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General Government, Division 

B-249779 

October 1, 1992 

The Honorable Donald Ritter 
House of Representatives 

Dear Mr. Ritter: 

This briefing report is the first in a series in 
response to your October 1991 request for us to examine 
Total Quality Management (TQM) in the federal 
government. At the outset, you asked that we perform a 
survey to obtain information on the status, scope, and 
benefits of federal TQM, as well as the obstacles that 
agencies encounter during implementation. We briefed 
you on the results of this survey on October 1, 1992. 
This briefing report contains the information we 
presented. 

BACKGROUND 

TQM is a management approach that strives to achieve 
continuous improvement of quality through organization 
wide efforts based on facts and data. The methods for 
implementing this approach have been advanced by the 
teachings of such quality leaders as W. Edwards Deming, 
Armand Feigenbaum, Kaoru Ishikawa, and J. M. Juran. For 
purposes of our survey, quality improvement efforts 
which have the same basic goals and processes as TQM but 
have different names, such as Total Quality Excellence 
and Total Quality Leadership are encompassed by the term 
"TQM . " 

Early interest and efforts in TQM in the United States 
occurred primarily in the private sector, where firms 
spurred by intense competition from Japan began to 
examine Japanese approaches to management. In the late 
1970s and early 198Os, this enhanced competition 
stimulated U.S. attention to the role of TQM systems in 
improving quality. The increased interest in Japanese 
management methods was soon accompanied by research in 
the United States that documented that firms can also 
reduce their costs by improving quality. Although the 
federal government does not have the same type of 
competitive pressures that exist in the private sector, 
federal managers have begun to look at TQM as an 
approach that can help solve governmental management 
problems. 
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We surveyed federal installations to examine the extent of TQM in 
the federal government. Installations, as defined by the Office 
of Personnel Management, are units with a specifically designated 
organization head who is not subject to on-site supervision by a 
higher level installation head and has been delegated some degree 
of authority in the performance of personnel management 
functions. Installation personnel management authority would 
include hiring for civilian employees and rewards and recognition 
for military and civilian personnel. Typical installations 
included Internal Revenue Service Centers and Air Force Logistics 
Centers. 

RESULTS IN BRIEF 

TQM is being implemented by a significant number of federal 
organizations; about 68 percent of the federal installations we 
surveyed reported they were working on various phases of TQM, 
with the greatest activity concentrated in the early phases. The 
remaining federal installations are not currently implementing 
TQM, although about half said they plan to in the future. 

Although TQM is being initiated on a fairly wide scale, the depth 
of employee involvement is still thin. The 68 percent of federal 
installations that reported implementing TQM also reported that 
about 13 percent of their employees were involved in TQM 
activities at the time of our survey. Various respondents 
reported barriers to greater implementation of TQM, including 
employee issues and funding issues. 

We analyzed the reported TQM activities, barriers and benefits in 
terms of the installations' reported TQM maturity phases--in 
other words, their degree of development and maturity. This 
analysis showed that installations that reported being further 
along in terms of implementing TQM also reported more involvement 
in TQM activities, such as training, improvement teams, and 
measuring performance than those which were in the early maturity 
phases. Also, respondents reported both fewer barriers and more 
employee involvement as they progressed further into TQM 
implementation. More importantly, although many respondents 
reported that they are achieving benefits as a direct result of 
their TQM activities, the level of reported benefits achieved 
both externally and internally increased substantially for 
installations that have progressed further in TQM implementation. 

OBJECTIVES, SCOPE, AND METHODOLOGY 

Our objective was to obtain information on the status and scope 
of TQM implementation in the federal government, the barriers to 
implementation, and the benefits being realized through the 
adoption of TQM practices. To accomplish our objective, we sent 
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questionnaires to the heads of more than 2,800 civilian and 
Department of Defense installations. We asked the installation 
heads to self-assess their status and report on barriers to 
implementation and internal and external benefits realized as a 
result of TQM activities. We also made follow-up visits to a 
judgmental sample of 30 installations to determine the extent to 
which documentary support for TQM implementation efforts was 
available and to validate certain questionnaire responses. We 
did our work between March and September 1992 and in accordance 
with generally accepted government auditing standards. 

As agreed with your office, unless you publicly release its 
contents earlier, we plan no further distribution of this report 
until 5 days from the date of this letter. At that time we will 
send copies of this report to the heads of departments and 
agencies included in our survey; interested congressional 
committees; the Directors of the Office of Management and Budget, 
Office of Personnel Management, and the Federal Quality 
Institute; and survey respondents. We will also make copies 
available to others upon request. 

The major contributors to this report are listed in Appendix III. 
If you have any questions, please call me on (202) 275-8387. 

Sincerely yours, / /'1 

Director, Federal 
Management Issues 
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GAO Scope and Methodology 

Scope 

l More than 2,800 civilian 
and DOD installations 

Methodology 

l Questionnaire sent to all 
installations (80% response) 

l Validated questionnaire 
responses at 30 installations 
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GAO Topics To Be Covered 

. Status of federal TQM 

l Scope of TQM activities 

0 Benefits of TQM 

l Barriers to ongoing efforts 

l Observations 
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GAO Federal Total Quality 
Management 

.__- 
Reported Status of Federal 
TQM 
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STATUS OF FEDERAL TQM 

Federal installations reported a wide level of TQM activity. As 
shown in page 10, about 68 percent of all respondents said they 
were involved in some TQM efforts. Also, this activity is new 
since most of these TQM activities were no more than 2 years old. 
In addition to the installations already involved, about half of 
the 32 percent of the installations without TQM activities said 
they plan to implement TQM in the future. 

To more fully examine the status of TQM, we presented 
descriptions of TQM phases in terms of how far along or "mature" 
installations were in implementing TQM. These were obtained from 
research into various ways of describing where organizations were 
in their implementation efforts. The maturity phases are: Phase 
l--Deciding whether to implement TQM, Phase 2--Just getting 
started, Phase 3--Implementation, Phase 4--Achieving results, and 
Phase 5-- Institutionalization (see p. 11 and app. II). 
Respondents were asked to place their installation in one of the 
maturity phases. The results of this analysis (p. 12) shows 
that about half the installations reported being in the early 
stages --namely Phases 1 and 2. In terms of those organizations 
achieving significant results, about 18 percent were at Phases 4 
and 5; only 40 judged themselves to be actually at Phase 5. 
Nineteen percent of Department of Defense installations reported 
being in Phases 4 and 5, and 16 percent of civilian installations 
reported being in those phases. 

Moving from the early start-up efforts through implementation 
takes time. The number of years installations report that they 
have been implementing TQM is shown on page 13. The responses 
indicate that the first year is spent in the decision and start- 
up phases. The average age for Phase 3 installations was about 
2.5 years, and Phase 4 was 3 years. Institutionalizing TQM, 
however, appears to require fairly long-term efforts. Phase 5 
installations reported that they have been involved an average of 
slightly less than 5 years. 

