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Abstract

EFQM business excellence model contains nine criteria by which management of
enterprises may conduct self-evaluation to identify the level of business quality in order to
achieve business excellence. These criteria also form the basis for evaluating business
excellence of enterprises in the process of rewarding quality. This paper is based on
theoretical and empirical research aimed at identifying the usefulness of the EFQM model.
Through results of empirical research, the paper presents the state of small and medium-
sized enterprises in the Republic of Serbia from the perspective of the European
Foundation for Quality Management (EFQM) Excellence Model. We measured the level
of quality of business excellence elements in small and medium-sized enterprises in the
Republic of Serbia according to the methodology of the European Foundation for Quality
Management and conducted an analysis of results for each of the nine elements.
Subsequently, we gave further recommendations for managers. The aim of the paper is to
demonstrate to the scientific and professional community the insufficient level of business
excellence model implementation and the need for disseminating information about the
EFQM model, especially in small and medium-sized enterprises in the Republic of Serbia.
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AHAJIN3A NIOCJIOBHUX TEP®@OPMAHCH MAJIUX K
CPEAIBUX ITPEAY3ERA Y PENYBJIMIUA CPBUIN
INPEMA KPUTEPUJYMUMA EFQM MOJEJIA

AncTpakT

EFQM wMozen mocioBHE W3BPCHOCTH CAJAPKU JI€BET KPHUTEpUjyMa Ha OCHOBY
KOjUX MEHAlIMEHT mpezy3eha Moxe BPIIMTH caMOEBaIyalHjy paan HACHTH(HHKOBabA
HHBOA KBaJIUTETA MOCIIOBaKka, a y IIUJbY JOCTH3amka MOCIOBHE H3BpcHOCTU. OBH KpH-
TEpHjyMH NIPEACTaBIbajy U OCHOBY 3a OICHBahe OCIOBHE H3BPCHOCTH Npeny3eha n
y IIOCTYNKY HarpahuBama 3a KBanuTeT. Pam je pe3ynTaT TEOpHjCKOT M eMIIMpPHjCKOT
UCTpaKMBaKka YCMEPEHOT Ka naeHTH(uKoBawy KopucHoctd EFQM mozena. Pesynra-
TH EMIIMPUjCKOT HCTPAKHBaMka IMPUKA3yjy CTalke MAUX U Ccpedmux mnpemyseha y
Cp6uju n3 yria EBporckor Mozena mocioBHe U3BpcHOCTH. HuBO kBanmTera eneme-
Hara IOCJIOBHE M3BPCHOCTH y MallUM U cpeamuM npenysehnma y Penyomumm Cpouju
MEpeH je mpemMa MEeTOAONOrHju EBporncke oHpanuje 3a ynpaBbambe KBATUTETOM H
M3BpILICHA aHAI3a pe3yJiTara 1mo cBakoM oj 9 mojenuHavynux enemeHara EFQM mo-
Jena, Teé Cy Ha OCHOBY Tora (opMyincaHe Jajbe Impenopyke 3a MeHaiepe. Hamepa
ayTopa je Ja Hay4HOj M CTPYYHOj jaBHOCTH YKa)Ke Ha HH3aK HHMBO IIpUMEHE Mojela
MOCJIOBHE M3BPCHOCTH, Kao U Ha caMy noTpeOy mmpema nHdopmaryja o EFQM mo-
ZieTy, IOce0HO Y ManuM U cpeamuM npexysehuma y Cpouju.

Kibyune peun: mocioBHa U3BpcHOCT, kBasmreT, EFQM, maia u cpenma npernyseha,
nephopmaHce.

INTRODUCTION

In modern times, enterprises are facing global competition, intensive
development of science and technology, the need for increased environmental
protection, and increasingly demanding consumers. Since consumers are first
among the equal stakeholders, the pressure that proceeds from them represents
a significant initial impulse for the introduction of changes. In any case, as a
result of all these tendencies companies are trying to find an adequate response.
Initially, they reach for the adoption of 1SO 9000 standards and then implement
Total Quality Management principles, business process reengineering, Lean
and Six Sigma concepts, as well as models for achieving business excellence.

Total Quality Management philosophy underlies the business excellence
model. Through methods, requirements, and techniques, business excellence
models help enterprises to continually increase the level of business quality
and participate in competitions for prestigious quality awards, and thus prove
their commitment to excellence.

Since small and medium-sized enterprises (SMEs) are usually burdened
by a lack of capital, this limitation can and must be replaced by a focus either
on efficient use of limited resources or on quality (product quality, process
quality, and quality of business). Therefore, in SMEs the need to achieve business
excellence is even more emphasized compared to large enterprises.

