[=2 NS 2 TR~ JOR NC RN
w

11
.. 2525, . . 2542

Concise Oxford Dictionary 9 hedition (Fowler and Fowler

(Eds.), 1990)



Shewhart

( Deming, 1986: 174)
Deming (1986: 168) * "

Deming
Juran
" (Juran & Gryna, 1993: 3)
Croshy ) "
(Croshy, 1979: 9, 1989) Feigenbaum ‘
(Feigenbaum, 1983: 7) Ishikawa

n ] n

(Ishikawa, 1985:45)

ISO International standard 8402

(Burrill & Ledolter, 1998: 129)

W n

13

1993 Juran & Gryna
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.ﬁ(
1.2 bt
. 2542 4" "
/
( , 2544 ;2544 '5)
2
2
Thomson (1989: 29
Whatmough, 1994: 94-95)
/

13

Ellis (1993 4)



Parsons (1994 2) Harrington and Mathers (1972: 22)

Harman (1996: 6)

Vroman and Lunchsinger (1994: 329)

(2542: 10)

Frazier (1997: 166 - 177)

( 2543 )



FWIANNTalNnIZp1aE,
CHuLALONGKORN UNIVERSITY

48
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(2538: 11-12)

(Result-oriented Criteria)

(Process-oriented Criteria)

(2542)
6
International Standard Organization (ISO 9000), Total Quality Management (TQM).
The Malcolm Baldrige National Quality Award (MBNQA), Context, Input, Process,
Product (CIPP), Input Process Output (I-P-0), Context Input Process Output
Outcome (CIPOO)
(2541:  49-89)

3 1) ISO 9000 2) Total Quality

Management 3) (Key Performance Indicator: KPI)

1) ISO (International Standard Organization:
1SO)
. 1987
ISO 9000 ISO 9001, ISO 9002, ISO 9003, ISO 9004
1S09000 ISO 9001 , 1SO
9001 /2 : ISO 9003 /4

(never-ending process)



89)

CIPP, IPO, CIPOO

(Input)

KPI

ISO

18

Kaizen philosophy (Fisher, 1996: 88-

1ISO 9001

(Total Quality Management: TQM)

(Total Quality Management: TQM) ( , 2541: 66-81)

(KPI)

(Process)

(Key Performance Indicator: KPI)

(Output)
ISO 9000, TQM, MBNQA.
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4.
4.1
1)
.. 1992 Higher
Education Act State Postsecondary Review Entitles (SPRE)
Council  for
Higher Education Accreditation (CHEA) CHEA
( , 2540: 44-46)
50
(regional associations) 6
(professional associations) 40
- Council for Higher Education Accreditation (CHEA)
2)

Margaret Thatcher .. 1980
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(Local Education Authority: LEA)
(CVCP) (Academic
Audit Unit)

Higher Education Funding Council (HEFC)
(Quality Assessment )
academic audit

(Board of External Examiners)

(Her Majesty Inspectors: HMI)

(Educational Reform Act) .. 1988

(Total Quality Management. TQM) .. 1992 British Standard Institution (BSD
BS 5750 1ISO 9000 (Sallis, 1993: 19-20)

500,000 .. 2003

2 (Academic Audit)



ceMC3I1BW »3113fl 3
Ik »atMnrnmrna .$
------ - T\

(Quality Assessment)

(Research Assessment) Higher Education Funding Council

3)
2 ( ,

2544: 12-17, , 2544)
3.1) 2
2
5
3.2) :

" (Education Review Office: ERO)

Australian Vice Chancellors Committee (AVCC)

(Committee for Quality Assurance in
Higher Education) .. 1992
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Australian Vice Chancellors Committee (AVCC) New Zealand Vice Chancellors Committee

(NzvCC) New Zealand
Qualifications Authority (NZQA) Academic
Audit Unit (AAU)
NZQA
( , 2540: 46; ,
2543 )

Quality Assurance

Authority of New Zealand

(Core  curriculum)

The Talent Development Programme



Senate

80

2534)

Education  Accreditation: CHEA)

42

« 1
. 2530

23

.. 199

434

(Council for Higher



(2539)

, 2542
47

.. 2542 6
47, 48, 49, 50 ol

1 24-26)

24



48

49

50

51

2542)
, 2540;

, 2543)

, 2537;

25



11

12

13

14

15

26



(2542)

7

(

(Input Process Output: I-P-0) (

Uy

5. MIVITHITATLUIUMS

HARUD NAV LAY

UTMIIPING

»| 7. dugninalums

WAL

4. MAAUIAZMS

USMIsNSNeNIIYNY

Y o
L. AIgH

(Leadership)

3. MINUHY L

"1 gnsnaad 6. TuVTHG

NITINS
2. MsAumAIaL y
> _ a8 <+
NS UNTIEN
1
. 2542,
11-12 2542,

11

27



12
13

21
2.2
2.3

31
32

41
4.2
43
44
4.5

51
5.2
53
54

6.1
6.2
6.3
6.4

11
12
1.3
1.4

28



Process Output)

(Input)

Input

(Input Process Output: I-P-0)
(I-P-0)

(Process) (Output)

Process

NIHYINTAU (09.UA. §UTMIT YAaNg)
NINHINTIIY
4 oA 0%
anmwiuIndew 1nselioginsal
ulouo nangas uHu
¥
Hadudonyu

Output

ASZUIUMTUITNIST 99NS
NSTUIUNSITOU NTADU
ATZUIUNTITINY
nszvaums Idusns
Ysumudia

11-12

. 2542.

