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Abstract
This study aims to assess the application of the enablers criteria of EFQM excellence model in
the Palestinian Universities in Gaza Strip.
The researcher adapted a descriptive approach and the data was collected by a questionnaire
based on the enablers criteria and sub-criteria of EFQM Excellence Model, and analyzed by
using SPSS. The population of the study includes all the members of the Universities' Councils
in Gaza Strip (Islamic University, Al-Azhar University, Al-Aqsa University, and University of
Palestine). The study is considered a comprehensive survey of all the members of the population.
The study concluded that:
 The relative weight of applying all the enablers criteria of EFQM excellence model in the
Palestinian Universities in Gaza Strip is above (60%). This indicates that the application of
the enables criteria is positive. The percentage of applying the enablers criteria is as follows:
Leadership (72.09%), policy and strategy (72.16%), people (70.15%), partnerships and
resources (73.53%), processes (70.76%).
 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their age, gender, qualification,
years

of service at the university, years of experience at the current position, and

occupation.
 There are significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to university. The Islamic University
got the highest mean in the application of enablers criteria of EFQM excellence model,
followed by Palestine University, Al-Azhar University, while Al Aqsa University got the
lowest mean.

The study recommended the following:
 Increasing the awareness of the concept of excellence among the Palestinian Universities in
Gaza Strip by holding training courses and workshops

on

how to apply excellence

concepts actively according to popular excellence models.
 Leaders need to increase the participation of staff and stakeholders in developing and
improving the vision, mission, and values.
 Policy and strategy should be based on the present and future needs and expectations of
stakeholders.
 Human resources have to be planned, managed and improved through:
iv

o

Developing human resource policies, strategies and plans.

o

Human resource plans and the University structure are aligned with the policy and
strategy of the university, and how this supports the delivery of policy and strategy
through a framework of key processes.

o

Recruitment, career development and succession planning is proactively managed.

o

People’s knowledge and competencies are identified, classified and matched to the
needs of the university.

 Key partnerships and strategic partnership opportunities should be identified in terms of
how they support the development and delivery of current and future university-wide and
local policies and strategies.
 Processes should be improved as needed, using innovation in order to fully satisfy and
generate increasing value for students, staff and other stakeholders.
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ملخص الدراسة
تهدف هذه الدراسة إلى التعرف على مدى تطبيق معايير ممكنات التميز في ضوء النموذج األوروبي للتميز في
الجامعات الفلسطينية في قطاع غزة.
وقد اعتمد الباحث على المنهج الوصفي ,بحيث تم استخدام االستبيان كأداة رئيسية لجمع البيانات والتي تم تحليلها
باستخدام برنامج التحليل اإلحصائي  ,SPSSوقد اعتبرت الدراسة مسح شامل لجميع أعضاء مجتمع الدراسة والذي شمل
جميع أعضاء مجالس الجامعات التالية (جامعة األزهر ,الجامعة اإلسالمية ,جامعة فلسطين ,جامعة األقصى).
وقد توصلت الدراسة إلى أن:
 نسبة تطبيق جميع معايير ممكنات التميز فوق  %60وهذا يدل على أن تطبيق معايير ممكنات التميز في
الجامعات الفلسطينية في قطاع غزة كان ايجابيا ,وقد كانت نسبة التطبيق كالتالي  :معيار القيادة
) ,(72.09%معيار السياسة واالستراتيجية ) ,(72.16%معيار األفراد ) ,(70.15%معيار الشراكات
والموارد ) ,(73.53%معيار العمليات ). (70.76%


ال توجد فروق ذات داللة إحصائية في إجابات المبحوثين تجاه تطبيق معايير ممكنات التميز تعزى لمتغير
العمر ,الجنس ,المؤهل ,سنوات الخدمة في الجامعة ,سنوات الخبرة في المنصب الحالي ,والوظيفة.



توجد فروق ذات داللة إحصائية في إجابات المبحوثين تجاه تطبيق معايير ممكنات التميز تعزى لمتغير
الجامعة بحيث كانت الفروق لصالح الجامعة اإلسالمية تلتها جامعة فلسطين ومن ثم جامعة األزهر ثم
جامعة األقصى.

وقد أوصت الدراسة بالتالي:


ضرورة زيادة الوعي حول موضوع التميز في الجامعات الفلسطينية في قطاع غزة عن طريق عقد دورات
تدريبية وورش عمل تهدف إلى التعرف على كيفية تطبيق مفاهيم التميز بفعالية وفقا لنماذج التميز الشائعة
االستخدام.




على القادة أن يزيدوا من مشاركة العاملين وأصحاب المصلحة في تطوير رؤية ورسالة وقيم الجامعة.
ضرورة ارتكاز سياسة واستراتيجية الجامعة على احتياجات وتوقعات أصحاب المصلحة الحالية والمستقبلية.



ضرورة تحسين وادارة وتخطيط الموارد البشرية.



تحديد الشراكات الرئيسية واإلستراتيجية التي تساهم في تطوير وتوصيل سياسة واستراتيجية الجامعة.



العمل على تحسين العمليات باستخدام االبتكار من أجل تعظيم القيمة للطالب والموظفين وأصحاب
المصلحة اآلخرين.
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Chapter One

General Introduction

1

Chapter 1
General Introduction
1.1 Introduction:
When you start a road trip, before starting your engine and deciding the route to be taken, you
first need to know your current position. When you consider starting a journey towards
excellence, it is exactly the same: before selecting and implementing improvement actions, you
first need to have a structured picture of your organization in order to comprehend your current
level of excellence (EFQM, 2013).
Regardless of sector, size, structure or maturity, organizations need to establish an appropriate
management framework to be successful. Although there are many quality and excellence
models such as "European Foundation for Quality Management (EFQM) excellence model,
American Malcolm Baldrige National Quality (MBNQ), Japanese TQM model (Deming), Dubai
model for Excellence in Government Performance, Singapore Total Quality Model (STQM),
New Zealand Total Quality Model (NZTQ)", the researcher chooses the EFQM excellence
model as its now considered the most widely used organizational framework which is applied by
thousands of institutions and has become the basis for the majority of national and regional
Quality Awards.
EFQM Excellence Model is a practical, non-prescriptive framework that enables organizations
to: (http://www.efqm.org/)
 Assess where they are on the path to excellence; helping them to understand their key
strengths and potential gaps in relation to their stated vision and mission.
 Provide a common vocabulary and way of thinking about the organization that facilitates the
effective communication of ideas, both within and outside the organization.
 Integrate existing and planned initiatives, removing duplication and identifying gaps.
 Provide a basic structure for the organization's management system.
The business environment demands organizations to be sufficiently agile to respond to both new
opportunities and emerging threats with appropriate speed. The EFQM model (2013) version
expects organizations to remain sensitive to changes in the internal and external business
environment and to respond and adapt quickly. This may require organizations to adapt
organization structures, processes, new technologies, review strategic partnerships and
implementing them in a timely and effective manner. Building agility is easier said than done
and the task can certainly be quite challenging (Thawani, 2013).
Higher education is viewed by many as central to the creation of opportunities and prosperity in
all modern economies. The pace of global change requires a continued evolution of teaching,
2

learning and research with the emergence of more responsive and focused activities to meet the
demands of tomorrow’s marketplace. For this reason it is vital to continuously improve
institutions, moving further towards ‘Excellence’ by recognizing, anticipating and understanding
the needs of students, and enhancing their whole student experience (Sheffield Hallam
University, 2003).
The EFQM Excellence Model is an effective and practical tool to support the analysis and
prioritization of improvement opportunities within higher education organizations, Higher
Education Version of the EFQM Excellence Model, which was created by Carol Steed, Assistant
Director at the Centre for Integral Excellence (Sheffield Hallam University) in 2003, gives an
interpretation for the criteria and fundamental concepts for Higher Education (Maslow & others,
2006).
The EFQM Excellence Model is based on 9 criteria. Five of these are “Enablers” and four are
“Results”. The “Enabler” criteria cover what an organization does. The “Results” criteria cover
what an organization achieves (Michalska, 2008).
The 5 enablers are: leadership, strategy, people, partnerships & resources and processes,
Products & Services. The 4 result areas are: customer results, people results, society results and
business results. The next figure (1.1) shows EFQM excellence model criteria (EFQM, 2013).
Result
s

Enablers

Customer
result

Strategy

Leadership

People

Processes,
Products
&
services

People
result

Partnerships
&
resources

Business
result

Society
result
Learning, creativity and innovation

Figure (1.1) EFQM excellence model criteria
Source: (EFQM, 2013)

To improve the results, the organization must improve what it does. This research focuses on the
five enablers criteria to assess their application in the Palestinian Universities in Gaza strip.

1.2 Research Problem:
Organizations endeavor to attain success and achieve excellence in their professional lifetime.
This mean there is a real need to develop more effective and efficient institutional management
3

practices. In order to reach this goal, many organizations are turning to total quality management
models such as the "excellence model" of the European Foundation for Quality Management
(EFQM) as an effective and practical tool to attain improvement opportunities (Steed, 2003).
Globally, the number of institutions applied EFQM excellence model reached (30000)
institutions including (Wakefield and District Housing (WDH), The Robert Bosch Group
(BOSCH), Coca-Cola Icecek (CCI), Telecom Italia, BMW, Glasgow Housing Association
(GHA), Sanitas Hospitales, The Russia's Leading Centre for Education, St Mary's College), these
institutions gained benefits from the implementing of EFQM Excellence Model like assessing
where they are on the path to excellence, integrate existing and planned initiatives, removing
duplication and identifying gaps, provide a basic structure for the organization's management
system, creating a common language and framework engaging and enabling people to improve
ways of thinking, developing and deploying a culture focused on benchmarks and outputs, the
organizations show high personal involvement and engagement of leaders with important
stakeholders, people perception survey shows a clear improvement in all aspects during the
recent years, Stakeholders satisfaction has increased. (http://www.efqm.org/).
Locally, Al-Najah National University in Nablus got the European Certificate of Excellence in
2012. The Financial and Administration Control Council in the West Bank applied the European
model of excellence in 2010 and it is important to mention that the Islamic University in Gaza
organized a training course within the project of evaluation and re-engineering processes focused
on the most important concepts of the European model of excellence and this course targeted all
institutions that seek to excellence and interested in the application of the European model of
excellence.
There is no doubt that at the beginning of the educational year, Universities face an increase in
the intensity of competition. According to (Mghari,2011) the Islamic university self evaluation
report in 2010 for example showed that there are some weaknesses in the following areas:
The strategic plan doesn’t have indicators to measure the degree of activities achievement. There
is no review by the university for the strategic plan which will affect the process of continuous
improvement negatively. Also there are no written policies in some different areas of work. The
weakness of the information systems that support decision making process of the leadership in
the university. The weakness of the experiences exchanging with foreign universities. The
absence of periodic evaluation for workers job satisfaction. Instability of the financial resources
which will negatively affect the implementation of activities and programs. And weak
integration in quality assurance processes and development at the university.
And Al - Aqsa university self evaluation report in 2009 show that there are some weaknesses in
the following areas:
4

Administrators and academics participation in the formulation of the university mission is not
enough. The level of academics and administrators awareness toward administration system is
moderate. There is a need to improve the systems of incentives. There is a lack in the
infrastructure. Poor communication of knowledge between the university and other universities.
There is no strategic plan for the university and there is no mechanism for its preparation.
Few local studies focused on the excellence subject. The researcher found that it's important to
conduct a study aiming at assessing the application of enablers criteria of EFQM excellence
model in the Palestinian Universities to reach findings that can help in enhancing their strengths
and overcoming their weaknesses, maintaining their competitive position and achieving
sustainable success, gaining deserved respect and admiration. This research will therefore
address the following research question:
Do the Palestinian Universities in Gaza Strip apply the enablers criteria of EFQM excellence
model?

1.3 Study questions:
The first main question:
To what extent do the Palestinian Universities in Gaza Strip apply the enablers criteria of EFQM
excellence model?
Sub questions:
1. To what extent do the Palestinian Universities in Gaza Strip apply the leadership criterion of
EFQM excellence model?
2. To what extent do the Palestinian Universities in Gaza Strip apply the policy and strategy
criterion of EFQM excellence model?
3. To what extent do the Palestinian Universities in Gaza Strip apply the people criterion of
EFQM excellence model?
4. To what extent do the Palestinian Universities in Gaza Strip apply the partnership and
resources criterion of EFQM excellence model?
5. To what extent do the Palestinian Universities in Gaza Strip apply the processes criterion of
EFQM excellence model?
The second main question:
Are there significance differences among respondents toward applying the enablers criteria of
EFQM excellence model according to personal traits of the respondents?
Sub questions:

5

1. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their age?
2. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their gender?
3. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their qualifications?
4. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their years of service at the
university?
5. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their years of experience at
the current position?
6. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their occupation?
7. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to university?

1.4 Study objectives:
1. To assess the application of the enablers criteria of EFQM excellence model in the
Palestinian Universities in Gaza Strip.
2. To find out if there are significance differences among respondents toward applying the
enablers criteria of EFQM excellence model according to personal traits of the respondents.
3. To offer recommendations which can help in enhancing the strengths and overcoming the
weaknesses facing the studied universities.
1.5 Importance of the study:
Scientific importance:
 The importance of the study stems from the importance of the subject studied which is
assessing the application of the enablers criteria of EFQM excellence model in the
Palestinian Universities in Gaza Strip.
 This study focuses on the enablers criteria of EFQM excellence model, that must be met in
any organization. This is considered as the first steps for the institutional excellence.
 This study comes in the context of developing the performance of the universities and
applying modern quality models.

6

Practical importance:
 The study will help the Palestinian Universities in Gaza Strip in knowing where they are on
the path of success and excellence.
 This study will enhance quality concepts in the universities which will lead to increasing the
productivity of the employees.
 The findings can help the Palestinian Universities in enhancing their strengths and
overcoming their weaknesses to maintain their competitive position and achieve sustainable
success.

Importance of the study for the researcher:
 The study will help the researcher to learn more about (Leadership, Strategy, People,
Partnerships & Resources and Processes, Products & Services) according to EFQM
Excellence Model.
 Through the study the researcher will be able to get the Master's Degree in Business
Administration.

1.6 Study Scope:
1. Academic scope: This study assesses the application of the enablers criteria of EFQM
excellence model in the Palestinian Universities in Gaza Strip which are (leadership,
strategy, people, partnership& Resources and Processes, Products & Services).
2. Human scope: The study is limited to the members of the Universities' Councils.
3. Place: Gaza strip.
4. Time scope: The study was applied in 2014-2015.
5. Institutional scope: The study is limited to the Palestinian Universities in Gaza Strip
(Islamic University, Al-Azhar University, Al-Aqsa University, University of Palestine).

1.7 List of abbreviations:
 EFQM: European Foundation for Quality Management.
 HRP: Human Resources planning
 HRM: Human Resource Management
 HR: Human Resource
 BE: Business Excellence
 CEO: Chief Executive Officer
 TQM: Total Quality Management
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 QC: Quality Control
 QA: Quality Assurance
 SQA: Singapore Quality Award
 STQM: Singapore Total Quality Model


NZTQ: New Zealand Total Quality Model

 BEMs: Business Excellence Models
 NGO: Non-Governmental Organizations
 JUSE: Japanese Union of Science and Engineering
 HE: higher education
 MoHE: Ministry of Higher Education
 MoEHE: Ministry of Education and Higher Education
 MBNQA: Malcolm Baldrige National Quality Award
 PNA: Palestinian National Authority
 UNRWA: United Nations Relief and Works Agency
 UNESCO: United Nations of Educational, Scientific and Cultural Organization
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Chapter 2
Literature Review
2.1 Introduction:
In this chapter, the theoretical framework that addresses the major aspects of the study will be
provided. The researcher aimed at identifying Excellence through its evolution, meaning and
models, highlighting on leadership, Strategy, People, Partnerships & Resources and Products,
Services and Processes, according to EFQM Excellence Model.

2.2 Excellence:
The twenty first century society imposes different institutions of society to go toward achieving
excellence in performance both individual and institutional. This appeared when the field of
management had witnessed a reform movement based on standard criteria, which focused on the
need for clear criteria and specific processes of development and improvement in the institutions.
This is followed by the movement toward Excellence, which confirmed that the achievement of
organizational excellence must become a primary concern for all institutions at different levels.
The need to move towards organizational excellence increased after the current world had faced
a number of variables and challenges represented in the information revolution, globalization,
and what is called knowledge economy. As a result of these challenges there were changes in
working methods and a qualitative shift in the composition of human resources working in
various institutions and multiple management entrances that can be used to improve the
productivity of enterprises and access to excellence in performance (Almelegy, 2012).

2.2.1 History of excellence:
Over the last ten years the term ‘business’ or ‘organizational’ excellence has become frequently
used in quality and management literature. Business Excellence (BE), as used by many authors
of quality management literature, has the same or similar meaning as Total Quality Management
(TQM). BE is an evolution of TQM since it is built on the same values (Kanji, 2002).
In today’s global competition and economic liberalization, quality has become one of the
important factors for achieving competitive advantage. Quality management has represented a
rebirth in organization management with an emphasis on excellence. The market offers different
alternatives for quality management implementation, such as the ISO standards, the European
Foundation for Quality Management (EFQM) model, the Malcolm Baldrige model or the Six

11

Sigma methodology. The difficulty in implementation of each initiative varies from case to case.
The quality movement has gone through many transformations (Ionica & others, 2010).
The first stage can be seen in the 1910s when the Ford Motor Company’s ‘T’ Model car rolled
off the production line. The company started to employ teams of inspectors to compare or test
the product with the project standard. This was applied at all stages covering the production
process and delivery, etc. The purpose of the inspection was that the poor quality product found
by the inspectors would be separated from the acceptable quality product and then would be
scrapped, reworked or sold as lower quality. During the Second World War, manufacturing
systems became complex and the quality began to be verified by inspections rather than the
workers themselves (Dahlgaard & others, 2002).
Inspection developed into Quality Control (QC) where quality manuals, document control, selfinspection, product testing and use of statistics became the control systems used to assure
product quality. The following stage was to go from QC where focus is solely on product
quality, to Quality Assurance (QA) where focus is on the quality of the system where system
audits, process control, cost of poor quality and non-production operations are used.
Understanding of quality then developed into TQM, where quality is managed through principles
and practices in all parts and operations of the business. Total Quality Management is a
management philosophy that fosters an organizational culture committed to customer satisfaction
through continuous improvement (Kanji, 2002).
Total quality management is a way of managing an organization to ensure the satisfaction at
every stage of the needs and expectation of both internal and external customers, that is
shareholders, consumers of its goods and services, employees and the community in which it
operates, by means of every job, every process being carried out right, first time and every time
(Watson, 2002).
Total Quality Management (TQM) is an approach that focuses on improving the organization’s
effectiveness, efficiency and responsiveness to customers’ and other stakeholders’ needs by
actively harnessing people’s skills and competencies in the pursuit of achieving sustained
improvements to organizational performance. One of the critical success factors for TQM is
strong leadership. Leaders need to be able to motivate and empower people to engage in TQM.
The achievement of business or organizational excellence is at the core of TQM. Results are the
milestones of achievement and progress. If they are not captured on a regular basis, it becomes
very difficult to maintain momentum, commitment and, more importantly, the motivation and
desire to achieve higher performance standards (Porter &Tanner, 2004).
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If we look through the evolution of quality management concepts shown in Figure (2.1), we will
notice that the evolution started more than a hundred years ago and will be continuing in the
future (Fadić, 2007).

Figure (2.1) TQM from inspection to Business Excellence
Source: Fadić, Filip (2007). "business excellence- the way to make products and service more
competitive", MSc, Croatia Control Ltd, Croatia.

2.2.2 Defining and Understanding Excellence:
Oxford English Dictionary defines excellence as: "The quality of being outstanding or extremely
good" and it defines the verb excel as: “Be exceptionally good at or proficient in an activity or
subject”. http://www.oxforddictionaries.com/definition/english/excellence.
Excellence is a talent or quality which is unusually good and so surpasses ordinary standards. It
is also used as a standard of performance. http://en.wikipedia.org/wiki/Excellence
According to the European Foundation for Quality Management, Organizational Excellence has
been defined as: "The overall way of working that results in balanced stakeholder satisfaction
(customers, employees, partners, society, shareholder) so increasing the probability of long term
success as an organization Excellent. Organizations achieve and sustain outstanding levels of
performance that meet or exceed the expectations of all their stakeholders" (Sheffield Hallam
University, 2003).

2.2.3 What is business excellence?
Business Excellence (BE) is about developing and strengthening the management systems and
processes of an organization to improve performance and create value for stakeholders. BE is
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much more than having a quality system in place. BE is about achieving excellence in everything
that an organization does (including leadership, strategy, customer focus, information
management, people and processes) and most importantly achieving superior business results
(Mann & others, 2004).
Business Excellence is “excellence” in strategies, business practices, and stakeholder-related
performance results that have been validated by assessments based on specific models proven to
support the challenging journey towards excellence (Ionica & others, 2010).
Business Excellence (BE) is about strengthening the management systems and processes of an
organization in a holistic and integrated manner using the criteria of an internationally aligned
business excellence framework (APO, 2011).

2.2.4 Business Excellence Core Values and Concepts
BE core values and concepts are the attributes, beliefs and/or behaviors that BE organizations
exhibit. They are the foundations of BE and are embedded into the fabric of successful
organizations: (Mann & others, 2004)
 Visionary leadership: The organization’s senior leaders should set directions and create a
customer focus, clear and visible organizational values, and high expectations for the
workforce.


Customer-driven excellence: Performance and quality are judged by an organization’s
customers. Thus, the organization must take into account all product features and characteristics
and all modes of customer access and support that contribute value to your customers.

 Valuing workforce members and partners: An organization’s success depends increasingly
on an engaged workforce that benefits from meaningful work, and performance
accountability and that has a safe, trusting, and cooperative environment.
 Agility: Success in today’s ever-changing, globally competitive environment demands
agility - a capacity for rapid change and flexibility.
 Focus on the future: Ensuring an organization’s sustainability requires understanding the
short and longer term factors that affect your organization and marketplace.
 Systems perspective: Managing the organization holistically and understands how its
components interact, and are aligned to achieve success.
According to (Porter & Tanner, 2004) business excellence core values and concepts are:
 Organizational learning, innovation and improvement: Stimulating individual and
organizational learning, innovation and improvement through the effective sharing of
knowledge and information is a critical element in an excellence approach.
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 People focus: An organization’s success is highly dependent upon the knowledge, skills,
creativity and motivation of its people. This people potential is best harnessed through
shared values supported by a culture of trust and empowerment. Valuing people is a critical
element in an excellence approach.
 Fact-based processes management: Processes are the engines that deliver every
organization’s value proposition. The focus of all excellence approaches is on designing
processes to meet customer requirements, systematically managing processes on the basis of
facts and improving processes on the basis of customer feedback and feedback from the
process itself. Process capability is based on the ability of the organization’s processes to
meet customer requirements.
 Social responsibility: Responsibility to the public, ethical behavior and good citizenship are
important in an excellence approach, and are critical to the longer-term interest of the
organization.

2.2.5 What is a Business Excellence Model?
Business Excellence Model is a widely used framework that helps companies to review their
performance and practices in a number of areas and identify targets and actions for improvement
(Tidd, 2005).
Business Excellence Models (BEMs) were first called Total Quality Management Models.
Today they are usually referred to as Business Excellence Models. This term helps to
communicate the importance of “excellence” in all aspects of a business, not only product and
process quality. The models are used to assess how well BE core values and concepts are
embedded in an organization. These models are now used in countries as a key mechanism to
help businesses to improve. BEMs help organizations to assess their strengths and areas for
improvement and guide them on what to do next. (Mann & others, 2004).

2.3 Quality awards and excellence models:
Every sound organization strives for Business Excellence (BE) and thereby company, customer
and employee satisfaction. Several Business Excellence Models (BEMs) are applied in
organizations throughout the world. But what do the models accomplish? What can, the leading
organization in every area, benefit from using these models? An organization is a very complex
object to measure. Organizations are different in many aspects, for example, size, complexity
and types of customer. Some people argue that what you really want to know about an
organization is impossible to measure, but it is not true. The fact that most organizations do
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measure their performance, and should continue to do so, means that there must be substance in
organizational performance measurements. (Kanji,2002)
Many quality awards have been developed in the last (15) years. Their purpose is the
improvement of the competitiveness of various types of organizations and there is no doubt that
business excellence models, such as the European Foundation for Quality Management (EEQM)
excellence model and their basic characteristics are in the focal point of many studies and
applications (Zargar & others, 2011).

2.3.1 Deming Prize
In honour of Dr W. E. Deming’s contribution to the development of industrial quality control in
Japan, the Japanese Union of Science and Engineering (JUSE) instituted the Deming Prize in
1951. There are three categories of Deming prizes: the ‘Deming Prize’, awarded to individuals;
the ‘Deming Application Prize’, awarded to companies; and the ‘Deming Factory Prize’. Since
1984 there is also the ‘Deming Application Prize for overseas Company’. The Deming prizes’
main purpose is to increase the knowledge and practice of Total Quality Control (TQC). The
Deming Application Prize criteria cover the company’s internal efficiency and interfaces towards
vendors and customers. The Deming Prize has been criticized for focusing too much on
manufacturing organizations and thereby overlooking service organizations (Kanji, 2002).
The areas and the corresponding number of statements the Deming Prize headlines are:
(Dahlgaard & others, 2002)
 Policy and strategy.
 Organization and operation.
 Education and training.
 Collection and use of data.
 Analysis.
 Standardization.
 Quality control.
 Quality assurance.
 Effect of quality initiatives.
 Planning for the future.

2.3.2 Malcolm Baldrige National Quality Award:
The Malcolm Baldrige National Quality Award framework is named in remembrance of
Malcolm Baldrige, who served as the US Secretary of Commerce from 1981 until his untimely
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death in a rodeo accident in 1987. The annual award was originally used to recognize US private
sector companies for business excellence and quality achievement. In 1999, education and
healthcare categories were introduced. The Baldrige Award criteria have played a major role in
promoting excellence in the USA and around the world, and many of the other national and
international quality awards can trace their parentage to the award. The criteria are designed to
help organizations improve their competitiveness by focusing on two goals: continually
delivering improved value to customers, and improving overall organizational performance. The
Baldrige Model has evolved over the last decade and a half from a TQM model to a fully
integrated performance excellence framework (Porter &Tanner, 2004).
The Baldrige criteria for performance excellence address: (Sallis, 2002)
 Leadership.
 Strategic planning.
 Customer and market focus..
 Information and analysis.
 Human resource focus
 Process management.
 Business results.

2.3.3 The Canada Awards for Excellence:
The Canadian Ministry of Industry introduced the Canada Awards for Business Excellence in
1984, but revised the program in 1989 to reflect the MBNQA concept. The resulting program
(the Canadian Quality Award) was released in 1989. Canada’s National Quality Institute
continues to use the reward to honor the practice of continuous quality improvement in Canadian
organizations. Canadian Quality Award criteria are: (Vokurka & others, 2000)
 Leadership.
 Planning.
 Customer focus.
 People focus.
 Process management.
 Supplier focus.
 Organizational performance.
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2.3.4 The Singapore Quality Award:
The Singapore Quality Award (SQA) was launched in 1994, and is awarded to organizations that
demonstrate the highest standards of business excellence. The business excellence model
underpinning the SQA, the Singapore Quality Award Framework, is based on the best practice
embodied in the Baldrige Model, the EFQM Excellence Model and the Australian Business
Excellence Framework. The aim of the award programme is to encourage organizations to
strengthen their management systems, and enhance their capability and competitiveness. SQA
applicants are assessed using a framework with Driver, System and Results elements which are:
(Porter & Tanner, 2004)
 Leadership
 Planning
 Processes
 Information
 People
 Customers Results
 Innovation and Learning.

2.3.5 The Australian Business Excellence Awards:
The Australian Business Excellence Awards have been the vehicle for recognizing outstanding
Australian organizations since1988. The Australian Quality Award provides a model certified by
the Australian Quality Council, an organization recognized by the Common wealth Government
of Australia as the top organization for quality management. The goal of the award program is to
develop and deploy a comprehensive and contemporary body of quality principles and best
practices. Australian Quality Award criteria are: (Vokurka & others, 2000)
 Leadership.
 Strategy, policy and planning.
 Information and analysis.
 People.
 Customer focus.
 Quality of process, product and service.
 Organizational performance.
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2.3.6 King Abdullah II award for excellence 1999:
There are many Arab awards for quality such as Sheikh Mohammed Bin Rashid Al Maktoum
Award and King Abed al Aziz Quality award and others in other Arab countries.
King Abdullah II Award for Excellence aims to enhance the competitiveness of the Jordanian
institutions by spreading awareness of total quality management and excellent performance
concepts and to highlight the outstanding efforts of national institutions, also it aims to exchange
experiences among the Jordanian institutions. Evaluation criteria include five key elements:
(Altaiee & kedada, 2008)
 Leadership
 Strategic Planning
 Resource Management
 Operations Management
 The results of the institution performance

2.3.7 European Foundation for Quality Management Excellence Model:
Another model that attempts to improve the capacity of organizations to incorporate the
interactions between actions and results in their decision-making process is the EFQM
Excellence Model. EFQM promotes the use of a standard management model capable of
bringing the organization to excellence level and a standard evaluation process that could be
applied to all types of organizations, regardless of sector, size, structure or maturity. The EFQM
model attempts to analyze how satisfaction can lead to excellence in organizational results. It
was devised as a non-prescriptive framework, which recognizes that excellence may be
sustainably achieved through the adoption of different approaches (Savsar, 2012).
The EFQM excellence model is highly regarded as an organizational management framework
and is used not only within Europe but around the world. It was modeled on the Malcolm
Baldrige National Quality Award in the USA, as well as the Deming Award in Japan (Zargar &
others, 2011).
EFQM excellence model criteria are: (EFQM, 2013)
 Leadership
 Strategy
 People
 Partnerships & Resources
 Processes, Products & Services
 Customer Results
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 People Results
 Society Results
 Business Results

2.4 The History of EFQM Excellence Model
The European Foundation for Quality Management, EFQM, was founded in October 1989 when
the CEO/Presidents of (67) European companies subscribed to EFQM Policy Document and
declared their commitment to achieve EFQM mission and vision. The Foundation set up a team
of experts, from industry and academia, to develop the EFQM Excellence Model, a holistic
framework that can be applied to any organization, regardless of size or sector. This was first
used to support the assessment of organizations in the European Quality Award in 1991. Over
the last 25 years EFQM have seen many changes. The Model has adapted and evolved over time
to reflect changes in the global market place. Hundreds of organizations, from both the public
and private sector, have participated in the EFQM Excellence Awards, including Robert Bosch,
BMW, VW, Xerox, Ricoh, Grundfos, Philips, EDF, as well as small less known organizations.
One thing that has not changed is EFQM objective: to increase the competitiveness of European
organizations and support the sustainable development of the European economies. While
EFQM focus on Europe, EFQM have a global reach and welcome the opportunity to support all
organizations. http://www.efqm.org/about-us/our-history
EFQM vision is as world striving for sustainable excellence, and its mission is to achieve
sustainable excellence by engaging leaders to learn, share and innovate using the EFQM
Excellence Model. Regardless of sector, size, structure or maturity, organizations need to
establish an appropriate management framework to be successful. The EFQM Excellence Model
is a practical, non-prescriptive framework that enables organizations to: (http://www.efqm.org/)
 Assess where they are on the path to excellence; helping them to understand their key
strengths and potential gaps in relation to their stated Vision and Mission.
 Provide a common vocabulary and way of thinking about the organization that facilitates the
effective communication of ideas, both within and outside the organization.
 Integrate existing and planned initiatives, removing duplication and identifying gaps.
 Provide a basic structure for the organization's management system.
All organizations strive to be successful, some fail, some achieve periods of success but
ultimately fade from view, and a few achieve sustainable success, gaining deserved respect and
admiration. The EFQM Foundation was formed to recognize and promote sustainable success
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and to provide guidance to those seeking to achieve it. This is realized through a set of three
integrated components which comprise the EFQM Excellence Model:
(EFQM, 2013)
 The Fundamental Concepts of Excellence: The underlying principles which are the essential
foundation of achieving sustainable excellence for any organization.
 The EFQM Excellence Model: A framework to help organizations convert the Fundamental
Concepts and RADAR logic into practice.
 RADAR logic: A dynamic assessment framework and powerful management tool that
provides the backbone to support an organization as it addresses the challenges it must
overcome if it is to realize its aspiration to achieve sustainable excellence.
RADAR logic states that an organization needs to: http://www.efqm.org/efqm-model/radarlogic
 Determine the Results it is aiming to achieve as part of its strategy.
 Plan and develop an integrated set of sound Approaches to deliver the required results both
now and in the future.
 Deploy the approaches in a systematic way to ensure implementation.
 Assess and Refine the deployed approached based on monitoring and analysis of the results
achieved and ongoing learning activities.
Using these three integrated components has helped organizations of all sizes and from all
sectors to compare themselves with the attributes, qualities and achievements of sustainable
organizations. They can use them to develop a culture of excellence, bring consistency to their
management style, access good practices, drive innovation and improve their results (EFQM,
2013).
The EFQM Excellence Model was revised in 1999, and updated slightly to take account of
current thinking, practices and working environments in 2003 (higher education version), 2010,
and 2013 (Thawani, 2013).

2.4.1 EFQM Excellence Model, 2003:
According to (EFQM, 2003) higher education version the Fundamental Concepts of Excellence
are:
 Results Orientation
 Customer Focus
 Leadership and Constancy of Purpose
 Management by Processes and Facts
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 People Development and Involvement
 Partnership Development
 Corporate Social Responsibility
 Continuous Learning, Innovation and Improvement
These fundamental concepts are further defined to give breadth and depth of understanding.
They have been used and applied widely in both further and higher education contexts and have
been interpreted for higher education. Table No. (2.1) explain these concepts:
Table (2.1)
Fundamental Concepts of Excellence according to (EFQM, 2003) higher education version

EFQM Excellence Model

Interpretation for Further and Higher Education

Definitions (2003)

Results Orientation
Focusing clearly on and understanding students
Excellence is achieving results that

and other customers, their needs, expectations

delight

and values, keeping in consideration and valuing

all

the

organization's

stakeholders.

their contribution, and the contribution of other
stakeholder groups.
Customer Focus
Anticipating, balancing and meeting the current
and future needs of students, staff and others,
through developing and setting a balanced range

Excellence is creating sustainable

of appropriate indicators or targets, tracking

customer value.

performance,

benchmarking,

and

taking

appropriate action based on this holistic range of
information.
Leadership and Constancy of Purpose
Excellence

is

visionary

inspirational

leadership,

and

coupled

with constancy of purpose.

Clearly demonstrating visionary and inspirational
leadership, which is transparent and open, with a
constancy and unity of purpose which is shared
by everyone in the institution.

Management by Processes and Facts
Excellence

is

organization

through

interdependent

managing

and

a

set

the
of

interrelated

systems, processes and facts.

Understanding and systematically managing all
activities through a set of interdependent and
interrelated

systems

and

processes,

with

decisions based on sound and reliably evidenced
information.
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People Development and Involvement
Excellence

is

maximizing

the

contribution of employees through
their development and involvement.

Developing, involving and engaging staff,
maximizing their contribution in a positive and
encouraged way, with shared values and a
culture of trust, openness and empowerment.

Partnership Development
Developing meaningful and mutually beneficial
Excellence

is

developing

maintaining

and

relationships, both internally and externally, in

value-adding

order to gain added value for partners, and

partnerships.

support the achievement of both strategic and
operational objectives.
Corporate Social Responsibility

Excellence

is

exceeding

the

minimum regulatory framework in
which the organisation operates and
to strive to understand and respond
to

the

expectations

of

their

stakeholders in society.

Understanding,

appreciating

and

considering positively the way in which the
institution interacts with and impacts on the
local

and

wider

society,

from

both

a

practical and ethical perspective.

