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1. Background information 

United Nations Industrial Development Organization (UNIDO) informed 

Japanese Standards Association (JSA) by its facsimile transmission No.1356 dated 

June 5, 1997 that UNIDO selected JSA as "the subcontractor'' for the execution of 

services for the UNIDO project No.US/RAS/96/219 (UNIDO Contract 

No.97 /121 /VK) at total all-inclusive cost US DLRS Two Hundred Sixty-one 

Thousand (US$261,000) payable in that currency. 

2. Objective of the project 

The project aims at promoting company standardization and providing ASEAN 

countries with information and experience on effective tools and methodologies for 

enhancing a company's productivity through standardization, based on the 

experience of Japan. 

3. Subcontractor's duties 

The services required for JSA (subcontractor) consist of the following five 

duties: 

(1) To conduct a diagnostic survey in selected companies in Vietnam in regard to 

standardization and Total Quality Management activities. 

(2) To organize a seminar on standardization and total quality management in 

Vietnam for chief executives from industrial enterprises. 

(3) To hold a training seminar on effective utilization of computers and 

informatics for introducing standardization and Total Quality Management 

at the company level. 

(4) To conduct surveys on the current level of implementation of standardization at 

the company level in Thailand, Malaysia, and the Philippines. 

(5) Based on the results of the survey carried out In Thailand, Malaysia and the 

Philippines, to hold a seminar for disseminating information on promotion of 

company standardization focusing on the production process. 
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4. Activities and achievements 

4.1 Seminars in Singapore on Use of Multilingual Information Technology for 

Standardization ( Progress report I, August, 1997, Programme -Appemdix 1) 

The seminars were held on May 26 through 28, 1997 at Information Technology 

Institute (ITI) and National Computer Board (NCB). (Program: Appendix 1) 

The objectives of the seminars were to create common ground for a new 

localization framework in ASEAN region and to explore the possibility of implementing 

standardization activities. 

Three individuals from each ASEN countries were invited. Those participants 

were the experts who were directly involved in this field. Experts from non-ASEAN 

countries in Asia and Iceland and New Zealand were also invited. 

The participants from Japan included many information providers, users, researchers, 

standards developers and government officials. 

The seminars were prepared and organized by JSA in cooperation with ITI and 

NCB, the host organizations of the country . 

• (1) Open seminar (ITI, May 26 and 27, 1997) 

The current situations of the use of multilingual information technology in the ASEAN 

region were reported and discussed. The program included demonstration of language 

handling on PC's and also the exhibition on the second day. 

(2) Closed Seminar (NCB, May 28,1997) 

The participants discussed the problems identified during the open seminar in 

promoting standardization of multilingual information technology in the ASEAN region. 

The seminars were attended by 63 people from 15 countries. Experts from 

non-ASEAN countries presented the information that interested all participants. 

The report of questionnaires collected in the seminars indicated that most 

participants were satisfied with the presentations and discussions. 

2 
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4.2 Seminars in the Philippines for CEO, top and middle managers 

( Progress report II. January, 1998, Proramme-Appendix 2) 

The seminars were held in Manila on August 5 through 7, 1997 to introduce the 

fundamental ideas of TQM activities, roles of top management, the policy and daily 

management, the concrete activities for TQM introduction and promotion and the 

relationship between TQM and ISO 9000. 

The seminars were prepared and organized by JSA in cooperation with BPS, a 

host organization of the country. 

In order to make the seminars as effective as possible, the seminars were 

conducted in three sessions. (Program: Appendix 2) 

(1) Open Seminar for CEO and Top Management (August 5, 1997) 

A Japanese expert presented the necessity and basic overview of the introduction 

and promotion of TQM into company activities, expected roles of CEO and top 

management. The representatives from two local companies presented their current 

situation of TQM implementation. 

• (2) Open Seminar for op and Middle Management (August 6, 1997) 

Three Japanese experts presented policy and daily management. education and 

training, how to obtain ISO 9000 certificate and the relationship between TQM and 

ISO 9000. The participants visited two local companies to look at their TOM-applied 

manufacturing process. 

