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11-IN-10-GE-OSM-B

Multicountry Observational Study Mission on Quality Awards in APO Member Countries

26 – 30 2554

  

 ( )

 8 2554

1

1.1 11-IN-10-GE-OSM-B

 Multicountry Observational Study Mission on Quality Awards in APO Member Countries

1.2 26 – 30 2554

1.3

1.4

No. Name Designation

1. Ms.Setsuko MIYAKAWA Director,

Industry Department, APO
e-Mail: smiyakawa@apo-tokyo.org
Hirakawacho Daiichi Seimei Bldg. 2F

2-10, hirakawacho 1-chome, Chiyoda-ku, Tokyo 102-0093

Tel.: 03-5226-3926

2 Mr.Muhammad IDHAM Program Officer,

Industry Department, APO

3. Ms.Akemi OKIKAWA Project Coordinator

Industry Department, APO
e-Mail: aoikawa@apo-tokyo.org
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1.5

4) Ms. Sayaka HARADA Project Manager, International Cooperation Department,

Japan Productivity Center
e-Mail: S.Harada@jpc-net.jp

5) Ms. JungUn LEE Project Manager and Project Assistant,

International Cooperation Department, Japan Productivity

Center
e-Mail: JungUn.lee@jpc-net.jp

No. Name Designation

1. Mr.Naoyuki Yanagimoto Faculty Fellow, Management Consulting Department,

Japan Productivity Center

Add.: 1-1, Shibuya 3-chome, Shibuya-ku, Tokyo 150-8307

Tel.: 03-3409-1135

2. Mr.Matao Ishii Representative,

Shonan Institute of Management
e-Mail: Mataoishii@hotmail.com
Add.: 2378 Hagisono, Chigasaki city, Kanakawa, 253-0071

Japan

Tel.: 04-8787-8307

3. Mr.Kenji Tsujimoto Senior Managing Director,

Kaizen Productivity Center (KPC)

28th Floor, Nakanoshima Center Bldg., 6-2-27 Nakanoshima,

Kita-ku, Osaka-shi, Osaka 530-6691

Tel.: 06-6444-6461
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4. Mr.Hisashi Furuichi President and CEO,

PRIMIX Corporation

Add.: 8-16-43, Ebie, Fukushima-ku, Osaka-shi, Osaka

553-0001

Tel.: 06-6458-7531

5. Mr.Ryosuke Yamamoto Chairman,

 Super Hotel Co., Ltd.

Add.: 3-6-35 Edobori, Nishi-ku, Osaka-shi, Osaka 550-0002

Tel.: 06-6447-9000

6. Mr.Eiki Morishita Senior Managing Director and General Manager,

Kobe Portopia Hotel, Inc.

Add.: 6-10-1, Minatojima Nakamachi, Chuo-ku, Kobe-shi, Hyogo

650-0046

Tel.: 07-8302-1111

7. Mr.Toru Hamada Director, General Manager of Small & Medium Enterprise

Promotion Division, Kobe Chamber of Commerce and Industry

(KCCI)

Add.: 6-1, Minatojima-Nakamachi, Chuo-ku, Kobe-shi, Hyogo

650-8543

Tel.: 07-8303-5801

8. Ms.Rika Saeki President

Usystem Co., Ltd.
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1.6 18

No. Country Name Designation

1. Fiji Mr.Chand Binesh Manager, Department of Productivity & Quality,

National Training and Productivity Center
e-Mail: mpq-bc@fnu.ac.fj
             binesh.chand1@gmail.com

2. Islamic

Republic of

Iran

Mr.Hamid Reza Fartookzadeh Adviser, National Iranian Productivity

Organization
e-Mail: r.fartokzadeh@yahoo.com

3. India Dr.Ravindran Lakshmanan Managing Director & CEO, Wealthmax

Enterprises Management Private Limited
e-Mail: l.ravindran@wealthmaxindia.com

4. Indonesia Ms.Agnes Yosephire Rento

Dwidarsih

Head of Division, Certification System and

Information, Ministry of Manpower and

Transmigration
e-Mail: info@bnsp.go.id
             dwidarsih@hotmail.com

5. Republic of

Korea

Mr.Jung Yong Cho Senior Consultant, Korea Productivity Center
e-Mail: jyocho@kpc.or.kr

