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fealY ) oany (Guabiall (sliall) Apmdinall Adgpunall e Lapll jdse g
ilaii 8.85 = (0.68%5) + (0.58%5)+(0.51x5)

:ona® ) sany (pbd) Guliall) alall Lia)ll yde

aksy 7.6=(0.73x5) + (0.79%5)

o) o2 (3ol uliial) il 50U 520 o Lingdl Sd5e
AL 5.85 = (0.45%5) + (0.72%5)

lerpen 5l Gubie S Glisfe Hb Pla e Al Jall gl e LSy .
Gt o s (Al b Gaatiall (piayall e ¢(31-5) o) dgaadl sl
L)l Cligiuse mpxil ey agllaall Gubiall Clajie (10 83jke JS o daee JS Ll
Ll e Leiiylins (bl 30 b eSlaal) JS Ll Lagia s 3.5 01 1 (e
RN e (%) Usin adall s Cum oo o3

Sadll | Ml gagh | 4y cusipall puagl ubiial) and
ids 14.3 LAY Aoy e Loyl e
ik 28.4 dgndll Gailadll e L)l ydse
ik 9.45 oY) e Laapl) jhge

4k 27.35 | ASllly delanay) jailadll e Layll yise
s 11.75 dadalyi gl ailiadll e Loayll s
i 8.85 Lndinal)l Al gpanall (o La)ll yi5a
ki 7.6 alall Lyl 350
ik 5.85 it 3. saa e La)ll e
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DA e iy ¢ mpall el DA o limny 5l sl JSI Jall gl oy .3
@A ) Capm day) (5) V(1) oo sl e Ll osliany A Lalail) Jagia

FRYY .J.m;:t M USA:\ cﬂh.t} A &-I}.QJAJ\ @4}3\ & :\AJUQJ\ J\JSA o ojasﬂ Jﬁ:\ 4
il e Cigilly isad

rEagd) cluagd Lodl Al palidl) —3-5
Results of research Hypotheses Tests
23 S Cum el Aauyl) Gl Gl sl e culad) 1 8 Eall) e

CHEAY) (e Ao sane alasind DA (o il il Gy o) Jod s2e L) e 3l

:& Lo «ﬂjdj

tAsY) Apda @l -1-3-5

—ha i) — salall) ull EFQM  zdset cliSan jualie (o dpaga (3558 325 Vi Hy
il b Ula sl (leaally colaiiall ecillaad) — 3)lsally ASHAN — L) 3lsall
(Capiall Lzl Wy canlll 5paill EFQM 3503 ciliSan jualie (yus ccunll Jas

Dlsall —aailia¥) — aldll) el s )illiSan jualic Gn dpass 3508 261 1 Hy
Jae iadiuall b Ll sxilall (Gleadlly cilaiid) ecililaal) — 3lgally AShal — 4,50

(AL Aumdll) Wy calgll all EFQM z3sai ciliSen jualic (hus cdunl)

Ted ) gi5iat ae Waylia) S o Yol At )l Al LAl s Apmydll o2 LAY

tdoy) Al A ) il il BN Jsandly calud]

(2007 «msall) aumin of ) GLal¥) Gany 5 aasis asendl (5 Lasbao (58 (53) il oo paad) (o illy 2y ®
(4 o () Gl any b ornsis 4 cails e 005 Anigi of (S sf asanl) sl Laslea e (5% 3 il 8 7
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S5 dumyill ANOVA lis) das (33-5) Jsea

ANOVA Jias
P-VALUE () MSE (Mean Square) F
0.000%** 0.343 8.644

Jaadl sl Qg (gyball Gapdl) by dley P < 0.05 dad o Laadl Gilud) Jpaal) (e
Dlsall —Aaail i) — 5aldll) 5l EFQM  z35ai CiliSan pualic (m dppsn (398 22 ]
Jae adiaall 3 Ll sxlll (Gleadlly claiid) eciblaal) — 3lsally AShal — 4,5)
o2 2l Gl UL Wi caldl il EFQM zased GliSes palie Gy )

t 5ol 4nilis (s LSD 5% sl olals Lih (35l

oY) A @l LSD5% lial gl 1(34-5) Jsas

LSD ilalast) dspy fsal La) ) 5algal)
0.151 D2.58 CD2.52 A2.22 BC2.38 AB2.26

ad e S gt QA OIS 1) (grime (38 Legin dag Y jidie Cia Legd Cplangia JS
. (LSD

oY) il HlasY (g8l diph

(One Sample T— test) saalgl) duall (T) Hlid) aladin) 3 (Gl Glica @ jlodl oaley
e Gl die lla) gaend oleal) haugid) d3ie Cad Cus celaiial) glae Jilal
el sl e ST lall gl G813 s ((%60) @f (3) il Jaw sl
Gzl iy «(HO) ponll Zpcaill by Ll cidoaad) taad o ST dsenall t 2ady
adall Ly il Jgd iy als il Janssl) e JH lead) Jawgll IS 13 W o(HL) Al

byl L) v i Lo 13y (HL) All) Lo il (i 5 (HO)
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Is¥) dunjill One-Sample Test jlial dags (35-5) Jsaal

One-Sample Test

Test Value =3
Mean 95% Confidence Interval of the
t Df |[Sig. (2-tailed) ea Difference
Difference
Lower Upper
daa
“1‘ -12.9514 261 .000 -.60385- -.6962- -.5115-

panll Lyl by G (%5) (e S b A ll dyginall Aad G Galdl Jpaadl (e Jaadls
s +(3) ol Tanaslly Aal) Jansgia o By dlllia of ol o) il iy
O 23 (3) mdll haudll e ) Ayl Dpeadll ALY leal) Jaugid) £56e sal
S e(3) @) oyl Ll (e sl s (2.39) llly GliSed) e luad) Jas gl

aJU\} J}Y\ Guu.v)l\ ).\:_\.d\ AJ.\.J}[ (Ms }M*IOO) ‘_ﬁmﬂ\ w}l\ .Lu.u}m Qi s &Pi ’é)Luu

zisa Gli€es jualie Jilgn ¥ 4l Jall oSay JSiaamdl Banpaal s (%47.8)
A lileall = 3yl salls ASEN — Ayl ) sal) —Aa gl i) — 3aLEl) uill EFQM

ey L 1A (9. i) e clSadl o Lo bydlsial) liSadl o L) Olsad) Ly Ly
il sy Lo clall sda o BBl A clum sae ) (V) duadyl) Al
Afiall lum gl sl & can (36-5) Jsaalls - al

SIsY) L dll Agiall il dll sl =5 oy (36-5) Jses
One-Sample Test

Test Value =3
95% Confidence Interval
T df |sig. (2-tailed) E')V.'ea” of the Difference

ifference
Lower Upper
3Ll jlea -13.012- | 261 |.000 -.73825- |-.8506- -.6259-
Al i) Hlee -10.725- |261 |.000 -.61396- |-.7273- -.5006-
A il o ) gall jlma |-14.486- | 261 [.000 -.77885- |-.8853- -.6724-
2 sall 548180 Jbaa |-8.792- |261 |.000 -.47080- |-.5769- -.3647-
Slleall e -8.539- [261 |.000 -41738- |-.5142- -.3206-
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(A8 Ayl uajdl 1-1-3-5
Ll e Cmy hdied) 8 Wls 2Ll 50Ul lme cn dpass (3508 2a5 Y :H)
(4_1_)3...45\ 4\.\.;.4)53\) J.m.\ﬂ EFQM .J}u [SEIVEN L&z)a\}a a_s;\)l\

Gl Bl s Gy i) b Ulla 325L) S0LEN Slee cn Bpsa (398 a5 iHy
(td.m.d\ AM)SS\)JM.M EFQM J}u [SEIVEN LAJB\}J

