1996

2004 16

2004 16
30 200

1999 11 10 JR

2004

16 10

1965 40

Lifelong education

1981

1988 63

1990

97



1988 63
NHK
10

89 cc

90

89

90

98



1987

62

99

10

2004

16




2003 15

21

2004 16 11
21

2004 16 10 50
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16

2004

101

102

11

2002



14

56.7
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2003

34
2003

103



21

21

21

21
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2000

2002

2003



2003
74

1996

2001

1995

2004

1951

2000

! 1996

1997

2 2003

2003 11 12 2004

2003

2003 5

430 2000

306 71-2 2003 12

1995

1999

1997

2003

430 2003 7

2002 °

2003

2002

2002

2004 3 31
1 2003

2 TMO
3 2002
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60.0%

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

52.7%

F 5

F 3

I 2

1995 1996 1997 1998 1999 2000 2001 2002 2003 2004
2005
9
4

106

11

10



13

12

1970

14

Best

107

Practice

1979 20

VOICE2001 PHP

1998 28
Citizen Satisfaction CS

21

2001



CS SS

SS Stakeholder
Satisfaction
2003
2001 226 229
URL
http://homepage3.nifty.com/makise_minoru/
2003
71 94
1960
1970
2003
1980 1990
2000
26 NIRA
2003 193
196

108



10 http://www.city.hachioji.tokyo.jp/sogoseisaku/
main/kenkyukaigi/kenkyukaigi.htm

2004 11 30
11
12
1991 137
13 2000
13
14

1999 198 207
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