QS 9w | allie ylgie 9 dulas axal e DaneshResan.com wuslvn 4 allie (gl WORD Jold ang g
Jublise 39390 walw rpl S S Hld Allie Hoalue ¥ )l yin

0> Sl p— Gy psle 55 ags s NI
(Olginal) Ol g5t Aoty oDl 3f31 ol 2505
\YAA )l‘;._ V'gJC’““f ;)Lm-:v
YV _ Yoy e

OLLINS (5 181 J o g < savho dxwgi 35 50 40 1 jluioilsl (b
Slo b ST g So5I1 3 (5 350 38 b el (S 33 pols

" O hoea sl ppeimdams = Eslew o o~ L] 4,5

ol S

U5 25 s LT il i Gl e S o pile 53 (glediall
Cends i s il O S lpl sde Tl Gl s 0
Olgiol (S pole oiils (131 U 5 oy ke B S e 3 bajloiail 5
Sl s 3l 5 53,0 g cnl ol 039 Slsle aT (81 alul
A Y Jels ragh duls (23S el abie Ojon S 03n hos
e sk Jisls g ls Js 5 Co pde daw g 5 50 50 LT Obslas 5 (g3kiw O ke
Sl s bl gled gt &S 30 WWAS Jle s Olgiol (S
bl 2 S 5 a8 YL Glele T (6 S el y clnosls (55T por

Sl Olginl (S35 pske oKl UJL,UCBUA 9 e 84S Slides C)la slas S s dlie opl s
(U5 3 3k 55) Olgion! o KZ3N5 3 g0l o ke Al bl ylS

Email: farzanah_eghbal@yahoo.com
Olgiaal o8l 3550l o e Sl Y
Olghol (i3 pske o215 (255l (53500l 1 o e Sl Y


http://daneshresan.com/

QS 9w | allie ylgie 9 dulas axal e DaneshResan.com wuslvn 4 allie (gl WORD Jold ang g
Jublise 39390 walw rpl S S Hld Allie Hoalue ¥ )l yin

‘;..«J.:L;Jgjubf_‘;.‘éff“f-j&):ui»}k‘;wﬁ/: / \Y‘A

bjlediasl 5 4 by a Jlae & ol Shass slaesls el Cowsay +/AV 0T
L alg 5o 535 ploil ho 5 ST pelas 53 0303 o s (S S5 par
Ly polis Sl elaS pa jlasl Glosle AT e 15000 5 5 SPSS 15l 5 5l eslizal
S e dS 5l Olid baasl b awleus Sy Gl alalp bjledidl s e 4
lslrs &) 53 Olgiol (S pske oMils oolal I 5 Ly e Ay
,c\;.u(.x..o)a%)obf,lic(.\.@a/v)Lg;;l,:.u\,@:,.a.las- HEWSTS DTS
Do B 51 pseme 53 5 Slael (Aops £0) T3 5 Aoy B0) 5,0
el 313 ol s 41y jliel YA clajlediall 5

st T o (5 S el szl 55 Lo 31y S

ancie
Sosor 5 SO CodS aam s Dy Pl Sl w a5 L gldle s
3 Shes Ll Sl gl o e il 0 3 ls 55 5 oy el 1 Slesla
Loled 3 5 e S O3l 4 (S Lo b b s s 1) 355 faste Olosl
ol o Olejl (58 5 Shas kS (ol (slas el B L Cl S &S bl b
O e P B B e e
523 0L s Sl ol Slads Gria W5 5 ek S e (5)50,4 4 Ll e
Les 45 satee 35l 350 olimn a1 1 LU 1 (i e 39 8 Ul 53 ol
Sl o8 ol bz Jaee 3 Lo b s SILAE L b, ¢l
QOY2VE Lo OYAY 15 ol s dar 5 0 S (e L) ol 0T 3o
bl @Sl s b jlaediall 5w ol osba &S S S
s Lolsle bt s S ol ol Glajl el S L kS g ke
S 5 ChS el g s Ll AST 0l Olge 5 55 5 Shes 5 oS
= Lo L OPAT O 5 I3 ol ool 5 g 54 0l LB SO o s Shes
ol (ISl Slae 4 plal S -0l (14448) kS o e oLl sl
s oSS gl iSOl oS es g Wajlediadl s 4 by e Sl jline ot -l
Els b Kos slae sler 5 il oa LT ol (S50 5 Ol S


http://daneshresan.com/

QS 9w | allie ylgie 9 dulas axal e DaneshResan.com wuslvn 4 allie (gl WORD Jold ang g
Jublise 39390 walw rpl S S Hld Allie Hoalue ¥ )l yin

