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Abstract 


In this paper, the emphasis is put on the issue of using one of the most comprehensive 
 management  tool  assessing  and  improving  the  overall  enterprise  performance  –  the 
 EFQM Excellence Model. The aim of paper was to reveal the use of above mentioned 
 management  tool  within  the  600  tourism-related  enterprises  operating  in  Slovakia  and 
 identify  barriers  complicating  the  application  of  EFQM  Model  while  managing  and 
 improving their overall performance. The research was based on formulated hypotheses, 
 which  were  verified  by  appropriate  statistical  methods,  namely  the  population 
 proportion method and the Chi-square method of independence. Based on the results of 
 H1 verification, the EFQM Model was used by less than 10% of Slovak tourism-related 
 enterprises.  A  statistically  significant  relationship  between  the  size  of  tourism-related 
 enterprise and the use of EFQM Model, analysed within the H2, was not confirmed. The 
 last analysed H3 was focused on the form of business ownership and the use of EFQM 
 Model. Also in this case, no statistically significant relationship between these variables 
 was proven. By using the standard deviation method, we found that the lack of financial 
 and  personnel  resources  is  one  of  the  greatest  obstacles  within  the  application  of  this 
 model.  Our  research  pointed  out  the  low  and  insufficient  use  of  the  EFQM  Model  in 
 business  practice.  Therefore,  our  intention  is  to  present  this  model  as  a  modern, 
 innovative management tool assessing not only financial, but also non-financial aspects 
 of  the  enterprise  performance.  Mapping  the  actual  use  of  EFQM  Model  in  Slovak 
 tourism-related enterprises can be considered as one of the most significant findings of 
 this paper, which may form the basis for further research in this area. 


Key Words: performance, EFQM Model, non-financial indicators, research. 


JEL Classification: G21, L26, O16 


1. Introduction 


In  today's  ever-changing  environment,  businesses  face  new  challenges  that 
require enterprises to be more flexible and effective. Studies on entrepreneurial learning 
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a  relatively  new  development  at  the  intersection  of  entrepreneurial  studies  and  small 
 business  management  in  which  began  to  emerge  as  concepts  in  the  late  1990s 
 (Gavurova  et.  al.,  2018).  A  regional  disparity  is  becoming  increasingly  important 
 growth  constraint.  Policy  makers  need  quantitative  knowledge  to  design  effective  and 
 targeted policies (Štefko & Steffek, 2018).  


The available studies present many different and mutually contradictory factors 
 that  need  to  be  taken  into  account  in  the  strategic  decisions  of  managers.  Their 
 importance  and  intensity  are  different  for  individual  business  entities  (Belás  et  al., 
 2018).  Management  standards  serve  as  an  effective  knowledge  diffusion  channel, 
 considering that they offer comprehensive scientific and practical knowledge for many 
 different  stakeholders  (Pohle  et  al.,  2018,  Stefko  et  al.,  2016b).    With  regard  to  fierce 
 competition,  organizations  are  now  putting  an  increasing  emphasis  on  the  intangible 
 value of reputation in order to achieve their goals (Štefko et al, 2016a).  The ability of 
 an  organization  to  effectively  and  effectively  operate  in  a  competitive  environment  is 
 highly  dependent  on  its  knowledge  capability  and  innovation  performance 
 (Aboelmaged,  2014).  The  Internet  has  also  brought  significant  changes  for  companies 
 operating  in  a  constantly  changing  world  creating  new  challenges  and  opportunities 
 (Bacik et al., 2019). The technological  advancements  in  the  globalizing  world  and  
 the  rapid  change in socio-economic conditions  result  in  the  increase of customer’s 
 demands  and  expectations (Tuzunkan, 2018). People use the perks of tourism industry 
 to  explore  new  destinations,  however,  doing  sports  in  a  healthy  environment  is  also 
 becoming increasingly popular. In these days, tourism is being combined with physical 
 activities,  thus  enabling  the  population  to  enjoy  both  active  and  passive  relaxation. 


