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Academic Studies Based on the EFQM Model in the Tourism Sector:
A Systematic Review

Turizmde Sektoriinde EFQM Modeline Dayali Akademik Calismalar:
Bir Sistematik Derleme

M. Cem SAKARYA*
Beykan CiZEL ™

Abstract: Total Quality Management applications have become interesting in the tourism sector as well
as in other sectors. The first version of the EFQM Model which is created by the European Quality
Management Foundation, as one of the few original Total Quality Management models in the world, was
started to be used in 1990, and the last version that is prepared in accordance with current developments
in 2020. The EFQM Management Model, from the first date of use, has been implemented in more than
50,000 organizations and has become a popular management tool which has taken interest of practitioners
and researchers. In this study, academic studies based on the EFQM Model in the Tourism Sector were
analyzed through a systematic review, tourism sector and EFQM context were handled and reported by
examining the year, country, theme, citation, the journal published, the aim of the research, method,
results and findings sections. Findings revealed that the EFQM Management Model is a strong
application and research topic in the institutionalization needs of tourism enterprises, the development of
the ability to adapt to new global trends, challenging environmental conditions, and the protection and
development of competitive conditions.
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Oz: Toplam Kalite Yoénetimi uygulamalart diger sektdrlerde oldugu gibi turizm sektorii iginde ilgi
¢ekicidir. Diinya da ki az sayida 6zgilin Toplam Kalite Y6netim modellerinden birisi olan Avrupa Kalite
Yonetim Vakfinin olusturdugu EFQM Modelinin ilk versiyonu 1990 yilinda, giincel gelismeler
dogrultusunda hazirlanan son versiyonu ise 2020 yilinda kullanima sunulmustur. Kullanima alindigi
tarihten itibaren EFQM Yonetim Modeli 50.000’in iizerinde kurulusta uygulanmis, uygulamacilar ve
aragtirmacilar tarafindan ilgi duyulmus popiiler bir yonetim araci olmugtur. Bu c¢aligmada Turizm
Sektoriinde EFQM Modeline dayali yapilan akademik ¢alismalar sistematik derleme yoluyla incelenmis,
yil, iilke, tema, atif, yaymnlandiklari dergi, aragtirma amaci, yontemi, sonuglar ve bulgular boliimleri
incelenerek turizm sektorii ve EFQM baglami ele alinmis, raporlanmigtir. Bulgular turizm isletmelerinin
kurumsallasma ihtiyagclari, yeni kiiresel trendlere, zorlayici ¢evresel sartlara uyum yeteneginin gelismesi,
rekabet¢i kondisyonlarin korunmasi-gelistirilmesinde EFQM Yd&netim Modelinin giiglii bir uygulama
ve arastirma konusu oldugu saptanmustir.
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Introduction - Review of Literature

The tourism industry is one of the industries that are affected by global trends, which maintain
their activities with international interactions, frequently encounter uncertainties, have complex
processes and comprehensive business models (Ritchie 2004; Hall 2010). This situation requires
tourism businesses to adapt their managerial processes to challenging conditions and to
have/apply management tools/models that will increase their institutional resilience (Avct &
Kiigiikusta 2013; Karacaoglu & Sozbilen, 2013 as cited in Koroglu & Aktas 2014). Sustainable
management and good governance practices emerge as a need, from accommodation and
transportation businesses operating in more than one country to destination management
organizations, from small and medium-sized businesses that feel global effects locally, to
government organizations established for Tourism Management (Goral 2014; Conaghan 2015).

The Tourism Sector in the world has shown a rapid growth trend in the last 30 years, and in
2019, it reached a level where approximately 1.5 billion people participated in tourism activity
and an economic volume of 1.5 trillion dollars was reached (UNWTO, World Tourism
Barometer, https://www.unwto.org/tourism-data/unwto-tourism-dashboard). The nature of the
tourism sector, which is very open to global interactions, has also shown itself in the Covid 19
pandemic of 2020, when the highest losses in the sector were experienced (at the level of 80%).
The need for good governance of tourism organizations/businesses, which are often affected by
global and local crises, became evident once again in this period, as in other crisis periods
(Ritchie 2004).

In this and similar periods; for businesses operating in the tourism sector to maintain their
competitive structure; their institutional capacities, institutional resilience, and the management
models they implemented were influential (Agudo et al. 2021, Cetinski & Milohnic 2008. Avci
& Kiigiikusta 2013;).

Among the management models, models based on Total Quality Management are frequently
used due to their multidimensional structure and inclusive effects. The interest in the Total
Quality Management model emerged in the "Management Tools and Trends" survey conducted
by Bain Groups since 1993, and the last one was conducted with 1,268 managers in 2017. Since
the start of the study, Total Quality Management has been included in the top 10 management
tools in the most popular management models/tools research (https://www.bain.com/insights/
management-tools-and-trends-2017/).

In this study, academic studies based on the EFQM Model in the Tourism Sector were
examined through a systematic review; the context of the tourism sector and EFQM was
discussed and reported by examining the year, country, theme, citation, journal in which they
were published, research purpose, method, results and findings. It is anticipated that the research
will make significant contributions to researchers and practitioners working in the field

Total Quality Management Models

There were many pioneering developments in the field of quality management until the
emergence of the Total Quality Management model, which is one of the management tools most
preferred by managers and companies today. The quality stages that emerged at the industrial
level after the industrial revolution were called control, inspection, quality control, quality
assurance, statistical process control, and total quality control (Hutchins 1991, Feigenbaum
1991, Ghafoor et al. 2022). Both the stages of the quality phases and the new applications that
emerged were the precursors of the emergence of the "Total Quality Management™ model/
philosophy.



Academic Studies Based on the EFQM Model in the Tourism Sector: A Systematic Review 93

Total Quality Management practices, a significant part of which were based on process
innovation in the 1950s in Japan in terms of quality, which formed the framework for the
Deming Awards, brought extraordinary developments, and the strong position achieved in the
competition led to searches in Europe and America. As a result of these searches, the Malcolm
Baldrige Management Model was developed in the United States in the early 1980s
(https://asg.org/quality-resources/malcolm-baldrige-national-quality-award) and a model-based
evaluation and award process was initiated in 1987. European Quality Management Foundation
(EFQM) was established in 1988 by 14 leading European companies such as Bosch, BT, Bull,
Ciba-Geigy, Dassault, Electrolux, Fiat, KLM, Nestle, Olivetti, Philips, Renault, Sulzer, and
Volkswagen. Following its establishment, it was announced to the world in 1991 by developing
the Management Model, known as the EFQM Model, by a group of academics and industry
representatives (https://www.kalder.org/efgm_mukemmellik_modeli). EFQM has determined its
purpose as “to be the driving force for the sustainable excellence of organizations in Europe”
(kalder.org). Today, more than 50,000 organizations in 48 countries around the world,
especially in Europe, use the EFQM Model as a management model (kalder.org).

EFQM Model

Since 1991, when the EFQM Model was first implemented, it has been a guide for organizations
in the world, especially in Europe, to develop a culture of improvement and innovation.
Offering a globally recognized management framework, the EFQM Model makes an important
contribution to organizations' processes of planning change, managing change and improving
their performance (https://www.kalder.org/efgm_mukemmellik_modeli).

