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Þý×ý• ¬° ìÛ†ü·ú ‹† ¶†ü± °ô½|ø† ¬° ¶†²ì†ó ô ì~ü±ü• Þý×ý•

Ú~ì• ð·Œ}†_ ²ü†¬ÿ ¬…°¬ ô Îéý±Òî ìÇ±§ º~ó „ó ¬° …ô…üê ¬øú

0591 øñõ² ¤†³̂ …øíý• …¶• )2ô1(. ¬° øíú Þ»õ°ø† ‹~ôó

{õ›ú ‹ú ô¶Ï• ü† ÷±ô{»†ó€ ¶çì}þ ì±¬ï ô ºýõû …°…üú ì±…ÚŒ•

‹ù~…º}þ ¬°ì†ðþ€ ìõÂõÑ ìùíþ …¶• ô ¬¶• …ð~°Þ†°…ó …°…üú

ì±…ÚŒ• ‹ù~…º}þ ¬°ì†ðþ ¬° {ç½ ø·}ñ~ ¬° ¤ýÇú ìñ†‹Ð

ìõ›õ¬ ‹†æ{±üò ì±…ÚŒ• Þý×þ °… …°…üú Þññ~ )3(.

‹±°¶þ {ÇŒýÛþ …èãõø†ÿ ‹±{±ÿ ¶†²ì†ðþ ¬°

ðË†ï ‹ù~…º• ô ¬°ì†ó Þ»õ°ø†ÿ ìñ}©�

]…°…ú̂ …èãõ ‹±…ÿ …ü±…ó[

¬Þ}± …¤í~ ‹±…{þ ì†°ð†ðþ
1

/ ¬Þ}± ‹ù±…ï ðŒþ|èõ
2

Ÿßýƒƒƒ~û

ìÛ~ìú:Þý×ý• Ú~ì}þ ‹ý¼ …² 06 ¶†ë ¬° ¶†²ì†ó ô ì~ü±ü• ̈~ì†– ‹ù~…º}þ - ¬°ì†ðþ ¬…°¬. ‹ý»}± Þ»õ°ø† …èãõø†ÿ ‹±{±ÿ

¶†²ì†ðþ °… ‹ú Îñõ…ó °ôüß±¬ÿ ‹±…ÿ …›±…ÿ ì~ü±ü• ›†ìÐ Þý×ý• ô ¬° ð}ýœú ‹ùŒõ¬ Îíéß±¬ ô {¥õë ¬° ¶†²ì†ó ‹ú Þ†° ìþ|âý±ð~.

ìÇ†èÏú ¤†Â± ‹ú ìñËõ° ‹±°¶þ …èãõÿ ‹±{±ÿ ¶†²ì†ðþ ¬° ðË†ï ‹ù~…º• ô ¬°ì†ó Þ»õ°ø†ÿ ìñ}©� ô …°…̂ú …èãõ ‹±…ÿ …ü±…ó …ðœ†ï

º~û …¶•. 

°ô½ ‹±°¶þ:…üò �µôø¼ ‹ú ¾õ°– ìÛÇÏþ - ìÛ†ü·ú …ÿ ¬° ¶†ë 28-1831 ‹ú ìñËõ° Æ±…¤þ …èãõÿ ‹±{±ÿ ¶†²ì†ðþ ‹±…ÿ ‹©¼

‹ù~…º• ô ¬°ì†ó …ü±…ó …ðœ†ï â±Ö•. ›íÐ „ô°ÿ ¬…¬û|ø† ‹† …¶}×†¬û …² �±¶»ñ†ìú ¬° ¬ô ì±¤éú ¾õ°– â±Ö•. �±¶»ñ†ìú|ø† …² ðË±

…Î}Œ†° ô °ô…üþ …°²ü†‹þ º~û …¶• ô ¬° …üò �µôø¼€ ‹† ìÛ†ü·ú …èãõø†ÿ ‹±{±ÿ ¶†²ì†ó Þ»õ°ø†ÿ …ì±üß†€ …ðãéý̧€ …¶}±…èý† ôÞ†ð†¬…€

…èãõüþ ì}ñ†¶� ‹±…ÿ …ü±…ó Æ±…¤þ â±¬ü~û ô 52 ð×± …² ì}©¿¿†ó€ …üò …èãõ °… ‹† °ô½ ¬è×þ „²ìõó ô ðù†ü}†_ …èãõÿ ðù†üþ °… …°…̂ú

Þ±¬û|…ð~.

