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Editorial n

The cause and effect relationship between certainties and
uncertainties

We are witnessing a wave of mergers and acquisitions both in terms of business value and alliances
concluded globally. The increasing number of mergers and acquisitions is a result of globalization that cre-
ates market opportunities, contributes to the reduction in barriers to entry into markets, facilitates network-
ing technologies, and expedites communications restructuring. From this perspective, mergers and acquisi-
tions are now considered corporate strategies causing global changes, influenced therewith by these changes.

(& (&
The combination of these factors and the global trend towards privatization have fostered and sustained the
greatest economic expansion and the stock market boom. Companies recur to strategic alliances in order to
secure a strategic balance in the market. Merger decisions are often influenced by the potential that is offered
by synergies when a variety of skills converge to ensure: the generation of new sets of activities and that of
financial economies of scale, an increase in operational efficiency through economies of scale, lower costs of
capital by leveling cash flow, and a better link between investment opportunities and internal cash flows.

Unfortunately, global companies oftentimes provide standardized products that do not suit local or
regional markets from a global marketing strategy.

The adaptation of these products to local markets would contribute to the rise in costs due to lower pro-
duction. Clearly there is the urge to standardize production, abandoning product customization in favor of
the customer. If the main concern is to increase profit, with no regard for the uniqueness of each individual,
there is a risk of giving up the potential represented by human diversity.

Strategies at the local level will be replaced by strategies at the global level. The leaders will embrace
them and this will either have favorable effects on society or not. The leadership, the type of strategy adopt-
ed, as well as the ability of each leader to showcase this strategy, in agreement or disagreement with the
national strategies for development or security, could lead to consequences hard to predict, and even worsc...

they might bring about unmanageable consequences.

Prof. Ph.D. Paul Marinescu
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Crediting analysis in Romania after
accession

~ Ph. D. Anca Mitu (Romanian Academy, Bucharest, Romania)

E-mail: anca_mitu@ yahoo.com

~ Ph. D. Associate Professor Constantin-Adrian Blanaru (Faculty of Economics, Uni-
versity “Petre Andrei” lasi)

E-mail: blanaruadrian@yahoo.com

Abstract: In a time full of financial convulsions with deep repercussions on the world wide econo-
mies, crediting is one of the easiest and serious options in finding alternative solutions for economic re-
covery. Using Crediting as a tool for economic recovery must be supported by all decision-factors, but not
in any circumstances. The perspective of economic development in the European Union also requires the
observance of medium and long-term desiderates such as coagulated ones in the concept of sustainable de-
velopment. The way in which crediting derives and its effects on sustainable development represents one of
the followed ways in any market economy in order to obtain the desired effects, not only economic, but also
social and environmental.

Key words: development, credits, regulating, surveillance, financial market.
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1. Motivation

The money dominance and the irresist-
ible desire of their collecting led the world
economy, in recent years, in the worst crisis
in its history. Started as a financial crisis, it
converted into something much larger, a gen-
eralized economic crisis, long-lasting, which
will radically change the face of the world.
The dimensions of the crisis are global. Past
crises were geographically limited, affecting
countries or regions, but never financial sys-
tems from most countries in the same time.

In fact, where this generalized crisis has
started? Many authors consider (rightly) that
financial institutions have the most important
fault. And this starting from the introduction
in market of new financial innovations irreg-
ular enough that caused major lack of balanc-
es in financial investment activities.

The severe financial crisis has shaken
another paradigm of development in all do-
mains - sustainable development. The strong
need for financial resources in this period fits
difficult in the broader context of sustainable
development which assume an inclination
also to the needs of others, especially future
generations.

The sustainable development model
suggest a long-term balance between the
economic objective of enhancing welfare
through economic growth and social and en-
vironmental objectives. This concept is an re-
sponse to crisis resources.

As innovator element on international
plan is introduced banking system is among
structures that can influence the success
of sustainable development. It is clear that
banks have a pivotal role in economic per-
formance and in all forms of commerce and
industry.

Although  initially = banks  have

responded diffidence to the problems that
sustainable development presented in the
context of economic globalization and inter-
nationalization, banks have become increas-
ingly aware of their role as intermediary,
adapting dynamically internal policies and
for crediting in order to create new products
and services with sustainable component.

Is known that in economy the credit-
ing has an essential role, especially in crisis
period. Unfortunately the existing banks in
Romanian banking system, majority with for-
eign capital (as is shown in this study) have
been interested only of economical compo-
nent from the triangle of sustainable devel-
opment, accentuating exclusively increasing
of banking performances and implicit the
banking profit.

The last twenty four years have shown
banks interest exclusively in increasing the
number of the ones depended of credits, tak-
ing into consideration only economical per-
formances criteria and not the social aspect
or environmental one as is proceed in the ba-
sic countries.

Relaxed credit policy I could say that
has been aggressively promoted in Romania
in 2005-2009 (remember effervescence cred-
its “with the bulletin”) despite clear signals
from international markets which attracted
the attention of specialists that will enter a
period of decline, unfortunately not knowing
or being known only in limited circles mag-
nitude of this recession.

