[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

S5 (B 598 9 Ddlg> Sy ke 35150 53 jlwsiedlyd b yliae (o
CadsS Ca o (oabgl by (o bl

Tamassle dpem < 63Ul g e (6 pibie e < s dprwile N5

Sy pode olStnly o Sl 018l ¢ s ol 098 =Y e g Sloyd ublige Dloss g (S pole oSl ¢ glole 5 (6l ISl g by 09,5
e daed Glayy (tdlig lesd
SARASTYEPYAY :plas o VA-YYARFYS 2 ols iy A (S pole olSutily plolo g (6t p 01Kl ool i epandy (bls (1325 i g 0diun g
mozafaric@yah00.CoOmXs xSl o

NUN-5 2 oy AVSIYE izl )

oJ.S.,

o ol 33 ol oS o s i) b ] g lio szl oS e g5l Ly S +haNie
o bl o1 5 laeS Lo 5 mlio OUSHIS w3 paly 5 (oo Lo o g0y ol jlanciad]sr slojlns o) p gz anfllo )
o) 0k ool (K Slacy 45 5 Lol S s ST 43 g ko

gy o] ST p0 3l (Glodmly 5 Shosle g 50t (S (Slon 58 5 Lol o ke oL KRG LS g
5 N0V SIS S 5 Slowaz sl 5 o 5 gt (535 Sl L w232 8 Ol s3Iyt Lo
ol g ¥ g Olojlo lj)) sl 5155 IS ooy olido G oaliz b anlllas . tiks s (i FPA) LgiT Oy o
S ploil olo V£ b s jladiad]si 52 5 (57000 St oo o

055 53 g i gt oS [, el VAVE (PE/T) poRls Glwkiailyr (sl jlno jLozaf 00+ jf cotio 35T 0 :ladsdly
el L Slgio] 5 (55 Sl 5 Ol pgi 55T g0 gl g ki S )15 it oS s (k] 45 45T (5ilien (g laO oL
Gie] eKila o iy SUS S Jlono 5 (VYU YE) 1S gty sbns bids CodS 0 plocal o8]s8 Ly d dly i Vb
2,5 S [, (FO/VE 0/7)

Kin 8 03,5 sl s olho (s oo g g i o8 o ko Ll Cogzm Y (sl g sl ) 4Su) 4 57 b2(§ puS Ao
S el i ColeS g s ol L] S50 5 ColeS (Gloog )8 slom] OIS S Lk 4 (giludiadls) ¢ potuns 2 5o
L)) diasj 3 s sl gl o b 1 S g0 g0 Mgty (ol QSIS 5 Do (5055 plis 5 BT 5 ol
335 g ol CodeS oy o el 5l Y CoblB 6 5l iadl [y SUT oS

ol oS Cy e lankiadls slns ( Sy Sy 148 5 Eola Sy e 3 0 S Sy o gl 2l OB 19 S

-

LVRV-9Y

Shep (b Sluge (V) 2980 (5a0) 15)) Co e
w9s Cliles jlada o )3 Cunl ¥ 09 ol bais (4
el 3l Wl 53 (1) atl 4l jlaise 1y (ol Scudss
9 Cudlye CodS )] (gl (ooges Tl 5 lacdgy Ui g2
9 Lol 315 (S (Jlo plie 29008 o fals
il s LS cenl(Gloy 5 (il e
PR 0ylesd emdjuw 0)93 AR (liue

Co e 45 Sl 03 lis ) (s pie Sl (o)

lgi e a8 Cewl placbal by jl (S @l cuas
Copie (V) 4osl S pLlas jlal 5 (b jludise
e gm0 CadeS (e 35 jate (sanl B ol oS
Slial ao liws ¢l 48 Calaes p (S g Bl
b banlp jetns oLyl b ) plejle Sol 2l


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

Sy 09> 53 M sy g e ) Lie § plie (LSS
) Ladl 4 (litaod 5 02955 1y plojls Sypole 5 plol ol
Caiidgo (gl Lo )90 St § (b))l iiS o Juges
sl 1y Ll 555 cslio 5155, 5 Jae b g abul |y lojl by
Sl p3Y ST g a5l dolie 5 S s lygd > WS
aaly LS g asl Jeoe |) plojlo 6 pScuge 2,58
Dyply g e s 0jon 3 S e ol oy
93L50l 3osb 11y 395 plojl 5 Cujgele i slagylojls
A Ly ol @lie S et syl Ko cngds
s djgliee 3 Ll aiS o el o 0 oS piS (85
Lo 351yl 3855 yolato 4 L] 3 g Clanl davdol p o uiio
Flete slaglojlo (LS 0jo> 13 gdoo 53l 5 s
5 o8 825 ol 0 1y 293 (LS o5l g (oolod
Lol 85105 0 0500 )] 51 9 0dniSe dmugs 03,8 o)) Slojl
old &Syl ygel jo 1y LS HS 03,8 zugyi |y (g pulp g cllae
@lio 9 5, 0jo> 3 a8 o L] (g s (Ul 4y
|y 295 5 mbe g GBuiS el S 5 ¢ Jlazo sl lolo
oSl gyl g sl g e kSl Slundy jolate 4
a8 0jex 10 WS o Copie linladoly g laasl,s
ol canS jobaie 4 1) 393 claan]p Jleo glalojlo
o> b g obytios gl oailid (550 skl 5 JolS

(M) S oo 3900 9 03,5 oo 0390 (Sib

=

wg 3l o ydw 35,0 5 Jlwakailsd b lre (qw )y p

— (el 4+ ) LS, (Gt )b ) s
~ . 5 . e
Sl (sl A )3 bl g (a3 ] oy (Lt Yo o) s yiudio b3
(sl V) (sl ¥}

[FEXRRPEREY A+

:{ (j‘é'\')‘fr"ﬁﬁfu":

< Sasl 9 S5k

Cudis O e (3l g ) wlas g 51 - Jsd

oSS Copde 48 ol Culige g Cedle s

oS S 3 oitl e c)_rm Joos sl gic

&) gLilie 0)Slas 5 coiS i)l sl Slojlo 555
3 ol ol 3ty -\°‘9> ol dlisee (sl iy (ol
by (sowy Jgto & (Sdjy (slaca )b g el o pte
Clggus )l ol 9S> (S @nlgs g Lacy b
aS cwl L g el amols oM sLayyl gy

