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Abstract

This paper investigates three important dimensions —market orientation, learning
orientation, and quality orientation—in total quality management (TQM) and emphasizes
the need of fit among these three orientations for achieving competitive advantage and
improving firm performance. With a focus on the software industry in Taiwan, our
empirical analysis incorporates both covariance and profile deviation models to
operationalize the concept of fit. The results corroborate both models and thus support our
theoretical propositions. The results suggest that software firms should link internal
processes with market activities by focusing on customer/market information collection and
dissemination, exploring market information through adaptive and generative learning,
developing innovative strategies for improvement, and then implementing such innovative
strategies with quality processes. As such, software firms can gain better product and

service performance. The implications of the study are provided.

Keywords: Total Quality Management, Market Orientation, Learning Orientation, Quality

Orientation, Fit.
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73 - Hendricks & Singhal (2001)EURFZEFEH - /NSRBI A AR REI Ry £
% E e AT B PR RIS FLERAVRE G - B RIS A F] 2
Ry MUARZE > B SRR A S SUB N AER A LM IFE AR  RHmEEH
IRER - SHEESR JJRIERTT - A TRARRIBIZS - BISMFFEes 2SNy 2 i E
EEER - HATHEAEYIGRE B - (BT W2 2 H i (Alkhafaji et al,, 1998;
Bhattacharya et al., 1998; Issac et al., 2004) - BN 2 H B EHIIWIZE - 235
JIREEEZR(E RS > 1995 5 MO - 1998 5 ARIE ~ figsiiss - 2003) - 41
A HEME FH 2= i B BR AT B2 - 2 i SR ERE I LURFF BT 7 » R A
e E BRI -

FFL e BT EER B E R RAIRAS A Fe AR AR 7 /)
(Powell, 1995; FAWET ~ fitHEs » 2003) ~ ko1 ZERYHER (Easton & Jarrell,
1998; PRIGIISE » 1998)3F - ART - A Leiftsealfs 2w syE & B R a1

EEENB R F2E(Anderson et al., 1994; Douglas & Judge, 2001) - —LERF5EEE
HIE R ATRERY IR K] > BIANRAESS B B TG 2 B E AV R 258 2 A
B AR & AN EE RIS (Hackman & Wageman, 1995; Douglas &
Judge, 2001) = Reed S A (1996)HIFFEAN RN/ F]E [m) Bl 2= 1 o B S BRI A HY
BER - E A FRES S H U B v DU e E B E B R A H
T AR T 1B BAEE A A TR fESEE M) (operation orientation)BERE A THI A E
B Ry B SR i ] S B R T IR o A% FH 38 W A [ Fse A Y 2 THI
BEMAER » AEZ B B A AR H Y - Kordupleski £ A (1993)3%
Ry > SERGYE G EIE R/ (R ERE RN S P
EHYS &) - 2N T BRSNS RAE HYEEAS o Senge(1999)HIFEHT » BHARYE BRT
HR L REHECIE A MR A FEE B (intrinsic motivation) » /B UCEHIARAS Z AR
TRERE - W - R HEEE > BE LEamaEE N OIS A
n] (Hendricks & Singhal, 2001) -

ANGE T Al B R TR e S m b Ry 2 B P B B SR
(S - FF 2 BRI 8 2B A Y B RE T ST B 00 S S IR A0
% - RMAESERTIHE I 2 2 HAEE - BTN » B E T
() B — RS SHRER AR RR A HERE ST » PEAH RS A 28 S RS - TR
AWTFERT H HUAE R R 2t B BR 2R N =0 (HisEn ~ SR
6] ~ B (ZHIRYEC S (OB FIRURAYRZE - RalE SR A RS SRR
HRAESE - FEHTGEETRIEEREST > ANfFTRENE Al il oy B BV 2
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RHARARER © Juran (1992) RIFEEs > SEARE] ~ S B 20 Rt E el
Fe A E B — EE B IR - Ho 5 A(2001)FH8 L6 BRERT BT T
Fo T B E BRI LB ] > BLHAR SR R T > AT TEEE ~ IR R
e o DR - A RERHRIT RIS o Ry T IR ERAE 7R R avitE) - fH
AR B S B DU Rl - 2R R SCE AL (Aire et al., 1996) ©
11 B A B Y H AR - MR BN TR T R iR HhirE
LR EE - R IR B0 T EA T EORHRE - RRRR R R 1 EE (e
RERE TARURAZBEAY © Al R RS DRERRI IRy Al E /N - SESh R T L AR TR
REMLET - FH/INHH AT B2 3 R R R H A% - Hackman & Wageman (1995)
Hilsgt - S s B s 2 — (A R ] AE S LS R R R S B - N
R I R R PR S G TARAR - B FRRE SR T R AL (R e S R AT

HERTA . aa B EERELS - SRS RE R ARG » (URIEREEE
EREWEERABEE I E SRS o 6B R R A B R
(Mohr-Jackson, 1998b) - J& BRI IE F& EL L S HER IR BT - (HHAL LA IMF
B - FrEndeE ER S ERRS(Dean & Bowen, 1994) o tHER
nE ~ R AT TE IS I A =T L IT R - RIS EETE BB
TS EEAYBER » [RIRPSEER B RE G M B A B3 » A e
TS FIRITRAE B B R (AT SRR A SR B IR B 2 s - SR S I SRR A T
LiiEER S EH SN E - HREEAZE RS RIUER B R 2 (Slater &
Narver, 1995; Baker & Sinkula, 1999) - [t f& 35 [4: 22 75 (adaptive learning)y) 5 =,
ATREE AR ERBR B PR BT A RERE B SRYRE ST - (R2EET
BIRTAISEE 7 =0 bR T BRI A S &S B G - BAA
FEHRIEIMERE » fiRZEAMET RS RIS - T EEAZ 2 - Bl H
HE S (Baker & Sinkula, 1999) - 7 Hl& AE B E) M S HVERRR AR - RSEEIEA
Rl (theory in use)dVE HEAY » EE B ZEEENETRAYIR A - [EEIZL - AN
TN F e » BN S EE A s RS iRt BAR A E 5
MEG AN A RETY B E ARG PREL -
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AT o AEARWTTE > BT B BT e B T 553 ] ~ T 450 ) B B ) B
" 3 i) B ER R e R A R I BR AR AT - DASCR; = HE ARG & DAAIE A3
Wi IR E B -

