
138 ������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392 

  

www.mui.ac.ir 

����  ���	 
��� 
��� ��������� �� 
���� ��� ���� �� ����� �� )"( ���$%�*  

  

����� ���	
�1 
������� ��� ���� ����2 
����� ��� ���3 
���!" �#�3 
����$� �#
���4  

  

 

�����   

�����:  ����	
 ��
 
�� ��
 ���� ������ ��� ���
� ��� ��� ��� !� "��� #
��$
� #� ��%&�� ���
.  ���& (
��) ���
 *�� +
��� �����,�

�-.��� � (���� ���
 #/��0 ���12�3 4��
� 
� ��5�6 ���3
 ����� ���
 78�/ 9�� 4��
� "��  � (���� " ... (
��) �
 :�� "�����

���  ;�.� #
��$
�#� ��
 *�� ��12�3 <�,= � ����
.  �
 *�� $�9$�0 #8
�
 ��)�0 ���>& $� ?�� ��� ;��@ $� ��-	
 "��  :�� A�8� �
 #
��$
�

 #B�C/)EFQM  ��European foundation for quality management excellence model ( FG�6 #8�� H��� �� 8
���
 
�)I(  ��	5=���
.  

 ��	
�	�
:  �)�0 ���>&4 8� $� "��

�6 #5�=�/ (�CB�J� "- ��
 #CJL� .4C��! "   M��� "
��N15  ��
� ������ � ��8���
�6 $� �5�

 FG�6 #8�� H��� �� 8
���
)I ( :�8 
�1389 ���� ��� �� "
����8 (
�= 4
 46 ��
 .9��� "
�N��Q 
��
� �8�& ��� 4���  �
���� 8� "EFQM 

 � �R�Q 
��. M��C/ �
�� 46 ��
 S��) $� 9��5 8� �
 �N #����& � �R�Q 
��. ���T/ �
�� ��8���
�6 � ��/�8� U�6 �
 �N #���
  

alpha Cronbach's� 97 �� *��C/ �=
� .H�� A�8� �
 9$�0 4� 
� (�3W@� M�2,/ � 4��X/  
��R�SPSS �� H�X��.  

����� ��:  FG�6 #8�� H��� �� 8
���
)I ( �#
��$
� *�� 
�599  $�� ��9$�0 46 ��� Y�Z �� ��� 4
  ��$�8������/ "300 9$�0 �  \�� � "299  $�� ��

������ S^6 .4� M���3 $� H��6 �� $�� �� �=
� *��_�� #� ��$ 
��. 4
 4��Q ���
 : "�-�
60 7� ��=
�  ">/�� 8� � #b�58  ���6
�6 ��=
�  

68  �6�� � +
��� ��=
�60  �������R ��=
�56 b� \�� � ��=
� "� 58  ���6
�6 \�� � ��=
�60  4C��! \�� � ��=
�63  "��26 \�� � � �=
�

 ��12�361 �=
� .  

����� ����: 4X� �  #B�C/ :�� A�8� �
 #
��$
���� "EFQM 4�	/ 4
 �X�� 46 ��
 *��  
� cC) � (�. d�L� $� #/�3W@� F ^�8 U� "9  9$�0

 FG�6 #8�� H��� �� 8
���
 
� $�� �� *��C/ �)I (9$�0 ����3 4
 cC) d�L� �
���
 ;J�� $� 9��5 8� �
 � A�8� *�� �
 46 ��  42���� �
�� ��-	
 "��

9e��& � �R�Q 
��. �� *��C/ ��-	
 "��.  

����  ����� ���: �� 8
���
 f��5�6 #��&�
� ����
 #B�C/ :�� f��12�3 #
��$
�  ��  

  

�R��
� 4B�L�: 4/2/90  #��	� iW=�: 1/12/91  

4B�L� j��%&: 7/12/91  

�����:  "#$� �%� 	�
%� "�%&' ��(� )
���(� �
� "*+
,�� �
�-



.�%$� #+
�/� "
.� 
��0�. �	
�  �
��� ��� ���� �� �
��� ���

 ���� ��
� ����  �!���"#� ��)�(  ��&'� . 	
���
 ������

 ����1392 210 )1 :(145-138.  
  

���&�  

 )
�,
� �� �� ��;$�� #<
�,�
 =
>+ �0?� �%��
 � 	���.

�,
�+
 *<  @$AB� �
C<
 �� #<
�,�
 =
>+ )
�D� *E ��
 �


 "F
��
 "	
+
;�
 � G<
H� ,
 ��
IA�
 �� #<
�,�
 ,
 ��
 )
�,
�

�JK
�A�
  � 
� .... ,
 #;� )
0H� *<��
�%< ����  )
�,
� �
�  

  

  

  

   

∗ 9
��� #/�L�L,/ i�@ M=�0 4B�L� *��  "288086 #�  78�/ 46 ���

9�1b��� �8� 9�� ����0 ��	5=� #1��& H�23 9��b��� ������ ".  