Finally, 28 percent of the installations reported that they never 
have attempted TQM. They were asked to identify barriers to 
implementation. We categorized the answers into leadership, 
training, strategic planning, employee involvement, measurement 
and analysis, customer focus and other issues. No category was a 
dominant barrier, as page 14 shows, but leadership issues were 
the most frequently mentioned category. 
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GAO Status of Federal TQM 

Wide level of activity 
reported 

-- Never attempted implementation 

____--_-_-- ..-- ---- 2% 
Started and stopped 

Starling or already implemented 
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~&I Status of Federal TQM 

Phases of TQM implemetation 

l Phase 1: Deciding whether to 
implement TQM 

l Phase 2: Just getting started 

l Phase 3: Implementation 

l Phase 4: Achieving results 

0 Phase 5: Institutionalization 
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G&I Status of Federal TQM 

Most installations underway 
report being in early stages 

I’haae I Phase 2 Phase 3 Phase4 Phase 5 
Malurlry IOWl 
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GAO Status of Federal TQM 

Institutionalizing takes time 
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GAO Status of Federal TQM 

Organizations not underway 
identify several barriers to 
initiating TQM 

Y 
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GAS) Federal Total Quality 
Management 

~~ ~- 

Reported Scope of TQM 
Activities 

Y 
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SCOPE OF TQM ACTIVITIES 

Among those organizations that have TQM efforts, most have put a 
management and implementation structure in place, as shown on 
page 17. According to respondents, 82 percent of the 
installations have established quality councils, and 76 percent 
have established quality improvement teams. 

We asked respondents about the extent of their involvement in 43 
activities commonly undertaken by organizations involved in TQM. 
We used the Baldrige and the Federal Quality Institute Awards to 
categorize activities expected of organizations involved in 
quality management. As shown on page 18, the categories were 
leadership, employee training and recognition, strategic 
planning, empowerment and teamwork, measurement and analysis, 
customer focus, and quality assurance. As pages 19-to-25 depict, 
installations reported that these TQM activities increased 
substantially with the maturity phase. In general, organizations 
identifying themselves as more mature in T QM also more frequently 
said they were doing these 43 activities. 

We also asked about employee involvement at the time of our 
survey. Respondents indicated that about 13 percent of the 
employees (20 percent of the managers and 13 percent of the 
nonmanagers) were actively involved in such TQM activities as 
teams, councils, and teaching, as shown on page 26. Phase 4 and 
Phase 5 organizations, on the other hand, reported an overall 25 
percent employee involvement rate. 

Incentives and training linked to participation appear to be used 
more frequently in more mature installations (see pp. 27 and 28). 
On average, 42 percent reported providing teams with rewards and 
recognition. The average increases to 79 percent for Phase 4 and 
Phase 5 organizations. Further, 33 percent of all installations 
reported having quality goals in employee performance plans, 
whereas 60 percent of the Phase 4 and Phase 5 organizations 
reported having such quality goals. Finally, 57 percent reported 
training in group process and problem-solving skills (p. 28); 
while 88 percent of Phase 4 and Phase 5 organizations reported 
such training. 

'It should be noted that each category is simply a composite 
average of all activities within it, and as such does not 
precisely reflect the rate of change for all activities within a 
category. 
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GAO Scope of TQM Activities 

Among 68% of installations 
that have TQM efforts: 

l 82% have Quality Councils 

l 76% have Quality Improvement 
Teams 
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@W Scope of TQM Activities 

Installations consistently 
report undertaking more key 
activities as TQM maturity 
increases 

l Key activities from Federal 
Quality Institute and 
Baldri - ’ ‘- ’ ge Award crlterla 

0 Leadl E xship, Training, Planning - - 
Empowerment, Measurement, 
Customer Focus, and 
Quality Assurance 
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GASI Scope of TQM Activities 

Leadership activities increase 
with maturity phase 

Phase 1 Phase? Phase 3 Phase4 Phase5 
mtuwy p,,aee 
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GAO Scope of TQM Activities 

Empowerment and teamwork 
increase with maturity phase 
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GAO Scope of TQM Activities 

Measurement and analysis 
activities increase with 
maturity phase 
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GAO Scope of TQM Activities 

Employee training/ recognition 
increases with maturity phase 

Phese 1 Phav. 2 Phas. 3 Phaw4 Phase 5 
t.Murny phma 

Includns such OC~IVI~IQS 0s TOM trammg needs assessments and fonal rewards lor teams 
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GAO Scope of TQM Activities 

Quality assurance activities 
increase with maturity phase 

Y 
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G&l Scope of TQM Activities 

Customer focus activities 
increase with maturity phase 
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GAO Scope of TQM Activities 

Incentives for participation 
vary by phase 

l 42% of installations 
recognize and reward teams 
(79% of Phase 4 and 5 
reward teams) 

033% of installations have 
quality goals in employee 
performance plans (60% of 
Phase 4 and 5 have goals) 
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GAO Scope of TQM Activities 

Current employee participation 
across units with TQM efforts 

l 13% of all employees, 20% of 
all managers, and 13% of all 
nonmanagers are involved 
in TQM activities, such as 
facilitation, councils, teams, 
or teaching 

*In Phase 4 and Phase 5 
installations, 25% of all 
employees participate 
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GNI Federal Total Quality 
Management 

. . 

Reported Benefits of TQM 
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GAO Scope of TQM Activities 

Training for participation 
increases with maturity phase 

67% of TQM installations 
offer tools or group process 
training to employees (88% 
of phase 4 and 5 offer tools 
or group process training) 
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helped reduce payment tracers by over 1 million and also reduced 
erroneous payment due notices to taxpayers. 
In another example of quality improvement team activities, 
officials at the Defense Industrial Supply Center in Philadelphia 
described how a team has been given the task of identifying and 
reducing unnecessary reports and paperwork. The Center reported 
that the team's efforts have reduced paper consumption by 
millions of sheets. 

Internal conditions also improve with TQM maturity, according to 
respondents. Pages 36 and 37 show the top six internal 
conditions that were reported as affected positively to a 
moderate or very great degree by TQM. They are attention to 
customers' requirements, group process and problem-solving 
skills, internal communication, participatory management style, 
timeliness of internal processes, and efficiency. Similar to the 
organizational performance area, benefits reported by mature 
organizations were double and triple the benefits reported by 
Phase 1 and Phase 2 organizations. 
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BENEFITS OF TQM 

We examined TQM benefits in two ways: (1) effect on external 
customers as reflected by overall organizational performance and 
(2) effect on internal customers as reflected by internal 
operating conditions. We asked respondents to assess TQM's 
effect on organizational performance in terms of productivity, 
reductions in costs, quality of products and services, overall 
service to customers, customer satisfaction, and timeliness. To 
depict the overall impact, we developed an index that is the 
average of responses to our questions on the degree of impact. 