) el A Al Lty Lygindll L) Aas (37-5) s

A Ll Al
t Lol dad A giaall 3-ddal) Jagia =cillagiall (3
13.012 0.000** 0.85

sl iy Gl (%5) oo J o Al Lygiad) dad G (37-5) sl (e LDl
{(3) el Javslly Auall Lavssia o A Byl o (F cdind) Gl Juits ael
O 2 (3) ) Lol ae (Y1 Aol Aoyl ALY leal) dasgiall A3)lie aly
a3 @A Bl 5 ¢(3) G i) bl e sl (2.26) @l duall pluall Lo giall

(445.2) dilly N uil) il Ay (Z0100) i) gl Lasia o

Seall EFQM zasal cili€as paie Silgy ¥ adl Jaill oSy Ul ¢(%60) (0 sraal
- (321al)

(bl Cladig o)) il s Gl agaal el i) 5y o)) b (e iy
oY1 a8 apaaY el saldl) 50 S0 Lelaia) gl adiall o callaly 1ag

Rty Lail ) () 430 5¥) dedaiall diaag) La Balall Hlime 50 dped) daii puadi (Sa
& atindy Al 3lgally Sl Slubud) 4y Aebuay a8 Al 30Lal DA e
bl 083 Ly ((318a 2009 (pua) dadaiall 3 Adbiaall Glleall juxig 8
el By (Gaal (gysma sn L Aaadil i skl b (21 = <2002)
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Vallejo ) s (Vatolkina; Salimova& Birukova, 2008) <uluhyall 43l cilia i b aw @lld ac
dayd Slo adiny SN 4yl aladinl #las o)) e (Ritchie& Dale, 2000)s (et. al., 2007
Giat o) opnill L) 30l (e ol aldia) lia oS ol 136 sl 3oL Angis alaal
ok (Marques et al., 2011) duhs 4] Lo ae 30 LS L I apsiil) Clelial & &l
Pa G endl) Tilead 20l it LS cdimnall Blo )l gabs ol Ay i 321
pn Jlad il ity ASHA ol el LS cialiiall Al iy uskss b LaS)Lke
Aalaall Glaals ¢Sl
4yl mabl) 8y5 8 Ao (Dehnavieh et al., 2012) 4wy 45X Lo jpudill @l acnyg
Ay ingil Lo ey 33sad) B Openty asil dilee zlad) e i) ele (Sl
Glahy P e cledll e cpralidl Loy 2y 3y50a 4 (2007 pab)l) i)
Al Lo s celV1 8 Aeyudly sagall (el o Aesdll o) il lee piny chinase
Slo boldie] die Augale Ml st ilSel Jadiedl 3y oL (Ahmad, et al., 2012)

sl elal oyl 5aall EFQM 7350 yulas

AR A dY L gl —2-1-3-5

Db G bl (8 Ll 5Ll Aailil) Sles on dpass Ga s Y iH
+ (Apiaal) L dl) ecill EFQM g 35a caen Woilsi ol Bum sl Y

S Cms bl Ul sl LadlilY) Jlee on Aps Gef s iH
(AL Az ll) 5aall EFQM gz 3sad o Ll anll) dagil i)

Al Aol A jal tLadly Ayimall L) Aag (38-5) Jsaa

) Aol Apda Al

t Lad) 4a8 4 ginal) 3-4ial) bugie= cllaugiall 38
10.72 0.000** 0.61

227



paadl il by G (%5) (e i (b Ty sll Ay sinal) dad o Gilod) sl e Laal
G5 3 ) gy dual) gl o Apaes Bgd llln o gf (il Gl s
Lassiall o 2a3 (3) (ol Jangll pe Al Gue sl A il) ALY lead) das i) 455l
O s AT Sl o ((3) HU sl Tl e sl (2.39) @llls dinll sl

. . . ewiall g
el (%A47.8) dllly I3 il il ALY (0 100) gl 35l ansia

(Rnshinl) Suall EFQM z3sa3 ciliSas il ¥ asl Jaill oSy Sl ((%60) o
daad) Loe i) ulaall ) Llaial slae!) aie ol adiall o) il (e iy,

4l Clag le il ) acyy ¢ aail) Gdad A Lgiea Y cllys "t il les (e

I @leadll 4 jaail) 3sail adilin) 4agh Ad deal (e (Feyzabadi et al., 2013) 4y

¢ il auagi ()b (8= «2009) Osborne 4scay) Lo juudil) @b acnyy dabiad) Claal

Ll ) Gadat ks 61V Sad g alal)

s AANAN Ao Al A @l -3-1-3-5

Shne Oy il 8 s 5Ll £yl Slsdl Sl o Lipea Bd s Y 1 Hp
(Aieall Apmill) acill EFQM 303 s L jlsi sl Zppull 3))sal)

Dlsall Jlme c ool b Llla 55Lal) 280 lsall Jlae oo Basa 338 st Hy
(AL e ill) eill EFQM g0 cuem Ll sl Ayl

A gl Al £ Apsindl Jla) Ans (39-5) Jsos

LY L i) Luua i)

t Lad) dagd 4 ginall 3-4ial) ugie= clavgiall 38
14.88 0.000** 0.88

adnll il (b GlA (%35) (e JE a Apamjdll Ay ginal) G o Balid) Jpandl (g Jaads
Sy +(3) ol Lol Anal) Lasia oo Apsn g8 dlllin o (of el Gl Jaisg

228



O an (3) el gl e REN Tl Fpcadl) ALY oleal) awgid) Gl gl

i Al Bl o ((3) A sl Jasssl) e sl (2.22) aldly dall  oleadl Jau gidll
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waal (2009, 4wy Lo Saall il b)) FSN e il ()oK dagill G s (e
Alelall sl 8o US (puant e 3K Qallaly Sl sad alad) g Uil 4a 53 ) (3 P10)

il b dala (I Galalall 8l anads Callaie il ol daiall @b jauds (Says
angill Lo Laudil) SlY aedys el Guuadl B e al W o) dap callid) Gl il
DL Ay Badat PR e Apiall 3lsall 51 (K3 JLaa¥) 4 (Feyzabadi, Et al., 2013)
Cahall 3 50 e ) Al (2009 ez hall) Ay pas cdpussall adl) Jlae b sl
syspal b Al (Vallejo, et al., 2007) by cosall dilesl) cilasdl) (puad b dyigal)

pall EFQM 3l Al asaliall e alalall (il gl e 50 508 clac

) due BY dpa il —4-1-3-5

Shre G hdinal) (8 Llla 55l ))sally ASHAN Sl o Apasa 358 225 Y 1 H
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al el Al L)y Ayginall ) it (40-5) Jpos

Al e ) Ly

t Lad) 4ad A ginall 3-4ial bugia= cllawgial 3
8.79 0.000** 0.47

aanll o l) iy GA (%5) (e Sl & Apuayill dyginall dad o)) Galid) Jsand) e Laadls
s - (3) el Taully Aial) Jaisia O Appasa Bgsd dlllia of (sf el () Jaig
o i (3) el bl g Aaghll Aae il Ayl ALY oleal) Ll d3jlie s

Al Bl 5 ((3) DU il Jassll e sraal s (2 53) ally Al luad) Jaus iall

(%50.6) iUy Js¥) oasiyl) puxiall ALY ( *100) el 35l Jansgia of aa
Al EFQM 735 iliSas yeaic ilsy Y 4 d}mgsﬁgmgj (%60) (e szl
S(Dlsalls AS)yll)

b Anaay elldy laaylse syl L) alaia) elhael adall (e calliy 4 3l e gy
O S5 il Gilisgia o) porter& tanner (2004, p6) 4w Lo il Glld acayg ¢ jaalll (3283
0o Aosane ge JaVl Alsh ASHiGe dedie ) Aol dadliin) gy ) dalay dalaid)
bl e diad 3lgall 331 Ok (2007) 331 Auhy 4l Gliagi b gy - Gmaplall o185
Ay ) L lgally ASHAN Jlee dpes) jpdl aedyg . jpaiall el 22V aseda
DS Dylsally ASHAN Hlra iy paill zila ) clliag ) (Gorji& Siami, 2011)
)

plaadl dalall 3 (Feyzabadi, et al., 2013) dulys 4scdi Lo aw dagill judi (Sayg
il e coad Al (@abai®Y) Gl o) Audys ¢ pS) IS8 Ala) 33))sal) dadaily
voanll Bhaia Cladd apad) 4o Clipeaills Aallall Dlgall 8535 ¢ dailly
rdawall) Ao @) i i) -5-1-3-5

