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Integrating Three Management Systems:
A Case Study of Fukaya’s “Evaluating the Performance of Public
Services”, “ISO 9001:2000” and “Management by Objectives”

Kimiaki SUGIMOTO

0000000130000 000000000000000000000000000000
0000000000 2000001400000000000000000000000000
0000000000000 00000000000000000000

0000000000000 000000000000000000000000000000
0000000000000 000000000000000000000000000000n
0000000000 0oO0ooooo

0000000000000 (00D0D000) 00000IsS09001 (200000)000000
0O (MBO) 000D 2000000000000 O0OO0O0OO0OO0O0ODOOOOOOOOOOOOO
0000000000000 00000000000000000000000000000000
0000000000000 0000000000000000000000000000000
0000000000000 0000000000000000000000000000000
0000000000000 00000000000000000000000000000000
0000000000000 000000000000

0000000000000 000000000000000000000000000000
000000000000 000000000000000000000000000 -00000
oooog

000000000000 30000000000000@UDO000DDDO0O0OODOOQ
0000000000000000000000@000000000000000000000
0000000000000 000000000000000000000000000000nn



0000000000000 000000000000000000000000000000

o o0 0O O

gobooooobobobobooooon

00003000000000000000000000000O0O0O000UO0O0OO00OoOO0
000000000000000000000 (000)0000000000008000000

goooooobooboobg

oooooon 1S09001 (20000 0 O) oooooon
0ooooooog oooooooo ooooooo
0o 0oooooooo oooooo ooooooo
ooooooo 0ooooooo 0oooooooo
ooooooo
oooo oooo 0000000 -00go 00 -00
ogo oooo 0ooooooooo 0oooo
0o |00O0O00 C A B
a 0ooooooo C A B
B 0oooo C C A
0 (000000000 A C B
U |0o0oooooooo A B C
ooooo |(OD00000O A B C
ooo (000000 A A C
(000) |goooooooooo A B C

O0..A0o0cCoUoooooooooo

goboobooobooboobboon

0000000000000000000000000000000000IS09001 (20000
0) 0000000ISO0000000000N0D0000D0000000ooonooooooon
gbooooobooboboboboooobooooboobooboboboboboboboobooobooon
oo00U0oo0o0oUooO0oUoOo0OUU0UOO0O0ULODLO0O0OULOOOOUOD 20000000
oo00U0oo0o0oUooO0O0UOoOo0OUDU0UOoO0O0ULODLO0O0ODULOOOOUOOOO 30000
gbooooobooboboboboooobooooboobooboboboboboboboobooobooon
gbooboobooboboboboboooboboboooobooobooobooon

pgbboobooobobooboboobobooboboobobboboboboboobobo
gboboobooboboboboooooooooooboan
00000O00000000000o00U0U0O00U0L0O0O0U0LOLOOODUOOOOUOOD40
gbooooobooboboboboooobooooboobooboboboboboboboobooobooon
00oISO9001l0 0000l 0i00U00000000o00o00o0o0oonoooOOo;
gbbooboooboboobobooboboobobobobobboobobobobobobobooboo
gbooooobooboboboboooobooooboobooboboboboboboboobooobooon
000ooiSo90010 0000l 000000l000000000000oDo00oooooOn




goboooooooooooobobooboooobooooo

gobobooooooooooboboboboboobobobbooboobooboooDobDobOoD
gobobobooooooooooobooboobobobobobobooboboboooooo
gbbooooboooobooboooboooobUobL -0oboboboobobobobobobOooo
000000000000000000030000000000000000000O0OO000
goobooooooooo -gbobobobobooboboboboboobooboooDoboobOoD
goboboooooooooobooboboboboobobooboboboobooboooDoboobOoD
00oooISo9001l0 0000000000000l 0000000000oooooOOo0oog
gbobooooooooooobobgoo
gbboooobooooboobooobooooboooobobooobobooobOobDOooD
goboboooooooooobooboboboboobobooboboboobooboooDoboobOoD
goboboooooooooobooboboboboobobooboboboobooboooDoboobOoD
00000000000000000000ISO90010 2000000000
gooboobobooboobooooboooooooooobobobobobooboboboooooo
gboboooooooooooooboboobobobobobobobobooobooog
gooboobobooboobooooboooooooooobobobobobooboboboooooo
gobooooooooobooobooobooobooobobooooobooooboboooboboboOoon
00000000 100000020000000000000000000001S0900100
000U0o00000oo0o0UooOo00U00Oo00UOoOoO0oDUOoLDOOUUoOOoOoO 30000
goooo
(0000000000000 000000000000000000O0000OISO9%00100
gboboooooooboooobobobobobooobobobooooboobooboooboooboobon
000000000000000I1so9001000 00000 00No00no0onoooooon;
000000000oo0o0Uoo0ooUooooUo 3oouooo
gboobobobooboooooboooooboooboooboboboboboboobooobooobooono
gboboooooooboooboobobobobobooobobobooooboobooboooboooboobonn
gboboooboboooboboobbobooboboboboooboooobooboooboboon
gbooboooogooo
gboobobobooboooooboooooboooboooboboboboboboobooobooobooono
03000000000000001SO900102000000000000000000O00OO
000000000 oo0o0UoOo00U0O0Oo00UOoOO0O0DUOoDOOOUOoOoOo30ooog
gooo
gboobobobooboooooboooooboooboooboboboboboboobooobooobooonoo
gbobooooooobooobooboboboboboobobobooooboobooboooboooboobonn
gbobooooooobooobooboboboboboobobobooooboobooboooboooboobonn



