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<=>?� @-0,�� '�Aa n-% ��eN H\�� )�=&�,  �.W:
�Wade,2000 '	��� '��	( ]( �" �� <=>?� @-0,�� �s �
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{( H	>N d,�� 80�� �-���
� �e�����  ����,?� �c��� �-ew
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�0�60� �0S�*�� �-Ga�6,�� D�@-?� �-ew; T�%: �Tregoe, 
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 #oY �� D$�6?� �� �"�� P% �0�6?� R�	s 4 u�E,�� nXvZ
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 *0,��P% �U d+-N�}=
� �-�`,��: �0�6?� '	�-eZ ��-e��, 

@-.}��: P%  �-6�?� T��g&� :s ���k?� ��Lfs D��7�N
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2����� 8Y�	 @-0,�� �-7 �-=�N:,  @-0,?� J�G�� �-%*N:
��59�� 	���?� �-06N: 2����, �-%$,3]� �-���G?� *-.vN:, 

;���k?� ��Lfs T�*"s �-ew: 
���: b7�s�Ys D�9�,� *3�N nX�  @-0,�� �-eL,� �-=�=s

'	�-e�� £X�+Z <=>?� W( ,,¤� *9%� �.W ���� �s �=��*Z nX
� J�6" �s *+X �E,`?� @-0,�� VW$X  �-=�=s D�9�,� �

<=>?� @-0,�� �-eL,�,  �-�`,�� :d" D�9�,?� [\":

�d+-N�}=, �a��?� '��	(: �-+-N�}=
�:, �,��: @-.}��: �

P% Ro0���,  @-.}��:P%  	��a&�'��	(: ,2�����: 
��FX&�: D�-0���,  ��Lfs: R�.5�� b� D�7o��� '��	(:

���k?�, ��?� �-ew:R;�eZ�G�� ��6��� 2Z ��+GX]�: �� 
,¤� *9%� �c:s *7: ���� d+-N�}=
� �-�`,�� �s �

�0�60� ¥�B� bc��� 8-w 80F�,  �-3���� ��-9�� 8-w:
D�*�*^,��: ��E�� *�*L,�,  *�*L,� �-Y�*�� ��-9�� 8-w:

��z��: '�e�� x�eX, ������: ���=��� bc::,  *�*w:
83&� ���g T�*"&�,  ���o�� �-+-N�}=
� ���� bc::

 #�f��{( T�*"&� QN, 83&� '�k7 T�*"&� *�*w:, 
� 83&� '�k7 ���� bc:: #�f�� ���o�{(  QN

T�*"&�, 
� QN \-E6N �S�,X �--eN: ����: D�-+-N�}=
 R�	&� D�¦>� ��*`,=�ZT�cs: ;�E,`?� ,*�������� �

 �-�`,�� :s '��	
� §	�9� �9�N d,�� D$�6?� �s
d+-N�}=
�  D$�6?� QN �� ¨.s y�_�+X �ew �s �A0�

 #oY �� �0�6?� @-© 4 y��:	 £�N '	�-e�� �s: �^e9�N ] d,��
 ���^3�N�-+-N�}=
� ; 

,¤� *9%� ��1s *7: ���� �{(  d6�N �a��?� '��	( �s
 #$%&� \-E6,� ���o�� D�¨��: T���?�: D����?� ��G,.�

D����e�� W�¡�: ;:D�=�$?� 8zavZ ��-e� Q�W,  �-ew:
,*���� �c:s: ;R�	&� 4 �0,G?� 2GL,�� �����s � 

 80�N �L3�6�� D$�6?�P% �-���EZ �-0-�6,�� �a��?� '��	(, 
 29=�6?� £��*,��: �-�,�� �a�N �^6� 8S�=: '*�Z Q�W:

2����,  2Z $-a D�¨��: D����?� #	�9N b-+FN:
2�����, *� *�*+,��: ��A,Z]� b-+FN:� 2�����, 

,*���� T�cs: ;D����?� �-3���6AN ��*`,=�:���� �s �
 8AF��Z 8-0��� �a��� '��	( P% 80�N �L3�6�� D$�6?�

£=�6?�,  D��7�N �% D����?� b� #oY �� Q�W:
 �0�6?� 8Y�	 �U	�9N: �-9e,G?�: �-��B� Ro0��� D�3�-,_�:

 y�-=s� �E,`?� D���	
� 2Z �-eas: ����	
� D���,G?� 2Z, 
 ��91
 ���o�� 80��� ����Z bc: P% 80��� {( �a�c
�Z

D��7�,��: D�3�-,_]� QN,  n3�,��Z T��� $-a Q�W:
��: ;8-0���Z�  ��>?�s 8Y�	 �-���EZ �a��?� '��	( �A0� nX

u�g '*�Z �0�6?�,  	��a&� ��-,Y� �^ªs �� H:W 29=�6?�
�E,`?� #$%&� R�	& �-a�A�� '¨��: �a��?�,  �� �z�s:

 2����� 2Z D�¨��: T���?�: D����?� #	�9N #oY
'¨Y �M.&�, '¨Y 87&� 2�����:,  ���g �% Q�\.:

 P% 2����� £��*N«*_s 80��� 4 £-��=&�: ��6��, 
-,_� �% D����?� b� {( �a�c
�Z  ;Ro0��� D�3� 

,¤� *9%� T�cs:���� d6�� Ro0��� P% @-.}�� �s �
��9��: Ro0��� D�3�_ P% T��,��� ��3�-,_�:�  �-��B�

�-9e,G?�:, 80���:  ��91
 £=�6?� 8AF��Z D�+,6?� ��*eN P%
,¤� *9%� ��1s *7: ;D�3�-,_]� QN���� �{(  P% @-.}�� �s
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����: T�*"&� Q,� 2����� � â: �^��Y bc:,  2-�N:
� â���� £=�6N d,�� �S����� 4 	��a&�, ���̈ Y:, ����*7:, 

�����^�:,  ;�U$%s R�	s �-E-AZ 2����� �a���: 
,¤�*9%� �.W *7:���� �-�¡ 80FN D�-0��� '��	( �s �

 D�9g �-eL,� ���o�� �0�6?� ��FXsQ�W: ,Ro0���  *�*L,Z
9-N�N: ��FX&� QN�^ \-E6N: ,�"6-Gw: �^S�	s P% �Z�7���:n  $Z

#$%&� R�	s 4 �-3�:	�]�: '��A,?� 8.�F?� b6� P% *%�G�, 
�: |�E��: V�,X
� '	�%(: ;	���?� ��*`,=� 4 �*U 

,¤� *9%� T�cs *7:���� b� D�7o��� '��	( �s �
 �.��F?�: �:��,��: #�kN]� �-ew d6�N ���k?� ��Lfs

�eM��:,  $Z ���k?� ��Lfs: �0�6?� '��	( 2Z D�%�C�� 8_:
��: ;2a���� 2Z ����E�� D�7o��� R�6Z P% *%�G��  �s ��>?�

&� P% @-.}�� H	>� �0�6?� 4 ���k?� ��Lfs :s �-6�?� T��g
�^a�*"s �-ew: ���3�-,_� ��91( {(,  �0z� H\�� ��&�

�0,G�: �S�	 8AFZ �0�6?� b� ��:��N: �^���N, : 4 �"�G�
�0�60� �-Ga�6,�� '�*e�� �%	,  �� Ro0��� �c� �-ew �A0�:

�^-�( �9=�6?� D�+,6?� ��*eN #oY, w �A0�: 2����� �c� �-e
�U �9=�6?� 80��� T:�� �a�N #oY ��,  �c� �-ew �A0�:

�-ew #oY �� 2ª�G?�: Jo?� �U �9=�6?� ��Z�&�,  �A0�:
 �eL,G?� l��9?� 	�*= #oY �� 26S�*��: ��	��?� �c� �-ew

% �E,?� *-%��?� 4 �^-�(- �� 2%��?� �c� �-ew �A0�: �^
 #oY *9%� 2Z *7: ;�U �9=�6?� ��Z�&� ¬���" �a�N