\Y‘« / ...‘;J/J/Jjou"; c.‘;gjg.ln @f“;f BE] ZAJLAM(};‘;’QJJ/

3 ol sl gl 5 ools K2 1 Dol > Shos Sl Jool ol oS 035

s, I s
EoFL R E-PrL}

S Syl 51 9 (o las ol 5 yio TS G:“&w
Ry B o0 A o > \F 3 23 7
ey

Dbo g BEST 0 Aol Zubd
o y08% N 05

(EFQM) sl Il 658 51 JS slas Z) s ge

5 ol g Lajlas ol ) ¢us,a S Sl Hlre 0 Jold Laslaniadl s
0375 Cale s b o e Laialy ASS (0lutad 4z Loslns 25 31 IS a5 Slims
25 S o) O3l s Ll elad w03l sl 5 Lasaly SIS oo
S a5 gl s Sl s Caabe 4 a5 L LS e Slesle

Lajldiadl 5 85 0= lasline (Y007) kS g e L)l ol Sl by
Sl Ll le
Cssale 5 Olayl @ 5Sr Ol a4 335 o Lasiie sigm opl 3 5 ey Sl =)
b g0 (1 5l 3550 Sledisl 5038 ot U el 4 o jmns 5 s | O3l
Lo 5 00, S o S s 5, 5 cdled G b 51 1 T 5 sl |y deslys
Aol Olabl o e pl (S 80 5 ol 5l S L L
Dl Blsle 8 s Al g o ol CIB s b 1) 5 slre Sl () 35>
S 55 55 5 e | Ol sl 5 byl 5 ey s gule Ol 5 -
Al S 5 2
Lol ot 3 500 5 ot pide Slapllss (6 S )lS 0 5 dnmn 55 3ol 3 Laies Ol -
Aol o S5l
e bl 53 anelr 08Ul 5 18,5 5 Ol 2ie b Ol s,
Ales o 1o, Ll 51 eS8 OLSLIS 5l coles 505800 sl b Ol e, -


http://daneshresan.com/

‘;..vj.:dﬂjubf_w’éff“lﬁjéﬁjsuﬁﬁ}k‘}wﬁ/: AR X

Olslw 408 a8 55 5 o asein o) ol 3 s aly 5 b gdedas jlas Y
L oS Oladied pdla S pate (pdgy ol Go b 511 555 slelel 5 by, sele
Lol el sl Colos Ladsl 3 5 Dodeoli S codo iy lutal dlaaals 5 ¢ e lost
s e i Lsd el b aS 1 i3 Jlee 05 sl 5 tedast 554 S
sl Olaiied sl 5 J= Shlanl 5 Wl elal y Olosla 5 ualy 5 dwlas —
sl o

o, Shas 6 Sl 5l sl Sledbl bl Ololw 5 aly 5 Jieles
sl 0 sl (8 LIS 5 (6,8 (i

Al o 3 a4 s e dd S5k 5 4 38l 5 edes o

b S 584 el slml S gladl B skl 5 b 51 Olasle 5 sl 5 elast
e

L e a8 S S o2 Lol e s )y 5 halet

JolS Ol 5 (s 580 Slesle o8 35 5 e asidie 5 cpl 53 1OLS I s Y
S e ol Slsla mgk s aled 55 a STL (935 Ooppen | s 0SS
5 eiada 5l Cobem slaea | Ll ol S 53,8 e LS 5 s s axw s
b 3 obre g2 QLSS 8550 S o o b okl b Sllae i Sl 5 5l
DS e 03 ) s Kk els g e ol B s L e

Al 5 5 250 S e 5 S oael Sl (g, -

s iy g ane g plulls 0S8 Sauls 5 uils -

Al SRl T Ol s o S lie 4y Gyt OLSIS -

Ll SlexiS wa L Olesle 5 OLS IS -

LS sl am g s S8 s 5 Nsd e plulld sle OLS IS

oS Ol a8 55,8 o jascios o) w‘)é:cl}ﬂjlﬁcﬁs‘fﬁ 839 =t
slas,aly (i =l ool s laeas |y s J20 a2l s IHIY
5 A0S e olnl 5 Slales (gLl sy glanl b Slles LIS 2l 5l



