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ABSTRACT

It is nearly a decade that Iranian companies attempt to obtain European foundation for quality management
(EFQM) organizational excellence award with guidance of public sector, spending enormous financial cost and utilization
of human resources. Authors’ experiences, of an expert or consultant in implementing this pattern in several companies
have motivated them to perform a research about the effectiveness of EFQM pattern in Iranian companies.

In this regard, automotive after-sales service companies that engaged in achieving the EFQM award have been
chosen as the study population. To evaluate the effectiveness of this pattern, several dimensions of organization based
on research literature, patterns and theories were translated into operational and measurable indicators. Questionnaires
completed by a chosen group of employees and managers were used for data collection. Research hypotheses were
tested by the comparison of a coupled mean before and after the implementation of the EFQM model. Results suggest
that the effectiveness of EFQM model implementation in Iranian companies is very low only in some dimensions.

Keywords: European foundation for quality management; Organizational Effectiveness; Organizational Excellence Award;
EFQM; Automotive after sale services.
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1. INTRODUCTION

Human beings consider themselves worthy of growth and
excellence from ancient time and to obtain this they have
benchmarked the best ones. In this way, in metropolitan
areas some organizations in private or public sectors have
been moved towards benchmarking due to feelings of needs
or responsibility or other aims. To direct other organizations,
they started documenting processes and politics. In this
case, they have designed and developed some patterns. In
some cases, these models have faced global attention and
many organizations in public and private sectors, from other
countries, have adopted these patterns and have deployed
their implementation. The European foundation for quality
management (EFQM) model is one of these quality patterns.

The important issue to implement and benchmark these
patterns is their appropriateness with culture and texture of
countries and organizations that want to implement them
in a new situation, because there are fundamental cultural
and legal differences between them and organizations and
countries who designed these patterns. In this regard, the
noticeable issue is the effectiveness of these patterns imple-
mentation in such organizations.

It has been nearly a decade since EFQM pattern has been
introduced to Iranian organizations and the support of the
Ministry of “Industry, Mine and trade” to promote it as a
model of quality management and also activities and support
of organizations such as “Standard and Industrial research
organization” and “promotion of industries organization” of
Iran has made EFQM a known pattern for every organiza-
tion. In this field, quality competitions have also been held
and every year many organizations attend to these competi-
tions to be assessed by an outer assessor and obtain quality
awards. However, the effectiveness of these patterns is in
doubt. Implementing these patterns demands much time
and energy and requires many hours to learn about them.

Advocates globally represent EFQM as a reliable pattern.
Many Iranian experts believe that establishing this patternin
Iranian companies will help them to success. The authors of
this article are experts and consultants of establishing EFQM
model and have witnessed the struggle of some companies
in this way. This paper investigates the effectiveness of es-
tablishing EFQM model in automotive after-sales service
companies.

This paper is organized as follows: Section 2 reviews or-
ganizational effectiveness and EFQM pattern literature; re-
search model and methodology are described in section 3;
the results of this study are explained in section 4 And; sec-
tion 5 presents conclusion and suggestions.

2. LITERATURE REVIEW

Organizational effectiveness

Understanding organizational goals is a yardstick in terms
of understanding the effectiveness of organization. Organi-
zational goals must show the essence of its existence and
what the organization is trying to achieve.

Organizational Effectiveness means a degree of success
in achieving goals. It has general meaning and implicitly
comprises many factors, including inside the organization
and its departments (Amiri et Sakaki, 2005). To determine
organizational effectiveness, the degree of achieving goals
will be judged, whether they are operational or official goals.
Generally speaking, it is not easy to judge organizational ef-
fectiveness. Organizations involve various activities and are
dispersed in different points. These organizations follow var-
ious goals, and reach different results (some are desirable
and some are not) (Amiran, 2001). To determine the func-
tionality of an organization many measures and methods are
presented and each one introduces a different measure to
evaluate organizational effectiveness.