Copbge Coysll 5 2lS paass anl8 (il slagleils
Ay CoiS Copde (St 39)9 45 Ailodd s ¢4 yidie
(85 %) 355 59y o3l Jhiel b plop 5 cudlige iy
Bl (55ls 395 ploxl wp> 4 ST CeS o pde it
adaly ol 3wl Sloy il laplejlo sl (55l
CatS Co pide Hlyaiiwl Wad o Ll &S 3 39 Slllas
Sonl S slaail g (S p cadS B 4 ot ol
@ 9 295 slac b p ote Simjd Ol
o ppie syl (F) ol 0as ol Sl 5 S pnie
oS sl gwlal (sl yins (S Mol plojle > @ol CudeS
il by a8 o s O gl 3 1y el s
o eolol bulyd s 1 lojle (2bj)l el CanteS e
el lojlo ©g8 bl ogue sladine) (alolid jslate
Glac bl §1 e alST 5 ly s sbul (gl canlie
(Sojlw Js glaJas aie) ol 0 (V) cewl (ylojle
Gl Ty e Clled pous 4 gy oo slash 4 Sudo _soln I3
(A) 158 (o0 5 g (2llid 3, Sdos 29
Jice olsie an (V JSa) s e i)l by Jao
L5 5 Slokiallg dwd 93 93 jlare & Jald 8 g cenS Jls
Olejluw S aS cewl (ylul slacs jo s lis 9 cuwl
ol y oo (J81s Jlisbe (1) b cund Ll 4 b Jlee
Pl pels cons Copie wll sl 5,8 i EFQM
Jie a8 wad o lis dasie Sldllas gl 9005 0y
il Colin gl bio gLy EFQM (sel s
(Vo= IT) el plojlw )3 golr oS e Silostungus
A aaly oladss puiy S wledh i Cldlas 5y
030l EFQM Lilojls JLss Jio ) ol oS e
aS cowl oy flic oldlas ls uomen (VF) Cuwl o
9 Lajlise pj dojline 325k 5 EFQM Glojlw s Juse
S b 5l lejl oy p3 Sl e 395 Sleialy Jgo!
ol 1 (gl &S lojlu 55 (30— WV 5 1Y) L5 ke
Hbaihes Jold () p sl andlis gola CodeS Cy e
At bjlodially cpllpj 298 jlodiailys (sba)bae Hlas
) 48 il 53 4y p3Y L(MA) 4258 o sl |, gl &S
5 (V) oad plol 1> 5 (hRiigsy (S0 bawgs bajloiaslys
(V) el oas (b Lagl (o)) sl lmaoliiny
S yly g oo b3 gy Jold plojl jlosialss (sl )lne

! European Foundation for Quality Management (EFQM)


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

) 2,Seg) S sl lide (slaasS 5l plaS jo sl o
Jold Lol yy (V9 ) Johio) sl 5118 (g2 390
Scott & Jaffesjlusailys oo g (5yudy S dolidun y
s 5l olizal L ol den (590 5 algime el (YY) 3,
ookl Ly G s aol ale gi0 b gubas g sl
el 8 a8, Ll oYK 5 ons sl Lo, adllas
o a5 (905l —oseil gy 4 el
L;Léﬂ Slodlatwl b Sgyd (Siwsod g (+/A0=5;luiiailss o>
Sl 832 oY 38 208 5 gy (FAY =(ilatinils
(7)) sl 00 a3l Jod B oV I L ppolis &S

L slasy oo b plool olo VF (b oMbl (g glcar
L (mpn 2y9 35T (slool Sl g (ool jSTpe 5 59>
2S5 55150 0,Slos 5 liiiiane sanlive dunlias 1 oolazwl
J=oS5 g @jgp Loty o) W= N0 (b (s 23,8
)l ..\.b‘s_w d')“‘\—” J.Al_w u.u.bj)_, L)_’I ‘Suobb ..\_wu_o
ufé?) )l ool l_s CI)M‘ )‘ = as Sg )ﬁ).o ‘SLED)S.).?)
ddate ,olis .5ad aojkisl 'RADAR shis &) pgwge
5 (il 0y Shg) Jold bajlwsialls jisw ) b,
&l plojlos & 4l & 5,505, Bl e )3k 5 (i)
Dyl 05l 1 3Lssl s g sl 03,5 (5 a0l |yl
Sepllss (gl 93, Sg) il isk 93 Jold (gilus )l
B o)Ll 0, S5y 0l (65,40l slial A aiepllas
0y Sag) by slagSojlisl 4 (65550 5 (b))
cd)_:fo)’L\_E‘ .J)L\ o)L,.’S‘ LQJ LS‘)‘?" )l u""l" S92 9 6):‘53‘:’.
L ol silwcslr 5 2,S0g) (bl plato (o Joli
o 5L g Sl (oS polde a9 (o) o 55 e
Ot Jlosliiwl g (pLuwlid jolaie 4y (650 slacyld
ol 293 g )l 0Ll Slojlw 1903 9 g n )b
ol (6550 g (5ySoll clled g I ol sl 5 g
g3 glgl ¢ ol d 598 cJled g3 jl a S ()5 b
.(\/\ 9 C\) 39 0 osliiwl 3 gupe sl 9 (S5 deliy

alyd 3929 (i can o 398 polic jl oS o 4
sl ae ¥ ol pnSlie g a0l o= Voo o (g5l
Sma iy el dd o) Slyed (Silis A8l oo 3,09y (JS

2 Results-Approach- Deployment- Assessment- Review

P 0o (a3 093 AR (lies

O 9 aumwnle W) 55>

Dk B3 Douby posiuns job &y |y 358 (0,Slos gla s ls
9300 pglde () g oyl Lojls s ls cpl polis
Cood 4 S ol plate (6,550 9 Liub b g jlaecudsS eme
Oloslw ploi a8 mels Gloladl 534l 5l 9wl Co e o)llas
L g Gl yoaduwo Dgubp 4y MilgS o d2d ey |
b g il jogad » sasuie adlas eST 4Gl 4 ax g8
kS Capia il (sl S dyp0 gl Ll g
)9S (S glacygh g elgs Cypte 0 ) el
Jae 5l edlazul b aS" wsus ol o), Kitg s canl oais plool
A l) jlotiallys sl Cumdg CotS Copde 2l Dbt
29530 3550 3 CsdeS Copde il pulel llpd lgie
Hled (g

