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ORGANIZATIONS THAT WON THE 
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HIGHER MATURITY LEVEL 
 

Abstract: In this paper, we study the relationship 

between the maturity level of organization of award 

winners in the Republic of Srpska in 2011. As main tool 

for determining organization maturity level, we use 

self-evaluation recommended by standard ISO 9004. 

Self-evaluation represents a rather good means for 

overall and systematic re-examination of activities and 

results of organization with the aim to determine the 

effectiveness, efficiency, as well as maturity of quality 

management system.  
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1. INTRODUCTION  
 

Standard ISO 9004:2009, although it 

is not meant for system certification,  

provides “guideline for support to 

organizations for the achievement of 

sustainable success in complex, requiring 

and variable environment by using the 
access through quality management”/1/. 

One of the tools that is protected by this 

standard is the self-evaluation tool that is a 

rather good means for re-examination of 

process and results of organization with 

the aim to determine level of effectiveness, 

efficiency, as well as quality management 

system maturity in an organization.  

Self-evaluation tool recommended by 

standard ISO 9004 represents a rather good 

means for overall and systematic re-
examination of activities and results of 

organization with the aim to determine the 

level of effectiveness, efficiency, as well 

as quality management system maturity. 

Application of self-evaluation tools 

enables the organization to identify 

improvement directions, set priorities and 

define programs of measures with the aims 

for sustainable success.  

In this paper, we study the maturity 

level of the organization of award winners 

in teh Republic of Srpska (RS) in relation 

to innovativeness. Results presented are 

obtained by data processing based on a 

quaestionnaire, with a representative 

sample.  

Starting hypothesis is:  

Organizations that won the award for 

innovativeness have higher maturity level 

by all criteria in relation to those that have 
obtained the award for quality or the award 

in the field of tourism. 

 

 

2. MATURITY OF AN 

ORGANIZATION  
 

Self-evaluation tool is proposed by 

standard ISO 9004 implies that the 

organizations independently carry out the 

evaluation by crucial elements related for 

the following points of ISO 9004 standard: 

 Management  

 Strategy and policy  

 Resources  

 Processes  

 Monitoring and measurement  

 Improvement, innovations and 
learning  
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Organization can also define 

additional or entirely different criteria for 

self-evaluation, from those defined by ISO 

9004, as self-evaluation that would be 

limited to selected evaluation elements can 

be carried out. Result of self-evaluation is 

the grade of maturity level of organization, 
based on selected elements, i.e. evaluation 

criteria.  /2/  

Standard ISO 9004 recommends the 

use of five maturity levels in evaluation of 

particular elements, which can be extended 

to include additional levels or, if 

necessary, to adapt in some other way. In 

Table 1, general approach to evaluation of 

key elements is shown in a way that each 
element is graded with one of 5 maturity 

levels of organization.  

 

Table 1 - General model of elements for self-evaluation in relation to maturity level  

Key 

element 

Maturity level in relation to sustainable success  

Level 1 Level 2 Level 3 Level 4 Level 5 

Element 1 Criterion 1  

Basic level  

   Criterion 1  

The best 

practice 

Element 2 Criterion 2  

Basic level 

   Criterion 2  

The best 

practice 

Element 3 Criterion 3  

Basic level 

   Criterion 3  

The best 
practice 

 

This evaluation is carried out by 

organization’s management and grades 

obtained can point to different maturity 

levels for different evaluation elements. 

Re-examination of differences can help the 

organization in definition of priorities, 

activities of improvement and/or 

innovations required for the individual 

elements to be raised to a higher level. /3/ 

 

 

3. INNOVATIONS 
 

Understanding the significance of 

innovations and re-engineering of 

products/services, innovative strategies 

and activities of organization in this field, 

is one of the preconditions for achieving 

competitive advantage and survival in a 
dynamic market. Business system that 

tends to be successful and to make a 

progress in market aspect, must be 

innovative. Creation of new market or new 

category of products is the most efficient 

manner of competing in mature markets. 

Innovations and innovative strategies, 

continuous trainings and knowledge 

application, bring a series of advantages to 

innovative organization and its 

significance reflects in the following 

[1,2,3]: 

 Innovation encourages economic 

growth and creates income  

 Growth in innovations of 1% 

contributes to the growth of 

income per capita of about 0,05 %  

 Innovation directly affects the 

employment increase and 

indirectly contributes to economic 

efficiency and income  

 Innovative products provide 

winning and keeping the share in 

the market, as well as increasing 

the profitability in markets.  

