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1 Introduction

»Improve or perish” is the motto that the business world 
should assume with the aim to remain competitive in a con-
stantly changing and evolving global market (Karapetrovic 
and Willborn, 2001).

The automotive industry is known for a high degree of 
emphasis on the introduction of continuous improvement. 
These are the condition that the individual automobile factory 
together with the whole system of their suppliers to compete 
at a very demanding market and provide a stable and posi-
tive business. One of the unpopular, but very effective levers 
to achieve still better results in the automotive industry, and 
search and implementing procedures of continually improv-
ing is a constant downward pressure on prices or so called 
“the progress of prices”. This means, that by the negotiations 
of a particular business transaction in supplying chain cus-
tomer usually requires an annual reduction of product prices. 
Because of fact, that basic costs of material and work are 
known by the signing of the Contract is therefore on the sup-
plier to continually searches for possible improvements in its 
own process, and in such way ensure positive business remains 
competitive and attractive to customers.

The rapidly increasing global competition that many 
industry sectors world wide have been facing over the past 

decade, associated with rapid technological changes and prod-
uct variety proliferation have led to a new scenario in which 
industries, in order to remain competitive, must continuously 
change, improve and implement best practice management 
principles, strategies and technologies. The competitiveness of 
a company is mostly dependent on its ability to perform well 
in dimensions such as cost, quality, delivery dependability and 
speed, innovation and flexibility to adapt itself to variations in 
demand (Carpinetti, Buosi and Gerólamo, 2003). 

Also Spence (2008) notes that the changes are imminent. 
There is not only one strategy, which will retain the organisa-
tion on the market for always. Stern, Shiely and Ross (2003) 
underline that an enterprise needs a winning strategy and rel-
evant organization.  Also the well known companies namely 
can lag behind the competition, if they are not adaptable.

In particular, the production companies have been in 
recent years the area, where the use of various approaches 
to improve the competitiveness increased. Such as Just-In-
Time (JIT), World Class Manufacturing (WCM), total quality 
management (TQM), Process Reengineering (BPR), PRSPO 
(Recognition of Republic Slovenia for Business Excellence), 
Lean production are just some of them (Horžen, 2005).

Entire family of standards, which are currently the most 
commonly in the operational use (quality management system 
ISO 9001, the technical specification for the automotive indus-
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try ISO/TS 16949, the environmental management system ISO 
14001, etc.) have as a key starting point for a defined request: 
“the organisation shall establish, document, implement, main-
tain and continually improve the system …” (SIST SIST ISO 
9001, ISO 14001). This of course clearly shows how important 
role the continually improving of the quality has on a success-
ful business of enterprises. Based on the empirical analysis 
from 212 responses of Slovenian companies that had already 
acquired the ISO 9001 quality standard certificate, Piskar and 
Dolinšek (2006) proved that positive effects can be noticed in 
different business activities stemming from the implemented 
quality management system.

Zulauf (2007) provides the conclusions regarding the 
ability of the system thinking. On this basis concludes that 
the vision of the future is not a forecast in the statistical sense, 
but this is simply seeing how the system works and where it 
is intended.

Mønsted and Føns (2002) note that, based on the fact that 
ISO standards are not as versatile as the EFQM model, it is 
logical to start searching for the achievement of excellence in 
the implementation of ISO 9001.

It is therefore appropriate to highlight the difference 
between the audit, which provides the comparison with the 
base standard, and self-assessment by EFQM model where 
the organization looks into herself and specifies the priorities 
for improvement.

That therefore indicates the direction of upgrading of the 
integrated system of quality management with all the charac-
teristics and consequently the monitoring through the system 
of audits in the system through self-assessment (without stand 
as a candidate for the prize) to the evaluation of excellence 
(stand as a candidate for the prize). Van der Wiele et al. (2000) 
note that the use of the self-assessment is mostly internal deci-
sion, since the biggest difference between ISO 9001 and 9004 
standards and models of excellence is in the reasons for their 
use. Both approaches have different objectives and purposes.

If we focus ourselves on the analysis of the situation or 
improving business performance from the views of the two 
models, we have available (internal audit and self-assessment 
by the model of excellence), it is necessary to establish, that 
only implementation of this two approaches is not sufficient.

The important role can play the top management, which is 
by ISO standards family 9000 committed to regularly manage-
ment review checks, to provide its leading role for the continu-
ing progress (SIST, 2004).

In this article our focus is on the activities of the audit, 
self-assessment and management review and their contribu-
tion to the performance of the company. We build on the 
premise that it is possible to connect the quality and excellence 
models in an effective tool in hands of the top management 
and define the implementation of management review as key 
universal tool, with which the top management controls and 
manages performance of the company.

The company TPV d.d. recognizes that the environ-
ment in which it works is extremely dynamic and variable. 
Competition is growing, also come from countries where the 
worker deserves a tenth of the incomes of our employees, but 
car manufacturers (OEMs) are looking for a cheaper solution 
as soon as possible. It is imperative, that the company as soon 

as possible responds to all these changes. Therefore existing 
integrated quality management system represents no longer 
that breakthrough power, which would provide a constant 
adaptation to new challenges. EFQM excellence model is 
recognized as one of the possible solutions. The implementa-
tion of management review should be seen in the company as 
a process, so we want by introducing the quality management 
principles to the principles of business excellence to upgrade 
also management review. In this way we want to show and 
confirm the flexibility of both root systems and their mutual 
complementarities, which results in more successful and more 
comfortable approach of company to the market.

