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Das EFQM-Modell ist ein Qualitditsmanagement-System des Total-Quality-Management. Es wurde 1988 von der
European Foundation for Quality Management (EFQM) entwickelt.

Grundlagen des EFQM-Modells

Das EFQM-Modell fiir Business Excellence ist ein Unternehmensmodell, das eine ganzheitliche Sicht auf
Organisationen ermoglicht. Es wurde als Antwort Europas auf den in den USA hoch geschitzten Malcolm Baldrige
National Quality Award und den japanischen Deming-Preis von der EFQM entwickelt. ' Es bietet Organisationen
Hilfestellung fiir den Aufbau und die kontinuierliche Weiterentwicklung von umfassenden Managementsystemen.
Die Unternehmen nutzen es als Werkzeug, um auf Grundlage von Selbstbewertungen Stirken und

Verbesserungspotentiale zu ermitteln, anzuregen und ihren Geschiftserfolg zu verbessern. [2]

Das einfache Modell umfasst die drei Sidulen:

¢ Menschen
¢ Prozesse

* Ergebnisse

Menschen arbeiten in Prozessen/Abldufen und erwirtschaften Ergebnisse, die wiederum Menschen zugute kommen.

Kriterien

Das erweiterte System unterscheidet neun Kriterien, die aus fiinf Voraussetzungen (enablers) und vier

Ergebniskriterien (results) bestehen (mit Gewichtung der Kriterien fiir den Europidischen Qualitétspreis):

Voraussetzungen / Befihiger 50 % Ergebniskriterien 50 %
1. Fithrung 10 % | | 6. Mitarbeiterbezogene Ergebnisse | 10 %
2. Strategie 10 % | | 7. Kundenbezogene Ergebnisse 15 %
3. Mitarbeiter 10 % | | 8. Gesellschaftsbezogene Ergebnisse | 10 %
4. Partnerschaften und Ressourcen 10 % | | 9. Schliisselergebnisse 15 %
5. Prozesse, Produkte und Dienstleistungen | 10 %

Jedes dieser Kriterien ist in mehrere Unterkriterien aufgeschliisselt.

Durch die permanente Beachtung aller Prozesse werden Informationen iiber den aktuellen Stand, die kontinuierliche
Verbesserung und kiinftige Trends abgelesen bzw. erarbeitet. Das EFQM-Modell ist ein Werkzeug, das Hilfestellung
fir den Aufbau und die kontinuierliche Weiterentwicklung eines umfassenden Managementsystems gibt. Es soll
helfen, eigene Stirken, Schwichen und Verbesserungspotenziale zu erkennen und die Unternehmensstrategie darauf

auszurichten.
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Grundprinzipien

Das Modell basiert auf acht Grundprinzipien:m

Kundenorientierung

In den Zeiten gesittigter Mérkte, intensiven Wettbewerbs und hoher Informationstransparenz steht der Kunde im
Mittelpunkt des Interesses. Denn er entscheidet tiber den Markterfolg eines Produktes oder einer Dienstleistung. Die
erbrachte Leistung der Unternehmung muss den Wiinschen und Bediirfnissen der Kunden entsprechen, um
nachhaltig erfolgreich am Markt agieren zu konnen. Nur iiber den Absatz von Dienstleistungen oder Produkten an
Kunden kann die Unternehmung Umsidtze generieren, ihre Ziele erreichen und weiterhin am Marktgeschehen

teilnehmen.
Dadurch ergeben sich folgende Vorteile:

motivierte Mitarbeiter
Zufriedene Kunden
Kundentreue und Kundenbindung

Starkung der Marktposition

A A

Langfristiger Erfolg der Organisation

Partnerschaft mit Lieferanten

Mit den Lieferanten sollte vertrauensvoll zusammengearbeitet werden. Die Leistungen der Zulieferer gehen als Input
in den Produktionsprozess mit ein und wirken sich somit auf die Qualitdt des Endproduktes aus. Partnerschaften mit
Zulieferunternehmungen konnen Unsicherheiten beseitigen, Preisvorteile erzielen und die Qualitiit der Vorleistungen
erhohen. Als Beispiel seien Just-in-time- und Just-in-sequence-Prozesse erwihnt, bei welchen in enger
Zusammenarbeit die Lieferungen der Vorleistungen direkt und zeitgenau erfolgt und somit keine Lagerkosten beim
Unternehmen nétig werden.

