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ABSTRACT
Most .he domestic mcustnes In Nigena lag behind their torerqn competitors
",ref' ! comes to cost and qualuy People turn to the low price and often
'l'q~e quaUy of imported goods This paper suggests that bencbrnarkmq
cm:ld ')e used to match and even exceed tile cornpet.t.on Based on the
p(IJer '.ce of companies In the I dustnanzec lI.'orld viat have successtutv
used ~enchmarKlng to overcome <lovers, y and have emerged stronger tne
caper uggesls that the same success could be achieved by our dome t.c

nous: es The cescnouon of the bencnrnarkrnq process the gUIde mes ann
framework fOI Its application and some of the imptemantatron probems are
discus .ed

Keywc rds: Bencnmanonq team approach competrnvo advantage, customer
onentauon

1 0 INTRODUCTION

t snoulo be no secret to anyone IfI the busmess
;fTl,nur Ity that fOI any busmess to survive It must

Of, able to achieve ar maintain compehlive edge In
our 'apldlY cnanglng environment and the globailsed
"13',et 1 rus cnallcnqe has forced business
"1aClilcel ~ to seek .,ays to become compenuve
Many business orgal sations have been abl to
" axe remarkable advances In service product and
p'G~f'SS .rnprovernent to attain cornoeuuve edge by
,'<"'braclng Totat O\lallly (TO) concepts These
rrrppts 'lave been iseo by many companies to
o,,~ ccme aoversrtv nd have ernerqed stronger
J.'rpnt terd;\.re prov-oes ample documentation of

. 'p"-e successes m.~'1y of whrc can best be
ocscnoed as revolutronary (George and
W(:,,~ers~.rcn 1994. Ceckford, 1998. Hauser et al
1'188 and Oakland 993 and Esttattuades et a!
2008) However the literature IS sparse on the
aopncat.on of the TO oncepts In Nrqerra Thrs may
be one of the reasons why most of our domestic
industries are lagging behind their compeut.on when
'I comes to cost a o qualitv 1he cornpeunve
IIT'tJalilf1Ceshould not oe alloweo to continue If our
oornesnc mdustrtes arf to survive (Igwe 1988)

Ma iaqers of our Iocat mdustnes should constantly
seek out and enlist proven acuv.t.es Ideas and
rnetnods that' offer Improvement potential and

enhance competitive advantage both at tI'e 10c<1
and global market Bencrm3r-lng o'fers orp s•.•ch
method c-<penence In Ihe developed world has
shown tnat size and type of busmess dO not
preciuce the successful use of oenchmark.nq '0

Improve quality. procvcnv.ty and customer
satisfaction Among companies 'r tl-e USA a:0re
tnat have successfuny iseo benchrna-k.r-q to
overhaul tnerr busrness to match and at t'IY'f<S to b--
a' ead of compet ~,on are Areca Se tz Cor per • 0'
Ame.uecb M01orold and xc.:» IGeorgE:: and
vvemersxrrcn 1994) Coocernr q the sze (
bosmess. j...1:oa dnd Arne" te •..h 'lave dlJOL~ G COC
employees ear.r· whrle Seltz Coroorat.on has only
200 Alcoa ::vld Seitz ilrp man",':;<::I,-,,,ng ,';"1 e
Amentecn I~ a service Indust'y

It IS rmporta-: for managers of our tocal mcustnes
to learn about benchmarking and recoqruse that ''lei
can also .icmeve success 10 their business For
managers nlerested In achlevlrg and ma'f1taH~Jrlg
competitive edge through benchmarking efforts the
question becomes what steps or qurdeunes snouio
be Iouowed to benefit from its tec+ruque Acprop: ,l{t-

qurdeunes would help forge successt.n appucat.on
regardless of type size of busmess or tne recr 1lca,
nature of the problem

ThiS paper provrdes a cescnpnon Of
benchmarking Drawmq upon the experiences 0'
companies that have successfully used ,t the
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oc.oeimes ana framework for Its application are
provioed Implen entation problems and potential
'rus:rat,ons are ;11<;0 hlghlghted

2.0 CONCEPTS OF BENCHMARKING

The concept cf benchmarking IS based on the
ancient Japanese quota Ion 'If you know your enernv
ano knc-, voursc au ~eed not tear tne resu I of a
u drec rltt·ps 6a~IJn j 1(J93) T' s OInlltlon
IT'll ""s I P" tra' ::311 .0 'T'lte )'~. f_J
'relr 'ust ',rst ".I •.•.dl Nr,e e- It ey 51Llf1,j