Nowadays,  tourism  is  also  connected  with  the  health  care  sector  as  customers  seek 
 sports  as  their  leisure  time  activity  (Šip,  2017).  Entrepreneurs  must  respond  to 
 constantly  changing  market  situation  and  be  able  to  adapt  to  these  changes 
 professionally.  If  a  business  wants  to  be  successful,  it  should  not  focus  solely  on 
 financial  side  of  the  business,  but  also  on  more  flexible  factors  like  non-financial 
 indicators.  These  aspects  include,  in  particular,  the  ability  to  learn,  the  innovative 
 thinking  of  employees,  the  use  of  available  information,  the  ability  to  continually 
 improve  relationships  with  customers  or  suppliers.  There  also  exist  international 
 standards that aim to systematize the implementation of business management systems 
 (da Fonseca, 2015). In this context, it is important to focus on managing and measuring 
 business  performance. Our paper focuses  on the  EFQM model, which we will analyse 
 through  a questionnaire  survey carried out  in  selected  enterprises. Business  excellence 
 assessments—such  as  those  proposed  by  the  European  Foundation  for  Quality 
 Management and the administrators of the Malcolm Baldrige National Quality Award—


have enabled many organizations to  identify key areas  for improvement,  ranging from 
 the  role  of  leadership  in  developing  a  service-oriented  culture  (Dubey,  2016).  The 
 EFQM  model  is  a  modern  and  system-oriented  method  for  managing  and  improving 
 business performance and contains a range of factors that include not only financial but 
 also non-financial indicators.  


In our paper, we decided to focus on exploring the EFQM model in the tourism 
 business,  as  tourism  is  one  of  the  most  important  sectors  of  the  world  economy.  


Improving   the   overall   results   in   the   tourism   also   depends   on   the appropriate 
choice  of  methods  supporting  the  performance  improvement  of  tourism  enterprises 
(Gallo et al., 2019). 
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2. Literature review 


The  generic  nature  of  business  excellence  models  and  arbitrary  approaches 
 followed by organizations to achieve excellence has triggered new approaches to attain 
 excellence (Dubey & Lakhanpal, 2019). The EFQM Excellence Model (EEM) has been 
 used  by  managers  and  academics  as  a  proxy  for  the  implementation  of  total  quality 
 management  (TQM)  (Gomez  et  al.,  2017).  Empirical  studies  that  examined  the 
 relationship between overall quality management (TQM) and organization performance 
 examined  the  impact  of  each  TQM  dimension,  including  the  EFQM  model,  on 
 performance  separetely  (Calvo-Mora  et  al.,  2014).  The  EFQM  Excellence  Model  was 
 created  in  1991  in  collaboration  with  the  founding  members  of  the  European  Quality 
 Foundation.  It  is  a  comprehensive  management  tool  used  to  assess  and  improve  the 
 performance of a broad range of business  activities. In Europe, quality management is 
 carried  out  according  to  a  model  formulated  by  the  European  Quality  Management 
 Foundation (European Foundation for Quality Management – EFQM). It is also known 
 as  EFQM  Excellence  Model  (Al-Tabbaa  et  al.,  2013;  Bolboli  &  Reiche,  2014).  When 
 appropriately implemented, excellence EFQM business excellence model aid enterprise 
 quests  for  sustained  superior  results  across  varied  dimensions  (Edgerman,  2018).  This 
 European  Excellence  Model  is  suitable  to  be  used  by  any  business  seeking  to 
 continually improve its performance. It enables a complete analysis of the processes and 
 activities  that  take  place  in  the  enterprise  at  all  levels  with  the  participation  of  all 
 employees  and  identifies  the  areas  that  need  to  be  improved.  Since  its  inception,  the 
 model has  been revised  and refined several  times.  The model consists of nine criteria. 


