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EYXAPIXTIEX

H mapovoa dumhopotiky epyacio pe titho “Koataypaen kor diepedvnon tov kpiciuov

TopayOVIOV GTOV TOPEN TNG 0101KNoMG OAKNG TodTTOS  €KTOVNONKE Le GKOTO TNV amdKTNoN
TOV HETAMTLYOKOD OITAMUATOS Hov TG ZyoM¢ Eeapuocpévav Madnpoatikdv kot Gueikaov
Emiomudv (ZEMOE) 1ov E6vikod Metaofiov [Tohvteyveion. Lty ekmdvion TG EpY0Giog TG
cuvéBaray pe v kabodrynon kot Tig GLUPOVAEC TOVE Kamola TPdS®TO, To. omoia B Bl va
EVYOPIOTNOW.
Apywd, 0o NOeka va evyapiomom tov Avaminpot) Kabnynm tov Topéa Biopmyovikng
Awolknong & Emyeipnoiokne Epsvvag e Zxolng Mnyoavordymv Mnyovikddyv tov E6vikon
MetcoPiov Torvteyveiov, Ap. Bpacida Asdmovro, emPAETovVTa TG SUTAMUATIKNG HOL £PYOACIOC,
Yoo TV oavabeon Tov OEHOTOC, TN GLOTNUOTIKY KaBodNynon Kol TN GUVEIGQOPE TV
EMIOTNOVIKOV TOV YVAOGEMV GTNV EKTOVI|GT TNG EPYACIAG.

Eniong, 0a nbsha va gvyapiomomn T Awddaktopa tov Topéa Brounyoavikig Atoiknong &
Enyepnolokng ‘Epevvag ¢ Zxolg Mnyavoldymv unyovikdv tov Efvikov Metcofiov
[Mohvteyveiov, Ap. @aviy ZmvpovA, yio 1 moAvTun Ponbea ™, T Vodeilelc ¢ KAl v
K001 yNoN ¢ 6T0 BE®PNTIKO HEPOC TG SUTAMUATIKNG.

Axoun, 6o MBeka va gvyaplomom Tov dddkTopa TG oyxoM¢ TloAtikdv Mnyavikdmv
Avtovn [avayio v moldtiun Bondeia tov Katd v avalijtnon TAnpopopiiy.

Téhog éva peydho €vYOPIOTA OTN PNTEPO. LOVL KOl GTO OTOUO TOL GTEVOD LOV
TEPIPAALOVTOC Y100 TNV YUXOAOYIKY VIOSTNPIEN Kot TNV VIopov ov &detéav dAOV oVTdV TOV
Kopo.
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Baowkoi Opiwouoi
(1S0O9000:2000)

Mowtnto (Quality) civor o fabuodg oTov 0010 £va GUVOAO ELPVTOV YOPUKTNPICTIKOV IKAVOTOLEL
amotnoels. Ta ELEUTA YOPAKTNPIOTIKE, GE OVTIOWGTOAY HE TO. TPOSIOYPAPOUEVE, EVOTAPYOVV
ooV UOVIILOL YOPAKTNPIOTIKE TOV TTPOidVTOog 1 NG vanpeciag. Ot amaitnGels aPopovy avAYKeS N
mpocdoKieg mov eivor mpoodoplopéveg (nhopéveg Eexkabapa mT.y. YPOTTMOG), CUVETOYOUEVESG
(Bewpovvtar cuvnBELS Y10 TO TPOTOV) 1} VIOYPEMTIKEG Ao TN vopobeasia.

Katnyopia civor o faBpog mov amodidetor o€ S10POPETIKEG AMALTHGELS TOLOTNTOS Yo TPOIOVTQ
7oV £YovV TNV da ypNon, m.x. Kotnyopio Eevodoyelon «Tévte asTEP®VY, KATIYOPIiol CLTOKIVITMV
TOAVTEAELOC.

Awyeipion Ilowotntog (Quality management)sivat  cUVTOVIGUEVECOPAGTNPLOTNTES Y1OTY
drotknom Kot EAeyyo piog emyeipnong 1 vOg 0pYavVIGLOVAVOPOPIKAUE THVITOOTNTO.

Awo@daion Ilowotnrog (Quality assurance) eivor pépoc g dwyeiptong g moldtnTag Tov
eotidleTon otV TOPOYN| EUMOTOGUVNG OTL Ol amoitnoelg mowdtntog Bo wavomomBovv. H
SCPAAMON TNG TOLOTNTOG TPOYLOTOTOLEITOL LLE TO GYESOCUO KoL TNV EQOPLOYN dPACEDVY Yo TV
emitevén g TOLOTNTOG.

Iowtikog Ereyyog (Quality control) sivor pépog g dwyeipiong g TodTNTOG OV £0TIALETOL
OTNV EKTANPOON TOV OTOUTNCEWV NG TOOTNTAS. O TO0TIKOG EAEYYOG TPAYLLOTOTOEITOL [LE TO
oxeO10G O KoL TN SEVEPYELD EMBEMPNCEMV KOl SOKILMV GTO EVOIAUEGH KoL TO TEMKO TPOiOV.

Yvotnuo owyeipiong wowotntog (Quality management system) givol évo cOotnpa dayeipiong
v Tnooiknonkot ELeYy0 £vOG OPYUVIGLOVAVAPOPIKA LLE TNVTOOTN T
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Opyaviepég(Organization)eivaévasivorloav pOTmVKUIKTIPIOKOVEYKATACTAGEDVILE
kabopiopévecevBiveg,efovoiegkatoyéoeigueta&ytov. EvacOpyavioogeivardvuvatova
neplaPaveldiapopeTikdovotipatadioyeiptons,tovdaovaeépovtain.y.oTnvrodTnTo, 0  KOGTOG,TO
YPOVO, TNV AoQALELD GTNVEPYAGIA, TO TEPPAALOV, KAT.

Mohmtukirorétyrag(Qualitypolicy)eivatoryevikécnpobéceickaikatenfuvonevocopyaviopod  mov
oyetiCovror pemvrodTTa,0mng enionuakafopilovioatomd mvavotartn dloiknon

Ikavomoinenmeldrn(Customersatisfaction)eivamdaroynrovreldylatovfadpuoctov
0T010£X0VVEKTANP®OEIO10TANTCEIGTOV. N LEIDVETALOTL, OKO U KOG TN VIEPITTOGTOVOLOTUT| GEICT
ovmeAdTnéyovvou uemvnBeipetovreAdTnKaektAnpwOel,antddeveEacarilet OVOLYKOLGTIKOKOLL
TNVOYNAT] IKAVOTOINGTTOL TTEAATT).

Eyyewpiow  morvotnrag(Qualitymanual)eivaiévaéyypapomovkadopilehentonepmdcto  oOGTHHA
S EIPIONGTNG TOOTNTOG EVOG OPYOVIGUOV.

MpoypappamoroTnTag(Qualityplan)eivot EVOEYYPOPO novkabopilethentopepmg TO1EG
drdkacieckaloyeTiLO LEVOIULEQVTECTOPO1BaE PP LOGHOVVOTOTOIO VKOO TEGEEVQL
OLYKEKPIULEVOEPYO,TPOidV, diepyacio novuPfaon.

Argpyaciaovopdletaévas VoA OAANAOEEAPTMO LEVOVKOULUAANAOETIOPMVTO®VIPUCTNPLOTHTAOV,
novpetacynpartiCovv ewoepydueva otoryeio oe eepydueva otoryeio (PAémeXy.12.3).

AwdkooiacivolévaghentoLepmdckafo poEVOCTPOTOGY TN VEKTEAECT| LIOCOPOCTNPLOTNTAGH
depyaciag. OwwdkacisceivoudvvatovanapanéurovveeQonyiecEpyasiog,otomoieceivat
TPOKTIKECUTOOEIEELS Y10l TOVIPOTO EKTEAECNGUING CLYKEKPIULEVNG EPYOTING.



1.LEIZAI'QI'H
1.1 To I'evikétepo HAaiorwo ™ Autiopatikig Epyaciog

2T00A0£VAAVENVOLEVOOVTOY®VIGTIKOTEPIBAAAOV, TOOTOI0ETPAPOVETOLOKO LU
TEPLOCOTEPOATOTVOIKOVO LIKNKPIOT),OLEMYEP LOTIKOT0 pyavicHoikalobvTavappouv
nebddovg,010moiecBaevioyvGoVVTONVTAY®VICTIKOTOVGTPOPiAkaifacvupdAovvoTny
amodotikdtepnAetovpyiotovs. HpihocopiatncAoiknongOlkncllowtrag(TotalQualityManageme
Nt)TopExelOAATAEYEYYVOOTOVCOPYAVIGHOVGE, DGTEVOAEITOVPYTICOVY
VIOKAOEGTMOCOVVEXOVGPEATIOONG, VAOELOTO I GOVVTICECMTEPIKEGOVVALEICTOVGKOLVL
avénoovvinvonddoontovcoedAovstovsTopeic. [Tapdiinia, apwydsomvAloiknon
OAwnglIodtragamotelovva AeBvigMovtéha EmyepnuatikigApioteiog, ta omoia
a&loAoyovvKal KaTeLHHVOLVTOVG OPYAVIGLOVG TTPOG TOAPLGTO.

[Minbopa epevvnTik®V peAeT®OV Kot GpOBpwv oL €YoVV OMUOGIELTEL TIS TEAEVLTOIEG
dekoaetieg, oyetilovrar pe v Atoiknon Olung Ilowtrag (AOIT). Moiatavta, pikpd givor o
TOGOGTO € AVTAV, TO 0010 aPOPE oTN dlepedivnon TOV KPIGIL®V TapaydvToV , Kabdg Kot TV
Baocwkdv apydv mov diémovv v AOIL Baowd¢ oKomdc g GLYKEKPUEVNG epyaciog eivar
Katapynv N €££T00M Kot 1 KOTOYPOPT TOV TOPAYOVTIOV TOV £X0VV Tapovctactel ot PifAoypapio
oto Odotnua 1989 2000 kot apopovv otv AOIIL, kai ev cvveyeio M KOTNYOPLOTOINGH TOVG,
AVOAOYMG LE TNV CLYVOTNTO ELPAVIONG TOVG, KOOMG KOl TNV SOKOUOVGT) VTG TG GLYVOTNTG OTO
TEPAGHO TOV YPOVOV. AERTOUEPNS OVOAVOT 76 EPELVNTIKOV UEAETMV, Ol OTOIEG EMLYELPOLV Lol
oloxkAnpopévn mpocéyyion oty AOIL amodewvdovv 6Tt o1 Kpiowot mapdyovieg ywo TOV
OLYKEKPIUEVO TOpén pmopolv vo kotnyopomombodv e 25 opddes. Xpnoyomomnkoav 347
peAéteg ol omoieg dnuootevnkay o610 ddotnua 1989 2000, kot ¥pNGILOTOOVY AVTOVG TOVG 25
napdyovteg cov mAaiclo €pguvag g AOIL Kot’ oavtéov tov 1pdémo €ywve mAlov €Qiktny 1)
KOTNYOPlOMOiNoN TOV Topayoviov availdymg He Tov aplBud g eUEAVIONS Tovg OA0 avTO TO
o, Kot aroKaADeOnKay ot o kpicyot Tapdyovies yio tnv AOII Bacetl g Bifioypapiog.

1.2 Tkomdg ™G AUTAONATIKIG EPYACLOG

O oK0omOG TNG HETOMTUYLOKNG OUTAMUATIKNG Epyaciog eival O1TT0¢, KaOMG amd T PoETIUDKETOL VO
e€ayBovv cvoumepdopato omd PPAOYPAPIKES avaADGEIS GYETIKA Le TNV €papuoyn g Atoiknong
OAwng [Todtog Kot ool mapdyovies gppavilovtal va v enmnpedlovv PACEL TOV HEAETMV OV
dnpoctevTnKay Kotd to dtdotnuoe 1989-2000, and v GAAN Tepaitep® Epevva Kat SIEPELVNON TOV
GLYKEKPYLEVOV TOPOUYOVIOV.

AnAodn, otodYog elvar vo evtomiotohv Kot v avaivBodv péco amnd ™ PPAoypaeikn
OVOOKOTNON WEAETEG KOl €PEVVEG, Ol Omoieg OYeTilovTIOl HE TOLG KPIGYOLS TOPAYOVTEG TOL
empealovv v gpappoynq g OAumng Iowdttog , Kot va KataANEOVIE GTOVG ENTd Pacikovg oV
evtédel kuplapyovv otn PipAoypapio Kab® 6Ao to TpoavapepBEV oo,



1.3 H Aopn} tov Kewpévou ¢ Avmiopatikis Epyaciog

H mapotvoa sumhopotikn epyacio dopeitol amd €51 Ke@Aioto ®g akoAoV0mG:

KE®AAAIO 2 - Tlapovoidletor to Bempntikd kol teyvikd vmoPabpo g SUTAMUOTIKNG
epyaciog. Avagépovtol YeEVIKEG apyég Yo TV dwyeipion moldtntog, YIVETOL Lo 1IGTOPIKY
avaOPOUN OO TNV TOPOY®MYN] GTNV TOWOTNTA KOl GTNV GLVEYELD OVOADETOL 1 £VVOL0L TNG
Awoiknong OAwmg Iovmtog. X cuvéyeia mapovstalovtot ot Pacikés apyEs Kot ot Kpiciot
napdyovteg mov d1émovv v Atoiknorm OAiwmg oot tog

KE®AAAIO 3 — Tlopovowaletar m peBodoroyio g €pgvvag PAom g meEPLypoOKNg
OTOTIOTIKNG Y. TNV dlepebvnon ¢ PipAoypapiog, kabmdg Kot to mAaicl oto omoio
Baciotmke m mopovoa epyacion dote va katoAnEel 6Tovg PacikoVE TapPAyovVTEG TNG
Awoiknong OMkmng TodTag, ONAadT 6To 6KOTd TNG.

KE®AAAIO 4 - Tlopovcialovtal To OTOTEAECUOTO TNG EPELVNTIKNG OladKaciog NG
Biproypapiog. Xvykekpyéva yivetor otatioTikn enefepyacio Tov delypatog kabmg Kot
AVOALTIKN SLEPEVVTION TOV KPICIU®OV TOPAyOVTOV KOOEVOS EEXMPLOTAL.

KE®AAAIO 5 - TIlapovcidletor m ovlnmmon kob®dg Kol T0 GLUTEPAGUOTH TMV
OOTEAECUATMV OV TPOEKLYOV OO TNV OVAALOT TOV O£d0UEVOV. ZvumeplapPavovtol
EMIONG TPOTAGELS Y10 LEAAOVTIKES EVEPYEIEG GTNV EPEVVO TOV GVYKEKPIUEVOD TOUEX.
KE®AAAIO 6 — Iopovcialovtal ot PPAOYPAOIKES avapopég KOl Ol TNYEC OTIS OTOlEg
Baciomke N TapoHoo SMAGUATIKY EpYACiaL.
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2.

OEQPHTIKO YIHOBA®PO

2. 1HZrpatnyuctncllowotnrog

AvkaropilecterpocéyyiongoefépoTonodTrog aviyvevoviaotnvEvporntou
13" b v, 006G TIKATAGVG T LUTAEALEY YO VTN CTLOPAY DY CKUETIDED PN ONGTMV
npoidoviovelonydnoaviovl8 advaotnBpetaviakaikadiepdOnkavoticopyécrovl800
otomiaictatngBlopnyavikngenavaotaons.Q2otéco nmoldtnradpyioevadtodpapatiCetl
onuovtikdéporopetarnvévapintov2 TlaykdspovllodépovoticH. IT. Akonapopodos  kupimg mv
TPOoTAdE.  TOV OTPOTOV va  eEaopariost mv  Topay®yn
OTPOTIOTIKOVITPOIOVIMVIECVYKEKPLUEVES Tpodtaypapés (AmericanSocietyforQuality, 2010).

YoupovapetnvAuepiavikn Evoonllowtntag(AmericanSocietyforQuality-ASQ)n
To10TNT00PILETONMS: “TOGVYOLOTOVIPOIIAYP APDVKALYOAPOKTIPICTIKADVEVOS
P OIOVTOSHOTTNPECIASTAOTOIAGOUBAILOVVOTHVIKAVOTIOINGYTOVIUECWVKAL  EUPECOY  AVOYKDY
rovrelaty (AmericanSocietyforQuality, 2010).

Amd ™V GAAN, vIdpYoLV OPKETOL OV TPOGIIdOLV GTNV
oot tatpelg Poaoikég dwaotdoelg (Heizer&Render,2008).

v Howétnto Katavarot (Userbased):
O opiopdc avtdg didetan Kuping amd TOVG AVOPAOTOVS TNG AYOPAS, Ol OTTOI0L OTAV AVUPEPOVTIOL OF
VYNNG TOOTNTOG TPOIOVTO EVVOOUV KOAVTEPT
amOO0GT Kot KOAVTEPEG TPOSLAYPOUPEG AAUPAVOVTAG VITOYT TNV IKOVOTOINGT T®V avaykdv Tovg(liesin
the eyes of thebeholder).
v Towwtnto Hopaymyic (Manufacturing based):
O 0op1opdg anTOG didETAL GLYVA ATtO TOVG LTELHVVOVS TAPAYMYNG Kot GLVOVACETOL LE T1 GUUUOPPMOT)
OTIG TPOSIALYPOAPES KOl TNV TTETVYNUEVT] OAOKANPMGCT) TOV EPYACLDV.
v Howtnte Iyediaong i Ipodwypagdv (Product based):

O opopdc avtdg avapépetal oe akpPeic Kot LETPNOES LETAPANTES TOV TPOTOVIMV.

Y k60 mepintwon 1 axkorovdia Tapdywyng evog mToTIKoH TPoidvTog Eekvd amd TV aviyvevon
Kol TPocdopopd TV avaykdv tov meddtn (user based), ot omoieg Aaupdvovtor vwOyn o©to
oxedlaopd Tov Tpoidvtog (product based), Kot OAOKANPOVETOL LE TV TOPAYDYT TOV TPOIOVTOS KAT®
Ao TPOSLUYEYPOUUEVES GUVONKEG Kot EAEYYOLG, 01 0Toi01 EE0GPAAILOVY TNV TTapayWYN TPOIOVTWV e
ovykekpyéva yapakmpiotikd (Manufacturing based) (Heizer & Render, 2008).
Emumpocbeta, AapPdavovtag vmoyn v vvota Tov k6GToug pnopet va emmbel 6tiEva Tpoidv vynmANg
TOWOTNTOG OMOLTEITOL VO KOADTTEL TIG AVAYKES KO TI TPOGOOKIESG TMV TEANTMV [LE TNV O EVVOIKN
oxéon mpocpepOEVNG a&iag Yo v Tn mov katodrret (AgpPrrountg, 2005).

YUVENMC, 01 PACIKES TAPAPETPOL TG TOOTNTAS €VOG TPOTOVTOG GuVOWIlovTal GTo TOPAKATM
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yapaxtnpotikd (Evans, Introduction to Quality and Performance Excellence, 2005):

Anddoon (performance).

[podiaypapéc(features).

A&omotia(Reliability).
Soupopewonllpodiaypapdv(conformance).
AvOekticomta (durability).

E&umnpémon petd v Ildinon (serviceability).
AoOnticd Xapoktnpiotikd (aesthetics).

Ynokepevikn Avtianyn Iowmrtag (perceived quality).

coONo~wNhE

HdwiknonmgerotdmoceivanouvolMkndtoknTikiAeitovpyionomoianposdiopilekaiepapolertnvro
MTUNTNGTOIOTNTOG, OO TICEVEPYELEGTNCEMOEDPN OGO TOVELEYXOTTOLOTNTAG, TNOOCPAAONTOLOTNTAGK
Ao TN VIO TKNGNOAMKNCTOIOTTOC.

Am6101970nd10iknontmgrodvtracéyeieseiydeinovypryopa. Xrocoynualo
Dale,[c€).5,1994]tapovoidleiantytnveééMén. lapatnpovpetésoepadiakpitdotadiootnveEEMENTg
droiknongTnenod oG,

—=
AVETTUEN ToATEN
JEpE— E,:m.i-.qrﬁ rt_pD!a_n_BEu_niw W TERTE
O Ohnan eprthos] Babmasidy
:mc'rm:a:_: -, _‘n_ol'm'rsr] 511:53}13\10161\'
(ADIT) M.npr]c_q uoGooT)g
N Cuobng) epyacio
ORI ENTTLONT) TPOCMTTIRDD
-
ACTI g s TOMETIEEC
AVETTEN COCTIHETEY TOWTTTNG
EZhruevos oyeiieonos mowommag
) [EMEKTNOTATS SYEEIE0 IO Ta;
Mnaopdiacm MekETT WOGTONS TOGTITOL
TowommEag Epnion] Sinbnomay eKTog TG Tapey oS
[AITy AvalpoT aRoTIMEY KO ETRTOGEEY
Al Eromomeos Ereyyos Mabrcmcay
Zwveymic Behrioom
EnvBuap o) ovipamay AOQIT
FpovTiba avBpomay En
Eumhowi ATT
ETT
E H
ToppoppooT) TS Tpebiry pages -’ﬁ":-'l-"'-_-!’-'?"l 5‘?’“{'9'-51“? -'ED_H"T"I'-?G
Earovopr) baenf ooy Ehsyyos Asbopsve ameboon babnacias
Thondmrag Aote-aiwhdymon
@D N demwmeewses
Baoko; GREMacIO; TO0T TS
Hprjam pacma); oTomaTnd
[ "Eheypol £T FapTon
Moo (Salvage)
Em#eapnon TaZvoumon, Suopmmaeoc, reblending
E) MopSmTncE; EvEpYEES
1 TPOCTOPATHOS TP HT-Cu | ST

Iyual:E&smktucnmopeioAoixknonclliodtntog

HemBempnon(Inspection)tepihapfaveievépyeieconmguéTpnon,e&étacn,dokiUy, gauging, evoc ,
TEPLGGOTEPDV YOPOUKTNPLOTIKAOV EVOG (tehkov) TPOIOVTOG
NUTNPEGTIOCKAIGVYKPIO TOVGUEKAOOPIGEVECTPOIOY PAPECYIATOVITPOGIOPITHO
mcroldTTactovteAkovrpoiovtog(conformity)[BS.4778:Part1,1987;1S08402,
1986].TacveTHHOTO0VTAN TOVINCAOYIKNGOTIOEVEPYEIECAG BOVOVYDPOUETATNVONHIOVPYIOTOVELNTT
OUATIKOV,XOPIGKAOOAOVEVEPYEIECTPOANYN KOO EVEVETAEKOVKAOOALOVTTPOUNOEVTECHTTEAATEG.

Oéheyyocmolotnroceivatdolecoirettovpykcég(operational)katteyvikégevépyelegmovypnolomolovve
arylekmAnpoontovrpodiaypapodvrodtntag[BS.4778:Part1,1987;1S08402,1986]. HeEéMEntovenn
ABepetovéreyyomodtnraceivaiotnyprionrotoeeMylévoviedodwvkaepyaieiov. Tacvotlotaovtd
TePAUUPAVOVVKATO10VTOTUTAOIMTAPAKOAOVON G TOVIESOUEVOVTOVILOIIKAGIOVKOLOI YOUVGEALYOT
£POEVOEYOHEVADTAPENGELNTTOUATIKOVATOTEAEGUATWOV.
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OéheyyocrmoldoTracypnoonoteipevrioeEeAyévecteyvikégondtnvemBedpnondevepyeitatdlmg
oToTPOoIOVUETATVKOTOOKEV TOVKALEVTOTTILEITOEAaTTONOTAG 0V TO. ToTtpoidvITpopavdcemidtopOdve
TOUOLOGOVTOTEPIEXELOYLOVOTIVKOTAPOANTOVKOGTOVCKATACKEVGUALAKOETOOpO®ONG.

