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Abstract

In contemporary business environment, business excellence is an inevitable condition
for the long-term survival, growth and development of an enterprise. Business Excellence
implies permanent improvement of all business processes and activities, which ultimately
contributes to improvement of long-term and sustainable enterprise effectiveness and
creation of value for all stakeholders. Hence, the paper discusses the concept of business
excellence and possibilities of application of the model of business excellence in order to
define metrics and self-assessment of business processes and activities. The enterprise
inevitably implements innovations in business, but the question is whether the innovations
are economically justified or not. The aim of the paper is to highlight the significance of
self-assessment in the enterprise and the role of the EFQM business excellence model in
the analysis of efficiency and effectiveness of the applied innovations. The research results
prove that it is possible to apply the EFOM model in the process of self-assessment of
business process performances before and after the application of innovations. Practical
contribution of the research is reflected in the development and application of authorial
database model and suggesting the solution for self-assessment based on EFQM 2013
methodology.

Keywords: business excellence, EFOM model of business excellence, self-assessment,
innovations of process, quality documents
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IMPUMEHA EFQM MOJEJIA ITIOCJIOBHE U3BPCHOCTH
Y ITPOLHECY CAMOITPOIIEHE ITIOCJIOBHUX ITPOLIECA:
CTYIUJA CJIYHAJA

Ancmpakm
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noopazymesa mpajHo ynanpehere Ceux NoClo6HUX Npoyeca U aKmueHOCMU, WMo
V Kpajrooj IuHUju OONpUHOCU NOOOBUIARY OY20pOUHEe U 00pXCcUBe eheKmUBHOCHU
npeoyseha u cmeaparsy 6peonocmu 3a cee cmejrkxonoepe. Cmoea ce y paoy pazmampa
KOHYenm NociogHe U3BPCHOCMU, KA0 U Mo2yhHocmu npumeHne mooena nociogHe
U3BPCHOCTU Y YUbY OeQUHUCAFA MEmpUKe U CAMONPOYeHe NOCL08HUX Npoyecd
u axmuerocmu. [Ipedysehe HeuszbexcHo npumersyje umosayuje y noCio8amy, auil
je numaree Oa nu Cy uHOBAYUje eKOHOMCKU onpasoane uau He. Luw pada je oa ce
ucmakHe 3Hauaj camonpoyere y npeoysehy u ynoea EFOM mooena nocnosue
U3BPCHOCTU Y GHATU3U ePUKACHOCTIU U eHeKMUBHOCTIU NPUMEREeHUX UHOB8AYU]A.
Pesynmamu ucmpascusarva ookasyjy oa je EFOM moden moeyhe npumenumu y
npoyecy camooyerusarsa NepHopmManc NOCI08HUX npoyeca npe u nocie npumeHe
unosayuja. IIpaxmuynu 0ONPUHOC UCMPAXCUBAILA 021€0d Ce Y PA36OJY U NPUMEHI
Modena aymopcke baze nooamaxa u AniuKAmueHoZ peutersa 3a camoOyerusarse
3acHosaroe Ha memooonocuju EFQM 2013.

Kwyune peuu: nocnosma usepcrocm, EFQM moden nocnoene usgpchocmi,
camonpoyena, unosayuje npoyeca, Keaiumen.

1. Introduction

A contemporary enterprise is faced with numerous challenges and environmental
threats. Managers are forced to permanently take measures for improvement and carry out
the principle of productivity, cost-effectiveness and profitability in practice. This means
that on the one hand, they have to work on improvement of enterprise efficiency in order
to achieve economically sustainable competitiveness along with respect and satisfaction
of requirements of various stakeholders related to enterprise functioning (socially and
ecologically sustainable competitiveness) (Despotovic et al., 2016). Considering the fact
that managing the relationships with all relevant stakeholders has a strategic significance
for long-term success and existence of an enterprise, the authors Perrini &Tencati (2006)
emphasize that measuring the success of a corporation should not be limited to fostering
values for one interest group exclusively, i.e. owners-shareholders, but for all stakeholders.
This approach resulted in adopting holistic and comprehensive model of measurement and
managing the business success of an enterprise. The model is extremely flexible; it combines
traditional, accounting criteria of performance with those which assess the success of an
enterprise in satisfaction of interests and demands of stakeholders, significant for long-term
maintenance of the enterprise profitability. Hence the necessity for implementation of the
concept of business/organisational excellence - BE appeared.