o gy
Jols ol aiges g 0351 (ahae =g €53 5l ook
YYA 5 (LSS 51 55 VOVS w58 oSl YA 5 o)) 35T,
S slacag g enlp Copte S50 Ve (lpae I8
el (gl Gl pdgr @0l (Gl Jolo
D535 5 f ol eyl (s plel B o)l
e pp 3l g el 035 diedin Gygo ay (ST bl
Old e wliygl ogMe ay olKiily aw (Y oY o)) alKily
Ol Ol sh 5 Qs (ool e > 2540)5 Gl
iaib Solal (gySaiges jl odliial b (595, Gl 3
a oelipgl oSGl ¥ eslools jooe 5 s v 4l ya 5l oas
ool5gl slaol S0l alds 1o plu 3 5 oL VA Sl
Uik 95— ddged (lais 4y oSOl YV dlasd 4y (glosls 5 (54
5 i e 5 LS AlS e iomen W LLs]
Lol (hagin diged plyie 4 cosie ol (LS
Ol 4o sy pelide o Jalis leMbl (50,5 )15
2o Cwl il glas) polide g doliioy ¥ g (Lol I
Swgn S Jsb 3 bls s p bnosty 4 Sosnlin o
Cond S L 3l )3 Slgs oo (las) olide an3 00 45
Dy90 30 (& i SleMbl 29 o Esly o9y oyl Do odlatuwl
<S4S olssl 51YY) 4] cand 4 osalie cod o
L 3959 oo o oo 1y ales EFQM lojlo Jls
e ool (glasy wlade 5T A oo (gibas) il
shasline bl j a8 59 455 VAR (il (glasy (ulids

spblobus jlume 5 VY 5 )lize 0 53 EFQM Jao jlosiailys


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

505l b Lot 55150 (wyp g ol ond ol o
pLoml 5dS (S slacaygb g el Copdo S pe (B

Cawl 04

s Sssiadlys slalone JS il (Jone <8l1) ko
Slwdiallys slajlne el S5 ZYYIY 5 56 VEA/Y (VF/5)
e g (ZY;/;) =S gy y Lz w00 uﬁ"’i—’
sLilno 15,8 (ol |y (Z74) Slital dao)> (3 iy S S
9 Byl 4 bgrpe gl 00,8 S ) p)lea U po> slavas,
ol o0 )53 A 9 ) Js‘b 2 LQ)LM)J)

wg 3l o ydw 35,0 5 Jlwakailsd b lre (qw )y p

©

Slwsieily laybne jiel Lasl ggomme 5l g odly JuSiis |,
Slwdiaily slajlze jLiol g9 oo yiSlis Dad o dwls
a0 dy50 y 2 0 Jde loidly ool p bl o 00
Saly 3929 il (m3jliel 5 gy Bl Anlgd 3929 42
Anly 5 3939 FV= AD 1 ybg,y Anled 3939 SAS=Y e tpals
399 pae o ANNV= Y0 1Sl dlgd dgng AYE—Ficwlio
(s lialls 52 g 6yt S anllas gl Zom Vo sinledd
g LS 5 sy glajline 3 c 5 4 daled i 4
WL 2d3kiel 5 00
Sl Covgswl (5 yeeil (o ol I eolaiwl b el
slaggail 5 b S il ly LT dSibe Ausli
alls 3 Ll VF s SPSS)jile g | g Staurad
A (S pole oBuisly GW] wieS Lawg o plovl

053 9090 38150 US 53 950l 9 (sufie LA 9 5 ) 5L s jliel (el wus pu g lase Al (aSilis —) Jgaa

(7) kol cymals o yd (Hlyra B yoil) (3eSilua

(4995 21a%5) Juxo 05 Jre

vay o/ (v/) (7) ol by 501 5 slin) g Jgeol g ool o] ol slow]

VAIY Y5 (VF) (W) CaisS” Cu o sty g dawgs dbml 3 lusy 8 )lie

YVIf oIF (YIA) (5) obis3 b ey oo S5 .

AIY Y5 (VA) (F) o5 Kimjp s S
Y AY (VA) (V) Clyusts (s, 5 (sl

\tdld YeIF (AIF) Hre JS 5liel

YA VIV (YY) () olylew Sl ol il g e b cg30yaab

£-IA AIY (V) (8) SBY (slaclls g 5,3l wlisio 2,Slae (S5l ) ool SleMbl ubal 5 3yenly 5 oo b (5520l

WY VI (v/0) (F) sl 5 oo b3 S35k 3l g (oo bd
Yy $I¥ (VA) (F) eyl 5 (oin b (35 el

Y-l YEIE (AY) Joma S e

bl Ae jlme J5Slitel 9 Ve jline s litel pSassese sl o Ve e jlene S5 Slitel 5 Ve jline o slitel piShas

2 3080 3850 US 4o Ll g Lacs jlidie 9 aalie (LIS HIS (5Lajlans laiel (aell wus a9 jlane 81 Al (aSilas - Jgua

(7) ol ool woyd  (lazo Bl i) (ko

(4995 21a%5) Juxo 05 Jure

) AR (V¥) ) Sl s oo
/) N (+1Y) (V0) SIS (Sl 5 L2l (6)leSs 5 (plolis

WY YA (VY) () LSS S lis -
YOIy $1¥ (1) (0) 5550 5 S o oS Rt
FY/A N (VY) () QLS a8 g 2955

¥a Yoy (8/5) Sane JS jlizel
YA YIK (15 V) o slacs)San oyt

WA vIs (YY) (A) Jo s o
oy/s /0 (\) (ﬂ) Slge g Slias dalaidlo Coyde oy ) .
¥r/a Vi (1Y) () corgls oo 2SIy ille
YEIV FIY (MY) (V) ol g SleMbl ey e
ATl ¥ (0 Sre S jlatel
YV/A VIA (VR) (3) losny] )3 wioplls iy e
VA Vo/8 (Vo) (0) Wil 3 &ilyglgs d9u00
Y/ W (V¥) (10) ©lass jyxe dnsls o1k R
YAy NIY (YIA) (V) closs Sl 9 2g5 :
FYIY WIF (VE) (F) oliiesd b b)) cogii 5 cypie
WAl av/y (/) me JS sl

bl o V¥ Jlme JS Lol 9 YA Jlreys b jlitel ST smsrsen (Sl 0 A Jlme JS jlitel 9 VA Jlime i yo slitel yiSlassess

i by ye ol (p<e1+0) 29 (0+) CssS Li5)) oluni
o35l @l iz el 0d LSBT o o Lol
Slstel (1Slee (g ympy Hlime pd & (L5 48yl il lg
o el 59 e el (56S0ke g il e plo 5l i 3950
9 b2 olile oledmal 58150 Ll I olise )50

45 amd e Gt SThe S8 4 jlreys el o)