The EFQM Model is a management approach that will help organizations achieve success by
measuring where they are in the journey of sustainable value creation. It helps organizations
develop new insights, understand possible existing solutions, and improve their performance.

Today, management field experts reveal that organizations need to establish an appropriate
management system to be successful, regardless of sector, size, structure or institutional
maturity level, and support the development of various management approaches. In general,
management systems seem to be concerned with a particular dimension of management.
However, management work is multidimensional and varies according to the completed work
and the scale of the organization that does the work. Although there are many management tools
used together, by providing a holistic perspective, the EFQM Model presents a framework for
the organization on how these management tools and techniques can be used in harmony and
complement each other. The EFQM model can be used with many different management tools
(https://www.kalder.org/efgm_mukemmellik_modeli) as it provides a framework management
approach.

Updates have been made in the EFQM model in the light of new management paradigms that
have emerged with changing management needs since 1991. The extraordinary developments in
the last thirty years, the change in the way information is produced and disseminated, and the
digital revolution have been the main triggers of this change. Finally, as a result of the surveys
attended by more than 2,000 change experts, 24 workshops and face-to-face interviews with
more than 60 organization leaders, the EFQM 2020 version was published in 2020 and one of
the most comprehensive changes took place since the model was started to be used. The EFQM
2020 version has evolved into a structure that understands the new transformation taking place
in the world and models it for good management. The structure of the RADAR evaluation
system, which is one of the most effective tools in the world in institutional evaluation and is
based on the EFQM model, has also been updated in the same way (www.efgm.org).
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Although the content of the EFQM Model has changed over time, the principles on which it
is based have not changed. However, when the 2013 and 2020 versions of the model are
examined, it is noteworthy that there are structural and radical changes.

Enablers ™ Results
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Services
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Fig 1. EFQM Model, 2013 Source: EFQM, 2012
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Fig. 2. EFQM Model, 2020, Source: EFQM, 2019

The three main components of the 2013 version of the EFQM Excellence Model are “Basic
Concepts of Excellence”, “EFQM Excellence Model” and “RADAR” (Results, Approach,
Deployment, Assessment, Review) evaluation system. The model, which includes Input and
Result criteria, consists of 9 main criteria. The "Input Criteria", consisting of Leadership,
Strategy, Employees, Collaborations and Resources, Processes-Products, and Services, and
having a total of 24 sub-criteria, are structured to examine the approaches of the organization.
Results related to Employees, Results related to Customers, Results related to Society, and
Results of Business results are handled in 8 sub-criteria in total and are used to understand what
the organization has accomplished and accomplished (EFQM Model Book, 2013).

The EFQM Model 2020 version has evolved from the input and result criteria-oriented
structure offered by the previous model structures to a cyclical structure. It is divided into three
main sections: Direction, Implementation, and Results. There are 7 main and 25 sub-criteria
under these main sections. Direction focuses on an inspiring purpose, an aspirational vision, a
value-driven strategy, and a mutually beneficial corporate culture. Application focuses on
ensuring the commitment of stakeholders, creating sustainable value and performance so that
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the organization's strategy can be implemented effectively and efficiently. Outcomes criteria are
used to understand what the entire organization has accomplished, including stakeholder
perceptions and financial and non-financial indicators. Using the structure of the model, the
RADAR assessment tool helps to reveal the level of institutional maturity, to guide the change
to be made in the organization, and to identify improvement projects. It also lays the
groundwork for international recognition programs run by EFQM and its partners. The EFQM
2020 version also places a strong emphasis on the United Nations Sustainable Development
Goals (EFQM Model Book, 2020).

Comparing the 2013 version of the EFQM 2020 model, it could be seen that the 2020 Model
was built on the 2013 version. However, the structure of the model was changed from 2013's
nine criteria (five inputs, four outcome criteria and 32 sub-criteria) to seven criteria (five
enablers and two outcomes). As Bandyopadhyay and Leonard (2016) suggested, the sub-criteria
were reduced to 24, allowing for greater flexibility and less bureaucracy. Also, the EFQM 2020
Model is less prescriptive; for example, there is no clear reference to process management and
no recommendations for appropriate indicators for outcome criteria 6 and 7 (Fonseca, 2021).

At the time of the completion of this study, it has been observed that there is no academic
study on the EFQM 2020 model applications specific to the Tourism Sector yet. All of the
studies belong to the applications of EFQM 2013 and earlier versions. However, it is predicted
that the EFQM 2020 model applications, which focus on new management and global trends
and have a much more flexible structure compared to the past, will rapidly become widespread
in the Tourism Sector.

An Overview of the EFQM Model Context of Academic Studies on Total Quality
Management in the Field of Tourism;

When the academic studies based on Total Quality Management in the Tourism Sector are
examined on the Wos database; The effects of quality management models in different tourism
destinations (Camison 1996; Benavides-Velasco et al. 2014; Raj et al. 2017), total quality
management practices in enterprises providing tourism services; it has been seen that there are
various studies examining the effects of service performance, financial performance, customer
satisfaction, employee satisfaction of total quality management practices. When the author
keywords of these studies and extra keywords and the frequency of use of the words in the
abstract are analyzed with the "R Studio bibliometrics word cloud" application (Aria &
Cuccurullo 2017; R Core Team 2022); concepts such as “customer satisfaction”,
“performance”, and “total quality management”, “service quality”, “processes”, “competitive
advantages”, “employee satisfaction”, “leadership”, “strategy”, “culture” stand out and It has
been observed that these concepts are related to the main and sub-criteria of the EFQM model.
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Fig 3. Total quality management keyword analysis in academic studies of tourism

EFQM, which is one of the most widely used Total Quality Management Models in the world,
which has applications in different sectors and enables organizations to remain competitive, is a
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study subject that attracts the attention of practitioners and researchers in the field of Tourism
(Sanlidz Ozgen 2016).

Method

The aim of this study is to examine the academic studies on the use of the EFQM Model of the
European Quality Management Foundation (EFQM), which is one of the Total Quality
Management Models widely used in the world, in the Tourism Sector/Field, with a systematic
compilation method. In the research, it is aimed to systematically examine the academic
publications in the tourism sector associated with the EFQM model. In the literature, when
reviewing studies are examined, three basic methods are used: traditional, systematic and meta-
analysis. Each method has advantages and disadvantages with different preparation strategies in
terms of academic study (Karagam 2013). Prisma notification checklist criteria were also used
in the study along with the systematic review method (Karagam 2013; prisma-statement.org).
Within the scope of the research method strategy, research questions and purpose were
determined first.

Within the scope of the research, the methods, contexts and approaches used in the research
were examined, as well as the descriptive information about the studies on the EFQM Model in
the Field of Tourism.

The keywords to be used in the literature review process for the research question were
determined. In terms of database selection criteria to be used in the literature review, Web of
Science (WOS) and Scopus databases, which scan academic studies in wide research areas and
are considered respected in the academic ecosystem, were used. A comprehensive literature
search was conducted with keywords in WOS and Scopus databases on 30.09.2021 between
1970-31.12.2020. The methodology used in the literature review is given in Table 1. With the
scientific studies obtained after the literature review, a research cluster was created within the
scope of the flow in Figure 4. In the systematic compilation process, the criterion of including
only research articles in the research setting was adopted. Parameters such as publication years,
journals, number of authors, responsible author university and country information, number of
citations, and research areas of the articles in the research set were examined in terms of
descriptive statistics. The "research purpose”, "method", "results and findings" and "discussion™
sections of the articles were analyzed and reported.