The need for analyzing the success factors of SMEs stems from their
importance, which can be quantitatively expressed. Thus, for example, SMEs
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represent over 99% of all companies, employing more than two-thirds of total
employment, creating about 70% of total sales and 50% of total exports. Based
on these data it can be concluded that the attention directed towards SMEs is
completely justified. Hence, the objective of the paper is to identify the level of
business quality of SMEs, as well as the representation of the business
excellence model in this business segment.

BUSINESS EXCELLENCE:
THEORETICAL CONCEPTS AND EFFECTS

Excellence models allow internal evaluation of business (Dodangeh et
al., 2011), so the management can have available information about the
parameters relevant for improving business or about key elements of business
excellence at any time. Therefore, the implementation of business excellence
model is not a purpose by itself, but its introduction provides guidance for
improving performance based on self-assessment. By using a recognized
model of excellence for self-assessment, companies can identify the business
segments in which there are opportunities for improvement and they can
promote a systematic approach to the process of continuous improvement. In
this way, through self-assessment, continuous improvement has been promoted
(Ford & Evans, 2001). Likewise, with the exception of identifying weak links,
it is possible during self-assessment to identify strengths that should be further
improved and used as a source of comparative advantage against the competition.
In any case, the application of business excellence model is the precondition of
economic success and global recognition and image of the company.

Besides being the basis for self-assessment, business excellence models
are also the framework for rewarding companies on the basis of achieved
business performance. Thus, on the basis of rewards for outstanding performance
there are appropriate models of business excellence. Decision on rewarding is
made on the basis of certain criteria, which are actually elements of the business
excellence model.

According to territorial affiliation, companies in the Republic of Serbia
are particularly interested in the elements or criteria of business excellence
model formulated by the European Foundation for Quality Management
(EFQM). European Foundation was among the first to give the definition of
business excellence: “Business Excellence is a way of doing business that
enables organizations to achieve a balanced satisfaction of stakeholders (for
example, customers, employees, society and shareholders), thus increasing
the likelihood of long-term success” (Kanji, 2012, p. 7). The European model
of business excellence is known as the EFQM model. The first version of the
model was introduced in 1991. Although the principles on which the model is
built are the same, it was revised three times, first in 2003, then in 2010, while
the current version appeared in 2013 (www.efgm.org).

In addition to the above mentioned model, which is typical of companies
in Europe, there are a number of models that are used in other parts of the
world and that are the basis of adequate rewards, such as the National Quality


http://www.efqm.org/

928

Award in the United States (Malcolm Baldrige National Quality Award —
MBNQA), the Deming Prize in Japan, the Juran Medal award in Australia, and
the national rewards of New Zealand, South Africa, Canada, Finland, Norway,
and so on. However, the basic principles on which these models are based and
the elements on which business excellence is assessed are almost identical.
Therefore, due to its geographical origin, the model which is accepted in
Europe, the EFQM model, is discussed in more detail in this paper and used as
the basis for empirical research. In addition, based on the European model of
business excellence, a quality award was established in the Republic of Serbia in
1994 (Oscar of Quality).

The positive effects of the implementation of business excellence concept,
as well as models through which this concept is formalized, are confirmed by
numerous authors. Singhal and Hendricks (1997) show that the implementation
of quality management principles, which are bases of business excellence
models, has a positive impact on business results. They analyzed the performance
of 600 companies, which have been awarded for quality, and concluded that they
had managed to increase the value of the shares, operating profit, sales,
employment, and value of their assets. Specifically, the awarded companies
achieved 44% higher value of the shares. They also achieved 48% higher growth
of operating profits and 37% higher increase in sales. According to some
authors (Castresana Ruiz-Carrillo & Fernandez Ortiz, 2005), the significance of
the EFQM model lies in identifying the resources and capabilities whose
combination, according to the Resource-based theory, can provide
competitiveness, as the basis of competitive advantage. There are authors (Heras
Saizarbitoria, 2006) who represent the effects of the EFQM model on a scale that
can be both positive and negative. It should also be noted that there are no
negative effects and that the greatest positive effect was observed in employee
motivation and job satisfaction, reduction of the number of defects and quality
costs, increase of product quality and market share, as well as brand image and
customer satisfaction. Some authors analysed the influence of the EFQM model
elements on the technical and social dimensions of Total Quality Management
and, in the conclusions of their research, they confirmed the existence of this
influence (Bou-Llusar, Escrig-Tena, Roca-Puig & Beltran-Martin, 2009).