There is no world standard of excellence model; it only includes a creative framework
of criteria which, using benchmarking and self-assessment model defines the achieved level
of excellence. Excellence models include structural criteria which evaluate the management
level of an organisation.

In order to achieve business excellence, the enterprises worldwide adopt certain
models of quality increase. The most recognised world models are defined and promoted
by "European Foundation for Quality Management - EFQM, Japanese Union of Scientists
and Engineers — JUSE and National Institute of Standards and Technology — NIST, US
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Commerce Department”. Their efforts resulted in increased satisfaction of clients, reduction
of expenses, greater reliability and quality. However, in certain cases, the dependency on
such models made companies focus on the obtained award at the expense of preservation of
sustainability.

All models of business excellence are grounded on the truth that the enterprise will
achieve best results by including all employees in the activities of permanent improvement
and innovation of own processes and products (Heleta, 2008). According to this concept,
the models also include continual quality self-assessment, which is a methodical and well
planned re-examining of the enterprise’s activities and outcomes, realised through the
applied excellence model. Self-assessment is a useful and constructive model of focusing
and prioritising the efforts in continual improvements and innovations, as well as their
model of measuring the progression which is permanently repeated. The method is oriented
towards constant solutions, increase of competitiveness and long-term results (Nedi¢, 2015).

Thus, the focus of this paper is the application of the model of business excellence
in self-assessment of an enterprise. The aim of the research is firstly to emphasize the
significance of business excellence in contemporary business environment and then to point
out the effect of one model of business excellence, i.e. EFQM to the self-assessment process
(Suéarez, Roldan & Calvo-Mora, 2014).

In line with the defined subject and aims of research it is possible to define an initial
hypothesis that it is possible to apply EFQM model of business excellence in the defining and
realisation of the self-assessment process of the enterprise (Tutuncu & Kucukusta, 2009).

Starting from the initial presumption, the qualitative methodology was relevant
together with the model of database and application solution for self-assessment by using
EFQM 2013 (EFQM Model in Action, 2016). By using the method of synthesis and induction
based on theoretical and empirical research of various authors related to the application of
business excellence model, the synthesis of diverse attitudes was done, which resulted in
general conclusions about the significance of application of business excellence model in
contemporary business environment.

The paper is structured in the form of three thematically completed wholes. The first
part presents conceptual bases of business excellence. The second part provides a review of
the preceding studies related to the application of business excellence model. The third part
presents an original model of database and suggests the solution for the self-assessment of
an enterprise.

Finally, pursuant to the results of practical implementation of the developed application
solution, the appropriate conclusions are made and the attitude about the validity of initial
hypothesis is adopted. In continuation of final considerations, scientific and practical
contribution of the research is pointed out, the limitations are identified and the proposed
direction of further research is proposed.

2. Conceptual bases of business excellence
Traditionally, managers rely to financial criteria in order to assess performance and make
some business decisions. Domanovi¢ & Bogicevi¢ (2015, p 272) point out that “in addition to

indisputable possibilities provided by financial criteria, it is necessary to point to their deficiency
and incompleteness, necessary in the assessment of the enterprise performance... financial
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reports are a retrospective presentation of business-financial life of an enterprise on the certain
day or for a certain period, and as such, make possible the identification of historically oriented
financial criteria of the enterprise performance. ... The complexities of accounting rules, which
are often subject to changes, together with the discretion of a manager to numerically design
financial reports are a specific problem in the assessment of the enterprise performance.”

