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L Project Code:

2. Project Title:

3. Duration:

4. Venues:

5. Implementing
Organizations:

PROJECT NOTIFICATION

10-IN-97-GE-TRC-B

e-Learning Course on TQM for the Service Industry
(based on the Global Development Learning Network of the
World Bank platform)

Phase 1: 6~9 September 2010
Phase 2:. 4-7 October 2010
Phase 3: 12-15 October 2010

Phase 1:. Cambodis, Fiji, Lao PDR, Mongolia, and Vietnam

Phase 2: Bangladesh, Indonesia, Malaysia, and Pakistan

Phase 3: LR.Iran,.Népal;-Philippines, Singapore, Sri Lanka,
and. Thailand-

APO Secretariat and the following NPQs:. ... .

Phase 1

1) Cambodia: National Productivity Centre of Cambodia,
Phnom Penh

2) Fij: Training and Productivity Authority of Fiji,
Nasinu _

3) LacPDR: Small and Medium Enterprise Promotion end
Development Office, Vientiane

4) Mongolia: Mongolia Productivity Organization,
Ulaanbaatar

5) Vietnam:  Vietnam Productivity Centre, Hanoi

Phase 2
6) Bangladesh: National Productivity Organization, Dhaka
7) Indonesia: Ministry of Manpower and Transmigration,

Jakarta
B) Malaysia: Malaysian Productivity Corporation
Petaling Jaya, Selangor
9) Pakistan:  National Productivity Organization, Islamabad
Phase 3
10) LR Iran: National Iranian Productivity Center, Tehran
11) Nepal: National Productivity and Economic
 Development Centre, Kathmandu

12) Philippines: Productivity and Development Center,




Development Acadeiny-of the Philippines, Manila

13) Singapore: SPRING Singapore
14) Sri Lanka: National Productivity Secretariat, Colombo
15) Thailand:  Thailand Productivity Institute, Bangkok

6. Number of
Participants: Up to 20 from each participating country {a total of up to 300
participanis)

7. Closing Date for Phase 1: 27 August 2010
Nominations: Phase 2: 10 September 2610
Phase 3: 17 September 2010

8. Objective: To enable -participants to understand the concept and
Implementation of Total Quality Management in Service

Industry.
9. Background:

In today’s world, organizations are facing growing challenges from plobal competition and
the needs of increasingly sophisticated customers. Sensing the need to improve the product or
service quality, most organizations are applying various improvement methods in-the hope of
achieving the required growth and also greater profit.. -

One of the methods deemed necessary to improve the product or service: Quality in
organizations -is through the implementation of ‘Total-Quality Management (TQM). TQM
which has shown great success in manufacturing companies is now being rapidly adapted to

' service organizations, due to the nature of service industries in terms of its customer

orientation.

TQM involves a fundamental human and organizational transformation as:well:as the use of
problem solving skills, which develops competence throughout the whole organization. It is a
system of continuous improvement employing participant’s management. and is -centered on
the needs of the customers. -

Realizing the needs of TQM for service industries, the APO is organizing this e-learning
course to enable participants from service industries to wnderstand TQM, its tools and
techniques so that they could implement TQM in their own organizations for better
performance and result. )

This course is offered using the World’s Banks Global Development Leaming Network
(GDLN) network. Over the past several years, various distance-learning courses have been
successfully organized for member countries with access to the necessary IT facilities via this
platform. The present course will cover 15 member countries and will be impiemented in

.three phases,

10.  Modality of Implementation:

The project will be implemented at GDLN centers in each couniry. The main faculty
comprising a resource speaker will deliver presentations from Japan, In each phase of the
course, there will be four or five country groups of 20 participants-each: Each-of the country



groups will be moderated by a country project coordinater.-in-each GDLN center. The
presentations of resource speakers will be interactive, involving exercises and case studies
while allowing participants fo raise questions. Each group of participants in each country will
make presentations to share their experience in implementing TQM in the service sector.

11.  Scope and Methodology:

Scope:

o Concept of TQM

» TQM as company management philosophy

e Useful tools for TQM

 Implementation process of TQM in service industry

Methodology: :
Online lectures, online discussions, online presentations, in-country discussion, observational
site visits, group presentations, and group exercises.

12.  Participanis:

a) Age: Preferably between' 30 and 45 yea‘m
b) Education: Umvers1ty degree or- equwalent quall;ﬁcaﬁon from a recognized
institution.

¢) Present Position: Service business operators, business and:service consultants, NPO

staff.
d) Experience: At least five years of experienice in a related field..
e) Language o
Proficiency: Proficiency in written and spoken English is essential. -

13. Financial Arrangements:
a) To be borne by the APO
i) All deputation costs for r@éource speakers to prepare presentation-materials and
deliver presentations.
ii) Rental and other charges of the GDLN centers in Tokyo and other participating
countries,

-ili) Honorarium for national coordinators de31gnated by NPO, and transportation costs
for field visits, if necessary.

b) To be borne by participating countries
i) All other local implementation costs.

14.  Actions by participating member countries:

Each participating country is requested to nommate up to 20 parhc:pamts and subm1t their
iodats jot)




nominated meet the qualifications specified above. : e

Participating countries will each identify & project coordinator from within the NPO or other
relevant organization with basic knowledge of TQM in the service sector to coordinate and
facilitate course activities at the local level. The coordinators will arrange field visits and
moderate group discussions among the participants during the training course in consultation
with the NPO and chief resource persons identified by the APO. The group discussions will
include experience sharing, views of participants on TQM, and review of e-learning sessions.
Field visits will be arranged to service enterprises where TQM-related measures have been or
are being put in place, Local project coordinators will also make all necessary arrangements -
with the local GDLN center.

Shipeo Takenaka
Secretary-General
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CANDIDATE’S BIO-DATA
(Please Type or Print)
Project code:
Project Title:
) A. PERSONAL DATA
NAME Dr./Mr./Mrs./Ms Other ( ) Number:
‘g Date and Place of Issue:
. (=7
=
{Please type your name a5 indicated in your passport. Underline sumarne / family ;j': :
name. Include Chinese character, if any) Expiry Date:
NATIONALITY ) . DATE OF BIRTH
Yr: M: D: SEX: MALE / FEMALE
PRESENT SINCE
POSITION ) WHEN
NAME OF DATE
COMPANY/ JOINED
ORGANIZATION ' .
URL: http://
ADDRESS OF THE | Address:
LOMPANY/
ORGANIZATION
Tel: Fax:
Email:
TYPE OF TOTAL NO.
BUSINESS OF EMPLOYEES
TYPE OF DGOV’( ministry/ D University/ In case of ] SME
ORGANIZATION Agency TInstitutions Private company:
[[] Non-SME
D Govt/ State/ Local govt D NGO/
Owned Enterprise Association
PERSONAL Tel (home) Mobile Phone (Optional):
COTACT Ermail )
DETAILS (Emportant):
CONTACT Name: Relationship:
PERSON Address:
IN CASE OF Tel: Fax:
EMERGENCY Email:
DIETARY If any, please specify:
RESTRICTION

“{Kindly be informed that this bio-data form must be submitted and processed through National Productivity Organization (NPO) of the respective

member country. Forms, sent directly to the APO Secretariat would be neither processed nor acknowledged. A soft copy of the form could be
downloaded from the APO website at www.apo-tokyoe.org.)
PBF-M

Revised on 7 July 2007
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