However, most of the research in the field of business excellence
model is aimed at identifying the elements that have a dominant importance,
i.e. those with significant increase as a consequence of implementing the
business excellence concept. In most studies, the attention was focused on
individual elements of the model. Of course, there are authors who sought to
identify the connection or causality between the individual elements of the
model (Bou-Llusar, Escrig-Tena, Roca-Puig & Beltran-Martin, 2005; Santos-
Vijande & Alvarez-Gonzalez, 2007).

In the case of Swedish and Spanish companies, the connection was
confirmed between the implementation of Total Quality Management and the
EFQM model, on the one hand, and achieving higher performance under the
auspices of the Quality Management, on the other hand, (Lagrosen & Lagrosen,
2005), and it was concluded that the implementation of the EFQM maodel helps
achieve competitive advantage, which allows enterprises to outperform the
competition (Santos-Vijande & Alvarez-Gonzalez, 2007). A study conducted
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in the UK also confirms the improvement of business performance in both cases,
in short and long term, in companies that effectively apply the principles of the
EFQM model (Boulter, Bendell, Abas, Dahlgaard & Singhal, 2005).

Regarding the application of most management tools and models, and
then regarding the EFQM model, the dominant opinion is that the excellence
model is applicable only to large companies. However, recently there has
been an increasing number of papers whose authors deal with the problems
and results of quality management and business excellence model application
in SMEs. The research conducted by Singhal and Hendricks suggests the
opposite conclusion, which shows that small companies have better results
compared to large ones (Hendricks & Singhal, 2001). After the implementation
of improvements, smaller companies, award winners, achieved 63% increase in
operating income, 39% increase in sales, 17% increase in return on sales, 21%
increase in employment, and 42% increase in assets. In the case of Portuguese
SMEs (Sousa, Aspinwall, Paulo Sampaio & Guimardes, 2005), the authors show
that this sector recognizes the importance of performance and quality
measures and use of appropriate tools, and that for the majority of SMEs the
initial step is implementation of 1SO 9001. The authors who conducted research
in Ghana (Fanning, Pesakovi¢ & Amaria, 2008), analysed companies that apply
quality management tools and principles and concluded that there were no
differences in the impact of quality management practices on the performance of
small and large companies.

The authors who studied the correlation between the EFQM criteria in
Iranian SMEs came to a similar conclusion, with a special emphasis on the
importance of two EFQM criteria: Leadership and Employees, which, in this
country, have the greatest impact on the concept of excellence (Sadeh,
Arumugam, & Malarvizhi, 2013). Unlike authors who sought to identify whether
it makes sense to apply the EFQM model and how its use affects the performance
of SMEs, there are those who concluded, based on research, that the most
suitable model for use in SMEs in developing countries is exactly the EFQM
model (Ismail, Darestani & Irani, 2011).

On the other hand, there are authors (Sousa, Aspinwall & Rodrigues,
2006) who concluded during their research that there is a gap between the
knowledge about the business excellence model in theory and its practical
application. This is supported by the research of the authors according to whom
the implementation of quality management systems and the business excellence
model in SMEs is at a very low level (Thomas & Webb, 2003). The point is that
managers of SMEs are aware of the importance and usefulness of the quality
management and business excellence models, but, despite this, principles and
tools that these models entail are either not used at all or not used properly.

RESEARCH METHODOLOGY

Bearing in mind that some authors concluded that the EFQM model is
adequate for SMEs, particularly in developing countries, but also that others
emphasized that the principles and tools proposed within this model are not
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applied sufficiently in this category of enterprises, there is a need to examine
the situation of SMEs in the Republic of Serbia. The importance of testing
and analysing SMEs stems from their importance for economic development
of the country, taking into account their contribution and participation in the
macroeconomic performance. The research methodology includes the definition
of the objectives and framework of research, sample, hypotheses and research
methods, methods of analysis, and presentation of results.

Research Framework

The aim of this research is to identify the elements of business excellence
that constitute potential sources of competitive advantage of SMEs, on one hand,
and the elements that are “weak links” of this business segment, on the other
hand. In addition, the EFQM model is used as the research framework, being a
tool for business excellence operationalization according to the European
Foundation for Quality Management. This model includes nine elements, which
are the criteria by which the progress of the company on the road to excellence
should be evaluated, as shown in Figure 1. In addition, the elements are divided
into two categories: resources and results. The EFQM model is based on the
logical assumption that there are interdependent internal links within the criteria
of resources and results. From Figure 1 it can be seen that the Leadership is in
charge of implementation of Strategy and Politics, managing Employees
(People), Partnerships, and resources of the organization, while those three
elements further influence Results through proper Processes. Results related to
customers, Results related to employees, and Results related to community
together affect the accomplishment of Key business results (Bou-Llusar,
Escrig-Tena, Roca-Puig & Beltran-Martin, 2005). The dynamic nature of the
EFQM model is reflected through continuous innovation and learning that help
the improvement of Resources, which in turn lead to improved Results.