Continuous Learning, Innovation and Improvement
Excellence is challenging the status
quo and effecting change by using
learning to create innovation and
improvement opportunities.

Stimulating, encouraging, managing, sharing and
acting on learning and experiences, making
changes using innovation and creativity, and
enabling continuous improvement to add value
in a consistent way.

Source: Steed, EFQM Excellence Model for Higher Education, Sheffield Hallam University (2003)

2.4.1.1 Enablers criteria according to EFQM,2003
The EFQM Excellence Model is a non-prescriptive framework based on nine criteria, with five
Enablers and four Results. The enablers criteria cover what the organization does, and the results
criteria cover what the organization achieves. Enablers cause Results. (Steed, 2003)
The five enablers assess and question whether there are effective approaches in place to enable
the achievement of what the organization has planned to deliver in terms of its results. The five
Enablers are:
1. Leadership.
2. Policy & Strategy.
3. People.
4. Partnership & Resources.
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5. Processes.
The details of the model can provide a rigorous analysis, which questions whether in each area.
The organization can demonstrate that chosen approaches and strategies:
 are effective and efficient in delivering results
 are deployed to their full potential
 demonstrate continuous improvement.
Each of the enablers are broken down into criterion-parts, with guidance points within these
criterion-parts to help develop and support knowledge and learning in that particular area
(Sheffield Hallam University, 2003).

2.4.1.2 Results criteria according to EFQM,2003
The four results areas question whether there are comprehensive measures in place which can
monitor and track performance, and assess whether strategic objectives have been met. The four
'Results' are:
1. Customer results.
2. People results.
3. Society results.
4. Key Performance results.
The criteria challenges to what extent the organization can actually show that the chosen
indicators:
 comprehensively measure what is important to customers and others who receive a service
from the organization.
 demonstrate continuous improvement against target and results which are linked to and
caused by approaches.
The results areas also question the extent to which benchmarking against the best in class is
undertaken and used to enhance learning and improve performance. Each of the results is broken
down into criterion-parts, with guidance points within these criterion-parts to help develop and
support knowledge and learning in that particular area. These guidance points are not exhaustive,
and examples of approaches for each purely indicative. Both are intended as supportive guidance
rather than mandatory check lists. (Sheffield Hallam University, 2003)

2.4.1.3 Between the Enablers and Results according to EFQM, 2003
The link between the Enablers and the Results is two way. If there is a need to improve the
results, then a change to one or more enabling factors needs to take place. In the same way, if a
change to an enabling factor is made, the impact this will have on the results needs to be tracked
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and traced. Positive results need to be captured, understood and enhanced through the nurturing
and growth of their enabling factors. Negative results need to be minimized through the changing
of the directly linked enabling factors. If these linkages are not explicit, then the impact of
change cannot be managed or evaluated effectively. There is also a time lag between when the
enabler occurs and the results that can be demonstrated. This needs to be taken into consideration
when planning and managing using this approach (Steed, 2003).

2.4.2 EFQM Excellence Model,2010
EFQM Excellence Model was revised in 2010, and the fundamental concepts of excellence
according to (EFQM, 2010) are:
1. Achieving Balanced Results: Excellent organizations meet their mission and progress
towards their vision through planning and achieving a balanced set of results that meet both
the short and long term needs of their stakeholders and, where relevant, exceed them.
2. Adding Value for Customers: Excellent organizations know that customers are their primary
reason for being and strive to innovate and create value for them by understanding and
anticipating their needs and expectations.
3. Leading with Vision, Inspiration & Integrity: Excellent organizations have leaders who
shape the future and make it happen, acting as role models for its values and ethics.
4. Managing by Processes: Excellent organizations are managed through structured and
strategically aligned processes using fact-based decision making to create balanced and
sustained results.
5. Succeeding through People: Excellent organizations value their people and create a culture
of empowerment for the balanced achievement of organizational and personal goals.
6. Nurturing Creativity & Innovation: Excellent organizations generate increase value and
levels of performance through continual and systematic innovation by harnessing the
creativity of their stakeholders.
7. Building Partnerships: Excellent organizations seek, develop

and

maintain

trusting

relationships with various partners to ensure mutual success. These partnerships may be
formed with customers, society, key suppliers, educational bodies or Non-Governmental
Organizations (NGO).
8. Taking Responsibility for a Sustainable Future: Excellent organizations embed within their
culture an ethical mindset, clear values and the highest standards for organizational
behavior, all of which enable them to strive for economic, social and ecological
sustainability.
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2.4.2.1 Enablers criteria according to EFQM, 2010
1. Leadership: Excellent organizations have leaders who shape the future and make it happen,
acting as role models for its values and ethics and inspiring trust at all times. They are
flexible, enabling the organization to anticipate and react in a timely manner to ensure the
ongoing success of the organization. Leadership sub criteria are:
1a. Leaders develop the mission, vision, values and ethics and act as role models.
1b. Leaders define, monitor, review and drive the improvement of the organization's
management system and performance.
1c. Leaders engage with external stakeholders.
1d. Leaders reinforce a culture of excellence with the organization's people
1e. Leaders ensure that the organization is flexible and manages change effectively
2. Strategy: Excellent organizations implement their mission and vision by developing a
stakeholder focused strategy. Policies, plans, objectives and processes are developed and
deployed to deliver the strategy. Strategy sub criteria are:
2a. Strategy is based on understanding the needs and expectations of both stakeholders and
the external environment.
2b. Strategy is based on understanding internal performance and capabilities.
2c. Strategy and supporting policies are developed, reviewed and updated to ensure
economic, societal and ecological sustainability.
2d. Strategy and supporting policies are communicated and deployed through plans,
processes and objectives
3. People: Excellent organizations value their people and create a culture that allows the
mutually beneficial achievement of organizational and personal goals. They develop the
capabilities of their people and promote fairness and equality. They care for, communicate,
reward and recognize, in a way that motivates people, builds commitment and enables them
to use their skills and knowledge for the benefit of the organization. People sub criteria are:
3a. People plans support the organization's strategy.
3b. People’s knowledge and capabilities are developed.
3c. People are aligned, involved and empowered.
3d. People communicate effectively throughout the organization.
3e. People are rewarded, recognized and cared for.
4. Partnerships and Resources: Excellent organizations plan and manage external partnerships,
suppliers and internal resources in order to support strategy and policies and the effective
operation of processes. Partnerships and resources sub criteria are:
4a. Partners and suppliers are managed for sustainable benefit.
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4b. Finances are managed to secure sustained success.
4c. Buildings, equipment, materials and natural resources are managed in a sustainable way.
4d. Technology is managed to support the delivery of strategy.
4e. Information and knowledge are managed to support effective decision making and to
build the organizational capability
5. Processes, Products and Services: Excellent organizations design, manage and improve
processes to generate increasing value for customers and other stakeholders. The sub criteria
are:
5a. Processes are designed and managed to optimize stakeholder Value.
5b. Products and Services are developed to create optimum value for customers.
5c. Products and Services are effectively promoted and marketed.
5d. Products and Services are produced, delivered and managed.
5e. Customer relationships are managed and enhanced.

2.4.2.2 Result criteria according to EFQM, 2010
There are four Results areas for this model. These are the results an organization achieves, in line
with their strategic goals. In all four results areas, excellent organizations: (EFQM, 2010)
 Develop a set of key performance indicators and related outcomes to determine the
successful deployment of their strategy, based on the needs and expectations of the relevant
stakeholder groups.
 Set clear targets for key results, based on the needs and expectations of their business
stakeholders, in line with their chosen strategy.
 Segment results to understand the performance of specific areas of the organization and the
experience, needs and expectations of their stakeholders.
 Demonstrate positive or sustained good business results over at least 3 years.
 Clearly understand the underlying reasons and drivers of observed trends and the impact
these results will have on other performance indicators and related outcomes.
 Have confidence in their future performance and results based on their understanding of the
cause and effect relationships established.
 Understand how their key results compare to similar organizations and use this data, where
relevant, for target setting.
1. Customer results:
Excellent organizations achieve and sustain outstanding results that meet or exceed the need and
expectations of their customers (EFQM, 2010).
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a. Perceptions: These are the customers’ perceptions of the organization. They may be
obtained from number of sources, including customer surveys, focus groups, vendor ratings
compliments and complaints. These perceptions should give a clear understanding of the
effectiveness, from the customer’s perspective, of the deployment and execution of the
organization's customer strategy and supporting policies and processes.
b. Performance Indicators: These are the internal measures used by the organization in order to
monitor, understand, predict and improve the performance of the organization and to predict
their impact on the perceptions of its external customers. These indicators should give a
clear understanding of the efficiency and effectiveness of the deployment and execution of
the organization's customer strategy and supporting policies and processes.

2. People results:
Excellent organizations achieve and sustain outstanding results that meet or exceed the need and
expectations of their people (EFQM, 2010).
a. Individuals perception: reflect the views of individuals in the institution, and can be
obtained through a number of sources such as individuals surveys, focus groups, interviews,
and job evaluation.
b. Performance indicators: internal indicators used by the organization to monitor, understand
and predict the performance of institution individuals and to predict their affect on
customer.

3. Society results:
Excellent organizations achieve and sustain outstanding results that meet or exceed the need and
expectations of relevant stakeholders within society (EFQM, 2010).
a. Individuals perception: Reflect the views of the community toward the organization, and
can be obtained from a number of sources such as surveys, reports, newspaper articles,
public meetings, non-governmental organizations, community representatives and
governmental authority.
b. Performance indicators: internal indicators used by the organization to monitor, understand
and predict the performance of the institution and also to improve it and to predict its impact
on the views of the community.

4. Key results:
Excellent organizations achieve and sustain outstanding results that meet or exceed the need and
expectations of their business stakeholders (EFQM, 2010).
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a. Key Strategic Outcomes, focusing on what is achieved compared to what was stated in the
strategy.
b. Key Performance Indicators, focusing on leading indicators used to predict the strategic
outcomes.

2.4.3 EFQM Excellence Model, 2013
EFQM reviews the EFQM Excellence Model every three years to ensure it continues to reflect
reality and relevance to the current business environment. The latest “EFQM 2013” version was
released in October 2012. The main drivers for changing the Excellence Model in 2012 were the
need for organizations to be more flexible to compete and succeed within the global economic
environment. Over the years the model has evolved and has kept pace with changes in business
environment. The key changes made in EFQM 2013 are: (Thawani, 2013)
1. Build agility into the business: The business environment demands organizations to be
sufficiently agile to respond to both new opportunities and emerging threats with
appropriate speed.
2. Futuristic focus: Past performance is no guarantee of future success: The EFQM 2013
Model now requires Leaders to understand the future scenarios, identify future
opportunities, threats and effectively manage the change and secure the future for their
organizations.
3. Wider focus covering entire Value Chain: Concept of partnership has now been clearly
required to extend to cover the entire value chain. Organizations are now expected to build
capabilities beyond their boundaries. They need to proactively engage their stakeholders in
generating ideas and innovation. Processes that extend beyond the boundary of the
organization need to effectively and efficiently manage.
4. Greater emphasis on corporate social responsibility: Organizations are now expected to take
responsibility to encourage and engage their stakeholders too to participate in activities that
contribute to wider society. In addition, organizations need to consider people, planet and
profit as a reference when balancing the sometimes conflicting imperatives that they face.
5. Sustainability: Sustainability was being commonly talked about but organizations rarely
integrated it into their strategy development process. As a result their efforts were not
structured. Now organizations need to integrate the concepts of sustainability within their
core strategy, value chain, and process design and allocate the resources required to deliver
these goals.
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6. Innovation: The 2013 version places greater emphasis on innovation. The model now
requires organizations to have a structured approach to innovation; to make it part of the
strategy; and to establish clear goals and objectives for innovation.

2.4.3.1 Enablers and Results criteria according to (EFQM, 2013)
 Leadership
 Strategy
 People
 Partnerships and Resources
 Processes, Products and Services
 Customer Results
 People Results
 Society Results
 Business Results
The title of criterion (key results) in EFQM 2010 version was changed to business results as it
caused confusion, and there was no other changes to criterion titles or criterion parts titles
(EFQM, 2013).

2.5 Theoretical Background on the Enablers criteria of EFQM Excellence Model:
2.5.1 Leadership
2.5.1.1 Introduction:
Organizations depend upon capable leadership to guide them through unprecedented changes.
Yet, there is ample evidence in the news and in recent research reports that even some of the best
and most venerable organizations are failing to adapt to change, implement their strategic plans
successfully or prepare for a more uncertain future. The turmoil currently observing has
something to do with leadership, and if current approach doesn’t change to leadership
development, there will be even more of the same (Pasmore, 2009).

2.5.1.2 Leadership definition:
Leadership can be defined as “the process of influencing others to understand and agree about
what needs to be done and how to do it, and the process of facilitating individual and collective
efforts to accomplish shared objectives” (Yukl, 2006). Peter Northouse (2007) defines leadership
as “a process whereby an individual influences a group of individuals to achieve a common
goal”. Leadership is the ability to influence a group toward the achievement of a vision or set of
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goals. The source of this influence may be formal, such as that provided by managerial rank in
an organization. But not all leaders are managers, nor, for that matter, are all managers leaders.
Just because an organization provides its managers with certain formal rights is no assurance they
will lead effectively. In other words, leaders can emerge from within a group as well as by formal
appointment (Robbins & Judge, 2013).
The very act of defining leadership as a process suggests that leadership is not a characteristic or
trait with which only a few, certain people are endowed with at birth. Defining leadership as a
process means that leadership is a transactional event that happens between leaders and their
followers. Viewing leadership as a process means that leaders affect and are affected by their
followers either positively or negatively. It stresses that leadership is a two-way, interactive
event between leaders and followers rather than a linear, one-way event in which the leader only
affects the followers. Defining leadership as a process makes it available to everyone, not just a
select few who are born with it. More important, it means that leadership is not restricted to just
the one person in a group who has formal position power (Goffee & Jones, 2007).

2.5.1.3 Leadership Theories:
A review of the leadership literature reveals an evolving series of schools of thought from “Great
Man” and “Trait” theories to “Transformational” leadership. Whilst early theories tend to focus
upon the characteristics and behaviors of successful leaders, later theories begin to consider the
role of followers and the contextual nature of leadership (Bolden& others, 2003).

Great Man Theory:
Until the mid of 20th century, most research and popular discourse on leadership focused on
great men, these early theories modeled their concepts of leadership after great social, political
and military leaders from history (Stippler & others, 2011).
The Great Man Theory hypothesizes that true leaders are born not made. Leaders have an inherent
capacity to rise to the occasion when needed either through charisma, intelligence, wisdom or some
other parameter. The theory was given prominence by a Scottish writer named Thomas Carlyle in the
1840’s. He felt that heroes used their personal attributes or divine intervention to shape history. His
most famous quote “The history of the world is but the biography of great men”, reflected his belief
concerning leaders being born not made (Russell, 2011).

Trait Theory:
Not all managers are effective leaders and not all leaders are effective managers. It is therefore
difficult to identify effective managers and leaders. Early studies of leaders defined them by
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traits they were supposed to exhibit. Sometimes it was also called attributes that the leader
possesses. The theory therefore was called trait theory or attribute theory of leadership. A leader
might be described as loyal, brave, trustworthy or companionate. But all these qualities may not
be found in a successful leader. Therefore long list of unending traits may be listed as desirable
for a leader. Despite these difficulties, they are more likely to be present in middle and upperlevel managers than in those who hold lower-level supervisory positions. Their characteristics
are: (Kondalkar, 2007)
1. Intelligence: leaders tend to have higher degree of intelligence than their followers.
2. Social maturity and breadth: leaders have a tendency to be emotionally mature and to have a
broad range of interests. They are members of somewhat exclusive social club.
3. Inner motivation and achievement drives: leaders want to accomplish things, when they
achieve one goal they seek out another. They are inner motivated and do not depend on
outside forces for their motivation.
4. Human relations attitude: Leaders are able to work effectively with other persons. They
understand that to accomplish any task they must considerate others.
Behavioral Theories:
In direct contrast to the Great Man Theory, Behavioral Theories hypothesize that great leaders
are made, not born. This theory focuses on the actions of leaders not on personalities or
characteristics they possess. The belief is that the leader can become an effective leader through
observation, teaching and experience. This theory focuses on how leaders behave in given
situations with the thought that the leaders can be conditioned to respond appropriately when
confronted with various situations (Russell, 2011).
Skills Theory:
This theory states that learned knowledge and acquired skills/abilities are significant factors in
the practice of effective leadership. Skills theory by no means disavows the connection between
inherited traits and the capacity to be an effective leader, it simply argues that learned skills, a
developed style, and acquired knowledge, are the real keys to leadership performance. It is of
course the belief that skills theory is true that warrants all the effort and resources devoted to
leadership training and development (Wolinski, 2010).

Situational Theory:
This approach sees leadership as specific to the situation in which it is being exercised. For
example, whilst some situations may require an autocratic style, others may need a more
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participative approach. It also proposes that there may be differences in required leadership
styles at different levels in the same organization (Bolden & others, 2003).

Contingency Theory:
This theory states that a leader’s effectiveness is contingent on how well the leader’s style
matches a specific setting or situation. This theory is different from situational theory in that in
situational theory the focus is on adapting to the situation, whereas contingency states that
effective leadership depends on the degree of fit between a leader’s qualities and style and that of
a specific situation or context (Wolinski, 2010).

Transformational Theory:
Transformational leaders inspire followers to accomplish more by concentrating on the
follower’s values and helping the follower align these values with the values of the organization.
This theory was developed by Burns (1978) and later enhanced by Bass (1985, 1998) and others
(Avolio & Bass, 1988; Bass& Avolio, 1994; Bennis & Nanus, 1985; Tichy & Devanna, 1986).
The major premise of the transformational leadership theory is the leader’s ability to motivate
the follower to accomplish more than what the follower planned to accomplish. Transformational
leadership has four components: idealized influence, inspirational motivation, intellectual
stimulation, and individualized consideration (Givens, 2008).

Transactional Theory:
This approach emphasizes the importance of the relationship between leader and followers,
focusing on the mutual benefits derived from a form of 'contract' through which the leader
delivers such things as rewards or recognition in return for the commitment or loyalty of the
followers (Bolden & others, 2003).
Most transactional theories are predicated either explicitly or implicitly on the idea of a social
compact between the leader and subordinates. That is, leaders construct an agenda and
subordinates comply with it because there is a mutual benefit (Muczyk & Holt, 2008).

2.5.1.4 Ingredients of Leadership:
Every group in the organization has a leader. A successful leader has within him the following
ingredients: (Kondalkar, 2007)
1. The ability to use power effectively: A leader inherits power by virtue of his appointment.
Known as the legitimate power apart from the above he/she achieves willing obedience by
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using one or more of power bases like expert power, referent power, reward and coercive
power. Line authority also facilitates influencing subordinate.
2. An ability to comprehend: Human beings have different motivational needs at different
times and situations. The ability to comprehend relates to understanding people, their needs,
expectations and what a leader has been doing to satisfy them.
3. Ability to inspire: Inspiration is best judged when subordinates work with zeal in hopeless
situation. Leader must identify each individual’s capabilities, skill and inspire them.
Inspiration emanates from a leader who may have charm, an appeal, and devotion to duty,
which subordinates further want to enhance by loyally obeying the leader willfully.
4. Leadership style: Leadership style is the ability of a leader to act in a manner that will
develop a climate conducive to the response from the led and secondly arouse motivation
among the employees.

2.5.1.5 Leadership Strategy
A leadership strategy supports the effective implementation of an organization’s business
strategy. Without the right leadership, organizational strategies will remain as ink on paper.
Getting the right leadership to implement business strategies takes careful planning and
dedicated effort, and often substantial investment. A good leadership strategy takes all of these
factors into account: (Pasmore, 2009)
 The quantity of leaders needed, as indicated by current and projected formal leadership
positions depicted on an organization chart (number, level, location, function, business unit,
reporting relationships, etc.).
 The qualities desired in selection (demographics, diversity, background, experience level).
 The skills and behavior that are needed to implement the business strategy and create the
desired culture (skills, competencies, knowledge base).
 The collective leadership capabilities of leaders acting together in groups and across
boundaries to implement strategies, solve problems, respond to threats, adapt to change,
support innovation, etc.


The desired leadership culture, including the leadership practices in use, such as collaboration
across boundaries, engagement of employees, accepting responsibility for outcomes, creating
opportunities for others to lead, developing other leaders, learning how to learn, etc.

2.5.1.6 Leadership Skills:
Leadership skills are the tools, behaviors, and capabilities that a person needs in order to be
successful at motivating and directing others, yet true leadership skills involve something more,
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the ability to help people grow in their own abilities. It can be said that the most successful
leaders are those drive others to achieve their own success (MTD, 2010). There are three
leadership skills which are: (Kondalkar, 2007)
 Human skills are important for all the levels of management. They are concerned with
interpersonal relationship between managers and other persons who come in contact with
the leader. The leaders apply internal motivation to the employees so that their willing
obedience and cooperation is obtained.
 Technical skill involves the ability of employees to know the technical aspect and operation
and maintenance of machine, tools and allied fixture they work with Lower level managers
who are in close contact with workers have to know it in greater details as compared to
higher managerial cadre.
 Conceptual skill involves the ability to view the organization in strategic term. It is most
important for top level management where long term planning and futuristic thinking is
required.
2.5.1.7 Leadership styles:
Leadership style is the pattern of behaviors engaged in by the leader when dealing with
employees. There are three leadership styles which are:(Bhatti & others, 2012)
 Autocratic leadership: This type of leadership is practiced by the managers concentrating on
power and authority within themselves. Leader expects high degree of compliance by
subordinates. The leader is dogmatic and positive. Manager exhibiting this type of style has
the ability and enforces decision by use of rewards and fear of punishment.
 Democratic or participative leadership: Although a democratic leader will make the final
decision, he/she invites other members of the team to contribute in the decision making
process. This not only increases job satisfaction by involving employees or team members
in what’s going on, but it also help to develop people’s skills.
 Laissez-faire leadership: The laissez-faire leadership style involves non interference policy,
allows complete freedom to all workers and has no particular way of attaining goals.
However, there is no one best style of leadership. The effectiveness of a particular style
depends on the organizational situation.

2.5.1.8 EFQM, 2003: Leadership criterion
According to (EFQM, 2003) higher education version, excellent leaders develop and facilitate
the achievement of the mission and vision, develop values required for long term success and
implement these via appropriate actions and behaviors, and are personally involved in ensuring
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that the university’s management system is developed and implemented. During periods of
change they retain a constancy of purpose. Where required, such leaders are able to change the
direction of the university and inspire others to follow. Leadership criterion has five sub criteria
which are: (Sheffield Hallam University, 2003)
a. Leaders develop the mission, vision, values and ethics, and are role models of a culture of
excellence. Areas that could be analyzed include how:
 the University’s mission and vision are developed and whether they are understood by all
stakeholders.
 role modeling ethics and values are developed, communicated and implemented at all
leadership levels, to support the creation of the organization's culture.
 the effectiveness of all leaders within the university is reviewed, and how this information
is acted upon to improve the effectiveness of leaders and influence future leadership
requirements.
 leaders are personally and actively involved in improvement activities either at a
university-wide or local level.
 leaders stimulate and encourage empowerment, creation and innovation e.g. through
changing team/university structures to encourage cross-functional working, funding
learning, supporting improvement activities etc.
 encouragement and support is given for leaders to engage with and act upon the learning
from training and other learning activities.
 improvement activities are suitably prioritized and managed.
 leaders actively stimulate and encourage collaboration and partnership working within the
university.
b. Leaders are personally involved in ensuring the university’s management system is
developed, implemented and continuously improved. Areas that could be analyzed include
how:
 the university’s structure is aligned to support the delivery of its policy and strategy.
 a system for managing processes across the university is developed and implemented.
 clear ownership for university wide processes is established and maintained.
 a process for the development, deployment and updating of policy and strategy is
developed and implemented.
 an effective process for governance is in place which is developed and implemented.
 a process for the measurement, review and improvement of a balanced set of key results is
developed and implemented.
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 processes for stimulating, identifying, planning and implementing improvements to all
enabling approaches are developed and implemented.
c. Leaders are involved with and interact with customers, partners and representatives of
society. Areas that could be analyzed include how:
 leaders meet, understand and respond to the needs and expectations of students, governing
bodies, funding bodies, staff internal to the university in other areas, and other
stakeholders.
 partnerships are established within and outside the university, as well as within and
outside the education sector.
 leaders establish and participate in joint improvement activities within and outside the
university.
 individuals, teams and groups of stakeholders are recognized by leaders for their
contribution and loyalty.
 leaders participate or are involved with professional organization activities, including
active involvement at conferences and seminars, particularly promoting and supporting
excellence.
 activities that aim to improve the environment and the university contribution to the local
community and the wider society are encouraged by leaders, with the view to respecting
the rights and interests of future generations.
d. Leaders motivate, support and recognize the university’s people, and nurture a culture of
excellence. Areas that could be analyzed include how:
 University’s mission, vision, values, policy and strategy, plans, objectives and targets is
personally communicated by leaders to all staff.
 leaders are accessible and actively listen to and respond inspirationally to staff at all levels
of the university structure.
 staff are actively encouraged, helped and supported by leaders to achieve their plans,
objectives and targets for the benefit of both individuals and the university.
 staff are encouraged and supported by leaders to participate in improvement activities,
particularly cross-team working.
 leaders recognize both team and individual efforts, at all levels within the university, in a
timely and appropriate manner.
 equality of opportunity and diversity in all aspects of university life is actively encouraged
and supported by leaders.
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e. Leaders identify and champion organizational change. Areas that could be analyzed include
how:
 all leaders understand the internal and external drivers for change, and their implications.
 leaders are proactive in understanding and selecting changes that need to be made within
the organization, to the organization framework or make-up, and the external relationships
that the organization needs to alter to drive or support change.
 leaders are wholly involved in driving forward and developing change plans.
 the resources and investments needed to support change are secured by leaders.
 the risks associated with change, and the effective delivery of the overall change
programme are analyzed and managed by leaders.
 change plans and the reasons for them are well communicated to staff and other
stakeholders by leaders, with opportunity for feedback and input provided.
 leaders support and enable their managers and staff to manage the transition and change
process.
 effectiveness of changes is measured and reviewed by leaders, who share the knowledge
gained, and learning from the experience.

2.5.2 Strategy
2.5.2.1 Strategy definition:
Strategies are plans of action which set the scope of an organization’s activities and the main
direction that an organization follows.(Sternad,2011). The strategy an organization follows is its
proposition for how to compete successfully and thereby survive and grow (Mathis & Jachson,
2010).
Organization strategy are methods which are adopted by organizations in order to ensure the
success of their performance in the market, and the methods that are documented in a
comprehensive form within what is called strategic plan (Hamod, 2010).
Business strategy is the direction and scope of an organization over the longer term, which
achieves advantage in a changing environment through its configuration of resources and
competences with the aim of fulfilling stakeholder expectations (Armstrong, 2011).
Strategy comprises three dimensions: strategy content (the pattern of strategic actions companies
set), strategy process (the way in which these strategic actions are conceived within the
company), and strategy context (all internal and external factors that influence on the process of
strategy-making). A major constituting element of strategy context is the environment in which
an organization operates. Major changes within this environment are those events and
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developments external to the organization which considerably and structurally affect (a) the
attainability of an organization’s strategic objectives and/or (b) the strategic choices open to the
organization (Sternad, 2011).
Strategy is one of the most important factors, which enable the institutions to carry out its
operations and be prepared for the future. This criterion evaluates operations based on the
following questions: Whether the strategy and planning is developed based on appropriate and
comprehensive information? How are strategies and plans announced, implemented? Whether
they are regularly updated and improved? After the business goals and mission are defined, the
sector is examined. A SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis is carried
out to identify the opportunities and threats in the sector, the organization's position in the sector,
its strengths and weaknesses and development areas. The results of this analysis define the goals.
Action plans are created to reach the goals (Akyüz, 2007).
Strategic planning is the process of defining an organizational strategy, or direction, and making
decisions on allocating the resources of the organization (capital and people) to pursue this
strategy. Successful organizations engage in this core business process on an ongoing basis. The
plan serves as the roadmap that gives the organization direction and aligns resources (Mathis &
Jachson, 2010).

2.5.2.2 EFQM,2003: Policy and strategy criterion
According to (EFQM,2003) higher education version excellent universities implement their
mission and vision by developing a clear stakeholder focused strategy that takes account of the
relevant education sector and sector trends. Policies, plans, objectives, targets and processes are
developed and deployed to deliver the strategy across and through the organization. This
criterion includes four sub criteria which are: (Sheffield Hallam University, 2003)
a. Policy and Strategy are based on the present and future needs and expectations of
stakeholders. Areas that could be analyzed include how:
 information is gathered and understood in order to define and segment the market and
educational context that the university is operating within, both now and in the future.
 the needs and expectations of students, staff, partners, the local community and other
stakeholders are understood and anticipated, for those now and those in the future.
 developments in education nationally, and the development of other Higher Education
Institutions (including competitors) is understood and anticipated.
b. Policy and Strategy are based on information from performance measurement, research,
learning and externally related activities. Areas that could be analyzed include how:
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 the results and outputs from internal performance indicators or measures are used in the
development of policies and strategies.
 the results from external assessment and other learning activities are collected and
understood.
 an analysis of external image and brand awareness amongst current and prospective
customer groups.
 competitor results and performance is monitored and measured.
 social, environmental, legal and political issues are understood and incorporated in
strategy development.
 the effectiveness of products and services through their life-cycle is analyzed and
understood.
 economic and demographic indicators and information are identified, understood and
interpreted.
 the impact of new technologies is understood and analyzed.
 stakeholders ideas and suggestions are analyzed and used.
c. Policy and Strategy are developed reviewed and. Areas that could be analyzed include how:
 policy and strategy is developed to be consistent with the university’s mission, vision and
values, is based on the needs and expectations of all stakeholders, takes into account
information from a wide range of sources, and is underpinned by the concepts of
excellence.
 the short and long term needs and expectations of stakeholders are balanced.
 short term and long term pressures and requirements on the university are balanced.
 contingency planning, risk analysis and scenario plans are developed to address future
risks.
 present and future opportunities for development, or the identification of areas of
competitive advantage are identified and fully considered.
 strategic partnerships and alliances are made and managed to support the delivery of
policy and strategy.
 the university’s policy and strategy is aligned with that of other strategic partners as
necessary.
 policies and strategies reaffirm commitment to existing markets or confirm the
requirement to change markets.
 the relevance and effectiveness of policy and strategy is evaluated.
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 critical success factors for the university and for individual parts are identified and
analyzed.
 the effectiveness and relevance of policies and strategies is reviewed and updated.
d. Policy and Strategy are communicated and deployed through a framework of key processes.
Areas that could be analyzed include how:
 a framework for the identification and design of key processes is developed which will
support the delivery of the University’s policy and strategy.
 the key processes are defined, with the identification of stakeholders defined as part of this
process.
 policy and strategy are communicated and cascaded with all staff, and with other
stakeholders, in an appropriate way, with the effectiveness of the communication reviewed
and adjusted as necessary.
 the effectiveness of this process framework is reviewed in terms of its’ ability to deliver
the defined policy and strategy.
 plans, objectives and targets are aligned, prioritized, agreed and communicated within the
university, including being embedded into individual objectives as part of an appraisal
process.
 awareness within and outside the university of its’ policy and strategy is measured and
evaluated.
 a university-wide measurement framework enables the tracking and reporting of progress
against agreed policy and strategy targets.

2.5.3 People:
Humans are social beings, we seldom live in isolation whether consciously or unconsciously, we
are always in interaction with other people and we are continually planning, developing,
managing our relations with others. These relations don’t appear out of nowhere. They depend
on our actions and our ability to manage our actions, From an early age we gain knowledge and
experience on understanding others and the way people behave in certain situations. Later in life
we develop on this understanding further and carry it with us to our workplace (Senyucel, 2009).
Human capital is not solely the people in organizations, it is what those people bring and
contribute to organizational success. Human capital is the collective value of the capabilities,
knowledge, skills, life experiences, and motivation of an organizational workforce (Mathis &
Jachson, 2010).
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Human resources have never been more necessary. The competitive forces that we face today
and will continue to face in the future demand organizational excellence. To achieve this
excellence by focusing on learning, quality, teamwork, and reengineering are driven by the way
organizations get things done and how employees are treated. By designing an entirely new role
and agenda that results in enriching the organization’s value to customers, investors and
employees, HR can help deliver organizational excellence by helping line managers and seniors
move planning from the conference room to the market place, by becoming an expert in the way
work is organized and executed, they should be a representative for the employees and finally by
helping the organization improve their capacity for change (Mahapatro, 2010).

2.5.3.1 Definition of Human Resource Management:
Human Resource Management (HRM) is the process of acquiring, training, appraising, and
compensating employees, and of attending to their labor relations, health and safety, and fairness
concerns. These topics provide the concepts and techniques needed to perform the people or
personnel aspects. These include: (Dessler, 2013)


Conducting job analyses (determining the nature of each employee s job)

 Planning labor needs and recruiting job candidates
 Selecting job candidates
 Orienting and training new employees
 Managing wages and salaries (compensating employees)
 Providing incentives and benefits
 Appraising performance
 Communicating (interviewing, counseling, disciplining)
 Training and developing managers
 Building employee commitment
Human resource management is designing management systems to ensure that human talent is
used effectively and efficiently to accomplish organizational goals (Mathis & Jachson, 2010).

2.5.3.2 The objectives of Human Resource Management:
The overall purpose of human resource management or people management is to ensure that the
organization is able to achieve success through people. HRM system can be the source of
organizational capabilities that allow firms to learn and capitalize on new opportunities
(Armstrong, 2011). According to (Mahapatro, 2010) human resource management objectives
are:
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1. To create and utilize an able and motivated workforce, to accomplish the basic
organizational goals.
2. To establish and maintain sound organizational structure and desirable working
relationships among all the members of the organization.
3. To secure the integration of individual or groups within the organization by co-ordination of
the individual and group goals with those of the organization.
4. To create facilities and opportunities for individual or group development so as to match it
with the growth of the organization.
5. To attain an effective utilization of human resources in the achievement of organizational
goals.
6. To identify and satisfy individual and group needs by providing adequate and equitable
wages, incentives, employee benefits and social security and measures for challenging
work, prestige, recognition, security, status.
7. To maintain high employees morale and sound human relations by sustaining and
improving the various conditions and facilities.
8. To strengthen and appreciate the human assets continuously by providing training and
development programs.
9. To consider and contribute to the minimization of socio-economic evils such as
unemployment, under-employment, inequalities in the distribution of income and wealth
and to improve the welfare of the society by providing employment opportunities to women
and disadvantaged sections of the society.
10. To provide an opportunity for expression and voice management.
11. To provide fair, acceptable and efficient leadership.
12. To provide facilities and conditions of work and creation of favorable atmosphere for
maintaining stability of employment.
According to (Itika, 2011) human resource management objectives are:
1. Trying to achieve an organizational mission, vision, goals and objectives using people as
valuable resources.
2. Utilizing staff capacity. Successful organizations are those that can fully utilize the potential
of their employees.
3. Ensuring that employees are committed to their jobs, teams, departments and the entire
organization.
4. Ensuring that organizational systems, processes and activities are integrated and synergized
through a strong organizational culture.
5. Optimal utilization of available resources
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2.5.3.3 Human Resources Planning:
Human Resources planning (HRP) is based on the concept that people are the most important
strategic resources of an organization. Generally it is concerned with suitable resources to
business needs both in longer term needs and in shorter term needs in terms of both quantity and
quality. It also answers two fundamental questions “how many people” and “what kind of
people”. Human Resource planning deals with the bigger issues of the methods of employment
and development of people for the purpose of the improvement of effectiveness of an
organization (Prashanthi, 2013). The focus of HRP is on the following:
(Itika, 2011)
1. To have the right skills and jobs at the right time.
2. To forecast the types of human resources needed.
3. To ensure replacements will be available and be prepared to fill vacant posts.
4. To ensure recruitment policies meet the present and future number of jobs and qualities.
5. To ensure that there is effective utilization of human resources.
6. Facilitate personnel procedures for the present and future jobs e.g. recruitment, placement,
training, career planning etc.

