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The purpose of this research was to study factors relating to the successful

management of ISO 9000 implementation between 3 April - 30 April 2000 at 35

nursing colleges of Pra-borommarajanock Institute, Ministry of Public Health.

subjects were divided by ISo 9000 implementation into a success goup (n = 3l), a
processing group (n:44) and a non ISO 9000 implementation (n = 50). In-depth

interviewing and questionnaire concerned personal chardcteristics, processing system,

organizational strucfire, information technology utilization and environmental

conditions. Chi-square analysis and discriminant analysis were used in this study.

- The findings of this study showed that stnrctural factors concerning to the

operationaUjob planning had the highest association. And, when the reasons for ISO

9000 implementation were at.pllyzs4- it was discovered that the first reasons was due

to a need for a systematic working, secondly, they agreed that ISO is one of evident

system with a'presence of clari$ document. All these are considered as concerning

with the planning process at a level of significance of 0.05. The finding derived from

a discriminant analysis of the groups with success of ISO implementation and

processing goup with nonsuccess of ISO implementation. As it was discovered that
job/operational planning had a maximum discriminant function, while leadership

characteristic is the second.

This research finding provide a significant basic data for recommendation on

Planning, managing, operation and organizational development leading to adjustrnent

and change in order to stimulate a continuous development to cope with natiohal

educational situation and existing world.
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CIIAPTER I

INTRODUCTION

1. Background & Significance of the Problem

The nurse is well recognized as a significant profession with a major

responsibility of delivering health services to the people. So far as we know, this kind

of task is certainly concerned with a number of human lives and widely accepted as a

crucial process of which requiring both sciences and art techniques. Consequently, any

assigned professional organizatioru; are needed to be involved in providing a guaranty

and issue of professional licenses. In case of the most who are capable to work as a

nurse, it is a must for them to be given'such a nursing license issued by the nursing

council only. As the nursing council is indispensable to be functioning on providing

care and must pay a special attention to monitoring and evaluate whatever activities of

such academic institutions where nursing curriculum are orgaaized there. At the same

time, offering a standardized assurance to nursing institutions which is called

ooAccreditation' is also demanded by the council. This guaranty needed to be

periodically renewed through the application of auditing process as identffied in the

agreemegt- Of a widely extension and minimum standard of accreditation ttrat could

reflect such a futtne status and development feasibility of each institute as well

(Uraipan Chenwanichayanon, 1998 : 1). In addition to this, accreditation has never

declared what the extensive potentiality of each institute or comparing the quality of

their services. It only indicated a minimum standard of services that various institutes

could passed or only illustrated their capability on maintaining activities as one of

academic institutes. So far, the accountability of nursing council is rather more

focusing on assessment of institute's activities as a whole and generally but never look

at their specific responsibility or identiff about knowledge, capability and learning

success of graduates. While these indications are recognized as very important to

t

]

+
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ceftiry the academic excellency or quality of those institutions as well (Uraipan

Chenwanichayanon, 1998 : 1).

Beyond many years of duty handling by the nursing council, such the

approvals of accreditation to ensure and certiff various academic institutes whether

they were already up to the standard. Certainly, nursing institutes of which affiliated to

both governmental and private sectors were included. Under her major performance,

the nursing council has made a stong effort on monitoring and assessing whatever

activities carried out by those nursing institutions. As for the governmental institutes

are composed of universities and nursing colleges affiliated to Pra-borommarajanock

Institute, Ministry of Public Health. They have been organizing such the three major

curriculums in nr:rsing sciences which are diploma progfttm, bachelor degree of 4

years study, and continuing education for bachelor degree (2 years study) progams.

Since and then, all of the graduates would have been sent to serve the need of

hospitals under theMinisty of Public Health for more than fifty years with a number

of production averagely 4,000 nurses per year (Vipan Wattanacheep, 1997 : l).
Appreciatively, these graduated nurses could apply their knowledge and experiences

gain from the college together with professional license certified by nursing council

for effective working at both governmental and private hospitals. Therefore, such an

advanced curriculum managed by the nnrsing college has a particular attention to

respond the need of hospitals only. Until there was a change of policy as it

determining the nursing colleges of which affiliated to Pra-borommarajanock Institute

to be a joint institutes of some govemmental universities with a special aim to deliver

academic degree as well. By this way, the nursing colleges were upgraded until

possessing the same educational level to other universities. At the time when the

Ministry of University Affairs announced a particular policy pertaining to the

implementation of educational quality assurance system since 8 July, 1996 as well as

having identified a perceived goal of qualrty assurance for all in the year 2002.

Consequenfly, Pra-borommarajanock Institute also announced its own quality policy

as ttbuild up a perfect man, build up values, and quality development".

,3

3

t
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The major points of this policy are asi follows;

l. Implementation of education with emphasizing on a production of quality

graduates, therefore this could result to the delivery of correct and quality

services.

2. Promotion on educational development until being universally

acknowledged.

3. To bring about the same quality of graduates.

4. Most of the colleges are capable to widely develop their body of

knowledge.

f . Hlving a definite system of educational quality assurance with its quality

grown up.

Certainly, the policy written by Pra-borommarajanock Institute is absolutely

conformed to the Ministry of Public Health's policy. As it clearly stated that all of the

nursing colleges affiliated to the Ministry of Public Health must be acquired for the

implementation of educational quality assurance by the year 1998. Thus, the nursing

colleges need to use a definite mechanical approach for contolling the quality of

various significant educational substances of which starting from the inputs upto a

finished products or graduates. This way of operation is to effrure the quality of health

manpower production and could lead to the quality of health services delivery for all

people with an emphasis is placed on human-centered development. The eighth

National Social and Economic Development Plan indicates that allowed all the

colleges have the autonomy in developing such a quality assurance system starting

from the preliminary until reaching the international educational standard. Besides, the

colleges have been providing with the opporh:nity for tansferring and exchanging

knowledge, information, budget and other resources that will ensure quallty colleges

of the same standard @rakrom Wuttipong, 1998 :l)

f

l

T
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Empirically, all of the 35 nr.rsing colleges affiliated to Pra-borommarajanock

Institute received the policy on initiation of a quality assurance system, however each

college is provided with autonomy to handle whatever'a preferable quahty assurance

system. Whereas the existing problem is that what tlpe of available system should be

applied. Interestingly, the Ministy of University Affairs brought a new model in used

that so called "Quality Assurance (Q.A.) " as it composed of 9 major quality elements,

while the 23 sub-elements of Q.A system was selected and applied by a branch of

nursing sciences (The Office of Higher Education Standard, 1999 :2). Agairu nursing

colleges trnder Pra-borommajanock Institute's mandate, agreed to follow the Ministy

of Public Health's policy by joining together for establishment of network with aiming

at the exchange of knowledge and information. Then, this kind of net work nnder the

utilization of Q.A system was implemented throughout the county; northern, cental,

north-eastenr, eastern" and southern part of Thailand. Anyway after I year of

operation, a quality manual was produced and brought in use as a guidance for

development of any specific model of which quite suitable to each college. Another

existing problem derived from the implementation of Q.A. system is a non-

applicability of standard criteria in other networking areas. It is dued to the difference

in administative and implementation structure of each. As it can be seen that there are

departrrents located in some colleges while the others had never, or otherwise some

committee boards are from election but some are from appointed. In additior, otler

details concerning personnel, organization, and environments are also quite different.

Absolutely,-the goal of nursing college to attain the same educational quahty and meet

the international standard of services could not be achieved because of the existing

obstacle. It is not only a lack of capability to manage and apply whatever appropriate

system but also the differences of organizational implementation method used in each

institute.

Currently, many of nusing colleges are trying to make an effort on operating

such a Q.A. system. Since each started with a preparation of self-study instnrction that

is considered as very useful for examining what is a particular characteristic of her

own organizatron. Afterwards, with an attempt to create a definite quality assurance

t

t

T
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model that is conformed with the organizational structure of each institution. By this

time, the departrnent of educational development, Pra-borommarajanock Institute

formed up a committee of quality assurance, then this committee were assigned to

produce a neutral standard manual of which indicators and criteria of each element are

illustrated. However, this manual must be in accordance with the Q.A. used by the

Ministry of Universlty Atrairs. An adjustuent of title was made, ed another

designation as "Key Pedormance Indicator (KP|" was given As a result, KPI was

introduced to be implemented in various colleges as a pilot project which included 14

elements requiring a regular evaluation called oointernal audit" from Pra-

borommaraj anock Institute itself.

Nowadays, a critical problem of the implementation of quality assurance in

most colleges is that there are variety of systems such as 55, Quality Asswance

(Q.A.), Key Perfomrance Indicator (KPI), Input Process Output ([,O), Intemational

Organization for Standardization, (ISO) and Total Qualrty Management (TQM). Each

system has both sfiengths and cautions, therefore a careful consideration in choosing

the most zuitable system is required under a good cooperation of the administator,

quahty assurance committee or other concemed persons. As they all together had to

detect gathering data analyze and find out the best alternative by trial before an actual

implementation of the selected system known as '?lan-Do-Check-Act (P-D-C-A)"

(Woraphat Phoocharoen, 1998 : 5). This principle can be clarified as it comprises of 4

major processes; planning, tial, periodic checking and a systematic implementation

that could produce tangible results of high working capacity and efficacy. Consistency

in policy, good philosophy, workable objectives, sufficient resources existing in the

colleges are extensively recognized as a needed input for effective implementation of
quallty assurance system.

Under the process of quality assurance implementation, the manager is

considered as a siguificant person who must be involved in the whole process of
Plan-Do-Check-Act, in order to find out the best altemative. These actions could brin!

about a gradual development of the quality assurance implementation. In various

,.
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colleges after receiving the accreditation from the nr:rsing council, certainly they have

had a self-study manual that could guide them to operate a quality assurance system

starting from the initial stage and gradually progressed until reaching the intemational

educational standard (Worapat Phoocharoen, 1998 : 6). Key Performance Indicator

(KPD is seen as a minimum standard of quality assurance by focusing at the outcomes.

International Organization for Standardization (SO) is one of the quality assurance

system which requires a crucial investigation at its process. ISO system is quite useful'

in maintaining a constant quahty of products or services as well as it can be gradually

developed into the Total Quality Management (TQM). The operation of KPI is

conforrred to the ISO, and the errors would be corrected, even any institute has

implemented TQM, then a competition with other external organizations or with

different branches of academic institutions would be exercise.

There are many similarities of curriculum and learning process is found in

most nursing colleges affiliated to Pra-borommarajanock Institutg, however some

differences also existed such as implementation procedure. This is because of all of 35

colleges are grven a freedom to arrange their own teaching and learning activities. The

implementation of quahty assurance system in teaching and learning process, also

target at consumers satisfaction and needs. (A Quatlty Policy of the Ministry of Public

Healtb 1998 : I). It is unavoidable to pay a special attention to the existing condition

and environment by recording yhatever activities already done, comparing with the

set standard, and graduate adjusting the quality"system till it is up to the standard.

(Worapat Phoocharoen, 1998 : 4)

A high competition, particularly in the selection of study places. ISO is one

of guaranty that enables the students tn:sting in the potential of any institutes. Such a

quality and effective teaching and leaming implementation of these educational

institutions could attract most sfudents' attention as well as to convince them to

believe *rat they will be a qualified graduates and needed by the society. Moreover,

the quality system like ISO 9002 is notified rls a managerial tool that could bring

about the satisfaction to customers who are graduate of students, students, hospital,

o

,t

t

Copyright by Mahidol UniversityCopyright by Mahidol University



I

Fac.of Grad. Studies, Mahidol Univ. Ed.D. (Population Education) l7

and funding sources. It dues to the quality system composed of much essential

operational details such as need assessment, purchasing implementation, teaching and

leaming process, evaluation of the success of services after delivery indicated in the

lists of specification.

Also, the ISO 9002 quality system is very effective in convincing the

customers to have full confidence upon the services in term of;

l. A consistency and validity of quahty teaching and learning

implementation is regularly found with a definite regulation for preliminary quality

contol.

2. Its operation is very effective with a decreasing expense due to a presence

of correct operational system is installed and organizednthe whole process.

3. There is a continuous and systematic human resource development that

could etrcourage the most of staff clearly rurderstanding their role and function. This

has also resulted to stengthen the working capability of all staffand bring about such

a good inEasectoral cooperation.

4. \\e actual causes of problem are seriously detected, so that many erors

could be identified rapidly with no repeat of the problems.

5. After a revision and conection of all errors, it is possible to ask for the

accreditation from other external agencies.

Nowadays, all of 35 nrrrsing colleges affiliated to Pra-borommarajanock

Institute have to conduct a prior implementation of internal quality assurance system.

With a freedom of operation, however the scheme of quality asisurance system must be

in an accordance with both the philosophy and objectives of each college. Crucially,

some colleges showed their disagreement upon the implementation of ISO system. As

they recommended this tlpe of system is probably much more suitable for the

industrial sectors in term of a production of goods, while human is indeed not goods.

How can anyone dare to introduce such the ISO system to be applied with human

being ? Anyway, when we tum back to look at the ISO's concept, it clearly explained

that such a quality output is certainly derived from a good production process as well

*

0

C

Copyright by Mahidol UniversityCopyright by Mahidol University



o

Bampen Phongphetdit lntroduction / 8

as a focal point of the system is only its process with no force to fix at any definite

type of process. It depends on each institute itself to outlining any specific process on

the basis of ultimate goal for good production only. As a result, in case of nursing

college in which are mainly functioning on implementation of nursing curriculum, so

its determined process should be focusing on a good teaching and learning that

bearing the college to gain the most of quality production likely to qualified graduates.

In several famous educational institutions such as St. John school and Phayathai I

school where the ISO system was successfully implemented. Moreover,. some of the

private nursing colleges was already accredited and announced on the ISO 9002.

Hopefully, it is feasible to apply the ISO 9002 with nursing education under a crucial

adjustment of both process and procedure that must be especially suitable for using

with human being as well as on the basis of the innovative teaching and learning path.

As it indicated that a production of graduates under the application of appropriate

process will certainly gain a good quality graduates with capability to provide a

quallty services. When considering to the education of nursing college, a production

process can be interpreted as a teaching and learning process. Supposing it could be

well organized with a presence of evident and practical working procedure, of course

the outputs will be only qualified graduates of the same standard as well.

Today ISO is broadly accepted as the intemational standard system and

being one of the most popular model applied in America and in other more than 50

countries that included Thailand for a quality asflrance purpose. However, in some

countries also have their own standard system such as England has adopted the system

so called BS 5750 while Canada has applied the CSA Z 229 (Sujarit koon-

thanakulwong,1996: 5). In relation to this mentioned topic, Thailand is authorized in

issuing the standard certificate for quality assurance of those interested organization.

Consequently, the application of ISO system in academic institutions is trending to be

increased when considering to the attention of different organizations as they agreed

to join in the training programs conducted by the Office of Standardization for

Production Industry. Afterwards, these organizations had attempt to make a request

s
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for provision of the standard certificate. At the present time, many institutes are

alreudy given and certified the standard certificate for quality assurance.

Regarding to the above mentioned illustration, it can be concluded that the

implementation of quality assurance system has been able to convince the most of

customers to have full confidence in the quality of teaching and learning process

particularly it can respond to the need of customers as well. Due to the achievement of

a private nursing college conceming the successful implementation of the ISO 9002,

therefore some of nursing colleges affiliated to Pra-borommarajanock Institute follow

a good example of this qualrty assurance system. In practical, the college needs to

write down whatever the existing process is going on. Afterwards, try to reorganize

and compare its operation with the standard as set Further implementation with

continuously rectiff the way of implementation must be carefully done as well. By

this way, a standard of working will be occurred at a satisfied level while a gradual

development of a manual work is still needed. Once the certificate for intemal quallty

assurance is awarded, such a competition with the other professions is probably

determined.

. Evidenfly, there are another factors affecting to the occurrence of problems

regarding implementation of qualtty assurance system, those are social and economic

factors. Besides, other concerned organizations of which being providing support or

giving the advice and useful information for a presence of consistent perception are

also included as one of the influencing factors.

According to the different matters as mentioned, the achievement of quality

assurance implementation under the application of ISO 9002 is absolutely depended

on various factors; demographic, orgarizatronal structure, implementation of working

system, environment, and technologies.

After reviewing all concerned studies to the implementation of quality

assurance system, it could be seen that this tlpe of study wzrs very rare, while it

t
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discovered only the study on usefulness of quality confiol implementation towards the

improvement of working efficacy. Or otherwise in term of the standard of a manual

work when considering at the amount and quality of the outputs.

As a result, the researcher has aimed to study on the factors associated with

the success of ISO system implemented by the college's committee. In addilion to

this, reasons for utilizing or not utilizing the ISO system is also investigated.

Hopefully, this study will be useful as a source of information and guideline for other

concerned organizations whether they will be agreed to apply the ISO system in their

own settings.

2. The Objectives of Study

2.1 To examine the relationship between personal factor, strucfire factor,

working system factor, technology factor, environments factor, and the

implementation of quahty assurance system functioning by the committees from

nursing colleges affiliated to Pra-borommarajanock Institute. And to determine the

reasons of the committee from nursing colleges affiliated to Pra-borommarajanock

lnstitute., Ministry of Public Health regarding the utilization and non-utilization of
the ISO 9000 system.

2.2 To examine the relationship between personal factor, structure factor,

working system factor, technology factor, environments factor, and the success of ISO

system when functioning by the committee from nr:rsing colleges affrliated Pra-

borommarajanock Institute., Ministry of Public Health .

3. Research Questions

3.1 What are the factors relating to the implementation of quality assurance

system functioning by the committee from nursing colleges affiliated to Pra-

borommarajanock Institute., Ministry of Public Health and what are the reasons of the

committee from nursing colleges affiliated to Pra-borommarajanock Institute,

?
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Ministy of Public Health regarding the implementation and non- implementation of

the ISO 9000 system ?

3.2 What are factors that associate with the success of ISO 9000 system

operation ?

4. Hypotheses

4.1 Personal factor, stnrcture factor, working system factor, technology

factor, and environments factor all are associated with the implementation of quality

assurance system fimctioning by the committee from nursing colleges affiliated to Pra-

borommaraj anock Institute.

4.2 Personal factor, stnrcture factor, working system factor, technology

factor, and environments factor all are associated with the success of ISO system

operation when fiurctioning by the committee from nursing colleges affiliated Pra-

borommarajanock Institute, Ministry of Public Health.

5. Scope and Limitation of the Research.

The limitation of this study was set by the researcher as followings;

5.1 Only the group of committee from nursing college affrliated to Pra-

borommarajanock Institute who have been implementation or not implementation the

ISO system would be studied.

5.2 Committee from nwsing college affiliated Pra-borommarajanock

Institute are divided i*o2 groups as follows;

5.2.1 A group of committee by election in 2000

5.2.2 Agroup of committee by appointnent in 2000

When the way to implement the ISO system including a formulation

policy and administative orientation of the college is mostly directed by

committee, therefore the opinions derived from each institution can be used as a

guideline for the firther implementation as well.

I
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6. Preliminary Assumption

6.1 To include only the college with an existing selection and operation of
quality zrssurance system

6.2 The colleges with a presence ofsimilar stnrcture

6.3 Time and date of answering the questionnaires has no affect. to the

opinions given by the college's committee

7. Definitions

The college's implementation committee refers to all instructors,

government officials, appointed or elected personnel who are involved in the

implementation task of the college during a period of data collection that is from April

up-to May in 2000.

Implementation of the quality assurance refer to of quality system divided.

in two groups are non - implementation of ISO system and implementation of ISO

system.

Non- implementation of ISO system refers to an implementation, on-going

or processing involvement of the colleges in the quality asiflrance project under the

application of any quatlty,lssurance systems except the ISO system.

Implementation of ISO system refers to an success of ISO system, on-

going or processing implementation or involvement of the colleges in the quality

assurance project under the application of ISO system only.

Success of ISO system refers to the procedure on implementation of ISO

quahty assurance system by following all specified process until receiving the

standard certification from the authorized agency such as the office of Thai Industial

Standards Institute (TISI).

Personal factors refers to individual factors that composed in each personal

of the committees are working time, position cooperation, problem solving decision

making leadership and values.

t
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Workingtime refers to a period to perform a duty in any institutes or nursing

colleges when counted by years of performance.

Position refers to an academic position of any personnel such as chief of
departnents, instructors who are working in nursing college as well as they are

appointed or elected to handle whatever activities for the achievement of task

according to objectives as set.

Cooperation refers to the opinion levels about a provision of cooperation,

assistance and attempt to perform and follow the regulations of nursing college. Also

to invblve in a variety of activities conceming a quality assurance system

implementation by considering to the scope of cooperation and responsibility as

identified.

' Problem solving refers to have ability and of problem solving used by the

committee of nursing college. As they comprised of problem analysis, detection of
altemafives, selection of the most proper solution method, and implementation of the

selected solution.

Decision making refers to the conceptual ization and performances of the

nursing college's committee that enabling them to make a decision for selection of
any alternatives, however a decision must be made on the opinioq levels about the

basis of broadly agreement and capable to reduce such a conflict.

Leadership refers to the opinion levels about leadership that required by the

college's committee. As it means to the specific characteristics in term of physical,

social background, intellectual, knowledge, capability, personality, a nature

concerning their task, social aspects concerning the information recognition, the chief

and relationship between leader and follower

Values toward institution refers to the opinion levels about the way of
thought of committee as well as it can reflect what are their feeling and behavior.

With widely illustrated their determined goal of life. Therefore, the values is an

indication of broaden performance that could gurde the committee how to perform

their task on the basis of love and bond with the institution.

\ilorking system factors refers to opinion levels about regulations,

academic matters and other activities wrder the accotrntability of nursing college.

"462ti5
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Significantly, the relationship annong all these elements is needed without isolation.

As well as, it can be measured by considering to the relationship between variables

concemed with working mechanism of any organizations that is communication,

directing, monitoring and control including budget.

Communicating refers to have enough information connection and

consultation between staff of one nursing college or between colleges. This probably

exposed as a network by using different approaches such as talking, writing and

signals which are considered as a tool for communication. Accordingly, any opinions

can be transferred to other persons for their information.

Directing refers to a situation that the committee make use of their

capability in facilitating their subordinates to work effectively. As it can be measured

by considering at the manner of committee when they delegate ihe duties and

authorities to their subordinates who are working in the ntrsing college including a

provision of facilities for effective performance.

Controlling refers to the performance of committee regarding a revision or.

correction of activities to be agreeable to the prescribed objectives and goal by

emphasizing on contolling of working process and behaviors of the college's staff.

Budgeting refers to enough the amount of money that was approved and

planned to be spent for any expenses concerning the operation of quality assurance

system of the college.

Structure factors refers to the opiriion levels in the arrangement on

combining the working groups according to the objectives or obligation as seJ with an

existence of line of command. This tlpe of structure could be affecting to a routine

work stride forward to reach the goal of each organization and also helping to

eliminate such an arnbiguity and uncertainty of functions as well as it could bring

about a good cooperation. As a result, the organizational structr:re should be set up on

the basis of a reasonable administration particularly in term of planning and sharing of
responsibility.

Planning refers to have the planning process under the responsibility of
nursiug college, while both one year and five years plan must be formulated with a
clarification on what is a working scheme, when is the operation started, how is the

)
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operation going on, and who is the working team. Besides, a trial and testing for

knowing the most applicable pattem of actual implementation of the quality system

must be performed as well.

Empowerment refers to have an allocation of responsibilities according to

positions or a described obligation deal with the quality assurance activities of the

college.

Sharing of responsibility refers to have a divide of works according to skill

of each personal factor by proportion, so that he/she has to handle his/her duty

throughout the period of quality system implementation or until attaining to the

perceived goal as set.

Technological factors refers to the utilization of computer and different

kinds of media with aim to deliver and receive information both inside and outside

college. Others media to be used for development of teaching and leanring activities

and for a presence of appropriate quality system are also included.

Environmental factors refers to all circumstances around the college or

organization such as hospitals, school, communities which is vary or changing

according to the socio-economic condition including other concerned organizations.

Economic condition refers to the opinion levels of the committee about the

economic situation compare with other colleges, hospitals that was taken into

consideration for a promotion of ranking, a raise of salary and cost of living of the

people.

Social condition refers to the opinion levels of the committee about the

situation t.hat a number of people are living together in the college or outside

especially in other nursing colleges as they are showing their cooperation in working,

glving opinions, and providing a mutual help.

Other organizations refers to a variety of organizations in Ministry of
Public Health or institutions of which mostly involved in making a contact and

transfer of information otherwise they cooperated each others that included such as

non-govemment organization, hospital and so on.
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8. Usefulness of the study

Regarding to the study on implementation of a quality system by using a

survey technique for gathering data from nursing colleges affiliated Pra-

borommarajanock Institute, then all the answers dealed with the utilization and non-

utilization of ISO system are responsed from the executive committee. So far this

study aimed to investigate both causes and effects pertaining the utilization of ISO

system or other existing systems. The usefulness derived from this study can be

identified in three aspects as follows;

1. Practice : The finding of this study illustrated whatever factors such as

personal factor, working systemo organizational structure, technology, and

environment factor that 
-could 

be associated with the success of ISO system. Also the

reasons to select or ignore the ISO system was detected for using in planning and

reorganize the system. In additioU the ISO system will be developed at faster pace and

with decreasing time of implementation through the application of thisfinding.

2. Academic: This research can be used as a guideline for studying what

the extent of quality assurance system and for furttrer development of the quahty

zlssurance. system as well.

3. Research: It can be seen that a very few researches concerning the

quality ruisurance system had been conducted. So, this study is probably useful for

anyone who want to review about the implementation of such a quahty system or

otherwise it can be used as a basic information for further studies.
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CHAPTER II

LITERATURE REVIEWS

There are some researches concerning the factors that relate to the success

of using ISO quality system in educational quality assurance of Nursing Colleges

under Pra-borommarajanock Institute, Ministry of Public Health. These docunents

and researches involved ile as the followings;

1. The importance and necessrty for having quality assurance

2. Types of quality assurance system

3. Related theories about the selection of quality assurance systems

4. Related researches about the selection of quality assurance systems

5. Concept development in research

The details are as followings;

1. The importance and necessity for having quality assurance

ln tle past, Ministry of Public Health had major tasks to provide public

health services to people in the nation. The tasks required a large number of human

resources to provide public health services in every aspect and to reach all classes of
people. According to this reason, Ministy of Public Health has a duty to produce and

develop human resources in health field to respond to the demand for the health

service system of the country. (Vipan Watanacheep, 1999 : 1)

Producing nurse is one task that Ministry of Public Health has operated in

terms of educational implementation by Nursing College for more than 50 years. At
present, Pra-borommarajanock Institute is the producing anil monitoring unit of
human resources of the Office of the Permanent Secretary for Public Health in health

field and this institutehas 42 colleges under supervision. For those colleges, there are
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35 Nr:rsing Colleges, 6 Public Health Colleges and 1 Medical Technology and

Kanchanapisek public health college. All 42 colleges are located in every part of
Thailand and have developed educational implementation for many years. Until now,

they have the collegiate status.

In the past, plgducing nurses was to produce assistant nurse and obstetric

students (Vipan Watanacheep, 1999 : 2 ) Late4 there was producing elementary

nurses, and then producing nurses with undergraduate level to suffice the demands of
hospitals and the number of increasing patients. Thus, in the old days, Nursing

Colleges were parts of provincial hospitals in certain provinces. Afterward, the

colleges produce nurses for the provincial hospitals and other hospitals lacking nurces.

ln producing nurses, previously, nurse lecturers were tbe skillful nurses and approved

from their institutions to be lecturers. Therefore, orgaaizations or hospitals can be

confident that the persons who are skillful must be able to produce quality nurses as

well. And it is the belief that nurse students graduating from Nursing Colleges can

serve in the areas where the colleges are located in. Such belief had been around for'
almost 25 yeus until new technologies have been intoduced. These technologies are

such as using computer as teaching tools, and better technologies to help access more

news and infonnation following the current globalization trend. The new technologies

significantly effected fs2shing and learning systems of Nursing Colleges more

effectively. In the past, nurses were produced to serve just at specific regions. The

teaching and learning system must widely open to the broader perspectives following

the globalizalon trend. There is a new procedure to accept students, which is

selecting from the Entrance Examination (Formerly, they used to choose the students

by their own methods). Therefore, most students came from different regional areas

such as Northem East, North, South and West. Consequently, arranging the nuse

courses of study had to diversifr, not specific for any individual region. This is in

order to the new graduate nurse students can apply their knowledge and skills to work

for any institution or hospital, not just only for the province where that nursing

college located in. Moreover, the nurse lecturers have to adjust themselves as the

world changed. Nurse lecturers, then, will be recruited widely from many sources,

including the qualified outsiders. Therefore, presently, the nurse lecturers graduated
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from various institutiolts such as Chulalongkorn, Mahidol, Songkla, and Khonkaen

trniversities as well as the Ministry of Public Health. The teaching patterns of lecturers

from different institutions made Pra-borommarajanock Institute require the standard

cenhal curriculum to manage the nurse study of the institutions under Pra-

borommarajanock Institute. However, the teaching patterns of any institution can be

freely different in methods and processes, just have to cover such standard central

curiculum. This curriculum of the Pra-borommarajanock Institute allows students to

apply such knowledge nationwide, and respond the need of hospitals and the

increasing number of patients.

It was found that there have been the nr:rse producing to answer demands

of hospitals and patients for nearly 20 years until it can produce nurses enough for the

demands of many institutes. Presenfly, the nurses from the Ministry of Public Health

are enough so it is very essential to turn the point to the quahty development aspect.

This does not mean that the former nurses had no quality but they were qualified in

some level, focusing on the knowledge and skill to perfonn the nurse works.

Recently, the world changed to globalization and concenhated more in educational

qualtty. This policy had been originated by Ministry of University Affairs.since the

year 1996. The nursing colleges, at present are able to produce the undergraduate

degree nurses so such institutions becarne the higher educational Institutions. The

main responsibilities of these institutions are arranging the course of study,

researching, academic servicing for publics, and nurturing art and culture. (Mahidol

University, the Developmgnt of Cor.rse of study, 1998 :2)

Besides, each ntrsing college is the supporting institute of the Nr:rse

Faculty of State University in each region. Such universities follow the policies of the

Minisny of University Atrair which s'upport the building of the educational quahty

assurance system. Therefore, nursing colleges have to perform the quality assurance

system as the policy of the Minisfiy of University Affair as well. Moreover, all

supporting institutes are freely to choose the academic quallty assurance systems so

there are some nursing colleges in the same region that assembled to be networking

colleges to help one another to develop the academic quality assurance system. They
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have been axranging the scholastic meetings and continuing such activities for more

than one year. This supports the acceptance of various quality assurance systems that

each college in the network is freely to choose its own academic quality assurance

system. (The Pra-borommarajanock Institute, l99B : 2 )

Not only the policies of the Ministry of University Affah, but also the

policies of the Pra-borommarajanock Institute, in which nr:rsing colleges are in

network, are for all nursing colleges in the Pra-borommarajanock Institute network to

apply the academic quality assurance system. Such system is focused on the key

aspects "producing person, producing value, developing quality" that nursing

colleges in the Pra-borommarajanock Institute network, the permanent undersecretary

of Ministry of Public Health's office and supporting institutes of Nursing Faculty, and

universities in many regions have followed these quality ,ursurance policies, and

realized the benefits of this assurance as follows; (the Pra-borommarajanock Institute,

1998:2)

1. To develop the academic quallty

2. To encourage the confidence of workmen and create the confidence in

quality servicing for public.

3. To offler the information for any stakeholders such as ruler or

government.

4. To create the fiansparency of teaching

5. To generate the responsibility measurement to natural resources such

as human beings, money and so on.

From the policies and the good results of the quality assurance system

application, the nursing colleges in the network of Pra-borommarajanock Institute

have realized the necessity of the quality assurance system in these aspects; (Jermjan

Ratanakam, 1998 : 13 )

l. How much quality should the nurse in each level be?

2. How should the standard course of study (standard cental cr:rriculum)

be?

3. How should lecturers have the professional standard?

{
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4. How are the methods of effective and effrcient learning and teaching?

5. How balance of implementation between external institutions

governmental and private sectors and community should participate in

the educational arrangement ?

6. How to utilize the resources of education economigally?

In the current competitive situation, choosing the educational institution to

study depends on the leanters, parents and sources of funds. Having the appropriate

information to help considering the institution choosing to study that is the confidence

of any institution is essential. Therefore, the academic quality assurance system is

one of indicators for students to assure that the courses of study of institutions are

qualified, and after graduation, students can be the social needed qualified nurses.