1.1 Approaches to the assessment and  
implementation of continuous 
improvements

Mønsted and Føns (2002) note that one of the biggest advan-
tages of using the model of excellence EFQM is in implemen-
tation of the self-assessment. Model of excellence can be the 
perfect tool for the detection of strengths and opportunities for 
the organization. If a process of continuous improvement is 
to be sustained and its pace increased, then it is essential, that 
executives monitor on a regular basis what activities are going 
well, which have stagnated, what needs to be improved and 
what is missing. Self-assessment against a recognized quality/
excellence model could provide a useful framework (Williams 
et al., 2006).

Karapetrovic and Willborn (2001) indicate that audit tells 
us whether we are good in relation to the baseline standard, 
while the self-assessment explores how good we are at a scale 
of excellence. In doing so it has the objective of the top-level 
importance performance, the starting point is the initial state 
of execution and we are looking at which level of perfor-
mance we are. Van der Wiele, Dale and Williams (2000) note 
that there is a big difference between  two models of quality 
management ISO 9001 and EFQM and consequently applica-
tion of audit or self-assessment in the reason why a particular 
model is used. Therefore implementation of self-assessment as 
a continuation of improvements in the direction towards excel-
lence is an internal decision of the organisation.

Technical specification ISO/TS 16949, which is adapted 
to the automotive industry and is based on the ISO 9001 in 
the introductory part stresses that implementation of the qual-
ity management system should be strategic decision of the 
organization. To lead the organisation in direction of improved 
performance standard states, that the top management shall 
guide and manage the organisation in a systematic and trans-
parent manner. Therefore there are eight quality management 
principles identified: focus on customers, leadership, involve-
ment of the employees, process approach, systematic approach 
to management, continual improvements, decision-making on 
the basis of the facts and mutual beneficial relations with sup-
pliers (SIST ISO 9001).

ISO 9001 for the purpose that organization should func-
tion effectively requires the process approach.  The advantage 
of the process approach is that it allows carrying out constant 
supervision during the links of the individual processes within 
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the system processes as well as control over their interactions 
(SIST ISO 9001).

The process of internal audit is an independent tool for 
gaining objective evidence that the existing requirements have 
been met. Internal assessment measures performance and 
achieved improvements in the quality management system 
according to the basic standard of quality management. 

ISO 9004 in section 8.2.1.3 sets out examples which 
should be examined in internal assessment (SIST ISO 9004):
n	 effective and efficient implementation of processes,
n	 opportunities for continuous improvement,
n	 the ability of the processes,
n	 successful and effective use of statistical methods, 
n	 use of information technology, 
n	 analysis of data on the costs relating to the quality,
n	 successful and effective use of resources,
n	 the results and expectations of the processes and products 

performances,
n	 the adequacy and accuracy measurements of perfor-

mance,
n	 activities for improvement and 
n	 relations with interested parties.

A basic guide, which must be observed (if there are any 
sincere intentions) in the implementation of internal audit is to 
bring real benefits. If the assessments are properly designed, 
they can help organization, by achieving the objectives 
pursued and open always new areas, where it is possible to 
implement continuous improvements. Internal audit should 
not become only to count the number of non-compliance. 
This is linked in particular to the approaches and relationship 
of management. In so far as it has a relationship to the audit 
minimalistic and sees it only as additional operating costs, 
ensuring that it is formally establishing compliance with the 
requirements are met, then it is not possible to expect greater 
progress. The advantage of efficient audit is a systematic 
search for deviations from the prescribed activities within the 
processes of the company, and the search of possible areas for 
continuous improvement. Alič and Rusjan (2009) indicate that 
internal audits in duly motivated companies give more posi-
tive than negative effects on businesses and have an important 
contribution to achieving the objectives of the business.

Unlike the standard ISO 9001, which lays down the 
requirements for the quality management system of the enter-
prise is a model of excellence EFQM wider in horizon of 
action, and directs the company into a more comprehensive 
approaches.

The global, systematic and open approach of the model is 
a key aspect. The framework of criteria, sub-criteria and areas 
of improvement is essential for the continuous improvement 
of organizations in the never-ending search for excellence. 
The open character is determined by the continuous search 
of excellence. This process is unlimited because the areas of 
improvement are infinite. Organisations and people will always 
be motivated to achieve continuous improvement (Martín-
Castilla and Rodríguez-Ruiz, 2008).

Excellence means approach to business that strives for 
optimal operation of all the activities and functions, it means 
holistic approach (Savić et al., 2007). This model attempts to 

include all areas of business. The organisation EFQM defines 
the following ways of the application of the model:
n	 as an internal tool for the implementation of self-assess-

ment whereby the organization gets the information, how 
far has gone on the road to excellence, helps her under-
stand the gaps and indicate solutions,

n	 as the basis for a common language and way of thinking 
about the organization, shared by all workplaces in the 
organization,

n	 as a framework for the promotion of initiatives, prevent 
duplication and identifying gaps and

n	 as the structure for the system of management of the 
organization.

