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attempted to track market-perceived quality -- how buyers select among  competing  suppliers, why orders are won or lost, and which
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strateg ic manag ement. Drawing  on his extensive research at AT and amp;T, Johnson and amp; Johnson, Parke-Davis, and other world-class
companies, Gale provides new metrics for market-perceived quality that are straig htforward and easy to interpret. His set of seven integ rative
tools for customer value analysis makes up the heart of the war room wall to help g uide business-unit teams in their eHort to outperform
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described in this book provide an insiders perspective on the criteria of the Baldrig e Award. Bradley Gales insig hts and innovative methods for
defining , measuring , and improving  market-perceived quality will create an entirely new thrust for the worldwide quality movement....
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