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Background: Evaluation is a key process to improve the organization. The
maintenance and improvement of the health is the priority of the people of each
country these days. Ensuring the provision of appropriate services requires the
evaluation of the health system performance. European Foundation for Quality
Management (EFQM) model is a self-assessment model and allocates more for
health and care organizations and almost evaluates an organization in all structural
and functional aspects. This study was conducted with to the aim of evaluating the
performance of a public hospital in Tabriz according to the model of Europe
Foundation for Quality Management.

Methods: This study was a cross - sectional study in 2015 in a public hospital in
Tabriz. Data collection tools had been standard questionnaire of Europe
Foundation Model for Quality Management. Data was gathered through standard
and prestigious questionnaire of Europe Foundation Model for Quality
Management which consisted of 90 questions, same in the field of nine criteria.
After visiting the hospital by experts, meeting was hold among them and proceeded
to consult and complete the questionnaire. The data was reported by descriptive
tests and software of EXCELL was used for data analysis.

Results: The mean score of performance evaluation in terms of leadership was
73.6 points out of 100 points, in terms of policy and strategy, 46.8 points out of 80,
in terms of human resources 54.1 out of 90 points, in terms of strategies and policy
41.9 points out of total 90 points, in terms of processes 59.8 points out of 140
points, 66 points out of 200 in terms of customer results, in terms of human
resources results 23.76 points out of a total of 90 points, 40.2 points out of a total
of 60 points, in terms of society results and in terms of key performance the result
was 71.35 points out of 150 points . The average total score of 477 points out of
1000 points was performance evaluation. The results of the report are 47.75%.
Finally, the results showed that the hospital had relatively appropriate status.
Conclusion: The findings showed the need for more attention to human resources
and customer results. Enhancing employee's satisfaction factors to increase their
satisfaction and efficiency, identifying foreign customers, categorizing and
measuring different needs of patients in order to response and upgrade the system
of addressing the complaints through the reform the processes are those cases that
are proposed to improve the organization and increase compliance with
organizational excellence model .
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Introduction
he important role of the health sector in the

promotion of social, cultural and economic
indexes of countries, have caused that organizations
involved in this matter by a review in health
management practices, be determined more and
more in implementation of the most effective ways
to deployment of available limited resources and
provide health care of people of society (1).

According to article 88 of the Fourth
Development Plan, Ministry of Health and Medical
Education has been tasked to refine the structure
and processes of economic management and
identifying indicators to improve the quality in order
to improve services of healthcare quality and
excellence of performance of clinical services,
Increase efficiency, and optimal use of healthcare
facilities (2).

Complexity of current health care organizations,
increasing healthcare costs, specialization, focus on
the customer and the importance of efficiency and
effectiveness of services, are including factors
that have encouraged healthcare organizations
to development of performance evaluation
and development of excellence organizational
patterns (3).

On the other hand, because of the nature and
extent of the services to be offered in the health
sector, even a small mistake of any kind can be
irreparable. Therefore, performance evaluation and
providing flawless services and being in accordance
with the performance standards are necessary in this
sector (4).

Evaluation is a key process for improvement
of organization and EFQM model is a self-
assessment model and more specifically is for
health care organizations and almost evaluates
an organization in all structural and functional
aspects. Evaluation is considered an integral part
of every activity and administrative activities,
because the improvement of administrative
activities is followed that it is main aim by using
measurable information and evaluation pays
attention to proportional effectiveness and
outcome and considered productivity without
need to resources in crescent.

Evaluation is inevitable for health and treatment
cares. When we face with limited resources
knowing whether a program or function is useful or
not, is crucial. Even if we access to sufficient
resources we should also be aware which programs
under implementation are more advantageous,
Safer and more efficient in terms of time and
can be implemented in less time (6). Today,
the maintenance and improvement of the
health of the people are considered as each
country's development priorities, and health care
professionals are always trying to take advantage of
their available resources, to provide the best and
most quality health care services to population (7).