Pl 5550 g slitel it Jlre s YY SNV 5 ol 3950
SThe il 03,8 (4ol 1) Slitel g 3208 Jlre 3 VY SINY
039330 ) (il (92 plowl B 5 ledal (ol
s el 5l a8 SThe ol jlitel g 3505 canS (VA=Y )


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

5o

(YIA) J38 3350 S5l 1 528 o ol S5l 5 3
Cuxd A 5 4 S &Yole jld) 55 &y o (P<+/+0) Cowl 00y
g oS asWole Lidy o wlis a8 (olbls)l sladdlie
b 0sSlee (p i Bud 2959 9 (29,5 )LS slaadlye
Eooimo &S 3 Ui 0 (gyby Siw adllas ol iy
Ly ey S dolidiwys 45 (5o YYA SIZEV/A 81 10
|) ‘sbl.}u_w‘ 9 u‘g)l.w_a LSLCM_{.A_M: )‘ U_E.J.La ..\3‘0); J&-QSJ
g Al 0yt (ool S 3l ol g ody0 LS4
OSbe Cpizmad Wlod S5 edlatwl S lie Sw jl pliSun
S el JS
(¥ Jo2) w)f B (el

«_ie_w 0.39..\_’>m )39\5\1/\:( ))_s‘).s Sy

O 9 aumwsle YWy 2

9 e b lime 3 35 (P<100) 1S (658 Gl B
2l J bl g0 (5 3950 Sl (20ke 50l
2l 3 (P<e)0) 390yt s9-5) JLulB 2 4 S
Eaae 1D Ll g g Hline ©glds 38110 o bdjlize
oxolee 9 yidi 3S1ye b 5l s 3950 S5 sltel (e
e jlel 5l Gledol 5 5585 Ll 55150 S5 sltel
d9-¢ s Jodyl 5 i ol liazgliy
Moline @50 4 g P 5 pe S Slitel (ke L(p<+/-0)
FoS 92y el g Gledel redgr olyile 3STpe il 5l
(P<:/+0) 59
mdee Ol Giagh ool 3 ilediallys g adlllas ol
I8 bwgie o 3 LS, (gilusiailys jliel cggacme ) 45

S SLaCH 98 9 Salga i yase 8] po SaSES da jlusianl g5 gLa jlane Sliiel ¥ Jgua

U oele ©alis Glisebl alols (jlne G3l,5ul) JS jiel uile 3ol JS goa  lainly u;,s,w,@u

Lo
SUS,E 3l g oo b 2
o, 72y 9 e 13} (5le))

*(780) (0++) (vé+) @) (A+) (0++) 5

)a

=YY -YVI¥—(¥/0) YVIE (V) MY av/ay VA YAOY YV/A0 vI5 ol
-¥/o™ —YY/$=(-A) YAy (V+/7) \YO/AR Yo/sa Yv/o8 vV/-5 /Y YY/YA ok — e
—¥/NYE —YY/A-(-V) Ya/£ (V+1A) VFV/AA FY/VY YV/o¥ ARUR Y. IvE YYNY T
AN -Yv-(-¥) Y (W) V2ol -0 oY/AR \¥ia7 Y.y YV/¥Y iz olysle
-y —YVIV-(-YY) YY/V (VWA) VFIYS /0¥ VY YEIVA YA/ YYIAY Y
-¥/¥* —YVIY—(-Alb) YV (W) NrYING Fo/Al YY/o¥ YeloA \Wal WA Juayl
-YIA™ —YASY=(~1+Y) YOIA (\V/¥) WA/ o0/ Y /a8 YEINY Yold VY g
-v/\ -va/\—(f) YYIO (WIY) VAV EAN \R¥izd YAIVY Ya/o YAIY Syoy-E
A —Ya/A-(-AID) Yo/A (VV/5) WYAUYE \t2 YT YASY WY YAy YA
- /¥¥ -NS0—(SIA) T (81Y) YYO/vY aa/ay \ATAS WA \EAR! WA olRe
B —Y/A-(-Y/A) YYIV (V/¥Y) 2% ov/\ Y- Yo/\ Y¥/¥ VSIS STy JS 50 bl sl

P<e/ - s ¢ glaiges S cidgutal (5 yg05] 5l o3litel b S dgare Slas o lgie 4 S8 lal 700 1 5 Sile gl

ol 03 el sLusdiaslys slaybine bl JS7 51 VYV
5 e anl b (slmlas o 5Lotel oyt (LIS lno
b am il (o) 93l 5 (odo LS daeS Lt
Shatel by by Jod)l 5550 9 @1 55y ilos )87 (ol
10358 S 1y el 50 \YB/DY 4 VWA/VE

S Slojlo gwhaw (o Shg b SThe (oges Cundy Gk
F oo (Ve 9 W) Casl 0sls oy o Sidingly (S0 bawsss
icwlio 2)Slos b cuas o)) sy 0959 .ol Sbj)l Coro
Sudig €8 )l pgie slooliy b (e (3jel Cu e
L S8 5Ll o9y ccdby gl s lapiuss (LS8
LS 4ol ) 3550 40 CutS Copie aslp el (plate asliys
4 Camd glojls (lglas 5 e e 5 (BT (ojl52e (s3linel
e 635318 BYs doa 5l pettens <)) g CuisS o pe
St sLagleiluw 09)5 13 (598 luld 5 ladal (s
Lol @Bl

SLajlise jlitel (268 48 (6 slb)line i (s
Ol S p0 50 o aS oy )l cunl 03,8 Sy jlodiailes

P 0o (a3 093 AR (lies

suc"«'*’é3“’:""P‘:‘:’Jf""‘;b‘d‘xu‘f"'ﬁﬁ—\‘J34_;
Sl lane 123l g aSilae § (50 S s 3 (Kb

Sy S
P il Solinl (Sl 5y S

U i o o, S
V(YY) vv(9 VE) WA . RS
FY/0(0/Y) Ve(FYID)  S(YVIR) . M
FY/E(TIY) \@v/a)  VA(FY/R) Oledeo!
FA/5(T4) Y\FYIE) V(S st ol
FY(VIY) VY(F5/Y) YF(OY/A) . d)l
FY(F) Yo(fS/0)  YY(ev/a) Oyl
(YY) FYVAS)  A(YVF) . S35y ollys
TN (T) YY(AV/) a(\A/a) . 5
FYI0(EIY WEY) SN Ol gl g Unns
\RIA(AD YV(@-) ¥(1+) . by
FYIY(F) YEEYIA) WY(YVIY) . P