2542.

fuMWNTA
YINMTANY
ASNBIv0sZHU

29

(Input



30

(Context Input
Process Output Outcome) 3

Uswan ulows Saguszaed Yaisu uazunu

———— | Context ANMWIIAADY DIATADIUT

A

ANINNITUTNS AN

AMINITE LAZYAAINS

@ &
UNANHT

> Input = é‘u?ms

Ruuazauszun

Aouazininaile

AFTUIUNTUIHITHAZIANS

A

Process ATZUIUMSITOUNTADU

NITUIUMITUTLAUAMNN

USnauazgunmiugs

USunnuaznunmauide

4

Output 5 USuauazandenanuv

y

UTnauazpunmiinide

YT AUMMIULTMIMIITINS

UTnaammaznun iy sfal iausss

AN WOIUsTMYUADANE

? Outcome MU InRUAUAIAIAUYR TN

. 2542,

11-12 2542.



160

co ~N o o1 BAow NN e

.. 2542 - 2547

1-4

5-7
17

20
20
20
10

100

20

20

20

60

160

3l

2549)

b+2%
5+ 2%
4+2%
2+2%
17+ 9%

22
39 49



2542

39

1SO

TQM

160

MBNQA

IPO

32



2.1

1.1)

Barnard (1976: 73)

Hicks (1976: 67)

Pffiffner and Sherwood (1960: 30)

Katz and Kahn (1978: 20)

Hicks and Gullett (1967: 72)
5 1) 2) 3)

1.2)

Barnard (1968: 82-84)
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5) 14
1) 2)
3) 4) 5) 6)
7 8) 9)
10) 11) 12)
13) 14)
(Sergiovanni & et al, 1992: 131)
Lunenberg and Onstein (1996: 7)
Gulick and Urwick (1937) 7
(Planning) (Organizing) (Staffing)
(Directing) (Co-Ordinating) (Reporting)
(Budgetting) POSDCoRB

1.3)

VonBertalanfly (1973: 26-48) 1

thruput process-outputs and feedback model)

49-77)

and Rosenweig (1985: 113-115)

(Inputs-

Hartley (1973:

Kast



Jackson and Lund (2000c: 9-11)

1.4)

Steers (1977: 5)

Steers (1977: 8)

(1)

35

Kimbrough and Nunnery (1988: 336-338)

Drucker (1974: 4)



2.1)

1
Drucker (2001: 13-15)

36



Drucker (2001: 18) )

Halpin  (1957.  161)

4 1) 2)
4)
Drucker (2001; 22-25) 3
2.2)
Katz (1974), Mann (1965)  Yukl (1989: 194)
3
(1) (Technical Skills)
(2) (Human  Skills)
(3) (Conceptual Skills)
1
2.3)

Plato

31



38

(2523. 17)

( 1 2523: 20-21)

4)

(Good,1959:191)
Parsons (1964: 239-242)

1 Dewey (1965: 53)
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2.4)
Getzels and Guba (1957), Parson (1960), Etzioni (1961)
Parsons (1964) Lunenburg and Omstein (1996: 19)

2.5)
Kimbrough and Nunnery (1988:46, 294)
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2.6)
Kimbrough and Nunnery (1988: 44)
1) 2)
3) 4) 5)
6) 7) 8)
AASA  (American
Association of School Administration, 1955 17) . . 2498
5 1) 2)
3) 4) 5)

5
(Flippo, 1971: 417; Gulick and  vide, 1973: 13;Koontz and Weihrich, 1990: 22-24; Robbins
and Coulter, 199: 9-10)
Campbell and Gregg (1957)  Smith and et al (1961: 170)
6



41

Smith and et al (1980: 170) 6
) 40 (2) 20 (3)
20 (4) 5 (5) 5 (6

Kimbrough and Nunnery (1988: 44)
2) (3) (4) ()
Campbell and et al (1983)

1)
@



Ramseyer (1955: 18-56)

42



14)

Fisk (1957: 211-225)
)
2)

(2523: 263-268)

14 1)

1) 12)
13)

10

43



10)

2.7)

Gardner (1990: 1)
( )

Bennis and Nanus (1997: 215)

Kotter (1999; 2002: 86-88)

1)

Gardner (1990: 4)

. Gardner

44



45

Gardner (1990: 33)

(Stogdill, 1974: 4; Fiedler
& Chemers, 1974: 4: Green, 1989: 3; Bermis & Nanus, 1985: 2-3; Sergiovanni & Moore, 1989;
213)

3)
Knezevich (1984: 16-18 , 2544 31-33)
17
1)
2)
3)



10)

11)

1)

13)

14)

15)

16)

17)

46



47

(2544: 34)

Gorton (1983: 71 , 2544: 33)
6

o o1 AW N
2 <28 =2 L 22

Reiley & MacBeath (2003: 173)

Senge (1990: 9
1994)

Senge (1994:  205-269),
Marquardt (1996), Marquadt & Reynold (1994), Bemadin & Russell (1998: 197)  Gravin
(1993)



2.2

.. 2536 .. 2545

2545 (

41

411

412

.. 2536

48



approach)

413

414

415

416

4.1.7

(self- directed learning)

49

(holistic



418

419

4.2

421

422

Clinical - sciences

423

4.2.4

50

il

Basic sciences



425

4.2.6
4.2.7
1
(Pluripotent)
4.2.8
4.2.9
Community - based; PBL; SDL; Small - group discussion;
(learning resource center) t2-6
(Integration)
4.2.10
(Occupational Medicine)
(Emergency Medicine) (Medicine Toxicology)

(Environment Medicine)
42.11



(THECHNO-WARE)
(INFO WARE)

4.3
6 ) .. 2542

4.4

441

442

443

45

(ORGA-WARE)

(HUMAN WARE)