Mitarbeiterentwicklung und -beteiligung

Mitarbeiter sind regelmifig fachlich, methodisch und in ihrem zwischenmenschlichen Verhalten zu schulen. Thre
Fahigkeiten miissen entdeckt, ausgebaut und eingesetzt werden. Entscheidungen fiir ihren Arbeitsbereich sollen sie
selbst treffen und die dafiir notwendige Information und Kompetenz erhalten. An Entscheidungen, die mittelbar
ihren Arbeitsbereich beziehungsweise das ganze Unternehmen betreffen, sind sie umfassend zu beteiligen. Dies

steigert die Motivation, Innovationsfahigkeit und Flexibilitit.
Hilfreich sind:

* Jobenrichment

* Jobenlargement

* Jobsharing

* Teilautonome Arbeitsgruppen
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Prozesse und Fakten

. . . Management-Prozess
Prozesse werden verstanden und stindig verbessert. Sie haben einen | I !

Verantwortlichen, der Sorge dafiir trigt, dass sein Prozess reibungslos
Kern-Prozess

rrtrrrrrtrt

Unterstiitzende Prozesse

und effizient abgearbeitet wird. Jeder Mitarbeiter ist aufgefordert
seinen Beitrag einzubringen, dass die Prozesse beherrscht werden. Das
Management beruht auf Zahlen, Daten und Fakten (ZDF).

Kernprozess

Stindige Verbesserung und Innovationen

Kontinuierliche Verbesserung ist das Prinzip. Originelle, kreative
Denkansidtze werden gefordert. Untersuchungen (Benchmarking)

werden verwendet, um sich Anregungen bei den Besten zu holen.

Lernen ist die Grundvoraussetzung, um besser werden zu konnen.

KVP (Kontinuierlicher Verbesserungsprozess) ist eine innere Haltung

und wird von jedem Mitarbeiter und jedem Team gelebt. Er betrifft die

Prozesse, die Produkte und alle Beziehungen. Die Methode heil3it B

PDCA-Zyklus. PDCA steht fiir Plan, Do, Check, Act.

Kontinuierliche Verbesserung

Fiihren und Zielkonsequenz

Fiithren zu exzellenten Leistungen ist eine professionelle Titigkeit. Fithrungskrifte prigen die Unternehmenskultur
und tragen eine besondere Verantwortung fiir die Mitarbeiterzufriedenheit und fiir die Geschéftsergebnisse. Das

Verhalten der Mitarbeiter stimmt mit den Werten der Organisation und der Politik und Strategie iiberein.

Gesellschaftliche Verantwortung

Gesellschaftliche Anforderungen, Gesetze und Vorschriften werden erfiillt. Die Organisation und ihre Mitarbeiter
verhalten sich ethisch einwandfrei.

Der Weiterentwicklung des EFQM-Modells in Richtung Nachhaltigkeit widmen sich unter anderem folgende
Organisationen und Firmen:

* Verein future e. V. 41 , u. a. in Niirnberg und Regensburg, mit Diskussionsforen zum Thema

« Rosenfeld WMB! (wertebasiertes Management - beyond EFQM) in Berlin

* Global Reporting Initiative® , Amsterdam
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Ergebnisorientierung

Langfristig konnen nur exzellente Ergebnisse erreicht werden, wenn die Interessen aller Beteiligten in einem

ausgewogenen und fairen Verhéltnis beriicksichtigt werden.

Bewertung

Selbstbewertung

Ein wichtiges Element des Modells ist die Selbstbewertung des Unternehmens. Dort sind in den folgenden neun
Kategorien maximal 1000 Punkte erreichbar. 500 Punkte sind in den fiinf Voraussetzungen und 500 Punkte sind in

den vier Ergebniskriterien erreichbar.

