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 ��� ]�c 5� � O�@�
���� 'p�l& ab� ��)1 .( ab� ��

$�N��@ ]�c 5� 'p�l&  E� ���E�& $�A�B $�
��� ��!  

9  
D��$@
� ��
F ���E�� ���� 
�E =
< �� : j5 ��
f!�

$B�
< ����B��B ��kI�
 &� � P�  ��!����
@ �T���� � �!

 i�� ; � ����� i�� ; ����B��B i�� ; ����
 P� i�� ; ���v�!

�
ZV�( ���VB .a&
� 'p�l&  ���;) �� ����I �� ���I ��

$��] ab� j��
< ( � K�!
@ �� ���I �� ��N�>� ��� ��

�� &����� j��
< U&�� � �< C��;� �L �� I��%]� � �E�& .

a&
� ���� U��] ���HI ���� 8�< �
:;E�� ���;  ��
F ��
D;

$@
� . U�
	 �� � �f&�J� Y�; ��Y�� �����  

Cronbach’s alpha 88/0 �< ���HI .�����  I��N�>� �

 nV b� =�>& ��
��� R��<)I��V�( � ;��� ��<�� (

�� &�����  ����I �� �
!YN�39  '��] �� �B �;��� 
A;

�;�< ��N�>� ���� ����<
& . E�39 a&
�  ����;35  ��(

$@
� ��
F R�VJI � ��Y�I ���� � R��ZI .T�� 8��� ���L  �!

 R��ZI E� RfF � �< C��;� j�J� �� ��<L "�I W�
) E�

a&
� ���; w&�� $B��P� �!  � !�
�! E� � UV� �����

� ��;L $��	��< R]�� �����) .a&
� RB E� ���;  ����I ��!

35 a&
� �< R��ZI ���; )89/0  =response rate.(  ��

8��� R�VJI q5�< E� �!  ��]�� ��v�! A�]�I ���L ��!

 ����� S�
J;� ���:;��� : �f�! U�
	 �Pearson  ���L �

 ���EL ��v�! )�f� &�t � R� �� ANOVA   

)Analysis of variance (&��< 8��A  .C
;  8��A &� ���� ��Y@�

SPSS �b�; � 13 ���.  

  

�"*�� �#  

w&�� ��� E�  �����6/68  � �E �]��4/31 �;��� �
� �]�� .

82 w&�� E� �]��  �t;���N V�cJI y��� ����� �����  

1/5  � ���( �
 B� y��� �]��4/11  ����� �]��

 y����PhD 8��� ccbI � �;� .62 �]�� ��!���� �� 

 ��� <�� $�N��@ �� &����� c�bPI � ��N��25 �]��  ��

 � ;�f� P� ��!����4/11 �]�� w&��  �<�� ��
��� E� �����

 �;��� �� &�����) ^���1.(  

  
 +%��1: ����� �-�� % �.�%�
* /�0�1  �1��2�3� �  

��4�% 5�� 
� 6�*�
���� ��#  

��-�� .���
���# ���  #��/0  �1	#  

�$(,U  �"  24  6/68  

���  11  4/31  

	�$?_+  Z�
($B  29  82  

��-)�  2  1/5  

 � m?X+PhD 4  4/11  

�$B
CH K_� �@�  .?$XI+ � .,$B
�  22  62  

.�
J$-I%  9  25  

������  4  4/11  

  

 ��� E� B�� �V]�� i�� ; �N��I ^�� ��!����� ab� ��

E�� �� �B ��� 8 ���;��I �  YB
� ��� E�� �� �!E�&6/259  E�

T�� 500 8E�� �� � E�� ��  i�� ; �08/243  E�500  E�� ��

 E�� �� VB Q���� �� � $&�78/502  E�1000  j&�I

 $&� 8�< U�B �
!YN� �� &�����) ^���2.(  

  
 +%��2 :7��". % 0�(���.��1 ��#����� �� 0��"�� �-�� % 8
�.  