2. Types of the Quality Assurance System

o'Quality" means the standard qualification and intention to be effective

not less than the standard level by considering all dimension pattems that are not just

only the success but also considering the ways to reach qualification.

Definition of Quality as the American Heritage Dictionary of English has

4 meanings, which are;

1. Character or qualification

2. Natr:ral character or necessary manners of things

3. The excellent status

4. The high social status

Therefore, the meaning of quality in academic aspect is the prosperity of
highest academy and results, quality of lecturers and students, courses of study and

evaluation. They also mean other processes in the related academic results, including

the qualification and components of environment in physical institutions, as well as

personnel who are parts of quality. (uraipan chenwanichayanon, 1998 : z)

,

}

C
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After the nursing colleges of the Pra-borommarajanock

Ministry of Public Health, adopted the quality assurance system and

be the study network of the quality assurance, there are various

studied to use for choosing implementation system of the quality

2.1 5 - S. activities is tn* activity adopted from Japan

I. SEIRI is to separate clearly between the

unnecessary or irrelevant things, and

such irelevant things from the system.

t 2. SEITON

3. SEISO

is to arange the necessary things to be

everybody knows what and where they are.

3

is to always keep the place, apparatus,

devices clean and ready to be used.

4. SEIKETSU is to keep maintaining or improving the

activities to retain the cleanness and be

5. SHITSLJKE is to train everybody to perform correctly

behaviors.

The 5-S. activity is the orderly organizing of workplace

fundamental factor to increase the productivity, activrty imp

procedure, and to continually refine the human resources with the

beings will improve their organizations steadily as the participating

(Krit Imsaeng,1997 :3)

The Objectives of Performing 5-S. Activity

1. To develop the continually improvement idea

2. To create the good team work by allowing everybody

3. To develop the implementation and foreman by

leadership abilities

4. To prepare readiness of using the more complicated

conceming the working improvement.

t!-
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network,

clustered to

that are

such as;

and

get rid off

at hand and

3-S.

order

has good

is the

activity

that human

them the
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. Factors
C 1. The earnestness of top implementation

2. Starting from the taining

3. Participation of everybody

4. Performing regularly for the higher standard

Benefits

l. Workplace is cleaner and more orderly.

2. It is easy, convenient and safe to work.

3. Oryanzation can distinctively experience the i

4. It produces the creative improvement ideas.

Education) / 23

.5. Working is more orderly.

6. It increases the working success.

7. It helps maintaining equipment.

8. It increases the good service quahty.

9. It supports good attitudes of employees.

10. Workers feel proudly to work.

11. It affects the better image and encourage business doing.

Steps of 5-S. activities Performing

1. Policy Announcement

2. Seminar/ Study tour

3." Setting up 5-S. activity committee

4. Persuasion

5. Share responsibilities

6. Taking picttres (for record)

7. Survey on responsible areas, setting up topics for im

8. Examine, evaluation, and correction

9. Set the 5-S. activity standard

10. Area examination by implementation

11. Taking pictures for comparison

12. Report the 5-S. activity resultsCopyright by Mahidol UniversityCopyright by Mahidol University
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13. Continuously public relations

14. Contest of area

15. Assessment

2.2 ISO (Intemational Organization For

The conceptof ISO 9000 quality system

The meaning of "qualrty" from the ISO 8402 standard is

qualification of products or services in total that show the abilities

satisfaction as specified. (T15I,1996 : l)

ISO 9000 is the requirement of work implementation

customers the quality confidence. The word oo ISO" came from Greece

equal or component of abbreviation of international organization has duty

control numerous standards of rfr. world named oolntemational

Organization" which located at Geneva city, Switzerland.

ISO 9000 means the standard of quality system that worldwide

system ofbusiness sectors choose to use to guarantee o'the qualified impl

organization"

The key concept of ISO 9000 is to set the imp system for

assurance the quality that can be inspected through the document system.

Thai Industial Standard Institute (TISI) declared to use standard

quality system in Thailand as the name "International standard - ISO

content sections that should be studied as follows;

l. ISO 9000 : is the way and scope to choose and apply

quality system suitably.

2. ISO 9001 : is the standard of quality system that direct

develop production, installation and servicing.

assurance

withthe 5

standard

to

for

design and

Copyright by Mahidol UniversityCopyright by Mahidol University
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3. ISO 9002 : is the standard of quality system that

production, installation and servicing.

4. ISO 9003 : is the standard of quality system that

inspection and the final test.

5. ISO 9004 : is the path 
. of qualiry

effrciency. It is the.recommendation of quality

requirement in each individual business.

implementation for highest

implementation has sub-

From the above-mentioned key matters, it can see that the of
quality system for assurance has 3 standard systems, which are ISo 900

and ISO 9003.

ISO 9002

only the

only the

standard

it may

of the'

i

ISO 9000 and the Educational Implementation

The ISO 9001 standard has 20 requirements and the ISO

has 19 requirements. Considering the educational system

specifu the point that any educational institution taking respons

curriculum designing and development, and requesting for the

should ask for the ISO 9001 standard. Ie any educational

assurance,

ion takes

C

responsibihff just only on the courses of study, for the whole (with the

Technique

developed

standard central curriculum designed and developed by Educati

Departnent Ministry of Education or fiaining curriculum that created

by other institutions), such educational institution should request just for ISO 9002

quality standard which excludes the curriculum designirig and deve

The Requirements of Quality System

l. Implementationresponsibility

2. Quality system

3. Contract review

4. Design control

5. Document and data control

6. Purchasing

7. Contuol of customer-supplied product

a
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8. Product identification and frace ability

9. Process contol

10. Inspection and testing

I 1. Control of inspection, measuring and testing equipment

12. Inspection and testing status

13. Contol of nonconforming product

14. Corrective and preventive action

15. Handling storage, packing, preservation and delivery

16. Control of quality records

17. Internal quality audits

18. Training

19. Servicing-

20. Statistical techniques

Table I : The required contents of quality system, comparing between

ISO 9002, by items.

Review / 26

9001 and

Requirements of Quality System

Regulations ISO 9001 ISO 9002

I . Implementation responsibility x x
2. Qualrty system x x
3. Contact reviews x x
4. Design control x
5. Document and data contol x x
6. Purchasing x x
7. Contol of customer-supplied product x x
8. Product identification and hace ability x x
9. Process control x x
10. Inspection and testing x x
I l. Control of inspection, measuring and

testing equipment

x x

Copyright by Mahidol UniversityCopyright by Mahidol University
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Table I I The required contents of quality system, comparing between

ISO 9002, by items. (Cont.)o

Educxion) 127

9001 and

I+

t

t

Requirements of Quality System

Regulations ISO 9001 ISO 9002

12. Inspection and testing status x x
13. Control of nonconforming product x x
14. Corrective and preventive action x x
15. Handling storage, packing, preservation

and delivery

x X

16. Contol of quality records x x
17. Internal quality audits x x
18. Training x x
19. Servicing x x
20. Statistical techniques x x

NOTE : requirement

not requirement

Explanation of the requirements of ISO 9001 Quality

Educational Senicing Contents

The key matters of the ISO 9001 quahty standard system ir

quahty system implementation of education that England has used t

education implementation, by taking the BS 5750 standard of England o

explain the educational implementation. The key matters of this standal

4.2. While l-3 are the explanation of scope, reference, and wordir

Therefore, this paper will concentrate on the key matters of 4.1-

Ratanakarn,l99S : 4)

rd in

the standard

explain the

ISO 9001 to

lare at 4.1 -
g definition.

.2. (Jermjan
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4.1 Implementation responsibility The high level i

policy of organization

responsibility and

and implementation.

Review / 28

has to set the

set the range of

of departrnents

, they have to

arange resources, taining, development as

well as authorizing the i delegates

who will take responsibility quality contol

(Quality Implementation ive). This is

to assure that the quality system

developed, taken to apply

been created,

harmoniously with the needed

reported the effrciency and

including

implementation so they can revi and then apply

it for the standard of quality improvement.

The reconsidering and revi period of the

implementation should be in the period:

The educational institutions

maintain the quality system

servjcing by managing the quali

as the quality manual, the

manual, the working method

ing procedure

supporting document such as ist Form, etc.

Furthermore, they should plan the qualrty to

assure that the designed policies and

objectives have been responded.

It is for the confidence of institutions

l

concerning their perfonnance

committed to customers (the indi

is checking whether there is

educational institutions can not

must be certain that they have

and maintained

success to the

to set and

the educational

document such

and other

all activities

student). It

that the

. Institutions

I

4.2 Quality system

4.3 Contract review

3
ility to perform

Copyright by Mahidol UniversityCopyright by Mahidol University
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4.4 Design control

effectively before committing to

Project or curriculum has to be

for each regulation in terms of

of study and assessment.

4.5 Document and data control lt has to assure that the current

date and always available at

document has to be approved

document or information, ially, whenever

there are the document and i lon revlslons,

they must have been reconsi and approved

proposes andfrom the same departrnent

approves before.

4.6 Purchasing It means the resource proc including the

for specific

Institutions.

hiring of the right

qualification of

Moreover, this also includes the evaluation,

subcontactors selection, ing information,

revision ofproduct and servicing, and

suitability ofpersonnel hiring conceming

personnel in terms of degree,

experiences and knowledge well as the

capability.

The educational

Education) / 29

igned suitably

nts. methods

is up-to-

work site. T.his

speciff issue of

\

o

G

4.7 Control of customer-supplied

product maintain the proper

to perfonn and

storage and

maintenance. This includes ion delivery

to customers, which meansr information,

devices thattextbook, document and

customers bring in for study ng (if they are

available). These materials be maintained

well. If they are damaged or im

have to be reported or inforrred

to use, they

customers.

Copyright by Mahidol UniversityCopyright by Mahidol University
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4.8 Product identification and

trace ability

4.9 Process control

4.10 Inspection and testing

Review / 30

Educational Institutions have amange and

maintain the product and trace

ability docunent as well as proper servlces.

and personnel'sThese include the students

inforrration, for example, registered for

results axe passwhich subjects, when and lrow

or fail, what grades they get and on.

to speciff andThe educational institutions

plan all related activities to courses of study

such as the planing and ing courses of

Sdy, supervision of students.

The educational institutions or taining centers

document thathave to alTange and

speciff methods of

confirm with specific

whether they can perforrr as ifu. These start

from the new student the assessment

during pro cedure performing, sourses ofstudy,

and the final examinations

knowledge assessment of

well as the assessment and test

4.11 Control of inspection,
-measuring and testing equipment

This is for creation of that books,

textbooks, softwate, and other uipment are right

and ready to use in snrdying for curriculnrn.

This is also creation of

as meter and others that are

work shop room have been

nation standard.

This status has to speciff sui

and test to

of servicing

the -tests for

or tainees as

that tools such

in laboratory or

as the

by telling if it is

criteria).

4.12 Inspection and testing status

in requirement or not (fail or

Copyright by Mahidol UniversityCopyright by Mahidol University
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4.13 Control of nonconforming

product

4.14 Corrective and preventive

action

Education) / 3l

The educational lnstitutions training centers

have to provide and the method

document for assurance that all ines that are not

as requirement can be speci These are such

as curriculum, sfudy result of or trainees.

These institutions have to se and separate

products that are not as requi as well as set

things. Forperforming method to correct

example,

Ananging to teach or tutor

Arrangrng test retaking for reassessment or

assigning to rework or to additionally

work

- Transfening to other

institution

- Asking to resign

Regarding the cr.rriculum, it

- Developed or improved

- Abandoned of using

Regarding tools or facilities, if things can

not be used, it has to speciff and separate

them from the work site for

them to use without notice.

The educational Institutions

taking

to set and

maintain docunent of method,

including prerrention of problems enteaty from

students and paren*. Such insti or taining

centers have to perform and any change

that happen from the correcti or prevention.

These are important to develop

improvement.

t

or other

*

} continuously
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This covers all duties taking care of

students in terms of teaching methods, health,

career suggestion, safety of i student,

food and residence

pesides, this includes all

curriculum or project such as

examination papers, etc.

4.16 ControlofQualityRecord The educational Institutions

maintain document

methods, aggregation, searchi finding, storing

in files, keeping and the quality

recording. This quality recordi should show the

success of quality system ion. This

4.15 Handling, storage, packaging

presenation and delivery

4.17 Internal Quality Audits

4.18 Training

recording may be document or

The educational institutions

and delivery.

11u1u1i[izing in

document,

to make and

identiffing

ic media.

to make and

method

This

maintain docurnent concerning

and quality audit of educational

is to recheck the quality acti aspects and

results if they are conformed the plan and to

measure the success of quality lf there is

any thing is not as it must be

the revisingidentified and corrected by

dateline, and contolling This also needs

to follow-up the correction if it is

The educational Institutions to make and

necessity ofmaintain document concerning

training and arrange training

concemed personnel

quality system

Copyright by Mahidol UniversityCopyright by Mahidol University
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4.19 Semicing lf there is specific agreement servicing with

students, educational instituti have to perform

and maintain servicing

graduation.

4.20 Statistical Techniques The educational institutions to speci$ the

needed statistical techniques to contol,

recheck the process capability

servicing such as analysis

qualification of

study result

assessment ratio of Dropout,

a

registering the

the taining

accomplishment, students' sati These can

help speciff the future trend.

ISO 9000:2000

In the year 2000, Thai Industrial Standards Institute has adj

volume 2000 regarding the lowest level quality implementation to

However, organizatioffi can adjusted their own systems to be suitable

ability to respond the customers' satisfaction. These concems i

responsibility, resourcs implementation product realization and

improvement (TISI, 2000 : 3-14)as shown in picture 1.

analysis

achievement of education

after students'

the ISO

customers.

individual

e

?

462ri5 i t sq &o&sx
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I THE QUALITY IMPLEMENTATION I

I r"srEM 
__]

Implementation
Responsibility

\

Resource

Implementation

Measurement
Analysis

Improvement

inout___-_> Product
Realization

outout' I product
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Picfure 1: The Quality System Arrangement Procedure
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The Path to ISO 9000 Quality System

Performing quatity system has 6 key procedure as

(Jermja Ratanakarn, 1998 : 9 )

1. To reconsider the current status of institution

implementation has to consider if the perfonnance of the institution is

ISO 9001 or ISO 9002 quality standard. Therefore, they can set the

set the task force to study and compare the institution current

requirements. If there is discordance with requirement, they have to

they have to add more, and how. This can adjust by understanding

9000,and ISO 9004-2-qudity standard.

2. To plan the working procedure and document

force has to set the working procedure and document system,

working procedure manual, quality manual. The key point of document

performing and performing as the written, then, make understanding

and all concemed staff so they can understand in the same direction.

to reconsider, revise the docunent for being concise, clear, and easy to

well as can be appliedto use furlter.

3. To take the document of quality implementation to

take the document of the second procedure to apply. This is very i

because it is the trial step that if the document we prepared suitable or

[n case of the incomplete or unpractical document, it needs to be

considering and finding out that the operations a.re not good enough, we

understanding with concerned staffwho might have to be trained and

4. Toexamine the quality implementation system It is

performing the quality system. It is the.procedure of examination

system, and checking if the set system is already suitable or not, and

out that there is a defect, it needs to rectify. This is to assure that

system is correct, suitable and efficiency.

5. To request for the Quality Standard When

institutions or taining centers are ready in the quality implementation

a

rf,

t

can specifically request the quallty asisurance from the Certification y Institution

Education) / 35

followings;

high level

to apply

policy and

with the

whether

ISO

The work

includes the

is to write as

lecfurers

may have'

It is to

step

arld how.

After

to make

improved.

last step of

the whole

. Iffinding

organization

ducational

they
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such as Thai Industrial Standards lnstitute Ministry of lndustry , the BVQI

company and the RWT[JV company. The institutions that have to assure the

Certification Body, will send their representatives to inspect the true ing by

making an appointment in advance after considering all document and

working procedures.

6. To develop the system After institution

standard already, the quality system does not end..It

improved constantly.

is certified the quality

The Path leading to Service Quality System

System setting

Developing the
system

has to be and

t

G

t

Understand business
and ISO 9000

as well as ISO 9004-2

Request for Quality
Standard
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To start the working system to conforrn all regulations of

standard quality system, we have to start with the designing of working

rso 9000

This

is for setting the path of performing for the first time, and maintaini

working system following the ISO 9000 quality standard system,

planing the

prepare all

necessary and required documents before starting to perform. All these

syslem, including communication to other concerned staff so they

appropriately. This is unavoidable to put this abstract and intangible

document which is tangible mbdia, and it will be the media to be used

Therefore, it is necessary for the person, who will

the designed

can perform

ystem in the

?
also beneficial, as they are key basic things for correction or im

implementation. (Jennjan Ratanakarn, 1998 : 10 )

The requirement of the ISO 9000 quality standard has been

it needs to have the document of quality system, which can separate to

follows;

l. Quality Manual

'2. Procedure

3. Work Instnrction

4. Supporting Document

are

the quality

that

4levels as

,o

a
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998 : 10)

Procedure ,

Work Instruction \C)

G Supporting Document

Document in e

I

ach level in the Quality System. (Jermjan Ratanakarn,

38
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Quality Manual

Quality Manual is the document in the highest level

system. In general, there is one manual in each organizatiorr, .o*p*
or operating section that concerns the quality system arangement.

'qthe quality policy" as the requirement No. 4.1 of ISO 9000 standard

'?ath" of doing business in general so they are conformed with all the

ISO 9000 qualrty standard that is applied.

manual is prepared by the high rank implementation or representati to determine

Education) / 39

the quality

deparEnent

This quality

and set

of

other

.4.1to 4.20

person or

This is for

all quality

the end of

to prevent

The key contents of the quality manual arel

1. Quality policy that is set by the high level i

2. The message concerning the profile in brief of company,

department, or the operating section

The total organization chart which includes the other

The duty and responsibility ofthe key person-in-charge

departrnents in the total organizationchart.

5. The ways to do business in several aspects which have to

. 
with the requiremeflt of the ISO 9000 quality standard

as depending on the application.

6.. The reference section that includes the lower level

easy to refer to the details of that level document

7. Others that-are suitable.

for being

Usually, the quality manual is the first document for

external institutions to request or ask for copy if it was already p

making understanding of the quality system of any specific institution. making

certain that our products or servicing that will be delivered has

system processes, still, there is quality conholling from the beginning

process. There are also planning, examining, defect rectification which

the repeated problems, and keeping all information for finding the

when the problem occurs.

3.

4.
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Procedure

Procedure is the document in second level of the quallty

very important to the system. We may say that it is the most i

because it is the real system that uses to operate in the business doing in each daily

life. For example, all jobs that personnel in organization, company, deparhtent

in total, canusually perform every day. If there is no this type of document, busi

not run.

which is

This is

In each organization, there are names called for this

such as Quality Procedure, System, Procedure, Policy, Standaxd

(SOP), and Work Methodology. However, they all have the same ine. which is

ooProcedure". In general, "Procedure" concerns the working that with up to 2

departrnents, which need to cooperate with one another. They may

sending material, information, or document two ways-back and forth or

way sending.

by

This level document has to explain the details of work,

any concerned personnel, required sources or resources, periods of

ility of

places

to operate, or even the reasons of performing ( if necessary). If there i more needed

details in any specific matter, we can refer to the document in lower

that every

procedure will always relate to department more than one. There relate in just

one department, but the work level is the oosystem" level. Some people compaxe

"procedure" as Jigsaw, which will be a picture when taking each pi of picture to

connect one another corectly. The picfure in this case means the iness Flow".

"Procedure" usually concenrs the relationships

deparfinents in the organization chart. However, it does not

Nevertheless, it should not forget tlat o'procedure" in each issue has to

follow the ISO 9000 quality standard.

differently

Procedure

one

several

conform and
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Work Instruction

Work Instruction is the document in third level of quality

docrunent concerns the details of specific work only. The details of

the level of quality of such work. If it needs the high quality work,

the very much in details of work manual. This is for controlling

correctly since the fust time. Do it right at the first time and also

the chances of iroblem happening.

Not every ooProcedure" needs to have ooWork Instruction".

will provide the "Work Instruction" for the work in operation level only

such as production, examination, testing, maintenance or the device

so on. These types of works need "consistency" of every step in each

there will be docr:ment manual at tie operating site. For the work

details or the work that has no pattern of operation, it needs not

insruction.

Generally, the word ooWork Instnrction" may be called

Operation Instnrction, Standard Operating Procedure (SOP),

Instruction (MAI), Test Method, Laboratory Instruction, or Job

the same, which is'o Work Instruction".

Supporting Document

Level 4 document is "Supporting Document"- such as

besides the above mentioned dogument, which are used in practice or

The examples are;

- Specifications

- Blueprint

- All concerned laws and regulations

- Various standards

- System manual or equipment manual, manuals of other

- Form

- Contacts or other deals

t

I

a

Ed.D. (Populat Education) / 4l

. This

depend on

must have

to work

or decrease

, there

This work is

ison and

so

do not need

have work

y such as

Assemble

but all mean

document

reference.
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Pharmaceutical books

Comparison table and characteristic curve

And others, depends on each business

The thing that has to consider about the supporting

regulation of ISO 9000 quality standard which says'o Operating,

servicingl has to conforrr with the regulations, laws, or international

from the 4.3 regulation, it states that an institution has to sure that

steps of work by witing in flow chart to make clear understanding. Also

meaning effectively between preparing group, easy to change in order to

to rewrite for explanation.

Review / 42

is the 4.9

y product or

And

servicing has to be as agreement with customers. This might i

product or

production,

servicing, and testing. This must regard related documents as documents.

Quality Plan

The documents determine the method to quality contol checking.

Through manufacturing process or providing services, it covers operations,

including knowing where are contol points? and which method is for qualification

control of production and services and how often? This can refer ils to other'

related documents. The planning for quality plan is to view the who

operation from the start to the end of process.

picture of

Quality plan might be set in document level 2 or 3.lt on how it

in settingfits to each organization for convenience to work without clear

level.

FIow Chart

This flow chart is a favorite technique widely used to ideas to set

it represents

details

Flow Chart writing technique starts from activities that must occur to put

in order andin geometic frame, categorizing by types of activities. Then, it is to put i
link with arrow. When all is soryrected, the flow chart will be (basic)

for a certain work. Copyright by Mahidol UniversityCopyright by Mahidol University
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Favorite Spes of Flow Chart are as follows.

Activities in each step

Checking, testing, approval, or what needed be decided

Arrows used to connect activities together

Linkage of Flow from a page to other page.tt+
oooo

When preparing flow chart is done, it is to take flow chart to be guideline

to write other documents like Procedure, Quahty Plan or work This can

be explained in details of each activity in that who are responsible,

should practice. Did they keep a record or not? And how? What

related? It depends on complexity of the work.

how they

Flow Chart is like building new road to a fores! if a follows the

road, he would never get lost. If he walks in to the forest without the he could

get lost easily. It is like writing documents, if starting with flow chart,

be easier. Moreover, flow chart is more useful to easily

communication in presentations in any occasion as well.

writing will

Usefulness of quality system ISO 9000 for practitioners

l. Participation in quality system operation

2. Generating satisfaction in operation

3. Worker having higher consciousness about qualityCopyright by Mahidol UniversityCopyright by Mahidol University
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4. Operation has system and clear limitation.

5: Developing group work or teamwork.

Usefulness of quality system ISO 9000 for users

1. Increasing confidence inproducts and services

2. Having convenience, time saving, and expendi

rechecking quality of products.

3. Easy to find the names of organizations received q

certification TISI 9000 , because TISI will make a

book of those who are certified to distibute.

4. Having protection in quality ofproducts and

It might be stated that quality system operation will

depending on many factors as followings. (Jermjan Ratanakarn, 1998 :

1. Top committees support seriously and continuously.

2. Every one in the organization has consciousness

provide cooperation.

3. There exists following and improving quality

continuously.

4. There are enoughbudgets.

Review / 44

successful,

3)

qualrty and

ve system

future of

However, another important quality of educational is to build

educational

not ignore

moral and ethical principles in professions. People who graduate

institutions should have those principles to society and country. We

this issue and will have to be attentive highly since selecting input to the , such

as selecting students and teachers. Furthermore, it includes leaming that must

contain consciousness, urging sfudents to always have awareness. , this would

lead into practice. Therefore, educational committees and relevant ies should

cooperate to take care these components to have quality in every

confidence will be built in educational system of the country, because

step. Then,

society and country will depend on present educational system whether

quality.

it has good

Copyright by Mahidol UniversityCopyright by Mahidol University
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2.3 TQM (Total Quality Management/CQl (C

Improvement)

to develop working methods to respond to customer's need, generating

improvement systematically and continually.

learning and

The significance of TQITUCQI is to value everyone in the .To

have everyone taking paxt in system development, the result is that leam

and develop themselves and become higher valued assets of the organi

Components of TQM (Nariakikano, 1996 : 3 )

l. Intrinsic Technology

2. Motivation for Quality

3. Quatity ConEol Concepts

a. Quality Contol Techniques

5. Promotional Vehicles

6. Qualrty Assurance

2.4 Educational Quality Aisurance : Input Process Ou

IPO system is the basic system that is used in every and suitable

less

time, economical in using internal personnel, and be able to as well as

Tongsawai,evaluate. This quality zlssurance is concerned in 3 aspects (Prasit

Matichon Samrday 25 July 1999 : Il)

Inputs Aspect

: Goal, philosophy, and objectives of courses of

Quality

TQIWCQI is collection of all resources of the organization collaborate

Qualification

Indicators : Program of study can respond the demand for

demands in the future (labor market). There must

of objectives, compatibilrty of the courses of

of tadition or context of the institutions etc.

and

ve cleamess

and the goal

Copyright by Mahidol UniversityCopyright by Mahidol University



*

a.

a

*

Bampen Phongphetdit

Qualification

Indicators

Qualification

Indicators

Qualification

Indicators

Qualification

lndicators

Qualification

lndicators

Review / 46

Qualification of new students

G.P.A.of higher education level, entance

other test scores, such as attitude test, etc.

Quality of lecturers

Qualifications, academic titles, experiences, of works,

proportion of lecturer per students, number of

known lecturers,etc.

ly well-

Budget

Receiving sufficient firnds from universities,

students and other expenses, etc.

that is being able to confront all problems,

problems as challenging, having enthusiasm to

Quantiry-Quality of resources

The number of books in library, suflicient of library for

and students,students, news and information services for

readiness and up-to-date teaching and learning

and ottrer buildings as well as facilities, etc.

Leadership of the committees

s, workshop

- Recognizing for being an advisor or having

fufire, realizing in what is currently
'consider 

in making decision, learning the

and having a wide range of vision

mistakes,

- Having the apparent personality of supporter, acceptance

for other experts, being able to adapt for the better

results, using the power or influences in the

changes have to be done step -by-step.

way. The

Being aware of cornrnitnent to work and personality

for full-time

vision for the

and take it to

iderine all

through all

Copyright by Mahidol UniversityCopyright by Mahidol University
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Qualification

Indicators

Qualification

Indicators

Process

Qualification

Indicators

Qualification

Indicators

Qualification

Indicators

The fund of research supporting

Having enough supports and fund for

researches, finding the external fund to help

researches, etc.

Education) / 47

obstacles, having'various methods to create vation arid

realize the others' mistakes, and finding the

improve, etc.

to correct or

to make

to do

officers and

Officer, Academic assistant

Having sufficient and be suitable for the duties

academic assistants, etc.

Aspect

Organization atmosphere

Leadership status, commandin g analyang,

inside the organization, Ordering, contact,

Implementation and organization arangement

Having clear organization chart and i route,

determining qualification" experience, authori as duty of any

hdividual level evidently, as well as im style that can

lead the educational institutions to the top level,

Courses of studies, subjects, and other academic

Arranging courses of studies has to relate to gmduation

producing objectives, abilities and demands students, the

ects, and thesatisfaction of lecturers and students to all su

judgement form the External exp€rts, etc.

Copyright by Mahidol UniversityCopyright by Mahidol University
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Qualification

Indicators

Qualffication

Indicators

Qualification

Indicators

Qualification

Indicators'

Teaching

Developing the new methods of qualified

lecturers are tained about the suitable and

teaching. They should have enough

equipment, ffid have teaching assessment

lectnrers together. Lecturers should have moti

observing from the lectr:rers who are huppy

have good attitudes to learners and consider

picture, not only look at the study problems.

the successes of sfudents are as value

Lecturers who love to teach will prepare

sfudents as the center and, then, teach them

leamers can know well. They teach the

creativity and lead them to the new innsyafisn.

justice to students, good relationships between

learners, etc.

The studying of student

Students learn in depth what lecturers want

leam about time implementation (Time on task) of

Additional academic activities

Additional activities have to be suitable vyith the

and students. Additional activities are to assist

not study full time or who have the bad study

lecfirers need to have capability and appropriate

students positively, etc.

Student personnel work

lmplementation and welfare works in several

encouraging students and lecturers maintain excelle

aspect, etc.

o

o

a
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means all

methods of

teaching

students and

to teach by

they teach and

as a whole

lecfi:rers see

for lecturers.

well and.have

depth so the

to generate

have fair

lecflrers and

of subjects

who can

. Consulting

mind to help

aspects ,ue

in academic

Copyright by Mahidol UniversityCopyright by Mahidol University
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Qualification

Indicators

Qualification

Indicators

Qualification

Indicators

Qualification

lndicators

Outcomes Aspect

Qualification

lndicators

Qualification

lndicators

The study evaluation

Having fair, reasonable and suitable, etc.

The lecturer development

Having the lecturer developing center and

Ed.D. (Popu Education) / 49

activities or

in all

number of or referred

is benefit for external and

results that will suitably and sufficiently support lectr:rers be the

excellent in academic aspect, having lecturer

teaching, researching, and implementation, etc.

Research, Academic servicing

Having enough research funds,

researches, academic work that

internal institutions, etc.

lnstitution assessment (Self-Study)

Having committee, with clear and suitable

institution, to evaluate institutions as criteri4 i correction

after knowing the evaluation result

of

The success of resource utilization

The resource utilization following objectives and

it with maximum benefits

Knowledge and abilities of students in the moral

Knowledge in subjects, ability in academic capability in
analyztng and criticizing, fundamental skills in
abilities, success of studying, graduation, and

crueer, as well as receiving awards or acceptance,

ying, special

Copyright by Mahidol UniversityCopyright by Mahidol University
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Qualification

Indicators

Qualification

lndicators

Qualification

Indicators

Qualification

Indicators

Qualification

Indicators

Qualification

Indicators

Qualification

Indicators

a

a

I

Knowledge and abilities of students in skill aspect

Competence of students in professional skills,

practices, number of graduate sfudents who

studied, and the achievement in career, bei

acceptance in working performance, etc.

Attitudes to professions (Affective domain)

Value, the interest in academic aspecf

confidence and satisfaction of institution, etc.

Personality development and social basic skills

Confidence in oneself, responsibility, leadership,

relation making, communication, moral

adjustment etc.

Success oflecturers

Honor, reputation, and rewards that the

number of famous lectuers, etc.

References of academic. works

The number of references of lecturers' academic

from published documents

lnnovation of courses of study and teaching

Researches i4 innovation of courses of sfud

methods and bringing thg results of the

quality of courses and teachihg methods, etc.

Ability for further study of students

Quantities of students proceeding in graduate stud

Review / 50

their success in

as they have

rewards or

relation,

ethical self-

received; the

per capita

teaching

improve

and

rto
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Qualification

Indicators

Qualification

lndicators

Success in career ofstudents

Information of alumni about success in life and

Ed.D. (Popu Education) / 5l

means the

a certain

alternatives.

decision

the right

a

Reputation of institution

Specialists in the fields approved the quali and academic

reputation of the institution, etc.

3. Theory about the selections of quality assurance syste

3.1 Decision Making

Dalton E. Macfarland (1994 : 76) stated that decision

actions involving the selection that the committees or organizations

practical method from other methods

.George R.Terry 0994 : 107-108) stated that decision is a certain

selection ..oTt upon the basis of regulations from two or more

Decision making represents bringing principles or tools to help

for decision maker having less opportunities to make mistakes or to

a
decisions (Wantanee Poompatarakom, 1993 : 29). Decision-maki ivill happen

and tools tounder any circumstances that can be appraised and can use the princi

consider for the best alternative for making decision. Moreover, ion making

always brings the mental probability and systems to be involved, each person

factors thathas his own operational reasons to demand the best result or return.

will assist making decisions are principles and tools as the followings.

l. Many alternatives may be in operational policy, techniq or steps of

to mistakes.operation. With many alternatives, only personal discretion may

Then, more tools and principles are necessary to help making decision.

