelson, "Information and Consumer Behavior,” Journal of Political Economy, 81(20), 1970,
p. 311.

11) M.R. Darby and E. Karni, "Free Competition and the Optimal Amount of Fraud,” Journal of
Law and Economics, 16(April), 1973, pp. 67-86. Zeithmal, Valerie A, "How Consumer Evaluation
Processes Differ between Goods and Service,” Marketing Service, AMA 19814 A4
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<@ 1> AF-Au= A&

444 AELY MUl 29gd DD D
Bt A B7A7 ol g
1 1 —1 1 1 1 1 1 | 1 i | . ! 1
oF BA 7 F9 A%A A% ozt g dol TV ¥E W@ AFH oz

+2) e e

olg} T Mul2 FAL HAPATE EUYR Ay gLy gL AsA =
Hoz a%d F

AA, A2 FAL AFFARY Fr1877t 9% o]Pchi2

nAEe] AES FY A FAL B 710l 284, A0, 472, ¥R,
7, ¥4 5 #393 9AEQ ua), Muj2E Foi¥ o Bae] J)Eo] He A
& #83 gAEROE Holx &E 844 s A Bk A 71PN
t 2ol Mulay Mula FA did ofFA AR ol#dr] ojddth

EA, Aul2 EAL 7] (expectation)$} 4 #H(confirmation)2}9] ¥ o]t}

93 AFAEFH Mul2r)g BAEL Myul2 FFo] Jldigt A wius
#dHo e Ad FI ojgt g HFM 1EF 2(Gronroos, 1982)E
RHge] Nulx FAL FJUIY @ 2T APA AMulas 7D Mu2E
vzt 29g AARYG. £ 2029 F2E(Smith & Huston, 1978)% A
2o 2L sige] W3 G4 T EFLdYd BAEY FRFHA.

AR, quj2 FA9 Frte AUl FIEe ofyel Auj29] widHAARd o
# Hrigts £ gdsgo] g1

2) 3QAu 2= 2
AMu]2 EA(service quality)e] ¥ A el= X ZHperception), 71 th(expectation),
g BE(satisfaction)F FEAo] HE3t= o] AwtAo] Ha Y. & o4
Z1ME 7HA 3d 98 331, 44 29L F3o9 A sied, A3}

12) g, “Mu24009 EJ@ANEY] @ AFH(EIXFAF] YL F402)" BF
thata i shql, WAL eHe =&, 1988 pp.13-15.

13) A. Parasuraman, Valarie A. Zeithaml & Leonard L. Berry, "A Conceptual Model of Service
Quality and Its Implications for Future Research”, Joumal of Marketing Vol. 49, Fall 1985.
p.41-50.
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AdA 2o #AY 28 o 25E& Foe Aok o] #Hd 7ldY BEE &
T, &7, 3ABY, B3 o g5 ZAAY. s@Mux FH) HJFEFE T
dnze) fxojct EAL Aol e AE WFAIE Fx&dn ¥+ Aok
F4& 293 #7433 Mul2 ooz nAe BuH JdsEd wes AA-
o 1L 3dd 553 Yo wEt wgde, 10] e RE VHZAL
AT FAYY Y g 3 23 FA2 oig YUt v HEt 34
MU 2EAE nAYFE HI8q ALY A5, ‘T Muj2 FAL Mzt 3
Aol ALgoE EE HAHE BXAF)7] 3t dehd HAWHEH = 984
o] HAA)? exn sebd & ot

A9 714 BgE =Y 29, 59 Mul2 FR2E 14o] Mujxg ¢a o
& ZAYol sdKute] 3 Ax, oo Auty AR} =AE 1A vLdd
de FAgHn ¥ + Uk 39 Aul2e FAPLLE GdFEHT Y AulaE
283 87, 2§, Aul, 140 Q1 MY BFoz YE & Ut &3
B4 39 QU YR, TAHAE di2A(front desk), E08}(lobby), Lol
(elevator), 24 (room), 2} B(restaurant) 5 A&, 343 YAAg &t &
F& 43N ATHE AAL S8, AHLE TF T, AuaE FAMY]
A AHA AL T AT HAE I F ZH #F, EF,
Mulae A zbe) diie] A4

ol ol AMEgtTo]l Td AMul2 FAL 3L73YY AGdz FAN Qo
22 39 M2 F3e AYL A FAE M2 YPYddoo} 3, BE FAL
AEo] FAY o & FHAEE vehd F Jop

2. TQMe 7 o® S

1) TQM9 A9
#2379 (Quality Management)d ol F3L T3 A9 o F3S
3 nZvtE(customer satisfaction), VXA EF, Ao T FAH, A
3 AgAe) gy ol A F4Qo] FAAHAY FEE B3I FUdYE AN
3 Hie Aty 7| AL} VAL E F& 7149 3AHE NP
o224 7149 F71H AFE e F9AAZSD AAY F o E ISO4A

14) #44 - FA%, BAA, pp. 347-350.
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T FAZYE FALAE Ao AAEE ANFHQA Fdrivez FAHAWQP),
FA@A(QM), FAXF(QA), FAMNAQDE WEITG Hoh1d

FAAQ F274 99 A=A dids F&L oln) 40dAd 7o FAF F
712 FA7399 FLA4E UId g dA AFAN P g8z F273 99
Axe 222¥], A%, sojAuEy Faolgt £ £ Ao dIYS QMED 9
Aol g 14FJEANA FAY & AHEE A 223, &S FEAY,
FA4dE, F2MAY oA Z2AE P 2HE HFolor dvin o =
slolZlulg & AAg A, A22uE 1429 FH2 g3 AAH Fr)HA4
23& Fh

a8 EF7F F33E A3 dARAE ‘&AL FAMAD, A 239 WE,
AMIES] 71x% 23 A Ad, Qe 29 &, a9 wE gy a4, AEA
g, @ 857 o4 AL XY} EY7] 2AoEn B £ Aot o4 F
T8 d QM FYAUE A dAA ZIgdol FAHHoz oy ZE ¥l
Aol 8 + U

EAMANE 48 717 ded 2H2AN dojAle AFY FAR ohg 2
33 (process) 8] 2, FYY(employee)d &, EF A4 F 5 T3 9
o7l = AWY ol A/l W] T EE AIL X¥sE 7IdY FEH A
(Total Quality)€ ¥l W<to] JArhie

ANRgR g FAPARE A 7|E8P E= AFUFLEZ G4=HE FAJ A
HE 2 S 4dA2 9 Wgte] whet vk FatE Ages dAgsn gig. @
Ad ERL d¢d] ‘fxo oy HFA(fitness for use) BE AFY EAH
(characteristics)’ 2.2 AR olejd AFH FANEL THA F3dYE
A3 ol AMulg(AV. Figenbaum)dl] |28 ‘4u)z} 7|de] Agx'exn Au)zt
A& Ades uAARN ¢S XEFHoZ Fu gt WAL old FH9
Ade] 0 HolA EAFEL FAASE 802 NEE - AYA - 2¥A &
E-AF -5 -UFAH-BYY - 7|3 - Q4 E FAX ZUANA FAY el
‘At L Ao RE HAH - FAY 2 F2P g 3o #FHI 9l
o & oy d F49 gus AFE L Mujze] Fd ¥FHA ¢3 FAEF - F
A - z24 - AH9 274 =AY aHdA FAMG0) A=Y LS E&)ARE Ay

15) ¥4 VA, vAU2 Ao Yo Y, 4 PAHEYE, 1994, p 26.
16) #4 WA, &AM, p. 8.
17) IQAEFY FIFARSUY, FAe8dz =2 9 $JUH, T ESFAEEYS, 1992, p. 9.
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10 REAKHESHRS. KACHERTR (8 7#])