(3) Closed Seminar for Top and Middle Management of Representative Companies 

(August 7, 1997) 

The company representatives from 6 countries presented their TQM activities being 

currently promoted in policy management, daily management. and process 

management. They exchanged opinions with TQM experts and other representatives. 

The open seminars were attended by 107 CEO, top and middle managers from 

local private companies and the closed seminar and the tour were joined by 21 of the 

government organizations, CEO and middle managers of the representative companies 

of ASEAN countries. 

3 
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4.3 Workshop on Total Quality Management for the top and Middle Management 

in Vietnam( Progress report Ill, November, 1998, Programme-Appendix 3) 

"Workshop on Total Quality Management for the Top & Middle Management" was 

held at the Saigon Prince Hotel in Ho Chi Minh city, Vietnam on 19th and 20th January, 

1998. The workshop reflected the results of the company diagnosis in Vietnam. 

In accordance with the results of the discussion between JSA and ST AMEC, the 

workshop was so organized that it would be 2 days workshop for the top or middle 

management of the Vietnam local industries, mainly SM Es. 

Theme was "Workshop on TQM Implementation for SMEs" 

- Total Quality Management A Proven Approach to Achieving 

Quality Excellence -

In the workshop TQM experts discussed basic concepts of TQM activities, the roles 

and problems that top and middle managers would face in promoting the introduction 

• of TOM into their companies, and concrete examples of good policy management. 

Concrete examples of how to use the TQM Handbooks, developed as a tool to provide 

technical assistance to the developing economies who will be tackling the techniques 

of TOM, were also discussed. 

On January 19, 1998. Mr. lchiro Miyauchi, (Senior TQM Counselor, JUSE) 

presented What is TQM?,The role oftop management in implementing TOM. Important 

points in implementing TQM and Policy management and daily management 

On January 20, 1998, "The TQM Handbooks : Development and use", "How to use the 

TQM Handbooks" by Mr. Eizo Asaka (Senior Consultant, JSA), "How to use the TQM 

Handbooks - in respective use" by Mr. Masato Suuchi (Senior Consultant. KIP) were 

presented. the "TOM. The Handbooks have been developing in the TQM project as the 

common textbooks for implementing TQM instruction to the Model companies. 

The workshop was attended by 122 persons in total, 93 from local companies, 2 

from university and 27 from STAMEQ and its branches. 

4 
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5. Remarks 

-Seminar in Singapore 

Business activities are now more frequently being conducted across borders 

over the computer networks by people speaking different languages and living in 

different cultural backgrounds. This is a clear indication that there is a growing need 

to construct an information processing environment in which other languages besides 

English can be used. 

This seminar provided a venue where experts from the ASEAN countries and 

the Asian region could come together to share ideas and opinions on such a 

multilingual information processing project. This will undoubtedly lead to the creation 

of a mood for building such an environment in the Asian region and will aid in 

effectively promoting the maintenance of such an environment in the future. 

-Seminar in The Philippines 

In order to introduce and implement TQM in a company successfully, top 

managers should correctly understand TQM first and clearly indicate their direction to 

proceed and objectives under their leadership. It is a very important factor to make 

them aware of their roles and responsibilities in implementing TQM. 

The seminars held in the Philippines could provide adequate information to raise 

the motivation to promote TQM. 

-Workshops in Vietnam 

Although a few institutions may have some opportunities to invite necessary 

speakers from abroad and have some kind of seminars fragmentarily, systematic 

events on TQM have not been held in Vietnam. From these points of view, the 

workshop was very significant for encouraging awareness of Vietnamese industries in 

TQM. 

Because the workshop was for the local industries, contents were concentrated 

in the fundamental of TQM. It would be recommended to hold such kind of workshops 

or seminars in major industrial cities in this country. 