— ~ ZEsEEE TSNS

ok S R B T v B A [ A LR P A B AT T R T oK

Y ZE A 55 LU RIGE (8 3 (Dean & Bowen, 1994) o TG E] ] DU Ry 2 2

oo EE B JEESMIGEAS ARG [FIRF - EAESTES [Em BAy s -

Hurley & Laitamiki(1995)58 5 32 1 i 55 & AR < BN S B OB I > 12

TQM FITINREIEAF: - Mohr-Jackson(1998a)fii » — it Ay 22 F] Al

Ea BRI FER TG E R & H AR T R Ay 5 [T
B - BramE o SR L EE P E - HE TR

RS  ZE{H H A IR R T KRB - DURCER
i E T TEIRYE R (Day, 1994) » TS E R R T 3E B A BRI A LAY B AT
BOHERTE > FRDIEZEHE RBEE ~ B SN E IRV ENE - AR
iy &l SRR T R IR B2 (Lukas, 1999) T e B ERY A Rl k& 5
BB ~ FIATRER - BN EZEER I TR RRE » B2 HA
[RIFEERTR BT A E 28 - Kohli & Jaworski(1990)KF HE # by © (1)%EHE
FHA% 55 6 He(market intelligence)/y & A= (generation) 5 (2)EE ST i35 (B Y H
& (dissemination) 5 (3)%& fe #H &% ¥ 11155 S SN ERBE Y [5] FE (responsiveness) ° T
Narver & Slater(1990)HI[$g H i &5 8 [ iy =17 R ¢ BH% & [A] (customer
orientation) ~ i F & 3 |a] (competitor orientation) ¢ F& I f8 % M B &
(interfunctional coordination) - 3§ — {1 FI#RE B AL SEHUR 2 TS5 E A - AN
DI ~ FIH > DIEAEZEEE -

ECE T O - AR TR - BTSRRI LIRS
B RSN T - SRR TR S A UK BRI 1 AR
R BRI Y0 > AV » TR e SR
RATIE(HI & Jones, 1998)  FHTBREAITRITATE » &SR
ST B EUEREE AR A T LI R A R DU
SR FIERIEE T - T2 LS - (ORAAE T e E A R e
FHATRIL (DTSSR, « LIRS HI RG] WA
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REE BB E R H Y - nJLGER A FAAFEITST ~ B RN 8 TATHS MR
RS IRYE J1 050 — 8 - AT B IR BRI -

TR A AR S MBI N FE AT RE T T B T 55 R RE Ry AR S8 2K AH
EHIEEE © PIA » EEEREBE T K - AT DU SRS RS RE R - AT
MG ER » KA 5 InF]EJaworski & Kohli, 1993; Slater and Narver,
1994; Pelham, 1998; Baker & Sinkula, 1999) ; #E/A Gk ERHVERE ST @ 18
5 5L TR B A IR 0 LA T AP B T APABES Gaworski &
Kohli, 1993) : SEbTSIHIGE « %5 3% + BRI B LR AR
A 3 ELF S T 7 D7 S S5 Slater & Narver, 1994;
Pelham, 1998; Baker & Sinkula, 1999) -

= ZEanEEENEE S

o B A TEIY TR B R R A A EBE J) (adaptability) - DU MEIR B IR
A - [RILE > FIRRAYEIRS AR A BIRRT - Bk 2 B E TRV B S AR
e AR SEIIRLRRER TERE S (Sitkin et al., 1994) - HIRREREH A RAVE SRR
HAEREL AR - REbREEE - EEIAVERHENBE(E - DUEA 8
% (Sinkula et al. 1997) - FHEJ AZEHI BIAEAERE FRA@ Tt e an B AR B Y ] S
B2 e m] LU RELRHSE R PR SR T A T Y et I SRk - DA R B 2 T oK
(Sitkin et al., 1994) - GBS FTDHEEREMEA 20T - AR AUGE - A
(IR SE AR AL BRI L F bk m] R TERE ) AE TQM FRy B 22 -

BEE NI S E SRS W FHAIFRAIE R - fE b E B 7RG
T AR R — BB R S b (e R AR B BRI IR i B SRR (Sinkula et
al., 1997) - Sinkula ¢ A (1997){¢ &R G EIRVEIRED - BRI EE
Y 7K 3 (commitment to learning) ~ 43 Z% JBH & (shared vision) ~ Kz B 0 &
(open-mindedness)3F — it AR BAHBREE - BEEERER—CEER 2
75 it 28 FE& I 20 B 42 1 B 10 A 13 2 1 e A 8 B2 7 B PR 1 (Argyris & Schon,
1978) - BAMMHY/ LR AT DAGE ekt il B & - R AT TIE ~ B2
MfEEE%E - EITEGEE SRR P My A AR E 4 (Sinkula et al.,
1997) Kt » NEIRYERE IR - v APV E R SE E A AIRREIREST - th
FHBLE R 2EAE - MEfr - 2 EERRE