2.5.3.4 EFQM,2003: people criterion
According to (EFQM,2003) higher education version, excellent universities manage, develop
and release the knowledge and full potential of their staff at an individual, team-based and
university-wide level. They care for, communicate, reward and recognize, in a way that
motivates staff and builds commitment to using their skills and knowledge for the benefit of the
university. This criterion includes five sub criteria which are: (Sheffield Hallam University,
2003)
a. People resources are planned, managed and improved. Areas that could be analyzed include
how:
 human resource policies, strategies and plans are developed.
 a representative group of staff are involved with the development of human resource
policies, strategies and plans.
 human resource plans and the university structure are aligned with the policy and strategy
of the university, and how this supports the delivery of policy and strategy through a
framework of key processes.
 recruitment, career development and succession planning is proactively managed.
 fairness in terms of employment (including equal opportunities) is ensured for all staff.
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 staff surveys and other forms of staff feedback are used to inform and improve human
resource policies, strategies and plans.
 innovative organization methodologies e.g. flexible team working and high performance
work teams, are used to improve the way of working.
b. People’s knowledge and competencies are identified, developed and sustained. Areas that
could be analyzed includes how:
 people’s knowledge and competencies are identified, classified and matched to the needs
of the university.
 training and development plans are developed and used to help ensure that staff match
present and future capability needs of the university.
 individuals are developed, mentored and trained to help them realize their full potential.
 individual, team and university-wide learning opportunities are developed, captured and
shared.
 work experience is used to develop staff.
 team skills are developed.
 individual and team objectives are reviewed, updated and aligned with university
objectives and targets.
 staff are helped to improve their own performance through appraisal and other related
activities.
c. People are involved and empowered. Areas that could be analyzed include how:
 individuals and teams are encouraged and supported to participate in improvement
activities.
 staff are encouraged and supported to be involved in University activities through in-house
conferences, ceremonies and other activities.
 opportunities are provided which stimulate involvement and support innovative and
creative behavior amongst all staff at all levels of the University.
 managers are pro-actively trained to develop and implement guidelines which empower
their staff to take action, providing support for them in a positive and caring way.
 staff are encouraged to work together in teams.
d. People within the university have a dialogue. Areas that could be analyzed include how:
 communication needs across the university are identified.
 internal communication policies, strategies and plans are based on the identified
communication needs.
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 top-down, bottom-up and horizontal communication channels are developed, used and
regularly evaluated.
 best practice and knowledge is identified and shared throughout the university.
e. People are rewarded, recognized and cared for. Areas that could be analyzed include how:
 pay, redeployment, redundancy and other terms of employment are aligned with the
university’s long term policy and strategy, and government or governing body policies.
 people are recognized in order to promote and sustain their involvement and
empowerment.
 awareness and involvement in health, safety, the environment and issues of social
responsibility is promoted and encouraged.
 levels of benefit, such as pension, healthcare, childcare provision etc., are determined and
agreed.
 recognition of the diversity of different social and cultural backgrounds across the
university are celebrated, with a range of social and cultural activities encouraged.
 facilities and services, such as flexible working hours, car parking provision etc, are
determined and agreed.
 resources and services that meet or exceed legal requirements are provided.

2.5.4 Partnership and Resources:
We are living in complex societies where the policy frameworks in place often seem to be fall
short of providing satisfying solutions to a growing number of problems. But this does not
necessarily mean that the frameworks as such are to be changed, as a) existing frameworks are a
result of historic development and reflect a balance of different interest groups within the
society; they are therefore not easy to alter a, and b) it is hard to predict whether changing a
policy framework will lead to a higher level of satisfaction. So naturally there is some resistance
to large scale reforms. But while we may have to live with given policy settings, partnerships can
be a great help in improving their performance, area based partnerships provide a mechanism for
local organizations, in particular, to work together and adapt their policies to better reflect the
needs of people and the economy at the local level. Partnerships are thus a key instrument of
local governance (OECD LEED, 2006).
In recent years, working in partnership has become commonplace for organizations throughout
the world as a means of addressing complex economic, environmental, social and technological
problems (Horton & others, 2009).
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In order for a business to survive and continue operation, all resources (financial resources,
information resources, buildings, materials, equipment and technology) should be managed in an
effective and efficient way (Akyüz, 2007).
The effective use of institutional resources, internal and external, is crucial to institutional
performance. While for some institutions, a significant portion of available resources is
generated and monitored at the system level, institutional management of resource acquisition
and utilization significantly contributes to the effectiveness of planning, goals achievement,
mission success, and institutional integrity. Institutional support resources including financial,
facilities, equipment and supplies, technology, research and instructional support and staffing,
and other assets should be an integral and proportional part of all institutional planning,
allocation, and assessment activities. The allocation of resources among programs, units, and
individuals is an indicator of institutional priorities. Thus, the decision-making process for
allocating assets should be an integral part of the institutional plan; and the plan itself should
provide a method for thoroughly reviewing, analyzing and monitoring all institutional support
(Middle States Commission on Higher Education, 2002).

2.5.4.1 What is partnership?
A partnership is an agreement to do something together that will benefit all involved, bringing
results that could not be achieved by a single partner operating alone, and reducing duplication
of efforts. A successful partnership enhances the impact and effectiveness of action through
combined and more efficient use of resources; promotes innovation; and is distinguished by a
strong commitment from each partner (OECD LEED, 2006).
A business partnership is a type of business entity in which partners share in the profits or losses
of the business. In the fields of international research and development, however, when people
refer to partnerships, they are usually thinking of collaborative relationships between
organizations that are pursuing common objectives, not to a business entity owned by individuals
who share profits and losses (Horton & others, 2009).
Partnership is the dynamic constellation of entities across different sectors that can attempt to
provide society with ‘public goods’, such as clean water, clean air, health care, and education
(Seitanidi, 2010).
Forging strong, sustainable partnerships between and among colleges and universities has never
been easy. Studies of higher education collaborations highlight the difficulties inherent in
establishing such partnerships. These difficulties, or challenges, fall into seven categories: the
complexity of higher education; the autonomous nature of colleges and universities; poor
planning and design; failure to maintain communication and relationships; weak, divided, or
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inconsistent program leadership; clash of different cultures; and lack of clarity about goals
(Jacoby, 2010).

2.5.4.2 EFQM, 2003: Partnership and Resources criterion:
According to (EFQM, 2003) higher education version excellent universities plan and manage
internal and external partnerships, suppliers and internal resources in order to support its policy
and strategy and the effective operation of its processes. During planning and whilst managing
partnerships and resources they balance the current and future needs of the university, the
community and the environment. This criterion includes five sub criteria which are: (Sheffield
Hallam University, 2003)
a. Internal and external partnerships are managed. Areas that could be analyzed include how:
 key partnerships and strategic partnership opportunities are identified in terms of how they
support the development and delivery of current and future university-wide and local
policies and strategies.
 partnership relationships are structured to create and maximize value for both parties.
 partnerships are formed to add value to the internal or external supply or process chain.
 cultural compatibility and the sharing of knowledge with partners is ensured.
 mutual development and learning is supported.
 partnerships help to generate and support creative and innovative thinking.
 partnership working creates synergy to improve processes and add value to the
customer/supplier chain.
b. Finances and managed. Areas that could be analyzed include how:
 financial strategies and resources are developed and implemented, with financial resources
delivered through clearly defined processes, which support university-wide policy and
strategy.
 financial planning, management and reporting is designed to enable a cascading of
financial information to stakeholders within and outside the university.
 reporting mechanisms are established, used consistently and reviewed regularly.
 investment and disinvestment in both tangible and non-tangible assets is evaluated.
 financial mechanisms and parameters are used to ensure an efficient and effective
resourcing structure.
 methodologies for the management of risk to financial resources is managed to a level
appropriate to the university.
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 core governance processes are established and implemented at all appropriate levels of the
university.
c. Buildings, equipment and materials are managed. Areas that could be analyzed include how:
 a strategy for the pro-active planning and management of the university’s buildings,
equipment and materials to enable the fulfillment of policies and strategies is developed
and maintained.
 the maintenance and utilization of all assets are managed to help improve the total asset
life cycle and performance for the benefit of the university and its stakeholders.
 the security of all assets are managed and understood.
 any adverse effects of the university’s assets on the staff, students, community etc. is
measured and managed (e.g. health and safety, ergonomics etc.)
 inventories of assets are managed and their use optimized.
 the consumption of gas, electricity, water and other utilities is optimized.
 waste is reduced and recycled.
 transportation usage is optimized.
d. Technology is managed. Areas that could be analyzed include how:
 a strategy for pro-actively researching, resourcing and managing new technologies which
support the current and future policies and strategies of the university.
 alternative and emerging technologies are identified and evaluated in light of policy and
strategy, and their impact on the university and society assessed.
 the technology portfolio for both administration, teaching and research is managed,
including the identification and replacement of out dated technologies.
 existing technology is exploited to its full potential.
 innovative and environmentally friendly technology is identified and used in support of
strategy and policy.
 Information and Communications technologies are used to support and improve the
effective operation of the university.
 technology is harnessed to support improvement & development activities for the
university, its students and staff.
e. Information and knowledge are managed. Areas that could be analyzed include how:
 a strategy is developed for managing information and knowledge that supports the
university’s policies and strategies.
 information and knowledge requirements of the university are audited, understood and
well documented.
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 information and knowledge is collected, structured and managed in support of policy and
strategy.
 appropriate access is provided for staff, students and other stakeholders to relevant, useful
and timely information and knowledge.
 information technology is used to support the internal communication and sharing of
information and knowledge.
 the validity, integrity and security of information is assured and improved.
 unique intellectual property is cultivated, developed and protected in order to maximize
value to both the university, staff and students.
 staff are encouraged to acquire, increase and use knowledge effectively.
 innovative and creative thinking within the university is generated through the use of
relevant information and knowledge resources.

2.5.5 Product, Service and Process
Organizational survival depends on meeting the minimum requirements set by the market for a
product or service. A competitive advantage stems from understanding and meeting customer needs
better than others can do. In today’s fast-paced, global environment means more than delivering a
higher-quality product or service. It entails doing it faster, with fewer steps and transactions. It also
means doing required work cheaper by eliminating the costs, barriers, and structures that drive up
non value-adding costs (IMA, 2000).

Service quality characteristics are more difficult to define than those for physical products. This
is because they include many important subjective elements. The causes of poor quality and
quality failure are materially different for services and products. Products often fail because of
faults in raw materials and components. Their design may be faulty or they may not be
manufactured to specification. Poor quality services, on the other hand, are usually directly
attributable to an organization’s behaviors or attitudes. They often result from lack of leadership,
care or courtesy. Indifference, lack of training or concern are the principal reasons for a
breakdown of service (Sallis, 2002).
Service excellence has grown in importance in recent years for a number of significant reasons.
First, customers have become increasingly demanding in their service requirements. Secondly,
more and more markets are becoming commodity markets. Thus, the need to create differential
advantage through added value has become vitally important and service excellence is a
significant source of that added value. Thirdly, companies are beginning to realize that increases
in customer satisfaction and customer retention can have a significant impact on company
profitability and corporate success (Clark & Baker, 2004).
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If inputs are like the nouns in organizational behavior, processes are like verbs. Processes are
actions that individuals, groups, and organizations engage in as a result of inputs and that lead to
certain outcomes. At the individual level, processes include emotions and moods, motivation,
perception, and decision making. At the group level, they include communication, leadership,
power and politics, and conflict and negotiation. Finally, at the organizational level, processes
include human resource management and change practices (Robbins & Judge, 2013).
Business process is an internal focus for continuous improvement. The term process means any
relationship, such as billing customers or issuing credit notes, that has an input, steps to follow,
and output. A process is a combination of methods, materials, manpower, machinery, etc., which
taken together produce a product or service (Kanji, 2002).

2.5.5.1 Educational Process
Process is one of the ‘enablers’ of the study model. In the context of this study process is
modified as ‘educational processes’ in order to accommodate the purpose of this study. The
educational ‘processes’ is divided into teaching and research, and then learning as an outcome of
teaching and research. The promotion of quality in teaching means the ways we can breathe new
life into teaching. For teaching to be made result-oriented in the way of improving students’
skills, teaching requires more efficient instructional skills by improving students’ ability to learn
effectively. Educational leadership must champion the promotion of teaching quality. Leadership
must introduce and promote appropriate institutional policies and practices through concrete
actions that might be taken to support a higher priority for teaching (Ololube, 2006).

2.5.5.2 EFQM,2003: Process criterion
According to (EFQM,2003) higher education version Excellent Universities design, manage and
improve processes in order to support its policy and strategy, fully satisfy, and generate
increasing value for, staff, students and other stakeholders. This criterion includes five sub
criteria which are: (Sheffield Hallam University, 2003)
a. Processes are systematically designed and managed. Areas that could be analyzed include
how:
 the university’s key processes (student facing, management and supporting processes) are
designed to support the delivery of policy and strategy and enable the delivery of activities
that are critical to the university in an efficient and effective way.
 process stakeholders are identified so that process interfaces within and outside the
university can be resolved, enabling the effective management of end-to-end processes.
 a robust process management system is established and used.
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 systems standards, such as quality management, health and safety, environmental and
occupational health, are applied in process management.
 process measures are implemented and performance targets are set.
 the effectiveness of the process framework and process management system is reviewed in
terms of its effectiveness in delivering the university’s policies and strategies.
b. Processes are improved, as needed, using innovation in order to fully satisfy and generate
increasing value for students, staff and other stakeholders. Areas that could be analyzed
include how:
 opportunities for improvement, and other changes, both incremental and breakthrough, are
identified and prioritized.
 performance and perception results and information from learning activities are used to
help set priorities and targets for improvement, and help to inform improved methods of
operation.
 the creative and innovative talents of staff, students and other stakeholders are stimulated
to aid incremental and breakthrough improvements.
 new process designs, teaching methods, ways of managing the university and the use of
new technologies are discovered and applied.
 appropriate methods for implementing change are established.
 the implementation of new or changed processes are piloted and controlled.
 process changes are communicated to staff, students and other stakeholders as necessary.
 it is ensured that people are trained to operate new or changed processes prior to
implementation.
 it is ensured that process changes actually achieved the desired and predicted results.
c. Academic courses, professional services and internal services are designed and developed
based on customer needs and expectations. Areas that could be analyzed include how:
 market research, student surveys and other forms of feedback are used to determine the
needs and expectations of students (and commercial customers) both now and in the
future, and establish their current perceptions.
 improvements aimed at enhancing provision are anticipated and identified, in line with
student’s/customer’s future needs and expectations.
 new courses and services are designed, researched and developed with student, customer
and partner input in order to provide added value and to address the needs and
expectations of students and other customer groups as appropriate.
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 the impact and potential of new technologies is anticipated, understood and utilized in the
planning of new courses and services.
 creativity and innovation is used to develop competitive courses, styles of teaching and
new services for current established markets, and for gaining access to new markets.
 creativity, innovation and the skills and competencies of internal staff and partners are
used to design and develop competitive courses and services.
d. Academic courses, commercial services and internal services are developed and delivered.
Areas that could be analyzed could include how:
 courses, other professional services and curriculum developments are developed in line
with new legislation and educational approaches.
 new courses and commercial services are promoted and marketed to existing and potential
students/commercial customers.
 new courses and commercial services are delivered in a consistent way to
students/commercial customers.
e. Student, commercial and internal customer relationships are managed and enhanced. Areas
that could be analyzed could how:
 day to day student (and other customer) contact requirements are determined and met.
 feedback received from day to day contacts is handled and acted upon – including
complaints.
 a proactive involvement with students (and other customers) is encouraged in order to
discuss and address their needs, expectations and concerns.
 follow up is undertaken to attain levels of satisfaction with the content and processes of
courses and services from the University or parts of the university.
 creativity and innovation is maintained within the student (customer) relationship.
 partnerships are created, maintained and managed with student and other commercial
customer groups in order to add value to future experiences.
 regular survey data, and other information from day-to-day contact can be used to enhance
student (customer) relationships and satisfaction levels.
 customers are advised the best ways to gain the most out of the service that they are
receiving.

2.6 Excellence In Higher Education:
Higher education institutions contribute immeasurably to the personal and professional lives of
students and enrich the intellectual, economic, and cultural fabric of their communities, states,
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nations, and beyond. Few social institutions have been as highly valued as colleges and
universities. For those and other reasons the contributions of the higher education community
have been generously acknowledged over the years in popular discourse, and in professional and
academic presses (Ruben, 2007).
The challenges of this century at the global and regional levels have led to radical shifts in all
aspects of life, In addition to new concepts caused by the revolution of information and
communication, these shifts have affected several central aspects of higher education institutions.
This requires the development of new ways of thinking in the administration in general and the
university administration in particular, under the new situation, higher education faces many
challenges imposed by the need to develop future scenarios for the university management which
will be based on excellence and innovation (Ghapor & Alhelali, 2012).
Nowadays, higher education institutions face important challenges such as expansion of systems,
necessity of responding to diverse social demands, increase of educational spending, and the
need to adapt to the new age of information and knowledge. Thus, the universities get an
opportunity for showing their ability to adapt, and their social and intellectual leadership
confronting this new environment creatively and innovatively. In any case, the universities must
accept the challenge of developing quality and excellence in their operations in order to be able
to accomplish these actions (Arturo & others, 2006).
Higher education is viewed by many as central to the creation of opportunities and prosperity in all
modern economies. The pace of global change requires a continued evolution of teaching, learning
and research with the emergence of more responsive and focused activities to meet the demands of
tomorrow’s marketplace. For this reason it is vital for us to continuously improve our institutions,
moving further towards ‘Excellence’ by recognizing, anticipating and understanding the needs of
students, and enhancing their whole student experience. In an education context, excellence means
balancing the needs of students, staff, funding and regulatory bodies as well as those in local
communities. In the higher education version of EFQM Excellence Model, excellence is also defined
as: "Outstanding practice in managing the organization and achieving results based on a set of
Fundamental Concepts". (Sheffield Hallam University, 2003)

Excellence in Higher Education focuses on the following core concepts and values which are
essential to establishing and maintaining an outstanding institution, department, or program:
(Ruben, 2007)
 A clear sense of purpose (mission) and future aspirations (vision) broadly shared,
understood, and valued.
 Effective leadership and governance processes at all levels, including mechanisms for
feedback and review.
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 Strategic planning, plans, priorities, and goals to translate purposes and aspirations into
specific programs, services, and activities and to ensure that operations and resources are
effectively and efficiently used in support of such directions.
 High-quality programs and services, consistent with the established mission and aspirations,
carefully designed, regularly evaluated, and continuously improved.
 Strong and mutually valued relationships with constituencies, particularly with those
individuals and groups who benefit most directly from the programs and services offered by
the institution or department.
 Information about the needs, expectations, and experiences of key constituencies, gathered
and used as inputs to program and service development, review, and improvement and to
guide day-to-day decision making and resource allocation.
 Qualified and dedicated faculty and staff and a satisfying work environment, with ongoing
review and improvement as priorities.
 Systematic review processes and the assessment of outcomes to determine how successfully
the institution, department, or program is fulfilling its mission, aspirations, and goals; to
document current strengths; and to identify improvement priorities.
 Comparisons with peers and leaders to encourage innovation and improvement and to
provide a context for clarifying strengths and areas in need of improvement.

2.6.1 The adaptation of EFQM Excellence Model for higher education:
The adaptation of EFQM Excellence Model for higher education has been commenced since the
establishment of the business version of the model. It has been successfully used by several
universities across Europe and Asia. The excellence in the higher education in the EFQM Model
is not limited to traditional measure of profit/loss but encompasses the areas such as leadership,
people management and satisfaction. Excellence in the higher education is: (Arjomandi & others,
2009)
 achieving mission/vision;
 achieving/exceeding benchmarks and internal measures;
 best practice;
 community agreement;
 cost-effective;
 customer/stakeholder satisfaction;
 dissemination of good practice nationally and internationally;
 learning outcomes;
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 making optimal use of all resources - financial, human, assets;
 match between desired and actual perception;
 positive atmosphere in staff and student environments - integration in teaching and research;
 quality of teaching and learning;
 relative to starting point - achieving targets.

2.6.2 Higher Education in Palestine:
Educational development in Palestine is a unique, rich, and challenging experience. Unique
because it is one of the very few places in the world, if not the only one, where a Ministry of
Education and Higher Education (MoEHE) is being built from scratch. Rich because of the
eagerness and motivation of the Palestinians to learn and challenging because Palestine is not yet
an independent country and is witnessing conflict on a daily basis (Al Subu, 2009).
What distinguishes the Palestinian education institutions from other neighboring countries is the
existence of the concept of public university that is not governmental, nor private. These
universities do not aim at profit and at the same time enjoying autonomy in management,
recruitment and appointment, and take responsibility for salaries and other operating expenses .
Only the Palestinian universities enjoy this due to its establishment under the Israeli occupation
and the absence of a Palestinian National Authority. http://www.mohe.pna.ps/Intro.htm.
As for higher education (HE), its development is of a relatively recent date. Two-year colleges have
existed since the 1950s. These institutions which focused on teacher training, technical education, or
liberal arts, were either government or UNRWA organized. It is only since the 1970s that the
universities came into being. Created during Israeli occupation, these institutions were part of a
Palestinian collective effort to preserve the Palestinian identity as well as to provide young
Palestinians with the opportunity to pursue HE, after it became increasingly difficult for them to go
abroad for such studies. However, the sector has expanded only since the transfer of education from
Israel to the Palestinian National Authority (PNA) after the Oslo accords in 1990. With the help of
UNESCO, and support from the donor community the PNA created the (MoEHE) and, thus, began
the expansion of the education system in general and of HE in particular (Al Subu, 2009).

The education in the Palestinian territories refers to the educational system in Gaza and the West
Bank administered by Ministry of Higher Education (MoHE). MoHE has a responsibility for the
whole education sector from pre-primary to higher education and it is also in charge of managing
governmental educational institutions and supervising private educational institutions. University
Education in Palestine consists of 4 years of college education to obtain bachelor's degree,
additional 2 years for a master's degree, and 3 more years to obtain a doctorate. Thus the
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Palestinian educational system is compatible with the continuous process which makes it easier
to internationalize (Saffarini, 2010).
The Accreditation and Quality Assurance Commission works in partnership with higher
education institutions to safeguard academic standards and improve the quality of higher
education by developing and implementing accreditation criteria and assessment procedures that
best serve the situation in Palestine and meet the requirements of international standards. The
Accreditation and Quality Assurance Commission is the national reference and the official body
in Palestine entrusted with the granting of licenses to institutions of higher education . According
to the Accreditation and Quality Assurance Commission, there are 6 universities in Gaza Strip
that granted (2 private, 3 public, and 1 governmental).The Islamic University (Public), Gaza
University (Private), Al-Azhar University (Public), Al-Quds Open University (Public), Al-Aqsa
university (Governmental), University of Palestine (Private). http://www.aqac.mohe.gov.ps
After getting the accreditation it's become important for the universities to follow the path of
excellence. The researcher aims to assess the application of enablers criteria of EFQM excellence
model in the Palestinian Universities in Gaza Strip. The findings of the research can help them to
enhance their strengths and overcome their weaknesses, maintain their competitive position, achieve
sustainable success, and gain deserved respect and admiration.

2.6.2.1 Al-Azhar University :
Al-Azhar University was established in Gaza strip in 1991. The establishment of the university
contributes to providing the opportunity of higher education for the Palestinian youth at home
and

abroad

in

order

to

reduce

their

migration

abroad

to

seek

knowledge.

Al-Azhar University aims to meet the needs of the Palestinian and Arab community of qualified
human resources in the various disciplines of knowledge, scientific research, and sustainable
development with a focus on the employment of modern techniques in the collection of science
and knowledge. Al-Azhar University includes the following colleges :
Palestine Faculty of Medicine, Faculty of Dr. Haidar Abdel Shafi for mouth and teeth Medicine,
College of Pharmacy, College of Applied Medical Sciences, Faculty of Engineering and
Information Technology, Faculty of Science, Faculty of Agriculture and Environment, Faculty of
Economics and Administrative Sciences, Faculty of Law, Faculty of Arts and Humanities,
College of Education, College of Sharia . The Central Library at Al-Azhar University is one of
the major libraries in Gaza Strip, as it grew up with the birth of the university in 1991. It has
emerged from the Library of the Palestine religious Institution (Al-Azhar), and grown rapidly
with the great and rapid development of the University, and this growth and development was
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crowned by opening the new building of the Central Library in 2000 under the name of (Jawaher
lal Nehru Library) http://www.alazhar.edu.ps/arabic/AboutAUG.asp

2.6.2.2 Islamic University:
The Islamic University was founded in Gaza strip in 1978. It's an independent academic
institution of higher education institutions, working under the supervision of the Ministry of
Education and Higher Education. The university is a member in: Arab Universities Association,
the Association of Islamic Universities, the Association of the Mediterranean Universities, and
the International Association of Universities, and it has cooperative relations with many Arab
and foreign universities.
The university includes the following colleges: Engineering, Information Technology, Science,
Commerce, Education, Arts, and Sharia law, the origins of religion, nursing, medicine, health
sciences. The university has the following objectives:
 Providing a high academic education to the people of Gaza Strip in particular and the
Palestinian people in general.
 keep up with scientific progress in various fields of life.
 strengthen the scientific and cultural relations with universities.
 Servicing the Palestinian society. http://www.iugaza.edu.ps/
2.6.2.3 Al-Quds Open University:
Al-Quds Open University went through three stages during its establishment which are planning,
preparation of curricula, and its actual functioning in Palestine. The idea of the establishment of
the University started in 1975 based on the needs of the Palestinians for higher education. The
Palestinian National Council approved the plan in 1981, and the preparation of curricula stage
started by the end of 1985 by opening a temporary office in Amman with the consent of the
Jordanian Ministry of Foreign Affairs. During the period from 1985 to 1991, committees of
specialists were preparing academic programs and specializations, study plans, and the
production of educational materials such as textbooks and supportive educational media, mainly
audio-visual aids.
Execution and implementation stage started in 1991 when the university undertook its
educational services with its headquarters in Jerusalem. It spread its educational regions and
study centers in major Palestinian cities, Gaza branch of education founded in 1992, and it's the
first branch of education in Gaza Strip.
The university offers it services based on open learning philosophy. The university prepares its
graduates to meet the needs of the community and workforce. The university is also working on
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emphasizing the role of academic research, and increasing its interaction with the community.
http://www.qou.edu/
2.6.2.4 University of Palestine :
The University of Palestine is an academic institution of the Palestinian higher education
institutions which was founded in order to serve the Palestinian people at home and abroad in
particular, the Arab and foreign students in general. The university mission is to provide a high
level of education by creating an educational environment backed by an integrated modern and
electronic techniques and academic systems with international standards. The university provides
the support and assistance for students to ensure a high level of creativity and excellence.
The University of Palestine was founded in 2003, and began to play a role in the Palestinian
society along with their counterparts from the local universities in March of 2005 in Gaza. After
continuous work in the processing of university programs according to the requirements of the
Ministry of Education and Higher Education and the National Commission for Accreditation and
Quality Assurance for Higher Education Institutions, the university obtained initial license and
then the general accreditation on 15/07/2007. The university got the final accreditation for these
colleges: http://up.edu.ps/ar/University
 Applied Engineering and Constructional Planning.
 Information technology.
 Business and Finance administration.
 Law and judicial practice.
 Media and Communication Education.
 Dental and Oral Surgery.
 Medium studies.
2.6.2.5 Al-Aqsa University :
Al-Aqsa University began in 1955 as an institution for teachers under the management of the
Egyptian government. The goal was to prepare teachers and rehabilitation . In 1991 the
institution was developed to a college known as the faculty of governmental education, and since
then, the college has grown slowly in its educational plans, scientific departments, professors,
and students. The college graduated a lot of teachers and researchers with high scientific and
educational efficiency with bachelor 's and doctoral degrees through the joint graduate program
with the University of Ain Shams.
With the beginning of the academic year 2000/2001 the college has been transferred to Al-Aqsa
University with the following main goals:
 Disseminating knowledge, deepen its roots, and servicing the Palestinian community.
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 Strengthening the institutional development of the Al-Aqsa University.
 Improving the quality of academic programs at the university through the provision of
effective teaching and learning environment.
 Contributing in the improvement of knowledge and understanding as a basis for decision
support and policy making.


Contributing in the sustainable development process of the Palestinian society.

 Developing an educational system that is based on excellence and perfection and meets the
needs of the community development. http://www.alaqsa.edu.ps
2.6.2.6 University of Gaza:
The idea of establishing the University of Gaza started in 2005. In 2007, the University of Gaza
got the initial license to become a new institution of higher education accredited by the Ministry
of Education and Higher Education. In 2008, the University got the public accreditation.
The university of Gaza aims to provide the society with distinct graduates able to meet the needs
of the community and contribute to the society development and well-being. It provides highquality educational mechanisms which is accredited by the Palestinian Ministry of Education and
Higher Education and carefully selected to fit the society values, traditions and requirements, as
well as through its commitment in achieving excellence and providing a learning environment
that serve the scientific, educational and cultural needs of its students.
The University of Gaza includes the following colleges: Faculty of Computer Science and
Information Technology, College of Administrative and Financial Sciences, Faculty of
Communication Sciences and Languages, Faculty of Education, Faculty of Law.
Training according to modern methods occupies an important side in the university programs.
The university provides training programs for the community in the areas that are suitable for the
needs of the labor market and the requirements of development. It maintains a cooperative
academic relationship with a number of major, local, Arab and international universities, to
exchange experiences, information and research. http://www.gu.edu.ps/about/intro
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Chapter 3
Previous Studies
3.1 Introduction:
Seeking for obtaining suitable previous studies that related to the topic of this study (EFQM
Excellence Model), the researcher reviewed various recourses that focused on the application of
enablers criteria of EFQM Excellence Model. This chapter will present (24) previous studies
which is divided to Palestinian studies, Regional studies, and International studies. Also this
chapter will show the main distinction of this study from the previous studies.
3.2 Palestinian studies:
1. "The fact of the institutional performance in Dar Al-Arqam schools in Gaza Strip in
light of the European Model of Excellence and ways to develop it" (Al dajny, 2013).
The aim of this study is to find out the reality of the institutional performance in the Dar AlArqam schools in Gaza Strip in light of the European Excellence Model and ways to develop it
according to the following criteria (leadership and management, institutional planning, human
resources, financial and material resources, foundation's scope of Work, or the services provided
to the society), The researcher followed the descriptive analytical approach. A questionnaire was
applied to the study population consisting of all workers in the schools of Dar Al-Arqam
(Academics and administrators). The study concluded that the total degree of workers estimation
for the institutional performance of their schools in the light of the European Excellence Model
is (70.24%), financial and material resources standard (78.67%), foundation's scope of work
(77.30%), the services provided to the society standard (73.28%), leadership and management
standard (65.53%), institutional planning standard (62.71%), human resources standard
(59.73%). The researcher recommended the following: Re-formulation of Dar Al-Arqam
School's vision and mission, building bridges of trust between the board and staff, and updating
the strategic plan for the school.
2. "Applying leadership criterion of EFQM Excellence Model in higher education
institutions - UCAS as a case study" (Abu Saada, 2013)
The aim of this study is to assess the application of the leadership criterion in the higher
education institutions (University College for Applied Science (UCAS)) as a case study)
according to (EFQM) Excellence Model. The researcher adapted a descriptive analytical
approach and the data collected by a questionnaire based on the items of the leadership subcriteria of EFQM Excellence Model. The questionnaire was distributed to a sample of 64
administrative and academic employees.
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The study concluded that UCAS apply leadership role from the perspective of EFQM Excellence
Model with the percentage of 75.90%. There are active relationships among developing vision,
mission, and values, ensuring the development of managerial system, interaction with customer and
stakeholders, encouraging and supporting employees, and identifying and championing
organizational change with the applying leadership criterion in the UCAS.
The study has presented some recommendations concerning the beginning of practical training
program for leadership and employees to apply excellence criteria in the college to attain EFQM
Excellence Award. The researcher also, recommends starting developing quality systems in other
higher education institutions which will leave good effects on the education in Palestine.

3. "The reality of excellence management at Al-Aqsa University and methods of
development according to the European Foundation for Quality and Management
(EFQM) excellence model" (Sahmoud, 2013)
The aim of this study is to find out the reality of excellence management at Al-Aqsa University
and methods of development according to EFQM excellence model. The study adopted the
descriptive analytical method, and the questionnaires for collecting the fundamental data as the
study instrument, The study dealt with this subject from the perspectives of the holders of the
supervisory positions, The study concluded that: The level of implementing Al-Aqsa University
for the elements of excellence management according to EFQM excellence model was less than
(%60). Leadership (61.88%), policies and strategies (57.80%), human resources (50.32%),
process (57.15%), partnerships and resources (55.03%), satisfaction of the targeted group
(55.82%), employees' satisfaction (50.11%), community service (53.09%), fundamental
performance results (58.49%). The most important recommendations of the study were: the
university leadership at Al-Aqsa university should raise the level of encouraging the employees.
It is better to increase the awareness of employees at the university toward Al-Aqsa university
systems, encourage workers in the university to participate in the development of plans as this
will enhance achieving the goals of the university and its strategy, focusing on making
partnership with the suppliers and supporters of the university, the provision of material and
human resources that help in the application of EFQM excellence model, holding workshops to
explain the procedures and operations carried out by the university.

4. "Applying processes criterion of EFQM Excellence Model in general administration of
investigation and its effect on crime prevention before occurring in Gaza
strip"(Alaesawi, 2013)
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The aim of this study is to identify the extent of the application of processes criterion according
to European foundation for quality management in general administration of investigation and its
effect on crime prevention. By studying the main fields (design and processes management,
improving processes in creative ways, the design development and delivery of services,
management & strengthen customer relations) and its effect on crime prevention. The study
adopted the descriptive analytical approach, and the sample of the study consisted of the officers
of the general administration of investigation .
It was shown that the independent variables according to their importance in the interpretation of
"crime prevention " were as the following (design and processes management, management and
strengthen customer relations). The study concluded that general administration of investigation
apply processes criterion from the perspective of EFQM Excellence Model with the percentage
of 74.82%. The results showed that there is a significant relationship between design and
processes management, improving processes in creative ways, the design development and
delivery of services, management and strengthen customer relations and crime prevention .
Based on the findings, the study recommended: Developing performance indicators for output
processes, Processing overlaps and duplication among the various departments and between the
partners through the analysis models, Promoting and developing the design and delivery of
services based on periodic studies to predict future crime.