Tablo 1. Comprehensive literature search methodology in databases (Laurentt and Mendes, 2019).

Search Interval Date Keywords Search Content Search Area Search Database
-tourism “Topic” WOS
-hotel (“tourism” OR “hotel” OR ot v "
1970-31.12.2020 -hospitality  “hospitality” ) AND “EFQM” Tl,t};’ Abs:;i‘ft : Scopus
-EFQM eywords
“Topic” WOS
1970-31.12.2020 -EFQM “EFQM” “Title”,” Abstract”,
- N Scopus
Keywords

Findings

The keywords detailed in Table 1 and the number of research articles obtained from the WOS
and Scopus databases by year, according to the date range, are given in Table 2.
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Table 2. Distribution of research articles accessed in databases by keywords by years

(“tourism” OR “hotel” OR

Keywords® ) pitality™ ) AND “EFQM” EFQME
Number Number of Articles
S.N** Years of N % Years

Avrticles WOS N % Scopus N %

1 1996 1 5 1989-1996 3 0,80 6 1,00

2 2000 1 5 1997-2000 18 4,77 46 7,63

3 2003 1 5 2001-2003 32 8,49 63 10,45

4 2007 1 5 2004-2008 45 11,94 95 15,75

5 2009 1 5 2009 15 3,98 32 531

6 2010 1 5 2010 15 3,98 35 5,80

7 2012 1 5 2011-2012 38 10,08 79 13,10

8 2013 1 5 2013 17 451 37 6,14

9 2014 1 5 2014 12 3,18 29 4,81
10 2015 1 5 2015 25 6,63 31 5,14
11 2016 2 10 2016 29 7,69 37 6,14
12 2017 2 10 2017 33 8,75 30 4,98
13 2018 3 15 2018 30 7,96 28 4,64
14 2019 2 10 2019 36 9,55 26 4,31
15 2020 1 5 2020 29 7,69 29 4,81
Total 20 %100 Toplam 377 %100 603 %100

*Keywords

** Sequence Number
*** Number of research articles related to EFQM in WOS and Scopus database between 1970-2020

97

In the current literature, it has been determined that the number of publications related to EFQM
in the field of tourism and the total number of EFQM related publications in the WOS and Scopus
databases are relatively low. While an increase was observed in the field of tourism until 2016-
2019, the number of publications in other fields increased and decreased over the years. The most
articles about EFQM in the field of tourism were produced in 2018. The journals in which the
research articles were published and the effect values of the journals are given in Table 3.
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Table 3. Review of journals in which research articles were published

1996-2020 Impact
S.N. Journal Number of N % Database P
. Factor*
Articles
1 Tourism Management 2 10 WOS-Scopus 10.967
Journal of European
2 Industrial Training ! 5 Scopus 0.437
International Journal of
3 Services, Technology and 1 5 Scopus 0.130
Management
4 Intematlonal'JournaI of 1 5 Scopus 0.248
Tourism Policy
Acta Universitatis
5 Agriculturae et Silviculturae 2 10 Scopus 0.179
Mendelianae Brunensis
6 Service Business 1 5 WOS 2.791
7 Journal Of Green Building 1 5 WOS/Scopus 0.25
8 Rbgn-Revista Brasileira De 1 5 WOS/Scopus 0.925
Gestao De Negocios
9 Rosa Dos Ventos-Turismo E 1 5 WOS N/A
Hospitalidade
10 Tourism and Hospitality 1 5 WOS 033
Management
1 Total Quality Management & 2 10 WOS/Scopus 3.824
Business Excellence
International Journal Of
12 Quality & Reliability 1 5 WOS 0.54
Management
Tem Journal-Technology
13 Education Management 1 5 WOS 0.2
Informatics
14 Revista De Estudios 1 5 WOS N/A
Regionales
International Journal Of
15 Educational Leadership And 1 5 WOS N/A
Management
16 Journal of Tourism Services 1 5 WOS 0.88
17 Journal of Tourism Analysis 1 5 Scopus 0.332
Total 20 %100

*Impact values at WOS, Scopus and SCImago addresses in 2020

A total of 20 research articles have been published in 17 different journals related to EFQM in
the field of tourism. Only 2 articles were published in 3 journals for research articles. 5 journals
are scanned jointly in the WOS and Scopus database. The impact values of the journals for the
year 2020 have been researched, and the information on the journals for which data can be
accessed have been given in Table 2. When the 2020 impact values have been examined, it has
is determined that the highest value is in the "Tourism Management" journal. The names of the
research articles, the number of authors, their countries and related universities have been given

in Table 4.
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Acrticle

Number
of Authors

Responsible
Author
Country

Corresponding Author

University

Author/Authors
Country

Total quality management in
hospitality: An application of the
EFQM model

Spain

Universitat Jaume |

Spain

Integrated quality management for
tourist destinations: a European
perspective on achieving
competitiveness

Holland

Erasmus Univ.

Holland

The challenges of implementing
quality in the Irish hotel industry

Ireland

Waterford Institute of

Technology

Ireland

Identifying and determining the
key  processes for  quality
management systems in the hotel
sector

Spain

Universidad de Las

Palmas de Gran Canaria

Spain

Event and network management:
Application of EFQM for tourist
destinations

Turkey

Yasar University

Turkey

Approaches to the quality
management in tourism services

Czech
Republic

Mendel University

Czech Republic

Implementation of quality
programs  in  health  care
organizations

South Korea

Sogang University

Gliney Kore

A Conceptual Framework For
Delivering Sustamnable Building
Energy Efficency Retrofit Using
The Energy Performance
Contracting (Epc) In China

China

Chongging University

China

The Effects of Quality
Management Practices on Key
Results: questionnaires sample for
the industry of tourist
accommodation in Spain

Spain

Universidad de
Extremadura Univ
Extremadura

Spain

10

The Management Model of
European Foundation for Quality
Management (EFQM) for Tourist
Destinations: A Theoretical
Discussion

Brazil

Univ Vale Itajai

Brazil- Portugal

11

European Quality Award Winning
Companies: A Situational
Analysis

Turkey

Ozyegin University

Turkey

12

Dependency relationships
between critical factors of quality
and employee satisfaction

Portugal

Polytech Inst Setubal

Portugal- Spain

13

Quality management and
customer results: the tourist
accommodation sector in Spain

Italy

Univ Sannio

Italy- Spain

14

Managing Employees in
Macedonian Companies

Macedonia

Univ Goce Delcev

Macedonia-
Montenegro




100

M. Cem SAKARYA & Beykan CIZEL

Table 4. Analysis by authors and countries of research articles (continued)

A modified EFQM Excellence

15 Model for effective evaluation in Taiwan Chien Kuo Technol Univ Taiwan
the hotel industry
Applying Total Quality
Management in a local Univ Basque Country,
16 government and its impact on Spain Euskal Herriko Spain
urban Strategic Management: The Unibertsitatea,
case of San Sebastian
Measuring the (dis) Satisfaction of .
] - . . Macedonia-
17 the Employees in the Macedonian Macedonia Univ Goce Delcev
. Montenegro
Companies
Implications of the EFQM Model
18 as a Strategic Management Tool Slovakia University of Slovakia-Czech
in Practice: A Case of Slovak Presov Univ Presov Republic
Tourism Sector
. - Czech A .
19 Quality destination management . Mendel University Czech Republic
Republic
Transformational leadership and
the European Foundation for . . . .
20 Spain University of Alicante Spain

Quality Management model in
five-star hotels

When the number of authors of research articles is examined, it has been observed that
publications are generally carried out with research teams of 2-3 people. It can be said that
European researchers are more productive in this field. Spanish researchers have been found to
be prolific researchers, both alone and together with Portuguese and Italian researchers. When
the countries conducting the research are examined, it can be said that there are countries with
strong tourism destinations and where tourism activities are intense. Studies were generally

carried out by researchers from different universities.