Hembempnonkatoéreyyocnodmragavikovvoetacvotilatataonoiosivafociolévactnoviyveno
n(detection)tovrpoAnUaTOV. ZT0GVGTAULATAOVTAOAEGOL
EVEPYELEGTPUYUATOTOOVOVTAETATNVEHQAVIONKATO10VYEYOVOTOG. TacLoTHHATANVEYVELCTGOVATTUG
covtalcenepPaAloviactaomoiadivetaléupaonotnvenidtdpbmontwy EMTTOMATOVKOL oyt
oTNVIPOANYM TNGEHPAVIONGTOVG.
Aevpo®BoHVTooadIKOTVED LA, THoLVEPYAGTN, KotTOKOAOEPYAGLOKOKAIH. TocvoTnHaaviyvevoncer
ATTOUOTIKOVTOPOVGIALETOCTOTYN 2.

AvBpomot

MeBodtom

Efomlaopoc

Izpipaiiov ITinpogopic

EE—— LR
onoGooT)

e 2= O g

Evepyeizg
2T TOY
slepyonEvay

A

TyHa2: ZoemarovetnpileTarsTnvaviyveo oA aTTOUATOV

Hdwopdionnowvtntog(All)repthap faveidiecticnpoypapplatiopévec(planned)koicvompotikég(
systematic)evépyelecmoveivalomopaitNTECY VAP £XOVVTNVAVOUYKOILEUTIGTOGUVNOTIEVOTPOTOVIVT
npeociadakavonoleicuykekpévecTpodiaypapécroldotntoc[BS.4778:Partl,1987;1S08402,1986].Hé
VVOLOTN GO0 TN TOCTALOVEYXELETAPEIGTOGTASIOTNGTPOANYNGTOVIPO AN A TOVSTHVIN YT,

INAadN o OO IKAGT0L AEVOTAVELNTADSVAPPIGKOVUEKATO10EAATTOHATIKOTPOTIOVIVTIN PEGTOUETATIIVK
ATOOKEVTTOVC, SO TNV TOTEPIAAPAVEIOAEGTIGEVEPYEIEGKOUTOKOGTOGTN GO0 pOMONGTOVL, EivanamapaitnT
ovampoAiapBavovpetanpoAnatanpvonpiovpynbovvétsipdvounopeivaemitevydeinovveyn
Bertiwon.

TacvomUoTad106EAACCTOOTNTASTEPIAA BAVOVVTINVYPONCVYKEKPILEVOVEPYOAEIMVTOVEAEY YOV
TO10TNTOG, TOVGTATICTIKOVEAEYYOVOOI KOG DOV, YT VIPOANYNKUTEPLOPICHOTOVINYDVIOVTOPELY
ATPOKOUAECOVVATOKAIONTOVITPOIOVTOVOTOTICTPOKAOO PIGHEVECTPOSLY PUPES.
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Hevalioaynomo ™m
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2.2 Awoiknon Olig Howotntog

HévvolatngAtoiknongOAlumcllowwmrag(AOIT) avarntoydnkeandtovDemingotndekaetioton’s0,

Kol etvan TOTETAPTOKAYNAOTEPOETIMESOGTNVEEEMEN TGO TKN O GTNGTOIOTNTOG.
Etvamd1otkntikn Ao 6o pialécmTGomoiaco1ovAyKEGKOIOITPOCIOKIECTOV  TEANTOV  KOL  TNG
KOW®Viog Koot TPOGOOKIEG OV 0OpYOVIGHOV

IKOVOTTOLOVUVTALLETOTO 10 ATOTEAEGHATIKOTPOTOKOUUETOALY OTEPOKOGTOGHEYIGTOTOIDOVTASTICOVVOTOTN
TecOMVTOEPYalopEVOVUIEEVOTLVE I OHEVOTpOTTOYIOPELTIOON[BS.4778:Part2,1991]. Ywo0ethOnkeon
o6touclomviKovGoPYAUVIGHOVGKOLOV T TN O TLY U EVOATOTICBaCIKOTEPEGIIOIKN TIKEGTEYVIKECO TN VIOT®
vio, KatdeydAoT0c06TO
VIEVHVVNYITOVILETOTYNLATIGUO TGO THTACTOVIOTOVIKOVITPOIOVTOVKALy o T @ UNTOVG. Y TdpYov
vovodiakprtégdlootaoeicotneirocopiotng[Wild,1995]:
v Awiknon mwowdtntag (quality management) oto kdOkko (ofcrovmpotdviogiumnpeciog
v Aéopevon kot eUTAOKT, 6TO TPOYPAUHATA SlacPdiiong Kot ELEYXOV

TNGTOLOTNTOG, ATOOAOKANPOTOVOPYUVIGUO

HAOIIoroteheiévao A okANpoEVOSIOKNTIKOGOGTHHAESTPATNYIKEGTPOOTTIKEGKAUEYELOWGHOVAOL
KO OV GTOYOTNVIKOVOTIO{N G TOV meAdTKOL ovve
BEATIOONTOVETIYEPNCLOKOVKOUTOPOYOYIKOVILOI KOG IHOVTOVOPYaVIGHOoV. [ atnvikavoroinontovne
AATMAOI IS 100ETEITEYVIKEGHUETNVEPOUPHOYN TOVOTOIMVATOGTOVVTIGOVAYKECTOVEYXEIOTEANTN G, AAAEGH
gticomoiegUetappdlovatot
AVAYKEGOETPOOLUY PUPECTOVTPETEVATTAT PEIN OO IKAGIOTOP ALY ®YNSKOTOTPOIOV, EYEITEXVIKEGTOVEAEY
YOLVTNOLUOIKAGTOKAITOTPOIOVYLOVOIIACPOAMGOVVOTIEIVALECAGTICTPO S0y PALPEGKOLTEAOGOLODETELTE
AVIKEGYLOTVEYKOPNTOPEO0 6N TOLTPOLOVTOCKaLTHVEELTNPETHON/VTOG T PIENTOVTTEAATT).

Y1amAaictatovovo T HatosTcAOTTeUmAEKOVTOLOA0101EPY AL OEVOL, ATOTOVKOATOTEPOMSTOAVATEP
adtoknTikdoteléym. HPeATimongrnotd tagtmvoladikacidvorottele UTAOKOA®VY, amdTNVOVATATNO
oiknoncrovtelevtaio
epyalopevo,dapopetikdonotereipelovopévectpoondfeiecenilvongKkanolmy
npoPAnpatovkadaorotiyel.lnatnvenitevénrovotdyovtovkattnvenilvonmpofAnUdtovnAOTIE eva
emdeiEetmoootikécefddovckatepyareia.
AnotedécpatatncepaployncevocovotiatocAOTleivaidiadikaciegympicidOnot
0T01eCTaPadidOVVIPOIOVTOKOTN PEGIECTAOTOIOKOVOTOI0VVTICOTALT CEIGTOTELNTAOV, TOPAOIO0VTOL
£YKOPO, GEAVTOYOVIGTIKITIUY).
MovoexkmAnpwbeioctdyocmpéneitocoTavaviofetnOeionddhecTicAeltovpYiecEVOGOPYUVIGHOV. ATO
TIGTOANCEIGKOUTO LAPKETIVYK, TNVOPOLY O YN KOLTIS
vinpeciec. HAOIektetvetoumépaamdTovo pyavicLOKaTEPIAL BAVEITICOXECEICTEANTMV-
npounBevtdv.EnioncnAOIInepilap dvertnvenitevéncmotd T TocHETHHEIMOTTOVKOGTOVCTOVTOTEP
1BaAEL, 0E10TOINONKAVOTOH IOV OAIKN GV UETOYTOVTPOCOTIKOVKALTMVAEITOVPYUDVTNGETYEIPNONG
omvrpoonddeLa.

HrowmrtanpoodopiletalévoondtovreAdtnKotd lomdTovOTELOVLVO UMY AVIKOTOP oY ®YNSHOTOTO
TUHopapKeTVYKN0mOKATO10vYEVIKOdIELOVVTH. Baci{eTonomnvrp oy Lo TIKNEUTEIPIOTOVTEAATI Y LOTOT
poiovitnvurnpesio. Hrowdmta
HETPEITAEVOVTITOVOTOLTCEMVTOVTEAATNNOTO{OUTO PEIVOEIVOIVTOKEYLEVIKNKOUTAVTOOVTUTPOCOTED
€EVAKIVOVEVOGTOYOEGaGEI0OVTOYOVIGTIKN yopd Feigenbaum,p.7,1991].

OmneldngéyekanowadiaicOnon(perception)ylotoeninedomo1dTNTACTOVTPOIOVTOS, A TOVAVYK®D
vtov. Toerninedoavtocivatofadoguetoonoiotocivorotovidiotitov(attributes)rovoyetiloviopeton
poidvikavomoteitovypnotn,avtdéordotovMurdick[1990]ovopaletarcavtiotoiyionmpocsdokiog-
duaicBnong».OoKOTOCTOVIEPIGCOTEPMVHETPIKMOVTNGTOIOTNTACEIVOLO
TPOGO0PIGUOCKALOVTOAOYIGHOGTOVPAB OV TOVEMTESOVLETOOTOI0TOTPOTOVINL TN pEGTATANGLALEL



iacvvOeonotoyeimv(elements).

OFeigenbaum[1991]
AVOPEPELOTIOVTATACTOLYEIOEIVALTOYOPOK T PLGTIKATOVTTPOTIOVTOCNTNGUANPECTACUTOTATHUN LOTATOV G
PKETIVYK,TOPOLYWYNS,CUVTNPNONG, LECOTOVOTOIMVTOTPOIOVINLANPECTAKATATYPHONTOVCHACVLUP®Y
eileTigmpocdokiectovmerdtn. LoppwvopetovRommel[1996nroidtrasivalletpioiun, to0mote G
atatncHmopovvvapeTpnBovvondteEnTodTHTOTOpEivamapoyOei.

H Aewtovpyla tg mowdtntog oe éva opyoviopd eivor pio  ddikosioo. cuYKEVIPWONG
TANPOPOPLOV, Atd T0 TANO0C TV dedoUEVEOV OV gival dabfécipa and kdbe dradikacio TapoywyNnS
Kot K4Oe mapoyn vANPESIag, N TOWOTNTA «Taipvey (extracts) T O GNUAVTIKA Kot 0l TV oviAVoT)
TOV CLVOA®V TOV dEJOUEVOV PTOPEL VAL VTTOAOYIOTEL 1] LEAAOVTIKY] GUUTEPLPOPE TNG OLOIKOGTOG
LE OKOTMO TNV OKOUOUEYOADTEPT WKOVOTOINGoT TOL TEAATN dNAad TV KoAvTtepn motdtnta [Lock,
1994]. To mpoidv M M vanpecio TALOV dev €ival TO OVTIKEILEVO OV Ypnolpomoleital and To
YPNOTN, LE TNV £VVOLa TNG TOOTNTOS VA TO TEPIPAAAEL TO TPOIOV 1 | LINPETia gival Eva TakETo amd
KATO1EG O100TACELS KOt £TCL TPEMEL VoL a&loAoyeiTaL.

2.3 Kpiowot IHopayovreg & Baowkéc Apyég AOIT

H AOIlomoutel 6t apyéctng dtoiknongmodmtog mpémel voepoppolovtor ceKAOeTUNOL
KOLEMITEDOTOV opyavicpov.Eivaiot gvBvvnTovopyavicovva
vioBetoermvidéatncPfertiooncesuveynfdonandTovkafEVaToVcLUHETEXEIUEGAUT AV TOV. ATOTH LoD
TAPYEEVAGVUVOLOIO KN TIKOVTPAKTIKOVHES®TOVOTOimvNAOITetodyeto(introduced)koudatnpeiton
HEoAGTOVOPYUVIGHO,amdOTNVAAANVTAPYEEVAGUVOAOGVYKEKPILEVOVUEDOSOAOYIDV, TEYVIKMDVKAIEPYOL
AelwvtaomoiafETouVeeAEITOVPYIATICOIO KN TIKECTP UK TIKEG. Meletovtag v Proypaeio
nopaTnpovue TANOdpa Tapaydvtwv mov oyetiCovrar pe v AOIT ko mowkilovv avdroya pe v
xpovoroyia, ) Pdon Omuoocicvong kAm. Ot mapdyovieg avtoi emAéyovior amd TOV €KAGTOTE
ocvyypagéa YU avtd Kor vrdpyel dwpoponoinon ot Pacikn Soun Toug OGOV APopd o1
ONUOVTIKOTNTA TOVG. AnAadn| dev €xovv oprotel mANpwg ot Pacikég apyég g AOIT pe amotéieopa
0 Kd0e cLYYPAPLAG VO EMAEYEL TOVG TOPAYOVTES TOV 0VTOG Bempel Pacicovg Kal [LE TOV TOUEN KoL
TO OVTIKEILEVO OV BEAEL VO E0TIAGEL

Fevvator Aomov 1 avaykn H0G EUTEPIGTATMOUEVNC EPEVLVOS DOTE PACT] OTATICTIKNG UEAETNG KO
épevvag g PipAoypagiog va evTomoTovy ol mo Kpicuotl mapdyovies. Emmpocheta, Paon g
Biroypapiag, dev vmapyel éva d1EBvadg avayvopispévo mhaicto yioo v e@appoyn g AOIL
YEYOVOC MOV OMOJIOETOL GE TOPAYOVIEG OMWG Ol TOPOAANYEG TOV €BVIKOV TOMTIGUOV KOl 1)
EKACGTOTE OVTIUETMOMIGT GTNV TOOTNTAL.

Ot guru(avbevtieg) g mowwtntog 6mwg Croshy (1979), Demming (1986) andJuran (1986),
vrootpiouv 0Tt to. otoeion g AOIl epapudlovror S1ebvadg oAAL TPoPAVAS omotteiton
TEPALTEP® £PEVVO. DCTE VAL ETAANBEVTOVV O1 IGYVPIGLOL TOVG.
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3. MEOGOAOAOITA THX EPEYNAX

3.1 eprypapn Xratiotikng Bifhoypagiog

Méyxpt kat To 1980, ot £pevveg eotialav Kupilwg otov Topea ¢ Aayxeiplong Mowtntag (AIl 1
aAwg gqm). H xpovia 6mov mapatnpnbnke paydaia ad&nomn ota TOCOOTA TWV EPELVWV TIOU
Sampaypatevovtal tnv AOII eivat to 1989, yU' autd to Adyo oplleTtal 1) CUYKEKPLUEVT XPOVOAOYia cav
évapén ¢ mapovoag epyaciag.Xpnolpomolwvtag Sid@opes Bacels dedopévwv OTIwG oL Scopus,
Emmerald, Elseversvtomiotnkav 347 apBpa ta omoia mpayuatevovtal thv AOIL. Ou Aggeilg-kAedia
IOV XPNOLHOTIOMON KAV Yl TV CUAAOYT] TNG amattoVREVNS BLBALoYpa@iag elvat oL TApaAKATW:

o Auwxeipion OAwkng [Towdotntag (total quality management)

e Auwxeipion [Towdtntag (quality management)

o Ytpamnywn Awxxeipion [owdtntag (strategicmanagement)

e  OAw IMowdtnTa (total quality)

e BeAtiwon OAwmg Mot tag (total quality improvement)

e ’'Eleyxog OAwng [Towdotntag (total quality control)

e Emyepnowaxn TeAeldotnta (businessexcellence)

o Teleldmta AmoéSoong (performanceexcellence)

o Teledmrta [lowdtnTag (quality excellence)

o [lpaxtikeg YUPmAng Amodoong (bestpractices)

o KataokeunllaykoopiovKAdong (world-class manufacturing)
e Yuvexns BeAtiwon (continuous improvement)

o YuveyngBeAtiwonllowwtntag (continuous quality improvement)
e BeAtiwon [Mowdtntag( quality improvement)

o Awoc@aiion IMowwtntag (quality assurance)

Eldikdtepa og 76 €pevveg TapatnpnOnKe pia o 0AoKANpwUEVT) TPOCEYYLOT) 0TV E@appoyn T AOII
Bdoel TwV TAPAYOVIWV TIOU EUTEPLEXOVTAV OE QUTEG. Me AAAa A0YLa, 0 QUTEG TIG 76 E€PELVVEG
TePLEYOVTAV Ao oTa oTola LTMPYXE SuVATOTNTA VA YIVEL AVTIOTOIXLON UE KATOLOV KPIoLUO
TapayovtaKatd cuvemEld PTTIOPECANE VA EVTOTIIOOVUE 25 TApAYOVTEG-APXEG TTOV KUPLAPXOUV GTNV
BBAoypapia kat Stemovv tov topéa g AOTIT kat ot oroiot eivat ot €81g:

Aécpevon g Aoiknong (Top Mnanagement Commitment)

Kowmvikry Evbovn (Social Responsibility)

Ytpotnyikog oxedopdc (Strategic Planning)

Eotiaon otov I[Tehd kot oty Ikavomoinon tov Ieddtn (CustomerFocusandSatisfaction)
[MnpogopiegllowtrackatMeérpnontcAnddoong (Qualitylnformation and Performance
measurement)

6. Xvykpitikn A&oroynon (Benchmarking)

7. Awyeipion AvBpomvov Avvapikod (HumanResourceManagement)

8. Exmaidevon (Training)

9. Xvppetoyn kot AvapeiEn tov [pocswmikod (Employeelnvolvement)

10. Evévvaumon tov [pocwnikov (EmployeeEmpowerment)

11. Ixavomoinom tov [Ipocwmikov (EmployeeSatisfaction)

12. Opadwkn Epyacia (Teamwork)

13. Extipunon, EmpPpdafevon kot Avayvopion tov Ipocomkov(EmployeeAppraisal, Rewards,
Recognition)

arwnhE
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14. Awyeipion Awdikacudv (Process Management)

15."EXeyyog Awdwkacumv (Process Control)

16. Zyedaopog ko Avantoén Ipoiovrog (ProductandServiceDesign)

17. Awyeipion Ipounbevtadv (Supplier Management)

18. XvveyncBeitimonkaiKowortopio (Continuous Improvement and Innovation)
19. Awcedrion ITowdmrag (Quality Assurance)

20. Mndevikd Elattopatikd-Mn Zvppopeodvueva I[poidovta (Zerodefects)
21. Nootporia [Towwmrag (Quality Culture)

22. Emkowvmvia (Communication)

23. Xvomuata [Towmrag (Quality Systems)

24. Eunp6Oeoun enitevén (Just In Time)

25. Evelé&ia (Flexibility)

AVOAVTIKG TO. ATOTEAEGLOTO TTOV OLPOPOVV GTOV EKAGTOTE TTOPAyovTo Ba TAPOVGLUGTOVV GTO EMOUEVO
KEQPAAOLO.

3.2 Koataypagn Agdopévev

Onwg &xer oM mpoavaeepbel, ypnoywomomnkav 376 apbpa oamd v Piroypaeioc oto omoic
EVIOTIOTNKE VO YiveTal avoQopd 6€ £6TM KOl £vav  amd Tovg 25 Kpioovg Tapdyovies, Tavio OU®S GTO
mlaicto avaivong g AOIL Ta amoteléopata TG KPITIKNG PAMOYPOPIKNG 0vaoKOTNONG YNeLoTow OnKo
oe mpoypaupa excel mote va eivoar og emefepydoun popen. Ewdwdtepa kataypaenke Eexwpiotd o
ovyypagéag (M ot cvyypageig), n xpovid £€kdoong Tov ApBpov, KaBMOS Kot 1 avapopd GToV EKACTOTE
napdyovta. o kaOe mepintmong avagopds 6e £vav amd TOLG TOPAKAT®O TOPAYOVTES, onuewmdnke éva X
07O aVTIoTOLYO KEAL TOL GLYKEKPLEVOL ApBpov. O TapakdTm mivakag cuvoyilel To dedopEvaL

18



SYITPADEAS XPONIA [MEPIOAIKO
Abrahametal. 1999 | InternationallournalofQuality&ReliabilityManagement
Adametal. 1994 | JournalofOperationsManagement
Adam 1994 | InternationallournalofQuality&ReliabilityManagement
International Journal of Operations & Production
Adametal. 1997 |Management
AdebanjoandKehoe 1998 [International Journal of Quality Science
International Journal of Operations & Production
AdebanjoandKehoe 1999 |Management
AgusandAbdullah 2000 | TotalQualityManagement
Agus 2000 | TotalQualityManagement
Ahire 1996 | ProductionandinventoryManagementlournal
AhireandGolhar 1996 | JournalofSmallBusinessManagement
Ahireetal 1996 | Decision Sciences
AhireandO'Shaughnessy 1998 | International Journal of Quality Science
AhireandDreyfus 2000 | JournalofOperationsManagement
The International Journal of Quality & Reliability
Al-Faraj and Alidi 1992 |Management
Al-Khalifa and Aspinwall 2000 | The TQM Magazine
Andersonet al. 1995 | DecisionSciences
Anderson and Sohal 1999 | InternationallournalofQuality&ReliabilityManagement
Andersonet al. 1998 | LogisticsandTransportationReview
Appleby and Mavin 2000 | TotalQualityManagement
InternationallournalofQuality&Reliability
AskeyandMalcolm 1997 |Management
International Journalof Operations & Production
Avella 1999 |Management
Azizet al. 1998 | TotalQualityManagement
The International Journal of Quality & Reliability
Badriet al. 1995 |Management
BaradandKayis 1994 | ManagementDecision
Batley 1993 | InternationallournalofQuality&ReliabilityManagement
Batley 1996 | IntegratedManufacturingSystems
Batley 1999 | TotalQualityManagement
BeattieandSohal 1999 | TotalQualityManagement
Beaumontet al. 1997 | InternationallournalofQuality&ReliabilityManagement
BeaumontandSchroeder 1997 | Technovation
BeaumontandSohal 1999 |Benchmarking:Aninternationallournal




SYITPADEAY

XPONIA

MEPIOAIKO

Bensonet al.

1991

ManagementScience

BilichandNeto

2000]

TotalQualityManagement

BirchandPooley

1995]

ManagementinternationalReview

BlackandPorter

1996|

Decision Sciences

Bonn and Christodoulou

1996|

LongRangePlanning

Brahetal.

