i

RA 20 % @ o K =
) .

Completeness
I- ~——~Quality for the 2lst Century

! x B
& JG

[3] FEFDHE - 5255 Lt (Philip B.Crosby)

B Mg F

(L FEARKNG HIRGFE
China Rermin University Press



ST

L ompleteness

(%] 3EFE - =5 L£tE (Philip B. Crosby) 3%
wiN Mg F

B EEARR S s 5t

China Renmin University Press




BHERSKE (CIP) ¥iE

seRVE—21 AR BE/[ 3R] I LHhE; B, Mg
5 PEARKFERRAL, 2006
ISBN 7-300-07251-8

I. 52
I. D% @Ok
. b EHE-HAERY
IV. F272.9

T E A E 5 1E CIP %7 (2006) 55041084 5

EEE

—21 LN FE

(€] FEAM - ottt &
7L IS

RR&EAT R ARKY: ARG

PR KE 31 5 BREI4RA5 100080

010 —62511242 (E%i%) 010 —62511239 (HiKEEH)
010 —82501766 (HEEFE) 010 —62514148 ([Tl #H)

010 — 62515195 ( &f74y#]) 010 —62515275 ( Pehiasdik)

& P E
B

=] it  hup: //www. crup. com. en
http: //www. ttmet. com ( A KEHHM)
2 W WEHE
2 B AL =] R 4 B 55 A BRA R
F Z& 160 x230 X 1/16 KR & 2006 4E5 A% 1R
D % 19.5 G52 Bl R 2006 4R 5 FI5% 1 WKEDRY
£ # 212000 ®E O 49.805T

IRIRFTH BRI EPXR 3t AW iAMR



%

Completeneee: Quulity for the 2i1st Century f&i? J

EA—RKREBERNEERRIFIEFE - TFHF AR FFBIA,
BREESH—EEI M TENERTHBIEL2S F, AhE—
TMRANZEHEHRES. REH, BRALEPRBRANKEK, FEib
BEAEMAZEIL LA E T8, EEEAFRRMEBRG “HIF.
SIRFAA" B, §— M bE—ETEIHNASBMSERLH
Lo MhAVE. MEAENST. HEMEBORREILME
AlFHEAM “EXR".

BANEF THEREFINRNE? 5 MM IR 5724 b fUR
BEFRHBIHRIRE, BREPRHA—RENLE, BMNE—XR
BT, FFBUANEXERELFNE (XERENMEHITS)
NEF, MNEERE—HTES, REBREAZ— FEFER
BRIEFRIEAER, HERNTHAZED, SRELAZED,
EERAPPRHEMBAXEE LBV EFRBIREIFEAS (Inter-
national Telephone and Telegraph, ITT) EIRAHMNE, FolT7THES
HEENME. HthAEMERTHER (FEBR#H).

ATHBRFEANIE, REHEBCEFE, ANFVMHZS
THERHBEETHA? MEE: "REERLCLNSE], WER
F—RHREEMEH, FALBENBEEET —L," HN—
MR XKW fi—EEFRK! EREXR, — TV ESER—
ERENREIFME AR BMILLBREBREABHENEEET. H
AEBAMNEAXFNENTER! CEHEARFHBR. "REERF
=W T ZEMNE, BREIEAXETEX, BANIEHS
FEFOLK, FEERINHR T MEE,

BETERE? HFPHRAORER, FEFE - =H T RBEHRATF,



Century

~op
<L

= Quil“ty for the 2%

2

Conmpieten@-

R 21 MR

KREER/LBREYIRTFLAMNESERANE, KIREHE
Wo BEF I 7E R B A EMEW, gk Fns
ANEEHKRZHET, TREH MBYEN. RENARES
MEFWERZ N, HFERAREMIIEW . ERREIREFR
I B s R T A O B

FEFH - H TN REMNERIN A%, LB TSERIT
FRENATINMONENEC T FHEEERNER, X1 HE
FRAMESRULLEE, NEFATEHALEHERETEN—
A#1 CEO #BREBIEM, Lbrt, 7 (B UFKHAIEEZAR) &,
EENSX “BERERA" REANE, AX—8, EFEBERD
SIETHTE « 5 (Harold Geneen) HFIEE, X—Bh AR
ZHRENE A8 S 89 CEO Z [8/ya@F %,

