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The Study of the Relationship between First-level Police Organization
Introducing ISO Quality Management System and Organizational
Performance: A Perspective of Internal Marketing
Institute of Regional Policy and Development, National Taitung University
Postgraduate: Teng,Kuo- Liang

Abstract

Internal Marketing is the concept of applying “external Marketing” to organizational
customers so as to emphasize and recognize employees’ importance. On the other
hand, the deeds of ”Internal Marketing” condense a concensus and make “employee
satisfaction” to become “Customer satisfaction”.The final end is to establish the hight
performance team to improve organizational performance.

National Police Agency, Ministry of the Interior spreads ISO Quality Management
System to country-wide police organization including precinct, police station. In
order to establish enlighting leadership, combine performance evaluation system,
promote the image of police officer, intensify self-management, system thinking and
process management. It is expected that ISO can promote the quality of service and
organizational performance.

Taitung Police Bureau has 4 precincts which were audited from 2003 to 2005. If
they are the best and can be the “model of benchmarking”. It is worth to find the
relationship between success and the key factors of “Internal Marketing”.

This research first investigates the related literature about the meaning of
“Internal Marketing”, the similarity between 1SO Quality Management System and
“Internal Marketing”, the benefit of ISO Quality Management System, the theory of
organizational performance and the model of evaluation. Then the research takes 4
police precincts as it’s survey sample, It comes up with 450 samples for the
questionnaire with 441 returned samples. Using SPSS for analysis of descriptive
statistics, t-test, One-way ANOVA, Pearson Correlation Analysis and Multiple
Regression. The findings of the research as follows:
1.0n the mean ratio of ISO Quality Management System, the * service environment”

IS highest(77.99%), then followed by “putting customer first”(77.29%), “job

enrichment”(73.79%), “management support”(73.42), “communication &

motivation”(73.96%), “education & training”(70.74%).



2.0n the mean ratio of the organizational performance, “effectiveness promoting” is
the highest(81.23%), then followed by *“customers’ satisfaction”(79.72%), “team
identification”(78.13%).

3.Key variables are found in ISO Quality Management System and organizational
performance in responding to demographical variables.

4.There is a positive correlation between ISO Quality angement System and organizational
performance.

5.The organizational performance together with its components such as

“effectiveness promoting”,“team identification”and “customers’satisfaction”can be
predicted by‘“service environment” “putting customer first”and “education &
training”.
According to the above findings, this study makes suggestions as follows :
1.For National Police Agency, Ministry of Interior
a.Including Total Quality Management (TQM) into policing policy, not merely a
project.
b.To elevate properly the position of first-level cadre of police officers.
c.To set up reasonable and trusty public security performance evaluation system.
d.Yearly on-the-job education and training should combine police officer’s life,
learning ,and job career.
e.To set up the system of strategic Human Resurce Development of police officer.
2. For superintendent
a. Establishing the system of subordinates to evaluate the direct high-up officer.
b. Establishing organizational trust.
c. Establishing modest leadership style.
3. For police officer
a. To establish the life-long learning habit and perception.
b. Keeping passion in one’s job.
c.Adequate adjustment between work and rest.
Key Words. ISO Quality Management System, Internal Marketing, Organizational
Performance
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