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Abstract

Nowadays, the organisational landscape aiming to provide value through their product and service
offerings relies on having the infrastructure necessary to deliver at the expected service levels, as well
as contributing to business continuity and organisational resilience in the face of modern
organisational performance disruptions. This requires appropriate adaptation of existing
frameworks, methods, and models to their business models which have generated consistent
deliverables across time and industries. The same is applicable for the Romanian Information
Technology (IT) organisations, which face increasing pressure to deliver within the expected quality,
time, and budget parameters. Therefore, this paper aims to assess how stakeholder relationship
management components, viewed through the Malcolm Baldrige National Quality Award (MBNQA)
excellence framework, with impact on organisational quality and its contribution to business
continuity and organisational resilience in Romanian IT organisations. This is a pilot-type study with
a sample of N = 52 participants, to explore the applicability of the MBNQA framework within the
Romanian IT sector. The results suggest that the four components of MBNQA focused on
stakeholders (Leadership and Governance, Workforce, Customers and Markets, Community
Engagement) may be suitable to be considered in assessment tools on the Romanian IT market. The
“Workforce” variable emerges as the strongest area to focus on for achieving quality in stakeholder
relationship management (SRM). Given its pilot delimitation, this study provides can be seen as
providing an initial foundation for applying MBNQA in a specific regional IT context. While limited
by sample size and geographic focus, the findings justify expanding the research to include broader
population segments. Future research could transition from this correlational design to longitudinal
frameworks to validate the associations across other multiple geographical markets.

Keywords: business continuity; IT organisations; MBNQA excellence model; organisational
resilience; pilot study; quality management; Romania; stakeholder relationship management

1. Introduction

In the current organisational landscape, excellence models have evolved so as to provide value
towards organisations beyond their pre-defined function as assessment tools. These frameworks
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serve nowadays as complex roadmaps for navigating the sophisticated landscapes of organisational
systems. Amont these variety of frameworks, the MBNQA excellence framework stands out given its
comprehensive scope of multi-dimensional quality constructs which are required for achieving
organisational performance [1,2]. In spite of this, as researchers in the field have highlighted, the
application of such models is often times challenged when attempts are made to implement it within
delimited geographic areas or specialised industries. In such areas, local operations tend to have a
local nuance which might differ from the excellence model’s original origins [3-5].

Reflecting on the modern realities of a landscape driven by volatile, uncertain, complex and
ambiguous (VUCA) factors following the CoVid-19 effects, the IT sector has emerged as a significant
domain for societal resiliency and innovation [6-10]. For organisations activating within this sector,
the transition from mastering technical proficiency to achieving desired organisational excellence
seems to require the adoption and adaptation of robust frameworks relevant to their specific
ecosystem. The quality among a diverse group of stakeholders can be perceived as a central piece of
this transition process, acting as a bridge between technical output and sustainable value creation
[11-16].

From an academic perspective, frameworks such as the MBNQA have showed promising results
in professional sectors such as manufacturing, service industry, education, healthcare, non-profit,
governmental, or small business, providing an overachieving perspective on performance of the
model, its applicability on the cultural and operational nuances of the IT sector based in Romania
remains yet to be documented [3,17-19]. As such, this gap becomes relevant, especially in the context
in which the IT sector holds a strategic importance on the Romanian market, which is projected to
provide a significant contribution to the national Gross Domestic Product (GDP) within the
upcoming years [20]. Additionally, research indicates that with the increase in the offering of digital
products and services, there is an increase in ensuring the continuity of essential operations and the
capability to recover, in a timely manner, from disruptions. As such, evaluating SRM through the
MBNQA'’s stakeholder dimensions provides a practical route to assess both organisational quality
and the relational capacities that enable business continuity and organisational resilience in
Romanian IT organisations [21,22].

In light of this context, this article seeks to explore how the stakeholder-focused quality
framework of the MBNQA excellence model is relevant and applicable within the specific context of
the Romanian IT landscape. At the time of this study, the research sample consisted of 52 respondents
from IT professionals and management representatives. As such, this work can be classified as a pilot
study, serving as a foundation for future iterations with a larger participation base [23].

This article also seeks to fill-in the existing academic gap in applying excellence models of the
Romanian IT sector. To evaluate the current sae of the research, a systematic database search has been
performed in April 2025 across academic repositories, such as Web of Science, MDPI, Scopus, and
IEEE Xplore. The search utilises combinations of keywords such as “Malcolm Baldrige”, “IT
services”, “Romania”, and “software development”. Specifically, the results returned:

e  25results in the IEEE Xplore collection with the keyword: “Malcolm Baldrige”,

e  2lresultsin the Web of Science collection with the keywords: “Malcolm Baldrige”, “IT services”,

e  5results in the Web of Science collection with the keywords: “Malcolm Baldrige”, “Romania”,

e 6 results in the Web of Science collection with the keywords: “Malcolm Baldrige”, “software
development”,

e  8results in the Scopus collection with the keyword: “MBNQA”, “Romania”,

e  8results in the Scopus collection with the keyword: “MBNQA”, “IT services”, “Romania”,

e Oresults in the MDPI collection with the keyword: “Malcolm Baldrige”, “Romania”,

e  Oresults in the MDPI collection with the keyword: “MBNQA”, “Romania”.