Modern approaches to effectiveness evaluation
1) Beneficiary parties’ satisfaction approach
2) Competing values approach

it is possible to join several activities of an organization re-
garding beneficiary parties including staff, creditors, compa-
ny owners, etc. it is possible that one of beneficiary parties
came from out of the organization which has effect on the
organization’s performance. In beneficiary parties’ satisfac-
tion approach, which is also called Constituency Approach,
the level of satisfaction of these beneficiary parties is consid-
ered as an indicator to evaluate organizational performance.
Each beneficiary party has its own method to evaluate the
effectiveness of an organization because each has its own
interests in the organization. Investigation should be con-
ducted on the parties in order to find out whether the or-
ganizations have successful performance on their view point
or not. For the first time the beneficiary parties satisfaction
approach, which included 97 small organizations, was per-
formed in Texas. Seven beneficiary parties were selected to
evaluate the effectiveness of the organization. The parties
and indicators that evaluate organizational effectiveness are
as below (table 1):



Table 1. Beneficiary parties and their effectiveness indicators

Beneficiary party Effectiveness indicator

1.Company owners

Financial turnover

2.Staffs Satisfaction, staff and management
motivation
3.Customers Product and service quality
4.Creditors Creditability
5.Society Role of the company in society develop-
ment

6.Raw material sup- Satisfying deals
pliers

7.Government

Obeying rules and regulations

The conducted research on parties reveals that a small orga-
nization cannot simultaneously satisfy all the parties involved.
For example, in the organization, staffs are highly satisfied but
other parties are not. However, if all seven indicators are tak-
en into account (not one indicator), the effectiveness of an or-
ganization is evaluated accurately. Comprehensive results are
obtained from investigating total organizational performance.

Indicators of performance and organizational goals are
determined by top and middle managers. Two researchers,
Robert Quinn and John Rothrbaugh, mixed different indica-
tors used by managers and researchers and introduced a new
approach called Competing values approach. To implement
this approach, a group of professionals provided a compre-
hensive list of performance indicators and scored them. The
following effectiveness indicators were presented, considered
as managers competing values in organizations.

Effectiveness valued models

Open System Model

It shows the attention of external elements and flexible
structure. Progress and resource management are the first
goals of management.

Internal process model

It shows the values that are in line with internal factors
and structural controls. The first result of implementing this
model is creating stable organizational environment which
preserves itself in a logical pattern.

Human Resources Pattern

It is comprised of values which are used in a flexible
structure and in internal affairs of an organization. To
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implement this model, management focuses on human
resources development and facilitates their progress and
freedom of actions. The margin goals that management
wants to perform are: unity, improving spirit, and pro-
viding training opportunity for them. Organizations using
this model think more about their personnel and their
improvement.
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Rational goal model

Managerial values show structural control and focus
on external factors. The main goals in management are
productivity, efficiency and profit. Organizations try to
achieve margin goals through a controlled system. The
margin goals which facilitate the path to main goals are
internal programming and goal-making for the organiza-
tion. These are tools for rational goal management (Daft,
2005).

In this article, a modern approach has been selected to
evaluate organizational effectiveness, regarding research
process and attitude. This approach will be discussed lat-
er and its method is based on satisfying different parties
who are considered as “dimensions” here.

European Foundation for Quality Management (EFQM)

Fundamental Values and concepts

The organizational excellence model is a systemat-
ic framework aimed at evaluating organizations’ per-
formances in two areas of enablers and the results of
these enablers. The achievements of this model include
strength points of the organization and organizational
scopes areas that can be improved and, to achieve im-
provements, it suggests a list of prioritized programs (Pike
et Barnes, 2001).

According to Total Quality Management (TQM), eight
fundamental values and concepts are as follows: result
orientation, customer orientation, leadership and con-
stancy of purpose, management by processes and facts,
development and participation of staff, continuous
learning, improvement and innovation, partnership de-
velopment and social responsibility of the organization.
These eight fundamental values and concepts build the
main basis for planning and implementing of systems. To
understand the organizations performances, criterions
that have a close relation to the above values and con-
cepts, should be used. These criterions should reflect the
achievement of eight fundamental concepts and the suc-
cess level of an organization in achieving results.
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Criterions

The fundamental pattern, on which the national productiv-
ity and organizational excellence award is based, has nine cri-
terions. Five of them are “enablers” and the rest are “results”.
Enablers are: leadership, policy and strategy, staff, partnership
and resources, and processes. Results are: customer results,
staff results, society results, and key results of the enabler’s
criterions performance. The “enablers” criterions cover what
an organization does and the “result” criterions cover what
an organization gains. “Results” come out from the imple-
mentation of “enablers” and “enablers” are developed by the
feedback from the “results”. Innovation and learning improve
enablers and enabler’s development improves the results.