,¤����� �-�`,��� �,G�� ��6��� 2Z ��+GX]� �s �
d+-N�}=
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VW�06�� 8E=s 4 �-a�EF��: ��,��: ��*Z
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8AF�� 4 #*�?� @-0,?� d��AB� R�	�� ½	 VW�0X �7�  �� �; 
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�,G0Z R�eN�]�: d��AB� ���e�� ����N :�^ªs �� T�*"s� 
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 Q?� '@S�3 VW�0X �-c�N �A0�: ,�A0?�Z D�%��e��
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� @�@�N
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 �-=�=s �-"�E� {( �^,��N �A0� d,�� §	�9?� �� �%�0�
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D����e��, ��59�� 	���?� �-06N:,  P% d+X�. VW�0X ��e�:
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� 4 �S�,6��, 2E��?� �c�:,  Ro0��� �c�:
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Source :Kanji, G.,(2001)," Forces of  Excellence in Kanji's Business Excellence model ",Total Quality Management ,Vol.12,No.2,p.260  
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Source: Norah, H., (2001) , "The Entire Malaysian Total Performance  Excellence Model : A Conceptual Framework", Total Quality 

Management , Vol.12, No.7-8, p.927  
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Source : Khoo, H.H., and Tan, K.C.,(2002),"Critical Success Factors For Quality Management Implementation In Russia", Industrial and 

Commercial Training ,Vol.34, No.7, p.264  
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<=>?� @-0,�� �-ew 4 £9G,N d,��:,  VW�06�� �\" ��A,�:
 !�� T�LZ �^. s*9N �-=�=s ��6% ��Z�s ��P  , d":

	��a&�, u�E�� :s �.�5��:, D�-0���:, D�+,6?�:,  s*9�:
�6% ��Z�&�Z y��:�� '	�-e�� R�69Z VW�06�� �\" �-=�=&� �

VW�06��Z, <=>?� @-0,� y]�f:;  �c:s:(Dahlgaard-

Park and Dahlgaard,2007)  VW�0X4P  8AF�� 4 �7�
����; 

VW�0X 4: 4P  	��a&� R�6Z �" #:&� ��,G?� �s *+X
T���0� 2A,0?� ��@-0,?�, D�¨��:, D��*e��:, 

D���^?�:, #$%&� R�	& ���o�� D�R�EA��:,  ��,G?� 4:
80��� u�a ���A,Z �$,"]� ��A� Á�M��,  K��M�� ��,G?� 4:

 4 �.��F?� �-eL,Z �$,"]� ��A�(D�-0��� ��+X, 



D�.�Z t% *0� : @-0,� �}e� VW�0X<=>?� D�-EF,G?� 4 

  

��
��FX&�:, ����E�� �-0-�6,�� D�=�$?�:,  bZ���� ��,G?� 4:

��*e?� D�+,60� ��EN�?� '	��� �eL,N,  �0�6?� h6A© �W(:
���,G?� �-ew �� �-ew �� �A0,N ���a �eZ�G�� ��Z�&� D

  ;<=>?� @-0,�� 
 

 
 
Source : Dahlgaard-Park, S. and Dahlgaard, J.,(2007),"Excellence  -25 years Evolution",  Journal Of Management History, Vol.13, No.4, 
p.383                                    

K$L M'� �:: ( ���� :4P ����� ������ 

 
:Z( : ����E@ ����L ���� � �*7Sharma and Talwar, 

2007 VW$X �=��	 #oY �� <=>?� @-0,� 8��A,� VW�0X �
�-�:*�� @-0,��, ����N: ����1 VW�0X *0,��:  ��^E� P%

 d" ���z7 «oO P% *0,�� H\�� �0�60� �0,G?� ��+6��
�-LZ���: �06�� *��@N, �0�,?� �0�6?� R�6Z:,  '*6,G?� '��	
�:

�-e��; 8��F�� @-0,��Z �G,� r�6� 4 ne-ew �,� �� �\":, 
� �� ����N: ����1 VW�0X ��A,�:� P% �%��� ��6% �

8_��� h=, �1  VW�0X �z,�:8AF�� 4 ����N: ��� �7� 
����; 

 

 
 

Source : Sharma, A. and Talwar, B.,(2007),"Evolution of Universal Business Excellence Model Incorporating Vedic Philosophy ", 

Measuring Business Excellence, Vol.11, No.3, p.18 

K$L M'�  �:<  ����E@ ����L ���� :( 
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 �
 Â8. P% �O>� '	�-e�� ��=s �s VW�06�� �\" �� �z,�  ��

	��a&� �-7 �-ew, d+-N�}=
� �-�`,��:,  �-7 �-ew:
R�.5��,  �-7 �-ew P% '�Y&� �OoM�� 	��Z&� [\" �O>N:
 Ro0���d,�� NO> �G-S��� #$%&� �S�,X P% �: {( H	>N d,��

;��*,G?� ��+6�� {( H	>� H\�� 8��A,?� @-0,�� 
:^(  :����/���� +��W� +�T�O ����,d0G��� �.W�����  �s

=*6^?� R$��� �"�FXs '@S�3 �% '��9% Á�Z�-�� VW�06��� �
-X�Z�-��� ��% ����� , ·���� �=�Z '@S��� [\" h�9N�� *7:

W �60�	 	��:	�H  �.�_ *S�� *�� H\��  dA���&� 8f&�
'	��� '��	(,  ��% \6� '@S��� [\" h-f ��W *e�:���   ,

 �U ��\�� 	��a�� �6© '@S�3 :2%�X {( �Ge6N '@S��� [\":
'	��� #�� 4 �-e-9�N :s �-MLZ D���^=(,  �6© '@S�3:

60� #�� 4 �^,=��� ����N P% D$�6?� b-+F,� D$�
'	��� P% �-S�k_
� �Z�7���;  Á�Z�-�� VW�06�� ��e�:

���F�� '	��� {( ��	>?� D�-0��� P% @-.}�� P% Ã�=&�, 
��6��� �� 2��,G� �� VW�06�� �\" ��A,�: W( , �z�

	*% d,�� �-=�=&� �--e,�� ��6% #:&� ��,G?��"�� 
��6%,  d,�� �-%�E�� �--e,�� ��6% Á�M�� ��,G?� �z�:

 �"	*%��  y�C6%,  4 �-=�=&� �--e,�� ��6% 8M0,N:
D�=�-G��, nN��	(: �-�6,��:, 56��: �-�,��:,  D�����:

'	���, 8-L,��:, �-06,��:, '��-G��:, '	��� �$c:, 
�S�,6��:, ;�-�`,��:  4:sVW�06� ��*f( «*_  '	���

 ��% 4 Á�Z�-�����   �� ��A,� Á�Z�-�� '	��� VW�0X �9fs
���e� ����� ��= !!Z���� ��eX,  {( �-X$M�� ����?� �6kN:

d" D�%�0� �G¼:  �-���G?�: '	�-e�� �zN� �-+-N�}=
�
 �-%$,3]���� ��eX,  d+-N�}=
� �-�`,��:�� ���eX, 

��?� '��	( �z�� �-�6,��: D���� ��eX,  	���?� '��	(:
 ��59��������eX,  Ro0��� P% @-.}�� �zN� �-0���:
 u�G��:�����eX,  �0-e�� �Y �-0%:������eX,  �S�,6��:

 ����eX,  ��,��: ��3��?�:�� ��eX;  �-c�N �A0�:
 8AF�� 4 �-X�Z�-�� '	��� '@S�3 VW�0X �7���m�; 

 

 
Source :Http: //www. jqac. com 

� M'� K$L:U ����/���� +��W� +�T�O ���� :( 
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 �
>?� @-0,�� VW$X ��3��� #oY ��: 8f�N �E,`?� <=