The results reveal a considerable gap in the intersection of this specific geographic region,
industry, and model application, which may correlate with the strategic segment’s slight stagnation,
compared to the strong growth experienced in the recent years [24].
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This article continues with Section 2, which establishes the theoretical foundation of SRM and
excellence models, followed by research methodology in Section 3. In Section 4 the results are
described, followed by analytical findings in Section 5 and concludes with the remarks and study
limitations in Section 6.

2. Theoretical Framework

2.1. Introduction to SRM Frameworks

As the Romanian IT sector is currently perceived to be a high-volume outsourcing hub aiming
to transition to a value-driven innovation ecosystem, the switch in perception requires solid
approaches to support the transformative process altogether. As such, this study utilises the MBNQA
model as an assessment tool to assess the level of quality in SRM in the Romanian IT sector. The
MBNQA excellence framework’s recognition of acting as an integrated management system in the
following main categories: leadership, strategic planning, customer orientation, knowledge
management, workforce management, and process management [1,2]. By aligning the SRM focused-
categories with established stakeholder theory, a differentiation can be made between internal and
external organisational systems that influence SQM quality. These systems which can be the starting
blocks for this study.

To understand the SRM system in place in modern organisations, it is worth mentioning that the
SRM concept has evolved from a combination of academic and organisational practice theories which
ranged from “stockholder” interests to “stakeholder theory” in less than a century. An early
definition comes from the Stanford Research Institute as early as 1963, when the idea of stakeholders
was referring strictly to groups mandatory for an organisation’s existence. Around 1984, R. Edward
Freeman expanded the concept to include any group or individual capable of affecting or being
affected by an organisation’s objectives. This moment can be pinpointed as the one that marked the
move from monetary-driven objectives towards what is now known as value generation for all
interested parties. The modern SRM notion is now seen as a strategic process used by organisations
to analyse, manage, and address the interests and influences of various groups of interests. Beyond
its strategic organisational management, recent research indicates that SRM has started to be accepted
as integrated in Corporate Social Responsibility (CSR), an external, which is perceived as an external
facing concept, and Sustainability Management Systems (SMS), perceived as an internal facing
concept. All in all, this progression from stockholder to integrated sustainability systems can be
viewed as underpinning the requirement for solid governance structures that can adapt to emerging
trends such as digitalization, circular economy strategies, or adaptation to Artificial Intelligence (AI)
developments [25-32].

Given this context quality in SRM could be defined as the extent to which an organisation has
the capabilities required to identify, prioritise, and maintain engagement with its stakeholder base in
order to deliver value.

To bridge the gap between theory and practice this article uses two primary SRM frameworks
to systematise organisational behaviours. The selected models are the Project Management Institute’s
(PMI) approach on SRM as detailed in the Project Management Body of Knowledge (PMBOK) guide
and Lynda Bourne’s Stakeholder Relationship Management Maturity Model (SRMMM) [12,33].
These frameworks have been selected for their strong focus on the practices in SRM engagement and
their ability to act as links between theory and practical application with modern organisational
structures.

For example, a direct comparison of these framework reveals a consistent lifecycle that matches
both internal and external MBNQA-considered factors:

e internal identification and alignment of stakeholders: in both cases, these processes have their
roots in the identification of the appropriate stakeholders and prioritisation based on the triangle
of interest, influence, and power;
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¢ understanding of the environment: mapping of the internal flows, connections, and external
factors of the organisation allows for an understanding of the stakeholder community;

e  strategic alignment: involves carrying out the defined strategies agreed in previous steps so as
to encourage positive relationships through effective communication channels;

e and continuous monitoring: which both models agree upon that concludes with iterations
aimed at ensuring that stakeholder processes remain applicable to internal and external factors.

Be connecting these practical frameworks with broader organisation factors, it can be noted
firstly that both models connect project success to stakeholder involvement. Additionally, these
frameworks highlight that there is a dynamic relationship between a project’s lifecycle and
stakeholders” involvement.

The selection of the PMBOK and the SRMMM as the main frameworks for this article are driven
by their specialised attention to people dynamics and organisational maturity from a project
perspective. While standards such as ISO 21500:2012 or frameworks such as PRINCE2 were also
considered, their primarily attention is towards stakeholder engagement as an administrative
component within a checklist format, whereas the PMI and SRMMM frameworks perceive SRM to
be a process which requires dedicated attention and oversight through the entire lifecycle of the
project. Also, the two frameworks were selected over alternative options for their higher
compatibility with the multi-dimensional approach of the MBNQA. As an example, while PRINCE2
focuses on project-level controls and documentation, the PMBOK and SRMMM take a deeper look at
the attention given to interdisciplinary skills such as communication and agreement, without
continuous feedback loops, which also aligns with the MBNQA'’s evaluation of the stakeholder
factors such as leadership, workforce management, or customer orientation [34,35]. By following such
specific models, the research gains a more robust base for pinpointing the gap to achieving excellence
in the Romanian IT sector.