6. Malaysia Ms. Ainon Binti Suleiman General Manager, Organizational Improvement

& Compliance, Faber Group Berhad
e-Mail: ainon@fabergroup.com.my

7. Malaysia Ms. Asmahan Binti Othman Counsultant Malaysia Productivity Corporation
e-Mail: marketing @mpc.gov.my
              asmahan@mpc.gov.my
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No. Country Name Designation

8. Mongolia Ms. Dorjkhuu Tuyatsetseg Director, Mandalcom Company
e-Mail: autonet@mongol.net
            dtuya108@yahoo.com

9. Mongolia Ms. Enkh-Uchral Uzmee Project Manager, Newtel LLC
e-Mail: enkh-uchral@ntc.mn
             uuchka@yahoo.com

10. Pakistan Mr.Kashif Iqbal Butt Deputy Manager Employee Development,

Thal Engineering
e-Mail: Kashif.butt@thaiengg.com

11. Philippines Mr. Eduardo Robles Fenix Managing Consultant, Fenix Industrial

Engineering Services
e-Mail: erfenix@yahoo.com

12. Philippines Dr.Gloria Jumamil Mercado Senior Vice President/Dean, Graduate School

of Public and Development Management,

Development Academy of the Philippines
e-Mail: gloriamercado@gmail.com

13. Singapore Mr.Derrick Foong Kin Ying Senior Business Manager, Asia Polyurethane

Mfg. Pte. Ltd.
e-Mail: derrickfoong@au.com.sg
             der15@hotmail.com

14. Sri Lanka Ms.Jayasundara Mudiyanselage

Thilaka Jayasundara

Director, National Productivity Secretariat,

Ministry of Productivity Promotion
e-Mail: thilakajayasundara@yahoo.com
             nposl@nps.lk
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2 /

2.1

 (Japan Quality Awards - JQA)

(Best Practices)

JQA

2.2

2.2.1) Outline of the Japan Quality Award and its Promotion by Mr.Naoyuki Yanagimoto

(Japan Productivity Center, JPC)

1 2498 (1955)

JPC 3 1) 2)

3) Chairman Mr.Jiro Ushio (Chairman of Ushio

Inc.) President Masayoshi Matsukawa JPC 17

10,000

No. Country Name Designation

15.  Taiwan Mr. Wen-Deh Chen General Manager, Ace Pillar Co., Ltd.
e-Mail: chen.timothy@acepillar.com.tw
             cwdace@me.com

16. Thailand Mr.Phuping Taweesarp Environmental Specialist,

Thai Oil Public Company Limited
e-Mail: phuping@thaioilgroup.com

17. Thailand Mrs. Saravadee Sangsook General Manager, Performance Excellence

Office,

Charoen Pokphand Foods Plc.
e-Mail: saravadee@cpf.co.th
             saravadee@gmail.com

18. Vietnam Mr.Cao Viet Hung Junior Officer,

Hanoi Department for Standard, Metrology and

Quality
e-Mail: hungcaoviet@yahoo.com
             hoangcaoviet@gmail.com
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 Japan Quality Award

. 2538 (1995) JPC Japan Quality Award  The Malcolm

Baldrige National Quality Award

. 2539 (1996) Japan Quality Award Council

 (management quality)  200

. 2542 (1999) Regional Quality Councils 

Regional Quality Awards JPC  Regional Quality Councils

23  1,500  16  (Regional Quality Awards)

. 2544 (2001)  Global network Global Excellence Model/Council

 9 

. 2548 (2005)  (Asian Productivity Center) 

 JQA 

(1) JQA JQA

. 2553 (2010)  7

 1  JQA (  15  163  27  14

 12 SMEs  1 )  (Examiners) 

. 2553 (2010)  80  15  2,800 

(2) (Self-assessors)

 7  3 

- Basic of Management Innovation (1 )

- Basic of Management Assessment with Case Study (3 )

- Assessment Experience with case study (3 )

JQA / 23 

JQA Councils Self-assessors  (

4,500 )  Examiner  JQA

(3)

) “management innovation service” 

 JQA Councils  Self Assessors
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) 23 1500 16

50 Junior Chambers

) GEM/C,

APO Japan Association for Performance Excellence (JAPE)