EFQM Excellence Model takes into account the eight 
basic principles of excellence: focus on results, the focus on 
the customers, leadership and stability of purpose, manage-
ment by processes and facts, development and integration of 
employees, ongoing learning, innovating and improvements, 
developing of partnerships and social responsibility of the 
organization.

Model of excellence as a method for determining the 
Status, uses the so-called logic of RADAR, which is made up 
of the following elements (MIRS, 2004): Results, Approach, 
Deployment, Assessment, Review.

The findings shall be defined through two scoring metrics 
and valued as enablers and results.

Mønsted and Føns (2002) indicate that the model of 
excellence is, whether that is the basis for the European Prize 
of excellence, very useful in understanding and identifying 
the key links, and the cause/consequence relations, which 
the organization faced by business. They note that one of the 
biggest benefits of using a model of excellence EFQM is in 
the introduction of the self-assessment. Model of excellence 
can be the perfect tool for the detection of the advantages and 
opportunities of the organization.

Through self-assessment with  the model of excellence  
the organization in addition to their strengths and opportuni-
ties realizes also where it is located in the path to excellence, 
where is located relative to the comparable competition and 
where are the areas where it is necessary to target resources to 
maximise the progress and benefits. There are four basic tech-
niques of self-assessment developed, but regardless of which 
approach the organization has chosen is the key meaning to 
choose self assessment as a strategic tool which is imple-
mented in the long term. In this way approach is becoming 
gradually more difficult, but organisation develops herself and 
becomes more sovereign (MIRS, 2004).

Each of the techniques has its advantages and brings cer-
tain benefits. Which is suitable to each organization, should 
determine the organization by itself. It is appropriate to start 
with the simpler techniques and gradually make progress with 
the use of complex techniques.

In the process of self-assessment is to stress two basic 
situations, which substantially affect the launch of activities 
tied to the excellence (MIRS, 2004):
1. the strong commitment of the leadership 
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Suitable for the start of the activities of self-assessment, it 
is expected the steering role of leadership as the generator 
of changes.

2. the weak commitment of leadership 
In this case it is necessary to reflect upon whether it is 
appropriate to begin a self-assessment, or whether it is 
still too early.

Van der Wiele et al. (2000) note that the great difference 
between the two models of quality management ISO 9001 
and EFQM and consequently applicating of audit or self-
assessment is in the reason why the particular model used. 
Therefore, implementation of self-assessment as a continua-
tion of the improvement in the direction towards excellence is 
internal decision of the organization.

Both approaches have different objectives. ISO 9001 
requires the described processes; deviations must be dealt in 
accordance with prescribed procedures. Self assessment with 
the model of excellence requires a broader understanding of 
the organization and orientation on a wide range of activities 
either inside as well as also outside of the organization.

Karapetrovic and Willborn (2001) indicate that audit tells 
us whether we have a good assessment in relation to the base-
line standard, while the self-assessment explores how good 
we are at a scale of excellence. Management review is defined 
in the ISO 9001 in section 5.6. The results of the manage-
ment review must enable controlling of the achievements of 
the organisation at least quality objectives that are defined in 
the business plan and satisfaction of customers with delivered 
products (SIST ISO 9001).

ISO & IAF (2009) defines different ways and approaches 
for the implementation of the management review:
n	 a review on the basis of the report of the representative of 

the management or other staff,
n	 use of electronic media,
n	 ordinary meetings of the management, which examined 

areas or issues of the budget and objectives.

Among other things, also observes that the management 
review was not intended exclusively to meet the requirements 
of the standard, but should be an integrated part of the business 
process of the organization. Management review is a bilateral 
process in which top management meets with other levels of 
the organization. The key is to be shown a sincere interest of 
both sides. The above indications confirms Bones (2009) who 
indicates that auditors in practice too often note that manage-
ment review is carried out as a formality, with a view to only 
provide the clear record of carried activity, which represents 
a clear deviation from the requirements of the standard to the 
»commitment of leadership.« Participants of the management 
review often seen this activity as the inevitable barrier on the 
path to certification and identified it as the loss of time of top 
management.

Practice, with which we face in the company TPV d.d. in 
third parties audits shows quite the opposite, since they usually 
begin with a review of the minutes of the management review 
and then, on this basis, develop a full assessment of the pro-
cesses. A key focus is on the added value of the management 
review, clarity of objectives, the realisation of the objectives 

and ongoing progress. Also this is one of the causes to empha-
sis management review.

2 Methodology

On the basis of case studies we carried out a survey in TPV 
d.d., which operates in the field of the automotive industry as 
a development supplier. In this article is analysed and shown 
the added value of the implementation of quality manage-
ment system audits and management review according to 
ISO/TS and their positive impact on the development of key 
performance indicators of company. In the analysis we have 
included data of audits according to ISO/TS for first and third 
parties, the performance indicators and business operations 
for the period from 2006 to 2008 and the results of the self-
assessment according to model EFQM.

Presentation of TPV d.d. company 

The beginnings of automotive operations in Novo 
mesto began in 1954 when the company was founded as 
Moto montaža. Production of delivery vehicles began in 
cooperation with the company Autounion from Germany, 
from which they developed its own delivery vehicle in fol-
lowing years. By promoting its own brands of cars have also 
changed the name to the Industry of Motor Vehicles (IMV).