As shown on page 32, most organizations said TQM has enhanced 
organizational performance-- about 60 percent reported a positive 
to very positive impact, although a third said it was too early 
to judge. Of particular note, no significant negative effects 
were reported. One example of customer service improvement was 
noted during our installation visits to the Veterans Affairs 
Insurance Center in Philadelphia. This office had reduced from 11 
percent to less than 6 percent the frequency that veterans had to 
make follow-ups on their inquiries regarding such things as 
insurance benefits, and improvements were continuing. In another 
example at the Ogden Air Logistics Center, the failure rate on a 
bomb release was reduced from over 80 percent to less than 5 
percent after an employee simply called the customer to determine 
if there were any problems with the item. 

Also, the reported impact of TQM on organizational performance 
increases as maturity increases. Pages 33 and 34 show the six 
different organizational performance measures and the pattern of 
greater impact as organizations mature. 

For internal operating conditions, we asked the installations to 
identify the impact of TQM on each of 13 internal operating 
conditions, such as communications and labor-management relations 
(see app. II for a complete list). To view the benefits, we 
developed an index in the same manner as for the organizational 
performance indicators. As shown on page 35, respondents said 
that TQM was affecting internal operating conditions in a 
positive manner, but not strongly. Also, about one-third of the 
respondents said it was too early to judge the impact. 

One example of the benefits of improving internal operating 
conditions was provided during our visit to the Internal Revenue 
Service's Ogden Service Center. According to Center officials, 
group process and problem solving-skills were used for 2 years by 
a team that worked on taxpayer payment problems. During that 
period the team addressed a series of problems such as the 
posting of taxpayer payments to the wrong accounts. This effort 
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GAO Benefits of TQM 

Individual performance factors 
improve with TQM maturity 

80 

60 
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GAO Benefits of TQM 

Most installations report 
positive impact on performance 

60 

60 

Oryanirallonal performance is delwd 86 lhe composite of productivity. quality. timeliness. cosl 
reduction. cwrall customer service. and customer satisfaction factors. 
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GAO Benefits of TQM 

Most installations report 
positive impact on internal 
operating conditions 

60 

60 

40 

Internal operating conditions Include anenbon to customer requlremenls. group process and problem 
solving. ~nlernal communicalions. pamclpatory management, timeliness of Internal processes. and 
Improved management decktons through more inlormation. 
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GACI Benefits of TQM 

Individual performance factors 
improve with TQM maturity 

100 f’ercanl reepondnnts somewhat or wry posltlve Impact 
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GAO Benefits of TQM 

Internal operating conditions 
improve with TQM maturity 

60 

60 
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GAO Benefits of TQM 

Internal operating conditions 
improve with TQM maturity 

“0 
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Barriers to Ongoing Efforts 

We asked installations about the significance of 21 potential 
barriers to implementing TQM that had been identified through our 
research. Page 40 shows the nine barriers said to be a moderate 
to very major problem by 39 percent or more of the respondents. 
Many of these key barriers were related to employee issues such 
as, (1) employees don't believe they are empowered to make 
changes, (2) employees lack sufficient information on how to use 
TQM tools, and (3) employees lack information and training on TQM 
concepts and theory. 

Our analysis of the data also showed that respondents believed 
barriers decrease as their involvement in TQM increases. For 
example, for the barrier "employees don't believe they are 
empowered," about two-thirds of the respondents in Phases 1, 2, 
and 3 felt it was moderate to very great. However, 47 percent of 
the Phase 4 installations saw this as a barrier, and only 23 
percent of the Phase 5 organizations reported it as a barrier. 

Pages 41, 42, and 43 show the nine individual barriers and the 
percent of respondents in each phase who believed they were 
moderate to very major problems. Again, responses for all nine 
barriers show that the barriers are considered less significant 
as maturity increases. 
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G-0 Federal Total Quality 
Management 

Reported Barriers to Ongoing 
Efforts 
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GAO Barriers to Ongoing Efforts 

Barriers reduced as maturity 
increases 

41 
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- --_-- 

GM) Barriers to Ongoing Efforts 

Various barriers impede 
ongoing TQIVI efforts 
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GAO Barriers to Ongoing Efforts 

Barriers reduced as maturity 
increases 
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GM Barriers to Ongoing Efforts 

Barriers reduced as maturity 
increases 

4% 



APPENDIX I APPENDIX I 

Observations 

Clearly, there appears to be a very active interest in TQM 
throughout the federal government. About two-thirds of the 
federal installations we surveyed reported that they were 
involved in some way, and another 15 percent are planning TQM 
implementation. 

Although there is wide interest, TQM efforts are generally new, 
the average reported age being less than 2 years. This newness 
is reflected in employee participation levels that are generally 
low compared to the potential levels reported by mature 
organizations. 

Analysis of the responses to our questionnaire indicates that as 
the organizations mature in implementing TQM, and as they invest 
time and effort in the activities needed to carry on TQM 
initiatives, they find that the barriers become less difficult 
and they reap greater benefits. 
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GA) Federal Total Quality 
Management 

Observations 

6 
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U.S. General Accounting Office 

Survey of Federal Agencies - Status of 
Total Quality Management (TQM) Initiatives 

INTRODUCI’ION 

The U.S. General Accounting Office (GAO), an agency of 
Congress is surveying Federal installations to collect 
mformation on the status and scope of Total Quality 
Management (TQM) implementation in the Federd 
government, the barriers to implementation, and the benefits 
realized through the adoption of TQM practices. The results 
of this survey will be included in a report requested by 
conglTss. 

WC recognize that not all installations receiving this 
questionnaire will be involved in TQM activities. A small 
number of questions, which can be quickly answered. still 
must be completed. Please complete these questions by 
followmg the appropriate instructions. 

Most of the questions in Uris questionnaire can be easily 
answered by checking boxes or tiibng in blanks. Space has 
been provided at the end of the questionnaire for any 
additional comments. A nlossarv of terms relating to TOM 
used throughout the questionnaire is included on trap e 2. 
Plmc retcr to this glossary before starting to fill out the 
questmnnairc. 

Your responses will be combined with others and reported in 
summary form. No information that could specik.aIly identify 
your installation will be reported. The questionnaire is 
numbemd only to aid us in our follow-up efforts and will not 
be used to identify you with your responses. We cannot 
develop meaningful information without your frank and honest 
answers. 

To ensure that information in our report to Congress is 
complete and accurate, we will validate responses to certain 
questions at a randomly selected sample of in!Mlations. 

If you have any questions about anything in this questionnaire, 
please cab Mr. Dom Nieves at (202) 2755323 or 
(202) 2756511. 

