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Share of companies using :

TRACKING CUSTOMER SATISFACTION
I

I I

ENCOURAGING EMPLOYEE INVOLVEMENT

I I ‘I

QUALITY BROADLY DEFINED FROM CUSTOMERS’ PERSPECTIVE

I I
USING COMPETITIVE BENCHMARKING

I I I I
ENGAGING IN SUPPLIER PARTNERSHIPS

I I I I
TIME-BASED COMPETITION

I I I I

SELF-MANAGED WORK TEAMS

I

Percent of 250 Companies Surveyed

Source : Keith H.Hammonds and Gail DeGeorge,  “Where Did They Go Wrong?“,

Business Week (Special Quality Issue, 1991), 34-38
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