Research Issue

One of the important issues for Iranian companies is
their ranking, in compared to other companies. This issue
has forced them to obtain various standard certificates and
awards. The “Iranian studies and Productivity of Human Re-
sources” Institute has started to award EFQM award since
2003. Achieving the EFQM award became one of the great
concerns of companies over the years. It is noticeable that,
according to this institute, recent statistics show that nearly
400 companies have applied for this award. Existing Prob-
lems to achieve these awards are: barriers and costs of im-
plementations, spending much time to establish data base
of the audit and also utilizing actual and potential human
and financial resources. They are leading factors to investi-
gate this issue. Another important factor is the appropriate-
ness of this model with the context of Iranian companies.
Companies often participate in competitions without any
knowledge in terms of their results and effectiveness and
most of the times they cannot see and feel the improve-
ments of the implementation of this model. In fact, perhaps
they cannot achieve the expected results of this model.
Considering these, this study examines the effectiveness of
implementing the EFQM model in Iranian organizations (au-
tomotive after-sale service companies) that are participating
to achieve this award and it wants to study improvements
and effectiveness for achieving this award with a focus on
objectives, criterions and logic of this model.

Research Hypotheses

e Hypothesis 1. Implementing EFQM model affected
companies’ performances in terms of staff dimen-
sion.

e Hypothesis 2. Implementing EFQM model affected
companies’ performances in terms of leadership and
management dimension.

e Hypothesis 3. Implementing EFQM model affected
companies’ performances in terms of customers’ di-
mension.

e Hypothesis 4. Implementing EFQM model affected
companies’ performances in terms of organizational
processes dimension.

e Hypothesis 5. Implementing EFQM model affected
companies’ performances in terms of beneficiaries’
dimension.

e Hypothesis 6. Implementing EFQM model affected
companies’ performances in terms of finance di-
mension.

3. RESEARCH MODEL AND METHODOLOGY

Statistical population

Employees and managers of Iranian automotive af-
ter-sales service companies who have participated in vari-
ous courses to receive the organizational excellence award
(EFQM) are the statistical population of this study: 1. Mazda
yadak Company, 2. Rena Company (Saipa Diesel Sales and
Services), 3. Saipa yadak, 4. ISACO, 5.ShahabYar, 6. Pars Kho-
dro technical services.

Determination of sample size

Considering that this issue has not been investigated so
far, there is no initial estimate of society’s standard devia-
tion. To determine sample size, we use this Cochran formula

£ ) and we show the sample size with n, the statistic
z (a / 2) equal to 1.96, estimated standard deviation o and
sampling error € is equal to 0.05. At First, a preliminary sam-
ple of the population to calculate and estimate the standard
deviation of the population with a confidence level of 95%
and 0.05 Error, to determine the sample size was chosen
(Azar et Momeni, 2005). In this study, we divided the volume
of population in the sample size to determine the sampling
interval. Then we chose a random number so that it was
smaller than or equal to the sampling interval (Moghimi,
2001).

G
nz=

The formula E= 1. (N) shows the total population of
employees and managers of 6 companies and percent sam-
ple of each company was determined on the basis of pop-
ulation of employees in each company. This research was
carried out in 2011.



Statistical Sample

After collecting a sample of 40, the standard deviation
of 0.37 obtained and the value of n for the community of
employees were chosen equal to 220 and for the communi-
ty of managers. After collecting an initial sample of 10 and
5 and estimating the standard deviation for the respective
amount of 0.018 and 0.05, the population of managers ob-
tained about 50 (for managers questionnaires) and 25 (for
interviewees).

Reasons for selecting this statistical population

1. Wide competence of the listed companies to receive
excellence awards

2. Companies backgrounds in establishing the EFQM
model

3. Achieving at least one of these awards by the listed
companies

Measure

In this study, questionnaires and documents were used
to collect and analyze the datum. Three types of question-
naires were designed for this research:

1: Staff Questionnaire; 2: Managers Questionnaire; 3:
Pre-designed questionnaire or interview questions.

The staff questionnaire includes 50 questions and its in-
dicators are:

1: Participation; 2: rewards; 3: Equal opportunities; 4: Job
promotion; 5: Welfare facilities; 6: Authority delegation; 7:
Safety and health; 8: Salaries and wages; 9.: Communicating
with managers and staff; 10: Job Training; 11: Commitments;
12: Responsibility; 13: Altruism; 14: Virtue of citizenship; 15:
Chivalry and patience and; 16: Respectfulness.

In the beneficiaries’ dimension, employees were asked in
the case of the following indicators:

1: Environmental standards; 2: Regulations; 3: Social Re-
sponsibilities.

