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èòÖ×ùÜäñëÈÅ°ÃîÈìæòÂëúÖä 
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Åëä­óÈÅèóâäú­ ÅèóâÿÃ­óĂÉÿÂöćãèÂòÛÅèóâÿÜĆÚâóĀæñÅèóâëČóÅòÎ          
ÃîÈÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ  āÕãĂË­Ã­îÂČóìÚÕāÕãäèâ (Overall 
Requirements) ÿÜĆÚìæòÂĂÚÂóäÿäöãÚäú­ÿÚøĈîìóÃîÈÿÂÔÒ°   

Åëä­óÈÅèóâÿÃ­óĂÉĂÚÂóäÜäñãùÂÖ°ĂË­ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ         
ÿßøćîßòÓÚóäñÛÛÛäõìóäÉòÕÂóäÃîÈîÈÅ°Âä 



TQA Training Program 2017 

ĺńĬ-ŏĺĸŅ ĔŇěĔĶĶĴ 

10 Ĵė,Ȯ2018 
.7:00 ů 16:30 Ú. 

- ėĺŅĴŏĮƦĬĴŅȮėĺŅĴĽŜŅėńĠĕŀĚŏĔĦĤƢĶŅĚĺńĸėŋĦĳŅıŐľƞĚĝŅĨŇȮ&TQA) 

- ľĸńĔėŇħħƟŅĬįĸŇĨĳŅıȮėŋĦĳŅıȮŐĸŃĔŅĶěńħĔŅĶŏĝŇĚĔĸĵŋĪīƢ 

- ėƞŅĬŇĵĴ 
- őėĶĚĶƞŅĚŀĚėƢĔĶȮ&OP) 
- ĽŅĶŃĽŜŅėńĠŏĔĦĤƢľĴĺħȮ3 ĸŌĔėƟŅ 
- ĽŅĶŃĽŜŅėńĠĕŀĚŏĔĦĤƢľĴĺħȮ/ȮĔŅĶĬŜŅŀĚėƢĔĶ 

- ĽŅĶŃĽŜŅėńĠĕŀĚŏĔĦĤƢľĴĺħȮ0ȮĔĸĵŋĪīƢ 
 

11 Ĵė,Ȯ2018 
.7:00 ů 16:30 Ú. 

- ĽŅĶŃĽŜŅėńĠĕŀĚŏĔĦĤƢľĴĺħȮ2ȮĔŅĶĺńħȮĺŇŏėĶŅŃľƢȮŐĸŃěńħĔŅĶėĺŅĴĶŌƟ 

- ĽŅĶŃĽŜŅėńĠĕŀĚŏĔĦĤƢľĴĺħȮ3Ȯĭŋėėĸ 

- ĽŅĶŃĽŜŅėńĠĕŀĚŏĔĦĤƢľĴĺħȮ4ȮĔŅĶĮĢŇĭńĨŇĔŅĶ 

- ĽŅĶŃĽŜŅėńĠĕŀĚŏĔĦĤƢľĴĺħȮ5ȮįĸĸńıīƢ 

3 
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ÅèóâÿÜĆÚâó 
ÃîÈÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ 
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ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ 