Categories and Assessment Items for 2011 Edition

Organizational Profile

Categories and Assessment Items

1. Leadership of Senior Leaders 120

1.1 Leadership of Senior Leaders (120)

2. Social Responsibility of Management   50

2.1 Responding to Social Requirements (30)

2.2 Contribution to Society (20)

3. Understanding and Responding to Customer and Market Needs  100

3.1 Understanding Customers and Markets (50)

3.2 Responding to Suggestions and Complaints from Customers (30)

3.3 Clarifying Customer Satisfaction (20)

4. Strategy Planning and Deployment   60

4.1 Strategy Planning and Formation (30)

4.2 Strategy Deployment (30)

5. Improving Employee and Organizational Capabilities 100

5.1 Organizational Capabilities (40)

5.2 Developing Employee Capabilities (30)

5.3 Employee Satisfaction and Work Environment (30)

6. Customer Value Creation Processes 120

6.1 Core Process (60)

6.2 Support Process (30)

6.3 Cooperation with Business Partners (30)
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Quality Awards in APO Countries, Japan: 9

7. Information Management   50

7.1 Selection and Analysis of Management Information (30)

7.2 Information Systems Management (20)

8. Activity Results 400

8.1 Leadership and Social Responsibility Results (60)

- Leadership of Senior Leaders Results

- Social Responsibility of Management Results

8.2 Improving Employee and Organizational Capabilities Results (60)

- Organizational Capabilities Results

- Developing Employee Capabilities Results

- Employee Satisfaction and Work Environment Results

8.3 Processes Results (100)

- Understanding and Responding to Customer and Market Needs Result

- Strategy Planning and Deployment Results

- Customer Value Creation Processes Results

- Information Management Results

8.4 Overall Results (180)

- Customer Satisfaction and Dissatisfaction Results

- Employee Satisfaction and Dissatisfaction Results

- Financial Results

   Total 1000

2.2.2) Promotion of Management Quality Activities in the Kanzai Area and Role of the Council  by Mr.Kenji

Tsujimoto

Kanzai Productivity Center 17 . 2499 (1956)

Osaka, Shiga, Kyoto, Kyogo, Nara, Wakayama  Fukui

 3

(1)  / 

(2) 

(3) 

Mission:

Vision: 1  (

)

: - 

-

- 
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- 

-

KPC 3

1)  the Kaizen Spirit (stronger tomorrow

than today or yesterday)

2)  3

3)  (Management Quality) 

 Japan Quality Award 

- Kanzai Quality Award A 500 – 700 

. 2553 Panasonic Electric Works Analysis Center Co., Ltd.

. 2552 PRIMIX Corporation*

- Kanzai Quality Award Consolation Award B 300 – 500 

. 2553 Kaming Co., Ltd.

Kobe Portopia Hotel Co., Ltd.*

City Estate Co., Ltd. Nursing Care Division

Morinaga Komuten Co., Ltd.

Yachiyo Coa System Co., Ltd.

. 2552 Shiga Daihatsu Motor Sales Co., Ltd.

Bell Co., Ltd.

KPC 

- Self Assessor

-  (Management Reform)  “Type of Top Management”

 SMEs

1)

SME 3

2)

2.2.3) Undertakings of the Kobe Chamber of Commerce and Industry on Assisting Small and Medium

Enterprises to Improve Management Quality: Evaluation and Certification of Effective Management Level by

Mr.Toru Hamada

 (The Kobe Chamber of Commerce and Industry, KCCI) 14

. 2421 (1878) 3 (

)  12,000  (  31 

2554)
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30  Mr.Tadaharu Ohashi (  Kawasaki

Heavy Industries, Ltd.)

 2

The Great Hanshin-Awaji Earthquake The Great East Japan Earthquake

(Tsunami)

Date January 17, 1995 – 5:46 a.m. March 11, 2011 – 2:46 p.m.

Epicenter Northern Awaji Island Off the Sanriku Coast

Scale M 7.3 M 9.0

Highest Seismic Intensity Level 7 (Kobe City in Hyogo Prefecture, etc.) Level 7 (Northern Miyagi Prefecture)

Death Toll 6,434 15,769 (as of Sept.6, Cabinet Office)

 4,227 missing

# of Partially or Fully

Destroyed Houses

250,000

(Urban Area)

280,000 (as of Sept.6, Cabinet Office)

(Rural area & Tsunami Area)

# of Evacuees 320,000 From the peak of 440,000 to 83,000

(as of Sept.6, Cabinet Office)