2. There Eue many current information. Using personal j to make

decision may have high possibility to be mistakes, because there is no

complete information to consider.
;

way to bring

Copyright by Mahidol UniversityCopyright by Mahidol University
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3. To reduce conflict, because basic knowledge and experience of each person

are dif[erent, if there is no use of the sarne principles or tools, it might lead to

different decision making. However, this may cause conflict to people in the

organization.

4. To reduce risk, making decision without principles or tools has high risk, but

decision making with tools will have fewer mistakes or none of them.

Therefore, decision making means consideration to choose alternatives which

have more than one alternative to cause specific action or it means choosing solution

for conflict, controversy to cause action in a certain way which has been chosen and

scrutinized. (Wantanee Poompatarakom, 1993 : 30 )

Formof decisionmaking (Jumphol Nimpanich, l99l: 23)

l. Using consciousness is decisiou making which has no principles or fixed-

rules. It depends on consideration of a person who makes decision, assr.rming the

appropriateness or righteousness by himself. The results of decision making rely on :

individual no matter about personal contents such as conscience, experiences,

sentiment, emotion, instinct and premonition.

2. Using logic is the decision making based on reliable principles or academic

rules which are principles of logic. The principles represent decision making with

scientific methods to help, including standard techniques and processes which may be

prepared or not prepared ahead of time.

Decision making is the result of attempts of an individual or group, relying on

sifuations and environment.

Therefore, it might be stated that decision making in uncertain situations when

possible outcomes from all altematives might depend on unpredictably futtre events.

The best way to find practical alternative is to calculate results of each altematives,

evaluate with probability of each event, ild then make decision to choose the

practical solution with highest-valued expectation.

o

a

a
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In addition, decision-making process also assists decision making to be done

systematically . The process starts from considering the problem, finding solution for

the problem, choosing the way to solve the problem, evaluating the solving result, and

following all related information.

The steps of decision making process include 5 major steps. (Wantanee

Poompatarakom I 993 : 49-54)

l. Analyzing situation is to arnlyze the data and situation to understand how

things are and to think in the future that what should it be to be the best.

2. Setting standard for the work is to determine the goals to be finished. The

goals should have main characteristics in that they are based on related behaviors,

traceable, and measurable.

3. Finding or developing alternatives. That is because each work will have at

least two altematives to get it done. Committees will be forced automatically to figure

out the better altemative to help generating better successful result. This might be

discussion or brainstonning . When the causes of problem are found, it is necessary to

find information related to the causes, such as accounting report, short-term plan,

long-term, analysis of competitors, and review of income and profit. These data make

the committees see the way to solve problem. However, possession of data might not

generate effective decision making. The usable information should have the

characteristics as the followings. (Worapat Poochareon, 1998: 143)

l. The information should be relevant to the problem.

2. The information should be up-to-date.

3. The alternatives should be congruent to the goals or objectives

of the organization.

4. Each problem should have various solving alternatives.

4. Evaluating alternatives. If each alternative developed is not used in

practice, it would have different result. In order to choose altematives to practice, the

consideration will be done by thinking about the best possible outcomes by using

these questions;

a

a

a
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- What is the possible problem resulting from the altemative? How

- Will the organization be able to have resources to support the

practice for the chosen altemative? Searching for as many altematives as possible is

to evaluate the importance of each alternative by considering the level of importance

of each alternative to find highest benefits. There are two ways to evaluate

alternatives. (Worapat Poochareon, 1998: 143)

l. Committees consider alternatives by themselves. This method has

limitations on time and funds.

2. Using decision making techniques is to evaluate altematives to choose

the alternatives with the highest return. This method is used to decide long term

commitnent and it demands a great deal of resources.

Evaluating the altematives depends on the following

Poochareon,1998: lM)
l. Ability to solve the problem.

2. Relevance with the determined goals of organization.

3. No side-effect on other parts of organization.

4. It should be alternatives to use limited resouces of the organization.

5. Standard or principles to evaluate altematives should be relevant with

the goal of the organization.

Decision making is on merely the best altemative. After evaluating the

level of importance of alternatives, decision making to choose can be done easily, by

selecting the alternative with highest return. Principles of decision making are asi

followings. (Worapat Poochareon, 1998: 145)

l. Can the alternative implement the objectives?

2. Decision making should provide the highest return.

3. Decision making is practical.

However, there are some concerns in decision making. (Worapat

Poochareon, 1998: 145)

will it affect?

3

principles. (Worapat

a

I
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1. The conflicts among objectives make decision-maker find it difficult to
choose an alternative.

2. When each alternative provides similar retums, it is unidentifiable for
the best alternative.

3. In the case of effects on other parts or bad efflects, it might have to

search for new altemative or improve objectives.

4. The selection might have confusion, when there are many alternatives

to make decision. Similar altematives should be together and then compared and

evaluated each of them.

When the best altemative is chosen, it should be used to generate highest

return. If it can not be used in practice, the altemative is ineffective.

5. Practicing trial and taking an altemative to practice. After deciding for
the altemative to use, the committees may set up practicing trial in some parts to
assure that the alternative provides good result.

The concepts in decision making are used in research to find the best

altemative for the committee to decide to use or not to use quality assurance system

with many steps of decision making from many alternatives to fognd policy.

Moreover, there is need to reduce risk and solve the conflicts in selecting the tools in
which the alternatives should provide highest return, be usable in practice, &d
measurable. These are assumptions about personal factors in solving problems of
decision making and leader. Therefore, tJre research takes the variables of solving
problems of decision making and leader in the opinion of the committee into this

study.

3.1.1 Economic theory

Rational Choice Theory

That a person will choose to do something from many choices depends

on his reason. This can be explained in that human being will have behavior to choose

best way that gives good return in his ultimate goal by having reasons to support his

idea. (Barry, 1988 : 1 l) In all , reasoning selection of each person will be based on

]

a
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the relationship between selection and action in that action on the choice results from

rationale or individual characteristics. (Macdomald and Pettit, 1981 referred to

Hindess, 1988 : 42) Besides, reasoning selection relates to two types of expectation

which are future expectation resulted from present action and expectation in future

value that would receive. (March, 1986 : lzM) Thus, before the person will decide- on

investnent, he normally has rerlsons to scrutinize for highest retum in the future.

(Ma.ximizing benefits)

Rational Choice Theory is about individual who determines ultimate

alternative that he is satisfied. Then the person will choose between the compulsory

action to real the goal and the action awarding higher reasoning return. Hardeen

(Barry , 1988 : 11) stated that reasoning selection represents action of individual

resulting from motivation and self interest.

Rational Choice Theory in the view of economists (Harsanyr, 1986 : 68)

provided the meaning that it is one of many choices, but what people choose will be.

set on satisfaction and opportunity. The person will work on one goal but will change

to work on other goal, as the satisfaction is the same. However, the situation or

infomration about the situation will make him change his mind. Therefore, the

importance of economics theory about reasoning selection is that a person has

selected what he is satisfied and maintain his satisfaction as well as behaviors that he

chooses for the satisfaction which will be received in terms of manimum utility.

By concluding from Rational Choice Theory, it indicates that factors

having relationship with action selection, which is satisfaction factors, oppornrnity

and benefits from actions used to describe in this research whether committees will
choose to use ISO or not depends on the benefits getting from using ISO and also

knowing the opportunity in selecting ISO or not. Therefore, the satisfaction on ISO

selection and benefits from using ISO should have relationship with attitude of
selecting ISO. Consequently, the researcher investigates attitude factors about ISO in

this research.

As a result, the research sets the assumption about knowledge of leaming

and participation in making decision for selecting quahty system, the change in

o

o
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personal and organizational behavior affecting behavioral changes in selecting quality

system too.

3.1.2 Sociolory theory

The Multiple Factors Theory of Decision Making and Social Action
Reeder, @eeder, l97l :5), a sociologist studied about factors af|ecting

actions or behaviors of people and set up_theory about making decision and social

behaviors by explaining reasons in a decision making of people, including many

factors totally called Believes and Disbelieves or reasons in decision making. He

explained that decision making of people do not rely on a single factor, but there is a
goup of many factors assisting decision making. In each decision making, a group of
combining rezlsons may change, depending on people or situation.

Group of reasons in decision making may come from these factors.

l. Pull Factor includes

l.l Goal means an object that a doer wants it to happen from his action.

1.2 Belief Orientation represents thought or knowledge that a doer

understands in one subject which causes belief and influences decision making on .

action.

1.3 Value is an object that a doer receives from belief, attitude, or habit,

which are standards to decide about good or bad. Therefore, value influences decision

making.

1.4 Habits and Customs are forms of expression that a doer is motivated

to express in a certain form and acceptance occurs.

2. Push Factor includes

2.1 Force is the incentive and leads to decision making and action in a

doer will intend to do in what he is supported by force.

Expectations. A person has expectation that he would be promoted in career.

3. Able Factors contain

3.1 Ability means the feeling that a doer knows his ability to succeed.

The doer would decide to do because he feels he could succeed in that situation.

o.

a
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3.2 Support means the object that a doer expects to get from others. He

would make decision if there is something to support.

In this research, Reeder's theory is used to explain selection of ISO of the

committees by categorizing factors that the researcher anticipated that they would

influence the selection of ISO. Reeder's theory is basis in determining factors to be

relevant with the theory by setting variables from pull factor, which are value, able

factors, forces, support from superior, and colleagues to detErmine collaboration

factors in the goup. Additionally, expectation factors and ability are used to

determine duty factors.

3.2 Theory about organrzatron and the organizational change.

3.2.1 Organizational Stnrcture and related theories

3.2.2 Organizational change and related theories

3.2.1 Organizational structure

Structr.ue is what is made up to implement work-sharing and activity

collaboration of member effectively. (Thongchai Santiwong, 1989 : 15 - l8)

. Characteristics of structure of organization

1. Vertical and line of duty work-sharing. Normally decision power

in major policies of large organizations is responsibility of l-2 cornmittees. However,

when the organization becomes larger, there will be more committees and more work-

sharing process according to vertical line, causing more line of duties in the

organization.

2. Span of Contol means the number of subordinates that a certain

executive is responsible. The executive can confiol limited number of subordinates,

relying on the number of coordination and advice necessary to atsure that

subordinates can perform effectively. Size of good control of each executive depends

on various factors.

2.1 Complexity and repeat of task of subordinates. The more

repeated and simple the work, the easier the executive can contol the subordinates.

2.2 resemblance of task of subordinates

e
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2.3 Skill and motivation of subordinates

2.4 The amount of task depends on roles of subordinates.

2.5 Closeness of workplace

2.6 Ability of committees to control subordinates

3. CenEalization of Authority. By considering the numbers and

importance of decision given to lower committees, when the organization highly

centralizes, mostly decision making is done at higher level. Lower committees hardly

have a chance to give their opinion. While the organization with high decentralizatton,

some decision makings are done at high level, such as policy, but powers to decide for

some tlpes are assigned to middle and low committees.

4. Formalization is a way to control behavior and limit consideration

of low committees.

5. Deparfinent is a combination of a goup of people and activities

together in terrrs of deparfinents.

6. Operators and officers are to provide information and suggestion.

Attitude measurement

Attitude is unnoticeable , unseen, unheard, or untouchable. It is

presuming system that must infer the way to notice by noticing extemal behaviors of
people such as a certain decision making behavior of people. From noticeably

external behavior, we infer how the people have attitude toward a certain thing.

(Yotin Sansanayuth, 1986 : 35 )

Attitude comprises of 3 basic components.

1. Understanding components

2. Emotional comFonents

3. Behavioral components

Attitude is different from imagination in that imagination contains

facts, believes, values, and option.

a
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Therefore, attitude has positive and negative sides.

Hence, definition of attitude is the inclination to learn to respond

constantly to something about likes or dislikes. (Yotin Sansanayuth, 1986 : 35)

Attitude measurement of Likert (1932) was done by choosing

messages about what wanted to measure attitudes and respondents chose the answers

of prepared meastrement. For exarnple, there is measurement of.20 messages, and

attifude scores of people are total scores of all questions' answers between I to 100, in

which doing the test should be analyzing each message to select measuring message,

best measured attitude, and correlation of each question and total score. The questions

having highest correlation with total score would be kept. (Yotin Sansanayuth, 1986

:39)

By studying about learning, when both individual and organization

develop, operators would feel that they have relation with work. Customers would

receive better services and organization creates their future.

Lear:nin g 0rganization

Learning organization is about Ihe organization possessing continual

flow about learning opportunity and adjusting oryanizational culture. Leaming result

would help develop units in process, production, service, roles and duties of each

person, as well as the result of work. Therefore, learning organization is one factor to

help change and improve institution to increase effectiveness and efficiency wittt 12

supporting factors.

l. Make clear about strategy and have joint vision in organization

implementation.

2. Support operations getting the work done by urgiry creativity.

3. Support administative implementation in the way of

cooperation.

4. Create atmosphere to generate learning, confidence, ffid open-

mindedness.
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5. Organization and organizational structure are flexible. People in

organization participate in operation appropriately.

6. Should occupy up-to-date communication system and

technology.

7. Exchange experience between individual and team.

8. Leam and develop operating process continuously.

9. Able to reexamine the operation.

10. Advocate and value learning and taining throughout operation.

11. Uphold morale and willpower for both individual and group to

learn at every moment.

12. Reward money or bonus to support working.

Thus, learning and developing are heart of the work and

organization to become learning organization and develop to good

qualrty system.

Learning organaation differs from other organizations such asl

- Learning is integration. Everything an operator does is apmt of the

job, not oosomething special".

- Leaming is process, not event.

- Cooperation is basis of all relationship.

- Individually, everybody evolves and grows in part of tansfonning

organization process.

- Leaming organization is the organization creating operators to

create organization again.

- For leaming organization by oneself, operators teach organization

about effectiveness and efficiency of quality improvement and

innovation.

- It is enjoyable and excited to be a part of learning organization.

Types of leamers A certain organization contains different tlpes of

people as follows. (Vichai Thanarangseekul, 1988 : 30 - 3l)
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Known types : Already having been, and done.

- Resistance to new knowledge

- No matter what level of education, they seem to have leamed

already.

- Sticking to what they know.

- Not seeing necessity to learn more.

- Living with a phrase "Old fee is hard to bend" and 'oDon't teach

crocodile to slim"
- Complaining that nobody sees their importance.

- Having no interest in assigned task.

- Being the fust to be laid off, when restructure occurs.

Hesitating types : This is the same, soon they will quit.

- Following determining training to reach expectation.

- This is low expectation.

- No volunteer for new assignment or training progmm.

- Do only what superior suggests or determines.

- Seeing as opportunities to rest.

- Many succeed because know the method.

Loving study Spes : If there is something new, they want to try.

- Voh:nteer to join learning events.

- Read professional books and magazines.

- Talk with people about what they have done, including the leaming

method.

- Prepare themselves to jump to the future.

- Like to test new ideas.

Moreover, the organization would survive and it is necessary to

develop and improve by comparing with other organizations in society and

community.

o

a

o

Copyright by Mahidol UniversityCopyright by Mahidol University



t

Ed.D. (Population Education) / 63

- Comparative studies is the process indicating about what needed

to be improved by researching operations of other organizations and then bringing

conclusion to improve quatlty and production of the organizations.

- By occurring on comparative process of its activity and the best

organization in that type.

- To known what is the best? How to do? and bring into practice to

make the best organizatton. In order to

l. improve the best process

2. survive in the economy.

3. compete in srict competition

4. enhance customer's satisfaction

- 5. take competitive edge

From this organizatioral stnrcture, it can be used in research about

structr:re and internal components of organization 1s 
well as comparative study

different from others. If there are good planning, empowennent, and responsibility, it

would create to effective operation, resulting to ISO quality assurance system usage.

The researcher brings factors about planning, empor//ennent, and responsibility in

operation into this research.

Hence, the research assumes that factors about people/personal,

working system, and stnrcture affect the change of attitude, behaviors, and fulfillment

of system. Then they have relation with work. Customer would receive better services

and organization creates their futue, resulting to ISO implementation or other quality

systems. Then they have relation with work. Customer would receive better services

and organization creates their future, resulting to ISO implementation or other quality

systems.

3.2.2 Organizational change and related theory

3.2.2.1 Leadership theories

Shaw (Shaw,1981 : 50) separated meaning of leader from leadership

in that leader means position in structure of group, while leadership means process.
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Halloran (Halloran, 1978:45) defined leadership as the ability to lead

others to start the changes willingly .

From study of Filler (Filler, l98l : 7) he offered in situational aspect

that there are 3 qualifications.

l. Emotional relationship between leader and follower. In some

situations, member of the group support, but in some opposite situations, affective

dimension is important.

2. Ranking of structure in works related structure dimension depends

on clarity or ambiguity of works.

3. Power position of leader means ranking of power that chief can

use with other members in the group.

All three qualifications about situation are determinants of level of

agreement of group on leader. The situation causes the highest agreement is the

situation having positively emotional relationship between leader and follower,

possess;r,g good stnrcture and stict position power of leader.

At present, organrzation must operate under changing environment.

The effective committees should have skills, knowledge, ild taining (Somyos

Naveekarn,1995 : l0 - 30 )

l. Diagnosis. Skills of diagnosis would involve with accurate

questioning techniques, understanding organizational environment, setting the form of
observations, and data collection in change analysis by finding that (l) What is really

happening now in a specific internal situation? (2) What should happen in the future if
there were nothing changed? (3) What does a person need the most in that situation?

(4) What are obstacles or forces that will stop the movement from what being now to

what needed the most?

2. Operation. First step of changing process is to deliver received

infornation from diagnosis to be a goal, stategic changing plan, and rules of

operation.
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Diaguosis includes at least 3 steps - opinion, problem identification,

and analysis.

Opinion. Before starting to analyze a certain organization, we need

somebody's opinion in considering situation of our opinion, our superior, colleagues,

subordinates, outside councilor. Considering the events is to see the whole picture,

creating the bes! thing.

Problem identification. Problem will rise, when there are conflict

between what really happens, and what expected to happen. The change will involve

reducing the differences between reality and expectation to be leas! and it must be

admit that attempt to change is not always relevant to making reality to get close to

what we want the most.

Analysis. The goal of analysis is to consider that why the problem

exists, fragment between problem identification and analysis might not be clear. The

usage of theory and questions will help identiff other theories, helping us to analyze

the occurring problems in our environment and giving the way to develop stategies to

operate the changes such as form of leadership, organizational structr.re, and goals of

organization. What we can identiff in the environment that causes dif[erences,

concepts and theories to assist higtly motivating questions.

From leadership theory, characteristics of leadership should have

efflect on decision making to use ISO of college committees. Therefore, the researcher

will use factors of leader characteristics and problem solving of leader into this

research.

Operation will involve alternative identifications and proper

operating sfrategies to decrease the differences between what really happens and what

expected to happen the most. The possible result expectation is followed subsequently

of each strategy, specifically strategic selection, and using the shategy when change

occurs in the organization. Personnel in the organization must concern about 4 levels

of change knowledge change, attitude change, personal behavior change, and group or

orgamzatronal change (Somyos Naveekarn,1995: l5). Knowledge change is so easily

possible that this change is the result from reading books or articles, or hearing

something new from respectable people. Attitude change will be more troublesome

I
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than knowledge change, because attitude has emotion involved and it might be (good)

positive or negative (bad) (Somyos Naveekarn, 1995: 15) Behavioral change of

people will have some difficulty and take longer time more than the change at the first

steps of 2 previous levels. For example, the committees see benefits from

participation and involvement of subordinates in making decisions and feel that

participation makes better operations, but they will not be able to assign or share

responsibility of decision making to subordinates. The differences among knowledge,

attitudes and behaviors might be the occr:rring results that they receives in stict

administrative training since they were young, and past experiencE makes them have

these accustomed habits.

While people behaviors are difficult to change, the change will be

more complex. In some cases, we try to change inside Soup or organization and the

form of leadership of one or two committees might change effectively, but changing

level of participation of subordinates for_the entire organrzatton is long-tenn process.

At that level, we axe trying to change culture, and customs developed for many years.

Level of changing goup or organization is very important. When we

contemplate two different kinds of change- participative change and directive change.

(Somyos Naveekam,1995: 40 - 42)

Participative Change

Participative change will operate when people or group have already

possessed new knowledge. We hope that the group will accept inf,ormation, develop

attitude in the better way, and commit with the direction of wanted change. At that

level, effective stategy is to allow the people or group directly involved in assisting

to select or determine new method for success of expected goal. This is participation

of the group in problem solving. (as shown in picture below)
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Picture 2 Participative change (SomyosNaveekam, 1995: 15)

Directive Change

We all must have confronted similar situation like the following one.

ln the morning of a certain day, there is an announcement.

Today all members of the organization must work with opeiation

rules type 1. This is an example of directive change. Many committees attempt to

operate new ideas, such as target implementatiorq increase in work and responsibility,

and other, by using this change of change.

Directive change will begin with changes commanding the entire

organization by some forces such as senior committees, community and new laws.

This course of action might affect relation system among organization at individual

level of communication, and new form of behavior creating new knowledge which is

o
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supportive or resistant to change. Directive change is as shown in picture 3 (Somyos

Naveekam, 1995: l5)

Picture 3 Directive change

Stratery of best change

In the case that we have to choose between participative and

directive changes, most people tend to choose participative change. However, some

said that there is no best leadership form. Therefore, the best strategy of change

operation is not available. Effective change leader means a person who can adjust his

strategy following specific need of the environment. Hence, participative change is

not better than directive change. Best strategy depends on situations and each strategy

has advantages and disadvantages.
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Advantages and disadvantages of change stratery.

Participative change is suitable for working with people or group

with highly success motivation, looking for responsibility, and having knowledge and

experience useful to develop new ways for operations. When the change begins,

these people can be responsible for more expected change operation. If these people

are satisfied with the change and want to improve further. They might become highly

inflexible, and resistant to change. If the change has been operated in directive change

style, it will not fit with their self-acceptance and responsibility. People highly self-

motivated should participate in giving advice in change process. When they have no

part in gtving advice, the change has been done by dictatorship. The conflict often

occurs and examples of such situations always happen. In the organization that the

committees have creative workers, and willing to work hard to operate in new

projects, and it appears that they have no participation in the change process. This

course ofaction generates resistance and it is not appropriate to the situation at all.

Directive change is greatly apt for the people or group with low

ambition, no self-confiol, and no willingness for new responsibility, if they are not

forced to do so. These people are pleased to be directed and determined to follow the

strucftre by their leader.

The major differences between these two styles of change are that

participative change would be more effective, when people are persuaded by leaders

having personal power. The subordinates like and respect them without considering

power in the line of duties. They can award or punish, if the committees have used

directive change, they should be supported by their superiors and other sources of
power, otherwise they might be obstructed by their administators.

In the case of participative change, the main advantages are that

when the change is accepted, the change tends to stay a long time, because everyone

gets involved with change development. However, people have more commitment to

change operation. The disadvantages of participative change are delay and gradual

operation. The participative change might require years for major change operation.
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a
On the contrary, the advantages of directive change is quickness by using power in

the line of duties that leaders can force to change immediately. One disadvantage is

that directive change tends to be stopped easily. The change will stay as long as the

leaders have power in line of duties. This change normally generates hostility and

hatred.

Besides, one of.the most important factors that we have to consider

in decision making whether we should use directive or participative change, or the

combination of both is the form of communication arranged and to understand how

the structure of inside group or organization is set. Before there are changes in

direction to be used widely in setting structure of communication, which have two

types - circular style and star style. @icture 4)

/
D

,/o\
,/\tB

\/. D<l+C

Pictr:re 4 Form of communication (Somyos Naveekam, 1995: 15)

Arrow line shows two channels of communication. In the circular

structure, each person can send message to two friends on each side. Therefore, the

goup will have freedom to communicate around the circle. The stnrcture of

communication does not identiff any person is higher than others, unlike being a

leader. As a maffer of fact, form of communication will indicate democratic

organization that all members participate in decision making. In the case of star

structure of communication, (C) must certainly be in the position of leader, because C

can communicate with all four other members ,and they can communicate with C or

in other word, they can not contact each other member. The group shows dictatorship

structure, which has C as a superior. (Somyos Naveekam,1995: 50 - 52)
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Types of the best communication.

There is a test and finding that star structure (dictatorship) can work

faster, but will power of circular structure's Soup members is better. All members

can unite in otrgent" case and can solve problem by using all available resources. On

the contrary, leader of star structure will dominate the Soup. Therefore, members

must depend on the leader in case of emergency, ori they have distant relationship.

(Somyos Naveekarn, 1995: 53)

Star style communication is faster, because this kind of

communication is one-way communication dominated by one person. Order is settled

inside the group to limit the arnount of information. For circular style communication,

members of the goup can communicate with 2 persons. Thus, they would take more

time. However, because members of circular style send more messages, they would

take advantages of more monitoring points. Therefore, they can find and correct more

mistakes. (Somyos Naveekarn, 1995: 54)

Member of circular style group will participate and be more'

responsible. They hardly depend on just one person, because they can examine with

others and they will be happier and more satisfied. Group leaders with directive style

are satisfied and happy with the same reason of group members of circular style. C

@icture 4) has responsibilrty and sources of information and many checking points. In

conclusion, C @ictrue 4) has significant freedom and power. (Somyos Naveekarn,

1995: 55)

In conclusion, this experiment suggested that structure of

communication can influence how people feel.,-Moreover, the structure of

communication also influence work effectiveness for majority of group in terms of

speed, accuracy, and adjustnrent. The committees may use both tlpes of

communication. For example, in case of lecturers in universities, a dean perceives

using structure of democratic communication (circular style) which is most suitable,

but in case of workers using directive style, this group will have different levels of

commitrnent, motivation, and responsibility. Hence, the committees should use

different styles of communication.
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The relationship between communication and changing

strategies.

Types of communications have two important relationships with

directive and participative change strategies. Firstly, in order to operate the change

stategies, the committees must consider about tlpes of communication as well. The

structure of circular tlpe communication (democracy) is .very suitable with

participative change, while the structure of star tlpe communication (dictatorship) is

fit to directive change. The result of the test of Bevels will support advantages and

disadvantages of participative and directive change. Even though participative change

is slow, the change will create more commitnent and involvement. While directive

change is faster, the change will generate more dissatisfaction and hostility. Secondly,

before the operation of change strategies in the organization, change leaders should

know the structure of communication in present operation. For exarnple, if the

organization proceeds democratically with the types of communication lacking of
indicating any one as a leader. The same case, if the committees try to work on

democratic change in restructurinS orgenizatrons, indicating clearly the status of
leaders for a long time in that situation. Supervisors and workers usually have less

responsibility, because the committees will always act as their leaders. Therefore, they

may not be ready for democracy at the moment.

In conclusion, shategy of change operation in "the best"

organization are not any strategies, even directive, participative, or combination of
-both. It depends on the changing situation , a main factor which should be analyzed to

develop proper change strategies that are structue of communication inside group or

committees in organization which is the goal of change.

When there is $oup or organization change, there is a need to

change people behavior in the organiation in order to make the change work.

(Anawat Supachutikul, 1998: l0- 15)

To consider 3 changing steps of change process, there are unfreezing,

changing, and refreezing.
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Unfreezing

The goal of unfreezing is motivation and making individual or group

ready to change. Unfreezing is o'an ice-melting process". When there is unfreezing,

we need (l) to move people changed away from his daily familiar places, sources of
information, and social relationship Q) to eliminate all social supports (3) to make

existing experiences of people meaningless to help them see old attitudes and

behaviors valueless and necessary to be changed. (4) to keep relationship between

rewards and willingness 1e qhange , and punishment and unwillingness to change

continuously. (Anawat Supachutikul, 1998 : 17)

In conclusion, unfreezing represents destruction of belief and

customs ofpeople in the old ways and activities to make them ready to accept the new

altematives.

Changing

. When people are urged to change, this process occurs from one of
the two mechanisms (l) imitation and (2) internal change. Imitation happens when

one or more forms appear in the environment. It can be anybody's form that a person

can learn the new form of behavior by attempting to be like them. The intemal change

would come when people are set in the situation,that they must have new behavior. If
they want to work successfully in the circumstances, they would learn new behaviors

not only because it is necessary for survival, but also because there are new needs

with high motivation by new behavior. The effective change usually comes from

combining 2 methods. In stategy of change, it is unnecessary that we would have to

use just one mechanism. (Anawat Supachutikul, 1998 : 19)

Refreezing

The third step of change is to build stability ard merge behavior to be

character of people. Schein stated that if new behavior becomes internal object as

learning, this would help in building stability of behaviors automatically, because it is

natural nnderstanding with personality of people. (Anawat Supachutikul,1998 : 22)
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What we paid attentions to build stability of new behavior must not

disappear in short time. If we need confidence for not letting this to happen,

reinforcement must be used continuously and periodically. In case of continuous

reinforcement, people will learn new behavior quickly, but if the environment

changes to be the environment with no reinforcement, the.new behavior will vanish

soon. ln the case of periodic reinforcement, the disappearance will happen slower,

because people will be under system that in a certain period, they will not be

reinforced at all. Therefore, in the case of last learning, the continuous reinforcement

should be used, but when people learn new behavior, the change to use periodic

reinforcement would provide confidence that the change would last long.

One problem normally occurs in the change period is the conflicts

among groups consisting of many workgroups important to the organizational

success. That means these groups including forrnal or informal groups want to know

about their goals in that it is the same goal with the organization or not. Even though

the goals are different they want to see that their goals would be responded by the

direct results of working for the success of the organization. (Somyos Naveekam,

1995:49)

When groups or other parts of the organization have conflicts, the

atnnospheres among the bases of each group are intensified. The groups will compete

against one another, and they would secretly destoy activities of cornpetitors. Integral

problem is how we will constnrct-relationship among groups to be cooperative and

highly effective.

Aftermath of competitions among groups.

In the competitions, each group would have high dependence inside

the group, and the differences would be forgotten for awhile and loyalty would

increase. The afinosphere of group will be highly work-oriented and the success of the

group will be important. Leadership will lead to dictatorship and group will be more

regulated. (Somyos Naveekarn, 1995 : 50)
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While this phenomenon occurs inside the group, the relationship

between gxoups will be have some sharing qualifications. Each Soup would start to

look at other group like enemy, acknowledge distorted tnrth, accept only their

strengths and other's weaknesses. Hostility over other groups will increase, and

communication will decrease. If the groups are forced to have some connection; for

example, in negotiation there will not be any goup listening to others, but they will
only listen to suggestions supporting the groups' argument.

Competition and response occurred may be significantly useful to the

goup in that the group will have greater effectiveness and motivation for success,

"only factor that improves effectiveness among groups" , and argument between the

committees and labors. These are example cases for this issue. It is because each

Soup understznds that being a competitor will face more predicaments in ending the

conflict.

Due to the fact that reducing conflicts between groups is

toublesome, protecting conflicts between groups may be better idea. In the first step,

we can protect it in many ways. First of all, all committees should concentrate on

benefits to integrated goals instead of the goals of subgroups. Secondly, the

committees must try to advocate communication and involvement ,lmong groups

more often and develop rewarding system for the groups helping each other. Thirdly,

if it is possible, people should have experiences in many deparfrnents to expand their

broader understanding about problems among groups. (Somyos Naveekarn, 1995 : 5l)

Cooperative organization will have numerous conflicts about works

needed to improve effectiveness of majority. Theses may happen because under this

circumstance people can trust others, be honest and give opportunity to share

information and ideas.

Orgaruzational cultures are (1) the totaling of values, customs, and

others meaning to indicate uniqueness of organization. These may be called

organizational characteristics(Thongchai Santiwong, 1989 : 50), (2) values,
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behaviors, and experiences of people in organization, depending mainly on leaders

about knowing, thinking, and believing about how people in organization are.

Therefore, if knowing values and beliefs are changed, the assumption

that all people participate in working (Assailed), it would cause changes of
organizational cultures (Unsure Change).

'Culture : a pattern of artifacts, value belief and understating

assumption

34e)

Strengthening the organization. (Gregory M.Bounds, 1995 :

1. Working as ateam

2. Continuous operation

From the notion of organizational changes, it can be stated that.

oryaaizatton has changes by leaders with knowledge, ability to direct, control,

communication, and positive relationship with workers by allowing workers to

participate in decision making. This includes all problem solving which should have

relationship with ISO selection. Thus, the researcher takes factors about decision

making, problem solving, cooperation, value-building, administation, contol as well

as communication into this research.

3.2.2.2 Organization Development-OD

OD means organizational development which is the process

containing patterned change projects affecting the whole system. It is administation

from the top implementation targeting to increase effectiveness and advancement of
organization to achieve expected goals by using knowledge of behavioral sciences

(Richard Beckhard referred in Santad and teams, 1993).
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In process of orgamzational development, it has to answer that how
is the status of the organization? What do you want the organization to be? How can it
achieve what it wants?