Gl Sllead) Slne Gy hdind) 8 Wla Slleadl Slee Gm dpen G508 25 Y 1 Ho
(Apiall Lpcapdll) aall EFQM z3sah cavs Wil
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Calsll Slileadl Sl Gy hdil & Wl llead) s o Apase B9 s H,
(A Zamdll) Seall EFQM z3sal o Wil

dalall dgial) dp il b jlialy dygmal) jlisl il (41-5) Jsaa

Al de Al A AY)

t Lad) 4a8 4 ginal) 3-ddal) Jagia =cillawgiall (3
8.54 0.000** 0.42

paall Gl (b A (%5) (e S8 o dpcaill Ay ginall dad o Golid) Jpaall (pe s
S5 - (3) el Taully Aial) Javisia O Bppasa Bgsd dlllin of (6f el () Jiig
o 2n (3) ol Jasl) pe Ausalall e il Apmydll ALY leal) Jangidl) d3lEa sl
Al Bl 5 ((3) AUl sl Jassll e sral s (2.59) aldly duall leall Jass il

(*51.8) @illy d) ol il A1y (220 100) i) sl Lawsin o 223

paill EFQM 350 ciliSan puaie g ¥ il ol (Sa s (%60) o aal 58
(b))

b e @l Loblee 58 5l alaial glae) adiall (e callaly 4l bl e ey
Farhan; Zafar& Kashif, ) s (Feyzabadi et al., 2013) sy Lo uadill lld acayg ¢ jaaill (3:8a3
el b Lllee) 53y AlalSies daaly dimgie sk by afied) cla) ol (2011
s adll 5yla) o) (e (2104 €2002) aldl dnimg) Loy ¢ adial) oS Youa s dabiadl)
cbleal) 350 SA e Aayffie S Jlee W) Gruiiy Dylsall aidaii e

ialall 5 (2007) solaiB) alpll (siie ) 4ied Lo pe Aagitll Gl i (S
) Gl ulas pums copabiadl laloal Gy Gyl Clela¥ls Al ol saley
¢ lylaisly Al e Jganl)l Clebhal Tt co)3V) 8 deyudls 335l Gulad e deaal)
cJaall Aagla e uynilly Galalal) o)) 56 i€ )
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S clag Al (Gorji Siami, 2011) 5 (alrayes, 2006) il go Uija dagll ol (340
(5"'“.';’)3\ )L}’-‘d\ 4-;\&%\ ‘):Ln.nSJ USA.U .‘5_,_“_\5) JL}’.AS " k—’k! 1) ‘D\J\ JL\’.A el ).LA.J‘ CJLA.\
Slpleall e Sllaall 35000 ) (0 EFQM 525l dag,0¥) Aalaiall 4ty Lo Gllaall las

.(Aldallal, 2005, p27) il il i)

A0 L il -2-3-5

S sl ralall au) e Gaki A1 o Aglas) AV @I ADle 25 Vi H
) aall EFQM zisal Gadai gl 4 yodai (3iads dga e oY) anii (Ll aalS
Lampl) al den e (Ll il cpand) i i) sl i Cplebeial)
(Apial

a8 I gl ealadl aul) e Gk AT Aglian) AN @I ADle 2agi: Hy
) acll EFQM zised Gubit gl 3 sl Gisdy dga e sl apli il
(AL Al o)al Aga pe (Anmat )l Sl ¢ adimall il Appial) 3yfsal) el ¢ Cpalalarial)
b Al L)) Ll sl &5 G U Jpaally

a—’-‘-‘ﬁ-“ C—"L\-\]\ ‘)ﬁhu & 4M:\A-A Sl ﬁbu O ;\.\LM_)\J\ AR (6 Fhua (42_5) djd;

yaail) Jalaa 4 pinall Ogm BLEY) Jalaa
0.414 0.000** 0.644

Ay P<0.05 4ad oY (ssien 525 0.644 LY Jalee 4o of Bl Gl Jeaall o

alal) Al il Gl 40 o A0 56 %414 o 1 0.414 sl Jelas dad

EFQM z3sai (gabai il & skl (hiiats dga e oY) aysh Cadlad ol I oy gl
(a) Aga (Tl ) aainall A Ayl 3lsall A ¢Cpplalatiall i) el

Mehralizadeh& ) 5 (Boa-Liusar, et al., 2005) &)y ae (&5 Anll) A dll dagis

oz dgaill Al Hulaas GliSedll Hulas G 48 ABle d5ay il Al (Homayounia, 2008

Ly ale 2l b Juasill &3 ) (Ahmad, et al., 2012) 5 (Aldallal, 2005) 4y ass
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dsag iy Al (Gorji& Siami, 2011) 4wl e 345 WS . 5uaill EFQM zisad ulae oy
05) 4sumgl Lo aas + uaill EFQM z3sal dadll uleally adisall elal g 48 il
e iy USadl) jualial dalaial) Bl g Dl dpuahyl) 4pa il (Dubas& Nijhawan, 20
e Jlee V) 808 25 GUSaall jualic Gudad Aoy ly LalKa cxilll (3 dayo

Tyl et any alial i 5 Ul Apatl Bl LA s Apa il 028 LSYs
AN

(s Ls 8l duasdl) -1-2-3-5
I apsil] alal) auYl e Gk AT G Adlas) AND G WDl a5 Y 1 H

@Al Tea e caleliall il B el Gaiad s Aea e oY) mE culld] aalS
(Apyiaal) L all)
a8 I il ealadl auY) e Gk AT o Aglian) AN @D ADle 2agi: Hy

o LS Rl ) g5 (43-5) Jandl sy (R

Al Azl 1Y) e il A ) lidl) dag (43-5) Jsas

aldanll | algally ASBEY | A pdal) aylgall | AagiaiaN) | 5alAl Jlaal)
0.556 0.541 0.550 0.453 0.616 G el
0.000** 0.000** 0.000** 0.000** | 0.000** A ginal) Clalatiall
0.31 0.29 0.30 0.21 0.38 | waadll Jalea

aag gl edad) [l Jiig axell opdll (b Wl yuleall paes 8 P<0.05 daf (e
aai bl 2alS A0 apdll aalad) anl) i Gada 3401 G Ailiaa) AN Ol ADle

csuh LY 1y (Al dea e Galalaiall 5 & okt (hiat G e G oY)
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Lo IS0 Al ZiaaY) 1) dsadll julaall i) cifpiniall poatll Clelas af i LS
Db OIS Ll ST o) i a8 (el gl Hlea) i) il cplal) s B
J,pbud\ @L’J (y) c_ﬂz ﬁﬂAS JL}&AJ‘ KYY «L.nbd LSJS} u,g\.aﬂ\ % %38 J.uﬂ,) 44 dua B.ﬂ:\ﬂ\

P JSE e a Ll Aales o axs (0, e, X ) Aliie < piieS dsedl

y =1.601+ 0.326x, + 0.079x, + 0.133x3 + 0.003x, + 0.241xs
(44-5) Jsaall b mage My . BN (530 i (xy, oo, X5) 0 Ag el DLalaally

