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THE ABSTRACT

Tcta Qualily Management involves everytving an organizalion, society,
of a commumity dees which in the eyes of others determines its
repotatior en a comparatve basis with the best alternatives. The
implementation ¢f Total Quality Management ‘n the public seclor is a one
al reguirement {fromm  tne  gavernment when  the  Development
Adminis~atiorr Crredtar Bl 171982 -eyarding to enhance tota! qualty
managenient ‘n the public sector. This cirzular is intended to inform and
guide the head of deparrrent the coscert and development of total
quaity management. The study will examine tee perspectve and
knowledge of Pejabat Pergigian Bahagian Kuching towards the
inrp'ementation of Tcla Quaity Managemrenl The sample size for the
purpcse to this study involvad of 40 emplayees which covenng five {5)
‘acilities 11 Pejabat 'ergigian Bahagian Kuching in oider to get the
speciic emp'oyees views. 1-e perspective and knowledge of siaft of
rrplementation tetal goality managemnen: were examined As a result
most empleyee understand the gerspective and knowledge towards
impleme=ting Tc¢tar Quaily Managerient which reviews lhe several
rezommendation frem upper maragement ana low management 1o
achieve a mutva. caaperaton n arder t¢ achieys e mission and vision
of deparimeant.
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CHAPTER 1. INTRODUCTION

1.1 Introduction

This chapler prowvides the hackground of the study. parlicularly facused the
perspective and knowledge of Pejabal Pergigian Bahagian Kuching {owatds the

implementation of lotal gualily management.

Background of the Study

With the rapid globalicalion of the public seclor. lotal qualty management
1Is one of lhe impardant issues 11 operation management which has bheen
censiderad m many intermalional scientific cornmunities Moreover, lots of studies
have been cairies out an qualily management and ils effect an financial and

commercial lunction of differenl companics

Total quahty management is involves everything an organization, a society
or a communily dees, which in the eyes of pthers delermines s reputation on a
comparative basis with the best alleinatives. Perhaps tolal gquality management
s a total system of quality improvement wilh docision-making based on facts-
dala collechan-not opnion or impression Total quahty embraces not only the
qualily of the specihic producl or service which the end-user or the customer
purchases or receives but everylhing an organization does inlernally to achieve

continuinyg pertarmance implrovement
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CHAPTER 2: LITERATURE REVIEW
2.1 Introduction

Total qualty management { TQM)} can be defined as Amencan Society of Quality
{ASQC). TAM is defined as a qualily managemenl system lo succeed in lang

term period by meting customer's salisfaclion.

QM is hased an participation of all members of organizatian to improve
processes praducton. services and a culture in which they work. TQM makes
profit for all members of the orgamzaton and the community in which
organization locatcs |he applicaton at this approach can be found in
insiructions of warld pioneers of quality management such as Crosby. Deming,
Ishikava. Feigenbaumm. and Joran (Bemowski, 1992). Demirbag et al.(2006)

provides another definttion for TQM.

They define it as an overall management systom that its aim is ta improve
continuausly all activitics pertarmed by an arganizatian in arder ta deliver
preducts and services that meet customer’ need hetter. safer, more easily and
faster than campebitors and in this respect ulilizes paricipation of all staff under

leadership of top managers.

Deming ouilined his philesophy en qualty in his philvsophy on quality in
his famous “14 Poinls”. These points are principle thal helps guide companies in
achieving qualily improvemenl. The principles are founded an the idea that upper
managemeant must develop a commilment to qualily and provide a system to
suppart this commitment that involves all emplayees and suppliers. Deming
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