2000]

InternationallournalofQuality&ReliabilityManagement X

Brannstrom-StenbergandDeleryd

1999

TotalQualityManagement

BreiterandKline

1995]

FIU Hospitality

BreiterandBloomquist

1998|

CornellHotelandRestaurantAdministrationQuarterly

Brookshaw and Terziovski

1997|

BenchmarkingforQualityManagement&Technology

BrownandVanderWiele

1996|

AustralianJournalofManagement

Buckleyetal. 1998 HumanResourceManagement

Camison 1996| TourismManagement

Carter 2000| JournalofSupplyChainManagement

Chan and Ho 1997| Hospital&HealthServicesAdministration

Chapmanetal. 1997| InternationallournalofQuality&ReliabilityManagement|

Chapmanet al. 1997| InternationallournalofTechnologyManagement

Chaudhryet al. 1997| InternationallournalofQuality&ReliabilityManagement| X

Chen 1992| InternationallournalofQuality&ReliabilityManagement|
International Journal of Operations & Production

ChenandPaetsch 1997|Management

Cheng and Chan

1999

TotalQualityManagement

ChoiandLiker

1995]

Decision Sciences

Choi and Eboch

1998|

JournalofOperationsManagement

Collinset al. 1996| EuropeanManagementJournal
Cooper 1998|EuropeanManagementJournal
Corbett 1998| BenchmarkingforQualityManagement&Technology
X
CorbettandRastrick 2000| InternationallournalofQuality&ReliabilityManagement|
International Journal of Operations & Production
Corbett and Cutler 2000|Management

Coyle-Shapiro

1995]

Employee Relations

Coyle-Shapiro

1999

Thelournalof Applied Behavioral Science

CrosbyandLeMay

1998|

Journal of Business Logistics




SYITPADEAZ XPONIA |NEPIOAIKO H#1 |#2 |#3 |#A |#5 |#6 |#7 (H8 (HO (#10 |#11 [#12 |#13 (#14 |#15 #16 |#17 |#18 [#19 |#20 (#21 |#22 #23 |#24 [#25
X (X |X X X X X X X X X X |X
Cunningham and Ho 1996 QualityManagementlournal
Curkovicet al. 2000| Decision Sciences X XXX X X X X XX
Dahlgaardet al. 1998| InternationallournalofQuality&ReliabilityManagement X X XXX X o x X X X
Daset al. 2000| Decision Sciences X XX A O L O O L L X X
X X (X X (X X X [X X [X [X |X X X X
DavidsonandPruden 1996 ResearchTechnologyManagement
. X X X X X X |X X X X X X X
Davis and Lansbury 1996 Employee Relations
Dean and Snell 1996 StrategicManagementjournal XX X X o e X X X X
X X X X X X X X X
DeGrooteetal. 1996| EuropeanManagementJournal
X X X X X
DeToni andNasimbeni 2000| Omega
DellanaandHauser 2000 MidAmericanJournalofBusiness X L A L A O A L A O A L A [ 1 X KX X
Dichensonet al. 2000| InternationallournalofQuality&ReliabilityManagement XX X X X X XX X X X XX
. X X
Douglas and Glen 2000| TotalQualityManagement
X (X (X (X X X X X X |X X X X (X |X X X
Dowet al. 1999 ProductionandOperationsManagement
- X X XX (X XX (X |X X X |X X X X |X X X
DrewandCoulsen-Thomas 1996 ManagementDecision
. . X X (X X X X
DubeandRenagham 1998 CornellHotelandRestaurantAdministrationQuarterly
X X X X X X X X X X
Dunbar 1992 ComputersinHealthcare
. . . R X X
Ebrahimpour and 1990 InternationallournalofQuality&ReliabilityManagement
. . . . . X X X X
EbrahimpourandWithers 1992| IEEETransactionsOnEngineeringManagement
. X
Edvardssonet al. 2000| TotalQualityManagement
X X X X (X X (X |X X X X X
Eklof and Selivanova 2000| TotalQualityManagement
Elmutiand Kathawala 1997| MidAmericanJournalofBusiness X XX X X
. X X X X X (X X (X |X X X X
Elmutiand Kathawala 1999|QualityProgress
Emery 1996 Journal of Managerial Issues X XXX L L O L [ L 1 X XX X
X X (X X X |X X X X X X X
Ennis and Harrington 1999 ManagingServiceQuality
EntrekinandPearson 1995| AsiaPacificlournalofHumanResources X X X X X XX X
. X X (X o [XoXo(xo|X X [X X X X X X
Eskildsen and Dahlgaard 2000| TotalQualityManagement
. X X X X X X X
EskildsenandNussler 2000| TotalQualityManagement
X X X X X X X X
Filiatraultetal. 1996| IndustrialMarketingManagement
Fisheret al. 1995| Technovation X xOp X X XX XX X
Fletcher 1999 TeamPerformanceManagement:Aninternationallournall X L L O S S O A O O A XX X
Flynnetal. 1994| JournalofOperationsManagement X XXX XX L L A A A A A X XX

21




SYITPADEAS XPONIA [MEPIOAIKO
Flynnet al. 1995 | Decision Sciences
International Journal of Operations & Production
FlynnandSchroeder 1997 |Management
Flynnet al. 1990 | JournalofOperationsManagement
Forker 1997 | JournalofOperationsManagement
ForkerandHershauer 2000 | ProductionandinventoryManagementiournal
Forza and Filippini 1998 | International Journal of Production Economics
Fowler 1996 | Australian Accountant
ThelnternationallournalofHumanResource
Geary 1999 |Management
The International Journal of Quality & Reliability
GermainandSpears 1999 |Management
Gieskesetal. 1997 | InternationallournalofTechnologyManagement
ThelnternationallournalofHumanResource
Godard 1998 |Management
Goh and Ridgway 1994 | The TQM Magazine
Golharet al. 1997 | InternationallournalofQuality&ReliabilityManagement
. X
Gore 1999 | TeamPerformanceManagement:Aninternationallournal
Grandzol 1998 |International Journal of Quality Science
Grayetal. 1996 | TotalQualityManagement
Gronholdtet al. 2000 | TotalQualityManagement
Guilhonet al. 1998 | TotalQualityManagement
International Journal of Quality and Reliability
Guimaraes 1997 |Management
Hackletal. 2000 | TotalQualityManagement
Hallowellet al. 1996 | HumanResourcePlanning
Handfieldet al. 1998 | QualityManagementjournal
The International Journal Of Quality & Reliability
Harberetal. 1991 |Management
The International Journal of Quality & Reliability
Harberetal. 1993 |Management
HarringtonandAkehurst 1996 | InternationallournalofHospitalityManagement
Harrington 1996 | The TQM Magazine
HendricksandSinghal 1996 | ManagementScience
Hendricks and Singhal 1997 | ManagementScience
Hintonet al. 2000 |Benchmarking:Aninternationallournal
Ho and Fung 1995 | The TQM Magazine
Hoet al. 1995 |Training for Quality
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Ho 1997| LogisticsInformationManagement X X X X XK X X X X X X X X X X X
HoffmanandMehra 1999 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX L L O A A A A 1 L A A L X X
Honeycutt 1990| International Journal of Quality X XX X

Hoque 1999|British Journal of Industrial Relations X X X O O A A A L X X X
Hugq and stolen 1998| InternationallournalofQuality&ReliabilityManagement| X XX xR XX X o e X XX
Humphrey 1996| AsiaPacificBusinessReview XX XX X X X X X X X X
Ismail and Hashmi 1998| TotalQualityManagement X X X X X
Ismailet al. 1998| Computers& Industrial Engineering X XX X X

Ismail and Hashmi 1999| TotalQualityManagement X X X X X X XX XK
IttnerandLarcker 1995( JournalofAccountingResearch X Xopxo XX Xopxx XX e XX X
IttnerandLarcker 1997| Accounting Organizations and Society L O X L XX X
Jaafari 1996| AustralianJournalofManagement XX X L A L L L X XXX X X
JawaharnesanandPrice 1997| TotalQualityManagement xR X X X X X XXX XX X
Jayarametal. 1997| QualityManagementournal Xopxo XX XX X XXX XXX

JayaramandAhire 1998 l\llln;::;itr:::tl tournal of QualiySRelfabilty XX Xk pxoX XX X X X X
Johnson 1997|Personnel Psychology XX X XXX X X
Juhlet al. 1997| TotalQualityManagement X X X XK o e X X X

Juhlet al. 2000| TotalQualityManagement X XX X X X X X

Cabetet al 1054 ’\';r;il:gtzgzr:l:naljournalofHumanResource X x Ix Ix X X X X
Kadipasaogluet al. 1999| IndustrialManagement+DataSystems X
Kane 2000|AsiaPacificJournalofHumanResources X X X X
Kanji and Wallace 2000| TotalQualityManagement X XX X X X X X KX X

Kannanet al. 1999| QualityManagementiournal X L Lo Lo A A A L A O LA A XXX X
Kayis 1998| TotalQualityManagement X XX X X XX XXX X X
Kimetal. 1997|Business Horizons XX X XX X X
KingandGarrey 1997| InternationallournalofHospitalityManagement X X L L O A X X X
Kivimakiet al. 1997| JournalofOrganizationalChangeManagement XX XX XX X X X X
KnightsandMcCabe 1996| The TQM Magazine X X XXX X X X

Knotts and Tomlin 1994| ProductionandinventoryManagementlournal X X XK X XX XX X X
Kohse 1994 CMA:TheManagementAccountingMagazine X X X X X

CowalskiandWalley 1093 ’\';r;ial‘réteer:;ttlonal Journal of Quality & Reliability X X X X Ix Ix X X X X
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Krasacholet al. 1998 The TQM Magazine X X X X X X X X X
Kristensenetal. 1999 TotalQualityManagement X X X X X X g XX X XX
rctensen 1952 ,\Iﬂn;::éit:::tl Journal Of Operations&Production X |x X X X X X
KrumwiedeandLavelle 2000| EngineeringManagementlournal X X X X

KueiandMadu 1995 QualityManagementiournal X X X X X X O A X X

Kueietal. 1997| International Journal of Quality Science X L L A L L A A A 1 X X

Kunstet al. 1998 TotalQualityManagement X X X X X

Kunst and Jos 2000| TotalQualityManagement L L L O XX X XK X X
Lackritz 1997| QualityProgress X XX X X

Lahndt 1999 EngineeringManagementlournal X X X X XX X X
Lam 1995|InternationallournalofManagement X X X X X

Lam 1995|InternationallournalofQuality&ReliabilityManagement| XX XX X L X X

Lam 1996 TotalQualityManagement X X X X X XX X XX
Lee 1998 JournalofSmallBusinessManagement X
LeeandPalmer 1999 TotalQualityManagement X X X X X X
Leeetal. 1999 Managerial Auditing Journal X X X XX L O A O A LA O A 1 X X
Leeetal. 1999 TotalQualityManagement X XX XX X XX XX X
LefebvreandLefebvre 1998| Technovation XXX XX X
Lewis 1992 ProductionandinventoryManagementournal X XX XX X X X

U 1997 Omega X X X X X X X X X X X
Likeretal. 1998| Internationallournalof QualityScience X X X X KX X
Limaet al. 2000 International Journal of Production Economics X XX
Linet al. 1999 TotalQualityManagement X XX XX X g X

Lin 1998 JournalofAppliedManagementStudies X XXX L L L A A X X
Lloyd-WalkerandCheung 1998 ManagingServiceQuality XXX X X X X X
Lo and Cheng 1997| Training for Quality X X X X X X X X KX X
Longbottom 1997| TotalQualityManagement X X XXX X X X X

Longbottom 2000 Benchmarking:Aninternationallournal X L L L XXX X X XX X X
Longo and Cox 1997| TotalQualityManagement X X X xR X XX X XX X
Longoand Cox 2000| TotalQualityManagement X XX X XXX X X KX XX X
Luson 1953 ’\';r;ial‘réteen:r;ttlonal Journal of Quality & Reliability X x Ix Ix X |x X X Ix Ix X
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Maaniet al. 1994| InternationallournalofQuality&ReliabilityManagement| X X X

MaduandKuei 1995| Decision Sciences X XX XX X XX X x

Mandalet al. 1999 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX X X xR X XXX X XXX
Martensenetal. 2000| TotalQualityManagement XX X X
Martinez-Lorenteetal. 1998| QualityManagementiournal X XopxX Xopxx X L X X
McAdamandMcKeown 1999| TotalQualityManagement X XXX e X X X X X X X X
McAdametal. 2000 LogisticsInformationManagement X X X XXX X KX X

McNary 1997| Leadership&OrganizationDevelopmentiournal Xoxoxex X XX X X

Meyeretal. 1999| InternationallournalofServicelndustryManagement X XXX X X X X

Michele 1999| HR.HumanResourcePlanning XX XK XK X XX O A O O A
MillenandMagard 1997| TotalQualityManagement X L O A A L O X X X XX

Millenet al. 1999 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX Xopxo XX X X X XX XX

Miller 1995( ResearchTechnologyManagement X Xopxo XX XX X L X X
MillsonandKirk-Smith 1996| JournalofMarketingPractice:AppliedMarketingScience X X X XX X
Vin andl Min 1097 ,\Iﬂns:;;itr:::(l Journal of Quality and Reliability X |x X X X X X
ModarressandAnsari 1989|ProductionandinventoryManagementlournal X XX X X
Mohr-Jackson 1998| IndustrialMarketingManagement X XXX Xk e X X X XX X X
Mohrmanet al. 1995| Journal for Quality and Participation X X X X X X XX X
Mohrmanet al. 1996( Employee Relations X X X X XX X X
Monkhouse 1995| BenchmarkingforQualityManagement&Technology L L X X X

Monkset al. 1997| Employee Relations X X Xk XX X X X
Monks 1998| IBAR-IrishBusinessandAdministrativeResearch X S A e o i o i X x X
Moraset al. 1994| ProductionandinventoryManagementlournal X X X X X X X
Vorits and Fiyan 1997 ,\Iﬂn;::éitr:::tl Journal of Operations & Production x Ix Ix x Ix Ix x Ix Ik Ix o Ix Ix X Ix X Ix
Motwaniet al. 1994 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX XX XX L X X
Motwaniet al. 1996| HealthCareManagementReview X xR X O A X XX XX
Motwaniet al. 1997| TotalQualityManagement X X X X X X KX XX

Natarajanetal. 1999| TotalQualityManagement X XX X X

NankervisandDebrah 1995( TourismManagement XX XX X X X X X
NankervisandLeece 1997|AsiaPacificlournalofHumanResources X X

Neergaard 1999 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX xR X X X X xR
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Ngowi 2000 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX XXX X X XX X XXX X X
O'Brien 1995( Employee Relations X X X XXX X XX X
OliverandWilkinson 1989| British Journal of Industrial Relations XX X X X X xR XX
Orr 1999| TechnologyAnalysis&StrategicManagement X X X XXX XX X
Orr 1999| TotalQualityManagement X X X XXX XX X
ParkinandParkin 1996| IndustrialManagement+DataSystems X X X X X X XX
ParzingerandNath 2000| TotalQualityManagement L L A L O L A O | Lo A L A A L A O X
PavettandWhitney 1998| ThunderbirdinternationalBusinessReview X X X X X X X
Peterson 1993| EngineeringManagementlournal X L Lo Lo A A A X X X X

PorterandParker 1993| TotalQualityManagement X L Lo Lo A A A X XXX XX XX X
Powell 1995 StrategicManagementJournal L A O L Lo A O A L A A A A A A A A XX XX
PowerandSohal 2000 International Journal of Operations X X X L A O A A A X O L L X XX
Prabhu and Robson 2000| TotalQualityManagement X XX xR X O O O 1 X

Prasadetal. 1999| WorkStudy X XX xR O L O O X X
PritchardandArmistead 1999| BusinessProcessManagementlournal X XX X X XXX X XX X
burcallet al. 1609 ’\';r;il:gt:::rt]ltonaljournalofHumanResource X X |x X X X
Quazi and Padibjo 1998| InternationallournalofQuality&ReliabilityManagement| X XXX XX L A O LA A X X X
Quaziet al. 1998| TotalQualityManagement X XX XK X XXX XX

Radovilskyet al. 1996 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX xR XK X X XX
Raghunathanet al. 1997 IndustrialManagement+DataSystems X XX e X XXX XX X
Raoet al. 1997| TotalQualityManagement X XXX X X X X XXX X

Raoet al. 1997| JournalofQualityManagement X XXX xR XX XXX

Raoetal. 1999| TotalQualityManagement L O O A L L O X X X X

Raoet al. 1999 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX XX O O A A 1 X XXX X

Rapleyet al. 1999| TotalQualityManagement X X X X X X X X
Ravichandran and Rai 2000| MISQuarterly X XXX Xopxx A A A XX X
Ravichandran 2000| Decision Sciences X XXX Lo L L A o L A O L 1 XXX X
Redmanet al. 1995( JournalofGeneralManagement X e e o XX O O O 1 XXX
Rees 1999|PersonnelReview XX L A O X X X
RhoandYung-Mok 1998| JournalofOperationsManagement X X X X XX
Rodwellet al. 2000| EmployeeRelations X X XXX XXX O
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RossandGeorgoff 1991f IndustrialManagement X Xopxo XX XX L A A L X L X
RowleyandSneyd 1996|ManagingServiceQuality XX XXX X X X X X X
RuggieriandMerli 1998| TotalQualityManagement X X O A O A X X X X X X X
Rungtusanathamet al. 1998| JournalofOperationsManagement X XX XX XX X X X
Sako 1998 HumanResourceManagementlournal X XX X X

SamsonandParker 1994| InternationallournalofQuality&ReliabilityManagement; X X X xR X X
Samson 1997|International Journal of Quality Science X XX X X X X XX X X
Samson and Terziovski 1999| JournalofOperationsManagement XXX e X XXX X L O X X
Samson and Ford 2000| International Journal of Production Economics X X XXX XX X XX XXX
Saraphet al. 1989 Decision Sciences X X XX A A A X X X
Schroederetal. 1992 Business Horizons X X X XXX X XX XXX XX
Shortellet al. 1995| HealthServicesResearch X XXX XXX X X X X X X
Silincet al. 1954 ,\Iﬂn;::éitr:::tl Journal of Operations & Production x Ix Ix X |x X Ix Ix X X X X
Sim and Curatola 1999 InternationallournalofQuality&ReliabilityManagement; X X X X O A O L X X
Sinclair and Zairi 1995| The TQM Magazine XX X X X X X
Sinclair and Zairi 1995| BenchmarkingforQualityManagement&Technology X XX X XX X X X
Sjoblom 1995| QualityManagementournal X X X X X X X
Small 1998| IndustrialManagement+DataSystems X XX X X X X
smithand Hayton 1958 ’\';r;il:gt:::rt]ltonaljournalofHumanResource X X X |x X X

Snape and Wilkinson 1996 HumanResourceManagementlournal X XX X X L O X

Snell and Dean 1992( AcademyofManagementlournal XX L O A X X
Sohal 1994| BenchmarkingforQualityManagement&Technology XX X X X XX X
Sohalet al. 1996 InternationaIJournanfCluaIityéZ(ReIiabilityManagementX XX X X X X X X X
Sohal 1998|InternationallournalofTechnologyManagement X L Lo Lo A A A LA L A A O 1 A A A X
Sohal and Terziovski 2000| InternationallournalofQuality&ReliabilityManagement| X L Lo Lo A A A L O X L O X X
Solisetal. 1998| ManagingServiceQuality O O xR X X X X X
Soliset al. 2000| InternationallournalofQuality&ReliabilityManagement| O O X X X X
Sommerville and Sulaiman 1997| TotalQualityManagement X X X
Soriano 1999| CornellHotelandRestaurantAdministrationQuarterly XXX XX X X X X X
riparavastu and gupts 1997 ,\Iﬂn;::éit:::tl Journal of Operations & Production X X |x x Ix Ix X Ix X x X Ix X Ix Ix
Stone 1996| Leadership&OrganizationDevelopmentlournal X XX L O O L A | X XX X
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Sun 1999| TotalQualityManagement L A A A A A A A X X X X

Sun 2000 InternationallournalofQuality&ReliabilityManagement| L A A A A A L A XXX X

Sun 2000|InternationallournalofQuality&ReliabilityManagement X e e pxe X X XXX X

Sussan and Johnson 1996| Computers & Industrial Engineering X X X X X

Tamimi and Gershon 1995 ProductionandinventoryManagementlournal X XXX XX LA L A A O 1 XX X

Tamimi 1995| InternationallournalofProductionResearch X X X XX S o e x X,

Tamimi and Sebastianelli 1996| ProductionandinventoryManagementiournal X XK XX XX XX X

Tamimi 1998| Internationallournal of Quality Science XXX XX XXX XX XX X X X X %

Tamimi and Sebastianelli 1998 QualityProgress X X XX X XXX XX X %

e and Kanran 1999 ,\Iﬂn;::éitr:::tl Journal of Operations & Production x Ix Ix Ix Ix Ix x Ix Ix X Ix x Ix Ix Ix X X x

Tanet al. 2000| Benchmarking:Aninternationallournal X X XXX X

TangandButler 1997| PublicPersonnelManagement X X X XX XX X X X

Tanineczet al. 1997| IndustryWeek XX XopxX Xopxx X X xR X

Tanneret al. 1995(IndustrialManagement+DataSystems XXX XX X XX

Tataet al. 2000| MultinationalBusinessReview X L Lo Lo A A A L A A X X X

Taylor 1997 Omega X XXX X X X X X X X ’

Taylor 1998| Omega X X X X |X X X |X X X X X X X

Terziovskiet al. 1997| JournalofOperationsManagement X Xopxo XX X X X xR XX X

Terziovski and Dean 1998| ManagingServiceQuality L O O O A A 1 X X XX XX

Terziovskiet al. 1999| TotalQualityManagement X xR XK X XXX XX XX

Theodorakioglou and 2000| TotalQualityManagement X L O L O X X X x x x x x x x
International Journal of Operations & Production <« I Ik < Ix X X X « «

Theyel 2000|Management

Thiagarajan and Zairi 1998| BenchmarkingforQualityManagement&Technology S N O x x x x x x x

ThomasandOliver 1991|Omega x x x x x x x x
ThelnternationallournalofHumanResource X «

Tung-Chun 1997|Management

UsilanerandSilota &Alper 1993| EngineeringManagementlournal XX L O O X X X x x x x x x x x

VanderWieleetal. 1996/ InternationallournalofQuality&ReliabilityManagement; L O O A L L O XX X X X X

VanderWieleandBrown 1998|International Small Business Journal X XXX XX X O A X X

VanderWieleandBrown 1999|InternationallournalofQuality&ReliabilityManagement XXX X X X

VanderWieleetal. 2000] ManagementDecision X XXX X X XXX XX X

VanderWieleetal. 2000| QualityManagementJournal X XK X XX XX X
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VermeulenandCrous 2000 | ManagingServiceQuality
ThelnternationallournalofHumanResource

Vloeberghs and Bellens 1996 |Management
International Journal of Operations & Production

Voss and Blackmon 1996 |Management

Vosset al. 1997 | InternationallournalofQuality&ReliabilityManagement| X
InternationallournalofHealthCareQualityAssurance

WagarandRondeau 1998 |[IncorporatingLeadershipinHealthServices

WalkerandSalameh 1990 | CornellHotelandRestaurantAdministrationQuarterly

WeerakoonandLai 1997 |TotalQualityManagement

Weineretal. 1997 | HealthServicesResearch

Whitfield 2000 |Industrial Relations

Wilkinsonet al. 1994 [FindingsfromanIMsurvey

Wilson and Collier 2000 |BaldrigeNationalQuality Awardcausalmodel

Wilson 1998 | TotalQualityManagement

WisnerandLewis 1997 | Journal of Business Logistics

Withersetal. 1997 | International Journal of Production Economics

Wonget al. 1999 | InternationallournalofQuality&ReliabilityManagement|

Wong 1998 | TotalQualityManagement

WoodandPeccei 1995 | Employee Relations

Wood 1999 | British Journal of Industrial Relations

Woon 2000 | BusinessProcessManagementlournal

WuandWiebe 1997 |EngineeringManagementlournal

Yaminet al. 1997 | International Journal of Production Economics

Yarrowetal. 2000 | TotalQualityManagement

Yasminet al. 1995 | IndustrialManagement+DataSystems

Yavas 1995 | InternationallournalofQuality&ReliabilityManagement| X

Yearout 1996 | QualityProgress

Yeungand Chan 1999 | InternationallournalofQuality&ReliabilityManagement| X

Yoo 1998 |TotalQualityManagement

Youssef and Zairi 1995 | BenchmarkingforQualityManagement&Technology

Yusof and Aspinwall 1999 | TotalQualityManagement

Yusof and Aspinwall 2000 | TotalQualityManagement

Zairiet al. 1994 | The TQM Magazine

Zantanidis and Tsiotras 1998 [Total Quality Management

Zhang et al. 2000 International Journal of Quality & Reliability

Zhao et al. 1995 Benchmarking for Quality Management & Technology

Zhao et al. 1995 Production and Inventory Management Journal

Zink et al. 1998 [Total Quality Management

Zinn et al. 1998 Health Services Research




3.3 Enelepyocio Acdopévov

Kataypdeovtog kat’ovtdv tov TpOTO T OedOpéVO, MTAV TALOV €QIKTO Vo eEdyovpe To
OTOTEAEGLOTO KOL VO TO, OLLOOOTOUCOVUE DOTE VO YIVEL EQIKTN 1 TEPATEP® OlEPEHVNON KOl OVIAVOT).
Katapynv evtomilovtag Toug o ‘ONUopIANng’ mapdyovIeS, GOUP®VO LLE TNV GUYVOTNTO ELPAVIOTG TOVG, KoL
ev ovveyeia eotidlovtag oe Kabe mapdyovta EexwPloTd, VO TOPATPCOVIE TNV TOPEIR TOV GTO SUCTNUO
1989-2000.
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4. AIIOTEAEXMATA

4.1.Xratniotwkn EneCepyaoio Agiypatog

O ovykevtpoTikdg mivakag XX dnpovpyndnke dCTE vo Kataypagel apyikd 1 cuyvoTnTo ELPAVIONG

Ka0e mapdyovia Eexmprotd. Xtov mivako Tov akolovBel ot cuvEyeln, TopoVo1lovTol OHadIKE Ot

TOPAYOVTEG, GUVOOEVOLEVT] OTTO TOV YOPUKTNPIOTIKO aplBUd oL KaTaypdenKe, Kot TEPLYPAPEL AKPLP®G
nOGEC POPEG EYve avapopd oTov v AOY® Ttapdyovta, Kotd to dtdotnue 1989-2000.