Oalelriall il Hlra o liSaall jubed 5l gan g ) c bl a8 (44-5) Jsaa

Unstandardized Standardized

Model Coefficients Coefficients T Sig.
B Std. Error Beta

(Constant) 1.601 179 8.965| .000
sall) e 326 .090 412 3.613| .000
L Al i) e -.079- .088 -.101- -900-| .370
Al 3 ) sall Jlime 133 .106 .160 1.263| .209
3l sall 5 AS1 AN jlaa .003 107 .004 030 | .976
Cllaall e 241 .096 .263 2.523| .013

a. Dependent Variable: ¢nlabaiall milis jliea

5 (308 L) ariall (8 ((45-5) Jsaad) B magad) apall laai) quslud Sy
A M) ggise 8k Yy ¢ 0.05 JASY) e e JiT P ded 4l A el
tlalee Jol 5S35 0.1

y =1.975+ 0.486X,
Al e B o aag oz isaill & (5aLA) Hlas) JAa) ey i) AL 3lae oY
D) st cilalas sa A aleiad) (s Holaky Vs <0.05 JAaY) e oo Ji p e

Al A6 (55 (iblead)

y =1.593 + 0.349X; + 0.269X5
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G o) s sl b (lled) ool les) Ja) ey i) 3G A5ae oY)
b Aales il o atins 13 sleinls Jlasy) Jayd (3ia3 Y Clyial
y = 1.593 + 0.349X, + 0.269X;

- laleally 3Ll (g)lma Sails Ay Culelaiall i lana oy

A1 A il I i) A l) oyl o) LR (Gl gt (45-5) Jpan

Unstandardized Standardized
Model Coefficients Coefficients T Sig.
B Std. Error Beta
(Constant) 1.975 136 14.531 .000
33l jlxa 486 .058 616 8.384 .000
(Constant) 1.593 173 9.193 .000
2 sl L .349 .069 441 5.037 .000
Glleall Hlza .269 .080 293 3.342 .001

a. Dependent Variable: calabaiall milis jles

re Jal&is Jualgilly 1€ Lolaia) slae) L calliiy afidl of il ol e miyg
Ly G3iad g Bhaie et s sl JSlys allaty ooy o caipanY @l g ¢ Dleall
Ahmad, et ) Gusl) ae &5 V) Al dumpall Hlad) il o L Aakiiall g 48 cpleleial
Loae 35 WS colabeiall il o ool b cillead) Sl o) oo A (al, 2012
sagall (elad e dasal) ola) Gull jlee pumag by 3 (2007 cpalyll sai) s gl
oY) de s

Al e il L il —2-2-3-5

Iy gill aalal) aul e Gl AT Alas) AN G ADle a5 Y 1 Hp
(A Aen e Apad) Slsal il B sk (BaS s cAen O oIV sl il 2l
a8 I il aalall aul) Ll Gk 401 (G Aflan) AN G ADle 2agi: Hy
Al den 0o ApAD Sl il F sk B Gus ddea e oY) mE

& LS :\_ua)sl\ RS JL{.’\;\ C—;!lli (46_5) d}daj\ @4}.}_5 (:\lp.ﬂ\ 2\*.4)93\)
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A G il A0 Gy ) A dll LAl Aas (46-5) Jss

el | ylsally AShal | Lpdal) plsal) | Lagliad) | SAE) | laal

0.436 0.546 0.586 0.427 0.420 | g

0.000** | 0.000** | 0.000** | 0.000%* [0.000%* | sl

0.19 0.30 0.34 0.18 0.18  |aaal Jalsa

lgal) gl
FIR|

a5 (gl edpll Gapdl) iy aaall (mjdll by Lilh uleall mes (B P<0.05 dad (e
ulld aalS Al apgll aaladl Al ddiie Gad 401 o Aglaa) AL ) DI

LAY 1305 AT den e Bppdl) Slsall @l (3 askdh GBS Gy e O oMY
JS0 Ll Apaa) ) dadd) laall Aliiall cfppaiall 3ol CDlalae af i LS . s2ph
led D8l LT O 0 288 o(Appdal) sl 8 jlema) i) i) b cplil) i B Lt
) e %34 iy A lsdl Sl IS

(X1, ) X5) e il diadll pulaall by (V) a0l st jlall 138 il gl
pJsal e o halijy) Al o aas

y =0.436 — 0.117x; — 0.68x, + 0.662x3 + 0.41x, + 0.034x5

(47-5) Jsaall b mase 1305 i) (530 i (g, o0, X5) @ g puiaal) COLalaalls

Aapl) 3lsal) il e o ciliSedll ulaal a0 20 g ) D laall o (47-5) Jsan

Unstandardized Standardized

Model Coefficients Coefficients T Sig.
B Std. Error Beta

(Constant) 436 329 1.323 .188
Ll e -117- .166 -.086- -.706- 482
1 Al V) e -.068- 162 -.050- -.421- 675
Al ol sall s 662 195 457 3.401 .001
) sall 5 AS) ) jlng 410 197 .282 2.076 .040
Clalaall jlane 034 176 022 195 846

a. Dependent Variable: 4 dall ) gall 38 jlima
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Dlsall Jlma) el ol ((48-5) Jsaall & maasal) appsill laady) caslad Gl die
Aagin) (ssine 3slats ¥y 0.05 JASY) (ssie (s Ji P dad Al A unall s (Al
tilalee Jsf 05835 0.1 58 o)
y = 0.720 + 0.848X;

oiie (B Ol aa qrsaill G (Apdd) Dlsall Dliae) Jaa) 2y il U Alie Vs
2 0.1 s G sl s 5laty Vs <0.05 JASY) st (0 Jil P dad 4l A
P Al B (sSiy (Dlsalls ASHAN Hlms) i

y =0.414 + 0.583X; + 0.354X,
czisaill A (Al Dlsall &ajlgally ASHAN [las) Jaa) any cbaiall AL A3lEe GV
P ot Al Juzmdl (f i 13 sbeiu¥) 5 JASY) Ty 3883 Y chriall Bl of g

y =0.414 + 0.583X; + 0.354X,
gyl Hlgally Hlgally ASHAN (gilma 2Lk dak Al Hlgal) il Hlea O

Al A all Al e i) i il) gyl s AR ket il (48-5) Jsan

Unstandardized Standardized

Model Coefficients Coefficients T Sig.
B Std. Error Beta

(Constant) .720 251 2.865 .005
L) o)) gall Jlna .848 109 586 7.748 | .000
(Constant) 414 285 1.451 149
2 Aol sl Jlse 583 164 403 3.564 | .001
3 sall 5 4S50 lima 354 164 243 2.153 | .033

a. Dependent Variable: 4,44l 2)) sall =85 jliea

il Hlsall e Jualsilly 1S Lelaia) o lae ) Lo callaiy afiiaall o) ceilial) ol e sy
I a8 age JaleS \gisaaY elldy olgnlad i Al
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A Lo &l dua il -3-2-3-5

Caudlad aalS 1A giall auY) Lade Badas A1 G Ailiaa) AV @l ADe 226Nt H,
(Aial) i) (A) dga o pinall il A aelai (BiaT s chen (e 1Y) pui
a8 I il ealadl aul) e Gk A1 G Aglian) AN @D ADle 2agi: Hy

Tmill) Al Aen O pdiaal G B ol B3 s Aen O oY) Culld
ol LS Lyl oda lasl il (49-5) Jsand) gy - (ALl

Al Az all AEN Ay jall Ay il L) Aagis (49-5) s

allel | ylpally Sl | Ll Glsal) | daaliad) saLal Skl
0.351 0.393 0.293 0.081 0.313 O s
0.000** | 0.000** | 0.001** | n.s0.386 | 0.000** dysinal) geaiaal
0.12 0.15 0.09 0.01 0.10 | aaal Jalas

Lald 12 gima LYY S Al Apntl i) e oLl uledd) pea 3 P<0.05 dad (e
Gaki Al o Aflias) AV 3 Ao aag gl (il (il Jaig aaall (il by
G skl Gaial G dga e oY) aygi bl aalS I 4l aalall Al i
L Ll V) 13 agl i) el g Al dga e adinal) i