REAREE K R Jg R A [EIE S AR AU s BB R [RIAE Y 3 2 B AR 1
HIAR [FIRYE2 5 RIRES34E - Slater & Narver(1995)F2 HIRH ARSI RIRE T 20l A
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4y s TAE SR M B 7 (adaptive learning) k¢ B384 2275 (generative learning) © Hij
BHEEHEE TN E R EERE REEENAGHIEE e - K
IR HVESE - EFTEH R AL IRFHNE R - 5391 Argyris(1977)HIE
HEL AR R A o T B PR E2 2 (single loop learning) B #E5HE% £2 25 (double loop
learning) - AIERELEHENZ A EHRHMRI TEIRG R - SR B U AR -
AR RRA] > (A SERY B RESRT 5 [ SR AR A BV < R - S5 A B S B i
R LI BT o SRTANIR R R B B 388 ) - (1SR AT T S B Bl LA B
R AR R TR (FRAESGERR ) AUERIIFIRGIE - S 2R m B
< Ry ER B o HhAh > Argyris & Schen (1978)#2H! " 3527 (deutero-
learning) ; AUREE: - RIERELMI{EHEAHARE T - B ESEETEENR - HKEK
RITEEEEN AR - SRS E SE B HRSE BN RN E
ST RIS S B BIHAR T » i A a A ~ — M5 {LfF LAl SR P e 8 A SR
EA[EE - DUBELELARARHAR T s -

=~ EHaEEEN S E SRS

Bl it B Y A3 S BRI A i e 2 Tl i B E B B A T BT R —
(Saraph & Sebastian, 1993; Westbrook, 1993) - {3EHi{fH TQM ZEHHIE A MDA
SR - TR SO b Ry — E iR AL E 1R 3E (Dellana & Hauser, 1999) -
R4 Chandra(1993)F2HiHY TQM ZE4% - AT A4 3E g AT T 2Ry e -
HEFRGERNER UGS M E & - S ER BRI - RS 5aEa

A T EYEEE | (quality orientation) o

m B AR A R B A B E R RS DURRE RS DU Ry T3B SR B i H
(557 - AERMREENL 1 DU R Blaliy iR, - Hp B AE e L BB 2
FDIREARIMIRY B TR > AMERTLATHB A b ks # A4 lRE - th ] DIt
FHAEERIL - Forza & Filippini(1998) 8 HlE LAYHRA U< % » R B B A 53 Ky
A EZRER Gy © ()RR E BB AR E TR SRS 8 o R R E
i LAREREC BIFEHEEESTMIESRE D BAREr2E
DU FFREREE © QFHERVAESE © 2EHM L M ERNFFHESE A E K
it AR E BN SR I - MR B e R A RS B T B
FYHLAZ 3 Q)ESEIFIRRGETHVE ) © BIE i B2 ~ G1F - NiwlE As2
EHG - HRFERZ AR A ARG T ~ BUE EMISE T 0T - sEH L RIS
& TR ik TR B R R E AV EIR DA 85 T DA A R EURET T
ZERE R > DGR A SRS A - AR E B RES 1 iRsE
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M > RUIREHT Rydi 3670 2350 5+ B4 (Sussan & Johnson, 1996) -

Forza & Filippini(1998) &t ¥t 4= [f ity B & BRAE AR S TP Y HET T 1B DA T T
7% BB AR E - ] DR S 2 sl B i — 20 - ] DR T MR R
i GE R FER A EEE - AT AEEHIFORNE  EEE B TRYEE - IRk - 7]
H B TAYEERER NG 5 5 T hnom B LR s B i - g LUE—2
SRR - EER I > EREeT > BB e KR T
B EEN  REBE BRI B E S - HIRES Ry f S A5 5
{8 £4(Sussan & Johnson, 1996) » Sussan & Johnson(1997){E#&FEWIE 58 H R
o B A R SE UL A IE IS % - Simester £ A (2000)AfF 2R3 B
S AR B THE B RE YRR A BT R

VY9 ~ Tt A R A L &

85 A SRR A SE HE BRI i 5 &, AR AR I A A - PREGT
A5 K THSIRIE (Narver & Slater, 1990) - SRR SRR B AT YIRS
FERM S @ RIS 805 - E 1 E SR THY A BRI E 1 - HAEns
F [R5 S BT 2 AR (product innovation learning curve)f5 &) » ZERI{E—
FERAE T - TR EE LRI o 3830 BOE R RAURTN - T 2fEth
B ERE > TRE LR RSl - A NEBERIEFT R (McKee, 1992) -
FE RGN =T IR DALY A RIS IREEEIR AL ]
BfREs - I H Bt @i A e f LU ARG BUIR - G - 2265 H
HIDAHRIRE AR & R B A S IEAA R E B3 R R &R - b
JSCER AT 38 R A AR iR I A BE T - BH R Bl T AU RE JJ (Popper & Lipshitz,
1998) -

