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THE IMPACT OF QUALITY ON BUSINESS 

EXCELLENCE: A CASE STUDY 
 

Abstract: The problem of Business Excellence (BE) has 

been investigated according to different aspects and 

purposes. The main goal of the paper is to develop an 

integrative model for predicting BE through improving 

quality as independent variable. The model has been 

developed using the techniques of modelling complex 
organizational systems and evaluated using statistical 

techniques. In the sample of 159 enterprises in the 

Republic of Serbia quality and their impact on BE have 

been analysed. After analysis of the research results, it 

was concluded that it is possible to improve business 

excellence with a relatively small investment in quality. 

Keywords: business excellence, improvement, quality, 

simulation 

 

1. INTRODUCTION  
 

The competitiveness of enterprises 

can be analyzed by many different 

concepts and aspects, one of which is level 

of business excellence. In order to 

benchmark business excellence on a 

national and international level, different 

award models have been developed. The 

most used and the best known are MBA 

(Malcolm Baldridge Award) in the USA, 

Edward Deming Award and EFQM Evans, 
and other national award models (Great 

Britain, Denmark, Australia, New Zeeland, 

Hungary, France, Serbia, etc). For that 

reason we used an appropriate BE model 

European Foundation of Quality 

Management (EFQM) for simulation a 

effect of quality on BE is the main goal of 

this paper. 

In the paper, EFQM as a base research 

model is used. Based on the results related 

to the impact of quality especially of 
processes, products, and services and, as 

dependent variables are presented. 

The impact of quality is recognized in 

the EFQM model based on: 

 

 Leadership, 

 Strategy, 

 People,  

 Partnership and resources,  

 Processes, products & services, as 

enablers, and 

 The results, dominantly customer 

results. 

The realized research has theoretical 

and empirical character. Through the 

theoretical results presented, the 

integrative model of business excellence, 

based on the EFQM model, was developed 

using techniques of systems modelling. 
The practical implications of the research 

are determination of the existing level of 

variables in the model of the impact of 

quality on business excellence. Statistical 

techniques were used for data analysis. In 

this way, the are basic hypothesis has been 

tested: H1 – the positive and significant 

influence of quality on business excellence 

in the EFQM model. 

The paper is structured in five 

chapters. After the introduction, in the 
second chapter, a review of related 

researches is presented. In the third part of 

the paper, an integrative model of business 
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excellence, based on the EFQM model, is 

presented. Based on sample structure of 

the enterprises in Serbia, basics of the used 

statistical techniques are presented in the 

fourth chapter, as well as the results of 

model verification. At the end of the paper, 

the conclusions are presented related to the 
possibility for improvement of business 

excellence through quality in organizations 

in Serbia. 

 

 

2. BACKGROUND  
 

A leadership (variable V1 in EFQM 

model) approaches in quality area are very 
broad and cover: 

 general leadership [1], 

 ICT leadership, 

 team leadership [2], 

 self leadership [3]. 

A people (variable V2 in EFQM 

model) becomes greater role in quality 

because impact of: 

 knowledge and skills [4], 

 motivation [5], 

 HR development [6], 

 clime and culture [7], 

 conflict results [8], et other. 

A strategy (variable V3 in EFQM 

model) is related to strategic management. 

In quality area this variable is viewed 

through: 

 development the vision, mission, 

policy, strategy and plans [9], 

 strategy alignment [10], 

 development of component 

strategies and establishment it‟s. 
A partnership and resources (Variable 

V4 in EFQM model) respects a inpact of 

infrastructure on quality generation, 

esspecaily: 

 quality in supply chains [11], 

 quality of maintenance [12], 

 quality of ICT [13], 

 quality of finance, etc., 

 quality and resilience, etc. 

A processes, products and services 

(variable V6 in EFQM model) are related 

more narrow on quality. 

The processes have generically impact and 

quality, through: 

 leadership, and management 

processes [14], 

 processes of realization, and [15], 

 supporting processes [16]. 

Products are results of processes and 

directly connected to customers. It‟s 

impact is conducted through satisfaction of 

clients, image, brand, cost etc. 