Lo JS Anusil) Lpaa) ) Saill =3 g Alisall ol piiall aatl) EDleles p it LS
Db OIS L Ll ) o gt a8 o(acinall il laa) @il asiall 8 i) s b
Sls (V) @b oaieS Sleall 1aa Auhy saly . cplill ge %15 judy (53 3)sally A8
;S e b Bl Alsles ¢ ans (0, e, X5) Aliise paieS dnedl juladl)

y=1.789 +0.209x; — 0.533x, + 0.159x3 + 0.406x, + 0.239x5

(50-5) Jsanll 3 azage 13ns il (500 mia g (2, e, Xs5) 2 s puaal) Dalxally
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el w0 e o GUSedl jubedd 53 G s S Bl a8 (50-5) Jsaa

Unstandardized Standardized

Model Coefficients Coefficients t Sig.
B Std. Error Beta

(Constant) 1.789 290 6.167 .000
3Ll jlea .209 146 .188 1.427 156
Al V) Jla -.533- 143 -.483- -3.7324 .000
. Al o)) sall jlma 159 171 136 .930 .355
350 sall 5 4S) ) jlna 406 174 345 2.338| .021
Gllaall jliea 239 155 185 1.539 27

a. Dependent Variable: acisall zil5 jlas

AShal Jma) il ¢ cpd o(S1-5)dsaall 8 maasall el a1 skl Gaday,
iV (gsinnn sl V5 <0.05 JAY) (gsinn o JBI P Aai 4l (521 el s ())salls
tilalae Jsf 05835 0.1 58 o3
y =1.819 + 0.463X,

oiie 6 O aag asaill A (Dlsally ALY Jlaa) A aay cihrial) (Bl Al (Y
2 0.1 sa Al 2t ggise slat Vs <0.05 JAY) e o Bl P e 4l A
P Aabee A6 5 (il AaY) ) i

y =2.029 +0.715X, — 0.355X,
g oz dsaill (A (Raaliad) & ylsally ASHAN L) JAa) 2ay Shaiall L 43lae GV
tot Aales Juadl () it 130 aleia) 5 JUASY) dopd (38a3 Y i) 3l o

y =2.029 +0.715X, — 0.355X,

B e 3l (mbliing 3lsally ASHA e 2nils 35 acinl i e

239



Al A il N S A il syl a1 LA Gk il (51-5) s

Unstandardized Standardized

Model Coefficients Coefficients t Sig.
B Std. Error Beta

(Constant) 1.819 .262 6.943| .000
) sall 5 ASI AN Hlima 463 101 393 4584 .000
(Constant) 2.029 264 7.684| .000
2 )l g asi il lea 715 131 .607 5.463| .000
Al i) e -.355- 122 -.323- -2.9014{ .004

a. Dependent Variable: aaisall il s

pe Jol&is Jualgilly 1€ Lolaial slae) leie calliy adiadll o) milll ol (e sy,
Gladilind Gisd ol (990= 2008) HsSl daiay Lo clld acays caiady @l adinll
by sy cpalally alall cpelladll oy ASHAN club iy o€l gladll & 5l
Jiie afiad) Gl cLalSy) U a8 dagill oda o Lald) o5y JALSH; AS 5

s dagl) A Al dua il) —4-2-3-5

S apgill aaelad) ol adiee Gadai Al Ailaa) ANY I3 ADle aag Y H,
Al den e D)) G ki GaiaS Gms e e oY) il S
(Apinall L jall)

a8 I gl ealadl aul) adiie Gk 401 G Aglian) AN @I ADle 2agi: Hy
padl) AT A e Dol N G sk Gia Omg Aga 0o oY) sl cullld
tob WS A il oda sl il (52-5) Jsaall sy - (Al
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500 Al Do il Tl L) i (52-5) U

alleal) | 3lgally ASppil) | A pdud) algall | da)iud) 3Ll Jlaall

0.489 0.518 0.416 0.354 0.418 ) Sy

0.000%** 0.000** 0.000** 0.000** 0.000** i ginal)
0.24 0.27 0.17 0.13 0.17 Laadl) Jalea

Ayl

C2ear

a5 g) o) Gapdll s paal) (mpdl iy Wl 1A uledl) moes 8 P<0.05 e (e
Culld aalS Al apsll aaladl aud) ddiie Gad 401 o Aflaa) AL ) DL

LUV 13y Al dga (e Ayl o) 2300 8yt (BaS (g Aga e ol s

GV

IS Aail) FaaY) Jsadll uleall Aliid) colpaiall paaill e lelas a8 i WS
Dbl sa Ll DSl s (il il lea) ) stall 8 cplall Dl b Lk
s (Y) b LsieS Slaall 136 Ay aly Lol e %27 judi 3 3lsally 48]

U e oa JalayV) Aslas o ang (x, o, X ) Al aieS disedd] juledl

y =0.917 + 0.079x; — 0.06x, + 0.001x3 + 0.374x, + 0.304x5

(53-5) Jsaall 4 e Sl s 2 (X, e, X5) @ Aoy piaall EBllaall

Bt ) il e e Sl a3l (g0 g ) cOLebaal) o (53-5) Jsaa

Unstandardized Standardized

Model Coefficients Coefficients T Sig.
B Std. Error Beta

(Constant) 917 273 3.366 .001
sall) lxs .079 138 074 577 .565
1 L) i) e -.060- 134 -.057- -.451- .653
Al o)) sall jlme .001 161 .001 .009 993
) sall 5 AS) il jlixa 374 163 .329 2.290 024
Cllaall jlae 304 146 244 2.086 .039

a. Dependent Variable: awui )l w5l jles
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Gsie slals Yy <0.05 JAaY) s5iee o Jil P g 4l A unall sa (2))salls AS)5
illee Jl 5855 0.1 52 @A Ayl
y =1.195 + 0.59X,

e B G g zhsaill (A (lsalls ASHAN) s JAa) 2 el Bl d5)le (Y
2 0.1 s G sl ssie 5laty Yy <0.05 JASY) ssiue (0 Jil P dad 4l A
:adalas SBOsS (QL\JMJ“ \) SN

y =0.908 + 0.392X, — 0.305X;
O 2 gasall B (Qlleadl &lsally ASHAN Jlasg) JAa) 2ay cbprial) Eb Aplie GV
Pt Aalae Jizadl L'j i 1A] alagiu s JASY) oyl (38a3 Y <l ppaiial) ‘:Ab

y =0.908 + 0.392X, — 0.305X;

+ Slleally 3ylpally ASHAN (glima 233ty 22 Lpuasi Vi) e

) Rl Aol el Rl gyl aa) HLS) B 5 (54-5) Json

Unstandardized Standardized

Model Coefficients Coefficients t Sig.
B Std. Error Beta

(Constant) 1.195 235 5.076 .000
3l sall 5 AS1Al Jlaa | 590 091 518 6.497 .000
(Constant) .908 .266 3.409 .001
2 sl A8,a) Jlea | 392 127 345 3.094 .002
Glleall e .305 139 244 2.194 .030

a. Dependent Variable: s ) mtll jles

) La @y ae s el Al il S) alaal elae) callayy 43 3l e iy
el Gaiarl pula) Glislaal) e gl e 5850 ol EFQM asall 4 ys¥) dalaiall
Gl aala e aaill 300 b (21 0= 2002 ) (oLl o) Leg ¢(Aldallal, 2005, p27)
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Al N1 Gl ) (e (2005, p2) ZAIRI At Loy AilS Aaliad) Glana 43500 il
B oo Ui Al o Aaf 35 LS . oyl il Rl Aa¥) Jelsedl e
e 8" 3lsally AN S A0 sl sluee o) il I (Dehnavieh et al., 2012)