Please return the completed questionnaire in the enclosed pre- 
addressed envelope within two weeks of receipt. In the event 
the envelope is misplaced, the tetttm address is: 

U.S. General Accounting Office 
General Government Division 
Mr. Dom Nieves 
441 G Street. N.W. Room 3150 
Washington, D.C. 20548 

Thank you for your assistance. 

Please Note: Answer all of the questions included in the questionnaire for your installation 
& as designated in the label below. Installation is defined in greater detail in the glossary 
on page 2. Do not attempt to answer for your entire Department, Service, Agency, or other 
installations located at your site, 
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GAD Observations 

0 

a 

l 

0 

Active interest in TQM 

Very new to federal 
installations 

Organizations that have 
invested time and effort 
report barriers less difficult 

Organizations that have 
invested time and effort 
report greater benefits 
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I .RACKGROUND 

Please enln the name, title. and phone numba of person completing this survey: 

Name: - 

Title: 

Phone number: L-,-J 
AruCdS 

I, Total number of employees (management staff, administrative, etc.) at this installation: 

Sum = 1,48&%7 
Fedual Civilian Employees (FTE’s) 

Sum = 785,560 
Militaly PersoMe’ 

7,. Total number of people at this installation who manage or supervise at least tme other individual: 

N=3R7,455 Managefs/supeMm 

3. Primary setvIce. producf 01 function provided by this installation: 

Y 
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GLOSSARY 

APPENDIX II 

Installation - An installation is defined by OPM as a unit with a specifically designated 
organizational head and/or administrative supervisor who is not subject to on-site supervision by a 
higher level installation head and who has been delegated some degree of authority in the 
performance of personnel management functions. 

Total Quality Management (TQM) - A management approach to long-term success through 
organization-wide efforts of continuous improvement. The methods for implementing this approach 
are found in the teachings of such quality leaders as Philip Crosby, Edwards Deming, Armand 
Feigenbaum, Kaoru Ishikawa, and J.M. Juran. Even though this approach may have different 
names, it most often includes the following five concepts: 

-- Customer Driven Quality 

-- Strong Quality Leadership 
-- Continuous improvement 
-- Actions Based on Facts, Data. and Analysis 
-- Employee participation 

For the purposes of this study, quality improvement efforts which have the same basic goals and 
processes of TQM but have a different name such as Total Quality Excellence, Total Quality 
Leadership, Quality Management, or Continuous Improvement are encompassed by the term “TQM”. 

Quality Council - Comprised of top management and/or other staff and provides direction, 
structure, and oversight to the quality improvement effort. It may also be called an Executive 
Steering Committee or an Executive Steering Group. 

Quality Management Boards - A second-tier structure often used in TQM implementation which is 
formed to support the Quality Council by focusing on tactical issues or problem solving. Members 
of Quality Management Boards, or Quality Sub-councils as they are sometimes called, are 
predominantly, if not exclusively from management. 

TQM Team - Any team formed to facilitate the implementation of TQM. These may include 
functional, cross-functional, task, or process improvement teams and are commonly referred to as 
Process Action Teams (PATS) or Quality improvement Teams (QITs). 

Benchmarking - Measuring performance against that of best-in-class installations or companies, 
determining how the best-in-class achieve those performance levels, and using the information as the 
basis for your own installation’s strategies, and implementation. 
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(1. tfsing the folhnvmg descriptions, in what phase of TQM implementation would you class@ the units that comprise your 
mtilauon? (PLEASE CHECK ONE BOX FOR EACH PHASE LJSTED BELOW.) 

Phases or Stages of TQM Implementatiat 

TQM efforts are in the early pfanning and implementatmn phase. 
Management has made a formal decision to start TQM and has 
communnxed this to the organization. The erg ankuion’s mission and 
vtston have been artrculated. A few quality structures such as quality 
counctJs, stcenng committtxs. or teams have been estabfished and some 
awareness traming has been given. Reliminary quality planning has 
been done. Pilot programs or newly initiated instaflatton-wide efforts 
IO tmprove quality are included in this phase. N=1411 14 % 

Phase III - implementation 
Specific TQM processes designed to improve qlsality are in pke. 
TQM training for management and employee&is beyond the 
ortcntation/awareneas stage and focuses on TQM toots and techniques. 
;md team-related activities. Measures of quality and productivity have 
been tdenutied and specific goats have been set. N=1329 23 % 

Phase IV - Achieving Results 
The instaltation has a sustained TQM effort and has begun to achieve 
and document signifkmt results. Systemic, cross-functional and/or 
orgamzxtonat achievements from the TQM effort have been tea&d. 

23 % 13 46 so % 

36 46 17 96 2s ‘x0 

N=1291 42 46 38% 10 46 11 96 

Phase V - Long Term Jnstitutionabmtion 
Tke uwalhlion has immpaad ail of the principles and operating 
pmcticea of TQM thnxtghout much of tJte organkuion. The 
instahation has documented substantial improvements in quality and 
customs SausfaEtion resulting Born these efforts and is making 
cons~stcnt and continuous improvement throughout. An installation in 
this phase may have been recognized as a Quality Improvement 
Prototype or IS a recipient of the President’s Award for Quality. 

N=1214 76 46 16 96 4% 4% 

7. Looking al your nspnses to questton 6 above, pltxse place your instaBation as a whole into one of the phases of TQM 
~mplementatron. (CHECK ONE.) 

N=1592 

5% 1. q Phase I - Deciding whether to implement TQM 

46% 2. q Phase II - Just getting started 

31 46 3. D Phase III - Implementation 

15 46 4. 0 PhaseIV -Achievingresults 

3% 5. Cl Phase V - Long term institutionaJization 
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II.CURFWiTS'TATUS OFTQM AT YOURINSTALLATION 

Thcpurposcofthissectionis~asJessUlecwnntscanuofTQMingenaalatyollrinstallation. Wercalizethatdiffaentunits 
may ba at dtffuent phases or slaga of TQM development but WC ask you to respond for your itustaltation overall. 

4. Please mdicas which of the fotlowing applies to your install&on. (CHECK ONE.) 

N=2277 

28% 0 No unit within thb installation haa ever attempted 
to implement TQM. ------- 

Does your installation plan to 
implement TQM in the futum? 

N=625 

17% 1. Cl Yes. within the next year 
37% 2. 0 Yes, at some point in the future 
14% 3. c] No 
32% 4. Cl Do notknow 

(SKIP TO SECT-ION V 
ON PAGE 18.) 

68% q Efforts IO implement TQM are currently under way or 
implemuuation has taken place --z(GO TO QUESI’ION 5 BELOW.) 

2% cl Theinsrallati on attempted to tmptement TQM in some form 
at an earlier date.. but it was discontinued No current 
TQM effort is now in place. -- 

Does your instalktion plan to 
implement TQM in the future? 