And in staff dimension: indicators about recruitment, de-
sertion/absenteeism, displacement, labor productivity and
accidents were measured (Ockland, 2005).

The managers’ questionnaire includes 35 questions and
the following indicators:
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1: Staff Communications; 2: Appreciation of staff; 3: Contact
with people outside the organization; 4: Information; 5: Orga-
nizational speaker’s roll and accountability for organization pro-
grams: 6; Head of Organizational information; 7: Innovation/
creativity/entrepreneurship; 8: Problem solver; 9: Negotiator.

In beneficiaries’ dimension, managers were asked about
the following indicators: 1: Environmental standards; 2: Reg-
ulations; 3: Social responsibilities and;

In a pre-designed questionnaire with 40 questions, to in-
terview with managers, and collect documents about: cus-
tomers, organizational processes, beneficiaries, and finance
dimensions, following the measured indicators:

1: Rapid and appropriate customers response time; 2: The
number of complaints; 3: Measuring customer satisfaction;
4: Timely delivery of services; 5: Position of the company’s
services among other competitors, 6: Costs of services for
customers; 7: Time of processes; 8: Cost of processes; 9: Con-
trolling and monitoring processes; 10: Evaluating Processes;
11: Obligations towards partners; 12: Amounts of Investment
and credit; 13: Obligations towards suppliers; 14: Investment
and credit; 15: Obligations towards shareholders; 16: Com-
munication with shareholders; 17: Information and trans-
parency with stakeholders; 18: Environmental standards; 19:
Regulations; 20: Social responsibilities; 21: Reducing fixed
and variable costs; 22: The savings in energy consumption;
23: Income; 24: Liquidity; 25: Supplying sources; 26: Tech-
nology; 27: Information and Knowledge; 28: Development of
buildings and equipment; 29: Interest in the management and
leadership dimension (Bou-Llusar et al., 2009).

It is necessary to explain that all dimensions and indica-
tors were analyzed in separate databases.

The reliability and validity of questionnaires

To determine the validity of questionnaires, many pun-
dits, experts, consultants and professors were asked and
after taking a poll and fixing defects, questionnaires were
created and distributed.

Cronbach’s alpha was used to assess the reliability of
questionnaires. Cronbach’s alpha received 0.911 for staff
questionnaires, 0.944 for managers’ questionnaires and fi-
nally 0.911 for interview questions.

Conceptual model
Conceptual model (figure 2), based on research studies

and the use of standards, values and the EFQM fundamental
concepts are presented and have six dimensions:
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1. Staff; 2. Leadership and Management; 3. Customers; 4.
Organizational processes; 5. Beneficiaries or partnersand; 6.
Finance. The indicators and sub-indicators of these dimen-
sions were extracted and analyzed (Ockland, 2005; Pike et
Barnes, 2001).

Operational model

A great number of scientific studies and resources on ef-
fectiveness and EFQM pattern (more than 50 books, articles
and patterns) were studied. All of the evaluation indicators
and models were studied and 120 indicators were select-
ed. Finally, with focus on experts’ viewpoints, effectiveness
models and the EFQM model, 25 key indicators were extract-
ed and introduced. The detailed description is presented in
table 2 (Najmi et Hosseini, 2009; Ockland, 2005).

4. RESULTS

According to Table 3, in results of sub-indicators, the indi-
cator of participation before establishment has growth 5%;
however, reward indicators, equal opportunities, and wel-
fare do not show any changes and authority delegation indi-
cators have shown a little difference in terms of growth of 1
or 2 percent. That is the reason for small changes in terms of
the job satisfaction indicator after establishment. After the
implementation of the model, indicators of salary and wages
and respect were decreased and the training indicator is the
only one that grows 3 percent.

The main indicator of commitment increased 2 percent,
compared to previous measures. And also, the indicator of

organizational citizenship behavior is likewise and has minor
differences.

The comparison of the main recruitment indicators has
shown growth of about 4 percent; on the other hand, the in-
dicator of absenteeism and desertion has reduced in about
4 percent and it shows that companies could not hold their
staff and they had to recruit many new employees, equal to
the number of their absent employees.

One of the issues that are greatly emphasized in terms
of EFQM pattern is the indicator of accidents, and, although
companies spent a lot of money in establishing standards,
laws and regulations, it has not shown any significant
growth in comparison with the previous implementation
of the EFQM pattern. The results suggest that differences
in the staff dimension before and after establishment had
improved only 1% and it is likely that: 1. the model has not
enough effectiveness; 2. There is a deviation in the evalua-
tion process and; 3. The available data to assess organization
are not true.