The reference and citation numbers of research articles are analyzed in Table 5.

Table 5. Analysis of research articles regarding the number of sources and citations

S.N. Articles Years Number of WOS Number of Scopus Number
Sources Citations of Citations

Total quality ~ management  in

1 hospitality: An application of the 1996 29 41 58
EFQM model
Integrated quality management for

2 tourist _destmatlons: a Eur_ope_:an 2000 19 166 180
perspective on achieving
competitiveness
The challenges of implementing quality

3 in the Irish hotel industry 2003 134 15
Identifying and determining the key

4 processes for quality management 2007 25 - 4
systems in the hotel sector
Event and network management:

5 Application of EFQM for tourist 2009 26 - 4
destinations

6 Approaches to the quality management 2010 12 ) 1

in tourism services
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Implementation of quality programs in
health care organizations

2012

56

17

A Conceptual  Framework  For
Delivering Sustamable Building Energy
Efficency Retrofit Using The Energy
Performance Contracting (Epc) In China

2013

45

11

12

The Effects of Quality Management
Practices on Key Results: questionnaires
sample for the industry of tourist
accommodation in Spaiin

2014

87

10

The Management Model of European
Foundation for Quality Management
(EFQM) for Tourist Destinations: A
Theoretical Discussion

2015

20

11

European Quality Award Winning
Companies: A Situational Analysis

2016

39

12

Dependency  relationships  between
critical factors of quality and employee
satisfaction

2016

70

13

Quality management and customer
results: the tourist accommodation
sector in Spain

2017

137

14

Managing Employees in Macedonian
Companies

2017

22

15

A modified EFQM Excellence Model
for effective evaluation in the hotel
industry

2018

70

10

16

Applying Total Quality Management in
a local government and its impact on
urban Strategic Management: The case
of San Sebastian

2018

105

17

Measuring the (dis) Satisfaction of the
Employees in  the  Macedonian
Companies

2018

40

18

Implications of the EFQM Model as a
Strategic Management Tool in Practice:
A Case of Slovak Tourism Sector

2019

42

19

19

Quality destination management

2019

37

20

Transformational leadership and the
European Foundation for  Quality
Management model in five-star hotels

2020

67

Except for 4 of the research articles, all studies were used as references in different academic
studies. “Integrated quality management for tourist destinations: a European perspective on
achieving competitiveness”, and “Total quality management in hospitality: An application of the
EFQM model” are the most cited studies. In addition, the study “Implications of the EFQM
Model as a Strategic Management Tool in Practice: A Case of Slovak Tourism Sector”
published in 2019 became one of the most cited publications with 19 citations. When the
research articles examined are clustered according to WOS and Scopus database research areas,
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studies in business, economics, management, accounting, and other social sciences cluster
constitute 75% of all studies. 85% of the research articles were published in English, 10% in
Spanish, and 5% in Czech.

Research articles were examined under the headings of purpose, method, and findings, and
their details were given in Table 6. In an important part of these studies, EFQM applications,
strategic management, destination management, corporate evaluation-rating, recognition and
reward processes, factors affecting employee satisfaction, key results-performance management,
transformational leadership, network management, process management, and determination of
key processes in Tourism Enterprises, and like obstacles faced by holistic quality management
systems, it was seen that it was handled in a context associated with the EFQM Model or its
sub-dimensions. A significant part of the studies was carried out in countries with strong
tourism destinations.

Conclusion-Discussion

In this study, academic studies on the use of the EFQM Model belonging to the European
Quality Management Foundation (EFQM), which is one of the Total Quality Management
Models that are widely used in the world-especially in Europe in the tourism sector/field were
examined by systematic compilation method.

It is seen that the practices related to the field of quality in the tourism sector focus heavily
on the use of safety, environmental impact (Ex: 1ISO 22.000, 14.001, 45.001, Safe Tourism
Certificate, blue flag, green key, etc.), and local standards (eg: Q For Quality). These standards,
a significant part of which include applications at the operational level, undoubtedly create an
important and positive impact on the sector.

However, at the point where the tourism industry has reached today, due to its structure that
is affected by global trends, continues its activities with international interactions, frequently
encounters uncertain environments, and has complex processes and comprehensive business
models, it needs to establish its managerial processes with much more inclusive and
sophisticated approaches. It is a fact that the use of comprehensive management models is
needed to understand and manage complex situations such as rapidly developing technology,
digital revolution, changes in consumer behavior, and global crises. It is possible to find these
comprehensive models in Total Quality Management models with several different approaches.
When the tourism literature is examined, it is seen that academic studies on Total Quality
Management are limited.

Similarly, it is possible to talk about the same limitation regarding the EFQM Model of the
European Quality Management Foundation, including the Total Quality Management
philosophy, which is the subject of this study. When the tourism literature was scanned,
qualified but few studies were found. In these studies, EFQM applications in Tourism
Enterprises, strategic management, destination management, corporate evaluation-rating,
recognition and reward processes, factors affecting employee satisfaction, key results-
performance management, transformational leadership, network management, process
management, and determination of key processes, holistic quality. It is discussed in a context
that is associated with the EFQM Model or its sub-dimensions, such as the obstacles faced by
management systems. Almost all of the studies were conducted in countries with strong tourism
destinations.
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Table 6. Academic Studies Based on the EFQM Model in Tourism.

Aim

Method

Findings

To exhibit the use of the EFQM management
tool in 600 tourism businesses operating in
Slovakia, to identify barriers that make it
difficult to apply the EFQM Model while
managing overall performance

Questionnaire method was chosen as data
collection tool in the research and likert scale
was used. Questions focused on the EFQM
model and its use

It has been determined that the most important obstacles to the
implementation of the EFQM model are the lack of financial and
personnel resources. The actual use of the EFQM Model in Slovak
tourism establishments has been mapped.

It was conducted to provide empirical evidence
on the extent to which the EFQM model can
help Valencia hotel businesses know and close
the gap between their quality perceptions and
their self-assessed quality performance.

Two different questionnaires were designed,
one to be applied to the management of the
hotels and the other to the customers of these
hotels. The variables to be studied were
determined based on the criteria of the EFQM
model. Scoring was performed by considering
the EFQM model criterion weightings.

The evaluations of the customers regarding the total quality of the
hotels examined are more negative than the evaluations of the
managements. The sharpest differences were found in customer
satisfaction and employee satisfaction criteria. It has been observed that
the quality perceived by the customer and the management harmonizes
as the number of stars in the hotels increases.