1-. ark.n I <; d P' < Jf
t:.- e" II r \;. 'J 1,..)'

separate our r: CO:1 Cl.>tlr J
q 1sato S mte eo 0 enable each paructpanr ,

rrr-prove '" performance r the market piace ' '>
.o ihnuous proces of rneasunrq ser .ices proou-ts
and precesses aga nst Ihose of .noustry teaoe <; 0
tre ougrcst competitors IBeckford 1ag8 Ge~rgc
and 'Velr, <k 'cr. '994 Rib", ro 2006 D€'·'h.~1
20()';' and ~l 11 JP et al "0:)9 II nVOIVE'S 11'(
dentl! a' on and olcrnentat on of best practices 10
h ev" suoer.or .oston C' results and busmess

performance Esttatb.aces et a! 2008. Mohajen e'
a 2009 anc Khan p at 2010)

T e essei nal C aracterrst.cs of oenchmark.nq are
custo ec or ertat at, tean approach and continuous
unproverne t Most of the actions tacen In
bencnn ark ng are he result of a need dentil.ed [,y
CUe-I( mer finterna or external) saustacuon or a

b ern with CuS 'TIe sat.stacn n t ge's peop e
think ng toqetr-er dnd In Ire r g~t direcnons by tnr-
rvclver e ,t of pm ve ·SrI '''e prOCe55

Companies tnat sed bencnrr-arkmq reporteo tht
to ow ng bene'its Georqe and Nernersk rch 19<)4
ano E3e xf rc • 99f

help to cotam clearer understanomq of
com pet tors
gives ciearer understanding of Cl storr.ers
reo nrernents It IS considered mal Ih,s
unders anomq f customers Will lead to reducec
cornp:a nts ano high -r 'eve of CUS!OI'le'
satisfaction
mcroves understanding of latent business
threats and can oetinve positioning
reveals tre st engths and weaknesses of
slgn!f,cant operations acuv.ues and
technologies
ciscovers process Improvements which ilSSISI II'
reducinq the costs associated with rework
recuncat on ser p and other quality pron en's
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enabies nnovatrons (e.tne- )' process or
product) to spread more raplCi'Y through nn
Irdustry or across mdu tnes ~"'lere appro r ate
For mstance. rn supply or orstnbutror 0£'1l5\1CS
vhere many problems are SImilar rega dless of
Indus ry
enables the avo dance of the error d"d
mlst::lKeS already made by others thus
~Ievent,'lg II rther renvent.on of Ire -N "

Ac ; 'J tc Becxtoro ('998) aoar 'r.1' 1E'
alU! 'I cnno-ieo ber-eftts tcr::tmark' 9 a dresses
:, Of IT' tat.ens '0 k" ~••Iedge wmcr- S..J fhen
a'it; LIs '1<!SS pertornvmce l'1e expe rand

: ' Ig( wnrc 1 most peop.e ave of arc ss
~ Or) I t 5 gathered Ir a particular el v rcrvr er'
Uf'le"s tiey rave the opportunity 0' :10V ceo
t < '19..J· some form of co abora Ion 'e a e
drgcly closed off from deve opments wn ~t ou d
pi •• ' Ierr process Thus the~ becoi e conte-ued

II " iJav things are because ' ey KI'OW 0'
r, fIe e t or bel er Second be-ic fTlar":1q

al overcome the - Not tnventeo He'p (N H
Syndrome NIH s a typical resoor-s - by n ani
"rga 11Sdl ons and employees to proposed c"angE's
t:; 1',... ,liP performance I 5 often accornoa d b,
rer"ykS sucl as that may v,orK amght fo' 'yl bt..t •
JL.S: '.Va,Id., t apply here because IV are u ICJe Ir
o«, irnstaoces are different Of SOIT'C ott-er en. c

T ll! tr .tn IS tnat NIH IS a cetc SIV!:.'ploy ntenceo
,~ I' nit ,I "'I? csruptror ana pfl Irdt stier
asso ateo Wit', a 'lar::;e pro:;'ammE "he
err clover-s who ,'" b v'!e ted ov a cr mo 'C
ir v Ived I It dps'9' !"'roug' 'he be, 'rT cUkl 9
progra .e 'r they N be much ess IrKey to
re ~" Ie C '1 'le ar.c r'ore likely to ceveloo ur cue
asp CS 'Nh J' .';I make: wor« here