:�-N°� D��_o?� {( KL9�� 
�−   �^ªs �� ��6% '*% 80FN <=>?� @-0,�� D�6A� �s

d+-N�}=
� �-�`,��: ,'	�-e�� ,Ro0��� P% @-.}��: ,
 	���?� '��	(: ,�-6�?� T��g&� d7�Z P% @-.}��:
 '��	(: ,�a��?� '��	(: ,��Y&� 	���?� '��	(: ,��59��
 ��6% '*% 80FN <=>?� @-0,�� �S�,X �(: ;D�-0���
 ��9N�?� �S�,6��: ,Ro0���Z ��9N�?� �S�,6�� �^ªs ��

?� �S�,6��: ,2�����Z ;8A. b0,+?�Z ��9N� 

�−  *�Z P% h0,1� *7 <=>?� @-0,�� VW$X b-� �s
 @-0,�� �-ew T*^,GN �0�6� Hs 4 nXs d6�� �\" ,'	�-e��
 �-=�=&� '@-.���: ,�-G-S��� ���%*�� '	�-e�� 8M© �^S�	s 4
 D�	�-ea ;T*U� Q�W �-ew 4 �0�6?� QN ��+6�

�-�`,��Z ��eN d,�� d" �0�6?�  @-.}��Z: ,d+-N�}=
�
 	���� '��	�Z: ,�^a�*"s: �-6�?� T��g&� ���k� P%
 �E,`?� �0�6?� ��FXs: D�-0% '��	�Z: �E,`?� �0�6?�

 ;�0�6?� R�	s P% /A�6N d,�� 

m −  �-�`,�� *�Z P% h0,1� *7 <=>?� @-0,�� VW$X b-� �s
N d,�� 8S�=��� *_� ¶*�� H\�� d+-N�}=
� �0�6?� *%�G

 �"	���� 2Z ��R��?� #oY �� �U @-0,?� R�	&� �-ew P%
 ��-9�� 8-w ���g �% Q�W: ,'	*L?� �^a�*"s: �_�,?�
 ��-9�� 8-w: ,D�*�*^,��: ��E�� P% T��,� ;�-3����
 Q�W: ;��z��: '�e�� x�eX P% T��,� �-Y�*��

�� £6²: ,'�e�� x�eX: ��E�� #oi,=] ,D�*�*^,
 ,������: ,���=��� bc: £X�+Z ��z�� x�eX P% £i,��:
 ,�-6�@�� ���¨��: ,����: ,D�-+-N�}=
�: ,T�*"&�:

  ;80��� D�R��3(: ,D�=�-G��: 

  −  @-.}�� *�Z P% h0,1� *7 <=>?� @-0,�� VW$X ���� �s
 �\": ,�0�60� �-6�?� T��g&� *_s [��9,%�Z 8-0��� P%

 d6�� �� nS�c�(: 8-0��� D�3�-,_� ��91( P% @-.}�� �s
 �*_( *�� n� �0�6?� �^�*eN d,�� �9=�6?� D�+,6?� #oY

;�0�60� @-0,?� R�	&� �-ew 8S�=: 

�−  @-.}�� P% h0,1� *7 <=>?� @-0,�� VW$X ���� �s
 d6�� �� ,�^S�c�( P% 80���: �-6�?� T��g&� d7�Z P%

7�Z R�c�( �s P% *%�G� �0�60� �-6�?� T��g&� d
 �O ��: ,8����� 83&� 4 �0�6?� '��	( b� ��:��N �$c

   ;�0�60� @-0,?� R�	&� �-ew 8S�=: �*_( *��  �^a 

�−   '��	( *�Z P% h0,1� *7 <=>?� @-0,�� VW$X b-� �s
 ��59�� 	���?� '��	( �s d6�� �\": ,��59�� 	���?�

 8AF��Z H\��: 80��� T:�� �% �"�c� �e� H\��
 �*_( *�� �^3�,X( '	�3 ��EN��: �^,-3�,X( '	��� �0z�

;�0�60� @-0,?� R�	&� �-ew 8S�=: 

 −  '��	( *�Z P% h0,1� *7 <=>?� @-0,�� VW$X ���� �s
 �s d6�� �\": ,��59�� 	���?� To`Z ��Y&� 	���?�

�?� 	���0� 8M�&� #oi,=]� *%�G� �-6�@��: ��	�?�: �-�
 �-��N: ,�-��A,�� �-X*N: ,�-3�,X
� 'R�EA�� '	��� P%

  ;�0�60� @-0,?� R�	&� �-ew P% *%�G� $Z ��Z�&� 

�−   *�Z P% h0,1� *7 <=>?� @-0,�� VW$X ���� �s
 D�¨��: T���?� ��G,.� �s d6�� �� �a��?� '��	(
 �0�6?� 4 2���� �-60z��: ��C�� R��= �U	�9N:
 �O ��: �0�6?� 4 D�+,6?�: 80��� '	�3 P% *%�G�

;�0�60� @-0,?� R�	&� �-ew P% '*%�G?� 

�− � VW$X b-� �s '��	( *�Z P% h0,1� *7 <=>?� @-0,�
 4 ��FX&� �-�¡ �s d6�� �� ��FX&�: D�-0���
 *_s *�� �^6-Gw: �^-% �Z�7���: �"\-E6N: �0�6?�

;�0�60� @-0,?� R�	&� �-ew £-��=s 

��−  �S�,X *�Z P% h0,1� *7 <=>?� @-0,�� VW$X b-� �s
	( D�	�^� �k� *�N d,�� R�	&� �-eL,� �0�6?� '��

            ;�U @-0,?� R�	&� �-ew �O ��: ���k?� ��Lfs T�*"s 
 �−  :����� ������ ������D�=��*�� I�Z h��7  KL9Z

'	�-e�� 2Z �7o��� ;D�-0��� '��	(: �c:s *ea (Vorria 

and Bohoris,2009)   ��eN �0�6?� 4 '��,� D�	�-7 	�3: �s
� �-�`,��Z D�-+-N�}=
�: D�=�-G�� bc�Z: ,d+-N�}=


 	���?� ��*N d,�� \-E6,��: �-�`,�� {( H	>� �-%�EZ �E,`?�

D�.�Z t% *0� : @-0,� �}e� VW�0X<=>?� D�-EF,G?� 4 
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 �
D�-0�� *-��, �Ys «�LZ h��7 *7:�  �7o��� �-c�,Z

D�-0��� '��	(: �a��?� '��	( 2Z; � 8f�N *eaHuang, et 

al.,20160� �-+-N�}=
� '��	
� �-9�N �s {( � �A0� �a��
 D�+,6?�: D�-0��� 2Gw: ��A,Z�  �%*� �sd,�� N 4 �"�G

�0�60� �-Ga�6,�� '@-?� �-ew, �Ys D�=��	 h��7:� 
8-0��� P% @-.}�� 2Z �7o��� �=��*Z,  *ea D�-0��� '��	(:

� �c:sMustak, et al.,2016 �-�*�� �0�6?� '��	( �s �
 8-0��� �.��F0Z '��	
� �^6� P% *0,�N �s �A0�

Customer Participation Management Approach; 
�^a�*"s �-eL,� Q�W:,  @S�.� «oO P% �^6?� �\" *0,��:

�-=�=s; {:&� '@-.���  8���N d,�� ��59�� 	���?� '��	( d"
�� �� R@3 ��s P% Ro0��� �0�6?� 4 2���Partial 

Employees ,  @.�N d,�� D�-0��� '��	( d" �-X�M�� '@-.���:
 \-E6N: �-�¡: nN�3�-,_� *�*L,� 8-0��� �-��N P%

�-=�=&� ��FX&� 2Gw: P% �Z�7���:,  ���o�� '*%�G?�:
nN�3�-,_� ��91
 n� �9=�6?� �0-e�� ��*e,�,  �M��M�� '@-.���:

���GN d" Ro0��� {( �0�6?� '��	( �^�*eN d,�� �0-e��;  R�6Z:
�": #:&� ��E�� ���-f �A0� �9= �� P% "  �'f! �O�E

@ �"�G&�J gK. h/ ��/�i  j/ k� j/@ +���
�� �& j/@ �l,&�� +���J �& �&
 j/ h/@ m",��  ! ��.	�������� � �n��V� +���J �&o" ; 

