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Abstract: The article deals with the mapping of process quality management issue in practice of Slovak wood-
processing enterprises in context of using measurement and evaluation methods of processes' performance. At
primary level of information gathering we used a questionnaire method. The questionnaire targeted 300 most
significant Slovak wood-processing enterprises. The ratio of questionnaire return was 47 % that means 141
completed questionnaires. It was found out that the most common methods for measurement and evaluation of
process' performance in quality management of Slovak wood-processing enterprises are universal indicators of
process performance, indicators for measurement of production and non-production processes and benchmarking.
Conversely, the least used methods are EFQM, Six Sigma and process controlling of quality of quality. These
methods should be used more mainly at larger medium enterprises and large enterprises for improving the quality
of internal processes.
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INTRODUCTION

The concept of quality management represents all activities of enterprise management
determining targets, responsibilities and quality policy, which are used in the system of quality
through planning, quality assurance and improvement. Quality management is an integral part
of the overall management of the organization. Process approach in enterprise management is
based on an investigation of the company from the point of view of management object
expressed through activities, as well as from the point of view of activities carried out through
managers (Zdvadsky, 2004). Process approach belongs to the basic building blocks in quality
management systems. Process approach does not focus on results, but on the causes. The basic
idea is that the cause of poor performance of corporate activities are ongoing inefficient
business processes that need to be changed in order to be effective and achieve the highest
added value for the customer. The process approach is based on the PDCA (plan - do - check -
act) cycle (Paulova, 2014). Measurement and evaluation of processes include activities which
shall provide objective and exact information about running of individual processes. Then they
can be continuously operatively managed through process owners, in order to fulfil all
requirements which are expected from the process. It is true, what is can be measured, it ca be
also filled. It is essential that enterprises have to monitored key indicators; it means those, which
reflect creation of value, instead of monitoring the requirements which reflect only what
happened (Luskova, Huddkovd, Buganova, 2013). The aim of the presented paper is the
mapping of process quality management issue in practice of Slovak wood-processing
enterprises in context of using measurement and evaluation methods of processes’
performance.
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MATERIAL AND METHODS

If the organization wants to measure and evaluate the performance of processes, the
primary task of management in applying any concept of quality management should be to
establishing the policy and objectives of quality, performance indicators of organizational units
and from them derive appropriate indicators of measurement and evaluation of processes
performance (Mala, 2011). The principle is that each process in a company, whether main or
support, should have defined measurable indicator with which will be the process evaluated
(Biernacka, 2010). As the authors Nenaddl, et al. (2008) mention, indicators of measurement
and evaluation of processes’ performance in quality management can be generally classified
into the following categories:

Universal indicators of process performance

Indicators for measurement and evaluation of production processes
Indicators for measurement and evaluation of non-production processes
Performance measurement indicators according variances

The measurement of performance using performance index of processes
BSC (Balanced Scorecard)

Six Sigma method

Benchmarking

Model EFOM

Process controlling of quality

ASANE NN N N NN NN

The aim of the empirical research was to find out the level of implementation of
methods of process management quality in context of quality evaluation and measurement in
practice of wood-processing enterprises in Slovakia. To meet this objective, firstly it was
required to use methods of summary, synthesis and analogy of the knowledge and creation of
a short literature review. In the second phase, a questionnaire method to process an empirical
study was used, which represents an analysis of the situation in the solved subject matter within
wood-processing enterprise practice in Slovakia. At primary level of information gathering we
used a questionnaire but also basic methods of theoretical research such as analyses, synthesis,
induction, deduction, analogy and comparison. The questionnaire targeted 300 most
significant Slovak wood-processing enterprises. The ratio of questionnaire return was 47 % that
means 141 completed questionnaires. The questionnaire was evaluated by a description
method, numerically and in percent in tables. In the final part of the paper we evaluated the
obtained results by the deduction method and defined its assets for practice.

RESULTS AND DISCUSSION

The proposed questionnaire contained 12 closed questions, what means, that it was
possible to select only one of the offered answers. The questionnaire was divided into two
parts: a. Al-A4: Character of the company

b. O1-08: Process quality management

The found out facts have been transformed into a table evaluation, which was prepared
on the basis of multiplicities of respondents’ answers through conversion to the percentage
value. The following tables 1-2 present the findings regarding the use of methods of
measurement and evaluation of processes’ performance in quality management according the
character of the business (manufacturing companies and companies providing services) and
according the size of the enterprise (small, medium and large).
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Tab. 1 The use of methods of measurement and evaluation of processes’ performance in quality
management in wood-processing practice in Slovakia