With the collapse of Yugoslavia, the market IMV’s 
shattered. Thanks to the rapid restructuring of production 
programs and adapting to new global market conditions, 
decreased from IMV’s developed a new company, one of them 
was TPV, which has started a new production of automobile 
parts and components in connection with established global 
manufacturers of automotive equipment.

A key product of the car seat Renault Clio and Twingo, 
the factory is specialized in producing components for seats, 
as well as other products especially the first installation for 
car interiors.

Specificis of company TPV d.d. from Novo mesto  addi-
tionally to the production programmes  also tied to the follow-
ing important factors:
n	 Customers are located in Slovenia and wider in Europe, 

representing the diversity of approaches and of course 
for the TPV as a supplier the obligation to respond to 
any specifics.

n	 Production is organized in independent technological 
rounded production units and subsidiaries. Other busi-
ness functions are organized by directorates. In  direc-
torates, production units and subsidiaries are organized 
sections, which are finally organized in jobs in which 
they combined, which represent the simplest elements 
of the process.

n	 Individual plant (business units) as part of the TPV are 
specialized by technology and processes and are among 
themselves dislocated.

n	 Directorate (Joint Services) are located in Novo Mesto, 
their processes are highly intertwined with the opera-
tions of individual business units.
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n	 Natural conflict between development processes (cen-
tral) and production (site), evident in project manage-
ment ie. shifting responsibility from the department to 
department.

Decision to introduce the principles of excellence is part 
of the strategic direction of the company, which wants to 
provide longer-term existence on the market and improve her 
competitive advantage.

Specifics of automotive industry lies in the fact that the 
buyer no longer expected only quality, but the perfection that 
is reflected in the strategy to achieve the quality level meas-
ured in a few ppm and cost effectiveness.

In this paper is on the case of TPV d.d. carried out an 
analysis of actual company data TPV d.d. who has imple-
mented an integrated quality management system based on 
three initial ISO standards (quality, environment, health and 
safety) and reflects a long experience with implementation 
and includes:

n	 Introduction of an integrated system of quality manage-
ment, and analysis of the results of internal audits car-
ried out on the model of ISO TS 16949, ISO 14001 and 
OHSAS 18001. Results of them are connected with the 
attainment of indicators of the enterprise and business 
results.

n	 Performing of self-assessment according to the model 
EFQM, based on the analysis results are set out 
areas for improvement, and found out the differences 
between the two approaches.

n	 According to both analysis there is shown the differ-
ences of the two baseline approaches, strengths and 
weaknesses of assessment models and their added 
value. Furthermore, there are indicated guidelines for 
development activities upon which it is possible to take 
advantage of synergistic effects of different approaches 
towards business excellence.

Table 1: Analysis of the results of internal audits and audits by third parties (2006 - 2009)

SHARE OF NON-CONFORMITY BY AREA OF 
QUALITY MANAGEMENT SYSTEM

First party audit Third party audit

2006 2007 2008 2006 2007 2008

System general 5% 7% 2%   25%

Documentation 17% 18% 31% 24%  13%

Management commitment   1%    

Focus in customer 3% 9%     

Policy       

Planning 4% 1% 2% 14%   

Responsibility, authority and communication 9% 9% 13% 10%   

Management review    5% 8% 6%

Resource management 2% 3%     

Human resources 2% 9% 3%  8% 6%

Infrastructure 5% 3% 1%    

Work environment 2% 1% 3% 14%   

Product realization 3% 8% 12% 10%   

Customer related processes  1% 1% 5%   

Design and development 5% 1%    6%

Purchasing 4% 2% 2%  17%  

Production and service provision 16% 9% 7% 5% 25% 19%

Monitoring and measuring equipment 8% 7% 6%  17% 13%

Measurement, analysis and improvement  2%     

Monitoring and measurement 4% 9% 14% 10%  6%

Control of nonconforming product 2% 1%   17% 6%

Analysis and use of data 2%   5%   

Improvement 9% 3% 3%  8%  

Total 100% 100% 100% 100% 100% 100%
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3 Research

Presentation and analysis of the results of audits, the rela-
tionship with indicators

Analysis of internal audit is conducted on the basis of 
studies carried out audit records in the three-year period (2006 
- 2008).

The evaluation was conducted as a calculation of the vol-
ume of the non-compliance in the particular field of standards 
depending on the number of detected non-compliance in the 
period.

By comparing the proportions of non-compliance identi-
fied in internal audits and audits by third parties relating to the 
fields, we want to see how the approach to assessment  one 
another is covered and which areas are more vulnerable in 
terms of non-compliance. In the present analysis are grouped 
all the non-compliance in audits carried out within integrated 
system of quality management, including assessment of ISO 
TS 16949, ISO 14001 and OHSAS 18001.

Results of the analysis (Table 1) can be summarized in the 
following substantive points:
n	 Internal audits focus on the content of the documentation 

and induce changes which provide more effective imple-
mentation, which is positive.

n	 The company is a manufacturing-oriented, so the empha-
sis in audits is on the realization of the product when 
considering the unconscious present.

n	 documentation, i.e. in the direction of increasing effi-
ciency and

n	 for effective performing of the company and the processes 
that are taking place in it is a necessary condition of 
trained and competent employees and a clear polyvalence 
within processes.