29, AMY 5 ZE AYPEoplN B¥EF AFgoz AEHA HUTH® ojFA
£40 Aol Sulg AAY EAVAE Fuf AsHYP EABYE Y A=z
FANN AFe BFL AAHI 4% AAE Jusdch AR FAAYY 7
& ojn] ¢AE AFY FAMAMONY EFdd FFE FA XIH22 4Py
44 YN FAL BATAHAAN TEojof drh= U BVYEE HIFE
& A3 $Ae H4E A FAFUCSQOR LA ARt SQCY &
A7t =253 o] AuL(AV. Figenbaum)e Edd 43¢ F= AW ZE #
Bl x8g Roly FHHoR FAPLE FA&F ¥ e AYHAG. 2
F olRo] ¥ E=YFHAM QC(Quality ControDE AHHe] A AA} HAAAE
X Adel kst AAY FAANM 8% CWQC(Company Wide
Quality Control) £ TQC(Total Quality Contro) 2 @A H U}

agEy 71y Ao ©E AFMLH 7 A Aol NEA A wat 2nA
Fo)7t ZAA AFEQ NHAAY - FARF - AFAYEA FTol FHEH, olH¥ £
Aee A FUM ARG} A FAL] AAF el FTHAA 2D
8% fole MAsI] oJHA Hel g WA 4AnAE HEAY F Y= F2Y
FRE A& 2790l 983 AJH9

2) TQM9 54
¢4 FRWA(TQMS & MdEHe 283 Hole BEAY ATHAA
setd 4 Qed, FAgEE 1Y FALTFEUY FRog AFHoo} &a
AEN} Au2g DF2737 2vAGA A2HALS o Byl ¥4 FHH F
AP ZXE G4 A5 A, BFALH A4, 28 BRY 29
geuge AAEd
F¢d F28E] 5 ZE F2 FAEok EAr ¥4 vHAE, AR,
A, A, AABA, Mul2, 223 71g F8 EoF $ol 2 doln. Az F
AAAT FARA e FRANLTG FALY A, T2 JIRA, BEe &
g, 99 7% 293 B FA AAd i@ sl ol TFH FAR
g9 a&Ad9 71ddx Aol ¥,
F¥A FAWYE FABYUAE JAREAN RE o) oz, 7|€A WA 7

18) B33 A9, “BEFAYNEH #3837 FAS 3 Y, 230%, 1992, 11, p. 117.
19) IUAER SIRESAUY, AAAM, p 12
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A2 Bed, FH48s A4 B, AXPEH FU1gE A H2, A4
st H2E 7]y, A4 4+, dAYF, 2En FAANG B E A Ve §
€@ 7Y Y FE B3Rt of, ALY & e AEZIeH U A€
T8 R A2EA G o] AP WAL JEAL Yojof vk B3 gl

FARds FRY F4E IANE Aol FFHo] oy ASHEH PHe] /=
AFE Mgde Aot HA FAY AL FAFYAAA A Aol opE
AERAY ARARA @™ol A= EE AFEcIHL ¥ F U F FHH 49
2= H3 BIAAAFE 227 AHFY, guigdal, Al g3t E 2
 EE 714 FALH AEASAA FAHYL FEFEE A% Fr1F49 7)
2HQ 7Iwe AFe. AR ARBAE F28HY JFolg FLY AA
VY F9 SA4L FAYY AP Foag, AEEAS FEsHE W QoA
o] 3AHA F¥oIt. HFHA FHd oA ALY Fo] FFFA F4Y 9
FE& A AdHR, Adsie, F2 AL dxrt 43I F2AdE @
Ao} A0

TQMS] 434 F£Y¥& M FARGE FF39) FAFHA A=} ¢4 F
dee] FAE AEY & UE 1S, ¥, 283 2FAAY £47F0] o

3. TQMe| 7dR4

1) @5 4 (leadership)

TQMS] A 719 ZF4x Y5 d4L Adid Aga 2L F719 ¥
F2 FEEY ol LolEL dNF o2 FoolZ ALEHI QYA AJAL B
W FEHR 452D P2t 2) 2] 4 (leadership)& 7ol 3
okt 3t Ao B FHHA A F& wH A9GL 7ol %A 714
Z22& g dort st Jhste Hld 23 & Fu dt A 2R gl &
Zol ALAE F gln BE AYAESo] dAsort A Py e 3¢ =
Znge 49 2EAG AIAEAA ¢ T8 aloth dY(Deming)2 e
““i e BAL AEH 7149 A, 4, AAFES YA IE BN FHL

20) B4 4 - 8%, AAA, pp. 68-70.

21) John P. Kotter, “What Leaders Really Do,” Harvard Business Review, May/Jun, 1990, p.103.

22) W. Edward Deming, Out of the Crisis, Massachusetts Institute of Technology Center for Advanced
Engineering Study, Cambridge, Massachusetts, 1986, p.248.
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12 BEAKEHEETES KUFHERHR (W 7@)

A Hdol A AFAE JHAA s RAojd'Hn AU £ A3 A
FAEY gL Vgl ¥R, A4, AASAE FHAI L, ALY BESFE
& FEANPo2HA JdY EXEE 2ARE RodEn FFHATY. 71de] Yo}
Ztok & wake) i@ njAE AAFHL, FALEDY AAMNAE =3 - FHIE
A% BAY A HIAY 9FFe A ALHA FriRd, (Y, (xE
3o vAE HdIAEC gasd APy %L J1de A, 234, A9
Ag 23 € T4 59 e AGU5e A% ez WaF “slopyd o
(what to do)"& FHae Rolth. aye2M FYrlse Gdi slofd Yo ol
& A3 ‘P8 P (how to do)"H TFAe] qlrk wEA HuAAFY gy
2 O ¥%e YeNe QA @ ¥Ed HAHE YL @ BFH Lol oY
¥ HAg wrgsoput ot HW e}t €lE 2 (Temner and DeToro)®E d7 9] Ao
d dstd oY 47t HnAPFd AFHEs dF olfE e Pol
FA5L itk “EAL FANEC AW YF9 AAJ oM F2 JuAPGS
o) F gAAAY Aoltt HPL JFLAANHE A= AL vl PR
o] Nageln HGAE o] oy # AN2dE &Y 4 ddn FAHAYL 3Y
Aol AYE WEND FALES EFAANII, FAYE] o Pyt ¥
T& Ag3tn, F24¢ 94 Ed s AL AT Ha AFGAne} g
of AFFH Mul2E A7) Ao FAY AL AAQUL” o]y} FHE )
shte) fAF oz BAFHYt FZE(Kotter)WE F A&t S +24, 9 H,
BAA &9 F 7HA=2 FE3}3, HE(Kante)®E= 239 AEH(ZAY 55
#ed A2d3 &d), AVAYQEH F9), 299 FHAYAH F9), &3
(BAA &%) § A2 FEHY. 293 d(Bolman and Dea)®)& 73 F 3}
Eo] 7199 HIAAAANA Helol ¥ AYES 72 39, Q€3 39, N
9, 433 FA94 g3 Zo] Amugi.

23) Arthur R. Tenner and Irving J. DeToro, “Total Quality Management Three Steps to Continuous
Improvement,” Addison-Wesley Publishing Company, Inc, Reading, Massachusetts, 1992,
pp.18-19.

24) Charles S. Stevens, “An Evaluation of the Implementation of Total Quality Management in a
Service Organization,” Old Dominion University, 1993, p.60.