Organization or unit has changes all the time both individual and

organization levels, with no one can obstruct or stop. When the changes happen,

workers usually react against with dissatisfaction, because they understand that

change opposes their status and values. The committees then try to search for process

that can be used to solve problem and control change toward the need of organization.

Behavioral science is a science studying the phenomenon about

behaviors of human living together in social system. The assumption of this subject is

greatly useful to implementation ,especially applying to process of organization

change contol.

Problems of organization can lead to organizational development to .

control change, such as lack of cooperation between departments, departments not

working on assigned duties, working afinosphere full of competition and jealousy,

lack of motivation to work, people focusing o.n personal needs more than

or gauzational needs, etc.

Steps of organizational development

There are 4 steps. (Anuwat Supachutikul, 1998 : 78 -"g0)
1. Data collection

It is a collection of problem status existing in organization to

scrutinize and determine strategies putting proper obstnrction.

Factors used to study organizational behavior in behavioral science,

such as, leader status, motivation, communication, coordination, decision making,

determining targets for organizatioq work control and working results.

Data collection method may use observation, interview,

questionnaire, or all together.
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2. Problem scrutiny

It consists of data analysis by using statistic tools and then

concluding about how each aspect of organizational behavior would be. Moreover, it
is to consider problematic situation to find causes of the problem, to determine the

goal of change broadly, and to analyze pushing force - pulling force occurring from

the changes.

3. Determine strategic method or intemention.

The examples of intervention are education taining, implementation

grid, process consultation, third-party placement, survey feedback, implementation

by objective and results, inter group building, team building, confrontation

building, goal setting meeting, techno-structural approach, life/career planning, role

analysis planning, coaching and counseling, and laboratory taining.

4. Evaluation

It has goal to find that which intervention is most effective in

improving suggestion skills of people in organization, knowing progress of
organizational development and enforcing rules and disciplines to make it more

successful. (Anuwat Supachutikul, 1998 :77 - 80)

Qualifications of organizational development (Anuwat

Supachutikul, 1998 : 82)

1. Otgaahational development involving with organizational

system in total. Beckhard shows the qualifications does not mean all organization

involving with OD, able to launch any system to seem to be free in planning

deterrrination, and future of the departments.

2. Organizational development is to look at the organization in
system aspect Organizations are seen as it is comprised of dependent paxts.

Practitioners realize that when any part of the whole system changes, and the change

will affect other parts of the system as well.
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3. organizationar development has to gain support from top
committees' Top committees must express commitrnent and certain support for
oD.

4. Organizational development usually use senrices of change
agent An agent might be a member of the organization, but he should be subsystem

outsider of the organization which starts to use OD. However, the usage of change

agent is increased.

5. organizational development is the planned change.
Oryanizational development is to aaalyze organization systematically, plan in details

to currently improve things better, and find all necessary resources for project

operation.

6. organizational development is to use knowledge of
behavioral science. Intervention of OD will be based on knowledge and sciences of
behavioral science such as leadership, communication, motivation, targeting, leanring,
relationship among behavioral science goups of small groups, conflict
implementation, attitude, organizational structure, and relationship among groups.

7- organizational development is a long-term process.

Otgaaizational development uses many years to make changes of organizations

permanently such as organizational development that may need to spend 5 years.

8. Organizational development will improve organizational
ability and health. Capable organzations must have both effectiveness and

efficiency. Effrciency of organization is level of achievement of organizational goals.

While effectiveness of organizationis the number of resources that the organizations

use to produce products and services. Both concepts are different. The organizations

will have effectiveness but not efficiency or in contast. It may be stated in respect of
otgaruzational health, instead. A good-health organizatton is the organization that
operates to reach targeted goal, sets appropriate regulations, decides by using sources

of information, and rewards committees and supervisors following their task

operations. Moreover, it has undistorted communication, least win-lose
competitions among groups and individuals, high conflicts in opinion about works
and projects, and open system, etc.
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9. Organtzational development is a continuous process. OD
process will always change. Operators must be able to adapt existing strategies when
problems arise.

10. Organizational development has center point at the changes

of attifude ,behavior and result of operation, instead of individuals. However,

some interventions concentrate on individuals.

11. Organizational development uses intervention of practical

research. Change leaders will collect data about continuing system, analyze, repeat,

and discuss with customers. Then they will work with customers, operate, and

analyze again.

12. Organizational development focuses on planning activities,

and goal seffing. One important qualification of OD project is teaching individual

and group to set measurable and attainable goals and change these goals to be well

practical.

Organizational development is not administrative development.

Administrative development focuses only on improvement of skills, knowledge, and

Attitude of each executive, even though OD may partially involve with administrative

development. Administrative development will act as a part of goals of improving

ability of each deparfinent. The word OD should be understood automatically that it
is a taining to have quick feeling or participation in adminisfiation seminar. There are

many methods to use OD by depending on needs of organizations. Lastly, OD is

different from other change methods used for consulting and studying organization

situations. Moreover, giving suggestions to use OD does not provide suggestions in

the meanings like in the old days. They will work together closely with organization

to help the organization to survive, and be effective in fast changing environment of
sciences and cultures.

Most assumptions and definitions of intervention of organizational

development will be relevant to theory of behavioral organization of theorists like

McGregor Likert Argyns Maslow Bennis, and Schein French. And Bell set up the

a
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assumption of OD to be much clearer by categorizing types of assumptions relating

with people as individual, group members, and organizational members as a whole.

Persons as individuals

1. Most people need growth and personal development.
' 

2. Most people can provide usefulness to their organization more

than what the organization opens the opportunities for them. The organizationusually

halts creative activities of organizational members (such as participation in decision

making, and providing suggestions) by not rewarding or punishing them.

People as group members

l. Most people need acceptance and harmony with their work group.

The work goup will be more effective, if people working together cooperate more.

2. A formal leader of workgroup can not operate his leadership all

the time. Therefore, group members will have to help their leader by participating in
duty of leadership.

3. Not allowing to express feeling will affect badly the group

operation and organizational atmosphere should be opened-wide.

4. Levels of support and confidence among people will be lower than

expectation of most organizations.

People as organizational members.

1. Most committees in organizations are workgroup members

overlapping and behaviors of group committees will highly afflect relationships among

groups.

2- What happens in any subsystems of organizations (such as

personal study change and goal) will affect and be affected from other subsystems of
the entire organization.

3. The end of conflict in the way that one parfy has more and

celebrates, and another party severely lost may be suitable in some situations, but it is
not a good way to solve problem for most organizations in rong term.
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Implementation by targeting

Implementation by targeting is one method of OD, used widely in

many organrzatro:ns in the past l0 yea{s. The implementation by targeting has major

components as follows. (Somyos Naveekarn,lgg5: 340)

- l. Determining possible and measurable targets

2. Participation of subordinates in determining the goal.

3. Periodic Evaluation of operation is to consider success for the

goal.

4. The orgatization has to commit to the project.

Each executive from top to down level of the organization must set

up their goals. These goals must be relevant to the goals of the entire organization and

all commiftees must participate in setting up the goal of higher deparEnents.

Reversion sunvey

Reversion survey is the systematic method in. data collection about

the entire organization. The steps of sending back information to all groups at all level

of the organizatio& asking the group to use inforrration as basis in planning and

solving, and reversion survey are asi follows. (Somyos Naveekarn, 1995 : 341 -345)
l. Basic planning is done by top committees to consider the

appropriate survey for the organization.

2. Questionnaires are sent to all members of the organizations or

every deparfinent.

3. Amlyzed inforrration andproblem will be identified.

4. Resubmitting information to each executive is done by inside or

outside organizational development experts

5. Each executive evaluates information and discusses with

subordinates for consideration about information.

6. Superiors and subordinates plan to solve problem together.

3.2.2.3 Process Consultation

Process consultation involves changing process used to work for

success. The processes of work are form of communication, roles of members,
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regulation to solve problem, Standard and rules of group, and relationship in power

and duty. Process change witl help people tb be flexible and workgroup will become

more effectiveness. (Somyos Naveekam, l99S: 350)

Process consultation requires some outside people (perhaps OD

consultant) observe the work of the group. The consultant will consider how

communicating group is, how it makes decision, and so on. The consultants also see

that who speaks, who listens, who suggests and who makes decision. This information

will be resubmitted to groups and members will discuss about weaknesses and

stengths of the existing process that the group will develop process to be higher

flexible and effective.

From the theory about organizational development and process

consultation, it can be applied with this research about environmental factors,

including economy, society, and other organizations, which make changes to make

organization survive and be effective in work. The researcher takes variables of social '

environmental factors. Moreover, other organizations have set budget plan to study in

this research.

Therefore, the researcher has set assumption about knowledge,

knowledge assumption, ability, changes, positive attitude, behavioral changes of
people and organizations affecting efficiency of the system.

Apart from the theory of organizational structure and the change of
organization, there are other theories applied with this research.

3.2.2.4 organizational theory by Joan woodward. (Joe Kelly,

1969 : l5l)
Joan Woodward demonstated structural features of orgaruzation that

have relationship with technology and success of the organization. In the case of using

highly of technology and using more equipment, organizational stmctures should be

work-sharing types, assigning tasks according to skills. It indicates clearly commands

by power. There are well-pattemed and clear rules and regulation. People will know

what to do in a certain situation. There exists motivation by using economic system as
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relationship links. lnside group relationship will be vertical. For vertical

communication, a leader will be a dictator in assigning task.

If the organization is flexible, people have skills to operate highly

and to operate by orders or customer's needs.

Applyrng theories to the research in the concepts that

If studying, learning and producing graduates are to serve the needs

of those involved inside the organization should have flexible structures which are

1. Sharing works in many activities, therefore, necessary to be highly

responsible.

2. Line of commands has decentralized power and low level workers

take part in policy decision.

3. Work and regulations are flexible, when the problem happens with

someone, he can fix it himself.

4. Motivation by using economic factors and social acceptauce.

5. In-group relationship is horizontal

6. Democratic leaders give opportunities to subordinates to join

decision-making.

7. Communication works horizontally and vertically.

Therefore, the researcher will use leadership factors, power sharing,

responsibility sharing, economic systern, communication, and proper technology in

this research.

Hence, the researcher set up the assumption about work system and

structure affecting the changes of attitudes in select quality system.

Orgznizational theory of Harold J. Leavitt and Ronald A.H.

Mueller (Joe Kelly, 1969 :152)

Harold J. Leavitt and Ronald A.H. Mueller mentioned that forming

organization must have structure about communication which is communication with

otherpeople about job assignment that might be one way or two ways. Two-way

communication can use retumed information to fix communication, making
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communication more correct and reliable. For one way communication, it provides

usefulness in aspect of quickness and accuracy in simple level, such as informing to

operate.

Applying theory to use in the research of communication.

- Theory can be used for communication and exchange information

inside and outside work unit by being both one way and two way communication

depending on situation. Furtherrrore, communication should affect ISO selection.

Therefore, the researcher will consider communication factors in this research.

Organizattonal theory of Frederick W.Taylor (Joe Kelly, 1969 :

This theory stated that naturally people arelazy,do not want to work
and to take responsibility, but want high rewards. Therefore, work implementation to

achieve goals may be done directly and indirectly. Direct meihod is to force to work.
On the confary, indirect method is to use economic incentives, such as money reward'
which would draw the ma,rimum work out of people to have work with ef;fectivdness

and frugality.

Applyrng the theory

Most people do not want to work and to take responsibility, but want

high rewards. This can be applied in that making people to work more efflectively

should have rewarding, like (2-step) salary promotion which would get evaluated

from themselves and committees. Therefore, it might be stated that directing the

affairs, control, empowerment, motivation and economy should have effects on ISO

application. Thus, the researcher uses factors of directing the affairs, contol,
empowennent, economic system to study in this research.

organizational theory of Fayol. Gulick and Mooney. (ouichai
Chaba 1991 :158)

This theory believes that people are lazy, avoid responsibility, but
want high rewards. Hence, it is the task of the implementation to find the standard

method to manage the organization. Henri Fayol used implementation principles
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consisting of planning, organizational implementation, directing or ordering,

coordination and control. Gulick used principles of POSDCORB, comprised of

Planning, Organizing, Stafftng, Directing, Coordinating, Reporting, ild Budgeting.

Mooney stated that administration is a form of cooperation of people, so it would

focus on cooperation horizontally and vertically.

Applying the theory.

Most people are lazy and avoid responsibility, but want high

rewards. The good administration will cause high effectiveness of work, and frugality

by implementation principles of Gulick and Mooney about cooperation, coordination,

and working. Therefore, the research uses factors of planning, directing, control, and

budget in this research.

Organizational theory of Mary Parker Follett (Ouichai Chaba,

l99l:162)

M.P. Foilett mentioned that conflict is unavoidable. It always appears'

in human society. Conflict elimination will bring advancemen! and solving conflict

can be done in three ways.

1. Coordinating the conflict.

2. Compromise

3. Domination by leader

Applying the theory

Generally organrzatrons usually have conflicts, but solving conflicts

will develop the organrzations to be more advanced. Therefore, if conflicts occur,

soling by coordinating conflicts will help develop the organization to be more

advanced. Thus, the researcher uses factors of coordination, and problem solving in

this research.

Theory of social sciences of Barnard (Chester I Barnard , 1938 :

134)

Barnard mentioned that administration should concentate at Co-

Operative System, because organization is system of cooperation of people in the
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organization. People will cooperate, because incentives and willingness to work of
peop.le by using communication system everywhere.

Applying the theory

This theory focuses on willful cooperation in working, resulting from

motivation that leaders use by. having communication (command) as linkage.

Therefore, the researcher uses factors of cooperation and communication in this

research.

Organizational theory of Alfred P. Sloan (Kitti Tayakanon, l99l:
l6s)

A.P. Sloan originated the concept of empowergrent in organization.

If the organization has appropriate empowerment by supporting initiative idea, and

higher responsibilrty. This will help separate decisions for the committees at any

level. Also, it creates good flexibility and cooperation. ln the meaning of A.P. Sloan,

it merns to hold work principles with (centralized) policy and to decentalize in'
administration.

Applying the theory

Appropriate centalization will cause good deed in coordinating

contol, share works by specialization, and generate economies in working. If there is

proper decentralization by encouraging the committees to be creative and more

responsible, it will help separate decision makings to the implementation at all level.

The researcher uses the factors of directing, con&ol, and empowerment to study in

this research.

Organizational theory of H.A. Simon ( Joe Kelly,1969 :5 )
H.A. Simon concentrated on organization as the organization of

living creatures in which people in the organization have'need, motivation, ambition,

knowledge, limit ability to make decision. Accordingly, this focuses on decision

making about choosing to do.something relevant to human need and behave in

limitation of their understanding and work environment, such as regulations or how
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group behaviors are, how they understand these things, how they belive and their

behaviors being in that way.

According to H.A. Simon, important factors in decision making are

1. Is there enough information for decision making?

2. If enough, is tlere ability to study, and research the information ?

Therefore, theory of decision making is that it has clear and narrow

point of analysis at people, and has science principles as well as calculation in

mathematics to find the best alternatives.

- Applying the theory.

Theory of H.A. Simon focuses on people decision making by using

science principles and calculation in numbers. In finding the best altematives,

organizational implementation occurs because the result of decision making from

numerous data collection. If information implementationis effective (having

collection tools and good analysis), decision making for alternatives will provide

ultimate results. Thus, the researcher uses decision-making factors to study in this

research.

Theory of Elton Mayo ( Joe Kelly,l969 : 7 )
Elton Mayo, one of the for:nders of human relation process, stated

the concept of open commturication between supervisors and subordinates. Giving

opportunities to subordinates to participate in decision making democratically, taking

care, and friendliness will increase productivity

Applyrng the theory

If applying human relation process correctly, it will help improve the

afinosphere in organization, directing all parties to work together at the best. When

people are highly satisfied, productivity will increase. It can be said that giving

opportunities to subordinates to participate democratically, and taking care of and
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accepting them will improve the work. Thus, the researcher uses directing factors to

study in this research.

. 
.;

. Organizational theory of K. Lewin ( 1951 : 175 )

K. Lewin is an behavioral scientist. He had studied sinall group of
people to understand the advantages of participating in the $oup.and increasing

interaction between goup members. If there is atrnosphere creation to fit the work by

allowing each party to give opinions freely, it would lead to cooperation in problem

solving of the organization.

Applying the theory

Cooperation of people in the group, giving opportunities to everyone

to grv,e opinion freely, and trust in one another lead to better change and have effects

to develop organizations. The researcher uses factors ofcooperation and problem

solving to study in this research.

Organizational theory of F. Herzberg (1959 : 9 )
Frederick Herzberg created motivation theory in working to increase

productivity in the organization and good relationship amonq personnel. The factors

motivating work are success, giving responsibility, advancement to be satisfied with

work.

Applying the theory.

Giving responsibility, advancement, or success is motivation to

create job satisfaction which would increase productivity in wolk and build good

relationship among personnel. The researcher uses factors of erirpowerment, sharing

responsibility, position, and duties to study in this research.

organizational theory of E.L. Trist ana liw. Bamforth (Kitti

Tayakanon : l99l: 179)

E.L. Trist and K.w. Bamforth indicated that group power comes

from closeness, understanding and dependence among people. Besides, relationship
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from rules and regulations has relationship with performance in productivity increase

and will power of people in the organizations.

Applying the theory.

Social components have effects on morale and willpower of people

in the organizatiol which should consider about external environment, a social

component from group of people outside the organization.

External economic factors : characteristics of input and output like people,

objects, money, and guest speaker.

Intemal economic factors = Principles in internal resource implementation.

= Pension syste_m about salary, position promotion,

and other rewards.

External political factors - People interested in the issues have benefits from

policy of intemal political factor units

= Ways of empowerment practice and

responsibility.

= Grouping and separation

= " Hand-over position system

= Regulation system

Therefore, the researcher uses factors of environmental factors in

social sciences to study in this research.

Organizational theory of J. Thompson, Katz and Kahn. (Joe

Kelly, 1969 : 10 )

J. Thompson,Katzand Katrn concentrated on the organization in

open system, in which reaction among components and the whole part of organization

and economic, social, and political environments in policy setting.
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Applying the theory.

It is the orgaiization study which is open system affected by external

environment, such as society, economy, and politics. It generates understanding to

decision making in policy setting. Moreover, extemal economic factors of the

organization need to have import factors ?nd tq try to sell more manufacturing

products. Thus, the researcher uses environmental, economic, and social factors to

study in this research.

Therefor, from all organizational theories, the research has

assumptions that factors about people, work system, structure, technology, and

environment have effects on the changes of attitude, behaviors, and efficiency of
system.

4 Related research about quality assurance selection.

Before Nursing Colleges urder Pra-borommarajanock lnstitute will choose the

appropriate quality assurance system, they should study many quality assurance

systems that could be used with their organizations and generate highest benefits.

Moreover, the quality ttssurance systems in other countries have been studied as

follows.

4.1 Quality assurance system of other countries.

4.1.1 Quality assurance sistem of England

England is a country that has educational implementation for many

centuries. Two first universities of England are Oxford University and Cambridge

University, found in 12m Century and have operated until now. There are very few

changes in educational implementation system, because conception of conservative

educator views that the university should maintain the community of academics and

value of original education more than to let the flow of indushial development of
government to intervene, and change the roles of the university from origin. (Vipan

Watanacheep, 1998 : 13)

o

1

a

Copyright by Mahidol UniversityCopyright by Mahidol University



o

Bampen PhongPhetdit
Literature Review / 92

ln educational administrative system, England still maintains history and

origination of institutions. Universities in England have quite high freedom to manage

their education. Fgrthermore, British govemment has financial supports for more than

g0 percent of budget, and it merely took part in university affairs seriously around

World War II, by setring up Ministry of Education n 1944. This considers being the

start of administative system by central part of the conntry. Oipan Watanacheep,

1998: 14)

Regarding the practical patterns of the educational quahty assurance, they

consist of having the external inspectors, using the o'Her Majesty Inspector" system,

that provides inspectors who will go to inspect the educational standard by checking

the standard of student acceptance, the lecttuer quality, the readiness of places, 
-

studyrng tools and resources of school, and the courses of study. These were not the

central standard. Later, the educational system had been reforned and set oothe

National Cor:ncil for Technology Awards" for granting certificates and guarantee

cgrriculum, lecturer and educational resource as well as criteria of certificate granting.

Such National Council is the first central unit of the higher educational standard

control. @ower, 1995 : 95)

The British quality assurance is the inspection frorn the external and

intemal institutions with the 3 key procedures as follows; (Kasem Wattanachai,1995

t7)
l. Quahty Control is the responsibilrty of individual institution in setting

methods to confiol the quatity ofteaching and studying.

2. Checking the mechanisms of "Quality Contol" is the responsibillty of

cenfial higher education institutions called ooHigher Education Quahty Council

GpQC)" who sfiesses on level of institution inspection concerning the suitable

quality control methods, and making decisions about patterns which include sub-

activities such as information and document aggregation, inspector authorization for

those who are educationally qualified and neutal, institution visiting that allows

inspectors to meet school implementation, lecturers, personnel and students, paper
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reporting concerning opinions to public as the "Public report" which is the result

evaluation and giving suggestion by not comparing among institutions

3. Study Quality Assessment is the responsibility of higher education

budgeting unit named "Higher Education Funding Council (HEFC)" and it is the

assessment in discipline levels by focusing on the study effectiveness, and making

decision on contents , which are a collection of information or paper document of

itself assessment. This Council will consider reports, if they are satisfied, they need

not to go checking. If not satisfied, they will assign inspectors to go visiting and

examination then, conclude the score level and report as well as publish as "Public

report".

4.1.2 Quality assurance system of the United States

In the beginning stage of the educational administration of the U.S., it

adapted pattems from England in both educational arrangement implementation and

educational quality assurance that is having "the Board of examination" who are

educationally qualified from outside, lecturers, implementation of educational

institute, and oral test for the last-year students (Vipan Wattanachieep, 1998 :. 17 )

At present, the structure of American educational implementation has been

applied for the whole 50 states. Moreover, there are laws in each state that give

mentoring and contolling power as well as development of the state higher education.

However, practically, govemmental implementation organization does not totally

perform such duties, it allows each educational institution to perform tasks freely.

This results the high competition and development among educational numerous

institutions without encumbrance. This tums out various patterns of courses of sfudy.'

The patterns of educational quality zuisurance becomes the self-directing.

The institutions performing the main duty of the educational quality

assurance of the state higher education are

l. The nationally and regionally educational accreditation association.

This organiz.ation is the key unit in the educational quality assurance and independent

unit, setting from the aggregation of grouping of higher education institutions with the

objectives to coordinate, control, monitor the educational standards among

,
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educational institutions. This is to diminish the intervention of government sectors by

emphasis on readiness checking and ability of implementation skills of educational

institutions

.2. Professional association ii tfre autonomous unit. This is the aggregation

of professionals from each discipline or organization in the related discipline to

contol the educational standard and making a living in that profession. This unit

aims to inspect the readiness and ability of educational implementation in each area to

certiff the educational course level ofstudy in each professional area.

3. The Educational Section of each State is one of units that has roles in

the higher education quality assurance and perform the duty t0 license the new higher

education institutions or new cr:rriculum setting.

4. Intemal inspection for higher education institutions. Quahty

maintenance mechanism inside the institutions is self-checking for the institutions,

considering the most important part for accreditation system. It makes the institutions

develop f_orm and quahty checking method, which are in the form of course of study

evaluation follow-up by external unit focusing on the institutions to have self-study.

4.1.3 Forms of educational quality assurance of American higher

education are

1. Approval for setting up institutions and opening courses of study

2. Accreditation. When the institutions axe approved to operate, they have

to file in for accreditation from accreditation associations in national and regional

level as well as professional association, including

- Certifi ed:standard preparation

- Seif-stuAy report preparation

- Appointiug qualified committees in disciplines to visit the

institutions

Voting for approval.

After operatirig for a certain period, the institutions must file in for

accreditation evaluation again to assure that the institutions still maintain the

educational quality.
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4.1.4 Educational quality assurance system in Australia.

Educational implementation in Australia follows British style, focusing on

evaluation and activity checking by internal units. Cuttance (1993) described the

quality 4sstrance process that it comprises of two activity evaluation.

l. Quality Audit is the process in checking mistakes in operation by

comparing with the set standard for the operation process.

2. Quahty Review is the process in improving product design checking.

This process or system has the purpose to make highest effectiveness. Therefore,

Quality Review is responsibility of each institutions and work groups consisting of
people from outside and inside the schools to provide basic services supporting school

development. It causes grade improvement with 10 steps, as followings. (Cuttance,

1993:774)

- Setting the formal checking by quality assurance units

- School preparation for checking and self-evaluation.

- Choosing the proper ro.thod, for inspection.

- Scheduling for self-inspection with working group.

- Reviewing the inspection.

- Preparing preliminary report

- Identi&ing suggestions to develop fi:rther

- Conclusive report by working goup to do the report within 22 days

from checking day.

- Sending back the report

- Operation, after checking, by the schools within 4 weeks

4.1.5 Quality assurance system for higher education in Thailand

Higher Education is the highest education intending to develop people to

various disciplines. The graduates are considered those who have knowledge in

sciences that have been studied sufficiently to be basis for making a living. Moreover,

They can be the keys to develop Thailand. (Wanchai Sirichana, 1996:6)
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Therefore, the work units involved must try to produce quality graduates

for society and for the institutions to administer education with quality and

effectiveness. With focusing on improving education, it needs to have proper quality

assurance system to be tools to operate further. Setting quality assurance system must

set internal quality assurance inside the institutions by three steps.

1. Quality Contol

2. Quahty Assessment

3. Quahty Audition

Good quality assurance must result from willingness and needs to control

quahty on the basis that if educational institutions have quality and standard in

studying implementation and related components, they will produce quality graduates.

Forms of educational quality assurance of colleges in association with

Ministy of Public Health.

Quality assurance of Nursing Colleges under Pra-borommarajanock'

Institute, Ministry of Public Health, consists of three operation parts.

1. Internal Qualtty Contol is the most important part of quality assurance

system and standard of the institutions. Nursing colleges have set internal quallty

control system by components, including philosophy and objectives, course of study,

personnel, administration and budget, building and educational facilities, library and

educational media, activities, students, research measurement and evaluation, relation

communities, and also setting monitoring system and internal operation evaluation.

Moreover, they have prepared operation report which is the way of development and

improvement for all drawbacks to generate effectiveness and efficiency.

2.Qualrty Auditing is the monitoring from qualified committees from

outside the colleges to work in monitoring quality of educational implementation of

colleges by studying data from self-evaluation report and visiting the colleges.

3. Quality Assessment is the evaluation of monitoring results. It is the

evaluation of educational quality assurance for entire project to lead to develop and

improve educational quality assurance system.

a
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4.2 Related research about selection of high educational quality assurance

system. (Abstract Quality Systems and ISo 9000 in higher education, 1996)

From related research about quality, the concepts about quahty widespread and

accepted. In this report, it focuses on general quality system, and ISO 9000. From the

report of higher education institution survey, some institutions use ISO system and

some can be accredited, some are working on it. ISO system can be used with some

parts of the institutions, not entire institutions. There are suggestions that it is possible

to use ISO system with some parts, not the entire institutions. (Robert, 1996 : 3)

Therefore, this research focuses on where, why and how the institutions uses

some parts of ISO as standard. This can be described broadly.

- ISO system is widely'rsed in United Kingdom, AUSTRALIA / NEW

ZEALAI'{D and it makes the institutions accredited. Therefore, they use this

system for the remained ability.

- The institutions have numerous sub work units. Thus, they have appropriate

quality system. However, there are differences, so they use it for some work

units.

Higher education institutions have difi[erent and various activities, so they

should have system to have the sasre standard.

Asking for accreditation by monitoring from outside people. In fact, this

should be checking system and more participation in operation.

Using for generating systematic work.

Using to have effects in internal quality inspection, making customer

confident.

Using it to create quality to system. It can be found all the operation.

The system will operate well, with time, resources, and cooperation with all

parties. And when they use the system, there are more questions for example,

Can quality system generate people's responsibility?

When it is used, is there continuous development?

Can we use this system to ask for accreditation from higher education

organizattons or work units?

}
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4.3 Related research with industrial quatity assurance system.

Somchai Puakbuaksook (1998) studied and analyzed the results of using group

activities, quality in industrial business, the results of using quahty group activities or

QC activities in business and industries in Thailand. The analysis is evaluating the

efficiency received from quality group activities. The research found that industrial

businesses that have quality activities, making good benefits to product quality. There

is quality development happening all the time. Delay in sending preducts to

customers or consumers, cost of production reduce. Products have more quatity in

standard. Therefore, to make manufacturing industries have continuous development,

quality goup activities are necessary to be used widely in production services. At
present, there are few QC activities in industial businesses after comparing with the

number of the whole industries of th9 country. It is because enfrepreneurs do not see

tnre advantages and no serious support from the government.

From studying basic information, it is found that quality group activities af[ect

ISO certification. Industrial businesses having continuous standard $oup activilies

mostly accept ISO standard. To maintain ISO standard, quality group activitieS are

necessary.

From studying theories, textbooks, and related documents and researches

domestically and internationally reviewed previously, it can be concluded major

factors related to this researsh as followings.

o
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Table 2: Quality implementation factors in relation to quality implementation

theories, researches and concept.

t

I

I

Related Quality

Implementation Theories

and Researches

Quality Implementation

Concept

Quality

Implementation

Factors

1. Decision Making Theories

l.l Rational Choice Theory

1.21\e Multiple Factors

Theory of decision

making and social

action

2. Organizational Stnrctr.re

- Activities about selection

that the committees choose

one practical method from

many methods to find the

best altematives.

- Factors having relationship

with action selections that

are satisfaction, opportunity,

and benefits.

Pulling actors about value,

reinforcement factors from

supervisors and colleagues,

including expectation, ability

related to action, and decision

making.

- Setting up the organization

needs planning,

Empowerment, and sharing

responsibility appropriately

to achieve the targeted

objectives.

- Decision Making

- - Decision Making

- Cooperation in

group

- Position and Duty

- Planning

- Einpowerment

- Sharing

responsibility
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Table 2; Quality implementation factors in relation to quality implementation

theories, researches and concept.(Cont.)

C

f'

C

Related Quali$
Implemeniation Theories'

and Researches

Quality Implementation

Concept

Qualify

Implementation

Factors

3. Leadership theories

4. Organizational change

5. Organizational

development

Ability to lead others to

follow in making changes

intentionally. Sometimes it

might need to use power

inside the project or proper

process.

The changes in the

organizations have to change

firstly at people insider the

or ganizdlisns about changes

in knowledge, attitude,

people behavior, and group

or organization.

Is the process changing

systematically to increase

effectiveness and

advancement of the

organization. It must be

planned ahead and cooperate

both inside and outside

organization.

Leader

characteristics

Problem solving

Cooperation in

goup

Value

Communication'

Directing affairs

Contol

Planning

Budget

Social system

Other organization

L
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quality implementation
t

C

'l

a

Related Quality

Implementation Theories

and Researches

Quality Implementation

Concept

Quality

Implementation

- . Factors
6. Giving suggestion

7. Organizational theory of

Joan Wood ward

8. Organizational theory of

Harold J.Leawitt Ronald

A.H. Mueller Chester I

Barnard

Giving suggestion about

process involved with work

process change. It might be

people from inside or

outside organization.

Organizational structure and

technology related to

success of work and

organization.

Setting organization must

have structure in

communication. It might be

oqe way or two ways to

cooperate in building

success and quickness of

work.

- Social system

- Other organization

- Empowerment

- Sharing

responsibility

- Economic system

by money

promotion as

motivation.

- Leader

characteristics

- Communication

Proper technology

- Communication
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Table2: Quatity implementation factors in relation to quality implementation

theories, researches and concept (Cont.)

{t

I

o

Related Quatity

Impleme4tation

Theories and Researches

Quality Implementation

Concept .

Quality

Implementation

Factors

9. Organizational theory

of

- Frederick W. Taylor

- Gulick and Mooney

- A.P. sloan

10. Organizational theory

of Mary Parker Follett

I l. Organizational theory

of H.A.Simon

People do not want to work

and be responsible, but want

high rewards. Therefore,

rewarding and salary

promotion by self

assessment and committees'

evaluation will improve

effectiveness ofwork.

Besides, it has to have good

administative principles

following POSDCORB

principle.

Creative conflicts create

advancement for

organizations, solving

problem from conflicts by

which coordinating the

conflicts will highly help

creative.

Decision making of people

by using scientific

principles calculating into

numbers to find the best

solution.