Allocation of substantive findings in internal audits, also 
indicates that the assessments are carried out comprehensive, 
because all substantive comments as identified in almost all 
areas, which is very positive, indicates a desire for continuous 
holistic business improvement, while also indirectly shows 
impact pressures from market which quickly eliminate inac-
tive companies from the game.

In order to obtain a comprehensive overview on the 
operation of process, there is carried out also an analysis of 
third-party audits.

The results indicate more systemic problems, which is 
understandable, since audits are performed by professional 
auditors, who are not burdened with internal problems. This 
is most visible through the non-compliances on the implemen-
tation of management reviews, while by internal audits these 
findings have not been seen.
Summaries of these assessments are related to:
n	 setting clear trusts in relation to operational objectives,
n	 sense of individual decisions and their added value and
n	 the role of management reviews by continuous improve-

ments in performance.
Key operating indicators are systemic identified, also 

manner and frequency of calculating them is clearly defined. 
Most indicators are calculated on a monthly basis and a 
smaller share quarterly or annually. Evaluation of indicators 

Figure 1: Performance indicators for the period from 2006 to 2008 (in %)
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in specific time period from success point of view takes 
into account the ratio between the realization of performance 
regards to target.

Most performance indicators show positive trend 
(Figure 1). Improvement of most indicators scored accord-
ing to the base year (taking into account problems in times 
of economic crisis), reflect to the fact, that  conducting of 
audits and efficiency of corrective actions based on identi-
fied non-compliance is also shown through the indicators, 
which are used by company to monitor the level of busi-
ness performance of its operations, particularly in relation 
to proper implementation of management review, which 
through its structure and form, in particular correct imple-
mentation represents a powerful lever for promoting the 
necessary activities and rapid, appropriate actions.

Self- assessment

Approach to the introduction of the principles of excel-
lence in the performance of the company took place in pro-
ject manner. An internal project was opened for performing 
self-assessment, where were defined all necessary boundary 
conditions and parameters for the successful implementation 
of the project.

Self-assessment activities were conducted by 
two trained assessors for EFQM excellence model. 
Initial training of employees was implemented which includes:
n	 presentation of model EFQM, 
n	 recognizing of fundamental principles of excellence and 

self-assessment techniques,
n	 the expected effects of excellence model use and
n	 presentation of an internal project.

Self-assessment was conducted on four internal organi-
zational units within three manufacturing factories and joint 
service unit.

The sample of participants in self-assessment is linked to 
the internal organization:
n	 board and directorate directors,
n	 production plant directors and section leaders,
n	 leaders of working units in production plants. 

The self-assessment involved  39 employees, representing 
93% of the target population. A total of 1951 responses were 
obtained. Self-assessment in individual units was moderated 
by internal assessors.

Special basic questionnaire technique was used for self-
assessment. The reason for using the basic questionnaire is 
in the following of recommendations by EFQM for gradual 
introduction of self-assessment activities.

Participants in the self-assessment have been reminded to 
the importance of maximum objectivity in the evaluation and 
propriety, as the best way to present a honestly view mirror 
which is seen by employees.

Results are evaluated on a scale: A - fully achieved; B - 
significant progress; C - some progress; D - has not yet begun 
(MIRS, 2004).

In the framework of self-assessment exercise was also 
included recognition of the key factors of success in the fol-

lowing areas: organizational environment, organizational rela-
tionships, competitive environment, strategic challenge and 
system for improvement.

The results obtained on the basis of the questionnaire 
showing the distribution predominantly in category B and 
C (Table 2). Numerical grades were not crucial for the 
results; we were interested mainly for position and percep-
tion of current state from employees. Figure 2 presents the 
results for each criteria in individual units and the average 
level of TPV d.d.

Self-assessment showed that there is slightly more posi-
tive perception of enablers against to perception of the results, 
suggesting that results are achieved with planned and system-
atic work.

Table 2: Statistic of obtained self-assessment answers

Distribution of responses frequency share

has not yet begun - D 233 12%
some progress - C 1054 54%
significant progress - B 617 32%
fully achieved - A 47 2%

Total 1951 100%

Profile of self-assessment (Figure 2) shows a fairly evenly 
distributed evaluations according to individual assessment 
criteria - some larger deviations are conditioned by the fact, 
that each unit operates in a specific environment and is faced 
with specific problems on the basis of specialized production.

Summary of the findings based on self-assessment:
n	 employees stressed as the most positive criteria processes, 

which suggests to the tradition linked to a mature quality 
management system and results related to the society, 
which is substantially mostly tied to the ISO 14001 stand-
ard, with which employees are faced in every days busi-
ness life,

n	 as the most negative, it was recognized results relating to 
employees, which is confirmed by dropping of satisfac-
tion in the survey, but also indicates the time period in 
which the self-assessment was carried out (global eco-
nomic crisis - resulting concern for jobs) ,

n	 maximum difference of 24% between extreme units is a 
good starting point for reflection on what is happening in 
each unit and on the other hand in addition what was the 
approach to the self-assessment

n	 according to fact, that company puts great emphasis on 
process approach and process management in particular, 
is from self-assessment evident, that perception of pro-
cesses is not homogeneous through units, because the 
largest difference of 33% is recorded between the lowest 
and highest score,

n	 employees perceive the key results fairly balanced, 
because of the smallest difference 17% is observed 
between the lowest and highest score.