P > B B T S SRR B A R ERES - A
K IEERIFRRE (Slater & Narver, 1995) - H5G - ESEAMIEAER AL BN
e ~ AR AHEEE ~ DURRHRRARC IR BRI IS &RH - AT - 3Ry
T AR R B T AR AR - T REHERR HAERR AR £ SRR s
B —E AR A AR 7 - LU SR e (SR R A AT RS A B 22
Hal > tHE DA ~ AT CERERR - (B2 G ARNERAIE - A
SR AR ARHTHYE(Adams et al., 1998) - ZLREGEIL—(H A - Bk
L RE R A SEREST SR A IR HI B A (Day, 1994) > EUFTERE AN 1 il
&~ TERFE
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FHS MRS & B E AR AR PO ~ 2200 T BB A A A AR
RE Ry &I B - AR BRSO A BB S &tk IR en
AIEERY L R R - A IR ERFIRY A B (R 7 3 Rl LA
#(Sinkula, 1994) - #R[f » FEESERFIEER ORI B MRS » #EIREM
FEE 4 Bt ] Bt [P SR SRR » (L2 A A RE R B A S i IEMERY TR SRS
JHE o TR Ry Tii 35 1 Bt B PR Ty A8 - O RS N RERE IS 58T - R e AR it
HBITT /2 (defensive routine) » SFHEEE 1 RHARATEE (Argyris, 1993) » [FIIRFES
H LR R IR S E 5500 7 KB, - HEM S - A& RIS ~ (Bl
FL[ERRRE - (ZERHE F TG & AN S S A A T R BR A s =B
TR LB B UK RE AR S 3T (De Gues, 1988) « Hi_LEIAVRSamh > ANEESRE
B RHAREE R BT (G I e ~ B2 — B maiE - miE ] D2
TAHECH AR - 2117 Baker & Sinkula (1999)F 358 - — 1l (3872 A IRGEAYEE
e i a7 R IR A RELLIEE 53 & B RSO EAE3 - Slater & Narver
(1995 AN T35 » MFIRE Ry i35 MBI S L S I DA A SE A TR
SRR A SR TR A B SRR B B E RS SRR e - A
REFIE AR - T 2 TS R DIBF I R B e R F e A e A
TR S KEVPIE - ZHER DRSS UL IR EAERAVEE - A REF G IIRHARE!
FriEfF(Slater & Narver, 1998) -
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b E REc S
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IR B AR HRFHERI DS A AR TR - DR E i B I AR5
FEEMHG A o AR U MR B SRR - Rl RE S B e FRYE
KIMARREAEA ST Rl T IHY HAR - NGB B UGS L FERE B I M T 5 e
i 0 A RE(E B UCE R R KRR © Kordupleski Z& A (1993)BIFEHY » B T
BIRE MRS S BE KA - HEHEEN ST R I L E K
(customer-perceived quality) - & 5LUFFHHMER TR T K » L&A RERHRH
F i R B N ECE A FEAEARERS - TOM BT —EAERE TERHE
58~ oA BRI SR - @I AR 7 U TG 5 B T RESH S R T
(Sitkin et al., 1994) o B RV IREE — [ GRARFE T HEH B0 A B e rY e
F > R A R0 2 B S SR AT B AR SGEE - #EMHAY B AR E b
TR BN TR B Y MR AR - A8 HhE T P S e s B B A M S v 5 A A RE
EEA NS EE )] (Kordupleski et al., 1993; Day, 1994) -
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BENHRE > HEREATLEE TQM FiysMNREER{E(outside-in)§EST B
Tt 1 R e oK 1% AT RES IR (AT & BORK MBS - B A T s B A 2 v Bl
B o e S — HHE BRI » SN T B AN B RS e (oY 1 AR BB - fd
RS Ry A A SR P B E AT (K ordupleski et al., 1993) » ANEA HEA
IEVE B SRR - thglE il - M E RS 2RI EaN - TS H
B A SRR G B L AR - A RERF T B e (3 iU - &
FIERERABE TR HAY - LRI > Ti5E i S B AL TR REA A A
Fo » S A AN EE S A A SRS LA BB TR s E G RE H IR A
F ERVESS  SERIN AIRUSECER EAR -

N e EE A B ER R A R S

v B S ] SRR S B B P SRR Y - RS RN B i e A S A R
BER > SEFERIE R B < SERRMIE S 120 T A HFIM L (exploitation) -
ke ERIAHBER A UK ~ G877 ~ B RARFP AR H A R BUH (Sitkin
etal., 1994) - SRIERIVEEFIBE S LTAE —ERRENRENE T > A rEs A
(st » B BRI AR e ARSI - RELRRA 8 R A IR BT e (o Ok 2R e Aty
Mo KL FESCEAFERE - WFRERS T HR5R ) (exploration) kil > $HiH
F RIS RIRR K > DU it ResTrIRe T & - SEb e 2 E s
AR &£ (second-order)AE ST - B4 - — T HEKEE Ltk IMH 10000 {3
FIARBAEIE - By TIERrL B E - B IR R IPRES - (ESAE 97%MIRHE
AR A AL IR T T - [RIRFBU TR BIE 3 24 FIRUHTEIRE » SIfiany
SEARYE S -

B RS FH T R R A B A R AR AT ARk B R E ATy
AEE (Sinkula et al., 1997) - RMiE LLAUEIRLTRABEIBE T - A HER il
AR — - EREEENEEZERELAIR A REH LA
(Anderson et al., 1994) - #FEAFB A RIEZN T e B EA I HRETT - &
Pt — P Fe AR SN AR - ARSI UE R B SRS A A - At
BT ER > 1P oty B A ) B R e A A5 A L I RELRHE [ AN B ol B 2
55 -

£~ TSR ~ B A B R A IR A ROR

H
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SN Mok TR KA ot ELAT RIS Ay Ry (SRR S S T B - 12
FEGRERBS S - A REFEAE RPN RS FHESS - T . SRR RESFEIRF
FEEE TR ~ A E B A B ER R A » i T B B R A R T B B e
FEERHE TR TS A SR B Ak i[RI DUEHE T (adaptive) 5275 K AIlE
(generative) EEAATHA I TH AN - AL PR AISCERNS © IR E
TR - EEBLAIHT RIS R AL - B A A B IR B RS R A s - IR > AR
Wrgesed FEIERE -

1B — AL AT B T8 ~ i BB R A2 B hT - IR HERE

— ~ BB AR
AWFFEERA ST T - DIBEINREG A Fl RS IR T i R &

Atk e ) 607 KR B AR A - WP R ERREE 468 AT G
AR - ARFFERMK L B A R RS A FITTI 1 - RIS RRIENL
104 £y > F5KME 102 4y - HURKIEHERE 21.79% - AR ESEE I i
£ 100 EITE] 350 fEUCZfE - VEICLL FRYAFEIG 1 45.7% » Fon e
AL N A R R - BEE T ABIZAE 45 ALUT - 57 50% 5 WA S
FIZHY 18 ALUR » 5T 62% > Hrr 17~20 AR 7 2 AR AR 12% > 25y
% o By T HERFT RIS BAA MR ARSI - AWFFELURILE t &
T EITEEAB R E IR - £ 0.05 MBAZ/KHET » [KBEAFIAR [EIL
FRAZ TEAER ) MR St {H2-0.432 > BT 0.666) 5 HIERHEARIKEY
FIBERA - AEE ARt {EE 0.763 » BHEE 0.634) ~ 4 384A(L {H2-0.432 - B
7 0.745) ~ BT ARt {ESZ 0.532 - B TE 0.412) kebiF A S8t {E2 0.581
REEETE 0.380) L HATMERAE R R - BURAMIZERRTRIAIEIIRA - BA—E
FEEERIEE M