5 



First International Symposium on 
Standardization of Multilingual 

Information Technology 
-ML/T'97-

Global Information Infrastructure (Gil) 
for Equal Language Opportunity 

26-27 May 1997 
National Computer Board (NCB) 
71 Science Park Drive, Singapore 

'~" ~~~ -;;~ 

Sponsored by 

United Nations Industrial Development 
Organization (UNIDO) 

and 

Ministry of International Trade and Industry 
(MITI), Japan 

Hosted by 

National Computer Board (NCB), Singapore 

and 

Singapore Productivity and Standards Board 
(PSB) 

Organized by 

Japanese Standards Association (JSA) 

in collaboration with 

Center of the International Cooperation for 
Computerization (CICC) 

ORGANIZING COMMITTEE 

Thorvardur Kari Olafsson (Iceland) 
H. Thaweesak Koanantakool (Thailand) 
Lua Kim-Teng (Singapore) 
Shunsuke UEMURA (Japan) 
Eisuke NAITO. (Japan) 
Takayuki (TK) SATO (Japan) 
Shuichi TASHIRO (Japan) 

INTRODUCTION 

Accompanying the rapid and widespread diffusion of personal 
computers(PCs), localization of information processing sys­
tems has made great advances in the last two decades. Many 
practical and pragmatic solutions to language problems have 
been found in the localization process, and as a result, PCs 
have become an essential tool in the modern business environ­
ment. Indeed, progress has been so rapid that original targets 
have been met and early social needs have been fulfilled. 

Localization as it currently stands is facing new fundamental 
challenges. As localized PCs are fast becoming a basic tool for 
daily life and work in many countries and in many cultures, 
new and more demanding needs have been brought to light 
such as the digital processing of classical literature texts, for 
example. Those requirements demand more to cultural spe­
cific solution of the information technology. On the other 
hand, as various economic and social activities continue to be­
come more global in scope, the exchange of information 
across international borders and among different cultures has 
become even more important. 

Moreover, it is fast becoming evident that the having the capa­
bility to process various languages and scripts over the 
Internet is a prerequisite for communicating on a world wide 
scale. As international .. travel is becoming more and more 
common, having the ability to use a computer in one's own 
language when staying abroad is also becoming more impor­
tant. Moreover, demand for such capability has increased to 
the point that many are calling for information exchange ca­
pability to be made available for those languages which use 
different scripts in a way that completely satisfies a wide 
range of users. These trends require more culturally neutral 
solutions however. 

To meet these demands, harmonization of localization efforts 
of various languages is a particularly basic and urgent task. In 
such circumstances, it is vital to have common understanding 
on the development and the current status of localization in 
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various countries. 

This is particularly important when Gii is in place, because 
Gii is a dream environment in which advanced computer net­
works are widely diffused on a global scale. It holds a great 
potential for providing an equal opportunity to everyone in 
which physical location end time differences may be disre­
garded because Gii promises to be a tool in which the handi­
caps of physical distance and time can be overcome. 
Nevertheless, it must be remembered that this is just a possi­
bility and Gii does not guarantee equal opportunity, for it also 
holds the seeds of a wider and deeper gap developing between 
countries and regions. This exacerbation may potentially be 
caused by cultural elements such as language. A •true· Gii 
will be achieved by providing not only the infrastructure but 
also standards and environment for information processing 
that can respond well to cultural diversity. Unequal opportu­
nities which are due to differences inherent in languages need 
to be eliminated. This is particularly important for the Asian 
Region because the countries in this region have a greater di­
versity of languages and characters sets than in any other. 

Considering our diverse cultural background, we should pro­
mote cooperation among the Asian nations to create a multi-
1 ingual information processing environment that can be 
shared throughout the region and propose the results of these 
efforts to the international standardizing bodies. 

OBJECTIVES 

- Create common ground for a new localization framework in 
the region to advance the development of Gii 

- Explore the possibility of implementing standardization ac­
tivities in the region relating to information technology, es­
pecially related to native language processing with 
regionally harmonized approaches 

- Share perspectives on the issues among information technol­
ogy providers, users, researchers, standards developers, gov­
ernment officials and so on, through the exchange of 
opinions and discussions 

Objectives of Country Reports (first day) 

- To gain a mutual understanding of current status of native 
language processing in each country: 

- how widely computers, especially PCs, are used in each 
country 



-how often a native language processing is used when 
using computers 

- which applications involve the native language processing 
and which ones do not 

- to what degree multilingual processing are required 
- availability and dissemination of standards (de-jure, de-

facto) which support native languages processing 
- other information that is useful in understanding the 

status/requirements of the countries in the region 

Objectives of PC Demonstrations (Second day) 

-Exploration of: 
- various localized input and output methods, especially of 

personal computers and regional languages, in order to 
create common understanding of methodology, technolo­
gies, and tasks 

-possibility and necessity of standardizing these language 
technologies 

PROGRAMME 

Monday 26 May 1997 
(Gii for Equal Language Opportunity) 

09:30 Congratulatory address 
- UNIDO,etc. 