- Economic system

- Planning

- Empowerment

- Sharing

responsibility

- Directing affairs

- Contol

- Budget

- Problem solving

- Cooperation

- Decision making
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to quality implementation

{}

l

I

Related Quality

Implementation

TheorieS and Res€archei

Quality Implementation

Concep-t

Quality

Implementation

Factors

12. Organizational theory | - Widely Open communication

of I between superiors and

- Elton Mayo I subordinates and giving

- K. Lewin | ,uUorainates opportunities to
I

I make decision. While each
I

I pqrty freely give opinion, it

| *iff lead to solve problem of
I

I 
the organization.

13. Organizational theorf 
I 

Success, advancement, and

of F. Herzberg I assigning responsibility are
t. I motivations generating

I satisfaction in work.

14. Organi zattoml ,n*O I - Socialty group power which

of E.L.Trist and K.W. I nur. closeness and

Bamforth I O.r.ndence among one
I

I 
another, including willpower

I to work.-

15. Organizational- *"O 
I 
- An organization is open

of J. Thompson fatzl system relevantto external

and Kahn I environment in ecirnomic

I and social system.

16. Selected researcher 
| 
- ' 

Studying ISO quality

about quality I assurance system ab6ut that

assurance systern I 
. it is possible to use with

selection of Robert I educational system

Cooperation in group

Problem solving

Sharing

responsibility

Empowerment

Position/duty

Social system

Economic system

Social system

Other

organizations
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Table 2 : Quality implementation factors in relation

theories, researches and concept (Cont )

to qualify implementation

5. Concept frame development

From theoretical concepts and related researches about factors related to

selection in this research, they are applied as followings.

Age is number showing living and existing in terms of years. Growing older

indicates passing life for a certain period, and increasing by periods. Moreover, in

everyday and every time of growing older, More stories pass in life and these stories

are builder of more life experiences to learning more about life and facing problems

and obstacles. Therefore, age should be related to experiences about selection and

changes which would happen.

Working time is a factor related to work units or organization in respect of
commitnnent to the organization. Working people must be bonnd to the organization

more than those who work for the organization in shorter period and they know about

information system, operation, nafire and components ofthe organization.

.1t

3

o

Related Quality

Implementation

Theories and Researches

Quatity Implementation

Concept

Quality

Implementation

Factors

Lundquist, 1996.

Related researches

about industial quality

assurance of Somchai

Puakpuaksooh 1998

Quality activities affect ISO

standard c ertification.

- Other

organizations
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Position and duty are activities or operations in the organization of people in

similar of different characteristics which would affect selection that could be the same

or different for inside and outside the organizations by their positions and duties.

Cooperation is to provide joint action and assistance to work units or

institutions and to practice by rules. If there are more cooperation in any unit, it worfd

help that r:nit to achieve the objectives of work quickly. Therefore, cooperation is

imFortant and should exist in any work units and in any kind of work.

Problem solving is problem analysis, finding ways to solve problems, choosing

the way to solve problem, and take the way into action. If the chosen way to solve

problem is the best solution in that time, it would make changes into better track.

Decision making is thoughts and actions leading to choosing an alternative

from many to find the good and proper way by solving conflicts with hope to create

highest benefits to the organization.

Leadership is characteristics of leadership in which previously in Thai society,

leader will determine operating policies and changes, which need policies from the

leader. If the leader is democratic, or autocratic, it would have an impact on that

organization.

Values toward institution is the concept about people that should feel or

behave. If any organization has similar value of people in the organization, it would

afflect the changes to be in similar and in positive way.

Communicating is the contact between people, organaations, or networks,

which is a part of knowing, receiving, and exchanging knowledge and inforrration.

This would affect selection and changes.

Directing affairs or corlmand, job assignment, ild empowerment is a ptrt

affecting objective accomplishment. If the committees are able to motivate and

persuade people in the organization to accept work and operate to achieve objectives.

C
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Directing affairs or command, job assignment, ffid empowelment is a part

affecting objective accomplisbment. If the committees are able to motivate and.

pennude people in the organization to accept work and operate to achieve objectives.

Controlling is action to adjust or fix any operation to reach determi4ed

objectives or goals by using infonnation as basis. Therefore, contol is a factor related

to operation of the organization to work in the same forrr.

Budgeting is a plan showing objectives and goals of projects of the organization

in terms of numbers (money). Mostly if there are budgets, the operation will be

smooth, and there is opportunity to succeed. However, if there is low budget or no

budge! it would affect selection slrd shanges as well.

Planning is the process in decision making in advance about what to do, when

to do, and who to do. If the organizattonhas good planning, it means there are people

operating in the tasks to achieve objectives. If there is poor planning or no planning,'

the organization would be definitely struggled.

Sharing responsibility is sharing works proportionally based on specialization

of each party. It is shared responsibility in the organization to work together, because

sharing works by specialization will help to accomplish objectives and using people to

match with the jobs and practitioners are satisfied and accept assigned tasks.

Technolory is knowledge and method used to change inputs to be services or

good outputs. Using new technology, using tools, and development with sciences to

be modern will help learning and getting information to make the organization to be

modern and to change appropriately for present world.

Economic condition is the system about expenses. If expenditures are more

expensive and higher, it would affect selection to have more expenses. The higher the

living expenses, the more the impact'on selection. Moreover, for selection, the people

t
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who choose may depend on principles of frugality, worthy value, and cost

effectiveness.

Social condition Thai society in the past was the society of leader and follower.

The leader will manage every affairs in the work units. If the leader have knowledge

and vision, it would help to develop the organization, but the frend of Thai society has

been changed. Therefore, the committees might manage by giving workers to express

their opinions and participate in determining objectives and the way to work more and

in administation and implementation .

Other organizations. Each organization has different way to manage internal

resources. In present world, there are more competitions. Organizations compete to

make their organizations acceptable to extemal world. Therefore, It is necessary to

have comparison of their organizations. If intemal resource implementation of the

organiz.ation has less quality comparing to other or_ganizations, it needs to improve

and develop quallty of its organization to be more than others.

The concept frame of research

In this research, the researcher uses the concept of social science theory,

organizational theory, od psychological theory as the core of explanation. The

concept frame is shown as in Picture 5.

C

l
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Technological factors

- Usage of modern tools

- Application of new technology

- Development in new sciences

I non - implementation ISO

S on going/processing ISO

o success ofISO

Environmental facton
- Economic condition
- Social condition
- Other organizations

t

l

Picture 5 The concept frame of research

o

Personal factor

- Age

- Working time

- Positior/duty

- Cooperation in group

- Problem solving

- Decision making

- Leadership

- Values

Work system factors

- Communication

- Directing

affairs/Director

- Contol

- Budgeting

Structural factors

- Planning

- Empowerment

- Sharing/Jobresponsibility
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CHAPTER III

RESEARCH METHODOLOGY

The objectives of this research are to study the factors that relate with the

success of ISO system of the cornmittee of Nursing Colleges under Pra"

borommarajanock lnstitute, Ministy of Public Health. By studying from the deep

interviews about knowledge, competency, intention, changes in individual behavior,

and changes in organiz.attonbehavior, there are effects on organizational changes and

it is expected to have relationship with the success of using or implementation ISO

system.

1. Population and sampling

2. Tools for research

3. Finding quatity of tools

4. Datacollection

5. Data analysis

1. Population and sampling

Population in this study are committees of Nursing Colleges under Pra-

borommarajanock lnstitute, Ministry of Public Health, which are 35 locations in every

paqt of the country. They arc 12 in Middle region, 2 in Eastem'region, 7 in

Norlhwestern region, 8 in Northem region, and 6 in Southern region, with 1,400

personnel.

' Determining Sample Size In this research, sartple size is determined by

specification.

l.l Nursing Colleges that do not choose the ISO quality system by random

method from each region are Borommarachonanee Phayao Nursing College, Sri-

Mahasaracharm Nursing College, Borommarachonanee Chonburi Nursing College

t
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and Borommarachonanee Trung Nursing College. All4 colleges use other quality

systems which are not ISO system. Thus, the researcher selects all 4 colleges by

random method (to draw lots) by using 10 - 15 samples for each group.

1.2 Starting from selecting Nr:rsing Colleges that choose ISO quahty

system, t!e1 each Nursing Colleges will have a goup of quality committee. These

committees will have different positions, including chairman, vice chairperson,

secretaxy, and committees, totaling 10-15 people. After asking, the Nursing Colleges

that choose ISO system are as followings.

l. Borommarachonanee Bangkok Nursing College

2. Borommarachonanee Ratchaburi Nursing College

3. Borommarachonanee Nakornratchasrima Nrusing College

4. Borommarachonanee Saraburi Nursing College

5. Borommarachonanee Nopraratatchatanae Nursing College

6. Borommarachonanee Chai-Nart Nursing College

7. Borommarachonanee U-Dontanee Nusing College

All 7 colleges are under operation. Therefore, the researcher selects all 7

colleges by using the 8-10 sarnples at each college.

Afterwards, tlie researcher monitors on each group as followings.

Group 1 : non - implementation of ISO includes Borommarachonanee Phayao

Nursing College, Sri-Mahasaracharm Nursing College, Borommarachonanee

Chonburi Nr:rsing College and Borommdrachonanee Trung Nursing College with

total of 50 questionnaires.

Group 2 : processing in implementation of ISO consists Borommarachonanee

Nakomratchasrima Nursing College, Borommarachonanee Saraburi Nursing College,

Borommarachonanee Nopraratatchatanae Nnrsing College, Borommarachonanee

Chai-Nart Nursing College and Borommarachonanee U-Dontanee Nursing College

with total of 44 questionnaires.

Group 3 : success of ISO comprises of Borommarachonanee Bangkok Nursing

College and Borommarachonanee Ratchaburi Nursing College with total of 3l

questionnaires.

t
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2. Tools for research

Tools for this research are the tools that the research creates as followings.

2.1. General information about characteristics of a person such as age, gender,

working period, posititln in the organizafien, the name of the organization, around 8

questions.

2.2. Questionnaires for opinion are for choosing to answer with 5 rating scales,

which include

2.2.1 15 Questions about individuals

2.2.2 15 Questions about working system and technology

2.2.3 15 Questions about structure

2.2.4 15 Questions about environment

Total questions are about 4 opinions that involve using quahty system,

amounting to 60 questions.

Answering styles in the questionnaires are 5 Rating Scales, as followings.

Very agree 5 points

Agree 4 points

Uncertain 3 points

Disagree 2 points

Very disagree I point

2.3. Questionnaires are about details of reasons in choosing or not choosing ISO

quality assurance system by Nursing College committees.

2.4. Interviews by structure are to interview only board of committees of

Nursing Colleges which utilize ISO quallty system about feeling, readiness,

usefulness, problems, solutions, effects, and supporting factors for success.

i
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3. Validity and reliability of tools

This step is to bring the questionnaires to test validity and reliability of the tools.

3.1 The experts in quality assurance and education to test the vatidity according

to the contents do finding validity of the tools.

The researcher brought the opinion and suggestion of the experts to improve the

tools before testing.

3.2 Finding reliability. When the measurement has been adjusted, it is sent for

the committee at Nurse College, where its tasks are similar to Nursing College. With

30 Samples in Ntrsing Colleges under Pra-borommarajanock lnstitute, Ministry of
Public Health, the calculation is done for confidential level by Alpha Coef,ficien!

which is adjusted appropriately before real usage. The result of analysis is the

confident level of questionnaires = 0.869

3.3 Datacollection

After preparing the tools, the researcher collects data-as the following process.

l. The researcher sends the request to Nursing Colleges under Pru-

boromarajanock Institute, Ministry of Fublic Health. Letters are sent to the Nursing

Colleges, which are samples, for indication and appoinfinent date to collect data for

the committee of the Nursing Colleges.

2. Datacollection had been done from the commiffee of the Nr:rsing Colleges at

the appointrnent period, 3 April - 30 April 2000

3. collected data are separated into 3 groups; first group is the goup which

does not use ISO quality systern, second Soup is the group which is working on ISO

quality system, and third group is the group that has already finished ISO quality

system.

o
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3.4 Datapreparation

Data preparation is the process of preparing data for analysis as the following

process.

1. To check the completion of the data about general information,

information about opjniong and reasons from the each samples.

2. To classiff into 3 groups by categorizitg data from prepared analyzing

plan.

3. To aralyze data with the concept of research.

3.5 Analysis of data

The researcher processes aad analyzes data with SPSSIPC* as followings.

l. Basic statistics is to analyze data of samples categorized by characteristics of
population such as age, gender, working period, and job position, with the usage of
frequency, percentage, and mean.

2. Analyang relationship between every independent variable and the usage of

ISO system by Chi-square.

3. Analysis of the relationship among dependent variables is about the success

of ISO system to all indicated independent variables. It also includes analysis'and

classification of goup which is operating ISO quahty system and the group

accomplishing ISO quality system by using Discriminant Analysis to compare levels

of significance of factors about how much influence it has on efficiency of group

classification. Ftrthermore, there is analysis for Standardized Canonical Discriminant

Ftrnction Coefficient to understand the power of group classification of independent

variables.

4. In-depth interview is the way to arnlyze field information in qualitative

research relevant to the objectives ofresearch.

3.6 Fresentation of result of data analysis

The presentation of data analysis shows quantitative data in tables, while

qualitative data is displayed in descriptive presentation with explanation of

interviews, especially in part of presenting the analysis of factors that have

relationship with success of ISO qualrty system.

t
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CHAPTER IV

RESTILTS

The analysis of factors relating to the success of ISO 9000 implementation at

Nr.rsing Colleges affiliated to Pra-borommarajanock Institute, Ministry of Public

Health was done as well as data was collected by using questionnaire and in-depth

interview technique. The research's Samples population is Nursing Committee of

each college. The findings has shown as the following details;

l. The analysis of factors relating to the implementation of quallty assurarce

system fimctioning by the committees from nursing colleges affiliated to Pra-

borommarajanock. And the reasons to select ISO 9000 implementation at nursing

colleges.

2.\\e analysis of factors relating to the success of ISO 9000 implementation at

nr.rsing colleges.

1. Factors relating to the implementation of quality assurance system

functioning by the committees from nursing colleges.

In this study, the general information of the Sarnples related to five factors were

amlyzed and presented by number and percentage as follows;

1.1 Personal factor

The results about age, working time, position, co-operation, problem

solving, decision making, leadership and values are identified as follows:

e
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Age

Nursing college's committee in this study is divided by ages in four
goups are 24-30 years-old, 3l-40 years-old, 41-50 years-old, and 5l-60 years-old.

The result is described in table 3.

Table 3 : Number and Percentage of the Samples Classilied by Age groups

Accordingto the system of ISO g000Implementation

Age rso 9000Implementation Number cnisquare sig.

(years) & Percentage

Non implement Processing Successt

3

24-30 rr(22) r0Q2.7) 4(12.e2) 2s(20.0) 66.43x O.a4

3140 27(s4) :.te(43.r9) 8(2s.84) s4(43.2)

41-50 6(12) r2Q7.24) t4(45.22) 32(2s.0)

sl-60 6(12) 3(6.81) s(l6.ts) t4(rr.2)

Total -s0(100) 44(100) 31(100) t2s(100)

Remarks : Ntrmber in the brackets are percentage

From table 3, the chi-square analysis found that the purpose of age is

significantly difference in ISO 9000 implementation at statistically significant level

equals 0.05, which is in accordant with the hlpothesis concerning to age that

associated to ISO 9000 implementation.

Working Time

Nnrsing college's committee in this study is divided by working time in

three groups are 0-10 years, ll-20 years, 2l-30+ years. The result is described in

table 4.

a
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Table 4 : Number and Percentage of the samples classified by years of
'lVorking, and system of ISO g000Implementation

Working Time

(years)

ISO 9000 Implementation

Non implement Processing Success

Number Chi-square Sig.

& Percentage

l-10

tt-20

2l-30+

Total

33(66)

t4(28)

3(6)

s0(r00)

le(43.13) 10(32.3)

1e(43.13) r3(4t.es)

6(13.62) 8(2s.84)

44(r00) 3t(100)

91.964 0.00862(4e.6)

46(36.8)

t7(r3.6)

l2s(r00)

ttt
Remar.ks : Number in the brackets are percentage

From table 4, the chi-square analysis for:nd that the purpose of working

time is significantly difference in ISO implementation at statistically significant level

equals 0.01, which is in accordant to the hypothesis concerning to working time that

associated with the ISO 9000 implementation.

Working Status @osition)

1[s $amples of this study is divided into five groups are Director, Deputy

Director, Head of departrrent Qualrty Committee, Lecturer. The results are described

in table 5 to table 8.

Table 5 : Number and Percentage of the Samples Classified by a group of

Director according to ISO 9000Implementation

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

G

Status

Director

a

Director

Other

Total

t(2)

4e(e8)

s0(r0o)

r(2.27) t(3.23)

43(e7.73) 30(e6.73)

,r4(100) 3l(100)

1.512 0.4703Q.24)

122(e7.6)

l2s(100)

Remarks : Number in the brackets are percentage
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From table 5, the chi-square analysis found that the purpose of director is

not significantly difference in ISO implementation at statistically significant level

equals 0.01, which is in accordant to the hlpothesis concerning to the director that

associated with the ISO 9000 implementation.

Table 6 : Number and Percentage of the samples Classified by Head of
department according to ISO 9000 Implementation

status Iso 9000Implementation Number aht{qr*. sig.

Head of & Percentage

t Department Non implement Processing Success

Head of Dept. 14(28) t 1Q4.97) 5(16.15) 3Oe4) t -516 0/68
' Other 36(72) 33(74.e1) 26(83.e3) 9s(76)

Total s0(100) 44(100) 3l(100) l2s(100)

o

Remarks : Number in the brackets are percentage

From table 6, the chi-square analysis found that the purpose of Head of
department is not significantly difference in ISO implementation at statistically

significant level equals 0.01, which is in accordant to the hlpothesis concerning to

head of departnent that associated with the ISO 9000 implementation.

Table 7 : Number and Percentage of the Samples Classilied by euality
committee according to ISO 9000 Implementation

status rso 9000Implementation Number chi-square sig.

Quality & Percentage

Committeg Non implement Processing Success

Quality 8(16) t2(2t.24) 1s(48.4s) 3s(28) 9.974 0.007

Committee

Other 42(84) 32(72.64) l6(s1.68) 90(72)

Total s0(100) 44(100) 31(100) l2s(100)
I

L

Remarks : Nr:urber in the brackets are percentage
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From table 7, the chi-square analysis found that the purpose of quality

committee is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hypothesis conceming to the euatity
Committee that associated with the ISO 9000 implementation.

Table 8 : Number and Percentage of the Samples Classilied by Lecturer

according to ISO 9000 Implementation

Status

Lecturer

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Successt
Lecturer

Other

Total

27(s4)

23(46)

s0(100)

22(s0) t7(s4.et)

22(s0) t4(4s.22)

44(100) 3l(100)

0.219 0.89666(s2.8)

se(47.2)

12s(100)

f

Remarks : Number in the brackets are percentage

From table 8, the chi-square analysis found that the purpose of lecturer is

not significantly difference in ISO implementation at statistically significant level

equals 0.01, which is in accordant to the hypothesis concerning to the lecturer that

associated with the ISO 9000 implementation.

Co-operation

The samples in this study is divided in three gxoups are euality

Committee, User and Stake-holder. The results are described in table 9 to table l l

a
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Table 9 : Number and percentage of the sampres classified by euarity
Committee according to ISO 9000 Implementation

Co-operation

Quality

Committee

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Quality

Committee

Other

Total

28(s6)

22(44)

so(r00)

24(s4.48) t7(s4.et) 6e(ss.2) 0.022 0.989

20(4s.4) r4(4s.22) s6(M.S)

44(100) 31(100) 12s(100)

t Remarks : Number in the brackets are percentage

From table 9 the chi-square analysis found that the purpose of euality
Committee is not significantly difference in ISO implementation at statistically

significant level equals 0.01, which is in accordant to the hypothesis conceming to the

Quahty committee that associated with the ISo 9000 implementation.

Table 10 : Number and Percentage of the Samples Classified by User according

to ISO 9000 Imptementation

n
Co-operation

User

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

User

Other

Total

t4(28) l8(40.86) 20(64.6') 10.516 0.005s2(41.6)

73(s8.4)

r2s(100)

36(72) 26(se.02) 11(3s.s3)

s0(100) 44(100) 3r(100)

Remarks : Number in the brackets are percentage

From table 10, the chi-square analysis found that the purpose of user is

significanfly difference in ISO implementation at statistically significant level equals

0.01, which is in accordant to the hypothesis concerning to the user that associated

with the ISO 9000 implementation.

o

Copyright by Mahidol UniversityCopyright by Mahidol University



a

Bampen Phongphetdi
Results / 120

Table 11 : Number and Percentage of the Samples Classified by Stake Holder
according to ISO 9000 Implementation

Co-operation ISO 9000Imptement

Stake Holder & Percentage
Non implement Processing Success

Stake Holder 15(30)

Other 3s(70) 36(8t.72) 20(64.6) gr(72.s)

Total s0(100) 44(100) 3l(100) 12s(100)

o

Remarks : Number in the brackets are percentage

From table 11, the chi-square analysis found that the purpose of Stake

Holder is not significantly difference in ISo implementation at statistically significant
level equals 0.01, which is in accordant to the hypothesis conceming to the Stake

Holder tliat associated with the ISo 9000 implementation.

Problem Solving

The Sarnples in this study is divided into three levels of opinion about
problem solving are disagree, uncertain and agree. The result is described in table 12

i Table 12 : Number and Percentage of the Samples Classified by Opinion in
Problem solving according to rso g000Imptementation

ProblemSolving ISO9000Implementuti

Opinion Levels & Percentage

Non implement Processing Success

Disagree 2(4) 3(6.81)

Uncertain t3(26) 7(1s.89) 6(19.38) 26eo.S)

Agree 3s(70) 34(77.18) 24(77.s2) s3(74.4)

Total s0(100) 44(t}o) 3l(100) l2s(100)

t Remarks : Number in the brackets are percentage
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From table 12, the chi-square analysis found that the pqpose of problem

solving is not significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hlpothesis concerning to the problem

solving that associated with the ISO 9000 implementation.

Decision Making

The Samples in this study is divided into three levels of opinion about

decision making for conflict management are disagree, uncertain and agree. The result

is described in table 13

Table 13 : Number and Percentage of the sampres crassified by opinion in
conflict Management according to Iso 9000Implementation

*

Conflict

Management

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

t2Q4) 7(ls.8e) 2(6.46) 2r(16.s) 1s.800 0J03

26(s2) t2(27.24) 10Q2.3) 48(38.4)

t2Q4) 2s(s6.7s) te(6r.37) s6(44.8)

s0(100) 44(too) 31(100) l2s(100)

Remarks : Number in the brackets are percentage

From table 13, the chi-square analysis found that the purpose of decision

making for conflict management is significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hlpothesis

concerning to the decision making that associated with the ISO 9000 implementation.

Leadership

The Samples in this study is divided into three levels of opinion about

communication of the leaders are disagree, uncertain and agree. The result is
described in table 14.

f,

t
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Table 14 : Number and percentage of the samples classified by opinion in
communication according to rso 9000 Implementation

Communication ISO 9000Implementutioo

Opinion Levels & Percentage

Non implement Processing Success

Disagree 8(16) 2(4.54)

Uncertain 15(30) 9e0.43) t(3.23) 2SeO)

Agree 27(s4) 33(74.9r) 28(90.44) 88(70.4)

Total s0(100) 44(100) 3l(100) 12s(100)

t Remarks : Number in the brackets are percentage

From table 14, the chi-square analysis found that the -pqpose of the

communication of the leader is significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hypothesis

concerning to the communication that associated with the ISO 9000 implementation.

Values

The Samples in this study is divided into three levels of opinion about

values are disagree, uncertain and agree. The result is described in table 15.

Table 15 : Number and Percentage of the Samples Classified by Opinion in

Values according to ISO g000Implementation

e,

values Iso g000lmplementation Number @
Opinion Levels & Percentage

Non implement Processing Succes

Disagree 4(8) re.27) 1e.23) 6(4.q@
Uncertain 4(8) 3(6.81) 4(12.92) I l(8.8)

Agree 42(84) 40(90.8) 26(83.98) 108(86.4)

r Total 50(100) 44(100) 3t(100) l2s(100)

Remarks : Number in the brackets are percentage

Copyright by Mahidol UniversityCopyright by Mahidol University



0

Fac.of Grad. Studies, Mahidol Univ. Ed.D. (Popularion Education) / 123

From table 15, the chi-square analysis found that the purpose of the values
is not significantly dif;[erence in ISo implementation at statistically significant level
equals 0'01, which is in accordant to the hypothesis conceming to the values that
associated with the ISO 9000 implementation.

1.2 Working System Factors

In working system factors are composed of communication, direction,
contol and budget. The results about communication, direction, confol and budget
are;

Communication

The Samples in this study is divided into four groups, intemal consultants,

extemal consultants, nursing networks, and certificate awarding. The result is
described in table 16 to table 21.

Table 16 : Number and Percentage of the Samples Classilied by Opinion in
Internal consultants according to ISo 9000 Implementation

tl

Intemal

Consultant

ISO 9000 Implementation Number Chi-square Sig.

& Percentage
t. Opinion Levels Non implement Processing Success

Disagree

Uncertain

Agree

Total

t3Q6) eQ0.43) 3(e.69) zsQO) rs/r8 0"004

18(36) 6(13.62) t4(12.e2) 28(22.4)

le(38) 2e(6s.83) 24(77.s2) 72(s7.6)

s0(100) 44(100) 3l(100) l2s(100)

a

Remarks : Number in the brackets are percentage

From table 16, the chi-square analysis found that the purpose of internal

consultants is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hlpothesis concerning to internal
consultants that associated with the ISo 9000 implementation.
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Table 17 : Number and Percentage of the Samples Classilied by Opinion in
Extemal consultants according to ISo g000Implementation

Extemal

Consultants

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Opinion Levels Non implement Processing Success

Disagree

Uncertain

Agree

Total

18(36) 2(4.s4) t(3.23)

t7(34) 7(ts.8e) 3(e.6e)

rs(30) 3s(7e.4s) 27(87.2r)

s0(100) 44(100) 3l(100)

2l(16.8)

27Qt.6)

77(6t.6)

l2s(100)

38.24.1 0.000

1}
Remarks : Number in the brackets are percentage

From table 17, the chi-square analysis found that the purpose of extemal

consultants is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hlpothesis concerning to external

consultants that associated with the ISo 9000 implementation.

Table 18 : Number and Percentage of the samples classified by opinion in
Nursing Network according to ISo 9000 Implementation

I
NursingNetwork ISO9000Implementation Number Chi-square Sig.

& PercentageOpinion Levels

Non implement Processing Success

Disagree

Uncertain

Agree

Total

4(8) 6(t3.62) 6(19.38 2sQ0)

28Q2.4)

88(70.4)

l2s(100)

ls.4l8 0.004

3(6) 7(ts.8e) 11(3s.s3)

43(86) 3r(70.37) t4(4s.22)

s0(100) 44(100) 31(100)

o

Remarlcs : Nr:mber in the brackets are percentage

From table 18, the chi-square analysis found that the pu{pose of ngrsing

network is significantly difiFerence in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hlpothesis concerning to nursing

network that associated with the ISO 9000 implementation.Copyright by Mahidol UniversityCopyright by Mahidol University
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Table 19 : Number and Percentage of the Samples Classilied by Opinion in
Quality Form according to ISO g000Imptementation

Quatity Form

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

1Q.27) s(l6.1s)

4(8.e6) 8(2s.84)

15.7M 0.0032(4)

3(6)

8(6.4)

ls(12.0)

102(81.6)

l2s(100)

4s(e0) 3e(88.s3) 18(s8.14)

s0(100) 44(100) 3l(100)

T
Remarks : Number in the brackets are percentage

- From table 19 the chi-square analysis found that the pu{pose of internal

consultants is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hypothesis concerning to the quallty

form that associated to the ISO 9000 implementatiou.

Table 20 : Number and Percentage of the Samples Classified by Opinion of the

outsiders to do system according to ISo g000Imprementation

t
Outsiders

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

t4(28) t3Qe.sr) 18(s8.14) 4s(36.0)

34(27.2)

r02(81.6)

l2s(100)

9.404 0.0s

t4Q8) t3Qe.st) 7(22.61)

22(M) l8(8.53) 18(s8.14)

s0(100) ,+4(100) 3t(100)

Remarks : Number in the brackets are percentage

From table20 the chi-square analysis forurd that the purpose of outsider to

do system is significantly difference in ISO implementation at statistically significant

level equals 0.05, which is in accordant to the hypothesis concerning to the outsider to

do system that associated to the ISO 9000 implementation

a
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Table 21 : Number and percentage of the samples classified by opinion on

improvement of working system according to rso 9000

Implementation

Improvement of

quality system

ISO 9000 Implementation Number

& Percentage

Chi-square Sig.

Opinion Levels Non implement Processing Success

Disagree

Uncertain

Agree

Total

7(14) 1Q.27) t(3.23) e(7.2)

2e(t3.2)

87(6e.6)

12s(100)

18.t23 0.001

t7(34) nQ4.e7) t(3.23)

26(s2) 32(72.64) 2e(e3.67)

s0(100) 44(100) 31(100)
C

Remarks : Number in the brackets are percentage

From table 21, the chi-square analysis found that the purpose of working

system improvement is significantly difference in ISO implementation at statistically

significant level equals 0.01, which is in accordant to the hlpothesis concerning to the

improvement of working system that associated to the ISO 9000 implementation

Director (Directing a.trairg

The Samples in this study is divided into for:r groups for their opinion on

' continuous assessmen! facilitated environment, available time, time consuming, and

sufficient staffto handle the quality system. The result is described in table 22 to table

26.

I
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Table 22 : Number and percentage of the samples classffied by opinion in
continuous assessment according to rso 9000 Implementation

Continuous

assessment

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

l0(r7) 4(e.08) r(3.23) ls(12.0)

26Q8.8)

74(se.2)

12s(100)

22.994 0.000

17(34) 18(40.86) t(3.23)

23(46) 22(4e.e4) 2e(e3.67)

s0(100) 44(100) 31(100)

t Remarks : Number in the brackets are percentage

From table 22, the chi-square analysis found that the puqpose of
continuous assessment is significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hlpothesis

concerning to the continuous assessment that associated to the ISO 9000

implementation

Table 23 : Number and Percentage of the Samples Classilied by Opinion on

Facilitated Environment according to ISO 9000 Implementation
C Facilitated

Environment

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Opinion Levels Non implement Processing Success

Disagree

Uncertain

Agree

Total

e(l8) 7(1s.8e) t(3.23) t7(13.6)

33Q6.4)

7s(60.0)

l2s(100)

t6.9s4 0.013

t6Q2) rt(24.e7) 6(1e.38)

2s(30) 26(se.02) 24(77.s2)

s0(100) lM(I00) 31(100)

Remarks : Number in the brackets are percentage

a
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From table23, the chi-square analysis found that the purpose of facilitated

environment is significantly difference in ISO implementation aL statistically

significant level equals 0.01, which is in accordant to the hypothesis conceming to the
facilitated environment that associated to the ISO 9000 implementation

Table 24 : Number and Percentage of the samples classified by opinion on

Available Time according to ISo g000Implementation

Available Time ISO 9000Implementation N,
Opinion Levels & Percentage

Non implement Processing Success
o

I

Disagree 17(34) 13(29.51) 3(9.69)

Uncertain 18(36) lt(24-97) 8(25.84) 37e9.6)

Agree ls(30) 20(4s.4) 20(64.6) 55(,14.0)

Total 50(100) 44(100) 3l(100) t2s(100)

Remarks : Number in the brackets are percentage

From table 24, the chi-square analysis found that the purpose of available

time is significantly difference in ISO implementation at statistically significant level

equals 0.01, which is in accordant to the hlpothesis conceming to the available time

that associated to the ISO 9000 implementation.

Table 25 : Number and Percentage of the Samples Classified by opinion on

Time Consuming according to ISO g000Implementation

Time Consuming ISO 9000Implementation Number Chi-squari-sig.
Opinion Levels & Percentage

Non implement Processing Success

a

Disagree t7(34) r3Q9.5t) 3(9.69) 33e6.4) t1.9t4 0.01

Uncertain 18(36) rrQ4.97) 8(25.84) 37e9.6)

Agree ls(30) 20(4s.4) 20(64.6) ss(44.0)

Total s0(100) M(100) 3l(100) 12s(100)

Remarks : Number in the brackets are percentageCopyright by Mahidol UniversityCopyright by Mahidol University
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From table 25, the chi-square analysis found that the pu{pose of time
consuming is significantly difilerence in ISO implementation at statistically significant
level equals 0.01, which is in accordant to the hlpothesis concerning to time
consuming that associated to the ISo 9000 implementation

Table 26 : Number and percentage_of the samples classified by opinion on
Sufficient Staff to IIandIe the Quality System according to ISO 9000

Implementation

Sufficient Staff

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

? & Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

t2Q4) 6(t3.62) 2(6.46) 20(16.0)

3rQ4.8)

74(se.2)

125(100)

18.805 0.006

t4Q8) t3(2e.st) 4(12.e2)

24(48) 2s(s6.7s) 2s(80.7s)

s0(100) 44(100) 31(100)

3

Remarks : Nunrber in the brackets are percentage

From table26, the chi-square analysis found that the purpose of sufficient

staffto handle the quality system is significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hlpothesis

concerning to sufficient staff to handle the quality system that associated to the ISO

9000 implementation.

