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ESTIMATION OF ORGANIZATIONAL PROCESSES EFFECTIVENESS 
IN THE ENTERPRISE  

Veriasova G.M. 

Kharkiv National University of Radioelectronics  

Over the past few years the level of awareness of total quality management has 

increased considerably. There are many discussions on the subject of TQM. However, the 

contents of these papers Focuses more on, the importance of top management commitment, 

implementation principles and processes of total quality management (TQM), TQM tools, 

Evolution of TQM, Kaizen principles, Six sigma method, PDCA, House of Quality, elements 

of total quality management and operations management, customer satisfaction. 

 

Every successful company has always used data and information to help in its 

planning processes. In planning a new product, engineers have always examined the 

manufacturing and performance history of the current product. They look at field test data, 

comparing their product to that of their competitor’s product. They examine any customer 

satisfaction information that might happen to be available. Unfortunately, much of this 

information is often incomplete.  

It is frequently examined as individual data, without comparison to other data that may 

support or contradict it. By contrast, Quality Function Deployment (QFD) uses a matrix 

format to capture a number of issues that are vital to the planning process. The House of 

Quality Matrix is the most recognized and widely used form of this method. It translates 

customer requirements, based on marketing research and benchmarking data, into an 

appropriate number of engineering targets to be met by a new product design. Basically, it is 

the nerve center and the engine that drives the entire QFD process. According to Hauser and 

Clausing, it is “a kind of conceptual map that provides the means for interfunctional planning 

and communication”. 

There are many different forms of the House of Quality, but its ability to be adapted to 

the requirements of a particular problem make it a very strong and reliable system to use. Its 

general format is made up of six major components. These include customer requirements, 

technical requirements, a planning matrix, an interrelationship matrix, a technical correlation 

matrix, and a technical priorities/benchmarks and targets section. 

A House of Quality Matrix is a diagram, whose structure resembles that of a house, 

which aids in determining how a product is living up to customer needs. Although quite 
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intricate, it is capable of storing a lot of information and comparing large amounts of data 

used for defining the relationship between customer desires and the firm/product capabilities. 

It is a part of the Quality Function Deployment QFD and utilizes a planning matrix to 

relate what the customer wants to how a firm (NBL Company) is going to meet those wants. 

It looks like a house with a "correlation matrix" as its roof, customer wants versus product 

features as the main structure, competitor evaluation as the porch, etc. It is based on "the 

belief that products should be designed to reflect customers' desires and tastes". It also is 

reported to increase cross-functional integration within organizations using it, especially 

between marketing, engineering and manufacturing. 

The effectiveness of organizational processes in the enterprise is determined by the 

model “Estimation of organizational processes effectiveness”, that is uses the following 

mathematical apparatus: 
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where EOPj – effectiveness of organizational processes, Yi – parameters value, di – 

weight coefficient, m – quantity of parameters, n – quantity of companies, bi – value of 

priority vector, B – the sum of priorities vectors, wi – score of parameter. 

The higher value of EOP the better situation of effectiveness of organizational 

processes. 

For the beginning of investigation let set the scope of factors which depend on 

organizational processes in the enterprise. There are two directions: quality characteristics or 

“Hows” and demanded quality parameters or “Whats”. 

To “Hows” refer the following: effective proposal that meet or exceed customer needs, 

continuous Improvement philosophy, quality program management/leadership, training for 

all, corporate team work; consistency in everything you do, routine Measure and Analysis; 

effectives subcontractor management; effective software development; effective risk 

management; organize Effective quality circles, leverage technology, vertical integration; 

durability measures, serviceability. 
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To “Whats” refers the following parameters: bring new perspective and ideas, quality 

of products, have confidence in your ability to achieve results effective customer contact, be 

willing to collaborate with customer, understanding all customer needs, want products on-

time, affordable products, provide values that's superior to other options, excellent customer 

service.  

As the business grows, owners begin to find time to become more sophisticated and 

may adopt computer software to replace the bookkeeper. Weight coefficients was found by 

means of Matrix of pairwise comparison. 

Effectiveness of organizational processes of investigating company, Competitor 1 and 

Competitor 2 respectively EOP1, EOP2, EOP3: 

53,31,0412,0306,0511,0314,0314,0505,0308,0211,041,031 =⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅=EOP
 

85,31,0512,0306,0411,0414,0214,0505,0308,0211,051,052 =⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅=EOP
 

33,31,0412,0306,0311,0314,0314,0405,0508,0411,031,023 =⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅+⋅=EOP
 

According to House of Quality we can see that some parameters “How” are very 

difficult for company to increase: Effective proposal that meet or exceed customer needs, 

Quality program management/leadership, Routine Measure and Analysis, Effectives 

subcontractor management, Effective software development, Effective risk management, 

Leverage technology, Vertical integration, Durability measures. 

Effectiveness of organizational processes of investigating company, Competitor 1 and 

Competitor 2 respectively EOP1, EOP2, EOP3 were calculated. The getting results says that 

investigating company place 2nd position by effectiveness of organizational processes 

(EOP1=3.53), so it is necessary to improve some indicators: Bring new perspective and ideas, 

Effective customer contact, Affordable products, Have confidence in your ability to achieve 

results. 
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