10:00 Keynote address 
- Professor Shunsuke UEMURA. Nara Institute of 

Science and Technology, Japan 
- Mr. Thorvardur Kari Olafsson, Icelandic Council 

for Standardization, Iceland 
- Dr. H. Thaweesak Koanantakool, National 

Electronic and Computer Technology Center 
(NECTEC), Thailand 

12:00 Lunch 
13:00 Country reports 
(Tentative List) 

Brunei Darussalam Cambodia 
China India 
Indonesia Japan 
Lao people"s Democratic Republic 
Malaysia Mongolia 
Myanmar New Zealand 
Philippines Republic of Korea 
Singapore Thailand 
Viet Nam 

Tuesday 27 May 1997 
(Demonstration of language handling on PCs) 

09:30 Demonstration 
12:30 Lunch 
13:30 Exhibition 

... 
Organizing Office 

Japan 

Japanese Standards Association (JSA) 
Shigeo SHIBAYAMA (Mr.) 
FAX: + 81-3-3582-0844 
E-Mai I :sibayama@jsa.or.jp 

Singapore 

National Computer Board (NCB). Singapore 
Mabel TAN (Ms.) 
TEL:+65-7720292 
FAX:+ 65-7795340 
E-Mai I :mabeltan@ncb.gov.sg 

Singapore Productivity and Standards Board (PSB) 
Judy WONG (Ms.) 
TEL:+ 65-7729726 
FAX:+ 65-7761280 

[ Participation Fee] 

A participation fee of S $ 50.00, including presentation materi­
als, coffee breaks and luncheons, will be chargeable to all local 
participants. Kindly make cheques payable to National 
Computer Board Singapore. 

[ Registration ] 

Please return this card by mail or fax before 12 May 1997 

Attention : Mabel Tan (Ms.) 
National Computer Board Singapore 

TEL: +65-7720292 
FAX:+ 65-7795340 
E-Mai I :mabeltan@ncb.gov.sg 

For further enquiries, please contact 
Raymond R.N. Lee (Mr.) 
TEL: +65-7720251/292 
FAX: +65-7795340 
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PROGRAMME 
Basis of TQM Promotion 

Date : August 5, 1997 
Session I- for CEOs and Top Management 

09:00 - 09:30 Registration 
09:30 - 09:50 Opening ceremony 

- Welcome Speech by DTI Representative 
- Address by UNIDO 
- Address by AIST, MITI Representative 

09:50 - 10:10 Coffee/Tea break 
10:10 - 11 :20 What is TOM? 

Mr. lchiro MIYAUCHI 
TOM Consultant 

11 :20 - 12:20 The role of top management in implementing 
TOM 

Mr. lchiro MIYAUCHI 
TOM Consultant 

12:20 - 13:40 Luncheon 
13:40 - 14:50 Important points in implementing TOM 

Mr. lchiro MIYAUCHI 
TOM Consultant 

14:50 - 15:20 Coffee/Tea break 
15:20 - 16:00 Presentation by model company 

(1) (Tiongson Ind.) 
16:00 - 16:40 Presentation by model company 

(2) (First GEM Philippine) 

Date : August 6, 1997 

Session II- for Top and Middle Management 

09:00 - 10:20 Policy management and daily management 
Mr. lchiro MIYAUCHI 
TOM Consultant 

10:20 - 10:40 Coffee/Tea break 
10:40 - 12:00 Education and training required for introducing 

TOM 
Mr. Shinya Tsutsumi 
TOM Consultant 

12:20 - 13:20 Luncheon 
13:20 - 14:40 Importance of in-house standardizing in TOM 

activities 
Mr. Shinya TSUTSUMI 
TOM Consultant 

14:40 - 15:00 Coffee/Tea break 
15:00 - 16:20 ISO 9000 and TOM 

Mr. Kazunobu SHIMADA 
TOM Consultant 

16:20 - 16:50 Open Forum 
16:50 - 17:00 Closing Address 

JSA Representative 

SEMINAR ON 

TOTAL QUALITY MANAGEMENT 
FOR 

THE TOP & MIDDLE MANAGEMENT 

,~.,. 