Based on self-assessment key areas for improvement and 
strengths have been identified. On this base were introduced 
actions to improve the situation.
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4 Discussion

Mønsted and Føns (2002) notes that according to fact that ISO 
standards are not as versatile as the EFQM model, it is logical 
to start the search to achieve excellence through the implemen-
tation of ISO 9001:2000.

Van der Wiele, Dale and Williams (2000) argue that the 
benefits from the use of self-assessment according to base 
model are not in obtaining recognition, but in adapting a meth-
odology for assessing progress towards excellence.

Russell (2000) notes, that it is more realistic, if we see the 
standard ISO 9001 as a useful, even necessary step on the path 
to excellence. EFQM excellence model provides a holistic 
framework, on which can organization map out her route in 
the future. Well-established quality management system can 
significantly contribute to the efforts of the organization’s path 
towards achieving excellence and complementary approach.

However, Russell (2000) points out, that organization on 
their path towards excellence and taking into account the fact 
that they already have implemented ISO 9001 first properly 
thought, how efficiently they use their quality management 
system.

If the quality management system depends on the qual-
ity manager, and taking into account a potential threat to the 
external auditors of quality management system, then the 
organization is not mature for steps toward excellence.

Therefore management of organizations should take a 
clear commitment and demonstrate the will and determination 
for continuous improvement, and particularly with their own 
action demonstrate commitment to the promotion.

That use of ISO 9001 is only a step on the path to excel-
lence is evident from the requirements of both models, since 
the initial four elements of ISO 9001 can be connected or 
extended to the EFQM excellence model (Figure 3).

Russel (2000) concluded that ISO 9001 is not to be seen 
as competing model, but as a complement to the model of 
excellence.

Among other things he states, that management review 
is not intended exclusively to meet the requirements of the 
standard, but should be an integrated part of business process 
of organization. Management review is a two-way process in 
which top management meets with other levels of the organi-
zation.

Up stated remarks confirmed Bones (2009), which states 
that auditors in practice too often find that management review 
is conducted as a formality, with the aim to provide only 
evident record of checks carried out, which represents a clear 
deviation from the standard requirements for a “management 
commitment”.

Robitaille (2004) emphasizes the transformation of the 
management review implementation from passive reporting to 
strategic planning. Management review is defined as dynamic, 
constantly evolving set of operations that convert the policy of 
the organization into operational performance.

It has been empirically verified, that the application 
of holistic management models such as the EFQM excel-
lence model has a positive effect on corporate performance 
(Kristensen et al., 2000).

Based on this experience we assume, that performing 
of management review can be transformed in a way to allow 

Figure 2: Results of the self-assessment by individual criteria in individual units and average
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monitoring of organizations achievements in broader context 
and provide additional input (the results of the EFQM model 
self-assessment and review of the achievement according to 
implementation of company’s strategy) and outputs (output 
decisions and actions of management review) become an 
additional condition for approving of annual business plan 
(Figure 4).

Upgrading of the model (Fig. 5) takes into account 
according to the technical specification ISO/TS 16949 key 
leadership role, who is responsible for promoting continuous 
improvement in the organization, implementation of manage-
ment review fits in the PDCA cycle to phase C (control).

Therefore, the update is performed on the right side of the 
excellence model, which defines results, thereby leadership as 

a generator of change must ask itself about the factors, that 
have influenced achieved.

In doing so, we consider the use of proactive RADAR 
logic, which is not intended only for assessment but also 
for development of management system based on structured 
problem analysis.

Based on own experience of implementation of ISO / TS 
and taking into account their requirements and achieved posi-
tive trends in indicators which are used to achieve a positive 
development, can for such approach to management review be 
used following bases:
n	 technical specification ISO/TS 16949 in the input data 

in the management review sets out recommendations for 
improvements and in output improvements of efficiency 
of quality management system and its processes, which 
indicates the openness of the specification,

n	 management review is one of the key tools of top man-
agement to implement the continuous improvement in 
organisation, so it is feasible to update on a new, higher 
baseline level of quality management, which is defined as 
excellence,

n	 achieving of objectives of organization’s continued 
improvements must be linked with the process of plan-
ning,

n	 introduction of excellence also means receiving basic 
principles of excellence, which have recognized correla-
tion with the fundamental principles of quality manage-
ment and upgrade them in specific points,

n	 according to higher goals of the company's sufficient pro-
gress in the management system.

Management review in this way gets more dynamic and 
decisive role by strategic transformation of defined business 
policies in the long term, efficient operations. Managers can 
on the basis of large-scale information, quickly and effectively 
act on the necessary short-term and long-term changes in the 
company and completely focus to management of strategically 
important areas.  By adopting the principles of excellence 
management review on the input side includes information of 
the results of self-assessment and on exits extends throughout 
the company’s structure even stronger culture of excellence.