An  important  element  of  EFQM  is  a  continuous  improvement  using  available 
 management tools and techniques. Quality Control Piliers (EFQM), as the latent factor 
 of  "excellence  enabling",  is  linked  to  business  performance,  taking  into  account  the 
 mediating  role  of  innovation  in  this  relationship  (Kafetzopoulos,  2019).  The  model 
 consists  of  nine  criteria,  five  assumptions  of  excellence  and  four  results.  The  tool  is 
 based  on  the  principle  that  five  performance  assumptions,  leadership,  employees, 
 strategy,  partnerships  and  resources  and  processes  lead  to  exceptional  organizational 
 performance  results  based  on  the  relations  to  employees,  customers,  companies  and 
 business  results  (Simonova  &  Fomenko,  2017,  Maďarová,  2007).  Model  EFQM 
 Excellence  is  a  tool  designed  to  comprehensively  assess  an  enterprise  and  its 
 performance.  It  emphasizes  the  role  of  leadership  in  business,  the  policy  and  strategy 
 used,  the  impact  on  employees  and  the  resources  used  by  the  partnerships  as 
 prerequisites  for  the  good  functioning  of  processes.  These  processes  result  in  a 
 relationship  with  customers,  employees  as  well  as  the  relationship  with  the  enterprise. 


This  model respects  several  principles, with  the greatest  emphasis  being  placed on the 
 principle  of  continuous  improvement.  Continuous  improvement  concerns  all  business 
 activities that can be achieved using available modern management methods and proven 
 practices,  and  thus  ensure  the  future  of  the  enterprise.  The  model  eliminates 
 duplications,  identifies  existing  deficiencies,  and  understands  their  stronger  sides.  A 
 significant  feature  of  the  EFQM  model  is  that  it  provides  people  with  broader  and 
 deeper  insights  into  the  cause  and  effect  of  relationships  between  their  organization 
 activities and the results it achieves (Al-Majali & Almhirat, 2018).  


While  the  EFQM  model  was  primarily  designed  for  European  enterprises,  the 
US  uses  the  Malcolm  Baldrige  National  Quality  Award  (MBNQA),  which  includes 
seven  exceptional  performance  criteria,  namely  Leadership,  Strategic  Planning, 
Customer  Orientation  and  Market,  Measurement,  Analysis  and  Knowledge 
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Management,  Human  Resources,  Process  Management  and  Business  Performance 
 Results (Talwar, 2011). 


The EFQM model has also been the subject of various research related to its use, 
 in particular in relation to the Total Quality Management (TQM) concept (Calvo-Mora 
 et  al.  2015).  The  KPI  institute  carries  out  strategic  management  research  that  includes 
 the EFQM model. The mentioned model is regularly placed in the list of the most used 
 management  tools.  The  2017  Bain  &  Company  research  carried  out  on  a  sample  of 
 1,200 enterprises around the world showed that the TQM model, with which the EFQM 
 model is linked, is used by up to 43% of enterprises. The TQM model is thus placed in 
 the list of top ten most used tools to improve business performance (see Graph 1). 


Graph 1 The most used management tools 


Source: own elaboration by Bain & Company (2018) 


The countries of Central and Eastern Europe have different approach, however. 


Veselová  (2018)  carried  out  research  in  Lithuania.  The  results  show  that  the  EFQM 
 model is being used by 25% of large and 10% of small and medium-sized enterprises. 


Compared  to  Western  Europe,  this  figure  is  much  lower.  Research  carried  out  by 
 Stríteská  &  Svoboda  (2012)  pointed  to  even  lower  values  -  only  3%  of  Czech 
 companies  use  the  EFQM  model  despite  the  fact  that  up  to  29%  of  respondents  use 
 quality  management  tools.  The  authors  also  report  that,  according  to  statistics,  this 
 model is being used by more than 30,000 enterprises across Europe. 