14
40: 50: 10

52



.. 2542

. . 2528, 2545

.. 2540

2542

Y

263

263

286
(42
13,
40,
51,
58,
52)
>255

263

42

122
33

42

33

39

2545
3
gq00
2
32 215
3 215
27
12
215
(
66
L,
219
18 223
[
140)
21 206

12

tama 12

al by

. Phivy
Phii vy

Prem Pr
ed 1

123

123

2,3

ecli
nie
2,3

2,3

Phin v

.I
o1
[op)

45,6

Clinic

45,6

Clinic

45.6

45.6



.. 2542

.. 2540

.. 2542

.. 2543

263
(249)

51
253
(112546)

259

40 3 3

43
malZ

43 10

44 10

30

25

25

32

28

219

Phit Yr

54

r~o
w

2,3

Phin Yr

A
<o
(o)

45,6

Clinic

45.6

Clinic
45.6



71

404

413

470

363

226

276

160

233
196

107

39

30
16

40
16

213

152

93

144

130

30

3

15

23

197

95

137

158

157

89

62

56

68

262

127

167

128

60

95

173

61

142

97

570

258

333

3n

292

234

159

135

149
162

57

(.
80%)
86:18.7: 1
333:71.9

(.
80.63%)
59:13:1
80: 18:2

(.
96.5%)
6.3:3.2: 1

(.
84.21%)
3511

(.
91.84%)
57.50:0

250

260

188

150
166
131

100

130

80

92

117

1322

1. 2.27

1159

1228

1289

1186

1:4.06

1238
1204

1. 3.06

55



31
3.3
35
3.7

31

3.1.1

. Edwards Deming

300

60-70%

“Team Xerox”

35%

3.1.2

Benchmark

peg or stone)

56

(Benchmarking)
3.2
3.4
3.6
2493 (. . 1950)
. 1980 IBM, Motorola Xerox
Xerox
; 5,000
20%
2 3

el e} 50 %

(Omachonu & Ross, 1994: 138-139)

Xerox

Benchmark

(reference point) (survey
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(American Productivity and Quality Center, 1993: 4; Brown, 1999: 36-37; Oakland, 1999:
113; Jackson and Lund, 2000a: 4; Fisher, 1996: 13)
The Grolier international dictionary (Morris
(Ed.), 1984: 843) Benchmark (a best-in-class achievement)
Benchmarking
American Productivity and Quality Center (1993: 4) Benchmarking

Karlof & Ostblom (1994: preface)  Zairi (1996b: 19)

Anderson and Pettersen (1996: 2)  Oakland (1999: 113)

Public Sector Benchmarking Service

[http:/ AKX benchmarking.gov.nk/aboul_bench/whatisit.asp|2006,January 23]
Bendell, Boulter, & Gatford (1997: 5)

(David T.
Kearns, fonner CEO ofthe Xerox Cooperation)
(Roger Milliken, Chief Executive, Milhken)

(Westinghouse)
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(Fred Bowers, Digital, DEC)

.. 2549) Benchmarking

(Benchmarking)

3.1.3

Croshy,
Deming, TQM ISO 9000 (Fisher, 1996: 90)

3.1.4

(Zairi, 199 b: 2-4;
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Anderson and Pettersen, 1996 8-9; Karldf & Ostblom, 1994: 1- 2; Omachonu & Ross, 1994:
141-142; Morton, 1998; Oakland, 1999: 114;  Bhote & Bhote, 2000: 47)

L (The strategic imperative)

2.

(The need of prioritize)

3 (Emphasision on measure)

4, (Project team)

) (Customer focus)

6. (Learning Organization)
3.1.5

American Productivity and Quality Center (1993: 4)
2
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L (Competitive  Benchmarking)

(Process Benchmarking)

3.1.6

4 Internal - benchmarking,
Competitive  benchmarking, ~ Functional ~ (non-competitive)  benchmarking Generic

benchmarking (Fisher, 1996: 15-18; American Productivity and Quality Center, 1993: 5-6; Anderson
& Pettersen, 1996: 6-7, Camp, 1989 60-65; Zairi & Leonard, 1994: 47-50; Camp, 1995: 16)

1) (Internal benchmarking)

(Competitive benchmarking)

3)

(Functional (non - competitive) benchmarking)



3.2

3. 1
Fisher (1996: 19-21)
)

Robert ¢. Camp

Xerox

3.2.1

61

(Generic Benchmarking)

(leading guru)



AT&T 12 IBM 5

Omachonu & Ross (1994: 146 - 152)
3
)
2)
3)

4)
J
Reider (2000: 33)
)
2
3

ol B

)
)
)
)
6)
Karlof & Osthlom (1994: 80 - 179)

Xerox corporation

62

10



Bun-ill and Ledolter (1998: 486)

63

.. 199



64

(The  Benchmarking
Exchange, February 2005)

Xerox, TRW Automotive, ,
Saudi  Aramco,

DynMcDermott, , (The North
Flighland Company) [http://www.benchnet.com/bppf2003e.cfm (2005, September 15)]

3.2.2 !

Karlof & Ostblom (1994: 183)

B~ w0 N e

o Ol
—_— = =


http://www.benchnet.com/bppf2003e.cfm

65

(From Benchmarking to Benchlearning)

v v
Aoatnlonszuaums
WYANTINAITUTE

(et -
wagung@nssu
HaLnAUnA

szozdu, UHuams
<
STUZUN, NAGNS

v .

AUNUA
HANBULNUTA

BETTER RESULTS

Kariof, B., & Ostblom, . 1994, Benchmarking: A signpost to excellence in quality and productivity.
p. 181. Translated by Alan J. Giderson. London: Wiley& Sons.

