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Professor Edwards W. Deming
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W Edwards Deming
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philosophy in America.”
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Canada Award

(1984) o

1 MBNQGA
2 ABEA
3 EFQM
4 TQA

5 PMQGA
6 SEPA

USA (1987)

: Malcolm Baldrige National Quality Award

: Australian Business Excellence Awards

: European Foundation Quality Management
: Thailand Quality Award

: Public Sector Management Quality Award
: State Enterprise Performance Appraisal
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(2003)
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Value Chain
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human resource management
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Categories of a balanced scorecard

\
Internal business process
perspective |

Finamncial

perspective
Objectives Measures

Improwve Return on sales

rofitabil;
" : Ny Return on
investment

Customer
perspective

Objectives Measures

Improve customer Repeat sales
loyalty

I prove Orders filled
processing quality  without error
On-time delivery
|

Objectives Measures k

Response time per
customer request

Learning and growtith
perspective
Objectives Measures i

Improwve staff skills Employee
productivity
Hours of training
per employee
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