The  area  of  our  research  was  focused  on  the  issue  of  strategic  management 
 methods  using  financial  as  well  as  non-financial  indicators.  In  this  context,  the  use  of 
 EFQM  Model  can  be  compared  with  the  Balanced  Scorecard  concept.  Bain  & 


Company,  a  consultancy  company,  regularly  conducts  a  worldwide  survey  concerning 
 the  top  management  tools  used  in  business  practice.  Based  on  the  results  in  2018,  the 
 Balanced Scorecard was applied in 53% of enterprises. As reported by company Gartner 
 (2018),  about  half  of  the  analysed  enterprises  use  the  above  mentioned  concept.  This 
 finding  was  also  confirmed  by  research  of  Rigby  &  Bilodeau  (2014),  according  to 
 which the concept is applied in 48% of large and medium-sized enterprises. In Slovakia, 
 the research study focused on the use of Balanced Scorecard concept was carried out by 
 authors  Lesáková  et  al.  (2017).  Based  on  the  results,  only  9.15%  of  the  analysed 
 companies used this modern concept. 
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3. Methods 


The paper presents research focused on the use of the EFQM model in tourism-
 related enterprises in Slovakia. Through research we want to point out its low use rate. 


The paper also deals with factors that prevent the use of the EFQM model in tourism-
 related  enterprises.  The  aim of the paper is  also  to  introduce the EFQM  model, which 
 we  describe  as  a  comprehensive  management  tool  that  assesses  and  improves  the 
 performance  of  a  wide  range  of  business  activities.  The  main  aim  of  the  research  was 
 supported by sub-aims, namely the use of EFQM in tourism-related enterprises and the 
 demonstration  of  a  statistically  significant  relationship  between  the  size  of  enterprises 
 (by number of employees) and the size of sales and the use of EFQM.  


To  get  the  data  we  chose  to  employ  the  questionnaire  method,  which  we 
 consider to be a suitable tool for obtaining the required information. The questionnaire 
 was created in the online environment using google forms. The questionnaire consisted 
 of closed questions and the questions using the Likert scale. The Likert scale consists of 
 answers ranging from “completely agree” to “completely disagree”.  


The  questionnaire  consisted  of  two  basic  parts.  The  first  part  aimed  at 
 identifying basic data and the second part on the research itself. The identification part 
 focused on issues related to the size of enterprise, ownership scheme and geographical 
 scope.  The  questions  in  the  second  part  of  the  questionnaire  focused  on  the  research 
 itself and were divided into three parts. The first part of the questionnaire’s research part 
 focused on the strategy of the company. The second part focused on the performance of 
 enterprises,  and  the  third  part  focused  on  the  EFQM  model  itself,  which  we  tried  to 
 investigate in more depth using the chosen questions. Questions focused on the level of 
 use of EFQM in tourism-related enterprises and the reasons why enterprises do not use 
 this model.   


Our research focused on enterprises operating in the field of tourism, which we 
 addressed through the questionnaire.  We applied the probability theory on the sample. 


Thus, we confirmed that the results can be generalized to a basic set. We analyzed these 
 results  even  further.  In  the  research,  we  applied  the  method  of  random  selection,  thus 
 eliminating the possibility of distortion of results. This means that every enterprise in a 
 core  file  may  become  a  sample  file.  Each  method  has  its  own  rules.  The  rules  for 
 random selection must be set so that each element has the same chance to make it to the 
 selection  file.  The  classification  of  tourism-related  enterprises  was  based  on  the 
 methodology and classification of enterprises NACE and SK NACE. SK NACE is the 
 standard classification of economic activities used in the European Union. The database 
 of  tourism-related  enterprises  we  used  in  our  research  was  obtained  from  the  Index 
 Entrepreneur website. The Entrepreneur Index project is a database of enterprises whose 
 main task is to support and develop a transparent business environment in Slovakia. All 
 information  which  the  Entrepreneur  Index  uses  is  drawn  from  publicly  available 
 databases  and  registers.  The  basic  information  framework  consists  of  digitally 
 structured  data,  files  in  pdf,  csv,  xls  and  electronic  scans  of  various  documents.  The 
 questionnaire  was  sent  to  619  tourism-related  enterprises.  We  got  back  60 
 questionnaires,  the  return  rate  of  9.85%.  Almost  a  10%  return  rate  is  standard  in  the 
 questionnaire research and we consider the results of this research to be relevant.  


