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m  Brand is the sum of the good, the bad, the ugly, and the off-strategy. It
is defined by your best product as well as your worst product. It is
defined by award-winning advertising as well as by the god-awful ads
that somehow slipped through the cracks, got approved, and, not
surprisingly, sank into oblivion. It is defined by the accomplishments of
your best employee—the shining star in the company who can do no
wrong—as well as by the mishaps of the worst hire that you ever made.
It is also defined by your receptionist and the music your customers
are subjected to when placed on hold. For every grand and finely
worded public statement by the CEQ, the brand is also defined by
derisory consumer comments overheard in the hallway or in a chat
room on the Internet. Brands are sponges for content, for images, for
fleeting feelings. They become psychological concepts held in the minds
of the public, where they may stay forever. As such you can’t entirely
control a brand. At best you only guide and influence it. (Bedbury,
2002: 15)

Bedbury, S. (2002). A new brand world: 8 principles for achieving brand
leadership in the 21st century. New York: Penguin Group.
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B Branding

m the power of a strong brand
m physical branding
m emotional responses

m positive brand relationship

# A Sladenal T Dpdwersing Dwwt ol Lk @y and nfSormearion 5 ciosere
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N cmasmmwnes

Brand vs. Branding

A brand exists in a person’s Branding is the tangible

mind. It’s a collection of process of creating the
feelings and associations that | | signals that generate these
at person has about your feelings.

library.
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Management Functions

o Managers have a broad
responsibility to deal with

e resources (the people, capital,
information, and technology) and

e the process (the procedures and
practices needed to get the work done).

Libraries (my viewpoints)

o People
e Librarians
e Patrons (customers)

o Example, ’F'}Ffﬂ
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Library Planning

External
Internal
Planning

External Environment

o All organizations exist within an
environment that affects the work
they do and how they do it.

o They also generate their own
internal environment, which
influences how the organization
runs.
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External Environment

o Understanding these environments and
their impact is vital to ensure that
planning, particularly for the long term,
takes into account as many of the
variables as possible.

o It is therefore important that a manager
gather information from as wide a range
of sources as possible in order to make
reasoned decisions.

o Do you??

External Environment

o The external environment comprises
everything over which the organization
has little or no control, but which may
affect the way it does its business.
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External Environment

o Some of these factors:
government policies
social values

market

changes in technology
Etc.

Government policies

o Reduced funding, charges for services,
increased postal rates.

o Changes in philosophy such as the
introduction and promotion of user fees—e.qg.,
if museums and galleries were instructed to
charge entrance fees.

o Staff ceilings or hiring freezes in government
departments.
e For example, 22K college students

10
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Social values

o Changing tastes

e E.g., in public libraries, patrons may no longer
borrow many westerns, but crime fiction may
increase in popularity.

e E.g., animations

o Changing habits and lifestyles, which make
traditional opening hours less useful to
patrons than they once were

e E.g., a storefront library in a shopping mall may
need to open longer hours to meet increasing
demand for its services.

e E.g., pufEiE, FCU (opening hours: 1000-1700)

11

Social values

o Growth in vocal pressure groups with
specific demands

e E.g., an environmental group.
® H/IFE_TL: ‘(_/I—]‘é?p ’ }:E% ’ ’_E:IJE[F[‘ ) l’%]jﬂ[ﬁ;‘l, ’ etC.
o 5% YT

12
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Market

o The opening of a “24/7” discount
store near a small college may
result in student expectations that
their library will stay open all night
too.

13

Change in Technologies

o With increasing availability of library
resources online, a university library
may find a decrease in the number
of face-to-face reference questions,
along with a demand for more
online reference assistance.

14
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Examples

o E-books
o i-pods, i-phones, i-pads
o Etc.

15

Facing ICT (FCU, for example)

o More convenient services so that
patrons do not need to come to
library.

o Customize your library to attract
more patrons to come.

16
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Internal Environment

o Policies and practices

o organizational structure
o management style

o staff skills

o technology

o budgets.

17

Policies and practices

o Created in all organizations to
ensure that work is completed
according to certain guidelines and
standards.

o Such may include practical issues
such as opening and closing hours,
whether interlibrary loans are
charged or not.

18

~36~



Organizational structure

o Organizational structure and shape
influence the flow of information
throughout the institution.
.quﬂﬁﬂ%WFwﬁﬂ
e E.qg., 'ﬁ% vs tHaf|

19

Management style

20
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Technology

22
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Why planning

o Provide clear goals

o Adapt internal to external
environment

o Resolve conflict directions

23

Planning

o Mission Statement

e defines the purpose of the organization
o Strategic Plan

e long-term plans to achieve the mission
o Operational Plans

e short-term plans to support the
strategic plan

24
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McDonalds mission statement [2]

o "McDonald's vision is to be the
world's best quick service
restaurant experience.

o Being the best means providing
outstanding quality, service,
cleanliness, and value, so that we
make every customer in every
restaurant smile."

25

Ruth’s Chris [3]

o The best prime steakhouse
restaurant.

26
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Chart

27

Steps in Developing a Strategic Plan

o Ensure that the mission statement is
clear and concise and follow the overall
mission statement.

o Evaluate internal and external factors.

o Evaluate current performance level and
availability of resources. Assess
existing strengths and weaknesses.