We must admit that the overwhelm-
ing share of foreign capital in credit institu-
tions in Romania has made us vulnerable
to the crisis. But, as I said previously taking
into account that that the Romanian financial
market was a classic market, focusing on tra-
ditional instruments, the crisis would have
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been much lower if we had a Romanian capi-
tal base much larger in financial institutions
and much more strongly desire to come in
market support not only in their own profits.

1.1. Market share and the number of
credit institutions with foreign capital
in Romania

If we analyze the market share and the
number of credit institutions with foreign

capital in Romania, as shown from the ta-
ble no. 1 National Bank Financial Stability
Report (2013), is observed clearly very high
degree of dependence on foreign capital
Romanian banking market, compared to oth-
er EU countries.

We do not have to be fine specialists in
financial analysis to observe that the share of
foreign capital in total assets is very high in
the countries of Central and Eastern Europe,
precisely those countries after 1990 chose any

Table 1. Market share and the number of credit institutions with foreign capital in Romania - 2013 period

Percentage(%) in total active [ Credit institutions (branches and
Country of credit institutions with for- | subsidiaries) with foreign capital
eign capital (number)
Austria 27,16 64
Bulgaria 73,58 22
Czech Republic 92,68 38
Estonia 96,40 13
France 3,33 204
Germany 4,09 145
Greece 15,42 27
Italy 8,66 102
Latvia 61,32 16
Lithuania 94,43 12
Netherlands 10,17 62
Poland 61,93 56
Portugal 22,49 35
Slovakia 88,36 26
Slovenia 29,48 10
Spain 7,44 128
Hungary 58,13 27
Romania 90,00 34

Source: BNR, Financial Stability Report 2013 Monthly Bulletin June 2014
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price mirage opening domestic markets with-
out have a long-term strategy to protect the
domestic market. It is clear that the most sta-
ble countries on the European level are also
the countries with the lowest share of foreign
capital - Germany (4.09), France (3.33).
Certainly do not contest that these two
superpowers have strong financial entities
that have consolidated their place in the pan-
oply of leading positions in the world when
referring to banking. But we can conclude
without risk of error that a balance between
foreign capital and domestic capital can
make you less vulnerable to the international
financial convulsions. Instead a share of over
90% of foreign capital can only expose you
to a greater extent to the vicissitudes of the
financial markets when you do not back a
healthy economy, stable, productive. We find
high rates and in the Baltic countries (Estonia
- 96%, Lithuania - 94%), but their economies

are much stronger and can counterbalance
the positive effects of the tsunami from the
financial markets.

When we become partisans on equi-
ty through this not understand barriers to
the foreign capital. As seen in the examples
above, Germany has a total of 145 credit insti-
tutions with foreign capital, France - 204, but
their share in total equity is reduced.

1.2. Structural indicators of the bank-
ing system in Romania

The stronger encourage of domestic
owners could be a future solution to invest in
local credit institutions to give a much stron-
ger strength of the domestic banking system
and therefore to the Romanian economy. In
fact the structural indicators of the banking
system in Romania (table no. 2) shows the
same thing.

Table 2. Structural indicators of the banking system in Romania

Year Number of ' credit institu- | Number of panks yvith major | Percent (%) in t'otal actjve of
tions foreign capital banks with foreign capital

2006 39 33 88,6

2007 62 36 88

2008 43 37 88,2

2009 42 35 85,3

2010 42 34 85

2011 41 34 83

2012 40 34 89,9

2013 40 34 90,0

2014* 40 34 90,2

*jun. 2014

Source: BNR, Financial Stability Report 2013 Monthly Bulletin June 2014
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1.3. Financial intermediation in
Romania

The accentuated crisis in recent years,
as was natural, led to a decrease in the lev-
el of financial intermediation in Romania
(chart. 1).

Fig. 1. The graph of financial intermediation in Romania

Financial intermediation in Romania

50.00

100.00 “67.37 74.19 75.00

70.55 68.90 66.04

0.00

2008 2009 2010

W Active/GDP%  m Credits/GDP%
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Deposits/GDP%

*jun. 2014

Source: Own calculations based on BNR, Dec.2008-Monthly Bulletin July 2014

2. Credits

The involvement of banks in financial
intermediation in Romania in recent years
has become very shy, they prefer to focus
more on portfolio management of existing
credits of higher interest margins and fee
and warrant transactions that do not involve
substantial risks. There was no time showed
a tendency to help a fragile economy, the
economic agents are in temporary finan-
cial difficulties. In contrast, they were better
and tougher filters that often lead including
bankruptcy. We choose as an example for
this afirmation transforming the majority of

credit lines (a very attractive product market
operators) in simple credit conditions more
restrictive but much clearer timetable.

Interesting to follow when analyzing
credit market in Romania is the evolution of
private sector credit eventually that the most
urgent needs of funds, knowing that the
public sector is a sector that we perpetually
searched to get rid during the transition to a
market economy.