ü†Ö}ú|ø†:‹ý»}±üò …ì}ý†² ¬° …èãõÿ …ì±üß† ‹ú "°øŒ±ÿ"€ ¬° …èãõÿ …ðãéý̧ ‹ú "ð}†ü� ì»}±ÿ"€ ¬° …èãõÿ …¶}±…èý† ‹ú "°øŒ±ÿ ô …‹}ß†°" ô

¬° …èãõÿ Þ†ð†¬… ‹± "{í±Þ³ ‹± Þ†°Þñ†ó" …̈}¿†Á ¬…º}ú …¶•. ìÏý†°ø†ÿ …¾éþ …èãõÿ ðù†üþ€ �̧ …² „²ìõó ¬è×þ ÎŒ†°– ‹õ¬ …²:

°øŒ±ÿ€ ‹±ð†ìú °ü³ÿ …¶}±…{µüà€ {í±Þ³ ‹± ì»}±ÿ€ Þ†°Þñ†ó€ Ö±øñä ¶†²ì†ðþ€ …ÆçÎ†– ô {¥éýê „ó€ Ö±„üñ~ø†€ ìñ†‹Ð ô Îíéß±¬

¶†²ì†ðþ. "°øŒ±ÿ" € "Ö±øñä ¶†²ì†ðþ" ô " {í±Þ³ ‹± ì»}±ÿ" ‹ú {±{ý� ìùî {±üò ìÏý†°ø†ÿ …¾éþ ¬° …èãõÿ ðù†üþ ‹õ¬ð~.

ð}ýœú|âý±ÿ:{õ…ðíñ~¶†²ÿ ì~ü±…ó€ {Ûõü• Ö±øñä ¶†²ì†ó€ {»õüÜ ̈çÚý• ô ü†¬âý±ÿ ô …°…̂ú ̈~ì†– ‹± …¶†¹ ðý†²ø† ô …ð}Ë†°…–

ì»}±ÿ ô ¬° ð}ýœú °Â†ü• ì»}±ÿ€ ‹†ü~ ‹ý¼ …² �ý¼ ìõ°¬ {õ›ú Ú±…° âý±¬.

Þéý~ ô…́û|ø†:Îõ…ìê …¶†¶þ MQT € ì×†øýî ì¥õ°ÿ€ …èãõø†ÿ ‹±{±ÿ ¶†²ì†ðþ

1- …¶}†¬ü†° ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ °¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ ô ̈~ì†– ‹ù~…º}þ ¬°ì†ðþ …ü±…ó )D.hP(

2- ¬Þ}±…ÿ ì~ü±ü• ̈~ì†– ‹ù~…º}þ ¬°ì†ðþ  ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ °¶†ðþ �³ºßþ
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¬Þ}± …¤í~ ‹±…{þ ì†°ð†ðþ€ ¬Þ}± ‹ù±…ï ðŒþ|èõ

¬° â̄º}ú€ Þý×ý• ̈~ì†– ‹ù~…º}þ ô ¬°ì†ðþ ‹† ¬…ð¼ Öñþ

Þ†°Þñ†ó ¤±Öú|…ÿ �³ºßþ ô �±¶}†°ÿ {Ãíýò ìþ|º~€ ôèþ

ìõö¶·†– ‹ù~…º}þ ô ¬°ì†ðþ Þñõðþ ¶†²ì†ó|ø†ÿ �ý¡ý~û|…ÿ

ø·}ñ~ ô Þ†° ø± Ö±¬ ¤±Öú …ÿ ‹©»þ …² üà ¶ý·}î …¶•. ‹ú

ÎŒ†°– ¬üã±€ {Óýý± ¬° Þê ¶†²ì†ó€ �†üú ô …¶†¹ ‹ùŒõ¬ …¶• )4(.