Universal Indicators for . Performance
- Indicators for
indicators of measurement of measurement of measurement
YES (%) process production . indicators
non-production .
performance processes according
processes .
variances
C . Small 8,21 0,00 7,96 18,16
ompanies
providing Medium 50,79 0,00 59,84 29,96
services Large 82,43 0,00 83,15 18,13
Manufac- Small 24,71 51,73 25,61 22,63
turing Medium 38,87 89,22 81,27 28,98
companies Large 60,01 100,00 100,00 17,41

Tab. 2 The use of methods of measurement and evaluation of processes’ performance in quality
management in wood-processing practice in Slovakia

Performance Six Bench- Process

YES (%) index of Siema EFQM markin controlling

processes g g of quality
c . Small 10,52 0,00 1,22 12,12 0,58

ompanies

providing Medium 38,28 7,45 12,49 46,97 6,63
services Large 42,20 12,59 47,26 62,35 10,82
Manufac- Small 10,84 2,33 1,86 13,19 0,96
turing Medium 40,29 12,14 13,12 52,79 9,86
companies Large 49,78 34,33 58,63 79,31 12,43

The following table summarizes the most common used methods of measurement and
evaluation the performance of processes in quality management systems in wood-processing
enterprises in Slovakia.

Tab. 3 The most frequently used methods of measurement and evaluation of processes

Enterprise Companies providing services Manufacturing companies
universal indicators of process
performance measurement indicators performance, indicators for measurement
Small according variances, performance index of production and non-production
of processes, benchmarking processes, performance measurement
indicators according variances
universal indicators of process indicators for measurement of production
Medi performance, indicators for measurement and non-production processes,
edium of non-production processes, benchmarking
benchmarking
universal indicators of process universal indicators of process
L performance, indicators for measurement | performance, indicators for measurement
arge of non-production processes, of production and non-production
benchmarking processes, benchmarking

Conversely, the least used methods are EFQM, Six Sigma and process controlling of
quality. These methods should be used more mainly in larger medium enterprises and large
enterprises for improving the quality of internal processes.
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CONCLUSION

As Zavadsky, Zavadska and Sirotiakova (2013) state, the use of quality management
system stimulates organizations to analyse customer requirements, to define the processes that
contribute to the creation of customers’ acceptable products, and to keep these processes under
control because effective processes belong to the most valuable assets of any organization.
Suitable management of processes will ensure the provision of exceptional value for customers.
It creates space for implementing of changes and signifies the basis for future growth and
innovation. Enterprises should understand that investing to the establishment of these methods,
monitoring of process and their continuous improvement, enhances the quality of their offered
products. This results to the customers® satisfaction which is the main prerequisite for the
economic success and long-term growth of the company. Satisfied customers repeat purchases,
increase enterprise income and positively inform about products their friends.
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Streszczenie: Proces zarzqdzania jakoscig w kontekscie pomiaru i ocenmy wynikow w
stowackich zaktadach przerobu drewna: badanie empiryczne. W artykule oméwiono kwestig
zarzadzania jako$cig procesu w praktyce stowackich przedsigbiorstw przerobu drewna. Na
poziomie podstawowym gromadzenia informacji wykorzystano metod¢ kwestionariusza.
Kwestionariusz skierowano do 300 najwazniejszych stowackich przedsigbiorstw przetworstwa
drewna. Wskaznik zwrotu ankiet wyniost 47% co oznacza, ze wypetniono 141 kwestionariuszy.
Stwierdzono, ze najbardziej powszechnymi metodami pomiaru i oceny procesu zarzadzania
jakoscig slowackich przedsigbiorstw przetworstwa drewna sa uniwersalne wskazniki
wydajnos$ci procesu, wskazniki do pomiaru proceséw produkeyjnych i nieprodukcyjnych oraz
benchmarkingu. Z drugiej strony, najmniej uzywane metody sa EFQM, Six Sigma i procesy
kontrolowania jako$ci. Metody te powinny by¢ wykorzystywane przede wszystkim w
wigkszych $rednich firmach oraz duzych przedsi¢biorstwach do poprawy jakosci procesow
wewnetrznych.

Corresponding authors:

Assoc. prof. Ing. Mariana Sedlia¢ikova, PhD. Ing. Jarmila Klementova, PhD.
Department of Business Economics Department of Business Economics
Faculty of Wood Sciences and Technology Faculty of Wood Sciences and Technology
Technical University in Zvolen Technical University in Zvolen

T. G. Masaryka 24 T. G. Masaryka 24

960 53 Zvolen 960 53 Zvolen

Slovakia Slovakia

mail: sedliacikova@tuzvo.sk mail: klementova@tuzvo.sk

phone: 00421-045-5206420 phone: 00421-045-5206434

403