In the leadership and management dimension the indi-
cator of “managers’ communications with the staff” was
reduced and “communicating to people outside the organi-
zation” presented a small growth. Sub-indicators of “infor-
mational role” had grown a little. In the sub-indicators of
decision making dimension, the indicator of “innovation and
creativity” shows a 4% growth while the indicator of “solving
issues and problems”, which is one of the main managerial
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Table 2. Operational model

Indicators

criterions

dimensions

1: partnership 2: reward 3: equal opportunities 4: job upgrade 5: welfare
facilities 6: authority delegation
1: health and safety 2: salaries and wages 3: managers/staff relationships
4: job training
1: normative commitment 2: emotional commitment 3: constant commit-
ment
1: deontology 2: altruism 3: civic virtue 4: generosity and patience 5:
respect
1: desertion/absenteeism
1: displacement rate
1: productivity rate
1: attraction and recruitment rate
1: accidents rate

1: motivation
2: job satisfaction
3: commitment
4: organizational citizenship
behavior
5: desertion/absenteeism
6: displacement
7: productivity of work force
8: attraction and recruitment
9: accidents

staff

1: communications of staff 2: appriciation of staff 3: communicating with

1: communicational role

Leadership and manage-

customer satisfaction 4: timely delivery service for customers 5: compa-
nies’ service ranking among rivals 6: costs of customer services

people out of the organization 2: informational role ment
1: Informing 2: organizations’ speaker role and responsible for organiza- 3: decision making role
tional programs 3: Master of organizations’ information
1: innovation/creativity/entrepreneurship 2: problem solver 3: nagociator
1: time of customer response 2: number of complaints 3: evaluation of Customer satisfaction customers

1: processes time
2: processes cost
3: processes controling and monitoring

1: processes time
2: processes cost
3: processes controling and

Organizational processes

1: income 2: liquidity

equipment
1: profit

4: processes assessment monitoring
4: processes assessment
1: obligations towards partners 2: amount of investment and credits 1: partners Beneficiaries or partners
1: obligations towards suppliers 2: amount of investment and credits 2: suppliers
1: obligations towards stakeholders 2: commuinicate with stakeholders 3: 3: stakeholders
information and transparency to stakeholders 4: society
1: environmental standards 2: compliance with roles and regulations 3:
social responsibilities
1: costs/fixed/variable reduction 2: amount of energy savings 1: cost finance

1: centers of supplying sources 2: technology 3: developing building and

2: income/liquidity
3: resources
4: profit

tasks, had shown a reduction of 4% and this shows lack of
staff participation in the organizational decision making, or
it shows that authority delegation is not appropriate. Thus,
in the management and leadership dimension, there was no
difference between before and after establishing the EFQM
model.

Although the indicator of “response time” has a signifi-
cant growth, the number of complaints in terms of custom-
ers dimension, was increased by approximately six percent,
and it is related to other factors, including the external and
mediator variables, such as: production and pricing of cars
in the mother factories. Satisfaction measuring tools show
significant growth of 12%. All companies admit that they
are in the better ranking in comparison to the model imple-
mented previously and perhaps it is due to the lack of cor-

rect information about other competitors. In this way, we
can refer to the high costs that companies have to provide
services for customers, to compete with other companies
and to pay attention to view points of mother companies’
top managers and customers.