Estimated Total Damage Cost 10 trillion JPY 16.9 trillion JPY

* Total damage cost does not include losses

from the Fukushima Daiichi nuclear accident

Category Major Damage Restoration Date

Electricity 2.6 million houses suffered blackouts January 23, 1995 (Except for collapsed houses)

Gas 845,000 houses suffered gas supply disruptions April 11, 1995 (Except for collapsed houses)

Water 1.27 million houses without water April 17, 1995 (Fully restored)

Sewage Facilities damaged: 18 sewage plants, 47 pump

stations

Total length of sewage pipes extended 316 kilometers

April 27, 1999 (Fully restored)

Telephone Switchboards: 285,000 lines down

Subscriptions: 193,000 lines down

January 31, 1995 (Except for collapsed houses)

Railways Second Shimei Road, Hanshin Expressway (Kita Kobe

Line)

Kobe City Subway

JR Sanyo Sinkansen, JR Tokaido/Sanyo Line

Hanshin, Hankyu, Kobe, Sanyo Railway

Meishin Expressway, Chugoku Expressway

Kobe Rapid Transit Railway, Kobe New Transit

Hanshin Expressway (Wangan Line)

Hanshin Expressway (Kobe Line)

February 25, 1995 (Fully restored)

March, 1995 (Fully restored)

April, 1995 (Fully restored)

June 1995 (Fully restored)

July, 1995 (Fully restored)

August, 1995 (Fully restored)

September, 1995 (Fully restored)

September, 1996 (Fully restored)

Port The Port of Kobe March 1995 (107 berths were available for use)

April 1995 (The port union operated 24/7

March 1997 (All port facilities were fully

recovered)

May 1997 (Full restoration of the Port of Kobe

was declared)
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1)

Committee for Reconstruction of the Hanshin-Awaji Area ( . 1995 – . 1996)

  Chairman: Atsushi Shimokobe (Chairman of the Tokyo Marine Research Institute),

Members: 6 the Hyogo Governor  Kobe Mayor

Special Adviser: Masaharu Gotoda (Member of the House of Representatives), Gaishi Hiraiwa (Honorary

Chairman of the Japan Federation of Economic Organizations)

Headquarters for Reconstruction of the Hanshin-Awaji Area ( . 1995 – . 2000) 

Chairman: ,

Vice Chairman: Chief Cabinet Secretary and Director General of the National Land Agency,

Members: All Ministers of Sate, Councillor: Junzo Matobe, Chairman of the Daiwa Institute of Research

2) Emergency Consultation System 

SMEs one-stop consultation service 

3)  50% Shared Temporary Stores

4)  Kobe Emergency Market: From Kobe (in Tokyo) - March 1995,

Kobe Messe ’95 (May 1995), Kobe Exhibition: Haikara (Stylish) Expo (Nov. 1995), Nagata Bazaar (Oct. 1996)

5) The New Kobe

Economic Development Plan,  The Great Hanshin-Awaji Earthquake Recovery Promotion

Committee, The Hanshin-Awaji Industrial Recovery Organization

6)  The Kobe Medical Industry Development Project

The Management Quality Improvement Program

2001 “60  Hyogo

(“60 Businesses of the Next Generation in Hyogo”)  niche markets 

3

 1)  2)  3) 3

(Management Innovation).

2001  Hyogo Management Innovation Award  the

Japan Quality Award  SME  3 

- Hyogo Management Innovation Grand Award:

- Hyogo Management Innovation Award:
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- Hyogo Management Innovation Incentive Award:

 (Management Quality) 

SMEs  SMEs

Year Course Participants

2002 Second Foundation Seminar 15

2003 Second Foundation Seminar 13

2004 KCCI Second Foundation Seminar 16

2005 KCCI Second Foundation Seminar 20

2007 KCCI Management Innovation School :

- Management Quality Course

- Practical Training Course

22

24

2008 - Corporate Value and Business Management Improvement Course (I) 37

2009 - Corporate Value and Business Management Improvement Course (II)

- Business Management Enhancement Course (I) (Join with JPC) (4 hrs.*8 days)

30

21

2010 - Corporate Value and Business Management Improvement Course (III)

- Business Management Enhancement Course (II) (Join with JPC) (4 hrs.*8 days)

26

27

2011 - Corporate Value and Business Management Improvement Course (IV)

- Strategy Implementation Course I  (Join with JPC) (Change course’s name only)

(4.5 hrs.*5 days)

- Strategy Implementation Course I  (Join with JPC) (4.5 hrs.*5 days)

(Still Open- 09.’11)

15

TBA

 6  (Business

Management Enhancement/Strategy Implementation)

 SMEs

-

-

-

-

-

-  “The Certification of Effective Management Level”

-

-  1 ) 

 The Committee for Evaluation and Certifying the Effective Management Level Third – party

-

SMEs 
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-

  Usystem co., Ltd. (  23 )  2009  Introductory Level 

2010  Intermediate Level

2.2.4) Introduction of best Practice: Usystem Co., Ltd. by Ms.Rika Saeki

: Usystem Co., Ltd.