= SRR R

1758 - RTSERNHE - BEZEMANERAE " —& Naver &
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Slater(1990)f# 2% 5 55—k Jaworski & Kohli(1993)f MARKOR - FijZH4E T
=T R IR S - B E] ~ B A S DRE S IR & - BRAERIE R
SETHEE ¢ TE5E Hi(market intelligence) Y EE 4 ~ {#H #% (dissemination) k¢ 57 JfE
(responsiveness) o FHR AT SRR A Sk BEFE2E » 2 Forh/NEIUAE] - AHFRRYDIRE
R S FTREAN S R FIHEAE > RIL{ERS DhRE SR TRC S vl & L - B RE
K EIETH S RE - GEENRIL > ARifF5eEkH MARKOR » JEITHEIEE K
AR B IR - HEIAEEE A BRI T & - TE (7 RS thaE e R T
Ser EE 78 HIER (Jaworski & Kohli,1993; Baker & Sinkula, 1999) > B —EHIE R
B -

iy G < #R§% Forza & Filippini(1998)HHTSE » At BB H) 2 —FH =N Al
e e R 55 JIE S SRGA,  m] R et Bl — s - SR E A A E T
ST ~ FriEraE s ~ BEPEGEtE T -

BRI )« B AR AR A AR ~ B RIERA ] - SRR E
HATE AR R 5 R B K s B AR S S A A F BRI T Ry
(Sinkula et al., 1997) > #2832 Sinkula et al.(1997)ffk » HFERTEE 4 B = EkE
M BRI G (commitment to learning) ~ H[E]1YH 5 (shared vision) 5z BT
[ RE(open-mindset) e

HRRAEL - AF Pelham(1998)AYNFFEr - RIRRAER > Ry =g 2hn A &
B+ (DA FEIRIAEE(firm effectiveness) © 3& A0 IR Bl Y R 25 AP /& AT 2%
REH R i S AR TH A 7S Sl B (relative product quality) ~ 77 il DR
(new product success) ~ DU EAR AR 3L (customer retention) 5 (2)k & MAGH =X
(growth/share) * G &S HIRE R - HIIAGRA FIEEE EAYTEHIRGL - R as
S (sales level) ~ KK (growth rate) ~ H i 85{5 45 3 (target market
share) 5 (3)JEFHE J] (profitability) : 0.5 & HMH=R(ROE) ~ & FEFHIE (gross
margin) ~ FEFHRMIF(ROI)

Bt~ &R B BLE SR 4G R

— AR

AWTFERy T HERIIE A - AR IR A BB LAl AW 7EEE A S
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HA - SRS IMLURET ~ B1E - DUKREERIREME - K BHAREF
fE 6 o T2 B T R A~ AW 5 DABR SR M [KI 58 7017 (exploratory  factor
analysis) T TARH o [KFRATRRHIRERAD R 4T -

"R IR ARG R AR E e S TEHE S - AR R
RUERFE AT TR R B (NSRRI g =i e - By T
L&ER - FrDHEESR I S SR G EITRR T (RAURE TS ERE
A4~ TG TEERAEM ~ BIE =R ) o 3 RINHAER R S RS 0.5 By
RETE o SRR EORMA bR > o T A RE R B B — AR 2
b ARWFFERILE DALV Ry T 5 B e I RURE - T B e ) AR - AR
{0 FHERSRME IR ZR AT T TR LA R - S PRRE Il DA R B — K% - T 22
FRE A IR - AR HPRRIERFR AT TRiAE ~ il 2% - 2Rl R4G
eI —aRs T - RIS AV o RS = EkE S T ERIRE D
W RN R BRI E R - 3B NEER IR E RIS K% - FTLLEERE
—fEER R > UL A RISREE e T R R AR B R T AT
FEBE FHERSRME TR AT T TRl 2 R 8 - R ] DA O B R flEl IR 58 -

ABFFEFIH Cronbach’s o fE - RERHIFIERRAEE - 41 [R—1FrR -
A o B =Y 0.8 » BURAWITEATHE R ER - BAHERER—5
T o AWFFELIE A SRR IS TS L ML & 3 Bi(composite score)fE
Fof QMR & B BB B P E ~ ARHE 2 SRR (2 —] A
7R o B BRI (A B A AHRR (RBO R B R o (H > ZORBEHI R
i FLIF£9 W 3180 (discriminant validity)(Gaski, 1986) * $# AT S » AHZeryE
it - B EMVERESE - KR DIREE R T s -

[R—] FAAEEHIEEIEEREREE

SEEE EEE [MEN BEEE WWEER HARERK
i 3.78 0.57 (0.91)
e 7150 4.14 0.47 0.60** | (0.89)
R=E 421 0.63 0.57** | 0.53** | (0.86)
R 3.91 0.65 0.57** | 0.40%* | 0.54** | (0.86)

*2 p {H<0.1, **3 p {H<0.05, ***3& p {H<0.01 ; Ol a
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= Wit

FHAIFZERE ks TQM FRy =FEE A (TS ~ 2R A ~ f/EEA ) O
TRl A HIIRET A REEE A R AR - K] b An ey iy & B g P S Y B S B B A
HIRAEE - Bl (AR bl A 288 7= SO iR ER H 2 TR A&
R LR DTS 2 ) B 3545 5 (Drazin & Van de Ven, 1985; Venkatraman,
1989; 1990) - K|t - AHFZ2HER F 48 (covariation) ELE; i fmEfE(profile deviation)
Rt 7 A AL SRR AL -

(—) HEREFRIRE

AR AR =R A IEL & - Ry — TR LA R O A — B HURE - iR
$#8 Venkatraman(1989)f4#E#; » v FH—1{ff —f(second-order)[KIZ& (CE il )
A Bl ~ aE S A - 2R E = H S a2k - i
SR IR — S0 B AE S RIRE Y 52 2 - A ARSI S ek B S R E 2
M- B E AR S E R E - KL - " Ehid s ) 2L —
F& (first-order) {38 # (latent variable)dy 2 AT THEET /34T » TFELLREA]
FAGRH » LA AT 2206 Venkatraman(1990) -