FFH -ZHTHESERENES. ¥R EEER
EE—MIES, FRREHR. BIAKX—MASENESRRE
NFZ%E, IR TEEEEEMNIR, UATMRZREE AKEM
Flit, ) PONC B (RAHFEBEROARNMRE) WHAXRESDH
VEENRESCENSE Hho N EERARETEHRENERMNA
EHBA T . B—REHEHEELZF

MBS HEFE LT ANXFLHT, EFHERE. R
BTRRIAMRE, RZLRMAERE TEERERENIRE,
IR HEAXFPIATHNTREFELAMNA—IFTNAEERER
EEREEFREMNMERNORIEZWMALN T ETIEN. MBS,
TATUEHRFERBERN™ M. BEMREERELNIE
RIEMAN, i "REZHETF" . "ELEBEFT" 2%, XAL
BFEHRE. RHFTHEBRMERERE — M ASHWIZBAOITE,
EiLMAEARER. tNTRE TERERMEN H B EK.

®FH T T AR S S RIUEB AEATE PR AT HRE R



EMBETEENGFo X MREP, BHELHBES T AFEAR
— I ERICEN T . BRERAENZHSIE, hifmiH it
THENBEATRREXE T EEEN TREAAR, £ (B2 %)
EARBHIUZ AT, REPOAARBRZEMOFMEARUREE X,
HERBERARSHEMER. LbrL, BEEBRZERIFINAR
BERELIME. RER, MEBEAEHUABREAREBENHESH
téke REBHINA TEMFIEWABXTREBZLBERS Y £,

RETHIFERLANME:. RENEXRFTEER, MK
=i REMNAZRT, MARKEMKLA, TEAFERS
R, MAREAZHY: RENGEEZASHBMKRN, M2
BEFMETZMAER. 2EMNRRR2E— BB AXESRE
BAVER, —PDARERINER, IFEMNEARSEENEIET
POERT . & FAFHEEERRET AT

IFEEFEBLEERN. 220, TENHNLAINE—TA
THMEXLE, FEEBENLEAZIGVER X, Bk, 5
T—RINB. B

(HIRAREBHA): REMAABTXRAE? REXR, 814
EABEZEXNFMEAS TENS%E, EFEEH A,

(RERHE): B2 "RERR" REIXRETEEH,

(ORI EZR): FENBRMREEMES LEES
RFE, HLRFTHBCHIHEEARRER UK. XE2E—
MR IEEBRUKAE R

CGRERTMER) . — MBRENERA AU KM INAIE
K, BRERNER/RTAHEMNE? EXHFMNERF ANEW MK
BHEME? AT EVHKEER, RNBEZFFAILEVRITE
RHNZER,

(ZEM) MSREALKNMR, REBERARNEHE, MXR

qality fFor

N\
(, )

el
e~ x|

- ompletene



eEE—21 HEMRE

=

- TMANRH, TNR—IBE, FU5E. XmETEEM,
tEAIEIE, REFELRBRAN, TEENEEREBE IR
HHES,

BidXFE—EH, THIHERREBESELLLED, RELH
REB. hIFEREARFT L HMANANNERER TN RE,
METEENRE, MUBNARALI. REXREBERNHAE
UNESER &

RETHTURXEEEENBLE AR F AR MIIARER
EERHFNE, MAXMAEEBSH AT HEL, MALS|IEERE
EHEMESMXFAILERERNE THNARABEERERENT
Ho RHLLEREE A BELEMABENEESMB O EEEZ.
AT R EEG —AFERSK,

LUFEEMERAXEATINRE, NsXAZF LHLER
BHEMEERR WO — RN P4 ERMAK, —H2NS
WrrZzRAEEKRABAV I, EFMNBEWXEAPRISKE
RAGFTRS|, Z2F|HEN R,

FH - ZHr4s (Wayne Kost)
SR i W P58 S
a7 LR EAEB
fih 25 B 3K PN A< [l




N D
C ompleteness: Qudlity for the 2ist Century }‘A:h "m__['\ J %

fRixsea

BiRAn, BE BN, R MEE, 53, FAEE
i, EHRE, hFEEARTRARHA, KT IEE
SHEMEE. REEMES LLEELES (Crosbyism) HERS%
B FE, AFE BREARE" TANFOBER, BREE
MHE “ZFERBE" (Zero Defect, ZD) #ZmM— M B, AL, &
—ERIER ST th R R 2 T LU S,

