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Abstract: Setting up business excellence as the primary business objective forces companies to seek new ways and models to measure performance. The new and modern performance measurement models need to make a balance among multiple criteria to form a unique and complementary view of the company business performance. This paper presents one of them, known as Kanji’s Business Excellence Measurement System (KBEMS), from several business aspects. As a modern, strategic, multidimensional, and, above all, integrated model for measuring and managing performance, this model integrates both internal and external stakeholders and internal and external processes in order to improve company performance.
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INTRODUCTION
The concept of business excellence has emerged in response to the turbulent and highly competitive modern business environment. This concept requires excellence of products and services, cost reduction, improving relationships with customers, suppliers, and other business partners, global recognition and image. It is based on the basic principles and assumptions that ensure and involve balancing and meeting the interests of all stakeholders, as well as integration of overall, both financial and non-financial business performance. Company focus on business excellence raises the question of performance measurement. There are several business and organizational excellence models that apply throughout the world and offer instruments for measuring and assessing performance, and direct companies to business areas that need improvement. One of the models used to measure business excellence is Kanji’s Business Excellence Measurement System (KBEMS). It is a multi-dimensional model for measuring and managing both financial and non-financial performance. Bearing in mind the above, the research subject in this paper will be the applicability of a contemporary model for measuring and managing company performance, known as Kanji model. The aim of this paper is to clarify the basic characteristics of this business excellence model, and to indentify advantages and disadvantages through critical evaluation.
Methodological basis of the work relies on theoretical and qualitative analysis of the research subject, based on a survey of available literature. The paper first revews results of previous theoretical and empirical studies dealing with this issue, especially in the field of accounting, business economics, quality management, and management. Description of a research problem will point to general conclusion concerning the applicability of Kanji business excellence model, its advantages and disadvantages. In accordance with the set objective, after the introductory remarks, the first part of the paper will focus on the conceptual basis of business excellence. After that, the importance of financial and non-financial performance measures will be clarified, as well as their integrated application. Furthermore, the central part of the paper will focus on the analysis of Kanji’s business excellence model, as well as the Kanji Business Scorecard for performance measurement. The third part will evaluate success in the application of this model. The conclusion will synthesize previous considerations.

BUSINESS EXCELLENCE AND PERFORMANCE MEASUREMENT
Business excellence is the management concept that derived from the Total Quality Management concept (TQM), and represents the last stage in its evolutionary development. Quality management is the necessary and an indispensable precondition to achieve the basic objective, business excellence, reflected in continuous improvement of the overall company functioning and operations. This managerial philosophy and governance paradigm, based on the total quality management system, has attracted great attention in the business world in recent years. Business excellence means high-quality company management to achieve the desired target performance, and insists on continuous business improvement and achievement of performance at a higher level than in the previous period, through the integration of key performance criteria, aimed at achieving and maintaining progress. The superiority achieved by applying the concept of business excellence relates to the outstanding results which the company can achieve in relation to competitors, while satisfying demands of all stakeholders (Rashnoodi, Parsafar, 2014). That means that business excellence is possible to be realized by continuous balancing and satisfying the needs of all stakeholders, i.e. by respecting the interests of stakeholders, partnerships, and knowledge management.

Since it involves achieving superior business performance relative to competitors under harsh competitive conditions, governance based on business excellence principles facilitates struggle with competition. In addition, it contributes to faster growth and provides significantly better results, and, altogether, makes it easier to adapt to market conditions and maintain competitive advantage (Oakland, Tanner, 2008, 734-735). Accordingly, business excellence, as the best company management practice, becomes a key factor of company competitiveness.