1- 9�1b��� �#�$��N ������ �"� 6� "�Xb���  "# �
�/ H�23 �
 �6�� � ��	5=� 9��b���(�L�L,/ 9�1b��� ���W8 ��Z .� � ������ " 

#��8
 IW@� � ������ #1��&���	5=� #1��& H�23 9��b��� � 
����� ���	5=� )9��^��� :�k^� "( 

Email: f_eghbal@yahoo.com 
2- �� 8�4����
 ������ �  "��
N �6�� �#�$�� (�L�L,/ � ������

 ���W8 ��Z .�9�1b���  "#��8
 IW@� � ������ #1��& � 9��b���
 ����� ���	5=� ���	5=� #1��& H�23  

3-  �#�$��N ������ �
��b���9�1b���  " H�23# �
�/ � ���	5=� 9��b���
����� ���	5=�  

4- �#���
� # ���	
 (���� ������ �A���
�6  #8�� H��� �� 8
���

 FG�6)I( ������ ���	5=�  


' ()* +��,� 



   :�-.� 4��$�R��
�1�� � 

 

 
������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392  139 

  

www.mui.ac.ir 

#� L0&(� �0� . ,
 #�
MN �0>H� *< )
�,
� �� �� ��
 ,


�%O
C� �%<0P�� � �%<0$Q� )
/%�  R%(� �� �J�� *< �0S �
�

�0S =
>+ *< =��� ,
%+ "
�0T � ��%U%T  ��
� #<
�,�
)1 .(  

�0S  ���N�
E 	�
V- ��? ��H�
�� )
0H� *< *E #<
�,�


*�
+�<  W%T ,
 �
�#� �
E *< ��� �%%CK  ��
IA�
 �H�,
%+ "���

#� #X0YB� �
�0ZO
 � 
��
/<
 ,
  ��
<)2 .( [
0+
 )0HE
K

��� ,
 #I$AB� ��� ��
IA�
 � #��C� "���N�� �
�  �� *E �+


��� ��
 )
%�  ���N�� ��� "
�European foundation 

for quality management excellence model  ,



H�*AS ��� ���K  �� 
� ��<�
E ���A�%< *E ��
 ���N�� �
�

)
�,
� ��;$�� #<
�,�
 ��
� �0S ,
 
� .  

 ���EFQM  ��K�< \�
A+ *E ��
 �DAC�) ")
��A��

*C�
? � )
HE�
E ( ��
%� � �JK
�A�
 ����� ]��� ,


#� ^X
' 
��H�
�� � G<
H� "�E�
�� �0� . ��
%&< F�S �<

L0_�
_ ,
 �
�A�
 �
�  *< `
��X *E #�B<)
��H�
�� ( 	
�
�-


#� *?0K  	
�
�-
 *< �� ")
&;� �0� *< ��� ��
 "�HHE

)�H�+
0K 
�,
� (#� *?0K \�
A+ *< �� �  �HE)3.(  

 #+
�,
� ��N�� ��� ��
�<
H<EFQM #� a�E  
K �HE

 #�B<�b
 � #�
�
E �0��< ��? �� �
C<
 #�
�K �� )
�,
�

=
M  � *A�
��< ��bc� �
� � )
��A�� ��
.� ]��� ��
 ,


�d #� �%�eK )
CI+ �0� . � )
HE�
E �E�
�� 
< ��� ��


 �
�< �%-�S � ��%M�
� �X�� "�0�
 �� )
+N )�
� �O
S�

#� ��
�� ��
&� �0� *< *��  �%D�0� *E ��0� *< �HE

#� �%�VK 	�� �H$< �� 
� )
�,
�  �HE)4 .(  

�� � ��
��< WB< �� 0ZO
 ��
 �
�?
 
<�%O
C� ")
�  �
�

#� 	�0X #H%C� �0ZO
 fO
- �� WB< ��
  *< ��
 *E ��%M

#� /%+ �%C.� �%%gK �
�< h�A�� )
<, �
i�
 #HC� ��
< .

*&�
D� � #<
�,�
�0S )
;�
 "��
 �< ���� �%O
C� �  �
�

*�
�
 � �Z��;� 
< #+
��� #A�
��< 	
&�c�  �� � ��0S,
< �

� ��
��< WB< �O
�� ]D(K ��
�+ #O
CK � )
���  #�
�M

 ��
� ��
0S �0?�)5 .(  

 ]�0�K ^�
� *E #+
�,
� ��K�< �
�0ZO
 F
��
 � ����

�0S )
�,
� �%< a��/+ ��
;�� "a%K
�A&%� #<
�,�
  "
�

 #<
%A�� 	
�
/O
 ,
 #�
MN \���K "	
���
 ��
�K *< ]�0�K

*H%�, �� )
�,
� ]�0�K � �%I%E �  �H�
�� ��%M�
E *< �� 
�

�<#� �%I%E ������ �0�  �%H_ ,
 ��
IA�
 �%��
 "��
<

 F
��
 *< )�%�� �� )
��� � ��
��< WB< �
�< 
� #�0ZO


#� ���� WAO
�� ]D(K � j0�  �HE)1 .( 

Nabitz*CO
Q� a� �� "  )
A��
�%< �� ���0� �

Amsterdam �0�+ )
%< k�� ���< 
� #<
�,�
 \�
A+ �H$�:  