	��/�  �
"�  �1	#  

"
��,��3+  6/259  92/51  

1�
-�  08/243  6/48  

  

 i�� ; ��!����� E� O� 
! U�� 
� '�E�� �� &�
� ��

8E�� �� �B $&� ��� 
:;���  �
f!� ����� �� �!E�&���;��I �

52  E�� ��)52 �]��( �kI�
 &� � P� j5 ����� �� �43 

 E�� ��)54 �]��( ;��;� T���� ����� �42  E�� ��)47 �]��( �
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$B�
< �����  T���� � �!50  E�� ��)56 �]��(  ����� �� �

 �!����
@70  E�� ��)6/50 �]�� ($&� 8�< R]��.  

8E�� �� � � &�� ���! �� ��� =
< ��� �� '�E�� �� �i�� ; �:  

 ����� z
 P� i�� ;97  E�� ��)8/48 �]��( i�� ; �

 ���B��B5/31  E�� ��)35 �]��( ����� i�� ; �7/30  E�� ��

)1/51 �]��(ZV�( z��VB i�� ; � � �
6/83  E�� ��  

)7/55 �]�� .( ^���38
�; �]�� � E�� �� �  
! �f� Z� �

�; ��!����� E� O� � ��P; �� �;�� �!�.  

 ��� ��P; O�@�
���� ��!
�{ � U�� 
� i�� ; &�
�

w&�� 
D; � �& ��� �B ����E �� �����  $�A�B ��!����� �

��� [�fI�� �
!YN� �� &����� ��  $<��; ���� ����  

)2/0-  =r. 9/0  =P(.  

w&�� 
D; � t�� ��� ���v�!  [�fI�� Y�; �����

���  $<��; ���� ����)8/0  =P �2/0  =t.(  

w&�� 
D; ��� '��AI  '%�cJI ��Y�� U�� 
� �����

�L  ����L ���EL E� 8��A &� �� Y�; �!ANOVA  � &�
�

��� �>���  �P; 8�!�P� ����)3/0  =P. 12/1  =f .( ���!

��
� ���EL w&�� 
D; ��� '��AI &�
�  U�� 
� �����

�L $�N��@ RJ� ��� [�fI�� � 8��A &� �!  �P; 8��� ����  

)7/0  =P. 28/0  =f.(  

��N�>� O� �� �  E� O� 
! '�
�; [�fI�� ���v�! VB

o
	 '��] �� �!�����  U�
	 � �< &�
� 
:��Z� �� ���

 : �f�!Pearson ��VB ��� �B ��� ��P; � ���� ��!�

�; ��� [�fI�� �� �� �� '��] �� �;��  � $<�� ���� ����

��! [�fI�� ��� �!����� �  ��� ���)03/0  =P.(  

  

9:�  

� �� ���E�� � '��D; C�dA�  ��Y�� a��& '��f( �� ���I

$&��& �;�f� �� �!�
ZV�( � �!����
@ |�f>;� ���;
� ��!  � �!

�L Pb�
G� ��Y�� ����E �� �! �JI � ��&�I S��!� W

q5�< � �!����� ����I �� �B �
B n�
�I  �� ���E�� ��!

 ���� =%]� � $��	� ����I ��
� I��V�( "D�� ����
@ O�

� '��] �
��.  

���E�& � ��� �! ��L
& �B ��!  $���� �� �B ��<�B

 ��� �� �;�:m �B ��� ���� ��P; � ��P��!���� &� ��

8��&� �!���� &� ��� � �;�  ��!���� &� �m 8���L �� �B

���B UV� �� ��5 ���A��X $��	� �$<�� ��!��5 .^��  ��!

� O�B ���E�& �� ���E�� �m �� �B �;��� �I ��B  !�:���

���� ��
F .^�� ��� � �! ���E�& �
I
� �B �;E��L  O� �!

 � ����L $&� �� �ZV� $��; O���}I � �
D; $<��
�

����� � Q��V� i�� ; � ��
� 9%I � $&� "d� R]� O

 ��
� $��@�� ��!E��; a�� E� Z� $�A�B ���I�� � ��fd�

���E�& OI OI $��F� ��
� � �! ��! �
�g� ���E�& �  �� �!