Since one of the primary goals of business excellence is high level of business performance compared to the competition, the key question is how to measure and manage performance. Company performance and business excellence can be expressed by a large number of different qualitative and quantitative indicators, to be evaluated from different aspects. Company performance cannot be expressed by one indicator, nor is there a performance measurement system, as a set of universal indicators, which relates to all aspects of business performance (Shahryar, Nor, Asraf, 2016, 125-126). In the past, financial results were the most important performance criteria and traditional and basic instruments for quantifying business success, so most of the company business activities are reflected in classical, quantitative indicators stemming from the financial accounting information system. Since they are not in line with new business trends and characteristics, traditional systems for measuring business excellence cannot fully respond to new management demands, nor can they provide adequate information to satisfy users, such as managers, creditors, community, or investors. These are the key reasons for the need to redefine traditional management tools, and eliminate the disadvantages of existing control mechanisms. In the new circumstances, the company should be observed in a more complex manner and business environment as unpredictable, dynamic, heterogeneous, and complex, so determining business excellence requires the use of both financial and non-financial indicators (Jovetić, Đurić, Marinković, 2015, 1201). Instead of one-dimensional, typically financial performance measures, one should use multidimensional indicators, both qualitative and quantitative, in order to obtain a clearer picture of the results achieved by the company (Janjić, Todorović, Jovanović, 2015, 307). Hence the necessity to measure performance in all areas, both those that can be measured and expressed in numbers and those that cannot be reflected in classic indicators, to obtain a balanced performance measurement system.
It follows that, in addition to increased profits and cost control, as important competitive goals and necessary conditions for strengthening company competitiveness, performance indicators should include non-financial indicators as well, which, together with financial ones, make a multi-dimensional system in compliance with the chosen company strategy. Only such a multi-dimensional system can provide a more detailed and precise insight into factors that cause the results achieved. Presentation of financial and non-financial performance indicators through a multi-dimensional system and their integration can provide a true picture of the achieved results (Parmenter, 2007, 22). With respect to the adequacy of measuring business excellence, there is the necessity of correct choice of models to measure and manage performance. In accordance with its own goals and strategies, each company designs a comprehensive and coherent performance measurement structure, creating a modern multi-dimensional system that includes the perspective, goal, and focus dimensions (Janjić, Todorović, Jovanović, 2015, 308). Relevant literature in this field knows more modern systems for measuring and managing company performance. Although these models emphasize different priorities, goals, and strategies, their common feature is comprehensiveness, on the basis of correlation between financial and non-financial indicators, as a precondition for achieving business excellence. Besides taking into account the interests and demands of various stakeholders, these models must be intrinsically linked to the process of value creation. Kanji’s Business Excellence Measurement System (KBEMS) is just one such approach and a modern instrument for measuring and evaluating business excellence, which guides the company towards areas that need improvement.
KANJI’S PERFORMANCE MEASUREMENT AND MANAGEMENT MODEL
In choosing the model for measuring and managing performance, companies can opt for models that focus on stakeholders, models focused on processes, and integrated models of performance management. Unlike models that focus on stakeholders, where company objectives depend on contribution to key stakeholders’ objectives, models focused on processes insist on the quality of performed processes. The perceived shortcomings of previous models have given rise to a third group of models – integrated performance management models, which integrate internal and external stakeholders, as well as internal and external processes. Kanji’s Business Excellence Measurement System in particular belongs to a group of integrated models of performance measurement and management.
Kanji’s Business Excellence Measurement System is an integrated performance management model, and, as a modern, strategic, and multidimensional model, implies excellence in several business aspects. The main goal and reason for the use of this model is to improve company performance. It was developed by Gopal K. Kanji, professor at Sheffield Hallam University in the UK, as a system for measuring performance based on critical success factors of business excellence. In order to test its practical application, two studies were conducted in the initial stage of the Kanji model formation, with the first study led by Kanji and his followers, and the second by researchers who tried to combine Kanji model with other philosophies. The first group of researchers confirmed the usefulness of this model to improve organizational performance. In addition, they developed a number of sub-models, such as Kanji’s leadership excellence model, Kanji’s business excellence model for supply chain management, Kanji’s Business Scorecard, and others. Some of these sub-models developed as a result of the need to establish a separate model, suitable for different functions and in different organizations (Chen, Songsithipornchai, Jang, 2012, 994). Another group of researchers combined ideas and concept behind Kanji model with other philosophies, such as, for example, Confucian business excellence model, to highlight the relationship between business excellence and performance (Chen, Songsithipornchai, Jang, 2012, 995).
KBEMS model is based on the TQM concept and business excellence system, and implies the involvement of all stakeholders, partnerships, and knowledge management (Najmi, Hosseini, 2003). The model base comprises TQM principles. The model includes multiple criteria corresponding to critical success factors, or areas that need to function well in order for a company to be successful (Kanji, 2002). Kanji’s business excellence measurement system consists of two parts: a) Kanji’s business excellence model (KBEM) and b) Kanji’s Business Scorecard (KBS), which are applied at the same time and form a unique and complementary view of company business performance.
Kanji’s Business Excellence Model
Kanji’s Business Excellence Model (KBEM) is a comprehensive business excellence model, based on the TQM concept, aiming at improving company organizational performance. It has been accepted and applied in a number of companies in Europe and Asia. Since it is based on the TQM principles, the basic idea behind Kanji’s business excellence model is to point to the positive link between TQM principles and company business performance. For this purpose, Kanji used the pyramid model. The pyramid in Figure 1 is a generic model which Kanji used to form his business excellence model. In the pyramid model, Kanji starts with critical success factors, business excellence being at the top of the pyramid.
Figure 1. Kanji’s pyramid model consisting of critical success factors
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Source: Kanji, 1996, 339.
KBEM consists of four key dimensions: top management, basic principles, concepts, and business excellence. The base of the pyramid and the most important part of KBEM belongs to top management, seen as a company cornerstone, or the most important factor of organizational performance, observed from an internal perspective. This means that management is the most important driving force of quality improvement and business excellence. Kanji believes that management has crucial importance in promoting and supporting organizational culture, where quality improvement activities may increase performance of individuals and groups through knowledge, skills, and tools to perform tasks. So, company management is a major player in promoting and controlling the implementation of all principles and basic concepts of the model (Kanji, 2005, 1071).