Domanovi¢ & Bogicevi¢ (2015, 272) emphasize that complete relevant information for
assessment of the enterprise performance is not available, and some is impossible to asses. To
rely on financial indicators only is like a ride with the help of rear-view mirror. Or, as Kaynes says
“Thereis a danger of expecting results of the future to be predicted from the past.”” (Winslow, 2003).
However, the maintenance of competitiveness in contemporary business environment demands
rather holistic approach to measurement of performance. Even when the initiatives of total quality
management were applied in practice, effectiveness still remained a challenge. (Dubey, 2016, p.
60). At the same time, business leaders searched for the definition of business excellence.

Business excellence is a result of utilisation of "philosophy of total quality management”.
Total quality management — TQM implies provision of quality in all segments of business in
an enterprise and in relationships with all stakeholders (providers, employees, consultants,
shareholders, creditors, etc.). The models of business excellence and total quality management
enable the measuring of satisfaction of customers, employees and shareholders at the same
time. Business excellence is a section of total quality management because it is developed on
the same values. Total quality management and business excellence develop their philosophy
from good experience and practice of successful companies (Domanovié, 2010, p. 164).

Models of business excellence (Figure 1) are based on the concept that it is necessary to
respect the interests and requirements of all stakeholders which are by any means connected
with the functioning of an enterprise. The perspectives of stakeholders are obvious "in the
excellence model of European Foundation for Quality Management and National Award
for Quality — Malcolm Baldrige". Domanovi¢ (2010, p. 165) points out that "business
excellence model of European Foundation for Quality Management — EFQM appeared at
the moment when ‘quality’ and ‘total quality’ reached their peak in the mind of managers.
Advancement towards quality was conditioned by acceptance of ISO 9000, the international
standard focused on the systems of quality in business. As a response to this trend, numerous
companies that aspired towards quality searched for the models of business description by
using numerous characteristics, which implied a step further from pure observation of the
systems of internal quality.”

Emt

P:ggle Results
’ 10%
Policy & Business
Leadership StratZ Customer Results
10% o9y Results15% 15%
10%
Partnership & Society
Resources Results
10% 0%

Figure 1 Generic model of business/organizational excellence
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This model of thinking and acting led to the establishment of "European
Foundation for Quality Management — EFQM” and publication of the model of
"business excellence”. Plowman (2001) points out the model of business excellence
which includes 9 elements (Fig. 2). Five elements are known as inputs (enablers),
i.e. everything that contributes to the realisation of results, while the remaining four
elements are results. Each element is weighed and looking as a whole, the enterprise
which is said to have 80% or more points is said to have achieved excellence in its
business. In Europe such a positive outcome allows the enterprise to compete for
annual European Quality Award- EQA.

People
10%

Business

Policy & Customer Results

Leadership

10% s";%‘;,igy Results15% 15%

Partnership & Society
Resources Results
10% 10%

e B o

Fig. 2 Model of European Award for business excellence
Source: Modified according The EFQM excellence model in action (2000); Plowman,
(2001, 21); Domanovi¢, (2010, 166)

Kanji (2002, p. 7) points out that "EFQM and European Organisation for Quality”
define organisational excellence as a "model of functioning which enables the enterprise to
achieve balanced satisfaction of stakeholders/constituents (i.e. buyers, employees, society
and shareholders) thus increasing the probability of long-term success.” The author points
to a few models of business excellence based on TQM philosophy such as (Kanji, 2002, p.
16) "Kanji's business excellence model (KBEM), Deming award, ESOM excellence model,
Malcolm Baldrige national quality award (MBNQA), Ericsson business excellence model
(EBEM), Balanced Scorecard (BSC), Lynch and Cross performance pyramid, ISO 9000,
Capability maturity model (CMM)".