The purpose of this research is to discuss the
adaptation of the EFQM model to touristic
destinations.

A bibliographic search was conducted in the
EBSCOe Science Direct database. The articles
that came out as a result of the search were
examined and the comparison of the EFQM
Model was discussed.

It has been evaluated that the degree of excellence of the chain of
services provided in a touristic destination determines the quality of the
tourist experience, and it is important to apply the EFQM model for the
management of touristic destinations.

It is aimed to address the situation of the tourism
industry among the organizations that have won
the European Quality Award as part of the
service sector.

Companies that won the EFQM Quality
Award (EQA) are classified according to their
NACE codes and  Tourism  sector
organizations are determined.

It has been observed that only 3 tourism organizations are among the
42 organizations that won the EFQM European Quality Award. It has
been noted that it is worth researching that the tourism sector is
represented by very few (three) organizations compared to the rate of
development.

Liu, and Ko, 2018

By using the Fuzzy Analytical Hierarchy
Process (Fuzzy AHP), it aimed to develop the
European Foundation for Quality Management
(EFQM) Excellence Model, which has
new/specialized scores especially for the hotel
industry.

Using Fuzzy AHP, which is one of the Multi-
Criteria Decision Making methods, how the
criterion scores of the EFQM model can be
changed for the hotel industry has been
examined. 15 field experts, practitioners and
academics participated in the study.

It has been determined that the EFQM Excellence Model with new
criteria scores rated by hotel industry experts differs significantly from
the existing EFQM Excellence Model.
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Table 6. Academic Studies Based on the EFQM Model in Tourism (continued).

Aim

Method

Findings

It is aimed to analyze the relationship between
the basic principles of TQM in local
managements and the integrative approach of
Strategic Management, and to consider the

A holistic re-investigation of a single case is
discussed. For the information collection
process, in-depth interviews, documentary
evidence review and direct observation were
conducted with experts in the field of urban

It has been determined that city managers encourage Strategic
Management by using the EFQM Excellence model and thus contribute
to making the city more competitive.

Go & Govers 2000

EFQM  Excellence Model in a local - -
Q management, tourism and TQM in local
management.

managaments.

A comparative destination survey was

It is aimed to determine whether selected
European destinations implement integrated
quality management as a way to increase their
competitiveness.

conducted using eight best practices in four
European countries based on the European
Foundation for Quality Management (EFQM)
model.

The results showed that integrated quality management in touristic
destinations is rather underdeveloped. In general, destinations have
been found to tend to be strong in some element of the EFQM model,
such as policy, strategy or human resource management.

Alvarez-Garcia et

It is aimed to analyze the structure of the
relations between the critical factors of quality
and employee satisfaction.

A survey including seven dimensions of the
EFQM excellence model was conducted to the
managers of 566 tourism enterprises with "Q
For Tourism Quality" certification in the
Spanish tourism accommodation industry and
the relationship between these dimensions and
employee satisfaction was tried to be
expressed.

The results showed the interaction of employee satisfaction with
process management, quality policy and planning, which are critical
quality factors. In addition, it has been determined that the leadership
criterion is an important factor in obtaining results from the employees
through other variables that make up the model.

Alvarez-Garcia et

It was conducted to examine the relationship
between the critical factors of Quality and
customer results in the Spanish tourist
accommodation sector.

The data obtained from 186 touristic
accommodation  establishments  certified
within the scope of "Q for Tourism Quality"
in Spain were analyzed with the structural
equation models technique.

The positive relationship between leadership and collaborations and
resources, quality policy/planning, employee management and learning
dimensions has been confirmed. It has also been shown that there is a
positive and direct relationship between continuous improvement
processes and quality.

It is aimed to empirically evaluate the quality
programs (MBHCP, EFQM, JCI, ISO 9001)
used in the health sector and to reveal the
implementation strategy.

A survey of international patients who visited
South Korea for health tourism in 2008
showed that 48.4% cited “quality of medical
service and technology” as their reason for
choosing Korea. Data for this study were
collected from 254 hospitals in South Korea
by survey method.

It was determined that the most commonly used quality improvement
programs by the hospitals surveyed were TQM (60.6%), Six Sigma
45.3%, 1SO 9000 standards 33.9% MBNQA (17.3%), EFQM (4.3%)
and JCI (0.8%). It has been evaluated that the implementation of these
programs has contributed significantly to the development of health
tourism in South Korea.
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Table 6. Academic Studies Based on the EFQM Model in Tourism (continued).

Aim

Method

Findings

11

Garcia et al.2014

It is aimed to examine the direct and indirect
effects of quality management practices on key
results.

It is tested by using data collected from a
survey based on the EFQM Model from a
sample of 186 accommodation companies
certified by the “Q for Tourist Quality”
standard in Spain. The hypotheses formulated
using the Structural Equation Model (SEM)
technique were tested.

The results revealed that quality practices and two practices process
management and quality policy/planning had a direct and positive
impact on key outcomes. It was concluded that the quality practices
that most affected the key results were "leadership” and “quality
policy/planning".

It is aimed to analyze the care and commitment

Based on the list of 3109 Macedonian
companies prepared by the Macedonian
Chamber of Economy, the research was

The data obtained from the research defined the precautions that the
management should take in order to create permanent value for the
employees. It has helped provide useful information about improving

12 Mitreva et al. 2018 and job satisfaction/dissatisfaction of the conducted through a survey and a detailed - - -
. < . business processes. The findings of adopting the TQM strategy,
employees in Macedonian companies. study collected by the research team about the . . - .
. . improving employees and teamwork, and improving processes before
companies. The study was conducted using urchasing new technologies are included
the European Quality Award Criteria. P g 9 '
Based on the list ‘of 3109 Macedon!an It yielded useful results that Macedonian companies should adopt to
. . . companies prepared by the Macedonian . ) . -
It aimed to examine how Macedonian improve their product/service as well as business processes and
o Chamber of Economy, the research was ] A~ . :
. companies' managers plan and develop staff as a . business culture. Findings and recommendations regarding the
13 Mitreva et al. 2017 . . - - conducted through a survey and a detailed .
job resource in accordance with the criteria for importance of a new TQM strategy and management system,
L . study collected by the research team about the
receiving the European Quality Award. . . employees, teamwork, and the development of processes before
companies. The study was conducted using urchasing new technoloay are included
the European Quality Award Criteria. P g 9y '
BEER and EPC mechanisms in hotel
buildings have been reviewed and the
An effort has been made to develop a framework . . . - . -
o - relationships between sustainable A significant number of interviewees stated that the developed
utilizing the EFQM model for sustainable L
- . . development and BEER and EPC conceptual framework developed could be a guideline for
Building Energy _Efficiency _Strengthening mechanisms have been defined. A conceptual incorporating the sustainability principle into BEER projects. Through
14 Xu et al. 2013 (BEER) studies using the Energy Performance ' P porating Y princip projects. 9

(EPC) mechanism in China. This framework has
been explored in the Hotel Industry and energy
companies.

framework has been created based on the
EFQM Excellence Model. This framework
has been tested through qualitative interviews
with experts from Hotel Industry and Energy
Management companies.

the analysis of the collected qualitative data, 11 key performance
indicators (KPIs) for sustainable BEER and 28 Success Factors for
EPC were identified.
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Table 6. Academic Studies Based on the EFQM Model in Tourism (continued).