25) Ibid, p.61.

26) Lee G. Bolman and Terrence E. Deal, “Reframing Organizations Artistry, Choice and Leadership,”
Jossey-Bass Publications, San Francisco, California, 1991, p.323.
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BHEde] TQMERE W WE 13

<E 1> 719 3933 H a7tA E9 #A

3 4| ¥vzAE | Q"4 B | B84 B CER
qu  |FEAAS A4 20T AFEAus A9/ @999, 494%5 9
23 A% ¢ =3 2He AY T rEYS AS 94
oy B AR AUde AT HEeAdH  ANFRANAA TR
@ %94 g |3 3 13 AATE 4 94
A% @RAARavd 3 B oo oo
2908 gE Aush AHee F oo ;";“m ‘"j'ﬁf e el
Qo] ihike. =
FeRdst AnAdede 9 PEE IR
VV mawa ey EWPE g

dvos TAEIOT TEZ - : -
FANE 2PN ZRe F¢ v DT sRERE FRANLR onigd

-5 =
AEE-FA A} T AL 2 A3 dFolg |
Ade)  gue S HEES AP de @

TS Gy O IR DA 90 80343 30014 e
R z
ATUA U AuslAn vy (99 2AE A
a4 Ae Jag  |8su 2
aa  [2ane 9w IO e 9o auless 22 was a
343 79 |3 A2 A4 A8 4% A9

E71% | FAA QAE R A3 Aoldd | Put, 2%, FE (44T AS
At2 : Lee G. Bolman and Terrence E. Deal, “Reframing Organizations
Artistry, Choice and Leadership,” Jossey-Bass Publications, San
Francisco, California, 1991, p.323.

B 7|0 WEE F1Y 9 AF GA}E E1L AP Yo YIS
AAAEC] AHE3E 719 B4 AAY E(frame)e YL Y. F By
T ARt Fxe FAMAPL F2HY EF A Bo] HAsn, HAH
Ao Z ARIY B V15 Wiy 2YFEE F2AA B3 FAHY Eo
HAsa, B3 B EY SAF AL 724 E3 AYA Eo) MM, A
FAte) AU} FALY AQGEE AYY E3 AN Fo] AAn, g
¥ FAY DY F71%d, 24, FAE F2H E3 A9 Eo] A A
37t FL 7199 AYAEL dIT EL T APEL AEINT dwrHo
2 BE FYAEL WA = A Ew A A%E 2N Yo &
€L FANEE Age) Aok
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14 BEKAKFHERHRAS, KWEHEEWRE (B 7@

2E] 2 2 (Stevens)= 73 9 (Bolman and Dea)d F%& 2AZ 39 9
A9 E9 /Mde TQMY FHEAAY. 7 7292ty g4 EWAA #sigge
TE8dR EATAHARTH FAHES AAS A

<& 2> TQM 3¢ 4% & A9A

39x49 & Htel Y Bd £A4A

Hhe 94@d @A BE4T AL WA ES EFE
&N

© B A A

723 & | @ T4 #PAM FIAH 34

@ TQMel B & =88 € & AeSE 2343

@ AZFHA g AW

© 7= 2, F424, ATAA R FFEL] BAAL AAH

ks A EC E3EE, FdE =74 BEG gEM Qe
71€9 A, Fo712e] R 4HA A¥e AT Fol A5Ho
QO FAHES AYEY ¥ o F2 IAGFE Ho, W3S T
AHY E | @ A FAHEES TQM3} BAE M2 Z93 Aol div|

Q A7t AVHYL AWE7] 4¥ BE 5F9] W=z}

@ 71due] 993 Jyaogtie ¥

© AZHY Jg2 A7

W 352 oNAIR, A8 AAE FERAIG. °lHF EAAYE
< AFHAY dF dolrle AL BFE HAske Rl okie "o
Fe Ao A%E a7fHoz By HAAME EAPEEL =
F A= EES Fo| viAS o} ¥

© AZAQA g} A7

AYH & | @ © F714Q 2 Q437 A5t AL el P FzaF

Q@ AZHA +2U 23 £33 49 =

@ ZE FEANN AVAY F=

® viAAFA A 3ol

® 7195 24 R AFAAL ¥A9 A

@ ZFA4y g

HEhs 9eist B3g FAANAY. ARELS FAEF FFAA &5
AAE FHAR oY dFo] GAHA AALL A€ oHTE A
o 44 4L 434 RS Ya= I

@ B33 AHole AN LA ol FFHE T &

@ TQMse} A& ANE 4 e ) AYY L B

Q@ Wolg A oz W

@ AA9 A Ao AA(HYL A £FL ALY & A A
I uzez ¥zl

4348 &
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P39 TQMERo] WY HE 15

dutHoz P FI2EHYES =9% & JAT A A3 - FEHHA 47
7 TQMelgte 7idel 33 AA BRIz eciidd did #I = SAFHAA
FAgdz A Uk AFHLE P AFHHQA i dAe FALE
o] BFE Afolt. old BFE FIAI FAYAA FAILEC] ot ¥
F94E 71X Y5 L FHRE ¥ olFAAAY HAF9 I PFL 9
oM BEFL FEATA XY Jigoldy AFE FAHSAA g, = 71
E A3 FAY £ AEE YL FAHFLEN TG o|RS FHHY
PFoNE wAste HFEO QY © ZYE FLola TQM £33 84
oli, FALAFH A4H AFUAAY FxE WRE ¥

olgi¥ FJte FAHEEC] SEREA U@ HHAE TEY FFAT o]FoA
o B9 JAEAY FAdes FEE FoPe xFHA A4 AY HAY
AzA g7 FALE] A AL gr.

ZAAF o2 ZH%9 fuide g3 FHE JHAI oo o W A
FaEo] A NI O A Az Ay Az 7|2 AZsr] o
o 49139 cidd di@ =des J7udg.

2) H(quality)

A(quality)olZt= 8ol xtst AFAE Alolo| A Fo8A A2 de] A}
£33 AR AL A wel £ AHEEA we a2 4353 o
7H(Garvin)2D & AR H, AFFAF, 204543, AT, /HAFTHAHY @
A T3 2 57HA AN Aul2 29 AYdE FHHAT. TQME 2L 24
EE 2R AEH Aul29 43K, § F4AEY 2AW €58 22 9 =
gele 2vz F43 @89 Myl FE Ao QA Uk 2L AFH
Ayl 29} Anjapz Jgle fgdolxn Al AFEF Au|A7t Rr)e] a7 7
g 23¥da A= o),

AL HAolEE 7I12E o NN FAAY AT EA T3} 48R A
A9 71EE 7HF B AFAF = AFTEY FF LnAE A JXE Fa 3
ot A FANLHY H£AHEEL AFYdE ZLdEL 4T3 B Hue dE=
(Tenner and DeToro)®= 423 Zldi, FAIAH 71d, ZAH 71d § 3= F

27) David A. Garvin, “What Does Quality Mean?,” Sloan Management Review, Vol. 26, No.l. Fall,
1984, pp.25-28. and “Managing Quality the Strategic and Competitive Edge,” The Free Press,
New York, 1988, pp.41-45.
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16 HEARFHERAES, KCEHERAE (B 7W#)