Control

The Sarnples in this study is divided into truo groups for their opinion on

readiness of team working and ability of team work. The result is describe dintable2T
to28.

e
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Table 27 : Number and percentage of the samples crassified by opinion on

Readiness of ream work according to ISo g000 rmplementation

Readiness of

Team work

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

n(22) 7(1s.8e) t(3.23)

2t(42) ls(34.0s) eQe.07)

18(36) 22(4e.e4) 2r(67.53)

s0(100) 44(100) 31(100)

re(ls.2)

4s(36.0)

61(48.8)

r2s(100)

10.393 0.0s

f Remarks : Number in the brackets are percentage

From table 27, the chi-square analysis found that the purposs of readiness

of team work is significantly difference in ISO implementation at statistically

significant level equals 0.05, which is in accordant to the hypothesis conceming to the

readiness of tearn work that associated to the ISo 9000 implementation.

Table 28 : Number and Percentage of the Samples Classilied by Opinion on

Ability of ream work according to ISo g000 rmplementation

t
Ability of

Team Work

Opinion Levels

ISO 9000 Implementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

s(r0)

t6(32)

2e(s8)

tQ.27) r(3.23)

8(18.16) t(3.23)

3s(7e.4s) 2e(93.67)

14.436 0.0067(s.6)

2sQ0.0)

e3(74.4)

r2s(100)

a

s0(100) 44(100) 31(100)

Remarlis : Number in the brackets are percentage

From table28, the chi-square analysis found that the pu{pose of ability of
team work is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hypothesis conceming to the ability of
team work that associated to the ISO 9000 implementation.Copyright by Mahidol UniversityCopyright by Mahidol University
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Budget

The Samples in this study is divided into three groups Ere need of much
budget, enough money, and spent much money for quality system management. The
result is described in table 29 to table 31.

Table 29 : Numler and Percentage of the Samples Classilied by opinion on Need
of Much Budget according to ISo g000Imprementation

Need of Much ISO g000Implementu

Budget & Percentage

Opinion Levels Non implement Processing Success

T Disagree 10(20) 29
Uncertain t9(38) 3(18.16) te.23) 28e2.4)
Agree 2t(42) 34e7.t}) 2s(s3.67) 84(67.2)

Total s0(100) M(too) 3t(100) t2s(100)

Remarks : Number in the brackets are percentage

From table29, the chi-square analysis found that the need of more budget
is significantly difference in ISO implementation at statistically significant level
equals 0.01, which is in accordant to the hlpothesis concerning to the need of much

t budget that associated to the ISo 9000 implementation.

Table 30 : Number and percentage of the sampres crassified by opinion on' 
Enough Money according to rso g000Implementation

Enough Money ISO 9000Imptementu

Opinion Levels & Percentage

Non implement Processing Success

Disagree 4(88) 5t

Uncertain 2t(A) X62.21) t(3.23) 45(36.0)

. Agree 25(50) t6(36.32) 29(93.67) 70(s6.0)

, Total s0(100) 44(too) 31(100) 125(100)

Remarks : Number in the brackets are percentageCopyright by Mahidol UniversityCopyright by Mahidol University
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From table 30, the chi-square analysis found that the purpose of enough

money is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hypothesis concerning to the enough

money that associated to the ISO 9000 implementation.

Table'3l : Number and Percentage of the Samples Classified by Opinion on

Spent Much Money for Quality System Management according to

ISO 9000 Implementation

s

Spent much

money

ISO 9000 Implementation

Opinion Levels Non implement Processing Success

Number Chi-square SiS.

& Percentage

Disagree

Uncertain

Agree

Total

t2Q4) 4(e.08) t(3.23)

22(M) 2t(47.67) e(e.6e)

t6(32) le(43.13) 27(57.21)

s0(100) 44(100) 3l(100)

t7(r3.6)

46(36.8)

62(4e.6)

12s(100)

27.692 0.000

I

Remarks : Number in the brackets are percentage

From table 31, the chi-square analysis found that the pqpose of spent

much money for quality system management is significantly difference in ISO
implementation at statistically significant level equals 0.01, which is in accordant to
the hlpothesis concerning to spent much money for quality system management that
associated to the ISO 9000 implementation.

1.3 Structural Factor

The Samples in this study is divided into three groups for their opinion on
policy, plarining and empowerment in quality system. The result is described in table

32totable34.

a
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Table 32 : Number and Percentage of the Samples Classified by Opinion on

Clarify Policy according to ISO 9000 Implementation.

ISO 9000 ImplementationClarify Policy

Opinion Levels

Number Chi-square Sig.

& Percentage

Non implement Processing Success

Disagree 4(8) 2(4.s4) t(3.23)

Uncertain 12(24) 9(20.43) l(3.23)

7(s.6)

22(t7.6)

e6(76.8)

12s(100)

t7.575 0.02

Agree

Total

34(68) 33(74.e1) 2e(e3.67)

s0(100) 44(100) 31(100)

*
Remarks : Number in the brackets are percentage

From table 32, the chi-square analysis found that the pulpose of the

clariff policy is significantly difference in ISO implementation at statistically

significant level equals 0.05, which is in accordant to the hlpothesis concerning to the

- clariff policy that associated to the ISO 9000 implementation.

Table 33 : Number and Percentage of the Samples Classified by Opinion on

Planning according to ISO 9000Implementation

Planning

Opinion Levels

ISO g00Olmplementation Number Chi-square Sig.

& Percentage

Non implement Processing Success

t

Disagree

Uncertain

Agree

Total

3(6)

e(18)

2(4.s4) t(3.23)

t3(2e.st) t(3.23)

6(4.8)

23(18.4)

e6(76.8)

l2s(r00)

18.986 0.005

38(76) 2e(6s.83) 2e(e3.67)

50(100) 44(loo) 3l(1oo)

Remarks : Number in the brackets are percentage

From table 33, the chi-square analysis found that the purpose of planning

significantly difference in ISO implementation at statistically siguificant level equals

0.01, which is in accordant to the hypothesis concerning to planning that associated to

the ISO 9000 implementation.

a

46265
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Table 34 : Number and Percentage of the Samples Classified by Opinion on

empowennent in Quality System according to ISO 9000

Implementation

Suflicient ISO 9000Implementation Number Chi-square Sig.

processing - &Percentage

Opinion Levels Non implement Processing Success

Disasree 3(6) r(2.27) t(3.23) s(4.0) 24.018 0.002

Uncertain 5(10) 7(15.89) l(3.23) 13(10.4)

Agree 42(84) 36(81.72) 29(93.67) 107(8s.6)

Total s0(100) 44(100) 31(100) l2s(100)

Remarks : Number in the brackets are percentage

From table 34, the chi-square analysis fotrnd that the purpose of

empowennent in quality system is significantly difference in ISO implementation at

-statistically significant level equals 0.01, which is in accordant to the hlpothesis

concerning to sufficient processing in quality system that associated to the ISO 9000

implementation.

Job Description

The Samples in this study is divided on their opinion in working security.

The result is described in table 35.

*

I

I
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Table 35 : Number and Percentage of the Samples Classilied by Opinion on

Working Security according to ISO 9000Implementation

Working ISO 9000Implementation Number Chi-square SiS.

Security & Percentage

Opinion Levels Non implement Processing Success

Disagree 10(20) l(2.27) r(3.23) 12(9.6) 26.183 0.000

Uncertain 20(40) 8(18.16) 3(9.69) 3t(24.8)

Agree 20(40) 3s(79.4s) 27(87.2t) 82(6s.6)

Total 50(100) 44(100) 3l(100) l2s(100)

Remarks : Number in the brackets are percentage

From table 35, the chi-square analysis found that the purpose of working

security is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hlpothesis concenring to working

security that associated to the ISO 9000 implementation.

Job Responsibility

In this sdy, job responsibility by working team was investigated

according to ISO 9000 implementation.

Table 36 : Number and Percentage of the Samples Classified by Opinion on Job

Responsibility by Working Team according to ISO 9000

Implementation

Job ISO 9000Implementation Number Chi-square Sig.

Responsibility & Percentage

Opinion Levels Non implement Processing Success

Disagree 3(6) t(2.23) r(3.23) 5(4.0) 46.4s8 0.01

Uqcertain ll(22) 3(6.81) l(3.23) 1s(12.0)

Agree 26(72) 40(90.8) 29(e3.67) 10s(84.0)

Total s0(100) 44(100) 31(100) 12s(100)

o

o

I
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From table 36, the chi-square analysis found that the purpose of job

responsibility by working team is significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hypothesis

concerning to the job responsibility by working team that associated to the ISO 9000

implementation.

1.4 Technological Factors '

In this study, tecbnology factor is divided into three groups are modern

technology, application of new technolory and well-development in new sciences.

The result is described in table 37 to table 39.

Table 37 : Number and Percentage of the Samples Classified by Opinion on

Modern Technolory according to ISO 9000Implementation

Modern

Technolory

ISO 9000 Implementation

Opinion Levels Non implement Processing Success

C

Number Chi-square Sig.

& Percentage

Disagree

Uncertain

Agree

Total

5(lo)

13Q6)

32(64)

4(e.08) t(3.23)

s(l1.3s) 3(e,69)

3s(7e.4s) 27(87.2t)

16.965 0.0r8l0(8.0)

2l(16.8)

e4(7s.2)

l2s(loo)
t

s0(r00) 44(100) 3l(100)

Remarks : Number in the brackets are percentage

From table 37, the chi-square analysis found that the purpose of modern

technology is significantly difference in ISO implementation at statistically significant

level equals 0.05, which is in accordant to the hlpothesis concerning to modern

technology that associated to the ISO 9000 implementation.

a
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Table 3E : Number and Percentage of the Samples Classffied by Opinion on New

Technolory according to ISO 9000 Implementation

New ISO 9000Implementation Number Chi-square Sig.

Technolory & Percentage

Opinion Levels Non implement Processing Success

Disagree 5(10) r(2.27) r(3.23) s(4.0) r4.2s9 0.007

Uncertain 15(30) 7(15.89) 2(6.46) 24(19.2)

Agree 30(60) 40(90.8) 28(90.M) 94(74.4)

Total s0(100) 44(100) 3l(100) 12s(100)

Remarks : Number inthe brackets are percentage

From table 38, the chi-square analysi-s found that the purpose new

technology is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hypothesis concerning to new

technology that associated to the ISO 9000 implementation.

Table 39 : Number and Percentage of the Samples Classilied by Opinion \ilell-

development in new sciences according to ISO 9000Implementation

Well-developed ISO 9000Implementation Number Chi-square Sig.

Knowledge & Percentage

Opinion Levels Non implement Procesing Succss

Disagree 8(46) 7(1s.89) t(3.23) 16(12.8) ts.4r2 0.004

Uncertain 28(56) 20(45.4) 8(25.84) 56(44.8)

Agree r4QB) l7(38.s9) 22(71.06) s3(42.4)

Total s0(100) 44(100) 31(100) l2s(100)

Remarks : Number in the brackets are percentage

.o

a

o
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From table 39, the chi-square analysis found that the pu{pose of well-

development in new sciences is significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hypothesis

concerning to well-developed knowledge that associated to the ISO 9000

implementation.

1.5 Environmental Factors

The environmental factors in this study are divided into three groups are

economic condition, social condition and other concerned organizations. the results

are described in table 40 to table 42.

Tabl-e 40 : Number and Percentage of the Samples Classified by Opinion on

Economic Condition according to ISO 9000Implementation

{}

Economic

System

ISO 9000 Implementation

Opinion Levels Non implement Processing Success

Number Chi-square Sig.

& Percentage

I

Disagree

Uncertain

Agree

Total

7(14) 3(6.81) 13(10.4) s(4.0) 2.08158 0.721

t3(26) e(20.47) 2e(23.22) ls(12.0)

30(60) 32(72.64) 83(66.4) 10s(84.0)

50(100) 2+4(100) 3l(100) 12s(100)

Remarks : Number in the brackets are percentage

From table 40, the chi-square analysis found that the purpose of economic

condition is not significantly difference in ISO implementation at statistically

significant level equals 0.01, which is in accordant to the hlpothesis concerning to the

economic conditionthat associated to the ISO 9000 implementation.

a
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Table 41 : Number and Percentage of the samples classified by opinion on

Social Condition according to ISO 9000Implementation

Social Condition ISO 9000Implementation Number Chi-square Sig.

Opinion Levels & Percentage

Non implement Processing Success

Disagree

Uncertain

Agree

Total

s(10) tQ.27) t(3.23)

r3Q6) 3(6.81) t(3.23)

33(66) 40(e0.8) 2e(e3.67)

s0(100) 44(100) 31(100)

7(5.6)

16(12.8)

102(81.6)

12s(100)

12.275 0.01

..
Remarks : Number in the brackets are percentage

From table 41, the chi-square analysis found that the purpose of social

condition is significantly difference in ISO implementation at statistically significant

level equals 0.01, which is in accordant to the hypothesis concerning to the social

condition that associated to the ISO 9000 implementation.

Table 42 : Number and Percentage of the Samples Classified by Opinion on

Other Concemed Organization according to ISO 9000

Implementation
o

Other Concemed

Organizations

ISO 9000 Implementation

Opinion Levels Non implement Processing Success

Number Chi-square Sig.

& Percentage

Disagree

Uncertain

Agree

Total

s(ro) s(t 1.35) 3(e.6e)

10(20) 7(ls.8e) 4(12.e2)

3s(70) 32(72.64) 24(7752)

s0(100) 44(100) 3r(100)

l3(10.4)

21(16.8)

et(72.8)

r2s(100)

0.813 0.937

a

Remarks : Number in the brackets are percentage

From table 42, the chi-square analysis found that the purpose of other

concerned organzatrons is not significantly difference in ISO implementation at

statistically significant level equals 0.01, which is in accordant to the hlpothesisCopyright by Mahidol UniversityCopyright by Mahidol University
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conceming to the other concerned organizations that associated to the ISO 9000

implementation.

In this study, the result of research from table 3 to table 42 was

summarized in 5 factors that was significantly dif,lerence in ISO implementation at

statistically significant levels equals 0.01 as follows.

. .1. Personal factor :

- workingtime

- quahty committee

- user

- decision making for conflict management

- communication

2. Working system factor3 :

Communication in

- external consultants

- nr:rsing network

- intemal consultant

- outsiders to do

- imprgvement of working

Director

- continuousassessment

- facilitatedenvironment

- available time

- trme consuming

- sufficient staff

Control

- readiness of team work

- ability of team work

Budget

- need of much budget

- enoughmoney

- spent much money

o

a

t
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3. Structural factors :

- planning

- empowerment

- working security in job description

- job responsibility

4. Technological factors :

- newtechnology

- well development in new sciences

5. Environmental factors :

- social condition

1.6 Reasons, of selecting ISo 9000 implementation at Nursing

College.

The results derived from the analysis of five factors in part I are related to ISO

9000 implementation and success at the nursing colleges. In part II, the study of

reasorut to select ISO 9000 implementation by using questionnaire with the processing

and success groups. The analytical result is described by frequency and percentage in

the range I to 5. The details of reasons to select ISO 9000 implementation is described

in table 43.

t

a

a
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Table 43 : The Sequence of Reasons to Select ISO 9000 implementation

Results / 142

a

Sequence Reasons to select Number Remarks

I

2

3

4

5

- wanted to work in the system

- has a policy to implement

- formalizes with the existing system;

standardized and clearer procedure

- believed that it is a standard system

- internal quality audit is very valuable

and less wasteful processes.

67(8e.3)

66(88.0)

62(82.6)

se(-78.6)

s6(74.6)

see table 2l

see table 32

see table 34

seetable22

I

o

From table 43, it has shown the reasons to Select ISO 9000

implementation those are wanted to work in the system, has a policy to implement,

formalizes with the existing procedure, standardized procedure and clearer procedure.

As most of the respondents believed that ISO 9000 is a standard system. In part II,.

there are reasons that in accordance with the analytical results in part I. as well as also

in accordance to the hypothesis concerning to factors relating the success of ISO

implementation at nursing colleges.

In the same way to study the reasons of not select ISO 9000

implementation by using questionnaire, which most of the Samples can select more

items for the reasonsi. The analytical result is described by frequency and percentage in

the sequence ranging from 1 to 5. The detail of reason for not select ISO 9000

implementation is described in table 44.

a
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Table 44 zThe Sequence of Reason to not Select ISO 9000Implementation
a

Sequence Reasons to select Number Remark

I

2

- has a policy to implement other system 35(70)

- Quality of education must be considered 29(58)-

at the whole system but not specifically

considered only its process.

27(s4)

2s(s0)

see table 32

see table 34

see table 24

see table 39

3

4

- more doctrments, spent much time

- can develop the quahty system to TQM

without ISO 9000 implementation

- working in the system is not refer to

quality system

t

a.

20(40) see table 2l

From table 44, the reasons for not select ISO 9000 implementation are

such having a policy to implement other systems, qualrty of education must be

considered at the whole system but not specifically considered only the process, more

document, spent much time, can develop the quality system to TQM without ISO

9000 implementation and working in the system is not refer to quahty system. The

reasons in part II are in accordant to the analytical result in part I, which is in

accordant to the hlpothesis concerning to factors relating to the success of ISO 9000

implementation at nursing colleges.

In this study, the reasons to select the quality system are classified by

factors relating to the success of ISO 9000 implementation at nwsing college by

using questionnaire and in-depth interview technique. The result is described by seven

factors as followings;

Factor I : Leadership

Leadership is composed of various variables as followings details;

- Personnel in the organizations have knowledge about ISO 9000.

I
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- Most of the respondents believed that personnel in the organization

have ability and intend to do ISO 9000.

- Personnel in the organization have a self-control and able to success

in ISO 9000 implementation.

- Everyone is apart of works and cooperation in works.

- The quality committee is a good model.

- The Quality Management Representative is a good facilitator.

- Directors have realized in the importance of ISO 9000 system, so they

support time, food and meeting places.

- Directors have exchanged infonnation both inside and outside

organizations.

Factors 2: Process

The process is composed of various variables as the following details;

- Government's plan for co-operation with other concerned

organizations.

- Claxify documents, standardized procedure

- Continuous assessment can improve, decrease and correct the

working erors.

- The existence of an extemal consultant.

- The existence of an exchanging information.

- There is continuous development for TQM

- Competition for front line of quality service

Factors 3: System

The system is composed of various variables as the following details;

- To be believed that ISO 9000 is a standard system

- Wanted to work in the system.

- Wanted to develop the quality system for attaining to TQM.

a

i

I

C
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Factors 4: Believes & Values

The believes and values are composed of various variables as the

following details;

- Their organizations have a specific policy to implement

- Their organizations have a similar strucfi:re, then they can do so.

- tSO 9000 is a controlling process. If the process is good, so that the

service is good too.

- ISO 9000 is a protective system for prevention of loss or deficiency

of product.

- ISO 9000 is efifective, potential and costly.

- ISO 9000 is a standard system for further development.

Factors 5: Ability

The ability is composed of various variables as the following details;

- Most of the organizations have a sirnilar sEtrcture, then they can do

so.

- Wanted to work in the system.

- ISO 9000 is a controlling process. If the process is good, so that the

service is good too.

- ISO 9000 is a protective system for prevention of loss or deficiency

of product.

- ISO 9000 is effective, potential and costly.

- ISO 9000 is a standard system for further development.

- Wanted to engage in the competition for front line of quality service.

Factors 6: Policy

The policy is composed of various variables as the following details;

- Their organizations have a specific policy to implement the ISO 9000

system.

- Everyone is apart of work

- Wanted to'engage in the competition for front line of quality service.

a

a

o
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Factors 7: System Development

System development is composed of various variables as the following

details;

- Their organizations have a specific policy to implement the ISO 9000

system

- Wanted to develop the quality system until attaining to TQM.

a

The analytical result of factors related to reasons given by Nursing

College Committee in ISO 9000 implementation are classified in six aspects;

personal factor, process factoq $ystem factor, believes and values factor, ability factor,

policy and system development factor that in accordant to the analysis of variables

concerning to Nursing College Committee's attitude about ISO 9000 implementation

in three factors those are personal factor, process factor, and system factor.

2. Factors relating to the success of ISO 9000 implementation at

Nursing Colleges

2.1 This'purpose conceruing to the hypothesis that factors relating to the

success of ISO 9000 imptementation by using simple correlation in the part I,

then using these variables for classification by discriminant analysis.

The variables used to classified processing Soup and success group are age,

working time, position, co-operation, problem solving, decision making, leadership,

values, communication, director, control, budget, planning, job description, job

responsibility, new technology, application of new technology and development in

new technology, economic system, social system and other concerned organizations.

,e

t

I
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Table 45: Multivariate Results for Two-groups Discriminant Analysis

From table 45, it contains the results for &e canonical discriminant

functions. Note that the functions axe statistically significant, as measured by the Chi-

square statistic, and that the function accounts for 100 percent of the variance. The

infonnation are the discriminant functions for the predictive models. The results show

that significant difference in ISO 9000 implementation at statistically significant level

equals 0.05, which is accordant to the hlpothesis conceming to the classification for

processing goup and success group in ISO 9000 implementation, and the function

accounts for success at 50.27 percent (RC : 0.709)

The canonical discriminant analysis found that seven variables are entered

into the canonical discriminant procedure. The seven variables are working time,

leadership, decision making, co-operation in ISO implementation, communication,

director, and planning. Each variable is not significant difference in ISO 9000

implementation at statistically significant level equals 0.05, then there are no need to

interpret the function. The results of Standardized and Unstandardized Canonical

Discriminant Function Coeffrcients are shown in table 46.

C

a

t

Discriminanl

Function

Eigenvalvr

(x)

Cumulative

c%
Canonical

Correlation

(RC)

wilk,s

Lamda

chi-

square

df srg

I 1.010 100.0 0.709 0.498 48.5t2 7 0.00
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Table 46: Multivariate Results for Standardized and Unstandardized Canonical

Discriminant Function Coeffrcients.

Discriminant Function Coefficients

fndependent Variables

Unstandardized

a

1. Working time

2. Cooperation

3. Decision Making

4. Leadership

5.Communication

6. Direction

7. Planning

0.051

0.765

1.265

- 0.137

- 0.178

0.159

0.490

a

Constant - 3.272

From table 46, it shows that the discriminant functions achieve a high

degree of classification acctracy of processing and success groups in ISO 9000

implementation. The results show the discriminant firuction coefficients for the

predictive models. The results show that significant difference are planning,

leadership, communication, direction, working time, decision making and co-

operation, these seven groups are used in the model by sequence. The results indicated

that the discriminant fi:nctions are based on seven independent variables with the

canonical discriminant firnction to develop a structure matrix. The first linear

composite is developed to explain the largest amount of variation (difference) in

discriminant groups. The sequence of variables for the predictive models to test for

significant difference in processing and success groups in ISO 9000 implementation

as show in following

0.427

0.377

0.391

- 0.718

- 0.609

0.600

0.850

o
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Standardized

Y = 0.427 Working time + 0.377 Cooperation +

0.391 Decision making - 0.718 Leadership +

- 0.609 Commr:nication * 0.600 Director *
0.850 Planning

Un standardized

Y = -3.272 + 0.051 Working time + 0.765 Cooperation *
1.265 Decision making- 0.137 Leadership +

- 0.178 Communication * 0.159 Director *
0.490 Planning

From Fisher's Linear can arrange in processing and success groupsin ISO

9000 implementation equation to :

Processing goup = 0.615 Working time + 6.683 Cooperation *
2.284 Decision making + 0.288 Leadership +

2.634 Communication - 0.938 Director *
3.1l5 Planning - 67.006

Success goup : 0.718 Working time + 8.223 Cooperation *
4.830 Decision making +

.00112 Leadership +

2.27 6 Communication - 0.617 Director *
4.103 Planning -73.945

Then take raw scores to replace in two equations, the results from

calculated shows more values in equation (processing or success). They are the

member of the more equation.

i

a

o
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When we take two equations to calculated for the member of processing or

success SouP, we must determine that the functions arc valid predictors.The results are

shown ntable 47

Table 47: Classilication Matrices for Two-groups Discriminant Analysis

Processing and Success Sampless

Predicted Group Membership

Actual Group

Processing Success

Number

of

Cases

I
Processing

Success

38

(86.4%)

6

(le.4%)

6

(r3.6%)

35

(80.6%)

44

(100%)

3t

(100%)

T

Percent of "grouped" cases correctly classified: 84 %

From table 47, it shows that the discriminant function achieve a high

degree of classification accuracy. The hit ratio for the analysis Samples is 84 percent.

From the eq-uations, percent of 'oprocessing grouped" cased correctly classified 86.4

percent and percent of "success grouped" case correctly classified 80.6 percent, so we

conclude that the discriminant model is valid based on this measures. The

discriminant analysis can confidently be described as predicting $oup membership in

a high degree of classification accuracy.

From table 46 to table 47, we can conclude that the seven variables:

planning, leadership, communication, director, working time, decision making, and

co-operation are variables related to the success in ISO 9000 implementation by using

the discriminant analysis. The sequence of variables from maximum to minimum for

predictive models to test significant difference in processing and success groups in

ISO 9000 implementation. Then, we take these predictive variables into the equation

C
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@iscriminant Function). The discriminant function can predicted percent of grouped

cases correctly classified 84 %.

2.2 The in-depth inteniew concerning factors that relate to the success of

the application of ISOquality system.

In collecting data by questionnaire asking, the researchers interviewed the target

Samples who are in the qualtty management groups of all 7 ntrsing colleges that

performing the ISO quahty assurance. These such 5 institutions are in the process of

ISO quality system preparation They have produced manuals and processes and, then,

prepared to apply such tools for the intemal qualrty audit. The other 2 institutions are

the ones who already applied and succeeded the ISO quality system. They produced

the quality manuals, and all process manuals as well as performed both intemal and

extemal audit And they were already certified passing the ISO 9002 quality standard

from TISI. From the interview of the quahty management team of such 7 institutions,

there were 8-13 persons from each institutiorq which were 50 personsr in total. These

could be separated to be 2 groups - the group,25 persons, from the institutions ttrat are

in the process of performing the ISO quality system, and the other 25 persons from the

institutions that are already successfully applied the ISO quahty system. This

interview used the in-depth questions (details as supplement Kor) as the frame of

asking. From the research, the result has been categorized to 8 topics as follows;

l. AJtitudes to the ISO quality system

2. Preparation prior to the quality system application

3. Opinions about the benefits of applying ISO quality system to oneself

and workunits

4. Problems and obstacles in application or prep.aration of the ISO quality

system / Solution

5. Effects of ISO quality system on oneself and on work units

6. Supporting/ the most essential factors assisting ISO quality system

success.

o
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7. Obstacles/ the most essential factors deterring ISO quality system

success.

8. The need for assistance in the ISo quality system preparation

2.2.1 Attrtudes to the ISO quality system

2.2.1.1 Before applying the qualiry system

Since Pra-borommarajanock Institution, Ministry of Health, has

accepted the policy of the Study Qualrty Assurance System from the Ministry of
University Affairs, 2 colleges, Boromarajachonnanee Ratchaburi Nursing College, and

Boromarajachonnanee Bangkok Nursing College, were the pilot projects that applied

the ISO quahty system. The other 33 colleges have been allowed to choose freely for

their own quality systems. Therefore, Boromarajachonnani -Ratchaburi Nursing

College, and Boromarajachonnanee Bangkok Nrnsing College, have operated the

quality system since January 1998, and coordinated with the I'tintake TISI Later, the

2nd intake has started to operate the quality system since October 1999. Until now, the

I't intake pilot colleges are already certified the ISO 9002 standard from TISI and the

2nd intake are in the process of operations.

The attitudes conceming the ISO quality system of these 2 groups are

similar as follows;

The positive attitudes are;

oo feel that the ISO quality system is the international and systematic standard..'

" ...is the image building for institutions"

" feel good... having quality process... so personnel can work effectively"
oo prefer to perform ISO quality system since it gives them chances to learn new things

and develop teaching and learning tasks"

" Uncertain, I'm afraid, sometimes...because it's substantial matter, but I also feel

challenged. If we could make it, it would be famous."

'o It's the system that help adjusting the system. Lecturers can follow the designed

regulations and ISO is the controlling tool for maintaining the quality."

},
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" feel great because they have chances to perform something qualified and feel good

to be part in the quality system..."

" It's interesting because it receives the good acceptance from others."

'o ISO is the standardized system..is the standard that is accepted by intemational

countries.. is the policy that has to perform."

The positive attitudes different among institutions processing

working on the ISO quality system are;

oo Working has exact pattern, and it is tangibles."

" having literary pattern"

" ISO considers at the process."

The positive attitudes different among institutions already successful

applied the ISO quality slntem are;

"w"
" good...good to develop"

The negative attitudes that are the same between these 2 groups are;

" Workload is increased, more diffrcult and complicated but it has to perfonn."

" It is the docr:mentary system. If it is not taken to apply, it's worthless. It's a waste of

using document. Why should we give the importance of such document using?"

" Increase tasks...So workers have to spend the family time for such work. It's too

much concentrated and overlapping."

'o Don't want to apply this quality system because they know that it's too much

confused...too many paper document...Why have to?"

" It should be used for goods production or apply in factory. To use for the teaching

and learning, it is not certain if it is really good."

" Don't understand what the ISO is"

" Disagree with performing this but it's the policy...so it can be done because it has to

but quality is not so good."

'o Having no good or bad feelings about this because they do not know such system'o

,O
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The negative attitudes difflerent between institutions already

successfully applied the ISO quality system and that are in the process of ISO quality

system operation are;

oo They are the tading tools of foreigners. We need to pr:rchase the system."

" Think that it does not concern with employees"

From the interview of personnel from these 2 $oups of institutions

for both positive and negative affitudes prior to performing the ISO quality system,

there was one point that could be concluded, which was even tough they had negative

attitudes about such quality system but they had to perform it since there was the

policy to force them and they did not have a chance to select for their own quality

system. In the big picture, most personnel feel good to the ISO quality system as the

international system and having the clear processes, having literary instructions and

being tangibles. This can help to develop the teaching and learning qualrty as the

society accepts. It is the building of good image for institutions.

2.2.1.2 During and after applyrng the quality system

As the 2 groups of colleges have applied the ISO quality system,

even though they started at the different times, they began uniting the quality manuals

and process manuals. During the ISO operation time, there are various attitudes of

both positive and negative aspects as follows;

The positive attitudes that are the sarne between these 2 groups of

institutions are;

" It is the better and clearer system. Working is more systematic, standard and

literary."

" Decrease conflicts... but sometimes, it might increase conflicts if there is no

acceptance among personnel."

oo Communication by the same language... knowing more about the others' works...

having sarne disciplines and processes of working that makes more efficiency of

working"

" Increase better attitudes about this ISO quality system as being one part of the

quality"

a),
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" Adjusting the system concerned with many groups of workers so it is the driving

force for them to follow the right working procedures."

o' How to work for being accepted and be happy in the same time, feel that how they

can write correctly if they do not have the direction"

" Feel certain that they can make it.. feel proud of doing this.. and when starting, it has

to be finished and needed to spend money."

'o It's the thing that needs cooperation so they feel alert to co-work and feel united."
oo.It's the system that has criteria and process of working."

oo Good, because it can be examined by the intemal audit as the review system and

warning the mistakes"

The positive attitudes different between institutions already

successfully applied and that are in the process of the ISO quality system, the

successful goup has more positive attitudes as the following aspects;

" Can see the full capacity of lecturers in terms of the intention"

" Afraid that he will be blemish... has to be careful"

oo Better than the other systems since it is more observable"

oo Personnel have more disciplines."

o'Need to perform this system because it is the policy and the external factors force to

do it"
* Students gain benefits since there are manuals."

The negative attitudes of these 2 groups while operating the ISO

qualrty system that are the same are;

" Confusing, too much of using document...and it's a waste."

o'Know and understand ISO system not so well...do not realize its importance and top

management do not give it the importance"

'o Feel that it is difficult to adjust all systems together, making it complicated... It

should be done one by one departrrent."

o'Feel discouraged, intense, bored, tired of doing this"

" It consumed too much time that need personal time to do it."