Enablers Results

Learning and Innovation

‘

Figure 1. The EFQM framework
Source: Adapted according to EFQM Excellence Model, 2009, p. 8
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EFQM business excellence model expresses the state and level of
performance through the summation of 1000 points maximum. The distribution
of points shown in percentages per element is given in Figure 1 (Wongrassamee,
Simmons & Gardiner, 2003, p. 16), while the distribution of points shown in
absolute numbers is given in the following subsection. Based on the distribution
of percentages per element it can be seen that Results for Customers have a
slight advantage (20%) over other elements, which is logical because without
customer satisfaction there are no other business results. The next element is
Key Performance/Business Results with 15%, because customers are just the
base that provides results for enterprise owners, which are also some of the
key stakeholders. Processes (14%) are third in the group of leading elements
according to percentages. This confirms that the manner of providing customer
satisfaction (the manner in which resources are transformed through business
processes) is very important, since it influences customer satisfaction as well as
key business results.

Defining the Causes, Hypotheses and Research Methods

The case studies are focused on SMEs in the Republic of Serbia.
Requirements for the selection of enterprises in the sample are pre-defined.
They are as follows: possession of a certificate, application of the EFQM
model, and specific sectorial and geographical representation and size of the
enterprise. The most important requirements for enterprise selection were
size and possession of a certificate of qualitative standards from the 1SO 9000
series. Thus defined conditions confined the observed sample to SMEs that
have at least one certificate. Starting from the defined selection requirements
for the sample, empirical research was conducted on a sample of 57 SMEs,
whose management, business processes, performance, and potential for
improvement were evaluated using the “EFQM 2003” model of business
excellence. Observed enterprises are engaged in production, processing, and
distribution of metal products, electronic and IT industry, and packaging.
Their importance and impact on the economic development of the Republic
of Serbia is considerable. Data collected by empirical research indicate the
current state of SMEs in Serbia in terms of quality management and business
excellence. The intention is to establish the degree of use of the EFQM model
by SMEs and assess their distance from business excellence and opportunities for
achieving business excellence. Consequently, it is necessary to test the following
hypotheses:

1. SMEs in the Republic of Serbia apply the EFQM model

insufficiently;

2. The level of business excellence of SMEs in the Republic of Serbia,
measured based on the EFQM model, is low;

3. Elements of the EFQM model are on the same level of development
in the enterprises, in terms of the average number of points, or
average mark.

Methods of interview and direct observation were used to collect the

empirical data. In accordance with the requirements of the principle of empirical
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research, we tried to provide as much objectivity of collected data as possible. In
terms of time range, the survey was conducted twice at different time intervals,
while the measuring of characteristics was performed against the same set of
elements. Between the two measurements, enterprises were given 6 months to
improve their business performance by means of the EFQM model. State of
the business system in the model is expressed through the sum of a maximum
of 1000 points.

The criteria of the EFQM model (Conti, 2007, p. 119.) on the basis of
which the evaluation is performed are the following: Leadership (maximum
100 points), Policy and Strategy (80 points), People (90), Partnerships and
Resources (90), Processes (140), Customer Results (200), People Results (90),
Society Results (60), and Key Performance Results (maximum 150 points). The
Business Excellence Model is based on the evaluation of these nine key elements.
Each element contains a number of issues in order to perform the evaluation of
the business entity — the enterprise. In each enterprise the evaluation is conducted
by using a list with a total of 97 items for evaluation.

We used the method of statistical analysis to analyse collected data
and applied it to the data that concern the EFQM model elements, all using
the SPSS software. Descriptive statistics was applied primarily in order to
assess the level of each element of the EFQM model. The results of descriptive
statistics provide the basis for decision-making regarding the first and second
hypotheses. To confirm or refute the third hypothesis, it is necessary to apply the
method of analysis of variance. Through statistical analysis, we described and
analysed the results for each EFQM model element and, accordingly, we gave
recommendations and made conclusions. The results of application of these
methods of statistical analysis are shown below.