N=39 

158 1. Cl Yes. within the next year 
33% 2. c7 Yes, at some point in the future 
18% 3. q No 
33% 4. Cl Do not know 

(SKIP TO SECTION III 

I 
ON PAGE Il.) 

2% q Other (Please describe): (SKIP TO QUBSTION 6 ON PAGE 5.) 

5. In whar year did your instalktion officially start impkmentation of TQM as &fined in the glossary? 

N=1473 1950 - 1985 t 
1986 2% 

1987 1988 2 
1989 12 96 
1998 21 46 
1991 35 46 
1993 18 46 

l Less than 1 pcmnt 
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Quemon 8 (Continued) In regard to TQM, please indkate which of the following a~tivitiea have m been undataken 
IO anv dcstru at your installation? (CHECK ONE BOX IN EACH ROW.) 

InstaUation Activities or Efforts 

a. At least a few managers or employees attended quality 
confcnnces or e~~lkd in a TQM training course pnar to 
the tmplemcntation of TQM. N=1589 

b. One or mon representatives from your instaWon 
attends quality network meetings outside of the 
inslailation. N=1583 

c. Your instalkion did an Bssessment of its TQM training 
needs. N4579 

d. Non-supervisory employees received TQM ,Awareness 
Tliillhlg. Nr1588 

e. A TQM baking plan guides your quality training efforts. 
N=lSSO 

f. Group prccesscs or TQM tools tmining is offered to 
employees throughout the mstallation as needed. 

N=1575 

g. TQM teams an formally rccognkd and nwtuded within 
your instauation. N=1577 

h. Your mstalUor~‘s nwatd and recognition systans 
encoumge managanutt to be involved in quality c&its 
(e.g.. pdotmance stanburb related to TQM am included 
in pctformance management reviews). N=lSM 

i. Qualityperf- goals have ken incorpaawl into 
employees’ performance plans. Nr1582 

76 % 11 % 9% 4% 

66 5% 21 % 10 % 3% 

65 % 26% 7% 2% 

52 % 32 96 12 % 4% 

57 % 34% 7% 3% 

42 % 46% 8% 3% 

43 % 41 % 9% 6% 

a 

Continued on neXt page. 
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H. In regard to TQM. please indicate which of the following activities have ever bum undertaken to any degme at your 
WECK ONE BOX IN EACH ROW.) mstaltauon? 

PIease note. the responses IO t&s question may be validated at some installations at a Later date. If your installation is 
~electtd. we will be contacnnR you shortly. 

Installation Activtties or Efforts 
Yes 

Undertaken to any degree? 

No, but it is No, and it is 
PI- not 

Do not 
know 

:I. Tbe feasibility of impkmcming TQM was researched. 
N=15731 88% 1 3% 5% )I 5% 

b. Scntor management made the decision to implement TQM 
at your Ins*. N=lSIM 94 96 4% 1% 2% 

c. Senior management established a quality council, steering 
commutcc or similar body to direct the qu;?ity 
improvement effort. Nr1585 82 96 11 % 5% t- 2% 

d. Senior management received TQM Awareness Training. 
N=1591 91 % 5% 2% 

e. Sentor management pattxcipakd in a retmat to learn about 
TQM. N=1577( 63% 1 8% 1 21% 1 7% 1 

f. Middle managers nccivcd TQM Awamncss Training. 
N=lS87 76 % 

g. Commttment of senior management to quality is 
documented and communicated to employees. N=lSKi 84 % 

h. An excfutivc kvcl Quality Council or Steering Committee 
has targeted worh processes for improvements. N=1587 60 % 

18 96 4% 

13 % 1% 

29 % 6% 

I. Your mstallacion utilizes most of the principles of quahty 
management thtoughout the instahation. N=1587 52 % 44% 2% 

j. Your tnstaUation has adopted significant new policies which 
m destgned to further quality management ptincipks. 

N=15S3 

k. Members of your mstahation actively sham techniques and 
Icssons learned &I wnhin and outside the instatlation. 

N=1587 

51 96 41 8 

66 % 27 96 

4% 4% 

Continued on next page. 
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Question 0 (COnMUd) In regard to TQN. please India& which of ~JH following activities have m &a ur&rt&cn 
to any dew at your instalhtion? (CHECK ONE BOX IN EACH ROW.) 

lnstalhtion Activities or Efforts 
Yes 

Undatakcn to any dcgrcc? 

No, but it No, and it 
is planned is s 

Do not 
know 

9. An assessment was done to evaluate your installation’s 
readiness and/or culture for TQM implemcntaticm. 

N&S/ 51% 1 15% 1 25% 9% 

b. Analysis of systans and processes were done in order to 
streamline operaoms or improve quality. N=lU17 54 % 36% 7% / 4% 

c. Internal mcasurw of quality &productivity arc 
dcvebp* at your installation. N=1586 57 46 37 % 4% 2% 

d. External measurea of quality 4 productivity are 
develooed at vour instalhtion. N=1581 45 % 41 46 9% 5% 

e. ConMWUs improvement in your instauatidn’s primary 
processes and prodwts/wvices is documented. 

N=l_I 47% 1 44% / 5% I/ 4% / 

Installation Activities or Efforts 

Under&en to any dew? 

No, but it No, and it 
is planned is s 

Do not 
know 

a. Tbe major internal custancR of your instab& and 
their nqW~havave been idahfied. N=1587 66 96 29 96 3% 1% 

b. The majcw extcmd customers of your insdatici~ and 
their reuu~~have been idcntitiaL N=1586 71 % 25% 3% 2% 

I-~- - c. Methods TV measure and monitor exumal CUSUWRCC 
c&faction have been imtkmented. N=wf ia: T itm 1 6% 

d. Your InsIauadon has mechanisms in place to better 
the clrpuwn~‘s needs. N=lJIUI 45% 1 45% ) 6% 11 5% 

Continued on neti page. 
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Question 8 (Continued) In ngard to TQM, please indicak which of the following a&it& have ever been undertalren m - 
degree at your mstallati~n? (CHECK ONE BOX IN EACH ROW.) 

Installation Activities or Efforta 
Yes No. but it No. and it Do not 

is planned Is% kIlOW 

(2) (4) 

wlw statements. 

b. A TQM implementation plan was developed. X=1585 64 46 27 46 6% 3% 

c. Tam goals art nlatcd to the vision and improvemeat 
J&s of your installation. N=1576 59 % 33 % 5% .H 3% 

d. Your insIauation actively benchmarLs with other 
organizations to improve the primary processes within the 
installation. N=l582 30 96 47 % / 16% /I 7% / 

e. A quality strategic plan exists or quality principles an 
included in your instaWi0n’s ovcratl strategic plau. 

