
Business Excellence
The EFQM Approach

ATHENS MBA

2013

Nikos K. Kokkalakis Business Excellence Summary 
2013

1



Nikos K. Kokkalakis Business Excellence Summary 
2013

Origins of Business Excellence

Deming Application Prize

Malcolm Baldrige National Quality Award

European Quality Award (BE, EFQM)

Japan, 1951

USA, 1987

Europe, 1991

TQM
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Continuous Improvement
PLAN 

DO   

CHECK

ACT  

•Decision making
•Strategy formulation
•Project planning
…

•Implementation

•Business review
•Performance appraisal
…

•Corrective 
action
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The BE Model

Adapted from http://www.efqm.org/en/Home/aboutEFQM/Ourmodels/TheEFQMExcellenceModel/tabid/170/Default.aspx,
accessed 24 May 2010

Leadership

People

Strategy

Partnerships
& Resources

Processes,
Products &
Services

People
Results

Customer
Results

Society
Results

Key
Results

Enablers Results

Learning, Creativity & Innovation
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The BE Model Scoring System

Adapted from http://www.efqm.org/en/Home/aboutEFQM/Ourmodels/TheEFQMExcellenceModel/tabid/170/Default.aspx,
accessed 24 May 2010
Scoring may be altered by EFQM

Leadership

People

Strategy

Partnerships
& Resources

Processes,
Products &
Services

People
Results

Customer
Results

Society
Results

Key
Results

Enablers Results

Learning, Creativity & Innovation

100

90

80

90 140

90

200

60 150

500 points 500 points
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BE (Self-)Assessment
Approach
• Sound
• Systematic

Deployment
• Implemented
• Systematic

Assessment & Review
• Measurement
• Learning
• Improvement

No evidence or anectodal

Some evidence

Evidence

Clear evidence

Comprehensive 
evidence

0%

25%

50%

75%

100%
ENABLERS
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BE (Self-)Assessment
Trends
• Positive
• Sustained

Targets
• Appropriate
• Achieved

Comparisons
• Good or world class

Causal link
• Caused by approach

No results or anectodal info

25% of results good (*)

50% of results good

75% of results good

All results good

0%

25%

50%

75%

100%
RESULTS

(*): positive and sustained for 3 years
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Top Management Commitment?
A

ss
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Time, Number of Assessments

‘quality droop’

YES

NO

Based on  Hughes, A. & Halsall, D. N. (2002). Comparison of the 14 deadly diseases and the business excellence 
model. Total Quality Management, 13 (2), 255- 263.

from the 
beginning
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EFQM vs. Baldridge Award

Baldridge Award
1. Leadership 
2. Strategic Planning 
3. Customer Focus 
4. Measurement, Analysis, and 

Knowledge Management 
5. Workforce Focus 
6. Process Management 
7. Results 

EFQM
1. Leadership 
2. Strategy
3. People
4. Partnerships & Resources
5. Processes
6. Customer Results
7. People Results
8. Society Results
9. Key Results
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EFQM vs. Balanced Scorecard
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