The share of private credit to total inter-
nal credit declined in recent years, although
the amount they have registered a rising
trend (For example, see Fig. no. 2).
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Fig. 2. Credit evolution of private sector credit

* jun. 2014

Source: Own calculations based on BNR, Dec.2008-Monthly Bulletin July 2014

Unfortunately observe a decrease in the
share of private sector credit. Financial firms
have reacted in a selfish way I name the fi-
nancial crisis, no longer fulfilling their tradi-
tional role of an entity to transfer a limited
period amounts available to those who have
financial surpluses to those who need the
cash.

Against the background of excessive
crediting period before they have provided
for a very long time base of contributors, fo-
cusing only on the constraint during the cri-
sis borrowers to pay off interest rates on time
more often exorbitant and inconsistent with
honorable market. We call these hazards in
exorbitant interest.

It's enough to give the example of
Provident, which provides market interest
credits that are around 86% per year and is

more than clear that Romania is made not
very clear distinction between the regulators
in financial intermediation and usury.

Not so gentle are regulators when it
comes to those who have returned money
to financial institutions. Physical persons
Bankruptcy Law is waiting for a long time to
be implemented as functions in any civilized
country. This bill would ruin games but fi-
nancial institutions during the crisis persist-
ed and still survive in significant percentage
of credits extended with high interest.

Currency used in the credit agreement
is very important in running a credit agree-
ment. The situation in Romania shows that
credits extended were preferred in foreign
currency products which carry a high risk
due to the involvement besides credit risk
and currency risk.
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Table 3. The evolution of private sector crediting by destination currency denominated and destination - percent, end

of period

Total TOTAL CREDITS LEI
Period |PTivate A Short term Medium term Long term

[(;irl'e,: E;it ’ Total | pop. | sc. nefin. | Total | pop. | sc. nefin. | Total | pop. | sc. nefin.
2006 92,3 52,71 19 24 16,1 152 | 8,9 5,9 18,5 [ 13,5 3.8
2007 148,1 4571 14 2,2 11,3 12,9 | 6,1 6,3 18,8 [ 14,3 4,3
2008 198 4221 129 | 2,1 10,4 11 | 49 5,7 18,3 | 13,6 4,6
2009 199,8 1399 | 13,1 | 2.3 10,4 9,8 | 4,6 5 17,1 | 12,6 4,2
2010 209,2 37 | 123 | 2,2 9,8 9,2 | 4,1 4,8 15,4 (10,9 4.4
2011 223 36,6 | 13,5 2 10,9 8,7 | 3,8 4,8 143 [ 9,9 4,3
2012 2258 [ 37,5] 148 | 2,2 12,2 9,8 | 4,6 5 12,9 | 8,4 4,3
2013 218,5 39 | 134 | 1,9 11,3 12,8 | 6,1 6,5 12,9 | 7,8 4,7
2014 215,9 42 14 1,8 11,9 14,7 | 7,1 7,3 13,3 | 8,2 4,9

Total TOTAL CREDITS FOREIGN CURRENCY
Period | PT iv ate|,, Short term Medium term Long term

f,irl_eIfleli " Total | pop. | sc. nefin. | Total | pop. | sc. nefin. | Total | pop. | sc. nefin.
2006 92,3 4731 12,7 | 0,8 11,4 12,5 | 2,6 9,1 22,2 | 14,1 7,5
2007 148,1 5431 99 | 04 9,3 10,9 | 1,8 8,4 334 235 9,6
2008 198 57,81 10,2 | 04 9,6 10,4 | 1,6 8,1 37,2 27,5 9,3
2009 199,8 [ 60,1 | 9,9 | 04 9,3 10,2 | 1,6 8,3 40 28,8 10,9
2010 209,2 63 96 | 04 9,1 11,1 | 1.4 9,5 42,3 |29,8 12,2
2011 223 63,41 10,1 | 0,6 9,4 11,1 | 1,2 9,6 42,1 |29,2 12,7
2012 2258 [ 62,5 94 | 0,2 9,2 10,9 | 1,6 9,1 42,1 (29,3 12,6
2013 218,5 [ 60,9 82 | 0,2 7,8 10,7 | 1,5 9 42,1 (29,7 12,2
2014* 2159 58 7,3 0,2 2,8 10,6 | 1,4 9 40,1 | 28,4 11,6

*un 2014

Source: Own calculations based on BNR, Dec.2007-Monthly Bulletin July 2014

The differences between weight of cred-
its in foreign currency and the national cur-
rency for the years analyzed, reveals a rate
of over 60% for credits in foreign currency.
These currencies used (euro, dollar, Swiss
franc, Japanese yen) recorded during major
fluctuations of the most serious repercussions
on the stability and soundness of borrowers.

Eloquent example of the Swiss franc is
promoted with a suspect insistence a long
time by financial institutions as one of the saf-
est currencies that experienced devaluations
burdensome for those who have accessed a
credit product in that currency.