 �����43 RS "�X��  � #�� �JK
�A�
65  "�X��

 )
HE�
E63  
E�� � G<
H� "�X��58  
��H�
�� "�X��  

64  ��A�� \�
A+ "�X��33  )
HE�
E \�
A+ "�X��53  "�X��

 *C�
? \�
A+56  ��;$�� ��%$E \�
A+ � �X��35  �X��)6.(  

Nabitz*CO
Q� a� �� "  )
A��
�%< �� ���0� �

Jellinek � ���< 
� #<
�,�
 \�
A+ )
�ON ���0�+ )
%< k� :  

 �����34 RS "�X��  �JK
�A�
 � #��52  "�X��

 )
HE�
E58  
E�� � G<
H� "�X��51  
��H�
�� "�X��  

56  ��A�� \�
A+ "�X��41  )
HE�
E \�
A+ "�X��44  "�X��

 *C�
? \�
A+55  ��;$�� ��%$E \�
A+ � �X��33  �X��)7.(  

Moeller )8 (*CO
Q� ��  #<
�,�
 *< �
17 
�,
� 	
��S )

 ��
�+ �� � �S
��T 
;���N �� #O
CK ��� n
�
 �< #A�
��<

�0�+ )
%< k�� ���< 
� #<
�,�
 \�
A+ �%Z+
%� :  

 �����58 RS "�X��  �JK
�A�
 � #��45  "�X��

 )
HE�
E40  
E�� � G<
H� "�X��69  
��H�
�� "�X��  

44  ��A�� \�
A+ "�X��55  )
HE�
E \�
A+ "�X��46  "�X��

\�
A+  *C�
?63  ��;$�� ��%$E \�
A+ � �X��35  �X��)8.( 

Juhl *CO
Q� a� �� )
�
;�� �  )
A��
�%< �� ���0� �

Danish  )�%��T 
<50  ��0� �� �
c�9  ��� �
%C�

EFQM �0S ��
 ,
 ���N ��� *< 	
���
  ���< 
� #<
�,�


�+��E )
%< k�� :  

 �����94 RS "�X��  �JK
�A�
 � #��74  "�X��

 )
HE�
E78  
E�� � G<
H� "�X��72  
��H�
�� "�X��  

66  ��A�� \�
A+ "�X��68  )
HE�
E \�
A+ "�X��37  "�X��

 *C�
? \�
A+68  ��;$�� ��%$E \�
A+ "�X��74  � �X��

 
� ,
%A�
 ���A�%< *E ����� �
%C� �� )
%� #���< *< op�

C� � �0< ��
� q
YAS
 �0S *< ,
%A�
 ���A�E *E )
HE�
E �
%

 �HAS
��T �0< ��
� q
YAS
 �0S *< 
�)9 .(  



9$�0  #B�C/ :�� A�8� �
 ��-	
 "��...   

 

  

140 ������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392 

  

www.mui.ac.ir 

�0S �� )
�
;�� � *�0H��  "�
J+ #��
� )
A��
�%< �� #<
�,�


�,0' #<
�,�
 \�
A+ �H�+
0K � �+�0�+ )
%< k�� ���< 
� 
�,
�:  

 �����6/80 RS "�X��  �JK
�A�
 � #��8/75  "�X��

 )
HE�
E6/77  "�X�� 
E�� � G<
H�3/82  
��H�
�� "�X��

9/76  �X��)10.(  

#���< *< *?0K 
< ��H�� )
�+ *E ��� =
i+
 	
CO
Q� � 
� � 

 ���N�� ��� ���N�
EEFQM �.
' W��JT ,
 F�� "��
 

�,0' #�
�
H� "��
 ,
� �� ���N�� ��� n
�
 �< �0��< �
� 

EFQM  �r
E #�0� =
�
 )
A��
�%< ��)[ ( )
�IX
�0<.  

  
���
' ()�  

*A�� ,
 � ���<�
E �.
' W��JT #I%X0K 	
CO
Q� � - 

 �
� �� *E �0< #CQD�1389  #�0� =
�
 )
A��
�%< ��  

 �r
E)[ (�� =
i+
 .*C�
?  "W��JT �15  )
�
H��
E ,
 �I+

 ��
���� ]��� ,
 *E �+�0< )
A��
�%< ���
 )
���� �

�+�� L
BA+
 .��
� ���N��M �
/<
 W��T "
� *�
+  � ��
�+
A�


EFQM  a�E 
< )N #�
�� � ���M �
�- ^��CK ��0� *E �0<

f��. ,
 ��
IA�
 
< )N #�
�
T � �� �%�eK )
�
H��
E � �%K
�
  

alpha Cronbach's" 97 ����M �%%CK �X�� . ��
�+ ��

W��T *�
+  ")
���� 
< *�'
Y� � #���M �
E 	
&$? #� 
�

�� ^%�;K 
��'
� *< *C?
�� � )
�
H��
E .  