\i\ / ...dJ/J/J_)’u’J c.‘;J“Jan iﬁaﬂf“;jd BE] ZAJL.«M[);&QJJ/

L gd o Dy pde ool sles e -
Hpd g Lo pde Jlo mlia -
Bh el slse 5 Sl et dglele g e
D yd s S e (5555 -
S o S ke Rl 5 ledibl -
s bl b Olesle &S0 oS 35 5 o Lasiin o5 opl o iladil b 85 e 0
Ol i sl Gol Gl 5 Caldy el 5 5, piales 5l Colam Ga L
2ok 0 Al e s e S5 5 03,5 olal g b s Ol nla s
a3 e it s 3 el oY S 1
Lgd oo Sy pde g b asliolesle O g Lol 5
by el sl T s Lol s 5l s 4l s s LSl 4 a5 L Lacyl
Sy g o3l Oladied pla 5 Ob i 835381 5550 sl
Aol g daa g godd b (g i Sllatl 5 sl bl Sledst 5 OV puamee -
b Gl T s ) e 0 by e et o 5 A5 Sleds 5 Y pame
(LS g e gyl sli) Wgd oo o5 5 o s Olajla 0L 2l b LS 1 -
Y+

Veor Lajlas JS 831l 5o (V00Y8) CudS e bl sl Bl
rila jldkiadl 5 4y b g e OF 5lael 000 48 505 el
OGlael Vo) mas -
Glaal Av) Las sl 5 ot Y
(leel 44) OLS I8 ¥
Gliel 84) s 5 oS
Glasl VE0) Ladg] 3 0

dA_iTw»c,_.ﬂzgéxA)L;\a}f&)aj\ @t&ludSw\ ol sl
AS e sl L el Bl 5o s mbe 5 LSl LSS ol e ke
Sl LS S 4 O3l L5 e o g 45 Wtes W Slatiasl 5l 315 0
OYAT JLD) 555 LU



‘;..vj.’L;j;ﬁjubf_‘;{ﬁf“lﬂjlﬁjﬁujﬁjjy‘}wz‘/d / \E'V

Lol s 58 o 53 (Yoo Th) CdS e oLl sl S
23 Gk ol Gl by s par s Lajlas asslel (sl bl el gl Slesles
asios O Oy 3 7S50 5 e SUBEH 3550 S L Il Sl a5
gl S cnlg s 5 b |l LT a4y Jpam (5l e Sl s 5 0l
sl a8 13 6 S5k s bl 2o

el gl s pls el Dbl 53 (53550 Aalllan S s (Vo0 ) Tt
o3 N0 5 aly 5 hele S o )3 1Y (6 dne) o ) basledidl 5 855
L S Ol Ay N Ladsl 3 s )3 OA IS L5 @tﬂ sy YW OLS LS

iy Sl Sllw W Ll 4 ladlas s (Y20 1) TSl s 5 S50
D ol mlE SKihe Sulg s 5 Al K60 53 EFQME (6 1 bl
Er OLS,I8 do 5 £0 5l 5 hedast o3 OA (g, e o ) bajladiadl 5
oS S5 o £ il b ko3 W ,2 5 sbe il

AU el Ao 3 (635 Aalllae S 53 (Y0 Y) *o LY 5 g2
53 bslwdiadl 5 835> il el cmn 3o cnl 53 L3l Sl ey plUSS
B Gl"‘“’ Ao 3 YOS, (o )3 YA 5l 5 ekt (Ao 3 YV (6 s
TPV WIWERTS (L WV ER WSS i g/

Ol o 53 (93,550 aalllae S > (Ve £>TMJ§ 3 ekl (2
o3 AL () 1 503 Ol = (e ) asladiddl 5855 L5 s i
Loyl 3 o3 VY 12 5 el ;s VA OLS IS o3 VE 5l 5 alest
VRN

LIkl s s Ol sl 03 (93550 andllas S s (Y £)0San 5 s
0) 5 ,maly 5 hela s (s )3 08 (g, Aoy 3 ) Lajlukiadl 5 555 o3l S
A5l Cewdas Ao 3 £ Lad) 3 cds 3 04 1S5 ct» o3 80 OLSLIS s s