Local financial market responsible had
no reaction to the many complaints of affected
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persons. In contrast to Romania, internation-
al institutions decided in favor of dissatisfac-
tion Hungarian citizens who reported the
same abuse. We wait to see if realistic posi-
tion to affected consumers will be embraced
by the financial authorities in Romania, in or-
der to save the financial collapse of the many
beneficiaries of such credits..

Financial institutions, with the indiffer-
ence or absence of reaction weak of regula-
tors acted exactly in the most vulnerable of
the population. A population with a very
low degree of economic culture, which was
waved the illusion of a prosperous peri-
ods and was encouraged to into debt to the
extreme, regulators are among those who
increased the debt by reason of rallying inter-
national standards, but have not said a mo-
ment the truth.

Indebtedness in countries with stable
economies and performance is backed by
a respectable salary level that allows such
coverage rate, while in Romania the salary
often does not cover any basic needs of the
population, not to mention living standards
high. All the credits were supported by the
overwhelming interest, combined with the
credit agreements often overlooked unfair
by control institutions and consumer market
monitoring.

Until recently, protection of consumers
in Romania was viewed as a factor of mice
discovery in food not an instrument for con-
trol and monitoring of financial and banking
market including market contracts perfidi-
ous much more bushy and full of clauses that
would last a second in countries exhibiting
normal care for citizens.

Table 4. The main issues of a financial nature complained to the Consumer Protection -

The main suppliers of financial
services advertising, the order
number of complaints

Year

Issues claimed

2009

BCR, RAIFFEISEN BANK,
BRD, BANCA TRANSILVA-
NIA, BANC POST, VOLKS-
BANK, OTP, PIRAEUS, AL-
PHA BANK, CEC BANK, ABN
AMRO BANK

Charging fees that are not stipulated in the contract,
interest rate hikes, lack of response to written re-
quest, issues the card transactions.

2010

BCR, VOLKSBANK, BANC
POST, RAIFFEISEN, PIRAEUS,
CEC BANK, BRD, ALPHA
BANK, UNICREDIT, CARPAT-
ICA, BANCA TRANSILVANIA,
EFG RETAIL, RBS BANK,
PROVIDENT, CETELEM, TBI
CREDIT, ING, MILLENIUM

Charging fees that are not stipulated in the contract,
breach of OUG no. 50/2010, interest rate hikes, lack
of response to written request, issues the card trans-
actions, unfair terms in contracts, failure to issue
money from the ATM, refuse to issue statements,
contractual breach, failure currency displayed, ac-
count garnishment, imposition concluding insurance
companies only agreed bank employee misconduct
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2011

BCR, VOLKSBANK, BRD,
BANC POST, RAIFFEISEN,
PIRAEUS, BANCA TRANSIL-
VANIA, CEC BANK, BRD, AL-
PHA BANK, UNICREDIT

Interest rate hikes, unfair terms in contracts, no writ-
ten response, calculating penalties for the account
remained open after paying credit card transaction
problems, card stuck in ATM breach enforcement
procedures

2012

BCR, VOLKSBANK, RAIF-
FEISEN, BRD, BANK POST,
BANCA TRANSILVANIA, EFG
RETAIL

Interest rate hikes, unfair terms in contracts, cal-
culating penalties for paying the loan account re-
mained open after,

2013

BCR, VOLKSBANK, RAIF-
FEISEN, BRD, BANK POST,
BANCA TRANSILVANIA,
BANCA ROMANEASCA, EFG
RETAIL, CETELEM

Charging fees that are not stipulated in the contract,
interest rate hikes, lack of response to written re-
quest, issues the card transactions, unfair terms in
contracts, failure to issue money from the ATM, re-
fuse to issue statements, contractual breach, failure
currency displayed , account garnishment, imposi-
tion conclusion only insurance companies approved
by the bank employee misconduct, calculating pen-
alties for the account remained open after paying the
loan, communication of personal data to third par-
ties, failure notification procedure established con-
tractual refusals duplicate the contract

Source: County Office for Consumer Protection lasi

Very few in number due to the high cost
and involved legal action, these complaints
played the role more to show the unseen face
of the financial iceberg, an iceberg that swal-
lowed without remorse to all those who have
been provided to protect themselves when
credit contracted. In fact, the Romanians have
had too much confidence in institutional
regulators, regulators, which unfortunately
were not those who were entitled to receive
support cause, in this case the citizens.

The natural consequence of human
contracts promoted by financial institu-
tions crediting was increasing the nonper-
formance, and implicitly foreclosures. As
shown in the chart below (chart 3). Increased
from one year to performing credit ratio and
unfortunately it will further increase just be-
cause of the excessive use of long-term credit.
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Fig. 3. Nonperforming credit rate
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3. Conclusions

What we consider that is missing?

The existence of clear standards and
rules of application precise and also absence
of repressive measures discouraging finan-
cial firms violate any rights of the client and
just looking to trick him latter. Precisely for
these reasons foresee the need regulations as
clear and concise financial services. Such reg-
ulations are designed to maintain a balance in
the market and attract investors honest, to be
and they also protected against competition.