ì~ü±ü• Þý×ý• ¬° ‹©¼ ‹ù~…º• ô ¬°ì†ó ‹ú ð¥õ Ú†‹ê

{õ›ùþ °º~ Þ±¬û …¶•. ‹±̈þ …² Îéê {¥õë ÖõÝ ÎŒ†°{ñ~ …²:

�ý¡ý~âþ ²ü†¬ ¶ý·}î|ø† ô ìõö¶·†– ‹ù~…º}þ ô ¬°ì†ðþ€

…øíý• Þ†°„üþ ô …÷±‹©»þ€ Ö»†° ‹± ø³üñú|ø†€ Ö±„üñ~ {©¿À

â±…üþ ô {Ûõü• ìõÚÏý• ì»}±ÿ )5 ô6(.

MQT ‹ú ¬æüê ì}Ï~¬ÿ ¬° ‹©¼ ‹ù~…º• ô ¬°ìƒ†ó€ ìõ°¬

…¶}×†¬û Ú±…° ìþ|âý±¬ )7( ô …² {é×ýÜ {Ï~…¬ÿ …›³…ÿ Þéý~ÿ ‹ú

ô›õ¬ „ì~û …¶• Þú …â± ‹† øî …›±… ºõð~ ‹†Î™ ‹ùŒõ¬ Îíéß±¬

ìþ|ºõð~ )8 ô9(. 

üßþ …² °ô½|ø†ÿ ‹ú Þ†°âý±ÿ MQT€ Æ±…¤þ …èãõø†ÿ

‹±{±ÿ ¶†²ì†ðþ ü† ›õ…ü³€ Þý×ý• …¶• Þú ìíßò …¶•

¶†²ì†ó|ø† ‹† …¶}×†¬û …² „ðù† ¬° ¾~¬ Þ·� ‹±{±ÿ€ ̈õ¬ …°²ü†‹þ

ü† ì¥à ²ðþ3 ‹†ºñ~ )01( Þú ¬° ‹©¼ ‹ù~…º• ô ¬°ì†ó ðý³

Þ†°‹±¬ ¬…°ð~ )11€ 21ô31(.

‹† {õ›ú ‹ú ì»ßç– ìÇ±§ ¬° ¶†²ì†ó|ø†ÿ ¬ôè}þ ¬°

…ü±…ó)41( Þú ‹©¼ ‹ù~…º• ô¬°ì†ó ðý³ ì»íõë „ó ìþ ‹†º~ ô

…² Æ±Öþ ‹ú Þ†°âý±ÿ MQT ¬° …üò ‹©¼ ‹ú Îñõ…ó üà …¶}±…{µÿ

{¥õë )41(€ �µôø»ã± ‹± „ó º~ {† ‹ú Æ±…¤þ …èãõÿ ‹±{±ÿ

¶†²ì†ðþ ‹±…ÿ ‹ú Þ†°âý±ÿ MQT ‹ú ¾õ°– Þê ðã± ¬° ‹©¼

ÖõÝ ‹�±¬…²¬. 

°ô½ ‹±°¶þ

…üò �µôø¼ ‹ú ¾õ°– ìÛÇÏþ ƒ ìÛ†ü·ú|…ÿ ¬° ¶†ë 28-1831

›ù• Æ±…¤þ …èãõÿ ‹±{±ÿ ¶†²ì†ðþ ‹±…ÿ ‹©¼ ‹ù~…º• ô

¬°ì†ó …ü±…ó …ðœ†ï â±Ö•. ¬° …üò �µôø¼€ …èãõÿ ‹±{±ÿ

¶†²ì†ðþ …ì±üß†€ …ðãéý̧€ …¶}±…èý† ô Þ†ð†¬… ìõ°¬ {œ³üú ô {¥éýê

Ú±…° â±Ö}ú …¶•.