N=1585 52 46 

f. Your instalUon usw stlat& plaMing pluzeascs which 
include vision statancnts to indicaIe whera it should be 
in the next five years (e.g., Hoshin planning). N=lSSO 48 96 6% 

hxtabtion Activities or Efforts 

Uwbtaken to any dew? 

No. but it No, and it is 
is planned G 

P- 
(2) (3) 

Do not 
know 

(4) 

a. The union was involved in the early stage.9 of 
implunu%Uion. (If no wtions, please skip to b.) 

N=1258 59 46 17 96 15 % 9% 

b. TQM teams arc cstahlishcd by management to work on 
processes or fn-oblems. N=1583 76 % 19 96 4% 1% 

c. One oc more TQM teams have completed a full cycle of 
a formalized improvement prows [e.g., the Seven Step 
Imaovcment Procc.~ or TIC Plan-Do-Check-Act tPDCAj I /I 
cydlel. ‘N=lSfk 1 47% 1 40% 7% 11 5% 

d. Employee satisfaction is Bssesscd on a regular basis. 
N=lSdl I 39 % 10 96 II 4% 

e. Most cmployces arc involved in your installation’s 
quality initiative. N=1582 43 % 50% 5% 2% 

f. Pfcduct/savice innovation is encoutaged ttuoughoot your 
installation. N=1586 81 % 15 46 2% 2% 

A 

Continued on next page. 
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III. BARRIERS AND AIDS TO TQM IMPLEMENTATION 

Organtzations often encountrz barriers whik attempting to produce change. ‘Ihc purpose of lhia section is to galhfx information 
about problems that may have acted as bamers to ~mplanenting TQM as well as to covex some areas that assisted in the 
~mplcmentat~on of TQM at you installation. 

9. Listed below are some barriers to the implementatiat of TQM. How small or large a probkm have the following been during 
any phase of TQM implementation at your ins-? (CHECK ONE BOX IN EACH ROW.) 

No 

LGuiership Eartiers 
problem 

at all 
(I) 

a. Manaament above the installation level 
doea &I support IQM. ~N=1623 ) 60 96 

1 
b. Tumova of management above the 

installation level. N=16M 58 46 

c. Insufficient support for TQM among 
installation manaaax. N=16M 32 % 

d. Commitment to change (to TQM) not 
effectively communicated by senior 

I management at the installatiht. N=1623 ( 47 46 

e. Senior management at the installation unable 
to mend suffKient time on MM. N=1619 29 46 

If. T moves of senior manaaement at the I 
installation. N-1616 ( 57 % 

I 8. other - Pka9e specify: 
N=328 4 46 

No 
Employee Training and Recognition 

Small Moderate Major Very Not 

BalTlaS 
problem problem probkm problem major Applicable 

at au problem 
(1) (2) (3) (4) (5) (6) 

a. Employees have insticienl information and 
training on he theory. concepts, and design 
of TQM. N=1625 19% 28% 31 8 13 % 4% 5% 

b. Employees have insufficient information on 
how to implement TQM and use TQM tools. 

N=1625 13 % 1 27% 1 35% 1 16% 1 4% 11 5% 

c. Employees do not believe they are 
empowaod to make changes. N=1624 9 46 24% 36% 20 % 1% 5% 

d. 0th~ - Please specify: 
N=25S 2 % 2% 20 % 20% 25% t-i 32 % 

(Continued on next page.) 

57 



APPENDIX II APPENDIX II 

O.~estmn &I (Contmued) In regard to TQM, please mdicau which of the following activities have a been undutaken 
to any dcnr& at your installation? (CHECK ONE BOX IN EACH ROW.) 

I Undaiaken to any denree? I 

Ins&&n Activities or Efforts 
No, but it 
is planned 

(2) 

No, and it Do not 
is “01 know 

a. Your installation works with suppliers to improve quality. 
N=157S 55 46 23% 14 8 7% 

h. Your instakrtion uses such methods as Quality Function 
Deployment and Quality Policy Deployment to enhance 
iI3 ability to meet customer requirements. N.I563/ 12% 1 31% / 30% 1 27% 1 

Undertaken to any decree? 

Installation Activities or Efforts 
Yes 

(1) 

No. but it 
is planned 

(2) 

No, and it 
is s 

Planned 

Do not 
kllOW 

(4) 

I a. Early quality improvement goals have been met and new 
f,oak have been set. N=lS71I 43% 1 47% ) 6% 11 3% / 

b. Your instaktion has applied for the Quality 
Impovement Rototypc or tbe Pmsldent’s Award for 
OualitY. N-lmI 9% / 27% / 55% // 9% 1 

c. YourinstaUatkmhasbeenselectedasafinalistorasa 
recipient of a Quality Improvement Roto(yp or the I I I II I 
Pm&lent’s f& Qtklity. Award N=lSZ 1 4 % 1 25 % [ 59 % [ 12 46 1 

d. Improvements in processes and substantial cost savings 
as a result of your instakition’s aualitv initiative have I I II I . . 
been documekd. N=1570 ( 34 % ( 48 96 1 11 % 1 7 % ] 

e. Improvements in work processes are implemented 

throughout your installation wherever appropriate. N=l5791 71% 1 24% 1 3% 11 2% 1 

1. Outside orgakathms use one or more of your processes 
for benchmarkina. N&671 19% 1 19% 1 23% 11 40% / 

Undertaken to any degree? 

Installadon Activities or Efforts 
No, but it No, and it Do not 
is planned is s kllOW 

olanned 

a. A TQM expert was contacted for more information 
N=lS82 83 % 5% 10 % 

b. TQM experts were brought in to assrst with TQM 
training or implementing the quality process. 

N=1583 72 % 11 % 15 46 
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C)uesbon Y (Continued) How smatl or large a problem have the following been during any phase of TQM impkmentation at your 
instalktion? (CHECK ONE BOX IN EACH ROW.) 

No Small Modaate Mapr Very Not 
probkm pmbkm probkm probkm major Applicable 

Mcasunment and Analysis at all probkm 
BaniaJ (1) (2) (3) (4) (5) (6) 

a. Resatance to measuring processes. 
N=l616 24 % 29 46 25 % 9% 2% 10 % 

b. Reslstancc to measurmg employee 
au1tucks. N=1615 31 % 31 % 22 96 4% 1% 

c. Management unfamiliar or 
uncomfatable with statistics and 
measurement techniques. N=1618 25 46 29 % 24% 10 96 3% 

11 % 

8% 

d. Other - Please specify: 
N=157/ 4% 1 * / 13% ( 20% ( 12% (1 51% 

l Less than 1 percent, 

No Small Modsdlc ’ 
pitif& 

Very Not 
probkm probkm P&h major Applicable 

Customer Focus Barriers atau probb 
(1) (2) (3) (4) (5) (6) 

a. Resistance to soliciting extcmal 
customer feedback. N=161J 45 % 27 % 14 % 3% 1% 10 % 

h. Measures of satisfaction from 
external customa diffKutt oc 
impossibk to get. N=1611 26 46 31 46 22 96 9% 3% 10 % 

c. Other - Please specify: 
N=148 2 % 1% 18 96 11 % 13 96 5s % 

IO. At your instaUatioR in order to overcome any of the barriers listed in the ~vious que&ion did you require- or are you 
cunendy usmg assistance. provided by federal agencies, such as the Federal Quality Institute (FQl). OPM, OMB, etc.? 
(CHECK ONE.) 