TS dAA Zlde £¥ATL Fldse Mg Re aE9 dReln, BAH
Z1de BEFY FulAld 2FHo2 vjg AGY F UAEEF LvAAA Z ¢
A Zidelxm, ZAH Zlde 487 ZjdEA & FIANF 54 g 7
dioltt. 7182 F(Gitlow et al.)29& t]jx}Ql A(design), T3 3A(conformance),
7t A(performance) 5 371 #3¢ o] Uvtxn FH3 A

ol2]¥ AL TQMY TAHANA ASEWA L7t Rosts AFH Hulx A&
ot} Auz 27} &7 AN AMFHF 29 AU AP xR
2 olgsiol At AL 9x UEF 1AL FHIE Ao2E FEIHA X
BoEY e Y& AFoz AP Xv 4R 1A% U AFLE AY
¥ F U 719y ol e AYERYT AFH Auj2d @I JFE Fe
2, AFEANA 2N RHEZRE o] FoAh TQMAA 4L 719 9
Fanz ®2g ohvel A AdAx i ol Ao 3L TQMAA
7 8% 8ho0ln gREe] TQMAAMAAEY FFAA FFHLS AFH A
2 AL PAAIE Relth, Ao £HES olAFAY FAY & oA ALE
A A= AT AQAE got £ Wgo] . 2E]E 29 f'9(Stevens and
Unal30& 3 Al2guejry Az &AL @& S 123a & 4P L 5¢
AR 7490 74 dAEN AL AEY F Yo FARAT

<H 2> A2gEA 9 594 B3PI}

Ag%llae - [ stlﬂ J-1L “lﬂ*’ﬂ

%asz - [ FFRg | - [ 99 AF | - [Fad 228 - | 26}
FRAM ANE AE D My & Ak FPAN
1)

A9, N4249
B2, 3%

A& : Charles Stevens and Resit Unal, op.cit, 1992.

28) Arthur R. Tenner and Irving J. Detoro, op. cit., 1992.

29) Howard Gitlow, Shelly Gitlow, Alan Oppenheim and Rosa Oppenheim, “Tools and Methods for
the Improvement of Quality,” Richard D. Irwin, Inc, Homewood, Dlinois, 1989, p4.

30) Charles Stevens and Resit Unal, “Quality Measurement in the Service Sector,” Managing in a
Global Economy, International Engineering Management Conference, Eaton, New Jersey, Oct,
1992, p.171.
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Lo TQMER ] WY X 17

TQM #A4dl M FHE 2849} 48A A FFAE FxHo=2H AxAA
9 FYAY &N AF dE AL FHRAY FAE F A9 EF TQM
S AN ZAY-A @Al An Z AADGAY IFEAN TET IEA A
Fol gulEA Qaso ARE 49AY AFo] oA Aok ojH@ H3FL& A
HE SBAAAN FHE Avae 279 AzE BDRAI] At HAH L
g 42, 714 AY FFACAA Foo] Yasm o] aFAL 2AU%E
olajAl7)7] st FaAte FF Wz E dAof ¥k A A MF TR R
& ALRE guEd AQse Aol

3) 43¢ A} H}H(continuous improvement and process)

Aoz AL FxEn B, AF AAES 47 A% JPHE €A
o W} RE YL Y AJEL shte FPez FAFHE Aol @A
AAL FYUEL AAEE WPAIIE Aoz B 4 Ut olE ¥YE T3
EQES AR FEHAY /9T B oldY BPLS AFMNAEL AFF
7] % ZE AJAGAE THHE ANA & EE T AIEL AEd7] 4
¥ RE @d GAE TEIE 9N FEAA LY 5 A4 HUg HEZE
TQMS 22 &(customer focus), 77§ (process improvement), T3 A
(total involvement) $& 7122 33 Uotn FZHAT AEH AMul2E AA
Holz nAAQ HAe AHZA AEH7| G FAFL AFHA MHA DL
FA% TQMS 7123 FEol. By TQME RANF2 Yol &
A A A9 N4HA NN o2 o

FAANRHEL 7Y FEY AYARY FEL2 olFo A 5 U3 TQMA
A3} 4L PDCATE EdE T3 o Ade BeAdo] AN 4o ol
82 A7l 4% AYL MYl Aok AYe FAEF FAH}A 7|} ¥ 23
Hol ARt 71dE FIFAINY 1 AYL JFHoln o WSE BolEdH. A
go) 4F3A Ead AAYTAANA oA AFge2H PDCA ¢ A &
B2y AAFgREd A SUE AL AT 79 1024, 22209
1494, 999 1494 Fo] Axn ol 7JEHQ) 4§ =YY TQMES <3
g & At

Yo} 44 EX(VPC:Virgina Productivity Center)®] TQMEEE 8 &4
2 Ho deon Hu JNAFEL FRHATY AAL AU RE FEA 3§
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18 WERKFHERHRASA, RWHEERRE (8 78)

% 5 AT B FFY A2 R £79 Yo Y FYozN o g
¥t PDCA +83 was ud, 7/1gA29EH 184 7199 nds 44
A1 Gl 715 S 71ev 204NN 4BARANE AYeolm, 5BAS} 62
Ax 4e(doing)ol T, THAE 7K (check)o] I, 8TAE AA) (act) A o]},

<@ 3> A&HA AL 4% VPC 8¢ A #A

ECOE R ]

1
—(2 A8, 4 | eeaes
- . H7ksk A
N !
[a[1a 959% | l

- ! ]

g% ¥ : — —[ Tagaa =
5 | At Z9 A3 X AERELE

Z2AE AY o

i ! T
L6 | z=AE a3 | — [7] 233 97t '

4) B8 9% (empowerment)

V9 d(empowerment)] AdL 7 BE AFol JAZAAYA Fo
§ AAFHE ol&EE I A9FY x4 EAE F2 Utk AIAEL
2x9 ulsl VIY 5L Fusy 7| FAQLEY FANL ALas] g
713 uiAE e FALEGA JAZAA R X2 FAT F JAEF
&3t Aolth. AL BRAAE0] 4, dES FH FL EIHE= H97HEY
B g ol gdBn e AL Aguidtt. AAAY FAYC TFY ERE Y
] A ¥ o 1 RAHQA BF o] AV} FAYY AT A/ADE
QA&7 A= Y H (alignment), 5 ¥ (capability), 4 & 413} (mutual trust) 5 3
A ZZ0] EAs T ) FAKNEL BAs o ¥ VAALTE FFELR g
31 Y, Ya Y Ve AHNE ¢HY 4 U= FEY FEHA AYS Holok
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B e TQMERRE] MY #E 19

ok 22a A3AFE 71de RE AFTA Aot Y. oJAL FF E
T AEERE 247 Hstd vdaddd WA FEE FAE &=
U 8% FAE AFHE FITd Ao 43 AFAAold vt HE= #A
olgte A& Juldct F, FYEHA 43 7 g} AT == F
o] AxXE EopAok. FAMAEC] JAEAAAR A Fqs L du B F
A EC] YAt R A FAGEF 3] AAME FENIHI 5FHe|a oY
@ AVAAL M EFY HHE FEHAQ olFoY. AFAEL IVHAYES
TQM 439 Fo8 890 JYzsta AWAYY] dax3d 9, 7€k A
& F537] A%t FI9AY FAY BT FEY A3 o] e

AFAES FHAA 4¥EE VY EA= w§ AAFHn A4
BRTFx} YRS FALEY BHE oA EE VA JIgENA T2 BAUA
gojt}. 1/39] TAES vid 2oz AN FAed FWAYS dLzxA
Y, 71€3 AHE ¥ AL vf oA viAsA 2 WRAAYAR FHH
BEE {3 YT 5EE Zx87] AE FY A YYPadez 243
t 27153 2% AL v$ oYy

5) ¥ 3H(change)

