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ABSTRACT
The healthcare industry has been facing a significant change nowadays. Because of the stresses on financial income caused by
payment shrinkage of the national health care and the raise of consumers’ self-awareness, it is necessary for medical institutions to
adopt proper quality management tools, utilize the limited resources, and pursue better service quality and efficiency in order to
survive. . The main purpose for the health industries to use quality management is to achieve high-quality, high-efficiency, low-cost
and waste-avoidance by the promotion of activities through a variety of quality control, continuous quality improvement. In this
study, through literature collection and consolidation, we used the performance evaluation matrix to examine the performance of the
30 quality management tools used in the domestic healthcare industry for clarifying the viability and popularity of the current quality
management tools used in the healthcare industry. Ten “ important but not easy to be used” and “ important but difficult to be
used” tools are found to provide a reference for medical industries in the future. . Finally the Quality Function Development is
applied for assessing the critical elements on the implementation of quality management tools. The results provide healthcare
industry with the key factors of promotion quality management tools. “ the participation and devotion of top executive” ,
“ interdepartmental communication and coordination” ,“ teamwork” ,* full participation” ,* education training” ,*“ the
choice of professional adviser” ,“ continuous internal auditing” ,“ computerization” ,and“ incentive compensation system”
In order to help healthcare industries refer to the references more appropriately and efficiently and also fix the unnecessary waste.
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Table of Contents
I 1 PSRRI mooad
ettt r et e e reereereerearen ivO
0 ettt e et e e et e et et e re e e areaaenreenneas vi
oottt et e re b e b e be et et et et et e st ere e e ereerenrearen viid O
oottt b e bbbt e e e reereereerears xOad
ettt et b et et b et et e bt e st e e eneereens xigdo d
ettt ettt et e e beereereabeerearas 11210000000 ke 1120
LI D D0 ettt ettt B L3O O LM ittt 4140
LI D D0 ettt ettt st A0 00 OODOO ettt e e ereas 6
2100000000000 e 621100000000 ke 6
21200000000 00000 v 92130 000000000000 e, 102.20 O
I OO PUPRRPORt 11221 00000000000000 e, 1322200
0000000000000 v, R I O STR 20231000
[ OO ROPUPRRON 202320000 0OPEMODO o ccciee e 212330000000
O00000 e Y2 S 2924100000000
OO000 e 302420 000 00 tiiiiiiiiirereiere e seesie e e 2243000000000
L e 362500100 0000000000000 i 000000
L et LT 250 SRS 553.2000
O000000000000 . 57321 000000000000 e 57322000
I SRR 603230 000 OO0 e 663.30 00
L ettt re et ers 66 3.3 L 000000 e e 67322000
O00000000000000000DO0 e ssessessessesseseeses 6833300000000
O000000D00D0DOODOO ik et sre e sn e enas 693340000000000000O0
ooooo.... TIO OO0 OODOD ittt e 7341000000000



L e TS A3 LT OO et s 76432000

L s 7440000000000000000 s 7745QFDO OO
OO0O0ODO0OD0 e 814510000 O OMOMN ittt 82452000000
OO00OVOOOOO e 844530 000000000 OOMOMO v 8845400000000O0OO
OO0O0OO0UO0ODUTOTDODODOD ittt U ooono

L e 92 5. L T O T D it 925200000
L 96 [ L [ D et 98 [

L 123000 0110000

L SO210 00O OO e 24022
VOOUODOOODOD s 240230000000

L 33024 BossertJ OO 0OOONO s 4031000
L D S6 032000000000 tiiiiiiiiiiies e 59
O33VOUODOOOD ciiiiiiiiiiiei s 600340000000

L 2035000000000 Pp UOOD i 6204100
OVOODOOOD s 30 bz2130bd0bobooonooooDon

O e 1102200000000000000000000 e 15023000000000000
OO000000 i 180240000000000000000000 wiivivveieeene, 902500000000
OOO0OD0 o 25026 0000000000000 e 310270000
OO000000000D s 3060280 00000000000 00D0 e 38029
OOTOMOODOOOD ciiiiiiiieeeeeeeeeesese e 4031000000

L e 670320000 OMON i 7003200
OOO0ODOOODO o 204100000000 ot 73
O420 000 00D ittt 740430000

L e 77044000000000000000000 i 8004.5
I g3046VvVOOUODOOOOODOODOOO

O 5 047vOOUOOODOOOOODOOD v gsl480 0L OODOODO
oooooOooQFrDODO....... WVO490000000O0O0OOOOOOOMO v 910510000000
OOOD i 93