S5 Aol 9 Sy

5 oladmol 35150 ol Jl g 9 it 5550 @l oll
A . .
)_ﬂ).n ).sl.w 9 Ml.s dgab ‘_SLEULQ)L» 0505 3> Eye) ul.w‘)b-
5 0ed (5hie 8,5 (o 518 sie sl lojls 095 5
999 VMY (VF1Z) ply 38150 £g0ome 3 lusiaily (sloyline

® Improver


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

5 Wliwgy Sy (o8 sloely Giodg @l (Yool
3y90 50 Lo o ST olad bl ] adls sasw plie
oLSoL ol 5 jS1he 4l o Clbls )l (asile)d g ply 150
i (o) 9 @0 sl 048 38 STpe (S p> lodle
Slas aes oo lis LoyeJS cbl s Ventura s il )l
359238 33 ¢ Slojlw 0jo> A p3 (o) 3590 i WV
e 2lom dliel 4y s yiwd dog s (slaodly Cuysde g log 5 dol )
gy phaie 2yl plais aiile jols Lalyd ) sl
3 eslawl (sl bais Sl s plus ¢ 25 5,55 ¢ Jla]
0Pl lailiygl 8 g plee e slajls (b)) w)lgale
o yeols 3,1kl JBlus (ol yme 55 JUbl Luilsgl wile
0= el 3kl JBlus 5 Lo @bl 50 VY 3 o
GaoolieS 5 i oy (slad oliy 55 iow YA (gl g 09
(YA) 1559 Lysl Jls 5 Ll 5l 5590 ¥5 a5 390 00 by
Burnsville ye—s wilyel 5 SLis it led,bs owyp gobs
sl bl 5l as ams o L K el (Bgmaise bl ,
pp @5 (1) Gl 00 (S pIAS g 005 g
Yool o am3 g0 i g 3Sm o 13 ulipgl Camids
(bigel ey (1iSTy Glej pogas ) (sioly 3Ll
e ol ol gl Slusge )3 CuldsS (e 9 Jlie cudl e
aS ol i pols ddlllas (YY) 390 Joo o] 4 48 3,105 3459
&S ooyl S g asls aclil s LS le jo 5 paly
Ml den jd wpd cge 9 S 1) mols ctS Co e
G5y 2l &S Cal Jb 53 ) ] 4B ms) lojles
3 ol Glaal 4 spio 9 05T LS, wiojls Slojle Jeoo
2= ol plejlw QLS Slhdas () adaily
093y ool CBlanl g o ygele 48 cawl 03l Lis Gresham
395 Sloasenas sl 1y Lasl g ol arishs Wl lp Sl
s gwli gl lojle adllas bt yuisren (VF) Wlatuily o
JS oy o coas peas 45 0b L 35 Alameda
(Vo) conl o pleal el
slacusd g coles copie Slye o as ol ol bo aslllas
45 Sl ol (b St S pU a4 goly (S
ol 3 sl (55 Saste iglbg b ol S Sy ol 2
ol LS, ol Alameda g il gl lojlo )y 4l
g 0935 Jold (A5 93 )3 CudsS Cope Sl a3 oo
Soscso 5 4 () ol 033 b oS (sl 5 oS
aolpy b pomacie (sanly il o lojluw jd cias <)
Mol dn o latse (Sl calio Cllis] et

wg 3l o ydw 35,0 5 Jlwakailsd b lre (qw )y p

©

Sin b gy g CodsS dgntp p 4Bllojle g plite ©jg0 &
Olpis EMua s pas ol onis B 4T Slojle s
Jool g maalio L plpte ol pae o pie slaaid) 5
5350l (sLmeygd o LaolS )l S o g S <15
S Sy Sl Johnel b op3g5 Sl 352y 350 e
SNl 039 oy 9 oolhiwl an Jolete (5) S
2y sl Sl (39 b BV 5l el CudS o e
o9 YU Jleasl s (WAY) o) Ken o oLiSds Lasb 0
L pbwylon i 3929 |y 395 adllas )3 (g5 jlotel
2 aS Jls 0 (YY) Wl S 85 (Copie) s o EMuass
9 Sy sladidy d olpae pled CMuass adllas -yl
Olpde OleMbl 3y 428U dlayly pl )3 .ol 0390 (g5l ys
03y yy s gty ool 3355 pis )3 (soe Jols
(5) sl ot
2 Olpie by Sw a0l lis dalllas oyl o
So sy Jlod b ool g ()lhe S 5l Bdls
onliygl adlles ol Gl ol a3, 1,8 eoliwl Sow
Copdos 45 483 o0 LS (wgSujSe e (Sl )lon (g
posad 5> Bl pis 2929 b (VF) Cusl 035 S )Lha i
245 031> lis 09l ¢ uilfygl salaze 13 (5yu) S
2l (ke gl ol lojls Sy e o
Loy (g 0955 ) (502) S oS adlllae S 2l (19)
Amd o b Cuol 03> J1,E oy dy5e (gilwdnnds 3l odlatwl
oolizal 5 e sy 5550 J g 3,Shae L (slaogS o5
Syt ol bl b () S pimen (YO) Wlod S
e Gl il g el Sloss plojl > ele dS
S oly dass 3 (gyudy Saww &S Cunl 03b lis Gresham
(V- A) o) LSan o KUSHMA(YF) ol i — 35 L
Lol (bl Jole s 4 Cabge (85 Lo )3 4y L6
dioxo cowlia |y ool S ol a6y S
cwlio |y (Sl o S g b o iyl cdly >
18T o s 53 g il B3l Sl g ole 9 (532046
S )8 )3 38 (o el gl (s 45 A8 (o
(V) 458 shitl il 1) Cedgns pobu] o3l
53nl) dliyy a5 0ls (L5 3yly g (e b jlne (o)
M8 (oS slapadld 290 g lojlo (ol lual coa 5
9 395 g3 033 S sy yasli p uST 5l camled Lol 5yl
Slaal ggoome )3 Cunl 48,5 )13 ()555k 3)90 35 (495U
3395 ¢ Sl Sop ool ABlo (63,190 4> (63 ,mnly dsliy