Imposing regulations must be support-
ed not only national but international general
application.

It is important that these rules be fol-
lowed and their application in each state and
deviations when signals are set clear mea-
sures of redress, correction and penalty of
that State. We must look at existing and ap-
plying rigorous regulations globally, not as a
favor to consumers, but as a prerequisite for
carrying out serious and honest investment,

sustainable, to ensure proper functioning
and development of both private entities and
the economies in general and not least the
personal welfare of each consumer.

However, supervisors’ institutions
should introduce standards for assessing the
banking market and the role of banks binder
and potential environmental and social com-
ponents alongside existing component, the
economic.

We can not sit idly by in ignorance, we
say knowingly, from the banking institutions
of the two components and focusing only on
profit at any cost. We believe that through the
efforts of Real EU to encourage green growth
and protection of disadvantaged groups, and
Romanian banking system should be regu-
lated so that credits be made taking into ac-
count the development needs of the economy
not only of financial interests behind banking
institutions. Banks are not interested to act
alone in favor of this goal, they having only
one target - profitability. The lever regulators,
Romania may require banking institutions to
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be guided by the same principles that func-
tion in countries of origin, destroying impres-
sion of a no man’s land perpetual Romanian
market of financial services.

Professor, Corresponding Member of the
Romanian Academy Scientific Researcher
I, Institute of National Economy, Romanian
Academy. I thank also to entire collective for

positive suggestions.
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1. Introduction

Performance Management Excellence
models are structures supporting organi-
zations in shaping initiatives in choosing
appropriate strategies and their implementa-
tion through a systematic approach, whose
final objective is to continuously improve the
performance of organizations.

Models of excellence aim is to iden-
tify excellent organizational management
practices that contributed to the tie between
them, all based on a set of concepts or core
values together in a model of “excellence”.
Over time, practices have evolved to such an
extent that they became global utility models
illustrating how to operate an organization
to achieve a high level of performance on his
way to results maintained at its best.

“Excellency” refers to outstanding per-
formance achieved and express a high level of
confidence in the organization has achieved.
Today excellence is required not only by eco-
nomic, but also by non-profit organizations
such as schools, universities, hospitals, gov-
ernment, etc.

There are many countries that have
developed over time through sustained ef-
forts, their own models of excellence, then
using them as structures in a process of as-
sessing and recognizing performance in or-
ganizations through special programs that
grant awards recognition of the value and
performance.

Internationally, the most popular mod-
els of excellence that provides an appropri-
ate framework to support the adoption of the
principles of business excellence and develop
an efficient method for evaluating the man-
ner in which these principles were embed-
ded, we can mention:

* The Japanese - resulted in CWQC
principles (Company Wide Quality Control
based on enterprise-wide quality control);

® The American - resulted in the crite-
ria for the Malcolm Baldrige Quality Award
American applied in over 25 countries, both
in the US and in New Zealand;

¢ The European model - resulted in the
European Quality Award criteria;

* The Canadian - translated into
Canadian Quality Award criteria;

® The Australian - resulted in the
Australian Quality Award criteria.

The model of Canadian organizational
excellence (CAE) introduced by the Ministry
of Industry in 1984: “Canadian Award for
Business Excellence”. To reflect the concept
of MBNQA criteria and program were re-
vised so that in 1989, the Canadian Quality
Award was launched by the National Quality
Institute rewarding practical concerns of com-
panies of continuous quality improvement.

ABEF Australian model of organiza-
tional excellence, developed in 1987, is in
turn one of the first four models of organi-
zational excellence that have become rec-
ognized worldwide (Australian Business
Excellence Awards 2012, Standards Australia
International Ltd.). The model defines a set of
criteria and practices that facilitate the iden-
tification of high-performance organizations.

2. The model of Canadian organi-
zational excellence (CAE) and the
Roadmap for Excellence — a theoretical
approach

Instead of some specific criteria, the
quality Canadian Award is based on a contin-
uous improvement guide called “Roadmap
for Excellence” (see Figure no. 1: “The Roadmap
for Excellence”).
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Figure no. 1: “The Roadmap for Excellence”

1. Supports the principles of quality

2. Review of quality criteria

3.Passes the quality test

4. Develop a plan for improvement

5.Spreading the guality message

6. Adoption of the improvement plan

7. Monitoring the improvement plan

8.Retesting quality

9. Maintain earnings

10. Continue the improvement

Source: Adapted from the Canadian model of management excellence — “The Roadmap to Excellence” (Vokurka,
2000)
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The Canadian model of organization-
al excellence (CAE) (Vokurka, R.J., Stading,
G.L., Brazeal, J., 2000), has as main objec-
tives the following (see Figure no. 2: “The
Canadian model of excellence CAE - struc-
ture and basic criteria”):

a) Leadership: mainly focused on the
strategic dimension of the organization, tak-
ing into consideration the degree of involve-
ment of top management to continuously
improve the management process to achieve
the best results;

b) Focus on the customer: it mean focus-
ing on total customer satisfaction, and in this
respect there is a specific concern regarding
the identification of customer expectations,
the results being permanently measured by
proper management of client relationships;