TQMS f4sde] A&AA del7] wWE W= TQMY 71Easod.
R dAe FYAP A=A WErl SAHa WY ddHE RS #A%
E Aol dile Aot dste) A2da SUdM B9 YA 2 B3
4 AE w2} Aol ¥ qFd AFE] gk oY Wk(change)= /Y
W, F3 W, 23 WU Fo2 FAAY. WA FPAEL AYAA WL
€ FE3e 99U 228 v, e dFE £Y3H7) A= TQMAA
o] ol#fis} o] =¥ Hol o] e JHLAE A= TY F F/A 7
€°] 3. goide TQMEDE g3 O B8 vjfdA Q@ »=H44
9 2985 Q@ &Y TQM 71&9 J8E A @ 2439 BA &7 FA
€] AVAY Q@ Ax, #5% 2 @ A% F7A T2 FEIGD @A
292 ZaE A7) AAH 239 FHAA o] 2do] guiE A& FHI}R
A&7 2dE AAGE Y5 $8Y F glojof ¥

31) William D. Joy, “Maintaining the Balance,” Total Quality Management, Mar/Apr, 1992, pp.30-31.
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20 REKKFHERTRA, KWEHERHRE (B TH)

(1) A9 @3K(individual change)

e 33MA Aoz 4w FF FANSL AA¥ez 1da Huy
22 AYSHAAE ok usl U A% oAt A 44, BRAYY F,
ASHY B, WG B2 4, v ¥ U@ AR, HExH, AT 37,
AY S ok HebA BA 4% A=W BN $F BL ARAYY o
F2QEL olfste Aol TQMAN 74 Fastti® a7k BE Ws WS
AniGAR The Aol WE WHE YUY 4 doks vHe) BFL WS F
a3t ool ARAYSH TF UALAE B WU Ade] A oeF 7|
27t 9. B FAQEC W) Yo odRT wse YL uAE A
3 BRAW AR, 9, A, 3278 ARSE AYe] AT FAAS
e 98 BAY 93 AT BRANE 2adA B gA Ase] g F4
59 Poist Aol Yot}

(2) &3 W3 (cultural change)

37t WstE AAEY nXE 4 B3 A3t F2 o) FojHY. £
£ Fool 8871, 4E°] YA olFojAEI} 28] AEC] o]FojA ot 3
e g Ao, wuse £39 AxAE 99 g dd £y d(Bolman
and Deal)3®)& A2 33 && uise dRz N dPsoint = =39
&3 NZolgtn FA}AY. obX el (Argyris)E Wyt £3i¢ BEL
7184 Ade] 4% v F9o 2AHE FolFE AAHNY A% AYA
g°) #Ador ¥ 23 L A 2HE FAHAG

O P Ese FEAINE FEH BT EY 73

@ o187 olft AE P 2 a8 YR Zed A 2 Ha

@ Y2 WsEy] Yo meo] HEHA oY ojf-o} PFo ¥ 1

@ FEFH PFo] Yol&¥F S FEAE PEL Yl AEFF

®@ WoldEg Bt Fo AAH ANY A€, & g Wt A

7 A& N FLe ¥R

32) Rosabeth M. Kanter, “Managing the Human Side of Change,” Management Review, Apr, 1985,
Pp.52-56.

33) Lee G. Bolman and Terrence E. Deal, “Reframing Organizations Artistry, Choice and Leadership,”
Jossey-Bass Publications, San Francisco, Califarnia, 1991.

34) Chris Argyris, “Strategy, Change and Defensive Routines,” Pitman Publishing, Harper and Row,
Publisher, New York, 1985, pp.266-267.
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P52 TQMERE WY HRE 21

® A9 A et ZFF AHRHA A
@ B 9 o] ¥aer] std & AlgEe] olHE HIFES Wn
ol&¥ 4 e =249 FE

E<&(Johnson)3®L TQME AR &= 719 &3] 8 FAHRLE Q7|9 =
E A 439d Q ¥ T4 PF @ ¥YHA A9 H2¥yY @ 2
o 100% Fdq @ A& =7E AEY ¢ UAEF A FALY FH @ BEE Q
Hz2Y A @ FAE Qe A EF FH Zo] AR AAFHAL. =J
oleld FAHRAEL 7|4 87 &R XA WA Ao 3 ol
MstE 7] ojud Wstel HRdn FAsAA, W3 9t dAE F33
dck 97k @AE a%dd @ JHXY AL @ F FAE FALS} WES}
kel AolAE AR HF FE @ AVINE T FAS A9 #Ad
F2 AR AEA, A% A @ BEE AT /A dig 2R A4
® 3 BYIAY A&HQA B4 T3 Ao

T W E dAlEE A dF AFAY, €75 P WP e A=
m2fef] A AHQ F3E WAFIEd Fod Adod

Mo

(3) 23 " 3H(organizational change)

A9 2UEkSink and Monetta)®®= o] 7bg & A#HE 247 I
2959 “Ag¢ L Grand Strategy)" AASA oA AFAME =3
o) AAYL AAY AEY 29 $EAN A4HA ANE 2AY § Y=
et e grhA 29 HAN2YUE AsHoz REau ndord vt
e 229 sAPNcUE D AY @ FPTE @ E8 @ 23y © TS
3} A9 AR @ B71%0, 4T AY @ 259 BE ® 71¢ 53 29 =
He FAAM HE odP HAYN2YSE THo| wAsy] Pkl wA A
Uotrtol @t} E5ist SHRFZE BASD AU 28 Hd AR A
M TQMZ2add A¥ol HAA Wk & oju@ e HYN2de P2
FAY FAE HY AANH ¥stE ks,

35) Homer H. Johnson, “Critical Steps to Success,” Total Quality Management, Mar/Apr, 1992,
pp.9-11.

36) Scott D. Sink and Deminic J. Monetta, “The Theory of Grand Strategy Systems : Quality and
Productivity Improvement and Large-Scale Organizational Change,” Verginia Productivity
Center, Blacksburg, Verginia, 1991.
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22 BEAKFEHERFLE KWCEHEBHA (B 7@

IO TQMell Big HEHIRAZE

1. 342 At

19829 FA 29de] 2y A AREFAY FP4HE FEE Az
3008 2, B4 o8B AS 50%, FIAEAL 19T 48AHEAY AR
TAE 71280 UK o] A AFOZ HYY < 2E(Jan Carlzon)e
olst e AHE RIHA ANA AYALE 2X Fe s =49 FHoz

w3 EAYE Fohyunh
3, AUFRAE AYAA AFRNY Mol & FF Lol Ay &
¢ 23l M ohyet BTAL Waule sH dAsle] Uit

£4, AUTERAY AIBEs FRHA FRTE ANQY. F g FFE A
Ad EEQOY dtkhe] FGRRELS W A% ASZE2L WIRT 4R
$F2To2 AZVYE ‘2dd YILMPY HYojgs JASES 21 U
.

olEle BAMES Fohd ot B&(Jan CarlzonAbRe HAE Sasr] A8 F
#49 AYAFez AUTFAE AFRIAY NN nAFES 7ges v
77 9% 471X e AU

A, LAALY BE F GTI19 19T LFARE FAHATE RolAnt

4, 47 Nuj2 Wl AWEFAE AA Hne FIAE B R
t & 2folay el WAle] WY WAAY BE B4, AYY 23 A
F= Aol

A, BTt B AfelA e BoaE Aol

dA, BAREL $oFA 9 PPz Basta= Rl

W, FARY AFo2AE LT Be AL ANHY

AM, ‘YS0olae B $AARAEY, ol oo A2W RS ol
= AAE2 A71838 %2 ¥AH F= AU F YR AR ojyg
£ 082H 3L 2 4§ A= A=Y