Hopayovrag

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

ApOpdg
Epgaviceov

244

56

181 285 213 128 140 260 220 131

107

231

141

174

164

132

106

201

216

75

43

112

100

69

191
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Katolyoope Aowmdv, coppwvo pe v avotépo avdivon, O6tL kuplapyn 0éon g mapdyovteg
KOTEYOLV :
O mapdyovtag (4)- Eotioon otov Ileddtn & Ikavomoinon tov IleAdrn, (eppdvion oe 285 apbpa), o
napdyovrtag (8)- Exnaidevon [lpocwmikov (eppdvion oe 260 dpbpa), o mapdyovtog (1)- Hyeoio &EvBHvn
g Awoiknong (epedvion og 244 épbpa) , o Tapdyovtag (12) — Opadikn Epyasio (epedvion o 231 apbpa),
o mapayovtog (9)- Zvppetoyn ko Avéapeign tov Ipocwnukod (eppdvion o 220 apbpa), o mapdyovrtag (19)-
Awoedhon [Howvmtog (epedvion og 216 apbpa) kot o mapdyovrog (5)-ITowtikn ITAnpoopia kot Métpnon
mg Amodoong (gpedavion oe 213 apbpa). Zvvoyilovioag, 0 TOPUKATO TIVOKOG TOPOVCIALEL TOVG EMTA
ONUOPILESTEPOVS TTAPAYOVTES, OVA GELPA CUYVOTEPNG ELPAVIONG:

Eotioon otov [eddtn & Ikavomoinon tov IleAdtn
Exnaidoevon [Ipocwmikov

Hyeoila & EvBovn g Atoiknong

Opaown Epyacia

Zoppetoyn kot AvapeiEn tov I[poswmrikon
Awoedion [owdvtntog

[Mowotikn [TAnpogopia kot Métpnon g Anddoong

Ot mpoavapepBévieg entd mopdyovieg Aowmdv eival ta otoryeio exeiva g AOIL yw to omoia
CLULPOVOVV 01 TEPLGGOTEPOL GLYYPOAPELS OTL eivar avaykaio 6To TAaico pEAETNG TG epappoyng g AOIL

4.2 Avarvtikn Awgpedvion Kpiowpov Hapaydvrov

Oocov apopd otV KaTdToEN TOVG , EIVOL ELEAVES — KO OVOUEVOLEVO- GE TOW0VG TOPAYOVTES diveTal
éupaon and v TAsloyneio tov cvyypaginv ™ BipAoypapiag. To emduevo Prua eivar vo peketnBet kot
avoALTIKA 1) Topeia Tov kdBe mapdyovia oto oot 1989-2000 dote va vIomiGovE Kot YPOVIKA TOTE
TOPOVGLACTNKE GLYVOTEPTN AVOPOPE TOV GTIG £PEVVES, KAOMS Kot TNV TOPEio. TOV GTO CLYKEKPIUEVO QLTO
ypovikd dotnua. o va mpoceyyicovpe v €vvola tov kdbe mapdyovia Eexmpiotd, ypNOILOTOWONKaY
opooyieg kat yapakmmpiotikd Pacel tov Tpotumov EAOT EN ISO 9001:2008.

4.2.1 Aéopevon ¢ Awoiknong
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H EvBvvn m¢ Aloiknong kuplapyetl oav mapdyovtoag otov topéa s Awayeipnong [Howdtmrag and ta
apyKa otdoe peAétng Kot eneEepyasiog tov Xvomudtov Awysipnong Ilowdtmrag, H Avatoatn Awoiknon
TPEMEL Vo TapEYXEL amdOeEn TG OEGUEVONG TNG YO TNV OVATTLEN KOl TNV EPOPHUOYN TOV XVOTHUOTOC
Awyeipnong [Mowtrtog kot yioo v cvveyn BeAtioon TG OMOTEAEGUOTIKOTNTOS TOV, UECH OUOTKOGIDV
OT®G O) M YVOGTOMOINGN GTOV OPYOVICUO TNG CNUOGIOG TNG KOVOTTOINGNG TOV OTUTHCEDMV TOV TEAATOV,
KoOADG EMIONG TOV VOLK®OV KOl KAVOVIGTIK®OV ATOToewV, B) N kafiépmon ¢ TOATIKNG Yo TV TodTNTa,
Y) M dwoedAiion 6Tt kKabepdvovial ot 6Tdyol TowTNTOS, ) 1 dEay®YN TOV OVOCKOTHNCE®Y ONO TNV
Awoiknon kot €) n e€aopdiion g dBecIUOTNTAG TOV TOP®V. XTO TOPUKATO OUUYPOLLO TOPATPEITOL

oxedOV YPUULIKT avENCT TOV avapop®v ot Atoiknon, pe Kophewon otig ypovoroyieg 1999-2000.

ApLOpog
Epdaviong

50
45
40
35
30
25
20
15
10

5

0

Aéopevon tng Atoiknong

L2
L J

0?0‘

1988 1989 1990 1991 1992 1993 1994 1995 1996 1997 1998 1999 2000 2001 2002

Xpovia

4.2.2 Kowvoviki] Evfvvn
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Ot etaupieg gival KOPPATIO TNG KOWV®VING Kol EvEPYE PEAN VNG, EMOUEVMG TPAEELS TOVG GE
KOW®VIKO KOl TOMTIKO €TINS0 Spope®VEL HETAED GAA®DV TNV €IKOVO, TOVS GTO KOTOVOAMTIKO-
Kowovikd oivoro. TTapatnpei kavelg 0Tt ot avapopéc e PiAoypapiag dev £xovv dmaeL 1dtaitepn
TPOCOoYN, Etvat OUMS oTabepn N AOENCT AVAPOPDV LE TO TEPAGLLL TOV XPOVOU.
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4.2.3 TTpatnyikog oyedlaopnog

O 06pog oTPATNYIKOS CYEOOGUOC AVAPEPETOL KLUPIDG GTO GYESOOUO TOV OPOPE GTOVG
oT1OYoVG moldtnToG , KaBMg Kot otov oyedopud Tov Xvotnuatog Awyeipnong Iowmroc. Eivot
gvbvvn g Avdtatng Atoiknong va Stus@aAilel 6Tt KaBlEp®VOVTAL GTOYOL TOWOTNTAG GTIC GYETIKES
Aerrovpyieg ko eminedo gvhOHvVNg €vtog Tov opyaviopov. Eotidloviog otovg 61d)ove modtnTog,
npénel va anoppéovv amd v [Hoitikn g [owwtag, kot va etvar petprioyot. Ocov apopd ctov
oxeO10GUO TOV GLGTHUATOG dwyeipnong mowdTTAG, 0 OPYAVICUOG TPEMEL Vo Kabepdvel, vo
TEKUNPLOVEL, VO eapudlel Kot va datnpel €va cuotnua dwyeipnong moldrag, Kabdg Kot va
BeATidVEL CLVEXDS TNV ATOTEAEGUOTIKOTITA TOV GOVOMVA, IE TO eKAoTtote Woyvov [Ipdtumo. ([evikég
Amoitioeglg). Avaykaio amaitmonamd v Avotoatn Atoiknorn amotelel n dwoedion OTL OTOvV
oxeddlovion kot yivovior oAAdyec oto cOOTNUo Oloyelipnong modtTag, 1 OKEPUOTNTO TOV
dwnpeital. ZOUEOVO He T0 GYETIKO O1dypappa, evad dlatnpeitor avodikn mopeia katd PAon,oto
dtonuoe 1997-2000 mapatnpeiton po pikpf ITdOT, TopOA0 OV BPIcKETOL KO TI TECCEPIS YPOVIEG
o€ VYNAQ emineda.
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4.2.4 Eotioon otov Ilehatn ko oty Ikavoroinoen tov Ilehatn

E@pocov ot emyeipnoeig e€optdvTal amd Tous KOTAVOAMTEG 0QeiAovy va. avTIAapudvovTal Tig
TOPWES OAAGL KO TIG HEAAOVTIKEG OVAYKES TOVG KOl VO IKOVOTOWOUV TIS OMOTNOELS TOLG. Mo
emyeipnon mov Kotophmvel va Tpoceyyilel TEAUTOKEVIPIKA TIC SLOOIKAGIES TNG EMTLYYAVEL KOl TNV
mowdTNTA oTa TPOoiOVTIA N T vaAnpeocieg e H eotioon otov mehdtn Kol 6NV 1KOVOTONGT TOL
Bewpeitanr and tovg Pacikovg muAmveg e AOIT kot yevikd g AIL T'oa avtdév tov Adyo Kot M
Tapovoo £pyacion OvVESEIEE TOV CLYKEKPIUEVO TTOPAYOVTO MG TOV TO ONUOPIA otnv PifAoypapio
v to dtdotpe 1989-2000, pe tov peyadvtepo apBud sppavicewv.(eppaviCeton 285 popéc oe 347
GpOpa). Avorvovtog 1o didypoppa mapoatnpeital pio arndtoun dvodog tov aplfuod twv apbpov ta
OTO10L OVOPEPOVTOL GTOV GLYKEKPLUEVO TTapdyovta, 1 ontoio evtomiletan oto didotnuo 1994-1995.
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4.2.5 IIAnpogopicg Morwotntoc kor MéTpnon g Amddooong

To ovomua dwyeipnong g mowdtntag €vOg opyavicpoy mpénel va  enoveEetdleton  of
TPOYPOUUUOTICUEVO, SIUCTNUATO, DOOTE VL OlcPAAileTon 1 cuvEXILOUEVT KATOAANAOTNTO, 1| EXAPKELL KOL M
AmOTEAEGUOTIKOTNTA TOV. Ta g16EpYOUEVA GTNV OVOCKOTNOT VTN TPETEL VL TEPIAAUPAVOVY TANPOPOPIES
OYETIKES TO OMOTEAEGULOTO TOV EMOEOPNOEWV, TNV AVATANPOPOPNOT OO TOV TEAATT, TIG EMOOCEL TOV
JWPYOsSIOV KO TN CUUUOPO®MCY TOV TPOLOVIOS, TNV KOTAGTOCN VAOTOINCNG TOV TPOANTTIK®V Kol
OPHOTIKOV EVEPYEIDY, TIC EMAKOAOVOES EVEPYELES OO TPOTNYOVUEVES OVOCKOTNOELS, KOl TIC OAAAYES TTOV
Bo umopovoav va emmnpedcovv To ovotnua dlayeipnong mowdtntroc. OAeg avtéc ot TANPOQOPiES
ATOLTOVVTIOL, OCTE VO VITAPYEL PETPMON NG amdOOONS TOV GUOTHUOTOS, KOl KT eméKToon Peition g
AmoTEAEGLOTIKOTNTAS TOV. O TapdyovToag anTOS TAPOoLGLALEL LeYOADTEPT SOKVUOVOT) GE GYECT) LE TOVG £MC
TOPU OVOPEPOUEVOVG TAPAYOVTES, KABMG TOPATNPEITOUL TTAOGT TOV aplBUOD TOV AVUPOPDOV GE VTOV PETA

10 1997, ypovid mov £xet Ko Tov peyokvtepo apBpd eppavicewv ot Proypaeio.
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4.2.6 oykprtikn] ASlorloynon

O gtaipeieg xpNOUOTO0VV TNV CLYKPLTIKY aEloAdynomn vy vo KotaAdfouv tov TpoTo Asttovpyiog
TOV OVIOYOVIOTIKOV ETAPEIDV HE OKOTO Vo BEATIOGOVV TIG OKEG TOLG Aettovpyiec. H ovykpirikn
aflohdynon N aAldg Xvykprtikn [Ipotumonoinon apopd KupidG 6T GTPATNYIKY d10iKNoN EMXEPNOEOV M
OPYOVICUAV Y10, TNV 0E0AOYNON TOV S10POPOV TTLYOV NG AEITOLPYING TOVG, UE HETPO GLYKPIONG TNV
KOADTEPT TPOKTIKY 6TOV Topén Tous. O ovyKekpiévog 6pog cuVIOBMS AVTETOTILETAL GOV 0 GUVEYNG
dwdkacio Kotd TNV omoio Ol EMEPNOES 1 OpYaVIoUOl TPocTafodv va PEATIOGOVLV TIG TPUKTIKESG
TOVG. AVUP®VO LE TO JIAYPOLLLO TTOV TEPLYPAPEL TNV TOPEIDL TOV GLYKEKPIUEVOL TOPAYOVTO, TOPATNPEITOL
OTL TPOKELTOL Y10 VOV OTO TOVG TTO «ACTOTOVG» TOPAYOVTES, 0ES0UEVOD OTL TAPOVGLALEL AVEOUEIDGELS OTIG
avapPopéc Kabdg kvoduaote mpog ™ ypovid 2000.
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4.2.7 Awyeipion AvOpomivov Avvapikov

To AvBpodmivo Avvapikd evdg opyavicpoy Katéyet kKOplo poro omv epapuoyn g AOIL 6mmg
avaépnke Kot og TPONyoHUEVO KEPAANLO. OVCLUGTIKA OVUPEPOLOCTE GTO TPOCHOTIKO TO OMOI0 eKTEAEL
gpyaciec mov ennpedlovy TN GLUUOPEMOGCN LE TIG OTOLTNGELS YOl TO TPOOV, KOl TPEMEL VO EIVOL IKOVO LLE
Baon v KatdAAnAn LOPP®ST, KATAPTION, KAOMOS Kot va dabétel 0elotnreg kot gumepia. Ot £vvoleg mov
etvar otevd ocvvveacuéves pe 10 AvBpodmivo Avvopkd — ota mhaicwa gpappoyng s AOIT — sivor n
EMOYYEALOTIKY] EMAPKEN, 1M KATAPTION , Kot 1 €uoucHntomoinon OYeTkd pHe TNV OmovLOOOTNTO TOV
JPACTNPOTATOV KOl TNV EMTELEN TOV OTOY®V NG MOOTNTAG. XTO YPAENUO TOL &V AOY® TOPAYyOVIO,
eupaviCeton pa kotd Baon otabepn avodikn mopeia, e Kopvemon ot ypovid 2000.
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4.2.8 Exnaiogvon

H Exnaidevon cav oporoyia mpoaktikd cvoyotiletal Kot pe Tov TPonyoOUEVO TOPAYOVTOL

(BA.4.2.7) kaBdg apopd oTNV KATAPTION TOV TPOCMOTIKOV, cvumepllapupdvovtag PéPato Kot TIc
KOTAAANAESG evEpyeles- OTav XPpeldleTal- MOTE Vo EMTEVYOEL N AmTOPOLTNTY ETOYYEALOTIKY EMEPKELD.
Opoimg mapovsialet pa otafepd avodikn TOPELL, OTMS NTOV KO OVOLEVOLEVO.
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4.2.9 Yoppetoyn ko Avapein tov Illpoocomkov

H ovvednronoinon ¢ omovdodrag Tng mopay®yng MOOTIKMOV TPOIOVIOV on’OAOVS TOVG
epyaloIEVOVGS KaL 1) EVEPYT] GLUUETOYN TOV KaBEVOC Ge auThV TV dladikacia eival ovsudONg 6TV d10iknoNg
oAKNG mowwTTog. Eivon avaykaio kot ovsudong cuvOnkn kabmg mpénet va dtac@oiiletal To yeyovog 6Tt 10
TPOCMOTIKO £YEL EMYVAOGCT TNG OXEONG KOl TNG GTOVIALOTNTAG TV OPUCTNPOTITOV TOV,KOL TNG GUUPOANG
TOV 0TV €mitevén TV oTOYWV ModTNTaG. Bdoel Tov daypaupartog, a&iCer va mapatnpndel n otdoun
KOTAoTOoT TOV 6ToLyEiov avTol Yo IS xpoviEg 1989-1994, n onoia akoAovBeitor amo amdToun avEnomTov
apBpov Tev gpeavicewv amd to 1995 g kot to £tog 2000.

Zuppetoxn kot Avapelén Npoocwrikov
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4.2.10 Evovvapmon tov IIpocomikov

H gvOUVAL®MON TOV TPOCONIKOL GYETILETAL KOl e TOVG TPELS Tponyovevous apdyovteg (BA.4.2.7,
4.2.8, 4.2.9) ko1 a@opd KLpudG OTNVN OEOAGYNON NG OMOTEAECUATIKOTNTOS TOV OVOAAUPAVOLEV®V
EVEPYELDV, DOTE VO EVIOTIGTOVV 0OVVOLIES KOl LEUMUEVT] ATOS0GT], KOl LECH TV ATAPUITNTOV SIEPYUCIDV ,
va pewbovv 6to eAdyioTo, 1| akdpa Kot vo eEoreipBovv. To didypappa Topovstdlel pio SPOPETIKN Ao
TG £0G TOPO KOTAYEYPOUUEVEG LOPOES, AOY® TIG ATOTOUNG TTAOGELG TOV ERPAVIGEDV TOV TAPAYOVTO KOTA TO
¢to¢ 2000.

39



4211
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Ixavomoinon tov IIpocomTKoV

H Ixavomoinon tov Ilpocwmikod kpivetan g évag and toug PacikdTEPOVS Tapdyovtes, Aapupdvovtag
VIOYV TOV TOGO OMUOVTIKO pOAO Tov dtadpapatilel to mpocomikd otnv epapupoyr tg AOIL Eivor

TPOQAVES AOOV OTL Y1 va. eival og Béomn 10 Tpoowmikd va Yvopilel T cuuBoAn ToOL 6TO WGYVOV GHGTNLA

duyelpnong moldTnToG, Kova Tpootadel d1apkds Yo TV ENITEVEN TV oTOY®V, Ba TpEme va, drotnpeitar M

KOVOTToINon Tov 6 LYNAQ eminedn, OOTE Vo £YEL TO KIVNTPO VO KOVIYHGEL TOVG GTOYOVS TOL. AGTaOMg

TOPAYOVTOG, KOl LE YOUNAO OYETIKA eMineda epeavions ot PipAoypapio.
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4212 Opadoun) Epyacia

O 1poTOC e TOV 0010 UTOPEL TO TPOCMOTIKO LG EMLYEIPNONG N EVOG OPYOVIGLOV VO ETLTUYEL TOVG
OTOYOVG TOWOTNTOG £VOL LEGM TOV TPOGMOTIKOV TOV, TO OTOI0 TPEMEL VO AEITOVPYEL OUAOIKA, DOTE OAEG OL
drdkaoies vo AaUPavouv xdpo ETTUYAS , KOl VO TopoVctdleTal n LEYloTn amdd0ooT TOV GLOTHHATOG. O
LITOPOVGOLE VO TTPOGOLUOLAGOVIE TOV GUYKEKPULEVO TOPAYOVTO e o 0AVGIOa, 1) 0ol £YEL XPNOTIKOTNTA
o6tav 6Mot ot kpikot etvar cvvdedepévol peta&d tovg, H Opaducotra kpivetarl avaykaio cuvOnkn, yio va
UmopEceEL 0 apyoviopog vo e€elyBel opadd kot va exktvaybel 1 amdd06N TOV GLGTHUATOS GTO UEYIGTO
Babuo. H xopmdAn tov GLYKEKPUEVOL TOPAYyoVTO €lval 1) AVOUEVOUEVT, diy®G VO Tapovctdlel Kamolo
a&loonpuein dtpopomoino.

Ouadikn Epyaocia
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4.2.13 Extipnon, Emppapevon ko Avayvopion tov Ilpocmmikod

O ev AMyo mapdyovtag oyetiCetan emiong pe v évvouwn tov [pocwnikov, eotidloviag avtiv v
QOpa oTNV aVIILETOTION NG Aloiknong anévavtt 610 npoconikd. [paktikd apopd oty Ikavomoinon tng
A0iknong ®¢ TPog T0 TPOSMOTIKO, KOL TV OVAYKN TOL VIAPYEL Yl EKTiUN o, eXPpdfevon kot avayvopion
TOV TPOCMOTIKOV, Y10 VO, UTOPEL e TN GEPA TOV Vo avTameEEADEL e 0A0EVAL KOl LEAVOLLEVT] ATOSOCT] GTIC
QTOTNGELS TOV GUOTNUATOS, EPAOGOV TPONYOVUEVMG Ba VITAPYEL OVTAUEPEL Yo LTV TOV TNV TPOCTAOELD.
Awkdpovon Topovstdlel Kot 0 CUYKEKPYEVOS TAPAYOVTAG GTO SIAYPOUIE TOV, TOV eVTOTILETOL KUPIOG OTIC
ypovoroyieg 1997-2000.