Aguari ) il el A pe il (33 dal (e Gaesill le 4l ol

:g.uleﬂ AN Adla ‘,A Z.ed,,dﬁﬂ\ FAKN ﬁjﬂ G pipa ludal —4-5
Calculation the indicators for assessing performance in Assad hospital

Ldlel)l dAaall dddaie Al sadiedd) ladiaad) clal (W8 Glpdne cludaly sl .l
3l gall (Cmnpadl (o LYl dald Cilpie Cpanals s «(world health organization, 2005)
Ghy Chlinall ol ad (9) oy Galdl A Jsaall Gaw o aliuall & &L Akl Al
Y sl 2 Gudat Bald) adaid &l Cua L Jaiall allall Hlmall aa Lgiiilia g Laladial
Boapall Calaa) (835 ol L) ey W 138 ly (AlBall Jeall Cagpla paia cine) plinall o3a
s O iy el Aabial sl Pl e 580 Gl Lo Qi 3a 35m5 O L
Clhat) 3n3 Adgas dde aly (Ohdgall o3 (Gt Adley ashy Ganadie S Sllia

A dpnliall Jslall slaly cdpall Guls e daslil
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omlaa (38 aaladl A Addaal SIAN ag gl ualud) Juadl
RADAR (3hiag ¢ juaill EFQM g dgad

Self- assessment of Assad Hospital, according to the criteria of the EFQM
Excellence Model, and RADAR logic

introduction : gl
aalV e o Dlaall dasidd) Lnall Claddll (goiue Gt (omyro bl ¢lal (uld iie
el ssially leaai Gl La (yay cdaall) J& Y ) ea¥) e daniall dendll ()<
b laadll o3 apgin ) Aalll ady 3 V) sa Al b el Canliall gl g
g yie Canallg 38l Jalis o Caghsll due Sal) cibisitivuall

el AglaaS Gyl Jane ddiea) oY S 4l a8 Joadll 138 Jsliy
Loy o150 Allad) JSUaa 2 3lad cilpmtliasd skl A} el ) adls cela¥ 13n Sl
aa) aladinly A agl) ehal 28 ds Aediall Aaall ladl) giise Gpead B aalog

.RADAR (3hia (385 jpaill EFQM z35ai 55 Liaall o)3V1 s culld

the Exploratory study of ASSAD au¥) Adical deddaiwy) dupdl -1-6
hospital

s 0% o e (1983 Ala (9) 8y sl e 5l aelall ) iise oL
Lol Zplll ot oty AEBUL G Al b b LG Gale el

shiall elal e ciaal ) Cilaal) 1988 alall (23) sl an 2y ¢(ppidalsall Apadlall

:(www.alassad-uhl.org) s

Gl A Ly i daala 4 adal) 30 (UL gyl Ayl claadl) el L1
gkl A siall sl 5 el O Lledl calidyall s
Apysad) Al Ay seanll  LaMally dpapiiil) dpdall Gyliall g0 8 dealudl .2

) bl 35 e CGhancilly Ralall Cilgal) (e g CalS A alel) Cagadly WLl .3
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giila JalSy Jat el ) ¢plalall any ae <DLl Zue St Auhall (e peaail
dilial odally Apadally Zadlad) ALY 8L JLSinly oy (o 265) dalada) 4K
Lo lall 4S5 L Jadisay cdaalall Gaddyy daalad) o) udaay Lplal Jasiye Adial) .1
Wl il by WS csaall dadedl) daddll o080 oyl dxala (e 3288
Algall Leladl 53lsdd) e Wisa Waalaiey Jylay Jadadiilly dudld) <yl
less Ols onl Osus sl (el e (el duhal) daadl) aady Al Y Dl .2
i Ly sl A8 Gula) e 2 Y il b cculiill slawy o sy agie 3alg
Sl laldie) andy Lewd aglua 2y 3 adal) ZEISH jras tlen Gpesehe (el o
ale Jpand) s Jaall haae osSas (3l) ad) jry cApleal) daalally Claslaall
o) lass G gany (pdll (dapall (g
A gilally Ayl yesall Appanes calal) el tope adiall _adanll (Sl oS5 .3
pAIU) Apapdatil) ol (e JS L auit Al Apdall 99l Agyara
0o el JlinY daadd GilewY) clibe ggings bl aud
dse pe calaball o2 anllti Lol dilial (JllY )y dalially il clalaial
oo lgaling Lnal) ciloadl) iy aghy WS agll Jlae e dyals ilieads
Apbl gl daba CilS elsw lbla¥l gl JS14y)68 33850 dlie
Cpmaliall cayall JLEaY samal) dphll Glabiedl (goag tdaa Al o) aid
Jexi Eamy AU Claliaia¥) apen (s (Rdlen] y) Lalall aglial 3
Gy Al claball a3 L aluall el Sl 55 culaball 23
Jam (Al il Guraball el dpl Gladd (e deals Ll 5 duaal
el e (aall 3SHall plal) sy S
33ea ) (Alaall (panall) alud) sl saclual) dpkall Callly WLdY)
Akl cleasl)
Bangy ealell Cand) Bang auai z okl cayally Jallly aled) sl dmd Lo
ol il Jaalal
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teb b Jadiiy tapd)l) aadlall dpdall Canllly aLudY) .
daladl Zahall Al -3l Aalad)l Aaball damd tacayy Aaball ad -
dahall ded —Ailedl Aalall 4wl —dpnall dahall s —J)ll
Aaball Lad ~Asadiall Aaball Lad ~Auaall daball Lt ~Abuatl
Alal)l Zad —A8lanY) Zoaball Glibedl —dahall Glleall FUa -2l

Jaalyadl saadal)

T colus A1 At (Jlay BRI Zond gy Rl GaheY) ad -
At ddpaall Gabe¥) At padd) Gabel) Lt il byl
¢bardiall Alial) Aund aal) AT aag caall 23l And cApaagl) ()Y
s ooagdl planill Saag ¢ ouadll planll 3asg clacly ¢ laall Jaylads 3aa
Aol Glabiall 32a5 o) fgolghall and (0 Agaall YA ALEY) o2 Ju
iy aloe o0 Lal YlaSin) altiall (paypall Joda ddaad 5pilia 3l oy
I ALYl Glaadill g A ALEY) sty Glaball ) g))shall
pudy libaall andg 32Y5l Ad)e g 53 5al) Aliall Jia pald sl ) Cilas
Gl sy dabhall Glilead) andy (95 52l

cCraleal) dand cAaladl JUlaY) dand tacayg JUkY) and -

Byaially Ny V) (bl and -

o) Al ol -

Al ) o el gl) Lok tamsy oLl (mlyaly Sl od -

A8 Adiady Lpall padds A bl lelus Skle oy @ plaall ad -
iy (il gadl) and anayg cdeddiniall $3eal) danha e Jlladlly Gilia gadl)
a8 LaYly il mady gl elasll ady ¢ omyall oyl

bl ppectl) Z ¢ il el gl Lk tamyy AalV) md -
hime ) el L bl (38 2l bl Lk gyl

oyl pimse i b cahll elay 35S dpaal audll 1 lliag
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cllaal) 288 aelidn Jd mpall il (il 6 agall )50 e Slad
Al 33aY) e s e adiad andll 1330S

aniall Llial) Ay itV il Ll sy 1 Elails il ol -

cala¥) and Gadall leadd) sy andll 138 o :46L5al dallaall sl -
Jealially aneall iy oIS dalal

Olalall Ll -

Ghiag ¢ paill EFQM gigal gmlea (389 2l Adiual AN ayg8ll) -2-6
.RADAR

Self- assessment of Assad Hospital, according to the criteria of the EFQM
Excellence Model, and RADAR logic.