A services, as intangible products, are 

quality oriented in production and service 

organisations, as in organisations 

education, banks, consulting, tourism, 

cleaning, etc. 

The fourth research area related to this 
paper is business excellence and business 

performances. Many authors have 

connected and based their researches on 

the EFQM excellence model. The EFQM 

model, version 2013 was analyzed (in The 

User Guide 2013) by describing the 

enablers (leadership, people, strategy, 

partnership & resources, as well as 

processes, products & services) and results 

(people results, customer results, society 

results, and business results). 

Connections and relations of different 
variables in the business excellence model 

have an important role. Elg and Kolberg 

(2009) investigated alternative arguments 

and directions for analysis of performance 

measurement. They concluded that it is 

necessary to take into account internal 

dimensions, situational factors, external 

innovations, dimensions and outcomes. 

Starting from the EFQM model as well as 

previous research, we have focused on the 

third group of goals that we need to prove: 
Partnership and resources has a positive 

impact on customer results, society results 

as well as people results, customer results 

and society results have a positive impact 

on business results. 
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3. METHODOLOGY 
 

For the purpose research 159 

completed questionnaires has been 

analized. Starting from the EFQM business 

excellence model the development model 

based on conceptual modelling techniques 

has been defined, while respecting the 

models listed in the references and 

according to the hypotheses (Figure 1). 

 
Figure 1 - The extended EFQM model for simulation purposes 

 

In this model (Figure 1), relations R11 – 

R19, R10a, R10b, and R10c related to the 

hypothesis has been identified. The 

relation R5 is related to the impact of 

general leadership on the effectiveness of 

the strategy in which the dominant role is 

played by the executive and middle 

management. Other human resources will 

also affect the strategy, the level of 

partnership and resources as well, and this 
affects the ICT leadership, but is not 

included in the model for now. The 

relation R11 refers to the impact of 

leadership on human resources in 

companies (people). It is based on the 

Leader - Member Exchange (LMX) theory 

[1]. 

A key role in the EFQM Business 

Excellence Model is realized by processes, 

products and services. It can be expressed 

in different ways. In the paper, the concept 

of quality has been used. In this model, a 

variable is defined as the quality of 

processes, products and services. The 

value of this variable is defined as the 

arithmetic meaning of process quality, 

product quality and service quality as a 

result of the processes in enterprises.  

Using a statistical analysis, it is possible to 

determine the level of the impact, the 

direction of impact (positive or negative), 
and the correlation coefficients. Based on 

recommendations from the literature, it can 

be assumed that relationships are 

significant if the value of Pearson's 

correlation coefficient is greater than 0.4. 

During the simulation process variable was 

changed, respectively, by 10%, 20% and 

30% compared to the previously 

determined mean values of variables V1-

V9. For each of these scenarios, a possible 

increase in business excellence (BE) was 
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shown, according to the EFQM model:  

 

ΔBE = (ΔV1+ΔV2+ ΔV3+ ΔV4+ 0.4*ΔV51+ 0.3*ΔV52+ 0.3*ΔV53+ ΔV6+ 1.5*ΔV7+ ΔV8+ 

+1.5*ΔV9)*100                                                                                                                           (1) 

 

and the calculated amount of improvement 

of BE related to the base level (absolute or 
percentage of base level). 

 

 

4. RESULTS OF RESEARCH 

 
For verification of the proposed 

models, a sample of 159 companies in 
Serbia, 64 from industry, 55 from services 

and tourism, and 40 from food sector.  

The small enterprises have a dominant 

share in the sample (69%) which is slightly 

lower than the average in Serbia, and the 

share of large companies (14) is higher 

than average due to a low response, 

primarily, from the management of small 

businesses carrying out this research. 

Representation of companies by sectors, in 

the sample, was satisfactory compared to 
the average in Serbia. 

Data related to the measured values of the 

variables V1-V9 has been entered into 

developed database in a Microsoft Access 

environment, and then transferred into the 

statistical SPSS® IBM software. Using 

this software, the mean values and 

correlations between variables have been 

calculated (Table 1). 

After eliminating the non-significant 

in the relations research, the base model, 

has been formed which is shown in Figure 
2. 