Ektipnon, EmBpaBevon kot Avayvwplon tou
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4214 Awyeipron Avod1KaoLOV

H dwdwacio mov ypnoyomoteitat yio tnv mopdywyn evog mpoidvtog ennpedlel TV TOWOTNTO TOV KOl
KOT ENEKTOON TNV TPOTIUNGCN TOV Katavalwth o€ avtd. H Awayeipnon tov dadikacidv eivor Bacikn ortio
mov ovuPdAler oty emtuyio €vOg cvotnUaTOog dwxeipnong mowwtnrag. Ot dadikacieg mpémel va
ToPAKOAOVBOVVATL KOl VO EAEYYOVTOL GUGTNUATIKA, KOOMG Kol vo tnpodviot pe tov Tpdmo mov opilel to
cvotnua dlayeipnong mowwtnToc. Xoav ypAenUe Topovcldlel pio Mo acvviOieTn Hopen, AdY® TV
avéopelmoemv kotd o dtotnue 19994-2000.
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4.2.15 "EAgyy0g Al001KOGLOV

O €éleyyxog TV S00KACIOV GOV OVAALGT VTOKETOL GTNV TTPONYoVUeEVn Topdypago (PA.4.2.14),
KoODC amoteAel (o S10QPOPETIKY OTTIKY TNG aviAvong TV dwdikacidv. [Tapovoidlel mapeppepn Hopen
Kot 5To Ypaenua, YEYovOs Tov eTPoPotdveL Kt TNV cUVOEST TOV VO TOPAYOVIMV.
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4.2.16 Yyeowaopog kot Avarmtoén Ipoiovrog

O Zyedoopoc ko 1 Avamtuén mpoidvtog cuvemdyetol KEPOOG TOL WEPWOIOV NG oyopds amod
AVTOYOVIGTIKG TPOTOVTO, KOO KO KAALYN £VOG «KEVOD» TNG OLYOPAS OV TEAIKA UTOPEL va 00N YNGEL OTNV
kowvotopio. O opyaviopodg mpémel va oxed1dlel Kot va, ovarTOGGELTIS dlepyacieg mov ypedlovtol yo TV
vAoToiNo™ TOV TPOIOVTOG. Xe ATV TNV Tepintwon Ba mpénel va epappolovtotl ol 6TOYOL TOWOTNTS Kot Ol
OTOITNOELS Y10 TO TPOWOV, KOOMG KOl Ol GUYKEKPWEVES YOl TO TPOLOV OOLTOVUEVS OpOacTNPLOTNTEG
emoAnBevong, ETKLPOONG, TOPAKOAOVONONG, LETPNONG, EAEYYX®V Kal SOKIU®OV OV B 00MYGOLV Kol 6TV
Avantoén tov mpo1dvtog. O opyavicroc TPEMEL Vo LEAETA KL VOL EAEYYEL TOV GYEIOUO KOt TNV OVATTLEN
10V TPo1dvtog. Ewdwdtepa mpénet va mpoodiopiletl To oTdo10 GYEIUOUOD KOl OVATTUENG, TNV AVACKOTN O,
NV EMOANOEVOT Kot TNV EMKVPMGN TOL EVOEIKVLTAL Y10 KA 6TAd10, KO TIG EVOVVES Kot TIG APHOSIOTNTES
Yo tov oyedopud Kor v avamntvén. H kopmddin sivor oavopevopevn yopig kamowo a&toonueiot
TOPOTPNON.

2xedblaopnog kat Avamrtuén Npoiovtog
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4.2.17 Awyeipron IlpopnOsvtdv

H modtta Twv mpoidviwy aAdd Kal TwV VTINPECLWV TTOV TIHPEXOVV Ol TPOUNBOEVTES elval o€
B€om va EMNPEACEL TNV GUVOALKN TTOLOTNTA TWV TEALKWV TIHPAYOUEVWY TIPOTOVTWV. ['la Tov Adyo autd
Stvetal WSiaitepn éupaon otoug Ipounbevuteg, Kat otnv AlXXelpnomn TOUG, WOTE VX UNV VTIAPXEL
€EAPTNON TWV SLASIKACLWOV KAl TNG TTIOOTNTAS , ATtO TOV TTPOUNBeuTy. AuTO YiveTtal TAEOV EQIKTO dTAV
umapxel Swadikaocia eAgyxov kal afloAdynong Twv mpounBeutwy, HE OKOTO TNV UEYLOTN
ATOSOTIKOTNTA ATIO TAEVPAG TOUG OO0V APOPA GTNV TOLOTNTA TOV TPOLOVTOG. Opoiwg, 1 KAUTUAY
elval avapevouevn xwpig kamola afloonuelwTn TapaTpnon.
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4.2.18 Yoveymc Bedtioon ko Kawvotopia

O opyaviopdg mpénel va PEATIOVEL GLVEYMG TNV OMOTEAECUATIKOTNTO TOV GLGTHLATOG dlaXElpMONG
™G TOWOTNTOS, HEC® TNG MOMTIKNAG Yo, TNV TOWOTNTO, TOV CTOY®OV TOWOTNTAG, TMOV OTOTEAECUATOV TNG
eMBe®PNONG, TNG OVIAVOTG TV OEOOUEVDV, TOV J0PHMTIKOV KOl TOV TPOANTTIKMOV EVEPYEIDV KOl TNG
avackommong amd ™ Atoiknon. H Zvveyng Beitioon kot Kowvotopio kabiepodvel v emyeipnon otig
TPOTUNGCELS TOV KOTOVOAOTOV, £POCOV APOVYKPALETOL TIC avAYKEG TOL Kot eEgAioel Ta TPoidvTa TNC.
[Mopdia avtd o1 cuveyelg aAlayég oto GY€010 €VOG TTPOIOVTOG EAAOYEVLOLY TOV Kivduvo NG avénong tov
TOGOGTOV TOPUYMOYNG EAATTIOUATIKOV Tpoidvtwv. 'Etol 1 dwtnpnon &vog oyxediov umopel o€ KAMOLES
TEPIMTAGELS, KUPIMG OGOV €xel emTevyBel 1 KATOVOAMTIKN AVAYKT TNG GVYKEKPIUEVNG XPOVIKNG OTLYUNG,
va gtvon o amotedespotikn. Kopmoin pe otabepd avodikn mopeio mapovotdlel o ev AOY® mopdyovtag, e
péylotn cuyxvotnta gpedviong to £tog 2000.
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4.2.19 Awo@airen Howotntog

H Awcediion g [Todttog ypnoyomoteiton pe pia £vvolo TEPIGGOTEPO KTITPOANTTIKI» TAPA S10pHMTIKY.
Me dAho Adywo, o opyovioudg mpémel vo avorapuPdvel evépyeleg yo v eEGAEYN TOV QUTIOV TOV UN
CUULOPPDOCEDV, DOTE VO TPOAUUPAVETOL 1] EXAVEUEAVIOT TOVG.. Ot d1opBmTIKEG eVEpPYELlES TPEMEL Va gtvat
avAAOYEG HE TIG EMATOOELS TOV OVIIGTOW®V U GLUUOPE®GE®Y. EmmAéov, o opyaviopog mpémer va
npocdopilel Tic evépyelg Yo v eEGAEYn TOV UTIOV TOV TOOVOV LN GUUUOPOOCEMV, MOTE VO
npoAappdvetor n gpedvion tove. Ot TPOANTTIKEG evEPYEles TPEMEL OHOIG Vo €ival ovOAOYes HE TIC
EMMTOOES TOV TOAvOV TpoPAnudtov. Aldypoppo to omoio akoAovOel T HOPPY| TOV TEPIGCOTEP®V
TopayovTov , pe Kpn avéopeimon katd to £t 1997-1999.
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4.2.20 Mnoevika Erattopotikd-Mn Xvppopeodpeva Ipoidvta

H dvtAnon twv avaykov Kol emBUpov Tou TEAATN Kol TNG TAPOXNG AUTWV XUECWS UOALS
N Oel, TpolmoBETEL OTL QLTS pPTopel va emitevxBel pe To YapunAdtepo Suvatd KOGTOG, av un Tt dAAo
XwpIg va petwvel tnv kepdooplia. [pemel Aomdv va Stao@aAlleTatl OTL EVTOTITETAL KAl EAEYXETAL TO
TPOLOV TO OTO(0 8EV CUUUOPPWVETAL UE TIG ATALTIOEL, WOTE VA TPoAN@Oel 1 akoVola xpnon 1
mapadoon tov. Elvat avaykala 1 kaBlépwon pag tTekpnplwpévng dtadikaoiag mov va kabopilel Toug
EAEYXOUG KOl TI§ OXETIKEG €VOVVEG KAl APUOSLOTNTEG YLt TOV XEPLOUO TOU UI CGUUHOPQOVLEVOU
TPOLOVTOG.

Mndevika EAattwpatikd-Mn
Zuppopdovpeva Mpoiovia
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4.2.21Nootponia [TowotnTog

YouPaAlel  oTNV OMOTEAEGUOATIKOTNTA TNG £PYOACiag, 1 omoia o peydio Pabud xabopiler kou to
eminedo koéotove. O mapdyovtag avtdg evdoeyoprévog Exel peyordtepn adio OTov TopadideTol VINPEGio Kot
AMyoTepo OTaV TOPASIOETOL TPOIOV, dEOOUEVIC TNG EEEMENG TOV UNXOVAV GTNV TOPAYMOYIKY O1001K0Gi0, Kot
EVOEYOUEVAS avTOG glval €vag AOYOg Tov ot avapopég oty PifAtoypapia sivon Alyeg. [apatnpeitor emiong
OPKETE PEYAAN SOKVUAVOT) GTNV GLYVOTNTO EUPAVIONS avE XPOVid, YEYOVOS TOV AOJEIKVIEL OTL TPOKELTOL
YL VOV LAAAOV OUOIAEYOLEVO- KOTA TOVG GLYYPUPELS -TapAyOVTa.

14 | 4

Nootpornia Nototntag
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4.2 .22 Emkowvevia,

H évvolo ¢ emkowvoviag oe autiv vV TepinTtoon TPoodlopiletal Kupimg ooV «ECOTEPIKN»
emkowmvia. Evamdkertor oty Awiknon va dwceolilet 6Tt kabiepd@voviar €vidg TOL 0pPYOVIGUOD
KOTAAANAEG Olepyacies emKOmVING, Kot OTL VTAPYEL EMKOVMVI TOV 0POPE GTNV OTOTEAEGUATIKOTNTO TOV
ocvotnpatog dwuyeipnong modtrag. H kapmdAn tov cuykekpipévov mopdyovio dev O10popomolEital G
oX£0N L€ TOVG TEPICTOTEPOVS TOLNON TPOAVAPEPONKOALV.
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4.2.23Xvompato [owdtntog

To ocvomua dwyeipnong modTag OTwg Exel oM avapepbel, sivar Eva cvota dlayeipiong
v T 010iknon kot EAeyyo evOg opyavicrol avagopikd pe v mototnta. H avémtuén kot epappoyn oe pio
emyeipnon Zvotuotog Awyeipiong Iowtmrag (ZAIT) mpémel va KOVOTOIEL TIC OMOLTHGELS TOV TPOTVTTOV
010 omoio Paciletal, Yo TAPASEYUA SUTOTMOGN TG TOAITIKNG TOLOTNTOS, TOV eKPPALEL TN OEGHEVOT TG
dolknong g yw TV TOPAYOYH CLYKEKPILEVOV TPOIOVTIOV 1 VANPECIOV UE KPITHPLOL TOLOTNTOG,
dnuovpyio opddacmov mopakomovdel Kot EAEYYEL OOTE Vo YivovTal ol arapaitnteg diepyacies, kKA. Avtd
nov a&ilel va onueiwdel yio Tov cuyKeKPEVO TopdyovTa ival 0Tt | evedvior Tov ot BifAoypagia Eywve
apKeETE apydTEPO OE OYECT WE TOVG TPOTYOVUEVOVLS TOPAYOVTIEG, OEOOUEVOL OTL 1 TPAOTN OVAPOPA
evromiletor T ypovid 1993, kou 6mw¢ Mtav mpoPfrenduevo amd ekel ko Emerta akoAovBel avodikn TALov
nopeia.
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4.2 24Epump60eopun emitevén

H éykvpn ko éykaupnenitenén oav evvolol0y;ia, TPOKTIKG LTopodV Vo EPAPUOGTOVY GE OAM. TOL
miaicla g epapproyns e AOIL Aeopd otV GQUEST] OVTATOKPIOT] OAMV TOV TOPAYOVTIOV TOV
umopet va meptypaeouvy Eva cOoTNHA O10YEIPNONG TOOTNTAG, KOl GT] CNILOVTIKOTNTO TOV AVEPYETOL
0 TAPAYOVTOG YPOVOG, OGTE Vo, emttevydel | mo1dTNTa.O TOPAyovTaS 0V TOHG Y10 TAPASELYLLO UTOPEL VO
aQopA 6TV £YKAIPN TAPAS0CT) TOV TPOIOVTOS 1] TNG VINPEGING OTOTE £TGL 01 TPOOTAOELN
KOVOToinong tov meAdn va eivat mo oAokAnpouévn. [oapatnpodpe apyikd 6T 10 €0POG TOV
avapopmv ot PifAloypapia Kiveitor og younAd enineda, KoOOS Kol TNV TOPOVGI0 HIOKVUAVEEDY GE
o€ yevikOTtepa mAaioto KaBOAO TO O1AGTNLA LEAETNG.
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4.2.25Evemtia

H gveléio aratteiton dote véa povtéda Kot Osmpieg vo pmopoldv vo EQapHocTOvV Yo VO TPOAAUPBEVOUV TIC
avdykeg Tov mEAdTN Kot TIG TEXVOAOYIKEG e€ehilelc pe peydro Pabud afomotiog. Ilpémer oAdKANpOG O
opyaviopdg vo pumopei va viobetel o aAroyn Gueca Kot Omote KpIiveTol avaykaio, vo mpocapuoletal og
O\ TOL EMIMES A TTOL ALPOPOVV BEATIOGELS Kol avamTHEN SLOOIKAGLOV, e G TOY0 TNV TowdTNTo. O TapdyovTog
YPOPIKA KIVEITOL LE TOPOLOL0 TOV OVAOTEPMOV YPAPNUATOV TPOTO.
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5. XYZHTHXH KAI XYMIIEPAXMATA

5.1 ZyoMaopog TOV ATOTELECPLATOV

Ta amoteléopata mov TPOEKLYAV OO TNV TAPUTAVE SOKAGIN deV OmEYOLV TOAD OO VT TOV
nrav avopevopeva. H kataypoaen oAdV TV mapaydvimv 6Tovg 0moiovg £Yve £0TM KOl [ 0vVapopa —TivTo
ota mAaictla e&étaong e epappoyng g AOII- oe dpBpo g PAoypapiog dNHocileEvHEVO 6To doTn
1989-2000 'Eywe dote va givor gkt n enelepyasio Tovg. OAol ot mapdyovteg mopovctdlovv ToAD
HEYOADTEPN GLYVOTNTO ELPAVIONG 0t TO £T0G 1994 Ko émetta, Yeyovog OV dtKaoAoyEiTal amd TV oAoéva
KOl TEPIOGOTEPO ALEAVOUEV EVACYOANGN TOV GLYYPOPE®V He Tov Topéa tng Awnyeipnong Ilowvmtoc.
Axdpa kot o1 Kopueaiot Tapdyovieg Omwe avadeioTnKay omd TNV CLYKEKPUEVT Epyacio £X0VV YOUNAOTEP
emineda avapopdsg ekeivo To ddoTna, 0AAG avtd gival Yeyovog dueco cuoyeTCOUEVO Kot e TOV oplOpd
TV dpthprv Tov dnuocievovTay eketvn TV TEPiodo.

Ot entd Kopveaiol Tapdyovieg 6Gov agopd oV apldud Tev gpeavicewv tovg otn Piproypaeia,
AmodEKVOOVTOL KOt 01 TOVAMVES TOV TAoGiov epappoyns g AOIT katd to didotnpa 1989-2000. Tnv mpd
Béom katéyel 1 €0TiOoT GTOV TEAUTN KOL GTNV IKOVOTOINGT TOV, Topdyovtag 0 omoldg deondlel oe 0ALG TIg
AVOADGELS TOV JIEPEVLVOVV TNV TOLOTNTA KOl TOVS TPOTOVG EMITELENG TNG.

Agv amoteAel EkmAnEn 10 yEYOVOG OTL TNV LYNAOTEPN BE0M 61N AloTa KATEYEL TO GTOLYEIO TOV APOPA
OTNV €0TIOCT Y10 TNV KAVOTOINGN TOL TEAQTN, KoO®MG eivar Kot o Pacikdg dovag yOpw amd tov omoio
nepotpépetal o topéag e AOILTpelg and tovg ntd TOPdyovVTeg e TO PEYOADTEPO TOGOGTO OVOPOPAS
omv Piproypagio (Exmaidevon Ilpocomukod, Opadwkry Epyacio kot Zvppetoyn-Avamntvén tov
[Mpocomkov) etvar mapdyovieg g AOIT mov oyetiCovtal pe v doiknon avlpdmvov duvapkoy, Tpdyua
nov delyvel Tov KaBopLoTIKO POAO TOV JIVETOL GTNV GYECT O101KNONG AVOPOTIVOL SLUVOUIKOD KOl EPOPLOYNG
¢ AOIL EmnpocBera, n onuacio tov pérov g Hyeolag kot EvBdvng g Atoiknong otnv epoppoyn e
AOIT givon emiong adlop@ofnmen Kot 6Tov mapdyovto avtd 600nke n déovca onuacio amd TG HEAETES
AVTEC.

O¢pata mov oyetiCovtar pe v Iowotkn ITAnpogopio ko v Métpnon g Amddoong emiong
£TVUYOV TNG TPOGOYNG TOALDY HeEAETTOV. Bewpeitan OTL N TANPOPOPia Kot 1 oviAvor givar KaBoploTikn yuo
TNV OMOTEAECUOTIKY] O101KNoN €VOG OpYOVIGHOD KOl Yoo TNV aVATTLEN €VOG UETPNOIUOV otV TPAcn
OLGTNATOG PEATIOONG TNG ATOSOGNG KOl TG OVTOY®VICTIKOTNTOG,

H Wéa mg Zuveyotg Beitioong kot Kawvotopiag, mov Bewpeitar kabBopiotikd ototyeio g AOIL,
emiong cvumePIANQPONKE og £va oYeTIKA peydio apBuo peretmv. [apdti n Aayeipion tov Awdikacidv dgv
CLUTEPUMPONKE GTNV TAPOTAVED AoTo MG Vg OO TOVG TOPAYOVTEG TOL EUQAVIGTNKE TTOAD GLYVE GTNV
Biproypaeia, otV TpaypatikOTNTO KOAVEONKE and moALES perétec. O Adyog givar 0Tt «doondotnkey o€ 3
napdyovteg — Alayeipnon Awdikaciov (164), Zyedoacud kot Avantoén Ilpoidvtog (132) ko ‘EAleyyo
Awdwkaciov (174) wg gvpeia katnyoproroinon. Emopuévag n Awayeipion Awdikaciov propel va avapepOet
¢ &vog onuavtikog tapdyovtog g AOIT oy Boypapia.

Allot mapdyovteg mov EhaPav oxeTikd vymAn 0éom otig peréteg eivan m Aroiknon IpounBevtodv
(201) , n Emwowwvia (191) ko o Ztpatnywog Zyedacudg (181). Amd v GAAn peptd, ot vmdAoumol
napdyovteg —Xvykptikny A&oAdynon, Evovvauwon Ipocwmikov, Ikavomoinon Ilpocwmucot, EveMéia,
Awoedaron [Movmtog, Mndevikd Elattdpoto kAT dev avapépnkay 660 o1 vTOAOUTOL TAPAYOVTES.
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5.2 Xopumepaocpato

Yy mapovoa epyacio KoTaypdenkoy apywd 347 epeuvnTikég LEAETEC e OVTIKEIPEVO TO TTAMIGLO
epappoynsg g Awiknong Olkng IMowdtrag, kot ot omoieg dnpoociedtray oto didotnua 1989-2000.
E&etdlovtag Tig peAéteg avtéc, eviomiomnkav 76 &£ oUTAV, Ol OMOIEG EMYEPOVCOV IO TO OAIKN
npocEyyon otov topéa g AOIL Bdoel tov 76 avtmv epguvav, eotidcape og 25 mapdyovies sppaviCovral
va enmnpedlovy katd kvpo Adyo v epappoyn tg AOIT . Ot 25 katoypdenkayv, Kol GT GUVEYELL
EVTOTOTNKE Y. TOV KaBEvay amd avtovg o aplBpnoc Tov eueoavicewv Tov oto ddotnua 1989-2000, kot
E0IKOTEPO £VOL AVOPEPETAL 1 OYL OTIG TOPATAVE® 347 peAETES.

O ovyvotepa epeaviOUEVOS TOPAYOVTOS AOWTOV KOTOANYEL VO €ival 1) €0TIOCT OTOV TEAATN KO 1)
KOVOTTOINGN Tov, Kot akoAovBoHV: 1 EKTaidELOT TOL TPOSMMTIKOV, 1| NYEGia Kot 1 avBhvn g doiknong, N
OHOdIKY €PYACiO, 1 CLUUETOYN Kol OVAPEEN TOV TPOCOMIKOV, 1 OlGPAAICoT TNG MOOTNTAG, KOl M
TANPOPOPia TNG TOOTNTOS LLE TNV LETPNON TNG OTAOOoTG.

Katd ovvéneia o1 ovolactikol mapdyovieg gival daypovikoi Tapdyovteg 6Tovg omoiovg eotidlovv
o0TOC N GAA®G TO TEPICCOTEPU CLOTHWATA Oloyelpnong TOWOTNTAS. AKVUAVOEL OTOV aplud TV
euPavice®v TapaTPOVVIOL G€ OAOVG, AAAOTE O HIKPOTEPO Kot BALOTE oe peyaAvtepo Pabud. XovOnkeg
OT®OC 1 €MOYN, N EKAGTOTE YPOVIA, 1 EGTIACT TOV EYVE MO TOLG GLYYpPAPeis otov Topéa g AOIL, givar
Adyol yu Tovg omoiovg aAAACEL M cuxvOTTA EUPAVIoNG ovh xpovid. Tlepartépm diepedvnon TV otV
aVTOV EEPEVYEL amd TOVG OKOTOVG NG Tapovoas PiAoypapios.

5.3 [Ipotaoeis Yio peALOVTIKI] EPELVA

Ynrdpyovv apketég katevBhHvoelg otig omoieg B pmopovcape vo emKEVIP®OOVUE TPOG TEPUTEP®
JlEPEVLVNON TOL GUYKEKPIUEVOD OVTIKEWEVOL. Apyikd, Yo vo 000el po TAnpéotepn ekdéva 0GOV aAPopd
OTOVG KVPOLG Tapdyovteg mov d€movv v gpapuoyq ¢ AOIL amouteitor ovtictoyn épgvva o
Biroypaeia, pe onpeio avapopds oto dtotnuo 2000- onpepa. X cuvéyea Ba fTav yxpnoo va dobsi
KOl GUVTEAESTNG PopdTnTag ava TOpAyovTa, 0EO0UEVOD OTL OTN GLYKEKPUYEVT Epyacio Yo Vo onueumdet
“X” og kdmowa Béom oToV AVOAVTIKO TivaKa, opkoVGE i Kot LOVO avagopd GToV €V AdY® TapdyovTa, Eite
YWOTOV OmA®G o VOEN, gite 0AOKANPO T0 dpBpo emikevipwvotav o€ avtdv. ['eydvoc mov eumodiler otV
amodoon PopdTnTag Yo Tov eV AdY® TapdyovTa.