Zisad mlaa (389 Gl Jaa Adiwall Jaglly spagal) agtil) ~1-2-6

)y hiag Saadll EFQM
St 8 G e ideall sl Lesapal) apsiil shal Diall) culs
Bhsy e e Dlma Sy zasalll alee o oy Hlime JS Gl ey 358 Ll

caasfil) 138 =i (s (10) &) Galall 8 335a5al)l Jolaally (RADAR (3hic

J2aill EFQM gigal Jmlaa 8y dad) Jaa Adduall a8 ayglll) —2-2-6
L) Glalag
rliSanl) pulaal oSl aggfill —1-2-2-6
e IS o) Cum cliSaall julea (e oesd Jlae JSTod Gldlall jualie Gludal &
Gaahall Gailads chingiall Gl Aas cdafiall Lmgiall LV ady Coge el line
il

Al e el Huleall oSI ag@ill #3003 e cldlall puay die Ball) indie) M
s e Aldlall s Cues Gl g Wy ((11)ad; Galdl 4 ol RADAR

i) (e Aedill ALY e i il I el Adle
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:(Jal&i 28 ded yulea 5) :Leadership 33L& —1-1-2-2-6
Aol el e il ulaall S skl it adle (1-6) Jsaal) e

3Ll Lol Be il ulaall oS sl il Gadle 1(1-6) Jsoa

A Bagle SA )
=Al ! )
21 4 Xiay —JieS Copatiy GAY anl) Ayl Aakaiall Al dedaiall Llal) 3)l0Y) )k
25 Rkt 8 el ly 801 aUas yy ok Alac 355 ity iy 3a3 Llall Y1
21 & Aiaal) LY pe ey LWlel) 3391 Jasis
20 i) 3l 53l il BE 3V 3
19 cla Juill iy Ay Aadiial) ) (el Ll 3139

oda ldle luial 48y BN Jlre Qe dajaidl Lejdll uleall oS sl Ll

(lai 21 A yulaa 4) :Strategy dagiliud) —2-1-2-2-6
Tl e Lo il leall oS il il il (2-6) Jsaall pemse

Goadih i) el e jall juleall S a8l 23 jadla :(2—6) Jsaa

S jlall adil) Jau gia SAl laal)
20 ainally dinall CiblY) lad iy laliia) agh o Al iuY) adiad
23 el culyailly 1Y) agh elad e diise Las) i)
23 aaliis yshais aad L) deelall ciluludls Loagl )
24 Ll e s Lgdnabais Ledbiay) oy Led A lall lislpally dpaciil i)

Gldle Gluial L85 S aihinl ! Hlee Gada dapoiall desdll juleall oS apil) Ll

(11) (ag‘) M\ @M}A ‘sgﬁa_\s:‘)ﬂ\ );:..gu\ Y
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:(hu’d 27 ca...)ﬁﬂ J#h.d 5) :People Lﬂ\ .l)b.d\ -3-1-2-2-6
i) lsall Sladd Lo il plaall aSH a5 Gadle (3-6) Jsaall maas,

SA jlmall adil) Jau gia SAl bl
18 Lalaidl) La il ae 3 Gilelall b
20 Qi) lsall Clyaby A8 pea sk oy
19 L) 3)lsall A8 Ly oSl
21 Aalaiall Jala Jlad IS8 Al 3))sall ae Jla)
17 el s anjant s Ayl 3ylsally alaia¥) iy

cldle Gl 2S5 il 3lsdl s e dayniad) el uleall ) puitl L
(1) by Galdl b damsa g duesill uleadl oka
(Jal&i 29 A @ smlaa 5) Partnership and resources 3isally AShid) —~4-1-2-2-6

Slsally ASHaN ol Gue il laall aSH syl il Gadle (4-6) Jsall s

lsally ASHAN Sl Ze il julaall oSl il il (adle (4-6) Jsoa

Al Jlall 2l Jaugia Al Jlaal)
34 Aol dinne 32318 (paal Gy () gally ASHEN I
26 i) el el dapylay Al (g5l 3000 S5
25 Aol Aigylay Lmplall jaliaally dlsally Clanally il 5)la) 3
17 LS Gl aeal Ll i€l 5ol 35
16 alaial) )y o liyy Jladl) Sl Aa3) ae i Ak 8 jeally o glaall 500 35

Clial ZSs ylsally ASHAN b Gecn daprid) Gl uledl oSl W)

(1) oy Galdll 8 daimge e Raedl) ulaall o3 cille
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(blis 26 Ae b julae 5) Processes <iladddly culadiial) cciblaal) -5-1-2-2-6
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Calculating the final grades for self-assessment of the hospital based on the matrix
recording RADAR:

sUazall RADAR it Addghian (flygl aladiuly i) Gldle Jaudy sl Culd
oo Snn IS Bgioadl b Lgilinalgay sealiall JS Sliely ol Sladl 3y chandl ptaal
leaie o8 Al Jisendill ot zrad a3 Wdamyg clgaia 8 Al Llal se Qludal ~dgaill (e
5 e LS (1000) G (0) Gm bl le ol Jinds olhey pesill Jmal
(10-6) Jsaal)
) Al Akl dagilly jlee JSI Sledll asill il Aadlal Hlal) Jisass 48 i 1(10-6) Js2a
2 gl Ll il Al e il el /el e labaie] aalal

Enablers Criteria

Criterion Number 1 % 2 % 3 % 4 % 5 %
Criterion Part la 21 2a 20 3a 18 4a 34 5a 25
Criterion Part 1b 25 2b 23 3b 20 4b 26 5b 24
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Criterion Part 1c 21 2C 23 3c 19 4c 25 5¢c 23
Criterion Part 1d 20 2d 24 3d 21 4d 17 5d 24
Criterion Part le 19 3e 17 4e 16 5e 30
Sum of parts 106 90 95 118 126
=5 =4 5 +~5 +5
Criterion Score (%) 21.2 22.5 19 23.6 25.2
Results Criteria
Criterion 6 % 7 % 5 % 9 %
Number
Criterion X X X X
Part 6a|16|0.75| 12 |7a| 12 | 0.75 9 8a|13|/050(65|9 |15 |050| 75
Criterion X X X X
Part 6b | 15|10.25| 3.75 |[7b| 8 | 0.25 2 8b| 7 1050|135 |9b |10 | 0.50 5
Criterion Score (%) 15.75 11 10 12.5
Total Points
Criterion Criterion Weighting Points (absolute)
Score (%)
1 Leadership 21.2 x1.0 21.2
2 Strategy 22.5 x 1.0 22.5
3 People 19 x 1.0 19
4 Partnership and 236 % 1.0 3.6
Resources
5 Processes 25.2 x 1.0 25.2
6 Customer Results 15.75 x1.5 23.63
7 People Results 11 x 1.0 11
8 Society Results 10 x 1.0 10
9 Key Results 12.5 x15 18.75
Total Points 174.88
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Discuss the results of the self-assessment of the hospital based on the matrix recording
radar
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(Total score) 4! Aadal)
(% &) Lt 1) il

(%)) i i

(%) +) Al )l sall il
(%) cplabaiall il

(%) +) cleasll s cilaiiall ililaal
(%Y +) 20 sl 5 S1 50

(%) +) ) 2 )5
(%) +) Al i)
(%) +) 5Ll

0,
25% 20% o
(o)

«lalaall
s | aspa | RS S [l
oad | Al ;‘“"Q sl | a,ed (e g
) | @) | ey | @) | ey | )

el (Total
A M) score)
(%V°) | 44N dadlal)

alal) Aal i)
(%)) | (%))