These models are to a great degree based on TQM theories, but are different in the
scope and approach. Some models are more oriented to results, while other ones are more
procedurally oriented. There are three awards such as: Deming, MBNQA and European
quality award (EQA). Some models demand external evaluation of performance, while
other ones serve for "self-assessment” of business success (Kanji, 2002, p. 16-39).
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3. The previous research related to the application
of business excellence model

Sheikholeslam & Emamian (2016) point out that as much as market competitiveness
increases, the relationship between organisational performances and the practice of total
quality management becomes stronger and more positive. In aim to improve the customers’
satisfaction and business excellence, the role of "total quality management” becomes
unavoidable and essential. The customers’ satisfaction is one of the highest assessed aims in
the application of the concept of total quality management. Particular organisational practise
and employees’ perceptions of the principles of quality management could be associated,
eventually leading to the customers’ satisfaction. The customers’ satisfaction can lead to
business excellence. Together with other related factors the employees’ satisfaction could
lead to both customers’ satisfaction and business excellence.

Gomez-Gomez et al. (2016) investigated weight factor dimensions in EFQM model
and concluded that depending on methodology used for weight factor assessment, weight
factor could be different from those in basic EFOM model. The authors suggested that
managers should define weight factors for each element in the model in accordance with the
characteristic of an enterprise. "Leadership, strategy, partnership, resources and processes”
could be more or less important in the creation of success, depending on the specific situation
in the enterprise.

Ismyrlis & Moschidis (2015) conclude that ISO standards are universally adopted and
applied in all companies and countries. 7QM model is still in practice. On the other hand,
many other models of quality management are not very popular in Greece, such as kaizen,
quality circles, and PDCA circle and excellence models. Besides, the authors point out that
it is the size of an enterprise, not its sector that influences the level of application of tools/
techniques.

Kralj (2016) investigates the model of "business excellence based on EFQM model”.
The model of sustainable excellence is holistic and integrates various excellence models
pointing to possibilities of their complementary application.

"National Institute of Standards and Technology (NIST)” (2015) indicates the changes
in 2015-2016, pointing out that a holistic view of making effective management decisions
is implemented in increasingly complex and competitive external environment. Therefore,
it is necessary to reconsider the criteria for assessment of business excellence due to rapid
changes in business and social environment.

Dubey (2016, p. 64-69) suggests a new model which overcomes shortages of the
already established models of business excellence measurements. Beginning with EFOM
model as a base, he suggests the model which presents various enablers in each stage of
development towards agile model of business excellence. The enablers from the first to the
fifth stage of development will provide flexibility and dynamism necessary for customization
in the final stage. In the final stage of development, the model is adjusted to geopolitical
factors, national and organisational culture, size and type of organisation, corresponding sub
criteria, functions and sectors, so that the model becomes suitable for a specific organisation.
The enablers of development in certain stages are flexibility, strategic causes, integration with
the model, balance sheet results, fine tuning, comprehensiveness and level of model tuning.

In their research Safari et al. (2012) are focused on human aspects of EFQM model
by examining correlation between the criteria of employees from the aspect of enablers of
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EFQM on the one hand and on the other hand from the aspect of results i.e. the satisfaction
of employees. According to the research results, the criterion of people is strongly connected
with the criterion of results of people. Also, their conclusion was that companies should not
be focused on a few sub criteria only, but should be devoted to each sub criterion, i.e. to
approach the model in a balanced way as a unique whole.

Milovanovi¢ (2014) examines the influence of the application of concept of total
quality management on the profitability of an enterprise in the domain of hotel management
in the Republic of Serbia. The author does not find the existence of clear connection between
the concept of total quality management and hotel profitability, but he points out those
limiting factors are a possible reason of such results. This finding is especially unexpected
because the existing level of implementation of total quality management in the hotels in
Republic of Serbia is relatively high. Potential reason of this can be found in insufficient
understanding of hotel managers of the significance of the implementation and practical
application of TQM.

Radosavljevi¢ et al. (2015) analyse "business performance of small and medium”
companies in the Republic of Serbia pursuant to EFOM model criteria. The results of
research show that the number of small and medium companies with SO certificate is very
small in comparison to the developed countries, while the number of small and medium
companies which apply EQFM is even smaller. The results of research show that the stated
model has positive implications on the business of small and medium companies. The results
concerning customers, employees and key business results are the links which should be
improved in order to achieve business excellence in future.