30 THE BENCHMARKING PROCESS

T ,- urrb_r j .ieps !e'1ds to vary fror. company
co-npar y Xr r < s ;; ocess probab y the most

c..oreo process In tne USA has ten steps Alcca
a sve oped Its 5 x-ste orocess after study,rQ the
Xerox s process for many months Seltz presentee
ItS process as a tlowcnart cons.snnq of four'.e",.,
steps while Amentecn s benchmarking process ha-;
four phases and elgl,! steos (George arc
Welnersk,rch. 1994) Regardless of the number of
steps. the common features of fhe benchrnarkmq
(formal and .nforrna 1 precess are Oak and 199~
George and Welnersk rcn. 1994 8eckfocd 1~c18
Hauser and Ctausmq 1988 R bevo 2,06
Es'tatruaces et at, 2008 ano r·/ na:e: et '" 7 Oq,
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Establsnment of what from customers
ccsoective makes the dlffenef'ce between our
C' duct or serv e and that of our competitor
"abe 1) Customers may be Internal or
e,te"1s'
<,{' '1 star-oar
, )n! In ctne
J~ 0("1(." "1<1
i' +or ,.~H1....t.:

t ;:,€,

a or Iir9 to tne best practice
',is egardlng best practices
I )r the organizations

"N standards It 's QUite
competitors anatysis on

NJEM, Vol. 12, No.2, 2011

tecnrucal data Comparison with the competition.
of course helps to Identify opportunities for
Improvement (see table ")
Deterrmnanon of the means by Which the
benchmark orqamsat.on achieves those
standards
uti Iz:ng the capabilities of the employees to
meet ano ' poss.bte, exceed tne standaros
observed

Table 1: Customers Evaluation of Cornpeturve Car Doors

, < Rc qu.rement Customers Pe~ceptlon
IWorst Best
1 2 3 4 5

+
)sy '0 clos Irorn cuts-de 0 (;;. 0

S ~f5 cpen 2 '" !:I Q
J;.

es: t leak I rJifl 0 a

" oad r-c 0 .,
A

u r't.pl or A s rar ucor

Source A.o to'

£, ,Jr cesses reflect trr",e
':I e _ Jy '0 benchmark

, - " <, •• !) the bel'cr marking
an ~ J$ no tJhat you learn to
, , ..l ~ 1 - i:ly JKlp the r 5!

vers d r- lqe of actwiues
cud n aOCJt su-n ar processes or

, '5 t Jp pubhc t-ens. talking to competitors 0'
c ., .rnsr cornp «ues about shared issues or
t: e" l('rklnq C, Jt tne compeuuon dUring trade

,I- .vs and t'1en aSKing customers and supplier to
c"'pa e ',Our pertorr-iance wilh that 0' others

''"Ie be' C'lr'1arKlng process may be II:ustrated w.tn
e 5 x steps presents oe'ow

aractE's'I~S at
~r')c" Sf:' 3:rj

-r a" 'IJ ~dft

"'~h1'drk
r-fr'~Mar('

~ fJ~ "0' 8 S 1I door

Step 6 Deveiop action plans a'1<1 lr>1piement
c:nanges

Step l' Decide
benchmark

what characteristics to

Cnaractensucs to be oencrvnarkeo shoulc be f r,,'
those which are of geml'ne concern to the
customer IQJairty benc'imarks i Qualrty bencnrr-arks
mIght Include aspects such as reuat» ty accuracy
levels of m-process reworx or recnfrcat.or- after
sales response and so on Second factors wrucn
affect profitabtlity ,profitabJilty oencnmarx and which
may enable more effect ve cor-ioeunon throuqt-
reducuons In pnces ProfitabilIty benchmarks 'oclud •.
'edl'ctrC1)S C\ 'eworl< r E'lt~r·.' Ipve e- sca::e
.n rzatron so on Otr-cr areas '-,f hpnchrra'i< n~
'nrll de these wbere 'no omoar-v k"OV." "at It ,~
exper (-"Ie ~g d •..r~ .E'- . 'r er r t: at or :0 ts
-ustol1le' lr [0 Its competuo.s ,SSUf;:SfT-'nht n::'''''('
st:lf Ira 11' 1 'ld deve op-t ,_ t "lo' 1£["
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turnover raw matenats and other Input costs
(Beckford 1998'