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

©

S WS o Joo o Shy pelel 2398 lag s Sl
(XT) S0loas S5 e celagyesdl b cudligy & )ljg ouilsd
Sl o oMo (pedd sl slasly @a 5 >
2 V) Gl A Dg3g (owsS 1Ko il el Sluwle
slasHe Ly 319id g (bl pllai a2y pac 5l adllla
Lo )Slio g Gl 5 o pllas 2929 pas codd pMhel g (13m0
S clbog,S St pis ablpiiny pllss ins ¢y lS,S
ador jl Olidas (s ) (LS Slasil (595 2929 pas
liseo Gl d b wyp dy90 SThe 40 aS Aiiud (63)lg0
ot CssS elmaliyy oS & Wl oo ¢ A onlite
Ll 0 (WAY) hlser o (oli Sy alaly ool jo aigs
OO n 1y Wog)S g S35l lymy (S13)08 595 iy
(YY) los S

ol b 5 Cliras Copte ) dacSlio 5 mlio 0jo> 5
el Cupie 3 Lol el o el jlitel I canlio duo )y
gy e dle Sl pas bl &y ()b slagsySan o Jlo
«5y9ld oyt Cunl 0 WS Sye (S g slarwgi gl
2 Loges i cliaod 5 gl il 5 o plf )
Ol (B 3908 Jb ol o)l 515 Jo8 LB Ll
el 31 e 3,Shae 300 2 85 o sple S 15l
Gl dgpdio 3yl

i Sy9—e SToe plasy Ly «ledbl e 8j5> 5
(olytd 3510 53 3 Jls pl boyly 5gg Wodly yize oL
5 bie Sloedol gl glaibole (g5 Glul B 5 lodel
3STpe Ay o pdai d Cplply )l dgn g CleMbl Ll
o X5y D YR (6 S el 3 395 glaodls Il
ey siligy bass jl ogs adllas 3 (WAY) b
I 3 (5) dimd o 3 SS 1,y SleMb] b sas bl
oMbl wdllas ) ol 1lo (VWAA) )San 5 s &S
|y SLeMbl (6,818 4y 3 G Lol A8 o il L3S 1,
s Ly Logyi e 3550 il (555150 (YY) 230 3135
2 85 oanlie wotude G)go 4 8 B9y 9 Al slaislow
48 e (Ui )9S V7 il gl dlolio (g dlasly
Slacsibon g bog s Cud 3950 5 0303 35 50 gl)l> S F e
Ble orydee Olyie 4 dle opl jl g Sy 3900 g 8
(Y0) sl oas Db Sliw o i ol gl cutS 515

29y 35Tyl 53 (td 3550 50 2 daat]b Jlas o
(s cygol (03, 5wl oniid el aG] )8 pawyi 9 olwlid
Sl Copie B o g odgy [Sitio > 1 e g 4l

P 0o (a3 093 AR (lies

O 9 aumwnle W) 55>

iyl dmte ) Sl 055 claglojlw )3 asly o
s 55 sl a8 ol oLt adllas ) gl (PY) Wles S
s Ly aS conl (6518 (slnog, 5 18l 5 (3900 ©j90
9 Olejlw )3 Loog, S Ll 1y a8 gols CudeS Co e
alagly ol a0y Gplie sl e (S ki (6565 paouad
pyo S Cul o3y lis Greshamps uil5)gl adllas zobs
5 035 (g lanas 2 (2l oyl el )3 e
wBlaal ol 5y a5 5 ol i (S o 0 S5t
ol 2 0,985 5 (s tde Slidios .l Coglgl L g Cujgele
al)l Cloa s cuas s oy ewsdlKo gub 5 3,10 D93
Hidlo pMol &S sl 03 )" slpguiay SNiing s 23,0 2939 00
Copdo doly S Hlhtiul g (ednly doliy pgld o pie
(V8) 355 )13 ploslo glpde Jlaide (ol CudeS
oSl an Lasl (are i o o8 lice (LS5 Jlso )
obic CleMbl w)p Cuol 00 Hlaye3 1 (oS Hluws Liel
s SLaghe) )50 3 (2SN L 5090 45 Aad e
= (M) ghlSen 5 (b sl o0l )15 0 ol 4l
o D5 Ol Copde jeel )3 (LS <8 )lie e
CS)bie g J5 (VWAY) (oo 9 (oo 9 (7V) 920

ly selie aes 50 (WAY) oL 5 oLiSds (5) wlod S
5 ool (oslans] clacuwlus 3539 (YY) Slod,S i)l5S
3905 9 Sbmwlonr ey (ol laclye ) (3
DR a8 Gl Csl 0 s (e Sla Mo
s 1y ol ysel plos s oyl Lases 393 5 a8 L3
Sy 3510 3 2 Pl (598 Cads e bjgal g
g M g3 0313 3)955L e yobo 4y 3)Shes o)) 095 plate
alayly ol )0 ad el sdnw 3 LSH el cols,
a5 ladle 35 g (TF) gl illul 5528 0 (il gl adlllan
@l (VF) el ooy Jl38 (o 3)90 1y (olgyS” (il gl
2 OEzzed 00,8 (D)5 (oulg)S g Gop 0y90 3 |y (srlie
L 5 o) Bi5e] 655 b Greshamas uls,sl olojlo
ol3ygl 53 Ll (Y8) 3,05 349 b 5590l (sl (60, lsbiusl
il g pgliee jgel plaie ladel, Alameda s
My i pils adllas (Y4) Conl aily dg5g (glady> 3B
Sy Ol (S laca)sh 9 @l Cupte e )
Cgmo Sy psle slrolliily Byl 5l uiliyl eSS
slacedo iy p (e Sl 59yl 92,5 o0
Sl Sl (sl e S il el lodd Oluwhe .l 0329


http://hakim.tums.ac.ir/article-1-731-fa.html

CodsS oo )3 LIS P Cupr g Attt udly (Silocide
pladl cuas sladol p jlyiiwl & Cawd 5345 d> p Cuwl p3Y
Lo Llgs e EFQM e 48 3l ot gols cysizean A28
Sjlee L) (Sijy glacayss 5 ol Copte 5 50 i
ring Sy g aaled o)y diepllas Ojgio a9 255
Dyl walyd 1y ol eladyed b g laanl s da g5 dav6dg)9
Slraiej wlgie o) @b a okl b STy lpae clpls
2ty (2lb |y culite (oMol (slaaoly g s 1) 29000
L ol oasl ol b mghy cnl 1o o5 (gl (plido ipled
S9N s g )9Sk 150 (glad Slas g clial o 59505
s bt 15l A5 g el 015 (3905 EFQM
ol g @ela CadS Copae il (sloyes sla b))
ol I pel Jooo 4595 50 sl 4Gl 4 v g5 b adl 5 Shas
Soimpb (3,5 ainnles s )le (syido gy lp e
slrog)S Sl (U S )lie 5 (gjlorially potune 29000
Olya® diojl casS Copie wlal sl (o g cuas
sl LS HE 5 lpice (6558 plls g (LT 5 oLy
i) > S sladisel Gob | 5 5e 298 00 Sleriny
ool (sl o3 s b 3l Madlys |y T S <l
235 Lo gol> CuldsS o pde