The  research  sample  consisted  of  tourism  enterprises  mostly  represented  by 
medium-sized enterprises (45%). The number of small and large enterprises included in 
the  research  was  almost  equal.  A  total  of  22%  of  small  enterprises,  25%  of  large 
enterprises and only 8% of micro enterprises participated in the final survey. In terms of 
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the form of business ownership, 48% of the analysed enterprises were owned by Slovak 
 investors, 50% was made up by foreign investors and remaining 2% were in the form of 
 mixed ownership. 


The hypotheses were formulated on the basis of literature review processed from 
 scientific  papers  described  within  the  evaluation  of  individual  hypotheses  as  well  as 
 from companies such as Bain & Company (2018), Gartner (2018) dealing with strategic 
 management issues. 


The questionnaire and the overall research on the EFQM model were based on 
 the following hypotheses:  


H1:  We  assume  that  more  than  10%  of  tourism-related  enterprises  use 
 EFQM as a comprehensive management tool to boost business performance. 


H2: We assume that there is a statistically significant relationship between 
 the size of the tourism-related enterprise and the use of EFQM. 


H3: We assume that there is a statistically significant relationship between 
 the ownership of the tourism-related enterprise and the use of EFQM.  


Research  methods  such  as  descriptive  statistics,  pivot  tables,  etc.  were  used  to 
 evaluate  the  data  obtained,  using  analysis,  comparison,  synthesis,  selection,  induction 
 and deduction. To verify the hypotheses, we used the population proportion method and 
 the Chi-square method of independence. We tested the hypothesis using the Chi-square 
 test in the Statistica statistical program by StatSoft, version 12.0.  


Table 1 Used formulas with explanatory note 


Indicator  Formula  Explanatory note 


Pearson's      
 Chi-square 


Test of 
 Independence 


χ2=∑(fe− ft)2
 ft


𝜒2 – the Chi-square value subsequently compared to    
          a table value based   on the selected error  
          probability, 


fe   –  the empirical frequency of observed variables, 
 ft   –  the theoretical frequency of observed variables. 


Population 
 proportion 
 method 


p = p ̂ ±zα*√p̂ * q̂
 n


p̂ −    the proportion of the phenomenon in the selected sample 
 q −    the proportion of the opposite phenomenon in the 
       selected sample, 


n −    size of sample, 
 zα−    reliability. 


Source: own elaboration by Marcheová et al, 20111 


4. Results 


The  research  was  carried  out  in  tourism-related  enterprises  in  Slovakia  and 
focused  on  the  usage  rate  of  the  EFQM  model  to  manage  business  performance.  This 
model represents a tool for stakeholders to comprehensively assess performance of the 
enterprise.  The  first  goal  of  our  research  was  to  find  out  what  is  the  use  rate  of  the 
EFQM  model  in  tourism-related  enterprises  in  Slovakia.  The  relevant  hypothesis  also 
features an assumption that we derived from research that was carried out in the Czech 
Republic  by  the  researchers  Stríteská  &  Svoboda  (2012).  Their  research  showed  that 
only 3% of enterprises use EFQM in the Czech Republic. In our research, we decided to 
find out what the current situation in Slovakia is in relation to the above. Therefore, we 
set the following hypothesis: 
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H1:  We  assume  that  more  than  10%  of  tourism-related  enterprises  use 
 EFQM as a comprehensive management tool to boost business performance. 


To  verify  the  hypothesis,  we  used  a  statistical  method  to  determine  the 
 proportion of the phenomenon in the population. The results are shown in Table 2. 