o o0 0O O

gooooon
goobobobooobooboobooooooooooobDobooboboboboboboo
gooooooboboobobooooobooooooboobobobobobobobbooooo
0000000000000000000000000000000 (00) 000000000
0000 (00000) 000000000000 000000000000000000000
gooooooooo
goobobobooobobooooooooooooobobooboboboboboboo
000000000000000o0030000000000000000000000O0O00
000000000000o000o0o0oO03000000000000000000000O0O00O0
goooooo
goooboooboobobobooboobooboboboobooboobobboOobboobooo
goooooobobobobooooobooooooboobobDobobobobobbooooo
goooooobobobobooooobooooooboobobDobobobobobbooooo
goooooobooboo
00000000000000000000000000000000000ISO90010000
gbooooboobobobobooobooobooooobooboboboboboboboboobooobooon
gbooooboobobobobooobooobooooobooboboboboboboboboobooobooon
gboooboooobobobobobooobbo
0000oMBOOOOOOODOOOOODOODOOOOOOODOOOOOOODOOOY00000
gboobooobooboobooobobooobooboobobbooboobobooboobooboo
gbooooboobobobobooooboobooobooboboboboboboboboobooobooon
gbooooboobobobobooooboobooobooboboboboboboboboobooobooon
gbooooboobobobobooooboobooobooboboboboboboboboobooobooon
gboooboooobooboboaoba
gbobobobooobobooooooooooboooobobooboboboboboboo
gooog

OUO000000000000000000000000000000000O0oooooaao
000000000000 000D00000000000D (D000) DD0D0000D0o0o
good

@UUOOD0D0D0D0D0D0O00O00O00O000O0OO0OOoOoooao

@UUIDD0D0D0D0D00000000DO00O0O0O0OOoOoooooo

@UO000000000000000000000O0ONOoooon



goboooooooooooobobooboooobooooo

goobooboboobooboooboooooooooobobobobobooboboboooooDoo
gobobooooooooooboboboboboobobobbooboobooboooDobDobOoD
gobobooooooooooboboboboboobobobbooboobooboooDobDobOoD
00000000000000000000000000000 (0000) 000000000
oboboboboooooooooboooooooboobo

00000000000 00000000000000000000000000O0O00ISO9
00looooO0oOO0O0O0O0000000OU00000O0O00UO00O0DUO0DDOUDOOUOOOOOg
ooo

00000000000000000000 (00) 0000000000000000000
gboboboooooooooooboobooboboboboboboboboboooooo

goobooboboobooboooboooooooooobobobobobooboboboooooDoo
gobobooooooooooboboboboboobobobbooboobooboooDobDobOoD
gobobooooooooooboboboboboobobobbooboobooboooDobDobOoD
gbobobooooooooooboooboobobobobobo

0000000000000(@MO1) 0000000000000000000000000
gboboooooooooobobobobobooobobobooooboobooboooboooboobonn
gboboooooooooooboobobgoobo

| IS09001 |
|

&
kit B M | |
EEI z
B
BEmos g
#tico r¥707ﬂtzfﬁﬁbfhém| B
B L 9 EARBRBVAGBTHD
» B0 o
5 % E B (Noj
HE— = EBEESM 509001
:m """ FROHRECATEE BB FHONRELG B E
I

> NEBEEMRZE

e i
Bl — ! SO09001
| B5E E:*Z’E*g
! | NEORET B E] FEURLIT S BRILE
| | CH LTREShEEEDR BEEIMCRMLAL &
i i | 2CH LTRE S-S
1 It » DEEE
L =l 7 Y

e ® g <] 1 -

K3 = = 2K ] )

H [AACREEE &

Ex | s 8| < HirssmEoR 2R g B
[ ¥ i 3" N — |/w ») N2 z
g w % ! BEAEAE s
|- e ! WEBANBRELLEEOBET R #
la ! € i) 7
[ 1 5