28
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Steps in Developing a Strategic Plan

o Determine user demand by talking to
users, conducting surveys, and
searching the literature. Re-assess
target groups, market segments, and
user needs.

o Using the information gathered,
develop a set of objectives and
priorities focusing on long term
success and growth for the
organization.

29

FCU Library
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Management

Librarian development
Customers

35

Management

o HR

o Effective Team
o Finance

o Quality

O ...

o Customers

36
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HR

o Recruit
o Orient
o Evaluate

37

HR Management

o Managing people—their recruitment,
assessment, mentoring, and guiding—is
one of the major tasks that any manager,
at any level, must undertake. Often, it is
the most time-consuming.

o Building effective teams that help the
organization reach its goals, while
providing opportunities for individuals to
achieve their own goals, is every
manager’s challenge.

38

~46~



|

R

o f] i MhAplA U =
O BRI 305 dac o =

39

s

o O
S5 8
[ o

40

4T~



9O AL )R (B2) [l

sSRNeersEll |t &) 5

W

o Theoretically: yes
o Practically: ???

41

University libraries in Taiwan
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University libraries in Taiwan
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Learning & | =%

o Life-long learning
o Conferences & seminars

o Advanced degrees

47

Customers

o Always keep your customers in
mind!

48
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Customers

o Who are your customers?
o Demographics data
o With external analysis

49

Data mining

o Business intelligence

50
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Segmentation

o Different libraries play their own
roles.

o Let the right library do the right job.

51

Process & practices

o Designed with customers in mind
o E.g. T‘E'Pﬁﬁﬁi
SHAPE]

- I
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5. & ¥ %3 (Management by Results)
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PMP Forms, National Library Board of Singapore

xsre#Est$ (Performance appraisal programme)

1)For Deputy Directors and Above

2) For Executives and Above
3) For Support and Para-
Professionals

87

Key Result Areas (KRAs)

Library manager

[0 Personal development

[0 Operations management

OO Staff development and training
0 New projects

88
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PMP Forms, National Library Board of Singapore

e JH - Job Holder - The person who puts
up the performance approval for review
RO - Reporting Officer - The JH's direct
supervisor, ie, the person she reports to
CO - Countersigning Officer - The CO is
the boss of the RO

89

Shared Values

The Shared Values are the
competencies that the NLB staff are
committed to and they are:
Commitment to Customer Service
Working Together

Passion for Learning

Valuing the Community

Taking Responsibility

oo oo
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RVQUAL SURVEY COMPARISON
rth Lanarkshire Council

O Tangibles

O Reliability

[0 Responsiveness
O Empathy

[0 Assurance

91

No. Question 1 Survey 2" Survey Difference % Difference
Tangibles
1 Clean Environment
2 Up to date material
3 Signs are clear
4 Wide Range of Books
6 Stock is displayed attractively
8 Staff are neat and tid;
9 Wide Range of Audio
12 Up to date Computer Equipment
Total
Reliability
) Provide Correct Answer:
i Prompt Service
13 Do what they Promise
14 Computers for Public Use
20 Maintain Customer Records |
Total ‘
R iveness
11 Suitable Opening Hour:
16 Respond to Comment:
18 Provide Books which Users Request
Total
Empathy
10 Customers Feel Important
21 Users Needs are Met
Total
Assurance
15 Staff Show a Courteous Manner
1 Staff are Trained
19 Staff are Competent
Total
22 0
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Ly

No. Question 1t Survey 2M Survey Difference % Difference
Tangibles
1 Clean Environment
2 Up to date materials
3 Signs are clear
4 Wide Range of Books
6 Stock is displayed attractively L
8 Staff are neat and tidy
9 Wide Range of Audio
12 Up to date Computer Equipment
Total
5 Provide Correct Answers
7 Prompt Service
13 Do what they Promise
14 Computers for Public Use
20 Maintain Customer Records
Total
Responsiveness
11 Suitable Opening Hours
16 Respond to Comments
18 Provide Books which Users Request
Total
Empathy
10 C Feel Important
21 Users Needs are Met
Total
Assurance
15 Staff Show a Courteous Manner
17 Staff are Trained
19 Staff are Competent
Total
22
The statutory indicators for Libraries are:
Indicator no. Q300/01 Q301/02 Target
01/02
Indicator 1 Average Time Taken to Satisfy Book Requests
Indicator 2 Expenditure on Library Stock per 1000 Population
Indicator 3 Changes in Library Stock
Adult Lending Stock
a)Total Stock at start of year per 1000 population
b)National Annual Additions per 1000 population
c)Actual Additions per 1000 population
d)Stock Withdrawn per 1000 population
e)Stock per 1000 population
Children’s Lending Stock
a)Total Stock at start of year per 1000 population
b)National Annual Additions per 1000 population
c)Actual Additions per 1000 population
d)Stock Withdrawn per 1000 population
e)Stock per 1000 population
Indicator 4 Borrowers from Libraries
a)As % of resident population
b)Average number of issues per borrower
IF
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The Key performance indicators for Libraries and Information are:

Current Year Previous Year
Key Performance Target Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4
Indicators
Supplier Performance 95% 90% 96% 96% 93.5% 96% 96.75% | 97%
Monitoring against
Tender Specification
Number of information 220,000 77,679 81,578 | 77,468 56,414 57,652 | 60,927 67,475
enquiries processed
Open Learning Service— | 35,000 9,769 8,492 8,906 9,036 7,911 8,733 10,694
total hours of computer hrs/pa
use