Ensure the provision of such services requires the
assessment of the performance of health (6, 7).
Performance evaluation system is common in health
care organizations in developing countries,
including Iran, especially hospitals have been
unable to satisfy their stakeholder satisfaction and in
areas such as improvement of the performance,
improvement of the quality, satisfaction of providers
and recipients of healthcare services, improvement
of the information management system are
encountered with failure (8). Organizational
Excellence models or Business Excellence are used
as a powerful tool to measure the deployment rate of
systems in various organizations.

By using these models, while an organization can
evaluate its success rate in implementation
programs of improvement at different times, it
can also compare its performance with other
organizations, especially the best ones.

These models learn the excellence of
organizations is not a theoretical conception, but is
also to obtain and provide tangible and visible
results that are evidence-based and have stability
and durability (9). A time organization can achieve
excellence that can focus its attention to all aspects.
One of the first steps to give a comprehensive view
on these models was removed in 1983 and in
Canada, with Canada Excellence Quality Award.

Then in 1987, after several years of continuous
work, business model of Malcolm Baldrige National
Quality Award was introduced in America that
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actually was covering all parts of a business, taking
into account the interests of all stakeholders (7, 9).
Following this model, the model of Europe Quality
Award was presented by the European Foundation
for Management Quality in 1991 in many European
and non-European countries that follow it (9). Use
of EFQM model is high default to provide
comprehensive quality management in the hospital.
Because this model is the most comprehensive
model and it contains professional quality
assessment model. As other models such as the
quality certificate JCIA, ISO and KTQ have been
placed on its base (10). European organizations can
demand to assess their organizations annually from
the Europe Foundation for Quality Management
(EFQM).

If the organization does not meet the minimum
expectations of EFQM and finally the gain
evaluation score among applicants will be
introduced as the first place winner and the
prize will be awarded to it (11). Excellence
Organizational Model of European Foundation
for Quality Management has been on nine criteria
(6). Five criteria of this model are about the
empowerment and represent the constituents of an
organization and how they interact with each other
and four other criteria have formed the results of
organizational performance and introduce results of
enablers (6).

Using the model of excellence in the health sector
was caused to engage various professionals in the
analysis and agreement on how to change in health
care complex organizations and has the
development of managerial skills in the field of
performance evaluation (12, 13).

Therefore, this study was designed and
implemented with the aim of evaluating the
performance of a public hospital in the city of
Tabriz according to the Europe Foundation for
Quality Management model, in 2015. Therefore, it
is expected to promote employee’s satisfaction
factor for increasing their satisfaction and
efficiency, identifying ~ foreign  customers,
categorizing and measuring different needs of
patients in order to response appropriately and
promote the addressing complaint system through

the reform process to improve the organization and
increase compliance with the excellence model of
organization by conducting this study.

Material and Methods

This study was conducted in cross sectional -
descriptive way in 2015 in a public hospital of
Tabriz.

The reason to select this hospital was being
public hospital, many patients visit the hospital and
it is as one of the top pole hospitals in the west north
of country.

The standard questionnaire of Europe
Foundation model for quality management was
used. This questionnaire contains 9 criteria and 50
sub-criteria. This questionnaire contains 90
questions with same rhythm and all the questions
have the same effect on the rate of hospital. This
feature of the questionnaire means to have 90
questions that are with same rhythm, and help
managers to easily identify that their efforts will
be most effective in each field of the questions
because the field of each question that is selected
for improvement has the same effect in improving
the overall and obtained score for the
organization.

1.Leadership: excellent organizations have
leaders who portrayed the future and make it
happen (9).

2.Policy and strategy: the excellent organization
performs its mission and vision through creating and
developing a strategy focused on the interests of all
stakeholders. And by taking into account the market
and sector in which it operates (10).

3.Staff: excellent organizations value their
employees, develop their abilities and to promote
justice and equality (8).