1. Assessment & Review 2. Nabitz

3. Moeller & Sonntag

4. European Foundation for Quality Management Excellence Model
5. Osseeo & Longbottom 6. Juhi& Eskildsen& Kristensen
7. Vernero



\ iv / ...dJ/J/J_)’u’J c.‘;J“Jan Lﬂdf“;jd BE] ZAJL.«..L.‘.![);&QJJ/

e e lglslens 3 (63550 Aadllas S s (1TAE) (She 5 (533
o3 BV (g s e 5o 5l Olslo 53 (2Ll il Ol Ol elazr]
NESTS AV (P cu o3 £0/V0 OLS )8 (do 3 £0/0 5 aly 5 el
e y3 YA/ (6 ety iy 53 3ls o 0350 Ol b 3 5 dwoys AS/0 Loyl 3
oo y3 £8/00 1815 5 slie (d s £Y/10 OUSIS choys £4/VN 558l 5 e les
A3 S Olo A3 Ve ladl b

i) @l al5 edls Ol slay 53 2l a0 53 (ITAL) O Ses 5 4 smo
o 3 VOIA 3, aly 5 hnda s do s AV (s ke o 1) ajlutiall 55 655
i3y 5T sy Ao p3 VYA eyl 3 o j3 ATV IS5 5 o e ys VWL LS IS

Aol e (65 5 basladiadl 5 65 5> 31 ol oS oMbl 4 a5 L 1Y
Jss 9 Cupde a8 0 5n bajlaiadl s olosl (st oul 5 s ¢ Slesla
03 31 Olgheol Sy o e o200 (1

SIS oI
sl Saa b rass ol Glosle el 65831 (6 S 554 Coeal 4 4 55
S e ol KEs lsl Jp 5 e dae sl S e )3 bajlediall 5 Can
o § 5 3 Al s 23S bl Glesle el e (S el Olgios
oisls (lal I 5 g s men 5 S s 3 e )ty 45 el (63,28
5 @b Ol e 51,8 TY Leld hass dmalr dd el Olgiol (Ko o 5ke
Laosls (goslmazr Sl 20 VWA JLe 55 Olghol (S e le o821 el 0L sles
Sy S YNL Sl gl w681 s Ikl bty Jals J2ass cpl o
JooSS sy @ anrl e 5 OB Ol pte L oamlias 5 85 8 8 Slid> b
Lajlas ool Ls)ﬂcv sl diadl 5 Slme 0 Ll o Jmass (slaesls s S
aladiyl By b 5 ST 0 Ll e (51l 5 ekt (g il
Sl sl St Sl daslatiadl 5 By slasbee 51 el il (51
Lo, s, e A eslinad (6 S50 5 sl bl 0 S, ol 4 okl
s gbeplss 5 ol GleS 5o b silulr e ( Sl 5 035 e leS 5



‘;..JJ.’L;j;ﬁjubf_‘;.}ff“lﬂj[ﬁj}u:ﬁjj;"}wz‘/d / \ii

350 S 5 653 (Sl sleS s b S5k s bl e culg o
YO oys v adeie £ 5 Ve Ui Slael eSh s 51 S e w23 S 15 e
ozt ls slheslanad L laesls Colg jo il jolastl Ao s Vo 5 s )5 VO (s s
o3l oS 5 aS Jlaslw dal s 13l 5 5 SPSS i hlo 5 5l eslizad L o 55 el
5,8 13 e 3 ge (s S 4 1Sl jslie pedige OS5 5 Ol Sledl

laasily

Ly S 50 0 bajlediadl s 550 30 S liel oo ys JV J gl
Olgiol (S pske o8l (15l Joss 5 g e

il e kel dops el S Ll 55 Sl 3,

0 0l PRTIRRY o jlsckiall 55

Yoo 1o e St \

Av Ar ¢ S5l 5 elast \

4 . 0f oS s ¥

Qe or fo 15,5 5 mbie ¢

\¢r Ay AL Loyl 0

or s ¥\Y L Slnkiall 57 5ol par

35 45 s boles bajludiail s Cunss oLl 5l edel sy Sledb|
Wl 25 T 4 o 5d e odalln ) Jsd>=
355w |y S 5,00 Ao 30 5 5laal N0 (Sae Slitel Vo v g gamms Sl ey slne @
sls ol
s 05 o3 Av g kel U (oS SLel Ar g sazes Sl Bl aul 5 el Sl @
Sl polasls s a |y S
3575 a1y g8 600 Aoy T lael 08 (S Sltel Qv g gazes 51 OLS I Slas @
sl olass]