¢) Planning: implicates to monitor the
development process is performed, evalua-
tion, implementation, improvement and ver-
ification of results.

d) Process Management: focuses on
how to operate to intervene in the organi-
zation’s strategic directions aimed at in-
surance practices and continuous quality

improvement, defining, monitoring, control
and process improvement.

e) Focus on suppliers/partners: moni-
tor how the organization develops, main-
tains and consolidates its relationships and
partnerships, and how to deal with critical
issues that may arise between them and the
organization.

f) Focus on employees: focus on hu-
man resources development, a key factor in
achieving its objectives and organizational
excellence. Creating and maintaining a work-
ing environment in which staff are motivated
enough so as to utilize their full potential, be-
ing concerned for continuous improvement
training involves a constant concern for em-
ployees and makes them responsible and ac-
countable for how perform their duties.

g) Organizational Performance
(Process Management) is reflected in the
overall result of the effort of continuous im-
provement in all areas, namely: financial per-
formance, performance products/services,
employee satisfaction, customers and mar-
kets, operating results.

Figure no. 2: “The Canadian model of excellence CAE - structure and basic criteria”

1. OverallGlobal performance of the business

‘ 1. Leadership ‘ ‘ 2.Planning ‘ ‘ 3. Focus on the ‘
customer
‘ 4. Focus on the ‘ ‘ 5. Process ‘ ‘ 6.Focus on partners’/
employees management suppliers

Principles of Excellence

Source: Adapted from the Canadian CAE Excellence Model - National Quality Institute
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3. Phases and actions of the evolution recognized worldwide (Australian Business
of the concept of quality in Australia Excellence Awards 2012, Standards Australia

International Ltd.). The model defines a set of

ABEF  Australian - model of - organi- criteria and practices that facilitate the iden-

zational excellence, developed in 1987, is tification of high-performance organizations

in turn one of the first four models of or- . o . .
o (see Figure no. 3: “Australian model quality
ganizational excellence that have become criteria (ABEF)”).

Figure no. 3: “Australian model quality criteria (ABEF)”

5. Focus on customer

2.
Strategies,
Policies
and Planning
6. T
3, Quality of I
tiona
. yroducts reanza
Infurmfitmn and I » performance
Analysis processes and .
. (business resulis)
Servjces
4,
Human
resources

1. Leadership

Source: Adapted from quality Australian model (ABEF) — Australian Quality Criteria Framework; “A comparative
analysis of national and regional quality awards” — Robert ]. Vokurka, Gary L. Stading and Jason Brazeal, 2000
http:/lwww.forms.texas-quality.org/SiteImages/125/Reference%20Library/Comparing%20Quality %20 Awards.pdf
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Companies in Australia, in process man-
agement, business excellence model is used,
take into account:

» Improving management practices and
leadership;

» Evaluating the performance of man-
agement and leadership;

» Construction of these results in strate-
gic planning processes and

» Determining the position of the or-
ganization in terms of market and
competition.

The Australian excellence framework
enables companies in their business initia-
tives can be integrated into coherent systems
and organizational cohesion that can trans-
form based on and consistent efforts, a model
for all other companies.

The Australian model of organizational
excellence (Australian Business Excellence
Framework - ABEF) addresses continuous
improvement processes using the methodol-
ogy ADRL

Over time, the Australian Business
Excellence model has undergone many
stages of development, one of which is rep-
resented by a significant change in the ap-
proach, moving from focusing more on the
customer (“Customer & Market Focus”) pay-
ing special attention to both customers and
all other stakeholders “Customers & Other
stakeholders” (customers & Other stakehold-
ers - GB.002-2011 (The Australian Business
Excellence Framework (GB.002-2011) - Global
Limited, 2011; http://infostore.saiglobal.
com/store/Details.aspx?ProductID=1499769)
- (IAS, 2007) (SAI Global Ltd, Sydney,
Australia, http://www.saiglobal.com)).

The Australian model of organizational
excellence (“Australian Business Excellence

Framework” - ABEF) is based on 12 princi-
ples of management and a set of seven evalu-
ation criteria.

The 12 principles underlying the mod-
el were studied ABEF specialists idea to re-
assess in the business excellence model. For
example, after interviewing users (2004),
68% appreciated the principles as “very use-
ful” or “essential” in the evaluation process.
A majority of users (71.7%, or 33 of the 46
respondents), appreciated the fact that the
12 principles were too many, while 69.6%
of users considered “essential” or “very im-
portant” that the principles should be formu-
lated in a manner allowing to be catchy. (SAI
Global, 2004)

Australian model of organizational ex-
cellence principles are:

1) Direction: allow organizational
alignment according to clearly defined lines
of action, focusing on the objectives;

2) Planning: Action Plans mutually
agreed with stakeholders are translated into
strands and transformed into effective opera-
tional components;