3.3
Barak and Kniker (2002: 96)

2 (report card)
Karjalainen (2002)
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(ranking)

Murgatroyd and Morgan (1994)

Armstrong  (1999: 24)
.. 1998
(the Quality Assurance Agency for Higher Education: QAAHE)

Jackson (1998, Jackson
and Lund, 2000a: 6, 2000h: 4-5, 11-12
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Jackson

(Kells, 1992 and 1995; Wragg, 1998: 73-80; Jackson, 1997
Jackson and Lund, 20000: 5)
Kelly (2001: 10) Schofield  (1998a; 1998h) f

(reference points for good
practice) (
, 2544: 1-3)

( | 254: 89)



68

o1 I~ «
~— ~—

D

oo ~l

=)

3.4
Rush (1994: 89-90)

4
1) (Internal - benchmarking)
2) (Competitive benchmarking)
26
il
3) (Industry benchmarking)
Industry
benchmarking Competitive  benchmarking
4) (“Best-in-class”

benchmarking)



35

2544: 7)

3.6

Australian universities)

25

69

(Benchmarking: A manual for

(2544:211)



10.
11.
2
13
14,
15,
16.
1.

18,
19,
20.
21.
22.
23,
24,
25.

Kelly (2001: 11-12)

25

70

(critical processes)



aadulam benchmarking

(donyiaves benchmarking

FIVINTWMSTAIUNALINT  —

6

AFUNITIUIMINGR —

- ~ ot Y
[QONHAANENABINIT —

[ | | |
gudamonien MYUONOINI3 i I T T
23AM3 n hilyausa
——  SIUSWSWTONHAIUNINUA
(@ONBIAMTHUAIU tAZ AN
nunu
¥
@ennszuaumsingd [ (ininluany)

— aphiminaziuunanas
—  SWTINAAUTIIMINIHUA

— asavaey gnmmgly

ERITE R T

mmanlSoumey

]

OﬂﬂllUUllﬁzﬁ1HNﬂlﬂ1‘Hu1U

Wandszantwa

- (¥hswvluany

Kelly, A. 2001. Benchmarking for school improvement: A practice guide for
comparing and improving effectiveness, p. 11. London: Routledge Falmer.
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(Critical success factors: CSFs)
CSFs 23
CSFs CSFs
(American Productivity & Qualty Center, 1996 7)

(The process of ~benchmarking)

(critical processes)  Kelly (2001: 11-12)
(“critical”) (critical
processes) 3

(Pastoral)

Kelly, A.2001. Benchmarking for school improvement: A practice guide for

comparing and improving effectiveness, p. 12. London: Routledge Falmer.



3

(“functional”)

(Some functional processes)

(Health and safety atwork requirements)

(Fair employment practice)

(Contractual obligations)

(Reporting truancy and illegal activities)
(Keeping records o fattendance)
(OFSTED/FEFC inspection processes)
(Keeping abreast requirements)
(Financial auditing)

(Keeping records of attainment)

Kelly, A. 2001. Benchmarking for school improvement: A practice guide for comparing and

improving effectiveness, p. 12. London: Routledge Falmer.
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100
90
80
70
60
50
40

Most critical

Most
30 function

20
10

Kelly, A. 2001. Benchmarking for school improvement: A practice guide for comparing and

improving effectiveness, p. 13. London: Routledge Falmer.

State Board
of lowa 3

(Barak & Kniker, 2002: %)
Coleman and Viggars (2000: 129)

40,000 255 Lund and Jackson (2000: 193)



3.7
Johnstone (1981; 15-17)
1)
2)
3)
Johnstone (1981; 71)
3 i\

Barak and Kniker (2002: 96)

(2520)

5



2-3

5 Meyer (2002: 6)
Rethinking performance measurement: Beyond the balanced scorecard
!
(Parsimony)
3

(Predictive ~ ability) ,

(Ieading performance indicators)
(lagging indicators)

(Pervasiveness)

(Stabiliy)

(Applicability to compensation)

16



i

Barak and Kniker (2002 96)
3

South Carolina

4.1 Malcolm Baldrige National Quality
Awards (MBNQA)
The Malcolm Baldrige National Quality Awards (MBNQA)
Malcolm Baldrige Nation Quality Award
2530
(www.uwstout.edu /mbarfag. html: 10/1/2003,
p. 1-12; www.aypf.org/foruinbriefo/2002/1 040902, htm) Baldrige


http://www.uwstout.edu
http://www.aypf.org/foruinbriefo/2002/1%e0%b9%96040902._htm

78

NIST (the office of quality programs at the National Institute of Standards and Technology)
(Bun-ill & Ledolter, 1998: 529)

MBNQA
MBNQA
MBNQA
(www.uwstout.edu Imbal fag. html: 10/1/2003, p. 1-12)
.. 1993 MBNQA 76
3 13
3 .. 1992
90 5 (Zairi, 19%: 42) MBNQA 2
3
(Zairi, 199 a: 42 - 44)
MBNQA
MBNQA 2
3 (Zairi, 199 & 43)
MBNQA 4 (Hart & Bogan, 1992:
13-14; Zairi, 19%a: 39; Louis P.Geoffrion, 1997: 1-2; Burill & Ledolter, 1998: 528)

1)


http://www.uwst

79

3)
4
(achieve eminence)
MBNQA
MBNQA 4 (Zairi, 199a: 43 - 44)

1) (Driver)

2) (System)

3) (Measure of progress)

4) (Goal)

.. 2530 1 28
256 (saliis, 199: 62-64) )

(Leadership) 2) (Information and Analysis) 3)

(Strategic Quality Planning) 4) (Human
Resource Development and Management) 5) :
(Management of Process Quality) 6) (Quality and Operational Results)
) (Customer Focus and Satisfaction) 1000



1.0

2.0

3.0

4.0

5.0

6.0

7.0

!