 ÿÜĆÚÿÅäøćîÈìâóãĀì¬ÈÅèóâÿÜĆÚ

ÿæõéĂÚÂóäÛäõìóäÉòÕÂóäØùÂÕ­óÚ 

ÖæîÕÉÚÝæÂóäÕČóÿÚõÚÈóÚØöćÕö 

ÿØöãÛÿØ¬óÂòÛîÈÅ°ÂäØöćãîâäòÛÂòÚè¬ó

âöÅùÔáóßëúÈäñÕòÛāæÂ 
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1. ÿßøćîëÚòÛëÚùÚÂóäÚČóĀÚèØóÈäóÈèòæÅùÔáóßĀì¬ÈËóÖõăÜĂË­ĂÚÂóäÜäòÛÜäùÈ
Åèóâëóâóä×ĂÚÂóäĀÃ¬ÈÃòÚ 
2. ÿßøćîÜäñÂóéÿÂöãäÖõÅùÔĂì­ĀÂ¬îÈÅ°ÂäØöćÜäñëÛÝæëČóÿäĆÉĂÚäñÕòÛâóÖäÑóÚāæÂ 
3. ÿßøćîÂäñÖù­ÚĂì­âöÂóäÿäöãÚäú­ĀæñĀæÂÿÜæöćãÚèõÙöÜÐõÛòÖõØöćÿÜĆÚÿæõé 
4. ÿßøćîĀëÕÈĂì­ÚóÚóËóÖõÿìĆÚ×÷ÈÅèóââù¬ÈâòćÚĂÚÂóäãÂäñÕòÛâóÖäÑóÚÅèóâÿÜĆÚÿæõé    
ĂÚÂóäÛäõìóäÉòÕÂóä 
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äóÈèòæÅùÔáóßĀì¬ÈËóÖõ âóÖäÑóÚäñÕòÛāæÂ 
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JQA SQA 

TQA 
EFQM 

IQA 
Rajiv Gandhi NQA 

PQA 

Canadian Award For Ex. 

UK Award for Bus. Ex. 
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Performance Excellence 
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ìæòÂÅõÕÕ­óÚÝæõÖáóß ÅùÔáóß ĀæñÂóäÉòÕÂóäÿËõÈÂæãùØÙ° 
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ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ 

11 

·ÿÂÔÒ°ÿßøćîÝæÂóäÕČóÿÚõÚÈóÚØöćÿÜĆÚÿæõé 
ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ ÿîøĈîĂì­îÈÅ°ÂäÛääæùÿÜ­óÜäñëÈÅ°   ÜäòÛÜäùÈÝææòßÙ°          
ĀæñÿßõćâÃöÕÅèóâëóâóä×ĂÚÂóäĀÃ¬ÈÃòÚÿßøćîëóâóä×ĀÃ¬ÈÃòÚÂòÛîÈÅ°ÂäĂÚäñÕòÛÚóÚóËóÖõ 

 

·ÿÂÔÒ°âöÿÉÖÉČóÚÈØöćÿäöãÛÈ¬óã 
ÿÉÖÉČóÚÈÃîÈÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ Åøî ÂóäË¬èãîÈÅ°Âä ăâ¬è¬óÃÚóÕĂÕ               
ìäøîîãú¬ĂÚÙùäÂõÉĂÕ ÖîÛÅČó×óâØöćØ­óØóã 3 Ã­î ÕòÈÚöĈ 
1) îÈÅ°ÂäÕČóÿÚõÚÂóäăÕ­ÕöÿØ¬óØöćÅèäÿÜĆÚìäøîăâ¬ 
2) îÈÅ°Âääú­ăÕ­îã¬óÈăä  
3) îÈÅ°ÂäÅèäÜäòÛÜäùÈìäøîÿÜæöćãÚĀÜæÈîñăä Õ­èãèõÙöÂóäîã¬óÈăä 
 

·ÿÂÔÒ°ë¬ÈÿëäõâĂì­ÿÂõÕâùââîÈÿËõÈäñÛÛ 
âùââîÈÿËõÈäñÛÛ ìâóã×÷È ÂóäÛäõìóäÉòÕÂóäîÈÅ°ÜäñÂîÛØòĈÈìâÕÃîÈîÈÅ°Âä                
Ăì­ÿÜĆÚìÚ÷ćÈÿÕöãèÿßøćîĂì­ÿÂõÕÅèóâëČóÿäĆÉîã¬óÈÖ¬îÿÚøćîÈ āÅäÈëä­óÈĀæñÂæăÂÂóäÛúäÔóÂóä
ÃîÈäñÛÛăÕ­ĀÂ¬ Å¬óÚõãâ ĀæñĀÚèÅõÕìæòÂ ÿÂÔÒ° 7 ìâèÕØöćâöÂóäÜÐõÛòÖõØöćÿÂöćãèÿÚøćîÈÂòÚ 
ĀæñĀÚèØóÈÂóäĂì­ÅñĀÚÚ 