*��
(� �
�<  �
�< �
�
� ]QH� ,
 "
��
%C� ,
 a� �� ,
%A�
 �

��
? "��;��� �X
H� *< #��,
%A�
  ��Z+,
< � #<
�,�
 "�,
�

�� ��
IA�
 .#MJ�� 
< ��;��� �YH�  � )�0< f�
H� �
�

 "#Z_�
p;���
? �YH� #MJ�� 
< �,
� =
>+ � �
�DA�
 �
�  ��H�

#MJ�� 
< ��Z+,
< � #<
�,�
 �YH� ��
�+ �� � �,
�+
 �
�  "��%M

���M �
�- WiH� ��0� "�0��< � ��%M�
� . ,
 a��� *<

#MJ��  
K �IX ,
%A�
 
�100  ��4 *DQH�  "�X�� �25  "�X��  

75  � �X��100 ��
� q
YAS
 �X�� .
� ��
�+ ����  
< 
�

sS
� ,
 ��
IA�
 =�+ ,
 ��
IA�
 
< � #I%X0K �
�N �
�  �
/�


SPSS )SPSS Inc., Chicago, IL (���M �
�- ^%$(K ��0�.  

  
�*��� �"  

 ���? �� *E �0� )
�� #<
�,�
 ��
 ,
 ���N ��� *< 	
���
1   

#� ���
��  [0�i� ,
 ����� *E ��
 )N ,
 #E
' �0�100 

 "�;�� ,
%A�
60  � ,
%A�
60 ���+ �X��  �
%C� "^E �

RS  [0�i� ,
 �JK
�A�
 � #��80  "�;�� ,
%A�
47  � ,
%A�


58 ���+ �X��  [0�i� ,
 )
HE�
E �
%C� "^E �90  ,
%A�


 "�;��61  � ,
%A�
68 ���+ �X��  
E�� � G<
H� �
%C� "^E �

 [0�i� ,
90  "�;�� ,
%A�
54  � ,
%A�
60 ���+ �X��  "^E �

%C� [0�i� ,
 
��H�
�� �
140  "�;�� ,
%A�
78  � ,
%A�
  

56 ���+ �X��  ,
 )
��A�� 
< R�K�� \�
A+ �
%C� "^E �

 [0�i�200  "�;�� ,
%A�
116  � ,
%A�
58 ���+ �X��  �

 [0�i� ,
 )
HE�
E 
< R�K�� \�
A+ �
%C� "^E90  "�;�� ,
%A�


54  � ,
%A�
60 ���+ �X�� K�� \�
A+ �
%C� "^E � *C�
? 
< R�

 [0�i� ,
60  "�;�� ,
%A�
38  � ,
%A�
3 ���+ �X��  � ^E �

 [0�i� ,
 ��;$�� ��%$E \�
A+ �
%C�150  "�;�� ,
%A�
91 

 � ,
%A�
61 ���+ �X�� �+�0�+ f&E 
� ^E � . ��
�+ ��

 "#<
�,�
 ��
 �� )
�IX
 �
Z�+
� #+
&+
 G<
H� ������599 

 *E ��E f&E ,
%A�
300 ,
%A�
 �,0' *< t0<�� )N  �

�H�+
0K ,
�  � 
�299 �,0' *< t0<�� )N ,
%A�
 �0< \�
A+ �.  

  
 �)�+1 : -.�/ ��!� 0��� ��*�����' �
1��� �'��	��)3 ( ��

�"���5� 	� 0��/ 
"  
���	  
�� !"� ���	��#�  ��$ %&� '����� �(	�  ��)� ��� 

1 "�-�
 60  60 100 

2 7� ">/�� 8� � #b� 47  58  80 

3 ���6
�6 61 68 90 

4 �6�� � +
��� 54 60 90 

5 �������R 78 56 140 

6 ���� b� \�� � 116 58 200 

7 ���6
�6 \�� � 54 60 90 

8 4C��! \�� � 38 63 60 

9 ��12�3 "��26 \�� � 91 61 150 

 (�$�� �� +�! 599  1000 

  

 �
�0�+ �� *E �0� )
��1  ,
%A�
 ���A�%< "�� ���
��

 f&E�,0' *< t0<�� ���  )
HE�
E �68 ,
%A�
 ���A�E � �X�� 

�,0' *< t0<�� ��� f&E  "
��H�
�� �56 #� �X�� ��
<.  



   :�-.� 4��$�R��
�1�� � 

 

 
������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392  141 

  

www.mui.ac.ir 

  

  
  

 ���!��1 :6	!� 
" �� 6�7 89� :�"	��*�� �����  
  

�,0' �� �H�+
0K �  ���? �� *E �0� )
�� 
�,
�2  �

 �
�0�+1 �,0' *< t0<�� ,
%A�
 ���A�%< "�� ���
��  �

 ")
HE�
E23 �,0' *< t0<�� ,
%A�
 ���A�E � �X��  �

 "
��H�
��18 #� �X�� ��
<.  

�,0' ��  ���? �� *E �0� )
�� "\�
A+ �3  �
�0�+ �1 

 "*C�
? \�
A+ �
%C� *< t0<�� ,
%A�
 ���A�%< "�� ���
��  

27 �,0' *< t0<�� ,
%A�
 ���A�E � �X��  ")
��A�� \�
A+ �

23 #� �X�� ��
<.  
  