Voraussetzungen | 1 | Fiihrung 100 | 500 Punkte
2 | Strategie 100
3 | Mitarbeiter 100
4 | Partnerschaften und Ressourcen 100

5 | Prozesse, Produkte und Dienstleistungen | 100

Ergebnisse 6 | Kundenbezogene Ergebnisse 150 | 500 Punkte
7 | Mitarbeiterbezogene Ergebnisse 100
8 | Gesellschaftsbezogene Ergebnisse 100
9 | Schliisselergebnisse 150
Total 1000
Punkte

Der Prozess der Selbstbewertung bietet den Vorteil, dass eine kritische Analyse innerhalb der eigenen Organisation
stattfindet und die Bewertung aufgrund von Fakten anstelle von subjektiven Wahrnehmungen als Grundlage fiir

Verbesserungen dienen kann.

Committed to Excellence

Diese Auszeichnung erfordert eine Selbstbewertung, eine Priorisierung der Verbesserungspotentiale, daraus
abgeleitet drei erfolgreich umgesetzte Verbesserungsprojekte. AnschlieBend wird das Unternehmen von einem
»Validator” (so nennen sich die EFQM-Priifer) besucht. Diese Stufe kostet 4000-6000 € und das Zertifikat ist zwei
Jahre giiltig.

Recognized for Excellence

Diese Auszeichnung erfordert eine umfangreiche Selbstbewertung und eine Datenerhebung durch Assessoren oder

durch einen Workshop von Assessoren und Bewerbern vor Ort. Es gibt folgende Stufen:
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ok >300
Punkte

#kokok | 5400
Punkte

* ok k% | 5500
Punkte

Diese Stufe kostet ab 11.000 €, je nach GroBe des Unternehmens und nach Aufwand.

Auszeichnungen
Das EFQM-Modell bildet die Grundlage zur Vergabe vieler Qualitétspreise.

Ludwig-Erhard-Preis
Der deutsche Ludwig-Erhard-Preis (LEP) ist die deutsche Vorstufe zum EFQM-Excellence-Award.

EFQM-Excellence-Award
Der EFQM-Excellence-Award (bis 2005 hief3 er European Quality Award (EQA)) ist der europdische Qualititspreis.

Er erfordert eine 75-seitige Bewerbung und umfangreiche Besuche der Priifer vor Ort beim Unternehmen. Der Preis
wird jedes Jahr im November an die besten Unternehmen aus den Kategorien GroBunternehmen,
Organisationseinheiten, 6ffentlicher Sektor, und kleine und mittlere Unternehmen (<250 Mitarbeiter) vergeben. Es

gibt einen Gewinner, zwei bis drei Preistrdger und eventuell noch einen Finalisten.

Staatspreis Unternehmensqualitiit

Der 6sterreichische Staatspreis Unternehmensqualitiit zeichnet Organisationen fiir die konsequente Verfolgung der
Excellence-Prinzipien aus. Er wird an osterreichische Unternehmen im Profit- und Non-Profit-Bereich in folgenden
Kategorien ausgeschrieben: GroBunternehmen mit mehr als 250 Mitarbeitern, kleine und mittlere Unternehmen
(KMU) mit bis zu 250 Mitarbeitern, Unternehmensbereiche und Tochterunternehmen mit begrenzter

Eigenstindigkeit sowie Non-Profit-Organisationen.
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A "Modified Version" of the Document means any work containing the Document or a portion of it, either copied verbatim, or with modifications and/or translated into another language.

A "Secondary Section” is a named appendix or a front-matter section of the Document that deals exclusively with the relationship of the publishers or authors of the Document to the Document's overall subject (or to related matters)
and contains nothing that could fall directly within that overall subject. (Thus, if the Document is in part a textbook of mathematics, a Secondary Section may not explain any mathematics.) The relationship could be a matter of
historical connection with the subject or with related matters, or of legal, commercial, philosophical, ethical or political position regarding them.

The "Invariant Sections" are certain Secondary Sections whose titles are designated, as being those of Invariant Sections, in the notice that says that the Document is released under this License. If a section does not fit the above
definition of Secondary then it is not allowed to be designated as Invariant. The Document may contain zero Invariant Sections. If the Document does not identify any Invariant Sections then there are none.

The "Cover Texts" are certain short passages of text that are listed, as Front-Cover Texts or Back-Cover Texts, in the notice that says that the Document is released under this License. A Front-Cover Text may be at most 5 words, and a
Back-Cover Text may be at most 25 words.