N=1486 

27% I. Cl Yes 

73% 2. 0 No 
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Ouestm Y (Continued) How small or large a problem have the following been during any phase of TQM implementation at your 
mstalhtion? (CHECK ONE BOX IN EACH ROW.) 

Strateguz Plannmg Bamers 

h. Disconnect between strategic quality plan 
goals and the installation’s othher stmte 

Very 
major 

problem 
(5) 

4% 

Not 
Applicable 

(6) 

5% 

No Small Mobate apr Very 
problem problem probkm problem major 

Empowermutt and TeamworL at all problem 
BarriaS (1) (2) (3) (4) (3 

3. Resistance to moving toward a 
pan~c~patay ayk of management. 

N=l620 17 8 32 % 34% 11 % 3% 

b. Problems due to federal personnel 
reaulatlons. N=1617 27 % 23% 24% 15 % 7% 

c. Employees’ resistance to changing roles 
or ahangmg organizational structures. I I I I I II I ., - _ 

N=1621 14 96 39 40 35 % 8% 1% 

d. Employee organuations/unions reastant 
to TQM. N=1606 44 96 22 % 11 46 5% 4% 

, 
e. Other - Please spcclfy: 

N=lS8 3 % 2% 11 % 14 % 18 % 52 96 

(Continued on ne.d page.) 
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~cms are typically used to invoive the work fom in the implementation of TQU A ‘N&f team may be defvled as 
/ imy learn formed to facilitate the unplententation of TQM. TQM teams may be functionaL cross-functional, or 

self-managed. Three of the more common types of teams are Process Action Teams (PATS), Pnress Improvement 
Teams (PITS), and Quality Improvement Teams (QlTs). 

I 1. Please provide the following information about the useofteanlsatyourinstalhuion. 

3. Itow many TQM teams of any tvpe arc currently operating at your installation? (ENTER NUMBER. IF NONE. ENTER 
%ERO “0”. IF NECESSARY, AN APPROXIMATION WILL SUFFICE.) 

N=19360 Teams (NOTE: IF ZERO “0” ENTERED. GO TO QUESTION 11.) 

h. liow many of your installation’s employees (including management) are currently serving on at least one TQM team of 
MY IY~‘! (J!iNTER NUMBER. IF NECESSARY, AN APPROXIMATION WILL SUFFICR.) 

N=143,473 Employees 

c. Iiow many of the current participants on all teams are managers or supuvks? (ENTER NUMBER. 
IF NECESSARY, AN APPROXIMATION WILL SUFFICE.) 

N=35.393 Participants 

d. Pleas mdicate the types of teams that am active within your organiaatron. 

Team active? 
(Check one for each row.) 

Yes No 
(1) (2) 

a. Cross-functional (inter-unn) teams that wcrk to improve 
processx which cross unn lines wtthin the installation. 

N=1225 89 % 11 % 

h. Functional teams that wok to improve pmcesses withina 
specrfic ftnxtion or unit within the &aRakut. 

N=l218 1 83 % ! 17 7% 

c. Trams established on an ad hoc basis to address a problem 
or xcomptish a specific task. N=1212 86 46 14 46 

d. Self-managed teams, the most advanced type of TQM team, 
m,anage and improve their specifx processes. N=IU)Z 29 76 71 % 

e. Qua.Uty tucks which have ken integrated into the TQM 
effort. N=1191 16 % 85% 

c. How many of ah the individuals at your installation are currwnly involved in TQM activities, such as, TQM facilitation. 
Quahty Councds. ‘IQM teams, or reaching? (ENTER NUMBER. IF NONE, ENTER ZERO “0”. IF NECESSARY, AN 
ES’l-IMATION WILL SUFFICE.) 

N=S7s36 Managen and Supemsors 

N=l47,tllO Non-Supcrvisoty Employees 
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1 I. Plcasc indicate how helpful or nat the following activities were in prepzing your installation for the implementation of TQM. 
~CHBCKONBBOXINBACHROW. FYOUR INSTALLATIONDIDNOTTAKEPARTINANAC~~I'IY. CHECK 
BOX NUMBER I FOR THAT ACTIVITY.) 

a. Members of management attended 
TQM training. N=1610 

h. Your mstabtion talked to 
consultants about implementing 
TQM. N=1614 

c. Your installatwm hired consultants 
10 help with me planning, training. 
or implementauon process. 

N=1612 

d. Repesntatives from your 
installation w companies, 
agencies, or oUier instabtions 
who were successful at 
implementing TQM. N=1615 

e. Management formed a team to 
investrgate and study how to best 
implement TQM within the 
installation. N=1614 

f. Management made a formal 
statement of policy on TQM. 

N=1604 

& Anything else? - Please specify: 

N=35 

l Less than I percent. 

1 
T + 

I - 

51 % 51 % 21 % 21 % 16 46 16 46 

45 % 18 % 19 96 3 45 45 46 % 22 18 % % 22 19 46 96 

45 46 22 % 22 46 

27 % 27 a, 27 a, 23% 23% 

26 96 46% 11 96 
ch 

12. At your installation are there currently any TQM efforts at ark stage of development or implementation? (CHECK ONE.) 

N=1552 

91% 

9% 

I. q Yes ---> (CONTINUE WlTH QUESTION 13.) 

2. q No ---> (SKIP TO SECTION V ON PAGE 18.) 
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IS. Thinkmg about thos untta at your installation when TQM has been impkmented, to what extent. if at ail, have the total 
quahty &nagcrrtatt aettvittes tmpkmented in these units had a pasitive‘impact on the following inte4naI conditions? (CHECK 
ONE BOX IN EACH ROW.) 

Internal conditiotls 

63 

a. lmpfove4i ttmeluws of 
mlemal processes. N= 1357 

h. Increase in 
clticiency/productivity. 