REFERENCES

0000000000 1000001970000 000000000000 000D OO0 Gemba kaizenacommonsense, low-cost
approachtomanagement 0 0 0 00000000 20 00000000197000000000000000DOOO0ODOOO0O 3.
goboooostooonooooocon:. bbb oooboocooMboonooooooon
do400000000000O02070 00000000000 TPMOOOO0O000OO0OOOWBTUOOODOODODDOODODOGBO1
0,025460 5.000000600000000000O0O0O0DOOOOOODODOOOOOO0O000000000000O0O0O0OOO0O
doddogedoogz2ooo0iooooobobobobObObObObODObOO0b000000000DoDoooooooooODOOO
doorvoooOo1rodoooooisoscoo oo ooo oo obooboooobobooD s.ooooo
dddooooooriddddoooooooooooooooooooboobooooboDe.0bnonononnnad?2007
gossbbn. oo ooooOosz-8erd 10.000000700000000000ODEACD DD OODODODODODO
JdddddooooooooooooooooobooboobO noooozo0oooooooooooboobooooooooon
JdddddoooooooooooooooobobobobobOooooec7r00ddooooooooobooboooooooooDn
0024-330 13.00001980 0 0000000-00000000001780083-8500 140000200300 0000000000
Jddddd0oo0o0oooooooooooooooboooobobobooDOobOoOoO0.0O0DooooooDoz20000000000
J00000o0o0o0oOooOoz202e900055-630 16.00002003001ISO000000000O00O0OOOOOOOODODO3O70O0O
059-630 17.0 0000000200000 0FMEAD D DD ODONOOOOOOOOOOODO4011000100 18.000000000O
O0b0odz20700ARISOODOOODOOODOODODO0ODOOODODOO0ODO0O0ODODO0ODOOO802000O172-1930 19.000
g8 d0000OOIsO0D000nDoonooOoobOOo0D440200013-140 20.0000000020060 00000000000
0000000000000 000DO00D0404000215-2300 21,00 00000000000 DO0O0DOOOD00400 0000
000000000 DbO00bO000obOo0DobOOooed20009-180 2200000000190 0000000OO0OOOOOOO
0000000000000 0 23.0000200000000000005S0000000000 330800010 240000000
g3 000000000000 DOO0DOO0O0DO0DOO0DO0O0ODODOO0ODOO0ODODOO0ODbOO0ODODO 2s.0000201000000
gisoooooc000 O oo obobobbobbbobobbObbObo00000oUoUgUooag 2e.