I,,=, characteristics that require hencl,i11drklng
rnay he identified hrouqh customers Iinternal and
external sales ceopto and employees who
ecoqruse a problem Customers could be mvolveo
rr tr-e ,OCI t.fcano process through Drone cats
fO: J5 qr n -r c ~t Odllli-a+lve r-:e ,1JP.W5 ana

j1 r fl'i ,rs o·.i or ;),ts t: C0J"', r~I:(;n(l

(or J('" li '1Q t ~;IP' 1 IpS rE le/ant :1 10 'Ji..' ro as a
Ie l'r'lark'rlg sur- r' •.,,-,. 'f poctel i)', GeorgE and
'./velq rSK F("'b {""!ftCd Sa 1.e c: trp rrt.:")·..;.1 are

S 'h" '~PI-; n1~
'he tor (

a~lo r"!liestr.nF.''S

does In", tor»
r~t::d')

nan: to .JlJ'" customc-s?
s.stent v. In our 111',:,s:cn .J1:dC:-;

0' c. sts e,

ar 1 La '.v 1erE: a )::Iltlor 0

j H'( lenc •.; p1d'lb and actro»?

Step 2: Defme
Performance

tntornal Processes

I 1e bel hrnar« rg team n1u51 under stano :'WI'
"'(\'l)Ca::v s precess • "sf The,! car-not ask Intellgent
fldf's11C,.ns or ":0110 • 'Y'paf ngflll mt'-,nnaliO'l W-!hO;,: a

::1,cClr r cerst.mc roJ nr the exist.nq process tn"y
v: h L 'rO'OIl(, T~ y 11'", he'.;,n by bra nstorrn r'g to
,,'law. ~'e ")~ rp' t?lveu pfohlrmt::. pnst Nex: vre
te.31 f I;..1V ,1SC' ISI kd.\ 'I j,df~[arll to IdentJl,. trlE:

r, cr s : JI Ihe ')~,." ne ann ,b a Pareto ar alys.s to
In't- 'j"q elf;;: pr m y copcrt,u 'Irs 1 i~e team thf!!'
=t, c: I'. ~ d flo.v-har' '1 ,~H c :::r-, _t.:~Suruer study

Step 3 Determine .cnchmarkmq partner

i, sta: l,r'<J poir-t ; '0 ,'~ t.storr S who they
'e'j'lfJ 35'n nest I vuur I(~r' (" lI.l bus.ness \'r,ese
r t, ';om.-s',c 01 OJE _.IS 1 1S Nil a.so help to
CE • f, those cnara te' 151 ~;fr( rfo'P1ill'ce ,',hlsl'
"1t' Cl storne-s '-9" <i ',,, n'r"r'1nt 01' er sources
rc uce t'1e press. I ade '10" ,;JUstl y assocratons
.nousn y c> r-ort COI un.m:s 0' acacen cs Look mq
U\I'''S'_3S the d' ous trade comrmssrons
p";~a5<;,es and state dcna'tn'.!nts shoulo be able 10
:JVI00 usetu: leads

Some Key -ssues that need en to be aocressec
\~h('n seiectmo benc'tmark rq partners based on the
orac-ce of A,r 'Por te '" IGe- ,'ge ana 'Ne'nerskrrch,
1'10/j) ar~
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what IS the company 5 profitability?
what IS the company's market share?
do the companies have some knowleege of
each other? For instance .s riere a
customer-supplier relationship atreacy?
IS the expenence of the proposed parrer
directly 'elevant to cur need?
are they as 900d as 'he!' 'C! Ita"or
su;;gests? \"/e sncu 0 note 'ra' t t.os t;le
for a companv 5 reputatrc n t: oc: Clst Ihe
qual,:~ of IS products ard services E'1 .. l '/
SOMe cornparnes With establishea bad'
reputnt.on May have rr=oe si.osian: <>

per'ormance .mprovernent
IS tne excnanqe Of I'fr-rmat or N. trus
particular partner permissible?