4. Analysis of excellence self-assessment by using
EFQM 2013 methodology

Self-assessment is a multidimensional method of permanent and systematic re-
examining in the process of continuous improvement and innovations of business processes
as following:

*  What have we achieved?

*  The possibilities we have for further improvement and innovations

»  The gap between actual and expected results

In aim to perform "self-assessment according to EFQM 2013 methodology”,
the "analysis of current questionnaires (EFQM Model in Action, 2016; Guide, Business
Excellence Matrix-User, 2013)" in all nine criteria was done; thus the database model was
modified and developed together with the solution suggestion for self-assessment (Fig.
3). The solution suggestion enables the instalment of the programme on the enterprise
computers as well as "continuous process of self-assessment” by using this methodology.
Thus, the requirements for assessment of nearfly momentous position of an enterprise are
provided together with the identification of its key advantages and domains of progress. The
succeeding formula presents a mathematical form of the self-assessment model:
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9 ZGSubC(i’j)

_ o | =l

R=600-> W.(i)-| F— (1)
i=1 m
where:

i - principal criteria of the method (from 1 to 9),

j - subcriteria of each of principal criterion (from 1 to minimum m=7 and
maximum m=9, respectively)

W. - fixed weight factor for each of main criteria (from 1 to 9 with values 0.1 or 0.15
in accordance with Fig. 2), so the scoring limited to 600 points.

Gy, -  gradeasweight factor for each of “subcriteria (from 0 to 4 where 0 brings 0%;

1 brings 25%; 2 brings 50%; 3 brings 75%; and 4 brings 100% points “ which
is brought by sub-criterium in line with the coefficient of weight and number
of corresponding subcriteria into a criterion)

QSA - Quality Self-Assessment

[.] Assessments
software solution EEEEE; )

Cleelel e SRORULEN | | SybCriteria
methodology i Coades
el LR ER ) Descripive Grades
__| Organizations/Enterprises
| Help
.| Exit Application

Figure 3 Main self-assessment software menu

The need for implementation of software in the implementation process of business
"excellence model” enlarges with the growth of an enterprise size. The application of
software encourages the changes in business processes. Some authors point out that an
enterprise in contemporary business environment should use various performance indicators
in magererial purposes (Krsti¢, Sekuli¢, & Ivanovi¢, 2014), financial and non-finacial (Krstic,
2009). “Proper combination of traditional performance criteria, support them with Web
analytics and get connected with vision and strategy in order to provide a holistic approach
to the organisation” (Domanovic (2016, 164). In addition, software provides faster and more
continual development of corporate culture of self-assessment and expands the base of self-
assessment to practically all stakeholders in the enterprise.

In particular research, the database of solution suggestion is initially made in line
with EFQM 2013 demands, but the users might adapt and expand the defined criteria and
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subcriteria, change their weight factors and scientific assessment. This allows the possibility
of fine tuning of the applied methodology according to particular needs of an enterprise
(Gémez- Goémez et al. (2016).

Besides the numerical assessment, we could give descriptive comments to each
criterion regarding "a) the existing advantages and b) the domain of improvement of
an enterprise for the segment of business to which the observed criterion is related. The
programme also supports the entry of these descriptive comments, but they are not taken into
consideration during the analysis".

In line with the defined EFQM 2013 model, the assessment is made for every
subcriterion within these nine criteria (Figure 4)

(Al I

File | Menus  Home  (Creste  EitenalData  Data

DTitle of A 1(AP1.A before innovatii « olware solufi
VEELTEEIIP1IQDMS there is no software support | Rl UElaty

Da 1112013 Diagra Q |

114 QDMS is not used, a self-assessment before implementation process =
innovation v

Results Comments

SubCriteria

' Wehave indicatrsto measure our procuctvty
\—Hlnd our overall operational

7| We compare our performance with benchmarks for
2 L the indicators measuring our business results.
=
& ur iWe achieve the quantitative goals we set for the G E &
H L‘}indicﬂon measuring our business results. 0 No Evidence/ Don't Know
.g‘ Ul iWe have indicators to measure our innovation | 1 We have plans!
= | performance. On our va
| g/g | We understand the rationale behind the evolution 3 Closetogood!
___ of the indicators measuring our business results. 4 Fully done
. "2',5'1 iWe have indicators measuring our market and . _1 L:
. sales
. Mﬂ We measure our financial health with an o
iate set of indicators.
. @ We have positive trends over the past three years . v
for the indicators measuring our business results. =
Recort: 4 ¢ »onr |G unfiterea [searn |