5. "The effectiveness degree of the institutional performance in religious education
institutions of the Ministry of religious affairs in Gaza strip, based on the European
model of excellence, and ways to develop it" . (Alnajar, 2014)
The aim of this study is to identify the degree of effectiveness of the institutional performance at
religious education institutions of the Ministry of Religious Affairs in Gaza, based on the
European model of excellence, and ways to develop it, based on the following criteria
(leadership and management, corporate planning, human resources, financial and material
resources, institution scope, services provided to the community), The researcher followed
descriptive analytical method, the study population composed of all employees in religious
education institutions of the Ministry of Religious Affairs in Gaza (academic, administrative).
The study concluded that: the total degree of employees estimation for the institutional
performance of their institutions based on the European model of excellence for all standards
(76.26%), leadership (78.31%), financial and material resources (76.55%), planning (73.81%),
services provided to the community (73.61%), human resources (71.87%).
The study recommended: periodic and continuous follow-up to achieve objectives of operational
plan through the quarterly report, continuous training for employees based on the concepts and
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standards of excellence, provide financial support for the development and processing of
adequate buildings, applying (reward and punishment) policy, encouraging employees to
participate in educational conferences and meetings.
3.2 Regional studies:
1. "Leadership in Tunisian higher education from the perspective of the EFQM Excellence
Model". (Koubâa & others, 2010)
The aim of this study is to evaluate HE leadership practices from the perspective of the EFQM
Excellence Model, the researcher used the questionnaire which was administrated to all higher
education leaders at the university of Sfax.
The research found that some of the identified strengths reflect the awareness of leaders of the
importance of improving leadership effectiveness, their involvement in taking ownership of the
agreed targets and processes, and taking part in the establishment and improvement of the
institutional management system.
However, a number of weaknesses are deduced such as: the lack of ability to develop the mission
and vision, the lack of importance accorded to reviewing the process management system as well
as maintaining strong partnerships, the unavailability of some leaders to communicate with
stakeholders and to recognize them.
These findings suggest that a new type of leadership that is aware of the importance of starting
excellence journey is needed and leaders should be personally involved in the development of
their institutional missions, to capture and create a compelling vision, also to manage their
institutions in terms of processes carried out through an adequate system that is periodically
reviewed, to develop successful partnerships with their stakeholders, and to champion
organizational change.
2. "Evaluating the quality of kindergartens in the province of Damascus according to the
standards of the European model for quality management (EFQM)". (Alhusen, 2011)
The aim of this study is to evaluate the quality of kindergartens in the province of Damascus
according to the standards of the European Model for Quality Management (EFQM). The study
sample consisted of (100) kindergartens foundation in the province of Damascus in Syria Arab
Republic. The questionnaires were addressed to the managers of kindergartens.

The results showed a statistically significant differences between the managers of kindergartens
according to whether its public or private in the dimensions of leadership, strategy and key
performance results. The results showed that there are statistically significant differences
between the managers according to qualification in the dimensions of strategy and key
performance results.
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The results showed a statistically significant differences between the managers of kindergartens
according to the years of experience in the dimensions of leadership, strategy, community results
and key performance results. The results show that the percentage of applying EFQM excellence
model criteria is: leadership (55%), policies and strategies (60%), people (56%), process (70%),
partnerships and resources (61%).
The study recommended that the ministry of education should ensure the quality of kindergartens
according to international quality standards, specific training for workers in kindergartens on the
mechanisms of applying quality standards, continuous assessment of the performance of
kindergartens according to national and global standards.

3.3 International Studies:
1. "Total quality management in hospitality: an application of the EFQM model"
(Camison, 1996)
The aim of this study is to apply EFQM excellence model criteria to make a cross-analysis of the
views of quality from the standpoint of management and external customers in Valencia's hotel
industry. This study presented an empirical evidence on the extent to which the EFQM quality
model might assist Valencian hoteliers to know and to close the gap between perceptions of
quality and self-assessed ratings of quality performance. The final sample of companies
examined consisted of 38 hotels.
The consumer representative sample was selected at random and was made up of 250 persons
who were customers of at least one hotel located in the Valencian community. There was no
discrimination as to age, sex or level of income. A questionnaire of EFQM is used.
The results show that the percentage of applying EFQM excellence model criteria is: leadership
(62.5%), policies and strategies (67.5%), people (65%), process (72.5%), partnerships and
resources (55%), customer result (83.75%), people result (75%), society result (56.25%), result
(55%). The study recommended: measuring the degree of matching customers needs and
expectations, and comparing the results with perceived quality; acting as a basis for the strategic
process, identifying improvement activities; controlling competitiveness in quality with the help
of benchmarking exercises, development of new systems of qualification able to evaluate the
total quality of a hotel business.

2. "The EFQM management model for TQM applied to laboratory medicine"(Bièvre &
others, 2001)
The aim of this study is to apply EFQM excellence model criteria in a medical laboratory in
Elisabeth hospital setting. The EFQM scorings was performed by the laboratory management
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themselves (self evaluation) and not by an independent body by using a standard questionnaire
of EFQM. The results obtained were very recognizable. Strengths and weaknesses were found
and approved. Study findings show that the received points regarding self- assessment of the
medical laboratory performance (from 1000 points) was 376.5. The percentage of applying
EFQM excellence model criteria is: leadership (40%), policies and strategies (36%), people
(40%), process (38%), partnerships and resources (50%), customer result (35%), people result
(25%), society result (35%), key result (40%).
The study recommended that the laboratory medicine should fit seamlessly and transparently
within the context of medical patient care. This recognize that medical laboratories are part of a
larger system becomes even more pronounced in the results section of the EFQM model and
cumulates in the key performance results. It is clear that the quality of the output of medical
laboratory should be improved, assessed and assured. The EFQM model offers a perfect tool to
achieve this.

3. "The quality of leadership (QL): the EFQM leadership criterion in relation to the 360°
feedback evaluation method". (Goldschmidt & others, 2002)
The aim of this study is to make a comparison between the EFQM leadership criterion with 360°
feedback evaluation method. Both methods are compared and practiced on various individuals.
A checklist was developed to facilitate scoring in the EFQM leadership sub model. Both
methods, although from a different origin, could be linked easily, covered very similar aspects
and gave results that were in excellent agreement with each other.
The scoring showed almost identical results. A comparison between the two quality of
management scorings systems yielded similar results: (QL) EFQM =49.5% and (QL) 360°=
52.5%. The study recommended that from an operational point of view the EFQM method is
better because it fits a broader quality picture. However, if specific issues are on stack, such as
individual behavior change or team building, the 360° evaluation method or parts of that should
be preferred.

4. Leadership best practices for sustaining quality in UK higher education from the
perspective of the EFQM Excellence Model" (Asare & others, 2005)
The aim of this study is to deepen the understanding and to encourage further research on
leadership best practices for sustaining quality improvement in UK higher education institutions
(HEIs).
A mix of questionnaires, interviews, and hypothesis testing, was used to explore the critical
factors for effective leadership and to obtain descriptive accounts of leadership best practices,
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which led to the development of a conceptual framework for effective leadership for academic
quality. The result of the study Identifies and categorizes leadership practices into “weak”,
“good”, “best”, and “excellent” on the basis of efficiency and effectiveness of each practice in
sustaining academic quality improvement. The study recommended a conceptual framework for
improving “weak” leadership practices.

5. "Using enablers of the EFQM model to manage institutions of higher education".
(Arturo & others, 2006)
The aim of this study is to analyze the implicit relationships among enabler agents of the
European excellence model to serve as a framework for the management and improvement of the
quality in higher education institutions.
The data were obtained using a questionnaire following the self-assessment philosophy of the
EFQM model. The questionnaires were addressed to the senior staff at the universities in 111
Spanish public university centers.
The results achieved support the relationships hypothesized and indicate the role of enabler
agents as a basis for establishing a management model that leads universities towards excellence.
The percentage of applying enablers criteria of EFQM excellence model criteria is as the
following (leadership (76.9%), policies and strategies (75.3%), people (58%), process (62.5%),
partnerships and resources (48.4%) .
The study recommends that for the implementation of any quality improvement, it is necessary to
have the leadership and commitment of the senior management of the center and must go hand in
hand with a well-defined policy and strategy. Each university centre must try to identify its key
processes, document them and assign people to be in charge of monitoring and improving them.

6. "An Approach to Quality Improvement of Education in Nigeria through EFQM
Excellence Model". (Ololube, 2006)
The aim of this study is to evaluate the existing leadership styles and management practices in
the education environment in Nigeria using (EFQM) Excellence Model, and identify some
excellence-related factors associated with success in the model. the population of the study
consisted of senior staff of the ministry of education.
Questionnaire was used for data gathering through a random sampling procedure. Data were
analyzed through the use of quantitative research procedures.
The findings revealed that the leadership styles and management practices used by the Ministry
of Education are not relevant to the educational development needs of Nigerian schools and do
not welcome innovation; also there are relationships between the leadership styles and
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management practices used and the level of educational performance, dissatisfaction of
employees with the bureaucratic management style of leadership, lack of partnership and
collaboration among employee in the Ministry of Education, The study further revealed that the
Ministry of Education is faced with enormous constraints which hinder the realization of its aims
and objectives. The percentage of applying EFQM excellence model criteria is as the following
(leadership (49%), policies and strategies (55. 5%), human resources (47%), partnerships and
resources (39.6%).
This research fulfils a need to provide the Ministry of Education, educational administrators,
policy makers, educational planner and researchers that are interested in empirical information
methods that might help them improve the quality of education with a framework and guide for
assessing and planning towards sustainable excellent improvement in Nigerian education.
7. " Using the EFQM excellence model to the process assessment" (Michalska, 2008)
The aim of this study is to show the EFQM Excellence Model approach. In this study the model
was introduced not only in the whole organization but also in the selected processes in the
company.
The questionnaire was used for data gathering through a random sample from the employees
working at the selected polish company of the machine industry.
The investigated company used the EFQM Excellence Model as a diagnostic tool for assessing
the selected process. The percentage of applying EFQM excellence model criteria is 71.4%
(leadership (66%), policies and strategies (57.6%), human resources (57.6%), process (57.14%),
partnerships and resources (66.6%) .
Through this approach the organization is better able to balance its priorities, allocate resources
and generate realistic business plans.
8. "An Empirical Study of the EFQM Excellence Model in Iran"(Yaghoubi & others,
2011)
The purpose of this study is to ascertain the effect of implementation of EFQM excellence model
in Power Department of Sistan and Baluchestan Organization in Iran. Data was collected using
the questionnaires of EFQM. The sample size consists of 103 employees (13 women and 90
men) that were selected randomly from the organization employee.
The results of this study show that the rate of change in the present organization after
implementation EFQM model lead to developed organization in the dimensions of excellence
model (Leadership, policy and strategy, human resource, resources, processes, customer, results,
employee results, leadership results, performance results). As total points resulted from company
assessment in 2006 and 2008 were 168 and 235 orderly.
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This compression showed that there is growth of about 40 percent and continuous improvement
in organization. The percentage of applying EFQM excellence model criteria is: leadership
(31.72%), policies and strategies (50.45%), human resources (25.68%), process (46.44%),
partnerships and resources (31.36%). The study recommended that if you want to compete in the
dynamic and complex environment, you certainly need to implement EFQM in your
organization, because it is inevitable.

9. "Evaluation of the degree of fulfillment of the EFQM excellence model criteria by the
SMES in Romania". (Olaru & others, 2011)
The objective of this study is to determine the degree of fulfillment by SMEs (small and medium
sized enterprises) in Romania of the EFQM excellence model criteria, the 2010 version, in
conjunction with their concerns for the implementation of an ISO 9001 quality management
system. A questionnaire-based survey has been conducted. A number of 3100 questionnaires
were distributed and 1227 questionnaires were received filled in by respondents.
The study shows that the SMEs in Romania consider that they meet only to a satisfactory degree
the EFQM excellence model criteria. The poorest fulfillment degree identified being those
related to the criteria: “society results”, “processes, products and services”, “strategy” and
“people results”. The research showed that the implementation of a quality management system
according to ISO 9001 standard has had a positive impact on the SMEs ability to fulfill the
criteria of the EFQM excellence model, especially in the case of SMEs active in production
sector. The research recommended to extend this research, based on the results obtained, in order
to identify the best ways to improve the performance of SMEs in Romania for their sustainable
development, in the light of the requirements defined by the EFQM excellence model.

10. " Comparative Study of Application of the EFQM Excellence Model in Central
Libraries of Governmental & Medical Sciences Universities of Tabriz (Iran)"
(Mohamadesmaeil & others, 2011)
The aim of this study is to provide knowledge about the Application of the EFQM Excellence
Model in Central Libraries of Governmental and Medical Sciences Universities of Tabriz (Iran).
The research population includes 22 managers and officials working in Central Library in Tabriz
University and Medical university of Tabriz. The tools for data collection was an explanatory
interview and questionnaires.
The findings of the study reveal that the model is applicable in library environment. The rate of
management quality at central library of medical university of Tabriz is on a fairly middle level,
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leadership gained 55.28 %. Policy and strategy gained 47.40 %. People gained 53.24 %.
Partnership and resources gained 60.04 %. Processes gained 32.29 % of the desired status.
Rate of management quality at central library of Tabriz is also on a fairly middle level of quality of
management. leadership gained 58.9 %. Policy and strategy gained 46.4 %. People gained 59.48 %.
Partnership and resources gained 63.95 %. Processes gained 56.37%. The study recommended that it
is necessary for both libraries to have an appropriate approach deployed all over the organizations,
holding various training programs as well as seminars and workshops to introduce the concept of
quality and expected roles to people, measuring the level of people satisfaction continuously,
developing a strategic plan, developing a well-organized policy and deploying it all over the
organization to introduce organizational goals to the employees.

11. "Self assessment with regard to EFQM model and the relationship between its criteria
and organization performance" (Gorji & Siami, 2011)
The main purpose of the study is to assess a hospital's performance with regard to EFQM model
and then determining the relationship between nine criteria and organizational model of
excellence with hospital's performance. The research method was survey and the selected sample
included all managers and 203 employees. To collect data a standard questionnaire of
performance assessment, and two questionnaires of relationship assessment one for enablers
criteria and another for results` criteria with organizational performance. Study findings show
that the received points regarding self- assessment of the hospital's performance (from 1000
points) was 562.2 (Enablers criteria= 319.2 and results` criteria= 243), leadership (66%), policies
and strategies (53.5%), people (69.1%), process (67.2%), partnerships and resources (60.4%),
customer result (50.6%), people result (41.5%), society result (36%),key result (55.5%). The
results showed that there was a significant relationship between hospital's performance and nine
criteria EFQM model. The study recommended applying strategic and long-lasting program
based on company's staff cooperation, innovation and creative background to improve the
current processes in an organizations, employing appropriate members in hospitals next
programs, running a complete and periodic calibration system in the hospital, over viewing
processes should be based on universal standard and up to date information.

12. "Evaluation of physical activity (PA) programs for elderly people- a descriptive study
using the EFQM’ criteria"(Marques & others, 2011)
The aim of this study is to characterize the quality management models of the PA programs
developed by portuguese local administration to enhance quality of life for elderly people,
according to the criteria of the EFQM excellence model.
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A methodological triangulation was conducted in 26 PA programs using questionnaire surveys,
semi structured interviews and document analysis. Results showed that processes gained
(65,38%), leadership (61,03%), customer results (58,46) and people (51,28%) had high
percentage occurrences of quality practices. In contrast, partnerships and resources gained
(45,77%), people results (41,03%), policy and strategy (37,91%), key performance results
(19,23%) and society results (19,23%).
The findings suggest that although there are some good practices in PA programs, there are still
relevant areas that require improvement. To achieve excellence, organizations must also focus on
the people results since people involvement is one of the most important drivers of continuous
improvement, adopts a management philosophy based on processes, information management
should involve supervision of the storage, communication, utilization and tracking of
information related to the program and facility, creating value and promoting cooperation
agreements based on mutually beneficial joint synergies.
13. "Self-Assessment of Organization’s Performance with Regard to Criteria of Excellence
Model (EFQM)". (Gorji & Emami, 2012)
The main purpose of the study is to assess a hospital's performance with regard to EFQM model
and then determining the relationship between enablers’ criteria of organizational model of
excellence with hospital's performance.
To collect data a standard questionnaire for performance assessment and a questionnaire for
relationship assessment of enablers criteria with organizational performance is used. The results
showed that all research hypotheses were accepted and there was a significant relationship
between hospital's performance and enablers’ criteria EFQM model. The priority of effectiveness
of enablers criteria on hospital's performance are: processes criteria, partners and resources,
leadership, People, policies and strategies.

14. "EFQM-based self-assessment of quality management in hospitals affiliated to Kerman
University of Medical Sciences" (Dehnavieh & others, 2012)
The purpose of this study is to extend the view of current status of quality management in Iran’s
hospital industry by reporting the details of an EFQM-based self-assessment of quality
management in hospitals of Kerman University of Medical Sciences. A cross-sectional study was
conducted over the period of October to December 2011 by enrolling heads of departments and
chief executive officers of all the four university hospitals of Kerman, The standard EFQM
questionnaire was used to measure quality management. The percentage of applying EFQM
excellence model criteria is: leadership (59.9%), policies and strategies (58.5%), human
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resources (52.8%), process (62.9%), partnerships and resources (54.3%), customer results
(62.2%), people results (53.8%), society results (53.7%.), key performance results (52.1%).
Scores appeared to be overestimated compared to those gained by pioneer healthcare settings in
developed countries. However, the scores were found more realistic in comparison with those in
precedent domestic studies, suggesting a trend of gradual improvement of quality management
knowledge and self-assessment skill. The data suggest that the criteria People and Resource and
Partnership are of a high priority for improvement in order to reach satisfactory Key
performance results.

15. "Performance evaluation of Islamic Azad University, Qom Branch, Using the EFQM
Organizational Excellence Model". (Khajeh & Salami, 2013)
The purpose of this study is to determine the performance self-assessment score of Islamic Azad
University at Qom Branch based on EFQM Excellence model.
207 managers, experts and faculty members of Islamic Azad University at Qom Branch were
selected using stratified random sampling method and the questionnaire was used for data
collection.
The University’s performance self-assessment mean score in the area of enablers was 229 and in
results area was 233. The highest score obtained in enablers’ area was associated with leadership
criterion and the lowest score was related to strategy and policy. Population results criteria
obtained the highest and the staff’s results obtained the lowest scores of the results area. In view
of managers, experts and faculty members, Islamic Azad University at Qom Branch obtains 462
out of 1000 possible sores of EFQM Excellence Model. Moreover, it is at an average but
desirable status. The study recommended applying strategic and long-lasting program based on
university staff cooperation and focusing on the people involvement.

16. "Performance evaluation of Sadoghi hospital based on EFQM organizational
excellence model" (Far & others, 2013)
The aim of this study is to evaluate the performance of Shahid Sadoghi Yazd hospital through
EFQM approach. Data collection instrument was EFQM organization Excellence Model
questionnaire which was completed by all the managers.
The research data was gathered from a sample of 302 patients, staff, personnel and medical staff
working in different parts of the hospital. Random stratified samples were selected and
descriptive statistics were utilized in order to analyze the data. The results revealed that Shahid
Sadoughi hospital acquired 185.41 points out of the total 500 points considered in the model
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EFQM. In other words, the rating reflects the fact that regarding the defined desired position, the
hospital has not achieved the desired rating.
The study recommends that more attention is required in regard to therapeutic management in
this hospital. Therefore, codifying an efficient and effective program to improve the hospital
performance is necessary. Furthermore, it seems that EFQM model can be considered as a
comprehensive model for performance evaluation in hospitals.
17. "Applying the EFQM Model in Performance Measuring of Organization" (Mahalli,
2013)
The aim of this study is to measure the performance of an active enterprise in steel industry in
Iran based on the enabler criteria of EFQM model. The statistical population includes all
managers, supervisors and experts. A standard questionnaire of EFQM is used. The results show
that considered criteria of enabler's scope in EFQM and the degree of achievement to the goals
indicate that all criteria of enabler's scope are related to company's performance and relatively
result in the promotion and improvement of the company's performance. Only in resource or
human resource management is weaker than other criteria. The percentage of applying enablers
criteria of EFQM excellence model is: leadership (45.7%), policies and strategies (40%), human
resource (36.4%), process (50.5%), partnerships and resources (50.1%). The study recommended
that human resource elements, with respect to its lower influence on improvement and promotion
of performance in comparison with other aspects, regarded as weak sides that must be improved.
In terms of its processes, the enterprise and its resources that are considered as strong sides are
identified with the best processes and the field must be provided with the optimum condition, so
that this enterprise can continue its movement toward excellence and achieve its goals.
Comments on the previous studies:
Aspects of agreement with previous studies:
 This study is similar to all the above studies in discussing EFQM excellence model as a well
known model in excellence regardless of focusing on one criterion of the model or more.
 This study is similar to (Abu Saada, 2013), (Sahmoud, 2013), (Koubâa & others, 2010),
(Asare & others, 2005), (Arturo & others, 2006) and (Khajeh & salami, 2013) studies in the
application on higher education.
 This study is similar to most of the previous studies in following a descriptive approach.
 This study is similar to the previous studies in using the questionnaire as a basic study tool
regardless of using other supportive tools or not such as (interview, document analysis), as
(Asare and others, 2005), (Mohamadesmaeil & others, 2011) studies that used the
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questionnaire and interview, and (Marques & others, 2011) that used the questionnaire,
interview, and document analysis .
 This study is similar to (Sahmoud, 2013), (Alaesawi, 2013), (Koubaa and others, 2010),
(Alhusen, 2011), (Arturo and others, 2006), (Ololube, 2006), (Mohamadesmaeil & others,
2011), and (Dehnavieh & others, 2012) in the target group which is holders of supervisory
positions and senior staff.
Aspects of benefiting from the previous studies:
 Choosing the methodology of the study and viewing the recent experiences of those studies.
 Viewing the tools that are used in the previous studies and choosing the best one for the
current study.
 Benefiting from the results and recommendations of the previous studies, for example (Abu
Saada, 2013) study recommended applying EFQM excellence whole Model in higher
education institutions for further studies. The researcher chooses the five enablers criteria to
assess their application in the Palestinian Universities in Gaza Strip.
Aspects of differences with previous studies:
 The main distinction of this study from other studies (From the perspective of the
researcher) is that it is the first study that assesses the application of enablers criteria of
EFQM excellence model in higher education-Palestinian Universities in Gaza Strip.
 Some studies aimed at studying the application of all the criteria of EFQM excellence model
such as (Bièvre & others, 2001) study which aims to apply EFQM excellence model criteria
in a medical laboratory in Elisabeth hospital setting, (Olaru & others, 2011) aims to
determine the degree of fulfillment by SMEs (small and medium sized enterprises) in
Romania of the EFQM excellence model criteria. Furthermore (Mohamadesmaeil & others,
2011) aims to provide knowledge about the Application of the EFQM Excellence Model in
Central Libraries of Governmental & Medical Sciences Universities of Tabriz (Iran).
 Some studies aimed at evaluating the performance, quality, or studying the reality of
excellence management according to EFQM excellence model all criteria such as (sahmoud,
2013) study which focused on finding out the reality of excellence management according
to EFQM excellence model, and (Alhusen, 2011) who evaluated the quality of kindergartens
in the province of Damascus according to the standards of the European Model for Quality
Management (EFQM). Moreover (Camison,1996) study applyed EFQM excellence model
criteria to make a cross-analysis of the views of quality from the standpoint of management
and external customers in Valencia's hotel industry, (Yaghoubi & others, 2011) study
focused on exploring the effect of implementation of EFQM excellence model in Power
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department of Sistan and Baluchestan Organization in Iran. (Michalska, 2008) used the
EFQM Excellence Model approach to evaluate selected processes in the company, and
(Gorji & Siami, 2011) assessed a hospital's performance with regard to EFQM model.
Furthermore (Marques & others, 2011) evaluated the physical activity (PA) programs for
elderly people using the EFQM criteria, (Dehnavieh & others, 2012) extended the view of
current status of quality management in Iran’s hospital industry by reporting the details of
an EFQM-based self-assessment. In addition (Gorji & Emami, 2012) assessed a hospital's
performance with regard to EFQM model, also (Khajeh & Salami, 2013) determined the
performance self-assessment score of Islamic Azad University at Qom Branch based on
EFQM Excellence model. (Far & others, 2013) evaluated the performance of Shahid
Sadoghi Yazd hospital through EFQM approach.


Some studies aimed at finding out the reality of institutional performance or evaluating the
performance according to enablers criteria of EFQM Excellence model such as: (al dajny, 2013)
who tried to find out the reality of the institutional performance in light of the European
excellence model. (Alnajar, 2014) who identified the degree of effectiveness of institutional
performance at religious education institutions in the Ministry of Religious Affairs in Gaza
Strip. Moreover (Mahalli, 2013) study aimed to measure the performance of an active enterprise
in steel industry in Iran based on the enabler criteria of EFQM model.

 Some studies aimed at testing the application of one criterion only such as: (Abu Saada,
2013) who assessed the application of one criteria of the enablers criteria which is
leadership criterion in the University College for Applied Science (UCAS), (Alaesawi,
2013) who identified the extent of the application of processes criterion according to
European foundation for quality management in General Administration of Investigation
and its effect on crime prevention. Furthermore (Koubâa & others, 2010) evaluated HE
leadership practices from the perspective of the EFQM Excellence Model.
 Some studies focused on the possibility of achieving quality or sustaining quality of the
organization through evaluating practices of one criterion of the model or studying the
impact of applying enablers criteria such as: (Asare & others, 2005) who tried to deepen the
understanding and to encourage further research on leadership best practices for sustaining
quality improvement in UK Higher Education Institutions, and (Arturo & others, 2006) who
analyzed the implicit relationships among enabler agents of the European excellence model
to serve as a framework for the management and improvement of the quality in Higher
Education Institutions. (Ololube, 2006) evaluated the existing leadership styles and
management practices in the education environment in Nigeria using (EFQM) Excellence
Model.
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This study differs from the previous studies applied in the higher education field and targeted all
the holders of supervisory positions such as (Sahmoud, 2013), (Koubaa & others, 2010), (Arturo
& others, 2006), (Ololube, 2006). This study focused only on the universities councils members.

The next table summarizes the main distinction of this study from the previous studies:
Table (3.1)
The main distinction of this study from the previous studies

The main
Previous studies

Current study

distinction of this
study (study gap)

 Studies focus on the application of all the
criteria
(enablers

of

EFQM
and

excellence

results

(in

model

(hospitals,

None

enterprises, libraries of universities)

 Studies focus on the EFQM excellence
model whole criteria in order to evaluate

reality of excellence management in The aim of this
hospitals,

organizations, study is to assess

hospitality, programs)

the application of

 Studies aim to evaluate the performance enablers criteria of
according to enablers criteria of EFQM EFQM
Excellence model only in (schools, model
enterprises)

excellence
in

the

Palestinian

 Studies focus on the application of one Universities in Gaza
criterion

only

in

(universities, Strip

organizations)
 Studies aim to study the possibility of
achieving quality or sustaining quality of
the

organization

through

evaluating

practices of one criterion of the model or
studying the impact of applying enablers
criteria.
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the

previous

studies

assessed

the

application of all

the performance, quality, or studying the

(universities,

of

the

enablers

criteria of EFQM
excellence model
in the Palestinian
Universities

to

know where they
are on the path of
excellence and to
get findings that
can

help

in

enhancing

their

strengths

and

overcoming their
weaknesses.
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Chapter 4
Research Methodology
4.1 Introduction:
This chapter will present the methodology and procedures used to conduct this study. The
chapter consists of study methodology, data collection, tool development and design, research
population and sample, validity and reliability of questionnaire, and statistical methods.

4.2 Study methodology:
The study will follow a descriptive approach. This approach can be used to describe
characteristics of objects, people, groups, organizations, or environments, tries to paint a picture
of a given situation by addressing who, what, when, where, and how questions (Zikmund &
others, 2009).
In order to collect the needed data, the researcher used the following sources of data:
 Secondary sources: This include previous studies, books, academic magazines, periodicals,
websites and electronic versions, reports, and published articles related to the subject.
 Primary data: This will be collected by the questionnaire using the EFQM excellence model,
higher education version.

4.3 Tool development and design:
A questionnaire was designed according to enablers criteria and sub criteria of the EFQM
excellence model (higher education version). The aim is to assess the application of enablers
criteria of EFQM excellence model in the Palestinian Universities in Gaza Strip. The
questionnaire consists of two main parts:
Part I: Personal information about the respondent (gender, age, qualification, the university,
years of service at the university, years of experience in the current position and
occupation).
Part II: Do the Palestinian universities in Gaza strip apply the enablers criteria of the EFQM
excellence model? It consists of 126 paragraph, distributed as follows:
 Leadership: It consists of (25) paragraphs.
 Policy and Strategy: It consists of (20) paragraphs.
 People: It consists of (26) paragraphs.
 Partnership and resources: It consists of (30) paragraphs.
 Process: It consists of (25) paragraphs.
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The answers of the paragraphs followed (1-10) scale. The closer the answer to 10 indicate high
approval on what is stated in the paragraph.

Table (4.1)
Scale of the study

Level

Strongly agree

Scale

10

Strongly disagree
9

8

7

6

5

4

3

2

1

4.4 Population of the study:
The population of the study includes all the members of the universities councils in Gaza Strip
(Islamic University, Al-Azhar University, Al-Aqsa University, University of Palestine). The
study is considered a comprehensive survey of all the members of the population.
The president of the University of Gaza refused to participate in the study and Al-Quds Open
University was excluded due to its centralized system of making decision. The university council
resides in the West Bank, and there is only five members of university council in Gaza. The
members are the managers of branches and vice president of Gaza Strip affairs. In addition, the
university follows an open education system which is different from the other universities
included in the study.
Table (4.2) illustrates the distribution of the study population:.
Table (4.2)
Sample size

University

No. of university council members

1

Islamic University

22

2

Al-Azhar University

18

3

Al-Aqsa University

21

5

University of Palestine

18

Total

79

Source:(http://www.alazhar.edu.ps, http://www.iugaza.edu/, http://up.edu.ps, http://www.alaqsa.edu.ps)

(79) questionnaires were distributed, (75) questionnaires were received from the respondents with
response rate (94.9%).
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4.5 Validity and reliability of the questionnaire:
A pilot study was conducted to provide trial run for the questionnaire. The aim is to test the
wordings of question, identify ambiguous questions, and test the techniques used to collect data.
4.5.1. Validity of the questionnaire:
Validity refers to the degree to which an instrument measures what it is supposed to measure.
Validity has a number of different aspects and assessment approaches, such as content validity
and statistical validity.

4.5.1.1 Content validity:
The initial questionnaire has been given to a group of referees to judge its validity according to
its content, the clearness of its paragraphs meaning, appropriateness to avoid any
misunderstanding. The researcher responded to their opinions and performed the necessary
modifications.

4.5.1.2 Statistical validity:
To insure the validity of the questionnaire, two statistical tests were applied. The first is criterion
related validity test and the second is structure validity test.

* Criterion related validity:
Criterion related validity is used to test the validity of the questionnaire. It is measured by a
scouting sample, which consisted of 30 questionnaire through measuring the correlation
coefficients between each paragraph in one field and the whole filed. Appendix (1) shows
correlation coefficients between each paragraph of sub criterion and the whole sub criterion for
all the sub criteria under each criterion. The result shows that p-value (Sig.) are less than 0.05, so
the correlation coefficients for each sub criterion are significant at α = 0.05. It can be said that
the paragraphs under each sub criterion are consistent and valid to measure what it was set for.

* Structure validity:
Structure validity is the second statistical test used to test the validity of the questionnaire
structure by testing the validity of each field and the validity of the whole questionnaire. It
measures the correlation coefficient between one field and all the fields of the questionnaire that
have the same level of scale.

Part one: Leadership
Table (4.3) clarifies the correlation coefficient between each sub criterion of "Leadership
criterion" and the total of the criterion. Correlation coefficients are between (0.685-0.752) which
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is more than 0.5. The p-value (Sig.) are less than 0.05. The correlation coefficients of this
criterion are significant at α = 0.05, so it can be said that the sub criteria of this criterion is valid.

Table (4.3)
Correlation coefficient of each sub criterion and leadership criterion

#

Criterion

Pearson Correlation p-value

Sub criteria

coefficient

(Sig.)

0.745

10110

0.699

10111

0.685

10111

0.752

10111

0.699

0.000

Leaders develop the mission, vision, values and ethics,

1.

and are role models of a culture of excellence.
Leaders are personally involved in ensuring the
university’s

2.

management

system

is

developed,

implemented and continuously improved.
Leadership
3.

Leaders are involved with and interact with customers,
partners and representatives of society.
Leaders motivate, support and recognize the

4.

university’s people, and nurture a culture of excellence

5.

Leaders identify and champion organizational change.

*Correlation is significant at the 0.05 level

Part two: Policy and Strategy:
Table (4.4) clarifies the correlation coefficient between each sub criterion of "policy and strategy
criterion" and the total of the criterion. Correlation coefficients are between (0.658-0.756) which is
more than 0.5. The p-value (Sig.) are less than 0.05. The correlation coefficients of this criterion are
significant at α=0.05. It can be said that the sub criteria of this criterion is valid.
Table (4.4)
Correlation coefficient of each sub criterion and policy and strategy criterion

#

Criterion

Sub criteria
Policy and strategy are based on the present and future

1.

needs and expectations of stakeholders.

Pearson Correlation p-value
coefficient

(Sig.)

0.742

10110

0.658

10111

0.721

10111

0.756

10111

Policy and strategy are based on information from
2.

Policy and
Strategy

3.
4.

performance measurement, research, learning and
externally related activities.
Policy and strategy are developed and reviewed
Policy and strategy are communicated and deployed
through a framework of key processes.

*Correlation is significant at the 0.05 level
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Part three: People:
Table (4.5) clarifies the correlation coefficient between each sub criterion of "people criterion"
and the total of the criterion. Correlation coefficients are between (0.685-0.756) which is more
than 0.5. The p-value (Sig.) are less than 0.05. The correlation coefficients of this criterion are
significant at α = 0.05, so it can be said that the sub criteria of this criterion is valid.

Table (4.5)
Correlation coefficient of each sub criterion and people criterion.

#

Criterion
People

1.

resources

are

planned,

managed and improved.
People’s

2.

Pearson Correlation p-value

Sub criteria

People

3.

knowledge

competencies

are

(Sig.)

0.756

10110

0.687

10111

0.685

10111

0.720

10111

and
identified,

developed and sustained
People are involved and empowered
People are rewarded, recognized and

4.

coefficient

cared for

*Correlation is significant at the 0.05 level
Part four: Partnership and resources
Table (4.6) clarifies the correlation coefficient between each sub criterion of "partnership and
resources criterion" and the total of the criterion. Correlation coefficients are between (0.6780.823) which is more than 0.5. The p-value (Sig.) are less than 0.05. The correlation coefficients
of this criterion are significant at α = 0.05, so it can be said that the sub criteria of this criterion is
valid.
Table (4.6)
Correlation coefficient of each sub criterion and partnership and resources criterion.

#

Criterion

Internal and external

1.

partnerships are managed

2.
3.
4.
5.

Sub criteria

Finances are managed
Partnership

Buildings, equipment and

and resources

materials are managed
Technology is managed
Information and knowledge are
managed

*Correlation is significant at the 0.05 level
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Pearson Correlation p-value
coefficient

(Sig.)

0.678

10110

0.724

10111

0.823

0.000

0.699

10111

0.756

10111

Part five: Process:
Table (4.7) clarifies the correlation coefficient between each sub criterion of "process criterion"
and the total of the criterion. Correlation coefficients are between (0.682-0.756) which is more
than 0.5. The p-value (Sig.) are less than 0.05. The correlation coefficients of this criterion are
significant at α=0.05, so it can be said that the sub criteria of this criterion is valid.
Table (4.7)
Correlation coefficient of each sub criterion and process criterion.

#

Criterion

1.

Pearson Correlation p-value

Sub criteria
Processes are systematically designed and managed

coefficient

(Sig.)

0.756

10110

0.699

10111

0.682

10111

0.754

10111

Processes are improved, as needed, using innovation in
2.

order to fully satisfy and generate increasing value for
students, staff and other stakeholders.
process

3.

Academic courses, professional services and internal
services are designed and developed based on customer
needs and expectations
Student, commercial and internal customer relationships

4.

are managed and enhanced

*Correlation is significant at the 0.05 level
Table (4.8) clarifies the correlation coefficient for each criterion and the whole questionnaire.
Correlation coefficients are between (10875-10924) which is more than 0.5. The p-values (Sig.) are
less than 0.05, so the correlation coefficients of all the criteria are significant at α = 0.05. The criteria
are therefore valid to measure what it was set for to achieve the main aim of the study.