In addition to the reasons for choosing the PMBOK and SRMMM models, the reason for
considering the MBNQA framework is given by its multi-dimensional and system-thinking
perspectives. While the PMBOK and SRMMM offer the procedural depth for handling SRM topics,
the MBNQA serves as an overarching management system aimed at evaluating how organisations
carry out their SRM-oriented activities in the areas of leadership, workforce management, customer
and markets, and community engagement [1,2]. For the current state of the Romanian IT sector, this
can be considered a solid assessment tool to measure the transition from basic proficiency towards
achieving organisational excellence. Therefore, by applying this framework the study can evaluate
whether SRM is carried out in this reign as a fragmented administrative task or as a mature,
systematic process which is heavily rooted in the organisation’s ways of working [12,36].

Next, to transition from high-level theory to application, the MBNQA criteria which are
stakeholder oriented are furthered analysed to provide the structural mapping against the overall
article topic. The integration of the MBNQA, PMBOK, and SRMMM frameworks provide a
comprehensive lens through which the multi-dimensional nature of SRM quality can be examined.
This alignment has the purpose to explore how MBNQA excellence criteria can be segmented to
determine the maturity and quality of SRM activities within the Romanian IT sector.

The next step in this research is to transition from theory to empirical application by
operationalising the concept of “SRM quality” as a multi-dimensional construct which reflect
organisational capabilities to deliver value through systematic engagement. By treating SRM as a
series of separate administrative tasks mapped on the MBNQA framework, quality can be measured
by the degree of process maturity, together with checking its integration into the organisation’s core
ways of working.

Based on the literature explored so far, the factors can be organised into two main objectives:

O1: To evaluate Romanian employees’ perceptions of how internal MBNQA criteria (Leadership
and Governance, Workforce) influence the quality of SRM activities.

02: To evaluate Romanian employees’ perceptions of how external MBNQA criteria (Customer
and Markets, Community Engagement) influence the quality of SRM activities.
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For further reference, the MBNQA criteria will be collectively references to as:

e V1 for Leadership and Governance,
e V2 for Workforce,

e V3 for Customers and Markets, and
e V4 for Community Engagement

In the next subsection, the research hypotheses will be developed and detailed based on the
literature findings.

2.2. Hypothesis Development

In the attempt of pursuing organisational excellence, the role of organisational leadership and
governance serves as a basic pillar for achieving high-quality SRM. Within the MBNQA framework,
leadership is viewed as the way in which the organisation’s leaders guide the organisation in setting
the overall vision and maintaining a high level of performance excellence. In the context of Romanian
organisations, the perception over organisational structures is perceived to be basic elements for
setting accountability and transparency needed to build trust both within and outside of the
concerned organisations. An element of strong leadership can ensure that SRM is more than a
peripheral activity. By leveraging proper leadership and governance skills in the management of an
organisation, a solid strategic direction can be ensured, thus fostering a culture where stakeholder
needs are prioritised [33,37].

Reviewed literature suggests that in the cases where leadership provide and keep their
commitment to governance and corporate social responsibility actions, this has a direct effect on the
perception over maturity and quality of stakeholder interactions. In the context of the Romanian
organisations, the same perception tends to be directly correlated with the way in which
organisations manage their stakeholder relationship. [12,37,38].

Therefore, the hypotheses can be defined as:

Hypothesis 1 (H1): There is a strong positive relationship between Romanian employees’ perception of the
Leadership and Governance and the quality of SRM activities.

The Workforce elements of the MBNQA framework emphasizes the creation of a high-
performance environment, where employee are constantly engaged and developed to utilise their
full potential, in alignment with the organisation’s strategic objectives. The literature related to the
Romanian market shows that the IT sector is undergoing shifts in recruitment and retention strategies
in recent years. These shifts indicate that the internal perception of how an organisations address
workforce concerns has a high impact on its operational excellence, adhering to service levels,
organisational resilience, and business continuity. In this context, literature indicates that by
investing in workforce capabilities and directly engaging to support systematic process-related
topics, a high-quality level can be achieved in terms of interactions with both internal and external
stakeholders. As such, exploring investments in workforce concerns not only process optimisation
for achieving performance, but also readiness to respond to unforeseen socio-technical disruptions
[21,22,39].

Based on the theoretical findings, the proposed hypothesis can be:

Hypothesis 2 (H2): There is a significant positive relationship between Romanian employees’ perception of
the Workforce and the quality of SRM activities.

In the MBNQA framework, the customer and markets criterion refers to the way in which an
organisation determines the requirements and expectations of its external target audience in order to
ensure that the long-term engagement and brand loyalty with its product and services. In the context
of Romanian organisations, the ability of organisations to segment markets and understand the
shifting needs of a national consumer base is the basic step for maintaining a competitive edge. When
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employees perceive that their target organisation is actively listening to their target audience and
adapts its offering to the demand, it generated a perception of reinforcement of its systematic
approach [19,40,41].

Based on the theoretical findings, the hypothesis propose can be:

Hypothesis 3 (H3): There is a significant positive relationship between Romanian employees’ perception of
the Customer and Markets and the quality of SRM activities.