In the organizational processes dimension, “dispite the
processes improvement, monitoring and multiple assess-
ments the indicator of “time of processes is increased. How-
ever, the aim was time reduction, and it also results in an
increase of 4% cost to carry out processes. For example, in
the training process, managers mentioned that a lot of mon-
ey was spend and expected results have not been obtained.
It can be mentioned that, the lack of proper planning for
processes is a reason of failure and the processes and their
assessment should be reviewed seriously.
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In the beneficiary’s dimension, results show that compa- 3.2 Appreciation of staff 33
nies were not committed to their partners and suppliers and Communicate to
even this indicator decreased a little in terms of percentage 3.2 people out of the 3
in comparison to a moment before the implementation of organization
the model. As to their commitments to employees and soci- 31 Information 3
ety, its percentage increased a little and it shows that com- L
. AR X oo Organization speak-
.pan.les had a !,Ot ofactlvmes in case of S(I)’uety |nd|cator§. The i er and accountable i)
indicator of “environmental standards” shows the highest : for organization :
growth in comparison to other sub-indicators. planning
) ) ) ) ) Head of organiza-
In finance dimension, companies’ costs were increased 3.2 tion information 3.1
when compared to a moment before establishing the mod- . -
o Innovation/creativi-
el. Most of costs refer to the development of building, 33 ty/entrepreneurship 3.1
equipment and technology units. Here, the most important
. . . .. . . . 3.1 Problem solver 33
issue is the reduction of profits in comparison to a time prior
to the establishment and to the role of mediating variables 3.2 Negotiator 3.1
and this should not be ignored. 3.1 Response time 2.6
31 Number of com- 34
Table 3. Results of research sub-indicators : plaints :
Mean of subein Mean of 34 Customteizr satisfac- 28
-in- L on
dicators before sub-indicators
establishing the Sub-indicators | after establish- 3 Timely delivery ser- 2.7
EFQM dgl ) ing the EFQM vices to customers
moael {“ model (%) 35 Company services 33
25 Participation 2.7 ranking
2.4 Reward 2.4 3.6 COStSSZi\fi‘:Ztsomer 2.8
2.8 Equal opportunities 2.8 24 Time of processes 3
26 Job promotion 2.7 2.8 Cost of processes 3
2.7 Welfare services 2.7 -
Controlling and
26 Authority delega- 27 3.3 monitoring the 2.6
: tion ' processes
2.6 Safety and health 2.8 28 Evaluating pro- )1
2.5 Salaries and wages 2.4 ‘ cesses .
5 Communicate to 5 2.7 Commitments 27
6 managers/staff 7 towards partners
2.6 job training 2.8 22 Amount of invest- )
’ ment and credits
2.9 Respect 29
Commitments to-
2.9 Commitment 3 24 wards suppliers 2.4
2.8 Responsibility 3 2 Amount of invest- s
3.2 Altruism 3.2 ’ ment and credits '
2.7 Civic virtue 2.7 Commitments to-
2.7 d kehold 3.1
3.1 Chivalry/patience 3.1 wards stakeholders
2 Recruitment 2.2 2.6 Comrl?uhnilc;te to 3.2
stakeholders
3.8 Accidents 3.8 o N
nforming to stake-
2.6 Displacement 2.6 2.7 holders 34
Absenteeism/de- ~
3.8 sertion 3.6 staff ma;rr\:g managers | staff
Communicate to : e
3.1 staff 31 31 32 Social riiisepsonsmn 31 31
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34 33 Rules ahd regula- 33 31 | Studying the effectiveness of the main indicators and
tions selected dimensions
33 31 Environmental 28 )8
standards The status of employees after the settlement of EFQM
- Variable/fixed Cost - pattern, in comparison to before, is not much different; rath-
’ reduction ) er, it is almost identical. It seems to promote organizational
,s Savings in energy 26 excellence and ser\{ice to human resources that is a critical
consumptions component to the improvement of the model, to the level
32 Income 26 of motivation, satisfaction and commitment. Organizational
citizenship behavior and other indicators have not changed
1.8 Liquidity 2.2 significantly and even in some indicators there is a signifi-
2.3 Supply sources 2.2 cant reduction.
3.2 Technology 2.4
i Byilding and facili- 2s . hManagement status as cgmpare(.i with beforg the estab-
ties development ishment of EFQM pattern is not different and it seems to
i promote organizational excellence. The leadership of human
1.1 Profit 2.2 . R L
resources was not effective either. The results of the indi-
cators and also studying hypothesis 2 are proof to lack of
success and effectiveness in this dimension.
Table 4. Results of the main indicators
changes Deviation Mean of main indicators Mean of main indicators
Fall / No improve- (%) after establishing the Main indicators before establishing the
reduction | change ment EFQM model (%) EFQM model (%)
0.06 2.66 motivation 2.6
0.1 2.7 Job satisfaction 2.6
0.1 3 commitment 2.9
0.0 2.6 displacement 2.6
0.2 2.2 recruitment 2
0.0 3.8 accidents 3.8
-0.2 3.6 Absenteeism/desertion 3.8
0.3 2.8 Labor productivity 2.5
0.05 295 Organizational'citizenship 29
behavior
0.0 3.1 Communicational role 3.1
0.0 3.1 Informational role 3.1
0.0 3.1 Decision making role 3.1
0.3 3.2 Customer satisfaction 2.9
-0.7 2.4 Time of processes 3
-0.2 2.8 Cost of processes 3
0.7 33 Controlling and monitoring 26
processes
0.7 2.8 Evaluating processes 2.1
-1.1 2.3 partners 2.4
-0.1 2.3 Suppliers 2.4
0.6 3.2 Stakeholders 2.6
0.2 3.2 Society 3
-0.6 2.3 Cost 2.9
0.1 2.5 lincome 2.4
0.6 2.9 Sources 2.3
-1.1 1.1 Profit 2.2
7 5 13 0.1 2.8 Total mean 2.7
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Table 5. results of dimensions