The analysis of descriptive statistics 

showed: 

 relatively high score of variables 

whose mean values are on a scale 
1-10, ranging from 6.2961 - 

7.8599, 

 relatively low variance that is in 

the range 7.15-14.79%. 

 

Table 1 - Mean values and standard 

deviation of variables in the model 

Descriptive Statistics 

 
Mean Std. 

Deviation 

BE 

Leadership 6.9191 .69375 69 

Strategy 7.1086 .68754 71 

People 7.4013 .70617 74 

Partnership and 

resources 

7.6033 .64781 

76 

Society results 7.5638 .82362 76 

Customer results 7.7704 .62961 117 

People results 7.8599 .56208 79 

Business results 7.6132 .87350 114 

Quality of processes 7.4204 .90417 30 

Quality of Products 6.2961 .86176 19 

Quality of services 6.6204 .97962 20 

  Total 745 
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Figure 2 - The base model for Business Excellence simulation 

 

The following relationships between the variables were established: 
 

V52 = -0.277+0.886*V51  (2) 

V53 = 2.250+0.611*V51  (3) 

V6 = 6.088+0.149*V51-0.050*V52+0.149*V53  (4) 

V7 = 6.012+0.141*V51+0.006*V52+0.106*V53 (5) 

V8 = 5.089+0.244*V51-0.096*V52+0.192*V53  (6) 

V9 = -1.804 +0.213*V6+0.321*V7+0.676*V8  (7) 

 

The previously established 

relationships are the basis for the 

simulation of the impact of quality of 
processes V51, production V52 and services 

V53 on business excellence. This 

simulation was based on the initial 

assessment of business excellence (BE) 

based on the EFQM model, using the mean 
value of each variable (VI mean): 

 

BE = V1mean*100+V2mean*100+ V3mean*100+ V4mean*100+ V51mean*40+ V52mean*30+ V53mean*30+  

V6mean*100+ V7mean*150+ V8mean*100+ V9mean*150                                                                   (8) 

 

This procedure is determined by the 

mean value of business excellence of the 

companies in a sample (of 745 points). In 

this way, the base hypothesis is confirmed. 

By varying the variables V51, V52, V53 

to +10, +20 and +30%, the expected 
increase in BE (Figure 3) was obtained. 

From the figure it can be seen that the 

increase of BE is about 6.84%, which can 

be considered satisfactory.  

In order to increase this level „soft‟ 

factors can be used, such as: 

 communication, 

 training, 

 motivation, 

 business process management, 

 redesign of processes, etc. 
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Figure 4 - Results of impact of quality on BE 

 

For more improvement, it is necessary 

to conduct further analysis of the effects of 

improvement projects, particularly from 

the perspective of improving business 

processes, energy efficiency, 

sustainability, and so on. 

 

 

5. CONCLUSION 
 

For research of impact of quality on 

business excellence, a sample was formed 

on 159 companies from Serbia, with a 

structure (company size and sectors of the 

economy) that is similar to the structure of 

the Serbian economy. 

What was found based on the 

responses from the performed statistical 

analysis, by using the SPSS® IBM 
software package, was: 

 the average of the variables in the 

model (6.2961 - 7.8599) and their 

variance (7.15%-14.79%)were 

satisfactory. 

 there are correlations among the 

variables in the model range from 

0.264 to 0.929, 

 this is used as a starting point to 

form the base model, which 

included the relationship with a 

significance greater than 0.4, 

except for those with more than 

0.5, which are important for 

simulation in the overall model, 

 based on the previous the mean 

value of business excellence of 

the companies in the observed 

sample of 745 points was 

established, which is more than 

was expected, for transition 

conditions in Serbia, 

 through variation of the variable 

Quality (V5) by, respectively, 10, 

20 and 30%, a new (expected) 

value of business excellence can 
be calculated. It could be 

increased to 6.84%, which is an 

important source of corporate 
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competitiveness. 

In future research, we expect, 

extending the model of business 

excellence, making the comparative 

analysis of countries in transition 

economies, with the impact of analysis and 

other variables on operational excellence, 

sustainability and competitiveness of an 

enterprise. 
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