Table (4.8)
Correlation coefficient of each criterion and the whole of questionnaire.

#

Criterion

4.

10110

Policy and Strategy

10899

10111

People

10924

10111

Partnership and resources

10875

10111

process

10911

10111

in Gaza strip apply the
enablers criteria of EFQM
excellence model

Sig.

10912

Do the Palestinian universities
3.

Correlation

Leadership

1.
2.

Pearson

5.

*Correlation is significant at the 0.05 level
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4.5.2. Reliability of the questionnaire:
According to Ishtawi (2011), reliability is defined as "instrument consistency". The reliability of an
instrument is the degree of consistency which measures the attribute; it is supposed to be measured.
The less variation an instrument produces in repeated measurements of an attribute, the higher its
reliability. Reliability can be equated with stability, consistency, or dependability of a measuring
tool. The test is repeated to the same sample of people on two occasions and then compares the
scores obtained by computing a reliability coefficient. After applying the questionnaire and treating
the data by SPSS program, the researcher calculated the reliability of the questionnaire by using
cronbach's alpha coefficient.

4.5.2.1 Cronbach's alpha coefficient:
This method is used to measure the reliability of the questionnaire between each field and the mean
of the whole fields of the questionnaire. The normal range of Cronbach's alpha coefficient value is
between 0.0 and + 1.0. The higher values reflect a higher degree of internal consistency. Table (4.9)
shows the values of Cronbach's alpha for each filed of the questionnaire and the entire questionnaire.
For the fields, values of Cronbach's apha were in the range from 0.769 and 10941. This range is
considered high. The result ensures the reliability of each field of the questionnaire. Cronbach's alpha
equals 0.766 for the entire questionnaire which indicates a high reliability of the entire questionnaire.
Table (4.9)
Cronbach's alpha coefficient

#

Number of Cronbach's

paragraphs
Leaders develop the mission, vision, values and ethics, and are role models
of a culture of excellence.

Leadership

Leaders are personally involved in ensuring the university’s management
system is developed, implemented and continuously improved.
Leaders are involved with and interact with customers, partners and
representatives of society.
Leaders motivate, support and recognize the university’s people, and
nurture a culture of excellence
Leaders identify and champion organizational change.
Policy and Strategy

Policy and strategy are based on the present and future needs and
expectations of stakeholders.
Policy and strategy are based on information from performance
measurement, research, learning and externally related activities.
Policy and strategy are developed and reviewed
Policy and strategy are communicated and deployed through a
framework of key processes.
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paragraphs

Alpha

5

0.904

5

0.769

4

0.797

6

0.779

5

0.790

2

0.807

5

0.824

8

0.819

5

0.827

7

10868

6

10921

People are involved and empowered

7

10875

People are rewarded, recognized and cared for
Internal and external partnerships are managed

6
5

10811
10912

Finances are managed

4

10865

Buildings, equipment and materials are managed

6

10834

Technology is managed

6

10941

Information and knowledge are managed

9

10897

Processes are systematically designed and managed

5

10854

7

10867

6

10856

7

10914

126

0.766

People resources are planned, managed and improved.
sustained

resources

Partnership and

People

People’s knowledge and competencies are identified, developed and

Processes are improved, as needed, using innovation in order to fully

process

satisfy and generate increasing value for students, staff and other
stakeholders.
Academic courses, professional services and internal services are
designed and developed based on customer needs and expectations
Student, commercial and internal customer relationships are managed
and enhanced
Do the Palestinian universities in Gaza strip apply the enablers criteria of
EFQM excellence model

4.6 Normal distribution test:
Kolmogorov-Smirnov test was used to test whether the data follow the normal distribution or
not, and the results were as shown in Table (4.10).

Table (4.10)
Normality distribution test

#
1

Do the Palestinian universities in Gaza strip apply the
enablers criteria of EFQM excellence model

Kolmogorov-Smirnov Z

(Sig.)

0.911

10083

It's clear from the results shown in Table (4.10) that the p-value (Sig.) to all criteria of the study
was greater than the level of significance (.05), then the distribution for each criterion is
normally distributed, so parametric tests will be used to answer the questions of the study.
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4.7 Statistical analysis tools:
To achieve the research goal, the researcher used both qualitative and quantitative data analysis
methods. The researcher used the statistical package for Social Science (SPSS) for analyzing the
data. The researcher utilized the following statistical tools:
1. Kolmogorov-Smirnov test of Normality.
2. Pearson correlation coefficient for Validity.
3. Cronbach's Alpha for Reliability Statistics.
4. Frequency and Descriptive analysis.
5. One-sample T test.
6. Independent samples t test.
7. One way ANOVA.
8. Scheffe test for Multiple Comparisons.
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Chapter Five

Data analysis and interpretation
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Chapter 5
Data Analysis and Interpretation
5.1 Introduction:
This chapter will represent the analysis of the data that was collected by the main research tool
(the questionnaire). The two main study questions with the relevant sub questions will be
analyzed and interpreted by the researcher. The statistical package for social science (SPSS) will
be used for the purpose of analyzing the data. A second tool for data analysis (reviewing
documents) will be used to further interpret and discuss the study questions.
5.2 The statistical description of the study sample according to the profile:
Table (5.1) shows the characteristics of the study sample according to the profile of the
respondents:
Table (5.1)
Characteristics of the study sample according to the profile

No.
1

2

3

4

5

6

7

Items
Gender

Age

Qualifications

University

Years of service at the
university

Years of experience at the
current position

Occupation

Frequency Percentage
Male

71

94.7

Female

4

5.3

30-40

8

10.6

41-50

29

38.7

More than 50

38

50.7

Ph.D.

23

30.6

Associate Professor

32

42.7

Professor Dr.

20

26.7

Al-Azhar University

15

20.0

Islamic University

22

29.3

Al Aqsa University

20

26.7

Palestine University

18

24.0

Less than 5

12

16.0

5-10

13

17.3

11-15

5

6.7

Above 15

45

60.0

Less 1year

11

14.6

1-3 year

41

54.7

Above 3 years

23

30.7

President of the University

3

4.0

Vice President of the University

11

14.7

61

81.3

Dean
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* Gender:
The above table shows that 94.7% of the respondents are male, while 5.3% are female. This
reflects that the majority of universities councils' members are male. This is a normal result as
the number of women with higher education is relatively low due to cultural restrictions that
prevent the Palestinian women from traveling abroad to continue their higher education.

* Age:
49. 3 % of the respondents are less than 50 years old and 50.7% are more than 50 years old. This
indicate that more than half of the respondents are more than 50 years old as the membership in
the university council requires long experience.

* Qualification:
30.6% of the respondents have Ph.D degree, 42.7% are associate professors and 26.7% are
Professor Dr.. This shows that the majority of universities councils' members are associate
professors due to requiring high qualification for this position.

* University:
20% of the respondents are from Al-Azhar University, 29.3% from Islamic University, 26.7%
from Al Aqsa University and 24% from Palestine University.

* Years of service at the university:
40% of the respondents have less than 15 year of service at the university and 60% have more
than 15 year. This indicates that more than half of the respondents have more than 15 year of
service at the university as the university council membership requires a long experience.

* Years of experience at the current position:
14.6% of the respondents have less than one year of experience in the current position, 54.7%
have 1-3 years of experience and 30.7% above 3 years of experience0 This shows that more than
half of the respondents have 1-3 years of experience in the current position, as most of the
universities change the membership in the council every 3 to 4 years.

* Occupation:
4% of the respondents are presidents of the university, 14.7% are Vice presidents and 81.3% are
Deans.
89

5.3 The analysis and interpretation of study questions:
One sample t-test was used in the following tables to test if the opinions of the respondents about
the content of the sentences are positive (weight mean greater than "60%" and the p-value less
than 0.05) or neutral (p-value is greater than 0.05) or negative (weight mean less than "60%" and
the p-value less than 0.05).

The first main question of the study:
To what extent do the Palestinian Universities in Gaza Strip apply the enablers criteria of EFQM
excellence model?
Sub questions:
1. To what extent do the Palestinian Universities in Gaza Strip apply the leadership criterion of
EFQM excellence model?
2. To what extent do the Palestinian Universities in Gaza Strip apply the policy and strategy
criterion of EFQM excellence model?
3. To what extent do the Palestinian Universities in Gaza Strip apply the people criterion of
EFQM excellence model?
4. To what extent do the Palestinian Universities in Gaza Strip apply the partnerships and
resources criterion of EFQM excellence model?
5. To what extent do the Palestinian Universities in Gaza Strip apply the processes criterion of
EFQM excellence model?

Question (1): To what extent do the Palestinian Universities in Gaza Strip apply the
leadership criterion of EFQM excellence model?
Leadership criterion was divided into five sub criteria:
1. Leaders develop the mission, vision, values and ethics, and are role models of a culture of
excellence.
2. Leaders are personally involved in ensuring the university’s management system is
developed, implemented and continuously improved.
3. Leaders are involved with and interact with customers, partners and representatives of
society.
4. Leaders motivate, support and recognize the university’s people, and nurture a culture of
excellence.
5. Leaders identify and champion organizational change.
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Table (5.2) shows that the first paragraph (The university's mission and vision are developed and
they are understood by all stakeholders) ranked first with relative weight (81.1%), followed by
the fourth paragraph (Leaders stimulate and encourage empowerment, creation and innovation
e.g. through changing team / university structures to encourage cross-functional working,
funding learning, supporting improvement activities etc.) which ranked second with relative
weight (73.1%). The second paragraph (Role modeling ethics and values are developed,
communicated and implemented at all leadership levels, to support the creation of the
organization's culture) ranked last with relative weight of (70.3%). The results for the overall
level of this sub criterion show that the mean value equals (7.22), the weight mean equals
(72.26%) which is greater than (60%), the value of t test equals (41.66) which is greater than
critical value (1.99), and the p-value equals (0.00) which is less than (0.05). This means that the
opinions of the respondents about this sub criterion is positive.

Table (5.2)
Means and Test values for (Leaders develop the mission, vision, values and ethics, and are role models of a
culture of excellence)

#

1.

Paragraphs
The university’s mission and vision are developed and they
are understood by all stakeholders.
Role

2.

Mean T .test

modeling

ethics

and

values

are

Relative
weight

rank

Sig.

8.11

50.32

81.1

1

0.00

7.03

26.63

70.3

5

0.00

7.11

33.19

71.2

3

0.00

7.31

43.04

73.1

2

0.00

7.11

40.31

71.1

4

0.00

7.22

41.66

72.26

developed,

communicated and implemented at all leadership levels, to
support the creation of the organization's culture.
The effectiveness of all leaders within the university is

3.

reviewed, and this information is acted upon to improve the
effectiveness of leaders and influence future leadership
requirements.
Leaders stimulate and encourage empowerment, creation

4.

and innovation e.g. through changing team/university
structures to encourage cross-functional working, funding
learning, supporting improvement activities etc.

5.

Improvement activities are suitably prioritized and
managed.
Total

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.3) shows that the first paragraph (The university’s structure is aligned to support the
delivery of its policy and strategy) ranked first with relative weight (74.3%), followed by the
second paragraph (A system for managing processes across the university is developed and
implemented) which ranked second with relative weight (73.2%). The fourth paragraph (An
effective process for governance is in place which is developed and implemented) ranked last
with relative weight of (70.3%). The results for the overall level of this sub criterion show that
the mean value equals (7.17), the weight mean equals (71.77%) which is greater than (60%), the
value of t test equals (41.62) which is greater than critical value (1.99), and the p-value equals
(0.00) which is less than (0.05). This means that the opinions of the respondents about this sub
criterion is positive.
Table (5.3)
Means and Test values for (Leaders are personally involved in ensuring the university’s management system
is developed, implemented and continuously improved)

#
1.

2.

Paragraphs

Mean T .test

The university’s structure is aligned to support

Relative
weight

rank Sig.

7.43 43.22

74.3

1

0.00

7.32 42.03

73.2

2

0.00

updating of policy and strategy is developed 7.24 42.68

72.4

3

0.00

7.03 37.33

70.3

5

0.00

and implementing improvements to all enabling 7.23 39.08

72.3

4

0.00

the delivery of its policy and strategy.
A system for managing processes across the
university is developed and implemented.
A process for the development, deployment and

3.

and implemented.
4.

An effective process for governance is in place
which is developed and implemented.
Processes for stimulating, identifying, planning

5.

approaches are developed and implemented.
Total

7.17 41.62

71.77

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.4) shows that the third paragraph (Leaders participate or are involved with professional
organization activities, including active involvement at conferences and seminars, particularly
promoting and supporting excellence) ranked first with relative weight (79.7%), followed by the
second paragraph (Partnerships are established within and outside the university, as well as
within and outside the education sector) which ranked second with relative weight (77.3%). The
first paragraph (Leaders meet, understand and respond to the needs and expectations of students,
governing bodies, funding bodies, staff internal to the university in other areas, and other
stakeholders) ranked last with relative weight of (72.8%). The results for the overall level of this
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sub criterion show that the mean value equals (7.61), the weight mean equals (76.18%) which is
greater than (60%), the value of t test equals (53.41) which is greater than critical value (1.99),
and the p-value equals (0.00) which is less than (0.05). This means that the opinions of the
respondents about this sub criterion is positive.
Table (5.4)
Means and Test values for (Leaders are involved with and interact with customers, partners and
representatives of society)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

Leaders meet, understand and respond to the
1.

needs and expectations of students, governing
bodies, funding bodies, staff internal to the

7.28

50.80

72.8

4

0.00

7.73

41.94

77.3

2

0.00

7.97

49.95

79.7

1

0.00

7.65

45.77

76.5

3

0.00

7.61

53.41

76.18

university in other areas, and other stakeholders.
Partnerships are established within and outside
2.

the university, as well as within and outside the
education sector.
Leaders participate or are involved with

3.

professional organization activities, including
active involvement at conferences and seminars,
particularly promoting and supporting excellence.
Activities that aim to improve the environment
and the university contribution to the local

4.

community and the wider society are encouraged
by leaders, with the view to respecting the rights
and interests of future generations.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.5) shows that the first paragraph (University’s mission, vision, values, policy and
strategy, plans, objectives and targets is personally communicated by leaders to all staff) ranked
first with relative weight (76.7%), followed by the second paragraph (Leaders are accessible and
actively listen to and respond inspirationally to staff at all levels of the university structure)
which ranked second with relative weight (76.3%). The fifth paragraph (Leaders recognize both
team and individual efforts, at all levels within the university, in a timely and appropriate
manner) ranked last with relative weight of (72%). The results for the overall level of this sub
criterion show that the mean value equals (7.34), the weight mean equals (73.41%) which is
greater than (60%), the value of t test equals (42.54) which is greater than critical value (1.99),
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and the p-value equals (0.00) which is less than (0.05). This means that the opinions of the
respondents about this sub criterion is positive.
Table (5.5)
Means and Test values for (Leaders motivate, support and recognize the university’s people, and nurture a
culture of excellence)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

University’s mission, vision, values, policy and strategy, plans,
1.

objectives and targets is personally communicated by leaders to 7.67 42.70

76.7

1

0.00

7.63 43.00

76.3

2

0.00

achieve their plans, objectives and targets for the benefit of both 7.25 41.18

72.5

4

0.00

73.8

3

0.00

72

6

0.00

7.23 40.57

72.3

5

0.00

7.34 42.54

73.41

all staff.
2.

Leaders are accessible and actively listen to and respond
inspirationally to staff at all levels of the university structure
Staff are actively encouraged, helped and supported by leaders to

3.

individuals and the university.
4.

5.

6.

Staff are encouraged and supported by leaders to participate in
improvement activities, particularly cross-team working
Leaders recognize both team and individual efforts, at all levels
within the university, in a timely and appropriate manner.
Equality of opportunity and diversity in all aspects of university
life is actively encouraged and supported by leaders.
Total

7.38 36.38

7.2

31.94

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.6) shows that the second paragraph (The resources and investments needed to support
change are secured by leaders) ranked first with relative weight (69.7%), followed by the first
paragraph (All leaders understand the internal and external drivers for change, and their
implications) which ranked second with relative weight (69.2%). The fifth paragraph (Leaders
support and enable their managers and staff to manage the transition and change process) ranked
last with relative weight of (67.4%). The results for the overall level of this sub criterion show
that the mean value equals (6.83), the weight mean equals (68.33%) which is greater than (60%),
the value of t test equals (36.08) which is greater than critical value (1.99), and the p-value
equals (0.00) which is less than (0.05). This means that the opinions of the respondents about this
sub criterion is positive.
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Table (5.6)
Means and Test values for (Leaders identify and champion organizational change)

#

Paragraphs

Mean T .test

All leaders understand the internal and external drivers for

1.

change, and their implications
The resources and investments needed to support change are

2.

secured by leaders.
The risks associated with change, and the effective delivery of the

3.

overall change programme are analyzed and managed by leaders.

Relative
weight

rank Sig.

6.92 32.16

69.2

2

0.00

6.97 33.22

69.7

1

0.00

6.76 31.95

67.6

4

0.00

68

3

0.00

6.74 33.26

67.4

5

0.00

6.83 36.08

68.33

Change plans and the reasons for them are well communicated to
4.

staff and other stakeholders by leaders, with opportunity for

6.8

33.24

feedback and input provided.
Leaders support and enable their managers and staff to manage

5.

the transition and change process.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.7)
Means and Test values for leadership criterion

#

Criterion

Sub criteria

Mean T .test

Relative
weight

rank Sig.

Leaders develop the mission, vision, values
1.

and ethics, and are role models of a culture of 7.22 41.66

72.26

3

0.00

7.17 41.62

71.77

4

0.00

customers, partners and representatives of 7.61 53.41

76.18

1

0.00

73.41

2

0.00

6.83 36.08

68.33

5

0.00

7.20 45.32

72.09

excellence.
Leaders are personally involved in ensuring
the university’s management system is

2.

developed, implemented and continuously
improved.
Leadership

3.

Leaders are involved with and interact with

society.
Leaders motivate, support and recognize the
4.

university’s people, and nurture a culture of 7.34 42.54
excellence

5.

Leaders

identify

and

organizational change.
Total

champion

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.7) shows that the third sub criterion (Leaders are involved with and interact with customers,
partners and representatives of society) ranked first with relative weight (76.18%), followed by the
fourth sub criterion (Leaders motivate, support and recognize the university’s people, and nurture a
culture of excellence) which ranked second with relative weight (73.41%). The first sub criterion
(Leaders develop the mission, vision, values and ethics, and are role models of a culture of
excellence) ranked third with relative weight (72.26%), followed by the second sub criterion
(Leaders are personally involved in ensuring the university’s management system is developed,
implemented and continuously improved) which ranked fourth with relative weight (71.77%). The
fifth sub criterion (Leaders identify and champion organizational change) ranked last with relative
weight of (68.33%). The results for the overall level of leadership criterion show that the mean value
equals (7.20), the weight mean equals (72.09%) which is greater than (60%), the value of t test
equals (45.32) which is greater than critical value (1.99), and the p-value equals (0.00) which is less
than (0.05). This means that the application of Leadership criterion is positive.
The previous results reflect the ability of the leaders in the studied universities to apply leadership
criterion of EFQM excellence model. Partnership agreements were established in the universities
with outside partners. Furthermore, leaders communicated university’s mission, vision, values,
policy and strategy, plans, objectives and targets to all staff and staff are encouraged and supported
by leaders to participate in improvement activities, particularly cross-team working. The resources
and investments needed to support change are secured by leaders. The mission and vision of the
universities are developed and they are understood by all stakeholders.
These results are consistent with (Abu Saada, 2013) study which showed that there are positive
relationships among developing vision, mission, and values, ensuring the development of managerial
system, interaction with customer and stakeholders, encouraging and supporting employees, and
identifying and championing organizational change with the applying of leadership criterion in the
UCAS. The results are also consistent with (Koubâa & others, 2010) study which reflected the
awareness of leaders of the importance of improving leadership effectiveness, their involvement in
taking ownership of the agreed targets and processes, and taking part in the establishment and
improvement of the institutional management system. Furthermore (Arturo & others, 2006) study
found that for the implementation of any quality improvement, it is necessary to have the leadership
and commitment of the senior management.
The previous results however contradicts with the findings of (Koubâa & others, 2010) which
revealed a lack of ability to develop the mission and vision, the lack of importance accorded to
reviewing the process management system as well as maintaining strong partnerships, the
unavailability of some leaders to communicate with stakeholders and to recognize them. Furthermore
(Alhusen, 2011) found that there is a weaknesses in the application of leadership criterion in the
kindergartens foundation in the province of Damascus in Syria Arab Republic. (Ololube, 2006)
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found that the leadership styles and management practices used by the Ministry of Education are not
relevant to the educational development needs of Nigerian schools and do not welcome innovation,
dissatisfaction of employees with the bureaucratic management style of leadership and suggested that
there is a need to provide the Ministry of Education, educational administrators, policy makers,
educational planner and researchers that are interested in empirical information methods that might
help them improve the quality of education.

Question (2):To what extent do the Palestinian Universities in Gaza Strip apply the policy
and strategy criterion of EFQM excellence model?
Policy and strategy criterion was divided into four sub criteria:
1. Policy and strategy are based on the present and future needs and expectations of stakeholders.

2. Policy and strategy are based on information from performance measurement, research,
learning and externally related activities.
3. Policy and strategy are developed and reviewed.
4. Policy and strategy are communicated and deployed through a framework of key processes.
Table (5.8) shows that the second paragraph (Developments in education nationally, and the
development of other HEI’s (including competitors) is understood and anticipated) ranked first
with relative weight 74.40%, followed by the first paragraph (The needs and expectations of
students, staff, partners, the local community and other stakeholders are understood and
anticipated, for those now and those in the future) which ranked second with relative weight
(73.73%). The results for the overall level of this sub criterion show that the mean value equals
(7.39), the weight mean equals (73.99%) which is greater than (60%), the value of t test equals
(48.42) which is greater than critical value (1.99), and the p-value equals (0.00) which is less
than (0.05). This means that the opinions of the respondents about this sub criterion is positive.
Table (5.8)
Means and Test values for (Policy and strategy are based on the present and future needs and expectations of
stakeholders)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

The needs and expectations of students, staff, partners, the local
1.

community and

other

stakeholders

are

understood

and 7.37 47.80

73.73

2

0.00

7.44 44.31

74.40

1

0.00

7.39 48.42

73.99

anticipated, for those now and those in the future.
2.

Developments in education nationally, and the development of other
HEI’s (including competitors) is understood and anticipated.

Total

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.9) shows that the fourth paragraph (The impact of new technologies is understood and
analyzed) ranked first with relative weight (73.73%), followed by the fifth paragraph
(Stakeholders ideas and suggestions are analyzed and used) which ranked second with relative
weight (73.07%).
The first paragraph (The results and outputs from internal performance indicators or measures
are used in the development of policies and strategies) ranked last with relative weight of
(69.67%). The results for the overall level of this sub criterion show that the mean value equals
(7.11), the weight mean equals (71.19%) which is greater than (60%), the value of t test equals
(41.67) which is greater than critical value (1.99), and the p-value equals (0.00) which is less
than (0.05). This means that the opinions of the respondents about this sub criterion is positive.
Table (5.9)
Means and Test values for (Policy and strategy are based on information from performance measurement,
research, learning and externally related activities)

Paragraphs

#
The
1.

results

and

outputs

Mean T .test
from

Relative
weight

rank Sig.

internal

performance indicators or measures are used in

6.97 33.84

69.67

5

0.00

an analysis of external image and brand 6.99 37.47

69.87

4

0.00

71.42

3

0.00

7.37 38.13

73.73

1

0.00

7.31 44.09

73.07

2

0.00

7.11 41.67

71.19

the development of policies and strategies.
The results from external assessment and other
learning activities are collected and understood0
2.

awareness amongst current and prospective
customer groups.
Social,
3.

environmental,

legal

,economic,

demographic and political issues are understood 7.14 33.02
and incorporated in strategy development.

4.
5.

The impact of new technologies is understood
and analyzed.
Stakeholders ideas and suggestions are analyzed
and used.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.10) shows that the first paragraph (Policy and strategy is developed to be consistent
with the University’s mission, vision and values, is based on the needs and expectations of all
stakeholders, takes into account information from a wide range of sources, and is underpinned by
the concepts of excellence) ranked first with relative weight (77.13%), followed by the third
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paragraph (Short term and long term pressures and requirements on the university are balanced.)
which ranked second with relative weight (75.54%). The fourth paragraph (Contingency
planning, risk analysis and scenario plans are developed to address future risks) ranked last with
relative weight of (71.03%).
The results for the overall level of this sub criterion show that the mean value equals (7.30), the
weight mean equals (73.07%) which is greater than (60%), the value of t test equals (46.22)
which is greater than critical value (1.99), and the p-value equals (0.00) which is less than (0.05).
This means that the opinions of the respondents about this sub criterion is positive.

Table (5.10)
Means and Test values for (Policy and strategy are developed and reviewed)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

Policy and strategy is developed to be consistent with the
University’s mission, vision and values, is based on the needs and
1.

expectations of all stakeholders, takes into account information 7.71 50.19

77.13

1

0.00

7.51 47.98

75.14

3

0.00

7.55 42.80

75.54

2

0.00

7.10 35.41

71.03

8

0.00

identification of areas of competitive advantage are identified and 7.41 43.64

74.13

4

0.00

7.19 38.43

71.93

7

0.00

7.21 39.13

72.13

6

0.00

7.27 36.78

72.67

5

0.00

7.30 46.22

73.07

from a wide range of sources, and is underpinned by the concepts
of excellence.
2.

3.

4.

The short and long term needs and expectations of stakeholders
are balanced.
Short term and long term pressures and requirements on the
university are balanced.
Contingency planning, risk analysis and scenario plans are
developed to address future risks
Present and future opportunities for development, or the

5.

fully considered.
6.

7.

8.

Strategic partnerships and alliances are made and managed to
support the delivery of policy and strategy.
The university’s policy and strategy is aligned with that of other
strategic partners as necessary.
The relevance and effectiveness of policy and strategy is
evaluated ,reviewed and updated.
Total

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.11) shows that the third paragraph (Policy and strategy are communicated and cascaded
with all staff, and with other stakeholders, in an appropriate way, with the effectiveness of the
communication reviewed and adjusted as necessary) ranked first with relative weight (74.05%),
followed by the second paragraph (The key processes are defined, with the identification of
stakeholders defined as part of this process) which ranked second with relative weight (73.45%).
The fifth paragraph (Awareness within and outside the university of its’ policy and strategy is
measured and evaluated) ranked last with relative weight of (68.49%). The results for the overall
level of this sub criterion show that the mean value equals (7.19), the weight mean equals
(71.93%) which is greater than (60%), the value of t test equals (42.36) which is greater than
critical value (1.99), and the p-value equals (0.00) which is less than (0.05). This means that the
opinions of the respondents about this sub criterion is positive.
Table (5.11)
Means and Test values for (Policy and strategy are communicated and deployed through a framework of key
processes)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

A framework for the identification and
1.

design of key processes is developed which

7.20 35.06

72.03

4

0.00

identification of stakeholders defined as part 7.34 42.61

73.45

2

0.00

74.05

1

0.00

73.38

3

0.00

68.49

5

0.00

will support the delivery of the university’s
policy and strategy.
The key processes are defined, with the

2.

of this process.
Policy and strategy are communicated and
cascaded with all staff, and with other
3.

stakeholders, in an appropriate way, with the 7.41 40.31
effectiveness

of

the

communication

reviewed and adjusted as necessary.
Plans, objectives and targets are aligned,
prioritized, agreed and communicated within
4.

the university, including being embedded 7.34 39.07
into individual objectives as part of an
appraisal process.
Awareness within and outside the university

5.

of its’ policy and strategy is measured and 6.85 31.83
evaluated.
Total

7.19 42.36

Critical value of t at df "74" and significance level 0.05 equal 1.99
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71.93

0.00

Table (5.12)
Means and Test values for policy and strategy criterion

#

criterion

3.
4.

Mean T .test

Policy and strategy are based on the present and

1.

2.

Sub criteria

And
Strategy

weight

rank Sig.

7.39 48.42

73.99

1

0.00

performance measurement, research, learning and 7.11 41.67

71.19

4

0.00

7.30 46.22

73.07

2

0.00

7.19 42.36

71.93

3

0.00

7.21 46.16

72.16

future needs and expectations of stakeholders.
Policy

Relative

Policy and strategy are based on information from

externally related activities.
Policy and strategy are developed and reviewed
Policy and strategy are communicated and
deployed through a framework of key processes.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.12) shows that the first sub criterion (Policy and strategy are based on the present and
future needs and expectations of stakeholders) ranked first with relative weight (73.99%),
followed by the third sub criterion (Policy and strategy are developed and reviewed) which
ranked second with relative weight (73.07%). The fourth sub criterion (Policy and strategy are
communicated and deployed through a framework of key processes) ranked third with relative
weight (71.93%), while the second sub criterion (Policy and strategy are based on information
from performance measurement, research, learning and externally related activities) ranked last
with relative weight of (71.19%). The results for the overall level of Policy and Strategy criterion
show that the mean value equals (7.21), the weight mean equals (72.16%) which is greater than
(60%), the value of t test equals (46.16) which is greater than critical value (1.99), and the pvalue equals (0.00) which is less than (0.05). This means that the application of Policy and
Strategy criterion is positive.
This reflects the ability of universities to apply policy and strategy criterion of EFQM excellence
model. The results show that the needs and expectations of students, staff, partners, the local
community and other stakeholders are understood and anticipated. Social, environmental, legal,
economic, demographic and political issues are understood and incorporated in strategy
development. Policy and strategy is developed to be consistent with the University’s mission,
vision and values. Policy and strategy are communicated and cascaded with all staff, and with
other stakeholders, in an appropriate way, with the effectiveness of the communication reviewed
and adjusted as necessary. The results are consistent with the studies of (Camison, 1996, Arturo
& others, 2006, and Alhusen, 2011) which revealed that policy and strategy criterion is applied
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at a satisfying level and for the implementation of any quality improvement, it is necessary to go
hand in hand with a well-defined policy and strategy. The results are contradict with (Sahmoud,
2013) study which revealed that policy and strategy criterion application is negative and
suggested encouraging workers in the university to participate in the development of plans as
this will enhance achieving the goals of the university and its strategy. The results also contradict
with (Ololube, 2006) who revealed a need to provide the Ministry of Education, educational
administrators, policy makers, educational planner and researchers that are interested in
empirical information methods that might help them improve the quality of education with a
framework and guide for assessing and planning towards sustainable excellent improvement in
Nigerian education. Furthermore (Michalska, 2008, Yaghoubi & others, 2011, and Mahalli,
2013) found that there is a weaknesses in the application of policy and strategy criterion and that
if you want to complete in the dynamic and complex environment, you certainly need to
implement EFQM in your organization. (Mohamadesmaeil & others, 2011) study recommended
developing a strategic plan, developing a well-organized policy and deploying it all over the
organization to introduce organizational goals to the employees. (Gorji & Siami, 2011) study
recommended applying strategic and long-lasting program based on company's staff cooperation.
Question (3): To what extent do the Palestinian Universities in Gaza Strip apply the people
criterion of EFQM excellence model?
People criterion was divided into four sub criteria:
1. People resources are planned, managed and improved.
2. People’s knowledge and competencies are identified, developed and sustained.
3. People are involved and empowered.
4. People are rewarded, recognized and cared for.
Table (5.13) shows that the first paragraph (human resource policies, strategies and plans are
developed) ranked first with relative weight (73.24%), followed by the fifth paragraph (Fairness
in terms of employment (including equal opportunities) is ensured for all staff) which ranked
second with relative weight (70.68%). The fourth paragraph (recruitment, career development
and succession planning is proactively managed) ranked last with relative weight of (66.96%).
The results for the overall level of this sub criterion show that the mean value equals (6.87), the
weight mean equals (68.70%) which is greater than (60%), the value of t test equals (33.97)
which is greater than critical value (1.99), and the p-value equals (0.00) which is less than (0.05).
This means that the opinions of the respondents about this sub criterion is positive.
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Table (5.13)
Means and Test values for (People resources are planned, managed and improved)

#
1.
2.

Paragraphs

Mean T .test

Human resource policies, strategies and plans are developed.

Relative
weight

rank Sig.

7.32 36.28

73.24

1

0.00

6.93 34.97

69.26

5

0.00

7.00 34.57

70.00

3

0.00

6.70 31.61

66.96

7

0.00

7.07 32.55

70.68

2

0.00

6.84 28.96

68.40

6

0.00

and high performance work teams, are used to improve the way 6.98 30.06

69.80

4

0.00

A representative group of staff are involved with the development
of human resource policies, strategies and plans.
Human resource plans and the University structure are aligned

3.

with the policy and strategy of the university, and how this
supports the delivery of policy and strategy through a framework
of key processes.

4.

5.

6.

Recruitment, career development and succession planning is
proactively managed.
Fairness in terms of employment (including equal opportunities)
is ensured for all staff.
Staff surveys and other forms of staff feedback are used to inform
and improve human resource policies, strategies and plans
Innovative organization methodologies e.g. flexible team working

7.

of working.
Total

6.87 33.97

68.70

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.14) shows that the sixth paragraph (Staff are helped to improve their own performance
through appraisal and other related activities) ranked first with relative weight (73.13%), followed by
the second paragraph (Training and development plans are developed and used to help ensure that
staff match present and future capability needs of the university) which ranked second with relative
weight (72.87%). The first paragraph (People’s knowledge and competencies are identified,
classified and matched to the needs of the university) ranked last with relative weight of (69.47%).
The results for the overall level of this sub criterion show that the mean value equals (7.08), the
weight mean equals (70.81%) which is greater than (60%), the value of t test equals (41.42) which is
greater than critical value (1.99), and the p-value equals (0.00) which is less than (0.05). This means
that the opinions of the respondents about this sub criterion is positive.
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Table (5.14)
Means and Test values for (People’s knowledge and competencies are identified, developed and sustained)

#

1.

Paragraphs

Mean T .test

People’s knowledge and competencies are identified,

Relative
weight

rank Sig.

6.95 31.51

69.47

6

0.00

used to help ensure that staff match present and future 7.29 39.17

72.87

2

0.00

7.09 40.97

70.93

3

0.00

7.06 40.82

70.60

4

0.00

7.05 37.77

70.47

5

0.00

7.31 32.68

73.13

1

0.00

7.08 41.42

70.81

classified and matched to the needs of the university.
Training and development plans are developed and

2.

capability needs of the university.
3.

4.

5.

6.

Individuals are developed, mentored and trained to
help them realize their full potential.
Individual,

team

and

university-wide

learning

opportunities are developed, captured and shared.
Individual and team objectives are reviewed, updated
and aligned with university objectives and targets.
Staff are helped to improve their own performance
through appraisal and other related activities.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.15) shows that the second paragraph (Staff are encouraged and supported to be involved
in university activities through in-house conferences, ceremonies and other activities) ranked
first with relative weight (75.40%), followed by the third paragraph (Opportunities are provided
which stimulate involvement and support innovative and creative behavior amongst all staff at
all levels of the university) which ranked second with relative weight (72.80%). The seventh
paragraph (Best practice and knowledge is identified and shared throughout the university)
ranked last with relative weight of (70.47%). The results for the overall level of this sub criterion
show that the mean value equals (7.16), the weight mean equals (71.67%) which is greater than
(60%), the value of t test equals (38.56) which is greater than critical value (1.99), and the pvalue equals (0.00) which is less than (0.05). This means that the opinions of the respondents
about this sub criterion is positive.
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Table (5.15)
Means and Test values for (People are involved and empowered)

#

1.

Paragraphs

Mean T .test

Individuals and teams are encouraged and supported to

Relative
weight

rank Sig.