changes Devi- Mean of dimensions Mean of dimensions
e T\ e oo | | e tabliing dimersors | befors ctblig e
duction ment
0.1 2.9 staff 2.8
0.0 3.1 Leadership and management 3.1
0.3 3.2 customers 2.9
0.1 2.8 Organizational processes 2.7
0.1 2.7 beneficiaries 2.6
-0.2 2.2 finance 2.4
1 1 4 0.1 2.8 Total mean 2.7

The status of customers after the settlement of the EFQM
pattern is going to be better and improved. However, it
should certainly be noted that the relative improvement is
because of spending a high price and additional time and
energy that their productivity should be determined and this
requires a research in this field.

Companies were somewhat successful to utilize assess-
ment tools to know about and gain customers need. Howev-
er, the number of complaints is more increased than before,
and it is because of customers’ expectations that may occur
after achieving excellence awards by companies.

Results suggest that the statuses of organizational pro-
cesses have improved in comparison to before. However, it
should be noted that the relative improvement is because
of spending a high price, time and energy; therefore, their
results should be searched in terms of increased profits and
better and faster service should be provided to customers.
It should be noted that organizational processes in terms of
controlling, monitoring and evaluating are in better condi-
tion than before implementing the model.

The status of beneficiaries compared to before the set-
tlement of EFQM pattern is improved. The largest utility is
in society indicator, because company executives and em-
ployees have a greater consensus about it and they aim to
influence people’s viewpoints towards their growth.

Results suggest that companies’ financial positions are not
suitable in compared to before establishing the EFQM model
and it may have suffered due to a great loss of profits. In spite of
other variables, such as economic sanctions and the lack of fi-
nancial resources that may be involved, the results of the main
indicators and dimensions are presented in tables 4 and 5.

Effectiveness of companies’ different scopes

Table 6 shows that 29% of employees admit that the high-
est effectiveness resulted from the establishment of the EFQM

pattern was in the human resources scope and the lowest
effectiveness rate of 1 percent was occurred in the financial
scope. Also, 14 percent have agreed that the EFQM pattern in-
fluenced planning scope. Managers as well as employees ad-
mit that, effectiveness rate in human resource management
scope is 22 percent; in the financial scope it is 0 percent and
16 percent in planning scope and this indicates that managers
and employees agree in these scopes. Results show that this
model could not have a significant impact on other scopes.
Perhaps 19 percent of employees and 18 percent of execu-
tives believed that this pattern has no effect in all scopes and
processes of the company. This should be noted that before
the establishment of EFQM pattern, necessary changes in
terms of organizational culture should occurr.

Table 6. Results of effectiveness of implementing EFQM model in
companies’ different scopes

staff managers Organizational processes
%5 %10 Parts supply

%8 %16 Marketing and sales
%8 %4 After-sale services
%29 %22 Human resources
%9 %4 Store

%1 %0 Finance

%14 %16 Planning

%2 %2 Auto equipment

%5 %4 Total of company
%19 %18 None of company processes

Review and analysis of research hypotheses

Hypothesis 1. Implementing the EFQM model affected
companies’ performances in terms of staff dimension.

Results indicate that the first hypothesis is supported as
compared mean test rejected equality of means of compa-
nies’ performances in staff dimension before and after estab-
lishing EFQM pattern (p<0.05). It can be claimed that imple-



menting this model improved companies’ performances in
terms of staff dimension because the average company’s per-
formances after establishing this model is higher than before.

Hypothesis 2. Implementing the EFQM model affected
companies’ performances in terms of leadership and
management dimension.

Results indicate that the second hypothesis is rejected as
the compared mean test does not reject equality of means
of companies’ performances in the leadership and manage-
ment dimension before and after establishing EFQM pattern
(p>0.05). It can be claimed that implementing this model
does not affect companies’ performances in the leadership
and management dimension and the difference between
means were due to sampling error.