Ta apBpa mov cupmepNEONKAV £XOVV XOPAKTNPIOTEL WG EPEVVNTIKEG LEAETEG, TOL CNUAIVEL OTL GOV
EMEKTAON OTNV EMAOYN TOV delypatog g PipAoypagiog Ba propovcay HEAAOVTIKG Vo GLUTEPIANPOOVY Kot
ueléteg mepurtdcemv (casestudies), apbpo atopukdv mopatnpioeov KA. EmmAéov, pmopel vo yivel
KOTAYPOPT] TOL TOTOL TOL TEPLOSIKOV GTO 0010 €YIveE 1| EKAGTOTE ONUOGIEVOT —aVTIKEILEVO €10iKELONC- N
N Y®pa omd TNV 0moin TPOEPYETAL.

Epmiovtifovtog pe mAnpoeopiec kot amotedéouato mov agopovv otnv AOIL, eivor ety 1M
EVOLVALMGN TOL GLYKEKPIUEVOL TOUEN OGOV QPOPA OTO TANIGIO EPAPLOYNG TNG, OAAL KOl GTNV TEPULTEP®
Beitioon tov cvotudtov dtayeipnong modtntag ®ote va emtevyel 0 6TdY0g, dNAAdN M TANPNG Kot
eMTVYNG ePapproyn ™ Aroiknong Oiwkng [odtrag.

54



ANAO®OPEX

Abraham,M.,Crawford,].andFisher, T.(1999),Keyfactorspredictingeffectivenessofculturalchangea
ndimprovedproductivityinimplementingtotalqualitymanagement, International]ournalofQuality&Rel
iabilityManagement,Vol.16No.2,pp.112-32.

Adam,E.E.]r(1994), Alternativequalityimprovementpracticesandorganizationperformance,
JournalofOperationsManagement,\Vol.12No.1,pp.27-44.

Adam,E.E.]r,Corbett,L.M.andRho,B.-H.(1994),Qualityimprovementpracticesink orea,New
ZealandandtheUSA, International]ournalofQuality&ReliabilityManagement,VVol.11No.7,pp.6-18.

Adam,E.E.]Jr,Corbett,L.M.,Flores,B.E.,Harrison,N.].,Lee, T.S.,Rho,B.-H.,Ribera,].,Samson,
D.andWestbrook,R.(1997),Aninternationalstudyofqualityimprovementapproachandfirmperformance,In
ternational]ournalofOperations&ProductionManagement,Vol.17No.9,pp.842-73.

Adebanjo,D.andKehoe,D.(1998), AnevaluationofqualitycultureproblemsinUKcompanies,
International]ournalofQualityScience,Vol.3No.3,pp.275-86.

Adebanjo,D.andKehoe,D.(1999),AninvestigationofqualityculturedevelopmentinUKindustry,Internation
alJournalofOperations&ProductionManagement,Vol.19No.7,pp.633-50.

Agus,A.(2000), Thestructuralimpactoftotalqualitymanagementonfinancialperformancerelativetocompeti
torsthroughcustomersatisfaction:astudyofMalaysianmanufacturingcompanies, TotalQualityManagement
,Vol.11No.4-6,pp.808-19.

Agus,A.andAbdullah,M.(2000), TotalqualitymanagementpracticesinmanufacturingcompaniesinMalaysi
a:anexploratoryanalysis, TotalQualityManagement,VVol.11No.8, pp. 1041-51.
Ahire,S.L.(1996),Anempiricalinvestigationofqualitymanagementinsmallfirms,Productionandinventory
Management]ournal,Vol.37No.2,SecondQuarter,pp.44-50.

Ahire,S.L.andDreyfus,P.(2000), Theimpactofdesignmanagementandprocessmanagementonquality:anem
piricalinvestigation,]JournalofOperationsManagement,Vol.18No.5, pp. 549-75.
Ahire,S.L.andGolhar,D.Y.(1996),Qualitymanagementinlargevs.smallfirms:anempiricalinvestigation,]o
urnalofSmallBusinessManagement,\/ol.34No.2,pp.1-13.

Ahire,S.L.andOShaughnessy,K.C.(1998), Theroleoftopmanagementcommitmentinqualitymanagement:a
nempiricalanalysisoftheautopartsindustry,International]ournalofQualityScience,Vol.3No.1,pp.5-37.
Ahire,S.L.,Golhar,D.Y.andWaller,M.A.(1996),Developmentandvalidationof TQMimplementationconstr
ucts,DecisionSciences,Vol.27No.1,Winter,pp.23-56.

Ahire,S.L.,Landeros,R.andGolhar,D.Y.(1995), Totalqualitymanagement:aliteraturereviewandanagendaf
orfutureresearch,ProductionandOperationsManagement,Vol.4No.3, pp. 227-306.

Al-Faraj, T.N. and Alidi, A.S. (1992), The practice of quality control techniques in the Saudi Arabian

manufacturing  sectors ,  The International Journal of Quality &  Reliability
Management,Vol.9No.7,pp.64-8.
Al-

Khalifa,K.N.andAspinwall,E.M.(2000), ThedevelopmentoftotalqualitymanagementinQatar, The TQMM
agazine,Vol.12No.3,pp.194-204.
Anderson,M.andSohal,A.S.(1999),Astudyoftherelationshipbetweenqualitymanagementpracticesandperf
ormanceinsmallbusinesses, International]ournalofQuality&ReliabilityManagement,VVol.16N0.9,pp.859-
7.

Anderson, ].C., Rungtusanatham, M., Schroeder, R.G. and Devaraj, S. (1995), A path analytic model of
a theory of quality management underlying the Deming management method: preliminary empirical
findings , Decision Sciences, Vol. 26 No. 5, September/October, pp. 637-58.
Anderson,R.D.,]Jerman,R.E.andCrum,M.R.(1998),Qualitymanagementinfluencesonlogisticsperformanc
e,LogisticsandTransportationReview,Vol.34No.2,pp.137-48.
Appleby,A.andMavin,S.(2000),Innovationnotimitation:humanresourcestrategyandtheimpactonworld-

55



classstatus, TotalQualityManagement,VVol.11No.4-6,pp.554-61.

Askey, ].M. and Malcolm, A. (1997), Quality management in the UK advertising industry ,
International Journal of Quality & Reliability Management, Vol. 14 No. 2, pp. 186-96.

Avella, L. (1999), Focal points in manufacturing strategic planning in Spain: comparison with
American and other European manufacturers , International Journal of Operations & Production
Management, VVol. 19 No. 12, pp. 1292-317.

Aziz, Z.A., Chan ].F-L. and Metcalfe, A.V. (1998), Use of quality practices in manufacturing
industries in Malaysia , Total Quality Management, Vol. 9 No. 4/5, uly, pp. 13-16.

Badri, A.M., Davis, D. and Davis, D. (1995), A study of measuring the critical factors of quality
management , The International Journal of Quality & Reliability Management, Vol. 12 No. 2, pp. 36-
53.

Barad, M. and Kayis, B. (1994), Quality teams as improvement support systems (ISS): an Australian
perspective , Management Decision, Vol. 32 No. 6, pp. 49-57.

Batley, T.W. (1993), Comparative perceptions of product quality management , International
Journal of Quality & Reliability Management, VVol. 10 No. 4, pp. 48-56.

Batley, T.W. (1996), Striving for better operations management practices in New Zealand and
Australian manufacturing firms , Integrated Manufacturing Systems, Vol. 7 No. 3, pp. 33-7.

Batley, T.W. (1999), Total quality: the New Zealand way , Total Quality Management, Vol. 10 No.
4&5, pp. 435-8.

Beattie, K.R. and Sohal, A.S. (1999), Implementing 1SO 9000: a study of its benefits among Australian
organizations , Total Quality Management, Vol. 10 No. 1, January, pp. 95-106.

Beaumont, N.B., Sohal, A.S. and Terziovski, M. (1997), Comparing quality management practices in
the Australian service and manufacturing industries , International Journal of Quality & Reliability
Management, VVol. 14 No. 8, pp. 814-33.

Beaumont, N.B. and Schroeder, R.M. (1997), Technology, manufacturing performance and business
performance among Australian manufacturers , Technovation, Vol. 17 No. 6,

June, pp. 297-307.
Beaumont, N.B. and Sohal, A.S. (1999), Quality management in Australian service industries ,
Benchmarking: An International Journal, VVol. 6 No. 2, pp. 107-25.

Benson, G.P., Saraph, ].V. and Schroeder, R.G. (1991), The effects of organizational context on quality
management: an empirical investigation , Management Science, Vol. 37 No. 10, October, pp. 1107-24.

Bilich, F. and Neto, A.A. (2000), Total quality management: quality macrofunction model for banks ,
Total Quality Management, Vol. 11 No. 1, January, pp. 5-15.

Birch, N. and Pooley, ]. (1995), Changes in Russian quality management practices from 1989 to 1992 ,
Management International Review, Vol. 35 No. 3, pp. 219-39.

Black, S.A. and Porter, L.]. (1996), Identification of the critical factors of TQM , Decision Sciences,
Vol. 27 No. 1, Winter, pp. 1-21.

Bonn, I. and Christodoulou, C. (1996), From strategic planning to strategic management , Long Range
Planning, Vol. 29 No. 4, August, pp. 543-51.

Brah, S.A., Ong, A.L. and Rao, B.M., Understanding the benchmarking process in Singapore ,
International Journal of Quality & Reliability Management, Vol. 17 No. 3, pp. 259-75.

Brannstrom-Stenberg, A. and Deleryd, M. (1999), Implementation of statistical process control and
process capability studies: requirements or free will? , Total Quality Management, Vol. 10 No. 4/5,
July, pp. 439-46.

Breiter, D. and Bloomquist, P. (1998), TQM in American hotels: an analysis of application ,
Cornell Hotel and Restaurant Administration Quarterly, February, pp. 26-33.

Breiter, D. and Kline, S.F. (1995), Benchmarking quality management in hotels , FIU Hospitality

56



Review, Vol. 13 No. 2, Fall, pp. 45-52.

Brookshaw, T. and Terziovski, M. (1997), The relationship between strategic purchasing and customer
satisfaction within a total quality management environment , Benchmarking for Quality Management
& Technology, Vol. 4 No. 4, pp. 244-58.

Brown, A. and Van der Wiele, T. (1996), A typology of approaches to I1SO certification and TQM ,
Australian Journal of Management, Vol. 21 No. 1, June, pp. 57-73.

Buckley, F., Monks, K. and Sinnott, A. (1998), Communications enhancement: a process dividend for
the organization and the HRM department? , Human Resource Management, Vol. 37 No. 3&4,
Autumn/Winter, pp. 221-34.

Bullock, H.E., Harlow, L.L. and Mulaik, S.A. (1994), Causation issues in structural equation modeling
research , Structural Equation Modeling, Vol. 1 No. 3, pp. 253-67.

Camison, C. (1996), Total quality management in hospitality: an application of the EFQM model ,
Tourism Management, Vol. 17 No. 3, pp. 191-201.

Carter, ].R. (2000), Human resource management within purchasing management: its relationship to
total quality management success , Journal of Supply Chain Management, Vol. 36 No. 2, Spring, pp.
52-62.

Chan, Y-C.L. and Ho, K. (1997), Continuous quality improvements: a survey of American and
Canadian healthcare executives , Hospital & Health Services Administration, Vol. 42 No. 4, Winter,
pp. 525-44.

Chapman, R.L., Murray, P.C. and Mellor, R. (1997a), Strategic quality management and financial
performance indicators , International Journal of Quality & Reliability Management, Vol. 14 No. 4, pp.
432-48.

Chapman, R.L. Hyland, P.W., ]Jenkins, R.]. and Sloan, T.R (1997b), Continuous improvement in
Australian manufacturing firms: findings of a survey in New South Wales , International

Journal of Technology Management, Vol. 13 No. 1, pp. 102-15.

Chaudhry, S.S., Tamimi, N.A. and Betton, ]. (1997), The management and control of quality in a
process industry , International Journal of Quality & Reliability Management, Vol. 14 No. 6, pp. 575-
81.

Chen, F. (1992), Survey of quality in Western Michigan firms , International Journal of Quality &
Reliability Management, VVol. 9 No. 4, pp. 46-52.

Chen, 1.]. and Paetsch, K.A. (1997), Quality manager involvement and quality performance ,
International Journal of Operations & Production Management, Vol. 17 No. 4, pp. 399-412.

Cheng, T-K. and Chan, S.-F.F. (1999), Quality motivation in China: humanistic and technological ,
Total Quality Management, Vol. 10 No. 7, September, pp. 967-78.

Choi, T.Y. and Eboch, K. (1998), The TQM paradox: relations among TQM practices, plant
performance, and customer satisfaction , Journal of Operations Management, Vol. 17 No. 1, pp. 59-75.

Choi, T.Y. and Liker, ].K. (1995), Bringing ]apanese continuous improvement approaches to US
manufacturing: the roles of process orientation and communications , Decision Sciences, Vol. 26 No.
5, September/October, pp. 589-620.

Collins, R., Cordon, C. and Julien, D. (1996), Lessons from the Made in Switzerland study: what
makes a world-class manufacturer? , European Management Journal, VVol. 14 No. 6, December, pp.
576-89.

Cooper, R. (1998), Benchmarking new product performance: results of the best practices study ,
European Management Journal, VVol. 16 No. 1, February, pp. 1-17.

Corbett, L.M. (1998), Benchmarking manufacturing performance in Australia and New Zealand ,
Benchmarking for Quality Management & Technology, Vol. 5 No. 4, pp. 271-82.

57



Coyle-Shapiro, .A.-M. (1995), The impact of a TQM intervention on teamwork: a longitudinal
assessment , Employee Relations, Vol. 17 No. 3, pp. 63-74.

Coyle-Shapiro, ].A.-M.(1999), Employee participation and assessment of an organizational change
intervention: a three-way study of total quality management , The Journal of Applied Behavioral
Science, Vol. 35 No. 4, December, pp. 439-56.

Crosby, P. (1979), Quality is Free, McGraw Hill, New York, NY.

Crosby, L. and LeMay, S.A. (1998), Empirical determination of shipper requirements for motor carrier
services: SERVQUAL, direct questioning, and policy capturing methods , Journal of Business
Logistics, Vol. 19 No. 1, pp. 139-53.

Cunningham, ].B. and Ho, ]. (1996), Assessing the impact of total quality management-related
programs: a Singaporean case , Quality Management Journal, VVol. 3 No. 4, pp. 35-55.

Curkovic, S., Vickery, S. and Droge, C. (2000), Quality-related action programs: their impact on
quality performance and firm performance , Decision Sciences, Vol. 31 No. 4, Fall, pp. 885-905.

Dahlgaard, ].]., Kristensen, K., Kanji, G.K., Juhl, H.]. and Sohal, A.S. (1998), Quality management
practices: a comparative study between East and West , International Journal of Quality & Reliability
Management, VVol. 15 No. 8&9, pp. 812-26.

Das, A., Handfield, R.B., Calantone, R.]. and Ghosh, S. (2000), A contingent view of quality
management - the impact of international competition on quality , Decision Sciences, Vol. 31 No. 3,
Summer, pp. 649-90.

Davidson, ].M. and Pruden, A.L. (1996), Quality deployment in R&D organizations , Research
Technology Management, VVol. 39 No. 1, January/February, pp. 49-55.

Davis, D. (2000), Business Research for Decision Making, 5th ed., Duxbury, Belmont, CA.

Davis, E.M. and Lansbury, R.D. (1996), Employee involvement and industrial relations reform:
reviewing a decade of experience in Australia , Employee Relations, Vol. 18 No. 5, pp. 5-24.

Dean, ].W. and Snell, S.A. (1996), The strategic use of integrated manufacturing: an empirical
examination , Strategic Management Journal, Vol. 17 No. 6, June, pp. 459-80.

De Groote, X., Loch, C., Van Der Heyden, L, and Van Wassenhove, L. (1996), Measuring
management quality in the factory , European Management Journal, VVol. 14 No. 6, December, pp. 540-
54.

De Toni, A. and Nassimbeni, G. (2000), Just-in-time purchasing: an empirical study of operational
practices, supplier development and performance , Omega, Vol. 28 No. 6, pp. 631-51.

Dellana, S.A. and Hauser, R.D. (2000), Corporate culture s impact on a strategic approach to quality ,
Mid American Journal of Business, VVol. 15 No. 1, Spring, pp. 9-21.

Deming, E. (1986), Out of the Crisis, Massachusetts Institute of Technology Center for Advanced
Engineering Study, Cambridge, MA.

Dickenson, R.P., Campbell, D.R. and Azarov, V.N. (2000), Quality management implementation in
Russia: strategies for change , International Journal of Quality & Reliability Management, VVol. 17 No.
1, pp. 66-82.

Douglas, A. and Glen, D. (2000), Integrated management systems in small and medium enterprises ,
Total Quality Management, Vol. 11 No. 4-6, uly, pp. 686-90.

Dow, D., Samson, D. and Ford, S. (1999), Exploding the myth: do all quality management practices
contribute to superior quality performance , Production and Operations Management, Vol. 8 No.1,
Spring, pp. 1-27.

Drew, S. and Coulson-Thomas, C. (1996), Transformation through teamwork: the path to the new
organization? , Management Decision, Vol. 34 No. 1, pp. 7-17.

Dube, L. and Renaghan, L.M. (1998), How hotel attributes deliver the promised benefits -  guests
perspectives on the lodging industry s functional best practices (Part 11) , Cornell Hotel and Restaurant
Administration Quarterly, February, pp. 26-33.

58



Dunbar, C. (1992), Four countries studied on quality , Computers in Healthcare, September, pp.
65-6.

Ebrahimpour, M. and Mangiameli, P.M. (1990), Vendor evaluation criteria and perceived
organizational performance: a comparison of American and Japanese firms , International

Journal of Quality & Reliability Management, VVol. 7 No. 6, pp. 14-28.

Ebrahimpour, M. and Withers, B.E. (1992), Employee involvement in quality improvement: a

comparison of American and Japanese manufacturing firms operating in the US , IEEE Transactions
On Engineering Management, VVol. 39 No. 2, May, pp. 142-8.

Edvardsson, B., Johnson, M.D., Gustafsson, A. and Strandvik, T. (2000), The effects of satisfaction
and loyalty on profits and growth: products versus services , Total Quality Management, Vol. 11 No. 7,
pp. 917-217.

Eklof, ].A. and Selivanova, 1. (2000), Corporate quality management practice in Russia: with
international comparisons , Total Quality Management, Vol. 11 No. 4-6, July, pp. 714-19.

Elmuti, D. and Kathawala, Y. (1997), Self-managing teams, quality of work life, and productivity: a
field study , Mid American Journal of Business, VVol. 12 No. 1, Spring, pp. 19-25.

Elmuti, D. and Kathawala, Y. (1999), Small service firms face implementation challenges ,

Quality Progress, April, pp. 67-75.

Emery, C.R. (1996), The role of organizational climate in the implementation of total quality
management , Journal of Managerial Issues, VVol. 8 No. 4, Winter, pp. 484-96.

Ennis, K. and Harrington, D. (1999), Factors to consider in the implementation of quality within Irish
healthcare , Managing Service Quality, Vol. 9 No. 5, pp. 320-6.

Entrekin, L.V. and Pearson, C.A.L. (1995), A comparison of values espoused by quality and other
managers , Asia Pacific Journal of Human Resources, VVol. 33 No. 3, Spring/Summer, pp. 130-9.
Eskildsen, ].K. and Dahlgaard, ].]. (2000), A causal model for employee satisfaction , Total Quality
Management, VVol. 11 No. 8, pp. 1081-94.

Eskildsen, ].K. and Nussler, M.L. (2000), The managerial drivers of employee satisfaction and loyalty ,
Total Quality Management, Vol. 11 No. 4-6, pp. 581-8.

Filiatrault, P., Harvey, ]. and Chebat, ].-C. (1996), Service quality and service productivity
management practices , Industrial Marketing Management, VVol. 25 No. 3, May, pp. 243-55.

Fisher, ]., Kirk, C. and Taylor, D.B. (1995), The implications of TQM for R&D strategy in New
Zealand firms , Technovation, Vol. 15 No. 1, February, pp. 1-9.

Fletcher, M. (1999), The effects of internal communication, leadership and team performance on
successful service quality implementation: a South African perspective , Team Performance
Management: An International Journal, Vol. 5 No. 5, pp. 150-63.

Flynn, B.B. and Schroeder, R.G. (1997), World-class manufacturing project: overview and selected
results , International Journal of Operations & Production Management, Vol. 17 No. 7, pp. 671-85.

Flynn, B.B., Sakakibara, S., Schroeder, R.G., Bates, K.A. and Flynn, E.]. (1990), Empirical research
methods in operations management , Journal of Operations Management, Vol. 9 No. 2, April, pp. 250-
84.

Flynn, B.B., Schroeder, R.G. and Flynn, E.]. (1997), World class manufacturing: an investigation of
Hayes and Wheelwright s foundation , Journal of Operations Management, VVol. 17 No. 3, pp. 249-69.

Flynn, B.B., Schroeder, R.G. and Sakakibara, S. (1994), A framework for quality management research

armd-an associated measurement instrument , Journal of Operations Management, Vol. 11 No. 4, pp.
339-66.

Flynn, B.B., Schroeder, R.G. and Sakakibara, S. (1995), The impact of quality management practices
on performance and competitive advantage , Decision Sciences, Vol. 26 No. 5, September/October, pp.
659-91.

Forker, L.B. (1997), Factors affecting supplier quality performance , Journal of Operations

59



Management, VVol. 15 No. 4, pp. 243-69.

Forker, L.B. and Hershauer, ].C. (2000), Some determinants of satisfaction and quality performance in
the electronic components industry , Production and Inventory Management Journal, VVol. 41 No. 2,
Second Quarter, pp. 14-20.

Forza, C. and Filippini, R. (1998), TQM impact on quality conformance and customer satisfaction: a
causal model , International Journal of Production Economics, Vol. 55 No. 1, pp. 1-20.

Fowler, C. (1996), TQM in NZ: what impact? , Australian Accountant, December, pp. 53-4. Fynes,
B. (1998/1999), Quality management practices: a review of the literature , IBAR - Irish

Business and Administrative Research, Vol. 19/20 No. 2, pp. 113-38.

Geary, ].F. (1999), The new workplace: change at work in Ireland , The International Journal of Human
Resource Management, Vol. 10 No. 5, October, pp. 870-90.

Germain, R. and Spears, N. (1999), Quality management and its relationship with organizational
context and design , The International Journal of Quality & Reliability Management, Vol. 16 No. 4, pp.
371-92.

Gieskes, ].F.B., Baudet, F., Schuring, R.W. and Boer, H. (1997), Continuous improvement in the
Netherlands: current practices and experiences in Dutch manufacturing industry , International Journal
of Technology Management, Vol. 13 No. 1, pp. 50-60.

Godard, ]. (1998), Workplace reforms. managerial objectives and managerial outcomes: the
perceptions of Canadian IR/HRM managers , The International Journal of Human Resource
Management, VVol. 9 No. 1, February, pp. 18-40.

Goh, P.L. and Ridgway, K. (1994), The implementation of TQM in small and medium-sized
manufacturing companies , The TQM Magazine, Vol. 6 No. 2, pp. 54-60.

Golhar, D.Y., Deshpande, S.P. and Ahire, S.L. (1997), Supervisors role in TQM and non-TQM firms ,
International Journal of Quality & Reliability Management, Vol. 14 No. 6, pp. 555-68.