A, 2ol Y= olAAAE TR ABIHE dAe) AN B YYAE 28
A2 A2 Yok o2 A8 nAL Lo I & AT, AWEFALS o]
Jdx =¥ 4 Y
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A5 2] TQMERE IR BFR 23

AR, sFLER 9T 7|HoH 2EHY & F& DS /1 F
At o1& RAAZ AAFo2H $FUEL 43¢ BAE B2 F gUen,
AUFFALE sYt 229 o]9gL 2& + A

ols} Z& M9 AAZ ¢ Z&E(Jan Carlzon)AHdo]l HYF sl AWEFAL
E BT 11%9 T9Ud%E Aoy 9L 8400% oA 19 5007 €82 &
ointth B8] sFAR v s FAS A o vYPr|e JMEES
e Ateo s SYFE 4% TG

2. HzE&o|gakel Al

44" DCAl Y& AAS 71dae UR HAAEs} 22 22 oA BIE
Fn #3450 YR Q4e Fo A HAEE AG=dE Fod a4
xo] YWestd € ¢o] AU ool EAMAYE MAES AT AN Y}
= 2239 29 Zo} UiEd, 2 IR U 2e 9 £&] A
5 3ich

A, AR 713 WE gL ol Uy A8 AYA EH2LE YA
T ARXE, 719 P W dYHR olvE: vE AT gRojg: R Fohy
ek,

EA4, 229 9 2EZ NFo) JYBUR GolA H= RAA? AFo] BY
E AL ASo] BuE o, 2R vz AEY Yol 2o BTE Aoz
22 UWE & AN

AR, 2899 QA 8 T3] 18 BE RAAA? T3E FAE Re 4ol
E REE AT ge Lo BY Jlo) Yo ASE YT, wE o] Ane
Z1d® WRel g BelSo] vE 2 25U RS Lo

qAd, F Fest Bel 1 & AN o7 F LebA=, AN Add Uy
de Bdesd =/ B 290 WA Jen, E a2 EE IR xy
o] AN RelgUnh,

a#f EANEYL FES AZGSHA 2ARL T} ZEE w2 FLoex
Qs 44 ZHES sHgen, o AF A7} Qoler AU AAR BH}

37) Jan Carlzon - 9% &7, Moments of Trouth(ZRE €T VEAIAF), SM28 A Y, 1994,
pp. 32-41.
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24 BEKKEHEEHERE. KKEHERFR (B 7TH)

Hol AFoz Ad fyAAe A& T¥HL2 HPA IUn EHLE @
227t 9A Hel HAET "ojx Urte EAE #2¥ + ARNE Rk

3. ZdoilM 2] AL

1) 22 E ¥ 2E(The Ritz-Carlton Boston)

2|2 Z%E ¥ 2E(The Ritz-Carlton Boston)& SxZEFd MAF 192743 ©}2
o Agoez MAF IYIA 27849 ALE B/d3 Jow, JxBETd
AAF 73 433N AGL 3 U Tdold. Aoy RyAdL Egolx
. 84 1A JuFY MU2E AFFezA nZe Hris e E4Y o
Adl 24§ FRo) g FA7E AU & AAZ FAFE o] &3 &ddA
t 8389 AFHA g AFAE VMR e &9 23] AFH 1
o] EY-& o7l A,

et 3E&L oo did AMAEL Fol Y TQMERE o] &% A F
QA EAAZAAARE T8 olEL Y H B F8 YUES Fohui

AA, Tolw(door man)o] ©kZHE]A(overnight ticket)S WA 7123 @
%, EA, ol AHM FAF] iy FAHaudit) 7t BEEA o] FoIx)A] gk
o, AA, FiHaudit)7t A RFP7] Qo] ZTHE dlAA(front desk)E
EHEAA ARE ARE ATY F9d e, A, FaFdEd g &y
@ ol&7t FAHA ZHPGE AUt

olgy FAER g, A2 FAFE o&43Ad &HENAE 23] A
THA F%T, AFTAE AMNLA L EJEJdAE 230 }FHE EAA)
TAHNG Aoln, o] T FAAQ £4=2 AZHJA Aotk o1F A& JA
oA F& &dAA MUt AR SYSHE A7t AA A4 (defect)d) 85%F
AR AT ¥, ol9 HA L A FAEHFIAH LS O L HAHL 3}
o} it}

AR, FA4 FAY ZT2A2E To|doA LYIAA AN, BA, F
A% #2ede £ ALSATY, A, THE dAZ(front desk)F Y E£F
AnEE AAER, A, 2RE H(defect) 52 AN FAo] AAAA 4%
i SAEYE Ao JAFHUR, FE3] ALY F JE 90 dd= A A
Hud
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BEEEY TQMMRE WY R 25

oled HFAE T ATA FAYSFF ANEAL 1959 197 Tty
19959 3= o 41%7F Eol=t 4A e AA HAYh 2FY3 )RS Adgy|
20%4 Faw Aojgta §o.®

2) 222 & o] E2(The Ritz-Carlton Naples)

E 223 (Florida)M ulo] &2 (Naples)ol 9X@ o] 9& A 3 (Mexico)Me
A7k AT ILZA 46349 HAL HAdm JYon WA AN B
T T UAES 4 A44dd g3 (balcony)E AR o] A zmute) HHe = 3
Aol Al Gutat o1& wES FE Beachd @2 §938}

Y o] 3de ARz AU kolN nAA B BEe =
ARG B2ty FAF VY (Quality Improvement Team)& o] 2jd ZAd L
3 3 998 FAE fed, A2 #9259 Mu2§ Lerts Suol=s
°] FFEQAA 1A oY AP AN AXMH MulAst AHE= A}
A& ¢AsT o)A AU AL Fo} YN d gL gL s W
ZAsHA HAQ Relr),

AA, Fol=80]l A AMPYYD AL vz Mg B =71 Al (towel
folding machine)1 X 3 U+ el4EL oA BAN H7) g0y oA
BAHA e olfE vz BYEL g2 244 Ads ¥ A fYxuE 2
st o)Fol HAAEA dY2 FYEHA oG E HolUr). 1 LA FH)
A o] Fe Mgy Z1A% et A o) BAZ QA JRE Do) Az
A A, A"Fd Eods B @R Ao ol2d Az} qiQden, 2as
HE Bl £2 ¥ At 239 X 2 AM] AYD Ro|QY. Y2 BE
o B¥E o}F TR FNIH7E 438U o] $A WEY =2EF Axtd] U
AstA £& ¥ F AW Aol Hxo] BYYA S} Aoke DL o o)z
A e 237t Y F YAt GA4EL FU=Y )AL UTE Bo] 5L
Aejdtt. 2AA 2 AREL Foln ZAE YN 229 47t gegas
T ¥ HEE {3k AA, 28 o] BAF HARE £FH E sihe £
e BAA AP oA 2F BYL 80UT Mg W FWERS =y
Aol fNoz Fo] WA WA Ht oYt ol EANL W& 94
TQM "d& & o2 Zate) 448 Folus HA=d, o] Fox 2008e] YA

K

38) The Ritz-Carlton Hotel, TQM A}s3, 1995,
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AgE six €9l }“}217‘] G A4S FoldA HUR, FE o] A& o) &FA
dozH @ ST AT F 2000E°] dE AFE eH¥oTdE 3t o}l
o8 oo & F AU™ Rojrh