gbooboooooboobobobozoo0obooboobobOobobooooooobobOobobobosb20ngoor-1040 27.
gboobooooodbobobooboooobobobobobooboerbOboboboboon 28.000200000000
g72z0:0000000000000000O00O0O0O0DO0O00 2200000000000 0O0O0OO0ODO0ODOOOOOO200000 O
gbooboooooooboobobobooboooobobobblbob111g 0. 0ogbogze2bboboooooonO
oboob0oooooobobOo3rgbogoboz2ord0b0b00o0oobobobO0obOb43n40nbOes-320 32.00 0020030 0
gbooboooooboobOoboboobooooboboboboboooboboobobOo BOODObODObOOobOobOOO2008000
gboobo0ooooooboobOoboboboboooobobD4b0r-1e0 34000020010 00000 0DbOO0ODbObOOOOODODO
gooboooooboobobobobobobooo obobz2o40bbO0obO0Ob0O00ORCADODODOOODODOODODO
gbobo0ooooooboobOoboboboboooobobog bbb oboobobL-oD0ob0OonDO
gbooboooo2sov7o0oOsi-1050 3rdodnogpo20020 DRCAUDODODOOODOODODOODOODObOobobooOon ss.
oooboooooozeo20bbo0ooobobo0ooboboooooccUbbooguDooobooooooDoooDoO 39.0
gooboOoozeosooooobboooooooooboooooooobobooobboooboOoboOoD4bODOOODDOO
goobobooozeee 00D O0O0DO0O0OO0ODOO0O0ODOO0O0O0OOOO0ODOOODOOOO20100049-570 4100000
oooboboopoze00pDooobOo00obobo0oobo0oooOo0oDbbO0obOo0oOne0 0240 420000199800
O00o00O00ooo0oO0ooDboO0oobOo0ooobobobwD40onosii-32s 3 0000oogoooooooeenoooonooo
gboboooooboboboboobobobo440000000bz2c0700000O0OO0O0ODOODOObOOOOOOOOODOODn
gbO4.000000000000200700 00000000000 0O0O0ODOOOOOOOOODOXMDOO0O000O0ODO8O400
0348-3600 46.0 00020070 00D 000000 OOOOOObOO0ObOO0bOOOOOOO0OOobOObObOobOobObOOOODODO
gboob0o4r0ob0obzoo20b0boob0oboboooooooboobobobiicobobooboooooooooobobob
gbo048 000020020 0000000000000000000000000O00O000O 890027-350 49.00 0020010000
0000000000 O00DOO0O0DbOOD020010000000000000D0OO498-5160 50.0000019910 O Yuzo Yasudad O
gboo0oooobobOobobooo2sodbile-1190 s1.00000000000O0020060000000000000000OO
ob00ob00oooooobooboOosbi1200087-90 52000020030 00000000000000000O0OS3.00000000
gbooo10100o0bdboboobooboobobobos4gbobobooooooooboozecoboboooooogoDn
Oo0b00o0o0oooi10067-820 55.00 0020060 0000000000000 O0ODOOS0000200600000000000
gboooooobooboboboobooboobooboboboooooosroooboobogobz2oObODbObOOoOoOoDOoD
gbooooooooobossgoooeesboboooooooboboboobooboobooogo s gbogozeoodoboon
gbooooogeocbbogbozee bbb oobooooboboboobooooboDobDobD0obobobbooLooDOoD
Oelb000z0000000000000000903000392-3940 62000020070 0000000000O00ODOOOODDOO
go0boo0ooooooobbueDbOOIesy 0000 DO0O0DDOO0ND QUALITY AND MANAGEMENTO 60
013140 64000020030 00 00O0O0O0O0OOSSOO0O0DO0O0O0O0OD 3¢¥0900027-290 6e5.0000 0200300000000
gooboooooolo0b0O0oooooooboooooboesnoble0 D00 DOO0OODOOOOODOOO0ODOOOn 67.0
ooolessgooooooooisoscco oo ooooooobbo0ooooooooooooboOoOes.ogn2o04000D
oooboo0ooooooobo0oobbO0ooooOoooDbO0oooooooDboOooDbOO e OUObDbO2bOOO0ODOO
gboboooooooboobobo o oboobobobz2eo7r00b0oboboobO0obOoboobooboobobOgbi4b0ass-1970d
71000020040 0000000000000000000000000DO0ODO0OO2102000237-2550 72000000000
gboboooooogobzes0bobooooboobooboboboboobooooboobobOen4bOns399-4280 73.000
g2 00 000000D00DO00O000O0O0O0D0000 30100026-350 7400000000200 00000000000
gbob0o0oooobobisb2000174-1800 75.0 0000000200700 000000OOISOOO00O0O0OODOODOOOOOOO
00 1403000251-2540 7v6.00 0020000 U0 0OKanoO OO OO OOODOOOO0OO0OOOOOOOODOODOODOODOOOOOODOO
gboooooooboobobobooboooowOhoooOooOOobobOobooooooobDb2040000b0b0bOOOObDOD
gboob00oooooobobobobobob2i02000101-1120 78000019970 00000000000 0O00O00ODO1320033-15
O 7.0000200100001sO9001:2000000000000003701000067-700 80.00002005001sO9%001000000
ob0obo0ooo410300016-200 81,00 00200500 01Iso00gooooooooToMbbooogooooooooboooon
gbobo0oooobobdbobooboobboboo se2000b00bobobobze0 oo oboboboooobDOoD
gboboooooboobobosgo2ybogpooooboosgbz2eo7dbgboboboobo0bobobobobobbooO
oodobsioooobooogoooooboboooozees bbb booooooooobooobobobooboobooooDbon
g s.oogozeoooogooooooooooooooooboooboooooooooboooooboobooboooDboo
ooO0seoooplorgoTOQMO OO0 DOOO0000O00030700036-370 870 pz0070 0000000000000
gooboooooooooobooobbooooooooobooobooooobbooOoDbbo 8D bU2003IbDDODOODOO
gooboooooooooobo0oobbo0ooooo0oob0ooooooooOoO0oDbDbOOoobDOoOoOOo e DOboDb20040000
o00oboOo0oooooOoobo0oobbo0oobo4010003 130 00000 0oooo0obbo0oobooooDoOO200500
gboboooooboobobobobooboooobobobs3g2000189-2030 1. 0bOobO0bOobOOoOooboOooboOono