0=l Qe by (a8lie (515 465 g Cusl S5 4 oY
ol 00l dlao

193 9 ,Kis

iy (81353 gl 4ol s Jolo s o)
5 S le 35 SIS plaialy 4 pilae e B
pole oty (olole g 6yl oIS Lo (gl )b
Al o M=V =AS=EE N ojlad &y iy g (S
g ely> Copdse j5 50 (Uislee 9 Glpde jl iy
5 Olpde e O)ljg codl Ciglen > (SSjy sloca 58
AL A (o 3y50 3SThe LIS ) g pme lulid)lS
oigi plosl b 3 g aslus 5 o))l (g lSan
Do oo (SI0,a8

References

1- Salmanzadeh H, Maleki M. Excellence quality: Gieand

wg 3l o ydw 35,0 5 Jlwakailsd b lre (qw )y p

@

oles padls Jols 3150 IS5 5)50 syl )0 )8
oLl 5 iV geel Cond 5 QSBLELE S 2l ¢yiges
oanld (o0 Sles slaojes plo ;3 5 Cunl Clluo § Cures
92y Oleld g Slye 2 o Gizmen ol 0l (g5
2 Lel el dgag B S cwls  suuwylas gly L;A,.;I).e
N olpe b poye pgas 38 9 LI bl Sl S50 o
4ol g5 BUrnsville uliygl ;5 ) d09 calises 5,k
Cowl oad ()55 wliygl lojlo lawss Yl 55 oriuw o
e ST 5 il gl 59 5 SiamsSeiSe o o Lol (V9)
3 = el g 0lils plodl (o ylas 4565 s Gresham
Copde Egomxe 1 (V5 5 VF) Cowl ailhs 2939 o 3590
eie (6 5yaal p diejls g cowl 48,55 S5 31,0 45 a0l )3
Ll
o yiawd g ol yod Cudgize Sy b ddllas oyl ploc]
(28lizo (glaodld 3435 3l 3y90 leMbl Sy 4y 8K
4 yled s wjiwd (e B B o Ken pas
Olius g (60 yly d by aile Gliins § SHlae (S p
sy Cul Koo a5 K09 rudgise oyl dles I 5590
o=l el o3 s e dd pd cpl o sl acsly )
S Gl peomen 0,5 )8 dr gl 3)50 iy dgaes
plosl ol VY Jobo jo LMol (yglann Jghume Sioy
SleMbl (gyglaes 5 Clanlin cuaS p g o 45 adllas
o () JLo mal b cadls y50 5l |y a5l yige
dalllan oy 503 yiuS D55 £95 40 gy 3 gl IS Sy gl
g @dles Copie 38100 0 CuasS Cople (awlul gl yius
Gy ol Gy diged g 29500 Jlosd 4 (Sbjy slacy b
adlles ol .l 035 jouiS 5D yoSin 35100 il wlis
Lo by lingl 55150 coome sl padlis oMo (ppizron
(lols ol oaal jli plsie @) ole S o ppde o5
g @dles Copie 38100 aS s o s ddllas ol il
s slwialys Gl jle 0j9> ) (S slace o

3- Dianis NL, Cummings C. An interdisciplinary appcbao

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

process performance improvement. J Nurs Care Qual
1998;12(4):49-59.

4- Kennedy MP, Boyce NW, Logan ME. Quality managemen
in Australian emergency medicine: Translation oéaty
into practice. Int J Qual Health Care 1999;11(4):389

improvement with a FOCUS-PDCA based strategy. Journal
of Health Information Management 2001;4(9):48-58.
(Article in Persian)

2- Riahi B.New Theory of TQM in Iran Governmental Section.
1% ed. Tehran: IRTCI - Publishing; 2005:49. (Text in

Persian) 5- Glickman SW, Baggett KA, Krubert CG, Peterson ED,
Schulman KA.. Promoting quality: the health-care


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

organization from a management perspective. Intudl Q
Health Care 2007;19(6):341.

6- Hamidi Y, Tabibi J. Results of implementation twfal
guality management in Hamedan province health méswvo
Journal of Hamedan University of Medical Sciences
2004;11(1):37-43. (Article in Persian)

7- Rezayatmand A, Ghasemi Self-assessment tools for
excelence. 1% ed. Tehran: Barin Danesh-pezhuhan
Publishing; 2006: 56. (Text in Persian)

8- Jelodari B Organization Excellence. 2" ed. Tehran: IRTCI
Publishing; 2006: 43. (Text in Persian)

9- Nabitz U, Klazinga N, Walburg J. The EFQM exerlie
model: European and Dutch experiences with the EFQM
approach in health care. Intl J Qual Health Care
2000;12(3):191-201.

10- Ghobadian A, Woo HS. Characteristics, benefitsl a
shortcomings of four major quality awards. Interoaal
Journal of Quality and Reliabilty Management
1996;13(2):10-44.

11- Eskildsen JK. Identifying the vital few usirtgetEuropean
Foundation for Quality Management Model. Total Qyal
Management 1998; 9(4/5): S92-S95.

12- Van Der Wiele A, Williams ART, Dale BG. ISO 9000
series registration to business excellence: theratugy
path. Business Process Management Journal 200@;675):
27.

13- Westlund AH. Measuring environmental impactsociety
in the EFQM system. Total Quality Management
2001;12(1):125-35.

14- Wu CC, Wang SH. Using the EFQM model to share the
experience of TQM and develop improvement stratefpe
SMEs. [cited 2010 Aug 10]; Available from:
http://www.bm.nsysu.edu.tw/tutorial/iylu/12th%20ICGOTL -
05.pdf.

15- Eskildsen JK, Dahlgaard JJ. A causal modekfoployee
satisfaction. Total Quality Management 2000; 11 {881-
1094.

16- Prabhu V, Appleby A, Yarrow D, Mitchell Ed. Thmapact
of ISO 9000 and TQM on best practice/performandee T
TQM Magazine 2000;12(2):84-91.

17- Bou-Llusar JC, Escrig-Tena AB, Roca-Puig V, Beltran-
Martin I. An empirical assessment of the EFQM Eberele
Model: Evaluation as a TQM framework relative tce th
MBNQA Model. Journal of Operations Management
2009;27(1):1-22

18- Amiri MR, Sakaki MR. Guideline for Assessing
Organization Performance Using EFQM Excellence Model.