BERERILL EQS fliEtAYRGR » e (IRl S B ER 0.9 BIFIREE
(Bollen, 1989)(fiél—) » BURNEAYIfEETRTR BA RAFAIECS L - KL - RIS AR
TR R AT LU sk bgE AT e A HRR B - T8 ~ SERE R ~ SRR

F o IEB AT R AT RS E B R B E ey — 20k
(Venkatraman, 1986) « &[] HC & $ i HRASEI RS FREIEE B > 3 1 itk

— IR S O o BRSSO B IR - IS - i — I s
TSI £ 1143 S R B8 55%LL F(R 43 1Ey 0.755 ~ 0.629 ~ 0.554) » B
RN GEARETRE LRI T 1l = TE A B A - 341 Sl S
AR O 4 SR AT 49.8% > HLRINVBIERIBH (R AT & B BH 1 It = TEA
S A & SRRSO A E iR RE
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AT73HA*

A61*xx 0.440%*

HEER ERicE MR
BEEn 3DQk *Ex p<0.01

x*(df:2)=4.010; x*/df = 2.005;
NFI = 0.971; NNFI = 0.954; CFI = 0.985;
IFI=0.985; GFI=0.981; AGFI=0.906;RMR=0.010

[E— ] BEEzHERRIER

(2) HERREARRE

FraRR e mat - 2R AR E - B AR R (ideal profile) T
SRERAERERE - HA2RNWEREBYE - Fora il B i G A2 L
1= > [RIRF A HE HI B B B AT IE (R 2 2 (Venkatraman, 1989) « Ry $RIEHiIEE A -
an BB ) ~ ERTERE A B SRS S A s ANITSE E Sl RIS A o R
RESHEAT IR 10% T ERHE R AHERR AN (Calibrating samples) » B EAHEREAH]
FoREisery " HAERRE |, WA R A iSE e ~ S S BRI R
{E » FRILTRT 90% M mIRTR A thE R B U (Baseline models) » i #R
SETIIAER B B AR R (Euclidean distances) » i RIRFEBRAUER A B HERR AR
LIRS © WK LSRR T SRA T

HktRE=Vz (0] — 0g)’

Hor O =ME | 16 | KRS

Ocj = HEHEREARRECIE | HETHINT P53 8

i =123

FR_ LB AT » R 2 2 BB A B AEA B (R - 2 B0
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e B RE AR O B B RHRRIRY > RIZOR =i ) Z A B AR S A
L P AR & AU CEH R E A IR ER A AR - B 1A RS RE  AHIE
FUE AR F AN [F] I HEAR AR HET TRRHI(10% ~ 15% ~ 20%)(Drain & Van de Ven,
1985; Venkatraman, 1990) - i RIFFAL T FERERRIAIAHERR AR m] 22 58 | B
" RIRSAER ) ZAIAHRRTE(Venkatraman, 1990) - =fHERATEHRRTRAD [
—)

[ R ] ERHREIRYHE R R E B BENEIERAR R

HERIIAEAEY - RHARARK

SR B A HE R AR IAH w2 HHEA GRS
FEREREI—(10%) -0.483
FERBREE — (15%) -0.494
FEREEI = (20%) -0.477

fE [FR] > =AH R AR BAE BRI SR ) 2 B BRGSO &2
SAHRE - BURE R RIRRAAE T 58 ~ B ] ~ SRR A SR ORI
HERRANHY — B (coalignment) BE T - BREERHREHAVIRREHGE - MH A0
2 WE . [RI] BUR bl = e B — Sk Bl etde s M A IR A
LERR - TR AR IR A EHOR -

DUERSRER B AR AR AAE H538 ) ~ S ~ BRI Sra
BORNIMAERR A — B BGER - FORHERARF PRI AR DA E R ~ E R
IR IHRE I8 - DURWISEIN S - @ AR EEA ~ B R A S S ) Bl
UK RE A2 FL RO, > RURH RSSO -

Tu e o BEL A

AT el 2 e e R A TR ) ~ AR R R SRR AR o B
RERSRAR S 2 %88 - B — LA BRI A R RTSU BCRAAIR » T2 25 e
L[] PRI 9T & BRI - TS BB R IE RS 200 - TSR Rn2
T S ARG 2K ~ A B f ORISR — B RB L > T SR Uk

%t*
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FHEERAROER - ZH MR A T S FE] ] DU ROt A 5 1E R ~ S
DA > FERD A Rt e L AR EARSS IR T - nl DU A ot B B e TR e
I o KSR A LR R R R A SR B LR A S S, AT ZRAIAS SR
AR TR~ GBI Ry i B E R A = E R GE
LA AC & FEr - AR ARSI - STRFARDTFER s -

AWFFERIAS S E A 2T B S BRI AE RS - R T —EAN R R E TS
0 AT DU S o R T T AR Hash b
HEFA < @EMIEEE fe BB A S - I R i e o B B B AR
i AEEBHRE R ke 5 ae SR AHEE S (Kordupleski et al., 1993; Hurley & Laitaméki,

1995) » DL R s s 5 228 ~ B2 (Sitkin et al., 1994; Senge, 1999) » A HEfE /&
O AR R AR S < SR > 38 LR BB RS R RIS toRRERGR T -

ERE Bt E 38 — A B SR I I B — SRR - AWTSERE RG> IE = (i
T PR — B MR RE R ARG R RS I AR SR B - BEUR AR E B = F i IRl
B H A —E RS TR B 20T - LR T G E B A PREE - R
= (AR BRI ER AT K S M i B > B e —(E 2 Ay
& [FIRFREE Day(1994)FfriiE ik i S 5 T AT B R By — I iAE —INA
51 A (outside-in) ~ #f# 3 (spanning) ~ A # 41 B (inside-out) — Fft & 4 1Y E
(capability) FHF 5  [RIRFthAESE (I ak BE S — W BT TRV S | - AR5 E
[e] ~ SRR Je o B S ) = RN > A RERE RAFAY AL E B s e G e
& o WRIPHHRBRESEe R - -