:  2002

: Rika Saeki, Representative Director

: 23 

: 1)  Software Computer 

2) Web Production  Website

3) Labor Dispatch

 Dispatch workers)

 Usystem Co., Ltd.  Best Pracitce 

P-D-C-A

Plan:  – –

Do:

Check & Act :

 IT 

 Dash Board

 Usystem Co., Ltd. 

 Advance Level 
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2.3 /

2.3.1) Management Quality Improvement Activities in PRIMIX by Mr.Hisashi Furuichi

President and C.E.O.: Hisashi Furuichi

: 17 . 1927

 corporate: 26 . 1949

:  80.190 

:     Osaka, Saitama, Japan

Shanghai, China

: Tokyo, Nagoya

: 160 

1) 

2)  SINE PUMP, the high performance

positive displacement pump

3) ) 

Mr.Hisashi Furuichi ( ) 3

6  Mr. Furuichi

Mixer

1) Consulting ( ) 2) Basic Design Engineering ( )

3) Manufacturing ( ) 4) Quality Inspection ( )

5) Forwarding After ( ) 6) Marketing Service ( )

1) 

2) 

3)  CAD Engineering Team 

4) 

 Mr.Furuichi

 “Think your way to Excellence”

(

)  4 

, Mr. Hisashi Furuichi
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(External)

- Website (2001)

- (2003)

-  “ ”  (2006)

- (2008)

- “the Honest Site program” (2010)

 (Internal)  Flat (2001)

- core system  information system (2002)

-  (2003)

- ,  “ ” ,

 (2004)

- ,   Sexual

Harassment Committee (2005)

-  the Primix ABC , ,  OT  concept “ Let’s

go Home” ,  “No behind the scene –

hold the meeting instead”,  (2006)

- Best of Primix Award, (2007)

-  Primix style standard, the Thinking Party, 

, (2009)

- the Mixing Master Championship (2010)

(Interactive)

- Company newsletter (2001)

- the management quality improvement,  Business

Improvement, Shanghai (2003)

-  ISO ,  Partners (2005)

- Benchmarking (2006)

-  ISO 14001, (2008)

- p-MAP system ( ) (2009)

-  Kanzai Quality Award, the first prize in Osaka Monozukuri Award, 

 (2010)

 (Brand) 3  Brand Concept (2004)

- ,  Brand book (2005)

-  (2006)

- ,  80  (2007)

-  the Brand Book,  Chairman Minoru Furuichi 88 , 

PRIMIX  animation (2009)

 3 Think

1)  (Think from customer’s viewpoint)  A-B-C (Aisatsu-Beautiful-Cooperation)

 Q-C-D (Quality – Cost – Delivery)
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2)  (Think Workforce Satisfaction)  O-K-Y (Okane – money) – (Kenko –

Health) – (Yarigai-Ambition)

3) (Think about establishing the Primix Mindset): Honesty – Trustworthness –

Mindset

2.3.2) Management Quality Improvement Activities in Super Hotel by Mr.Ryosuke Yamamoto

President : Mr.Ryosuke Yamamoto

Head Office:  Osaka City, Osaka, Japan

: 20  . 1989

:  260  part-time 400 

: 67.5  JPY

: 18.225  JPY . 2011

Super Hotel Co., Ltd.  (Budget Hotel)  101 . .  2011 

Software  Hardware

Super Hotel Co., Ltd. the management quality concept

. 2003 Management Policy Guidebook ( ) 

 Faith (  Management Policy Guidebook 

part-time  outsource ) 

Faith (1) 

(2) (3)  Faith 

1)  2) 

 3)  4)

1) IT Base Hotel:

Key Card  Check In 

Check-In  Check Out

2) Sound Sleep ( ) 

(Health Science Study at Osaka Prefecture University)

 7

 2 

Guest Name

Room No

Code
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Hot spring 

3) Energetic Staff  Face to Face 

productivity  4  1) 

 2)  3) 

 4)

 (Self Motivate)

 3 

Gold – Silver – Bronze 

 500 – 600 

30 

1

:

:

:

lobby Internet 

Energetic Staff Super Hotel

Lobby
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2 Natural Hot Spring

47 )

4) Co2 10 (2001 – 2010) 32%

9.27 kg. 6.3 kg.