Gore, EW. Jr (1999), Organizational culture, TQM, and business process reengineering: an empirical
comparison , Team Performance Management: An International Journal, Vol. 5 No. 5, pp. 164-70.

Grandzol, ].R. (1998), A survey instrument for standardizing TQM modeling research ,
International Journal of Quality Science, Vol. 3 No. 1, pp. 80-105.

Gray, ].H., Sohal, A.S. and Sarros, ].C. (1996), Quality management in the Australian service industry:
progress or problems? , Total Quality Management, Vol. 7 No. 1, February, pp. 93-107.

Hackl, P., Scharitzer, D. and Zuba, R. (2000), Customer satisfaction in the Australian food retail
market , Total Quality Management, Vol. 11 No. 7, pp. 999-1006.

Hallowell, R., Schlesinger, L.A. and Zornitsky, ]. (1996), Internal service quality, customer and job
satisfaction: linkages and implications for management , Human Resource Planning, Vol. 19 No. 2, pp.
20-31.

Handfield, R., Ghosh, S., Fawcett, S. (1998), Quality-driven change and its effects on financial
performance , Quality Management Journal, Vol. 5 No. 3, pp. 13-30.

Harari, O. (1993), Ten reasons why TQM doesn t work , Management Review, January, Vol. 82 No. 1,
pp. 33-8.

Harber, D., Burgess, K. and Barclay, D. (1993), Total quality management as a cultural intervention:
an empirical study , The International Journal of Quality & Reliability Management, Vol. 10 No. 6, pp.
28-46.

Harber, D., Marriott, F. and Idrus, N. (1991), Employee participation in TQC: the effect of job levels
on participation and job satisfaction , The International Journal Of Quality & Reliability Management,
Vol. 8 No. 5, pp. 35-54.

Harrington, H.]. (1996), National traits in TQM principles and practices , The TQM Magazine, Vol. 8
No. 4, pp. 49-54.

Harrington, D. and Akehurst, G. (1996), Service quality and business performance in the UK hotel
industry , International Journal of Hospitality Management, Vol. 15 No. 3, pp. 283-98.

60



Hendricks, K.B. and Singhal, V.R. (1996), Quality awards and the market value of the firm: an
empirical investigation , Management Science, Vol. 42 No. 3, March, pp. 415-36.

Hendricks, K.B. and Singhal, V.R. (1997), Does implementing an effective TQM program actually
improve operating performance? Empirical evidence from firms that have won quality awards ,
Management Science, Vol. 43 No. 9, September, pp. 1258-74.

Hinton, M., Francis, G. and Holloway, ]. (2000), Best practice benchmarking in the UK,
Benchmarking: An International Journal, VVol. 7 No. 1, pp. 52-61.

Ho, S.K. (1997), Are 1SO 9000 and TQM routes for logistics excellence? , Logistics Information
Management, VVol. 10 No. 6, pp. 275-83.

Ho, S.K. and Fung, C.K. (1995), Developing a TQM excellence model: part 2 , The TQM Magazine,
Vol. 7 No. 1, pp. 24-32.

Ho, S.K., Cicmil, S. and Fung, C.K. (1995), The ]Japanese S-5 practice and TQM training,
Training for Quality, Vol. 3 No. 4, pp. 19-24.

Hoffman, ].M. and Mehra, S. (1999), Operationalizing productivity improvement programs through
total quality management , International Journal of Quality & Reliability Management, Vol. 16 No. 1,
pp. 72-84.

Honeycutt, A. (1990), How important is quality circle training? , International Journal of Quality
& Reliability Management, VVol. 7 No. 1, pp. 64-9.

Hoque, K. (1999), Human resource management and performance in the UK hotel industry ,
British Journal of Industrial Relations, Vol. 37 No. 3, September, pp. 419-43

Ismail, M.Y., El Baradie, M. and Hashmi, M.S.]. (1998), Quality management in the manufacturing
industry: practice vs performance , Computers & Industrial Engineering, Vol. 35 No. 3&4, pp. 519-22.

Ittner, C.D. and Larcker, D.F. (1995), Total quality management and the choice of information and
reward systems , Journal of Accounting Research, Vol. 33, Supplement, pp. 1-33.

Ittner, C.D. and Larcker, D.F. (1997), Quality strategy, strategic control systems, and organizational
performance , Accounting, Organizations and Society, VVol. 22 No. 3/4, April/May, pp. 293-314.

Jaafari, A. (1996), Human factors in the Australian construction industry: towards total quality
management , Australian Journal of Management, Vol. 21 No. 2, December, pp. 159-85.

Jawaharnesan, L. and Price, A.D.F. (1997), Assessment of the role of the client s representative for
quality improvement , Total Quality Management, Vol. 8 No. 6, December, pp. 375-89.

Jayaram, ]. and Ahire, S. (1998), Impact of operations management practices on quality and time-based
performance , International Journal of Quality & Reliability Management, Vol. 15 No. 2, pp. 192-
204,

]Jayaram. ]., Handfield, R. and Ghosh, S. (1997), The application of quality tools in achieving quality
attributes and strategies , Quality Management Journal, VVol. 5 No. 1, pp. 75-100.

Johnson, ].W. (1997), Linking employee perceptions of service climate to customer satisfaction ,
Personnel Psychology, Vol. 49 No. 4, Winter, pp. 831-51.

Juhl; H. ]., Kristensen, K., Dahlgaard, ].]. and Kanji, G.K. (1997), Empowerment and organizational
structure , Total Quality Management, VVol. 8 No. 1, February, pp.103-11.

Juhl; H.]., Kristensen, K., Kanji, G.K. and Batley, T.W. (2000), Quality management: a comparison of
cultural differences , Total Quality Management, Vol. 11 No. 1, January, pp. 57-75.

Juran, ]. (1986), The quality trilogy , Quality Progress, No. 9, pp. 19-24.

Kabst, R., Larsen, H.H. and Bramming, P. (1996), How do lean management organizations behave
regarding training and development? , The International Journal of Human Resource Management,
Vol. 7 No. 3, September, pp. 618-39.

Kadipasaoglu, S.N., Peixoto, ]. L. and Khumawala, B.M. (1999), Global manufacturing practices: an
empirical evaluation , Industrial Management + Data Systems, VVol. 99 No. 3, pp. 101-8.

Kane, B. (2000), Downsizing, TQM, re-engineering, learning organizations and HRM strategy ,

61



Asia Pacific Journal of Human Resources, Vol. 38 No. 1, pp. 26-49.
Kanji, G.K. and Wallace, W. (2000), Business excellence through customer satisfaction , Total Quality
Management, VVol. 11 No. 7, pp. 979-98.

Kannan, V.R., Tan, K.-C., Handfield, R.B. and Ghosh, S. (1999), Tools and techniques of quality
management: an empirical investigation of their impact on performance , Quality Management Journal,
Vol. 6 No. 3, pp. 34-49.

Kayis, B. (1998), Assessing the differences in total quality management in implementation: behaviour
of the Australian manufacturing industry , Total Quality Management, Vol. 9 No. 8, pp. 741-51.

Kim, K.Y., Miller, ].G. and Heineke, ]. (1997), Mastering the quality staircase, step by step ,

Business Horizons, Vol. 40 No. 1, January-February, pp. 17-21.

King, C.A. and Garey, ].G. (1997), Relational quality in service encounters , International Journal of
Hospitality Management, VVol. 16 No. 1, pp. 39-63.

Kivimaki, M., Maki, E. and Lindstrom, K. (1997), Does the implementation of total quality
management (TQM) change the wellbeing and work-related attitudes of health care personnel? Study
of a TQM prize-winning surgical clinic , Journal of Organizational Change Management, Vol. 10 No.
6, pp. 456-70.

Knights, D. and McCabe, D. (1996), Do quality initiatives need management? , The TQM Magazine,
Vol. 8 No. 3, pp. 24-6.

Knotts, R. and Tomlin, S. (1994), A comparison of TQM practices in US and Mexican companies ,
Production and Inventory Management Journal, Vol. 35 No. 1, First Quarter, pp. 53-8.

Kohse, V. (1994), Quality management and competitiveness in Canadian manufacturers , CMA: The
Management Accounting Magazine, Vol. 68 No. 6, July/August, p. 25.

Kowalski, E. and Walley, P. (1993), Employee receptivity to total quality , The International

Journal of Quality & Reliability Management, VVol. 10 No. 1, pp. 23-37.

Krasachol, L., Willey, P.C.T. and Tannock, ].D.T. (1998), The progress of quality management in
Thailand , The TQM Magazine, Vol. 10 No. 1, pp. 40-4.

Kristensen, K., Dahlgaard, ].]., Kanji, G.K. and Juhl, H.]. (1999), Some consequences of just-in- time:
results from a comparison between the Nordic countries and East Asia , Total Quality Management,
Vol. 10 No. 1, January, pp. 61-71.

Kristensen, P.S. (1992), Flying prototypes: production departments direct interaction with external
customers , International Journal Of Operations & Production Management, VVol. 12 No. 7/8, pp. 197-
212.

Krumwiede, D.W. and Lavelle, ].P. (2000), The effect of top-manager personality on a total quality
management environment , Engineering Management Journal, Vol. 12 No. 2, June, pp. 9-20.

Kuei, C.-H. and Madu, C.N. (1995), Managers perceptions of factors associated with quality
dimensions for the different types of firms, Quality Management Journal, Spring, pp. 67-80.

Kuei, C.-H., Madu, C.N., Lin, C. and Lu, M.H. (1997), An empirical investigation of the association
between quality management practices and organizational climate , International Journal of Quality
Science, Vol. 2 No. 2, pp. 121-37.

Kunst, P. and ]os, L. (2000), Quality management and business performance in hospitals: A search for
success parameters , Total Quality Management, Vol. 11 No. 8, pp. 1123-33.

Kunst, P., Lemmink, ]. and Prins, R. (1998), Quality networking initiatives in Europe: classification
and conditions for success , Total Quality Management, VVol. 9 No. 1, February, pp. 21-33.

Lackritz, ].R. (1997), TQM within Fortune 500 corporations , Quality Progress, Vol. 30 No. 2,
February, pp. 69-72.

Lahndt, L. (1999), TQM tools for the construction industry , Engineering Management Journal, VVol. 11
No. 2, June, pp. 23-7.

Lam, S.S.K. (1995a), Total quality management programs and job satisfaction in Hong Kong ,

62



International Journal of Management, Vol. 12 No. 1, March, pp. 96-101.

Lee, T.S., Adam, E.E. and Tuan, C. (1999b), The convergent and predictive validity of quality and
productivity practices in Hong Kong industry , Total Quality Management, Vol. 10 No. 1, January, pp.
73-84.

Lefebvre, E. and Lefebvre, L. A. (1998), Global strategic benchmarking, critical capabilities and
performance of aerospace subcontractors , Technovation, Vol. 18 No. 4, April, pp. 223-34.

Lewis, D.A. (1992), A comparison of attitudes of Spanish and American quality assurance managers ,
Production and Inventory Management Journal, Vol. 33 No. 1, First Quarter, pp. 42-5.

Li, L. (1997), Relationships between determinants of hospital quality management and service quality
performance - a path analytic model , Omega, Vol. 25 No. 5, pp. 535-45.

Liker, ].K., Kamath, R.R., Wasti, S.N. (1998), Supplier involvement in design: a comparative survey of
automotive suppliers in the USA, UK and ]Japan, International Journal of Quality Science, Vol. 3 No.
3, pp. 214-38.

Lima, M.A.M., Resende, M. and Hasenclever, L. (2000), Quality certification and performance of
Brazilian firms: an empirical study , International Journal of Production Economics, Vol. 66 No. 2, pp.
143-7.

Lin, C., Madu, C.N. and Kuei, C.H. (1999), The association between organizational climate and quality
management practices: an empirical study on small and medium-sized manufacturing companies in
Taiwan , Total Quality Management, VVol. 10 No. 6, August, pp. 863-8.

Lin, C.Y.-Y. (1998), The essence of empowerment: a conceptual model and a case illustration ,
Journal of Applied Management Studies, Vol. 7 No. 2, December, pp. 223-38.

Lloyd-Walker, B. and Cheung, Y.P. (1998), IT to support service quality excellence in the Australian
banking industry , Managing Service Quality, Vol. 8 No. 5, pp. 350-8.

Lo, V.H.Y. and Cheng, T.K. (1997), The missing quality dimension in a Chinese-based society - Hong
Kong, Training for Quality, Vol. 5 No. 3, pp. 112-15.

Longbottom, D. (1997), Self-assessment: the 300-point barrier , Total Quality Management, 1997, Vol.
8 No. 2&3, June, pp. 211-16.

Longbottom, D. (2000), Benchmarking in the UK: an empirical study of practitioners and academics ,
Benchmarking: An International Journal, VVol. 7 No. 2, pp. 98-117.

Longo, C.R.]. and Cox, M.A.A. (1997), Total quality management in financial services: beyond the
fashion the reality has to take off , Total Quality Management, Vol. 8 No. 6, December, pp. 323-33.

Longo, C.R.]. and Cox, M.A.A. (2000), Total quality management in the UK financial services: some
findings from a survey in the Northeast of England , Total Quality Management, Vol. 11 No. 1,
]anuary, pp. 17-23.

Luchars, ].Y. and Hinkin, T.R. (1996), The service-quality audit: a hotel case study , Cornell Hotel &
Restaurant Administration Quarterly, Vol. 37 No. 1, pp. 34-40.

Luzon, M.D.M. (1993), Training and the implementation of quality programmes by a sample of small
and medium-sized firms in Spain , The International Journal of Quality & Reliability Management,
Vol. 10 No. 3, pp. 6-19.

McAdam, R. and McKeown, M. (1999), Life after ISO 9000: an analysis of the impact of ISO 9000
and total quality management on small businesses in Northern Ireland , Total Quality Management,
Vol. 10 No. 2, March, pp. 229-41.

McAdam, R., Stevenson, P. and Armstrong, G. (2000), Innovative change management in SMEs:
beyond continuous improvement , Logistics Information Management, Vol. 13 No. 3, pp. 138-49.
McNary, L.D. (1997), The system of profound knowledge: a revised profile of managerial leadership ,
Leadership & Organization Development Journal, VVol. 18 No. 5, pp. 229-35.

Maani, K.E., Putterill, M.S. and Sluti, D.G. (1994), Empirical analysis of quality improvement in
manufacturing (Manufacturing industries in New Zealand) , International Journal of Quality &
Reliability Management, VVol. 11 No. 7, pp. 19-37.

63



Madu, C.N. and Kuei, C.-H. (1995), A comparative analysis of quality practice in manufacturing firms
in the US and Taiwan , Decision Sciences, Vol. 26 No. 5, pp. 621-35.

Mandal, P., Shah, K., Love, P.E.D. and Li, H. (1999), The diffusion of quality in Australian
manufacturing , International Journal of Quality & Reliability Management, VVol. 16 No. 6, pp. 575-90.
Martensen, A., Gronholdt, L. and Kristensen, K. (2000), The drivers of customer satisfaction and
loyalty: cross-industry findings from Denmark , Total Quality Management, Vol. 11 No. 4-6, July, pp.
544-53.

Martinez-Lorente, A.R., Gallego-Rodriguez, A. and Dale, B. G. (1998), Total quality management and
company characteristics: an examination , Quality Management Journal, VVol. 5 No. 4, pp. 59-71.
Meyer, A., Chase, R., Roth, A., Voss, C., Sperl, K.-U., Menor, L. and Blackmon, K. (1999), Service
competitiveness - an international benchmarking comparison of service practice and performance in
Germany, UK and USA , International Journal of Service Industry Management, Vol. 10 No. 4, pp.
369-79.

Michele, V.G. (1999), Strategic fit between skills training and levels of quality management: an
empirical study of American manufacturing plants , HR. Human Resource Planning, Vol. 22 No. 2, pp.
12-23.

Millen, R. and Maggard, M. (1997), The change in quality practices in logistics: 1995 versus 1991 ,
Total Quality Management, Vol. 8 No. 4, August, pp. 173-9.

Millen, R., Sohal, A. and Moss, S. (1999), Quality management in the logistics function: an empirical
study , International Journal of Quality & Reliability Management, VVol. 16 No. 2, pp. 166-80.

Miller, R. (1995), Applying quality practices to R&D , Research Technology Management, Vol. 38
No. 2, March/April, pp. 47-54.

Millson, F. and Kirk-Smith, M. (1996), The effect of quality circles on perceived service quality in
financial services , Journal of Marketing Practice: Applied Marketing Science, Vol. 2 No. 4, pp. 75-88.
Min, H. and Min, H. (1997), Benchmarking the quality of hotel services: managerial perspectives ,
International Journal of Quality and Reliability Management, VVol. 14 No. 6, pp. 582-97.

Modarress, B. and Ansari, A. (1989), Quality control techniques in US firms: a survey,
Production and Inventory Management Journal, Second Quarter, Vol. 30 No. 2, pp. 58-62.

Moras, R.G., Sanchez, C.M. and Ford, R.G. (1994), Quality success stories in San Antonio Industry ,
Production and Inventory Management Journal, Vol. 35 No. 4, Fourth Quarter, pp. 36-42.

Morita, M. and Flynn, E.]. (1997), The linkage among management systems, practices and behaviour
in successful manufacturing strategy , International Journal of Operations & Production Management,
Vol. 17 No. 10, pp. 967-93.

Motwani, ].G., Mahmoud, E. and Rice, G. (1994), Quality practices of Indian organizations: an
empirical analysis , International Journal of Quality & Reliability Management, Vol. 11 No. 1, pp. 38-
52.

Motwani, ]., Sower, V.E. and Brashier, L.W. (1996), Implementing TQM in the health care sector ,
Health Care Management Review, Vol. 21 No. 1, Winter, pp. 73-82.

Motwani, ]., Kumar, A., Youssef, M.A. and Mahmoud, E. (1997), Forecasting quality of Indian
manufacturing organizations: an exploratory analysis , Total Quality Management, Vol. 8 No. 6,
December, pp. 361-73.

Nankervis, A.R. and Debrah, Y. (1995), Human resource management in hotels , Tourism
Management, VVol. 16 No. 7, pp. 507-13.

Nankervis, A.R. and Leece, P. (1997), Performance appraisal: two steps forward, one step back? ,
Asia Pacific Journal of Human Resources, Vol. 35 No. 2, pp. 80-92.

Natarajan, R., Balaram, A. and Ramana, S.V. (1999), Continuous improvement of service operations:
application of service template , Total Quality Management, Vol. 10 No. 6, August, pp. 877-85.

Neergaard, P. (1999), Quality management: a survey on accomplished results , International
Journal of Quality & Reliability Management, VVol. 16 No. 3, pp. 277-89.

64



Ngowi, A.B. (2000), Impact of culture on the application of TQM in the construction industry in
Botswana , International Journal of Quality & Reliability Management, Vol. 17 No. 4/5, pp. 442-52.

NIST (2001), Malcolm Baldrige National Quality Award Criteria, US Department of Commerce,
National Institute of Standards and Technology.

Nwabueze, U. (2001), The implementation of TQM for the NHS manager , Total Quality
Management, Vol. 12 No. 5, pp. 657-75.

Brien, R.C. (1995), Employee involvement in performance improvement: a consideration of tacit
knowledge, commitment and trust , Employee Relations, Vol. 17 No. 3, pp. 110-20.

Orr, S. (1999b), The role of quality management in manufacturing strategy: experiences from the
Australian wine industry , Total Quality Management, VVol. 10 No. 2, March, pp. 271-9.

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1985), A conceptual model of service quality and its
implications for future research , Journal of Marketing, Vol. 4 No. 4, pp 41-50.

Parkin, M.A. and Parkin, R. (1996), The impact of TQM in UK SMEs , Industrial Management + Data
Systems, Vol. 96 No. 4, p. 6.

Partlow, C.G. (1996), Human-resources practices of TQM hotels , Cornell Hotel and Restaurant
Administration Quarterly, VVol. 37 No. 5, pp. 67-78.

Parzinger, M.]. and Nath, R. (2000), A study of the relationships between total quality management
implementation factors and software quality , Total Quality Management, Vol. 11 No. 3, May, pp. 353-
71.

Pavett, C. M. and Whitney, G. (1998), Quality values, attitudes, and behavioral predispositions of
employees in Mexico, Australia, and the United States , Thunderbird International Business Review,
Vol. 40 No. 6, November/December, pp. 605-32.

Peterson, R.C. (1993), How quality happens: quality management program results analyzed within a
Baldrige award framework , Engineering Management Journal, VVol. 5 No. 2, June, pp. 13-20.

Porter, L.]. and Parker, A.]. (1993), Total quality management- the critical success factors , Total
Quality Management, VVol. 4 No. 1, pp. 13-22.

Powell, T.C. (1995), Total quality management as competitive advantage: a review and empirical study
, Strategic Management Journal, VVol. 16 No. 1, pp. 15-27.

Power, D. and Sohal, A.S. (2000), An empirical study of human resource management strategies and
practices in Australian just-in-time environments , International Journal of Operations

& Production Management, VVol. 20 No. 8, pp. 932-58.

Prabhu, V.B. and Robson, A. (2000), Impact of leadership and senior management commitment on
business excellence: an empirical study in the North East of England , Total Quality Management, Vol.
11 No. 4-6, uly, pp. 399-409.

Prasad, S., Motwani, ]. and Tata, ]. (1999), TQM practices in Costa Rican companies , Work Study,
Vol. 48 No. 7, pp. 250-6.

Pritchard, ].-P. and Armistead, C. (1999), Business process management - lessons from European
business , Business Process Management Journal, VVol. 5 No. 1, pp. 10-32.

Purcell, W., Nicholas, S., Merrett, D. and Whitwell, G. (1999), The transfer of human resource and
management practice by Japanese multinationals to Australia: do industry size and experience matter? ,
The International Journal of Human Resource Management, Vol. 10 No. 1, February, pp. 72-88.

Quazi, H.A. and Padibjo, S.R. (1998), A journey toward total quality management through 1SO 9000
certification - a study on small- and medium-sized enterprises in Singapore , International Journal of
Quality & Reliability Management, VVol. 15 No. 5, pp. 489-508.

Quazi, H.A., Jemangin, ]., Kit, L.W. and Kian, C.L. (1998), Critical factors in quality management and
guidelines for self-assessment: the case of Singapore , Total Quality Management, Vol. 9 No. 1, pp.
35-55.

Radovilsky, Z.D., Gotcher, ].W. and Slattsveen, S. (1996), Implementing total quality management:
statistical analysis of survey results , International Journal of Quality & Reliability Management, Vol.

65



13 No. 1, pp. 10-23.

Rao, S.S., Raghunathan, T.S. and Solis, L.E. (1997b), A comparative study of quality practices and
results in India, China, and Mexico , Journal of Quality Management, Vol. 2 No. 2, pp. 235-50.

Rao, S.S., Solis, L.E. and Raghunathan, T.S. (1999a), A framework for international quality
management research: development and validation of a measurement instrument , Total Quality
Management, VVol. 10 No. 7, pp. 1047-75.

Rao, S.S., Raghunathan, T.S. and Solis, L.E. (1999b), The best commonly followed practices in the
human resource dimension of quality management in new industrializing countries: the case of China,
India and Mexico , International Journal of Quality & Reliability Management, Vol. 16 No. 3, pp. 215-
26.

Rapley, C.W., Prickett, T.W. and Elliott, M.P. (1999), Quality costings: a study of manufacturing
organizations. Part I: case studies and survey , Total Quality Management, Vol. 10 No. 1,

January, pp. 85-93.