�+ �)2 :6	!� �� 6�7 ;�/ 	��*�� �<�� �=���!> : �"	��  

���	  
	��#�  	� 
�� !"� ���

�'*+ �,)��*� � ��'��  

 %&� '����� �(	�

��$  

1  "�-�
 20  
2  7� ">/�� 8� � #b� 19  
3  ���6
�6 23  
4  �6�� � +
��� 20  
5  �������R 18  
  +�!  100  

  

 �)�+3 :6	!� �� 6�7 ;�/ 	��*�� �<��  :?��*�  

���	 
 	� 
�� !"� ���	��#�

�'*+ -���� �  

 %&� '����� �(	�

��$  

1  ���� b� \�� � 23  
2  ���6
�6 \�� � 24  
3  4C��! \�� � 27  
4  ��12�3 "��26 \�� � 26  
  +�!  100  

@�'  

,
 ^X
' \�
A+ #<
�,�
�0S  ��
�? �� *E �0� )
��1  �2 

 f&E ,
%A�
 �X�� ���A�%< *E ��
 )N �Z+
%< �� ���
��

�,0' �� �� � [0�i� �� �� ��� �H�+
0K �  *< t0<�� 
�,
�

�,0' �0< )
HE�
E � .*QD+ �$� �,0' �� 	0- �  
� )
HE�
E �

#�  *< )
0K"�,0' ��
 q0YS �� *E #�
���;���  )
A��
�%<

 �r
E #�0� =
�
)[ ( k�� *< *E �0�+ ��
�
 ��
 ��
� =
i+


#� ��, ��
< :  

- �H�+
0K ���� ��
/M�< ]��� ,
 )
HE�
E �,
�  �
�

�
M�
E "#�,0�N  #�,0�N �
��
H%�� � 
� 

- 	�
�� #�
�
H�  
< R�K�� �%P � R�K�� �
�  

)
HE�
E ^g� 

- �
�  )
HE�
E 	
�
�H�%T =
>+ �,
�+
 

- 
/M�<n
T ��
�� �� ���
H� *< ��
�  "), ,�� �
�

 � �M�
E ,�� "a�/T ,�� "�
A��T ,��... 

-  )
HE�
E #A�%C� � #�
�� �
�,
%+ *< *?0K 

- #$g� 	
��
B� 
< t
�K�
 �� )
HE�
E uI' *< *?0K 

- *��� �� t
�K�
 ��
�-�<  )
HE�
E 
< �bc� � 

- v�K ,
 ���DK  � �0��< �
i�
 �� )
HE�
E �
�

 )
�,
� �%D�0� v�A&M 

 ��
�? �� *E �0� )
��1  �2  ,
%A�
 ���A�E �� ���
��

�,0' �� �� � [0�i� �� �� ��� f&E �H�+
0K �  
�,
�

�,0' *< t0<�� �H�
�� � �0< 
� .  

#� 
� �,0' ��
 �� ,
%A�
 W�
E �$�  *< t0<�� )
0K

"	
�>+ h�� =�� �%>+ #$�
0�  "��A�� 	
�
>A+
 � 
�,
%+

*�
�
 =��  	
�
>A+
 � 
�,
%+ n
�
 �< 	
��S � 	
/%�iK �

")
�
�%<  *< t0<�� 	
�
/O
 �
�?
 � 
���
�+
A�
 ��
�� =��

 ")
A��
�%<�&+
� . ��
 �0��< ��? #�
���;��� ��
�<
H<

#� �
�H�%T �,0' �0�:  

- #iH��>+ =
i+
  )
HE�
E � )
�
�%< ,
 @$AB� �
�

��  "	
&%�eK "a+
< "*%$D+ "��
A��T 	
��S "*�wgK q0YS

�x��T ����K � /�� �
V�  ��
 \�
A+ n
�
 �< �0��< �
�

#iH��>+ 
� 

-  #;�/T =,
0O � ��
� ��
��� �H�
�� #A����� k�X
  



9$�0  #B�C/ :�� A�8� �
 ��-	
 "��...   

 

  

142 ������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392 

  