In the context of Community Engagement, the MBNQA framework defines this as an external
component which refers to the organisation’s role in the contribution of the well-being of it social and
environmental ecosystem. Referring to the Romanian organisational landscape, the literature on this
topic finds that this criterion is increasingly viewed as an integral part of a circular and sustainable
economy, where success is tied to the wellbeing of its community. As such, effective SRM involves
moving beyond internal operations to address the expectations of the general public and the
environment. Literature shows that when Romanian employees perceive heir organisations to be
actively involved in the development of their local community and environmental topics, this
strengthens the perceived quality and ethical standing of the organisation’s broader stakeholder
interactions. As such, a solid commitment to community engagement is expected to be correlated
with an enhanced and effective approach when it comes to managing stakeholder relationships [42—
45].

Therefore, the hypotheses can be defined as:

Hypothesis 4 (H4): There is a significant positive relationship between Romanian employees’ perception of
the Community Engagement and the quality of SRM activities.

The conceptual framework developed as a result of the above hypotheses definition and the
overall topic of SRM quality is captured in Figure 1.

Leadership & Governance (V1) Workforce (V2)
H2
H1
H3 H4
Customers & Markets (V3) Community Engagement (V4)

Figure 1. Conceptual framework of the study developed in UML.

Building on the conceptual framework of the MBNQA and the SRM models, the article continues
in the next section with the empirical assessment. The next section outlines the research design used
to carry out the assessment of the study.

3. Materials and Methods

Having established the theoretical connection between the MBNQA criteria and the SRM model,
the study continues with an empirical assessment of the frameworks within a Romanian IT
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organisation. This combination of industry and geographical location have been selected as the target
population for their status as a high-growth, knowledge-intensive combination that serves as a
primary driver for national sustainable development and innovation objectives [46-50].

The research hypotheses operationalised four primary constructs Leadership and Governance
(V1), Workforce (V2), Customers and Markets (V3), and Community Engagement (V4) which derive
from the MBNQA excellence framework. These multi-dimension selections represent both internal
and external organisational factors that influence the maturity and quality of stakeholder interactions.
In the context of project-oriented organisations, both internal drivers such as leadership and
workforce development are perceived as essential for building trust towards achieving operational
excellence. Simultaneously, external selections such as customers and community engagement can
reflect the increasing requirements and pressure on attention to CSR activities. Brought together,
these variables capture the relevant internal and external dimensions influencing SRM quality in
Romanian IT organisations while also ensuring contextual and analytical alignment with the study
sample.

In order to ensure that a rigorous evaluation of the proposed relationships described in the
literature section could be made, the theoretical constructs were operationalised into a structured
measurement instrument. The overall process involved mapping each research objective and
hypothesis to specific MBNQA variable group questions. Next, each variable item was translated into
a functional survey item. The table contains the operational description of each variable, the
corresponding survey question number, and the corresponding measurement scale to capture
respondent perception, with 1 being the lowest and 5 corresponding to the highest level of agreement.
Likert was the measurement scale used for measuring the variables. A matrix table representation of
the study operationalisation can be found in Table 1.

Table 1. Study research structure.

Variable
Re.s eal:ch Hypoth gro-up- Operational description Surv.ey
objective eses descriptio question
n
Current position within your organisation’s hierarchy Qo1
Demographic data Seniority in the IT&C sector Q02
Age range Q03
Effectiveness of leadership and governance processes Q04
(succession, communication)
Effectiveness of leadership engagement and
- . Q05
communication with the workforce
H1.1 Vi Effectiveness of leadership engagement and
o . Q06
communication with key stakeholders
Demonstration of leadership and governance Q07
accountability in audits and
Effectiveness of addressing grievances and complaints Q08
Ol Effectiveness of key processes for workforce engagement Q09
Effectiveness of key processes for workforce Q10
development
Effectiveness of key processes for health and safety Q11
Organisational results concerning absenteeism, retention, 012
H2.1 V2 and turnover

Extent to which the organisation measures employee 013

satisfaction
Effectiveness of developing organisational workforce and Q14

leadership
Incidence rate of health and safety events Q15
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Organisational results on additional workplace health Q16
and safety indicators
Effectiveness of processes for customer listening Q17
Effectiveness of processes for customer engagement Q18
Effectiveness of processes for customer retention Q19
Effectiveness of processes for customer support Q20
Organisational performance in market positioning Q21
H3.1 -
V3 Organisational results for customer loyalty Q22
Effectiveness of managing customer complaints across Q23
segments
Overall customer satisfaction with products, services, Q24
and experience
Effectiveness of key processes for community Q25
engagement
02. Effectiveness of processes for listening and engaging Q26
with communities
Effectiveness of key processes for supporting key Q27
communities
H41 va Effectiveness of engaging and bui.lc.ling relationships with Q28
key communities
Frequency, diversity, and impact of community Q29
engagement activities
Sufficiency of the duration of community engagement Q30
meant to achieve meaningful outcomes
Significance and impact of social contributions made by 031

the organisation

While there are a few studies which approach the MBNQA model in Romania industries, the
design of this research is based on the gap identified in the specialised literature that combines
excellence models with stakeholder theory within the IT sector [19,34,51,52].