A "Transparent" copy of the Document means a machine-readable copy, represented in a format whose specification is available to the general public, that is suitable for revising the document straightforwardly with generic text editors
or (for images composed of pixels) generic paint programs or (for drawings) some widely available drawing editor, and that is suitable for input to text formatters or for automatic translation to a variety of formats suitable for input to
text formatlers. A copy made in an otherwise Transparent file format whose markup, or absence of markup, has been arranged to thwart or discourage subsequent modification by readers is not Transparent. An image format is not
Tr if used for any ial amount of text. A copy that is not "Transparent” is called "Opaque".

Examples of suitable formats for Transparent copies include plain ASCII without markup, Texinfo input format, LaTeX input format, SGML or XML using a publicly available DTD, and standard-conforming simple HTML,
PostScript or PDF designed for human modification. Examples of transparent image formats include PNG, XCF and JPG. Opaque formats include proprietary formats that can be read and edited only by proprietary word processors,
SGML or XML for which the DTD and/or processing tools are not generally available, and the machine-generated HTML, PostScript or PDF produced by some word pmcessors for output purposes only.

The "Title Page" means, for a printed book, the title page itself, plus such following pages as are needed to hold, legibly, the material this License requires to appear in the title page. For works in furmdls which do not have any title
page as such, "Title Page" means the text near the most prominent appearance of the work's title, preceding the beginning of the body of the text.

A section "Entitled XYZ" means a named subunit ol' (he Document whose title suhel 1s precisely XYZ or contains XYZ in following text that XYZ in another language. (Here XYZ stands for a specific section
name mentioned below, such as "Ackno ", "Endc , or "History".) To "Preserve the Title" of such a section when you modify the Document means that it remains a section "Entitled XYZ" according
to this definition.

The Document may include Warranty Disclaimers next to the notice which states that this License applies to the Document. These Warranty Disclaimers are considered to be included by reference in this License, but only as regards
arranties: any other i that these Warranty Disclaimers may have is void and has no effect on the meaning of this License.

2. VERBATIM COPYING
You may copy and distribute the Document in any medium, either commercially or noncommercially, provided that this License, the copyright notices, and the license notice saying this License applies to the Document are reproduced
in all copies, and that you add no other conditions whatsoever to those of this License. You may not use technical measures to obstruct or control the reading or further copying of the copies you make or distribute. However, you may
accept compensation in exchange for copies. If you distribute a large enough number of copies you must also follow the conditions in section 3.

You may also lend copies, under the same conditions stated above, and you may publicly display copie

3. COPYING IN QUANTITY

If you publish printed copies (or copies in media that commonly have printed covers) of the Document, numbering more than 100, and the Document's license notice requires Cover Texts, you must enclose the copies in covers that
carry, clearly and legibly, all these Cover Texts: Front-Cover Texts on the front cover, and Back-Cover Texts on the back cover. Both covers must also clearly and legibly identify you as the publisher of these copies. The front cover
must present the full title with all words of the title equally prominent and visible. You may add other material on the covers in addition. Copying with changes limited 0 the covers, as long as they preserve the title of the Document
and satisfy these conditions, can be treated as verbatim copying in other respects.

If the requu'ed texts for either cover are too voluminous to fit legibly, you should put the first ones listed (as many as fit reasonably) on the actual cover, and continue the rest onto adjacent pages.

If you publish or distribute Opaque copies of the Document numbering more than 100, you must either include a machine-readable Transparent copy along with each Opaque copy, or state in or with each Opaque copy a
computer-network location from which the general network-using public has access to download using public-standard network protocols a complete Transparent copy of the Document, free of added material. If you use the latter
option, you must take reasonably prudent steps, when you begin distribution of Opaque copies in quantity, to ensure that this Transparent copy will remain thus accessible at the stated location until at least one year after the last time
you distribute an Opaque copy (directly or through your agents or retailers) of that edition to the public.

It is requested, but not required, that you contact the authors of the Document well before redistributing any large number of copies, to give them a chance to provide you with an updated version of the Document.