020050 000 0000000000000000000DDO0O00O0O0O0O00O0 0000000000000 0D0D000DOOO
O0020110000RCAODFMEAD DD O00DODOOOODODOOODOOOODOOOOOS350100049-570 93.0 00 0O O Lawrence L.
Martin, and Peter M. Kettnerd 0 019990 0 00000000000 —-00000000000O0O0ODOOO 94.00002004000
ooooiIsooooooo400500032-340 9.0 0000000200000 0PDCADODDOCOOONDOOOONODOOOODODO4S45011
00010130 9%6.00000000000020060 0000000000000 00DO0OO00O0ODOOO0OOOOOOOOOO0
OCEPSO 0 371-3820 97.0 0 000000000 O0060 000000000000 0O0OOO0OOOOOO0ODOOOOOOOOO
O000000003106000371-3820 98.00 0019960 0 0000000000000 OOOOOOOOOOOOO0O131010
00071770 9.000000000000130 02006000 000000000000000000O0OO0OO0O 100000000
ogz20000000000I1sol 0000000000000 00o0000ooO380500 101.0000200000000000
googlsoeobOboooooobobObOooOoO00dddddd0oooooooooooD 10200000 DDOODOOO
g0060 00 0000000000000 00DODO0O0D0OD0O00O0O0BO200 103.000019860 0000000000000
g0d0104000020020000000000000000000D0O000DO0O0000DODO0OODOOOODDOO0ODOOOODOO
00000000 11s.000019970000I1so%000 000000000000 0000O00O0ODDO0ODOO00DOODO0ODOO
000000000 106 0000000000001990000000000000000000D0000O201000 77-950 107.
gOopz0060000000000000000D0O00O0ODO 108000020000 0000000000000D0O000DOOOODOO
00000000000 100.000019400000001sO%000 0000000000000 0000000000 0OoOogd
000000 1100000200000 000000000000000000D000 1112000020060 0000000000000
O0000000000KanoOOOOOOODOO0ODO0O00O0000O0O000D0OO0 1120000000000 00200000 RCA
00000000000000000000000000000 113.000019¢0000I1so9%000 0000000000000
00000000000000000 1140000200100 0000000000000000000000O0O00DOOOOODO0O
O0000000000000020400086-1070 115.000199400000000000000000000DODOO0OOOOO
0130100035530 116.0 000000190000 0000000000000000O0ODOO0O0ODOO0O0O0O140300
0276-2820 117.000020100 0 0000000SS0000000000000O180100052-540 118.0 000000 O 20060 0
0000000000 0000000000000 119000020000 00000000000000000000D0O000O00OTO
00000000000O0O0O0ODO0O0OD0OD0O0OOO0ODODO 000000 1.Adachi, W. and Lodolce, A. E.J 20050 . Use of Failure Mode and
Effects Analysis in Improving the Safety of i.v. Drug Administration, American Journal of Health-System Pharmacy, 6200 901, pp. 917-920.
2.Aisling, J., Reynolds, F., Kenneth, J.00 199900 . An assessment of the capacity and congestion levels at European airports. Journal of Air
Transport Management, 5, pp. 113-134. 3.Alexandrial 20030 . Strategic Six Sigma, HR Magazine, 4800 400 , pp. 125-126. 4.Anthony, D.,
Chetty, V. K., Kartha, A., McKenna, K., DePaoli, M. R. and Jack, B.[0 200500 . Re-engineering the Hospital Discharge: An Example of a
Multifaceted Process Evaluation, Advances in Patient Safety, 2, pp. 379-394. 5.Apkon, M., Leonard, J., Probst, L., Delizio, L. and Vitale, R.

[0 20040 . Design of a Safer Approach to Intravenous Drug Infusions: Failure Mode Effects Analysis, Quality and Safety in Health Care, 13, pp.
265-271. 6.Arveson, P.[0 199801 . Measuring performance research agencies. The balanced scorecard Institute. Working paper. 7.Balakrishnan, R.,
Linsmeier, T.J. and Venkatachalam M. 199601 . Financial benefits from JIT adoption: Effects of customer concentration and cost structure, The
Accounting Review, 710 200 ,pp. 183-189. 8.Barkley, B. T. and Saylor, J. H. 0 19921 . Customer-Driven Project Management: A New Paradigm
in Total Quality Implementation, McGraw-Hill Professional. 9.Barnett, K. 00 20050 . Creating meaning in organizational change: A case in higher
education, Unpublished doctoral dissertation, Louisiana State University and Agricultural & Mechanical College, U.S.A. 10.Benenson, R.,
Magalski, A., Cavanaugh, S. and Williams, E.00 19990 . Effects of an[J eumonia Clinical Pathway on Time to Antibiotic Treatment, Length of
Stay, and Mortality. Academic Emergency Medicine, 600 1200, pp. 1243-1248. 11.Bicknell, B. and Bicknell, K. D.[0 199500 . The road map to
repeatable success: Using QFD to implement change. CPC Press: Boca Raton, FL. 12.Billesbach, T.J. and Hayen, R. [0 199400 . Long-term impact
of Just-in-time inJ inventory performance measures, Production and Inventory. Management Journal, 350 100, pp. 64. 13.Bossert, J. L. [0 1990
O . Quality Function Depolyment, A Practitioner’ s Approach, ASQC Quality Press. 14.Bossink, B. A. G., Gieskes, J. F. B. and Pas, T. N. M.