RESULTS AND DISCUSSION

The total number of enterprises in Serbia that owned at least one 1SO
certification in early 2010, according to the Serbian Chamber of Commerce,
was 1,327 (Spasojevi¢ Brki¢ et al., 2011, p. 234). Of this number, 567 counts
into the category of small and 344 in the category of medium-sized enterprises,
which makes a total of 911 enterprises that potentially meet the basic criteria
defined by the subject of research. Possession of the certificate was the first
elimination criterion. In order to be eligible for inclusion in the sample, it was
necessary for the enterprises to fulfil the second condition, which is the
implementation of the EFQM model, or the knowledge of the presence of an
element of the model. Unfortunately, according to the data obtained from the
management, there were only 268 such enterprises. The total number of rated
enterprises is 57, which represents 6.3% of the total population of SMEs that
possess the ISO certificate, or 21.3% of enterprises that implement the EFQM
model. If one takes into account the fact that the number of SMEs in Serbia in
2010 was 11,871, 9,614 of which are small and 2,257 medium enterprises
(Report on SMEs and Entrepreneurship in 2010 and 2011), the fact that only
911 possess an ISO certificate is unsatisfactory. This means that only 7.7%
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have this certificate. Compared to this, the data on the number of enterprises
that implement the EFQM model are devastating, given that their percentage
is only 2.3% of the total number of SMEs, or just over 29% of the enterprises
with an 1SO certificate. Based on these data it can be concluded that the first
hypothesis is confirmed, i.e. that SMEs in the Republic of Serbia insufficiently
implement the EFQM model. Of the enterprises that make up the sample, 33% or
58% are small, and 24% or 42% are medium-sized enterprises. The average
number of employees in the enterprises in the sample was 58 with a standard
deviation of 55.25, which represents a significant departure from the average
(Table 1).

Table 1. Descriptive statistics of the number of employees in enterprises

Sample size Mean  Std. Deviation Minimum Maximum
Statistic 57 58.0702 55.24907 6.00 254.00
Source: Authors’ calculation

Distribution of enterprises according to the main activity of the
organization shows that most organizations work in metal processing (44%),
followed by enterprises engaged in the production of packaging (25%), and
electronic (19%) and IT industry (12%). Most enterprises are located in Central
Serbia, 29 or 51%, followed by those in Vojvodina, where 16 enterprises or
28% operate, while the City of Belgrade contains 12 enterprises or 21% of the
sample. In order to test the second hypothesis, we performed the analysis of
data concerning the individual elements or criteria of the EFQM model,
followed by the analysis of all results, or analysis of the application of the
EFQM model as a whole.

1) Analysis of score according to the Leadership criterion

The average score in the first round of assessments is 35.60, representing
35.6% of points out of a possible 100, which, according to EFQM 2003, the
company can win for the Leadership criterion. The average score after the
second assessment was 42.18, which represents an average improvement of
6.58 points. The maximum increase achieved by an enterprise was 28 points,
while in one case a negative result was recorded, i.e. the companies’ overall
score was reduced by 6 points (Table 2).

Table 2. Descriptive statistics of the Leadership criterion

Sample size Mean Std. Deviation Minimum Maximum

Leadership — 57 35.5965  11.06452 13.00 66.00
first assessment (1)

Leadership — 57 42.1754 9.66238 22.00 75.00
second assessment (2)

Difference 57 6.5789 7.06840 -6.00 28.00

Source: Authors’ calculation
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2) Analysis of the score according to the Policy and Strategy criterion

The average score in the first round of assessments is 25.30, representing
31.625% of points out of a possible 80, which, according to EFQM 2003, a
company can win for the Policy and Strategy criterion. The average score after
the second assessment was 31.81, which represents an average improvement of
6.51 points. The maximum increase achieved by an enterprise was 24 points,
while there was no record of an enterprise reducing the overall score (Table 3).

Table 3. Descriptive statistics of the Policy and Strategy criterion

Sample size Mean Std. Deviation Minimum Maximum

Policy and Strategy 1 57 25.2982 8.69927 10.00 50.00

Policy and Strategy 2 57 31.8070 9.43292 12.00 65.00

Difference 57 6.5088 5.88316 0.00 24.00
Source: Authors’ calculation

3) Analysis of the score according to the People criterion

The average score in the first round of assessments is 28.53,
representing 31.7% of points out of a possible 90, which, according to EFQM
2003, a company can win for the People criterion. The average score after the
second assessment was 34.40, which represents an average improvement of
5.88 points. The maximum increase achieved by an enterprise was 18 points,
and there was no drop recorded, meaning that no enterprise reduced the
overall score (Table 4).