11

1.2
13

2.1
2.2
2.3

3.1
3.2

41
4.2
4.3
4.4
4.5

5.1

5.2
53
5.4
5.5

6.1
6.2
6.3
6.4

7.1
7.2
7.3
7.4
7.5
7.6

1000

Baldrige Award .. 2536

45
25
25

15
20
40

35
25

20
40
40
25
25

20
40
40
25
25

70
50
25
35

35
65
5
30
85
70

9%

7%

60

150

140

180

300

Omachonu, V. K. & Ross, J. E. 1994, Principles oftotal quality. London: Kogan Page.

290-291

(Leadership) 2)

(Customer and Market Focus) 4)

. 541 1
(Strategic Planning) 3)

(Information and Analysis) 5)

20

80



(Human Resource Development and Management) 6)

(Process Management) 7) (Business Results)
1000 Baldrige . . 2541
(Czamecki, 1998: 247)
MBNQA .. 2536 .. 2541
1,000 3

(Approach) (Deployment) (Results)

L (Approach)

2 (Deployment)

3 (Results)



1.0

2.0

3.0

4.0

5.0

6.0

7.0

82

7
1000 Baldrige Award .. 2541
I
110
11 80
12 30
80
2.1 40
2.2 40
80
3.1 40
3.2 40
! 80
4.1 25
4.2 15
4.3 40
100
5.1 40
5.2 30
53 30
100
6.1 40
6.2 30
6.3 30
450
7.1 130
1.2 35
7.3 25
7.4 130
7.5 130
1000
CzamECki, M. T. 1998. M anaging measuring: How to improve your organization's
performance through effective benchmarking, p. 247. New York: AMACOM.
George (1992: 47) MBNQA 3
(Approach) (Deployment)

(Results) Matrix 8



83

M atrix Baldrige

0%
10-40%

50%

60-90 %

100%

Z George, . 1992, The Baldrige Quality System: The Do it yourself way to transform
your business, P. 47. New York: Wiley & Sons.

Malcolm Baldrige National Quality Awards ( . . 2548)
1,000 2

ADLI

A= Approach *

%



D= Deployment

L= Leamning “

| = Integration “

Le = Performance Levels

T = Trends “ )

C=Comparisons

Le, T, c, Li, G

84



85

Li = Linkages * "
G=Gaps * !

(

)
.. 1988-1990 3 203 9
6

2 1 (Federal Express)

1000 126-250
8 251-400 21 401-600 97 601-750 54

751-875 17
MBNQA
3
. 54
37
.. 2542
MBNQA
:
(National Institute Standard and Technology)
5
100
10

(www.uwstout.edu/mbalfag.html. p. 2)


http://www.uwstout.edu/mba/fag.html

86

Baldrige
Baldrige
Baldrige
MBNQA
Baldrige A
(.. 199) Baldrige BIE
(Baldrige in Education) BIE Baldrige
BIE
(blueprints)
(www.statefarm.com/educall/Baldrige.htm. p. 1)
Baldrige (BIE)
Baldrige (BIE)
L
2
3
4,
5
Baldrige [NCA Commission

on Accreditation and School Improvement Arizona state University [Onling]
Available from: http://lwww.ncacasi.org[2003. September 30]p. 1]
1


http://www.statefarm.com/educall/Baldrige.htm
http://www.ncacasi.org

2
3
Y L
4
MBNQA
]
Baldrige
Baldrige
]
1
2
3 1
4
b,
6.
1
MBNQA . L2502 3

1) Pearl River School District (PRSD), 2) Chugach School District (CSD) ~ 3)  inconsin-

stout (- tout)
(Partnerships) Pearl River School District (PRSD)

Chugach School District (CSD)
Wisconsin-stout (- tout)



Winconsin-stout, Menomonie (UW-stout)
MBNQA .. 2542 UW-stout 13
: Winconsin - UW-stout
1200 7700 ‘

98% .. 2538
21
Winconsin UW-stout \ (Active leaming)”
UW-stout
99-100% UW-stout \ " (www.aypf.org/

forumbriefs/2002/f0040902.htm: ww w1 uwstout.edu/mbal; www.nist.gov/public affairs/factsheet
leducation.htm-14K)

7
i (www.staterarm.com/edexcell/baldrige.htm-P. 1: www . Baldrigein
education.org/overview.ntml. p. 1-2: Baldrige National Quality Program 2003: pp.1-5)
L
2


http://www.aypf.org/
http://www.nist.gov/public
http://www.staterarm.com/edexcell/baldrige.htm-P

89
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9
10.
1L
Baldrige 7
7 il

L (Leadership)

2 (Strategic Planning)

3. (Student and Stakeholder

Focus)
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4, (Information and Analysis)

b, (Faculty and Staff Focus)
6. (Process  Management)
T. (Organizational Performance Results)

(Education Criteria for Performance
Excellence)
Massy (1994 42)

Meyerson
and Johnson (1994 3)

Baldrigc National Quality Program
.. 2546 ( . . 2003)
19 7 ( 9)
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9
. . 2546

P1
P2

120
11 70
1.2 50

85
2.1 40
2.2 45

85
3.1 40
3.2 45

90
41 45
42 45

85
5.1 35
5.2 25
53 25

85
6.1 50
6.2 35

450
7.1 , 150
7.2 ! 60
7.3 - 60
7.4 ' 60
7.5 ' 60
7.6 60

Baldrige National Quality Program. (2003). Education Criteria for Performance Excellence.