95

~HEBE

BRI AT AT B F R

96

~102~




B PAIAT I i YA LR A &

o Y L& # A LIFT
VER= e
FR AT | R LIFATRLA PR 0 BB R O H S 47%
PR EE AR TR ERGE v s Y 35%
S
1A R | B R Bod AT RE S 2 21 i 4%
FIRER | RARHRED AEAE S LRLE Y 65%
e
RABHF | RE CRL N FE A ETR 52%
i
BB | B ASEEHHLD LG 33%
RIRTIL AN LB | BRI | B iFah s LFLIATG S R R B 42%
P I FE PR 22%
i grob e SR ha (TR 12%

PRI ¢ BT0R » APk~ AR I IAE SR AT BT - B B SRS e 86 65| SH3s)

B R i R AT A 4

(=) EhWER " FTEREF R
(=) ATl Rt S F R Tt E

() HEme T2 T I BEEATRAMEE
Tt d

98

~103~



9O AL )R (B2) [l

sSRNeersEll |t &) 5

T LR TEAEHAMBRETFFRE

RlIERE L EL
ik Es 30% T 20%
Al 30% a1 30%
FIfI 1 i 20% TR (B ) 20%
i 20%
R {4 20%
EIRIE 7 i 10%

99

FATIREEARBAAREEE Y X FR

= PRI ﬁ%@?" 5
Bk T B Rap ke Ko
Zie &
e FERF |am s g
R
#E Bk B gk e Koo
EE P | At A BB MM E 224 4
SEEL o
% o e T
> > B s . )
pl137 ER e s g s
7 # gt L& RAp LR L A
B | KL EB2E  BMMER2E3L 5 A
XS JES

100

~104~



%&Ll

FhT A ERUEAARER M I —Fh

s

)
ey

SFE = Pt

[ e

e =

e PR
3%

i A 4 P P 5 8]

o 7 B Tk
i i %§3%%J I

REEY IR - F~%
3 PRI

FATEREEUFERAERBAZAREN—F £

20 W Lk &l

v A o PG TAPEE | R FARCMASE e RLFE PR EA AR R S A
e ¥ e
e B Sk FEXFRRTEE G EAITEE > 2 & &G ATR Ko
Tz . L s » Ci kR s gzem
e LRE & A RBR S EERTS 3 2B 2=
R T | 2% kAR AT R
[

ot AGAGE | F AR TR L LW R 2R
B oL L SRR ERERA- AT L AM A A S R TR BB T R - L
ER R MR AR T RRAE R MY AW RS ) ERARIE L o
- B4 A B AT AR Ak LA RS B
(PR ISURE S BEBEFREALT PR RAEN FE O AN L R R ket .
BLE S & 1A 72005 B :#Give Me Five ##s BB RER T THE RS, 4850 R Eh R o

~105~




9O AL )R (B2) [l

g SRR

il

ag

E3

fif

FATERERBEALRERE L~ F 4

Rk (A BSY Rt AR
BIE BE B | AR
R I AR L
cEa | B R4 RFZAAT
3] =
B4 e 8 5 A1 AL E TR B AR
] 8 ‘:E‘_:-?ﬁ/
\ :)‘ he R d
Hi &R WELR (BT
BrE ) ans B A ERA AR s
nE RA PR s

103

EE B EYSESIECR S SR F Y

mpagy | FEREM|FRIE EERE
By
E N N
E ] 2 48 7 /l/v’%gi -
B B A AR
RIFT - E 4 R Bookstart R #f - 4=% 4_
RIATAER | BME | FEEAE | TRERFTERESE

104

~106~




2EEH—F BT FR b

105

m EJEFEEI'E

THRIFE FUBLACLIBRARY

106

~107~



Q94T STALIR (BE) Rl i
L EC NI == | A i)

My Librarian

1B AAY B SRARAE

- -
= - =1 Ty
[ ] s =
aud n
. -l
R = e vi
) "
ESAE !
wam ' ™ rmn
=
PR
o E OEeo ol nE
< i = g = . (= -
R e
T
.
am

107

REZFTFRF S

HAEHT -PRPLFSCLHRF PP FRCLHE AR R
ZHTREE Y TR o o LK L g E - B
K Go® ¥ ok BT

109

~108~



BT TE

O 2 F U3 6
O & &0 ’ﬁiﬁll*@ G FE
ST 1R R R

2747

108

TTEFRESEAA G

RN LR RN

O R ﬂﬁ,haﬂiﬁﬁwﬁ- Fl{;;ﬁr,i
]

—ﬂ@ ﬁ.’meﬁ@wiﬁipbr

E}iﬁ"[

110

~109~



QORI SCAL IR (B [ 6
Tl P )

BEMETFTAR

O HRH IR EIEL - AR U

®  BIHIRIE 3 0 R 1 O

|
| al
4
2005-2010 £
e — | —
Rk i

~110~



AN TR R

Ik

\

48

113

L TR R

114

~111~



OO4EIFTH SCALI (58) ol i
L EC NI == | A i)

MR ALE

O Xigept > ol B 4p8
O#E®LT T ¥ BETEEL
Offead Aoy tprgd
O - 4 - & 3 b &b
O Eks o Aak; REFx$

|

-_—

NN
SR = SO |4
PRt S )

