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'Critical Success Factor(CSF)
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'European Foundation for Quality Management(EFQM)
"Enablers

"Results

‘Malcom Baldrige Award
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'Voice of customer

"Design- Measure- Analyze- Improve- Control(DMAIC)
"Metrics

‘Balanced Score Card(BSC)
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'Kaplan, Robert S. & Norton, David P.
"Vision

"Financial Perspective

‘Customer Perspective

“Internal Process Perspective

"Learning & Growth Perspective
"Goal- Question- Metric(GQM)
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'Basili V.

"Weiss D.

"Rombach D.
‘Goal - oriented
“metric based
‘goal based
"Objective
"Subjective
"Top-down
""Bottom-up
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