[Online] Available from: http://lwww.quality. nist.gov/PDF files/2003 Education Criteria.pdf
12003, October! 1

(Preface, p)


http://www.quality._nist.gov/PDF_files/2003_Education_Criteria.pdf

Prefacel (pi)

(Suppliers)
Preface 2 (p2)

L 120
11

10

12

21

40
2.2

50

45

93



90

31

32

4.1

4.2

40



51

52

53

6.1

6.2

450

2

25

50

95



71

1.2

13

14

15

.6

96

150
60
60
60
60
60
Baldrige (Baldrige ill Education)
Baldrige
Baldrige

(baldrigeineducation organization)
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http:/lwwvv.baldngeineducation.org/school/walkthrough.htmir2003, October 11

MBNQA

(mvw.baldrigeincducation.org/school/ leadership.html): Baldrigc National Quality
Program 2003: pp. 17-34)
L


http://wwvv.baldngeineducation.org/school/walkthrough.htmir2003,_October_11

3

AWIAINTalunIIng1ae
CHuLALONGKORN UNIVERSITY

98



3

FWIANNTalunIIng1ae
CHuLALONGKORN UNIVERSITY
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4.2 European Foundation for Quality
Management (EFQM)
(The European Foundation for Quality

Management. EFQM) 14 (Porter & Tanner,
199: 119) 15 L 53L( .. 1989)

(The European Quality Award) X Y
1991)

TQM
1
Derning Malcolm
Baldrige
4

(Sallis, 1996: 64-66;
Sallis, 2002: 56)
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400 2
(Fisher, 1996: 87; Porter & Tanner, 1996: 119)
L
2
2 The European Quality Prize

the European Quality Award (EQA)

the European Quality Prize 4 XY

1992) the European Quality Award 3 4 (Burrill &
Ledolter, 1998: 532; Porter & Tanner, 1996; 120) .. 2539

4 Thesis Award, Media Award, Leadership Award, ~ Award for companies

and public services
Porter & Tanner (1996: 120)

au NIZUIUMS i N MUTIOUL
>

8

. Porter, L. P.,, & Tanner, . 1996. Accessing business excellence: A
Guide to self- assessment, p. 121. Oxford: Butterworth - Heinemann.



102

9
(Fisher, 1996: 88; Porter and Tanner, 1996: 123; Sallis, 2002: 55-
56; Bhote & Bhote, 2000 11-16) 9

L (customer satisfaction)

(20%)
2 (people management) (9%)
3 (9%)
4, (business results)
(15%)
) (process)

(14%)
6. (leadlership)
(10%)
1 (resources)
(9%)
8 (policy and strateqy)
(8%)

9 (impact  society)

(6%)
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R :
% opae® |\
NGNS

e

MIVTMIIYANA (9%) anuianelovoayaains (9%)
P >
$ <
<t wy
o = =
~ = @
o > v - [
= ulovwuaznagns (8%) = |— awiawelevesgni (20%) i =
— = L4
= e =
5 — w
c 93 =
= G
a = G
ATNUINT (9%) wanszNUABTIAY (6%) =

1 a0 %) T HAANT 50%) [—>

9 (EFQM Model)

Fisher, J. G. (1996). How to improve performance through benchmarking. London:
Kogan Page. 8. Porter, L. p, & Tanner, .(1996). Accessing business excellence: A

Guide to self- assessment, p. 123, Oxford: Butterworth - Heinemann. ~ Doherty, G. D.
(1997). Quality, standards, the consumer paradigm and developments in higher education.

Quality Assurance in Education, 5(4), p. 245.

Malcolm Baldrige

Deming
Malcolm Baldrige

9 (EFQM  Model)



104

(Total Quality Management) (Fisher,
1996: 83)
2 (Enabler)

50% (results)
50%
(Porter & Tanner, 19%: 123-139)
L 6
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2)

4.3 Balanced Scorecard (BSC)
Balanced Scorecard (BSC) Professor Robert

Kaplan Harvard David Norton

Boston .. 2533 Kaplan Norton
12
Scorecard
Kaplan
Norton “the Balanced Scorecard”

3 Harvard Business Review “The

Balanced Score card-Measures that Drive Performance” (Kaplan & Norton, 1992: 71-79) Niven

(2002: 11) 4 BSC
Kaplan and Norton
BSC
BSC
Kaplan
Norton BSC The
Balanced Scorecard .. 2539
Balanced Scorecard (BSC)
Balanced Scorecard
3 (Niven, 2002; 22-23)

BSC
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BSC
2,
BSC
BSC
3. (lagging indicators and leading
indicators)
Scorecard
1
Kaplan Norton (1996: 21) :
Balanced Scorecard
Balanced

Scorecard

Balanced Scorecard (BSC)

(Kaplan & Norton, 1996: 24)

BSC
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BSC
BSC
4 BSC
(Kaplan & Norton, 1996: 25)
Kaplan & Norton
Senge (1990, 1996: 9)
4 Balanced Scorecard (BSC)

Kaplan Norton (1996: 25-29; 47-146)
(financial indicators)
4 (Financial Perspective)
(Customer Perspective) (Internal Process

Perspective) (Learning and Growth Perspective)

L (Financial Perspective)
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Balanced Scorecard Balanced Scorecard

3 1) (growth)

2) (sustain)

(reinvestment)

3) (harvest)
: J
Scorecard Kaplan
scorecard
Balanced Scorecard
2
(revenue growth) (cost reduction)
(productivity improvement)
(asset utilization)
2. (Customer Perspective)
(Customer Satisfaction)
(Customer retention) (Customer Acquistion) (Customer

Profitability) (Market Share)
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3
(Product/service
attributes) (Customer relationship)
(Image and reputation)
3 (Internal Process Perspective)
(core competencies)
1
Balanced  Scorecard
3
(Innovation Process) (Operations process)

(Post sale service process)



Balanced Scorecard

4, (Learning and Growth Perspective)

(capabilities of  people) (system)
(organizational procedures)

Balanced Scorecard
Balanced Scorecard (BSC) !