 $&� ��� '��])1 .( ��P; ��N�>� ��� E� R]�� i�� ?;

  
 +%��3 :�. ��#����� 0��"�� �-�� % 8
�.  �.��)7��". % �#0�(���.��1(  

	��/���  	��/� 
� )� &1�2 )�����  3�� 	# 	��/� 
� ��� )�����  ��1�2 )����� �1	#  

��J&�  53  100  52  

�V+�-� � .I� ^F  43  80  54  

�
,)�
)  42  90  47  

�)�� h�
,� � 
&  50  90  56  


&�,��H  70  140  6/50  

��-I� 1�
-�  97  200  8/48  

�
,)�
) 1�
-�  5/31  90  35  

AC�
U 1�
-�  7/30  60  1/51  

��D<�� ��$<) 1�
-�  6/83  150  7/55  
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!YN� �� &����� �B ��� 8E�� �� �;��  �

 E� �!E�&���;��I500  E�� ��60/259 8E�� �� � E�� ��  i�� ; �

 E�500  E�� ��08/243 $&� 8���; U�B . �VB Q���� ��

 YB
� ��� E�� ��78/502  E�1000 $&� E�� �� .�I �� �� ��


��& �� f�
�I ��) �� �� &����� ��� E�� �� ����P� '��N�>� 

�� &����� ���� U&��I ��PB `>& �� 8�< ���E�� ��! .

� @�� ��N�>� �� ��N�>� ��� �  �� ��Y�� � ZV� �

�� &����� ���� $���>� ��
dI (�� �� ���HI ��! . ��

��N�>� �� &����� ��Bg� � I �� ��N�>� ���� ��! �� U�I


8E��  �!E�&���;��I �35/254 � 46/235 8E�� �� �  i�� ; �

2/212  �1/236 8���; U�B E�� ��  �;�)10 �8 .( ���! ��

��N�>� �>���  8�:P;�� ;��;� T���� $�
��� ���E�� ��
� ��

 �� 8E�� �L E�� �� � �< C��;� ��dA]� Z<Y� C�V(502 

�>� i�� ; �� ����� �I �B �
B C%(���N $&� O��Y; �� � 

)9( .��N�>� ���v�!  ���;�b�� B ��  ��d< 8�:P;�� ��!

$�
��� $�A�B ���
�m �� �(���� �L  U�B �� $���( ��

3/421  E� E�� ��1000  �;��E�& N��I ��:N� E�� ���� 

����� J>&  j&� � E� 
I E�� �� �B $&� 8���; ���E��


�� ����� C
; �� �� ����� �I �V]�� $&� ��)11 .( `>& ��

 �� �]�� �] �� ^�� ��� �B ��< W@�� ;��E�& 
�� ;�d�

� ���B 8���� ��5 ���E�&  �;��I1000  UV_� � �
�:� �� E�� ��

 ���� � @
�700 ���E�& ���I �� E�� ��  Q%B `>& �� ��!

 $&� ;�d�)1 .(��N�>� �� 8E�� ��� &����� �  �

 �� �!E�&���;��I259 E�� �� 8E�� �  �� i�� ; �151  E�� ��

��� ; 8E�� �B $&� 8�< �
��  
D; $F� ���� ���� i�� ; �

 �
�� ��
F �p�l�� 
 P��)6 .(T�� �� �B ��� ��  ����

8E�� �� ���NL S���<��� �� &����� '�E�� ��  �!E�&���;��I �

 "F� ��167 8E�� �  �� i�� ; �183 �  "�&�)7.(  

 
BgI ���� �B �m �L���E����5 �� �B ��� ���< 8���  ��!

� 8�!�P� UV_� � @
P�� ��!��PB �� 8�< C��;�  �B ��<

8
�; ���E�& E�� �� � ����� �� �! ����� ��  9��Y� ��
�� E� 
I

� �B N�� �� �$&� 8�< ����� �"�;��  � @
P�� �  ��] �

�N��� �� �� �! �� E� 
I�V� $�A�B � . ���< ~�	�� ���

[��
� a�� �� �L '���D ;� � �!X �
@ ���E�& E� �!  ��!