[0 199201 . Diagnosing[] Total Quality Management-Part 1, Total Quality Management,30 300, pp. 223-231. 15.Burgmeier, J.0 20020 . Failure
Mode and Effect Analysis: an Application in Reducing Risk in Blood Transfusion, Journal on Quality Improvement, 2801 6(1 , pp. 331-339.
16.Cassanelli, G., Mura, G., Fantini, F., Vanzi, M. and Plano, B.O0 20060 . Failure Analysis-assisted FMEA, Microelectronics Reliability, 46, pp.
1795-1799. 17.Chen, S. C. 0 200900 . Establishment of a performance-evaluation model for service quality in the banking industry, The Service
Industries Journal, 290 200, pp. 235-247. 18.Chen, S. C. , Huang, J. M., Yang, C. C., Lin, W. T. and Chen, R. J.00 20070 . Failure evaluation
and the establishment of an improvement model for product data management introduced to enterprises, The International Journal of Advanced
Manufacturing Technology, 3500 1-200 , pp. 195-209. 19.Chen, S. C., Yang, C. C., Lin, W. T. and Yeh, T.M.O 200801 . Performance evaluation
for introducing statistical process control to the liquid crystal display industry, International Journal of Production Economics, 11100 100, pp. 80-92.
20.Chen, S. H., Yang, C. C., Lin, W. T. and Yeh, T. M.0 20070 . Service quality attributes determine improvement priority, The TQM
Magazine, 190 200, pp. 162-175. 21.Chen, S.C., Yang, C.C., Lin, W.T., Yeh, T.M. and Lin, Y.S.0 20070 . Construction of key model for
knowledge management system using AHP-QFD for semiconductor industry in Taiwan, Journal of Manufacturing Technology Management, 18
050, pp. 576-597. 22.Chou, Y.H.O 20100 . Using Product Service System in the Study of Bike Sharing System[] A Case of Kaohsiung City



Public Bike O C-bike[ . Institute of Asia Pacific Industrial and Business Management National University of Kaohsiung. 23.Conti, T.0J 199907 .
Vision 2000 : positioning the new 1SO 9000 standards with respect to total quality management models, Total Quality Management, 10 (7), pp.
454-465. 24.Coronado, R.B. , Antony, J.00 20020 . Critical Success Factors For The Successful Implementation of Six Sigma Projects in
Organizations, The TQM Magazine, 1400 200, pp. 92-99. 25.Corrigan, J.00 199600 . The balanced scorecard: the new approach to performance
measurement, Australian Accountant, 66, pp. 47-48. 26.Cuieford, J. P.0 19650 . Fundmental Statistics in Psychology and Education, 4th ed., NY:
McGraw-Hill. 27.Davenport, T. H. 0 19930 . Need radical innovation and continuous improvement? Integrate process reengineering and TQM.
Planning Review, 210 30, pp. 6-12. 28.Davenport, T. H. 0 19980 . Putting the enterprise into the enterprise system, Harvardd Business Review,
760 40 , pp.121-131. 29.DeToro, I. and McCabe, T. 0 19970 . How to stay flexible and elude fads. Quality Progress, 3000 300, pp.55-60.
30.DRACH and Bob[ 199400 , Use manufacturing standards to drive continuous cost improvement, Production and Inventory Management
Journal, 350 100, pp. 20-25. 31.Drucker, P. F.0J 19900 . Managing the non-profit organization, New York:Harper Collins Publishers. 32.Eagle,
K., Cooke, T. C. and Rossi, T. S. C. 00 20040 . Translating strategy into result, Government Finance Review, 2000 500 , pp. 16-27. 33.Elzinga, J.,
Horak, T., Lee, C. Y.O and Bruner, C. [0 19950 . Business process management: Survey and methodology. IEEE Transactions on Engineering
Management, 4200 200 , pp. 119-127. 34.Flynn, B. B., Schroeder, R. G. and Sakakibara, S.[1 19940 . A Framework for Quality Management
Research and an Associated Instrument, Journal of Operations Management, 110 400 , pp. 339-366. 35.Frigo, M. L., and Krumwiede, K. R.

