
GOA Report  TeleBEN  Report-1E 13 March 2003  

 

BEN TQM-Survey Report-1 
 
 

BEN Survey Sample 

 

      Total answers : 65 

 

English Sample 

      Total answers : 10 

 

German Sample 

      Total answers : 42 

 

Spanish Sample 

      Total answers : 8 

 

Portuguese Sample 

      Total answers : 5 

 

 

 



TeleBEN  Report-1E 13 March 2003 1 

 

1. Has your company installed a formal quality management  
program? 
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Result average 
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2. Which quality standards have already been implemented or are 
planned to be implemented within the next three years ? 

 

ISO 9000 
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Result average 
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in preparation
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ISO 9000:2000 
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Implementation 
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not planned
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ISO 14000 
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Implementation 
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Result average 

Implementation 

12%

20%

68%

already implemented
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EFQM 
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Result average 

Implementation 
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Others: 
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Implementation 
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0%

24%
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0% = not planned ... 100% = already implemented
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Implementation 

14%

15%
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already implemented
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Answers to details on “others”: 

AS9100 A 
 

CMM 

 

Six Sigma, Balanced Scorecard 
 

CMM 

 

Eine BSC wurde im Vorjahr als zusätzliches Führungsinstrument implemetiert 
 

Zertifizierung nach EfbV 

 

Fit für Spitzenleistung 
 

Fit für Spitzenleistung 

 

ISO/TS 16949:2002 
 

EDUQUA 

 

ISO TS 16949 
 

Ohsas 18001.1996 

 

Adaptierte EFQM-Version oder CAF 
 

EMAS2 

 

prozessspezifische 
 

Balanced Scorecard 

 

Orientierung am BDU-Standardwerk "Qualitätsmanagement in der Unternehmensberatung“ 
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3. Did you implement a process for improvement suggestions in your 
organisation ? 
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Result average 
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Distribution in % 
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4. Are you using a systematic approach for implementing a 
continuous improvement scheme in your organisation ? 
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56%
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Result average 

38%
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5. How well do you know the EFQM Model of Excellence ? 

0

25

50

75

100

63

 
Result average 
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6. How many Self-Assesments did you do ? 
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Result average 
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31%

36%

45%
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Result average 

9%

15%
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29%
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more than 3    
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preparing our first    

not planned    
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7. How often do you survey your customers ? 
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Result average 
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0% = not at all   ... 100% = every month  

 
Result average 

5%
8%

43%

29%

15%

every month  

2-3 times a year       

once a year  

every 2 years  

not at all  

 
Distribution in % 
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8. How often do you survey your employees ? 
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Result average 
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Portuguese Sample 35%

38%

28%

65%

0% = not at all      ... 100% = every month     

 
Result average 

6%
5%

38%

26%

25%

every month     

2-3 times a year          
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not at all     
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9. Do you currently use a software program to support  your surveys 
and their analysis? 
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Result average 
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spread sheet  

data bank  

statistics package  

special survey tools  

no software  
23%

17%

9%

14%

21%

 
Distribution in % 
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10. How can one benefit from TQM ? 
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Result average 

 
 
 
 
 

0 25 50 75 100

save money  

improve customer relations  

motivate employees  

improve the company's working climate  

increase product quality and/or service  
41%

33%

31%

36%

17%

 
Distribution in % 
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11. How would you rate TQM costs (turnover  % )? 

0

25

50

75

100

38

 
Result average 
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English Sample

German Sample

Spanish Sample

Portuguese Sample 30%

48%

37%

40%

0% = < 0.5 %      ... 100% = > 25 %     

 
Result average 

14%

35%
28%

11%

12%

> 25 %     

10 - 25 %     

5 - 10 %     

2 - 5 %     

1 - 2 %     

0.5 - 1 %     

< 0.5 %     

 
Distribution in % 
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12. To what extent does a TQM system reduce follow-up costs which 
are created by missing quality (e.g. warranty, loss of image, additional 
services, debugging, product improvement) ? 
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60%
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Result average 
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18%

17%
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0.5 - 1 %            

< 0.5 %            

 
Distribution in % 
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13. To which of the following areas does your company belong to ? 
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Result average 

 
 
 

 

43%

34%

23%

both     

service     

production     

 
Distribution in % 
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14.  How many people are employed by your company ? 
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Result average 
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40%

44%

34%

0% = 1 - 10      ... 100% = > 1000     

 
Result average 

11%

12%

15%

20%

22%

20%

> 1000     

251 - 1000     

101 - 250     

51 - 100     

11 - 50     
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Distribution in % 
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15. What is your average turnover (in EUR) ? 
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Result average 
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Portuguese Sample 24%

53%

49%

34%
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Result average 

15%

11%

18%

11%

28%
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Distribution in % 