‹±…ÿ …ðœ†ï …üò �µôø¼€ �±¶»ñ†ìú {~ôüò â±¬ü~û …¶•.

�±¶»ñ†ìú …ôë ‹±…ÿ {Ïýýò Îõ…ìê …¶†¶þ MQT ô ì×†øýî ì¥õ°ÿ

Â±ô°ÿ ‹±…ÿ ‹©¼ ‹ù~…º• ô ¬°ì†ó ô �±¶»ñ†ìú ¬ôï ‹±…ÿ

ðË±̈õ…øþ ¬°‹†°û ìÏý†°ø†ÿ …èãõÿ �ý»ñù†¬ÿ ‹±…ÿ ‹±{±ÿ

¶†²ì†ðþ Þ»õ°ì†ó …² ðË± …Î}Œ†° ô °ô…üþ …°²ü†‹þ ô {ñËýî º~û

…¶•. ¬° …üò �±¶»ñ†ìú|ø† {œ³üú ô {¥éýê ¬…¬û|ø†ÿ ›íÐ „ô°ÿ

º~û ‹† …¶}×†¬û …² ð±ï …Ö³…° „ì†°ÿ SSPS ¾õ°– â±Ö}ú …¶•.

ü†Ö}ú|ø†

…èãõø†ÿ ‹±{±ÿ Þ»õ°ø†ÿ ìñ}©� ¬…°…ÿ Ÿù†° ì¥õ° Îí~û

‹õ¬ð~: ì×†øýî ì¥õ°ÿ€ ìÏý†°ø†ÿ …¾éþ€ ìÏý†°ø†ÿ Ö±Îþ ô

¶ý·}î …ì}ý†² ¬øþ.

{Ï~…¬ ì×†øýî ì¥õ°ÿ ¬° …èãõÿ …ðãéý̧ ø»•€ ¬° …èãõÿ

…ì±üß† ü†²¬û€ ¬° …èãõÿ …¶}±…èý† ¬ô…²¬û ô ¬° …èãõÿ Þ†ð†¬… ø»•

ìõ°¬ ‹õ¬ð~û|…ð~) 51€ 61 ô71(. ìÏý†°ø†ÿ …¾éþ ¬° …èãõÿ

…ðãéý̧ ðú ìõ°¬ ô ¬° ¶ú …èãõÿ ¬üã± ø×• ìõ°¬ ‹õ¬. {Ï~…¬

ìÏý†°ø†ÿ {õ…ðíñ~¶†² ¬° ø± Ÿù†° …èãõ º¼ ìõ°¬ ‹õ¬.

{Ï~…¬ ìÏý†°ø†ÿ Ö±Îþ ¬° …èãõÿ „ìƒ±üß† 81€ ¬° …èãõÿ

…ðãéý̧ 23€ ¬° …èãõÿ …¶}±…èý† 22 ô ¬° …èãõÿ Þ†ð†¬… 13 ìõ°¬

‹õ¬. ‹ý»}±üò …ì}ý†² ¬° …èãõÿ …ì±üß† ‹ú "°øŒ±ÿ"€ ¬° …èãõÿ

…ðãéý̧ ‹ú "ð}†ü� ì»}±ÿ"€ ¬° …èãõÿ …¶}±…èý† ‹ú "°øŒ±ÿ ô …‹}ß†°"

ô ¬° …èãõÿ Þ†ð†¬… ‹ú "{í±Þ³ ‹± Þ†°Þñ†ó" …̈}¿†Á ¬…º•. 