Veo / ...dJ/J/J_)’u’J Sy pilo Lﬂdf“j{jdj.’ ZAJL.«..L.‘.![);&QJJ/

aly JS s, Aoy 00 5 slaal £0 (S Sltel Qv g gams 51 S 0 5 b jls @
sl yolans| s

G S e deoss T Skl AR S Sltel VEr g eme Sl ladul B las @
2l yolans| s

pste ol (lal 5o 5 Sy ke a5 S 5o 53 Laslurdiadl 5 855 ¢ sammn 53 ®
5 a5 e Ll TVY s el 000 3l gl Kb 5

80+
704
60
501
40
304
20
101

W W W W S

ST

13

olS ks

Sod,
93l

lA_}LAM‘JS i_}‘,? BL ol g'....\S _jl:.:.“ M_)J =\ J‘J".‘u.

835 o> edd oS kel 2l 558 e edalin ) Jls el 3 &S sb0Les
@ by e lael p S 5 (ops Av) sl 5 el jlas 40 b g e bajlediadl 5
Ll (L3 00) 5,5 5 o lms
35 S (gosboles bajludiadly Carnss ol 3l sdel st Sledbl 1oy
S 53 e S Slael o it 45 Sl OF Sl i edalie ) Jlssel 5 o
Sbae ol Ll ol (Aoys Av) g5l mal 5 dedast 855 4 by e baslail
0)) Wl p3 s Ol slos (hoys £0) Ol Sloys 5 zilig globole 4 oo
YA) oS bl 5 sal di o (o3 10) didks gl sl Ol (s
035y Ol lany (Ao ys 0)) 5ol Ol jla (o s VE) ids Ol slay (des o
Sl YL (o33 VO/A) 3135 caiila Sliv sl 5 (£4/171) 5ls

5 ket Gl &S Gl eld s S LY 3 s i Ol s



‘;..JJ.’L;j;ﬁjubf_‘;.}ff“lﬂj[ﬁj}u:ﬁjj;"}wz‘/d / \i'-\

5 e drw s S e 534S Sl OF s olianstl 355 w1 Slael op xia s sl
el 1 Olesle s yaly 5 el Olghol Sy pole oK (g)lsl d o
o 5 ,8es (S0l 51 ol Sledbl 5 Ol suol 5 J= oyl 5 Wl
fl esls plil 1 5 LBl baaiad gl nl sl 5 035
e el 5 g dosee S50 axle 5 Wil b e LLII -
Ol DS 5 S Jams 5 e 5 elaxx| (golasl gla e ls AL -
B3 e QLSS Sk Sl eslinad 5 oslmer 6l ol LSS 5 Sl it -
o dd (pgls Sl 3550 53
bl &S Olsbe @l ou sl 5 25 Gl il usli 5 b 2 S 0 -
Al il [y O 3 Shas o G515 Ola3lo Conds 3 5
e 3 Wategw  SLl (55 o Jlo cilisn sl 3 6512l sk
Wl a5 2l ol 5 AST 5 Olosla Jad 3550 Sledinl (s 5 plolia -
el (dazyn 00) 0 5wl Hlas 4y by pe bajluiadl s 5Ll o S
(Ao ;3 ) OLT Sloys 5 il slelosle 4 cund Cile 4 Jlas ool el
Olslogy 5 (Ao)s YY) i Olbla «(deoys OA) ke pls sl Ol Loy
YV) PSS LT gl oy S S5 035 j2eS (Ao p3 AY/Y) 5135 el
05 (Apys £8/00) by = o5 3L Oliwjlay 5 (Ao s £1/0) 501 Olis sl (Ao s
S e 6 T (s 00) W) s 5 Ol b s 300 513 65V elis
I 5 Supde a8 S 50 03,0 a5y b o 0350 (pl 3 Slel S
(b SleSilie o e b das e el ge 4 Olgiel Sy pole oS8 (o5l
ol slaaal g el sl 1 el 51 5 Sledbl g e ¢ Jle b g ke
SOW PSP RO P P
Slodst 45 e oo glao i 5 by, olulis
el 2L SRl 5 ol sledled s ol -
Dol 5L 3,550 DU 5 mbie el 3 Sleslatrs b & ol a5 -
Dlosle s aly 5 ptadast (lgmn 5l Slniy 5 glaieay Jlo syl Sl eslinad