Learning organizations, in which 

people continuously expand their 

capacities to create results that aspire to, 
have the highest chances for success and 

progress in the future. Ability to learn 

more rapid than competition can be only 

one sustainable competitive advantage in 

today’s business environment [4]. 
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Research subject are certified 

Montenegrin business systems, i.e. their 

determination for innovativeness, as well 

as development and implementation of 

innovations. Under certified business 

systems (enterprises), we imply those that 

have the implemented management system 
based on standards: ISO 9001:2008, ISO 

14001:2004, HACCP, OHSAS 18001, ISO 

17025:2006, ISO 27001. [5] 

The term innovation can be best 

observed through definition of innovation 

as the application of new and improved 

idea, procedure, good, service, process that 

brings new benefits or quality in 

implementation. The most widely accepted 

classification that OECD mentions: [6] 

1) Innovations of products/services,  

2) Innovations of processes,  
3) Innovations of organization,  

4) Innovations of marketing.  

Innovations of products – some 

product or service that is new or 

significantly improved. It includes 

significant improvement in technical 

specifications, components or materials, 

improvement in the aspect of approaching 

to users’ requirements and benefits for use 

or some other functional characteristics.  

Innovation of process – new or 
significantly improved method of 

production or delivery. This includes 

significant changes in techniques, 

equipment and/or software.  

Innovation of organization 
represents the implementation of new 

method of organization in enterprise, 

organization on workplace or organization 

of external relations.  

Innovation of marketing – new 

method in marketing that includes 
significant changes in product design or 

package, placement of products, promotion 

of products of prices formation.  

Innovation is also the introduction of a 

new, previously unknown product or 

process, or significant improvement of 

already existing organization scheme, 

which leads to the development of a new 

generation of products and their 

distribution.  

 

Research subject  
Within this paper, research subjects 

are the organizations that are award 

winners for most successful in economy of 

RS for 2011., as well as winners of the 

award for recognizable quality and 

development of domestic product.  

Having in mind that research subjects 

are organizations that won awards as most 

successful in economy of the Republic of 

Srpska for 2011, as well as winners of the 
award for recognizable quality and 

development of domestic product, focus of 

research subject’s content includes:  

 Manner and source of financial 

means for introduction of ISO 

9001 standard, as the first step in 

their way towards achievement of 

business excellence;  

 Determination and orientation of 

top management;  

 Level of familiarity with 
European model of business 

excellence;  

 Determination of organizations 

according to self-evaluation 

process and levels of applying 

guidelines for quality 

improvement (ISO 9004:2009);  

 Determination of maturity level 

of an organization as the highest 

level reached up to that moment 

by using self-evaluation tools, 
their mutual relations, 

determination of performances of 

organization process;  

 Planning and determining the 

priorities of improvement 

elements that are required for 

particular activities to be raised to 

a higher level.  

As research method, questionnaire is 

accepted.  

Questionnaire provides the 

comparison of data and using them after a 
certain period and for the purpose of this 
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research it contains 60 questions that can 

be divided into four groups:  

 General questions (questions 

include basic data on 

organization) - 9 QUESTIONS.  

 Certification (questions include 

opinion regarding quality, year 
and manner of introducing ISO 

9001, source of financial means 

required for standard 

implementation, levels of 

applying quality tools, plans 

related to ISO 9001 standard, etc.) 

- 12 QUESTIONS.  

 Business excellence (questions 

include the familiarity of 

organizations with EFQM, self-

evaluation process, BSC model, 

guidelines for quality 

improvement ISO 9004:2009, as 

well as business excellence tools) 
- 11 QUESTIONS.  

 Maturity level of organization - 

28 QUESTIONS.  

Main characteristics of research are 

given in Table 2.  

 

Table 2 - Main characteristics of organizations

Activity of organizations  Number of organizations  % 

Industry and mining  13 43,4 

Trade  1 3,3 

Tourism  3 10,0 

Transport and 

communications 

1 3,3 

Services  5 16,7 

Agriculture and forestry  3 10,0 

Wine production  1 3,3 

State and local government  - - 

Education and culture  - - 

Energetics  3 10,0 

TOTAL: 30 100,00 

 

Of the total number of organizations 

contacted (52 organizations), 30 

responded, which makes 58%. 

Structure of organizations that took 

part in data processing from the standpoint 

of organization’s size is presented in Table 

3. /10,11/ 

 

Table 3 - Structure of organizations  

 

TYPE OF ORGANIZATIONS            NUMBER OF ORGANIZATIONS                 % 

Small (up to 50 employees)                                 10                                                         34,0 

 

Medium (from 51 to 250 employees)                  13                                                        43,0 

                                                                                 

Big (over 250 employees)                                     7                                                          23,0                              
 

TOTAL :                                                              30                                                      100,00                              
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4.  DATA ANALYSIS  
 

Organizations included in this 

research have introduced ISO 9001 

standard in the period from 2001 to 2013. 
Periods of classification are defined from 

the appearance of new revision of standard 

up to 2013, with the priod equal to re-

certification period.  

