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<Concept>

Customen

uni

Capability

Oriented

<Core Values>
@Customer-driven Quality
®@Leadership
®Process-oriented
@®Creating ‘Knowledge’
®Agility
®Partnership
@Fairness

w Shonan Swstitute 7/ v&nymmf

Japan Quality Award

<Criteria>

<Framework> (Relationship between Categories)

Organizational Profile

3. Understanding and Responding to Customer and Market Needs (100)

— — Pz ions>
<Direction & Driving Force>| Systems Operations:

1.Leadership of

Senior Leaders (120)

2. Social Responsibilitie:
of Management (50)

4. Strategic Planning
& Deployment (60)

5.Improving Employee]
and Organizational
Capacities (100)

6.Customer Value
Creating Process (120)

0 8. Activity Results
(4oo)|

S 2

S 2

7. Information Management

E =

(50)
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Social Responsibility 3. Customer and Market 4. Strategic Planning 5. Human Resource 6. Process

Management 7. Information Management LLa¢ 8. Result



Inennsliannsdidnenaaslsanenuna Kawagoe Gastrointestinal Hospital @aiflulsenanunanlfiiuseda
JoA uitl 2011 2e9edtin Tnauuannanisimunzeslseuauvsiiyaiuiniaiznimiduge, anuianelazes

NN BAZNFHNRIANTTNNN 1S

Philosophy

@ Pursuit of Patients’ Satisfaction and Happiness
® Pursuit of the Hospital Staff's Satisfaction and Happiness
@ Pursuit of Hospital Prosperity

Basic Policy
Operational Basic Policy HR Basic Policy

Follow through ‘“high level Special Aspire becoming “Built up Respect
Medical Technology” and “Medical humanity workplace “ under the concept
Service standing point of Patient” and of “good people is bedrock of good
aspire becoming “Do a medical service medical service”

based on Respect Humanity “

Action Guide Line

@ Do heart-full medical service
@ Burn vitality
@ Brighten heart and knowledge

Multicountry Observational Study Mission on SME Best Practices in Service Excellence 27
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Walaliad “Quality in Service Industry: Japan Perspective” 1m& Mr. Noriharu Kaneko
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4) What is service quality? Ex. Quality of
noodle shop

i How to be \
/ What kind Feature

Like how |- i |
(service quality]| V \ / periormance
Delicious, fresh, b Fast, with good manner,
Selectable, sufficient, Cute shop, in clean dishes,
Wide variety of menu Spacious seat, spacious
J/ parking, clean toilet, quick
=
noodle - Serve

\ - Food - ) - deliver /
drink

What kind, How to be, Like how are service quality | o
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Sample
S015 Workplace safety and health

5 Dangerous movement and work of regular cleaning

Work at high places

O What should be done _x What should not be done

& Be sure to put @® Do not go on top ® Do not go on swivel
stoppers on board (forbidden by chairs 2o

the labor authod§ies) i reserved cBM Co. Ltd. 2007.02

Walalzas: “Quiality Assurance in Service Industry” {m& Mr. Noriharu Kaneko

(2
o

a = o =< < o a . a
qwmmmﬁublmmimﬂm 5 Funeaulun1IlsriuaniNInNI9L3N17 (Quality Assurance) Fiatl

v
o

tdl A 1% A ' ¥ o
TURBUN 1 AB NITTSL[NAN M?ﬂﬂQNLﬂ’]‘MN’mM@ﬂ

'
A a = P4 2

2 ha N3szyLEInIsgnAnsieslafy Tnantsiesdndunnudidty

a

=b_

AU

=b_

2 = a = 9 o £ o o A e PN
FARAUN 3 AR ﬂ']ﬁ‘ﬁ'z'].!ﬁ"]ﬂ@xL'ﬂﬂﬁﬂflﬁ‘Uﬁ‘ﬂ’]ﬁ‘W@Jﬂﬂ']ﬂ']ﬁﬁ']\‘] Fﬂ\?Lﬂuﬂ']']llm’ﬂ\?ﬂqﬁ'mﬂqﬂﬂ’lqaﬂum'ﬂuw 2

N a . vy & = < o 5 PRI
AAUN 4 AB @mmmmimmmuwimmlumum@uw 2 b 3 iqumqmfamﬂum’mgunwum’m

Re gw gw gﬂe

D

UAAUN 5 AA N1IMIRAALUAZLTLIRNUNA

=2



3) Quality Assurance Concept in hotel business
If Q delivered meet Q designed and meet Q required = QA
(Function) (Quality) (Subjective)
. . . Target
Cuisine Quality required Custgmer
Demand Market Survey
1 Quality elementl Request Management)
Claims Policy
Attendance Quality designed Management
Quality element | Planning IStandardization
Specification (Criteria)
S ] ] VM
Facilities Quality delivered Employee
Service Provision Education
If do not meet Q required, need improvement 'raining 1°
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Negishi’s Values

Uniguescapability,

N
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Philosophy
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“Kindness”