0J 199901 . Ten ways to improve performance measurement systems. Cost Management Update, 960 40 , pp. 1-4. 36.Goldratt, E. M.[0 19900 .
Theory of Constraints. New York: North River Press, Inc. 37.Greenlinger, K.OO 20080 .Successful organizational change in a large, complex,
government organization from the provider's perspective. Unpublished doctoral dissertation, Pepperdine University, U.S.A. 38.Hajime, Takaaki
and Hiroshi.[0 20020 . Innovative product development process by integrating QFD and FUZZY, International Journal of Production Research,
40, pp. 1031-1050. 39.Hanna, E., Schultz, S., Doctor, D., Vural, E. and Suen, J.[0 19990 . Development and Implementation of a Clinical
Pathway for Patients Undergoing Total Laryngestomy. Archotolaryngol Head Neck Surgery, 125, pp. 1247-1251. 40.Hauser, J. and Clausing, D.
[0 198801 . The House of Quality. Harvard Business Review, 66, pp. 63-73. 41.Henderson, K. M., Evans, J. R. 0 20000 . Successful
Implementation of Six Sigma:Benchmarking General Electric Company, Benchmarking: An International Journal, 700 40 , pp. 260-281.
42.Hockman, K. K., Grenvile, R. and Jackson, S.00 199410 . Road Map to ISO 9000 Registration, Quality Progress, pp. 39-42. 43.Hofmann, P.A.
0 199301 .Critical path method : An important tool for coordinating clinical care. Journal on Quality Improvement, 190 70, pp. 235-246.
44.Hradsky, R. D.0J 20070 .The conversion of an upper — division university t o a four-year institution: A study in organizational change,
Unpublished doctoral dissertation, University of Pennsylvania, U.S.A. 45.Hsia, T. C., Chen, S. C. and Chen, K. S. 0 20090 . Enhancement of
Service Quiality in Internet-marketing through Application of the Six Sigma Process, Journal of the Chinese Institute of Industrial Engineers, 261 1
O, pp. 11-21. 46.Hsiao, Y.D., Yang, C.C., Lin, W.T. and Lee, W.C.[O 20070 . A study on key failure factors for introducing enterprise resource
planning, Human Systems Management., 26, pp. 139-152. 47.Huang, C.T., Yeh, T.M. and Lin, W.T. 0 20090 . A fuzzy AHP-based performance
evaluation model for implementing SPC in the Taiwanese LCD industry. International Journal of Production Research, 47, pp. 5163-5183.
48.Hung, Y. H., Huang, M. L. and Chen, K. S. 00 20030 . Service quality evaluation by service quality performance matrix. Total Quality
Management, 140 10, pp. 79— 89. 49.Hung, Y. H., Huang, M. L. and Chen, K. S.00 20030 . Service quality evaluation by service quality
performance matrix, Total Quality Management, 140 100, pp. 79-89. 50.Hutchinson, B.S.0J 200500 . Academic capitalism, organizational change,
and student workers: A case study of an organized research unit in a public research university. Unpublished doctoral dissertation, The University
of Arizona, U.S.A. 51.Imai, M.O 198600 . KAIZEN-The KeyTo Japans Copmpetitive Success, New York, Mcgraw-Hill, Inc. 52.Jackson, P.

[0 19980 . Focus group interviews as a methodology. Nurse Research, 601 100 , pp. 72-84. 53.Jerome, A., Blakeslee, Jr. ( 1999 ) ,Achieving
Quantum Leaps in Quality and Competitiveness:Implementing the Six Sigma Solution in Your Company, Quality Congress, pp.486-497.

54 Juran, J. M. 19890 . Universal Approach to managing for Quality: The Quality Trilogy, Executive Excellence, pp. 15-17. 55.Kanji, G.K. and
Asher, M. 199300 . Total Quality Management Process: a Systematic Approach. Oxford: Carfax. 56.Kaplan, R. S. and Norton, D. P.[J 199601 .
The Balanced Scorecard: translating into action. Boston: Harvard Business School Press. 57.Kelly, C.S., Anderson, C.L. and Pestian, J.P. 00 2000
O . Improved outcomes for hospitalized asthmatic children using a clinical pathway. Annals of Allergy, Asthma & Immunology, 84, pp. 509-516.
58.Kim, G. R., Chen, A. R., Arceci, R. J., Mitchell, S. H., Kokoszka, K. M., Daniel, D. and Lehmann, C. U.0 200600 , Error Reduction in
Pediatric Chemotherapy:Computerized Order Entry and Failure Modes and Effects Analysis, Archives of Pediatrics and Adolescent Medicine, 160,
pp. 495-498. 59.Krouwer, J. S. 0 200400 . An Improved Failure Mode Effects Analysis for Hospitals, Archives of Pathology and Laboratory
Medicine, 128, pp. 663-667. 60.Lambert, D. M. and Sharma, A.[0 199000 . A Customer-based Competitive Analysis for Logistics Decisions,
International Journal of Physical Distribution and Logistics Management, 2000 10, pp.17-24. 61.Lau, H. C. and Idris, M. A.0J 20010 . The Soft
Foundation of the Critical Success Factors on TQM Implementation in Malaysia, Total Quality Management, 130 100, pp. 51-60. 62.Lin, W. T,
Chen, S. C. and Chen, K. S.00 20050 . Evaluation of performance in introducing CE marking on the Eurpean market to the machinery industry in
Taiwan, International Journal of Quality Reliability Management, 2200 500 , pp. 503-517. 63.Lin, W. T., Chen, S. C., Lin, M. Y. and Wu, H. H.
0 200600 . A Study on Performance of Introducing ERP to Semiconductor Related Industries in Taiwan, International Journal of Advanced
Manufacturing Technology, 29, pp. 89-98. 64.Lin, W.J.0J 19950 . Identifying the Determinants of a Kaizen Suggestion Systerm and assessing its
Imppact of Plant-Level Producitivity; A Pooled Cross-Sectional and Time Series Analysis. Unpublished doctoral dissertation. Michigan State
Universety. 65.Lin, W.T., Chen, S.C., Jang, H.F. and Wu, H.H. 0 20060 . Performance evaluation of introducing QS-9000 to the Taiwanese