" The work is too much in details so they get difficult since the details are too much."

a.
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oo Not sure if this system can be well applied to the academic institutions as much as

be used for industial section"

" Feel distressed since it is difficult. There are many trial and error stages so they feel

uncomfortable."

However, the negative attitudes of persgnnel. during the process of

performing ISO quality system of the successful goup are much more in terms of the

followings;

" More works"
oo Waste the time because they do not study before"

'o Feel uncomfortable since they have to co-work with the others departnents to

maintainthe quality"

o'Do not think that it is the necessary system"

" Lack of public relations to inform that there are changed"

oo Too confused and tired because it has to be done hurriedly, and has more

coordinating work"

"People get more troubles because they have to work harder."

" Disadvantage in trading"

" Difficult to perform and feel disagreed with this system so they do not write to cover

everything"

From the attitude analysis of both groups in all positive and negative

aspects while these personnel were performing the ISO system, the group successful

in ISO quahty system felt much more in both positive and negative aspects. In big

picture, it was the feeling of the system application, so the positive and negative

feelirigs came from taking the written ISO system to apply in reality. It is certain that

the successful group must feel more than the groups working on ISO quality system

yet still did not take the written manuals to actually apply. In general, the positive

ideas concerned the ISO quality system on systematic pattems of working, decrease

conflicts by following the working pattems as the same directions. The works were

more effrcient and personnel had more disciplines. It also had examination process so

it reduced defects. It was the system that was the clearest system and most application

than others. For the negative attitudes, they usually concemed the workload that was

a.
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heavier by performing ISO quality. It needed to spend more time of writing,

examination, trial and error working until they felt discouraged, bored and got intense

as well as wasting the time.

2.2.2 Preparation prior to the quality system application /
implementation,

As the Pra-borommarajanock Institute, Ministry of Public Health has

co-project with TISI, there are lO-month fiaining course for students of nursing

colleges under the Pra-borommarajanock Institute. These nursing colleges will send 1-

2 students to be frained for the 2-day period. This training provides the knowledge

conceming the ISO quality system. After these students have finished the taining,

these so-called quality representatives will forward and perform the ISO quality

system, co-working with the outside consultants that TISI assigned to be consultants

for each college. There will be co-plan setting between outside consultants and the

college quahty representatives to design the methods of work in l- month after that

l0-month, the outside consultant project will be ended. Each college has to perform

the ISO quahty system by using their own capability. Therefore, personnel

preparation for performing ISO system will be the key process that links to the success

of this system. There are some similar preparations prior to the qualrty system

application as follows;

" Self-study from other document, text or other electronic media"

" Arranging training as the designed project - - co: seminar with other institutions"

" Study from the person who already successful perfomred"

'o Co-meeting and reading thoroughly instructions to understand work details"

" Pre-planning"

" Workshop camping"

* Trial and error"

" Mental preparation before applying system by making understanding aU process

until it is ready to do it"

" Attitude preparation"

o
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From the interview about the preparation prior to the quality system

application, both goups revealed that they had to get ready in physical and mental

aspects that were preparation of knowledge and understanding about the ISO quality

system and their own institutions. There were meetings among departments, reading

through all details of work and understanding them. After that, they had to analyze

the ISO quality system by joining workshop camping and co-plan setting. Conceming

the mental preparation, it is the understanding and acceptance making until they are

ready to perform ISO quality system.

2.2.3 Opinions about the benefits of applying ISO quality system

to oneself and work units

- As the Ministry of Public Health has policy to perform the quality

assurance system in each college, such college can be reliable and accepted from the

society that it is qualified. Therefore, the Pra-borommarajanock Institute has policy for

all colleges in network to freely perform their own quality assurance system. The ISO

quality system is one of many assurance systems that are to insnre the instifutions'

qualifications. Therefore, the nwsing colleges that are the groups working on and the

goup successful in ISO quahty system in this research had the similar ideas of

benefits of ISO quality application as follows;

" The working becomes more systematic, international and process."

" Help reducing conflicts of working by using the same written direction"

" Help developing teaching and learning to be more systematic and better quality for

students"

"Communication by the same language so it is easier to work together"

* Working and document are more tangibles, literary. There are also the evaluation

and plan settirg."

" There is the selling point. Students want to study at such college as it is accepted by

the outsiders."

o'For the survival of institution in society"

oo The document system also concerns with the quality process, more than just to keep

the document systematically and to use them easily."
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" Help to control working as agreqment... work is done correctly as direction. There

is the distinct motive that is intemal audit."

'o Encourage to be co-working, co-understanding and also know the others' works"

" Create the feelings of acceptance... Everybody feels himself important and helps

- one another to correct the misunderstanding to the right one and be moral."
oo It is the evidence of working, having records and information documentation."
oo Decrease the time of working because it is worked as the system, making it faster.

Knowing the time of working starting and finishing"

" Create the systematic working behavior and encor:rage personnel to work with

mental disciplines'

" Create and perform work as the same direction... can work well among personnel...

This is because the written regulation of working is the frame to perform for the -

standard."

oo It's the system that can be exarnined, followed, and rechecked."

" If it is applied successfully, it will be up-to-date and can catch up the world.'o

" There is the clear method and it can correct the improper system that has no

tansparency."

" Can be developed to TQM with the continuous improvement because there is the

operations of prevention"

oo Good image of being the international standard"

oo If the institution is ready to perform, working as a tearn will be beneficial."

oo Can revise the old system, no need to abandon old work"

" It's the key manual that has to follow...cannot leave"

From the interview of these 2 groups, they realized similarly about

the benefits of the successful ISO quality system application. However, for the goup

successful in ISO quality system, they viewed additional benefits as follows;

o'If it was written flexibly, it will be convenient to use and be happy."

oo If we correct the problems while we ure working, it creates knowledge."

" Personnel work more carefully."

" There is the system of document devastation clearly."

" There is the work supporting arrangement such as security work."

o
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" There is the system that assists one another."

'o Help adjusting the organization chart (in management level),,

'o There is more plan setting."

" Feel more proud to be accepted from the outside society,,
oo Create the good auitudes to students"

" Realize the value of resource utilization"
o' Feel alert and ready to change"

From the interview result, it was found that the goup, successful in

ISO quality system and were certified ISO by TISI, more rcalized the benefits of
applymg the ISO quality system. This was the consecutive result from the working on

such system to apply. There were trial and errors as well as corrections for

maintaining the situation for a period of time so the personnel in the organization

could better learn and followed the system and other agreements as written. They

could perfonn as manuals more effectively. This successful groups are ready to

change for the constantly development.

2.2.4 Problems and obstacles in application or preparation of ISO

quality system/ Solutions

2.2.4.1. Problems and obstacles in application and preparation of ISO

quality system

From the study ofthe operation ofISO quahty system preparatioq

both groups have faced similar problems and obstacles in the operation of preparation

as follows;
oo There is no specific departrnent for public relations to work at full capacity. The

public relations team should operate more actively than this."
o'No reading the working steps causes conflicts. Some people try to work by shortcut,

and they have to waste time to redo the task"

" Spending too much time in writing, need to correct many times, no work progress"

" Increase workload, have to do it out of working hours, reduce personal time, too

much workload and want to quif'
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o' Work effectiveness.declines because routine jobs are affected, and quality is not at

full capacity."

"Spending too mrrch money.and budget as well as wasting materials and tools"

" Lacking cooperation (= l0%) or knowing but not cooperating... Some groups that

are not cooperating will have to use internal audit system and the system will force

them to do.?'

" Can't make it.in specific.time. They agreed in the meeting, but practice differed

from the agreement. Conflicts occur."

oo Not sure"about the regulations, writing many documents, and many steps"

o'People don't understand (causing them losing confidence). Don't see its importance.

It needs to spend time to make people participate and realize the importance."

'o Overlapping tasks... Need to choose what is important and what's not... Can't find

time to do this from routine work (do many things at the same time)..."

.'o Too many people... it's hard to inform everyone clearly and having more people

requires more time to do this."
* Work adjus0nent for themselves is not good, e.g. somebody has poor planning.'o

oo Not concise language is used. Lacking consistency of using words...they need to

mark the words."
* The directors and committees lack preparation, planning, knowing, welfare, food,

drinks. If the committees don't see it important, this will make the work more

difficult."

. oo Low budget, no investnent"

" Too many documents, no jobs done, no cases to file document."

o' Lacking clear'coordinators... ISO needs everyone to know, because it might have

problems in delivering information and co-meeting will help.'
* Should be used. with business... Can't be used with academics, because there are

.. many other factors such as spirit."

. From the similar concepts of both groups, the group working on ISO

quality system has problems different from the goup successful in ISO quahty

system, as the followings;

" All tasks that the committees involved will be slow."

I
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" Not continuousi operation',

" Lacking of t5pists"

" No certain destination (don,t know when to get there).

" outside consultants don't understand the work and, rarely come.,,

'o Not ready to work"

The group successful in ISO.quality system has problems different
from the goup working on ISO quality system as follows;

" Not helpful in study tour.. just some groups can go,,

" Triil-and-error, and keep on trying... It takes too much time."

" The committees don't have fair practices for all employees. Some workers will be

freated specially."

" Lacking of interests (-iss concentation)...They have to have a meeting outside

location."
o' A great deal of dat4 such as, assessment. Therefore, it spends long time. They

require more people to reduce the burden of work.,'
oolnternal audit is quite inflexible. It causes stess. Therefore, there should be

psychology in examination. "
'o The relationship and work involvement are more. Therefore, it will be difficult to
work step by step."

" Some people have bad attitudes. Don,t want to work..',
o' The job involving with outsourcers, such as, taining sources will have many

problems. Therefore, it's necessary to help one another and make a deal first.',

" No sacrifice in the team like not attending tle meeting,,

The results from the interview of both groups show that from the

operation of ISO quality system preparation, there will be problems about quality

system taking a long time, rewriting the monitoring for many times. This increases

burdens. It's trial-and-error, feeling weak, wanting to quit, spending too much time

and having no time for family, affecting routine jobs, and decreasing work quality.

Moreover, it concerns spending too high budgets, wasting materials and tools, no

attention and supporting from the executives like food, drinks, no cooperation and no

recognition of importance of people, not continuous operation, internal consultants
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lacking coordination, and external consultants not understanding works of the

institutions.

2.2.4.2 Solutions for problems in application and preparation of ISO

quality system

Table 48 i Solutions for problems of the group working in processing of ISO
)

a

.C

a

quality system and the group successful with quality system.

The group working in processing of

ISO quatity system

The group successful with ISO quality

system

1. More tasks. One person handles many

tasks. They want to increase workers

to be l:10.

2. People don't cooperate by helping to

do it, giving suggestions, and

motivating.

3. Use supporting method.

4. It is difficult to listen to 100%

people's opinions. The solution is to

make most people know and if it is
necessary, they should use the

working time to do it, if possible.

5. In cases of supervising the students

(routine jobs on the building), this can

be adjusted by using spare time from

working with ISO. Try to supervise

within moming and aftemoon.

6. People do not understand. This is to

assign to study firttrer and motivating

by supporting talks.

1. The work.is not done in time. Too much

burden of work. From many tasks, the

director solves problems by taking them

to be solved by the team. So, the decision

of the director is strict.

2. Trial-and-error. Relying on experience.

Therefore, they need the consultant of the

departrnent to give the right answers.

3. No planning. Thus, it requires motivation

for planning and working by the plan.

4. Problems of each person. Everyone

should solve his own problem.

5. Misunderstanding. Need to talk and

explain. Give some time to make clear

and have more joined meeting.

6. ISO is quite fixed in writing. Thus, if it is

flexible, people will be huppy.

7. Conflict occurs When it firstly has

internal audit. Hence, this can be fixed by

accepting one another and using

462ri5
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Table 48 i Solutions for problems of the group working in processing of ISO
a

t

o

a

quality system and the group successful with quality system. (cont.)

The group working in processing of

ISO quatity system

The group successful with ISO quality

system

If they are tired, and stressful, they

need to have talks, and later go back

to work.

In case of overlapping of work, it can

fix by choosing what is more

important.

Personal time declines. This can be

fixed by thinking that we are not

working alone.

Everyone helps one another. Then,

they will be happy.

10. In case of wasting documents, this

can be solved by study and

interpretation with having good

principles, readiness before working

and learning from successful Nursing

Colleges@angkok, and Ratchaburi)

11. More tasks make it diffrcult for the

whole organization. Therefore, it has

no continuous work. The solution is

to solve by each work unit by leaving

routine jobs to spend time seriously.

12. No understanding of what ISO is.

Therefore, they should be prepared

and trained.

principles of psychology to reduce

drawbacks

8. Sometimes people do not understand

ISO and the consultants can not help to

decide. This can be solved by selecting

the consultants having knowledge and

understanding the tasks of the work unit

to be done.

9. Budget. There is a planning in advance

for quality.

10. Some goups do not cooperate. It can

use internal audit to be a forcing system

to work.

11. When they find new problems, the best

way is to discuss about them in the

meeting.

12. Not knowing information widely.

Fixed by putting in the file and

dishibuting to all departrnents.

13. Having activities (more projects

coming), less people. The solution is to

increase manpower in the deparfinent

that has few people and averages

appropriately.

14. Writing too much in details, too many

steps, having to readjust many times.
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Table 48 : solutions for problems of the group working in processing of ISo
quality system and the group successful with quality system. (cont.)

a

a

o

The group working in processing of

ISO quatity ryrt"-
The group successful with ISO quatity

13. The committees agree in policy to do,

but it is not inside. Thus, they should

have everyone participates and

becomes an important person for the

job.

14. Guest speakers working as

consultants from other fields should

partly come from educational

institutions, such as Ministry,

Ratchapat Institute, or Nursing

Colleges.

15. Negative attitudes. This should show

the positive benefits rurtil they have

positive attitude before working to

generate good works.

16. The budget should be planned

annually and in the long run.

17. Time and task burdens are not

harmonized. To fix this, each person

should have his own plans and self-

help system, ed do only the useful

projects, not all projects.

The solution is to think before urriting

and to write what is possible and

convenient to work. If not, they

would be stessful and overloaded.

15. Excessive works make people

discouraged. This can be fixed by

encouraging one another in the

groups.

16. About audit, those who can not finish

will need to select auditor to help

working, checking, and rewriting.

17. The parts that really do not work will

have to correct and prwent by

reporting the executives. Thus, the

committees must be serious about

this.

18. About wasting documents. If people

understand, the system will reduce the

waste ofpapers.,

19. Not ready for the meeting. Excessive

work. To solve this is to send

representatives to attend.

20. If they are bored, stessful, they

should ty to think that it is useful,

systematic, and checkable. Moreover,

it has a good planning and to
encourage themselves often.Copyright by Mahidol UniversityCopyright by Mahidol University
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2.2.5Effects of ISO quality system on oneself and on work units.

Preparation of ISO quality system is to prepare quality assurance system

of the study of the work units or institutions. This is also a increasing task from the

routine works, affecting personnel in the institutions. The effect of ISO quahty system

on personnel in the goup operating quality system and the goup.successful in ISO

quahty system will also have similar negative effects as follows;
* 

QMR. must brainstorm."
' " Must do and check many times. About spending time and being limited by time,

they have to use off-work time to do. It wastes personal time.',

" It affects routine jobs. People can't work at full capacity and they have to double

work in the short time."
oo Low quality work...Can't finish in trme...Feel bad and difficult..."
* Affect the students' time... The students are affected, while they are operating ISO.,,
oo It af[ects training sources and the students do not understand, because the teachers

will not colae to see the students."

" Routine work... It never finish."
* Tired and stressful with work and co-workers... The need psychological mechanism'

to help adjusq such as encouraging themselves tlrat soon it would be better."

" Difficult, discor:ragod and bored because it is really tired"

'o More br:rden.. They have to work harder."
o'Wasting time, and paper...because they are not sure about regulations and they do

not understand the system."

'o About family, they are reduced time, reduced personal time and they also feel

uneasy, add confused."

oo From the pressure from society to work on quality system"
* Having the joint meeting, public hearing, and sometimes they postpone the

appointnent"

. From the interview results of two groups, the findings were that negative

effects are similar. This means making and usage of ISO system affect work. It

increases burden of work. More works mean more time to use. It causes reduction in

personal and family time. When the students are affected, routine works can not be

o

I

t

Copyright by Mahidol UniversityCopyright by Mahidol University



a

Fac.of Grad. Studies, Mahidol Univ. Ed.D. (Population Education) / t6l

done fulIy. It affects training sources in supervising students. This affects them in that

they feel stressful, tired, bored, discouraged, and difficult. until they use

psychological mechanism to help adjust and encourage them that it will be better

soon.

From the interview about the effect of application and preparation of ISO

quahty system, lhe group successful in ISO quality system has positive effects as

follows;

" If they write well, it will be practical. It will be beneficial.,'
* Knowing to control means having assessment always. Therefore, they must work

hard for quality."

oo Whatever we do must be careful to be step by step."

" Having changes and adjusting working methods"
o' Making acceptance by compromise-warning-report procedure"
oo Good to be systematic... So, it's easy-fo ask for cooperation."

'o Firstly, I think the work increased, but later it becomes routine."
oo Better work system"

Thus, the effects of application or preparation ISO quality system after

operation are positive effects. That is better work system, confrol, periodic

assessmen! and more carefulness in work to be as regulations, having cooperation,

acceptance in worlg having changes and adjusfinent in working method. Moreover,

the positive and negative effects are clear in that firstly they feel works increased, but

later it becomes routine.

2.2.6 Supporting/ the most essential factors assisting ISO quality

system success.

From the interview of 50 quality administrative committees of both

groups, there are opinions of supporting/ the most essential factors that make ISO

quality system of the institutions or work units successful. As the quality

administrative committees of these colleges axe a part of those operating quality

system preparations. The quality administative groups of Nursing Colleges working

t,
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on quality system preparation have similar ideas to quality administrative comrnittees

of Nursing colleges successful in Iso quality system as follows;
o'Cooperation in the organizations. The team cooperates to reach the goals. They must

work hard, be responsible to duties, be honorable (afraid to lose face), reduce their
owns defects to the leas! and be a model (should be cooperative 50-90 %). The team

has unitl."

"The committee inside the organization should take part in problem solving, give

significance, be serious, make clear plan, dare to do and to decide, motivate,

command, and support all things." This is the leader with compromising style (mixed

between tyranny and democracy).

o'lntemal consultants QMR - have knowledge and be a model- determine, have power,

be strong, guide to be on the same tack- confident personality- listen to others,

opinion, sacrifice, make good decision, are the acceptable leaders.,,

"Depending on the person doing it. Must perform in order to succeed. This is the

characters of people in the organization,-including high potentials, sacrifice, unity,

making clear understanding, responsibilrty, pr:ncfuality, confidence, honesty,

enthusiasm, need of good system, determination, and intention.,,
oo After doing, it must be good."

o' Self-contol, self-discipline, and no procrastination"

* Having zone group connecting all and good relationship of people in the

orgaaizatton...That meilN the committees to subordinates, QMR to workers, having a

role model, good hearted, and caring..."
oo Good quality commnnication, coordination, supporting one another"
* Having public hearing, knowing and bringing into use, listening attentively in the

meeting, understanding its importance"

" Wanted to be modern, needed to be farnous... The hospital has done it so we should

be able to do it."

" People are competent."

* Having good guest speakers, important consultants to help guiding and solving

problems"

* Building will power and spirit periodically''
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" Clear policy because policy is a forcing factor to make everyone help one another to

work"

" Readiness, declaring policy, making it clear what will be doing',
o'Budget, because it is very expensive... It needs to use budget to make development.

Working systematically... Knowing more about system... People are more careful

and the darnage will be reduced."

oo Love the institutions or the organization"

The group operating in ISo quality system has different ideas from the

goup successful in ISO quality system as the followings;

" The team must be set up by themselves. Select those who can work together.."

" Have short and long term planning"

" Sharing the same goals is to have quality colleges."

ooThe seniority should be a role model."

" Support and cheer up by using the encor:raging words"

" Seriously provide time to do"

'o Having OD as developing shared seminar and relaxation"

" Having high technology"

*Have a share value"

"Continuous process"

o' Organizational culture regarding its important"

The group successful in ISO quality system has supporting/the most

essential factors to make ISO quality system successful, different from the group

operating in ISO quality system to be successful, as follows.

" All teachers should find the way to solve problems for each of them."
o' Catalysts are other Nursing Colleges (competitors) also operating."

" Friends are other Nursing Colleges working together (oining in the ls intake

. project)."

" Checking system from inside and outside causes quality and society-assistance

system."

o'Go camping or outside meeting for brainstorming"
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'o Having internal audit to help check, and report... So, they would start to feel that

they do not want to be blamed that they damage the system.,,

" Helping one another"
ooAlerfiless of each penion will force everyone to know. This means the environment

will force and they need to learn more knowledge for himself.,,

.'olove himself ... Afraid to lose face"

" Environment beneficial to work"

The interview results of both groups in supporting/ the most essential

factors in making ISO quality system successful are similar. It is about cooperation in

the organizatron by having level of cooperation more than half. The leaders pay

attention to 'ocompromise" style to support other factors. Characters of personnel in

the organization are responsible, potential, determinable to succeed, to have clear

policy, to have planning and well cooperative. Otherwise, there are also about

providing time to work seriously outside the workplace (carnping), love in the

organization (institutions), enough budgets, and personnel ready in ISO quahty system

preparation, having competitors, love in themselves and fear of losing face for

inability to do. These factors have parts in supporting to make quality system

preparation successful.

2.2,7 Obstacles/ the most essential factors deterring ISO quality

system success.

In the study of essential or important factors making ISO quality system

successful, which are many factors, both the goup operating in ISO quahty system

preparation and the goup successful with ISO quality system. The successful group in

ISO quality system has experiences and learns from problem solving for all the time

of the ISO quality system preparation process. Thus, this is to offer obstacles or

important factors that might be obstacles to success of ISO quality system. If not

getting rid of the obstacles, it is difficult to make ISO quality system successful.

Moreover, the group operating ISO quality system preparation is facing those

obstacles. The concep about obstacles and factors makes ISO quality system

unsuccessful, as follows;

G
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oo More burden, so they have to do without understanding. Making them get lost and

confused in ISO"

" Can not follow the work (they can because of cooperation and limiting time), lack of
responsibility, agreeing to do but never do it"
oo The work is imperfecJ. It .needs to readjust many times, because they lack

cooperation and do not pay attention."

" Discouraged people want to be free like in the past.',

" Rarely following the monitoring...Tasks are not continuous.,,

" The directors and chiefs do not participate. The joining point in administration is not

clear."

" Chances to fail is 70Yo, because discor:raged people do not create willpower, work

developmen! hr:rnan development. If the committees do not work, the subordinates

will also not work."

'?oor management. . . Unclear policy''
*QMR lacks 4M."

"Lacking welling in every level, selfishness and lack of respect... Otherpeople will get

toubles and they do not care."

In the goup having the successful system preparation, it recommends in

ISO quality system unsuccessfully.

" No need. Maybe they don't want to solve, but just save the face."

" Not accepted (opinion)"

o'Not 
as in agreement"

" Access to the committees, but it becomes a delaying factor, causing inequality"
oo Not love the institutions"

' The results of the interview of both groups offer the concepts that they

should not work on ISO. It is not successful. Because there are more supporting

factors and obstacles/ problems are fixed always in qualrty system application period.

The chances of faih:re are possible only in the group operating ISO quality system

preparation, but the goup successful in ISO quality system should have no problems,

except the problem in maintaining quallty system in the future. Therefore, the

problems of obstacles/the most essential factors make ISO quallty system

l
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unsuccessful (which should be eliminated to make ISO quality system successful).

Totally, the problems are too much work burdens, fix many times, chances of failure

from tired people, no building of willpower, no work developmen! power

managemen! ambiguous policy, no attention from the leader, lack of cooperation in

all level and no continuous-work

2.2.8 The need for assistance in ISO quality system preparation.

Before the preparation of ISO qualrty system, both groups have trained by

projects and got ready before operating. Both groups need assistance in wanting

skillful consultants with experiences to teach and advise to see clear picture to be ale

to understand the process from 4.1 4.20 and explain clearly. So, they can be

confident that they can do it. There are many documents to study firrther. Moreover,

there is need for special consultants for the specific problems such as measurement

and assessment which may be direct consultants or consultants from the Ministy.

Moreover, they also need for the clarity from those who know, the experiencedn.

people who have done this, and the form of setting up the work units having done this.

While operating on ISO quahty system, both groups need similar

assistance as follows;
ooThe consultants from experienced work units, explicitly, clearly and continuously by

needing the consultants that can tell the right things and standard, such as, the

standard of the Ntusing Council, standard of Ministry of University Affairc. Because

they need to write and perform the standardized work in which advisors from other

colleges can guide, aralyze, and judge.

oo See the work of other institntions and then find what is suspicious... Study

comparatively to find the better way to improve the existence to be better, such as,

looking at Ratchamongkol Institute, Ministry of University Affairs, including

documents"

" Manuals for study and center for consultation"

" Internal consultant team helps monitoring by following for each job."

l.
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* The committees understand the problem and help subordinates, by understanding

that if they work hard, they should build willpower for the subordinates to make good

attitudes to make work successful."

* The best is to help ourselves by assisting yourself to build knowledge by having

internal committees to aid, believing in our people that we can do it."

"Attention, seriousness, unity in working of everybody''
o'Budget to develop the system to enter quality system"

The group successful in ISO quality system wants more similar assistance

as follows;

" Want readiness preparation of people in the work units',
* 

QMR must know various and right things."

" Want to study other quality systems as well"

" Auditor must have psychology to compromise in checking to reduce problems"
oo Third party comes for external audit, showing the way."

The interview results find that both groups still need assistance while 
"

operating ISO quality system. About internal and extemal consultants, the work units

that can consult and suggest clearly in interpretation, decisiou making and solving

problems in operation need assistance in budget, understanding, attention of
committees, cooperatio& unity and intention of people in the organization. Moreover,

there is need for external units to study and visit and manuals, such as Ratchamongkol

Institute, Ministry of University Affairs, and external auditors to suggest the practical

ways.
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CHAPTER V

DISCUSSION

The discussion on research findings is divided into 4 main topics as follows;

1. The relationship between 5 factors towards the implementation of ISO quahty

assurance system.

2. Reasons for the implementation of ISO quality assurance system.

3. The influences of different factors that associated with the success of ISO

quality assurance system' s implementation.

4. Supporting factors for the success of ISO quality assurance system

implementation.

1. The relationship of 5 factors towards the implementation of ISO

quality assurance system.

1.1 Personal factor

1.1.1 The relationship between personal factor and the implementation

of ISO system can be illustated rn2 categories; working time and the implementation

of ISO system. From the analytical result, it has shown that a period of time had been

spent for ISO system implementation is statistically different at a l.evel of significance

0.05. It revealed that about 32-34 %o of the respondents from the selected educational

institutes with an implementation of ISO system have been working there for l-10

years, while ll-20 years about 4143 yo,2l-30 years about 13-22 o/o, and 31 years

about 3%o. As for the goup of respondents with non-implementation of ISO system,

most of them have been working in those educational institutes for less than 25 years

or about 94 %. This findings implied that the most of working experienced could be

influencing to the more agreement and success of ISO implementation. So far, there is

a theory conceming the organization development has clearly explained this

il
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phenomenon (Anuwatana Suppa-chutikul, 1998 : 82) as it said that the organization

development means to a change derived when we followed the plan through a long

process of operation as well as on the basis of extensive knowledge

1.1.2 Cooperation in ISO system implementation : Organization is

considered as.a system with a presence of interrelated activities. A changing of

organization might be occurred whether we started at any part of the system and then

by mean of the system will be certainly changed. So, any changes could be affecting to

the other systems as well (Anuwatana Suppa-chutikul, 1998 : 84). As a result,

cooperation from all staff is needed for ISO system implementation. As it was

discovered that 64.5 Yo of the organizations with a good cooperation could attain to

the success of ISO system implementation. This is akind of participation development

that will be sustainable and broadly accepted as well.

1.1.3 Making a decision: By the administator's perspective, decision.

making can deliver a reduction of conflicts between groups that existing in any

institutions (Somyod Naweekarn, 1998 : 49). Actually, organization is composes of

many different groups of which are considered as very significant to the success of

that organization implementation whether each goup has attempted to recognize his

goal as the organization's goal as well. By this way, a direct result gained from their

working effort is certainly a success of works as well as their ultimate goal will be

responded. As it can be seen that 6l % of all'decision makings for a reduction of

conflicts are accomplished.

1.1.4 Leadership characteristics: The organrzation's leader in areas of

general administation and quality system implementation, could receive many of

essential information when both of the intersectoral and intasectoral coordination are

made under their critical commanding (Somyod Naweekam, 1998 : 15) with an

application of any appropriate methods those are instigation, participation or

integrated one. This practice is accounted as influencing to working efficacy of their

staff. From this study indicated that 90 % of the organization's leaders who could

I
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fuIfiIl the ISO system implementation had been provided with a lot of necessary

information. This implied that the success of ISO system implementation depended on

a validity and quick of information.

When considering to personal factors pertaining to a duration of working,

cooperation, decision making and leadership characteristics, all are factors associated

with a progress of organization. Practically, changing of knowledge, attitude and

behavior of personals upto of the group and organization under a systematic

procedure is particularly required by the leaders. Absolutely, both knowledge and

attitude are associated with the personal changes. In a case ttrat the leaders could be

well done on exchanging the information conceming ISO system implementation to

the other concerned organizations with a fully implementation of it, as well as to make

an effort on conflict implementation, these enable the most of staff gaining

knowledge, understanding and accepting the changes including having a positive

attitude towards the ISO system. Finally, such a good cooperation on implementation.

of ISO system will be occurred and bound to attaining the perceived goal at the end.

Evidenfly, any perso$i who have been working in those institutions for many years

could be accepted as a group or organization's members as a whole.

As for the other factors such as age, position/function, problem solving

and values, these are not associated with the change of aspiration on implementation

of ISO system. By this study revealed that both the group with implementation of ISO

system and the group without implementation of ISO system are quite similar in term

of age, position/function, problem solving and their values. It dues to a similarity of

their organizational structure, working style, believes, and values as well.

1.2 X'actor related to working system

From this study, it was proved that factors related to the working system such as

communication, directing and control are associated with the aspiration on

implementation of ISO system.

o
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1.2.1 Communication: This is considered as an essential component

comprising in the working process because of information received from both inside

and outside the organization or by a q{pe of network are very useful for efflective

implementation of ISO system. Again, the application of ISO system under a special

concern on making a contact and communicate with the outsiders for knowing and

accepting each others is a very important approach as well as it associated with the

success of working (Somyod Naweekarn, 1998 : l7). Of course, both internal and

extemal consulting agencies could help the communication process going on so well

and lead into an accomplisbment of task as planned at the end. In addition, existence

of network also could deliver such an effective implementation and success of the ISO

system. As it has shown that more than 60 % of respondents who could accomplish

the ISO system showed their attempted on communicating with deparfinents

concerned that included outside, inside and other networking organizations.

Therefore, before initiating any activities it is a must to make a proper communication

with both inside, outside and networking organization. There is no particular approach.

but try to select any that can be matching with both your team and the organizational

structure, this is a way suggested for building up such a good attitude and universal

acknowledge including for their information. As some executive committee said that

o'Before you starting or assigning any activities, please generally explain whatever

your policy, definite procedure and the goal to all, so that you will be able to

accomplish your task without conflict but all willing to do.

l.2.2Directing or facilitating: This particular factor could be identified

by several concerned component that is a nice working atrrosphere, appropriate

timing and manpower including a continuous monitoring and evaluation process.

Whereas directing is a beneficial factor contributing to a success of work as it can be

seen that over than 70%o of the groups with a successful implementation of ISO system

were in possession of these mentioned factors especially sufficient time for operation.

The implementation of ISO system is accountable as a systematic process enabling to

arise such a change within the organization (Anuwatana Suphachutikul, 1998 : 80),

however it requiring a proper length of time as well. According to an interviewed of

?

?

i

Copyright by Mahidol UniversityCopyright by Mahidol University



I

Bampen Phongphetdit Discussion / 178

Qualrty Management Representative Committee (QMRC), they explained that a
length of time for the implementation of ISO system should be only pufficient but not

too much. This due to the most of concerned people might be boring or otherwise the

uncontinuity of work appeared. Also, readiness of personnel is another significant

factor should be prepared before starting to change anything (A-run Rakttram, l99l :

' 329). One of effective approaches is to provide all personnel with knowledge and

understanding about what is the extent of a quality system? What is its necessity and

working process?, what kind of cooperation is needed?, how can we do the

evaluation? and what is a specific responsibility of each person? If all of these

questions are 4nswered, therefore everyone could have an identical perception and

cooperation as well as much of the conflicts will be reduced till attaining to the

ultimate goal as set.