To conduct the quantitative research, the survey method has been used to devise the content
based on the information available on the online version of the National Institute of Standards and
Technology (NIST) website in 2024 of the MBNQA model [35,53-55]. An electronic copy of the survey
is available below in Table 2.

Table 2. Survey questions.

QueI::)tlon Question content
Q04 Leadership and governance processes and systems, including succession planning and
two-way communication, are effective.
Q05 Senior leaders from my organisation effectively engage and communicate with the
workforce.
Q06 Leadership and governance accountability of the organisation is demonstrated through
effective internal and external audits, assessments, certifications, and accreditations.
Q07 Leadership and governance accountability of the organisation is demonstrated through
effective internal and external audits, assessments, certifications, and accreditations.
Q08 My organisation effectively addresses grievances and complaints, including those
related to safety, the Equal Employment Opportunity Commission (EEOC), and ethics.
Q09 The organisation’s key processes for workforce engagement are effective.
Q10 The organisation’s key processes for workforce development and job skills training are
effective.

Q11  The organisation’s key processes for ensuring workplace health and safety are effective.
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The organization demonstrates positive results in terms of turnover, retention, and

Q12 absenteeism.

Q13 The organisation measures satisfaction and dissatisfaction of employees.

Q14 The organisation effectively develops its workforce and leadership, including through

job skills training.
Q15 The organisation has a low incidence of significant safety-related incidents, including
Occupational Safety and Health Administration (OSHA) reportable incidents.

Q16 The organisation demonstrates positive results on additional indicators of workplace
health and safety, such as safety audits and near-miss tracking.

Q17 The organisation’s processes for customer listening are effective.

Q18 The organisation’s key processes for customer engagement are effective.

Q19 The organisation’s key processes for customer retention are effective.

Q20 The organisation’s key processes for customer support are effective.

Q21 The organisation maintain a strong market position in terms of market size and market

share across business units or product/service lines.
o The organisation’s customers are loyal, as evidenced by likelihood to recommend the

organisation’s products &/ service offering.
Q23 The organisation effectively manage customer complaints across customer segments.
The organisation’s customers are satisfied with the received products, services, and

Q24 .
overall experience.
Q25 The organisation’s key processes for community engagement are effective.
Q26 The organisation’s processes for listening to and engaging with communities are
effective.
Q27 The organisation’s processes for supporting key communities are effective.
Q28 The organisation effectively engages and builds relationships with key communities.
Q29 The organisation’s community engagement activities are frequent, diverse, and
impactful.
Q30 The organisation’s community engagements is of sufficient duration to achieve
meaningful outcomes.
Q31 The organisation makes significant and impactful societal contributions.

To test the study relevancy, the Romanian IT sector has been selected as the specific industry in
which to pilot the survey. The demographical dimensions considered for this study are the following:

e  survey was created and distributed in two formats: 1) digital format through Google Forms and
2) in printed format, for the responders who preferred responding on paper;

e survey was sent out to people who work in industrial engineering organisations — specifically
IT departments and their derivates;

e  out of 52 requested surveys, 52 answers were received;

e surveys were distributed and answers were collected between December-2024 and February-
2025;

e  outof the responders, 62% of respondents hold individual contributor roles and 38% hold a form
of leadership role within IT departments.

The responses were collected and analysed with PSPP and Python [56,57], an open-source tool
for data analysis, similar in capabilities to other data management software available on the market.

4. Results

After completing the data collection phase, a total of 52 responses (N = 52) were gathered. The
primary objective is to systematically evaluate the empirical data so as to determine the association
between the MBNQA criteria (V1-V4) and the operationalised SRM activities. After validating the
data, the demographical analysis was conducted using Microsoft Excel, while the statistical analysis
was executed in an automated way through the software PSPP and Python, thus ensuring data
integrity and minimising manual errors.
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The sample included 32 individual contributors, 12 lower-level managers (team or scope
managers), and 8 middle-level managers (managers of managers or individuals with significant
decision-making responsibilities). Results are displayed in Table 3.

Table 3. Respondent profiles.

Respondent profile Response count Response in %
Individual contributor / non-managerial employee 32 62%
Lower-level manager 12 23%
Middle-level manager 8 15%

Another key demographic is respondent seniority (Table 4): most have 10 or more years of
experience in IT departments, 16 have 5-10 years, and the remaining are juniors with 3-5 years of

experience.
Table 4. Respondent profiles.
Seniority in industry Response count Response in %
210 years 33 63%
5-10 years 16 31%
3-5 years 3 6%

The third demographic element recorded was the age range of the respondents, presented in

Table 5.
Table 5. Respondent profiles.
Age range of responders Response count Response in %
>50 2 4%
40-49 19 37%
30-39 25 48%
26-29 6 12%

The consistency of the MBNQA criteria was evaluate busing Cronbach’s Alpha (a). As it can be
seen in Table 6, all the group variables either met the acceptable reliability threshold, with the group
variable Community Engagement (V4) showing the highest reliability (o =0,94) and closely followed
by Customers and Markets (V3) at (o = 0,90). Additionally, the descriptive statistics reveals that the
group variable Customers and Markets (V3) also ranked the highest mean score, with M = 4,06, thus
suggesting a strong focus on this dimension within the evaluated environment.