\ i\’ / ...dJ/J/J_)’u’J c.‘;J“Jan Lﬂdf“;jd BE] ZAJL.«..L.‘.![);&QJJ/

It b 5 dstie Sla 2ols 55 o plol Glag 1S wle o L35I -
i s b Sl Olebl s b e sl 5 sl s b astls Sl eslinad
e pbie Sl
3 ek 5l Slaly Gaa Ul 5 Yl o e 5 akilesla (65 5] e -
Slojla 5l
5 oMbl 4 sl s s O Seslinad ol s o i OISl sl
B pp
035381 il 058 ady gl 60 gl ol sl Sbli 5 ane s (s -
Obesla O i (sl
1 5 e walinl 5 (Rl 03] Cnsas sl A
Lo o 215 5 S e 3 eslizal b Olesle 5 @il s €6 S byl
Cupde 5 Jlo LSS pla 5 SleMbl g e s g S Olg o ol o
9 Goskd Cu pde eman 5 Ll 3 bl Jlae ol 5o &8 LG 31 Ol e
013 3 Sl ol Slasl Gl OWGl sl e 5 Dl g
esle oKals (olsl Uy 5 e Bay S e Slael (g Dlae o
5 e slelsle w cu Jlae cpl slael ol 0 do3 N0 Sliol (S
o1 sl Ol sloy 5 (o3 08) Wl 3 g0 iyl 5 (Ao s OA) oWl Sl ys
EV/1) 50 Ol slas (A p3 TV) pluKs L il e o (Ao s £T) dida
Sl log & Comd s ol SV (s YA 315,50 035k Oltnslas (s
213 03 Aol elis 53 (o ys Ar/) sl padila Oliwjlas 5 (As 5 1) i
sl ol 4B S 15 a5 e Sl 3 Slae sl Ol (5
(SF el 5 helas oS LT s sty (5o 3l (S Go b 3l il s oS S
Ailes oo gl L ekl 3 5 sl 5 LS Lo LSS
il Sledl b o e SOl 4 b (Golal dp 5 Sy e Are s S e
Shs s Gl gLl gladsl B by loolss Slael Wil o8 Sl Sl a
A Ll L OAS sha5; Glas @ ois 0l S0 pl (S, Al Oliebl CoiS
Sl kel e S LTl Slles 5 05k odomy bl



‘;..«JJdﬂjubf_w}ff“lﬁjfﬁjsuﬁﬁjjy}wﬁ/: [ VEA

Sty drm g ol e Gla Sagld (3l 5 L (5 la Sals el
OYAL ((She 5 635 conl @l y3ls ooy 0 S Ol e

Sl pelastl s ) Ay N bjleadls oLl s OLS,S e
Ollogy (doys £4) OWIT Sloys 5 2iligr sleleslo & s Slne ol Sl
3 Ol slas (o3 T (USES UL sl e (Ao 3 £0) Wl s g
Ol & Cand 5o SVL (EY/10) 5ls 5 03306 Ol ylaws 5 (Ao s £4/V0)
3,05 513 Aol plie 53 (Ae)s VW) 515 sadls Olisles 5 (Ao )3 VA) is
S o 6l (o3 W) il s el Ol sy b s

Ols Sl ahax 31 Ll 55 L5 OS2 pie gladol 3 glulis b
B S 5 2 Sl B el 5 Sl 5k ey e 5 OLSLE
bde Kty 5 ol 5 Wlos @l e S35 s (25 S S o
Sl 55 VL Ol el S Jlaz|

Sl pelal s w ) dons B bajledls Lol s el B e
Ol sla (A3 £8) OWIT Slays 5 dlig lelosle a4 o Slne cpl Slel
P o35 SV (Ao ¥) eSS ULl 35 el e 5 (o3 £1) Ul (3
Oliwslas 5 (Ao s Vo) als 5 03 5L Ol jlay (Ao 3 A0/0) 5 01 Dl sl ap
Ada pls el Slslon b s 2003 513 (s icml plie 53 (Aoys VIA) 515 el
S o 6l s (Ao TV 25 Ol e 5 (Ao ys V8