Wrth these 10 mind, the team may bramstorn ,,['t
they have a large number of potent.at cornea e
Nex\. some set of enter-a and ser.es of questions are
used to narrow down the list The enter a include

and

.:. cornoarues . that have iece.ved quality 0'

busmess awards
.:. top rated firms In Industry surveys
':. success stories published In pence-cars

compan.cs with excellent frnanc-a results
':. Feecback trorn nterr-at and exte-na

experts customers suppliers and business
partners

T'1e nu.suons often asked ace

-,' 'r W'LJt quality process or res '. IS '"Ie ";:Jmpar't
know'r?

,:- Vlllal evoence e~ sts to connrn tI e canner IS an
1"0 JS~ry oader n :rle area 0" I'ltt: rest

.:' w~dt '5 t'le :evE'1 Or r l.s:"r'1£' sausra '~r?

Or' ~e rt hilS ;) do~el' or ,0 qua"f,ed prospect"
A ente'.:h uses a U.Y~I:;3 I~O'1 natr -c to naif 'W thp
Irsl down further to SIX to e,gh\ p<Jrlne's ITab,e 2)
SOIl~e of the "Pdi:rtCeS can be corno'eteo V/"'l

I,,'ormatlon a"eaoy corlected The res: comes frorr,
I, '1:;"e Inter" ,e vs

Step 4: Data gathering

The data gathering goes beyond tne baSICS of
ensurrng that any statistical methods are r;gorolJsly
applied and the results meaningful to the real ssue
of navy to physrcallv obtain the bencnmar Irg
partners data The first and most 'ap'd'y ava tab'e
soi.-ce are In the public con d n Io: ese« pit:
cor-ipany annual reports cress ar.', es traoE'
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associations Journals ard libraries academic studies
(where tnese have been published) and from various
oodr-s and consuttancie> (Beckford 1998)

Table 2: Amentecr S oencf1marklng partner
comoanson matrix

Cr:ella Coy Coy Coy Coy
A H C D

1
+-
4
I

I
- --.J

I Ouail!)'onenteo
2 Successful product
service fpputatton
.• Se.rvlCf' onented

i ~ [Ycehenl cy..£lellf!ie
" l ....J!.~rehabl'~t}
6 75;n Imrr0Jerreu 'yf ro-vr
SJ,I~';,) 9 ow1'"
7 25 '1"~Dr')VPrTlenl yr-lo-yr
pro'.tabHltv
"s Mor~ Ihan 2000C
employees

Source: George and Welnersklrch 1994

While normally direct competitors will only
exchange data through a third party such as trade
associauons some may be amenable to direct
contac 5 (through site VISit phones fax messages
e:cj If the company approaching Ihem IS able to
olfer comparable assistance to them on another
.ssue proposed benchmarks Will be willing to
cart.c.pate What ISVital at this stage is that the data
necessary to enable be"lchmilfklng to be earned out
S Idertlf'ed right a' the outset Nothing ISworse than
havrnq to return to the partner for more Information
nothing IS more u'lhelpful than deSigning

NJEM, Vol. 12, No.2, 2011

Improvements based on Incomplete or Inaccurate
,nfonnalion (Beckford, 1998 George and
vvemerskucn 1994 and Ribeiro. 2006)

For companies Willing to oaruc.pate yOl; should
a9ree on the time frame and the length of the site
VISit an agenda and questions you WIll ask Some
of the kmds of question a team might ask to learn
more about a process Include (George and
Wemersklrch, 1994)

does Ihe company have a welt defined .
documented process?
how IS the process communrcated to the
process customers and users?
how are the users kept up to date on the
process changes?
what IS the management system of the
process?
what aspects of the process are considered
to be world-class?

Step 5: Data Analysis

At thiS POIn!teams analyse the data collected and
quannfy performance gaps They explore the
Implications of these gaps, Identify which pieces of
information might help Improve performance and
determine how to use the findings The
benchmarking team also fills out comparison charts
to clanfy the dlffelences on key POints (Table 3)

Table 3: Sample of lntcrnauon Companson Chart Used by SE:ltLCorporation

Question When Issuing an or~r~how mU.0 work rs delivered to the department ----,
Seltz , Compa~nY_8 + Company B 1 Com any C
Full order amount 1 day work ISIssued 1 week work IS 2 days work IS1

Issued I Issued _ _ -I

Results
WIP IShigh No WIP Low amount of WIP Very low WIP
Large space for matenal No space needed Small area for Very small area for I
storage matenal storage matenal storage