ìÚ­ó 1 
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æòÂêÔñØöćëČóÅòÎÃîÈÿÂÔÒ° 
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ÅÂóäâù¬ÈÿÚ­ÚØöćÅ¬óÚõãâĀæñĀÚèÅõÕìæòÂ 
ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõâößøĈÚÑóÚâóÉóÂ Å¬óÚõãâĀæñĀÚèÅõÕìæòÂ             

11 ÜäñÂóäµ Ì÷ćÈÿÜĆÚäóÂÑóÚëČóìäòÛÂóäÛúäÔóÂóäÝæÂóäÕČóÿÚõÚÂóäØöćëČóÅòÎ             
ĀæñÃ­îÂČóìÚÕ ÂóäÜÐõÛòÖõÂóäáóãĂÖ­ÂäîÛØöćâù¬ÈÿÚ­ÚÝææòßÙ° Ì÷ćÈÉñëä­óÈßøĈÚÑóÚ
ëČóìäòÛÂóäÜÐõÛòÖõ Ã­îâúæÜ­îÚÂæòÛ ĀæñÅèóâëČóÿäĆÉîã¬óÈÖ¬îÿÚøćîÈ 

 

ÅÂóäâù¬ÈÿÚ­ÚÂäñÛèÚÂóä 
ÂäñÛèÚÂóä ìâóã×÷È èõÙöÂóäÖ¬óÈą ØöćîÈÅ°ÂäĂË­ÿßøćîØČóĂì­ÈóÚëČóÿäĆÉ             
ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõË¬èãĂì­îÈÅ°ÂäÖäèÉÜäñÿâõÚĀæñÜäòÛÜäùÈÂäñÛèÚÂóä
Öóâ 4 ÜòÉÉòã (ĀÚèØóÈ · Âóä×¬óãØîÕëú¬ÂóäÜÐõÛòÖõ · ÂóäÿäöãÚäú­ · ÂóäÛúäÔó
Âóä) 

ìÚ­ó 3 
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ÜäñāãËÚ°Ö¬îîÈÅ°Âä 

13 

 

ÅÿÜäöãÛÿØöãÛÂòÛÂäîÛÂóäÜäñÿâõÚÅùÔáóßäñÕòÛâóÖäÑóÚāæÂ 
ÅÂóäÜäñÿâõÚÖÚÿîÈ : ëáóßĀØ­ÉäõÈÃîÈäñÛÛÂóäÛäõìóäÉòÕÂóäÃîÈîÈÅ°Âä  
ÿßøćîÂČóìÚÕèõÙöÂóäĀæñÿÜ­óìâóãØöćËòÕÿÉÚĂÚÂóäÉòÕØČóĀÝÚÜÐõÛòÖõÂóä 

ÅÂóäëâòÅääòÛäóÈèòæ : ÂóäÖäèÉÜäñÿâõÚÕ­èãÂäñÛèÚÂóäØöćâöÜäñëõØÙõÝæ           
ĀæñäóãÈóÚÜ­îÚÂæòÛÌ÷ćÈäñÛùÉùÕĀÃĆÈĀæñÉùÕØöćÅèäÜäòÛÜäùÈ ÿßøćîèóÈĀÝÚ
ÜäòÛÜäùÈîÈÅ°ÂäĂì­ëâÛúäÔ°âóÂÃ÷ĈÚÖ¬îăÜ 