With upgrading of the management review to the princi-
ples of excellence follows:
n	 self-assessment include in the systemic approach of 

process oriented performing,

Figure 4: Approving the annual business plan

Figure 3: Relationship between elements of ISO 9001 and EFQM
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n	 results of self-assessment are controlled at the highest 
level of the organisation and thereby highlight the role of 
top management,

n	 the principles of excellence extends throughout the com-
pany's structure and thus develop culture of excellence,

n	 process of management strengthen its role towards con-
tinuous improvements. 

5 Conclusions

The results of self-assessment can be further, in addition to 
the information required in accordance with ISO / TS, used as 
input data into a management review.

Usefully complement and build upon the results of audits, 
and guide organisation to development of “soft” factors, 
which are necessary for the comprehensive treatment of the 
organization for achieving the desired or necessary competi-
tive advantage.

Implementation of the management review based on a 
model of excellence we recognize as logical loop into a whole 
circle of continuous improvement, which offers a reasonable 
upgrade of existing management review implementation.

The results of internal audits analysis carried out shown 
mainly operational problems associated with:
n	 lack of documentation management, 
n	 inefficient management of corrective actions,
n	 non-compliant operation of manufacturing processes and
n	 lack of the defined responsibilities and empowerment.

Therefore, the decision to compare internal audits with 
third parties audits makes sense, since the summaries of 
these audits indicated substantially more on systemic prob-
lems that are associated with:
n	 setting clear trusts in relation to operational objectives,
n	 sense of individual decisions and their added value and
n	 role of management reviews to continuous improvements.

Positive trends of most presented indicators indicate 
a content value and appropriateness of internal audits and 
third parties. Implementation of the EFQM excellence model 
self-assessment with the results obtained guide in the compre-
hensive treatment of influential factors to achieve the desired 
results.

Based on analysis of the requirements of ISO / TS to 
carry out audits and management reviews we identified gaps 
and opportunities, how it is possible to upgrade the existing 
approaches which are used in TPV d.d.

In this way EFQM excellence model self-assessment 
additionally focus to further direction of development:
n	 areas of management and organizational climate and
n	 strategic planning of enablers, which achieve results.

Top management can take with upgraded management 
review a much more proactive role in monitoring and devel-
oping activities of continuous improvement. In this way can 
organisation faster and more effectively achieve the realiza-
tion of the set strategic directions and objectives in the field of 
quality management. It is also an opportunity to place it broad-
er - we can move even into the areas of strategic planning.

6 References
Alič, M. & Rusjan, B. (2009). Prispevek notranjih presoj po stand-

ardih družine ISO 9000 k doseganju ciljev poslovanja. [A 
Contribution of the ISO 9000 Internal Audit to the Achievement 
of the Company Goals]. Organizacija, 42(2), 35-47.

Bones, E. (2009). ISO 9001 and management review. Retrived 
25.2.2010, from http://www.articlesbase.com/education-arti-
cles/iso9001-and-management-review-28984.html

Carpinetti, L.C.R., Buosi, T. & Gerólamo, M.C. (2003). Quality man-
agement and improvement. A framework and a business-process 
reference model. Business Process Management Journal, 9(4), 
543-554. DOI 10.1108/14637150310484553.

Drickhamer, D. (2001). Standards shake-up. Retrived 25.2.2010, 
from http://www.industryweek.com/articles/standards_
shake-up_814.aspx 

Figure 5: Schematic representation of an upgraded management review



119

Organizacija, Volume 44 Research papers Number 4, July-August 2011

Horžen, A. (2005). KAIZEN: Transforming operations into a strate-
gic competitive advantage: continuous improvement in Slovenia. 
Cerklje ob Krki: DRVUP.

International Organization for Standardization and International 
Accreditation Forum (2009) ISO 9001 Auditing Practices 
Group. Retrived 15.12.2009, from http://www.iso.org/ tc176/
ISO9001 AuditingPracticesGroup 

ISO/TS 16949:2002. (2004). Tehnična specifikacija: Posebne zahteve 
za uporabo ISO 9001:2000 v organizacijah s serijsko proizvod-
njo in proizvodnjo nadomestnih delov v avtomobilski industriji 
[Quality management systems - Particular requirements for 
the application of ISO 9001:2000 for automotive production 
and relevant service part organizations]. Ljubljana: Slovenski 
inštitut za standardizacijo.

Karapetrovic, S. & Wilborn, W. (2001). Audit and self-assess-
ment in quality management: comparison and compat-
ibility, Managerial Auditing Journal, 16(6), 366-377, DOI: 
10.1108/02686900110395505.

Kristensen, K.; Juhl, H. J. & Eskildsen, J. K., (2000). The excel-
lence index as a benchmarking tool. In R., Edgeman (Ed.) 
First International Research Conference on Organizational 
Excellence in the Third Millennium, 6-9 August 2001 (pp. 155-
161). Colorado, USA.

Martın-Castilla, J.I. & Rodriguez-Ruiz O. (2008). EFQM 
model: knowledge governance and competitive advan-
tage. Journal of Intellectual Capital, 9(1), 133-156. DOI 
10.1108/14691930810845858.

Ministrstvo za šolstvo, znanost in šport, Urad RS za meroslovje 
(MIRS). (2004). Ocenjevanje odličnosti: Praktični vodnik za 
uspešno razvijanje, izvedbo in pregled strategije samoocenje-
vanja v vaši organizaciji [Assessing for Excellence: A Practical 
Guide for Self-Assessment]. 1. izd. Ljubljana: MIRS.