Table 6. Reliability and description statistics based on PSPP & Python results.

Variable N Items Cronbazl;)s Alpha VarianceSke:mes in Max Mean
Leadership e(tg;i)Governance 50 5 0,67 0,45 022 26 5 397
Workforce (V2) 52 9 0,86 0,41 -002 278 5 399
Customers and Markets 50 - 0,90 0,51 0,89 214 5 406
(V3)
Community Engagement
(V) 52 7 0,94 0,58 0,44 257 5 3,68

Further analysis performed on the MBNQA dimensions, including Standard Error Mean (SEM)
and Standard Deviation (SD) from Table 7 illustrates the dispersion and the prevision of the collected
data.
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Table 7. Descriptive statistics of MBNQA dimension (N = 52) based on PSPP & Python results.
Variable Standard Error Mean (SEM)  Standard Deviation (SD)
Leadership and Governance (V1) 0,09 0,67
Workforce (V2) 0,09 0,64
Customers and Markets (V3) 0,10 0,72
Community Engagement (V4) 0,11 0,76

In order to determine the association between the MBNQA elements and the operationalised
SRM activities, the Standardised Regression and Pearson Correlation analyses were performed. The
results of the regression analysis indicate that all four group variables are statistically significant
predictors (p < 0,001), with the Workforce (V2) group displaying the highest standardised coefficient
(0,321) and a high t-statistic result (f = 14,86). This could suggest that this variable has the most
substantial impact of the analysed model. The results of the analyses can be found in Table 8.

Table 8. Standardised regression based on PSPP & Python results.

Variable Standardised t-statistic Sig. (p)

Leadership and Governance (V1) 0,179 10,12 <0,001
Workforce (V2) 0,321 14,86 <0,001
Customers and Markets (V3) 0,250 17,31 < 0,001
Community Engagement (V4) 0,250 16,59 < 0,001

The hypothesis testing confirmed that all defined primary hypotheses (H1.1. to H4.1) are
supported. The strongest positive correlation was observed between the Workforce (V2) group and
the “SRM quality” concept with » = 0,93, closely followed by Customers and Markets (V3) with r =
0,89. The data can be found in Table 9.

Table 9. Hypothesis testing — correlation analysis based on PSPP & Python results.

Hypothesis Relationship Pearsonl  pB-weight p-value Result
H1.1 V1 ->SRM quality 0,84 0,196 <0,001 Hypothesis supported
H2.1 V2 -> S5RM quality 0,93 0,34 <0,001 Hypothesis supported
H3.1 V3 -> SRM quality 0,85 0,30 <0,001 Hypothesis supported
H4.1 V4 -> SRM quality 0,89 0,31 < 0,001 Hypothesis supported

The conceptual diagram has been updated to reflect the Hypothesis testing validation in Figure

Leadership & ‘

Governance (V1) ‘ Workforce (V2)

r=0,84 r=0,93
r= 0,85 r= 0,89

Customers &

Community

Markets (V3) Engagement (V4)
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Figure 2. Hypotheses validation of the study developed in UML.

The correlation between group variables from Table 10 goes further to validate the cohesion
between the MBNQA criteria, with the strongest-defined relationship being between the Leadership
and Governance (V1) variable and Workforce (V2) variable, with a result of 0,792.

Table 10. Correlation between group variables based on PSPP & Python results.

Variable V1 V2 V3 V4
Leadership and Governance (V1) -
Workforce (V2) 0,792a -
Customers and Markets (V3) 0,568 0,707 a -
Community Engagement (V4) 0,697 0,751 0,666 -

The One-Way ANOVA results presented in Table 11 was performed in order to determine the
demographic factors influences the perception of the respondents. The obtained results indicate no
statistically significant differences between the classifications of role (p = 0,74), seniority (p = 0,89), or
age range (p = 0,18). Accordingly, the data can be interpreted to suggest that there is a high level of
consensus on the overall topic across the considered demographic segments.

Table 11. One-Way ANOVA results based on PSPP & Python results.

Factor Segment Mean () SD (o) N statistic p-value
I.Qc.)le ‘ Individual contributor / non-managerial 3,92 058 32 031 074
classification employee

Lower-level manager 3,85 0,76 12
Middle-level manager 4,07 056 8

Seniority 3-5 years 3,79 062 3 0,12 0,89
5-10 years 3,9 08 16
>10 years 3,95 0,53 33

Age range 26-29 4,39 077 6 1,70 0,18
30-39 3,86 072 25
40-49 3,83 034 19
>50 4,29 0 2

The results of this study can be interpreted in various ranges of positive correlations, as shown
below:

Moderate positive correlations:

R =0,568 between Leadership and Governance (V1) and Customers and Markets (V3)

R = 0,666 between Customers and Markets (V3) and Community Engagement (V4)

R =0,697 between Leadership and Governance (V1) and Community Engagement (V4)

Strong positive correlations:

R = 0,707 between Customers and Markets (V3) and Workforce (V2)

R =0,751 between Community Engagement (V4) and Workforce (V2)

R =0,792 between Leadership and Governance (V1) and Workforce (V2)

The results of the pilot survey would seem to indicate a range of positive correlations between
the key variable groups. In turn, this would highlight the influence of specific MBNQA dimensions
over SRM activities.