=y

~112~



HAR 2R RERENRA

_t

ME

BRESE—AHE  HAREA:
B - AR EARA ;
SR BT SRR
REED - EHRAETEREE |
ERERASEERAS |
;mﬁmﬁﬁaﬁzwmﬁﬂ_

R

A

A

118

~113~



OOHEIRTITSCAL IR (R [l
B REedl |6

%1

E3

fif

FRZAR IR A BB B

PR & ¥ B aipdd & Av 3

WG | Y| AR

AR [ 13,937(5%) 12,511(E3J‘?) 26,448(E\3j)

T i 37.3 (E\ﬂj/k) 33.5(E3j/k) 70.7(E%‘j/*)
BEEIRITT S e 374

120

~114~




BRHT AR

121

O 2R

122

~115~



OOHEIRTITSCAL IR (R [l
EEC P

th

[N RACEIEN E o by EaARER TP Sl

Y

gt b

P T
WESEE R F RN

Fio8a

3 BT raw

LRETIN

L L EE L]

LR WA e
I EASAEAA N

LERMH

[mEr)

N S -

R R b [ B R Bl & L
FEAANTANEREE SN AT RN THIAT FETARE

L LD
« B Eim
I
L

Vg,
=7

TEL
s

URiEn e

124

~116~



BRSBTS

126

~117~



9O AL )R (B2) [l

sSRNeersEll |t &) 5

.g ;a,,f%pgigxggggﬁ5o%,$%iﬁjn
4F ,9O%Tém'fﬁga!éﬁ4g;,\§g % o

O B2F A BIAREE > €4 5 72 B 720
f@; 1] l- E‘f’j& ’ '?".LH’ A B ﬁ_éi P‘?»*i;ﬁgj’\g‘f’jpéﬂ? )
BT g RRRPGEAIRIEE Y 2 P

127

L o RIFE | A~ 27 o

O P - BaATL S » HA A RTEMRL LA
‘;’i”6/¢6 y r‘ﬁ‘“‘:‘\_i-— ]i-%&;’f’ﬁjé‘ i N ,‘_,ﬁ g E‘lz
FATE S A A o

128

~118~




~

l. %% I%E‘/\ﬁ 2.5 HE L7 37 F AT~ 4
ZEEARAR LR 52%13?@E%%%§24m”,z\63§%
HREE A TR Ak 8 MRS o
P FIMEI P e il B4 BRI R
AR BRbe-La I LIESL It T
I A A ST BERE BHERAESR
et b ERFLSEEENES S LRIEE -

129

S ] 1
‘ ﬁwﬁﬂﬁﬁuﬁ] [Ef@‘"gj‘ L

T )
#léﬁ?ﬁ? (s

aﬁgﬂ

VB
b R [

B RS  - TR 130

~119~




QORI SCAL IR (B [ 6
Tl P )

] | ]
- i
7 o CE R CE N PR— ‘
@ I g
¥ I8 WA VR - 4
' i
B . g
@ ! i @
i DK e %
’ e # :
ﬁl E{ﬁ”ﬁfﬁ g
)
TR S P i
| A
%%v CERLEES
f;m g[gf; g | TR F R
\ / T
]-glf IEE%L:JE )%_%J e
T
B R VR R

~120~



HEEH —

RRE A AR EaR B

(L)SI AT T
-0 AT T R -
-ﬁ%@@gﬁéﬁ@QEW@@W§n°
-- ST ERRV I L S 2 iV E PO
- e T R P

()51 i
-~ F |G A URLSF | PORATR T T -
<< [ IR B R O R -
_;gﬁka?g@%ﬂi@i‘@ﬁ@{ﬁ@iﬁ%ﬁ°
--T‘ﬁiﬁﬁﬁiqf$gﬁi’ ;/j\giﬂ;ﬁﬁi1[o

133
- . » ’ 2
REZ B IR AP
[ i
Ffp [ [ STRLR
Ry 1S
JHE ,
% ki
o fg || B
%1 o S
] AR PRI
TRj5 W SR
3
134

~121~



QORI SCAL IR (B [ 6
Tl P )

BEAEALBEHEE

(3)TRE S e THIRLEN
= PRI A -
- S [ L
- RSB B
S =R AR AT

135

SEABEEFABREREHA

(DAE R &R &

R § 3 R S JRIFE R A ] P
AEvj o R A E - FZ 2 B ¥
fe A EE o
Q)

FTE P RRR B RGATE E A
FERENE S0~ F L IRA BT X o

136

~122~



AEBRTETLBZREMNA

(3))315;%%#5@&%&%1 )i:d
TR E ﬁ 5 ek B B X Hot

R £~
RS VRIS S N F L
Rl 4’(’1}% 'i—"ﬁ N l-%é‘-]l' st s ’):}‘éh’,}iﬁﬁ,%@
F"}“m?r":g'i‘ °
OEZ xS
A ARER SR TR IE CRTARE
eI B S & S B < %ig:p\n
ﬁéfé’q*?i’)ﬁliﬁ}j_’ﬂéu%? B gl AR eE
%’K‘aélﬂi}éﬁ%ﬁﬁe o

