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OUR JOURNEY TO EXCELLENCE: 
DERMOT DE LOUGHRY, 
GENERAL MANAGER, CLARION HOTEL,
DUBLIN IFSC.
The journey to Excellence undertaken by the
Clarion Hotel, Dublin IFSC began in 2003
when the hotel participated in the Optimus
Mark of Best Practice Pilot Programme. It
was subsequently accredited to the
Optimus Award of Excellence in 2004 and
2005.

The hotel was about to undergo a major
expansion, involving an investment of €13.5
million, and this influenced our decision to
progress to the next Level 3, Optimus Award
of Excellence in January 2005. Accreditation
to this Level was achieved in July 2006.

We than decided to seek EFQM
Recognised for Excellence Level 4 accredi-
tation because we wanted something that
was well established throughout Europe and
beyond, that we could use as a mark of how
we manage our business because a lot of
our business clientele are from Europe. This
decision was arrived at when we realised
that it was possible to make a seamless
progression from the Optimus Programmes
to the EFQM Recognised for Excellence
Level 4 Award. The support services provid-
ed by the Fáilte Ireland Optimus Team for
the duration of our journey to excellence
were also a key factor in helping us to
progress through the different levels. 

EFQM is all about commitment. The entire
Excellence Steering Group whole-heartedly
embraced the model. It took us a while to
get to grips with the language and process-
es - it wasn’t that we had to change a lot of
our operations, but we had to clearly identi-
fy our key processes and sub processes,
establish ownership for each key processes,
set process goals, objectives and targets
across a range or different measures. 

We also conducted a detailed self assess-
ment of management style, company cul-
ture and our overall leadership effectiveness.
This exercise enabled the Management
Team to individually and collectively identify
strengths and areas for improvement  and to
develop a more effective and appropriate
leadership style. 

Quality Improvement Teams were estab-
lished during the development phase of the
project. At one stage, we had 35 teams con-
sisting of staff members from all levels and
departments actively participating in prob-
lem solving exercises on a voluntary basis.

The Quality Improvement Teams were

The European Foundation for Quality Management (EFQM) is a Brussels based
organisation dedicated to the mission of promoting sustainable excellence and com-
petitiveness in organisation throughout Europe and beyond. Over time, EFQM has
expanded into over 50 countries - predominantly in Europe, although its multination-
al reach has brought it to places such as Dubai and China.

Over 1200 organisations of every size and sector both private and public belong to
the EFQM network. Together with the National Organisations the membership net-
work runs to thousands of organisations with several million employees. 

EFQM is the creator of the EFQM Excellence Model and the European Quality
Award.

Fáilte Ireland has customised the EFQM Excellence Model for the tourism sector
and it provides a package of training consultancy mentoring and support for compa-
nies wishing to adopt the principles of the Model. Companies seeking EFQM accred-
itation through the Optimus framework are  independently assessed by Centre for
Competitiveness, Northern Ireland - a National Partner Organisation of the EFQM. 

All assessments are reviewed by the Optimus Approvals Board, established by
Fáilte Ireland, and consisting of former EFQM winners, such as Klaus Kobjoll, whose
Schindlerhof Hotel in Nuremberg was the first hotel to win the European Quality
Award. Other board members include Dr. Tony Lenehan, Fáilte Ireland, Dame
Geraldine Keegan, former Principal of St. Mary’s College in Derry, a two-time winner
of the award, and Geoff Fenlon, formerly of the Quality Manager of the Edinburgh
International Conference Centre (also an EFQM award winner) and currently General
Manager of the ICC in Birmingham. Other Board Members are David Battersby OBE,
Tourism and Leisure Manpower UK, Bob Barbour, Director and Chief Executive of the
Centre for Competitiveness and Breege O’Donoghue, Director of Primark/Penneys. 

“EFQM is more than a quality system; it is a business improvement model. It pro-
vides companies with a particular framework to run their businesses more effectively
via a total of nine criteria and 32 sub criteria. These include five different “enablers”,
such as leadership, process management, people management, policy strategy and
partnership & resources. The model allows a company to analyse its performance,
asking itself questions such as: “What does our leadership mean to us? How do we
develop our mission vision? How can we improve systems? Leaders, of course, are
not just GM’s, but the entire management and supervisory team. The EEFQM Model
requires leaders to reinforce a culture of Excellence with the organisations people and
to identify and champion organisational change,” explains Dr. Tony Lenehan, head of
Enterprise Development in Fáilte Ireland.

The real appeal of this model is its focus on outcome, and continuous improve-
ment. Indeed, it is one of the few models with such a strong orientation on results.
There are four results criteria including: customer satisfaction and loyalty, employee
engagement/contentment, societal impact, and financial performance.

Ibiyemi Makinde, EFQM Director of Awards

The EFQM
Excellence Model
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THE IMPACT OF ADOPTING THE PRINCIPLES OF EXCELLENCE ON OUR
BUSINESS: JUSTIN MC CARTHY, GENERAL MANAGER, MARYBOROUGH
HOTEL AND SPA, CORK.
The pursuit of excellence led the team at the Maryborough Hotel to sign up for the
Ireland’s Best Programme in 2001. This standard was quickly achieved and
Maryborough followed that up with the achievement of the Optimus Mark of Best
Practice. 