BRID EEL, BELEBSARRE, HEREXE—A
AN, BEARBSHERT, BhbAiAN 2D SHMNEFEH
REEEBRR, BHRENBINEENTHRMETRENELTE,
BRELE, LTI "Eh" Hkil, REE - EAZUES
FEOHT, ATHOELREEHEE, TRTEDATLS
— RET S, BAXEEPHEEAREERKET 2%
) “ZDIEZ)", BRHENBA. EA RENE TEEFRR
B, FRERAIA ZD QIR KRB — R = I, EEEAE
BEY, BONRE - EEMEFLLHREAPENLY. BE
AROFE ST NHRM,

241, RESES N, REXSEGOTHE, HARETE
B2, ERNEE T EANERREL,

S EETFES R, SCHR—REL, ERBAL,
U BAEANT TURZE, BEIT "ERA" I EM
"REER . T2, AR, E—SSnNBh, LHEE
BEERM ENSH MELEMREP R T @ ENR



SeE—21 N RE

BIRARBRR LA, BRE
EOEBHEATRIBERE, ALSTELERE—TNTEZHGR
BAKE (AQL) {H, fhigH, ZEXFERMATR TEME, 26
EREERItHE: tIVitECE@LBRMNEARBARETHERAE
BELTHIZNER, METBHEERNEBEMER, E8%
IENERAES EHIERBS T ZEMNITE L, MARTEXER
HEMERNSE, NITEESBEUSFEEDIE25% HWE VKA
BEEMEE THEEENEN LT, Ak, hEZHE "REES®
Z2" N (RER®H) —BPLETER:. TRE, B AL
EHRNEEMIER: RB M ZD TIEFRAERNR AQL, A sEATBH
AGERK "HA" ANEEIR, A BIEAAFS. AT
HEBELCEF "ARANMTESRN" ER; T "TEHS, RER
BAMZES o
BTFEERRERERN "REES" ORBAURNAFFR, HE
FEETRESREFNNASELMN, BFH Lt AL 3EEA
"EEREBRENHEE" (XE (HR) &#F) "FERERMF
HEREAR" (XE (FLATD) "BFANEERERBRMNHER"
(YMCA EfREEEESR) MEREBZX
W=F/5, 78 + HEHT (Tom Peters) MEEEZEH—I
HAEEMREREU T —NMTHEENOA: "ZEEEERKH
URRIBMHAR N ESTAES —F |, EBHTE—F
WRFENRFHE, EEFERRARES A, BRI BINKEE
HR, NSBRRAMAEN REMNENXE., SBERN
BERETEEHIMAERFERATENFT~R: SBTHEAE
HERARSFTNETEMARERSA TNFHIRBMERESS
B =R BA—TMABRAE. NIBMMBL—HEE~H
BT RAA AR MBEERTHRES "EEEGXE

|~/



NE:3-3: ;;

"EBEEW . HBUEEMASKERYWONEEREAR. "B
BRHMTHSH" (XE (ME) #3). "BARELEZR" (£
E GBAZHLEIRD ) o

HMZELHBERR, FFHNIBE 0O HLZTHFERERN

wREIR" . MMt th 2= EARERN. HBATERAML =i
EWEAX FEHI2IFEFHEAMNIIES, ZEOEEEIFFEEE:
"REM (RF L) NRFE, BERBLECHIAXAE,”

ZE (FLAT) BAFRMEDFEFEERE— "REAH"
(Demigod of Quality), B "F#¥AN" 2, —HFEEXRERA/N
#, Z—AHENEHMHELOA; B, ZFLHLNEBRE "¥HE
FEER, REXER, BERENEE (MIERHFMRIIE), X2
BENRE (MIF~RAOFMEREH); BFANE "TEME" (Com-
pleteness) ZFNERE "RELEZIE" (Running Things), BHY
HETFOIR “REERTNMELR" (ESO), Bk, mF b, BREX
HEE ERAREXHIERELSMAZIBENLSMAXRPET,
HEFR, EERT —MEREERPEENBEMLFAM S Xzt
BATA— PN FEBHEF "RELT" XFRTIPARTEMNELRD
DNA FEEHARRE, (FAREENERE,

FLE, ABHNBERTETRRT LR, XHAERA
AR ¥, MREAMERARE —ITTZEELME "BAR
FH —hE "RAIAHRRE" LFEFXREM. BEKiR, 5
EGNRBEHERNEZENFTREN: F—, HEREEL, BM
BiAE, B "B—RBMBX" EFAERMN: -, ETHS
ENHERREER, FRTEASENBLE, HRIESABX
FHilZPESLHNERBRZ, £=, MEMBEBMEL "X
" AZSH, BE——RUNEEME. SR EEENERE T

For the 21

@) LJJQLJ '.3: Y

teness

;ﬂ.;?.’@.