ÅÂóäăÕ­äòÛäóÈèòæ : ÂóäãîâäòÛÉóÂîÈÅ°ÂäÖ¬óÈą ØòĈÈĂÚĀæñÖ¬óÈÜäñÿØé           
ëõØÙõċĂÚÂóäĂË­ÖäóëòÎæòÂêÔ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõÌ÷ćÈëøćî×÷ÈÅèóâÿÜĆÚÿæõé            
ĂÚäñÛÛÂóäÛäõìóäÉòÕÂóä ÂóäÚČóÿëÚîèõÙöÜÐõÛòÖõØöćÚČóăÜëú¬ÅèóâëČóÿäĆÉ               
ÿÜĆÚĀÛÛîã¬óÈĂì­ĀÂ¬îÈÅ°ÂäîøćÚą 
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ÛØÛóØÃîÈÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ 

14 

 

Åëä­óÈÿëäõâÅèóâëóâóä×ĂÚÂóäĀÃ¬ÈÃòÚ 3 ÜäñÂóä 
1) Ë¬èãÜäòÛÜäùÈÂäñÛèÚÂóä ÃöÕÅèóâëóâóä×ĀæñÝææòßÙ° 

2) Ë¬èãÂäñÖù­ÚÂóäëøćîëóäĀæñĀæÂÿÜæöćãÚÿäöãÚäú­èõÙöÂóäÜÐõÛòÖõØöćÿÜĆÚÿæõé
äñìè¬óÈîÈÅ°ÂäÖ¬óÈą 

3) ÿÜĆÚÿÅäøćîÈâøîØöćÚČóâóĂË­ĂÚÂóäØČóÅèóâÿÃ­óĂÉĀæñĂË­ĂÚÂóäÛäõìóäÉòÕÂóä
ÝæÂóäÕČóÿÚõÚÂóäÃîÈîÈÅ°Âä ËöĈÚČóÅèóâÅõÕĂÚÿËõÈÂæãùØÙ° Āæñëä­óÈāîÂóë 
ĂÚÂóäÿäöãÚäú­ 

ìÚ­ó 6 
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ÂóäÃãóãÝæÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ 

15 

 

ÅäñÛÛÂóääòÛäîÈâóÖäÑóÚāäÈßãóÛóæĀæñÛäõÂóäëùÃáóß 
(Hospital accreditation - HA) 

 

ÅäñÛÛÂóäÜäñÿâõÚÅùÔáóßäòÑèõëóìÂõÉ 
(State Enterprise Performance Appraisal · SEPA) 
 

ÅäñÛÛÅùÔáóßÂóäÛäõìóäÉòÕÂóäáóÅäòÑ 
(Public Sector Management Quality Award · PMQA) 
 

ÅÿÂÔÒ°ÅùÔáóßÂóäé÷ÂêóÿßøćîÝæÂóäÕČóÿÚõÚÂóäØöćÿÜĆÚÿæõé               
(Education Criteria for Performance Excellence (EdPEx) 

ìÚ­ó 6 
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Corporate Foresight and Strategic Management 
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Of Change management 

Change management 

Why 

What 

How 
 

The 
   What KEY changes, if any, are affecting 
your competitive situation, including 
changes that create opportunities for 
INNOVATION and collaboration, as 
appropriate? 

P2a(2) Competitiveness Changes  

Note 1.1a3    
  A successful organization is capable of 
addressing current business needs and, 
through agility and strategic management, is 
capable of preparing for its future business, 
market, and operating environment.  
Achieving future success may require 
leading transformational changes in the 
ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ǎǘǊǳŎǘǳǊŜ ŀƴŘ ŎǳƭǘǳǊŜΦ 

   Factors in your ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ 
might include workforce capability and 
capacity, resource availability, technology, 
knowledge, core competencies, work systems, 
facilities, and equipment. 
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Of Change management 

Why 

What 

How 
 

The 

2.1a(1) HOW does your strategic planning 
PROCESS address the potential need for 
transformational change and prioritization of 
change initiatives. 