BSC



BSC
til

Scorecard

Scorecard

(Niven, 2002: 297-299)

Niven (2002: 298)
(BSC) Niven

Niven
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Niven, P. R. 2002. Balanced scorecard step-by-step: Maximizing

performance and maintaining results, p. 29S. Forward by Robert . Kaplan.
New York: Wiley& Sons.
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O'Neil, Bensimon, & Moore (1999: 35-36)
(BSC)



US News Report:

SATIGRE,

I 1

I O'Neil, H. F, Bensimon, M. A., & Moore, M. R. 1999. Designing and
implementing an academie scorecard, p. 35. change,31(s), pp. 32-40.
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BSC
Meyer (2002: 7)
Balanced Scorecard 2
5
BSC
(parsimonious) (potpourri of measure)
BSC
BSC :
MBNQA, EFQM
BSC
Malcolm Baldrige National Quality Awards
(MBNQA) European Foundation for
Quality Management (EFQM) Balanced

Scorecard (BSC)

Kaplan and Norton

MBNQA

EFQM

BSC

(Porter & Tanner, 1996: 151-171; Bhote & Bhote, 2000: 11-16;

 2532; 15-19)



1

51

(2516:  31)

Wilier (1967: 15)

Good  (1973: 370)
1)
2)
, 3)

Bardo and Hartman (1982: 70 - 71)

Kccves(1988: 559)

(2540; 53)

Keeves (1988: 560)

117



5.2
Keeves (1988: 561-565)
4
1) (Analogue Model)
2) (Semantic Model)
3) (Mathematic Model)
1
4) (Casual Model)
(Path Analysis)
53

Brown and Moberg (1980: 16-17)

(4) ()

(3)
Bush



(1986:19)
(3) (4)
6 (1)
(4) ()
5.4

70-71), Keeves (1988: 559-565)

1 2
(Wilier, 1967: 83)

DeVillis (1991; 755-76)

(2528 175-176)

Elliot Eisner
Connoisseur

Connoisseurship

119

(1) 2)

Kimbrough and Nunnery' (1988: 338)

(3)

Wilier (1967: 83), Bardo and Hartman (1982:

(2516: 25-34)

(Educational Connoisseurshtp)

Standford Eisner

(Eisner, 1979 219)
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(the an of appreciation)

(the art of disclosure)

(Eisner, 1979: 219)

(generalization)

(Eisner, 1979: 219, 221, 245-246)
Bourne and et al (2000: 754-771)

5
6
6.1
o 2502 (.. 1959)
Xerox .. 2513 (.. 1970) Xerox
Xerox
Xerox (Benchmarking)
J
3 Kelly (2001:1) Xerox

Xerox



(Education Commission of the State. 1992 Kelly (2001)!

1

Smith (1995: 97-99)

(Smith.  1995: 98)

Smith

Lund and Jackson (2000: 183-195)

(The National Association of
College and University Business Officers (NACUBO) .. 2534 (.. 1991) 1
600



Rush (1994: 94), NACUBO Cooper & Lybrand

38
Rush (1994 94)

38
L . 21, 3.
2. 12. 22. 32. Il
3 13 ! 23. 33.
4 ! 1) 1. 24 34
5, 15 25. 35.
6. 16. 2. 3.
7. 1. 27 37.
8. ' 18, 8. 38. !
9, 19, 2.
10, 2. 30,
Oregon
7 1
Florida®
Harvard  Business
School '
20
(The American Productivity Quality
Center (APQC)) 2

The Malcolm Baldrige
(Institute for Education Best

Practices)



.. 2540 (. . 1997)

Farquhar (1998: 29)

performance indicators: Pis) Pis
2
.. 2544 (.. 1991) Maclean
Association of Universities and Colleges of Canada (AUCC))
Council of Ontario Universities: COU) (Pis)

2537 (.. 1994) Toronto
Ontario (COU)

(American Universities Data Exchange: AUDE) '

Toronto

Toronto
Ontario

. 2540 (. .

123

(The

(rankings)

(rankings)

Pis

(the
Ontario (the



1A

6 Ontario ‘ "
Massaro (199S) Lund and Jackson
(2000: 187)
(Academic Standards Panels: ASPs) the Australian Vice-
Chancellors’ Committee (Avec, 1987) )
the Dearing Committee
(ASPs) 10
.. 2539 (. . 1996) 36
The Australian Association of Higher Education

Facilities Officers (AAPPA) 9 '

Massaro (1998 Lund and Jackson (2000: 189)

6.2
Brown (1999: 275)
(benchmarking)
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League tables

(iterative process)
(define thresholds)

Brown
(1999: 278)



Kelly (2001: 1)

Kelly

Kelly

Kelly (2001: 2) the DfEE

Kelly

(benchmarking)

OFSTED

2

126



6.3

Czamecki (1998: 3) L2533 (.. 1990)
MBNQA

12 (12-stcp Benchmarking Methodology)
Czamecki (1998: 164-166)

L (Develop  Senior  Management
Commitment)

2. (Develop a Mission  Statement)
35
3 (Plan)
4, (Identify Customers)
5. (Perform Research)
6. (Identify Partners)
. (Develop Measures)
8. (Develop and Administer
Questionnaires)
9. (Scrub and Analyze Data)
10. (Isolate Best Practice)
11 (Conduct Site Visits and Interviews)
12, (Present

Findings and Monitor Results)

Friedewald (2001)



19

Sadeghi (1999)