KBEM principles are seen as the main ideas to improve business performance. This model promotes four principles: customer satisfaction, fact-based management, people-based  management, and continuous improvement, as shown in Figure 2. The principle of customer satisfaction dictates the necessity of taking into consideration both internal and external customers, so its implementation requires considering two key concepts: internal customer satisfaction and external customer satisfaction. The company needs to set up a mechanism to measure customer expectations and satisfaction. This criterion needs to measure the level of customer satisfaction, and then indicate the extent to which a company determines current and future needs and expectations, and uses customer feedback to improve its products and services (Kanji, 2002). The fact-based management principle is based on the view that managers’ business decision-making should be based on facts, not on emotions and intuition. The implementation of this principle implies a comprehensive approach to measuring performance, which also includes the so-called “soft variables” and “hard variables”, or performance areas, as well as the establishment of appropriate links between them (Kanji, Moura e Sa, 2007, 53).
For most companies today, employees are the most important success factor. Hence, KBEM model insists on respect for the principles of people-based management. Studies have shown that customer satisfaction and employee abilities are very closely linked, with good performance requiring employee education and training. Therefore, this criterion should indicate the extent to which the principle of people-based management supports the achievement of company quality, given employees and knowledge and skills they possess (Naghavi, Asri, Ezzati, Zarandi, Hosseini, 2012, 8541-8542).
The principle of continuous improvement is considered one of the most powerful principles when it comes to company management. Necessary condition for continuous improvement is the creation of a favorable climate for continual learning and organizational culture that encourages employees to continually innovate and improve. This principle should measure the ability of the company to continuously improve, as well as the company’s responsiveness to changes, by indicators of customer satisfaction (Naghavi, Asri, Ezzati, Zarandi, Hosseini, 2012, 8542).
Figure 2. Kanji’s business excellence model (KBEM)
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Source: Kanji, 2001, 261.
Each key principle works within a basic essential concept: customer focus (internal and external customer satisfaction), process improvement (process-oriented organization and measurement), people-based  management (teamwork and people create quality), and the culture of continuous improvement (cycle of continuous improvement and prevention). Finally, at the top of the pyramid there is business excellence, as the ultimate goal of the company (Kanji, 2001, 260-261). Figure 2, in addition to the origin of KBEM, indicates that this is a causal model of business excellence. Causal link ranges from top management, i.e. company management, which promotes the basic principles and key concepts that take place and lead towards business excellence. By combining the four important dimensions, fourteen KBEM criteria are identified.