Source' George and Wf'lnersklrch 1994

Step 6, Develop Action Plans and Implement
Changes

Se' e'l, performance level objectives and
staccaros based on the rmprovernent scope
deut.f-ed Deveiop acucn plans to achieve goals
«npteme-tt spec-tre actions and Integrate them Into
the business process s The lowest level of

rnanaqernent With an overview of the whole process
alfected aporoonatelv supported needs to take
d,re(;' responSibility fOI unplementmq the Changes
A<1o·tlonalresources must be provioed to support
the cnanqcs If required For example overtime
work '10 may be necessary to create a Window
enabling the absorption of disruption associated With
paruc.nar Changes (Beckford 1998)
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F-tna.ly a pertorrnance rr-easurtr q and monuorno
proqr arnrne rnus be unplernenteo to make progress
v.sr te and to con mue to Improve them Amentccn
applies the to.lowmq steps to unple nent the
changes needed to close the gaps (George and
we-nerskacn. 1994)

select Implementation alternatives
assign resources and create a schedu'e
establish goals
develop a rnomtonng pan
ga,n appropnate approva to alter he curre i;
practices
unpternent the plan
commurucate th benchmarking findings

4.0 GUIDELINES
BENCHMARKI G

INTRODUCINGFOR

J1anagers 'IISI log to Introduce enchmarklng In
heir co-noaov need to follow some acton gUides In
order to achieve the dasired success Such
quroel.nes may Include

manager ent comrntment
employee tra nlflg and awareness
form pro .ern solving teams
select the benchmarking project
support WI heeded resources
rsqurar review 01 progress,

Management Commitment

Management commitment and leadership need 10
come f rst In encllmarking tal these reasons First.
management IS the one to cornmt time allocate
resources. remove rcadblocks ano reward the:
ettorts Second. It requires staff to be trained and
gUided In he process to ensure thaI maximum
benefit IS obtained FInally. It requires anccaucn 01
part of t e relevant employees' time to enable It to
be cameo out Beckford 1998) According to
George and Wemefskl(ch (1994). bencnrnarkmq
teams that proceed ·"thou! trus suppo-t expose
themselves to second-guessing abou how thev
spend their hme. a lack of funds to complete tr(,
study ms.irrnountable oojecuons l}y other 'Tl(ln09<3fS
ana departments affected by the study and little (',
no action on t'1ell recommenda'ion \IIlhen scn G
rnauace-nent endo-ses the s udy. these Obstructions
are rC"loveO

Employee Training and Awareness

Before ernharxmq
prcor arnn-e, employees

0.1 a
need to

enchrnarkinq
know wt'a;
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hel1c~m(lrklng IS and bebeve In ItS benefits They
r: L.S feet empowered to n est the time such a
proqrar-ime takes and ac on their flndmgs Team
members should receive a baSIC Iramlng or
:)0. "chmar Ing concepts This !rainlng need no! be
an elaborate one. but rather should be designed to
ensure a baSIC wo king knowledge of its concepts

Relevant areas of training may Include - e'fectlve
teaming. oroblern-sotvmq beflchmarl<tng steps site
VISI! and so on Presentabons on other COMpanies'
Slf'PSS stones may get emotovees Iflterestexl a,..:l
exctec anout the posstbrhnes for Improvement
{McLagan and Nel. 1996. George and We'1ersklrch
1994 and Cobb at at 1998)

The pitfall of assi.rrunq a level of knowledge thai
does no! exist or the employees should be avoided
Oetermrne the Iralnrng needs by flnamg OJ! wha
5 lis the employees now have and what SKills they
w,1 need 10 'lave to achieve success III tne
bencnrnarxtnq effort

Form Problem - Solving Team

1'HO) spec.nc crsc.pnnes required to help solve a
proolern shoutc be defmed but team m,.'" bers
sno lid not oe 'm1lte to the primary problem areas
(Meeler 3nrj Smith. 1994. Cobb et al, 1998) Usual!y
as the study proceeds. they wtll recoqruse the neeu
tor knowledqe o· informauon from areas !nat might
not have been obvious when the study began At
such times the value of U1e diverse drscrpfine of
te m memoers WI'l be reaused

DeOer(1I1g on Ire techrucal -iature and complexuv
of the study many teams may be formed Some
teams may be working Simultaneously while some
May be formed wnen the other has finIshed rts work
For instance process Improvement team may be
created o' sed on t 1e recommendations and
problems Identl'led by process analysis team Ar
employee may be In more than one team cepend.nq
on t'le slt·~atl;)r

rre 'e<lr-1 1131 nav ~ a eader whose
rpsp01slolhty IS to lead The process quice, who
marntams tne rules sucn as no evaluanon cor fly