2.1b(1) KEY STRATEGIC OBJECTIVES  What are your 
ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ Y9¸ {¢w!¢9DL/ h.W9/¢L±9{ ŀƴŘ 
timetable for achieving them? What are your most 
important GOALS for these STRATEGIC OBJECTIVES?  
What KEY changes, if any, are planned in your 
products, CUSTOMERS and markets, suppliers and 
PARTNERS, and  operations? 

4.1b. PERFORMANCE ANALYSIS and Review respond 
rapidly to changing organizational needs and 
challenges in your operating environment, including 
any need for transformational change in 
organizational structure and WORK SYSTEMS? 

5.1a(4) WORKFORCE Change Management  HOW do 
you prepare your WORKFORCE for changing 
CAPABILITY and CAPACITY needs? 

6.1a(2) Design Concepts  The potential need for 
agility could include changes in work processes as a 
result of overall work system changes 



TQA Training Program 2017 
19 
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ĔŅĶŏĮĸňŗĵĬįƞŅĬĽŌƞĮĶŃŏĪĻœĪĵȮ4.0 

1. Traditional Framing => Smart 
Framing / ŏĔļĨĶĔĶŐĭĭįŌƟĮĶŃĔŀĭĔŅĶ 

2. Traditional SMEs => Smart 
Enterprises / Startups  / ĺŇĽŅľĔŇěĪňŗ
ĕńĭŏėĸŊŗŀĬħƟĺĵĬĺńĨĔĶĶĴ&Innovation 
Driven Enterprises; IDE) 

3. Traditional Services => High Value 
Services  

4. ěŅĔŐĶĚĚŅĬĪńĔļŃĨŗŜŅŏĮƦĬŐĶĚĚŅĬĪňŗĴň
ėĺŅĴĶŌƟȮėĺŅĴŏĝňŗĵĺĝŅĠŐĸŃĪńĔļŃĽŌĚ 
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FROM  
( Current Business Model) 

TO 
(Next Business Model) 

 SWU 4.0 
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Å¬óÚõãâìæòÂĀæñĀÚèÅõÕ 
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Å¬óÚõãâìæòÂĀæñĀÚèÅõÕ 
(Core Values and Concepts) 

ÿÂÔÒ°äóÈèòæÅùÔáóßĀì¬ÈËóÖõ ÉòÕØČóÃ÷ĈÚāÕãîóéòãÅ¬óÚõãâĀæñĀÚèÅõÕìæòÂÖ¬óÈą ÕòÈÚöĈ 

¶ âùââîÈĂÚÿËõÈäñÛÛ (Systems Perspective) 

¶ ÂóäÚČóîÈÅ°Âäîã¬óÈâöèõëòãØòéÚ° (Visionary Leadership) 

¶ ÅèóâÿÜĆÚÿæõéØöćâù¬ÈÿÚ­ÚæúÂÅ­ó (Customer-Focused Excellence) 

¶ ÂóäÿäöãÚäú­äñÕòÛîÈÅ°Âä ĀæñÅèóâÅæ¬îÈÖòè (Organizational Learning and Agility)   

¶ ÂóäĂì­ÅèóâëČóÅòÎÂòÛÛùÅæóÂä (Valuing People) 

¶ Âóäâù¬ÈÿÚ­ÚÅèóâëČóÿäĆÉ (Focus on Success) 

¶ ÂóäÉòÕÂóäÿßøćîÚèòÖÂääâ (Managing for Innovation) 

¶ ÂóäÉòÕÂóäāÕãĂË­Ã­îâúæÉäõÈ (Management by Fact) 

¶ ÅèóâäòÛÝõÕËîÛÖ¬îëòÈÅâ (Societal Responsibility) 

¶ ÉäõãÙääâĀæñÅèóâāÜä¬ÈĂë (Ethics and Transparency) 

¶ Âóäë¬ÈâîÛÅùÔÅ¬óĀæñÝææòßÙ° (Delivering Value and Results) 

ìÚ­ó 
122 


