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TQM

Benchmarking framework

Benchmarking
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TOP MANAGEMENT
VISION FOR
BUSINESS

COMPETITIVENESS
(Company Level)

Provide

Critical Success Factors

Top management Leadership
Resource Management

& Business Results
Systems & Processes
Creativity & Innovation

Human Resource Management
Policy & Strategic Planning

Customer Satisfaction
Employee Satisfaction
Organizational Culture

Work Environment

Goals

Higher Customer Satisfaction
(i.e. Time, Quality, Service).

Better Financial Performance
(i.e. Profitability, Growth, ROI).
Efficient Business Processes
(i.e. Time Productivity, Cost)

Competitiveness
Innovative & Commited

Human Resources
Identify & Select

Performance Measures

ACT

CHECK

Key Performance Measures

Hard Measures
(e.g.WIP Levels, Lead-Time,
Delivery-Time, Rejects (%),

Rework (%), Product Quality,
Reliability & Cycle Time,

Skill Level, etc.)

Soft Measure
Management Commitment
(e.g. quality improvement),

Customer Satisfactions,
Team Work, Employee

(e.g. Involvement, Reward,
Suggestion System, etc.)

PLAN

DO

General Methodology

Planning
Analysis

Intergration
Action

Identify/ Select
Technique

Benchmarking Techniques

Self-Assessment; Internal
External; Best Practices

Benchmarking
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