4.4, Partnerships and Resources: excellent
organizations plan and manage  external
partnerships, internal suppliers and resources to
support effective strategies, policies and operations
of processes (9).

5. The processes: It contains how to manage and
organizational development in design the activities
and processes in order to ensure clients and
stakeholders them (11).
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6. Customer Results: It means that organizations
obtain what things in relation to their foreign
clients (12).

7. Employees’ Results: They develop a set of
performance indicators and related outcomes to
determine the successful deployment of backup
strategies and policies on the needs and expectations
of their employees and agree on them (8).

8. Society Results: Excellent organizations
based on the needs and expectations of external
stakeholders, create a set of functional indexes and
relevant outcomes to determine the successful rate
in deployment strategies regarding the community,
the environment and backup policies and agreed
to them (9).

9. Key Performance Results: excellent
organizations comprehensively measure outstanding
results related to the main components of policy
and strategy and achieve them (13).

Leadership criterion is awarded 100 points out
of 1000 points, policy and strategy 80 points out
of 1000, the staff 90 points out of 1000 Points,
partnerships and resources 90 points out of 1000
points, processes 140 points out of 1000 points,
the results of clients 200 points out of 1,000
points, the results of human resources (staff) 90
points out of 1000 points, the results of
population 60 out of 1000 points and key
performance results 150 points out of 1000
points. Its reliability and validity have been
confirmed in previous studies. Reliability was
obtained by using Cronbach's alpha coefficient
0.97 and its validity according to experts (13).

First, by understanding the process of
evaluating in the model (EFQM) and its
approaches, it was acted to form the assessment
team includes experts (chief hospital, manager,
matron, financial affair manager and head of
wards) in this field. The questionnaire approach
was selected because the current organizational
culture of hospital and being at the beginning of
the road and the hospital's low efforts for quality.
After a visit of experts from the hospital, a
meeting was hold among them and proceeds to
consultation and completion of the questionnaire.

The methods and techniques of descriptive
statistics have been used to analyze the data. Each
question in terms of the number, frequency, and
percentage of frequency has been investigated in the
descriptive statistics section. The data was reported
by descriptive tests and software of EXCELL was
used for data analysis.

Furthermore, all ethical issues are based on
the Helsinki Declaration.

Results

Average score of studied hospital performance
evaluation, in terms of leadership, was 73.6 points
out of 100 points, in terms of policy and strategy,
46.8 points out of 80, in terms of human resources
(staff) 54.1 out of 90, in terms of partnerships and
sources 41.9 points out of a total of 90 points, in
terms of processes 59.8 points out of 140 points, 66
points out of 200 in terms of customer results, in
terms of the results of human resources (staff) 23.76
points out of a total of 90 points, in terms of society
results 40.2 points out of 60 points and key
performance results 71.35 points out of a total of
150 points.

The average of total score of performance
evaluation was 477 points out of 1000 points
(47.75% of 100%). The results showed that the
highest score of the various aspects is related to
leadership dimension (73.6) and key performance
results (71.35) in the studied hospitals, and the
lowest scores were related to personnel’s results
(23.76), population results (40.2) and partnerships
and resources (41.9). Criteria of policy and strategy
and staff, respectively, with 61.1% and 60% have
the highest percentage distance until desired
situation and leadership criteria and employees’
results with 26.4% and 26%, respectively, have the
lowest percentage distance to have their desired
state.

As well as among dimensions of the results, the
highest obtained score is related to key performance
results criteria (71.35) and the lowest score is
related to criteria of results of employees (23.76)
and also the greatest distance to desired situation is
related to the dimension of customer results (134)
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and the lowest distance is related to population
results (19.8) of 4 dimensions of results. Also the
results of the above table indicate that the criteria of

criteria.  of Organizational Excellence Model
(EFQM), with a total of 477 points out of 1000
points, has relatively good situation and almost has

nine items in the studied hospital compared with the not much distance with ideal situation.