137

~EBEEFABEREHNA

G)F=
B <&~ o)) 4%3%w

X
B CTROORETE IS BEYRA
EU ETEE P ﬁ_ﬂmé_ » FoBE AR T
T B AEFERFE T
RS B

138

~123~




9O AL )R (B2) [l

sSRNeersEll |t &) 5

1. 1% &
2.% %

3. % MT
4% F ik
5. % £ 2 4
6. # 5 1

139

.08 2 R R

v Rz KR EEFE B RS £ REEFEORE

23RS ARFF AR R b ek PR > L ¥

7os e R o

35 = 8RR AT
(DA% reed B izt a g6 AL
Q)% % 1 THEH TR B R
Q)R @ e p £ Rk

VLR ACRE RE o
5.2EPL 0 BAFHF LT R &L kS
6.1 1 o f AT R A G P o
7 AERN é‘f’l%fréfjﬂﬂl%’gi\;]:@%%g@ T s

fomooeis s iy o
4RI R K ME R 5 R

§
222 & g o

45 HAF k2 RABLELLDER  RED NHE BB
3 )

140

~124~




BB

F — RIEFE AR SIS R

m £} B A SURIEH
R X

B

B AF PRI B

141

F R a R gk R

R R Y R S AR LI I
%ﬁﬁ%ﬁﬁﬁ

7ok dREiRd
pES

S

Ag.—?-ﬁf”“’mzﬂi

R N s

| * RS %\T‘i’ﬁ*l—h’ | %7 R, & F ﬂqﬁm—%."i’;ﬁmg;&
*REERCR AR AR

A

142

~125~



OO4EIFTH SCAL IR (BE) T 4
L EC NI == | A i)

BB E Rk

n RS ~ B gap e
moR e RS P SRR

m % 4R P ECDE

m kA2 K T
m

=

=

%m i
%J
5“\

%

42 o i
ikgpeadmid

B AT & F

143

AR

O3 B2 - 6 T RFRBE RS
MR BT EARR A S TEAR 2. RE
RS REMK A ATE 5 BT
2R PRI R 6 KAILR AR B
WA LR ARRTE S LS
BEE R 0 BEELE TR
REREZ Lt

144

~126~



Rz R

(-5 ﬁgéwgkdgﬁ B (=) PSR S (00
e (%)

(5 24 -

(- @(w 1) THE - 1R (ORI /00N
aaru ETTY e

(=) }%%h%}ﬂeﬁuw + RS REIER o

() BEIELE S s b« gt B L4 -

() E%’J%?ﬁp fd’AE%Q%lﬁJ Plrj‘u , 3 “EIIF[BE‘%I 5 Efih_f—ijpfjﬁlﬁlﬁg
(ﬂ>ﬁ'ﬂ A2 S RVREL IS L

q[?}'ij Uﬁﬁ %ﬁg

=) ;ﬂT“H H' lﬁi% N¢$ LGl
]EIFF @:A;f g b:%rL F I vl F|' f%{ j?ﬁ I E@E’y [7"%
() jaﬂhﬁj?ﬁﬁf}*ﬁ’ﬂ % %Pl?‘ (BfBE) > ki

i
e FF

145

JRF AR

G

(- )*%Flﬁlg =07 F[Jg‘“%rl LeE -
(Z) 71 pr YRRy B Gt -

(=) PHEF uﬁ};ﬂd"%‘ bR ] R

<w>%x£$ﬂﬁw~¢ﬁmw-fﬁjlé L

(Z)7r [arHaHu | IRV %Jﬁ%‘iiﬂﬁﬂ%%o

(*)?\IP@‘ %vll?f?ﬁ * AR B A
Fﬂ%iwb

(=) FI§T | 'ﬁf%’i *mﬁ WS SR

jﬁ%}ﬂm :Ft gy I EI)LPF
Cr) T ORI R
f H"T | HJ];I]]@[E[’EIFI P

146

~127~



9O AL )R (B2) [l

sSRNeersEll |t &) 5

EBHER

=) B AL R S SR R

<~ ) hHRLE HF“ S22 E‘% ~ TR E
= HIFH -

(2 ) SRR PRI T o -

(D) A% + B w0tk e o 5

(Z0) - FRE IEHW%E* 'J}%rﬂj o [ 5
fﬂ%"”? ﬁ“lﬁﬂﬁ'f P 2=

(+ )@%‘?{Plﬁplﬁ ﬁﬁ”@(ﬁ‘/gﬁgﬁ i o

(=) P E@WB%%W

(”)%ﬁi?ww¢%§ﬁ%m;ﬁ

147

a TR

(=) &LJ’ éfﬁ'%i% B~ TE S T

(=) ot | H %ﬁ@#f R i

SRR SR I -
§>kaﬁﬁﬁﬁmﬁ T g ] R b
BB 5 -

(=) q 553 G~ (BB ~ (H7dE) -

(i) mk%% O

() FJHEERT réﬂimfl F 5L [HW* |¢<71‘ ’EF[
ip

() =y ﬁ%l@ o= 3 (Hp IRl FEoE -

mﬁ wayw ﬁ”‘”m% SRR T

P ’FE'WE CRLEpR o E RS ERAIL > R IR I

148

~128~




~BHAR

SRITEEON el Rt o
(1) FIEF B0 ot - Py Laigy - £ (4) -
A AT A -
(4= ) FREBHY > P FQI#IF”IEIFIJ[?“W” E T
(4= ) ErEr PR > T A g AR -
(130 IE: e s (50 - lefi
o
10 LI e Wl%fﬁ%%@ e