(DD1) cooDOoODOOOOODOOOOO



o o0 0O O

goobobobooobooboobooooooooooobDobooboboboboboboo
gooooooboboobooooog

OODOoOoOoOoOoooiIsee0InD 0N nnn0NnnnnDn

@O0000000001S090010 0000000000000 00000000000n0OOn
@®oOoOoOoOooooIse010000000nnonn
@00000000000000000000000 00000000

gooo
oooooooolISo9001l000uoooo0oooooooooooooIso9001000On
0000000000000 000000000 (00) 000000000000000000
0 (00) 00000000 00000000000
gooooibobooooboooboboobobooboboooboboooboobobooo
goooooobobobobooooobooooooboobobDobobobobobbooooo
000000000000 o0o00o00000000oo0o000000o0ooooooo0400
oooooooolIso900loouoooo00000ooooo000o0oooooooog
goooboooboboobobooboobooboboobooboobooboboooboboobOoo
0000000000000000000000000000O0OlISO900loooooooon
gboobooboboboboboboooboboooobooobooobooon
000000000ooolSo900100 0000000000000 o00o0ooooooon
gboooboobobobobooobooobooooobooboboboboboon
000000000000000000000000lISO90010Doo0oooooooon
gboooooboobobobobooobooboobooooboboboboboboboboobooobooon
00000000000000000000000000000000OISO9001DD000O0On
gbooboooboobobobobboboobobobooobobobooboboboboboobooobooon
gboooooboobobobobooobooboobooooboboboboboboboboobooobooon
000000000000000IsO9%0010 0000000000000 o0ooooooon
gbooobooboobooboboboboboboobooo

000ooooo -I1so900100 00000l 000000o000oo00oo0oooooon
gobbooobooboboobooooboobboobooboooboobobooboboooboon
[SO90010000000000000000000000000000 (00) 0DO0O00000
gooobogoobooboboboboooobooooooboobobooboboboboboobooobooon
gboooboooobooboogan
00000000000000000000000000O00OIso900l0o0oooooon
0000000000000000000000000Iso900l000000ooooooon
goooooboobobobobooobooboobo -00obobobobobobobobooboooboon



goboooooooooooobobooboooobooooo

obobooboooooooog
000000 (00 -0000000) 0000000000000000000000000
gbobooboooooooooboboboboboobobobooboboobooboobooobooboD
gboboobooooooooooobobooboboboboboo
0000000000 O0oIso9001D 0000000000000 nDUUnDoUooog
gbobooboooooooooboboboboboobobobooboboobooboobooobooboD
gboboboooooooooooboooogo
0000oOooolISO900l0ooU0oooUuoooooooolISo900loooonooon
ibooobooboooboobooboboobobDoobobDOoobobDOoobobDobobOoDbOoo
00000000o0ooOoOolISo900lon00 000000000000 ooooooooog
000oolIso900l00 0000000000 oo0o00oooooouoon
0oooIso900lbooo0000Uoooo0000000oo0ooo000o0Dooooooon
gobobooooooooooboboboboboobobobbooboobooboooDobDobOoD
oboboboooooooooooboboobobobobobo
0oooIso9001l0ooo0000Uoooo0000000oo0ooo000o0Dooooooon
000000000000000000000000000001ISO%0010000000ooon
2000000000000 O0O0ODODOOOOUOOOOOOO
000000000000000000000000000000000000000IS09001
gboboooooooooobobobobobooobobobooooboobooboooboooboobonn
goo
gbooboboboobooooobooooboooboooboboboboboboobooobooobooonoo
gboboooooooooobobobobobooobobobooooboobooboooboooboobonn
gboboooooooooon
gooobooboobooboobooboobobooobooboboboboboboooboboooooo
gbobooooooboooo -obooboobooboboboboboboo
gbooboboboobooooobooooboooboooboboboboboboobooobooobooonoo
O0ooOolIso9001l10 00000 1000000000000000000000O00O00O
gboboooooooooobobobobobooobobobooooboobooboooboooboobonn
gbobooooobooboobooboboobo
oo00oooO000Uo 0000000000000 O0O0DUOOOOUlooooooo
gbobooooooooobooboban
0000000000000000000000000000lIsO900loonDoooooooan
gboboooooooooobobobobobooobobobooooboobooboooboooboobonn
000000000 (00000) 0000000000000000000000000000



o o0 0O O

gooooooboboobobooooobooooooboobobobobobobobbooooo
goooooobooboboboboooboboobboooooobooboooDoboobOoDbo

000000000000 00000O0oOOooIsoY001lon 40000000000 0O0O0
gooooooboboboboboooboboobobooooooboobDobobDOoo

goobobobooobobooboooooooooooboboobobOobobDoboboo
gooooboooboobobobobooobobobobooooooo

goobobobooobobooboooooooooooboboobobOobobDoboboo
00000000000000000o000o0o0000oo00o0ooO03000000ooo0n
gooooooboboboboooooboooooooboboobobobobobooooo
goooooooopboboooobooboboooobob -0obobb -bobboobOoob
goooooobobobobooooobooooobooboboobobobobobooooo
goooooobooboobooobo

0) 0000000000000000D00 0000 -0MBOODOOOOODOOO0OOODOOOOOOOOOOOO
000000000ooo0ooooooMBOODODODOOMBOOOODOOODOOO

gooooo

00000 00000000 0000 -oMBOODODODODODOOODOODOOOODO. 1995

00000 -0000 DOOoooooooolIsooooooooog. 2000

00000 000000 000000 00D00O0DO0O0OD0DO0OO0DOOOO. 2002

0000 0D0O00D00O00000 0DO000000000ooOooooOoo. 1994

0000 000 0OO00OOoOoooooooo. 1999

0000 pIso90000D0Doooooooo. 2001