www.mui.ac.ir 

 *+
S��
� ,
)*%�K ��? ��
�%< y%�  ��
�+ ,
%+ ��0� ���
� �

�0� ��
�� )
A��
�%< ,
 z�
S *<( 

- *C�0K  � 
�,
%+ n
�
 �< 	
��S � 	
/%�iK �

 )
�
�%< 	
�
>A+
 

-  � ^�
E ��
.� ��? �� 
��H�
�� �0��< � ��Z+,
<

 \�
A+ *< *?0K 
< )
�%M
�� � )
�
�%< �
�< ���/�
 v,�


#<
%�,�
 ��� =
i+
 �
� 

-  *< t0<�� 	
�
/O
 �
�?
 � 
���
�+
A�
 ��
��

 )
A��
�%< 

 ���? �� *E �0� )
��3 ���
��  ,
%A�
 ���A�%< "��

�,0' �� ��� f&E  "*C�
? \�
A+ �
%C� *< t0<�� "\�
A+ �  

27 �X�� �0< .)N ,
 *E 
? �,0'  \�
A+ �
��
%C� ^�
� \�
A+ �

 ��;$�� ��%$E \�
A+ � *C�
? \�
A+ ")
HE�
E \�
A+ "��A��

"�HA&� ��HHE )
%<  f�
H� �
�?
 ,
 ^X
' �
����
A�� �

�H�+
0K �
��
%C� 
��HA&� 
�, .*QD+ ��
�<
H<  	0- � ��
 ��

#� 
� �,0' ��
��< 
< R�K�� �
��
%C� *< )
0K  *C�
? �
�

 ��c&� �+���� a� )
0H� *< )
�,
� ��;$�� �%>+) �
��


�X�� "*C�
? 
< R�K�� 	
���
  t
�K�
 "#�
�?
 ��
&� �
�

)
�,
� � �%O�c&� 
<  �< ]�QH� �
��
A�� =
i+
 "R�K�� �
�

�S
j(��i+
 
< �E�
�� " ���M � 
�  #$(� �
�) *< a�E

�%O
C� *< a�E "#;�/T � #�
�� 	
+
;�
  � #�,�� �
�

*C�
? �
��
 �P
�� 	
-�
(��
�
 "  "#$H��T 	
�%%gK 
< R�K�� �

)
�,
� � �%O�c&� 
< f�
H� �
A�� "���S W�0T  R<��d �
�

*�
H%�
0M ���X ��0� �� �&+
� 
�,0i� � 
� .  

��A�E�,0' �� ��� f&E ,
%A�
 �  *< t0<�� "\�
A+ �

#� *E �0< )
��A�� \�
A+ �
%C�  R�0A� �%>+ #$�
0� *< )
0K

 "o+
x��
 v��wT �
�CK "�BK �
g�
 �X�� "�
�%< ��
-


*+
�
� �%Z+
%� sS
� "��A&< �  �� )
�,
� #$S
� �
�

 )
�
�%< ,
 #iH��>+ "��A�� ��
�
�� � ��
.� 
< t
�K�


 ��?*�
�
 �0�+ ��
�
 	
��S �  . 

Nabitz )6(  )
A��
�%< #<
�,�
 �� *E #K
���
 ,


Amsterdam  ���A�%< *E �
� )
�+ "���N ��� *< �H$�

*%'
+ �,0' *< t0<�� "	0- � RS #K
���
 �  � #��

 "�JK
�A�
65 *%'
+ ���A�%< � �X��  t0<�� "�0��< �H�,
%+ �

�,0' *< E�
E \�
A+ #K
���
 � ")
H33  
< *E �0< �X��

*A�
� ��
�+ #�0&�� W��JT �
� .  

Nabitz )7(  #<
�,�
 �� *E #K
���
 ,
 )
A��
�%<

Jellinek ���N ��� *< )
�ON �� ���A�%< *E �
� )
�+ "

*%'
+ *< t0<�� 	0- � �,0'  ")
HE�
E #K
���
 �58 �X�� 

*%'
+ ���A�%< � �,0' *< t0<�� "�0��< �H�,
%+ � 
 � #K
���

 "��;$�� ��%$E \�
A+33 *A�
� 
< *E �0< �X��  W��JT �
�

�,0' �� �.
' ��
� #�0&�� ��;$�� ��%$E \�
A+ �.  

Moeller )8 ( �� *E #K
���
 ,
 #<
�,�
17  )
�,
�

"���N ��� *< 
;���N �� #A�
��< 	
��S �
� )
�+  *E

*%'
+ ���A�%< *< t0<�� 	0- � �,0' G<
H� #K
���
 �  �

 "
E��69  � �X��*%'
+ ���A�%<  *< t0<�� "�0��< �H�,
%+ �

�,0'  "��;$�� ��%$E \�
A+ #K
���
 �35 #� �X��  ��
<

*A�
� 
< *E �,0' �� �.
' W��JT �
�  ��%$E \�
A+ �

��
� #�0&�� "��;$��. 

Juhl  )
�
;�� �)9(  �� *E #K
���
 ,
 #<
�,�


 )
A��
�%<Danish �+���N ��� *<  ���A�%< *E �+�
� )
�+

*%'
+ *< t0<�� 	0- � �,0'  "����� #K
���
 �94  � �X��

*%'
+ ���A�%< �,0' *< t0<�� �0��< �H�,
%+ � #K
���
 � 

 ")
HE�
E \�
A+37 �X�� *A�
� 
< *E �0<  �.
' W��JT �
�

�,0' �� ��
� #�0&�� )
HE�
E \�
A+ �.  

 )
�
;�� � *�0H��)10 (#K
���
 ,
  #<
�,�
 �� *E

�,0' �H�+
0K �  ��� *< �
J+ #��
� )
A��
�%< �� 
�,
�

*%'
+ ���A�%< *E �+�
� )
�+ "�+���N  *< t0<�� 	0- �

�,0'  
E�� � G<
H� �)3/82 �X�� (*%'
+ ���A�%< �  �

�,0' *< t0<�� �0��< �H�,
%+ RS �  �JK
�A�
 � #��  

)8/75 �X�� ( 
< *E �0<*A�
� � W��JT �
���
�+ #�0&�.  