Overview of the achieved maturity 

level of organizations included in this 

research is given in the following analysis. 

In the analysis, the organizations are 

labeled with O1, O2, O3,..O30. they are 

chronologically classified by the year of 

introducing ISO 9001. Organizations O1-

O5 have introduced ISO 9001 in the period 

2001-2004., organizations O6-O11 have 

introduced ISO 9001 in the period 2005-

2008., organizations O12-O25 have 

introduced standard ISO 9001 in the period 
2009-2013., while organizations O26-O28 

are in the phase of introducing ISO 9001, 

and organizations O29 and O30 do not 

have the implemented standard ISO 9001.  

Figure 1 shows presents the maturity 

level (average for the organizations 

observed) for organizations O6-O11. 

 

Figure 1 - Maturity level of organizations O6-O11 

 

Figure 2 shows maturity level 

individually for each organizations 

included in this research. 

 

 

Figure 2 - Maturity level of each organization individually 
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We must point out that maturity level 

of organizations is a kind of basis of expert 

knowledge that makes a foundation for 

continuous improvements of performances 

in organizations. Analyzing maturity level 

for each criterion, in this research there are 

guidelines obtained that point what should 

be done in order to reach as higher as 

possible maturity level. /10/ 

 

 

 
Figure 3 - Maturity level of organizations included in research 

 

 
Figure 4 - Maturity level of organizations (innovativeness, recognizable quality, tourism) 

 

Figure 4 presents maturity level of 

organizations that won an award in 

innovativeness, tourism, as well as 

maturity level of organizations awarded in 

category for recognizable quality and 

development of domestic product.  

Analysis shows that organizations that 

won an award in innovativeness have the 

highest maturity level. Three organizations 
that obtained the awards in innovativeness 

have introduced ISO 9001 in 2002., 2004. 

and 2006. Orientation of management in 

all organizations is oriented on satisfaction 

of the needs of interested parties and 

continuous improvement is stressed as part 

of organization’s orientation. Approach in 

leadership is proactive, which means there 

is high share of employees in decision-

making. Self-evaluation process is carried 

out and results are used for improvement 

of overall performances of organization. It 

is important to stress that organizations 

that obtained award for innovativeness, 

determine priorities for innovations based 

on balance between their emergency, 

resource availability and strategy of 
organization. Suppliers and partners are 

involved in innovation process. Analysis 

has shown us that organization from the 

field of tourism haven’t yet recognized the 

significance of quality management system 

and its positive effects. From 3 

organizations that have obtained award 

from the field of tourism, non has 
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introduced standard ISO 9001 (one has 

introduced HACCP), while 2 organizations 

are in the phase of introducing ISO 9001. 

In case of organizations from the field of 

tourism, determination of management is 

oriented only on users, with ad hoc 

reactions on changes in the market. 
Management applies particular 

requirements of laws and regulations. 

Approach in leadership is still reactive and 

it is based on instructions from the part of 

managers, and the decision-making 

process does not include the employees. 

These organizations have not yet defined 

key processes and responsabilities for the 

process are defined in ad hoc manner. 

Organizations that are award winners in 

category for recognizable quality and 

development of domestic product (8 
organizations) have introduced standard 

ISO 9001. They still do not have proactive 

approach in leadership. Determination of 

management alternates from ad hoc 

reactions to orientation towards meeting 

the needs of identified interested parties, 

where continuous improvement is stressed 

as a part of organization’s orientation. In 

most cases, determination of management 

refers to users and requirements of laws 

and regulations. Resources are defined and 
assigned in ad hoc manner, while 

communication with suppliers is limited to 

tenders. In case of these organizations, key 

processes are defined, but process 

performances are not compared to 

processes within organizations that are 

leading in the particular field. 

5. CONCLUSION 
 

Research shown in this paper included 

58% inquired organizations, which won 

awards in RS for 2011.  
As basis for conclusion, we used 

questions from questionnaire that refer to 

self-evaluation in compliance with the 

standard ISO 9004. 

In order to obtain clear image of 

relation between organization’s maturity 

level and period of introducing the 

standard ISO 9001, 5 fields were defined: 

organizations certified in the period from 

2000-2004, organizations certified in the 

period from 2005-2008, organizations 
certified in the period from 2009-2013, 

organizations that are in the phase of 

introducing the standard ISO 9001 and 

organizations that do not have the 

introduced ISO 9001.  

Based on questions from the 

questionnaire, and in relation to defined 

areas, which refer to the level of maturity 

of an organization, we can conclude 

Organizations that won the award for 

innovativeness have a higher maturity 

level by all criteria, thus we can accept the 
assumption that Organizations that won 

awards for innovativeness have higher 

maturity level by all criteria in relation to 

those that have won the award for quality 

or award in tourism.  
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