Another important part of KBEM model refers to a measurement system that serves as a tool or instrument to measure and evaluate performance. Measurement system in this model is based on the results of the survey, which includes questions relating to all items or dimensions of business excellence, with statistical data processing. The most frequently used statistical technique to process the questionnaire results is the Structural Equation Model (SEM) (Chen, Songsithipornchai, Jang, 2012, 993). KBEM is characterized that each of these aspects is assessed individually and that they have the same base, which means that all are equally important. In addition, Kanji developed an approach to determine which improvement and in which area has the greatest impact on the overall business excellence (Chen, Songsithipornchai, Jang, 2012, 993).
Kanji Business Scorecard (KBS)
Kanji’s model of business excellence focuses on the system of internal processes and data collection from company managers and employees. In modern business conditions it is not considered enough, so it is necessary to evaluate the performance from the external perspective, meaning that a company success depends on its ability to meet the needs of all stakeholders, such as customers, suppliers, investors, and the community (Striteska, Spiskova, 2012, 9). On these grounds Kanji Business Scorecard (KBS) is originated, focusing on external evaluation of the company, i.e. measuring company performance from external perspective. KBS theoretical basis lies in Balanced Scorecard (BSC). Taking into account the constraints in implementing BSC, Kanji proposed a new integrated framework for measuring business excellence, which starts from the premise that it is essential for the company to measure the needs and expectations of all those who will directly or indirectly affect the achievement of the company objectives. Hence, KBS aims to supplement KBEM, putting emphasis on measuring performance from the external perspective, through key areas where strategic goals are established.

Kanji started with four perspectives proposed by Kaplan and Norton in BSC, and expanded them to create KBS model. His model relies on the view that organizational value, excellence, organizational learning, and stakeholder satisfaction are basic dimensions that need to be monitored and managed. Effective management of these critical success factors leads not only to improved financial results, but also to company business excellence. The final result is business performance excellence, which shows the combined effect of all items (Figure 3) (Kanji, 2002, 723). For the analysis of the relationship between individual items and presentation of the final results, structural equation model is most commonly used.
Figure 3. Kanji Business Scorecard
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Source: Каnji, 2005, 1072.
Thus, business excellence is achieved by value creation, process excellence, improving organizational learning, and increasing stakeholder satisfaction. The first dimension or a key Kanji Business Scorecard area is stakeholder value creation. Creating and maintaining a value system is the main task and responsibility of management, given that value creation is the main prerequisite for the realization of goals and strategies. Process excellence focuses on monitoring operational processes, which need to be improved and properly carried out in order to meet customer expectations. Improving organizational learning focuses on continuous improvement, leadership, and teamwork in response to changing conditions to achieve success, global competition, and customer needs for new products. Training and education at all levels of the organizational structure play an important role. Increased stakeholder satisfaction, as the KBS area, is aimed at satisfying the needs and expectations of all stakeholders interested in achieving company goals. Therefore, this dimension (area) should show the extent to which all stakeholders meet their needs and requirements, as well as the extent to which the company implements ethical norms of behavior. Hence, this KBS area includes internal and external satisfaction of customers, suppliers, employees, investors, and the wider community (Kanji, Moura e Sa, 2003, 269).
In each key KBS area there are strategic goals, by which key performance indicators are classified, necessary for monitoring implementation of the selected business strategy. Performance measures under this model are defined on the basis of key factors of business excellence and values for the organization. Stakeholder value perspective includes financial and non-financial performance measures. Unlike traditional financial perspective that focuses on shareholders, this indicator area focuses on all stakeholders, and aims at achieving value for all interested parties. The most important financial performance measures are cash flow, return on equity (ROE), and rate of return. This perspective emphasizes customer demand, the ability to recruit and retain qualified workers, and others as non-financial or qualitative indicators. Process excellence, as the second KBS perspective, starts from the process perspective and sees the company as a process with multiple sub-processes for which performance measures should be defined. The most important excellence measures in this area are productivity rate, non-fulfillment of customer expectations, deferred liabilities, and others. However, preconditions of process excellence are a good information system that enables identification of problem causes, as well as well-trained employees who will be able to remedy the problem. The organizational learning perspective emphasizes the importance of training and education at all levels of the organizational structure. Significant measures in this area are the number of new products, the number and relevance of improvement programs, existence of teams, and the like. Kanji’s perspective of stakeholder satisfaction insists on needs and expectations of all stakeholders, ranging from customers, suppliers, investors, employees, to the wider community. Stakeholder satisfaction measures are the level of satisfaction of customers and suppliers, employee relationships with customers and suppliers, the degree of satisfaction of employees and others. (Kanji, Moura e Sa, 2002).