¬° „²ìõó …èãõÿ �ý»ñù†¬ÿ ‹±…ÿ …ü±…ó ðý³ ì×†øýî ì¥õ°ÿ

¬û ìõ°¬ ì»©À º~ð~: °øŒ±ÿ€ {í±Þ³ ‹± ì»}±ÿ€ ü†¬âý±ÿ

¶†²ì†ðþ ô Ö±¬ÿ€ ì~ü±ü• ‹± …¶†¹ ¤Û†üÜ€ …°ž ðù†¬ó ‹ú

Þ†°Þñ†ó ô º±Þ†€ ¬ü~â†û ¶ý·}íþ€ {í±Þ³ ‹ú „üñ~û€ {õ›ú ‹ú

ð}†ü� ô …üœ†¬ …°²½€ ì»†°Þ• Ö±¬ Ö±¬ Þ†°Þñ†ó ô Ö±„üñ~ â±…üþ.

Îõ…ìê …¶†¶þ MQT Â±ô°ÿ ‹±…ÿ ‹©¼ ‹ù~…º• ô ¬°ì†ó

¬° „²ìõó ¬è×þ ÎŒ†°– ‹õ¬ð~ …²: °øŒ±ÿ ô {Ïù~ ì~ü±ü• …°º~€

‹±ð†ìú °ü³ÿ …¶}±…{µüà€ ì~ü±ü• ô {õ¶Ïú ìñ†‹Ð …ð·†ðþ€

ì~ü±ü• Ö±„üñ~€ ‹ùŒõ¬ ì·}í±€ …ÆçÎ†– ô {¥éýê „ó€ {í±Þ³ ‹±

ì»}±ÿ€ Ö±øñä ¶†²ì†ðþ ô ìñ†‹Ð.

…èãõÿ ðù†üþ ðý³ º†ìê Ÿù†° ì¥õ° ‹õ¬. "°øŒ±ÿ" ô {í±Þ³

‹± ì»}±ÿ€ ¶†̈}†° …èãõÿ ðù†üþ º†ìê ìÏý†°ø†ÿ …¾éþ€ Ö±Îþ

ô …ì}ý†²…– „ðù† ¬° ›~ôë )1( „ì~û …¶•.

ºßê )1( Ÿù†°ŸõŽ …èãõÿ ðù†üþ °… ð»†ó ìþ|¬ø~ Þú ¬°

„ó ìÏý†°ø†ÿ …¾éþ ‹† øî …°{Œ†É ì}Û†‹ê ¬…°ð~. ¬° Ÿù†°ŸõŽ

ÖõÝ øíú Îõ…ìê ‹ú Îñõ…ó …›³…Š üà ¶ý·}î ¬° …°{Œ†É ‹†
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¬Þ}± …¤í~ ‹±…{þ ì†°ð†ðþ€ ¬Þ}± ‹ù±…ï ðŒþ|èõ

üã~üß± ‹õ¬û€ °ôÿ øî {†÷ý± ìþ|â̄…°ð~ ô …² øí~üã± {†‡÷ý±

ìþ|�̄ü±ð~. ìý³…ó ô º~– {†÷ý± ðý³ ‹† …ì}ý†² …›³…Š ¶ý·}î

ì»©À ìþ|ºõ¬. Îíéß±¬ ¶†²ì†ðþ€ ¶õìýò ›³Š ¶ý·}î

…¶• ô ð}†ü� ¤†¾ê °… ¬° Ú†è� …›³…Š Ö±Îþ ̈õ¬ ð»†ó ìþ|¬ø~

Þú ‹ú ì»}±ÿ€ ›†ìÏú€ Þ†°Þñ†ó ô ̈õ¬ ¶†²ì†ó ì±‹õÉ ìþ ºõð~. 