2

18

128



McCathem (1999)

Penn state

Kelly (2001: 4)

Sadeghi (1999) McCathem (1699

10 (Big Ten)

Penn State

(Secor, 2002: 77)

10

129



Yedidia (1998: 631-639)

22

Albanese (1999: 1172)

10 [{] ” “

Albanese

Albanese

Deming’s 14 principles
Albanese 14 Deming's

Albanese
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10

Weeks, Robinson, Brooks, and Batalden (2000: 81-84)
2

(
)
Alstete (1995 17-19)
5
(consortium)
(NACUBO project)
(The National Federation of College and University Business Officers
Association) L1991
. 19% 150
40

600

[Available from: http://www.ed.gov/databases/ERIC Digests/ed402800 .html [1995,

Fri May 19] EDT 2000: EDso2s00; http:/fericadr.piccard.csc.com/ extra/ ericdigests
/ed402800.htm1[2003,10/22]]


http://www.ed.gov/databases/ERIC_Digests/ed402800
http://ericadr.piccard.csc.com/

(Harvard Business School)

(traditional business schools) 20

(Alstete, 1995: 25)
Savin (2000)

13

(http:/lwww.ednet2.car.chula.ac.th/
plweb-egihwwstd.cgi?Hw w ED A +451975.)
Hagelund (1997)

" (Benchmarking ill University Administratioir.case study)

.2520 (.. 1977) Hagelund

Hagelund 30

(Available  from:  http://lwww. a
benchmarking in university administration.html)
L
(the best in class)

2,


http://www.ednet2.car.chula.ac.th/
http://www._a

133

Epper  (1999:  27-31)
(Applying benchmarking to higher education: some lessons from experience!
Epper
(benchmarking) ]

1.
2533 (. . 1990)
600
Babson Penn  State
Central Florida S I
(the National Association of College and University Business Officers:
NACUBO) Coopers & Lybrand
2539 American Productivity & Quality’ Center (APQC)
APQCtd
the State
Higher Education Execcutive officers (SHEEOQ)
2.

(consortium)



Downey

Achtemeier

Epper
Epper

(www .isu.cclu/'itrc/besi'Bernbest.pdf-[2003, October 22))
(2002)

12


http://www.isu.cclu/'itrc/besi'Bernbcst.pdf-%5b2003

135

(Achtemeier, 2002. Dissertation
Abstracts International. Item: AAI0804238)
Lee (2001)

Rochester

15 3

(Web Grid 11) 3)

(Available  from:
http:/7Twww.acu.ac.uk/ehems/onlinepublications/96112003. October 281)

Ashenden (1999)

benchmarking

2536 (. . 1993)


http://www.acu.ac.uk/ehems/onlinepublications/96112003

136

“subjective”

( . 2544
5-16)
(2544)

, 2544: 2. 67-15)
Baker Deakin
1 . 2542
.. 2538
(The Australia University Quality Agency: AUQA)

AUQA

, 2544: 6, 31-47)
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I
2 1)
2)
)
Wilier (1967: 83), Bardo and Hartman (1982: 70-71), Keeves
(1988: 559-565) (2516: 25-34)
5 1) 2)
3)

4) 5)

1

12



12

. .2542

- MBNQA
- EFQM
-BSC

138

\J

10




1.1

10)
12

11

BSC TQA
) ( 11)

11

139



10
» [
5« B
{ 116 )
o O /
4 « . 241
( B )
/
9 . 5
(T sl
/
25 « . 2507
( Q)
[
9 « . 2515
( %)
6 «, 2515
( )
)
16 518 (
0 )
/
.58 2 )
/
30 .. 533
( b )
/ .. 2536
( B)
L
13 .. 2536
( B )

—_

Tll

I=Doctor of Medicine Program:

n

Doctor
Me&cme

Do%or
Medicine

Doctor
Me&cme

Docgor
Medicine

Dactor
Me&cme

Doctor
Me&cme

Doctor
Me&cme

Dagcgor
Medicine

Doctor
Me&cme

Doctor
Me&cme

Doctor
Me&cme

o

363

216

HIIT

233

%

T07

6560 210
7189 213
694 215
0 1
b 9
40 144
16 130
2~" 30
39

1
"T3

1

140

1
!
195 208 250
197 262
202 235
|
T’ 8 :
1
1
57~ ~66
"% 95 151 HT
B 3 100 65 1
1
56 6l 173A 130
N 60" 1
80
9 19w 9

2= Bachelor of Medicine
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, 1
4 BSC TQA
1
1
1
BSC TQA ( )
BSC TQA |t

3
1
1
4
5
5
3
1



%41

11 (

142

BSC TQA o €1
0
I
-9
"
il
Uy

Malcolm Baldrige National Quality Awards (MBNQA),



European Foundation Quality Management (EFQM),

(BSC) 10
2.1
MBNQA, EFQM (EQA), BSC (
2.2
MBNQA, EFQM  BSC ( 13)
12

MBNQA, EFQM (EQA), BSC
MBNQA

(Baldrige in EgFQM (EQA) BSC4
Education) 7
1 1
2 2 A
3 3 1 ?
J
4 2 ,
? r
5 4,
b ? 5. 3
6.
[
4
8

143

Balanced Scorecard

12)

10
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MBNOA,

BSC

EFQM,

13

BSC

MBNQA, EFQM

EFQM BSC

MBNQA

N N o 1 oo a0 N v o4 v o4 o

< <X = XX = o X = X< ox o x =

= = > = o< == =ox
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MBNQA, EFQM BSC



Johnstone (1981: 15-17)
L
2.
3.
Barak & Kniker (2002: 96)
L
2.
3.
4.
5.
6.
Meyer (2002: 6)
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