Record: 4« [Tof8 | b M v [ o Fiter

Figure 4 Form for entry and updating of self-assessment results
The review of results is realised in the reviews which present comparable results

for two or more selected self-assessments. Thus, the improvement, i.e. the change of the
attained business excellence is presented expositorily and numerically.
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I P4_A before innovation [l P4_B after innovation
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'We measure our financial health with an appre
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approprists set of indicators
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marsst and saies performanc.

BSR/8 BSR/2

'We have indig ti our pi
«overall operational performance.

ivity and our

Wa hava indicators to maasura our
proguciviy ang our cverai opsraional
parformance

We have indi 1
performance.

our i

Wa hava indicators to maasura our
inncvaon performancs.

BSRIT

\We have positive trends over the past three years for the
indicators measuring our business results.

Ws have posiive trends over the past
thres years for tha indicators measuring
our busines: resuss.

'We achieve the quantitative goals we set for the
indicators measuring our business results.

W achies the quantiative goais w 26t
for the indicators measuring our
business resuts.

BSR/6 BSR/4

'We compare our performance with benchmarks for the
indicators measuring our business results.

Wa compars our parformance win
benchmarks for the indicators
maasuring our business resuts.

BSR/5

'We understand the rationale behind the evolution of the
indicators measuring our business results.

We ungerstand ta raSonais benind the.
svotufion oftns ingicators measuring
our busingss resuts.

Figure 5 Diagram for presentation of sub criterion results
(with a description of a sub criterion)

The Figure presents the review for sub criteria by one selected criterion, while Figure
6 shows a summary review of two self-assessments by all criteria of the model.

O P4_A before innovation  [1P4_B after innovation

BSR Title: P4 A before innovation  1/1/2013
0% Criteria Score Weight  Best
LDSILEADERSHIP 14 10 50%
ST6 CSR PEP/PEOPLE 19 10 53%
STG/STRATEGY 7 10 50%
PSRIPARTNERSHIPS& RESOURCES 11 10 53%
SCR s PPSIPROCESSES, PRODUCTS&SER 14 10 43%
PPRIPEOPLE RESULTS 16 10 57%
CSRICUSTOMER RESULTS 33 15 53%
SCRISOCIETY RESULTS 710 13%
oSR oEp BSRIBUSINESS RESULTS 33 15 73%

P4 B after innovation 1/1/2014

PPS PPR Score Weight

STG J—— LDSLEADERSHIP 2 10 50%
SCR e PEP/PEOPLE 4 10 53%
PSR 1 STG/STRATEGY 14 10 50%
pog T PSRIPARTNERSHIPS& RESOURCES 25 10 53%
PPR | : PPSPROCESSES, PRODUCTS&SER 32 10 43%
PEP | PPRIPEOPLE RESULTS 25 10 5%
LDS s e CSRICUSTOMER RESULTS 42 15 53%
CSR | . \ \ SCRISOCIETY RESULTS 710 13%
BSR : - - BSR/BUSINESS RESULTS 52 15 73%
] 10 2 W 420 50 [T TOTAL 253 208

P4_Ahbefore innovation M P4_B after innovation

Figure 6 Summary review of self-assessment results of enterprises before and after

the process innovation

Practical use of application solution was carried out as a joint analysis of a group of
case studies, focused on the realisation and analysis of self-assessment of the organisation
before and after the implementation of innovation of one of core business processes (i.c. one
of the realisation processes). In wider sense, the influence of various implementations of
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"Quality document management system (QDMS)” as a catalyser and innovation prototypical
platforms on the process of innovation of business procedures were examined, depicted in
detail in the paper Nedic et al., (2016), schematically presented in the Figure 7. "The observed
companies made self-assessment before and after the implementation of innovative software
solutions” as a support to the defined core process. The results are presented in the form of
graphic a) separately per enterprise (Fig. 8); and b) and summary (Fig.9).