The group of positive moderate correlations were observed between Leadership and
Governance (V1) and Customers and Markets (V3), while the strongest positive correlation is given
by the Leadership and Governance (V1) and Workforce (V2) pair. This pair could indicate that
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Workforce (V2) and Leadership and Governance (V1) are considerably influential in shaping the
quality of SRM activities within IT departments of Romanian organisations.

5. Discussion

The empirical findings of this study provide a more solid understanding of how the MBNQA
excellence framework can be adapted to the particularities of the local Romanian IT sector so as to
enhance SRM quality. As the Romanian IT environment continues to transition from a technical
outsourcing hub to a value-driven ecosystem, the integration of multi-dimensional quality constructs
becomes a strategic necessity [1,2].

This study’s results can be used to support the positioning of the Romanian IT sector far beyond
a technical provider. Slowly but surely, the results seem to indicate a maturing ecosystem, where
relational capital is as essential as coding proficiency. By demonstrating that the Workforce (V2)
dimension is highest predictor of SRM quality, the study challenges and goes beyond the traditional
“technical-first” perspective, suggesting that the industry’s competitive edge could now reside in the
soft-skills competencies placed in a system-thinking structure. As such, the optics of this research
position the MBNQA framework as an essential bridge to close the gap of Romanian IT organisations
which attempt to shed their “outsourcing” label in favour of a value-driven identify.

The results confirm that all the four analysed MBNQA dimensions: Leadership and Governance
(V1), Workforce (V2), Customers and Markets (V3), and Community Engagement (V4) are solid
predictors of SRM quality, with high values. This result aligns with existing literature, suggesting
that excellence models serve as roadmaps for navigating organisational systems. While the
application of such models is challenged by local nuances [3,4]. the findings of this study suggest that
the MBNQA'’s system-thinking model is relevant to the current Romanian IT sector context.

A finding of this research that stands out is the dominant impact of the Workforce (V2)
dimension. With a Perason correlation which has also the highest weight (r = 0,93), it is the strongest
predictor of SRM quality in the sampled organisations. This result is particularly significant given the
current shifts in recruitment and retention strategies within the Romanian IT sector. As existing
literature highlights [39], investing in workforce capabilities and creating a high-performance
environment directly correlates with higher quality interactions with both internal and external
stakeholders. The high internal consistency of this variable further reinforces that employees perceive
their development and engagement as central to the organisation’s SRM maturity.

The support for H1 highlights, the role of leadership in providing the vision and maintaining
accountability. In the Romanian IT sector context, strong leadership ensures that SRM is treated as a
core strategic process rather than a peripheral administrative task [33,37]. Furthermore, the
significant impact of Community Engagement (V4) suggests that Romanian IT professionals
increasingly view social and environmental responsibility as an integral part of stakeholder quality.
This reflects a broader trend where success is closely part of stakeholder quality. This reflects then a
broader trend where success is closely connected to the initiatives in the area of circular and
sustainable economy [42,43].

Another finding is the lack of statistically significant differences in perceptions across role
classifications, seniority, and age ranges, as evidenced by the One-Way ANOVA results. Whether an
individual is a junior contributor in terms of experience or a middle-level manager with more than
10 years of experience, there is a unified consensus on the importance of these quality dimensions.
This good level of alignment across the respondents suggests that the MBNQA framework criteria
are aligned with the professional culture of the Romanian IT sector, thus providing a robust
foundation for future larger-scale studies indicated in a similar study [23].

The achieved results validate the theoretical integration of the MBNQA with practical SRM
models such as the PMBOK and the SRMMM. The strong correlations between Leadership (V1) and
Workforce (V2) can also be shown to reflect the stakeholder-centric lifecycle of identifying,
understanding, and engaging stakeholders described in these practical frameworks. By moving
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beyond a checklist-type approach, Romanian IT organisations can use these findings to bridge the
gap between technical proficiency and sustainable value creation [11,12].

These results contribute to the existing MBNQA literature which shows the robustness of the
MBNQA framework across a wide variety of sectors. In addition to its success in healthcare [52], the
framework has proven applicable in mining [30], agriculture [19], sustainable-driven businesses [31],
and supply chain management [34]. Additionally, the results show promising premises for further
research into more targeted studies on the topic of organisational resilience and business continuity
by using the MBNQA excellence framework, where these dimensions are main topic of the study
[21,22].