Table 1. Information (score, Percentage, and Distance to Desirable Status) based on the
Nine Criteria of the EFQM Model

Creteria Achieved Achieved Distance To  Distance To
Score Score (%) Optimal Optimal (%)
Leadership 73.6 7% 26.4% 26.4%
Policy and strategy 46.8 5% 31.2% 61.1%
Staff 54.1 5.5% 45.9% 60%
partnerships and sources 41.9% 4% 48.1% 55.5%
Processes 59.8 6% 80.2 42.6%
customer results 66 6.25% 134 33%
results of employees 23.76 3% 66.24 26%
dimensions of results 40.2 4% 19.8 33.5%
Total 71.35 7% 28.65 28.65%

477 47.75% 523 52.3%

Discussion

Since the ultimate goal of performance
evaluation based on organization excellence model
is to provide an opportunity for organization so
that they can identify their actual situation, take
steps to resolve the deficiencies and strengthen
their strengths, move toward excellence and
improve their situation, and on the other hand, to
achieve this matter is in the shadow of honesty and
accuracy in assessment and self-assessment ,so it is
necessary to provide appropriate and necessary to
do culture mandate for such principle assessment
and self-assessment in organizations.

Such fundamental and correct assessments and
self-assessments are necessary to be provided. And
perspective of inspection and rating in these kinds
of assessments needs to modify and these models
need to be used to improve the quality and
improvement of organizations not as a method for
inspection and reprimand the employees. The
findings of this study could determine weaknesses
and strengths and had guidance for decision-
making and management policy making. The
findings showed the need for more attention to the
results of human resources (employees) and
customer's results.

Sajadi and et al. (14), in a study entitled self-
assessment of the performance of training-care
hospitals of Isfahan University of Medical
Sciences, counted the most important criterion of
need to improve as criteria of employee's result
that the results were consistent with the present
research.

Maleki and et al. (2), found in a study that in 2
hospitals of 15 Khordad and Alborz related to
organization in 4 criteria of results (customer,
employees, society and key performance)
conducted a similar research that criteria of key
results of performance had (more points and the
shortest distance to the utility), and the criteria of
results of the employees had (the lowest score and
the highest distance to utility) that the criteria of
results of employees were consistent with this
study but did not match to the key performance
results criteria which may be it is due to be new
the building of the hospital . That the worst results
did not match with present research, but the in
weakest criteria (criteria of employee’s results),
research results were consistent with the 15
Khordad Hospital.

This study also did not match with results of
research in hospital Nabitz Amsterdam, The
Netherlands (15), in the worst and the weakest
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criteria, which it is because of the culture of
different societies and the lack of developed
policies and strategies for hospital's sections in
quality management system. Improve the quality
in the form of organizational excellence model
of Europe started from performing annual
assessments based on the model and
implementation the improvement projects and
continues with a commitment certificate to quality
and eventually receive the National Quality
Award. For example, in a study by Nebitz, a drug
rehabilitation center in the Netherlands in 1944,
achieved average score of 33.8% and was able to
reach its average scores to 58.2% after several
years of implementation the improvement projects
in 2004 (15).

Kallhor and colleagues in a study entitled
Shahid Rajaee hospital performance evaluation
based on the Excellence Organization model of
EFQM found that, distance from hospital with
favorable conditions in terms of leadership, policy
and strategy, employees, partnerships and
resources and processes, respectively is (64.92,
52.83 ,59.31,49.47,89.48) that but the processes in
other dimensions are consistent with this study
and the reason of difference in dimension of
processes can be the absence of some of the
processes in the studied hospital because of being
newly established the hospital or expertise of
hospital that Rajai hospital of hospital of trauma
center and our studied hospital, was a public
hospital (16).

The results of study indicate that hospital by
obtaining the score near to 50% does not have
much distance with global standards and Ministry
of Health and can take basic steps in order to
improve the available situation by implementation
of plans and projects. The findings also showed
the need to pay more attention to results of human
resources and results of customers. One of the
limitations of this study was the lack of
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