I35 5 Supde daw b 55 0 S 3 3500 e dalia ¥l 5ad 3 &5 5 5b0Les
olamtl o by kel YA Lslaaall s ol o (S psle o802 (651!
bz s il slelole (Gl 18T pli&S sl b o 4y s 45 305
YEY) sls 2 0350 Sl slew (Gliel YOY) OLIT cps 5 Olie b (Glel YO OLJT
Ol slos & Cms 5 2503 S8 (6 5V plds > (Glizel YAE) 5,00 Olislay 5 (Gliel
13 L3 Aol plae 5o Glasl YA 5 adls Oliwslosy 5 Gliel YVA) 155
15 635 e Gl Y40) deka pls el Ol loy b



\iﬂ / ...dJ/J/J_)’u’J c.‘;J“Jan iﬁaﬂf“;jd BE] ZAJL.«M[);&QJJ/

100% 1
—*%— D
80% - -
60% | ‘li';"l; el
A UL D
400/0 h = §)J |)Hu| 9
20% -
—— S0
00/0 \3\\ J;\ ] ] 3:\ N . Dj . :
124437434
: : a
ERERE I 53-3
332273323
:i o . a a \:3 K
E I
La jlasdiasl 55 3592 55 Dl 2 5Ll Y 5l gas
450
400 ——
350
300 1= M
250 ] =
200 —
150 ] —
100 —
50 —
0 T T T T T T T T
& & 3 & 3 3 31 2 %
4 4 3 3 3 3 3 = :
-~ % =2 3 4 2 2 4 73
1323335 3 1 1
R A O O
-} X an N
e A 2 .
I
3 3

lasladinl 5 339 55 sdbd S IS hitel Aeuglin ¥ 15 g



‘;..«J.:dﬂjubf_w}ff“lﬁjéﬁjsuﬁﬁ}k‘}wﬁ/d [ Vo

Gai s 5 e 53 Slilael LSUS1 5k e sdalie ¥ il sal 53 &S sboles
el i 48 350 D pe cpl e Sy pole oA (ol U 5 e
3OS, (s slaslne 5 Slls sl 5 el jlae a4 ol el S
2S5 S 1 Slael p 2eS S0 5 e Sl 5 3 S 1 e e d s el b
deas e Slis |y ool Sl san dda s,t;J:M_J Olslon b iags cpl don
5 stmada e b e Slasl VL s e pls el Ol 3 oS (55 5bey
25 B0 mbe Shs 4y bgy e Sltel (S 53l

2385 e 5 (S slre 52) Ly 5 Sl (ki Sl a5 L
Sl p 5 Lwpldal )y bas (51wl 5 helat jlas 53) o5V glas pal
I35 5 S e dr 3 S o 53 (938l (50 paal e ilodys S Bl (63l
Al S e glaella Sl eslinal b cpizen 155 0 a5 LealSiils (g1l
ol 3 Ol jan 33l o Ay o (e 5 S5l 5 Lol 3 e 52) 53
sl il 8 Ko o T e Tl S s alies 53 e slaslyl

G 4S5 Lealllasils oo s sleali Ole pdtes bL31 4SSl @ x5 L
ol dpos 5 s B S 50 3 S 5 LIS o 3L OLSIS (lateall
CEN PPN | I e WS VRS P P SU COW [P W JUS B N U P AR S

g g a5 OLS S (gl 55 i) 5 o ) shaea JLils s s

5 st
pole ofEsls (bl Uy 5 o s dr S e 5 Shas b3l sy ool
S el axtls p Slosle dal e 6L illae baladiadl 5 e 51 Olginl S
G55 b e s 35S Slealliils e 53 3 F § 8 53 es &
sl b sluiasl 5 Ol e o 4T 51 i 5 Slosle dol e (801 &S sl OLES
Sl eslaal 3l 1y (golal d s 5 ke S 55 S 50 53 (5,584 B 35 e
S ol s 5 o ke nn 5 S 505 Shas Sl 5 4l OISl ST
2l ol 5 OLSIS (ladiall s o pa st 03 Syl 650 5 ax 5 kS