UNIDO 
~~ill 

Sponsored by 
United Nations Industrial Development 

Organization (UNIDO) 
and 

Ministry of International 
Trade and Industry (MITI), Japan 

Hosted by 
Bureau of Product Standards (BPS) 

Philippines 

Organized by 
Japanese Standards Association (JSA) 

05 - 06 August, 1997 
Galaxiad Room, The Manila Diamond Hotel 

Roxas Boulevard Corner 
Dr. J. Quintos Street, Manila 
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".~roduGtion 

/\':i 1~l~0110r11ies bec1.nw 1w;11;;1·,,111~1!y l)orcl8r!t~Ss and 

rirn:s oecome morl: 111tl:11r,Jiio1·diz0d. companies will 

Li(; nx1 wet eel t•J t;\l\r' ;, ')k,ld pr:r :;poctivo to :;1 ipply 

p;·ocJui;t:; ~iwl ,;ervrL·e~; tir<:it rm:r:d tile needs of a 

v:'1r1ety of cu"StorrH.~rs. n1ey will need to produce 

'JU:~1•J·, 11·,at ::111e1 c;)r!q;Ptiliv•' 1n price and r1uality in 

'.11l1::rn<11!'.>il~1! ;:t~ \1\.'(
1 !1 :_1s durrir:_!~~t!c rn:-1rl:ets . 

Tutct: Quality Mer11a9einent (TOM), actively 

111q 1IPrrnrnt1~cl, 11:; an effective rnethud for eco1lomically 

c.rnd elfr:~ct1v0ly producin~~ the qu01lily goods that 

:,>1t1 •; i '.I c 11 st o rn e 1 s · n Ee ci s r h P e ff e ct iv e 

11,·11;121:1c•1 lt:it1<.•rl C•f I Uf1,1 :1u1v1t1es rs cne ut tile rnain 

1·2c13u11c; tilde JcliJ31i•,5e t1,·1ns ,-He ctbitJ le• pr'OlJUCo the 

CJOU(b tl1:'\t ar,; S•-' r;u1ilf.J :::titl\'<~ rn 111ter11atio11al 

r:1:_1d,et':_ .. 

L~·IT1r•:--'_r1:.:-·~. 1J.·r1>i:·[rt tr•Jm i;:1!Jla111ent1r:g TOM 
:-ic.:i·,:t1··:,, VllllC!l ;11c:11,:~; f'1.lf1·1arily quality 

ir:rj,:\1•, ·~1wnt a.;tiviti.,.~ htrt .:t!sn <::.'livitie:; k1r !~1yinu 

t i 1 ; ) ': ,. '·; u n rJ w o r k 2 r 1 rJ e i i c; ct i v 2 o r g an i z at i o n f o r 

p;<_«-~1v:t1,)1, 11<:8dt~'J ;:11 r.:1ic':rhJ quo:ility. ['Jot only 

1nzir:r;i:1.:t1nors but by dii r.yp2s of t·iusinos:3es such as 

S€,rvicP providers as w2ll have st<'lrted introducing 

TOM activities i11trj lil•:ir works. A lirrn cannot be 

succes:;ful 1n its TOM uct1v:t1;J:;, !rowuvor, unlross 

middle managers take ttw lead <ind promote it based 

on a pr•1r1er understa. 1cJ:r1g of TOM and clear policy 

of tile :op rnana~1ernent. 