Table 4. Descriptive statistics of the People criterion

Sample size  Mean Std. Deviation Minimum Maximum

People 1 57 28.5263 9.87621 14.00 52.00
People 2 57 344035 9.69142 17.00 59.00
Difference 57 5.8772  4.46442 0.00 18.00

Source: Authors’ calculation

4) Analysis of the score according to the Partnership and Resources criterion

The average score in the first round of evaluation was 32.02, which
represents 35.56% of points out of a possible 90, which, according to EFQM
2003, a company can win for the Partnerships and Resources criterion. The
average score after the second assessment was 36.46, which represents an
average improvement of 4.44 points. The maximum increase achieved by an
enterprise was 13 points, while in one case a negative result was recorded, i.e.
one company reduced the overall score by 3 points (Table 5).
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Table 5. Descriptive statistics of the Partnerships and Resources criterion

Sample size  Mean Std. Deviation Minimum Maximum

Partnership and 57 32.0175 9.49716 17.00 55.00
Resources 1
Partnership and 57 36.4561 8.70769 20.00 62.00
Resources 2
Difference 57 44386 3.32210 -3.00 13.00

Source: Authors’ calculation

5) Analysis of the score according to the Processes criterion

The average score in the first round of evaluation was 49.18, which
represents 35.13% of points out of a possible 140, which, according to
EFQM 2003, a company can win for the Processes criterion. The average
score after the second assessment was 55.02 — an average improvement of
5.84 points. The maximum increase achieved by an enterprise was 22 points,
while there was no negative result, i.e. there were no enterprises that reduced
the overall score (Table 6).

Table 6. Descriptive statistics of the Processes criterion

Sample size  Mean  Std. Deviation Minimum Maximum

Processes 1 57 49.1754 15.32519 21.00 84.00
Processes 2 57 55.0175 14.35953 25.00 88.00
Difference 57 5.8421 4.51501 0.00 22.00

Source: Authors’ calculation

6) Analysis of the score according to the Customer Results criterion

The average score in the first round of evaluation was 39.42, which
represents 19.71% of points out of a possible 200, which, according to
EFQM 2003, a company can win for the Customer Results criterion. The
average score after the second assessment was 47.96, which represents an
average improvement of 8.54 points. The maximum increase achieved by
an enterprise was 35 points, while there was a negative result, i.e. one
company reduced the overall score by 3 points (Table 7).

Table 7. Descriptive statistics of the Customer Results criterion

Sample size  Mean  Std. Deviation Minimum Maximum

Customer Results 1 57 39.4211 19.80886 6.00 88.00
Customer Results 2 57 47.9649 19.87458 6.00 100.00
Difference 57 8.5439 8.61077 -3.00 35.00

Source: Authors’ calculation
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7) Analysis of the score according to the criterion of People Results

The average score in the first round of assessments was 12.12,
representing 13.47% of points out of a possible 90, which, according to
EFQM 2003, a company can win for the People Results criterion. The
average score after the second assessment was 17.51, which represents an
average improvement of 5.39 points. The maximum increase achieved by
an enterprise was 24 points, while there was no negative result, i.e. there
were no enterprises that reduced the overall score (Table 8).

Table 8. Descriptive statistics of the People Results criterion

Sample size  Mean  Std. Deviation Minimum Maximum

People Results 1 57 12.1228 6.22802 0.00 28.00
People Results 2 57 17.5088  7.59493 3.00 39.00
Difference 57 5.3860  6.04080 0.00 24.00

Source: Authors’ calculation

8) Analysis of the score according to the Society Results criterion

The average score in the first round of evaluation was 21.74, which
represents 36.23% of points out of a possible 60, which, according to EFQM
2003, a company can win for the Society Results criterion. The average score
after the second assessment was 23.67 — an average improvement of 1.93
points. The maximum increase achieved by an enterprise was 15 points,
while there was no negative result, i.e. there were no enterprises that reduced
the overall score (Table 9).

Table 9. Descriptive statistics of the Society Results criterion

Sample size  Mean  Std. Deviation Minimum Maximum

Society Results 1 57 21.7368  7.65209 8.00 45.00
Society Results 2 57 23.6667  7.98063 8.00 45.00
Difference 57 1.9298  3.57001 0.00 15.00

Source: Authors’ calculation

9) Analysis of the score according to the Key Performance Results criterion

The average score in the first round of evaluation was 32.58, which
represents 21.72% of points out of a possible 150, which, according to
EFQM 2003, a company can win for the Key Performance Results criterion.
The average score after the second assessment was 39.95, which represents
an average improvement of 7.37 points. The maximum increase achieved by
an enterprise was 35 points, while two enterprises recorded a negative result
of 6 and 7 points (Table 10).
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Table 10. Descriptive statistics of the Key Performance Results criterion

Sample size  Mean  Std. Deviation Minimum Maximum

Key Performance 57 32.5789  15.21858 5.00 77.00
Results 1
Key Performance 57 39.9474  15.29988 5.00 80.00
Results 2
Difference 57 7.3684 7.80483 -7.00 35.00

Source: Authors’ calculation

10) Analysis of the overall results

The average score in the first round of assessments is 276.47, which
represents 27.65% out of a possible 1000, which a company can win
according to EFQM 2003. The average score after the second assessment is
328.95 — an average improvement of 52.4737 points. The maximum increase
achieved by an enterprise between the two assessments was 130 points, while
the minimum was an increase of 7 points (Table 11).