“These two awards helped us greatly with staff training and assisted with
improved management practices. Nevertheless we wanted to achieve excellence
throughout the organisation so it was natural for us to move on to Business
Excellence Programme. This Award was achieved in December 2006 and we then
decided to progress the EFQM Recognised for Excellence Level 4.”

The EFQM Excellence Model places a lot of emphasis on the management of
processes. Our operation is divided up into 13 different key processes, and each of
our senior managers takes ownership for a particular process.  Each manager can
have up to 20 sub-processes linked to each of the key processes and this enables
us to break down the entire process into its many constituent parts. 

The key processes cover both the cross functional and operational aspects of
our business including; Strategic Planning, Financial Control, Sales and Marketing,
Human Resources Management, Food Production, Food and Beverage Service,
Leisure Club & Spa Management, Environmental, Health and Safety and Premises
Management. It hones skills in all of those particular areas and allows us to bench-
mark our key processes against the best in class within and outside the Hospitality
Industry.

One of the key features of the EFQM Excellence Model is the concept of People
Development and Involvement. We have about 140 employees here and every sin-
gle one of them is involved in one way or another in the EFQM Excellence
Programme. Our customers have a better overall experience when they stay with
us or use our facilities and services because we now have a much better under-
standing of their requirements and we train our people on the art of meeting these
requirements on a consistent basis. The managers and supervisors have put a lot
of effort into establishing clearly defined standards of performance which are
understood by the entire team and are subject to regular auditing and day-to day
monitoring. Continuous improvement is a key aspect of EFQM: you can never stand
still and must continue to develop and train your people. The customer’s experience
today is better than their experience of six months ago and we are confident that in
six months from now, that experience will be even better. 

In my view, anything that involves training and motivating staff has to be  bene-
ficial. EFQM has helped to increase our productivity, our profitability, and reduce
staff turnover. We have improved our performance through the process manage-
ment system while at the same time our strategic planning and leadership skills
have continued to be developed. We are now looking at the problems that the
industry will potentially face five years down the road, as well as identifying oppor-
tunities  that may arise.

It’s like a virtuous circle if you have managers in a position for a long time. Some
senior people here, including me, have been here since the hotel opened, over ten
years ago. You need to find new ways to motivate these people otherwise they can
lose your edge and become complacent. The EFQM Excellence Model changes the
status quo and effects change by using learning to create and exploit innovation
and improvement opportunities.

The next assessment is in about 12 months, so the lead-in time is quite short.
Because we are an independent hotel, we don’t have the big wheel of industry
behind us and we have to do it ourselves. Whilst it is very important to gain recog-
nition for our achievements at the different levels during our journey to excellence
from a marketing and staff morale perspective, one should not lose sights of the
many other the tangible outcomes that will be of real benefit to the business in the
future. The whole point of the EFQM Excellence Model is that it helps improve
turnover, profitability, and team performance. We want to attract the best people to
work here, and EFQM gives us something different to offer and provides us with a
competitive advantage in the marketplace for new sources of business, labour and
talent.

There is clear evidence that the Excellence Model has a positive impact on every
aspect of our business. Everybody benefits, including the customers, employees,
investors, suppliers and the community in which the business operates. I would
therefore, have no hesitation in recommending the Optimus/EFQM journey to
excellence to any hotelier who is serious about his or her business and is prepared
to invest time and energy to the development and implementation  of the  system
of management which the Excellence Model promotes.

trained to identify and analyse problems,
generate solutions and select the best pos-
sible solution for the individual problem. The
Teams were then assigned a number of
problems and they were given responsibility
for solving these problems and finding a
permanent solution.

Each department had to take the
Standards of Performance manual and set
up a system in order to self-audit their stan-
dards. The system now entails auditing,
measuring performance, taking corrective
action on a continuous cycle.

The EFQM Model also has a positive
impact on guest’s satisfaction in so far as we
provide a more consistent and better quality
service throughout the organisation.

In the future we can achieve EFQM
Recognised for Excellence Levels 5 Award.
We have the options of continuing with Level
4 or progressing to the next level. That deci-
sion will be made in the next 6-9 months.
Meanwhile, we will work to ensure the sys-
tems are maintained and assessed &
reviewed in an ongoing basis.

The EFQM Model is applied widely
throughout other industries such manufac-
turing, chemical, electronic and financial
services. Now our peers are organisations
like BMW and Philips. A hotel can go
through the same process and measure
itself in the same way as businesses such as
these. Because of this, I would definitely like
to see Optimus & EFQM get wider recogni-
tion in Ireland within the Irish Business
Community.
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Aidan Pender Fáilte Ireland, Ibiyemi Makinde EFQM,
Emer Archbold, Dermot De Loughry, Mark Payne,
James Tynan

Aidan Pender Fáilte Ireland, Dan O Sullivan, Mary
Bernard, Justin McCarthy, Kate Mc Grath, Ibiyemi
Makinde EFQM
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