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Application of Total Quality Management
in the Public Sector

Abstract

Recently, Total Quality Mamagement (TQM) has been a hot term in
management of business and the public sector. TQM is an idea and a
method through participation of the total members of the organization,
working with scientific method, continuously improving products, service
and the operational process , and meeting customer’s needs at now and
‘0 the future. TQM started at the U.S. but grew at Japan. Now TQM
becomes a kind of new management thought in the world. Its main
content includes: (1)support of the top manasement; (2)work of continu-
ous improvement; (3)employee empowerment and teamwork; (4)participa-
tion of total members; (5)customer focus; (6)using scientific method; (7)
prevention of errors rather than detection; .(8)emphasing employee’s
education and training. As TQM applys to the public sector, it may face
the following problems: (1)the problems of managerial policy and ideol-
ogy; (2) the problems of uncertainty; (3)the problems of service and prod-
uct; (4)the problems of definiting customer of the government; (S)the
problems of emphasing input and process; (6)the problems of the govern-
ment culture. If the public sector of the R.0.C. wants to implement
TQM effectively, it must care about tle following suggestions: (Dto
revise the relative law and regulation; (2)to test in some selected agen-
cies: (3)to select some key points of TQM to implement; ()to consider
the period of implementation; (5)to allow the participation of the employ-
ees; (6)to support from the top management; (Dto define the customer
widely; (8)to set the quality improvement prototype award.
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