ﬂ
L9

C



e — 21 RN ES

B "ERAT, RNEEBNELKAZEMOSEERETAT: £
M, fEITT T 14 FRERAR 2K, RN " REBR2EERIK
HER", Bitt, REBALRGRLI A AAEBHaNLBNIE
B EHRkEE,

RETHEREYHBEAFEEXRaRHFEE, BETE
REAK N BE. SEANERNREFTNRME, TLURE, BIFS
BNERERFTHARMNE, LREEFTHEREXTHFES X
REsheE. MRFEH “"AMRE" #BEF "REXE" RIUREF
EMNHENE, BRIMAESFE TEXKETR,

\

R

i SR | A | BRI | el

— L [~

MEPFRELI, RHFTHEERROEENBRANEREDN
KR&EMR, MEFREBESTT%,

* THREH: ZFHTEEBEFMNZEY, TIIRABLER
lEEMAEEEDAULE “FERE" PRPVEFRL,

o RFME: (HIBFREBMA) .

e REOMMEERZE: BE¥*MEBLMERRNEZEEXE T

ER, RET "RETEL ABRESAREBHERE N

* RN mHTLLEEAFMNERRMY, BERE LRIk R

B "HEIRRIRT, HFUHRELABRAOEGEMORZMERB ST

A dr

/

NSIHE RES M3

<<
<



BERF

ERme Rtk R

o REME: (RERH),

e REMEEEHE: MAXFEMERSXFTEER, BHET
"REEBEAREAE. "RERHE" NRE. "THE"
e HREEERT NAENE 14 BB,

* BERM: AT EBEESENEMRME, TIIAEBKRE A

E R M ENRERR R,

o RFME: (REXLIB) . CRARE),

e REIMEERN % MNEAEEENAERE THREEEY
COTEARN" . AN M CRREE

* BRA SR TUHEEAXNARYE, BEXEEEN

B W Tl

o REME: (BEER). (BB RH) M (BUAMKKMNT
EZR) MR (%),

o REMEEEH % ANXHUBEEMNHRBEERLE T "HEAR
Q" "REFR" UE "BREATE. "IHhLEREE".
5255 T LA A B B TSRO A o

* MEM: RHETHEBETEBFRRY, #HA 20 42 90 F

RS, ZHTHFHREST “ASH" N "TEHRHER" (The
Reliable Organization) MIWFR, XEZF T L EBTRXEMEFE
WHOREFSEERA T E,

o RFEME: CREMINNAER) . (ZEM). (SizZEN) 0
(BB T EHAIER) o

o ROIMEEERZ: HANTEMRE. IV BRISH IS,
"REBWMSH MAESFMS A EITEAENE IR E

il



se¥E— 21 R E

XA . BRI KRERATHAVAELR" M "I ERNAR" NE
WE5IT k.

JLORE, ZAEABHBRHO—TEEZEBEN, REEREARD
RARDHREXAEABYXAEFNE. B4 "FEHE" TP
i "PERR" EEZENSHEHE, REXHE, 7HIET
FREB N IRATARS VAR RN, RN AEFES TIENEX;
hARREERIURER "#BEK" . BRFHOPWE,

XE, BRI EBEARANABRIHEBRNERN T, AREE
HAPERSOIENXNFFRE, SITFIABRBRMNPEAALARE
AHVBRIEN, BEBHEMEE, B "B-XRIEFEEHT" B
THREEXMMH, MBEAMNMNBERCE, BRARSHIRBS A
BRAXH—OERE, ANAiLERMNENEEHARE. REERE
EHRITEPEL VTR NARERRZR.