Aim

Method

Findings

15

Portela Maquieira
et al. 2020

It was conducted to analyze quality management
(through the European Foundation for Quality
Management-EFQM-model) and
transformational leadership in hotels in Spain.

The study analyzed 102 5-star hotels that
answered a questionnaire about
transformational leadership and the EFQM
model. The relationship between
transformational leadership and quality was
analyzed. A 5-point Likert scale was used in
the questionnaire.

It has been revealed that chain hotels have a higher level of leadership
and more advanced employee and process management than
independent hotels. Also, hotels that focus on a holiday product show
less attention to the strategy dimension in the EFQM model. The
contribution of transformational leadership to the improvement of the
quality management of hotels was highlighted as an important result.

16

Dania et al.2019

On the basis of the excellence model EFQM
(European Foundation for Quality Management),
it is aimed to evaluate the importance of
destination management for organizations and to
reveal the differences between organizations
with and without quality certificates.

Primary and secondary data were used in the
research. For primary data, an electronic
questionnaire designed and conducted for
Destination ~ Management  organizations
operating in the Czech Republic. The form of
the questionnaire was designed in accordance
with the EFQM model. Secondary data were
obtained by analyzing articles and web
presentations on Czech Tourism.

It has been demonstrated that certification has a significant and positive
effect on quality management. It has been determined that the quality
of the Certified Destination Management Organizations is also noticed
in process management, control, more comprehensive strategic
planning and monitoring.

17

Vajénerova &
Ryglova, 2010

It focuses on the quality systems used in tourism
services. It aims to evaluate the facility standards
(Hotelstars, HACAP), ISO group standards and
more complex management models (EFQM,
IQM) used in the Czech Republic with
observation-based approaches.

Methodical examination of quality systems,
discussion and inference were made.

In the study, besides supporting the quality of tourism services, the
necessity of creating a national quality system or using the existing
European systems of international character has been pointed out.

18

Ozdemir & Kozak
2009

It is aimed to evaluate the 2005 Universiade
Summer Games held in Izmir, Turkey, from
various aspects with a case study in the context
of event and network management.

Data collection was based on a semi-
structured face-to-face interview using the
EFQM Model criteria and a telephone
interview between people directly responsible
for this organization.

Although the events represent a short-term attraction, it has been
determined that they play an important role in promoting the
destination and strengthening its image, and that the 2005 Universiade
Summer Games make a significant contribution to the promotion of the
destination at both local and national levels, and also create economic
and social returns.
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Table 6. Academic Studies Based on the EFQM Model in Tourism (continued)

Aim

Method

Findings

In response to the need to identify and define the
strategic value of processes within the scope of
Quality Standards (1SO 9001, EFQM), it is
aimed to examine a methodology combining
"Resource Based Opinion (RBV)" and "process
based approach".

14 in-depth interviews were conducted to
inventory the processes of a hotel business. A
representative sample group of 50 hotel
managers was surveyed to determine the
strategic value of processes according to the
Resource Based View (RBV).The analysis
stages of the survey results were followed in
order to obtain the factors that determine the
strategic value of the processes and to group
the processes in different categories.

The processes that need to be strengthened were determined through
objective measurements. In addition, a framework is presented to help
managers understand and fully utilize their resources and capabilities in
processes, and to create benchmarks that allow them to improve
performance targets in their processes.

Sequence Resource
Robaina, and

19 Espino Rodriguez,
2007

20 Keating and

Harrington, 2003

It is prepared to review the literature on the
implementation of quality programs in the Irish
hotel industry.

A literature review was conducted on the
quality management systems and practices in
practice in the Irish Hotel Industry.

It was concluded that the integrative nature of the European
Foundation for Quality Management (EFQM) model for business
excellence can provide a useful framework for the practice of quality in
Irish hotels and the potential of such frameworks in the Irish context
should be evaluated.
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In some of the studies, the EFQM Model applications in tourism enterprises and the
obstacles in front of the applications were discussed. In the study conducted by J. Dobrovic et
al. (2019) on 600 tourism enterprises operating in Slovakia, it was determined that the two most
important factors that could hinder the implementation of the model were sufficient financial
resources and human resources. In addition, it has been concluded that the Model has not yet
been applied in tourism enterprises in sufficient numbers and levels. A similar finding was
included in the study of H. K. Sanli6z Ozgen (2016); it was emphasized that only 3 of the 42
businesses that applied and won the European Quality Award (EFQM Award) were tourism
businesses. In the study conducted by C. Camison(1996) on 250 samples in Valencia hotel
businesses, based on the EFQM model applications and criteria, it was seen that the quality
performance perceived by the management was well above the quality performance perceived
by the customers. The research has shown that the dimensions of education, motivation, and
employee satisfaction are important in customer satisfaction. In terms of customer satisfaction,
the coastal hotels were negatively differentiated, and it was observed that the quality perceptions
of the customers and the management harmonized as the number of stars in the hotels increased.
S. Portela Maquieira et al. (2020) studied quality management in hotels in Spain in the context
of the EFQM model and transformational leadership. In general, it has been revealed that chain
hotels have a higher level of leadership and more advanced employee and process management
than independent hotels. Also, hotels that focused on a holiday product paid less attention to the
strategic dimension in the EFQM model. A striking study of EFQM applications in the hotel
industry was conducted by Liu, YL; Conducted by Ko, PF, (2018). 15 field expert practitioners
and academics participated in the study, in which the criteria scores of the EFQM model were
evaluated for the hotel industry. It was concluded that taking this new score framework, which
was revealed in the EFQM evaluation studies for the hotel industry, will increase the efficiency
of the evaluation. M. Keating(2003) found that the integrative nature of the EFQM Model for
business excellence provides a useful framework for quality practices in Irish hotels. Similarly,
I. Vajcnerova, K. Ryglova (2010) pointed out the necessity of creating a national quality system
or using existing European systems of an international character.

In some of the studies, it was observed that the EFQM Model focused on the use of
Destination Management. A. Banales-Mallo et al. (2018) through in-depth interviews with
experts in the field of urban management, tourism, and TQM on the example of San Sebastian;
It has been determined that city managers encourage urban Strategic Management by using the
EFQM Excellence model and thus the EFQM Model approach contributes to making the city
more competitive. F. M. Go,; R. Govers(2000) conducted comparative destination research
using eight best practices (Glasgow, St. Andrews, Blackpool, Knokke Heist, and Dublin) in four
European countries based on the European Foundation for Quality Management (EFQM)
model. Contrary to a balanced and integrated approach to the quality management of
destinations in general; some elements of the EFQM model, such as policy, strategy, or human
resource management tend to be strong. P. F. Limberger; J. D. Mendes (2015) evaluated that
there is a need for destination management to improve the quality of tourist experience and that
it is important to apply the EFQM model for the management of touristic destinations. In
Destination Management organizations operating in the Czech Republic, in the study conducted
by T. Dania et al. (2019) in accordance with the EFQM model, it has been concluded that
certification has a significant effect on quality management and that quality in certified
Destination Management Organizations makes a difference, especially in process management,
control, comprehensive strategic planning, and quality monitoring. The study also emphasized
the importance of the EFQM Model for destination management.
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In the current literature, a group of researchers examined the interactions of the EFQM
Model criteria in the tourism industry. J. Alvarez-Garcia et al. (2016) analyzed the relations
between critical factors of quality and employee satisfaction in 566 tourism enterprises certified
under "Q for Tourism Quality" in Spain and showed the interaction of employee satisfaction
with process management, quality policy, and planning. J. A. Garcia et al. (2014) examined the
effects of quality management practices on key outcomes for the tourist accommodation
industry in Spain, revealing that quality practices and process management, and quality
policy/planning have a direct and positive impact on key outcomes. In addition, it has been
determined that one of the factors that most affect quality practices is "leadership™. In the study
conducted by V. P. Robaina, , T. F. Espino Rodriguez, (2007) in the Gran Canarian Island hotel
sector, an inventory of hotel management processes was taken and the strategic value of the
processes was tried to be determined according to the Resource-Based Approach (RBV).