3) Customers: understanding the value
customers who value both now and in the
future will be influenced organizational di-
rection, strategy and action, influencing the
direction of action of the company;

4) Processes: to improve results, the
system must be improved and associated
processes;

5) Personnel: the potential of an orga-
nization is through people animated by the
enthusiasm, innovation and participation;

6) Learning: the continuous improve-
ment of training and innovation capacity de-
pends on sustained permanent learning;

7) The system: people working in a sys-
tem can improve the results when all focus
exclusively on the system;
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8) Data: efficient use of facts, data and
knowledge leading to improved decisions;

9) Variability: variability presents all
systems and processes that have an impact
on predictability and performance;

10) External Community organization:
organizations through their actions help
ensure that companies clean, safe, fair and
prosperous, contributing to community well-
being offering its value;

11) Stakeholders: Sustainability is de-
termined by the capacity of organizations to
create and deliver value to all stakeholders;

12) Leadership: role of top management
is to shape the permanent principles and cre-
ate an environment suitable for organization-
al excellence to implement these principles,
aspect necessary to reach true potential.

In the same survey, 87% of respondents
- users ABEF model, found the number of the
7 criteria to be closer to reality. On the other
hand, 80.4% (ie, 37 of 46 respondents) said
they knew all seven criteria, while 11% said
they knew “most of the criteria”, indicating
that they were already familiar with them.

The 7 criteria considered useful in eval-
uating the performance of business processes
are listed below, as represented in Figure no.
4: The Australian Business Excellence (ABEF)
- structure, basic criteria and their percentag-
es (see Figure no. 4: The Australian Business
Excellence (ABEF) - structure, basic criteria
and their percentages):

Figure no. 4: The Australian Business Excellence (ABEF) - structure, basic criteria and their percentages

Source: http:/lwww.saiglobal.com/business-improvement/solutions/excellence-conference-awards/apply-for-

award/2012-Awards-Application-Guidelines.pdf

http:/lwww.saiglobal.com/Improve/ ExcellenceModels/BusinessExcellenceFramework/
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1) Leadership and Innovation: focuses
on how to define strategic directions, orga-
nizational culture, leadership course at the
operational level, the contribution to the
community and the environment;

2) Strategy and planning processes:
evaluation focuses on the understanding
of the business environment, the key plan-
ning processes, the development and use of
resources;

3) Data, information and knowledge:
assess the collection and interpretation of
data and information, integration and use of
knowledge in decision-making, based on a
knowledge management process;

4) Staff: assesses how staff involved in
achieving the organization’s objectives, how
to develop staff through training, but also
how conditions are ensured health and safety
at work for the organization’s staff;

5) Customers and market: identifying
markets and customer requirements, insofar
as it satisfies the customer on the value and
quality that they expect, and how to manage
the customer relationship management;

6) Processes, Products and Services:
focus on process management innovation
processes, the management and improve
product quality and services;

7) Business results: enhances the per-
formance in relation to indicators of success
and sustainability.

The ABEF can be, just like the other
models of organizational excellence alterna-
tive solutions such as ISO 9001, business pro-
cess reengineering (BPR), and so on.

4. Conclusions:

To excel in business means being bet-
ter than the other competitors, particularly

through performance management, financial,
quality, thus highlighting both the situation
of an organization performing the superla-
tive way and all the factors due to which it
has come to excel.

“Business excellence” highlights a com-
plex system of performance appraisal which
gives the organization a maximum level of
credibility in the market. Evaluated and com-
pared with well-defined benchmarks, the
performance achieved by an organization
can determine a “business excellence”, its
specific. Moreover, to achieve public recogni-
tion of the excellence award is made by the
quality attributed to the fulfilment of a com-
plex set of criteria and performance evalua-
tions conducted in the most discerning and
transparent way possible.

All of criteria and sub-criteria of refer-
ence that can quantify global ensemble per-
formance of an organization, consisting of
both the drivers and the practical results
thereof, may obtain coveted ensure quality,
which is the attribute of the business excel-
lence model.
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1. Introduction:

The items with major impact in the mod-
ern approach to quality strategy found in
three elements that have brought significant
changes in the modern era, internationally:

» The globalization of markets;

»The new technology, which is in a
boom, driven by a variety of factors,
including a role they have e-commerce
and e-Business to Business market;

»The new business models charac-
terized by excellence and transpar-
ency strongly supported the crucial
role they have resources “intangible”
(man-pawn mainly found in relation-
ships with customers, partners and
suppliers, intellectual capital, tech-
nology, know-how built the prod-
ucts, technologies, manufacturing or
other economic links in the chain, top
management).

Whatever the case, achieving excellence
requires continuous improvement of quality
management system in any organization are
essential leadership, commitment and active
involvement of management at the highest
level. In turn, the management at the high-
est level within the organization has a duty to
define models of excellence and performance
measurement methods both individual and
organizational structure of each part, in or-
der to monitor and periodically determine to
what as planned objectives within each struc-
ture have been met.