'lw* [II’_)J—‘ ?%]Ep‘
(“‘[ r) [ ]4 o J_‘E«J‘I’_E f@l@[ Jgj;;é %“[‘Eﬁﬁjﬂiﬂﬁ&?
<4ﬂ>#ﬂ%@_wr@._¢girwwf

149

BREESrTIRBER

(- )%M’F @w[:ﬁ' W W@Fﬁ’ RAEE ILE'E%i«uL

(=) Ve mgsio ’~ﬂ%qﬁjﬁ%ﬁﬁ ﬂ%ww
AR -

BRI i Al ] ,ifglft NI O

5> e e | 4?%?#?%%
51ed IJEﬁTIFHﬂE&q%i Tflﬁﬁﬁ%ﬁB

() #BEf ﬁﬁﬂl‘%ﬁﬁ Efj[lﬂ #f FE‘E”Eﬂ’ P

Sk T o

<1>ﬁ#@ﬁﬁ*wrwr% DDA ~ 0 piREas
BERLL ﬂ“ltj Eﬁ% ] F’?k’;iﬂ hwﬁ[ﬁg%;rﬁﬁj
@B@E ST ?HW%@ﬂ’ % [

Vi sl
(=) B b 2 Sl (i/['ﬁ%‘['i' PR lﬁﬁvﬂ [HE
lﬁﬁd H'ﬁ” ~ A TEI—LLE fﬁéﬁf[lﬁw ) o P
f %jﬂiﬂf L4P|:§Lg=5~ » YlIGE ﬁ@ﬁ@ﬁ A gl
A IE’ J:ﬁ 3 EJZJP” "ﬂi(jj/\}%y o

~129~



9O AL )R (B2) [l

sSRNeersEll |t &) 5

Gl R R e g T o A

() ui%bj I AT
(1) 7 i é”ig., kg el g

Tr [1:17\ HJ’E"‘ i
s rrﬂﬁﬁfw Isopt i i D
YR I T
1) ﬁﬁm,%ﬁs{w PR | S
T W@Hﬂﬁv%@mﬁ VI
%fLE ‘?Jy PiEats HFEH IEU o]
(1 =) Pkt T © ﬁél‘%““ %[E@?ﬁ'ﬁﬁ%ﬁ@
(1)t g ﬁ#/?ﬁ VTR R SR
| ]E[JEAT“
(43 “IF T ¥|&vpilflwrfr§wgﬁvlla TS
%}%ﬁﬁwﬁ% F%%H e

151

~130~




=

O 0w

SRR E A

:§ ?f/ﬁi E>@b'ﬂ»’g ? 42 B
p% ] /% R Tgf %Eﬁr
3 F‘ﬁ AW 3:

SELED R
mALRTE2HD 2 L
HEFRFAFERR
% @PRZZ‘F&_ & J’FL%

Rj}# ¥~ JRIXTR B

I
a\
R

o
ﬁmk-zﬂtﬁmk \4

T\

N A A VA VA 2

ﬁ\—k J4

153

=

EERMEAEERERWE

R i U R
Fﬁgﬁ%ﬁﬁﬁj 9 ?Fjile JI7EVZ=11F]23F0 » H7T

07 5 IR ) R - 47
%%§JWﬁwo

® AT - B R YR
R i g ?ﬁmw
® [t ‘EEHS ,270153 ( \—»f |55 860
77 ) [H[l[SFS O65[]j ’ [FIIL[V

e

154

~131~



QORI SCAL IR (B [ 6
Tl P )

® EHIECY A R — B

-2

AR R S A
gjrﬁﬁl\ﬁ,;g;jrpjgal RIEHE Ea

e

® PR IR P TE
& RO R T B

©  BERHE R o EUL

@t[+%'—1\1§1 F}"ﬁf F[ﬁﬁ;]ﬂ@%ﬁ
SRR TT/[J%V_E%]EL@N?F’T
@ ! BookStartFFEEH L | fWEUVE

[l

~132~



® MBBHELELMEHLFRE

VT[FW i%? Izi'éfgﬁgr?%lajp' = B ¥f
,-,ﬁgﬁ; VE: Elﬂgﬁiﬁ;&’ﬁﬁl |f~ El }[‘,

« L [TEE Y Fﬂlk’%L}J *g*qﬁ7%ﬁm°
 H S
.ﬁﬁuﬁﬁﬁfm:,ﬂﬁ &ﬁ?@k

157
&@%%%ﬁ@%%ﬁ REBITHENLE
nimImEn -~
B~ é':j"
— 158

~133~



OO4EIFTH SCAL IR (BE) T 4
L EC NI == | A i)

Tt - B Sl W I A - e s FRe
&l = R s L R I R P DR L Frr! 2

EmE  mme [ GRESRE

I-\..-II“"I |

e
|

(LU T R ———— T S U SR

Pr e e T

el LN RN AF REE SRR EN e

R daE R ETIHES PREs

— AN ENE e pAasAETT BN MOy BNy TEA LER LR ] )]
EAE .
il HEARCRAFEEAER - '_ r"_'
LEE [T ELJ T RO T IORITTEE . TT TR U
e wroE
- e S ...
FRES TEET DEELSEEFRE WA T LN W
CEEn SR [R—
1] am FEEITEESE
L
EnE [ — =
L] BR TEERLNSANET  LEAEANETRE NTH LETERW — g
AN FNIHD Lok o b A SR
FOESEAVESE FE KN
r lui_ _ ERAAaEd fEE
L £ RSN I R
W EanEE AT LR
ey : W E T F WA FORESE ~pvdedl HP&A 0T Ad =
¥ r b RN R
amfmy ey s mE
g ol N el
e T T s
B g T LA P 15
[ S P e — — ——
INE-N ¥R R
AN AN =] WL %2
160