 �
ZV�( $�A�B �Jf� �� UV_� �B ��� �� � $&� ��<��5

� �(�� ��;��� �
 d� ���E�� `>& �B ��<  ������ �� ��<

�<�� 
 �B �� ��PB �� .  

 �� E�� �� ��
Ip�� �S���<��� �� &����� �� ^�e� ��) ��

��! ��� � ; ����� ��!����� �8
�; �� ;��;� T���� i�  �41 

)46 �]�� ( ���� ��
F)7(��N�>� �� �B N�� �� �  �� �

$B�
< ����� �� [��
� '�E�� �� ��
Ip��  �� T���� � �!

8
�; �50 )56 �]�� ('��AI 
:;��� ���< ��� � $&�  ��!

����� �� ��  <��
� �  ��!X $&� '��A � �.  

8��� R�VJI ����� 
! U�� 
� �!  �� �B ��� ��P;

8
�; U�B �� ���B��B i�� ; ����� �
!YN� �� &�����  �5/31 

) E�90 ( �35 �>�; ��N�� ����( �� $��N�� E�� �� �]�� � 

8
�; �� ���B��B ����� �L E� t� � ��fd� ���E��; � 42 ) E�90 (

 �47  �� �
 P� i�� ; ����� Y�; C�& $��N�� � E�� �� �]��

8
�;  �97 ) E�200 ( �8/48 � E�� �� �]�� �<�� .��N�>�  �

 ;��;� T���� $�
��� �� �B ��� ��P; Y�; ����Z�! � ^�fF�

 i�� ; � ���B��B i�� ; ����� ���dA]� Z<Y� C�V( 8�:P;��

8�
B U�B �
 �B E�� �� ��!����� 
��& �� $f�; �
 P�  �;�

)9 .(�� &����� E� Z� ���E�� �� ���v�! Y�; �
B ��!  �����

 �� ���B��B i�� ;39 ����� �� �V]�� E�� �� �]�� 8�� ��
I  �

 ���� ��
F '�E�� ��)8 .( ��� ; ��� �� �� �� �~�	�� ���

�  �;�&�����
& �� ���� a�� E� a�� �B ���E�& ;��;� �  �!

��Y� �B "�E��
u�  �� � �� �! ;��E�& 
! ����� ��
I

� A�  �Drucker  T���� ���� E� ���E�& 
! ��� 5� ��

"B o�� �L ��
I �� �! W�p ���B��B �!.  

8k�� 8�:��� $�A�B C�dA� �� �B ���
 P� ���v�!  ��

 ��:N� ������ "�!�A� Q�&� 
� TF�� �� ��;��� ���E�& ��
�

8����� ��d; ���� �
 P� N��I  '���5 � p�B $�A�B �

$&� . 8��� ���
�
� � n�
�I Q�&� 
� �
 P�Customer 

������ N��I ^�� �� �P��;� �  8��
� ��!  �� �$&� �!�E�L � �!

 $&� �� ��B ����� $V( �ZV� $��; �� "��Y� Y�
!)2 .(  

 O� ����B��B �� ���I C�dA� �B $&� CEp � Z; ��� 
BX

���E�� �� � $&� ;�d� PN�m ~�	��  �8�< C��;� ��!

� 8�!�P� M��; � �	 i�� ; ��< . ��) ����N�>� ^�e�  �
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 � ���
 P� i�� ; ����� �B ��� ��P; ���NL ��PB �� �
:��

 i�� ; � ���B��B i�� ; ��!����� � E�� �� ��
Ip�� ������

 $&� 8��� ���� �� E�� �� ��
 �B �
ZV�( ���VB)12.(  

 �� Y�; ���NL � ��N� �� ������ ��PB �� �� �B N�� ��

 ��
 �B ���B��B i�� ; ��N� �� E�� ��)6 ( i�� ; ���NL �� �

 E�� �� ��
Ip�� ���B��B)7 (8���; U�B �� �;�. 