7.20 34.20

72.00

4

0.00

activities through in-house conferences, ceremonies and other 7.54 41.59

75.40

1

0.00

72.80

2

0.00

70.74

6

0.00

7.27 33.03

72.67

3

0.00

7.08 32.13

70.80

5

0.00

7.05 37.28

70.47

7

0.00

7.16 38.56

71.67

participate in improvement activities.
Staff are encouraged and supported to be involved in university

2.

activities.
Opportunities are provided which stimulate involvement and
3.

support innovative and creative behavior amongst all staff at all 7.28 36.98
levels of the university.
Managers are pro-actively trained to develop and implement

4.

guidelines which empower their staff to take action, providing 7.07 36.24
support for them in a positive and caring way.

5.
6.

7.

Staff are encouraged to work together in teams.
Top-down, bottom-up and horizontal communication channels
are developed, used and regularly evaluated.
Best practice and knowledge is identified and shared
throughout the university.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.16) shows that the third paragraph (Levels of benefit, such as pension, healthcare,
childcare provision etc., are determined and agreed) ranked first with relative weight (72.09%),
followed by the first and second paragraphs (Pay, redeployment, redundancy and other terms of
employment are aligned with the university’s long term policy and strategy, and Government or
governing body policies and Awareness and involvement in health, safety, the environment and
issues of social responsibility is promoted and encouraged) which ranked second with relative
weight (70.80%).
The sixth paragraph (Resources and services that meet or exceed legal requirements are
provided) ranked last with relative weight of (66.40%). The results for the overall level of this
sub criterion show that the mean value equals (6.93), the weight mean equals (69.39%) which is
greater than (60%), the value of t test equals (41.59) which is greater than critical value (1.99),
and the p-value equals (0.00) which is less than (0.05). This means that the opinions of the
respondents about this sub criterion is positive.
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Table (5.16)
Means and Test values for (People are rewarded, recognized and cared for)

#

Paragraphs

Mean T .test

Relative

rank Sig.

weight

Pay, redeployment, redundancy and other terms of employment
are aligned with the university’s long term policy and strategy, 7.08 32.74

1.

70.80

2

0.00

7.08 34.22

70.80

2

0.00

7.21 34.64

72.09

1

0.00

backgrounds across the university are celebrated, with a range of 7.07 37.35

70.67

4

0.00

6.81 31.67

68.07

5

0.00

6.64 29.49

66.40

6

0.00

6.93 41.59

69.39

and Government or governing body policies.
Awareness and involvement in health, safety, the environment

2.

and issues of social responsibility is promoted and encouraged.
Levels of benefit, such as pension, healthcare, childcare provision

3.

etc., are determined and agreed.
Recognition of the diversity of different social and cultural

4.

social and cultural activities encouraged.
Facilities and services, such as flexible working hours, car

5.

parking provision etc, are determined and agreed.
Resources and services that meet or exceed legal requirements are

6.

provided0
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.17)
Means and Test values for people criterion

criterion

Sub criteria

Mean T .test

#
People resources are planned, managed and

1.

2.

improved.
People

People’s

knowledge

and

competencies

identified, developed and sustained

are

Relative
weight

rank Sig.

6.87 33.97

68.70

4

0.00

7.08 41.42

70.81

2

0.00

3.

People are involved and empowered

7.16 38.56

71.67

1

0.00

4.

People are rewarded, recognized and cared for

6.93 41.59

69.39

3

0.00

7.01 41.04

70.15

Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.17) shows that the third sub criterion (People are involved and empowered) ranked first
with relative weight (71.67%), followed by the second sub criterion (People’s knowledge and
competencies are identified, developed and sustained) which ranked second with relative weight
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(70.81%). The fourth sub criterion (People are rewarded, recognized and cared for) ranked third
with relative weight (69.39%), while the first sub criterion (People resources are planned,
managed and improved) ranked last with relative weight of (68.70%). The results for the overall
level of people criterion showed that the mean value equals (7.01), the weight mean equals
(70.15%) which is greater than (60%), the value of t test equals (41.04) which is greater than
critical value (1.99), and the p-value equals (0.00) which is less than (0.05). This means that the
application of people criterion is positive. This reflects the ability of universities leaders to apply
people criterion of EFQM excellence model at satisfying level. Human resource policies,
strategies and plans are developed and fairness in terms of employment (including equal
opportunities) is ensured for all staff. Staff are helped to improve their own performance through
appraisal and other related activities. Training and development plans are developed and used to
ensure that staff match present and future needs of the university. Staff are encouraged and
supported to be involved in university activities through in-house conferences, ceremonies and
other activities. Pay, redeployment, redundancy and other terms of employment are aligned with
the university’s long term policy and strategy. Levels of benefit, such as pension, healthcare are
determined and agreed.
The results are consistent with (Camison, 1996) and (Gorji &Siami, 2011) who revealed that
people criterion is applied at a satisfying level and recommended applying strategic and longlasting program based on company's staff cooperation, employing appropriate members in
hospitals next programs. The results however contradict with (Sahmoud, 2013) study which
recommended that the university leadership at Al-Aqsa university should raise the level of
encouragement to the employees. It is better to increase the awareness of employees at the
University toward Al-Aqsa university systems, encourage workers in the university to participate
in the development of plans as this will enhance achieving the goals of the university and its
strategy. The results also contradict with the findings of (Bièvre & others, 2001, Ololube, 2006,
Michalska, 2008, Yaghoubi & others, 2011, and Mahalli, 2013) studies which revealed that there
is a weaknesses in the application of people criterion and recommended that if you want to
complete in the dynamic and complex environment, you certainly need to implement EFQM in
your organization, because it is inevitable. (Mohamadesmaeil & others, 2011) recommended
holding various training programs as well as seminars and workshops to introduce the concept of
quality and expected roles to people, measuring the level of people satisfaction continuously.
(Marques & others, 2011) found that although there are some good practices in PA programs
developed by portuguese local administration, there are still relevant areas that require
improvement. To achieve excellence, organizations must also focus on the people criterion since
people involvement is one of the most important drivers of continuous improvement.
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Question (4): To what extent do the Palestinian Universities in Gaza Srip apply the
partnerships and resources criterion of EFQM excellence model?
To test the above question, the fourth criterion in the questionnaire (partnerships and resources)
was divided into five sub criteria:
1. Internal and external partnerships are managed.
2. Finances are managed.
3. Buildings, equipment and materials are managed.
4. Technology is managed.
5. Information and knowledge are managed.
Table (5.18) shows that the fifth paragraph (Partnerships help to generate and support creative
and innovative thinking) ranked first with relative weight (72.93%), followed by the fourth
paragraph (Mutual development and learning is supported) which ranked second with relative
weight (72.53%). The second paragraph (Partnership relationships are structured to create and
maximize value for both parties) ranked last with relative weight of (70.47%). The results for the
overall level of this sub criterion show that the mean value equals (7.11), the weight mean equals
(71.18%) which is greater than (60%), the value of t test equals (38.94) which is greater than
critical value (1.99), and the p-value equals (0.00) which is less than (0.05). This means that the
opinions of the respondents about this sub criterion is positive.
Table (5.18)
Means and Test values for (Internal and external partnerships are managed)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

Key partnerships and strategic partnership opportunities are
1.

identified in terms of how they support the development and
delivery of current and future university-wide and local policies

7.12 38.18

71.22

4

0.00

7.05 38.28

70.47

5

0.00

7.16 38.29

71.60

3

0.00

7.25 37.10

72.53

2

0.00

7.29 31.93

72.93

1

0.00

7.11 38.94

71.18

and strategies.
2.

3.
4.
5.

Partnership relationships are structured to create and maximize
value for both parties.
Cultural compatibility and the sharing of knowledge with partners
is ensured
Mutual development and learning is supported.
Partnerships help to generate and support creative and innovative
thinking.
Total

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.19) shows that the second paragraph (Financial planning, management and reporting is
designed to enable a cascading of financial information to stakeholders within and outside the
university) ranked first with relative weight (74.86%), followed by the third paragraph (Reporting
mechanisms are established, used consistently and reviewed regularly) which ranked second with
relative weight (73.84%). The fourth paragraph (Methodologies for the management of risk to
financial resources is managed to a level appropriate to the university) ranked last with relative
weight of (69.66%).

The results for the overall level of this sub criterion show that the mean value equals (7.13), the
weight mean equals (71.37%) which is greater than (60%), the value of t test equals (37.01)
which is greater than critical value (1.99), and the p-value equals (0.00) which is less than (0.05).
This means that the opinions of the respondents about this sub criterion is positive.
Table (5.19)
Means and Test values for (Finances are managed)

#

Paragraphs
Financial

1.

strategies

and

resources

Mean T .test
are

developed

Relative
weight

rank Sig.

and

implemented, with financial resources delivered through clearly

7.17 37.17

71.73

3

0.00

enable a cascading of financial information to stakeholders within 7.49 38.86

74.86

1

0.00

7.38 38.71

73.84

2

0.00

6.97 32.05

69.66

4

0.00

7.13 37.01

71.37

defined processes, which support university-wide policy and
strategy.
Financial planning, management and reporting is designed to

2.

and outside the university.
3.
4.

Reporting mechanisms are established, used consistently and
reviewed regularly.
Methodologies for the management of risk to financial resources
is managed to a level appropriate to the university.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.20) shows that the third paragraph (The security of all assets are managed and
understood) ranked first with relative weight (77.77%), followed by the fifth paragraph (The
consumption of gas, electricity, water and other utilities is optimized) which ranked second with
relative weight (76.00%). The sixth paragraph (Waste is reduced and recycled) ranked last with
relative weight of (63.13%). The results for the overall level of this sub criterion show that the
mean value equals (7.31), the weight mean equals (73.18%) which is greater than (60%), the
value of t test equals (40.86) which is greater than critical value (1.99), and the p-value equals
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(0.00) which is less than (0.05). This means that the opinions of the respondents about this sub
criterion is positive.
Table (5.20)
Means and Test values for (Buildings, equipment and materials are managed)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

A strategy for the pro-active planning and management of the
1.

university’s buildings, equipment and materials to enable the 7.55 41.12

75.54

4

0.00

75.93

3

0.00

7.78 38.23

77.77

1

0.00

students, community etc. is measured and managed (e.g. health 7.37 34.98

73.67

5

0.00

7.60 38.00

76.00

2

0.00

6.31 23.17

63.13

6

0.00

7.31 40.86

73.18

fulfillment of policies and strategies is developed and maintained.
The maintenance and utilization of all assets are managed to help
2.

improve the total asset life cycle and performance for the benefit 7.59 41.72
of the university and its stakeholders.

3.

The security of all assets are managed and understood.
Any adverse effects of the university’s assets on the staff,

4.

and safety, ergonomics etc.)
5.
6.

The consumption of gas, electricity, water and other utilities is
optimized.
Waste is reduced and recycled.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.21) shows that the first paragraph (A strategy for pro-actively researching, resourcing and
managing new technologies which support the current and future policies and strategies of the
university) ranked first with relative weight (86.93%), followed by the fifth paragraph (Information
and communications technologies are used to support and improve the effective operation of the
university) which ranked second with relative weight (83.53%).

The second paragraph (Alternative and emerging technologies are identified and evaluated in
light of policy and strategy, and their impact on the university and society assessed) ranked last
with relative weight of (72.97%). The results for the overall level of this sub criterion show that
the mean value equals (7.73), the weight mean equals (77.38%) which is greater than (60%), the
value of t test equals (25.84) which is greater than critical value (1.99), and the p-value equals
(0.00) which is less than (0.05). This means that the opinions of the respondents about this sub
criterion is positive.
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Table (5.21)
Means and Test values for (Technology is managed)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

A strategy for pro-actively researching, resourcing and managing
1.

new technologies which support the current and future policies 8.69

7.03

86.93

1

0.00

7.30 34.81

72.97

6

0.00

7.45 36.01

74.47

4

7.38 37.48

73.78

5

0.00

8.35 10.43

83.53

2

0.00

7.79 38.24

77.88

3

0.00

7.73 25.84

77.38

and strategies of the university.
Alternative and emerging technologies are identified and
2.

evaluated in light of policy and strategy, and their impact on the
university and society assessed.

3.
4.

5.

6.

Existing technology is exploited to its full potential.
Innovative and environmentally friendly technology is identified
and used in support of strategy and policy.
Information and communications technologies are used to support
and improve the effective operation of the university.
Technology is harnessed to support improvement & development
activities for the university, its students and staff.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.22) shows that the fifth paragraph (Information technology is used to support the
internal communication and sharing of information and knowledge) ranked first with relative
weight (76.27%), followed by the third paragraph (Information and knowledge is collected,
structured and managed in support of policy and strategy) which ranked second with relative
weight (75.68%). The seventh paragraph (Unique intellectual property is cultivated, developed
and protected in order to maximize value to both the university, staff and students) ranked last
with relative weight of (71.73%). The results for the overall level of this sub criterion show that
the mean value equals (7.34), the weight mean equals (73.48%) which is greater than (60%), the
value of t test equals (38.90) which is greater than critical value (1.99), and the p-value equals
(0.00) which is less than (0.05). This means that the opinions of the respondents about this sub
criterion is positive.
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Table (5.22)
Means and Test values for (Information and knowledge are managed)

#
1
2
3

Paragraphs

Mean T .test

A strategy is developed for managing information and knowledge
that supports the university’s policies and strategies.
Information and knowledge requirements of the university are
audited, understood and well documented.
Information and knowledge is collected, structured and managed
in support of policy and strategy.

Relative
weight

rank Sig.

7.41 34.57

74.05

6

0.00

7.51 40.11

75.07

4

0.00

7.57 40.77

75.68

2

0.00

7.41 39.84

74.13

5

0.00

7.63 40.84

76.27

1

0.00

7.52 34.67

75.20

3

0.00

7.17 32.60

71.73

9

0.00

7.25 36.09

72.53

8

0.00

7.29 33.86

72.93

7

0.00

7.34 38.90

73.48

Appropriate access is provided for staff, students and other

4

stakeholders to relevant, useful and timely information and
knowledge

5
6
7
8

Information technology is used to support the internal
communication and sharing of information and knowledge.
The validity, integrity and security of information is assured and
improved.
Unique intellectual property is cultivated, developed and protected in
order to maximize value to both the university, staff and students.

Staff are encouraged to acquire, increase and use knowledge
effectively.
Innovative and creative thinking within the university is

9

generated through the use of relevant information and knowledge
resources0
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.23)
Means and Test values for partnership and resources criterion

#
1.

criterion

Sub criteria

Mean T .test

Internal and external partnerships are managed

Relative
weight

rank Sig.

7.11 38.94

71.18

5

0.00

2. Partnership Finances are managed
and
3.
Buildings, equipment and materials are managed
4. resources Technology is managed

7.13 37.01

71.37

4

0.00

7.31 40.86

73.18

3

0.00

7.73 25.84

77.38

1

0.00

5.

7.34 38.90

73.48

2

0.00

7.35 42.44

73.53

Information and knowledge are managed
Total

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.23) shows that the fourth sub criterion (Technology is managed) ranked first with relative
weight (77.38%), followed by the fifth sub criterion (Information and knowledge are managed)
which ranked second with relative weight (73.48%). The third sub criterion (Buildings, equipment
and materials are managed) ranked third with relative weight (73.18%). followed by the second sub
criterion (Finances are managed) which ranked fourth with relative weight 71.37%. The first sub
criterion (Internal and external partnerships are managed) ranked last with relative weight of
(71.18%). The results for the overall level of partnership and resources criterion show that the mean
value equals (7.35), the weight mean equals (73.53%) which is greater than (60%), the value of t test
equals (42.44) which is greater than critical value (1.99), and the p-value equals (0.00) which is less
than (0.05). This means that the application of Partnership and resources criterion is positive. This
result reflects the ability of universities to apply partnership and resources criterion of EFQM
excellence model at a satisfying level. The universities developed an internal and external
partnerships with key partners such as:

 Palestine University and Al Azhar University established a partnership with Microsoft
company through student partnership program. Through this program the company chooses
one of the best students to become its partner who communicates the last experience of the
company to the university students (external partnership).http://up.edu.ps/ar/viewNews1559, (https://www.paldf.net/forum/showthread.php?t=614062)
 Memorandum of partnership between Al-Azhar University and the Association of
Agricultural Development (internal partnership). (http://www.alazhar.edu.ps/arabic/news
details.asp?id_no=8212)
 Scientific twinning agreement between Al-Aqsa University and Management and Politics
Academy for postgraduate Studies (internal partnership). (http://www.mpa.edu.ps/ar/
archives/274)
 A partnership agreement between the business incubator and technology in the Islamic
University and the General Administration of Vocational and Technical Education in the
Ministry of Education and Higher Education.(http://ashrafmohe.blogspot.com/2012/11/blogpost_29.html)


Partnership agreement between Al-Azhar University and access to justice and supporting the
mastery of law program. (http://www.alazhar.edu.ps/arabic/Aca/newsdetails.asp?id_no=8719)

Furthermore the results show that financial planning, management and reporting is designed to
enable stakeholders to reach financial information within and outside the university. Financial
strategies and resources are developed and implemented, with financial resources delivered
through clearly defined processes. The security of all assets are managed and understood. The
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maintenance and utilization of all assets are managed to help improve the total asset life cycle
and performance for the benefit of the university and its stakeholders.
There is a strategy for pro-actively researching, resourcing and managing new technologies which
support the current and future policies and strategies of the university. Information technology is
used to support the internal communication and sharing of information and knowledge. This result is
consistent with (Alhusen, 2011, Michalska, 2008, Mohamadesmaeil & others, 2011, and Gorji &
Siami, 2011) who revealed that the application of partnership and resources criterion is positive. This
result however contradicts with (Sahmoud, 2013) who found that the application of partnership and
resources criterion is negative and recommended focusing on making partnership with the suppliers
and supporters of the university, the provision of material and human resources that help in the
application of EFQM excellence model. The result also contradicts with (Camison, 1996, Bièvre &
others,2001, Arturo & others, 2006, Ololube, 2006, Yaghoubi & others, 2011 and Mahalli, 2013)
who found that the application of partnership and resources criterion is negative and recommended
that if you want to complete in the dynamic and complex environment, you certainly need to
implement partnership and resources criterion of EFQM excellence model in your organization. The
result also contradicts with (Marques & others, 2011) who recommended that information
management should involve supervision of the storage, communication, utilization and tracking of
information related to the program and facility, creating value and promoting cooperation agreements
based on mutually beneficial joint synergies.

Question (5): To what extent do the Palestinian Universities in Gaza Strip apply the
processes criterion of EFQM excellence model?
Processes criterion was divided into four sub criteria:
1. Processes are systematically designed and managed.
2. Processes are improved, as needed, using innovation in order to fully satisfy and generate
increasing value for students, staff and other stakeholders.
3. Academic courses, professional services and internal services are designed and developed
based on customer needs and expectations.
4. Student, commercial and internal customer relationships are managed and enhanced.
Table (5.24) shows that the third paragraph (Systems standards, such as quality management,
health and safety, environmental and occupational health, are applied in process management)
ranked first with relative weight (72.27%), followed by the first paragraph (The university’s key
processes (student facing, management and supporting processes) are designed to support the
delivery of policy and strategy and enable the delivery of activities that are critical to the
university in an efficient and effective way) which ranked second with relative weight (72.16%).
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The fifth paragraph (The effectiveness of the process framework and process management system is
reviewed in terms of its effectiveness in delivering the university’s policies and strategies) ranked
last with relative weight of (70.68%). The results for the overall level of this sub criterion show that
the mean value equals (7.03), the weight mean equals (70.39%) which is greater than 60%, the value
of t test equals (33.25) which is greater than critical value (1.99), and the p-value equals (0.00) which
is less than (0.05). This means that the opinions of the respondents about this sub criterion is positive.
Table (5.24)
Means and Test values for (Processes are systematically designed and managed)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

The university’s key processes (student facing, management and
1

supporting processes) are designed to support the delivery of

7.22 32.61

72.16

2

0.00

7.08 33.08

70.81

4

0.00

safety, environmental and occupational health, are applied in 7.23 35.11

72.27

1

0.00

7.18 35.37

71.82

3

0.00

management system is reviewed in terms of its effectiveness in 7.07 35.95

70.68

5

0.00

policy and strategy and enable the delivery of activities that are
critical to the university in an efficient and effective way.

2

A robust process management system is established and used.
Systems standards, such as quality management, health and

3

process management.
4

Process measures are implemented and performance targets are
set.
The effectiveness of the process framework and process

5

delivering the university’s policies and strategies.
Total

7.03 33.25

70.39

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.25) shows that the fourth paragraph (New process designs, teaching methods, ways of
managing the university and the use of new technologies are discovered and applied) ranked first
with relative weight (74.53%), followed by the fifth paragraph (Process changes are communicated
to staff, students and other stakeholders as necessary) which ranked second with relative weight
(73.04%). The seventh paragraph (It is ensured that process changes actually achieved the desired
and predicted results) ranked last with relative weight of (70.07%). The results for the overall level of
this sub criterion show that the mean value equals (7.15), the weight mean equals (71.51%) which is
greater than (60%), the value of t test equals (39.47) which is greater than critical value (1.99), and
the p-value equals (0.00) which is less than (0.05). This means that the opinions of the respondents
about this sub criterion is positive.
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Table (5.25)
Means and Test values for (Processes are improved, as needed, using innovation in order to fully satisfy and
generate increasing value for students, staff and other stakeholders)

#
1.

Paragraphs

Mean T .test

Opportunities for improvement, and other changes, both

Relative
weight

rank Sig.

7.18 37.94

71.80

4

0.00

7.12 37.40

71.22

6

0.00

stakeholders are stimulated to aid incremental and breakthrough 7.23 39.82

72.33

3

0.00

74.53

1

0.00

7.30 37.64

73.04

2

0.00

7.17 39.11

71.73

5

0.00

7.01 35.02

70.07

7

0.00

7.15 39.47

71.51

incremental and breakthrough, are identified and prioritized.
Performance and perception results and information from learning

2.

activities are used to help set priorities and targets for
improvement, and help to inform improved methods of operation.
The creative and innovative talents of staff, students and other

3.

improvements.
New process designs, teaching methods, ways of managing the
4.

university and the use of new technologies are discovered and 7.45 40.43
applied.

5.
6.
7.

Process changes are communicated to staff, students and other
stakeholders as necessary.
It is ensured that people are trained to operate new or changed
processes prior to implementation.
It is ensured that process changes actually achieved the desired
and predicted results.
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.26) shows that the sixth paragraph (Courses, other professional services and curriculum
developments are developed in line with new legislation and educational approaches) ranked
first with relative weight (75.07%), followed by the third paragraph (The impact and potential of
new technologies is anticipated, understood and utilized in the planning of new courses and
services) which ranked second with relative weight (72.13%). The first paragraph (Market
research, student surveys and other forms of feedback are used to determine the needs and
expectations of students (and commercial customers) both now and in the future, and establish
their current perceptions) ranked last with relative weight of (68.78%). The results for the overall
level of this sub criterion show that the mean value equals (7.06), the weight mean equals
(70.68%) which is greater than (60%), the value of t test equals (38.92) which is greater than
critical value (1.99), and the p-value equals (0.00) which is less than (0.05). This means that the
opinions of the respondents about this sub criterion is positive.
116

Table (5.26)
Means and Test values for (Academic courses, professional services and internal services are designed and
developed based on customer needs and expectations)

#

Paragraphs

Mean T .test

Relative
weight

rank Sig.

Market research, student surveys and other forms of feedback are
1.

used to determine the needs and expectations of students (and

6.88 37.03

68.78

6

0.00

7.01 39.19

70.14

5

0.00

7.21 37.39

72.13

2

0.00

styles of teaching and new services for current established 7.20 35.37

72.03

3

0.00

7.08 35.29

70.81

4

0.00

7.51 40.92

75.07

1

0.00

7.06 38.92

70.68

commercial customers) both now and in the future, and establish
their current perceptions.
New courses and services are designed, researched and developed

2.

with student, customer and partner input in order to provide added
value and to address the needs and expectations of students and
other customer groups as appropriate.

3.

The impact and potential of new technologies is anticipated,
understood and utilized in the planning of new courses and services.

Creativity and innovation is used to develop competitive courses,
4.

markets, and for gaining access to new markets.
Creativity, innovation and the skills and competencies of internal
5.

staff and partners are used to design and develop competitive
courses and services.
Courses, other professional services and curriculum developments

6.

are developed in line with new legislation and educational
approaches

Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.27) shows that the first and second paragraphs (New courses and commercial services are
promoted and marketed to existing and potential students/commercial customers, Day to day student
(and other customer) contact requirements are determined and met) ranked first with relative weight
(73.20%), followed by the fifth paragraph (Follow up is undertaken to attain levels of satisfaction
with the content and processes of courses and services from the University or parts of the university)
which ranked second with relative weight (71.47%). The sixth paragraph (Partnerships are created,
maintained and managed with student and other commercial customer groups in order to add value to
future experiences) ranked last with relative weight of (66.93%). The results for the overall level of
this sub criterion show that the mean value equals (7.03), the weight mean equals (70.35%) which is
greater than (60%), the value of t test equals (37.66) which is greater than critical value (1.99), and
the p-value equals (0.00) which is less than (0.05). This means that the opinions of the respondents
about this sub criterion is positive.
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Table (5.27)
Means and Test values for (Student, commercial and internal customer relationships are managed and
enhanced)

#
1.
2.
3.

Paragraphs

Mean T .test

New courses and commercial services are promoted and marketed

Relative
weight

rank Sig.

7.32 36.91

73.20

1

0.00

7.32 38.15

73.20

1

0.00

7.09 33.81

70.93

4

0.00

encouraged in order to discuss and address their needs, 7.01 33.11

70.13

5

0.00

71.47

3

0.00

66.93

7

0.00

6.86 30.67

68.65

6

0.00

7.03 37.66

70.35

to existing and potential students/commercial customers.
Day to day student (and other customer) contact requirements are
determined and met.
Feedback received from day to day contacts is handled and acted upon
– including complaints.

A proactive involvement with students (and other customers) is
4.

expectations and concerns
Follow up is undertaken to attain levels of satisfaction with the
5.

content and processes of courses and services from the University 7.15 34.13
or parts of the university.
Partnerships are created, maintained and managed with student

6.

and other commercial customer groups in order to add value to 6.69 31.93
future experiences.
Regular survey data, and other information from day-to-day

7.

contact can be used to enhance student (customer) relationships
and satisfaction levels
Total

0.00

Critical value of t at df "74" and significance level 0.05 equal 1.99
Table (5.28)
Means and Test values for process criterion

#
1.

criterion

Sub criteria

Mean T .test

Processes are systematically designed and managed

7.03 33.25

Relative

rank

Sig.

70.39

3

0.00

7.15 39.47

71.51

1

0.00

internal services are designed and developed based 7.06 38.92

70.68

2

0.00

7.03 37.66

70.35

4

0.00

7.07 39.76

70.76

weight

Processes are improved, as needed, using innovation

2.

in order to fully satisfy and generate increasing value
for students, staff and other stakeholders.

process Academic
3.

courses,

professional

services

and

on customer needs and expectations
4.

Student,

commercial

and

internal

relationships are managed and enhanced
Total

customer

Critical value of t at df "74" and significance level 0.05 equal 1.99
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0.00

Table (5.28) shows that the second sub criterion (Processes are improved, as needed, using
innovation in order to fully satisfy and generate increasing value for students, staff and other
stakeholders) ranked first with relative weight (71.51%), followed by the third sub criterion
(Academic courses, professional services and internal services are designed and developed based
on customer needs and expectations) which ranked second with relative weight (70.68%). The
first sub criterion (Processes are systematically designed and managed) ranked third with relative
weight (70.39%). The fourth sub criterion (Student, commercial and internal customer
relationships are managed and enhanced) ranked last with relative weight of (70.35%). The
results for the overall level of process criterion show that the mean value equals (7.07), the
weight mean equals (70.76%) which is greater than (60%), the value of t test equals (39.76)
which is greater than critical value (1.99), and the p-value equals (0.00) which is less than (0.05).
This means that the application of processes criterion is positive. This reflects the ability of
universities to apply processes criterion of EFQM excellence model at a satisfying level.
The results show that process measures are implemented and performance targets are set.
Systems standards, such as quality management, health and safety, environmental and
occupational health, are applied in process management.
The university’s key processes (student facing, management and supporting processes) are
designed to support the delivery of policy and strategy and enable the delivery of activities that
are critical to the university in an efficient and effective way. Process changes are communicated
to staff, students and other stakeholders as necessary.
New process designs, teaching methods, ways of managing the university and the use of new
technologies are discovered and applied. Courses, other professional services and curriculum
developments are developed in line with new legislation and educational approaches. The impact
and potential of new technologies is anticipated, understood and utilized in the planning of new
courses and services.
Creativity and innovation is used to develop competitive courses, styles of teaching and new
services for current established markets, and for gaining access to new markets. New courses and
commercial services are promoted and marketed to existing and potential students/commercial
customers. Follow up is undertaken to attain levels of satisfaction with the content and processes
of courses and services. This result is consistent with (Alaesawi, 2013) who concluded that
General Administration of Investigation apply processes criterion from the perspective of EFQM
excellence model. The results showed that there is a significant relationship between design and
processes management, improving processes in creative ways, the design development and
delivery of services, management and strengthen customer relations and crime prevention. The
result is also consistent with (Arturo & others, 2006) who revealed that application of process
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criterion is positive and recommended that for the implementation of any quality improvement,
each university centre must try to identify its key processes, document them and assign people to
be in charge of monitoring and improving them. Furthermore the result is consistent with
(Marques & others, 2011, Dehnavieh & others, 2012) who found that the application of
processes criterion of EFQM excellence model is positive.
This result contradicts with (Sahmoud, 2013, Bièvre & others, 2001, Michalska, 2008)
(Yaghoubi& others,2011, Mohamad esmaeil & others, 2011, and Mahalli, 2013) who revealed
that the application of process criterion is negative.
Table (5.29)
Means and Test values for enablers criteria

#

Study main question

1.

Enablers criteria

Mean T .test

Relative
weight

rank Sig.

Leadership

7.20 45.32

72.09

3

0.00

Policy and Strategy

7.21 46.16

72.16

2

0.00

People

7.01 41.04

70.15

5

0.00

Partnership and resources 7.35 42.44

73.53

1

0.00

process

70.76

4

0.00

To what extent do the Palestinian
2.
3.
4.
5.

universities in Gaza strip apply the
enablers criteria of EFQM
excellence model

7.07 39.76

Critical value of t at df "74" and significance level 0.05 equal 1.99

Table (5.29) shows that the fourth criterion (Partnership and resources) ranked first with relative
weight (73.53%), followed by the second criterion (Policy and Strategy) which ranked second
with relative weight (72.16%). The first criterion (Leadership) ranked third with relative weight
(72.09%), followed by the fifth criterion (process) which ranked fourth with relative weight
(70.76%). The third criterion (People) ranked last with relative weight of (70.15%). The relative
weight for all the enablers criteria is above (60%), so the application for the enables criteria of
EFQM excellence model in the Palestinian universities in Gaza strip is positive.

Interpretation of the results : An analytical review
The following table (5.30) summarizes the results of the previous studies which measured the
application of enablers criteria of EFQM excellence model. If compared with the results of the
current study, the following remarks can be presented:
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Table (5.30)
The results of the previous studies in comparison with the results of the current study

Policy and

Leadership

Camison,1996

62.5%

67.5%

65%

55%

72.5%

Bièvre& others,2001

40%

36%

40%

50%

38%

Goldschmidt& others, 2002

49.5%

Arturo and others,2006

76.9%

75.3%

58%

48.4%

62.5%

Ololube,2006

49%

55.5%

47%

39.6%

Michalska,2008

66%

57.6%

57.6%

66.6%

57.14%

55.28%

47.40%

53.24%

60.04%

32.29%

Gorji&Siami,2011

66%

53.5%

69.1%

60.4%

67.2%

Marques& others, 2011

61,03%

37,91%

51,28%

45,77%

65,38%

Yaghoubi& others,2011

31.72%

50.45%

25.68%

31.36%

46.44%

Alhusen,2011

55%

60%

56%

61%

70%

Dehnavieh & others,2012

59.9%

58.5%

52.8%

54.3%

62.9%

Mahalli,2013

45.7%

40%

36.4%

50.1%

50.5%

Al dajny,2013

65.53%

Abu Saada,2013

75.90%

Sahmoud,2013

61.88%

55.03%

57.15%

Mohamad esmaeil
&others,2011

strategy

People

Partnership

Previous studies

and resources

Process

59.73%

57.80%

50.32%

Alaesawi,2013

74.82%

Alnajar,2014

78.31%

Current study

72.09%

71.87%
72.16%

70.15%

73.53%

70.76%

First: leadership criterion:
The results of the current study indicate that the application of leadership criterion equals
(72.09%). This result is similar to the results of (Abu-saada, 2013) which found that the
application of this criterion is (75.90%) and to the result of (Arturo & others, 2006) who found
that the application equals (76.9%). The reasons behind the similarity of the results can be
attributed to the fact that these studies are carried out in the same sector (educational sector) and
the target population of the studies was the senior staff in the studied institutions.
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Also the result of the current study is similar to (Alnajar, 2014) who found that the application of
leadership criterion is (78.31%), because of its application in the same sector (educational sector).

Furthermore, the results of (Al dajny, 2013) and (Sahmoud, 2013) found that the application of
the leadership criterion is positive but less than the current study (65.53%, and 61.88%)
respectively. The lower application of this criterion can be explained by the fact that these two
studies included the opinions of the academic and administrative staff and not only the senior
staff as in this study.
The results of (Camison, 1996, Michalska, 2008, Gorji & Siami, 2011, and Marques & others,
2011) studies also show that the application of the leadership criterion is positive but less than
the results of the current study. This difference can be attributed to the fact that these four studies
are carried out in the private sector and the target population is different from the current study.
The results of the current study contradicts with many other studies which found a negative
application of the leadership criterion. The main reason for these differences is the different
political, demographic, cultural, and economical environment as most of these studies are foreign
studies conducted in developing countries such as Syria, Nigeria, and Iran.

Second: policy and strategy criterion:
The result of the current study indicates that the application of policy and strategy criterion
equals (72.16%). This result is similar to the result of (Arturo & others, 2006) which found that
the application of policy and strategy criterion equals (75.3%). The similarity can be attributed to
the fact that both studies were conducted in the higher education sector and the target population
was the senior staff in both studies.
Furthermore, the findings of (Camison, 1996, Alhusen, 2011) indicates a positive application of
policy and strategy criterion but with lower level than the current study (67.5%, 60%)
respectively . This can be explained by the fact that these two studies are carried out in the
private sector with a different study population.
The results of the current study contradicts with the remaining ten studies showed in table (5.30).
These studies showed a negative application of policy and strategy criterion. The reasons behind
the differences is either studying a different population such as the study of (sahmoud, 2013)
which included the academic and administrative staff, or the differences in the political,
economic, cultural, and demographic environment as in the other nine studies.
Third: people criterion:
The result of the current study indicates that the application of people criterion equals (70.15%).
This result is similar to (Alnajar, 2014) who found that the application of this criterion is
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(71.87%). The similarity of the results can be attributed to the same political,economical,
cultural, and demographic environment as both are local studies, also the similarity can be
attributed to the fact that both studies were conducted in the higher education sector.
Furthermore the result of the current study shows a higher application of this criterion than the
results of (Camison, 1996, and Gorji & Siami, 2011) which found a positive application for this
criterion but at a lower level (65%,69.1%) respectively. This lower level can be attributed to the
fact that these studies are carried out in different sector (health care and the private sector) with
different target population than the current study.
The result of this criterion contradicts with the remaining twelve studies which found a negative
application of the people criterion. This contradiction can be explained by the fact that some of
these studies (Al dajny, 2013, Sahmoud, 2013) are local studies but the target population was
different as they included the academic and administrative staff and just the senior staff as in the
current study. (Alhusen, 2011) on the other hand found a negative application of this criterion.
This study was conducted in the private sector with a different target population. The remaining
nine studies in the table show a negative application of this criterion. This can be attributed to the
fact that these are foreign studies which are conducted in a different political, economical,
cultural, and demographic environment.
People criterion application was negative in most of the previous studies. The percentage of
applying this criterion in the Palestinian universities is positive, but ranked last between the
enablers criteria. This indicates the necessity of managing, planning and developing human
resources and identifying and developing people knowledge and competencies in addition to
empowering and rewarding people.
Fourth: Partnership and resources criterion:
The result of the current study shows that the application of partnership and resources criterion
equals (73.53%). This result is higher than the results reached by (Alhusen, 2011) who found
that the degree of application of this criterion equals (61%). The difference can be attributed to
the fact that (Alhusen, 2011) study was carried out in the private sector with a different target
population.
Furthermore, (Michalska,2008, Mohamadesmaeil & others, 2011, Gorji & Siami, 2011) also
found a positive application of this criterion (66.6%,60.04%,60.4%) respectively, but with a
lower level. These are foreign studies carried out in different fields with different target
population.
The remaining nine studies found a negative application of this criterion. One of them is a local
study (Sahmoud, 2013) which studied the academic and administrative staff and not just the
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senior staff as in this study. The others are foreign studies conducted in a different political,
economical, cultural, and demographic environment.