Ravichandran, T. (2000), Swiftness and intensity of administrative innovation adoption: an empirical
study of TQM in information systems , Decision Sciences, VVol. 31 No. 3, Summer, pp. 691-724.

Ravichandran, T. and Rai, A. (2000), Quality management in systems development: an organizational
system perspective , MIS Quarterly, Vol. 24 No. 3, September, pp. 381-415.

Redman, T., Snape, E. and Wilkinson, A. (1995), Is quality management working in the UK? ,
Journal of General Management, Vol. 20 No. 3, Spring, pp. 44-59.

Rees, C. (1999), Teamworking and service quality: the limits of employee involvement,
Personnel Review, Vol. 28 No. 5-6, pp. 455-73.

Rho, B.-H. and Yung-Mok, Y. (1998), A comparative study on the structural relationships of
manufacturing practices, lead time and productivity in ]apan and Korea , Journal of Operations
Management, VVol. 16 No. 2&3, pp. 257-70.

Robert, C. et al. (2000), Empowerment and continuous improvement in the United States, Mexico,
Poland, and India: predicting fit on the basis of the dimensions of power distance and individualism ,
Journal of Applied Psychology, Vol. 85 No. 5, October, pp. 643-58.

Rodwell, ].]., Lam, ]. and Fastenau, M. (2000), Benchmarking HRM and the benchmarking of
benchmarking: best practices from outside the square in the Australian finance industry , Employee
Relations, Vol. 22 No. 4, pp. 356-74.

Ross, ]. and Georgoff, D. (1991), A survey of productivity and quality issues in manufacturing: the
state of the industry , Industrial Management, January/February, pp. 3-5, 22-5.

Rowley, ]. and Sneyd, K. (1996), Total quality research in the pharmaceutical industry,
Managing Service Quality, Vol. 6 No. 1, pp. 31-5.

Ruggieri, A. and Merli, R. (1998), Critical factors for the implementation of total quality management
in Italy: an empirical analysis , Total Quality Management, Vol. 9 No. 4/5,

July, pp. 210-2.

Rungtusanatham, M., Forza, C., Filippini, R. and Anderson, ]. (1998), A replication study of a theory
of quality management underlying the Deming management method: insights from an Italian context ,
Journal of Operations Management, Vol. 17 No. 1 pp. 77-95.

Sako, M. (1998), The nature and impact of employee voice in the European car components

Samson, D. and Ford, S. (2000), Manufacturing practices and performance: comparisons between
Australia and New Zealand , International Journal of Production Economics, Vol. 65 No. 3, pp. 243-55.

Samson, D. and Parker, R. (1994), Service quality: the gap in the Australian consulting engineering
industry , International Journal of Quality & Reliability Management, VVol. 11 No. 7, pp. 60-76.

Samson, D. and Terziovski, M. (1999), The relationship between total quality management practices
and operational performance , Journal of Operations Management, Vol. 17 No. 4, pp. 393-409.

Saraph, G.V.P., Benson, G. and Schroeder, R.G. (1989), An instrument for measuring the critical

66



factors of quality management , Decision Sciences, Vol. 20 No. 4, pp. 810-29.

Schroeder, R.G., Sakakibara, S., Flynn, E.]. and Flynn, B.B. (1992), Japanese plants in the US: how
good are they? , Business Horizons, Vol. 35 No. 4, July/August, pp. 66-72.

Shortell, S.M. et al. (1995), Assessing the impact of continuous quality improvement/total quality
management: concept versus implementation , Health Services Research, Vol. 30 No. 2, June, pp. 377-
401.

Sillince, ].A.A., Sykes, G.M.H. and Singh, D.P. (1996), Implementation, problems, success and
longevity of quality circle programmes: a study of 95 UK organizations , International

Journal of Operations & Production Management, Vol. 16 No. 4, pp. 88-111.

Sila, 1 and Ebrahimpour, M, (2001), An investigation of the total quality management survey based
research published between 1989 and 2000 , International Journal of Quality & Reliability
Management, VVol. 19 No. 7, pp. 970-902.

Sim, K.L. and Curatola, A.P. (1999), Time-based competition , International Journal of Quality &
Reliability Management, VVol. 16 No. 7, pp. 659-74.

Sinclair, D. and Zairi, M. (1995a), Performance measurement as an obstacle to TQM , The TQM
Magazine, Vol. 7 No. 2, pp. 42-5.

Sinclair, D. and Zairi, M. (1995b), Benchmarking best-practice performance measurement within
companies using total quality management , Benchmarking for Quality Management & Technology,
Vol. 2 No. 3, pp. 53-71.

Sjoblom, L. (1995), An analysis of quality management practices - technical tools and management
leadership , Quality Management Journal, VVol. 2 No. 2, Winter, pp. 26-36.

Small, M.H. (1998), Objectives for adopting advanced manufacturing systems: promise and,
performance , Industrial Management + Data Systems, Vol. 98 No. 3, pp. 129-37.

Smith, A. and Hayton, G. (1999), What drives enterprise training? evidence from Australia , The
International Journal of Human Resource Management, VVol. 10 No. 2, April, pp. 251-72.

Snape, E. and Wilkinson, A. (1996), Cashing in on quality? Pay incentives and the quality culture ,
Human Resource Management Journal, VVol. 6 No. 4, pp. 5-17.

Snell, S.A. and Dean, ].W. ]r (1992), Integrated manufacturing and human resource management: a
human capital perspective , Academy of Management Journal, Vol. 35 No. 3, August, pp. 467-504
Samson, D. and Ford, S. (2000), Manufacturing practices and performance: comparisons between
Australia and New Zealand , International Journal of Production Economics, Vol. 65 No. 3, pp. 243-55.
Samson, D. and Parker, R. (1994), Service quality: the gap in the Australian consulting engineering
industry , International Journal of Quality & Reliability Management, VVol. 11 No. 7, pp. 60-76.
Samson, D. and Terziovski, M. (1999), The relationship between total quality management practices
and operational performance , Journal of Operations Management, Vol. 17 No. 4, pp. 393-409.

Saraph, G.V.P., Benson, G. and Schroeder, R.G. (1989), An instrument for measuring the critical
factors of quality management , Decision Sciences, Vol. 20 No. 4, pp. 810-29.

Schroeder, R.G., Sakakibara, S., Flynn, E.]. and Flynn, B.B. (1992), Japanese plants in the US: how
good are they? , Business Horizons, Vol. 35 No. 4, July/August, pp. 66-72.

Shortell, S.M. et al. (1995), Assessing the impact of continuous quality improvement/total quality
management: concept versus implementation , Health Services Research, Vol. 30 No. 2, June, pp. 377-
401.

Sillince, ].A.A., Sykes, G.M.H. and Singh, D.P. (1996), Implementation, problems, success and
longevity of quality circle programmes: a study of 95 UK organizations , International

Journal of Operations & Production Management, Vol. 16 No. 4, pp. 88-111.
Sim, K.L. and Curatola, A.P. (1999), Time-based competition , International Journal of Quality &
Reliability Management, VVol. 16 No. 7, pp. 659-74.

Sinclair, D. and Zairi, M. (1995a), Performance measurement as an obstacle to TQM , The TQM
Magazine, Vol. 7 No. 2, pp. 42-5.

67



Sinclair, D. and Zairi, M. (1995b), Benchmarking best-practice performance measurement within
companies using total quality management , Benchmarking for Quality Management & Technology,
Vol. 2 No. 3, pp. 53-71.

Sjoblom, L. (1995), An analysis of quality management practices - technical tools and management
leadership , Quality Management Journal, VVol. 2 No. 2, Winter, pp. 26-36.

Small, M.H. (1998), Objectives for adopting advanced manufacturing systems: promise and,
performance , Industrial Management + Data Systems, Vol. 98 No. 3, pp. 129-37.

Smith, A. and Hayton, G. (1999), What drives enterprise training? evidence from Australia , The
International Journal of Human Resource Management, VVol. 10 No. 2, April, pp. 251-72.

Snape, E. and Wilkinson, A. (1996), Cashing in on quality? Pay incentives and the quality culture ,
Human Resource Management Journal, VVol. 6 No. 4, pp. 5-17.

Snell, S.A. and Dean, ].W. ]r (1992), Integrated manufacturing and human resource management: a
human capital perspective , Academy of Management Journal, VVol. 35 No. 3, August, pp. 467-504
Sohal, A.S. (1994), Investing in advanced manufacturing technology: comparing Australia and the
United Kingdom , Benchmarking for Quality Management & Technology, Vol. 1 No. 2, pp. 24-41.
Sohal, A.S. (1998), Requirements for successful implementation of total quality management ,
International Journal of Technology Management, VVol. 16 No. 4-6, pp. 505-19.

Solis, L.E., Raghunathan, T.S. and Rao, S.S. (2000), A regional study of quality management
infrastructure practices in USA and Mexico , International Journal of Quality & Reliability
Management, VVol. 17 No. 6, pp. 597-614.

Solis, L.E., Rao, S.S., Raghunathan, T.S., Chen, C.Y. and Pan, S.-C. (1998), Quality management
practices and quality results: a comparison of manufacturing and service sectors in Taiwan , Managing
Service Quality, Vol. 8 No. 1, pp. 46-54.

Sommerville, ]. and Sulaiman, N.F. (1997), The culture for quality within the UK construction
industry: temporal relatedness and dominance , Total Quality Management, VVol. 8 No. 2/3,

June, pp. 279-85.

Soriano, D.R. (1999), Total quality management: applying the European model to Spain s urban hotels
, Cornell Hotel and Restaurant Administration Quarterly, February, pp. 54-9.

Sriparavastu, L. and Gupta, T. (1997), An empirical study of just-in-time and total quality management
principles implementation in manufacturing firms in the USA , International

Journal of Operations & Production Management, Vol. 17 No. 12, pp. 1215-32.

Stone, C.L. (1996), Analyzing business performance: counting the soft issues , Leadership &
Organization Development Journal, Vol. 17 No. 4, pp. 21-8.

Sun, H. (1999), Diffusion and contribution of total quality management: an empirical study in Norway
, Total Quality Management, VVol. 10 No. 6, pp. 901-14.

Sun, H. (2000a), A comparison of quality management practices in Shanghai and Norwegian
manufacturing companies , International Journal of Quality & Reliability Management, Vol. 17 No. 6,
pp. 636-60.

Sun, H. (2000b), Total quality management, ISO 9000 certification and performance improvement ,
International Journal of Quality & Reliability Management, Vol. 17 No. 2, pp. 168-79.

Sussan, A.P. and ]ohnson, W.C. (1996), Integrating customer-base strategies into effective
measurement , Computers & Industrial Engineering, Vol. 31 No. 1&2, pp. 71-4.

Tabachnick, B.G. and Fidell, L.S. (1996), Using Multivariate Statistics, 3rd ed., HarperCollins College
Publishers.

Tamimi, N. (1995), An empirical investigation of critical TQM factors using exploratory factor
analysis , International Journal of Production Research, Vol. 33 No. 11, pp. 3041-51.

Tamimi, N. (1998), A second-order factor analysis of critical TQM factors , International Journal of
Quality Science, Vol. 3 No. 1, pp. 71-9.

68



Tamimi, N. and Gershon, M. (1995), A tool for assessing industry TQM practice versus the Deming
philosophy , Production and Inventory Management Journal, VVol. 36 No. 1, First Quarter, pp. 27-32.

Tamimi, N. and Sebastianelli, R. (1996), How firms define and measure quality , Production and
Inventory Management Journal, VVol. 37 No. 3, Third Quarter, pp. 34-9.

Tamimi, N. and Sebastianelli, R. (1998), The barriers to total quality management , Quality Progress,
Vol. 31 No. 6, June, pp. 57-60.

Tan, K.-C. and Kannan, V.R. (1999) Supply chain management: an empirical study of its impact on
performance , International Journal of Operations & Production Management, Vol. 19 No. 10, pp.
1034-52.

Tan, K.C., Kannan, V.R., Handfield, R.B. and Ghosh, S. (2000), Quality, manufacturing strategy, and
global competition - an empirical analysis , Benchmarking: An International Journal, Vol. 7 No. 3, pp.
174-82

Taninecz, G., Lee, T.H., Feigenbaum, A.V., Nagle, B., Ward, P. and Aerne, D. (1997), Industry Week
s first annual census of manufacturers , Industry Week, Vol. 246 No. 22, 1 December, pp. 13-41.

Tanner, ].R., Heady, R.B. and Zhu, Z. (1995), TQM payback experience in manufacturing firms ,
Industrial Management + Data Systems, Vol. 95 No. 9, pp. 3-8.

Tata, ]., Prasad, S., and Motwani, ]. (2000), Benchmarking quality management practices: US versus
Costa Rica , Multinational Business Review, Vol. 8 No. 2, Autumn, pp. 37-42.

Taylor, W.A. (1997), Leadership challenges for smaller organizations: self-perceptions of TQM
implementation , Omega, Vol. 25 No. 5, October, pp. 567-79.

Taylor, W.A. (1998), TQM implementation: organization practices and information infrastructures ,
Omega, Vol. 26 No. 6, December, pp. 715-27.

Terziovski, M. and Dean, A. (1998), Best predictors of quality performance in Australian service
organisations , Managing Service Quality, Vol. 8 No. 5, pp. 359-66.

Terziovski, M., Samson, D. and Dow, D. (1997), The business value of quality management systems
certification: evidence from Australia and New Zealand , Journal of Operations Management, Vol. 15
No. 1, pp. 1-18.

Terziovski, M., Sohal, A. and Moss, S. (1999), Longitudinal analysis of quality management practices
in Australian organizations, Total Quality Management, Vol. 10 No. 6, pp. 915-26.

Theodorakioglou, Y.D. and Tsiotras, G.D. (2000), The need for the introduction of quality
management into Greek health care , Total Quality Management, VVol. 11 No. 8, pp. 1153-65.

Theyel, G. (2000), Management practices for environmental innovation and performance ,
International Journal of Operations & Production Management, Vol. 20 No. 2, pp. 249-66. Thiagarajan,
T. and Zairi, M. (1997a), A review of total quality management in practice:

understanding the fundamentals through examples of best practice applications - Part I,

The TQM Magazine, Vol. 9 No. 4, p. 270.

Thiagarajan, T. and Zairi, M. (1997b), A review of total quality management in practice:

understanding the fundamentals through examples of best practice applications - Part 1l , The TQM
Magazine, Vol. 9 No. 5, p. 344.

Thiagarajan, T. and Zairi, M. (1997c), A review of total quality management in practice: understanding
the fundamentals through examples of best practice applications - Part I1l , The TQM Magazine, Vol. 9
No. 6, p. 414.

Thiagarajan, T. and Zairi, M. (1998), An empirical analysis of critical factors of TQM: a proposed tool
for self-assessment and benchmarking purposes , Benchmarking for Quality Management &
Technology, Vol. 5 No. 4, pp. 291-303

Thomas, R. and Oliver, N. (1991), Components supplier patterns in the UK motor industry ,
Omega, Vol. 19 No. 6, pp. 609-16.
Tung-Chun, H. (1997), The effect of participative management on organizational performance: the

69



case of Taiwan , The International Journal of Human Resource Management, Vol. 8 No. 5, October,
pp. 677-89.

Usilaner, B. and Silota & Alper Associates Inc. (1993), What s the bottom-line payback for TQM? ,
Engineering Management Journal, Vol. 5 No. 2, June, pp. 28-36.

Van der Wiele, T., Dale, B. and Williams, R. (2000b), Business improvement through quality
management systems , Management Decision, Vol. 38 No. 1, pp. 19-23.

Van Der Wiele, A., Williams, A.R.T. and Dale, B.G. (2000a), Total quality management: is it a fad,
fashion, or fit? , Quality Management Journal, Vol. 7 No. 2, pp. 65-79.

Van der Wiele, A., Williams, A.R.T., Dale, B.G., Carter, G., Kolb, F., Luzon, D.M., Schmidt, A. and
Wallace, M. (1996), Self-assessment: a study of progress in Europe s leading organizations in quality
management practices , International Journal of Quality & Reliability Management, Vol. 13 No. 1, pp.
84-104.

Vermeulen, W. and Crous, M.]. (2000), Training and education for TQM in the commercial banking
industry of South Africa , Managing Service Quality, VVol. 10 No. 1, pp. 61-7.

Vloeberghs, D. and Bellens, ]. (1996), Human resource aspects of 1SO 9000 in Belgian organizations ,
The International Journal of Human Resource Management, Vol. 7 No. 2, May, pp. 413-36.

Voss, C. and Blackmon, K. (1996), The impact of national and parent company origin on world- class
manufacturing: findings from Britain and Germany , International Journal of Operations & Production
Management, VVol. 16 No. 11, pp. 98-115.

Voss, C.A., A0 histro m, P. and Blackmon, K. (1997), Benchmarking and operational performance:
some empirical results , International Journal of Quality & Reliability Management, Vol. 17 No. 10,
pp. 1046-58.

Wagar, T.H. and Rondeau, K.V. (1998), Total quality commitment and performance in Canadian
health care organizations , International Journal of Health Care Quality Assurance Incorporating
Leadership in Health Services, Vol. 11 No. 4, pp. 1-5.

Walker, ].R. and Salameh, T.T. (1990), The QA payoff , Cornell Hotel and Restaurant Administration
Quarterly, February, pp. 57-9.

Watkins, E. (1992), How Ritz-Carlton won the Baldrige award , Lodging Hospitality, Vol. 48 No. 11,
pp. 22-4.

Weerakoon, T.S. and Lai, K.-H. (1997), Organization performance: empowering the workforce ,
Total Quality Management, Vol. 8 No. 2&3, June, pp. 305-9.

Weiner, B.]., Shortell, S.M. and Alexander, ]. (1997), Promoting clinical involvement in hospital
quality improvement efforts: the effects of top management, board, and physician leadership , Health
Services Research, Vol. 32 No. 4, October, pp. 491-510.

Whitfield, K. (2000), High-performance workplaces, training, and the distribution of skills ,
Industrial Relations, Vol. 39 No. 1, January, pp. 1-26.

Wilkinson, A., Redman, T. and Snape, E. (1994), What is happening in quality management?
Findings from an IM survey , The TQM Magazine, Vol. 6 No. 1, pp. 55-8.

Wilson, D.D. and Collier, D.A. (2000), An empirical investigation of the Malcolm Baldrige
National Quality Award causal model , Decision Sciences, Vol. 31 No. 2, Spring, pp. 361-90.

Wilson, G. (1998), The impact of the European Quality Award model on organizational performance: a
Northern Ireland perspective , Total Quality Management, VVol. 9 No. 4/5,

July, pp. 237-40.

Wisner, ].D. and Lewis, I.A. (1997), A study of quality improvement practices in the transportation
industry , Journal of Business Logistics, Vol. 18 No. 1, pp. 179-97

Wong, A, Tjosvold, D., Wong, W.Y.L. and Liu, C.K. (1999), Relationships for quality improvement
in the Hong Kong-China supply chain , International Journal of Quality & Reliability Management,
Vol. 16 No. 1, pp. 24-41.

70



Wong, W.Y.L. (1998), A holistic perspective on quality quests and quality gains: the role of the
environment , Total Quality Management, Vol. 9 No 4-5, July, pp. 241-5.

Wood, S. (1999), Getting the measure of the transformed high-performance organization , British
Journal of Industrial Relations, Vol. 37 No. 3, September, pp. 391-417.

Wood, S. and Peccei, R. (1995), Does total quality management make a difference to employee
attitudes , Employee Relations, VVol. 17 No. 3, pp. 52-62.

Woon, K.C. (2000), Assessment of TQM implementation: benchmarking Singapore s productivity
leaders , Business Process Management Journal, Vol. 6 No. 4, pp. 314-30.

Wu, H.-Y. and Wiebe, H.A. (1997), Self-assessment of total quality management programs ,
Engineering Management Journal, VVol. 9 No. 1, March, pp. 25-31.

Yamin, S., Mavondo, F., Gunesekaran, A. and Sorros, ].C. (1997), A study of competitive strategy,
organisational innovation and organisational performance among Australian manufacturing companies
, International Journal of Production Economics, Vol. 52 No. 1/2, pp. 161-72.

Yarrow, D., Mitchell, E. and Robson, A. (2000), The hidden factory: the naked truth about business
excellence in the real world , Total Quality Management, Vol. 11 No. 4-6, July, pp. 439-47.

Yasmin, M.M., Wafa, M.A. and Zimmerer, T.W. (1995), A profile of successful US manufacturers: a
starting point for evaluating the effectiveness of manufacturing strategies and practices , Industrial
Management + Data Systems, Vol. 95 No. 10, pp. 8-18.

Yavas, B.F. (1995), Employee perceptions of quality: survey results , International Journal of Quality
& Reliability Management, VVol. 12 No. 5, pp. 8-17.

Yearout, S.L. (1996), The secrets of improvement-driven organizations , Quality Progress, Vol. 29 No.
1, January, pp. 51-6.

Yeung, C.L. and Chan, L.Y. (1999), Towards TQM for foreign manufacturing firms operating in
mainland China , International Journal of Quality & Reliability Management, Vol. 16 No. 8, pp. 756-
71.

Yong, ] and Wilkinson, A. (1999), The state of total quality management: a review , The
International Journal of Human Resource Management, Vol. 10 No. 1, February, pp. 137-61.

Yoo, H. (1998), An evaluation of total quality management activities in Korean companies ,
Total Quality Management, Vol. 9 No. 6, August, pp. 487-90.

Youssef, M.A. and Zairi, M. (1995), Benchmarking critical factors for TQM: Part Il - empirical results
from different regions in the world , Benchmarking for Quality Management & Technology, Vol. 2 No.
2, pp. 3-19.

Yusof, S.M. and Aspinwall, E.M. (1999), Critical success factors for total quality management
implementation in small and medium enterprises , Total Quality Management, Vol. 10 No. 4&5, pp.
803-9

Zairi, M., Letza, S.R. and Oakland, ].S. (1994), Does TQM impact on bottom-line results? , The TQM
Magazine, Vol. 8 No. 1, pp. 38-43.

Zantanidis, S. and Tsiotras, G. (1998), Quality management: a new challenge for the Greek
construction industry , Total Quality Management, Vol. 9 No. 7, October, pp. 619-32.

Zhang, Z., Waszink, A. and Wijngaard, ]. (2000), An instrument for measuring TQM implementation
for Chinese manufacturing companies , International Journal of Quality & Reliability Management,
Vol. 17 No. 7, pp. 730-55.

Zhao, X., Maheshwari, S.K. and Zhang, ]. (1995b), Benchmarking quality practices in India, China and
Mexico , Benchmarking for Quality Management & Technology, Vol. 2 No. 3, pp. 20-40.

Zhao, X., Young, S.T. and Zhang, ]. (1995a), A survey of quality issues among Chinese executives and
workers , Production and Inventory Management Journal, VVol. 36 No. 1, First Quarter, pp. 44-8.

Zink, K.]., Dedeke, A. and Voss, W. (1998), Regional development: total quality management
promotion as a competitive approach in the USA: results of an empirical survey , Total Quality
Management, VVol. 9 No. 7, October, pp. 553-61.

71



Zinn, ].S., Weech, R.]. and Brannon, D. (1998), Resource dependence and institutional elements in
nursing home TQM adoption - Part I , Health Services Research, Vol. 33 No. 2, June, pp. 261-73.

72



73
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