Provide a matrix comparing the commonalities and differences in quality among each industry: 
Manufacturing 
Service 
Non-Profit 
Government

	Industry
	Manufacturing
	Service
	Non-Profit
	Government

	Manufacturing
	
	Commonalities:

1. Need for optimism

2. Need to broaden the definition of innovation.

3. Get serious about process innovation.

4. Benchmark innovative companies.

5. Need to unleash the creativity of the people.


	Commonalities:

1. Benchmarking for best practices

2. Productivity.

3. Providing implementations from different companies and organizations.

4. Merit systems and principles.

5. Personnel admin by personnel department.

6. Performance appraisals and merit based pay.
	Commonalities:

1. Continuous improvement.

2. Focus on management planning and workforce involvement on improving current and future quality.

3. Process measurement.

4. Quality goals and objectives.

5. Total participation in organizations.

	Service
	Differences:

1. In service implementation is difficult.

2. The TQM mindset is not there in service.

3. The reward system is not in place in the service industry.

4. Money incentives not in place in service industry.
	
	Commonalities

1. Active participation from top management.

2. Need to imbibe TQM mindset.

3. Need to install a reward system that gives cash rewards.

4. Need to move away from token awards.
	Commonalities:

1. Need to form work groups or teams. 

2. Need to focus on the customer.

3. Need to have TQM will a long-term focus.

4. Need to adapt TQM as a valuable management philosophy.

5. Need to have and use a set of quantitative tools and techniques.



	Non-Profit
	Differences:

1. In non-profits innovation is not given much importance.

2. Process measurement is given importance in non-profits not process innovation.

3. Benchmarking is well developed in manufacturing but not so in case of non-profits.

4. Market forces manufacturing to be innovative.
	Differences:

Benchmarking is targeted to elected officials, government managers and citizens who want to evaluate their public services.

In case of services, the benchmarking is targeted to white collar workers, senior managers and the customer services standards.
	
	Commonalities:

1. Need to reduce costs.

2. Need to improve quality.

3. Developing accurate performance data.

4. Need to implement quality of service measurement concepts.

5. Active need for process change.

	Government
	Differences:

1. Government agencies are laggards in using TQM.

2. Government’s customers are not well defined. 

3. Government agencies are serving too many competing groups to be truly customer focused. The government has to serve citizens, interest groups, member of Congress and even opposition.
	Differences:

1. There is less than welcome response to initiative. For example. President Reagan’s productivity improvement initiative did not have an executive order requiring adopting TQM. Most commercial services make it mandatory to have TQM.

2. Government requires contractors to adapt TQM, service providers adapt it themselves.
	Differences:

1. In government organizations there is resistance if TQM is pushed down. In Non-Government there is initiative from the grassroots levels or from the users.

2. In government, organizations outside examples are given as a pretext for avoiding TQM. For example USA govt. pointed out that Japanese government did not adapt TQM. Municipal agencies are given examples of other agencies for benchmarking.
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