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ABSTRACT

The rail transportation industry must establish an appropriate total quality management
system to achieve greater safety and welfare, increase market share, and satisfy passengers.
Despite the importance of this tool in the effectiveness of service organizations, no research
has yet been conducted on the quality management diagnosis. The aim of this study is to
provide a model for diagnosing total quality management. To this end, the most important
obstacles and factors of improper implementation of total quality management were identified
using experts opinions. Subsequently, after determining their importance using the fuzzy
analytic hierarchy process, these factors were placed in the quality house columns. Finaly,
due to budget constraints, a model for prioritizing executive actions was proposed. The results
showed that among 25 obstacles, insufficient resources for implementing total quality
management, poor planning, operational management, and inadequate human resource
development, and lack of employee trust had the highest relative weight among the factors.

Keywords: Diagnosis, Tota Quality Management, Fuzzy Anaytic Hierarchy Process,
Quality Function Deployment
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