BFEMAXZEFLEZR B - EHRHFTNZE "BEIER
®HR" . EMSFEMFRRBRESR. ANBER B ERATEE
FRRAT, ABEBEROR. R=NBEMERT! RFLTHEE
BXREFEME. XRPERENESE, E-RRF LHLEES
FHEH,

EEFAIMHS - EE@E—EHEAERBA - TESR:. "BETE
H, MET" FA—MTHESE, RS THEBRTFAMFENET
CEZRER - FIXHUA "RELEFNERELHENT " FHE
7, PEEEEIAELA L —ESTBILEZAELERTNERX
B

IRER—T, (FAXEZEZNHHEHBER, mH LHKZH
FTERE, LHEREMEBEEEXPENSEERAS—HBEBLSE




MAEEF ;

MUEKS, HEBZH, NRBPFABEANARNERRE O
BATBRGS, FEAXREEIE "EHLLe BFR O
ROERWER LGB BN ELSHE, Fol, EBHB, RR, O
B8, BATURARBE, M50, TERE#BL, W8 L
R, s
BXAME, RBSH - REER, RBEEE. E

&fE, ROBMAFKEIERR

on oo

RN AR
N

g L ERE . FERFEE A EP R BB KR AR
fyg@ zdchina. com. cn

L&

.
=’ omplet

11



Y1k ¥ T A

- LA KB AR AR, R AR AL AR L A?

EEMENNE, RRRZEFAERAHRE? $57
BRK T FRER?

-EER LSRR, RRRLSHHIFBT?

BARRZFAHHHE. RPERHARE?

BERAZ B E BB ENE—ABOERE LS
7

HNG i E T RRBEE, KRR FRBABRER
BA R

+H+i RN BT,

BRIAE (AR B E XA B Rl A R R 840, A —
P L3 R BT B RRARIAR B 5 . Z BT LASR X i 3+ 11
JRE, FEERN T S AT R AR

a) HREIN RN, FEfR ERERKEHHEA
T84 B, BPENIEARE, X LA RO AR B
MREY , fdifthfi] 4 (R A 60 AR . RIS, AR5 {E
L B 18 U 57 -

b) ZRRIARN FURFIAN R AT, Wiy, ASEHER, il
BB, NG, AatiihsEFRT

c) FRRUACHNE R ACAE L, I B 9 B 45 L R 5 4K
ERil i e B B B A 0 2 — B =02 —, XFETI A
WL A T, #E AR,

d) BERKMPIELF, S5 RHEER BERRAt tede, H#H i
MBS &N, WAKZ AR ; kA iR e, FrEpHgEn] -
KIRAT .

e) RGN BE, WHAES, EREXLARKEWRR
INED, RIEASB/INI R —FE, WG TF;




f) BRIMEAGARKAK, EAEIBPAETOEE AN,
WA AR ITIED | ZELH, AFITRAE, A
SHRESERHEE . NIMRAEEER, RITHEEERHE
oB NN ki VE o

g) BRETAEIT, B KY 500~600 F, TEILH H
B 57 RIS A BRZ AT, A — /M, s
FRge s, PRIET BRI,

h) BAMBERERITESEEZES T EHBRO0E,




FEIE I vrvvoems cuwes vusnms yunass svsses puunss S0ENE S IREE S VSN SAPERS CEISAS SRS B 1
BLAE I soawns souws esvens eawas seomas v aRs SHESEN RS ERSRS SRS SRR S 58 5
B B0, 5 03505 29500 SRS SHHERA BN TS § SHUS RS TR SIS FOANRE SR 13
1B STEPEE TR e 1
- Yol e R Cme———R—— 13
B S B BRI IR T v wrmsos snmewssanass sonssoasee skt sarass SH5A ey 31
BE A B PR Fiswams vanons sassion casssn svyaen savass swmnssanssis sopEen sases 51
S E  RIBIEIRT e 3 RATARS SITHAR RESRD LSRR RATASS SRR 69
B i SRR A FEAE T s vorees snensssnons consns oness sesens snom s 83
BTE “RAERE" BHEED e 101
HEE TREBIRPIE wosiaes cascscnsnusnssnsuassinaasy vsass ssoss v 117
$ OB SEMPEFUNAGE M : H505 ShoeFast AR] «ooreseeeres 133
SETOEE  BLAE TR - voen comoss swsmen weninen cowaran smwan swsssosens samsunan 149
I E GBREIEIE: H s somn vovms vessnssmassssasssvensoves 165
12T FREOERE. R e, 191
W13 E EREHEE. “JEBH" B -ooeeeereerereeeenemnnnnns 211
1458 SRR TBIE cewor covnms vamns swwwns somen s owennsusaens 223
15 & RN A . Tl T RECRR R R PP PP PP PP PR PP 245
B 16 P ALETEHITEHEPE <o ooeeeeormntosnnntinnunsienssinnnsnnsees 269
BT S FRCHIEEA ererooererenmnmmmnenmmimiiens e 279
T T PP PP P P 285