~134~




L i

S R L BT

161

A EMERTHRAE

By wefstR | _ armemas

EER Y] ;

Hoaca o WA ko

m _h hEHE
ﬂFﬂﬁﬂﬁmfﬁEkﬁﬁmm

catn
o s
] p o
tmazen . kux Sieniari e i
k2 . SRS Sl el i [ -t il
fieir Y ERANRG - AT T SRUDE = g o = iy
i - ARARE - BTIRARE + (ot s RN R FRALTA
HIA RN
Fociman it o n 5 e
Syt
Pl i - SR
AR AT AR B
e B
Sioad - R s mmr—mm .
g "
ﬁiﬁfﬁﬂﬁiNSEK i DA R A
I ERMETERR
i
AT RS iy
SR TR
o S S UL S
e
N
[Ciore
i 162
EE

~135~



OOHEIRTITSCAL IR (R [l
Tl P )

JRFBEAT 8

ACENENED S
IRERm

m L A] B

0 D
. - " — EEELY &R
. BERTEGERAS Taiwan Reading Assaoiatio:

5 AR LA
@fﬁﬁﬁﬁ%@ DELTH ELECTRONICS FOLNDATION

= R RS A (A

163
JRF%AT 4
i~ RE > 74 RS AR

164

~136~



Q&A

165

~137~



OO S AL () B4
e 52 TR

F-9r

TREHN&

O &7 2 FF gL L#&%aRE -HERFIDA & B
ToME MR R

O4+r7 2WMEFLLRZBERE —RAGEE!!
O EQR21 & F i esrd a B BRATXNBE BB E
ER)
O EQM21 & 54 i& 72 [R) /) 1B (20 3 - 42 18 2o i)

~138~



KL \=/] .

&E B (QCC) B4+E?

O r‘%? Bl - A fagpineaa 15 FFEM
THHEE T TR %\mﬁ? ’ @%‘IEJ_—E
ERfREA G EZ oY > BTl fElt ko
O & ¢ Bl s LR S5 7 2k 5@
PATip e TR AATE T F2ZTA R F]o

Sl JES
& B e &
W?ﬂaﬁﬁﬁzg T FEE- S FY 2 R R
iﬁiw AT R fRAE R 1T 3 (TS e
18 o ’F?mr‘ﬁ—’\/J\":"j‘JZPE’f,\?_iiﬁ‘\ﬂ =~ B R4
o - BRIZAEN - BIMMET G - B hEE B
F X EE - RS R
1. Fedn— B RE e 1Y 4E o
2. Bk g PATATRVR o
3. & 7R AR o
A 8§ AL g w2k -
5. H IL K % Nk K

~139~



9O SUAL )R (k) [l

sSRNeersEll |t &) 5

#iF B Ao A AT AR LT

O SFEEHRS 7 g et Td 5

O Bt B 5 4 o § o g 1 (e gotify foeh
F A

O L Lplad1itnd R amE > Fla o e
1 FLRIIP R

O scd 7 Bl 2 %35 AL mg 4 o B 5
BB ehgshs TR I Raed E L o

. 2h e F B R T Pl A

A:ffrm?TWJ o

B 5 ey 4 o

WA P EERE RN DA AN
FE 5% o

kR Z ?IEJ_FEF% i o

BACE iy B o

.\].@.U'P.C*’.N._‘

~140~




%&Ll

5 B ap B oy
S Bl A - kg P iRE P eI 0T @ 3
Lop g Boiead (ed)dmd Kl 4 2 s a4 o
2 ERHFE MBI EIFRE I 0 RS N1 iF o
& T E A SRR RIBNSETE FFA % -
4. &3 4ﬁ S OBIR E RNEL > KPR v R o
DU EIRF R SR S R R £ R o
6. 1 1?,&,&, FAEETRAE > AF R 1 p AFRF Ras Lo
TME A B EAY > P BPRFLT RS A
E B e B
. oy % 4 , L B oy 2 T,
8 ifa’;éﬁﬁrﬂ%@ek% FUERE A BRLIUEE > K
9. =% ‘ﬁ_ﬂ%fﬁﬁi%:%il’é%’i%:é‘biﬁﬁil TR B % >
g
10.f2 43 BHER1- Bie 2R LRI RFH
AIPEL > A jrk &
11,4 > Pﬂfplrﬁlwﬁé I E T
12, FE 17 B AL: G RO AL 5 2 % & (7 gl o
1.5 > 1 $1IFF 2 { ~ B4k > 4 4 o
14, 42 )%J' e ﬁ%&;&ﬁé,iﬁ}",\ £
5. IR PERORY 280

~141~




OO4EIFTH SCAL IR (BE) T 4
L EC NI == | A i)

4B

O ==- Bs%#EL A ¢ (Steering
committee) -
O 45 - =i & shiiseH (facilitator) -

AU S BREPRFE S P Sk B o
O FERZVRILL Do

O 58 Bkd =2+ &0 B4pmaitsa o 4o

= B

O
et

BB i 300 B 4

?:—jﬁr—ﬁ—‘; ;vlgﬁkm*ik—} °
() 538764 o FEsn 4T -
FRWEZ ER -
TR T — R F e fly o
O Wps 4 o