' Approach

Results

process

Assess

and Refine «

Figure 7 Presentation of QDMS as a catalyst and innovative prototypical platforms
and its influence on business excellence

Tobemore precise, the presented analysis utilised the data obtained from four projects (four
case studies) where software solutions were deliberately developed and implemented in order to
support this innovation processes in four production organisations, whose structure belonged to
small and medium companies. The mentioned innovative projects engaged approximately the
same resources in the realisation of innovation. The observed enterprises implemented ISOO
9001 metasystem and therefore a certain "form of documentation management” (Eri¢ & Nedic,
2010). The companies taken as subjects of study cases were selected in the way to provide the
follow-up of the influence of both domain and scope of "implementation and exploitation of the
developed QDMS on management of innovation process”.

The Table includes the review (by companies which were the subjects of case studies)
of descriptions of corresponding forms of QMS documentation, business processes and
implemented innovations of the processes.

Table 1 Analysed enterprises/companies

Enterprise | The form of implemented | Process/subprocess which Description of
code QDMS is innovated innovation
QDMS software solution .
raw milk subprocess
Implementation of
The enterprise uses QDMS Sty o el A software for support to
P2 only in the domain of QMS : subprocess of transport
. transport of raw milk -
documentation transformed into
outsource

EEX=] ECONOMICS OF SUSTAINABLE DEVELOPMENT

45



http://www.ekonomika.org.rs

The enterprise uses extended
P3 QDMS with management of

The process of production | the loss of raw material,

Implementation of
software for follow up of

to data from records (ED)

of dairy products semi-manufactured
Qe P goods and finalized
products in the process
The enterprise uses QDMS
with management of drafts, | The process of analysis, Implementation of
P4 records and system for contracting, supply and software for support to

publication and subscription | transport of raw milk.

whole process

In Figure 8 separate radar diagrams are presented for each enterprise, which provide
parallel interpretation of the results before and after the innovation of the process in amounts

of percentage for each EFQM criterion.

e batore Inavvatlon: [ PLafter nnovation
B

] P2 after Innovation
BSR

1 P2 before Innovation

P1 enterprise > QDMS without software support

P2 enterprise > QDMS with software support in basic
documents domain

L1 P3 after Innovation
BSR

I P3 before Innovation

1 P4 after Innovation
BSR

I P4 before Innovation

P3 enterprise > QDMS with software support in basic
documents and records domain

P4 enterprise > QDMS with software support in basic
documents and records domain, extended with users
drafts and ED (event driven) functionality

Figure 8 Review of results (%) of self-assessment of companies before and
after the innovation of process
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Discussing the summary results the value of acquired points by EFQM 2013 model of
business excellence is presented a) before the implementation of process innovation, b) after
the implementation of process innovation and c) the obtained difference (Fig. 9)

m difference (after - before)
@ before-process innovation
W after process innovaﬁon

Figure 9 Summary results of self-assessment by EFQM

From graphic interpretation of the derived results, we might conclude that the biggest
relative improvement of business excellence after the innovation implementation process is
found in P4 Enterprise where QDMS with the most comprehensive extension of domain was
applied. The most balanced improvement in business excellence was made in P2 Enterprise
which applies QDMS in its basic domain (management of "QMS documentation”).

Application solution for self-assessment of companies by EFQM 2013 methodology
was thus applied within wider research and development of innovation management model.