Fifth: process criterion:
The result of this study indicates that the application of the process criterion equals (70.76%).
This result is similar to the result of (Alaesawi, 2013) which found that the application of this
criterion equals (74.82%). The similarity of the results can be attributed to the same
political,economical, cultural, and demographic environment as both are local studies.
Furthermore, (Alhusen, 2011, and Camison, 1996) found appositive application of this criterion
(70%,72.5%) respectively. The similarity of the results is due to conducting the two studies in
the private sector. Which focus mainly on managing process.
The results of (Arturo & other, 2006, Gorji & Siami, 2011, Marques & others, 2011, Dehnavieh
& others, 2012) show a positive application of this criterion but at a lower level. These are
foreign studies with different political, cultural, economical, and demographic environment .
The result of this study contradicts with the remaining six studies in table (5.30) which show a
negative application of this criterion. (Sahmoud, 2013) study is a local study which concentrated
on both the academic and administrative staff and the others (Bièvre & others, 2001, Michalska,
2008, Mohamad esmaeil & others, 2011, Yaghoubi & others, 2011, Mahalli, 2013) are foreign
studies conducted in a different environment in developing countries.

The second main question:
Are there significance differences between the answers of the respondents concerning applying
the enablers criteria of EFQM excellence model due to personal traits of the respondents?
To test the second main question, seven sub questions will be tested.
Sub questions:
1. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their age?
The one way ANOVA test is used to test the above question. The results are illustrated in table
(5.31) which shows that the p-value (Sig.) is greater than (0.05) for each criterion, and p-value
(Sig.) for all the enablers criteria equals (0.36), which is greater than (0.05). This means that
there are no significant differences in respondents' answers toward applying the enablers criteria
of EFQM excellence model according to their age. This indicates that the answers of respondents
in all age intervals came in the same direction as more than half of the respondents are more than
50 years old.
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Table (5.31)
One way ANOVA test for the differences between the answers of the respondents concerning applying the
enablers criteria of EFQM excellence model due to their age

Means

Enablers criteria

Test

30-40 41-50 More than 50 value

(Sig.)

Leadership

6.51

7.48

7.15

1.65 0.20

Policy and Strategy

6.83

7.35

7.19

0.47 0.63

People

6.40

7.22

6.99

0.98 0.38

Partnership and resources

6.69

7.53

7.35

0.99 0.38

process

6.44

7.21

7.11

0.80 0.45

6.57

7.36

7.17

1.04 0.36

Do the Palestinian universities in Gaza strip apply the enablers
criteria of EFQM excellence model

Critical value of F at df "2,72" and significance level 0.05 equal 3.11
2. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their gender?
Independent Samples T. test is used to test the above question. The results are illustrated in table
(5.32) which shows that the p-value (Sig.) is greater than (0.05) for each criterion, and p-value
(Sig.) for all the enablers criteria equals (0.14), which is greater than (0.05). This means that
there are no significant differences in respondents' answers toward applying the enablers criteria
of EFQM excellence model according to their gender as the majority of universities councils
members are males.
Table (5.32)
Independent Samples t. Test for the differences between the answers of the respondents concerning applying
the enablers criteria of EFQM excellence model due to their gender

Means

Enablers criteria

Test

male female value

(Sig.)

Leadership

7.15

8.21

-1.5

0.13

Policy and Strategy

7.16

8.17

-1.4

0.14

People

6.96

7.96

-1.3

0.18

Partnership and resources

7.31

8.20

-1.2

0.24

Process

7.01

8.23

-1.6

0.12

7.12

8.15 -1.46 0.14

Do the Palestinian universities in Gaza strip apply the enablers criteria of
EFQM excellence model

Critical value of t at df "74" and significance level 0.05 equal 1.99
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3. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their qualifications?
The one way ANOVA test is used to test the above question. The results are illustrated in table
(5.33) which shows that the p-value (Sig.) is greater than (0.05) for each criterion, p-value (Sig.)
for all the enablers criteria equals (0.12), which is greater than (0.05). This means that there are
no significant differences in respondents' answers toward applying the enablers criteria of EFQM
excellence model according to their qualification as all of universities councils members have
higher qualification.

Table (5.33)
One way ANOVA test for the differences between the answers of the respondents concerning applying the
enablers criteria of EFQM excellence model due to their qualifications

Means
Enablers criteria
Ph.D.

Associate
Professor

Test

Professor Dr. value

(Sig.)

Leadership

7.42

6.92

7.44

1.31 0.28

Policy and Strategy

7.36

6.94

7.55

1.51 0.23

People

7.08

6.70

7.48

1.74 0.18

Partnership and resources

7.69

6.96

7.62

2.07 0.13

Process

7.43

6.52

7.60

2.19 0.12

7.41

6.80

7.54

2.22 0.12

Do the Palestinian universities in Gaza strip apply the
enablers criteria of EFQM excellence model

Critical value of F at df "2,72" and significance level 0.05 equal 3.11

4. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their years of service at the
university?
The one way ANOVA test is used to test the above question. The results are illustrated in table
(5.34) which shows that the p-value (Sig.) is greater than (0.05) for each criterion, and p-value
(Sig.) for all the enablers criteria equals (0.88), which is greater than (0.05). This means that
there are no significant differences in respondents' answers toward applying the enablers criteria
of EFQM excellence model according to their years of service at the university. More than half
of the respondents have more than 15 year of service at the university.
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Table (5.34)
One way ANOVA test for the differences between the answers of the respondents concerning applying the
enablers criteria of EFQM excellence model due to their years of service at the university

Means

Enablers criteria

Test

Less 5 5-10 11-15 More 15 value

(Sig.)

Leadership

7.38 7.24 6.77

7.22

0.23 0.87

Policy and Strategy

7.54 7.12 7.12

7.16

0.28 0.84

People

7.16 6.97 7.12

6.98

0.06 0.98

Partnership and resources

7.75 7.59 7.44

7.17

0.63 0.60

Process

7.45 7.05 7.21

6.97

0.31 0.81

7.46 7.21 7.14

7.10

0.22 0.88

Do the Palestinian universities in Gaza strip apply the
enablers criteria of EFQM excellence model

Critical value of F at df "2,72" and significance level 0.05 equal 3.11
5. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their years of experience at
the current position?
The one way ANOVA test is used to test the above question. The results are illustrated in table
(5.35) which shows that the p-value (Sig.) is greater than (0.05) for each criterion, and p-value
(Sig.) for all the enablers criteria equals (.176), which is greater than (0.05). This means that
there are no significant differences in respondents' answers toward applying the enablers criteria
of EFQM excellence model according to their years of experience at the current position. More
than half of the respondents have 1-3 years of experience at the current position.
Table (5.35)
One way ANOVA test for the differences between the answers of the respondents concerning applying the
enablers criteria of EFQM excellence model due to their years of experience at the current position

Means
Enablers criteria

Less
1year

1-3 year

Above 3
years

Test
value

(Sig.)

Leadership

7.82

7.08

7.18

1.304 .278

Policy and Strategy

8.16

7.03

7.08

2.416 .075

People

7.72

6.80

7.06

1.788 .175

Partnership and resources

7.96

7.20

7.34

1.172 .316

Process

7.72

6.86

7.15

1.426 .247

7.87

7.00

7.17

1.781 .176

Do the Palestinian universities in Gaza strip apply the enablers
criteria of EFQM excellence model

Critical value of F at df "2,72" and significance level 0.05 equal 3.11
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6. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to their occupation?
The one way ANOVA test is used to test the above question. The results are illustrated in table (5.36)
which shows that the p-value (Sig.) is greater than (0.05) for each criterion, and p-value (Sig.) for all
the enablers criteria equals (0.93), which is greater than (0.05). This means that there are no
significant differences in respondents' answers toward applying the enablers criteria of EFQM
excellence model according to their occupation. All of universities councils members have long
experience at their university regardless of their job title.
Table (5.36)
One way ANOVA test for the differences between the answers of the respondents concerning applying the
enablers criteria of EFQM excellence model due to their occupation

Means
Enablers criteria

President of the
University

Vice President
of the
University

Test
Dean of

value

(Sig.)

the Faculty

Leadership

7.24

7.11

7.24

0.04 0.96

Policy and Strategy

6.73

7.15

7.25

0.22 0.80

People

6.78

6.90

7.05

0.09 0.92

Partnership and resources

6.42

7.42

7.36

0.12 0.88

Process

6.71

7.18

7.08

0.11 0.89

6.88

7.10

7.20

0.08 0.93

Do the Palestinian universities in
Gaza strip apply the enablers
criteria of EFQM excellence model

Critical value of F at df "2,72" and significance level 0.05 equal 3.11
7. Are there significance differences between the answers of the respondents concerning
applying the enablers criteria of EFQM excellence model due to university?
The one way ANOVA test is used to test the above question. The results are illustrated in table
(5.37) which shows that the p-value (Sig.) is less than (0.05) for each criterion, and p-value (Sig.)
for all the enablers criteria equals (0.001), which is less than (0.05). This means that there are
significant differences in respondents' answers toward applying the enablers criteria of EFQM
excellence model according to university.
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Table (5.37)
One way ANOVA test for the differences between the answers of the respondents concerning applying the
enablers criteria of EFQM excellence model due to university

Means
Enablers criteria

Al-Azhar

Islamic

Al Aqsa Palestine

university university university university

Test
value

(Sig.)

Leadership

7.07

7.84

6.44

7.41

4.39 0.007

Policy and Strategy

7.08

7.87

6.33

7.53

6.05 0.001

People

6.98

7.77

6.02

7.21

6.08 0.001

Partnership and resources

7.03

7.99

6.38

7.91

6.41 0.001

Process

6.80

7.84

6.08

7.44

6.14 0.001

7.00

7.86

6.25

7.51

6.42 0.001

Do the Palestinian universities in Gaza
strip apply the enablers criteria of EFQM
excellence model

Critical value of F at df "2,72" and significance level 0.05 equal 3.11
To test the direction of these differences, Scheffe test was conducted. Table (5.38) shows the
results.
Table (5.38)
Scheffe test for Multiple Comparisons due to Name of University
Mean difference

Al-Azhar university Islamic university Al Aqsa university Palestine university
M=7.00

Al-Azhar university
M=7.00
Islamic university
M=7.86
Al Aqsa university
M=6.25
Palestine university
M=7.51

M=7.86

M=6.25

M=7.51

-.86

.75

-.51

1.61

.35

.86
-.75

-1.61

.51

-.35

-1.26
1.26

The mean (M) difference is significant at the 0.05 level.

It's clear from table (5.38) that the direction of the differences is in favor of the Islamic
university as it got the highest mean (M=7.86) in the application of enablers criteria of EFQM
excellence model, followed by Palestine University with mean (M=7.51), followed by Al-Azhar
University with mean (M=7.00). Al Aqsa University got the lowest mean (M=6.25).
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To gain more understanding for this result, a second tool for data analysis was used (Reviewing
documents), as the researcher reviewed self evaluation reports for the studied universities
(Islamic university, Palestine University, Al-Azhar University, and Al Aqsa University).
The following tables (5.39, 5.40, 5.41, 5.42) shows the strengths and weaknesses in each
university concerning the research criteria:
Table (5.39)
Strengths and weaknesses of the Islamic University

Criteria

Strengths

Weaknesses

The existence of a clear university mission

Not all of the stakeholders participate in

that includes the values and philosophy of

the university mission formulation, and

the university and its three areas of work

the electronic and hardcopy publishing of

(teaching,

university mission is not enough.

scientific

research,

and

community service).

Although the university mission ensures

The university mission is consistent with

its three areas of work (teaching, scientific

the goals and objectives of strategic plan,
there is a clear organizational structure that

Leadership

takes into account the lines of authority and
responsibilities

for

all

functions

and

provides clear lines of communication.
The diversity in the means of communication

research, and community service), but the
size of the resources and activities related
to scientific research and community
service does not reflect its mission in a
balanced manner.

between senior management, academics and
administrators.

There is also accredited training programs,
multiple research activities (conferences
and seminars) consistent with the university
and higher education policy.

The

existence

of

a

strategic

and The lack of stakeholders involvement in the

operational plan which is clear, diverse

development of the university's mission and

and includes all areas in the university.

goals reflected on the strategic planning

Policy

There is a clear, open and transparent

process as the plan objectives didn’t include

And

policies for admission and transfer

the competitive dimension. Although there

strategy

operations, documenting all operations is a clear operational plan for the university,
the colleges and departments developed
and procedures.
operational plans which are not consistent
with the operational plan of the university.

People

The number of faculty members and

The absence of mechanisms to measure

administrative staff fits the Palestinian

the impact of training on the performance

standards, and there is a regular training

of employees.
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programs

according

to

clear

need

There isn’t periodical evaluation for

assessment.

academics

The university is committed to fair

satisfaction.

and

administrators

job

systems

not

practices in the selection of individuals for
learning processes, grants and services.
There is work environment appropriate for
different functions in the university.

The university has a good reputation Communications'

are

through quality partnership with local

periodically evaluated in line with the latest

and international institutions.

versions

Financial and educational resources are

university success in financial resources

Partnership suitable for the university's mission and
And
objectives and the number of students

management, it suffers from the weaknesses

resources

of

technology.

Despite

the

in financial stability due to reliance on
unstable resources.

and staff.

Although the existence of a joint study
programs with local and international
institutions, its number is few in comparison
with the programs offered by the university.

There is an effective and integrated There is no system include clear criteria
regulatory laws and systems which are for evaluating the senior management
mostly computerized, and there is a clear

councils, there isn’t an integrated quality

and declared academic system which assurance system in the university.
includes justice and transparency.
The

Process

university

academic

introduction

programs

suitable

There is no documentation for the

of

new

for

the

processes and procedures of academic
work.

requirements of the market and community

There isn't an integrated system for

in line with higher education system.

measuring

The educational curricula fits the labor

university.

market

needs

and

it's

user

satisfaction

in

the

updated Weaknesses in identifying the appropriate

periodically.

teaching methods that are suitable for the

Educational means characterized by objectives of educational programs.
modernity.
Source: developed by the researcher based on the institutional self assessment report-Islamic University, 2010.
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The next table shows strengths and weaknesses of University of Palestine:
Table (5.41)
Strengths and weaknesses of University of Palestine

Criteria

Leadership

Strengths

Weaknesses

The formation of a committee in each

Interference of administrative authorities

college to assess the educational process.

and

The clarity of the vision and mission of

departments which reflected upon the

the university, colleges, departments and

colleges.

programs.

Lack of activating the role of students in

Encouraging

students

to

participate in the community activities and
extracurricular

activities

through

the

some

job

description

programs

in

the

for

some

evaluation

process.

representatives of the courses and the
supreme council of student clubs.

Policy
And
strategy

Modernity of study plans for programs

The lack of stakeholders involvement in

in colleges which keep up with the latest the development of the study plans for
science.

different programs

A regular courses are held for the

Weakness in the diversity of faculty

administrative and academic staff at the

members qualifications in term of

university to introduce the university

specialization and universities from

systems for them. Workers are trained on

which

the technological systems that adopted by

humanitarian disciplines.

they

graduated

in

some

the university for lecturers and students.

People

A knowledge and management courses
that

related

to

quality

management

systems are held. Relative progress in the
overall

assessment

rate

of

faculty

members in the university.
Members of academic staff are qualified
and have a good practical experience.

Partnership
And
resources

There is a special system to search for

Limited facilities for extracurricular

available sources of scientific books,

activities.

magazines and periodicals. The use of

The lack of a special budget for

technological means in the educational

scientific

process.

research activities.

The financial system has dual supervision
by the internal auditor as well as the
external auditor.
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research

and

supporting

There are electronic sites for colleges and
programs which are constantly updated.
There

is

environment

a

distinct

(library,

educational

computer

labs,

public facilities, classrooms, and internet
service).
University

adopts

a

systematic

The

limitation

of

mechanisms'

methodology represented in the evaluation

effectiveness of exchanging expertise

of all programs and colleges every 5 years.

and scientific research between the

The availability of a special electronic
system

for

students

complaints

university and other universities.

and

suggestions.
Varied ways and methods of teaching at
the university to make the student the axis
for learning process.

Process

There is a lot of educational activities that
the student interact with during the
educational

process.

Clarity

and

transparency of academic systems that
serve programs in colleges.
Recording lectures on a daily basis and
linking it with course electronic page to
facilate the evaluation and follow up
process for quality unit of education in the
university.
Source: developed by the researcher based on "Strengths and weaknesses points according to self evaluation
for the different programs in Palestine University, 2014

The next table shows strengths and weaknesses of Al-Azhar University
Table (5.42)
Strengths and weaknesses of Al-Azhar University

Criteria

Strengths
The

Leadership

flexibility

of

Weaknesses

the

university The level of consensus that the university
administration in dealing with the achieve its mission actively is moderate.
Stakeholder participation in the review of
changes in the external environment.
the university mission and objectives is
not enough.
The university mission and its goals are
not clear to the staff of the university and
its harmony with higher education mission
is not enough.
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There is a quarterly or annual plans for

Deployment of quality culture in the
university as a shared responsibility for all
is not enough.
There is no certified strategic plan at the

academic programs and they are

university. University mission is not used

adjusted based on the results of the

in the formulation of its strategic plans.

monitoring and evaluation process.

Organizational structure at the University

Policy and

There is clear policies regarding the

is old and isn't based on the strategic plan.

strategy

recruitment, hiring, benefits and other

There is a need to define the roles of

labor standards.

various boards at the university and
commitment.
The need to fit the university structure
with the strategic plan.

There is an active union for workers at

Job

descriptions

the university. Workers are satisfied

unspecified

with their salaries.

Evaluation

for

and
of

employees

are

undocumented.
academics

and

administrators staff member isn't done
periodically.
Plan and budget of human resources

People

development is not sufficient. Academics
dissatisfaction toward classroom because
of the lack in scientific and professional
growth support.
Dissatisfaction of administrators toward
the promotion system objectivity.
There

are

exchange

clear
and

procedures

purchase

at

for

The existing financial system needs to be

the

improved.

university.

The

budgets

of

various

university

There is an external legal auditor and

departments inaccurate and is not adhered to.

internal financial controller at the

Buildings are not sufficient for students

university.

numbers and Library services need to be

Partnership

developed. Classrooms aren't suitable for the

and resources

educational process and not provided with
educational techniques.
The university's ability to get an external
funding is limited, as the student fees
represent the bulk of its financial resources.
There is no system for networking and
exchange knowledge with others.
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There are mechanisms to coordinate work

There is no certified quality assurance

between the various units and departments

system in the university. Assessment of

at

community and labor market needs for

the

university.

Academic

and

administrative system defines promotion
mechanisms for workers.

There

are

E-learning system is not exploited by most

sub-committees

for

the

application of administrative systems.
Administrative procedures are reviewed,

Process

plans

are

of academics.
Programs

link

with

Palestinian

development plans is not enough. Limited

and adjusted if necessary.
Courses

academic programs is inadequate.

consistent

with

teaching methods as the lecture is the most
followed way. Incentives and budget for

academic programs.
Applying the university examination

scientific research is not enough.

system.
There is a trend to address community issues
in scientific research.

The diversity of courses taught by
lecturers.
Source: developed by the researcher based on the institutional self assessment report- Al-Azhar University, 2009.

Al Aqsa University on the other hand got the lowest degree within the Palestinian Universities in
Gaza strip in the application of enablers criteria of EFQM excellence model (M=6.25). The next
table shows strengths and weaknesses of Al Aqsa University.
Table (5.40)
Strengths and weaknesses of Al Aqsa University

Criteria

Strengths

administrative The level of consensus on the university
mission is moderate.
sequence within the university.
The involvement of administrators and
academics in the mission formulation is
inadequate and the text need to be improved
on a scientific basis.
There is a need to improve the existing
structure of the university.
There

Leadership

Weaknesses

The

is

a

university

clear

conducted

a

self-

The university mission and its objectives
are

assessment for its programs0

not

consistent

with

the

general

framework of higher education strategy.
Policy

There is no strategic plan for the university

And

because the university depends on the

strategy

development

plans

for

colleges,

administrators knowledge and participation
in the university development plans are
weak.
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The

University

provides

some There is no job description for the teaching

financial incentives for employees to staff and the administrators. The academics
encourage scientific research.

and administrators satisfaction for their
salaries is not enough, and there is a need to

People

improve the rewards system for employees.
The academics and administrators are not
satisfied about the medical services, and the
incentives for scientific research are not
enough.
financial The buildings of the university are
transparency which is strengthened by inadequate to the students needs and
classrooms need to be provided with
internal and external control.
educational technologies.
The university funding is not enough as its
resources depend on the fund from the
Ministry of Education and fees of students
and some foreign aid.
Institutional communication between the
university and the local, regional and
international institutions is not enough, and
there is a weak communication between the
university and other universities.
The existence of sub-committees for the There is a need to improve the management
application of administrative systems systems to be similar to other universities.
such as (scientific research, promotion, The university basic system doesn't specify
graduate studies).
the sequence of their references or the
There is a computerized financial relationship between them, the level of
systems in the university. Controlling
academics
and
administrators
staff
system within the university comply
awareness toward administrative system is
with the procedures and instructions of
moderate.
higher education ministry and the
general personnel council.
Applying the university examination
system.
The

Partnership
And
resources

Process

existence

of

Source: developed by the researcher based on the institutional self assessment report- Al Aqsa University, 2009.
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Chapter 6
Conclusions and Recommendations
6.1 Introduction:
This chapter outlines the research conclusions and recommendations to universities, also
recommendations to future researchers will be outlined.

6.2 Conclusions:
The following are the main results of the study:
The first main question:
To what extent do the Palestinian Universities in Gaza Strip apply the enablers criteria of
EFQM excellence model?

 The relative weight of applying all the enablers criteria of EFQM excellence model in the
Palestinian Universities in Gaza Strip is above (60%), so the application of the enables criteria
is positive.

First: Leadership criterion
The Palestinian Universities in Gaza Strip apply leadership criterion of EFQM excellence model
with percentage of (72.09%). This means that the application of leadership criterion is positive.
The percentage of applying the sub criteria of this criterion is as follow:

 The percentage of applying (Leaders develop the mission, vision, values and ethics, and are
role models of a culture of excellence) sub criterion is (72.26%).

 The percentage of applying (Leaders are personally involved in ensuring the university’s
management system is developed, implemented and continuously improved) sub criterion is
(71.77%).

 The percentage of applying (Leaders are involved with and interact with customers, partners
and representatives of society) sub criterion is (76.18%).

 The percentage of applying (Leaders motivate, support and recognize the university’s
people, and nurture a culture of excellence) sub criterion is (73.41%).

 percentage of applying (Leaders identify and champion organizational change) sub criterion
is (68.33%).

Second: Policy and strategy criterion
The Palestinian Universities in Gaza Strip apply policy and strategy criterion of EFQM excellence
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model with percentage of (72.16%). This means that the application of policy and strategy
criterion is positive. The percentage of applying the sub criteria of this criterion is as follow:

 The percentage of applying (Policy and strategy are based on the present and future needs
and expectations of stakeholders) sub criterion is (73.99%).

 The percentage of applying (Policy and strategy are based on information from performance
measurement, research, learning and externally related activities) sub criterion is (71.19%).

 The percentage of applying (Policy and strategy are developed and reviewed) sub criterion
is (73.07%).

 The percentage of applying (Policy and strategy are communicated and deployed through a
framework of key processes) sub criterion is (71.93%).
Third: People criterion
The Palestinian Universities in Gaza Strip apply people criterion of EFQM excellence model
with percentage of (70.15%). This means that the application of people criterion is positive. The
percentage of applying the sub criteria of this criterion is as follow:

 The percentage of applying (People resources are planned, managed and improved) sub
criterion is (68.70%).

 The percentage of applying (People’s knowledge and competencies are identified,
developed and sustained) sub criterion is (70.81%).

 The percentage of applying (People are involved and empowered) sub criterion is (71.67%).
 The percentage of applying (People are rewarded, recognized and cared for) sub criterion is
(69.39%).
Fourth: Partnerships and resources criterion
The Palestinian Universities in Gaza Strip apply partnerships and resources criterion of EFQM
excellence model with percentage of (73.53%). This means that the application of partnerships
and resources criterion is positive. The percentage of applying the sub criteria of this criterion is
as follow:

 The percentage of applying (Internal and external partnerships are managed) sub criterion is
(71.18%) .
 The percentage of applying (Finances are managed) sub criterion is (71.37%).
 The percentage of applying (Buildings, equipment and materials are managed) sub criterion
is (73.18%).
 The percentage of applying (Technology is managed) sub criterion is (77.38%).
 The percentage of applying (Information and knowledge are managed) sub criterion is
(73.48%).
139

Fifth: Processes criterion
The Palestinian Universities in Gaza Strip apply processes criterion of EFQM excellence model
with percentage of (70.76%). This means that the application of processes criterion is positive.
The percentage of applying the sub criteria of this criterion is as follow:

 The percentage of applying (Processes are systematically designed and managed) sub
criterion is (70.39%).

 The percentage of applying (Processes are improved, as needed, using innovation in order to
fully satisfy and generate increasing value for students, staff and other stakeholders) sub
criterion is (71.51%).

 The percentage of applying (Academic courses, professional services and internal services
are designed and developed based on customer needs and expectations) sub criterion is
(70.68%).

 The percentage of applying (Student, commercial and internal customer relationships are
managed and enhanced) sub criterion is (70.35%).

The second main question:
Are there significance differences among respondents toward applying the enablers criteria of
EFQM excellence model according to personal traits of the respondents?

 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their age.

 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their gender.

 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their qualification.

 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their years of service at the
university.

 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their years of experience at the
current position.

 There are no significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to their occupation.

 There are significant differences in the respondents' answers concerning applying the
enablers criteria of EFQM excellence model according to university.
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 The Islamic University got the highest mean (M=7.86) in the application of enablers criteria
of EFQM excellence model, followed by Palestine University with mean (M=7.51),
followed by Al-Azhar University with mean (M=7.00). Al Aqsa University got the lowest
mean (M=6.25).
6.3 Recommendations:
Even the percentage of applying enablers criteria of EFQM excellence model in the Palestinian
Universities in Gaza Strip is positive, some areas need more improvement. The researcher
therefore recommends the following:
First: Leadership criterion

 Increasing the awareness of the concept of excellence among the Palestinian Universities in
Gaza Strip by holding training courses and workshops on how to apply excellence concepts
actively according to popular excellence models.

 Leaders need to increase the participation of staff and stakeholders in developing and
improving the vision, mission, and values.

 Leaders have to increase their personal involvement in ensuring that the university’s
management system is developed, implemented and continuously improved

 Leaders should meet, understand and respond to the needs and expectations of students,
governing bodies, funding bodies, staff and other stakeholders.

 Leaders should identify and champion organizational change by understanding the internal
and external drivers for change, and their implications, securing the resources and
investments needed to support change. Supporting and enabling their managers and staff to
manage the transition and change process.
Second: Policy and strategy criterion

 Policy and strategy should be based on the present and future needs and expectations of
stakeholders.

 The results and outputs from internal performance indicators or measures and external
assessment have to be used in the development of policies and strategies.

 Contingency planning, risk analysis and scenario plans should be developed to address
future risks.

 Awareness within and outside the university of its’ policy and strategy should be measured
and evaluated.
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Third: People criterion

 People resources have to be planned, managed and improved through:
o Developing human resource policies, strategies and plans.
o A representative group of staff are involved with the development of human resource
policies, strategies and plans.
o Human resource plans and the University structure are aligned with the policy and
strategy of the university, and how this supports the delivery of policy and strategy
through a framework of key processes.
o Recruitment, career development and succession planning is proactively managed.
o Staff surveys and other forms of staff feedback are used to inform and improve human
resource policies, strategies and plans.

 Identifying and classifying people’s knowledge and competencies to matched the needs of
the university.

 Universities should pay more attention on human resources rewarding, recognizing and
caring for.
Fourth: Partnerships and resources criterion

 Key partnerships and strategic partnership opportunities should be identified in terms of
how they support the development and delivery of current and future university-wide and
local policies and strategies.

 Methodologies for the management of financial resources risk have to be managed.
Fifth: Processes criterion

 Reviewing the effectiveness of the process framework and process management system in
terms of its effectiveness in delivering the university’s policies and strategies.

 Processes should be improved, as needed, using innovation in order to fully satisfy and
generate increasing value for students, staff and other stakeholders.

 Market research, student surveys and other forms of feedback have to be used to determine
the needs and expectations of students both now and in the future.

 Regular survey data, and other information from day-to-day contact can be used to enhance
student (customer) relationships and satisfaction levels.
6.4 Further suggested studies:


Applying results criteria of EFQM Excellence Model in higher education institutions.



Using EFQM Excellence Model in self assessment of higher education institutions.
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Appendix (1)
Internal validity
correlation coefficients between each paragraph of sub criterion and the whole sub criterion
Part one: Leadership
Table (1)
The correlation coefficient between each paragraphs of " Leaders develop the mission, vision,
values and ethics, and are role models of a culture of excellence," and the total score of the field
Pearson
#
Paragraphs
Sig.
Correlation
1.

2.

The university’s mission and vision are developed and they are understood by all
stakeholders.
Role modeling ethics and values are developed, communicated and implemented
at all leadership levels, to support the creation of the organization's culture.

10667

10110

10721

10111

10654

10111

10811

10111

10811

10111

The effectiveness of all leaders within the university is reviewed, and this
3.

information is acted upon to improve the effectiveness of leaders and influence
future leadership requirements.
Leaders stimulate and encourage empowerment, creation and innovation e.g.

4.

through changing team/university structures to encourage cross-functional
working, funding learning, supporting improvement activities etc.

5.

Improvement activities are suitably prioritized and managed.

*Correlation is significant at the 0.05 level
Table (2)
The correlation coefficient between each paragraphs of "Leaders are personally involved in
ensuring the university’s management system is developed, implemented and continuously
improved" and the total score of the field
Pearson
#
Paragraphs
Sig.
Correlation

The university’s structure is aligned to support the delivery of its
1.

policy and strategy.
A system for managing processes across the university is developed

2.

and implemented.
A process for the development, deployment and updating of policy

3.

and strategy is developed and implemented.
An effective process for governance is in place which is developed

4.

5.

and implemented.
Processes for stimulating, identifying, planning and implementing
improvements to all enabling approaches are developed and implemented.

*Correlation is significant at the 0.05 level
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10568

10110

10612

10111

10587

10111

10671

10111

10811

10111

Table (3)
The correlation coefficient between each paragraphs of " Leaders are involved with and
interact with customers, partners and representatives of society" and the total score of the field
Pearson
#
Paragraphs
Sig.
Correlation
Leaders meet, understand and respond to the needs and expectations of
1.

students, governing bodies, funding bodies, staff internal to the university

10812

10110

10788

10111

10687

10111

10711

10111

in other areas, and other stakeholders.
2.

Partnerships are established within and outside the university, as well as
within and outside the education sector.
Leaders participate or are involved with professional organization

3.

activities, including active involvement at conferences and seminars,
particularly promoting and supporting excellence.
Activities that aim to improve the environment and the university

4.

contribution to the local community and the wider society are encouraged
by leaders, with the view to respecting the rights and interests of future
generations.

*Correlation is significant at the 0.05 level
Table (4)
The correlation coefficient between each paragraphs of "Leaders motivate, support and recognize
the university’s people, and nurture a culture of excellence," and the total score of the field
Pearson
#
Paragraphs
Sig.
Correlation

1.

2.

University’s mission, vision, values, policy and strategy, plans, objectives
and targets is personally communicated by leaders to all staff.
Leaders are accessible and actively listen to and respond inspirationally to
staff at all levels of the university structure

10811

10110

10777

10111

10698

10111

10742

10111

10745

10111

10796

10111

Staff are actively encouraged, helped and supported by leaders to achieve
3.

their plans, objectives and targets for the benefit of both individuals and
the university.

4.

5.

6.

Staff are encouraged and supported by leaders to participate in
improvement activities, particularly cross-team working
Leaders recognize both team and individual efforts, at all levels within the
university, in a timely and appropriate manner.
Equality of opportunity and diversity in all aspects of university life is
actively encouraged and supported by leaders.

*Correlation is significant at the 0.05 level
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Table (5)
The correlation coefficient between each paragraphs of "Leaders identify and champion
organizational change," and the total score
#

Pearson

Paragraphs

Correlation

All leaders understand the internal and external drivers for change, and
1.

their implications
The resources and investments needed to support change are secured

2.

by leaders.
The risks associated with change, and the effective delivery of the

3.

overall change programme are analyzed and managed by leaders.

Sig.

10724

10110

10662

10111

10679

10111

10712

10111

10755

10111

Change plans and the reasons for them are well communicated to staff
4.

and other stakeholders by leaders, with opportunity for feedback and
input provided.
Leaders support and enable their managers and staff to manage the

5.

transition and change process.
*Correlation is significant at the 0.05 level

Part two: Policy and Strategy
Table (6)
The correlation coefficient between each paragraphs of "Policy and strategy are based on
the present and future needs and expectations of stakeholders," and the total score
#

Pearson

Paragraphs

Correlation

Sig.

The needs and expectations of students, staff,
partners, the local community and other
1.

stakeholders are understood and anticipated,

10785

10110

10756

10111

for those now and those in the future.
Developments in education nationally, and
2.

the development of other HEI’s (including
competitors) is understood and anticipated.

*Correlation is significant at the 0.05 level
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Table (7)
The correlation coefficient between each paragraphs of "Policy and strategy are based on
information from performance measurement, research, learning and externally related
activities" and the total score
Pearson
#
Paragraphs
Sig.
Correlation
The results and outputs from internal performance indicators or measures
1.
10782
10110
are used in the development of policies and strategies.
The results from external assessment and other learning activities are
collected and understood0
2.
10698
10111
an analysis of external image and brand awareness amongst current and
prospective customer groups.
Social, environmental, legal ,economic, demographic and political issues
3.
10711
10111
are understood and incorporated in strategy development.
4. The impact of new technologies is understood and analyzed.
10752
10111
5. Stakeholders ideas and suggestions are analyzed and used.
10715
10111
*Correlation is significant at the 0.05 level
Table (8)
The correlation coefficient between each paragraphs of "Policy and strategy are developed
and reviewed " and the total score
#

1.

2.
3.
4.
5.
6.
7.
8.

Pearson

Paragraphs

Correlation

Policy and strategy is developed to be consistent with the University’s
mission, vision and values, is based on the needs and expectations of
all stakeholders, takes into account information from a wide range of
sources, and is underpinned by the concepts of excellence.
The short and long term needs and expectations of stakeholders are
balanced.
Short term and long term pressures and requirements on the university
are balanced.
Contingency planning, risk analysis and scenario plans are developed
to address future risks
Present and future opportunities for development, or the identification
of areas of competitive advantage are identified and fully considered.
Strategic partnerships and alliances are made and managed to support
the delivery of policy and strategy.
The university’s policy and strategy is aligned with that of other
strategic partners as necessary.
The relevance and effectiveness of policy and strategy is evaluated,
reviewed and updated.
*Correlation is significant at the 0.05 level
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Sig.