5 o

& -

~142~



TR EE

S - B BB e
Z FE IR

& R BRI EAS R

S EF B AT FRE TR

FUE A G YD

e

~143~



OO4EITH SCAL I (BE) il 41
L EC I == | A i)

A% Blg

S BE

AT B RL \
T
VR 8

PEEITES T k*

T

e PSR T i

R

~144~




Ly

#OR = T
E.] o o# R 2 % |5 F <
A 2 P
m 0O 920630 | &®i | —
O ST S ik 21 el el i o
iy X AR i Bk
1. s (RS PR R 2ERER] o 92.0630 [ B FE i~
o s A PRI @) 92.07.31 LH
RS R R O
3 CREAT R [AEER L BERET O
e ficdy iR - R 4R A
& A 1 >
A AL § 2 R R o 92.07.31 |2 R fEH =
% TR 0
ECEN T O
& TEHP RS AT 0
M F AR O 92.07.01 |£ @ F 8 ]
s e 45 O 92.07.01 |~ R T4
R B WL kg O 92.12. 31 |53 rearsy
I NETY) 5 ok E
. 0 920020 | poy e
P Yy 9 92.07.30 | < # %
0O 92.06. 15 | & & ¥ i~
AEETR PR EETERERET o 92.06.15 [# R ¥ =
TR
o 5 e T b A ALK 0 o
AT A 0O 921231 | 7a%

B

~145~




9O AL )R (B2) [l

mameessl [HE=

oot ARy

O fRix&F IR AL
EEER £
WL Fr
PEFE & S| er 3k
$ @i*ﬁmwﬁi
7% o
2. RFHRBAEIF R

ﬂRj}ﬂ.iz# nﬂ%ji

iR s T
2002& > 156-157)

24
_’r

3
G

N PRIAE B

m%mof

LAY ER
27 M aE

Ri%

&ﬁﬁ%%*#
AN R IFEE RN TR
W%%%W@WXW’AEJ
i H R B ALY SELE - LR

J F]

_\J_Z

(4 IR ¥

it FE M~ PRI gt
éﬁﬁg%&@%%

PRI B PFeniT £ 42 5
L Pﬁizz»#%.n H AR
LAk o

‘D‘

Mo

5

’

F_‘.

AEE
‘sﬁi*ﬁu%ﬂ%

pag

v

oot AR

LEIRY¥RAFESIEESHEE
PSR E  H R I E PRI E &
0 PlEE S féﬁ?«;i g 4F PR AR
ag ;‘m,vﬂ ? Al JRAR AR end
PR L s

% aiomlaﬁml

ﬁ&’w&ﬁﬂ%ﬁﬁi

552 XA

:uE

ad

o Tk B
«;’%ﬁw—p@}'
{31

oo T S
o e

7”"“”3
o

F
¢ s
>
b
[

b
A
‘Aa-

~=$
L TEalCN \Lx-gf;_ H

ALK
T

._Aigt'o
A& WY
E‘H*

ES
e

o
a ~ [ ot
N A e

3
=

£
-1

y%%ﬁi

E\‘ﬁ/é‘: %
);4

g

™ YTy

v drd & ¥
320 X Ao

ot pbas

LL"b
BLQ

~146~




BT E A RRARE

O #24 % %&Fp MehE A FE o BF LS ied kE R
WWF W2 s 3 5 A7 L o RIS
PR3 R~ PRARARARG T LA ARG R
o P U L RN ] e APE R REEIFE A
BT A R % ke e ) o B8
%ﬁﬁgﬁjgi%@f% y — ‘fi);‘; :I!-g l—élﬁ‘& F\:B %Eiz/bﬁ;’f”;i% ,
r%??ra%\giﬁjﬁfﬁ’)m o

O 2R3 4 Rend £ 4 S JRIFEA - B RfEAN
1R TEBEAGEL > T LE I R T PR
EERF R R o U E e E ] B Tk 41§
WHFL SRR E A E 4 o

TR R R E S TR S ¢ 2002 -

YRR o ep o B

3L R AR

| FEsn R 4T

2. i B

3. L2 E P

R S CS

1. B AEBE2 T A

2. %7 F Hcdp 2 B

3. Wehp 2 XL~ A~ AT 2 A

L RFA TR

32

~147~




OO4EIFTH SCAL IR (BE) T 4
RGN =

il

CER RS

LR

e

LTk

# 86
1

FAL IR 4 PRI ST

P} Rk e ep o B

# 5 A

.35 281
2. K-

2 it
7 e

2. 3% 13

3. P AL 82 3%

g
iy

SFEEHEF 20028

~148~




¥ AR A e ep oy B

T e AN
1. FPAagkz A & 47
2. :CEH R 2 &
3. BB Y W 2 7 AR HE
CELER SR R
1. 2% FE3
2. L P 5

PDCA

~149~




QORI SCAL IR (B [ 6
Tl P )

%i‘i%ﬁ%ﬁ%@ﬁ@

25

P-D-C-A

® Plan - a change or a test, aimed at

improvement.
® Do - Carry out the change or test.

® Check or Study - the results. What was
learned? What went wrong?

® Act - Adopt the change, abandon it, or run
through the cycle again.
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