2. The Assessment Methodology
RADAR - a theoretical approach

It is necessary to point out that for re-
sults’ assessment EFQM Excellence Model

uses two techniques: the identification card
direction (Pathfinder Card) and the RADAR
logic (RADAR Logic) (EFQM Excellence Model
2013 — http:/lwww2.efgm.org/en/PdfResources/
EFQM%20Excellence%20Model%202013%20
EN%20extract.pdf).

Pathfinder is not a scoring tool; rather
it is a series of questions to expect a quick re-
sponse while the company is self-assessed.
RADAR logic (RADAR Matrix - Scoring
Matrix) is the method of assessment used
to mark applications for European Quality
Award (Cdtuneanu, V., 2003). It can also be
used by organizations wishing to use a score
of benchmarking or other purposes.

Pathfinder Card is based on a series of
questions intended to provide a quick re-
sponse on company self-assessment process.
The response reflects RADAR logic that lies at
the heart EFQM Excellence Model. Although
not a binding list, it has the advantage of
providing guidance organizations rather on
what measures should be taken into account
to improve performance (Chen, J.M., Tsou,
J.C., 2003).

The use of this instrument should be
selected in the model criterion or area of in-
terest and questions should be applied to the
relevant results or section of the determi-
nants. Improvement activity should focus on
areas where gaps are identified. (Can EFQM
model be used to assess and measure them?)

RADAR methodology is a dynamic and
powerful tool for management and evalu-
ation, which is the “backbone” supporting
organization. The challenges facing the com-
pany must be addressed and overcome in
order to turn aspirations into reality (Ching-
Chow, Y., 2010), achieving sustainable ex-
cellence
radar-logic).

(http:/lwww.efqm.orglefgm-model/
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At the heart of the EFQM Excellence
Model and the process of self-assessment is
“logic” known as RADAR (RADAR logic).
RADAR methodology specifies the EFQM
European model of organizational excellence,
is considering four key indicators for qual-
ity assurance management of an organiza-
tion: 1. Results; 2. Approach; 3. Deployment
(the running processes in the organization);
4. Analysis (Evaluation) and (also) Review
(Review and Improvement). RADAR is an ele-
ment of coordination of efforts to improve or-
ganizational processes.

Using an expression consistent with
RADAR methodology in order to achieve
exceptional performance that is sustainable
(Coleman, R., 1991) at the same time, a com-
pany must (see Figure no. 1: The RADAR logic
cycle):

a) Determine the “Results” that aims to
achieve, which corresponds to the present and
future needs of stakeholders (stakeholders);

b) Plan and develop an integrated set of
“Approach” effective and efficient to achieve
the results intended;

¢) Ensure “Deploying” processes with-
in the organization in close correlation with
“approaches” planned, so as to ensure effec-
tive enforcement of them;

d) Conduct a “Analysis/Assessment”
approaches, how they were carried out by
monitoring and analysing the results and,
finally, to “Revisit” and bring the necessary
improvements based on lessons learned,
learned in stages monitoring, verification
and analysis of results, supported by a con-
tinuous learning process.

Figure no. 1: The RADAR logic cycle

Source: Adaptation after the European Model of Excellence, the RADAR methodology,

http:/lwww.efgm.org/efgm-model/radar-logic
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The implementation of RADAR logic
helps organizations identify, to give due pri-
ority, if necessary, to plan and implement
necessary improvements where needed.

Identify determinants RADAR method-
ology based on five criteria: 1) Leadership,
2) Policy and strategy, 3) Partnerships, 4)
Resources and 5) People. Each of them is
evaluated in the same manner using RADAR
logic. RADAR elements that apply to these
criteria are:

e Approach;

¢ Deployment

translations);

(implementation — and

* Assessment and Analysis/
Examination/Review;

¢ Results.

A.Approach

Depending on the orientation of the
EFQM Excellence Model (EFQM, 2012), the
approach is evaluated as:

* “Solid, if the argument is based on a
clear, well defined, developed the processes
and focused on stakeholder needs.”

* “Integrated, where it supports policy
and strategy and linked to other approaches
where appropriate.”

B.Conducting (Implementation/
Translations - Deployment)

Implementation in accordance with the
guidelines EFQM (EFQM, 2012), examines
two aspects:

* How often is used approach?

¢ The approach is conducted in a sys-
tematic and structured?

Implementing a documentation process
before the land can be difficult. The assessor
is best placed to decide what areas would

require implementation, and then determine
what evidence it is based on the approach
to be implemented in these areas. For exam-
ple: a performance evaluation system may
be used only with staff at a certain level or,
where appropriate, to all staff; information
should be shared only to some or all partners;
some customers should be monitored regu-
larly, while others not.

The systematic approach refers the
planned application of the approach
(Cristescu F., 2007). There must be analysed
specific situations such as: if the process is
defined, or is in the pilot phase, if the ap-
proach is communicated to all stakeholders
or not, whether people are trained in its use,
or not, if implementation is monitored, and
not because of an ad hoc approach that has
been designed and tested, expectations