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Abstract

This article examines the relative importance of critical success factors (CSF) for Total Quality
Management (TQM) implementation. The case studies are nine award winners of the Thailand Quality Award
(TQA) and the Thailand Quality Class (TQC) which are administered by Thailand Productivity Institute.
Investigation on the best-in-class companies helps ensure the validity and reliability of findings and ensure that
the results will be useful for interested parties. The research started with a review of literature on the CSF’s of
TQM. The outcomes were then synthesized into a set of questionnaires which were distributed to those
responsible for TQM in the case studies. The data were analyzed by employing the Analytical Hierarchy
Process (AHP) to reveal the relative importance of the CSF’s of TQM implementation. The findings revealed
that the most important CSF was internal management, followed by organization and culture, external
management, and systems and techniques, respectively. The findings regarding the importance of various

subfactors were also discussed to provide guidelines for Thai organizations interested in implementing TQM.

Keywords: TQM, Critical success factor, Thailand Quality Award, AHP
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