3) x4 E A2 ¥W(The Ritz-Carlton Aspen)

g2 8% (Colorado)l B2 ¥(Aspen)o] AXF o] TdL 257708 AL BH
@ FZEIIRAN A5G 0] FAY nAY FA AZFEZ FPsd. o] Td
< Adv e Fokek 2o QA Auj29 AH o FAFE AA{1 o] F 3
237 98 x8e AL, 29832 Y(Quality Improvement Team)& Zt
. RAZRYH FRZ Jte FH UF A3 a2 A7 vESA ] AFsde
ARE FolAh o] €L MAHQA QJAEHE F3d dgm 2L 283
AU g A8 YA

AR, ddge] TEFHezr AR AAHNUZ, EA, Ay, FHy2 I
(housekeeping, laundry), 7| E¥e], #uj5-& A% Fao AXE wix, AA, 3
39 ARE FaAdez Q¥ A Q¥ Gy, YA, A Jujz A% Y
A% Fo9 A4 F9 H9JAE HoluA HAG. old YHEFAHLE gL 2
< THE B8 AAYSE Fel Y

AA, AFZ2L olojtoig A, UFo] ¢A3 Hlodrietes A Se) AbanA
AE AR, €A, ¥1E HZE Ed AHUFE F UAEF Aol FAHUR
(empowered), A, ©1& ulgoZ ¥ o 71A dIFd A st FHHUL,
YA, Z4Zte] AYeled mE F49 Mo AP on, oA, wEggg
Bt Gg YA 2 A&EHoE FAHAUY

e Me

4) =T E 9 (The Ritz-Carlton Dearborn)

o) A} A (Michigan) i T} &(Dearborn)oll $X& ©] 39L& TERZOE HEZ T
¥ 3% (detroit metropolitan airport)| A <% 158 Agd A& Qon, 12210
B& $8% 4+ & Presidential Ballroom# 45129 € 8% 4 A& Plaza
Ballroom% 1270¢] A4233& E{3a oM 4F 23 AL oJHEPAIL ¢4
2 AHHE A ez (city hotel)ol T}

AFE ol83te RAEZFH 49 Aol AT AHJA ¥R FHHE
A3 diF-Eol &9 sto] gl 2x7 YF ARt ygolid. wety Hm
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7 3dEA Hadge MU FTEHE o 5499 HEHFIH(Quality
Improvement Team)& $24]9 Fo] & EAHE Fol/ld 5 USH 2L £4
A& ¢ds dAdrh .

AH, Q839 S4E& FAd ged UF 8L Ao 28 HUY. €4, 24
o] d¥tX(hot box) oA WF A A Eo] AU AA, SHo] Fy¥tA(hot
box)ell @& W&ol WA A& AUA 2o UuE EAE BAa, o] EA
9 9L g5 Fo] N WU

AHA, E2& FA 2 dFd UF g2 F9 FAYgEo] #dH AU &
A, AEEL T4 FA g 457 FYE 71Lo]A FUdh AA, A=
AAZE gl 2718 719 S4& golol 37 wEd &40 2 F¢ AUt
AR G, ZhHg okAZ UF dddits RE T8 9902 Fud. 99
EFIEL o9 A2 g A3 & 22 AAHS ) 4ok ‘

AA, T3 2F=g AL o]F & B JANE VA |F1 TS
23 JAE %ol ¥E T E SPAEE AL, UnA 3 P& HAE qgx
(hot box)oll ¥ A& e HAES ATE 4578 =S Yo &
A, ¥ o] F33(Sous Chef)elvt s uuto] A (Supervisor)7t A7} 2718 FA|
o ¥ A2 A&t FHolY AEe 22Ar} ol9e B oy okl
d¢ 9IHEE 39, yrx & P& & A3 PAA food-runnerd) YFE B
ZFHEE Y.

ol AEL B UEH & o9& £ + AN

AA, 499 2Fol= il F39 2RFolER YT E FEI E F AU &
A, Fgo] FAE Mgz AHA 2] stut2(hot-box)oll Yol 2.3
BaHA otk HUZ] A2 S22 FA(quality)2 2 F AUt AA, @
7He] 2elo]de] 208F 150%) BE HAIE AT 4 JAUd Aol

V. B35 "] TQMERREL%E

1. XEHe! uKkel gy

olFe] EFY FAYHAHYo Bl 4FE AE Wolgt ¥AFa o]
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E A3Aos £4Y Y_2AL 2533 YA ¥ HAIFE 57 Y. 59
2799 A3 2 A3z 39Re oA gal Utk e FARY A
7te A9 FLA4E “A9AY AT ¥3E dEe doig. 2R ¥
fod FYAE wEA god Gdt’n AFHPY E WAL 71GESA @
e Ao FALE Wl /A" 97l AF9 2D, 71dFE £4%a e
T ALY ntgoz AVVAE FAY £ Q4dd ARFY FFA 9% FAE
e 43 F AE A4

s FA7Q oA FLE A FAFF ARG A ALY Z, F
AAgA R ¥ £ Qo 2L A& Fole Ae=2e A A Faz 3
T hed #AA e A e Aoy, A&HAY B§E T IFTHE Y
st doltt. webA mel st 2 FE BAEHA AAEHA ol FHFNL F

T ME2E EEEA A&Hos 2&E ANAT Y. &, FARYE viwd
(manual)®] FEEo] o3 FYPHE=d L MUz AxYPA d8 dnd
(manual)3t7t 1@k, watd A&£HA B&3 FALYYRE AYstq FEE 53
3 F49 2L FotA vl d(manua) 33t o] & WHEIH AAPCEA
Mul 29 RFEHE o] Fojo} ot

Mo o

4

o o

2. ZRAYo| oiE XD

A Abgo] ERo] UT TP VYL AT AEHA FAANLEL S99
U7l gexE Ede U e e FEAAFNN 2eaE Aol wpE
e,

AR E2e) @ guiE ANE shAcl ¥ 3LANAL 2uAY 27 B
Jdglol MHHD 1 WHEL U Z71Y o] EYUY) WEel 2HE ¥4 1
Ao 2GS A Folok Bk FHAE ARl BFE Au2E B4
oF BTt sde ERAY] BFY Avl2o] Gy AFAYe] 2Ho) & Ro|
ohah Abdel BAP Mul2E WART ¥z A FHAFAE do) o=
2 B9yl A% $9 AAH RLAL A AYPW) 3 FAAY 29 4R
o] WasTt® uAoZRE Feuy FAYE AT FFY Ro) okt A
e38 guzd AYse ABAAS FIda xeHA WARAES ol @

39) 4% - A%, AAM, p. 350.
- 258 -



BEERS TQMEREl MY HRE 29

o £ FAARFe] WitHo ARRAAAN dqEEAE biHo] A £ Je FE
Ao Wt a7dd. qrlde 297199 FAA ] st TR @A
AApH o e gElHolol R HRPYFA oldist Frt Easin. o] HdxE
FARES A% 4299 AngA R x¥E 7]eqof ¥4 F, FTHY AMLe
2471 A 343 YW doe APy e v FPAER] dE€FE ¥
d EAANEE A=xss 4299 FYH AAE Mok @Y. wEA T
Ve BE FAELY JAIALF S LE3HA sk #o.