Table 11. Descriptive statistics of overall results

Sample size  Mean  Std. Deviation Minimum Maximum

Overall results 1 57 276.4737 78.06433 140.00  449.00
Overall results 2 57 328.9474 78.79957 171.00 576.00
Difference 57 52.4737 31.23877 7.00 130.00

Source: Authors’ calculation

Based on the presented results of descriptive statistics, it can be
concluded that the level of business excellence of SMEs in Serbia is
unsatisfactory. Specifically, the majority of the criteria were achieved at
about 30% of the possible score, but there are some criteria that were
achieved at 20% or less, or only over 13% in the People Results criterion,
where the situation is the worst. These data confirm the second hypothesis
that the level of business excellence of SMEs in Serbia, measured on the
basis of the EFQM model, is low.

The third hypothesis refers to the existence of differences between
the quality level of the individual elements, or criteria, of the EFQM model.
In order to determine whether there is a difference between average estimates
of the level of quality of the criteria, we applied the variance analysis. The
null hypothesis is formulated as “There is no difference in the level of quality
of individual elements of the EFQM model” and the alternative “There is a
difference in the level of quality of individual elements of the EFQM model”.
The results of variance analysis are presented in Table 12.
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Table 12. Results of variance analysis

Sum of squares df chre of Sig.
variance
Between the elements 61001.333 8 7625.167 52.437 .000
Within the elements 73289.649 504 145.416
Total 134290.982 512

Source: Authors’ calculation

The variance analysis shows that the significance equals to 0.000,
which means that there is a difference among the elements of the EFQM
model regarding quality level. Consequently, this means that the null
hypothesis formulated in the context of the variance analysis is rejected,
or that the third hypothesis is also rejected. On this basis it is possible to
draw another unfavourable conclusion — there is uneven development of
model elements, which slows down the movement of enterprises towards
business excellence.

CONCLUSION

This study demonstrated that the model of business excellence in
SMEs is used only at the initial level and that the level of business excellence
is low. The assumption is that the SME sector continues to improve and
develop, and that there will be an increasing number of enterprises to
implement a system of business excellence, which will further contribute to
the development of the economy of our country. The reason for this situation
lies in the fact that the EFQM model is relatively difficult to implement,
especially for small organizations that have problems with constant pressure
of the environment and lack of adequate manpower. Furthermore, the
advantages of the model are visible only in the long term. Practice shows that
the road to achieving excellence is long — business excellence can be
achieved only by enterprises that are committed to continuous improving and
that, at best, is for a period of three years (Goh & Ridgway, 1994).

Expectations are that with the continuous improvement and systematic
approach, enterprises from Serbia in the future will be ready to compete for
the EFQM award. A survey shows that most enterprises fall into the category
of “committed to excellence” and “recognized for excellence”. However, the
reality is that there is potential that in 3-5 years some enterprises will
exceed the level of 500 points and compete for the award for business
excellence. Such a claim is substantiated by the fact that all the companies
made significant progress in a relatively short period between the two
measurements. On the other hand, it is necessary to ensure compliance of
elements of the EFQM model, or identify the elements that are “weak links”.
Based on this study, it can be concluded that these are Customer Results,
People Results, and Key Performance Results. If one takes into account
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that customers are considered the most important asset of enterprises, and
the attributes of employees are the basis for achieving competitive advantage,
it can be concluded that the elements that should be the basis of business
excellence in SMEs in the Republic of Serbia are unjustifiably neglected and
underdeveloped.
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AHAJIN3A TIOCJIOBHUX IEP®OPMAHCH
MAJIMX U CPEAIBLUX ITPEAY3ERA Y CPBUJA
INPEMA KPUTEPUJYMUMA EFQM MO/JEJIA

Mapnf'a PanocasibeBuh’, I'opuna Bomkosuh!, Exqun Kanady’

Vuusepsurer y Humy, Exonomcku ¢axynrer Hum
[Iporpam 3a passoj Yjenumennx Hammja, Hosu Iasap, CpGuja