- IT  ( 3,743 )

-  ( 23.4% = 173,315 )

-  ( 75% = 43,870 )

-  ( 19.3% = 9,633 )

-  ( 12.5% = 16,880 )

- 65  ( 100% = 91,065 )

- ISO 14001 10% = 39,178 )

Super Hotel 10 2009 Certified as an Eco

First Company (Ministry of the Environment: April 21, 2011), FY2009 Kanzai Eco Office Grand Prize, Eco Office

Potential Award (Kanzai Broad Range Organization, June 2010), etc.

2.3.3) Management Quality Improvement Activities in Kobe Portopia Hotel by Mr.Eiki Morishita

Profile:     Kobe Portopia Hotel Co., Ltd.

Representative: Hitoshi Nakauchi

:  28 . 1977

: 9 . 1981 (Main Building)

5 . 1988 (South Wing)

4 . 1997 (Hall)

: 4.5 (JPY)

: 25% , 25% , 45% 5%

: Minatojima Nakamachi, Chuo-ku, Kobe

460

Part-Time&Contract 315
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Kobe Protopia Hotel 745  (Main Building 524 , South wing

221 )  12 36  (

12,000  –15,000 )  1  (692 )  2 

Kobe Portopia Hotel

3 

 (Dec. 1986 – Feb. 1991)   (1991)

Great Hanshin/Awaji Earthquake (Jan. 1995) 

 The Great East Japan Earthquake (Tsunami) (March 2011)

Kobe Portopia Hotel

The Ritz Carlton Hotel  Malcolm Baldrige Award

2006  The Hyogo Management Reform Program

 2008 The Management Quality Improvement Program

 2009 The Activity FS (Fragship)

 2011   The FY2010 Kansai Quality Award, Potential Award

Great Hanshin/Awaji Earthquake (Jan. 1995)

Lobby Kobe Portopia Hotel  3 )

Convention Hall Convention Hall
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We aim to become the leading hotel in Asia through hospitality and medical conventions

(Hospitality = Hotel + Hospital)

1)

2)

3) (Kobe Biomedical Innovation Cluster)

4)

Medical Convention (Million Yen)

2008 2009 2010

Sales  (A) 9,602 8,446 8,700

Medical (B) 852 832 1,297

B/A 8.9% 9.9% 14.9%

FS (Flagship): FS 7 ,

– 23 9 39

1) FS

2)

1) Vision Card

( )

2) Information memopi ) :

1 150 – 160

3) :  (FS news), (Society news), (Banquet news),

(Convention news)

0

5,000

10,000

15,000

20,000

1981 1988 1991 1995 1996 2008 2009 2010

8,573

14,695

17,719

8,674

11,167
9,602

8,446 8,700

Change in Business Results Over 30 Years

Total Sales (Million Yen)

Profit  2,770 MY

Profit 147 MY

Profit 171 MY
Profit 111 MY

Profit 198 MY

Profit 95 MY
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Banquet news ... 

Mrs.Ross (HR Manager) Memopi
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2.4 / (Group Discussion)

2.4.1) 

 Japan Quality Award Framework

 (Role of Regional Quality Council)

 (Certificating System for SMEs)

3

3.1 

 Best Practices

-

3.2 

• Quality Award Criteria  –

-

• The winners

• Top-Down

bottom-up

•

 Self Assessor

3.3

(only one step forward) 
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National

Quality Award

Quality Award

productivity /

 Management Quality   

3.4 1 

 3.4.1 newsletter 

 3.4.2

 ( )   ),

, , , , )

 ( )

 12

 Vietnam Quality Award.

3.5 6 

 3.5.1

1)  ( ) 

 –  –

1.1)  2555 )

1.2)  1-3

1.3) Best Practice 

 2555

3.5.2  3.4.2

 4 

4.1  (Program)

4.2  (Training Material)

4.3  (CV)  ( )

4.4  (Country Paper – Thailand)

4.5  (Group Presentation)
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