Table 2 Using EFQM model  
 Population proportion method 


p̂ = 0.1833 
 q̂ = 0.8166 


p = 0.1833 ± 1.96 *√0.1833 * 0.8166
 60
 p = 0.1833 ∓ 0.0499 
 0.0854 ≤ p ≤ 0.2812 
 Source: own elaboration  


Using  the  population  proportion  method,  we  evaluated  the  hypothesis  aimed  at 
 using the EFQM model, where we reached values from 8.54% to 28.12%. The resulting 
 values were obtained by using the variables put into the formula. These values resulted 
 in  three  basic  variables.  The  first  variable  stated  the  percentage  of  tourism-related 
 enterprises  using the EFQM. The second variable stated the opposite  -  enterprises  that 
 do  not  use  the  EFQM  model.  The  last  variable  contained  data  on  the  total  number  of 
 respondents  who  participated  in  our  research.  The  test  reliability  coefficient  was 
 determined  as  well,  reaching  the  value  of  95%  (coefficient  1.96).  Graph  2  shows  the 
 percentage display of results from the data obtained.  


Graph 2 Comparing the assumption with the use of EFQM Model 


Source: own elaboration  


By verifying the hypothesis using the population proportion method, we reached 
 values below our assumption (below 10%).  Based on the above  facts,  we can say that 
 the  EFQM  model  is  used  by  less  than  10%  of  tourism-related  enterprises  operating  in 
 Slovakia.  Thus,  we  note  that  the  hypothesis  has  not  been  confirmed  and  is  thus  not 
 accepted.  


The second hypothesis was based on data from The KPI Institute (2017), which 
 states  that  the  EFQM  model  is  mostly  used  by  companies  with  a  higher  number  of 
 employees. In our research, we focused on this fact and set the hypothesis by which we 
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verified the dependence between the size of the tourism-related enterprise and the use of 
 the EFQM model:  


H2: We assume that there is a statistically significant relationship between 
 the size of the tourism-related enterprise and the use of EFQM. 


In this case, we have only processed data from respondents who use the EFQM 
 model. To verify this hypothesis, we chose the Pearson Chi-square test of independence. 


Through this test, we calculated the Chi-square characteristic which we then compared 
 with the critical table value for our chosen error probability and the degree of freedom. 


Table 3 shows the test results.    


Table 3 The results of testing hypothesis 
 Pearson's Chi-square Test of Independence 


   O15_PREK  O15_PREK  Row 


G_1:1  G_2:2  Totals 


G_1:1  18.1864407  10.81356  30 


G_2:2  18.8135593  11.18644  30 


All Groups  37  23  60 


Calculated value    p = 0.0919 


Error profitability   =  () 


Degree of freedom  DF = 1.00 


Critical value  x2 = 0.01 


Source: own elaboration  


The results of the verification of the hypothesis are shown in Graph 3 in the form 
 of  a  Scatter  plot  that  displays  the  values  for  the  two  variables  examined  from  a  set  of 
 enterprise data. The graphical representation of the EFQM model depends on the size of 
 the enterprise by the number of employees. 


Graph 3 Dependence between enterprise size and use of EFQM 


Source: own elaboration  


By verifying the hypothesis through the Chi-square test of independence, we can 
conclude  that  the  size  of  a  tourism-related  enterprise  does  not  affect  the  use  of  the 



(9)55 


EFQM  model  and  there  is  no  statistically  significant  relationship  between  these.  This 
 statement  is  proven  by  the  p  value  which  is  greater  than  0.05.  Therefore,  we  do  not 
 accept the hypothesis.  


The third hypothesis focuses on the ownership of tourism-related entities. Here 
 we  were  interested  in  whether  the  form  of  ownership  affects  the  introduction  of  the 
 EFQM  model.  We  based  our  assumption  on  research  of  Veselova  (2018),  who  states 
 that  up  to  25%  of  large  enterprises  in  Lithuania  uses  the  model.  Therefore,  we  were 
 wondering if foreign-owned enterprises tend to use the EFQM model to a greater extent. 


The hypothesis was determined as follows:  


H3: We assume that there is a statistically significant relationship between 
 the ownership of the tourism-related enterprise and the use of EFQM.  


To  test  this  hypothesis,  we  used  Pearson's  Chi-square  independence  test  based 
 on data from companies that use EFQM. Table 4 contains the test results.  