  
�A�*� :
�B  

*<�iK �  ��� �
�?
EFQM �,0' �� �  �0� *< "����

K �0-e#� �%� *E �HE  ���<�
E �
%&< �,0' ��
 �� ��� ��


#� #� )
�,
� �� �%I%E �
DK�
 f?0� � ��
< �0�  #A' �

#� �
�%< )
��� �%I%E �0��< {�
< ���M .*�H? ,
 #;�  �
�

 ��|�EFQM #� #<
�,�
�0S ,
 ��
IA�
 )
;�
  ��
<
�_  *E



   :�-.� 4��$�R��
�1�� � 

 

 
������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392  143 

  

www.mui.ac.ir 

 �E�� )N �� *E ��
 #+
���� �
�< ��H+
/%Z+
�< �%O
C� a�

#�  #'
0+ � 	0- t
D+ "��
� �A&%� a� ]��� ,
 
K �HHE

 �0S )
�,
� f%K�K ���< � ��
� s%B�K 
� �0S �0��< ^<
-

�H�B�< ����%T � �0��< 
� .  

 ��� �
�?
#+
�,
� #O
CK f�� " #A<
-� �
V� �
i�


)
�,
� #O
CK �
�< �,0' �� �
C� �
� ���� � {�
< "

)
�,
� ��
 ]�0�K �0S 	
%$�� =
i+
 �
�< 
�  � #<
�,�


*H%�, � 	0- t
D+ �S
H� �0��< ^<
- �
�"  =,} �
V� �
i�


)
�,
� �%< ]�0� 	
%<�iK ��
�K �
�< �,0' �� �
C� �
�  �

����" �< �H�
�� ��0DK)
�,
� �� ��A&� �0�  �� �
C� �
�

�,0' ���� � � )
�,
� �,
��H�+
0K �,0' �� �
C� �
�  �


�
 �
A�
� �� �����* � �A�< �%I%E 
< 	
��S #� �0�.  

�0S 
<  #O
CK ��� n
�
 �< #<
�,�
EFQM  a� *E

#� ��
 �0��< =
i+
 �
�< ��%$E �H�
��  *< )
0K s%B�K

�X�� � 	0- t
D+  �0��< �
���
� ���  �0S ��
 *E a�E

#� �%O
C� �HE �,0' ��� ��
��<0ZO
 �
�  �0� /E��A� #�
�

�+�
� )
�,
� �
�< 
� G�
H� ���A�%< *E  �� ��� ��
 �
�?
 
<

 ��%Z%T � ��
�H�%T #�
���;��� �
�?
 � )
A��
�%< ��


#� 
���;��� ��
 �
�?
 ,
 ^X
' \�
A+  W�
E f�� )
0K

,
 ��
%&< WO
_ �
�+ =
M #O
CK �%&� �� � ��� 
�.  

  
�"��C=D�E  

 �
�< ��, 	
�
�-
 "#<
�,�
 ��
 ,
 ^X
' 	
���
 n
�
 �<

*A�
0S �%�eK �,0' �
� #� �
�H�%T �0��< � �0�:  

- ����� a�� #<
�,�
 =
>+ �
�DA�
 � #'
��  

- ��H�
�� v�Z+ 
< )
A��
�%< �
AS
� ��i� #��H��  

-  #iH��>+ =
>+ �
�DA�
�d ,
  )
CI+) ")
HE�
E  

)
�
;+
�%T ")
�
��
�� "*C�
? ")
��A��(  

-  ��Z+,
< � )
HE�
E ��;$�� #<
�,�
 =
>+ �
�DA�
  

]�0�K =
>+  

-  )
���� � )
HE�
E v,0�N G�
? =
>+ �
�DA�
  

- 	
�
�K�
 ������ G�
? k�� �
�DA�
  

- )
�
;+
�%T #<
�,�
 G�
? �A&%� �
�DA�
  

- � ������ �A&%� �
�DA�
 �x�+
 �/%�� 

-     *+
�%Z�%T ��
��Z+ � 	
�%�CK =
>+ �
�DA�
  

- *C�0K � �� �0��< �
���;���
&� ^' � �H�e *%;K 
< *O

)
HE�
E �%-�S �<  

-  )
/%� *< )
�
��� � )
�
�%< ��
.� �
DK�
15 �X��  

-  #M�%�� �� G��&K � )
��A�� 	
�
;� )
/%� W�
E

 )
/%� *<20 �X��  

- �A�� 
< t
�K�
 �
DK�
 )
/%� *< s%S�K ,
 oT )
�  

15 �X��  

- ����(� �� )
��A�� t
�K�
 �A&%� v�A&M �X��  �

WB<  *< ��A&< �
�15   )
/%�  

- ��
.� )
/%� �
DK�
  )
HE�
E ��H�  

- v,�
 ^�
E ��&K ��_ "���0�e� "#-�S
 �
�  � ,
�+


RS )
HE�
E #�
�K *< )
A��
�%< �JK
�A�
 � #��  

- *C�0K � ��� �/%Z+
 �  �*H%�, �� )
HE�
E  �
�

 )
/%� *< "R�K��10 �X��  

-  
�X � �� "~�
0' � #A��� 
< R�K�� 	
�QS W�
E

#M�0ON "[0�Q�
+ �0< �  "#A&�, R%(� �
�5 �X��  

- W%T ��? "��;$�� �< #HA�� =
>+ �
�DA�
  �0��< � #H%<

�,0' �� ��%$E �
����
A��  "�x0O0H;K "G<
H� "
��H�
�� �

� W+
� � 	
���
 #� ��
0� ��
 )0%�
/%+
;� ��
< .  
 