1",l,r$ o.-m,'g and ensures tne nvotvernent or
ewryone In the d.scussions The secretary recoros
l~i~·J'.hln9 and distnbutes rreetinq mmutes while
tile trrne keeper keeps' meetll'gs Within time limits
;'ln~jmakes sure tre teaM IS progressing as planned
(G orqe nc Welnerskrrch 1994)
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Select Benchmarking Project

The first oencbrnarkmq effort sno.ild r ot adoress
the company s tougrest problems The first project
snoutc' be sim Ie but r-ot trrvt I ano should pre en d

rea opportun.t I for IMpro ernent In the Inrtlal stage
the scope of the study has to be established no
Should be cor-irnur.icateo anc agre u upon by
management The ;rO]8C should he wfth broad
appeal hat may arouse Intel s: from several
SCCtI0r1Sor departmer ts of Ih~~com cany

Support with Needed Resources

A dedicated workplace that can be used Without
nterrupnons should be provided fer Ihe team The
US,j;l1 office supptes such as fues. desks, chart
boaro and so on with access to cornpany's onones
r x machrnes vehicles and orner facilities that WII!
liicllitatc a successful ,,(udy snould be given

At the start of the tudy I IS veri Important that
manaqernent cornmur-cate the r ou-pose and goals
to d'i earr members and other erro oyees These
ot",c' employees are J va .iabte resource
Planagernent should reco (1se and carry "Hong
because team members will need C8;tall) data and
more unoortanuy. access to the e-notovees and their
tin e (Cobb et ai, 19981

Regular Review of Progress

r ogress rvulestone should be estaonsheo when
the project begins For Instance an Infof'ra! progress
report should be requ.reo and given to managers
working outs de the team say for(nlghtly After
reviewing the problem and the progress mace
manager may offer acv ce or make sU~lgesllors that
may hetp the team to sharpen t'1e focus 01 '5
benchrnarK.ng efforts and gain better results (Cobb
81d11998)

5.0 IMPLEMENTATION PROBLEMS

Maragers considennq ttle use of be'lc~rna'klng
should not expect al benchmarking e forts to
proceed srnoothlv LIke every team effort i1 ce tam
a aunt of frustration and team storrrur-q wll be a
natural part of tne earf", stage of the study as the
learn learns to understand each ot ier, bond and
cooperate The ability tc work loge~her successfully
appears to be r(dproV~d when p ospective learn
members are counseled as to exactlv what .s
expected of them and what reward they can exoec:
from successful completion of the 5 uciy

NJEM, Vol. 12, No.2, 2011

Prob'erns r>lay also a-ise If team members co net
understand the purpose of the study The learn may
return f'om the site VISit With cornplains that they are
unoerpaic the bancnrnark company has better
equiprr-eut and so on Trus may derail the study. At
urnes tea'll n embers are not prepared to actually
compare gaDS As a esult hey gather information
that are not relevant to the s udy earns must be
counseleu 50 that they do not become tourists
during t 1e site vrsu Another problen that hinders
(he benct1narktng ef art from progressing smoothly,
especially the first bencnrnarkmq effort IS thaI due to
poor note ta~ll)g fhls may lead to deSigning
rmoroverne-its based on Incomplete or Inaccurate
mtorrnallon Every member of he team shoutd have
the same copy of tne quesnonnaire When the
quest on !S asked. everyone S ould wnte down the
answer they hear

Sorneumes teams have lfflcut In understand g
tne (lata collected. because the tJencr""~'k
cornoarw uses different set of metncs The problem
IS ge!hng aoorcs to apples comparrsor- This mav
necessrta:e repeated calts to try to understand the
dati) Deve.on ng a good retauonshrp With toe
oencnrnarktng paltne' woulo make trus on gomg
excnanqe of Information possible

6.0 CONCLUSIONS AND RECOMMENDATIONS

Tms paper suggests tnat benchmarking cOLld oe
used by our local Industries to match and eve be
ahead of tnerr competition. A oescnption of the
bencnrnanonq process was provided. The gUJdehnes
anc ramewo k for Its application and the potential
Irlplementatlon problems were discussed
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