Vo) / ...dJ/J/J_)’JJ Sy pilo iﬁaﬂf“;jd BE) ZAJL.«M[;.'"‘;‘L;JJ/

Jsle 55l s (,.alj_é Wl gl CL" 5 lacal &,«Ll_? Sy &5 Sl
S St (Slesle s Shas Ll ¢ sazme 51 e 5ol b baslediall 5
R3S Ll plas 53 ool (6 iy a5 el 4S e Ol 4 s
LeT plie (6 S50 5 bl peomen 5 Ll laisslr 5 4l sl s

e

otz (Y0 5¥E olo 5 VYA sl o Ao 5 Obdases sl e daes 451553 (J LI
OWis dodb (EFQM Lol Jls due bl Ll sl Ol pe gla tlr
el polio s Gse gy Sllllo dsfo Ol 620l Olypids Mol s )45 atin

Olgiol (Siy pole oS8l Sludl mbie o e 5 Shas L350 (YA il 5 (L3
Olgiol o8l (Al ol )8 5555 LbOLL «EFQM Slosle Js 681 bl 5

5 Sl e o blediedl s e ((OYAS) L She Lo des 5 Loie] (835
il polin dnigi oS G ges Wl B gares o Gla3le Jai 6 S sl 2 Oloys
(Sl b 5 (5o 30 8 Slallae b S Ol g5

CYAY) sl 5 olo,s Lo Jlbe o 5 claggibiady’ <dS.0 sdS WBps 5 e sSle pleSESL
Db s Ol e

rles (EFQM (6 S ulil 5 bl 35 il o deleOLT YY 5 Y)Y YA 55 b
Sl G 5 oo Dllllas dc o O1LE bl Oloys cdlig

Ol slew 53 EFQM s (o, olaal 1 oLl 3550 d(0FAL) 0L 5 Lo, s o
Slopdbl 5 e ALl il A (Ol (S ke oKl 3l 5 aila
Dl (S pole oKl

Osseeo, A. & Longbottom, D. (2002). The need for education an training in
the use of the EFQM model for quality management in UK highe education
institutions Quality Assurance in Education, Vol 10. NO 1, PP 26-36. Artical
URL: http://www.emeraldinsight.com/10.1108/09684880210416058



‘;‘“‘J"ijfj“ﬁjf—‘;‘}ff“l‘j&J"u:AJj#Ju:"/’ [ Yoy

European Foundation for Quality Management. (1999a). The EFQM
Excellence Model. Publishers: Brussels, Belgium.

European Foundation for Quality Management. (2003a). The Fundemental
Concepts of Excellence. Brussels Representativie Office, Belgium.

European Foundation for Quality Management. (2006a). EFQM Excellence
Model. Available from: URL:

http://www.efgm.org/Default.aspx?tabid=42

European Foundation for Quality Management & British Quality
Foundation. (2003b). Assessing for Excellence: a practical guide for
successfully developing, excellence and reviewing a self — assessment
strategy for your organization. Publisher: brussels : EFQM

Juhi, H., Eskildsen, J.K. & Kristensen, K. (2004). Confilict or Congruence:
The Case of Danish Hospital. Internation Journal of Quality & Reliability
Management, Vol 21. NO 7, PP 747-762. Artical URL.:

http://www.emeraldinsight.com/10.1108/02656710410549091

Moeller, J. & Sonntag, A.K. (2001). Evaluation of health services
organizations— German experiences with the EFQM excellence approach
in healthcare. The TQM Magazine Journal, Vol 13. NO 5, PP 361-
367(2001). Artical URL.:

http://www.emeraldinsight.com/10.1108/EUM0000000005862

Vernero,S., Bragonzi, G., Reelli, A. (2004). The EFQM Excelence Model
Application in Udine Hospital through Tow Level Self assessment
Process. Proceedings of ISQua’s 21st International Conference,
2240ct19-2, Amsterdam:North-Holland, NO:156. available from: URL:
http://www.isqua.org.au/isquaPages/Conferances/amsterdam/Amesterda
mWebFilessfCONF21-10-04/Brief-Papers/Oral Abstractsam/B12/B12-
156-Vernero-doc.pdf.Accessed

MY 2y e