� �=��*� «�LZs '*% h��3s *7: '��	( 2Z �7o��
�0�6?� R�	s: D�-0���; � 8f�N *eaAlaraki,2014 {( ��s 

 �-0��� '��	( �^6-Z �� d,�� ���F�� '	��� '��	( D�=���
�0�6?� R�	s b� ½�~(: H�6�� 8AFZ �9N�N,  �-_�X ��:

 8f�N *ea ��Ys(Psomas and Jaca,2016)  {( 8���% �s
��F�� '	��� '��	( \-E6N �^6-Z �� d,�� �-�*�� D$�6?� 4 �

 R�	s 	��Zs P% ½�~(: H�6�� 8AFZ �O>N �-0��� '��	(
�": Á�M�� ��E�� ���-f �A0� �9= �� P% R�6Z: ;�0�6?�" 

 RT���@ �n��V� +���J �&j/ h/ ��/�iJ@ �"�G&� �'f! �O�E
o������ � \��V�"; 

2Z �7o��� D�=��*�� I�Z hMLZ *7:  R�	s: '	�-e��
�0�6?�, 8f�N *7: �� yo. (Ozera and Tinaztepe,2014) 

 R�	s P% H�6�� 8AFZ �O>N �-+-N�}=
� '	�-e�� x$Xs �s {(

,�.5��  �a��?� '��	( 2Z �7o��� «�LZ&� I�Z h=�	 *7:
�0�6?� R�	s:,  8f�N *7:(Shahzad , et al., 2016)   �s {(

�-+-N�}=(  P% ½�~(: H�6�� 8AFZ �O>N �a��?� '��	(
 P% ½�~(: H�6�� 8AFZ �O>N d,�� �a��?� '��	( D�-0%
 R�	&� P% ½�~(: H�6�� 8AFZ �O>� H\�� d0-�6,�� ��A,Z]�

d0-�6,���}7� *7: ,�Cepeda-Carrion, et al.,2017�  �s
� D�-0% 2Z ��*�� #oY �� �a��0� '*-�� '��	
� ��G,.

 �*� �-��% �.�*� �0-7 �Y {( H	>� �a��?� �-9�N: 8eX:
 �,6,=� *7: ,�0�6?� R�	s 2Gw {( H	>� �� ,8-0���

�Migdadi, et al.,2016�  �zN d,��� �-0-�6,�� 8������ �s
 �.��F�: �-9�N: ��G,.�: ,�-6E�� '¨��: ,£��*,�� '�a:

 '*X�G�: ,�-0-�6,�� �a�eM��: ,�a��?� �%*N ��-��� '��	
�
 P% H	�g: ½�~( 8AFZ �O>N d,�� �-X:}A�
� #$%&� \-E6N
 �7o��� D�=��*�� I�Z hMLZ *7: ;tA�� d0-�6,�� R�	&�

8f�N: ;�0�6?� R�	s: 8-0��� P% @-.}�� 2Z �Alaraki, 

2014�  �^6-Z �� d,�� ���F�� '	��� '��	( D�=��� �s {(
�� P% @-.}�� ,�0�6?� R�	vZ ½�~(: H�6�� 8AFZ �9N�N 8-0�
�,6,=� *e�:  (Psomas and Jaca, 2016)  \-E6N 8���% �s

 @-.}�� �^6-Z �� d,�� �-�*�� D$�6?� 4 ���F�� '	��� '��	(
 R�6Z: ;�0�6?� R�	s 	��Zs P% H�6�� 8AFZ �O>N 8-0��� P%

�": K��M�� ��E�� ���-f �A0� �9= �� P%"  �'f! �O�E
 ��.	�� �&j/@ �l,&�� +���J �&j/@ +���
�� �&j/ h/ ��/�iJ@ �"�G&�

 o������ \��= RT��� h/@ ,m",��  !"          ;                 
 ��Ys �-_�X ��: 8_��� *�*L,Z D�=��*�� I�Z h��7