1% ed. Tehran: IPHRD Publishing; 2005;20-45. (Text in
Persian)

19- Maleki M, Izadai A. Status of enablers in hdaisi of social
welfare organization in Tehran based on organimatio
excellence model. Payesh 2010;9(2):131-7.

20- McCarthy G, Greatbanks R, Yang J. Guidelines for
Assessing Organisational Performance Against th©NEF
Model of Excellence Using the Radar Logic: Projett i
management Sciences, [cited 2009 Aug 20]; Availéiole:
http://lwww.php.portals.mbs.ac.uk/Portals/49/doesifyMc
CarthyYangGreatbanks_MSM_Guidelines_for_Selfassessm
ent.pdf.

P 0o (a3 093 AR (lies

OLlSen 9 sdarwisle W5 i8>

21- Polit DF, Beck CT, Hungler BEssentials of Nursing
Research, Methods, Appraisal and Utilization. Translated
by Dehghan N, Asadi A. Tehran: Andishe Rafii Pubtigh
2006:209-49. (Text in Persian)

22- Jaffe DT, Scott CDEmpowerment. Translated by Iran
nezhad M. T ed. Tehran: Institute for education and
research in management; 2004:85-110. (Text in &&rsi

23- Delgoshaei B, Maleki MR, Dehnavieh R. An evaluatid
the basic requirements for the implementation dflto
quality management at Rasoul Akram hospital, TeHran,
Journal of the Iranian Institute for Health Scien&esearch
2004;3(3):211-7. (Text in Persian)

24- Peralta LM. The prehospital emergency careesysin
Mexico City: A system performance evaluation. Prghos
Disaster Med 2006;21(2):104-11.

25- Kinzle B, Zala-Mez6 E, Wacker J, Kolbe M, SpdiR,
Grote G. Leadership in anesthesia teams: the rffestiee
leadership is shared. Qual Saf Health Care 2010;:3(®.

26- Caton HR. An Investigation of the Elements of T@N
Their Application as Management Tools for Greshane F
& Emergency Service. National Fire Academy. Januray
2001. [cited 2010 Jan 15]; Available from:
www.usfa.dhs.gov/pdf/efop/efo32166.pdf.

27- Kushma J, Benini JK. Holdeman E. Leadership €hgks
in Emergency Management: A Moderated Panel Disonssi
Emergency Information Infrastructure Project (EIIP)
emforum.org (Virtual Forum: 5 Nov 2008). [cited 200Qct
10]; Available from: http://www.emforum.org/vforum/
081105.htm.

28- Ventura County Public Health Department. EMSnPla
county of Ventura, 2004. [cited 2010 Feb 10]; Ashle
from: http://www.vchca.org/ems/EMS_PLAN.sflb.ashx.

29- Larkin R. Evaluating a Quality Improvement pragr for
the Emergency Medical Service in the Burnsville Fire
Department. National Fire Academy. Feb 2003. [C&edl0
Jan 15]; Available from: http://www.usfa.dhs.gov/
pdf/efop/efo35760.pdf .

30- Fanning ND. Assessment of the Status of Quality
Management in the Alameda County EMS System: draft.
Oct 2005. [cited 2010 Aug 20]; Available from:
http://lwww.acgov.org/ems/Quality/Assessment_of %0E
S_System_Quality_dft.pdf.

31- Macinati M. The relationship between qualitymragement
systems and Organizational performance in the ahali
National Health Service. Health Policy 2008;85(2321

32- Tabibi SJ, Maleki MR, Mojdehkar R. Performance
evaluation of Ayatollah Kashani hospital based atdfige
organizational excellence model. Journal of Medical
Council of Islamic Republic of Iran 2009;27(1):24-30.
(Article in Persian)

33- Langhelle A, Lossius HM, Silfvast T, BjérnssorMH
Lippert FK, Ersson A, et al. International EMS syst: the
Nordic countries. Resuscitation 2004;61(1):9-21.

34- Anticevic HS. EMS System in Croatia. Resuscitatio
2006;68(2):185-91.

35- Arnold JL, Dickinson G, Tsai MC, Han D. A suyvef
emergency medicine in 36 countries. CJEM 2001;308®):1
18.


http://hakim.tums.ac.ir/article-1-731-fa.html

[ Downloaded from hakim.tums.ac.ir on 2025-08-24 ]

wg 3l o ydw 35,0 5 Jlwakailsd b lre (qw )y p @

Enabler Criteriain Centersfor Management of Medical Emer gencies and
Accidentsin Iran according EFQM M odel

Abedsaeedi Z(PhD), Mozafari M* (MSN), Pazargadi M(PhD), Alavi majd H (PhD)

'Department of nursing, Faculty of Nursing & Midwifery,
Shahid Beheshti University of Medical Sciences, Tehran, Iran.

“Department of Biostatistics. School of Allied Medical Sciences,
Shahid Beheshti University of Medical Sciences, Tehran, Iran.

Received: 15 Sep 2010, Accepted: 27 Dec 2010

Abstract

Introduction: Successful implementation of total quality managem(TQM) needs committed
leadership, customer-based approaches, processgemeat, efficient communication, knowledge
management, staff sharing and continuous improveneetture. European Foundation for Quality
Management is the appropriate framework for intodlg or assessing TQM in organizations. The aim of
this study was to assess five enabler criteriauttinly leadership, strategy, people, resources-@astiips

and processes in Center for Management of Medicedrgencies and Accidents using European Foundation
for Quality Management (EFQM) as framework.

M ethods: 399 road and urban emergency medicine services JEk8ons and all official units in llam,
Bushehr, Mazandaran, Ardebil, West Azerbaijan, Yazhran, Sistan — Baluchestan, Khorasan-razavi and
Isfahan centers along with their managers (328) perdonnel (1576) were selected. The research was
conducted in 14 months by a 189-item rating scalewaluate organization, and two questionnaires to
determine leadership style and status of orgaoizampowering.

Results. Overall, the mean enabler criteria score was #.4 out of 500; therefore, the selected
divisions were labeled as drifter organizationsalihivere in early stage of quality improvement road.
comparison, the Tehran, Isfahan and Khorasan- r&emters with higher score were labeled as improve
organizations. The leadership criterion obtainedrtiinimum score (26.6+9.4) and people criteriorairted

the maximum score (35.1+5.6).

Conclusion: To provide the capability for TQM implementatidnis essential to enhance the knowledge
and attitude of managers and personnel about guaid its requirements. In addition, EFQM is a grop
framework for evaluation and monitoring of EMS merhance and determining areas and plans for
improvement.

Key words. European Foundation for Quality Management; TQahlity Management; Emergency
Medical Services; Enabler criteria; Iran
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