TEPRET 2 M S R P 0 — S50k BT & B M 2Ry - AT (o FH 21 5 =it
HI3E TR 2 Y s fd (robustness)f£ 8 (Drazin & Van de Ven, 1985 ; Venkatraman,
1990) = (K[t - AhFef R 7 2RI A B — 2 AR A - AR Ry
femEEE = o T AR U SRR BRI ey = R RO & B AR
R A IR B - AN E AR B2 DL SRR e PEE I i > 275
SR AEE— F AR 7 R =F a9k & B (pattern) » 1 g EERRAHH S 21U
RIF - KRS s E S A E R ARIEET -

AW FERER LR I Bt ARt S B R B SR (B EAR B+
BRI LA L BT - E 5 - DTFEAURRA R RS AESE - mTRERAR L2 HARAYE
2 AN TE ] DR BGE S s R B S A S AT FE ] S ss
DU B S R g - FIRERZEHS RAVE BN » AR e DU &
PRI BIER BRI A T > DU BEFBINURER © itk AWTIEERIE —f%
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Ki(single informant) YRI5 #ER P DU 2 BHARER - IHERSRA—
EAIRTRE - AEIRATREAE A R R AN e DUE S B IR - R i i se ) m]
MZEARRAT - LA T AR R -

2% 3R

PRIEI ~ JEIREER ~ FAERE ~ MdhaE - 1998 » T o e B B R S Ml B e AR 1
Mty o EEER R 0 6 %5 4 1 ¢ 1057~1080 -

FRYETH] ~ B3 > 2003 - T AHASASAE  ZHSEEEE ~ 1SO 9000 Blig: FHE S - fH%R
B AEREALBE A AT S ”‘5@%#& » 20 % 5 1 * 965~992 -

B - REEE  BRED 0 1995 0 T HGEE R EINFR G [HE ~ #ETT 2 IRES

—GESLESECHAEWTE > WEER > 2% L] 1 101~121 -

Adams, M., Day, G S., & Dougherty, D. 1998. Enhancing new product development
performance: an organizational learning perspective. Journal of Product
Innovation Management, 15: 403-422.

Ahire, S.L., Golhar, D.Y., & Waller, M.A.1996. Development and validation of TQM
implementation constructs. Decision Sciences, 27(1): 23-56.

Alkhafaji, A.F., Youssef, M.A., & Sardessia, R. 1998. TQM strategic management and
business process re-engineering: the future challenge, International Journal of
Technology Management, 16: 383-392.

Anderson, E. W., Fornell, C., & Lehmann, D.R. 1994. Customer satisfaction, market share,
and profitability: findings from Sweden. Journal of Marketing, 58(3): 53-66.

Argyris, C. 1977. Double loop learning in organizations. Harvard Business Review, 55(5):
115-125.

Argyris, C. 1993. Knowledge for Action: A Guide to Overcoming Barriers to
Organizational Change, SF: Jossy-Bass.

Argyris, C., & Schon, D. 1978. Organizational Learning : A Theory of Action Perspective,
Reading, MA: Addison-Wesley.

Baker, W.E., & Sinkula, J.M. 1999. The synergistic effect of market orientation and
learning orientation on organizational performance. Academy of Marketing
Science Journal, 27(4): 411-427.

Bhattacharya, T.K., Zoubi, T.A. & Suckar, A. 1998. Application of total quality
management concepts to a business school, International Journal of Technology
Management, 16: 520-531.

Chandra, M. 1993. Total quality management in management development. Journal of
Management Development, 12(7): 19-31.

Day, G.S. 1994. The capabilities of market-driven organizations. Journal of Marketing,
58(4): 37-52.

De Gues, A.P. 1988. Planning as learning. Harvard Business Review, 66(2): 70-74.

Dean, J.W., Jr., & Bowen, D.E. 1994. Management theory and total quality: improving
research and practice through theory development. Academy of Management
Review, 19(3): 392-418.

Dellana, S.A., & Hauser, R.D. 1999. Toward defining the quality culture. Engineering
Management Journal, 11(2): 11-15.

IMH{.

~ AAB~



oo L5

Douglas, T.J., & Judge, W.Q., Jr. 2001. Total quality management implementation and
competitive advantage: the role of structural control and exploration. Academy
of Management Journal, 44(1): 158-169.

Drazin, R., & Van de Ven, A.H. 1985. Alternative forms of fit in contingency theory.
Administrative Science Quarterly, 30(4): 514-539.

Easton, G.S., & Jarrell, S.L. 1998. The effects of total quality management on corporate
performance: an empirical investigation. Journal of Business, 71(2): 253-307.

Forza, C., & Filippini, R. 1998. TQM impact on quality conformance and customer
satisfaction: a causal model. International Journal of Production Economics,
55(1): 1-20.

Gaski, J.F. 1986. Interrelations among a channel entity’s power sources: impact of the
exercise of reward and coercion on expert, referent, and legitimate power sources.
Journal of Marketing Research, 23(1): 62-77.

Gurteen, D. 1998. Knowledge, creativity and innovation. Journal of Knowledge
Management, 2(1): 5-13

Hackman, J.R., & Wageman, R. 1995. Total quality management: empirical, conceptual,
and practical issues. Administrative Science Quarterly, 40(2): 309-342.

Hendricks, K.B. & Singhal, V.R. 2001. Firm characteristics, total quality management, and
financial performance, Journal of Operations Management, 19: 269-285.

Hill, C. W. L., & Jones, GR. 1998. Strategic Management: An Integrated Approach. 4th Ed.
Boston: Houghton Mifflin Company.

Ho, D.C.K, Duffy, V.C., & Shih, H.M. 2001. Total quality management: an empirical test
for mediation effect, International Journal of Production Research, 39: 529-548.