Table 4 The results of testing hypothesis 
 Pearson's Chi-square Test of Independence 


   O15_PREK  O15_PREK  Row 


   G_1:1  G_2:2  Totals 


G_1:1  21.2864518  12.92356  30 


G_2:2  15.7135482  10.27644  30 


All Groups  37  23  60 


Calculated value    p = 0.0722 


Error profitability   =  () 


Degree of freedom  DF = 1.00 


Critical value  x2 = 0.01 


Source: own elaboration  


The  above  hypothesis  was  verified  similarly  to  the  previous  ones  based  on  the 
 Scatter plot (Graph 4), in which we examined two variables from a set of data obtained 
 from tourism-related enterprises. The EFQM model is outlined in relation to the form of 
 business ownership. The scatter plot does not show any dependence in this case, which 
 is  also  confirmed  by  the  statistically  proven  hypothesis  that  the  form  of  business 
 ownership does not affect the use of EFQM in tourism-related enterprises.  


The  p  value  of  the  Chi-square  test  of  independence  is  greater  than  0.05. 


Therefore, we can state that there is no statistically significant relationship between the 
 ownership  of  the  business  and  the  use  of  the  EFQM  model  and  that  the  form  of 
 ownership  does  not  affect  whether  the  business  uses  the  EFQM  model.  Thus,  the 
 hypothesis is not accepted.  


Our  research  has  found  that  the  use  rate  of  the  EFQM  model  is  still  relatively 
low. We were interested in  the reasons  why  entities  do not  use the model (outlined  in 
the  questionnaire).  These  questions  and  answers  were  then  processed  using  statistical 
methods and displayed in Table 5. 
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Graph 4 Dependence between business ownership and use of EFQM 


Source: own elaboration 


Table 5 Reasons for not using EFQM 


Reason  Avg.  Min.  Max.  Standard 
 deviation 


Most 
 common 


answer 


Frequency of 
 occurrence of the 


most common 
 answer 


Lack of financial resources  4  2  5  1.12  4  13 


Lack of personnel   3  1  5  1.14  3  9 


Difficulty in introducing 
 the model into 


management 


2  1  4  1.26  2  7 


Inability of reaching 
 agreement between 
 managers 


3  2  5  1.16  4  10 


The enterprise is not 
 interested in introducing 
 the model 


3  1  5  1.18  3  8 


Source: own elaboration


Questions  aimed  at  getting  information  on  the  use  of  the  EFQM  model  in 
tourism-related  entities  were  formulated  based  on  the  Likert  scale  model.  The 
respondents  were  able  to  choose  answers  ranging  from  “totally  disagree”  to  “totally 
agree”. Based on the obtained data we conclude that the lack of financial resources is 
considered  the  greatest  obstacle  for  not  using  the  EFQM  model.  In  particular,  entities 
spend  their  money  on  day-to-day  operations,  and  spending  money  on  new  models  or 
innovative  approaches  is  not  interesting  for  them.  Another  important  reason  for  not 



(11)57 


using  the  EFQM  model  is  the  lack  of  personnel.  The  management  of  entities  is, 
 however,  aware  of  the  fact  that  in  order  for  the  model  to  succeed  they  need  skilled 
 employees.  Attracting  such  employees  is  also  closely  related  to  the  financial  costs, 
 because it is important to pay those employees accordingly. The possible reasons for not 
 introducing  the  model  into  the  management  of  the  entity  also  include  the  personal 
 interests  of  managers  and  the  consequent  inability  to  agree  on  the  introduction  of  the 
 model. There are also tourism-related entities that are not interested in this model. The 
 least frequently mentioned reasons for not using the EFQM model was the difficulty of 
 introducing the model into the management. It should be noted that external consultancy 
 companies may help with putting this model into operation. They know how to deploy 
 the  model  and  prepare  employees  for  its  operation  and  proper  use.  We  compared  the 
 reasons that prevent businesses from using the EFQM using a standard deviation (Graph 
 5). 