 
References 
1. Eghbal F. Assessment of  human resource management performance at Isfahan Medical Science based on 

European Foundation for Quality Management [MSc Thesis]. Isfahan, Iran: School of Education and Psychology, 
The University of Isfahan; 2008. [In Persian]. 

2. Eghbal F. To be familiar with the model of Utilization of EFQM [Project]. Isfahan, Iran: Teacher Training 
College and Psychology; 2007. [In Persian]. 

3. Naylor G. Using the business excellence model to develop a strategy for a healthcare organisation. Int J Health 
Care Qual Assur Inc Leadersh Health Serv 1999; 12(2-3): 37-44. 

4. Elimar Brandt MT. The Utilisation of EFQM in the Health Promoting Hospital Rüdersdorf [Online]. 2002;  



9$�0  #B�C/ :�� A�8� �
 ��-	
 "��...   

 

  

144 ������  ���� 	
���
 /���� � ���  /��
�� � ��
  /�������
 � ������� 1392  

  

www.mui.ac.ir 

Available from: URL: www.uio.no/studier/EFQM/efqm_example-brandt.pdf/ 
5. Banyloohe B. The study of comarative patterns utilization and pattern presentation for Iran [PhD Thesis]. Tehran, 

Iran: School of Health Services of Management, Iran University of Medical Sciences; 2003.  
6. Nabitz W. A self - assessment process based on Efqm an INK. Proceeding of the Iranian national productivity 

and Business Excellence Award; 2007 Nov 12-13; Tehran, Iran; 2007.  
7. Nabitz W. A two - level EFQM Self - assessment in Health care services. Proceeding of the Iranian national 

productivity and Business Excellence Award; 2007 Nov 12-13; Tehran, Iran; 2007.  
8. Moeller J. The EFQM Excellence Model. German experiences with the EFQM approach in health care. Int J Qual 

Health Care 2001; 13(1): 45-9. 
9. Juhl HJ, Eskildsen J, Kristensen K. Conflict or congruence? The case of a Danish hospital. International Journal 

of Quality & Reliability Management 2004; 21(7): 747-62. 
10. Dehnavieh R, Aale N, Norihakmat S. Self - Assessment based on European Foundation for Quality at 

Hasheminajad Hospital, Iran Medical Science University. Proceedings of the 8th International Conference of 
Quality Managers; 2008 July 15-16; Tehran, Iran; 2008. 



   :�-.� 4��$�R��
�1�� � 

 

 
∗ Research article of Isfahan University of Medical Sciences, No: 288086. 
1- PhD Student, Educational Management, School of Educational and Psychology, The University of Isfahan AND Health 
Management and Economic Research Center, Isfahan University of Medical Sciences, Isfahan, Iran (Corresponding Author) 
Email: f_eghbal @yahoo.com 
2- Professor, Educational Planning Management, Health Management and Economic Research Center, School of Health 
Management and Medical Informatics, Isfahan University of Medical Sciences, Isfahan, Iran 
3- Associate Professor, Educational Management, School of Education and Psychology, The University of Isfahan, Isfahan, Iran 
4- Health Service Management, Manager of Imam Mousa Kazem Hospital, Isfahan, Iran 
 

������  ���� 	
���
 /���� � ���  /��
�� � ��
  / �������
 � �������1392  145 

  

www.mui.ac.ir 

Areas of Improvement based on Excellence Model of European 
Foundation for Quality Management at Imam Mousa Kazem Hospital, 

Isfahan, Iran* 
 

Farzaneh Eghbal1; Mohammad Hossein Yarmohamadian, PhD2; Sayyed Ali Siadat, PhD3;  
Reza Hoveida, PhD3; Alireza Yazdani4 

 

Abstract 
Introduction: Self-assessment in healthcare is inevitable, like in all other sections. Scarce resources, 
necessity of performance refining, vitality of provided services and quality of services are evidence for 
necessity of having a proper system of self-assessment of performance in this area. Hence, the purpose of 
present study was to study areas of improvement based on European Foundation for quality Management 
(EFQM) Excellence Model in Imam Mousa Kazem Hospital, Isfahan, Iran. 

Methods: The present study used a descriptive cross-sectional method. Statistical population consisted of 
experts and hospital senior managers in Imam Mousa Kazem Hospital in 2002. The study tools included a 
standard questionnaire of EFQM whose validity was confirmed by faculty members and experts and its 
reliability was obtained at 0.97 through Cronbach’s alpha. Data analysis was done in nine areas using 
SPSS software. The study population were hospital top managers in 2002 who were selected through 
census method. Data were collected using questionnaire based on EFQM model. Collected data were 
analyzed through RADAR rationale. 

Results: Imam Mousa Kazem Hospital obtained 599 points in its assessment; however, the area of enablers 
obtained 300 and area of results obtained 299 points. Obtained percentages for each of nine areas are as 
follows: Leadership (60), policies and strategy (58), employees (68), resources and partners (60), processes 
(56), customers result (58), employees result (60), community results (63) and key performance (61%). 

Conclusion: The self-assessment based of EFQM model resulted in an information system of strength and 
weakness points in 9 areas so that RADAR logic, weakness points were determined for the intervention 
and improvement areas. 

Keywords: Performance Assessment; European Foundation for Quality Management Excellence Model; 
Hospitals 
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