Hurley, R.F., & Laitaméki, J.M. 1995. Total quality research: integrating market and the
organization. California Management Review, 38(1): 59-78.

Issac, G., Rajendran, C., & Anantharaman, R.N. 2004. A conceptual framework for total
quality management in software organizations, Total Quality Management, 15(3):
307-344.

Jaworski, B.J., & Kohli, A.K. 1993. Market orientation: antecedents and consequences.
Journal of Marketing, 57(3): 53-70.

Juran, J.M. 1992. Juran on Qualit by Design. New York: Free Press.

Kohli, A K., & Jaworski, B.J. 1990. Market orientation: the construct, research propositions,
and managerial implications. Journal of Marketing, 54(2): 1-18.

Kordupleski, R.E., Rust, R.T., & Zahorik, A.J. 1993. Why improving quality doesn't
improve quality (or whatever happened to marketing?). California Management
Review, 35(3): 82-95.

Lukas, B.A. 1999. Strategic type, market orientation, and the balance between adatability
and adaptation. Journal of Business Research, 45(2): 147-156.

McKee, D. 1992. An organizational learning approach to product innovation. Journal of
Product Innovation Management, 9(3): 232-245.

Mohr-Jackson, 1. 1998a. Conceptualizing total quality orientation. European Journal of
Marketing, 32(1/2): 13-22.

Mohr-Jackson, 1. 1998b. Managing a total quality orientation-factors affecting customer
satisfaction. Industrial Marketing Management, 27(2): 109-125.

Narver, J.C., & Slater, S.F. 1990. The effect of a market orientation on business profitability.
Journal of Marketing, 54(4): 20-35.

Pelham, A.M. 1997. Mediating influences on the relationship between market orientation
and profitability in small industrial firms. Journal of Marketing Theory and
Practice, 5(3): 55-76.

Popper, M., & Lipshitz, R. 1998. Organizational learning mechanisms: a structural and
cultural approach to organizational learning. Journal of Applied Behavioral

~ AT ~



EHAHEE L 55 ~ BN A R R = H R A E

Science, 34(2): 161-179.

Powell, T.C. 1995. Total quality management as competitive advantage: a review and
empirical study. Strategic Management Journal, 16(1): 15-27.

Reed, R., Lemak, D.J., & Montgomery, J.C. 1996. Beyond process: TQM content and firm
performance. Academy of Management Review, 21(1): 173-202.

Saraph, J.V., & Sebastian, R.J. 1993. Developing a quality culture. Quality Progress, 26(9):
73-78.

Senge, P. 1999. “It’s the learning: the real lesson of the quality movement. The Journal for
Quality & Participation, 22(6): 34-40.

Simester, D. 1., Hauser, J.R., Wernerfelt, B., & Rust, R.T. 2000. Implementing quality
improvement programs designed to enhance customer satisfaction: quasi
experiments in the United States and Spain. Journal of Marketing Research,
37(1): 102-112.

Sinkula, J.M. 1994. Market information processing and organizational learning. Journal of
Marketing, 58(1): 35-45.

Sinkula, J.M., Baker, W.E., & Noordewier, T. 1997. A framework for market-based
organizational learning: linking values, knowledge, and behavior. Academy of
Marketing Science Journal, 25(4): 305-318.

Sitkin, S.B., Sutcliffe, K.M., & Schroeder, R.G. 1994. Distinguishing control from learning
in total quality management: a contingency perspective. Academy of
Management Review, 19(3): 537-564.

Slater, S.F., & Narver, J.C. 1998. Customer-led and market-oriented: let’s not confuse the
two. Strategic Management Journal, 19(10): 1001-1006.

Slater, S.F., & Narver, J.C. 1994. Does competitive environment moderate the market
orientation-performance relationship? Journal of Marketing, 58(1): 46-55.

Slater, S.F., & Narver, J.C. 1995. Market orientation and the learning organization. Journal
of Marketing, 59(3): 63-74.

Sussan, A.P., & Johnson, W.C. 1996. Integrating customer-base strategies into effective
measurement. Computers & Industrial Engineering, 31(1-2): 71-74.

Sussan, A.P., & Johnson, W.C. 1997. The impact of market/quality orientation on business
performance. Computers & Industrial Engineering, 33(1-2): 161-165.
Venkatraman, N. 1989. The concept of fit in strategy research: toward verbal and statistical

correspondence. Academy of Management Review, 14(3): 423-444.

Venkatraman, N. 1990. Performance implications of strategic coalignment: a
methodological perspective. Journal of Management Studies, 27(1): 19-41.

Westbrook, J.D. 1993. Organizational culture and its relationship to TQM. Industrial
Management, 35(1): 1-3.

~ A48~



LT

e # @
1 Hl

E AT Ry B 7 R ERE GV T R B e e 2% ~ BB i » Rl
RSB EEVE R L ~ RERUI R RSB SRTE BE B L ~ HERSE RS (DU
) ESEEEL > REME - HIFSERERRRREEZRI) ~ EERRHCARH A E
B RS IR - (RSB ERM N E R - HEF Y R
FAH LA B A A ~ PR - BN P - Management Science ~ Information
Systems Research ~ Journal of Management Information Systems ~ Decision Support
Systems ~ European Journal of Information Systems - Information Systems
Journal ~ Information & Management ~ International Journal of Information

Management ~ Omega ~ European Journal of Operational Research £ 5] [N M)
;WY

HRORAR B AE BRI A - HCbF e Ry 2 v B B ~ (L R
PR AHARETE - HEEEE 853X Y European Journal of Information Systems ~ Total
Quality Management and Business Excellence 2B 4MATF] o

Bl 7D 55
AT R BT RS A B AV B SR A - LSRR Ry ERP A -

CRM 3 A ~ 5 5 B A S 30 R R A0 o HE (B S A o LI BE ST 3~ Decision
Support Systems Z£EIPISMUIF -

~ 449~