Graph 5 Comparison of the average trend and the standard deviation 


Source: own elaboration 


The standard deviation shows lower values for financial and personnel resources 
 and  gradually  rises  with  the  presence  of  less  important  factors.  Thus,  financial  and 
 personnel resources can also be seen as the most important factors preventing the use of 
 the EFQM model in tourism-related entities. 


5. Discussion 


Our research showed that tourism-related entities use the EFQM model to a very 
 small extent. Its usage rate is below 10%. What is interesting, however, is that the size 
 of the entity and form of ownership do not have a significant impact on the use of the 
 model.  The  main  barriers  to  using  the  EFQM  model  in  tourism-related  entities  are 
 financial and personnel resources. Investing in the right personnel is worth the business, 
 because  only  qualified  and  skilled  people  can  ensure  the  proper  implementation  of 
 innovative models that will bring about competitive advantage. 


Of course, this research paper contains several limitations. The research sample 
 was limited only to the area of tourism, which differs significantly from e.g. industry. In 
 this regard, the final results can be different. Moreover, the return rate of questionnaires 
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was  at  the  level  of  10%,  so  no  comprehensive  results  were  provided.  Based  on  the 
 above mentioned limits, our future research will be focused on the analysis of strategic 
 and  performance  management  issues  within  the  other  industries.  Our  intention  is  to 
 extend the research sample to get relevant results applicable to the selected industry. 


6. Conclusion 


The enterprise performance is determined by rising financial entitlements, which 
 are  (to  some  extent)  the  result  of  globalization,  interdependence  and   
 internationalization  (Onuferová  &  Čabinová,  2018).  Enterprises  are  largely  managed 
 through financial indicators, but the current trend is showing an increasing importance 
 of non-financial measurers, too. A number of complex systems have been developed to 
 measure business performance, including both financial and non-financial management 
 indicators  (Dobrovič  et  al.,  2018a).  In  the  context  of  profound  social,  economic  and 
 financial  changes,  private  and  public  organizations  managers  turn  their  attention 
 towards the most valuable resource they have  - the human resource (HR), the one that 
 can  ensure  increased  organizational  performance.  Using  adequate  HR  policies  and 
 practices, organizations can build a positive work environment that sustains employees' 
 development,  encourages  communication,  innovation,  and  pro-active  attitudes  and 
 behaviours  (Ciobanu,  2019).  Expressing  respect,  esteem,  encouragement,  self-
 assessment is  characterized by the form of evaluation  support (Balogová  et  al.,  2018). 


The use of the EFQM model has resulted in an improved view of the firm as a whole, 
 improved internal efficiency and an improved decision-making process. It has also had 
 a  notable  influence  on  leadership,  motivation  and  internal  communication  (Heras-
 Saizarbitoria  et  al.,  2011).  The  EFQM  model  will  help  to  achieve  a  competitive 
 advantage  with  a  strong  impact  on  overall  quality  management,  helping  to  benefit  all 
 interest groups (Nguyen & Chau, 2017). An integrated quality management system is a 
 key difference for companies, but because each company has its own conditions and its 
 own factors must adapt these businesses to existing models or invent their own system 
 (Golowko et al, 2017).  Enterprises will soon realize that using only financial indicators 
 will  not  help  them  survive  among  stronger  competition,  and  that  such  a  strategy  is 
 inappropriate for future-oriented enterprises, too. As a result of failing to innovate, the 
 enterprise  loses  its  ability  to  compete  because  it  insufficiently  invests  in  non-material 
 areas  of  business.  Such  areas  include,  in  particular,  product  and  process  innovation, 
 investment in employees’ skills, motivation and customer satisfaction. Investing in new 
 products,  new  techniques,  and  practices  worsens  the  company’s  short-term  financial 
 results.  Also,  investments  in  human  capital  and  employee  training  negatively  impact 
 short-term  financial  results.    However,  this  does  not  mean  that  the  enterprise  will  get 
 into  trou-ble  because  of  that.  In  the  long  run,  this  investment  will  bring  profits  and 
 increase the value of the business - which is the main objective of the business owners 
 after all (Dobrovič et al., 2018b). 
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