B Achievement 21% 23% 19% 24% 25% 16% 11% 10% 13% 17%

adiall A a sl il (3-6) JSal)
Glalaiall andi ilin 45 8 AL1 CulS adtall S ae@l) daiis o) il d43)le jedas
aldallal, 2005; alrayes, ) 4u)aS A4lull clu)yall & 5)sS3ally cdarfiall Glaldl & dsall
2006; alrayes, 2003; Mehralizadeh& Homayounia, 2008; Michalska, 2008; Gorji&
.(Siami, 2011; Dehnavieh. et al., 2012; Feyzabadi, et al., 2013; Shirvani, et al., 2011

o ¢ als Llal) 500 ALK 5808 el dae G cannd) g3 of (e
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Gilide 3ty o) ol s clatialy cilledl Adlay eShadl Liay (hials
skl a3l il giasal)
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Summary, Conclusions, Recommendations, and Suggestions for Future Research
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Coadll G (hdiieal (B pasall ) e USRI A Jsia

(4) o sl

Table 1. Sample size for £3%, £5%, £7% and £10% Precision
Levels Where Confidence Level is 03% and P=5

Size of Sampde Size (n) for Precision (2) of:
Population +3% £5% % +10%
500 a 222 145 81
600 a 240 152 86
700 a 255 158 BE
200 a 287 183 ]
poa a 277 188 20
1,000 a 286 188 a1
2,000 T4 333 185 =]
3.000 & 353 181 a7
4,000 ET0 364 184 28
5,000 08 3o 188 -]
6.000 228 s 187 88
7.000 250 3Te 188 =
£.000 o k| 189 e
B.000 e 383 200 =
10,000 1.000 385 200 o0
15.000 1,034 300 n ]
20.000 1.053 g2 204 100
25,000 1,084 304 204 100
50,000 1,087 3T 204 100
100,000 1.0e9 g8 204 100
>100,000 1111 400 204 100
a = Assumption of nomal populabion is poor (Yamane, 1867).
The entire population should be sampled.

P dadll

Israel, G. D. (2009) Determining sample size. Program Evaluation and Organizational Development
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Abstract

The importance of this research due to the importance of the health services sector,
and the importance of performance evaluation of public hospitals to see the progress
of its performance towards achieving the standards and goals set at the required level
, as well as a reference to the self-assessment techniques, using one EFQM model that
on the one hand to assess today's performance of hospital, and situation and identify
area to improve for survive, and on the other hand the map and guide of act of
organizations for pay attention to effective factors, finding strong points and improve
areas, down to the financial and non-financial performance indicators , and to propose
appropriate measures to overcome the weaknesses in order to raise the capacity and
activate services in the hospital .and to improve their performance for multiple
stakeholders.

This research contributes to the academic and practical knowledge as being one of
the first attempts to investigate empirically the EFQM hospital. This research raises
many implications for managers in this hospital, such as considering the importance
of EFQM and the vital role this model plays in the performance of Syrian hospitals.
This research provides useful guidelines for further and future research possibilities
such as exploring the influence of the EFQM model in the whole hospitals in Syria.

Within the context, The main purpose of this research was to implement self-
assessment of the public hospital's Performance, based on EFQM excellence model a
case study on ASAAD Hospital in Lattakia as a case study, in addition to determining
the level of excellence of the hospital using a matrix RADAR, determine the size of
the gap between the requirements of the model and the current situation in the
hospital. and then determining the relationship between nine criteria and
Organizational model of excellence with ASAAD hospital's Performance.

The research method is Prospective, descriptive observational study and the
population of this study customers and All staff members who were serving in the
ASAAD hospital during the 2012-2013, and the sample was comprised of 262
employee and (386) patient who were randomly selected to fill out the research
questionnaire. A bundle of qualitative and quantitative methods were used including
in-depth interviews, document analysis, standardized organization-wide surveys, staff
satisfaction and patient experience.

The tool of data collection is by the questionnaire in which its validity and
reliability were confirmed. The executive research method is done in two stages. The
first stage is the self- assessment of hospital performance and the second stage is the
test of the hypotheses. The Analysis method in self-assessment is on the basis of the
Radar-Logic and in the hypotheses test on the basis of the Pearson correlation, factor
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analysis and One-Sample T- Test, step-wise regression analysis, one way anova,

Results were analyzed using descriptive statistics. Research Findings show that:

1.

10.

the received points regarding self- assessment of the hospital's performance
was (174.88) from (1000points), for enables was(111.5) out of (500), and for
results was (63.38) out of (500). It can be seen that the gap between enables —
current and expected was (388.5), between results- current and expected was
(436.62).

It can be seen that the gap between total (both enablers and results )- current
and expected was (825.12) , and the results factor was less than the enabler
factor by 76%, and this is the result of lower results of customer results, key
results, people and society results.

The results show that the leadership criteria are 21.2 from 100 standard points,
strategy criteria 22.5 from 100, people19 from 100, Partnership and Resources
23.6 from 100, processes, products and services 25.2 from 100, customer
results 23.63 from 150, people results 11 point from 100, society results 10
from 100, and at the end key results 18.75 from 150 points.

The priority of effectiveness of Enablers criteria on hospital's performance are
as follows: processes products and services criteria, partners and resources,
strategy, leadership, People, and results criteria includes: customers results, Key
results, people and society results.

from among them, processes, products and services criterion received the
highest level of excellence (25.2 from 100) and Society's criterion received the
lowest level of excellence (10 point from 100).

there was a significant difference between currently EFQM excellence enablers
factors in the hospital, and enablers factors of EFQM excellence model that
should be available

There was a significant relationship between application the self-assessment in
Assad Hospital as one of performance evaluation methods on the one hand, and
achieving development in the application results of the EFQM excellence
model (customers results, Key results, people and society results) on the other.
The results confirm significant positive in the influence of EFQM factors on
each other's. Furthermore, the results exhibit that hospital management might
benefit more by placing more emphasis on an integrated EFQM model and
recognising the EFQM influences on their hospital.

The results shows that the "leadership" represents the most important variables
in explaining the variation in the level of hospital , where he explains 38% of
the variance .

to determine the underlying factors that affect the level of satisfaction of
patients, were (speed of response, hotel characteristics, safety, social and
behavioral characteristics, bureaucracy characteristics, social responsibility,
satisfaction, efficiency), where he found that the contrast ratio cumulative
interpreted factors are relatively high 78.285 % .
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11. Indicate the presence of three main factors: the first factor (speed of response),
where explains representing36.082 % of the total variance while explains
second factor (Hotel Characteristics) 12.283 %, while the rest of the factors
(safety, social and behavioral characteristics, bureaucracy characteristics,
social responsibility, satisfaction, efficiency) are interpreted (10.149, 6.529,
3.307, 3.47, 3.096, 2.973), respectively.

12. Over 27.11 % of patients were satisfied with the services of the hospital ,
which is unacceptable, compared with other hospitals .

The most important recommendations recommended by the:

1. The need to adopt the hospital on the European model of excellence
EFQM as a preliminary step in conducting Aa self-assessment and in
which can increase it s attention to those standards.

2. Based on the self assessment findings, ASAAD hospital should plan and
implement improvement projects in line with all criteria specially the
results.

3. the hospital must be to begin development quality systems, as well as the
development of performance indicators at the level of hospital, and
preparation standard values of indicators can be comparable yearly, and
put a mechanism to make sure the application.

4. Take advantage of the proposed mechanism to use specific standards in the
context of research, and use it to explore the current state of hospital in
terms the level of customers satisfaction for its health services .

5. The study provided recommendations for hospitals that want to apply self-
assessment using EFQM excellence model, in addition to a number of
suggestions for improvements on the criteria points according to the rate of
effectiveness hospital performance

Discussion

1. The main difficulties were ensuring that clinical personnel understood the
EFQM model, the extra effort demanded by the initial phase and the lack of
decision-making capacity in certain relevant areas.

2. Preliminary results indicated that the self-assessment using the EFQM
Excellence model helps to continuous improvement of the long-term, not only
in the short term, it can also help to produce a culture geared more for the
benefit of customers in Assad hospital.

Key words:
Self-assessment, European Foundation of Quality Management (EFQM) Excellence
Model, Public hospital, Continuous improvement, Enablers, Results, Clients’
satisfaction.
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