This UNIDO Seminar is for top and middle 

flldll'.l'J'.'I·:;, 1nclw!1119 Cl:Os, c.rnd Will cover ba·3iC 

c:mcPpt~~ of TOM. 111,, role of \112 top ilfld middle 

rivm~;~;<!1:1~ 1 1: ir1 i:1!'.1)ductiu11 and impll~rrlimtation, ?.nu 

:1•1'.v rt it;l:.1tcs 10th•? J.'~0 ~~lO(lC' J:::·~'s E-.::3mplti'.~ of 

i 1 • 1 N i u f, 1 1121 :~ L: r: ,_, 1 1 i 11 q:il c· r n '~ 11 Lt:~ d : r: a c 1 u ci I 
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ObjecHvr~s 

On tt1e first de1y, o;peakers will inlroclucc; an ove1view 

and olliecli'Jcs of TOM activities ttim CEO' s will 

prn11:,1rilv he e11q<J<Jl'Cl 1n, the~ rulr) ~1ncl i1nport<1nce of 

Ct:Os in irnplt-;rnent<llion, C\ncl current TOM activities 

being taken up in Philrppine companies so that 

participants ca11 <y1111 a rit!epur u11c.forstanding of the 

olJjectiv0s. lx-1sic concepts, and concrete promotion 

rnethod::; for i 11 trod uci n g TO t,;! act ivi ti es at 

comp;111ies. 

Topics c0verecl 011 Hie second day, for managers 

and micidle rmrnagers, include policy and daily 

rna11ilcFm1ent t11e11 lorm the lx.isis of TOM activities, 

specific dctivtties for inlrocluct1on and promotion, and 

the rel:i.ti<JilSl:ip between ISO 9000 and TOM. 

T h e f o 11 u w i 11 q s u IJ J 8 ch w r 11 b t~ co'" <; re d at the 

Sernina(. 

1;;,i Vl/l1at i'.': TOM' 

,::1 The rot·:: of top n1anag<)'~1ont in 1rnp!ementing 
TOM. 

1~ lrnportm1t points in implenwr:ting T0tv1 

~ Presentations by model companies 

~ Policy management and claily management. 

11.; EclucHtion and training required ior introducing 
TOM. 

~ Importance of in,house standardizing in TOM 
activities. 

iiol ISO 9000 and TOM. 

Lectt1rers 
Mr. lchiro M!yauclli, Mr. Sh111ya T~utsumi·and 

f\/lr.Kcizunoou Shiin<JJ<, are TQl\il consultants who 

a1 ;,, ~1ctive 1n !hr: 11 llrocluctio:1 ;mcl pronwt1on of TOM 

at Japar1tese :,-.net ovC'rsea'..> t~urnpa1 lies . 



PROGRAMME 
TQM implementation tor SME 

Date : January 19, 1998 
08:30 - 09:15 Registration 
09:15 - 09:30 Opening ceremony 

- Welcome Speech by STAMEQ Representative 
- Address by UNIDO 

09:30 - 10:30 What is TQM? 

10:30 - 10:50 
10:50 - 12:30 

Mr. Ichiro MIYAUCHI 
JUSE TQM Consultant 

Coffeetrea break 
Important points in implementing TQM 

Mr. Ichiro MIYAUCHI 
JUSE TQM Consultant 

12:30 - 14:00 Luncheon 
14:00 - 16:30 Policy management and daily management 

Mr. Ichiro MIYAUCHI 
JUSE TQM Consultant 

(15:00 to 15:20 Coffeetrea break) 

Date : January 20, 1998 
09:00 - 09:40 The TQM Handbook: its development and use 

(Its background and development in the TQM Project) 
Mr. Eizo ASAKA, Consultant, JSA 

09:40 - 10:30 How to use the TQM Handbook 

10:30 - 10:50 
10:50 - 12:00 

12:00 - 13:30 
13:30 - 16:00 

16:00 - 16:30 
16:30 - 16:40 

(1) Standardization 
Mr. Eizo ASAKA 
Consultant, JSA 

Coffeetrea break 
How to use the TQM Handbook 
(2) Managers 

Mr. Masato SUUCHI 
TQM Expert 

Luncheon 

How to use the TQM Handbook 
(3) Policy management 
(4) Process control 

Mr. Masato SUUCHI 
TQM Expert 

(14:30 to 14:50 Coffee/Tea break) 
Question and answer 
Closing Address 
JSA Representative 
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