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Abstract

Much literature has focused on the effectiveness of total quality management (TQM)
implementation on business competitive advantage influence. However, various researches have
discussed the perspectives in terms of manufacturing industry. Fewer investigations of service industry
are severely neglected, especialy in the issue for TQM affect service quality capability. As facing the
marketing environment of both emerging consumer quality conscious and customer oriented
philosophy, the service industry providers have recognized and realized how urgent to enhance the
service quality capability. TQM activities implementation is considered as an imperative approach to
meet the anticipation. Therefore, this study explored the relationship between TQM and service quality
capabilities for Computer Software Service Industry in Taiwan by using questionnaires. The results
have shown involving the TQM activities may increase the service quality capabilities.

Keywords. Total Quality Management (TQM), Service Quality Capabilities
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