In addition, studies investigating the use of the EFQM Model and criteria in areas such as
energy management and health tourism in the tourism industry are also included in the literature
(D. Lee, 2012, P. P. Xu,; E. H. W. Chan; P. T. I. Lam, 2013). It has been observed that there is
a need to increase the qualified applications of the EFQM Model put forward by the European
Quality Management Foundation in the tourism sector. In addition, there is a need for a holistic
examination of the EFQM Model applications specific to the sector, and to deepen the studies to
be carried out by considering the applications in the context of main and sub-criteria. It has been
evaluated that it would be useful to examine the EFQM Model applications separately in
structures that produce different services such as accommodation enterprises, transportation
enterprises, tour operators, and destination management organizations, which are among the
components of the tourism sector.

It has been observed that there is a need to increase the qualified applications of the EFQM
Model put forward by the European Quality Management Foundation in the tourism sector. In
addition, there is a need for a holistic examination of the EFQM Model applications specific to
the sector, and to deepen the studies to be carried out by considering the applications in the
context of main and sub-criteria. It has been evaluated that it would be useful to examine the
EFQM Model applications separately in structures that produce different services such as
accommodation enterprises, transportation enterprises, tour operators, and destination
management organizations, which are among the components of the tourism sector.

In the light of these discussions, the EFQM 2020 version offers a strong option for the
institutionalization needs of tourism businesses, new global trends, challenging environmental
conditions, the development of adaptability, and the protection and development of competitive
conditions. It is extremely important that many more tourism enterprises apply the EFQM
Management Model and be the subject of new studies, and it is foreseen that it will make
valuable contributions to tourism literature.



110 M. Cem SAKARYA & Beykan CIZEL

BIBLIOGRAPHY

Alvarez Garcia J., M. de la C. del R. Rama & M. Vila Alonso 2014, “The Effects of Quality Management
Practices on Key Results: questionnaires sample for the industry of tourist accommodation in
Spain”. Rbgn-Revista Brasileira De Gestao De Negocios 16/52, 351-373. Doi:
10.7819/rbgn.v16i52.1614

Alvarez-Garcia J., M. de la Cruz Del Rio-Rama, M. Saraiva & A. Ramos-Pires 2016, “Dependency
relationships between critical factors of quality and employee satisfaction”. Total Quality
Management & Business Excellence, 27/5-6 595-612. Doi: 10.1080/14783363.2015. 1021243

Alvarez-Garcia J., M. de la Cruz del Rio-Rama & B. Simonetti 2017, “Quality management and customer
results: the tourist accommaodation sector in Spain”. International Journal of Quality & Reliability
Management 34/5, 701-719. Doi: 10.1108/1JQRM-05-2015-0084

Amin M., A. M. Aldakhil, C. Wu, S. Rezaei & C. Cobanoglu 2017, “The structural relationship between

TQM, employee satisfaction and hotel performance”. International Journal of Contemporary
Hospitality Management, 29/4, 1256-1278.

Aria M. & Cuccurullo C. 2017, “Bibliometrix: An R-tool for comprehensive science mapping analysis”.
Journal of Informetrics, 11/4, 959-975 Doi: 10.1016/j.j0i.2017.08.007

Avcer N. & Kiigiikusta D. 2013, “Kiiresel Ekonomik Krizin Seyahat Acentelerine Etkileri ve Tiirkiye'de Kriz
Yonetimi Uygulamalar1”. Dokuz Eyliil Universitesi Sosyal Bilimler Enstitiisii Dergisi 15/4, 571-587.

Banales-Mallo A., M. Leticia Santos-Vijande & M. S. Aguirre Garcia 2018, “Applying Total Quality
Management in a local government and its impact on urban Strategic Management: The case of San
Sebastian”. Revista De Estudios Regionales 112, 67—103.

Bandyopadhyay P. K., & Leonard D. 2016, “The value of using the Baldrige performance excellence
framework in manufacturing organizations”. The Journal for Quality and Participation 39/3, 10-12.

Benavides-Velasco C. A., C. Quintana-Garcia & M. Marchante-Lara 2014, “Total quality management,
corporate social responsibility and performance in the hotel industry”. International Journal of
Hospitality Management 41, 77-87.

Brunet I. & Alarcon A. 2007, “Quality and human resources in hotel sector in Catalonia”.
http://revintsociologia.revistas.csic.es/index.php/revintsociologia/article/view/53

Camison C. 1996, “Total quality management in hospitality: An application of the EFQM model”.
Tourtsm Management 17/3, 191-201. Doi: 10.1016/0261-5177(96)00006-4

Cetinski V. & Milohnic I. 2008, “Company competitiveness and competitive advantages in tourism and
hospitality”. Tourism and Hospitality Management 14/1, 37-50.

Collado Agudo, J., de Leaniz P. Martinez Garcia, A. Herrero Crespo & R. Goémez-Lopez 2021, “Quality-
Certified Hotels: The Role of Certification Bodies on the Formation of Customer Behavioral
Intentions”. Sustainability, 13/22, 12733.

Conaghan A., J. Hanrahan & E. McLoughlin 2015, “The sustainable management of a tourism destination in
Ireland: a focus on County Clare”. Advances in Hospitality and Tourism Research (AHTR) 3/1, 62-87.

Dania T., K. Mlejnkova & I. Rasovska 2019, “Quality destination management”. Acta Universitatis
Agriculturae et Silviculturae Mendelianae Brunensis, 67/4, 1027-1037 Doi: 10.11118/actaun
201906741027

Dobrovic J., L. Kmeco, P. Gallo & Jr. P. Gallo 2019, “Implications of the EFQM Model as a Strategic
Management Tool in Practice: A Case of Slovak Tourism Sector”. Journal of Tourism and Services,
10/18, 47-62. Doi: 10.29036/jots.v10i18.91

EFQM Modeli 2020, KALDER 2019, ISBN:978-90-5236-859-7

EFQM Miikemmellik Modeli Kitab1 2013, KALDER 2013, ISBN:975-6851-17

Feigenbaum A. V. 1991, Total Quality Control, McGraw-Hill International Edition (3. Edition). New York.