Business excellence is achieved through simultaneous action in all these areas (dimensions), meaning that improvement in one area stimulates improvement in another, thus achieving continuous improvement. In other words, stakeholder satisfaction affects revenue growth and return on investment, and revenue growth is a precondition for investment in training and processes, resulting in higher satisfaction of stakeholders and achieving business excellence. Hence, KBS model is based on organizational values, which form the basis for achieving process excellence, organizational learning, and stakeholder satisfaction. The achievement of good financial results, as well as high value for stakeholders and enviable reputation is possible through effective management of all key success factors.

Kanji’s Business Excellence Measurement System
As outlined in the introductory part, modern business conditions require the use of integrated performance measurement models. KBEMS model is based on the systems theory, whose benefit is reflected in understanding interrelationships between parts of the company’s organizational structure, with business excellence as the product of their mutual interaction. Accordingly, KBEMS measures the quality of key organizational areas simultaneously, demonstrating a link between them and their combined impact on business performance. Critical success factors are built into Kanji’s pyramid model, which represents the conceptual framework of business excellence. Based on the pyramid model, two structural models are developed, KBEM and KBS. These two models are an integral part of Kanji’s Business Excellence Measurement System. They are applied at the same time to evaluate the overall company performance, and form a unique and complementary view of the company business performance. So, KBEMS is made of these two models, connected and integrated into a comprehensive and multi-dimensional system, to measure the performance from the internal and external perspective. KBEM model (designated as part A) measures performance from the internal perspective, in line with the view of management and employees. KBS model (designated as part B) measures performance from the perspective of external stakeholders, such as suppliers, institutions, state, and the wider community. The final business excellence is obtained by combining the results achieved in the framework of KBEM and KBS (Figure 4).
Figure 4. Kanji’s Business Excellence Measurement System 
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Source: Rudsari, Oadi, 2016, 11
The first KBEM aspect involves management, which promotes the implementation of the four above-mentioned principles: customer satisfaction, fact-based management, people-based management, and continuous improvement. Within KBS, organizational values are of primary importance for the process excellence, organizational learning, and stakeholder satisfaction.

Performance excellence within KBS is achieved by effectively managing these critical success factors. Every aspect within KBEM and KBS is assessed individually, and for each item the company can win a maximum of 100 points, with no single dimension omitted. Each dimension within KBEM and KBS models is evaluated (part A and part B), and the result achieved and expressed through Business Excellence item in KBEM and KBS is the combined effect of all the items in the individual models (Kanji, 2005, 1070-1073).
The overall result achieved by using KBEMS model is expressed by the number of points, calculated using Kanji Certification Index (KCI). The final business excellence index (for KBEM and KBS components) reflects the effect of all estimated model relationships and is calculated as the mean of KBEM business excellence and KBS business excellence, multiplied by 10. If KBEM business excellence is expressed with 60 points, and KBS with 70 points, it follows that Kanji Certification Index is equal to:

KCI = (A + B) * 10/2 = 650

Companies use business excellence index as a tool for self-assessment, or to answer how much they progressed over a certain period, and as a basis for improving performance in the coming period (Rudsari, Oadi, 2016, 5). Overall, the maximum number of points that the company can achieve is 1000. It is believed that the result of more than 600 points is satisfactory, and above 800 points excellent (Kanji, 2005, 1073). It should be noted that if KBS is calculated for different stakeholders, business excellence of part B will be the mean of results for each stakeholder.
CRITICAL ASSESSMENT OF KANJI’S MODEL
Kanji’s Business Excellence Measurement System, with its two structural models, KBEM and KBS, belongs to a group of integrated, modern, strategic, and multidimensional models of company performance measurement and management. As there is no ideal model to measure and manage performance, this model should be seen only as one of the possible solutions, with all its advantages and disadvantages. Numerous studies on the implementation of KBEMS point to the contribution and significance of this model for assessing business performance. In 2007, in Denmark, there was research on KBEMS application in the health sector. The results showed a significant improvement in the overall organizational performance index, and that KBEMS, as a holistic and comprehensive model for measuring performance, is important and reliable for quality measurement in health institutions. KBEMS clearly assesses health care in Denmark, in comparison to previously used Danish quality model, due to the fact that it includes both internal and external stakeholders and thus reflects a balanced view of performance. Danish quality model did not include users, or other external stakeholders, despite the fact that their attitudes and expectations significantly affect the performance of hospitals. KBEMS model goes one step further, supporting a balanced approach to performance measurement, and enables hospitals to analyze the impact of stakeholders on business excellence and identify the areas where improvements are needed for its realization (Hassan, Kanji, 2007).
Another study was conducted in the period from 21 March to 22 September 2010 in Bandar Abbas Electric Power Distribution Company (BAPEDC), in connection with the assessment of business performance by applying KBEMS. The study included both internal and external stakeholders. Internal stakeholders included all employees, while external shareholders were investors and customers. The results showed low performance excellence index, of 328.1 points. Thus, it was proven that BAPEDC failed to achieve solid performance. These results gave the two key recommendations to company management. The first recommendation involved the continuous monitoring of company performance. The second recommendation was broader and included the necessity of spreading the culture of business excellence, using the cycle of continuous improvement, knowledge management, performance of activities with respect to customer attitudes, respect for customer complaints and proposals, respecting customer feedback, identifying customer demands, as key stakeholders, and encouraging the creation of organizational values and learning process (Naghavi, Asri, Ezzati, Zarandi, Hosseini, 2012, 8544-8547).
The results of these and numerous other studies, such as the ones on KBEMS application in Iran’s municipality of Karaj (Rudsari, Oadi, 2016) or the public sector in Portugal (Kanji, Moura e Sa, 2007, 52-55), with reference to the foregoing, point out the following advantages of KBEMS model:

•
As an integral model, it includes financial and non-financial measures and shows performance from multiple perspectives;
•
It focuses on organizational excellence (Naghavi, Asri, Ezzati, Zarandi, Hoseini, 2012, 8545);
•
It measures performance from external and internal perspectives, i.e. includes both external and internal stakeholders;
•
It is based on critical success factors and allows one to establish and analyze the relationship between them;
•
It allows progress monitoring by comparing different departments and organizations at different time intervals;
•
All system parameters are included and measured simultaneously;
•
It is linked with company strategies and values; 
•
It highlights opportunities and suggestions for improvement;
•
It is applicable in many and various enterprises, only at the process level, not at the level of the whole company.
In the process of applying Kanji model, certain deficiencies are observed. The two main shoretcomings in implementing Kanji model relate to the complexity of the measurement system and insufficient participation of employees in the organization. Since the model measuring system is based on statistical calculations and methods, KBEMS implementation requires additional work, time, and resources. As a solution, Kanji proposed making adequate software package. However, it should be noted that this solution requires considerable resources, both in terms of software purchase and installation, and employee training. The second shortcoming of the model is reflected in insufficient participation of employees in improving organizational performance. Suggestions of employees themselves are very important, so, in making decisions and plans, managers should take into account not only mathematical calculations, but create a space for the participation of employees in improving performance (Janjić, Todorović, Jovanović, 2015, 314). Employees should be encouraged to express ideas, and point to existing and potential problems, as important sources of continuous improvement. The value of employees’ small ideas is high. They are ready to implement their own ideas, which also contribute to creating a sustainable competitive advantage (Robinson, Schroeder, 2006).
One of the offered solutions to the problem with Kanji model is Kanji’s ranking-based model. The basic features of this model are that it is not complex to implement and does not require large investment. Research on the possibilities of using this model was implemented in a Taiwanese company for the production of bicycle parts. The results showed that the company improved different business areas by applying this model, and won numerous awards for quality (Chen, Songsithipornchai, Jang, 2012, 998). The essence of Kanji’s ranking-based model is to improve company performance by repeating the five-step procedure, shown in Figure 5.

