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Customers should want to visit us. Increased 
turnover on 
car wash.

We must be an attractive 
workplace.

Number of 
visitors per 
day from 
January 2014 
should at 
least be at 
the same 
level as the 
correspond-
ing month in 
2012.

Car wash 
revenue 
must be 
increased by 
at least 10% 
as of
January 2014 
compared 
to the cor-
responding 
month in 
2012.

As of Janu-
ary 2014, we 
must receive 
at least five 
unsolicited 
monthly 
applications 
from young 
people who 
would like to 
get a job with 
us.

The store 
needs to be 
refurbished 
and mod-
ernised to 
make it wel-
coming to 
customers, 
including 
improved 
access and 
parking 
facilities, 
refrigerated 
counters for 
sandwiches 
and salads, 
and a cafe 
area so that 
customers 
can enjoy 
their morn-
ing coffee 
here. This is 
estimated 
to cost DKK 
0.5 million 
and will take 
place in 
October and 
November 
2013. 

Custom-
er service 
needs to be 
significantly 
improved 
so that cus-
tomers want 
to visit our 
store. This is 
achieved by 
all employ-
ees attend-
ing a class 
for three 
days in Oc-
tober when 
the store is 
still closed 
due to refur-
bishment. 
In addition, 
monthly 
employee 
performance 
and devel-
opment 
interviews 
and person-
al goals are 
introduced 
for all.

Starting 1 
December, 
we will of-
fer freshly 
baked rolls, 
salads and 
sandwiches 
+ coffee and 
more. My 
will attend 
a week’s 
course in 
handling 
food items 
and more. 
and the 
facilities to 
be used are 
incorporated 
into the re-
furbishment.

We need 
a new car 
wash sys-
tem, to avoid 
complaints 
and attract 
new custom-
ers. This will 
cost DKK 
0.5 million 
and will be 
installed 
in October 
2013.

In addition 
to this class, 
each em-
ployee who 
has been 
employed for 
more than 
six months 
will receive 
DKK 5,000 
per year for 
further train-
ing, provided 
the training 
is relevant to 
the business.

More com-
mitted em-
ployees with 
independent 
responsibil-
ities, so that 
those who 
want and 
can, develop 
and make us 
attractive to 
young entre-
preneurial 
people. My is 
responsible 
for food and 
Bastian for 
staff.

Jensen is 
in charge 
of the con-
struction.

Bastian is 
named dep-
uty head 
and is re-
sponsible for 
personnel, 
training, and 
develop-
ment.

My is re-
sponsible 
for freshly 
baked rolls, 
salads and 
sandwiches, 
etc.

Jensen is 
responsible 
for the new 
car wash 
system.

Bastian is 
responsible 
for the con-
tinued train-
ing of the 
employees.

Jensen main-
tains the ob-
jectives tree. 
Going for-
ward, Jensen 
will delegate 
the tasks, 
as well as 
manage and 
follow up.

FIGURE 10.54 Jensen’s petrol station, objectives tree, strategic, tactical, operational and personal level.  > The employees accepted the objectives tree and the plans in it. Bastian and My were looking 
forward to their new assignments, but Sylvester showed up the day after and quit.
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The Business Excellence Model
The EFQM is an acronym of The European Foundation for Quality Management. 
The EFQM Excellence Model was introduced in 1992 and is still quite wide-
spread in Europe.

The foreword to the Danish version of the model (EFQM, 2010) reads: “Re-
gardless of industry, size, structure or age, the success of a company depends on 
whether it is able to establish an appropriate management system. The EFQM 
Excellence Model is a practical tool that can provide a holistic grip on the com-
pany and its course towards business excellence, while knowing where to take 
action and what approaches can be taken to get on track. “

The idea of reviewing the EFQM Business Excellence Model in the chapter on 
strategy implementation is not to argue for the introduction of the model in the 
company, but rather that some knowledge of the model provides a basic knowl-
edge of the mechanisms that occur in most companies. The benefit of working 
with the model is, thus, somewhat the same as when we play Monopoly, where 
we gain some knowledge of mechanisms on the real financial market.

The EFQM Excellence model was developed by a member-based, non-com-
mercial organization that was established in 1988 by fourteen leading European 
companies. The mission was to be the driving force for ‘sustainable excellence’ 
in Europe, with a vision of a world in which European companies perform ex-
cellently. In addition to owning the EFQM Excellence Model, the EFQM also 
annually awards the European Quality Prize.

The following is a brief introduction to the EFQM Excellence Model, which 
is then referred to simply as business excellence. The model is schematically 
shown in the figure below.

FIGURE 10.55 The 
Business Excellence 
Model.INNOVATION AND LEARNING
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