5. Conclusion

Business excellence is an unavoidable condition of long-term existence, growth
and development of an enterprise in contemporary business environment, characterised
by extremely high dynamism, complexity, heterogeneousness, uncertainty and
unpredictability. In such business conditions, managers are forced to continuously
find new models of improvement of efficiency and performance of use of available
resources (human, intellectual, and material, financial, market, strategic and other). The
quality of enterprise business is best confirmed by external stakeholders. However, in
order to achieve long-term business excellence, it is important to make self-assessment
of business processes and activities. This is aimed at comparing the real with target
values of performance of business processes, in order to identify positive or negative
deviations and define and take corrective measures to remove negative deviations and
stimulate positive deviations. Hence, an inexhaustible need and unappeasable thirst for
improvement of efficiency in contemporary business environment become initial triggers
in the process of invention of “excellent” models of measuring and managing business
performances.
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Business excellence is an outgrowth of total quality management because it is
established on the identical vales. Total quality management and business excellence
developed their philosophies on good experience and the practice of successful companies.
The perspective of stakeholders is obvious in the model of excellence of European
Foundation for Quality Management and National Award for Quality — Malcolm Baldrige.
"Business Excellence Model of European Foundation for Quality Management — EFQM”
appeared at the moment when "quality” and "total quality” reached their peak in the mind
of managers. Advancing towards quality was conditioned by acceptance of ISO 9000, the
international standard focused on the systems of quality in business. It was a step further
from the system of internal quality.

By comparative analysis of characteristics of various models of business excellence,
it can be concluded that no model per se provides answers to all relevant questions on the
pathway of long-term success of the enterprise. Only by integrative and complementary
application of alternate models of business excellence it is possible to improve internal
quality of products and business processes and external quality directed towards the
relationships with all stakeholders (Krsti¢, Pesi¢, & Andelkovi¢, 2010). However, here the
question of possibility of application arises from separate models of business excellence in
practice and application of such integrative and holistic model. This normally needs much
knowledge, energy, capability, goodwill of not only managers and employees but also of
all partners and constituents who are in any way involved in functioning of an enterprise.
Besides, the question is what outcome of expense analysis and benefits of application of
such model in practice would be. The paper shows the research results of domestic and
foreign authors who point that the answer to this question still has to be searched for. In this
sense, the role of information-communication technologies is significant. Domanovi¢ (2016,
158) points out that “starting from the demands imposed to a contemporary enterprise by
strategic and operational management, aimed at successful implementation of the model of
business excellence it is necessary to automate systems of management and measurement.
The main advantage of the application of software is seen in time saving, which would
otherwise be spent on activities which do not add any value. However, implementation and
application of software has its price, which includes both the costs of implementation and
exploitation together with the compensation for use (license).”

Scientific contribution of this research is found in pointing out both the significance
of measuring business excellence and self-assessment of an enterprise in contemporary
business environment. Particular business excellence models were mostly treated in the
literature, pointing to advantages and disadvantages of their application, but little attention
was paid to comparative analysis of various business excellence models as well as
possibilities of their integrative application. It is not only significant for the companies that
act in contemporary business environment to apply business excellence models, but also to
try to use certain models complementary. The results of the research show that it is possible
to do self-assessment of excellence based on EFQM model.

Practical contribution of the research is found in the development and application of
authorial model of database and application solution for self-assessment based on EFQM
model. This is especially important to the enterprise managers, because it allows self-
assessment of business activities and processes, to identify deviations of real in comparison
to target performances of business processes and define and take measures for improvement
of business processes in the future.
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However, it is especially important to accentuate the next limitations of the conducted
research. First, the paper presents only the review of research related to application of
separate models of business excellence, but not comparative analysis of the presented
models. Second, the paper discusses only one model of business excellence, EFQM model,
which was applied in the analysis of self-assessment of business excellence. Hence, further
research could be directed towards empirical research of the effects of alternate models of
business excellence on the efficiency of an enterprise, and creation of appropriate software
solutions for assessment of excellence based on other business excellence models, such as
Balanced Scorecard. The third limiting factor of practical part of research could be found in
the sources of data used in analyses. They were primarily obtained from the representatives
of owners and management of the observed enterprises. Since they were the bearers of key
decisions in the observed enterprises, there is a real risk of partiality of the obtained data,
which might be avoided by future expanding the basis of self-assessment sources to all
stakeholders of enterprises.
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