Hypothesis 3. Implementing the EFQM model affected
companies’ performances in customers’ dimension.

Results indicate that the first hypothesis is supported as
the compared mean test rejected equality of means of com-
panies’ performances in customers dimension before and
after establishing EFQM pattern (p<0.05). It can be claimed
that implementing this model improved companies’ perfor-
mances in the customers dimension because the average
company’s performances is higher than before after estab-
lishing this model.

Hypothesis 4. Implementing the EFQM model affected
companies’ performances in the organizational processes
dimension.

Results indicate that the first hypothesis is supported
as the compared mean test rejected equality of means of
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companiess’ performances in the organizational process-
es dimension before and after establishing EFQM pattern
(p<0.05). It can be claimed that implementing this model im-
proved companies’ performances in the organizational pro-
cesses dimension because the average company’s perfor-
mances is higher than before after establishing this model.

Hypothesis 5. Implementing the EFQM model affected
companies’ performances in the beneficiaries’ dimension.

Results indicate that the first hypothesis is supported
as the compared mean test rejected equality of means of
companies’ performances in the beneficiaries dimension be-
fore and after establishing EFQM pattern (p<0.05). It can be
claimed that implementing this model improved companies’
performances in the beneficiaries dimension because the
average company’s performances is higher than before after
establishing this model.

Hypothesis 6. Implementing the EFQM model affected
companies’ performances in the finance dimension.

Results indicate that the first hypothesis is supported as
the compared mean test rejected equality of means of com-
panies’ performances in the finance dimension before and af-
ter establishing EFQM pattern (p<0.05). It can be claimed that
implementing this model decreased companies’ performanc-
es in the finance dimension because the average company’s
performances is lower than before after establishing this
model. Results of hypothesis tests are presented in table 7.

5. CONCLUSIONS

Nowadays, old after-sales service systems cannot respond
for the growing needs of customers in goods and services.

Table 7. Results of hypothesis tests

Paired Sample Tests
Paired Differences
95% Conﬁdt?nce Interval sig.
of the Difference t df (2-tailed)
Mean St(;l'ﬁlziw- Sts/i;;rr]or Lower Upper
H1 Staff -.20016 .27352 .01844 -.43650 -.36382 -21.700 219 .000
H2 Managers -.11273 106.133 .15009 -.41436 .18889 -.751 49 456
H3 Customers -.78333 .08674 .01735 -.81914 -.74753 -45.156 24 .000
H4 Beneficiaries -.19792 .26400 .05280 -.30689 -.08894 -3.748 24 .001
H5 Organizational processes -.67500 .36622 .07324 -.82617 -.52383 -9.216 24 .000
H6 Finance .15833 .31755 .06351 .02725 .28941 2.493 24 .020
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Software, systems, sophisticated machineries and modern
tools, show that human knowledge moves to specialization
and maturity very quickly. Old methods and processes of af-
ter-sale services do not have essential power to support this
expanding movement. Today organizations need big chang-
es. In this direction, although implementing EFQM pattern
can be effective, companies should have the essential basis
of human resources and administrations and also criterions
of quality patterns should be appropriate to the country’s
local and organizational culture.

Implementing these patterns with emphasis on gaining
native pattern appropriateness to the organizational culture
of the Iranian companies can bring positive achievements. It
is essential to notice that mission statement and activities of
the studied organizations presented services in nature and
the effect of performance improvement and its quality can
be seen in the customer satisfaction indicator in retail and
trade services, so that the improvement of this indicator will
have a direct impact on improving the indicator of compa-
nies’ profitability.

Research suggestions

In this section, suggestions which are directly related to
this research are presented:

e Managers comprehensive support to implement
these patterns

e Stable management and supervision

¢ Identifying and removing non-valued processes
¢ Identifying and improving valued processes

e Improving employees’ levels and skills

e Creating basis for development including the imple-
mentation of accurate human resources processes

e Gaining awards to improve employees’ motivation
and companies’ fame

¢ Increasing speed and accuracy of services

e Reducing personnel costs by identifying costs sourc-
es

e Facilitating organizational communication with ben-
eficiaries

e Increasing processes accuracy

e Changing organizational culture and attitude of staff
and executives

e Getting feedback from the staff and involving them
in organizational administration

e Organizations’ participation to transform the EFQM
pattern into a native pattern

e Accurate planning to implement pattern

e Data documenting
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