Figure 5. Kanji’s ranking-based model
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Source: Modified based on (Chen, Songsithipornchai, Jang, 2012, 995) 
The first step includes questionnaire distribution to relevant respondents to gather information. After the first step, and the information collected, there is the second step, which requires information filtering, sorting, and ranking, according to the specified criteria. Analysis and identification of areas to be improved is the third step of this model. A very common area that needs improvement is customer satisfaction, which is realized through the satisfaction of internal and external demands of customers. Determination of techniques for improving performance means moving to the fourth step. An important role in the implementation of the fourth step belongs to employees. Employees who are in contact with the source of the problem should participate in decision-making, and managers’ task is to encourage employees to participate in discussions and make decisions together. This does not mean that only employees who are in direct contact with the source of the problem should participate in discussions, but it should involve all employees who are in any way related to the problem or have an idea on how to solve the problem. The last step in the ranking-based model refers to performance verification and evaluation. In this step, the company verifies that all steps are successfully implemented and whether it has reached the desired target. If not, or if the company wants to carry out improvement in some other area, it is necessary to repeat the five steps. Thus, Kanji’s ranking-based model and its five steps can be used in any organization to improve business performance. As Kanji model basically relies on the principle of continuous improvement, even at the moment when the desired result is reached, the company should endeavor to maintain the superior performance because achieving excellence should not be the ultimate goal but a never-ending process (Chen, Songsithipornchai, Jang, 2012).
CONCLUSION
The level of company business excellence can be assessed by measuring a large number of indicators. The choice of indicators, i.e. performance measures, depends on several factors, especially on the selection of models to evaluate business excellence. There are different models to evaluate business excellence. One of them is the Kanji model, created mainly to improve performance of companies, focusing on the main areas that need to be improved. Kanji model, as well as other current models, is characterized by a balance of financial and non-financial performance, multi-dimensionality, and focuses on key stakeholders, organizational units, processes and activities, as well as the observation and measurement of company performance from multiple perspectives.

Kanji Business Excellence Model, with its two structural parts, KBEMS and KBS, includes multiple criteria, corresponding to critical success factors, and provides a unique view of the company’s operations in several dimensions, i.e. perspectives. KBEMS measures company performance by integrating KBEM internal perspective and KBS external stakeholder perspective, providing a comprehensive final outcome that reflects the relationship between all the key areas and their combined impact on business performance.

This model, like most others, is not perfect, nor an ideal model for measuring and managing company performance. Although the creator of this model believed that the use of the measuring system within KBEM would bring significant performance improvement, many companies failed to achieve the ultimate goal. The most common reasons for the failure were the complexity of the measurement process and insufficient participation of company employees. The measurement system within KBEM, as a complementary part of the Kanji model, was, due to some disadvantages, replaced with Kanji’s ranking-based model, which can be applied to all companies and can help company management to find areas that need improvement.
Modern approach to performance measurement allows combined overview of performance in key business areas, to ensure a comprehensive review of the overall business activity. Kanji model, through its two structural elements, by combined measurement and harmonization of financial and non-financial criteria, provides information on the achieved business excellence. However, Kanji model, being based on business excellence critical success factors, does not specify performance, but gives an indication of how to get there. Furthermore, this model does not connect directly targets with process performance measures, i.e. it does not specify their interdependence. Therefore, research should go in the direction of improving the existing or developing new models, based on the goals aligned with stakeholder requirements, and linking them with key process performance measures. Furthermore, this means specifying a set of common objectives and a set of process performance measures, and their interdependence will enable rapid change of indicators in line with the changing goals.
Approach to management based on business excellence has become a new global company management paradigm. In order to establish and strengthen their competitive advantage, Serbian companies should also rely on the concept of management based on organizational excellence and measure performance using modern and integrated models. Therefore, future work of researchers should focus on popularization of performance measurement models and their improvement, and companies should base their business on business excellence and model application, in order to achieve enviable competitive position on the domestic and foreign markets in terms of globalization and joining the European Union.
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SUMMARY
To achieve top results in the modern business environment, companies must intensely focus on the management concept based on business excellence. The concept of business excellence allows the company vision to transform into reality. Companies with excellent business are characterized by growth in customer base, improved overall profitability and value for stakeholders. Business excellence simultaneously involves measuring the level of satisfaction of customers, employees, and stakeholders. In modern business conditions, company management needs to achieve business excellence in four key areas, namely: maximize value for stakeholders, achieve excellence in business processes, improve organizational learning, and achieve customer satisfaction. Achieving business excellence means that the company equally values all four areas, rather than focusing solely on the financial perspective. To measure business excellence, it is necessary to correctly choose the model for measuring and managing performance. Each company, in accordance with its own goals and strategies, designs an appropriate comprehensive and coherent structure of performance measures, creating a modern multi-dimensional system. One such model is Kanji Business Excellence Measurement System. Kanji’s Business Excellence Measurement System (KBEMS) is a contemporary instrument for measuring and assessing business excellence. As an integral model, it includes the assessment of performance from internal and external, financial or non-financial perspectives, and is a unique and complementary view of the company business excellence through its two structural components, KBEM and KBS.
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� The procedure of calculating the total number of KBEM and KBS points involves multiple steps, but, due to limited space, we used the pre-given values.
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