Pe3ume

IIpomena ycmoBa y kojuMa mpemy3eha HOCTyjy MOKe OWTH BENUKH MpoOJieM 3a
BeJIMKa Tpeay3eha, anu je HrHOpHCcame MPOMEHa Y OKPYKEHY CACBHM CHUTYPHO TOTYOHO
3a Maja u cpefma npeyseha. Kako ce mana u cpenmwa npenyszeha o6u4Ho cyouasajy ca
Npo0IeMOM HEIOCTaTKa KaluTalia, OAHOCHO MaTepHjaHUX pecypca, OBO OrpaHHYCH:E
MOTY U MOpP3jy HaJIOMECTUTH aJIeKBaTHHM YIIPaBJbarbeM HEMATEePUjaTHUM pecypcuma,
OITHOCHO (POKYCOM Ha KBaJIHTET U cBe (hakTope KOju Ha mera yrudy. [Ipumena EFQM
MoOJIeNa jenaH je o HauuHa Aa npemysehe mmeHTH(UKYje HEMaTepHjalHe pecypce Ha
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Koje ce MO)Ke OCJOHHTH y Mpolecy yHampehema KBaJauTeTa, OJHOCHO IOCTH3amba
nocioBHe mW3BpcHocTH. OBaj MojeNn ImocMarpa MocioBame Iperny3eha kpo3 neser
elleMeHaTa: JUAEpPCTBO, CTpaTertja M MONUTHKA, 3aM0CIeHU, TApTHEPCTBO U PECYPCH,
MpOIIECH, pe3ylTaTH BE3aHH 3a KyIIle, Pe3ylNTaTd BE3aHU 3a 3alloClIeHe, Pe3ylNTaTd
BE3aHM 3a JAPYIITBO ¥ KJbYYHH ITOCIOBHHU pe3ynTaTd. [Ipu ToMe, IpBUX IeT eJleMeHara
UMa yJIoTy pecypca, IOK Jpyra 4eTpH eleMeHTa MMajy YIOTy pesyirara, y CMHUCITY Ja
Ha4YMH yroTpeOe pecypca JeTepMHHUINE pe3ynrtare. [IpuMeHy OBOT Mojena HEKd
ayTOpH Cy OCHOPWIIN, UCTUYYhH J1a je OH HaMEHEeH MPEBACcXOIHO BEJIMKUM Mpery3ehu-
Ma. MehyTuM, UcTpaxxkuBama ayTopa U3 pa3IUUUTHX 3eMajka M0Ka3aja Cy Ja MpHUMeHa
EFQM wMopena 3HavajHo yTnde Ha yHampelheme nepdopMaHCH MallMX M CPeImUX
npexnyseha. [la 6u ce onenno yrumaj npumene EFQM monena Ha nepdopmance mammx
u cpeamux npenyseha y PemyOmunu CpOuju, cripoBeAeHO je eMIHPHjCKO HCTPaKuBa-
me. Pesynratu uctpaxuBama mokasyjy na je Opoj Mammx U cpeamux npenyseha kxoja
nocenyjy ISO ceptudukar usyserno Mamu (y nopelersy ca OBUM IojanuMa y pasBHje-
HHMM 3eMJbaMa), ajii J1a je Opoj npexyseha u3 oBe kateropuje koja npumemyjy EFQM
Mozen jour MamH. [To3uTHBHO je To mTo npemyseha Koja Cy ce Onpesenuia 3a IPUMEHY
EFQM wmopena, y ABa y3acTollHa Mepema HHBOA KBAIUTETa eJIeMEHaTa MoKasyjy Io-
Oosplame, YnMe ce TMOTBplyje mo3uTHBaH edeKaT MOAeNa Ha IOCIOBAKE MAMX H
cpenmux nperyseha. OHO IWTO ce HE MOXKE CMAaTpPaTH MO3UTUBHUM PE3yNITaTOM HCTpa-
JKMBamka jeCTe YMILCHHIA 1a TOCTOjH Pa3jiMKa y HHBOY KBAIUTETa IOjSIUHHX elle-
MeHara Mozena. To 3Haun na mel)y BUMa He MOCTOjH yCKiIal)eHOCT, OMHOCHO J]a UMa
eJleMeHaTa KOju MPEeNCTaBibajy ,,cnabe Kapuke WiH ,,ycka rpya‘“ kKoja Tpeba eneMuHu-
caTu Kako Ou mpexy3eha HacTaBuia IyT Ka JOCTH3amy MOCIOBHE U3BPCHOCTH. IIpema
pe3yiTaTiMa UCTpaKUBamba y MaJINM 1 cpeamuM npenyseha y Cpouju to cy Pesynratn
BE3aHH 3a Ky1ue, Pe3ynaraTu Be3anu 3a 3anocneHe u Kiby4HH OCIOBHU pe3yiITaTy.