The practical implications of this study are directly given by the strong positive correlations
identified between the MBNQA multi-dimensions, most notably the dominant relationship between
the Workforce (V2) variable and SRM quality (r = 0,93). As a result of these values the question that
arises is whether Romanian IT organisations shouldn’t look at prioritising development of soft-skills
systems over purely technical infrastructure. Given the strong correlation between the Leadership
(V1) and Workforce (V2) variables, the practical application of these results requires management
representatives to look into evolving from task supervision towards enabling stakeholder value
generation with the help of formal frameworks, such as the PMBOK. The One-Way ANOVA results
seem to indicate a professional consensus across all the seniority levels. This in turn could suggest
that the targeted industry is acceptable of adopting standardised quality models.

Building on these results, several original contributions emerge:

e  Suitability for SRM: The adapted MBNQA framework is suitable as an initial approach for
driving quality into SRM activities within specialised sectors such as IT.

¢ Role of experience: The study confirms that effective SRM requires a certain level of professional
experience, as reflected in the seasoned survey population.

e  Process refinement: The obtained insights can help guide organisations in order to refine
internal processes or exploring additional performance-oriented frameworks to enhance SRM
practices.

e  Measurable improvements: By focusing on key dimension of the Workforce (V2) dimension,
organisations can achieve measurable improvements in their SRM endeavours, therefore
leveraging the observed correlations to prioritise interventions for maximum impact.

To replicate these results, organisations can be encouraged to adopt a broader range of
excellence frameworks, supported by the ongoing updates of established methodologies such as the
PMBOK [33]. Research using both historical MBNQA data [51,52] and recent studies highlights that
SRM has a dynamic nature. It requires a continuously updated stakeholder database that is regularly
reviewed to reflect market changes.

Based on the described methodology in this paper, future research could be performed to repeat
this survey on populations holding purely theoretical experience to compare results, as studies
indicate that soft skills and risk management responses will remain central elements in education and
organisational excellence [6,23].

Despite its contributions, the study has several limitations. The sample size was relatively small
(N = 52), which may limit the findings. As the survey targeted only Romanian IT professionals in
industrial engineering contexts, results may not extend to other sectors or geographic regions. The
cross-sectional design captures perceptions at a single point in time. This approach makes it difficult
to determine a long-term causal relationship or the evolutionary effects of MBNQA dimensions on
SRM performance. Future studies should seek to address these limitations by increasing the surveyed
size, including more diverse populations, and employing longitudinal designs to track SRM maturity
over time.
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6. Conclusions

This study looked into evaluating the applicability of the MBNQA excellence framework as a
tool for assessing and enhancing SRM quality within the Romanian IT sector. The empirical results
confirm that the MBNQA framework is a robust and appropriate model for this purpose, providing
a multi-dimensional lens through which organisations can navigate complex stakeholder landscapes.

The main conclusions of this research are now summarised. First, the results demonstrate that
Romanian modern organisations can effectively use the MBNQA framework to assess SRM quality
through both internal factors (Leadership and Governance, Workforce) and external factors
(Customers and Markets, Community Engagement). Among the four dimensions, the Workforce (V2)
factor emerged as the most significant predictor of SRM quality, showing the highest correlation and
standardized impact. This underscores the critical role of human capital and employee engagement
in fostering high-quality stakeholder interactions in a value-driven IT ecosystem. Secondly, this study
revealed strong positive correlations across all variable pairs, particularly between Leadership and
Workforce factor, indicating that these dimensions are mutually reinforcing. This supports the
systems thinking perspective inherent in excellence models [1,2]. Thirdly, the lack of statistically
significant differences across age, seniority, and professional roles could suggest a high degree of
professional consensus within the Romanian IT industry regarding the importance of quality
standards in SRM. These findings extend the documented robustness of the MBNQA framework
beyond traditional sectors such as healthcare, education, and agriculture into the specialized domain
of IT-driven industrial engineering, considering the increased demand for organisational capabilities
such as quick business continuity practices and organisational resilience capabilities [19,21,22,51,52].

From a practical perspective, the insights obtained can guide organisations to prioritise
improvement actions, namely in leadership development and workforce capabilities so as to achieve
measurable improvements in SRM performance. Furthermore, the study highlights that effective
SRM is a dynamic process which requires to have stakeholder databases which are continuously
updated and regular reviews so as to adapt to market changes. While limited by a small sample size
(N=52) and a cross-sectional design, this research provides a foundational approach for integrating
quality excellence into stakeholder management. Future research on this topic should aim to include
larger, more diverse populations and longitudinal designs to track the long-term impact of these
quality dimensions on organizational sustainability and competitive advantage (Badea et al., 2023;
Fleacd & Stanciu, 2019).
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The following abbreviations are used in this manuscript:

Acronym  Acronym meaning

Al Artificial Intelligence

CSR Corporate Social Responsibility

EEOC Equal Employment Opportunity Commission
IT Information Technology

GDP Gross Domestic Product

MBNQA Malcolm Baldrige National Quality Award
NIST National institute of Standards and Technology
PMBOK Project Management Body of Knowledge

PMI Project Management Institute

OSHA Occupational Safety and Health Administration
SD Standard Deviation

SEM Standard Error Mean

SMS Sustainability management system

SRM Stakeholder Relationship Management
SRMMM  Stakeholder Relationship Management Maturity Model
VUCA Volatility, Uncertainty, Complexity, Amiguity
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