4. MODIFICATIONS

You may copy and distribute a Modified Version of the Document under the conditions of sections 2 and 3 above, provided that you release the Modified Version under precisely this License, with the Modified Version filling the role
of the Document, thus licensing distribution and modification of the Modified Version to whoever possesses a copy of it. In addition, you must do these things in the Modified Version:

. Such a notic
and is addre:

grants a world-wide, royalty-free
as "you". You accept the license
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. A. Use in the Title Page (and on the covers, if any) a title distinct from that of the Document, and from those of previous versions (which should, if there were any, be listed in the History section of the Document). You may use
the same title as a previous version if the original publisher of that version gives permission.

. B. List on the Title Page, as authors, one or more persons or entities responsible for authorship of the modifications in the Modified Version, together with at least five of the principal authors of the Document (all of its principal

authors, if it has fewer than five), unless they release you from this requirement.

C. State on the Title page the name of the publisher of the Modified Version, as the publisher.

D. Preserve all the copyright notices of the Document.

E. Add an appropriate copyright notice for your modifications adjacent to the other copyright notices.

F. Include, immediately after the copyright notices, a license notice giving the public permission to use the Modified Version under the terms of this License, in the form shown in the Addendum below.

G. Preserve in that license notice the full lists of Invariant Sections and required Cover Texts given in the Document's license notice.

H. Include an unaltered copy of this License.

L Preserve the section Entitled "History", Preserve its Title, and add to it an item stating at least the title, year, new authors, and publisher of the Modified Version as given on the Title Page. If there is no section Entitled

"History" in the Document, create one stating the title, year, authors, and publisher of the Document as given on its Title Page, then add an item describing the Modified Version as stated in the previous sentence.

. J. Preserve the network location, if any, given in the Document for public access to a Transparent copy of the Document, and likewise the network locations given in the Document for previous versions it was based on. These
may be placed in the "History" section. You may omit a network location for a work that was published at least four years before the Document itself, or if the original publisher of the version it refers to gives permission.

. K. For any section Entitled "Acknowledgements" or "Dedications", Preserve the Title of the section, and preserve in the section all the substance and tone of each of the contributor acknowledgements and/or dedications given

therein.

L. Preserve all the Invariant Sections of the Document, unaltered in their text and in their titles. Section numbers or the equivalent are not considered part of the section titles.

M. Delete any section Entitled "Endorsements”. Such a section may not be included in the Modified Version.

N. Do not retitle any existing section to be Entitled "Endorsements” or to conflict in title with any Invariant Section.

O. Preserve any Warranty Disclaimers.

If the Modified Version includes new front-matter sections or appendices that qualify as Secondary Sections and contain no material copied from the Document, you may at your option designate some or all of these sections as

invariant. To do this, add their titles to the list of Invariant Sections in the Modified Version's license notice. These titles must be distinct from any other section titles.

You may add a section Entitled "Endorsements”, provided it contains nothing but endorsements of your Modified Version by various parties--for example, statements of peer review or that the text has been approved by an organization

as the authoritative definition of a standard.

You may add a passage of up to five words as a Front-Cover Text, and a passage of up to 25 words as a Back-Cover Text, to the end of the list of Cover Texts in the Modified Version. Only one passage of Front-Cover Text and one of

Back-Cover Text may be added by (or through arrangements made by) any one entity. If the Document already includes a cover text for the same cover, previously added by you or by arrangement made by the same entity you are

acting on behalf of, you may not add another; but you may replace the old one, on explicit permission from the previous publisher that added the old one.

The author(s) and publisher(s) of the Document do not by this License give permission to use their names for publicity for or to assert or imply endorsement of any Modified Version.

5. COMBINING DOCUMENTS

You may combine the Document with other documents released under this License, under the terms defined in section 4 above for modified versions, provided that you include in the combination all of the Invariant Sections of all of
the original documents, unmodified, and list them all as Invariant Sections of your combined work in its license notice, and that you preserve all their Warranty Disclaimers.

The combined work need only contain one copy of this License, and multiple identical Invariant Sections may be replaced with a single copy. If there are multiple Invariant Sections with the same name but different contents, make the
title of each such section unique by adding at the end of it, in parentheses, the name of the original author or publisher of that section if known, or else a unique number. Make the same adjustment to the section titles in the list of
Invariant Sections in the license notice of the combined work.