<=>?� @-0,�� ��^E� ���N *ea ; 	*_Hermel and 

Ramis,2003)  bZ�s �<=>?� @-0,�� ��^E? �G-S� 8_���, 
�0�60� �-����� �X:�?� �-ew d" 8_��?� [\":,  P% '�*e��:

�i,��, ���0,=�Z ��,��:, 8��A,?� ����,��:;  �� *�*��� h��7:
<=>?� @-0,�� 	��Zs �-6k,Z D�=��*�� �'@ , �6f(Sharma 

and Kodali,2008)  {( <=>?� @-0,�� ��6%�� Zs �-. 	��
�-+-N�}=
� d", '	�-e��:, �a��?� '��	(:,  b-6k,�� '��	(:

�-1���Management    Lean Manufacturing , 	���?� '��	(:
��59��, D�-0��� '��	(:, *���,�� �G= '��	(:,  �7o��� '��	(:



D�.�Z t% *0� : @-0,� �}e� VW�0X<=>?� D�-EF,G?� 4 

  

 m
8-0��� b�,  �-�`,��:�V�,X³� H��A,Z],  '	��� '��	(:

���F��; h�:�6N: �D�=��*�� �� *�*��  �-ew 4 '�O>?� 8������
<=>?� @-0,��; *7: � 8f�N(Adbanjo,2001  {(s �s �A0� nX

 �0�6?� '*%�G? <=>?� @-0,�� b� ���F�� '	��� '��	( 8��A,N
���0,=]�: ��+6�� �-ew P%; : *7 8f�N(Hesselink and 

Vanden, 2002)  yo��% 8M0� ��59�� 	���?� D���^� R�6Z �s {(
<=>?� @-0,�� �-ew 4 y�G-S�; , �-"��Z(� 8f�N:���  {( �

 �-E-���� '�-B� '	�3 	��Z& ��	�g: Â���"�3 ��OvN J�6" �s
<=>?� @-0,�� �-ew P% ��-0-�6,�� �-%�E��: dE-���� �c����; 

, t%� �,6,=�:�����9N�� 	�3: � H�6�� x( 	��Zs 2Z ½�~
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��*�� �0�6? ��	�?� ��-9��−}�� �a�eO8-0��� P% @-.− �X��e?�

�-�3�?�−;��0,G?� 2GL,�� 

 �-�`,�� *�Z P% D�=��*�� I�Z D@.� *e�:
,��9-���� �c:s *ea ;D�-EF,G?� 4 d+-N�}=
����� �

 �-�`,�� �-ªs P% �:*.>� ������ D�-EF,G?� H��*� �s
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 �a��?� ��@¡: ,���G,.�: �a��?� *-��N: ,�^��*`,=�:

 8AFZ �O>N ��^eX: �^,.��F�: '	�3 P% ½�~(: H�6��
 ;�-Lk�� ��*�� 

   *ea ;I��?� P% @-.}�� *�Z ��Ys D�=��	 h�:�6N *e�:
,��.*�� 	*_���� '��	( �^�*`,GN d,�� �-Y�*�� ����?� �
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Shetach and Marcus, 2015 � �  D���9% 
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Abstract: Research problem can be represented as follows: Some managers of Egyptian Hospitals do not perceive 

adequately the critical factors that may affect the excellent performance of these hospitals. The main aim of this 

study is to build and test a model for business excellence in Egyptian hospitals. The researcher used inductive 

approach to set research hypotheses and the researcher used deductive approach to test research hypotheses. 

Sample size was 400 managers. The number of Valid questionnaires was 322 .The rate of response was 80.5%. 

The researcher used reliability test using Alpha Cronbach coefficient to test reliability of scales of the study. The 

researcher also used confirmatory factor analysis to test the validity of scales of the study. The researcher used too 

path analysis to test the validity of the final model as whole. The researcher used also correlation and regression 

analysis to test the significance of relationships among the factors of research. The results of research indicated 

that there is a significant and positive relationship between Knowledge management, focus on patients and 

managing activities in hospitals. The results of research revealed also that there is a significant and positive 

relationship between leadership, managing activities, and overall performance results of hospital. 
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