�>��� �� ��N�>� E� Pb� � $���� ��!
�{ � ���   5��<

w&�� �L w&�� � �����  �B ���
� qbP� � $5��
� �!

w&��  ��!����� ���� �� ��
@� '�
D; � $&� 8�< 8��� ��!

 t�� � �& U�� 
� ;��E�& N��I � V�cJI y��� �

�;���; )�fI�� \�! ;��E�& $�� .w&�� TF�� ��  $5���Z� �!

� � ���  � $&� $&� O� ����� '�
D; �B �
B '��MF ���I

TF�� ��) �� ��! �;���� 8�
B 
D; ��d�� �� �;�.  

����� ��  �� N��I ��:N� nV b� ��!����� &�
� �

 �� �� �� '��])i�� ; � �!E�&���;��I (��  U�
	 E� 8��A &�

 : �f�!Pearson  U��
	 �B �;�< �>��� ����I

��! �� : �f�! �L �  ��� �!4/0  �I8/0  $fe� � "�� ��

��� :�! i�� ; � ���  ��� ���)05/0 < α(�  ~�	�� ���

8��!� ��P;  
! R��B � W�F� : ���� � ^�� ��� C���;� �

9 $&� 
:��Z� �� �����.  

 5� $��(� ��JN �� �& : �f�! U��
	 �� j�@ ��c

� �A B� ��N�>� ��� ��fd� ���E��; ^�� $��N�� ��<:  

����� ���  U�
	 ���B��B ����� � ���B��B i�� ;

 E� ��� '��f( : �f�!)56/0  =r �001/0 < P.(  

 ��� i�� ; � �!E�&���;��I �>�� [�fI�� 
� ��� ; ���

 �J] �
 P� i�� ; � ���B��B i�� ; ������  ���g�  

)76/0  =r �03/0  =P .( i�� ; � ���B��B ����� ��� ���v�!

�>��� �
 P�  $<�� ���� $fe� � "�� �� �)69/0  =r �

03/0  =P .(����
& ��VfI 
:;��� Y�; � @�� ���  C��F� � ���g�
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Prioritizing the Areas Require Improvement in Al-Zahra Hospital 
(Isfahan, Iran) Based on Application of the European Foundation for 

Quality Management Excellence Model* 
Marzieh Javadi1; Hamid Ganji, MD2; Ahmadreza Reiesi, PhD3;  

Maryam Yaghoobi, PhD4; Parvin Hematian, MSc5 

Abstract 
Introduction: In today’s world, organizations are attempting to achieve advantages and 
competitive results. Understanding mutual interactions between organizations and using modern 
management techniques as well as modern management tools might have an influential effect on 
obtaining optimal organizational results. Nowadays, one of the competitive advantages is applying 
the excellence models. The present study aimed to evaluate the improvable areas in Al-Zahra 
Hospital, (Isfahan, Iran) using EFQM (European foundation for quality management) model. 
Methods: This was an applied, cross-sectional descriptive study. Data collection was performed 
using EFQM questionnaire through census method. Thirty-nine managers were involved in all the 
levels (junior, senior and operational management) of this study.  
Results: The results showed the Al-Zahra Hospital obtained total score of 502.78 (out of 1000 
scores). The obtained score was 259.60 in enablers area and 243.08 in results area. Each of the nine 
EFQM-criteria score and percentages were as the following: Leadership 52 scores (52%) policy and 
strategy 43 (54%), human resources 42 (47%), resources and companies 50 (56%) and processes 70 
(50.6%) for the enablers area. In the results area customer satisfaction score was 97 (48.8%), staff 
satisfaction 31.5 (35%), society results 30.7 (51%) and key performance results was 83.6 (55.7%). 
Conclusion: Implementation of the self-evaluation model in this hospital led to identification of 
strengths and areas in need of improvement. Out of enabler and results criteria, staff and 
costumer satisfaction were with lowest scores, respectively; which are considered as the areas 
with improvement prioritization. Therefore, further attention is required for improving these 
modification criteria in hospitals. 
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