In the combination, you must combine any sections Entitled "History" in the various original documents, forming one section Entitled "History"; likewise combine any sections Entitled "Acknowledgements", and any sections Entitled
"Dedications". You must delete all sections Entitled "Endorsements".

6. COLLECTIONS OF DOCUMENTS

You may make a collection consisting of the Document and other documents released under this License, and replace the individual copies of this License in the various documents with a single copy that is included in the collection,
provided that you follow the rules of this License for verbatim copying of each of the documents in all other respects.

You may extract a single document from such a collection, and distribute it individually under this License, provided you insert a copy of this License into the extracted document, and follow this License in all other respects regarding
verbatim copying of that document.

7. AGGREGATION WITH INDEPENDENT WORKS

A compilation of the Document or its derivatives with other separate and independent documents or works, in or on a volume of a storage or distribution medium, is called an "aggregate" if the copyright resulting from the compilation
is not used to limit the legal rights of the compilation's users beyond what the individual works permit. When the Document is included in an aggregate, this License does not apply to the other works in the aggregate which are not
themselves derivative works of the Document.

If the Cover Text requirement of section 3 is applicable to these copies of the Document, then if the Document is less than one half of the entire aggregate, the Document's Cover Texts may be placed on covers that bracket the
Document within the aggregate, or the electronic equivalent of covers if the Document is in electronic form. Otherwise they must appear on printed covers that bracket the whole aggregate.

8. TRANSLATION

Translation is considered a kind of modification, so you may distribute translations of the Document under the terms of section 4. Replacing Invariant Sections with translations requires special permission from their copyright holders,
but you may include translations of some or all Invariant Sections in addition to the original versions of these Invariant Sections. You may include a translation of this License, and all the license notices in the Document, and any
Warranty Disclaimers, provided that you also include the original English version of this License and the original versions of those notices and disclai In case of a di between the translation and the original version of
this License or a notice or disclaimer, the original version will prevail.

If a section in the Document is Entitled "Acknowledgements", "Dedications", or "History", the requirement (section 4) to Preserve its Title (section 1) will typically require changing the actual title.

9. TERMINATION

You may not copy, modify, sublicense, or distribute the Document except as expressly provided for under this License. Any other attempt to copy, modify, sublicense or distribute the Document is void, and will automatically terminate
your rights under this License. However, parties who have received copies, or rights, from you under this License will not have their licenses terminated so long as such parties remain in full compliance.

10. FUTURE REVISIONS OF THIS LICENSE

The Free Software Foundation may publish new, revised versions of the GNU Free Documentation License from time to time. Such new versions will be similar in spirit to the present version, but may differ in detail to address new
problems or concerns. See http://www. gnu.org/copyleft/.

Each version of the License is given a distinguishing version number. If the Document specifies that a particular numbered version of this License "or any later version" applies to it, you have the option of following the terms and
conditions either of that specified version or of any later version that has been published (not as a draft) by the Free Software Foundation. If the Document does not specify a version number of this License, you may choose any version
ever published (not as a draft) by the Free Software Foundation.

ADDENDUM: How to use this License for your documents

To use this License in a document you have written, include a copy of the License in the document and put the following copyright and license notices just after the title page:
Copyright (c) YEAR YOUR NAME.

Perm

sion is granted to copy, distribute and/or modify this document

under the terms of the GNU Free Documentation License, Version 1.2

or any later version published by the Free Software Foundation;

with no Invariant Sections, no Front-Cover Texts, and no Back-Cover Texts.
A copy of the license is included in the section entitled

"GNU Free Documentation License".
If you have Invariant Sections, Front-Cover Texts and Back-Cover Texts, replace the "with...Texts." line with this:

with the Invariant Sections being LIST THEIR TITLES, with the
Front-Cover Texts being LIST, and with the Back-Cover Texts being LIST.

If you have Invariant Sections without Cover Texts, or some other combination of the three, merge those two alternatives to suit the situation.
If your document contains nontrivial examples of program code, we end releasing these in parallel under your choice of free software license, such as the GNU General Public License, to permit their use in free
software.



http://www.gnu.org/copyleft/.
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