N=1355 

c. Improved implementation of 
Icchnology. N-1348 

(1. Change to s mm-e 
p;utlc~paKxy management 
style. N=135S 

c. Imvved labor-management 
relations. N=131S 

1. Movement of tkciaion-making 
authority to a lower 
organizational kvel. 

N=13S5 

Lt. Improvements in gtoup 
process and probkm-solving 
SkiIls. Nz1357 

II. J.n increase tx improvement 
in communication throughout 
the in.stalla&ion. N=13SS 

1. Improvements in management 
decision making due to 
availability of ma-e 
information. N=1356 

J. Improvements in employee 
m&e. N-1355 

L. An improved ability of the 
installation to adapt to change. 

N=1352 

I. Enhanced attenoon to 
customas requirements. 

N=1355 

m. Ability to achicvc quality 
imptwfcments in performance 
durutg a perod of twoutce 
reduclion. N=13Sl 

n. Other - Please specify: 
N=S6 

N=19 

To a 
very great 

extent 
(1) 

To a 
m 

extent 
(2) 

To a 
modetatc 

extent 
(3) 

To 
some 
extent 

(4) 

To little 
or no 
extent 

(5) 

5% 14 % 25 % 18 96 4% 

4% 14 % 25 % 20 % 3% 

3% 9% 19 96 17 % 11 96 

4 96, 10 % 17 % 19 % 15 % 

7% 20% 25 46 22 46 4% 

4% 1s 46 23% 21 % 7% 

5% 13 % 21 46 24% 9% 

4% 12 46 23% 19 % 8% 

9% 22 % 25% 17 96 3% 

4% 13 % 18 % 18 46 8% 

7% 9% 5% 5% 5% 

5% 5% 5% 5% 11 % 

TOO 
WlY --I to judge 
(6) 

34 % 

34% 

42 96 

24% 

34 96 

28% 

22 % 

22 % 

30 96 

29 46 

35 46 

23% 

40% 

68 46 

68% 
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IV. Bencfits 

14. Thinking about thox units at your installath where TQM hag ban implemented, would you say it has had a positive 
impact. no impxt. tx a negative impact on tlu? following organizational phmancc indicators? (CHECK ONE BOX IN 
EACH ROW.) 

7 
Very Somewhat No SOtItCWhtU Very TGQ 

positive positive impact negahve negative early 
organizationaI to 

Perfamance Indicatof3 judge 
(1) (2) (3) (4) (5) (6) r 

3. Froducthy/Efficicy 
N=1360 19 96 44% 3% 1% + 33 % 

* LCES than 1 percent. 
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19. If you usal any of these savices provtded by FQI, how satisfti a dissanmvd wereyouwiththe servix? @IYHEcKONE 
BOX IN EACH ROW. F YOU DID NOT USE A PARTICULAR Sl?RVK!& PLEASE CHECK BOX 1 “DID NUT USE 
SERVICE.) 

Did not Very Genedy Neitha Gettemlly VCV 
use this satisfle4l satisfied salisfied Iii- dissatisfied 
service 

Setv~ces Pmvtded by FQI Ldisszfti 
(1) (2) (3) (4) (5) (6) 

r 
-lixttnic3l A!x&wm '.. 

3. IJnccul~ve level awamess / 
xrnmars N=1508 83% I 8% 8% 1% l * 

h. Readiness xsessmen~ N=1502 96% 1 2% 2% * 0% 0% 

c. Slart-up SCrvlCe.5 N=1504 93% I 3% 3% 1% * 0% 

(I. Model proJects N= 1499 96 % 2% 2% 1% * 0% 

c. List of vendors from the 
Federal Supply Schedule 

N=1505 16 96 8% 10 46 5% 1% * 

a. Handhook series N=1504 75 % 11 % 11 % 2% * * 
1 

h. QuW improvement prototypes 
(e.g.. case studies) N=1505 81 % I 8% 9% 2% l * 

C. Federal Quabtv News N=1506 1 74 % 11 10 46 12 % 4 % l * 

a. Electronic bulletin board 
N=d 94% 11 2% 1 2% / 2% 1% * 

h. Federal TQM Documents data 
base N=1504 94 % 2% 2% 2% l 0% 

l Less than 1 percent. 

3. From which of the following federal agencies have you sought or obtained assistance in helping to implement TQM at your 
mstallaoon? (CHJZCK ONE BOX IN EACH ROW.) 

N=l449 a. OPM (Other than FQI) 23 8 LOYes 71 46 2.0No 5 % 3. El Do not know 

PI=1401 b. GSA 8 46 l.OYes 86 % 2.0 No 6% 3.0Donotlu~1w 

N=l391 c. OMB 4 % LOYes 90% 2.LJNo 7 % 3.clDonotknow 

d. Any other agency’! - Please specify: 
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V. Role oi Central Management Agencies in the implementation of TQM 

16. Are WJU aware uf the cnlstcncc of the Federal QuaIity Insatute (FQT)? UiECK ONE.) 

S=i%S 

71 8 1. 0 Yes ---> (CONTINUE WITH QUESTION 17.) 

29 e ‘. q No ---z (SKIP TO QUESTION 21 ON PAGE 20.) 

17. Are you famlhar wnh FQI’s mission’? (CHECK ONE.) 

u=1579 

21 8 I. c7 Very familiar 

65 t 2.0 Somewhat farndiar 

13 % 3.0 Not familiar at all 

18. The foUowmg is a list of Ihe services provided by the Federal Quality Institute. For each of the services listed please indicate 
whether you arc aware they provide the service. (CHECK ONE BOX FOR EACH SERVICE.) 

Services Pmvded by FQI 

Yes. I am aware 
they provide 
lhissaex 

No, I was not 
aware they 
provide this 

service 

a. Executive level awareness seminars N&69 82 46 18 46 

b. Readmcs~ mnts N=lW 49 % 51 % 

c. slan-up savices N=1565 60% 40% 

d. ModeI pr0)ect.s N=1562 50 % 50 a 

c. List of vendors frum the Federal Supply Schedule N=1558 62 5% 38 % 

Resucdlsad~ .. 

a. Hamkook series N=1563 63 46 38% 

b. Quaky improvement prototypes (e.g., tax studies) N=1564 59 w 41 46 

1 c. Fedaal Qualitv News N=1567 1 64 96 1 36 % I 

1 a. Electroruc bulletin board N=156S I 36 % I 64% I 

b. FederaI TQM Documents data base 

c. Asnrtance starting own information center 

d. Self-service infamation centers 

N=1562 37 % 63 % 

N=1563 30 % 70 % 

N=1561 27 96 73 46 
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VI. Why Organizations Do Not Implcmcnt TQM 

NOTE: The followtng question (#tl) shovld only be answered tf your rnstalkuion never attempted to implement TQM. All 
other respondents should go to question 22. 

2 1. If you have never attempted to implement IQM, please list up to five of the major barriers that you believe prexented the 
Implementation of TQM at your installation. (You may wrsh to refer to the list of barriers in questwn 9 on pages 1 I. 12. and 
13). 

3 

4. 

5. 

22. If you have any comments about any issue related to TQM, please we the space below. If neaxwy. you may use additional 
shee& 

Please return your compkted questionnaire in the cnelose4l pm-addnsscd envelope. 
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