3. MAIEQl ERAYZNS 75

EARGE AN, 71%, £, A4}, e, 7o, Aue] 5 AAFez vE
ok A olFojFol BTt o} MM sde) EIFYzAL Nu2E AT
BA®e ohet QRN BE RFo] FAY F A= FUHY JFE BE
o] F713Q AYste) ZEE THE & AEE HFnAYFAN Y FA%A
e - Ao} ¥},

FA 9IRNGME EFTLE Y8 ZE FEA wAsD A= EA¥E
Vel - BN AUE HYYR Budd 2ANTL ¥ 5 A=E ¥4 13
U EFAEAE B3 8902 AN Jonz Z HEo FTEHA i
A EJAYPYE FHHE Ao] AR,

ARG ZANZE 8 2 ¥ 4TS YR FIPAL FYY
o EA%4YL AAYNY $48 V& WX vkA(Benchmark)2 4o} ZEAA
3 @4 FeNARE FUsY ANHoE AUAAF SHNT AREANN EA
gio] o] FIANEE A FASE 75 ¥k FAYYYL /& FA=
A3} WHBMNE ZE EJL YYKANE FFIANY 715 L 22 A7) 9
Bo) N2 2HY BAS 2EE A

399 FFAYGL FEY 5} FED YFo2 FEY & AP FEY @
5 gzoz £33 501, FE} YL J)52 VIS $3Y B35
o 7159 BAE oW 23 b3 FRHA ¥IFol ¥ 4 A 547149
Z R8L 2y d¥ResE FYYo) BISA 7] Wi s5d B2 F
Ag Busy) A8 BEH Q71 Aujas ¥4 2SEA B B e
o EARYYIN ANz AYs= FAFLAYL YW F7)2 AL w

i Ae
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FHojol an, o] AYE AUA olB R & AEF FAFEHY YrE
7Z1Heg BRsE Ao uigA st

4. 3L} 2%\t YA S #of

3ol EAEE AU GAHE Aol ok} /ATHLESY TAES Y
FEol FTExFL dobut AL 5 A= Aot guiE TAEHRE P 9
A= BE A2 98¢ FHHY 3999 EQ RE EAAGLF LS A
op wo},
S 397109 gulE EARNU AAHR G o4t HuPAA ARG
A GA7 GustA gon AR s} Fod AT T F AT £ AR
FAde A% TR U 7F3d 2T/ BEYEN, 2JQ ANAY T
Aoz E£34 g Ao FRH] UAx dlol 2 YAo] A3 FAY. o
B AGAE ZE FAYEo] gL v A(vision)E HAEZ sob a9, Belx -
Z2322 - AQPSe] YA YTE RoJUA mAAFHA AYL HE
AEE sfok ¥} olsh Pl ZE ANSL DAVZ) YR YL 3= EAW
§¢ o} o8 A= AIYoE FARLE sofsin, ol st AYES
o] @l EAMolt B LARL A$ ¥Aoly AN 34 ¥A o] g
Y2 M (internal defect report)el 715 8te] B EE o} rh ol
FALN} ARAYAE B8 ZE AQolA ZAHW 3o ATHE FE
Aujzg) Aol JFE HA 4 Ax FAPEL P o] HAY 4 Yo}A
¢4 EZVY(TQMS F¥ 23 nARE3 Y9 YUY BE &
d9 948 ¥9 4 Utk

V. @

329 $8 va 4A72Y Y F=dAA deda AE 53 3o ¥
A Aul2dgde) &R FH Aot ¥ & Aok 21U ol BE A2
Ade) A dAL AUz 71gdRe) AAT ALSHA T B AHA 3L o)
od FlNA RaAn dE AAolt. oPF WYL Mulx FA BA F=eR
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A deun Qe oz B3YA Fo 53 3499 FSAMNE Fob B 5 ok
sde Aol Nda) N YA, o|F olgHE AT A2 A= o
% FolAn U7 HEA o)dP nAEY L7F FEAIN T 7Y FAAN
ol717] fEANE REAY A2 ABHA Fow U

TQME AAS - EAsN AGPo2 245 EAAPL 22472 A%
Hoz M 7= Byolet ¥ 4 Utk FAS A&Ho MU 77 AN
AN, WE, L 9Rnd, & BE 1247 J959 279 A0S Hetsn
ool 8% & Yt VAL VEE Aol BA, 1A 276 F3Y o 24
T 4 At BAEESE Ntsn o] YTFHoE AANE Relth A, & @
FARFEGE oo P AP wgoz YE APsHE Aol WA, EAB
gol @@ AAE e A2 TAH v Zatd (benchmarking) I 3 Holu =
Ao} 3¢ wolgo] wlgE Rojuk. '

£ ATE ol EAQNE wgoz Hua 3, sdqus E3 2 TQM
of e olgd @FH ANATE Fotod sdelAe) YEHA TQMe HAP
e AAFAT AA, AEHQ L] BeHth BA, EIAY] OB 2HL
ojtjel maolo} A E Wersol duh MM, AAY EIRGZAY FZo|
gasith YA, AR o st L FHdst 4T =do] @t

zoz & ?1—?-‘& AHNQATE Solo] $92 AAU YoM nAE WA
2 71989 2HQ oo Zugay] AMHE TQMo] Bestt= HE Axn
N72, ol ur%oz TQMe] ¢ Z23UNE ol BAY Ago] We =
ol °ME} T4 94 2499 Zol gon ANEN EAIAE sAn oy
AYe BAHY 2 AAAL 2E 4 AYE HAMN 2 98 2L 5 At 2
AU & A7 VAL 92599 A ASPGE A GIW AdE =
AME A RAcE AAD. Bebd $F A7daE FYsDe TQMAHE
gsl $ARD o8 FAYE BEFH 59 TQMAZS Yo dyHoz
2% & 4 Y= A7 279G
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ABSTRACT

A Study on TQM Strategy in Tourist Hotels

KYUNG-WON KOO & SANG-WOO LEE

TQM is a whole process of systemizing, documenting and measuring of
service quality scientifically to achieve zero defects in product quality and to
continue to improve the body of the product quality by itself. To have this
process be improved continuously, first of all it needs to prepare an' ideal
environment to understand and to conform to its internal and external
customers’, that is every guests’ and employees’ expectations and demands.
Then it has to be followed by the next step removing some negative aspects
that could be derived from the first mentioned process The third step is to
cut the cost by suitable compensation rather than an attitude trying to solve
the problems in an easy way. The last essential factor for setting up TQM
system is to make good use of the outstanding feature or process as it is
reviewed against the superior benchmark.

The purpose of this study is meet the customers’ expectations and to
maximize the hotel’s profits by searching TQMi(total quality management)
strategy in hotels. To attain this research’s objective, it follows these three
details.

Firstly, it defines TQM and its contents. Secondly, it provides the standard
of hotel TQM throughout some case studies. Thirdly, it suggests TQM
strategic plan in tourism hotel as one of professional management strategies.

Two useful methods are used together to achieve the goal of this study.
To confirm its theoretical consideration, descriptive studies by the research
documents published in and out of the country is used. The other is case
studies of TQM execution in real hospitality industry, which present the cases

- 265 -



36 BERKFHERWRS, KEHEEHRE (8 78®)

of the airline, Jefferson Memorial and the hotel.

This research is targeting to demonstrate the successful TQM’s exercise in
a hotel industry by completing the theoretical studies and case studies on
service product quality with an understanding of its importance. As it is said
earlier, to lead to the successful TQM's practice, it iS necessary to maintain a
constant training of the employees. Secondly, it also must identify where it
has to focus on to deliver a professional quality management.  Thirdly,
effective quality management organization needs to be build up. The
manager’s strong will to accomplish and the employee’ active participations
are the last condition to be succeed.

Once again this study places an emphasis on the fact that TQM is critical
to maximize the customers’ satisfaction and the hotel’s profitability. It is also
very worthwhile to have every people working on front line recognize why the
TQM is important and further more how they can contribute to improve their
service quality by a positive participation and a careful observation of TQM’s
operating in their property.