Fonseca L. 2021. “The EFQM 2020 model. A theoretical and critical review . Total Quality Management
& Business Excellence, 1-28. https://doi.org/10.1080/14783363.2021.1915121

Ghafoor S., N. P. Grigg, S. Mathrani & R. Mann 2022. “A bibliometric and thematic review of business
excellence journal papers from 1990 to 2020”. Total Quality Management and Business Excellence,
33/3-4, 355-387. Doi: 10.1080/14783363.2020.1847638

Go F. M. & Govers R. 2000, “Integrated quality management for tourist destinations: a European
perspective on achieving competitiveness”. Tourism Management 21/1, 79-88. Doi: 10.1016/S0261-
5177(99)00098-9

Goral R. 2014, “Turizm sektoriinde stratejik kriz yOnetimine iligkin biitinsel bir gerceve”. Selcuk


https://doi.org/10.1108/IJQRM-05-2015-0084

Academic Studies Based on the EFQM Model in the Tourism Sector: A Systematic Review 111

Universitesi Sosyal Bilimler Enstitiisii Dergisi 32, 89-101.

Hall C. M. 2010, “Crisis events in tourism: subjects of crisis in tourism”, Current Issues in Tourism 13/5,
401-417, Doi: 10.1080/13683500.2010.491900

Hutchins G. B., 1991, Introduction to Quality Control, Assurance and Management. Macmillan New York.

Karagam Z. 2013, “Sistematik derleme metodolojisi: Sistematik derleme hazirlamak i¢in bir rehber”.
Dokuz Eyliil Universitesi Hemsirelik Fakiiltesi Elektronik Dergisi 6/1, 26-33.

Keating M. & Harrington D. 2003, “The challenges of implementing quality in the Irish hotel industry”.
Journal of European Industrial Training 27/9, 441-453. Doi: 10.1108/03090590310506450

Koroglu C. & Aktas R. 2014, “Turizm sektoriinde kurumsal yonetim anlayist ve i¢ denetim iliskisi:
Marmaris bolgesinde bir uygulama”. Isletme Arastirmalari Dergisi 6/3, 273-290.

Lam T., H. Zhang & T. Baum 2001, “An investigation of employees’ job satisfaction: the case of hotels
in Hong Kong”. Tourism Management 22/2, 157-165.

Laurett R. & Mendes L. 2019, “EFQM model’s application in the context of higher education: A
systematic review of the literature and agenda for future research”. International Journal of Quality
and Reliability Management 36/2, 257-285. Doi: 10.1108/1JQRM-12-2017-0282

Lee D. 2012, “Implementation of quality programs in health care organizations™. Service Business, 6/3,
387-404. Doi: 10.1007/s11628-012-0141-2

Limberger P. F. & Mendes J. da C. 2015, “The Management Model of European Foundation for Quality
Management (EFQM) for Tourist Destinations: A Theoretical Discussion”. Rosa Dos Ventos-
Turismo E Hospitalidade 7/4, 561-573. Doi: 10.18226/21789061.v7iss4p561

Liu Y. L., K. Pen-Fa, J. te Chiang & W. J. Shyr 2021, “Should the EFQM Excellence Model be Adapted
for Specific Industries? A Restaurant Sector Example”. International Journal of Hospitality
Management 92. Doi: 10.1016/j.ijhm.2020.102694

Liu Y. L. & Ko P. - F. 2018, “A modified EFQM Excellence Model for effective evaluation in the hotel
industry”. Total Quality Management & Business Excellence, 29/13-14, 1580-1593. Doi: 10.1080/
14783363.2017.1279011

Mitreva E., N. Taskov, Z. Krivokapic & J. Jovanovic 2018, “Measuring the (dis) Satisfaction of the
Employees in the Macedonian Companies”. International Journal of Educational Leadership and
Management 6/1, 2-17. Doi: 10.17583/ijelm.2018.2886

Mitreva E., N. Taskov, Z. Krivokapic & J. Jovanovic 2017, “Managing Employees in Macedonian
Companies”. Tem Journal-Technology Education Management Informatics, 6/4, 792-799. Doi:
10.18421/TEM64-19

Ozdemir G. & Kozak M. 2009, “Event and network management: Application of EFQM for tourist
destinations”. International Journal of Tourism Policy 2/4, 262-273. Doi: 10.1504/1JTP.2009.028714

Portela Magquieira S., J. J. Tari & J. F. Molina-Azorin 2020, “Transformational leadership and the
European Foundation for Quality Management model in five-star hotels”. Journal of Tourism
Analysis 27/2, 99-118. Doi: 10.1108/JTA-02-2019-0007

Raj A. & Dixit S. K. 2017, “Application of total quality management in the tourism sector”. In The
Routledge Handbook of Consumer Behaviour in Hospitality and Tourism, 128-137. Routledge.

Ritchie B. W. 2004, “Chaos, crises and disasters: a strategic approach to crisis management in the tourism
industry”. Tourism Management, 25/6, 669-683.

Robaina V. P. & Espino Rodriguez T. F. 2007, “Identifying and determining the key processes for quality
management systems in the hotel sector”. International Journal of Services, Technology and
Management 8/6, 529-545. Doi: 10.1504/1JSTM.2007.013946

Sanhoz-Ozgen H. K. 2016, “European Quality Award Winning Companies: A Situational Analysis. Eds.
M. Kozak & N. Kozak, Tourism and Hospitality Management. 12, 3-17. Doi: 10.1108/S1871-
317320160000012002

Vajénerova I. & Ryglova K. 2010, “Approaches to the quality management in tourism services | Pristupy
k managementu kvality ve sluzbach cestovniho ruchu”. Acta Universitatis Agriculturae et
Silviculturae Mendelianae Brunensis 58/6-2, 607—612. Doi: 10.11118/actaun201058060607

XuP.,E.H.W. Chan & P. T. I. Lam 2013, A Conceptual Framework for Delivering Sustainable Building
Energy Efficency Retrofit Using The Energy Performance Contracting (Epc) In China. Journal Of
Green Building 8/1, 177-190. Doi: 10.3992/jgb.8.1.177

Wang C. H., K. Y. Chen & S. C. Chen 2012, “Total quality management, market orientation and hotel
performance: The moderating effects of external environmental factors”. International journal of
hospitality management 31/1, 119-129.



112 M. Cem SAKARYA & Beykan CIZEL

Electronic Sources

Tourism general information (2021, March 15) Source: https://www.unwto.org/tourism-data/unwto-
tourism-dashboard

https://www.bain.com/insights/management-tools-and-trends-2017/

Malcom Baldridge national qualit award information” (2021, March 15) Source: https://asq.org/quality-
resources/malcolm-baldrige-national-quality-award

EFQM Mikemmellik Modeli 2013 (2021, March 15) EFQM, KALDER, 2018, Source:

https://www.kalder.org

EFQM Modeli 2020 (2021, March 15) EFQM, KALDER, 2019 Source: https://www.kalder.org

EFQM Quality Model (2021, March 15) Source https://www.kalder.org/efqm_mukemmellik_modeli

EFQM Quality Model (2021, March 15) Source: www.efgm.org

Journal impact values (2021, March 15) Source: https://www.scimagojr.com

Prisma Statement, https://prisma-statement.org/

R Core Team (2022). R: A language and environment for statistical computing. R Foundation

for Statistical Computing, Vienna, Austria. https://www.R-project.org/.