Best Practices in Service Excellence
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Negishi Food Service Huleiineisjaiiiug Service Excellence suilasfilsznau 5 frunielubiuenuns ae
1. Quality 2. Service 3. Cleanliness 4. Hospitality 5. Atmosphere

agﬂﬁnﬂmmmmmﬁmm Negishi Food Service e



1. Clear Philosophy

2. Strong Leadership

3. Communication with Staff

4. Employee Satisfaction

5. Communication with Customer

6 Customer Satisfaction

7. Learning from the Site

8. Continuation
ﬁ'ﬁm?m “Case Study Sharing: Best Practices of Service Industry around the Globe” 1m# Mr. Simon Chen
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2.4 \Haw/asRpaNgnidiannnsAneganuL sy Best Practice 2a915ind Anuan 4 uvie Tun
1. White Wood House i1 Best Practice $1% “In pursuit of Service Excellence in Food Service Industry”

1.1 Use38 Aantluan

Introduction
In pastry industry, the White Wood House believes that “quality is the winner.” In
the end of 1997 when the White Wood House was launched, Taiwan pastry industry
was thrilling. Since the House was founded, it has insisted to sell the self-made
products, so that quality is fully controlled. The idea had once shocked the industry.
Over three thousand and more days, creativity and taste of the products establish
Taiwan'’s largest cake manufacturing kingdom.

The House never negotiates in the quality of product. It imported the

innovative machines and manufacturing methods from Japan and Europe, so
appearances and tastes of the product reach the same level of the two regions.

White Wood House launches the “Blue Sky Plan” in order to become the leading

role of “food service sector”. By creating a higher level satisfaction called “touched
sharing” on customers, White Wood House enhance their brand loyalty.

o China Productivity Center

12 dasunuitléain White Wood House (WWH)
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2. I-MEI Foods Co., Ltd. \ilu Best Practice 1 “Productivity Enhancement by Kaizen on Service Process”
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Introduction
| Mei was established in the Taiping District of Taipei in 1934 at the site of Da An
Hospital founded by Dr. Chiang Wei-shui. At the time Taiwan was still suffering
from economic hardships. | Mei's insistence on the highest quality in food
production as well as its down-to-earth attitude helped it to become a famous
company and achieve wide popularity among consumers.

Over the following 70 years | Mei expanded from one small cake shop to a chain
of stores in all the major cities of Taiwan. During the 1930s | Mei introduced a
series of famous products including pineapple cakes, green bean cakes, 'red turtle'
moon cakes and Han cakes. Since then | Mei has continued to update its marketing
strategies and successfully promoted its Red Bean Milk Ice Bar, Black-hyun series,
Taiwan's Three Milks and other products that are highly popular throughout

FEEE S P

@
IV« China Productivity Center

2.2 daAunNuNtAann I-MEI Foods
1. hati3siniawn 8 Product Line A1uauinn yiaauuiAn auntle ladssd anvnsuguds wazdeaanlianasinlan
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(Quality Control) uazliAaudnAtyil Food Safety 11n
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3. E.SUN Commercial Bank, Ltd. i1 Best Practice
#n1 “Customer Satisfaction Through ICT and HRD system”

[P 3|
3.1 Uszam AauLtuwn

Intreduction
In 1989, a group of elite professionals jointed under the leadership of chairman
Mr. Yung-Jen Huang, who pledged to attain to summit and pursue to be the best.
In 1992, E.SUN Commercial Bank was born to realize these high ideals to be a
first-class bank. The passage of the Financial Holding Company Law in 2001 paved
the way for birth of E.SUN Financial Holding Company Ltd, on January 28, 2002,
marking the beginning of new era for E.SUN and expanding the business horizons
of E.SUN for insistent commitment of brand name and professional total quality
management and service.

The future of the next century, E.SUN Bank develops overall financial services
and keeps improving, relying on the position of the highest quality of service as
the advantage of corporate brand, making the name of E.SUN is equivalent to the
best quality of service, creating E.SUN’s eternal value, and maintaining the

irreplaceable advantage. : ’
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3.2 TRAUNLNLAAIN E Sun Commercial Bank
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4. Dr. Foot Technology Co., Ltd. \flu Best Practice 14 “Creation of New Values”

4.1 Uszh wazANLTiuNn

Introduction
Dr. Foot was established in 2002, promote by a group composed of physical
therapist and pedorthics. As the professional team in foot medical, Dr. Foot
started the early screening of children’s foot, so decide to create Dr. Foot for
the foot medical and orthoses, R&D design and production. Adhere to the
professional, dedicated, reputation and service.

Dr. Foot have a professional R&D team and many clinical experience of

medical, then we not only provide many industry of medical to link, but also
accept USA, Hungry, Sweden and many countries to OEM and ODM.

In recent years, Dr. Foot also active to join national medical show, ex: 2009
Taiwan Int’l Senior Lifestyle and Health Care Show, 2010 Taipei Int’l Invention
Show & Technomart and 2003-2005, 2010 Mediphar Taipei to show its new
product. In December 3th, 2010 get the 17th Small and Medium Enterprises
Innovation research Award in Taiwan, let everyone know the foot health and
our product in whole the world. S e :

() S EY: 3/ O

¢ China Productivity Center

4.2 4aAunuNlAa1n Dr.Foot Technology
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the basic thing 3. Customer satisfaction / Better service 4. Staff Training 5. Think out of the box 6.

Office atmosphere is comfortable
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