semiconductor industry, The International Journal of Advanced Manufacturing Technology, 270 9-1000 , pp. 1011-1020. 66.Lin, W.T., Chen,
S.C., Lin, M.Y. and Wu, H.H. 00 20060 . A study on performance of introducing ERP to semiconductor related industries in Taiwan, The
International Journal of Advanced Manufacturing Technology , 2901 1-200 , pp. 89-98. 67.Lin, W.T., Hung, Y.H., Huang, C.T. and Wu, C.C.

[0 200500 .A performance Evaluation of After-Sales Service Information Systems provided by the Taiwanese Machine Tool Industry, International
Journal of Management, 220 100 , pp. 112-126. 68.Manning, W.G. and Marquis, S.M.[0 199600 . Health insurance: The tradeoff between risk
pooling and moral hazard, Journal of Health Economics, 150 500 , pp. 609-639. 69.Marquardt, D. W. [0 199900 . The 1SO 9000 family of
international standards, In Juran, J. M., Eds. Juran's quality handbook. NY: McGraw Hill. 70.Martilla, J. A. and James, J. C.00 19770 .
Importance-Performance Analysis, Journal of Marketing, 410 10, pp. 77-79. 71.Muller, R. and Turner, R.00 20070 . The influence of project
managers on project success criteria and project success by type of project. European Management Journal, 2500 400 , pp. 298-309. 72.Nakamura,
M., Sakakibara, S. and Schroeder, R.00 19981 . Adoption of Just-in-time manufacturing methods at U.S. - and Japanese — owned plants: some
empirical evidence, IEEE Transactions on Engineering Management, 45(3), pp. 232-233. 73.Pande, P.S., Neuman, R.P. and Cavanagh, R.R.