Ministrstvo za šolstvo, znanost in šport, Urad RS za meroslovje 
(MIRS). (2004). Model odličnosti EFQM. Javni in prostovoljni 
sektor. [EFQM Excellence Model, Public and Voluntary Sector]. 
Ljubljana: MIRS.

Mønsted, M. & Føns, T. (2002). A comparative assessment of the 
EFQM Excellence model and the ISO 9001:2000, Aarhus 
School of Business.

Piskar, F. & Dolinšek, S. (2006). Implementation of the ISO 9001 : 
from QMS to business model. Industrial Management & Data 
Systems, 106(9), 1333-1343, DOI 10.1108/02635570610712609.

Robitaille, D.E. (2004). Wake up your management review. Retrived 
20.2.2010, from http://www.qualitydigest.com/april04/
articles/03_article.shtml

Russell, S. (2000). ISO 9000:2000 and the EFQM Excellence 
model: competition or co.-operation. Total Quality 
Management & Business Excellence, 11(4&6), 657-665. DOI: 
10.1080/09544120050008039.

Savič, N., Kern-Pipan, K. & Gunčar, U. (2007). Poslovati odlično z 
uporabo Modela odličnosti EFQM. [Excellence Business using 
the EFQM Excellence Model]. Ljubljana: Javna agencija RS za 
podjetništvo in tuje investicije.

SIST EN ISO 9000 (SIST EN ISO 9004:2004). Sistemi vodenja 
kakovosti – Smernice in izboljšave delovanja [Managing for the 
sustained success of an organization -- A quality management 
approach]. Ljubljana: Slovenski inštitut za standardizacijo. 

Spence, J. (2008). Achieving business excellence. Retrived 14.12.2009, 
from http://www.changethis.com/46.01.AchievingExcellence

Stern, J. M., Shiely, J. S. & Ross, I. (2003). EVA kot izziv – uvajanje 
sprememb, ki v organizacijo prinašajo dodano vrednost. [EVA 
as a challenge - implementing changes which bring added value 
to the organization]. Ljubljana: GV Založba.

Van der Wiele, A., Dale, B. G. & Wiliams A.R.T. (2000). ISO 9000 
Series and Excellence Models: Fad to Fashion to Fit. Journal of 
General Management, 25(3), 50-66. 

Williams, R., Bertsch, B., Van der Wiele, A., Van Iwaarden, J. 
& Dale, B. (2006). Self-Assessment Against Business 
Excellence Models: A Critique and Perspective. Total Quality 
Management & Business Excellence, 17 (10), 1287-1300. DOI: 
10.1080/14783360600753737.

Zulauf, C. A. (2007). Learning to think systemically: what does 
it take? The learning Organisation, 14(6), 489 – 498. DOI: 
10.1108/09696470710825105.

Anton Petrič is employed in the company TPv d.d. from 
novo mesto. The main areas are quality management 
systems, environmental management, safety and health at 
work and cooperation in implementing the business excel-
lence model. he manages a Directorate of management 
systems.

Boštjan Gomišček is an associate professor at the Faculty 
of organizational Sciences, university of maribor. as head of 
the laboratory for Quality management, he is engaged in the 
following research and teaching fields: quality management, 
environmental protection and maintenance management.

Razvoj vodstvenega pregleda na podlagi modela odličnosti

Dobavitelji v avtomobilski industriji imajo pri strateškem načrtovanju na voljo več različnih pristopov in orodij, s katerimi lahko 
zahtevane sisteme managementa kakovosti (iSo 9001, iSo/TS 14696) nadgrajujejo za doseganje tiste prebojne moči, ki 
zadosti potrebam za doseganje pomembnejše vloge v avtomobilski dobaviteljski verigi. eno od zelo razširjenih in pozitivno 
sprejetih orodij za doseganje nenehnega izboljševanja delovanja je uvajanje načel odličnosti po modelu eFQm.
na osnovi študije primera je v prispevku analizirana in prikazana uporabna vrednost izvajanja presoj sistema managementa 
kakovosti in vodstvenega pregleda po iSo/TS in njihov pozitiven vpliv na razvoj kazalnikov delovanja podjetja TPv d.d. iz 
novega mesta, ki je kot razvojni dobavitelj vpeto v avtomobilsko industrijo. 
z izvedbo samoocene po modelu odličnosti eFQm smo prikazali dodano vrednost vpeljave načel odličnosti glede na dose-
danji sistem presojanja po iSo standardih in izvedbe vodstvenega pregleda po iSo/TS zahtevah. 
izvajanje vodstvenega pregleda kot managerskega orodja, ki izhaja direktno iz zahtev standarda iSo/TS, smo v obstoječem 
sistemu nadgradili na nivo temeljnih načel odličnosti po modelu eFQm ter na tak način nadgradili vodstveni pregled, kot enega 
uporabnejših managerskih orodij, s katerim lahko vodstvo še učinkoviteje uvaja stalno izboljševanje in strateško upravlja 
podjetje. 

Ključne besede: standard managementa kakovosti, model odličnosti eFQm , presojanje, samoocenjevanje, vodstveni pregled