‹¥™ ô ð}ýœú|âý±ÿ

ì¿†¤Œú ‹† ì}©¿¿†ó ô øí¡ñýò ð}†ü� ì±¤éú …ôë {ßñýà

¬è×þ€ ¤†Þþ …² …üò …¶• Þú ìõÂõÑ Ö±øñä ¶†²ì†ðþ ¬°

ô²…°– ‹ù~…º• ô ¬°ì†ó ô ìõ¶·†– ‹ù~…º}þ ô ¬°ì†ðþ ¤†³̂

…øíý• ²ü†¬ÿ …¶•. ‹± øíýò …¶†¹ Îõ…ìê ì±‹õÉ ‹ú Ö±øñä

¶†²ì†ðþ ìễ {Ïù~ ô ì»†°Þ•€ ü†¬âý±ÿ Ö±¬ÿ ô ¶†²ì†ðþ€

…°{Œ†É ¬ô Æ±Öú ‹ýò Þ†°Þñ†ó ô ¶†²ì†ó ô ̈çÚý• Þú ¬°

…›±…ÿMQT  Â±ô°ÿ ø·}ñ~€ ¬° Ú†è� ìÏý†° …¾éþ Ö±øñä

¶†²ì†ðþ ¬° …èãõ Ú±…° â±Ö•. 

‹† {õ›ú ‹ú …ì}ý†² Þ·� º~û€ °øŒ±ÿ ìùî|{±üò ìÏý†° ¬°

…èãõÿ ðù†üþ ‹õ¬û ô ‹ý»}±üò …ì}ý†² °… ¬…°¬. ‹±Ú±…°ÿ °¶†è• ô

¬ô°ðí†ÿ ¶†²ì†ó€ ‹±°¶þ Îíéß±¬ ¶†²ì†ó€ ¤í†ü• …²

Þ†°Þñ†ó ô {õ¶Ïú ¶ý·}î ì~ü±ü• …² …‹Ï†¬ ìùî °øŒ±ÿ ¬° …èãõ

…¶• Þú ‹~ôó {õ›ú ‹ú „ðù†€ ¶†²ì†ó Îíéß±¬ Þ†ìê ô Þ†Öþ

ð©õ…ø~ ¬…º•. {ÏéÜ ‹ý»}±üò …ì}ý†² ‹ú °øŒ±ÿ ¬° …èãõÿ

¤†Â± ‹† {õ›ú ‹ú º±…üÈ ìõ¶·†– ‹ù~…º}þ ¬°ì†ðþ ¬ô° …²

…ð}Ë†° ðý·•. 
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A Comparative study of the organizational superiority model in Health
care at selected countries proposing a model for Iran

A. Barati. M. (Ph.D)1, B. Nabilo (Ph.D)2

Abstract

Introduction: Quality has a sixty years old historical heritage in health care establishment. Most

countries use organizational superiority models an approach to execute total quality management,

which in turn would lead to improved work performance and drastic change in organizations. The

present study is to view the organizational superiority model in selected countries and come up with a

model for Iran.

Methods: This cross-sectional comparative study was conducted in 1381-82 (Iranian calendar) 2003-

2004, in order to design a superiority model of organization for Iranian Health care sector.

Data collection was done in two stages using a questionnaire. The validity and reliability of the

questionnaires was evaluated by comparing the superiority model of organizations in America,

England, Canada, and Australia; a suitable model was designed for Iran. This model was put in to test

by 25 experts using Delfi model, and then the final model was eventually ready to be presented.

Findings: The highest score in American model was given to the role of "leadership" in English model

to "client, feed back" and in Australian model to "leader ship and innovation" and in Canadian model to

"employee focus". The main criteria in the final model after applying Delfi test were: leadership,

Strategic planning, "client approach, corporate culture, data analysis, Processes, resources and

organizational performance.

Results: Strengthening administrators, enriching corporate culture, promoting creativity and learning,

rendering services based on need assessment and client's expectations, along with the client's

satisfaction should be taken into consideration.

Key words: Main of T.Q.M. Factors Pivotal Concepts, Organizational Superiority Model, Health

Care and Treatment.