1.2.3 Controlling : This is another way to menage a quality system by the

members of those institutions. As a special attention has to be placed at-{he readiness

and sfficient allocation of personnel. When considering to the group with a success

of ISO implementation, it was forurd that more thaiTO% of them had been occupied

with a readiness and suffrcient allocation of personnel. This meant that the

accomplishment of task will be occurred whenever a sufficient provision ef sranpower

is done. The readiness of personnel must be prepared in terrr of knowledge and

understanding in their works for a presence of positive attitude, good cooperation" and

reduction of conflicts.

1.2.4 Budgeting : It was found that there was no difference of opinions

regarding to a budget due to it was thoroughly allocated to all organizations concemed

under an identical plan and approval of Pra-borommarajanock institute and the

college's administators. As a result, the most of respondents have had a similar ideas

that it is necessary to spend a big amount of budget for implementation of the system.

t

e

a

Copyright by Mahidol UniversityCopyright by Mahidol University



I

Fac.of Grad. Studies, Mahidol Univ. Ed.D. (Population Education) I 179

1.3 Factor related to the organizational structure

From this study, it was discovered that factors related to the organizational

sfircftue such as arrangement of plan, delegatiou of duty and authority had an

association with the implementation of ISO system as the following details;

1.3.1 Arrangement of plan emphasizing on the formulation of a

distinct policyl Drawing up such an operational plan before the implementation of a

quality system was mostly found in the group with a successful implementation of

ISO system that was over than 90%. This illustrated that planning is the first order of

priority under a principle of organizational implementation (Woraphat Phoocharoen,

1998 : 10) and followed by do, check and action according to the P-D-C-A cycle.

1.3.2 Empowerment It is considered as a significant principle being

applied for organizational implementation purpose. As well as, this is in accordance

with Joan Woodward's theory (Joe Kelly, 1969 : 51) of which explained about the

organizational structure that really required such as a delegation of works by skills,.

directing and commanding under a distinct authority, including working by

regulation, tlese factors could be affecting to the success of organization

implementation. From this study, it revealed a workload of the most nursing colleges

that is being administered by a way of empower duties to ali people concemed . This

approach is perceived as causing a change for a goal of organizational re-engineering

with strengthening on the participation of everybody. Accordingly, a change had been

occurred in any organizations would be widely accepted and sustainable that is

helping to call the attention for firther implementation of the quality system.

1.4 Factor related to technolory

When the concentration is placed on studying the technology, it refers to the

study related to the implementation of modern equipment, application of technology

and development of academic substances. As it was discovered that technology was

significantly associated with the auitude upon the implementation of ISO system. It

dues to the emphasis of ISO system is bounded at its process with the use of written

evidences for examining the system. Actually, most of documents are classified in the
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classified in the form of both written papers and electonic media. When the ISO

system is broadly perceived as a universal standard system, therefore the involvement

of modern technology is extremely needed. As it was indicated that over thaaT}yo of
the respondents with a successful implementation of ISO system have been using the

most of modem technologies and media. Hence, by the age of informative technology,

such a different kinds of media and modern technology could be resulting to. the

sempliance upon a implementation of quality system including its success as well. All
these because of the most organizations needed to be changed for a goal of

development since nowadays is so called the age of not border communication, so it

is necessary to bring the modern technology in use.

1.5 Factor related to environment

In this research is not only focusing on studying the environment but also

included social, economic and other organization concerned as it could be detected

that social system had association with the auitude toward ISO system.

implementation. And more than 90 % of the goups with successful implementation of

ISO system have been possessing such an idea to put forward the petition for approval

of the standaxd accreditation from any domestic organizations concerned. Regarding

to a review of social ideology, the Ministy of Public Health }urd apolicy to encourage

the most of organizations initiating the quality assurance system as well as especially

the academic institutions must be able to stand on their own within the year 2002.

Step forward for being self-reliance, fustly each organization requires an operation of

internal quality ttssurance system with stengthening on a gradual monitoring and

evaluating process by the appointed committee. Afterwards, inspection from external

organization is needed for social acknowledgment as well. When considering to the

extemal inspection, it is probably conducted by domestic or international

organizatiom. Again, by this study it was discovered that most of the groups with

existing implementation of ISO system had made an effort on requesting the

accreditation particularly from domestic organization because of it will be more

economized as well as Thailand is a country with fully authorized in issuing a

certificate of quality assurance.
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Dealing with the economic system and the existence of organizations concemed,

it was proved as significantly associated with the respondent's attitude towards the

implementation of ISO system. And when compared to the other available quality

assuftmce systems, it found that there was no difference of opinions. There is a reason

to believe that the most of quality assurance systems are also effective and enable to

bring about a quality of work at the end whether we are ready and really need to apply

anyof those systems.

2. Reasons for implementing ISO quality system

According to the analysis of reasons for implement or non-implement of ISO

system, it was found that 89.3% of respondents have deterrrined to work in a
systematic way and also to follow the government policy. And they believed that ISO

system is a beneficial system with an exist of written evidence and a definite working

procedr:re. This information is quite coincident to the results derived from the analysis

of relationship between planning and successful of ISO system implementation. As it

revealed that a forrrulation of working plan was siguificantly associated with the

successful of ISO system implementation.

Firstly, a group of administators had glven a reason that they are preferable to

work in a systematic way through the application of ISO system. This is found as in

accordance with their agreement upon the advantage of ISO system by showing

another reason as the ISO system is much more emphasized on written docurnents,

definite working procedure, implementer is a writer, to work as you wrote, and to

write what you worked. Simultaneously, a research by Somchai Puak-berksuk (1998 :

2) discovered that all activities done by the quality groups has been affecting to the

ISO accreditation awarding. Besides, a presence of systematic work was already

included in the Educational Reform Policy that clearly mentioned about the need for

reorganization in a current situation. This is conformed to the study of Robert (1996 :

3) as it has shown that the ISO system is feasible to be applied with the educational

system for a better implementation of teaching and learning process as well as the

customer or learner's need could be responded.
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Of the first reason for non-implement of ISO system was drawn out from 70% of
the respondents as they were inhoduced by another policy to use any of other existing

qualtty systems instead of ISO system. The second reason is dealed with the necessity

for examining the quahty of education as a whole but not only its process. This is

found as extremely in accordance with the analysis of organizationd, structure. While

the matters concerning to planning implementation, a formulation of planning policy

including a formulation of general policy are suggested as must be conformed with the

amount of budget allocated. As a result, the group with non-implement of ISO system

must be crucially considering and selecting whatever the best altemative for them. In

this study, such a rational choice theory was applied as a guideline for selection of the

most appropriate system, At the same time, the organizational theory by H.A. Simon

was applied for decision making as it suggested that a decision can be made but must

be on the basis of scientific review and numeric calculation for knowing the situation

as well as cost-benefit. Again, this group explained that they have to think about all

expenses for the implementation of ISO system- such as material cost, time.

consuming, wages for more tlpists, food and drinking, payment for conference room

and other facilities, honorarium for the trainers of training on ISO system and training

of internal auditor, consultation fee including registation fee and payment for the

certificate of accreditation. Certainly, there was no definite plan and sufficient budget

allocated for the implementation of ISO system, while the other quality systems such

as QA., KPI required a smaller amount of budget. Besides, they believed that the ISO

system is mostly emphasized the importance of process, so it is probably more

suitable for a guarantee of goods than education. A major reason for this owning to

the education system must be only applied with human beings and meanwhile they are

bounded with various environmental factors such as socio-economic settings, politics,

local setting and other situations concemed. Hence, the application of ISO system is

seen as not suitable for teaching and leaming activities because of it is impossible to

produce the same quality of students. Furthermore, they also believed that a quality

organization could be appeared under the application of other systems but need not to

follow a social current in implementation only the ISO system and particularly we will

be not occupied by foreign systems as well.
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3. Factors Relating to the success of ISO quality system

implementation

Regarding to the result derived from a discriminant analysis of factors associated

with the success of ISO 9000 implementation, it was found that structure factor that is

an operational planning has the highest discriminant function (0.850). The second is

personal factor that is leadership characteristics has a discriminant function of 0.718.

This analytical result can be explained under the application of the two major theories;

Organizxional Stnrcture Theory in planning and Leadership Theory written by Shaw

(1981: 54) as its concept described that leadership is only a position within the group.

At the same time, Somyod Naweekarn said that being a good leadership should have

knowledge and ability in term of diagnosis and operation.

When considering to the organization theories by Henri Fayol, Gulick and

Mooney (Ouy-chai Chaba, l99l :158), it was seen that Henry Fayol employed the

administative principles which composed oT planning, organinng, directing and job

contol. As for Guliclq he hold another principle so called "POSDCORB" which

included planning, organizing, staffing, directing, co-ordinate, reporting and

budgeting. Besides, such a psychological theory written by Maslow could help to

clariff about job planning, leadership characteristics, directing, communication, and

cooperation within organizations. These are considered as a need for the success of

ISO implementation. The need of human being by Maslow's theory (Maslow, 1974 :

80) is rather more emphasizing on basic needs particularly physical need, security

need, need to love our institution, need to have friendship, prestige and success.

Certainly, implementation of ISO quality system needs these 5 components.

4. Factors supporting to the success of ISO system implementation

From this ffidy, factors associated with the success of ISO system

implementation are investigated by using in-dept interview technique and can be

presented in a sequence as following;

l}.

l.
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4.1 Cooperation among staff: It revealed that 13 out of 25 staff(52 %) had been

strengthening on practicing a good cooperation to success the goal. As for teamwork

with requiring the success of ISO implementation, they must be belonging such a

sense of willing to work hard with fully responsibility and being a good model, to

keep up their dignity (to be afraid of failure, other ones can do so why not they do)

and ty to minir.rize their errors.

4.2 Leader in adminis@tion: 8 out of 25 staff (36 0Z) recommended an

integrated characteristic of the leader (decisive with democratic) as he/she must work

seriously, to formulate a definite policy, sharply decision making and can find

solutions, to facilitate all staff in all situatiorui, pay attention to all matters, providing

mental support, stong, devote in faining and compromise in problem solving.

4.3 Budget: About 28 percent of staffwho concerned with 15Q implementation

always think about the amount of budget as it is necessary and very important for the

success of ISO implementation. Due to budget must be spent for human and system

development in order to encourage the most of people working carefully as well as to

decrease the amount of loss. As a result, budget for the expenses of document, tlpists,

proved and correction of meeting minutes, other facilitating factors, consultant fee,

and registation fee for the certificate of accreditation totally cost about l-2 million

baht.

4.4 Quality Implementation Representative (QMR) is a very important facilitator

to facilitate, find out the solution, assisting and guiding only the same direction. So

far, QMR has to own a sfiong character with firm, attempt and intend to work, self-

confidence, opened mild to listen whatever the others' opinion, scariff, well decision

making, knowledgeable and being as an acknowledged leaders.

4.5 Characteristics of manpower in the organization is an essential factor. This is

mentioned by the success group of ISO implementation. Evidently, the success of ISO

implementation will be attainable if the most of concemed people in any organization
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would be owning some of important characters such as a high potentiality, scariry,

responsibility, pr:nctual, unite as one, believe that we can do it honesty, active, need

only a good system and be ready to understand and accept other comments.

Not only these 5 major factors, but also there are other opinions that seem to be

affecting to the success of ISO implementation as the followings;

- clariff policy enables to encotrage all concerned people working

together.

- the users of ISO system must be possessing self control and without

accumulating of work.

- peer goup can help to haste and urge the work up as well as they are

competitors in implementation of ISO system.

- Both intemal and external auditing system should be applied for

promoting the quality of work under the control and assist of social

sYstem.

- A conduct of outeach activities such as camping, seminar or meeting

for brain storming and behavioral dissolving, these could bring about

behavior changes in a better cooperation.

- There are both intemal and extemal consultants who are

knowledgeable.

- Recognition of meeting's importance and readiness of meeting is

needed with mutual understanding and agreement.

- should not stop the implementafion until it finished

- to be loved in institutions

- cooperation, mutual support, mental support

- good relationship between members of organizations such as

administators and subordinates, QMR and tearnwork

- all personnel should be alert due to the success of ISO system

implementation will be derived under a good cooperation of all

member. Thus, everyone should be seeking for knowledge and

r
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performing the intemal audit in order to protect themselves from

blaming.

5. Conclusion & Discussion

ISO is accounted as a quality system with a.quality assurance grven by

international acknowledgement. Considering to the nursing education which is

conducted by nursing colleges affiliated to Pra-borommarajanock Institute, Ministry

of Public Health, it can be seen that in some colleges had already implemented the

ISO as one of their educational quality systems. On the other hands, some colleges

had never employed such the ISO quality system for any puipose. Since 1998, the ISO

system was intoduced to be applied in nr:rsing colleges and it was found that the most-

of colleges with implement of ISO system could be successfully implemented.

Accordingly, it is necessary to study the factors related to the success of ISO

implementation. The findings of this snrdy showed that structnal factors conceming.

to the operational plaming had the highest association. And when the reasons to

implement the ISO system was analyzed, it was discovered that the most of reasorui

are in accordant with the analytical results in term of planning. As for the analysis of

factors influencing to the success of ISO system, it indicated that the most of

respondents needed of systematic working. Secondly, they agreed that ISO is one of

evident system with a presence of clariff documents. All these are considered as

concerning with the planning process as well as it showed a statistiially association at

a level of significance of 0.05. While the fust major reuuion regarding to non-

implement of ISO system is the existence of policy to use the other quahty system.

Another reason is dialed with the way to consider the quality of education as a whole

in stead of a consideration only the process. This is in accordant to the fending

derived from a discriminant analysis of the Soup with success of ISO implementation

and processing group with non success of ISO implementation. As it was discovered

that job planning had a maximum discriminant function, while leadership

characteristics is the second.
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CHAPTER YI

CONCLUSION AIID RECOMMENDATION

The Nursing College of Pra-borommarajanock Institute under the Public Health

Ministry has a major responsibility for more than 50 years to produce nursing

personnel in order to serve the need of the Public Health Ministry's hospitals. Because

of a sufficient nurnber of nursing personnel coupled with a policy from Public Health

Minishy in January 1998 to implement quality assurance system in each of its
organizations and system selection is allowed independently, the quahty, hence,

become much more emphasized. Some organizations use ISO as a quallty assurance

system and achieve within 2 years while some organizations fail due to various

factors. Therefore, the researcher is interested in studying factors related to the

success of the ISO quality system implementation of the committee of the Nursing

College of Pra-borommarajanock Institute of Public Health Ministy. There are two

main objectives on this research as follow:

1. To study on various factors narnely; personnel factor, working system factor,

structual factor, technological factor and environmental factor related to the ISO

quallty system implementation of the management of the Nr:rsing. Colleges of Pra-

borommarajanock Institute, Ministry of Public Health. And to study on justificaiion to

implement or non implement quallty system implementation of the committee of

Nursing College of the Ministry of Public Health;

2. To study on factors related to the success of the ISO quality system

implementation by considering factors that effect a classification into the ISO quahty

system success Soup and on-processing goup.

The sample consists of 125 committee of the Nursing Colleges of Pra-

borommarajanock Institute of the Ministry of Public Health age between 24-60 years

old. Divided into three groups, 50 of them are in the non-implementation of ISO
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quality system SouP, 44 arc in the goup which is on-processing implementing of
ISO quality and 31 are in the ISO quality success goup. The committee of Nwsing

College were interviewed by researcher through questionnaires to obtain general data

of the committee of Nursing College, working system, structural system,

technological system, environmental system and justification form concerning

whether to implement the ISO quality system or not. Only group 11a1 implement the

ISO quality system was interviewed in depth in terms of preparing process, benefit,

effect, problems and obstacles and also supporting factors in achieving/success ISO.

SPSS progftrn was employed to amlyze a variable relationship by using Chi-

square for analyzing a reason ef implementing or non-implementing the ISO quahty

via frequency and percentage. Discriminant analysis was employed to analyze factors

that effect the success of the ISo quality success soup and on-processing group.

Summary, discussion and recommendation of this research are described

consequently as below:

Conclusion

The result of research was suurnxanzed as following:

l. The result of analysis on relationship between various factors such as

personnel factor, working system factor, structural factor, technological factor,

environmental factor and the committee of Nursing College's attitude towards the

IS O quality implementation.

l.l The relationship between personnel factor and the selection of the

ISO quality system implementation demonstated ttrat working period, cooperation,

decision making and leader characteristics are related to the selection of ISO quality

system implementation but position, responsibility, problem solving and values have

no relation;
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1.2 The relationship between working system factor and the selection of
the ISO quallty system implementation demonstates that communication, directing,

contolling and budgeting are related to the selection of ISO quality system

implementation;

1.3 The relationship between structural factor and the selection of the ISO

quality system implementation points out that planning, empowerment and

responsibility are related to the selection of the ISO quality system implementation;

1.4 The relationship between technological factor and the selection of the

ISO quality system implementation states that an apply of modern technology,

application of new technology and development in new sciences are related to the

selection of the ISO quality system implementation;

1.5 The relationship between environmental factor and the selection of
the ISO quality system implementation demonsfates that social condition is related to

the selection of the ISO quality system implementation but economic condition and

other organizations have not relation

1.6 The result of analysis on justification for implementing or not

implementing ISO quality system of the committee of nursing college of Pra-

borommarajanock Institute of the Ministry of Public Health.

The reason find most in the ISO quality system implementing group is an

intention to work systematically while the reason of the goup that does not select the

ISO quality system refers to its policy to apply other quality system. These above

reasons are in accordance with an analysis on planning. For planning, both clearly

policy set up and operation planning have relation to the ISO quahty success. The

reason of implementing a quality system classiff the significant factors such as leader

characteristics, planning, working system, values and believes, competence, policy

and system development. The analysis on factors related to ISO qudity system

implementation of the committee of the Nursing College in accordance with the

analysis on factors effected on the reasons such as leader characteristics, planning,

working system and policy.
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2. The result of analysis on factors related to the success of ISO quality system

implementation through classiffing on processing of quality system group and the

ISO quality system success Soup reveals that classification analysis equation is 84Yo

able to explain membership of group accurately. The analysis of the whole 28

independent variables states that planning variable experignces. the highest

classification power score (0.850), followed by leader characteristics (0.718). This

analysis result is in accordance with analysis on attitude in relation to the justification

of the management of the Nursing College of Pra-borommarajanock Institute of the

Ministry of Fublic Health. As it is found that planning and leader characteristics are

related to success of the ISO quality system implementation at a significant level of

0.05.

The 0.709 Canonical Correlation reveals that all independent variables in the

classification equation have rather high relation to criteria variables. In the other

word, several v_ariables in classification equation are able to explain the difference

between on-processing quality system goup and quality system success group at a'

percentage of 50.27 approximately. (R' 
" 

= 0.7092)

Recommendation

This research finding provides a significant basic data for recommendation on

planning, managing, operation and organizatioraldevelopment leading to adjustnrent

and change in order to stimulate a continuous development to cope with national

educational situation and existing world.

Such research result can be applied to support at orgaruzational change as

follow:

1. Planning

Implementing the ISO quahty system can enhance the quality of people more

quickly than other system as its systematic working system will encotrage an

adjustnent and alertness to reach success, everyone should maintain their good
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perfomlances. Holding good quality assurance system can raise the reputation of
organiz,anon. If the organization can continuously maintain such quality system, it
may be able to develop other system as well. This is a good change and encor.rages

development at the same time. However, before implementing any quality system, all
personnel must be prepared to realize its advantages and importance. The system

understanding will stimulate a need to develop and can accelerate quick advantages.

Thus; it is justified 1s imFlement this system (or others), one should not be

hesitate. Also try to reduce operating procedures, set up both long-term and short-term

plans, gradually implementing in each unit until covering all units in the organization.

ln addition, clear policies and directions must be communicated continuously.

2. Leader

Otgantzational leaders in management level should participate in all matters

such as financial matters. They should listen to reason, be able to compromise and

provide pqriodical moral supports. If both staff and checkers can overcome the

pressure, things will get better. Thus, moral support from the committees management

is very important. Besides, leaders should behave as saurples. They should be tough,

devote themselves through anti-actions may be fotrnd. Also, open-minded leaders will
face with lower degree of negative affects. Such characteristic can help in assigning

an appropriate job to an appropriate man lead to benefit management of leader.

Leaders in quality management (the Quality Management Representative) or

QMR must be well accepted, gentle, intent, have clear principles, be a good facilitator

and able to solve all kinds of conflicts. Furthermore, they should be able to determine

penalties on those who ignore or exercise anti-action, solve this problem and provide

working motivation. ln some case, they must be very strict and very tough, too.

3. Communication

Some educational institutes which already success the ISO 9002 quality system

such as Borommarachonanee Ratchaburi Nursing College, Borommarachonanee

Bangkok Nursing College, are pleased to be consultants through query or duplicating

but photography is not allowed as it does not provide quallty.
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For the ISO quality system, certificate acts only as working success maintenance

and certiff a good working system. Therefore, achieving success is meant to work

more systematically.

'4. Directing

Argaruzation should be ready to change in order to be able to develop

continuously. Good working environment and strong commitnent from top

management through providing facilities such as conference room, time, welfare, food

including budget are also important. tn addition, budget s[ould be suitable with the

selected system.

5. Cooperation

Cooperation of people at all level in the organization should not be less than 70

percent. Leader should have a self contol, and get support from their colleagues in

ev-ery level. Such support may be intemal or extemal taining center, external society

and organizations. As the ISO quality system can be achieve only through the

organizational commitment and strong will to implement it, creating continuous

commitment to the quality is very essential (in supporting the conversion into

Autonomous Public Organization). The leader should be as a sample, devote herself

and has a self contol. All in all, she should be a good capable man to lead a strong

commitment to the organizational change. Besides, holding meeting to encourage the

personnel's participation is also needed as it can help creating positive attitude

towards change. Also a periodical quality assessment is essential to the continuous

development. To develop quality, an assessment to maintain quality all time is

required. Therefore, it is a cornmon responsibility of all people in the organization to

accept and cope with change in order to survive. Quality development is not only an

innovation for both people and organization but also support building an

organizational loyalty.
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6. Others

Clear objectives and directionsi are needed in implementing ISO quality system.

Therefore, a project time is crucial since tltere are many tasks to be completed within

l0 months or 1 year increasing a stess and boredom and may end up with abandon.

Hence, a suitable time for one who has a consulting company in implementing ISO

quality system is I tlz -2years since boredom may be occurred if the time is too

long.

While implementing the ISO quality system, During ISO any problems and

obstacles should be discussed together so as to seek a solution and corporate

agreement.

Besides, obtaining a standard it is not necessary to depend on the ISO quality

system as a controller. Any organization does not need to obtain a system from center

but is able to create a system to contol standard by itself.

However, since the existing audit system is not reliable enough importing

system from aboard is still done. It would be better if we can construct an audit

system that is stong enough to audit ourselves. Thus, instructors have to develop

themselves continuously.

Suggestion for further research

This research is a descriptive research arralyi:ra;g current situation on the ISO

quallty system implementation of educational institute in order to assure quahty

conforming to the policy of Ministry of Public Health and University affaire.

Government organization should prepare itself for converting into an Autonomous

Public Organizrrnon in yeat 2002. Quahty assurance is one level of organizational

preparing, however, this study is only one part of the Thai Educational Institute in

view of nursing public health. Other issues for further study in deep details are listed

below:

l. This research is only study on some Nursing Colleges of Pra-

borommarajanock Institute of Ministry of Public Health that particular employ ISO as

a quality assurance system. In fact there are other quality system that some Nursing

Colleges of Pra-borommarajanock of Ministy of Public Health employ. Thus, other
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quahty system achieved employed by those institute and involving factors should be

studied in order to compare the result of the research;

2. Samples in this research are limited only as the committee of Nursing

Colleges of Pra-borommarajanock of the Ministry of Public Health. ln order to

exercise benefit of the result of research much more a study should be done on other

educational institutes such as Ratchapat Institute, colleges and schools which employ

ISO as a quallty asswance system in order to compare the result of research.

3. The periodical assessment should be done on the ISO quatity system success

goup so as to assess the maintenance of qualrty and also time needed to develop from

ISO to TQM (Total Quality Management) by mean of making query to institutes that

success ISO 9002.

4. According to the government's plan to convert into an Autonomous Fublic

Organization in year 2002, a study on readiness preparation to be an Autonomous

Organization of each educational institute should be done.

Obstacles, Problems and Limits of research

This research has some important obstacles and problems as follow:

l. Dtring data collection period, the nr:rsing colleges have conducted many

activities and projects in summer such as junior-management taining program,

camping with aim to screen student for enrollnent personnel development program

and so on. These lead to raise of problem in arranging time, so sometimes the

interview is done on holiday;

2. Samples axe a groups of management committee that are selected or elected

also there are different in number and some institutes have many groups of committee

such as vnriting committee and quality audit committee. Therefore, the sarnples should

be selected from the most involve in and relevant with quality;

3. Quality management committee has many task and responsibihf and usually

is a group of top level of management so there are absence of some committees due

to their conference engagement in up country;
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4. The selected nursing colleges are located in different tuea and quite far from

each other. Therefore, interviewing in depth takes a long time of travelling (each

college has provided accommodation, however).
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Part I

Part II
Part III

rt

Appendix

The questionnaire about factors relating to success of ISO 9002

implementation of Nursing College's Committee at Pra-

borommarajanock lnstitute, Ministry of Public Health are divided in

three parts

Population Data.

Opinion about quality system.

Reasons of select or not select ISO 9000 implementation'

t

a

Copyright by Mahidol UniversityCopyright by Mahidol University



a

Bampen Phongphetdit Appendix / 202

Part I : Population data.

l. Name of your organizdlisn .....

Time forwork

2. AEe... ......years

3. Sex( )Male ( )Female

4. Your are working in this organization for . ... yeax.

5. Yor:r position in this organization is ..

( ) Director.

( ) Head of deparfinent.

( ) Quality committee.

( ) Lecturer.

( ) other (define) .....

6. Yor:r participation to do quality system is ....

( ) quahty committee

( ) user the qualrty system.

( ) stakeholder for use the quality system.

7. Your organizattothave a qualtty system.

()Yes
( )No

8. Your organizatton select to used ( qualtty system)

( ) ss ( ) QA
( ) ISo ( ) rQM
( ) KPI ( ) Other(define)...

9. Your organization have... quality committee.

( ) s-lo ( ) 16-20 ( ) 2s*

( ) lr-rs ( ) 2t-2s
10. Your organizattothas... .men.

( ) 10-20 ( ) 4r-60 ( ) 80*

( ) 2t-40 ( ) 6l-80

a

n

e
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r Part II : Opinion about quahty system'
I

.Please check / in the blank for your opinion

score 5 - very agree with'

score 4 = agreewith.

score 3 - uncertain'

score 2 = disagreewith...

score I - very disagree with'

a

.l

c

Question

Man)

opinion levels

5 4 3 2 I

1- You are accepted from your friends.

2. You are participating in work in your organization'

3. You are activated in Your work.

4. You take a continuous development.

5. You are participation in problem solving'

6, You are in love with yor-u organization'

7. You are working for need of organization'

8. Yotu committee and participant are friendly'

g. Your committee are opened mind and received oth6r

opinion.

10. Your administrators grve an equal in works for everybody.

11. Yonr adminisfiators are clear cut in works'

12. Yor:r administators are always consult participant'

13. Your administators are get rid conflict in your organization.

14. Your administators are open opportunity for participant in

work.

15. Yotg adminisfator gave information and co-operation in and

out organization.
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a

t

t

I

Question

(Material)

Opinion levels

5 4 3 2 I

1. Your organization has a clear policy.

2. Yor.r organizatton has aplan.

3. Your organization has implemented quality system.

4. Your organizatiothas already to changed and developed.

5. Your organization has a continuous assessment works.

6. Your organization has the facilitator factors for works.

7. Yor.u organization has a competitive system for continuous

development.

8. Your organization has gained a certificate. from internal

county.

9. Your organization has gained a certificate from international.

(external country.)

10. You are agree with quality system of your organization.

11. You are working in team by job description.

12. You have gained a taining and continuous development.

13. You axe secure and safe in your work.

14. iou have balanced in time for working and family.

15. You have received assignment for property in works.
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a

C

a

Question

(Method)

Opinion levels

5 4 3 2 I

l. Your organizatiol have a time to do quality system.

2. Yor:r organization used many time to do quality

system.

3. Your organization has enough workforces to do

quahty system.

4. Your quality committee are already to do quality

system.

5. Your quality committee are ability to do quality

system.

6. Yor:r organization has internal consultants to do

quahty system.

7. Your organization has external consultants to do

quahty system.

8. Your organization does quality system with the net

works.

9. Your organization wanted external consultants to do

quality system.

10. Your organization wanted quahty pattern / form for

quality manuals.

ll.Your organization wanted external persons to do

quality system.

12. Your organization worked in system after do quality

system.

13. Yotrr orgatuation has received new technology for

development.

14. Your organization has exchanged information to other

organizations.

15. Your organization used modern technology.

t
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i

a

lD

I

Question

(Money)

Opinion levels

5 4 3 2 1

i. Budgets are important to do quality system.

2. If enough budgets, you may do quality system.

3. If not enough budget, you may beg to help.

4. Govemment may support budget to do quality system.

5. Non govemment may support budget to do quality

system.

6. Doing quahty system spent much money.

7. If not enough budge! you may not do quahty system.

8. If not enough budge! you may do with others for

decrease cost Process.

9. If not enough budget Pra-borommarajanock Institute

may has sYstem to used-

10. Your organization has enough budget to do quahty

system.

ll. Your organization used much money to do quality

sys.tem.

12. Your organization selected quallty system follow by

budget.

13.In the present time, economic system has effect to do

quahty system.

14.lharsocial system has effect to do quality system.

15. Other organization,. govemment and non government

have effect to do qualitY sYstem.
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Pfit III : Reasons to select or not select ISO 9000 implementation.

Sectionj : Groups select ISO 9000 implementation (can chosen more items)

l. Your organizattonhas a policy to used.

2. Yoru organizationhas a project co-operated with TISI.

3. Other organization has a same structtge that can do, then we can do so.

4. Men in organization have knowledge to do ISO 9000.

5. Believes that ISO 9000 is a standard system.

6. Believes that men in organization are ability and attention to do ISO

9000.

7, Believes that men in organization have self-contol and can process to

do ISO 9000 until success.

8. You wanted to work in a sYstem.

g. ISO 9000 system has a clear document that showed clariff in process. '

10. You are co-operation and take a part of works.

11. Quallty committees are good rnodels.

12. Quality Management Representative is a good facilitator'

13. Director know that ISO 9000 is important, then she facilitated about

foods, location for conference both in and outside organization.

14. Yor.u organization has a continuous internal audit that can correct and

improve the works.

15. ISO 9000 is a process contol, if the process is good can help the

service good too, and can protect before lost too.

16. ISO 9000 is a good cost -. benefit because it is a standard system and

can d6veloped in the future.

17. Your organization has internal consultants that have knowledges.

18. Your organization has external consultants.

19. Your organization has exchange information from others'

20. You wanted to develop quality system to TQM.

21. You wanted to competitive for the qualrty in the fust.

22. Other

3

t

)
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Section II : Groups not select ISO 9000 implementation (can chosen more items)

1. Your organizattonhas a policy to used other quality system.

2. Your organization has not project co-operated with TISI'

3. Organization in education of the government has no one success in

ISO 9000.

4. Men in organization has no knowledged to do ISO 9000'

5. Not believes that ISO 9000 is acceptable in education'

6. Not believes that men in organization are ability and attention to do

ISO 9000.

7. Not believes that men in organization have self-contol and can process

to do ISO 9000 until success.

8. Working in system is not an indicator for quality system'

g. ISO 9000 has many documen! spent much time and many details.

10. NO 9000 is a cause of conflict and form subgroup in the organization"

11. Your organization has not good model to do quahty system.

12. Yogr organization has not facilitator factors to do quality system.

13. Director think that quality system is not importanq then she has not

serve foods and locations for conference.

14. Internal audit is a find fault with other and cause an increase in

conflict.

15. Education can look atl quallty system not only in process'

16. ISO 9000 spent many budget that not cost-benefit to do'

17. Your intemal consultants have no knowledges to do quahty system.

18. Yonr orgatttz.tlion has no external consultants'

19. Your organization has no exchange inforrration about process to do

ISO 9000.

20. Your organization has no exchange information about process to do

ISO 9000 imPlementation.

21. You can competitive better other system than ISO 9000'

C

a
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