0 200000 . The Six Sigma Way, MC Graw-Hill 2000. 74.Parasuraman, A., Zeithaml, V. A. and Berry L. L.00 198500 . A Conceptual Model of
Service Quality and Its Implications for Future Research, Journal of Marketing, 49, pp. 41-50. 75.Parasuraman, A., Zeithaml, V. A. and Berry, L.
L. 019910 . Understanding Consumer Expectation of Service, Sloan Management Review, Spring, pp.39-48. 76.Parish, J. T., Cadwallader, S.
and Busch, P.0J 20080 . Want to, need to, ought to: Employee commitment to organizational change. Journal of Organizational Change
Management, 210 100, pp. 32-52. 77.Pickler,00 L.O0 19830 . Quiality Circle in the Systems Enviroment , Journal of System] Management. pp.
14-16. 78.Radharamanan, R., Godoy, L.P.[0 19960 . Quality Function Deployment As Applied To A Health Care System, Computers and
Industrial Engineering, 31, pp. 443-446. 79.Sakakibara, S., Flynn, B.B., Schroeder, R.G., and Morris, W.T.00 19970 . TheO impact of Just-in-time
manufacturing and its infrastructure onCJ manufacturing performance, Management Science, 430 900 , pp. 1249-1250. 80.Sandholm, L. and
Sorgvist, L.S.[0 20020 . 12 requirements for Six Sigma success, ASQ Six Sigma Forum Magazine, 200 100, pp.17-24. 81.Saraph, J. V., Benson, P.
G. and Schroeder, R. G.[0 198801 . An Instrument for Measuring the Critical Factors of Quality Management, Decision Sciences, 20, pp. 810-828.
82.Shiba, S., Graham, A. and Walden, D.[0 199300 . A New American TQM : Four Practical Revolutions in Management, Cambridge
Massachusetts : Center for Quality of Management. 83.Smith, D., and Blakeslee, J.00 20020 . The New Strategic Six Sigma, 5600 901 , pp. 45-52.
84.Steel, R. P. and Lloyd, R. F.00 19880 . Cognitive, affective, and Behavioral Outcomes of Participation in Quality Circles:Conceptual and
Empirical Findings. The Journal of Applied Behavior Science, 24 (1), pp. 1-17. 85.Steel, R.P. and Shame, G. S.00 19860 . Evaluation research on
quality circles: Technical and analytical implication. Human Relations, 39 (5), pp. 449-465. 86.Stich, E. B. K.(O 20080 . Elements of successful
community college organizational change: A meta-ethnographic analysis. Unpublished doctoral dissertation, Capella University School of
Education, U.S.A. 87.Suzaki and Kiyoshil 19930 . The New Shop Floor Management : Empowering People for Continuous Improvement, New
York : The Free Press. 88.Taut, S. M. [0 200501 . Evaluation use for learning in an international development cooperation organization.
Unpublished doctoraldissertation, Losangeles University, U.S.A. 89.Tenner, A. R. and DeToro, 1. J.00 19970 . Process redesign: The
implementation guide for manager. Upper Saddle River, NJ: Prentice-Hill. 90.Thomas, P.00 200301 . The Six Sigma Project Planner, New York:
McGraw. 91.Venkatraman, N. 0 199100 . IT induced business reconfiguration. In M. S. Scott and Morton[J Eds.O0 , The Corporation of the
1990s. New York: Oxford University Press, pp. 122-158. 92.Vloeberghs, D. and Bellens, J. 0 19960 . Implementing the ISO 9000 standards in

O Belgium, 2901 60J , pp. 43-48. 93.Walks, S. and Frank, M. 199901 . Application of the total qualityd) management approach principles and the
1SO 9000 standards ind engineering education, European Journal of Engineering Education, 2400 30 , pp. 249-258. 94.Walsh, L.[0 19860 .
Quality Management Handbook, McGraw-Hill, New York. 95.Weston, F. C. Jr.00 199500 . What Do Managers Really Think of the ISO 9000
Registerarion Process, Quality Press, 28 (10), pp. 67-73. 96.Wetterneck, T. B., Skibinski, K. A., Roberts, T. L., Kleppin, S. M., Schroeder, M. E.,
Enloe, M., Rough, S. S., Hundt, A. S. and Carayon, P. 0 20060 . Using Failure Mode and Effects Analysis to Plan Implementation of Smart i.v.
Pump Technology, American Journal of Health-System Pharmacy, 630 1600 , pp. 1528-1538. 97.White, R.E., Pearson, J.N. and Wilson, J.R.

00 199901 . JIT manufacturing: A survey of implementations in small and large U.S. manufacturers, Management science, 450 100, pp. 4. 98.Wise,
R. 1.0 19970 . The balanced scorecard approach to strategy management, The Public Manager, Fall, pp. 47-50. 99.Yang, C.C., Lin, W.T., Pai,
F.Y.and Yeh, T.M.O 20070 . The use of fuzzy measures in a performance-evaluation model for ERP implementation among Taiwanese
semiconductor manufacturers, International journal of production research, 4500 2000 , 4735-4752. 100.Yeh, T.M. and Lin, W.T.00 201000 . The
diagnosis and improvement of TQM implementation in semiconductor industries, African Journal of Business Management, 40 60 , pp.
1095-1106. 101.Zehr, K.J., Dawson, P.B., Yang, S.C. and Heitmiller, R.F.00 199801 . Standard Clinical Care Pathways for Major Thoracic Cases
Reduce Hospital Costs. Annals Thoracic Surgery, 66, pp. 914-919. 102.Zha, X.F., Sriram R.D., Fernandez M.G. and Mistree F.00 20080 .
Knowledge-intensive collaborative decision support for design processes: A hybriddecision support model and agent, Computers in Industry, 5901 9
O, pp. 905-922. 103.Zhu D.S.0 20040 . A Study on the Effects of the Practice of Clinical Pathway in Hospitals on Length of Stay, Medical
Expenses, and Medical Quality-Total Hip Replacement as an Example. Journal of Health Management, 200 10, pp. 21-36. 7?0 00000 1.0
O00000: http://www.doh.gov.tw/0 2.0 0 0 0 O O O : http://www.books.com.tw/0 3.0 O O 0O O O : http://www.eslite.com/0 4.0 O
O O O : http://aleweb.ncl.edu.tw/0]