10811

10110

10741

10111

10699

10111

10589

10111

10762

10111

10699

10111

10811

10111

10789

10111

Table (9)
The correlation coefficient between each paragraphs of "Policy and strategy are
communicated and deployed through a framework of key processes" and the total score
Pearson
#
Paragraphs
Sig.
Correlation
A framework for the identification and design of key processes is
1. developed which will support the delivery of the university’s policy and
10789
10110
strategy.
The key processes are defined, with the identification of stakeholders
2.
10769
10111
defined as part of this process.
Policy and strategy are communicated and cascaded with all staff, and
3. with other stakeholders, in an appropriate way, with the effectiveness of
10811
10111
the communication reviewed and adjusted as necessary.
Plans, objectives and targets are aligned, prioritized, agreed and
4. communicated within the university, including being embedded into
10658
10111
individual objectives as part of an appraisal process.
Awareness within and outside the university of its’ policy and strategy is
5.
10615
10111
measured and evaluated.
*Correlation is significant at the 0.05 level
Part three: People
Table (10)
The correlation coefficient between each paragraphs of "People resources are planned,
managed and improved" and the total
#

Pearson

Paragraphs

Correlation

Sig.

1.

Human resource policies, strategies and plans are developed.

10811

10110

2.

A representative group of staff are involved with the development of
human resource policies, strategies and plans.

10688

10111

3.

Human resource plans and the University structure are aligned with the
policy and strategy of the university, and how this supports the
delivery of policy and strategy through a framework of key processes.

10822

10111

4.

Recruitment, career development and succession planning is
proactively managed.

10766

10111

5.

Fairness in terms of employment (including equal opportunities) is
ensured for all staff.

10611

10111

10654

10111

10599

10111

6.

Staff surveys and other forms of staff feedback are used to inform and
improve human resource policies, strategies and plans

Innovative organization methodologies e.g. flexible team working and
7. high performance work teams, are used to improve the way of
working.
*Correlation is significant at the 0.05 level
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Table (11)
The correlation coefficient between each paragraphs of " People’s knowledge and
competencies are identified, developed and sustained" and the total
#
1.
2.
3.
4.
5.
6.

#
1.
2.

Pearson

Paragraphs

Correlation

People’s knowledge and competencies are identified, classified and
matched to the needs of the university.
Training and development plans are developed and used to help ensure
that staff match present and future capability needs of the university.
Individuals are developed, mentored and trained to help them realize their
full potential.
Individual,

team

and

university-wide

learning opportunities

are

developed, captured and shared.
Individual and team objectives are reviewed, updated and aligned with
university objectives and targets.
Staff are helped to improve their own performance through appraisal and
other related activities.
*Correlation is significant at the 0.05 level

Sig.

10733

10110

10721

10111

10781

10111

10811

10111

10699

10111

10711

10111

Table (12)
The correlation coefficient between each paragraphs of " People are involved and
empowered" and the total
Pearson
Paragraphs
Sig.
Correlation
Individuals and teams are encouraged and supported to participate in
improvement activities.
Staff are encouraged and supported to be involved in university activities
through in-house conferences, ceremonies and other activities.

10745

10110

10698

10111

10721

10111

10712

10111

10811

10111

10811

10111

10695

10111

Opportunities are provided which stimulate involvement and support
3.

innovative and creative behavior amongst all staff at all levels of the
university.
Managers are pro-actively trained to develop and implement guidelines

4.

which empower their staff to take action, providing support for them in a
positive and caring way.

5.
6.
7.

Staff are encouraged to work together in teams.
Top-down, bottom-up and horizontal communication channels are
developed, used and regularly evaluated.
Best practice and knowledge is identified and shared throughout the
university.
*Correlation is significant at the 0.05 level
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Table (13)
The correlation coefficient between each paragraphs of " People are rewarded, recognized
and cared for" and the total
#

Pearson

Paragraphs

Correlation

Sig.

Pay, redeployment, redundancy and other terms of employment are
1.

aligned with the university’s long term policy and strategy, and

10722

10110

10756

10111

10699

10111

10784

10111

10713

10111

10687

10111

Government or governing body policies.
2.

3.

Awareness and involvement in health, safety, the environment and issues
of social responsibility is promoted and encouraged.
Levels of benefit, such as pension, healthcare, childcare provision etc., are
determined and agreed.
Recognition of the diversity of different social and cultural backgrounds

4.

across the university are celebrated, with a range of social and cultural
activities encouraged.

5.

6.

Facilities and services, such as flexible working hours, car parking
provision etc, are determined and agreed.
Resources and services that meet or exceed legal requirements are
provided0

*Correlation is significant at the 0.05 level
Part four: Partnership and resources
Table (14)
The correlation coefficient between each paragraphs of " Internal and external
partnerships are managed" and the total
#

Pearson

Paragraphs

Correlation

Sig.

Key partnerships and strategic partnership opportunities are identified in
1.

terms of how they support the development and delivery of current and

10615

10112

10721

10111

future university-wide and local policies and strategies.
2.

Partnership relationships are structured to create and maximize value for
both parties.

3.

Cultural compatibility and the sharing of knowledge with partners is ensured

10811

10111

4.

Mutual development and learning is supported.

10811

10111

5.

Partnerships help to generate and support creative and innovative thinking.

10745

10111

*Correlation is significant at the 0.05 level
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Table (15)
The correlation coefficient between each paragraphs of "Finances are managed," and the total
#

Pearson

Paragraphs

Correlation

Sig.

Financial strategies and resources are developed and implemented,
1.

with financial resources delivered through clearly defined processes,

10698

10110

10745

10111

10619

10111

10711

10111

which support university-wide policy and strategy.
Financial planning, management and reporting is designed to enable a
2.

cascading of financial information to stakeholders within and outside
the university.
Reporting mechanisms are established, used consistently and reviewed

3.

regularly.
Methodologies for the management of risk to financial resources is

4.

managed to a level appropriate to the university.
*Correlation is significant at the 0.05 level

Table (16)
The correlation coefficient between each paragraphs of " Buildings, equipment and
materials are managed," and the total
#

Pearson

Paragraphs

Correlation

Sig.

A strategy for the pro-active planning and management of the
1.

university’s buildings, equipment and materials to enable the

10652

10110

10711

10111

10715

10111

10714

10111

10762

1011

10666

1011

fulfillment of policies and strategies is developed and maintained.
The maintenance and utilization of all assets are managed to help
2.

improve the total asset life cycle and performance for the benefit of the
university and its stakeholders.

3.

The security of all assets are managed and understood.
Any adverse effects of the university’s assets on the staff, students,

4.

community etc. is measured and managed (e.g. health and safety,
ergonomics etc.)
The consumption of gas, electricity, water and other utilities is

5.
6.

optimized.
Waste is reduced and recycled.
*Correlation is significant at the 0.05 level
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Table (17)
The correlation coefficient between each paragraphs of "Technology is managed" and the total
#

Pearson

Paragraphs

Correlation

Sig.

A strategy for pro-actively researching, resourcing and managing new
1.

technologies which support the current and future policies and strategies of

10678

10110

10689

10111

10566

10111

10741

10111

10777

0.000

10811

0.000

the university.
2.
3.
4.

5.

6.

Alternative and emerging technologies are identified and evaluated in light of
policy and strategy, and their impact on the university and society assessed.
Existing technology is exploited to its full potential.
Innovative and environmentally friendly technology is identified and used in
support of strategy and policy.
Information and communications technologies are used to support and
improve the effective operation of the university.
Technology is harnessed to support improvement & development activities
for the university, its students and staff.

*Correlation is significant at the 0.05 level
Table (18)
The correlation coefficient between each paragraphs of "Information and knowledge are
managed," and the total
#

1.

2.

3.

4.

5.
6.
7.
8.
9.

Pearson

Paragraphs

Correlation

A strategy is developed for managing information and knowledge that
supports the university’s policies and strategies.
Information and knowledge requirements of the university are audited,
understood and well documented.
Information and knowledge is collected, structured and managed in support of
policy and strategy.
Appropriate access is provided for staff, students and other stakeholders to
relevant, useful and timely information and knowledge
Information technology is used to support the internal communication and
sharing of information and knowledge.
The validity, integrity and security of information is assured and improved.
Unique intellectual property is cultivated, developed and protected in order to
maximize value to both the university, staff and students.
Staff are encouraged to acquire, increase and use knowledge effectively.
Innovative and creative thinking within the university is generated through
the use of relevant information and knowledge resources0

*Correlation is significant at the 0.05 level
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Sig.

10811

10110

10685

10111

10678

10111

10713

10111

10748

10111

10699

10111

10752

10111

10658

10111

10599

1011

Part five: Process
Table (19)
The correlation coefficient between each paragraphs of " Processes are systematically
designed and managed" and the total
#

Pearson

Paragraphs

Correlation

Sig.

The university’s key processes (student facing, management and supporting
1.

processes) are designed to support the delivery of policy and strategy and
enable the delivery of activities that are critical to the university in an

10821

10110

10598

10111

10687

10111

10546

10111

10712

10111

efficient and effective way.
2.
3.
4.

A robust process management system is established and used.
Systems standards, such as quality management, health and safety,
environmental and occupational health, are applied in process management.
Process measures are implemented and performance targets are set.
The effectiveness of the process framework and process management system

5.

is reviewed in terms of its effectiveness in delivering the university’s policies
and strategies.

*Correlation is significant at the 0.05 level
Table (20)
The correlation coefficient between each paragraphs of "Processes are improved, as
needed, using innovation in order to fully satisfy and generate increasing value for
students, staff and other stakeholders," and the total
#
1.

Pearson

Paragraphs

Correlation

Opportunities for improvement, and other changes, both incremental and
breakthrough, are identified and prioritized.

Sig.

0.711

10110

0.687

10111

0.688

10111

0.644

10111

0.623

0.000

0.742

0.000

0.666

0.000

Performance and perception results and information from learning activities
2.

are used to help set priorities and targets for improvement, and help to inform
improved methods of operation.

3.
4.
5.
6.
7.

The creative and innovative talents of staff, students and other stakeholders
are stimulated to aid incremental and breakthrough improvements.
New process designs, teaching methods, ways of managing the university and
the use of new technologies are discovered and applied.
Process changes are communicated to staff, students and other stakeholders as
necessary.
It is ensured that people are trained to operate new or changed processes prior
to implementation.
It is ensured that process changes actually achieved the desired and predicted
results.

*Correlation is significant at the 0.05 level
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Table (21)
The correlation coefficient between each paragraphs of "Academic courses, professional
services and internal services are designed and developed based on customer needs and
expectations" and the total
#

Paragraphs

Pearson
Correlation

Sig.

0.648

10110

0.711

10111

0.599

10111

0.801

10111

0.723

0.000

0.677

0.001

Market research, student surveys and other forms of feedback are used to
1.

determine the needs and expectations of students (and commercial customers)
both now and in the future, and establish their current perceptions.
New courses and services are designed, researched and developed with

2.

student, customer and partner input in order to provide added value and to
address the needs and expectations of students and other customer groups as
appropriate.

3.

The impact and potential of new technologies is anticipated, understood and
utilized in the planning of new courses and services.
Creativity and innovation is used to develop competitive courses, styles of

4.

teaching and new services for current established markets, and for gaining
access to new markets.

5.
6.

Creativity, innovation and the skills and competencies of internal staff and
partners are used to design and develop competitive courses and services.
Courses, other professional services and curriculum developments are
developed in line with new legislation and educational approaches

*Correlation is significant at the 0.05 level
Table (22)
The correlation coefficient between each paragraphs of "Student, commercial and internal
customer relationships are managed and enhanced" and the total
#
1.
2.
3.
4.

Paragraphs
New courses and commercial services are promoted and marketed to existing
and potential students/commercial customers.
Day to day student (and other customer) contact requirements are determined
and met.
Feedback received from day to day contacts is handled and acted upon –
including complaints.
A proactive involvement with students (and other customers) is encouraged in
order to discuss and address their needs, expectations and concerns

Pearson
Correlation

Sig.

0.728

10110

0.688

10110

0.666

10111

0.711

10111

0.587

0.000

0.532

0.000

0.621

0.000

Follow up is undertaken to attain levels of satisfaction with the content and
5.

processes of courses and services from the University or parts of the
university.

6.
7.

Partnerships are created, maintained and managed with student and other
commercial customer groups in order to add value to future experiences.
Regular survey data, and other information from day-to-day contact can be
used to enhance student (customer) relationships and satisfaction levels

*Correlation is significant at the 0.05 level
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Appendix (2)
English questionnaire
1. Leadership
1.1
1
2

3

1-10

Leaders develop the mission, vision, values and ethics, and are role models of a culture of excellence.

The university’s mission and vision are developed and they are understood by all stakeholders.
Role modeling ethics and values are developed, communicated and implemented at all
leadership levels, to support the creation of the organization's culture.
The effectiveness of all leaders within the university is reviewed, and this information is acted
upon to improve the effectiveness of leaders and influence future leadership requirements.
Leaders stimulate and encourage empowerment, creation and innovation e.g. through changing

4

team/university structures to encourage cross-functional working, funding learning, supporting
improvement activities etc.

5
1.2

Improvement activities are suitably prioritized and managed.
Leaders are personally involved in ensuring the university’s management system is developed,
implemented and continuously improved.

1

The university’s structure is aligned to support the delivery of its policy and strategy.

2

A system for managing processes across the university is developed and implemented.

3
4
5
1.3
1

A process for the development, deployment and updating of policy and strategy is developed
and implemented.
An effective process for governance is in place which is developed and implemented.
Processes for stimulating, identifying, planning and implementing improvements to all
enabling approaches are developed and implemented.
Leaders are involved with and interact with customers, partners and representatives of society.
Leaders meet, understand and respond to the needs and expectations of students, governing
bodies, funding bodies, staff internal to the university in other areas, and other stakeholders.

2

Partnerships are established within and outside the university, as well as within and outside the
education sector.

3

Leaders participate or are involved with professional organization activities, including active
involvement at conferences and seminars, particularly promoting and supporting excellence.
Activities that aim to improve the environment and the university contribution to the local

4

1.4

1

2

community and the wider society are encouraged by leaders, with the view to respecting the
rights and interests of future generations.
Leaders motivate, support and recognize the university’s people, and nurture a culture of
excellence
University’s mission, vision, values, policy and strategy, plans, objectives and targets is
personally communicated by leaders to all staff.
Leaders are accessible and actively listen to and respond inspirationally to staff at all levels of
the university structure
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3

4

5

6
1.5

Staff are actively encouraged, helped and supported by leaders to achieve their plans,
objectives and targets for the benefit of both individuals and the university.
Staff are encouraged and supported by leaders to participate in improvement activities,
particularly cross-team working
Leaders recognize both team and individual efforts, at all levels within the university, in a
timely and appropriate manner.
Equality of opportunity and diversity in all aspects of university life is actively encouraged and
supported by leaders.
Leaders identify and champion organizational change.

1

All leaders understand the internal and external drivers for change, and their implications

2

The resources and investments needed to support change are secured by leaders.

3

4
5

The risks associated with change, and the effective delivery of the overall change programme
are analyzed and managed by leaders.
Change plans and the reasons for them are well communicated to staff and other stakeholders
by leaders, with opportunity for feedback and input provided.
Leaders support and enable their managers and staff to manage the transition and change process.

2. Policy and Strategy
2.1
1

2

2.2

1

Policy and strategy are based on the present and future needs and expectations of stakeholders.
The needs and expectations of students, staff, partners, the local community and other
stakeholders are understood and anticipated, for those now and those in the future.
Developments in education nationally, and the development of other HEI’s (including
competitors) is understood and anticipated.
Policy and strategy are based on information from performance measurement, research,
learning and externally related activities.
The results and outputs from internal performance indicators or measures are used in the
development of policies and strategies.
The results from external assessment and other learning activities are collected and understood.

2

an analysis of external image and brand awareness amongst current and prospective customer
groups.

3

Social, environmental, legal, economic ,demographic and political issues are understood and

4

incorporated in strategy development.
The impact of new technologies is understood and analyzed.

5

Stakeholders ideas and suggestions are analyzed and used.

2.3

Policy and strategy are developed and reviewed
Policy and strategy is developed to be consistent with the University’s mission, vision and

1

values, is based on the needs and expectations of all stakeholders, takes into account
information from a wide range of sources, and is underpinned by the concepts of excellence.
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2

The short and long term needs and expectations of stakeholders are balanced.

3

Short term and long term pressures and requirements on the university are balanced.

4

Contingency planning, risk analysis and scenario plans are developed to address future risks

5

6

7
8
2.4
1

2

Present and future opportunities for development, or the identification of areas of competitive
advantage are identified and fully considered.
Strategic partnerships and alliances are made and managed to support the delivery of policy
and strategy.
The university’s policy and strategy is aligned with that of other strategic partners as
necessary.
The relevance and effectiveness of policy and strategy is evaluated, reviewed and updated.
Policy and strategy are communicated and deployed through a framework of key processes.
A framework for the identification and design of key processes is developed which will
support the delivery of the university’s policy and strategy.
The key processes are defined, with the identification of stakeholders defined as part of this
process.
Policy and strategy are communicated and cascaded with all staff, and with other stakeholders,

3

in an appropriate way, with the effectiveness of the communication reviewed and adjusted as
necessary.
Plans, objectives and targets are aligned, prioritized, agreed and communicated within the

4

university, including being

embedded into individual objectives as part of an appraisal

process.
5

Awareness within and outside the university of its’ policy and strategy is measured and evaluated.

3. People
3.1
1
2

People resources are planned, managed and improved.
Human resource policies, strategies and plans are developed.
A representative group of staff are involved with the development of human resource policies,
strategies and plans.
Human resource plans and the University structure are aligned with the policy and strategy of the

3

university, and how this supports the delivery of policy and strategy through a framework of key
processes.

4

Recruitment, career development and succession planning is proactively managed.

5

Fairness in terms of employment (including equal opportunities) is ensured for all staff.

6

7
3.2

Staff surveys and other forms of staff feedback are used to inform and improve human
resource policies, strategies and plans
Innovative organization methodologies e.g. flexible team working and high performance work
teams, are used to improve the way of working.

People’s knowledge and competencies are identified, developed and sustained.
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1

2
3
4

5

6
3.3
1
2
3

4
5
6
7
3.4
1

2

3

4

5

6

People’s knowledge and competencies are identified, classified and matched to the needs of the
university.
Training and development plans are developed and used to help ensure that staff match present
and future capability needs of the university.
Individuals are developed, mentored and trained to help them realize their full potential.
Individual, team and university-wide learning opportunities are developed, captured and
shared.
Individual and team objectives are reviewed, updated and aligned with university objectives
and targets.
Staff are helped to improve their own performance through appraisal and other related
activities.
People are involved and empowered
Individuals and teams are encouraged and supported to participate in improvement activities.
Staff are encouraged and supported to be involved in university activities through in-house
conferences, ceremonies and other activities.
Opportunities are provided which stimulate involvement and support innovative and creative
behavior amongst all staff at all levels of the university.

Managers are pro-actively trained to develop and implement guidelines which empower their
staff to take action, providing support for them in a positive and caring way.
Staff are encouraged to work together in teams.
Top-down, bottom-up and horizontal communication channels are developed, used and
regularly evaluated.
Best practice and knowledge is identified and shared throughout the university.

People are rewarded, recognized and cared for.
Pay, redeployment, redundancy and other terms of employment are aligned with the
university’s long term policy and strategy, and Government or governing body policies.
Awareness and involvement in health, safety, the environment and issues of social
responsibility is promoted and encouraged.
Levels of benefit, such as pension, healthcare, childcare provision etc., are determined and
agreed.
Recognition of the diversity of different social and cultural backgrounds across the university
are celebrated, with a range of social and cultural activities encouraged.
Facilities and services, such as flexible working hours, car parking provision etc, are
determined and agreed.
Resources and services that meet or exceed legal requirements are provided.

4. Partnership and resources
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4.1

Internal and external partnerships are managed.
Key partnerships and strategic partnership opportunities are identified in terms of how they support

1

the development and delivery of current and future university-wide and local policies and
strategies.

2

Partnership relationships are structured to create and maximize value for both parties.

3

Cultural compatibility and the sharing of knowledge with partners is ensured

4

Mutual development and learning is supported.

5

Partnerships help to generate and support creative and innovative thinking.

4.2

Finances are managed
Financial strategies and resources are developed and implemented, with financial resources

1

delivered through clearly defined processes, which support university-wide policy and
strategy.

2
3
4
4.3

Financial planning, management and reporting is designed to enable a cascading of financial
information to stakeholders within and outside the university.
Reporting mechanisms are established, used consistently and reviewed regularly.
Methodologies for the management of risk to financial resources is managed to a level
appropriate to the university.
Buildings, equipment and materials are managed
A strategy for the pro-active planning and management of the university’s buildings,

1

equipment and materials to enable the fulfillment of policies and strategies is developed and
maintained.

2
3
4

The maintenance and utilization of all assets are managed to help improve the total asset life
cycle and performance for the benefit of the university and its stakeholders.
The security of all assets are managed and understood.
Any adverse effects of the university’s assets on the staff, students, community etc. is measured and
managed (e.g. health and safety, ergonomics etc.)

5

The consumption of gas, electricity, water and other utilities is optimized.

6

Waste is reduced and recycled.

4.4
1
2
3
4
5

Technology is managed
A strategy for pro-actively researching, resourcing and managing new technologies which support
the current and future policies and strategies of the university.
Alternative and emerging technologies are identified and evaluated in light of policy and strategy,
and their impact on the university and society assessed.
Existing technology is exploited to its full potential.
Innovative and environmentally friendly technology is identified and used in support of strategy
and policy.
Information and communications technologies are used to support and improve the effective
operation of the university.
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6
4.5
1

2

3

4

5
6
7
8
9

Technology is harnessed to support improvement & development activities for the university, its
students and staff.

Information and knowledge are managed
A strategy is developed for managing information and knowledge that supports the university’s
policies and strategies.
Information and knowledge requirements of the university are audited, understood and well
documented.
Information and knowledge is collected, structured and managed in support of policy and
strategy.
Appropriate access is provided for staff, students and other stakeholders to relevant, useful and
timely information and knowledge
Information technology is used to support the internal communication and sharing of
information and knowledge.
The validity, integrity and security of information is assured and improved.

Unique intellectual property is cultivated, developed and protected in order to maximize value
to both the university, staff and students.
Staff are encouraged to acquire, increase and use knowledge effectively.
Innovative and creative thinking within the university is generated through the use of relevant
information and knowledge resources.
5. process

5.1

Processes are systematically designed and managed
The university’s key processes (student facing, management and supporting processes) are

1

designed to support the delivery of policy and strategy and enable the delivery of activities that are
critical to the university in an efficient and effective way.

2
3
4
5

5.2
1
2
3

A robust process management system is established and used.
Systems standards, such as quality management, health and safety, environmental and occupational
health, are applied in process management.
Process measures are implemented and performance targets are set.
The effectiveness of the process framework and process management system is reviewed in terms
of its effectiveness in delivering the university’s policies and strategies.

Processes are improved, as needed, using innovation in order to fully satisfy and generate
increasing value for students, staff and other stakeholders.
Opportunities for improvement, and other changes, both incremental and breakthrough, are
identified and prioritized.
Performance and perception results and information from learning activities are used to help set
priorities and targets for improvement, and help to inform improved methods of operation.
The creative and innovative talents of staff, students and other stakeholders are stimulated to aid
incremental and breakthrough improvements.
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4

New process designs, teaching methods, ways of managing the university and the use of new
technologies are discovered and applied.

5

Process changes are communicated to staff, students and other stakeholders as necessary.

6

It is ensured that people are trained to operate new or changed processes prior to implementation.

7

It is ensured that process changes actually achieved the desired and predicted results.

5.3

Academic courses, professional services and internal services are designed and developed based on
customer needs and expectations
Market research, student surveys and other forms of feedback are used to determine the needs and

1

expectations of students (and commercial customers) both now and in the future, and establish their
current perceptions.
New courses and services are designed, researched and developed with student, customer and

2

partner input in order to provide added value and to address the needs and expectations of students
and other customer groups as appropriate.

3

4

5

6
5.4
1

The impact and potential of new technologies is anticipated, understood and utilized in the planning
of new courses and services.
Creativity and innovation is used to develop competitive courses, styles of teaching and new
services for current established markets, and for gaining access to new markets.
Creativity, innovation and the skills and competencies of internal staff and partners are used to
design and develop competitive courses and services.
Courses, other professional services and curriculum developments are developed in line with new
legislation and educational approaches
Student, commercial and internal customer relationships are managed and enhanced
New courses and commercial services are promoted and marketed to existing and potential
students/commercial customers.

2

Day to day student (and other customer) contact requirements are determined and met.

3

Feedback received from day to day contacts is handled and acted upon – including complaints.

4
5
6

7

A proactive involvement with students (and other customers) is encouraged in order to discuss and
address their needs, expectations and concerns
Follow up is undertaken to attain levels of satisfaction with the content and processes of courses and
services from the University or parts of the university.

Partnerships are created, maintained and managed with student and other commercial customer
groups in order to add value to future experiences.
Regular survey data, and other information from day-to-day contact can be used to enhance student
(customer) relationships and satisfaction levels
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)Appendix (3
Arabic questionnaire
جامعة األزهر -غزة
عمادة الدراسات العليا
كلية االقتصاد والعلوم اإلدارية
قسم إدارة األعمال
صحيفة استبيان
تطبيق معايير ممكنات التميز في ضوء النموذج األوروبي للتميز في الجامعات الفلسطينية
السادة الكرام,,,

في قطاع غزة

السالم عليكم ورحمة اهلل وبركاته,,,
نظ ار ألهمية قطاع التعليم العالي وضرورة االرتقاء به نحو التميز ,تقوم الباحثةة بد ارسةة مةدى تطبيةق معةايير ممكنةات التميةز فةي
ضةةوء النمةةوذج األوروبةةي للتميةةز وذلةةة لنيةةل درجةةة الماجسةةتير ,وقةةد تةةم اختيةةاركم لعجابةةة علةةى هةةذه االسةةتبانة لمركةةزكم الةةوظيفي

وخبرتكم ,لذا نأمل من حضرتكم قراءة استبانة الدراسة واإلجابة على أسئلتها بوضع الدرجة المناسبة أمةام البةديل الةذي يعبةر عةن
كل فقرة من فقرات االستبانة ,لتفي بالغرض الذي أعدت من أجلةه ,وسةتقوم الباحثةة شخصةيا بمتابعةة تسةلم االسةتبانة بعةد تعبئتهةا
في خالل أسبوعين من تاريخ إرسالها.
آراؤكم ومالحظاتكم ستكون محل االهتمام وسيكون لهةا عظةيم األثةر فةي إثةراء هةذه الد ارسةة ,علمةا بةأن اسةتخدامها سةوف يقتصةر
على أغراض البحث العلمي وستعامل بسرية تامة كما وسيتم تزويدكم بنسخة عن نتائج الدراسة أن شاء اهلل عز وجل ,لةذا أرجةو

من سةيادتكم التكةرم بتعبئةة االسةتبانة كمةا هةو موضةح فةي الصةفحات التاليةة وذلةة بوضةع الدرجةة التةي تناسةبة مةن  11-1حيةث
كلما اقتربت الدرجة من  11دل ذلة على الموافقة العالية على ما ورد في العبارة والعكس صحيح.
الباحثة /دعاء جمال أبو بشير
جوال8188800950 /
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القسم األول :بيانات عامة
 .5الجنس :

□ أنثى

□ ذكر

 .2العمر:

□ أقل من 31

 .9المؤهل العلمي :
□ ماجستير

□ 41-31

□51-41

□ دكتوراه (أستاذ مساعد)

 .4الجامعة :

□ أكثر من 51

□ أستاذ مشارة

□ أستاذ دكتور

□ جامعة األزهر

□ الجامعة اإلسالمية

□ جامعة األقصى

□ جامعة القدس المفتوحة

□ جامعة فلسطين

□ جامعة غزة

 .1سنوات الخدمة في الجامعة:
□ أقل من 5

□ 11-5

□ أكثر من15

□ 15-11

 .6سنوات الخبرة في المنصب الحالي....... :
 .7طبيعة العمل الحالي:
□ رئيس الجامعة

□ نائب رئيس الجامعة
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□ عميد

القسم الثاني  :فقرات االستبانة

يرجى وضع الدرجة التي تناسبة من  11-1حيث كلما اقتربت الدرجة من  11دل ذلة على الموافقة العالية على ما ورد في
العبارة والعكس صحيح:
م.

الدرجة

الفقرة

()10-1

المحور األول  :القيادة
 5.5تطوير مجلس الجامعة للرسالة والرؤية ومنظومة القيم واألخالق ,واعتبارهم قدوة لثقافة التميز سواء على مستوى الجامعة أو
مستوى كلياتهم :

.1

تقوم إدارة الجامعة بوضع رؤية ورسالة الجامعة ويتم التأكد من مشاركة وفهم ذوي العالقة لها.

.2

يوجد دليل ألخالقيات وقيم العمل في الجامعة ويعمم على كافة المستويات لدعم الثقافة التنظيمية.

.3

يتم تقييم مدى فعالية أداء أعضاء مجلس الجامعة بهدف تحسين فعاليتهم وتوفير متطلبات القيادة في المستقبل.

.4
.5

يحفز أعضاء مجلس الجامعة العاملين لديهم ويشجعونهم على اإلبداع واالبتكار في مجاالت (زيادة التمويل ,دعم تحسين

األنشطة.)...,
تُعطى أنشطة تحسين العمليات األولوية المناسبة.

 2.5مشاركة أعضاء مجلس الجامعة في ضمان تطوير نظام إدارة الجامعة وااللتزام به وتحسينه بشكل مستمر
.1

يدعم الهيكل التنظيمي للجامعة تنفيذ السياسات واالستراتيجيات وتعميمها.

.2

يتم تطوير وتطبيق نظام إلدارة العمليات في الجامعة.

.3

يتم وضع وتنفيذ آلية لتطوير ونشر وتحديث السياسات واالستراتيجيات.

.4
.5

يتم العمل من خالل نظام حوكمة (القوانين والقواعد والمعايير التي تحدد العالقة بين اإلدارة وأصحاب العالقة) فعال إلدارة

الجامعة.

توجد آلية لتحديد وتخطيط وتنفيذ تحسينات لمناهج وأساليب العمل.

 9.5مشاركة أعضاء مجلس الجامعة وتفاعلهم مع الطالب وممثلي المجتمع والشركاء المعنيين
.1
.2
.3
.4

هناة استجابة الحتياجات وتطلعات ذوي العالقة (الطالب ,الهيئات اإلدارية ,جهات التمويل ,موظفي الكلية ,وأصحاب

الشأن اآلخرين).

تعقد الجامعة شراكات داخلية وخارجية داخل وخارج قطاع التعليم.
هناة مشاركة فعالة في أنشطة الجامعة ,بما في ذلة المشاركة الفعالة في المؤتمرات والحلقات الدراسية التي تدعم وتشجع

مفاهيم التميز.

يتم تشجيع األنشطة التي تهدف إلى تحسين البيئة ومساهمة الجامعة في المجتمع المحلي مع مراعاة احترام حقوق

ومصالح األجيال القادمة.

 4.5دعم أعضاء مجلس الجامعة وتشجيعهم للعاملين في الجامعة وتعزيز ثقافة التميز
.1

يتم توصيل رؤية ورسالة وقيم وسياسات واستراتيجيات وخطط وأهداف الجامعة لجميع العاملين بها.

.2

هناة تواصل فعال مع العاملين في الجامعة في مختلف المستويات اإلدارية.

.3

يحصل موظفو الجامعة على التشجيع والمساعدة والدعم الالزم لتنفيذ خطط عملهم التي تعود بالفائدة عليهم وعلى الجامعة.

.4

يتم تشجيع ودعم الموظفين للمشاركة في أنشطة تحسين جودة العمل وخاصة من خالل فرق العمل.

.5

هناة تقدير لجهود األفراد والفرق العاملة في جميع المستويات اإلدارية في الجامعة في الوقت المناسب وبطريقة مناسبة.

.6

يتم تشجيع ودعم المساواة والتنوع في الفرص في جميع جوانب الحياة الجامعية.

 1.5تحديد وتشجيع أعضاء مجلس الجامعة للتغيير التنظيمي
.1

يتفهم الجميع دوافع التغيير الداخلية والخارجية ومدلوالتها.
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.2

يتم تأمين االحتياجات والموارد الالزمة لدعم التغيير.

.3

يقوم القادة بتحليل وادارة المخاطر المترتبة على التغيير.

.4

يتم إرسال خطط التغيير ومبرراتها إلى أصحاب المصلحة مع إعطائهم الفرصة لتقديم التغذية الراجعة.

.5

يتم دعم وتمكين اإلداريين والموظفين إلدارة عملية التحول والتغيير.

المحور الثاني  :السياسة واالستراتيجية
 5.2استناد سياسة واستراتيجية الجامعة على احتياجات وتوقعات الحاضر والمستقبل
.1
.2

يتم فهم وتوقع احتياجات وتوقعات الطالب والموظفين والشركاء والمجتمع المحلي وغيرهم من أصحاب المصلحة سواء في

الوقت الحاضر أو في المستقبل.

يتم فهم وتوقع التطورات في مجال التعليم على الصعيد الوطني ,والتطور في مؤسسات التعليم العالي (بما في ذلة المنافسين).

 2.2استناد سياسة واستراتيجية الجامعة على المعلومات الناتجة عن قياس األداء والبحوث واألنشطة الخارجية ذات العالقة
.1
.2

يتم استخدام النتائج والمخرجات الناجمة عن مؤشرات وقياسات األداء الداخلي في تطوير سياسة واستراتيجية الجامعة.
يتم جمع النتائج من عملية التقييم الداخلي واألنشطة التعليمية األخرى وفهمها ,كما ويتم تحليل الصورة الخارجية والوعي بالعالمة

التجارية بين مجموعات العمالء الحاليين والمحتملين.

.3

يتم دراسة القضايا االجتماعية والقانونية والسياسية واالجتماعية والديموغرافية ودمجها في الخطة االستراتيجية.

.4

يتم تحليل وفهم اثر التكنولوجيا الحديثة.

.5

يتم تحليل واستخدام اقتراحات وأفكار أصحاب المصلحة.

 9.2تطوير ومراجعة سياسة واستراتيجية الجامعة
.1

يتم تطوير سياسة واستراتيجية الجامعة بحيث تكون متسقة مع رسالة الجامعة ورؤيتها وقيمها ,وبشكل مستند على
احتياجات وتوقعات جميع أصحاب المصلحة مع األخذ بعين االعتبار المعلومات من مجموعة واسعة من المصادر.

.2

يتم موازنة احتياجات وتوقعات أصحاب المصلحة على المدى الطويل والقصير.

.3

يتم موازنة احتياجات الجامعة والضغوط عليها في المدى القصير والطويل.

.4

يتم تطوير خطط الطوارئ وتحليل المخاطر والسيناريوهات الالزمة لمعالجة المخاطر المستقبلية.

.5

يتم تحديد الفرص الحالية والمستقبلية للتنمية وكذلة تحديد مجاالت تحقيق الميزة التنافسية والنظر فيها بشكل كامل.

.6

يتم تكوين وادارة شراكات وتحالفات استراتيجية تمكن من إيصال سياسة واستراتيجية الجامعة.

.7

تتماشى سياسة واستراتيجية الجامعة مع سياسة واستراتيجية الشركاء االستراتيجيين للجامعة.

.8

يتم تقييم ومراجعة مدى فعالية ومالئمة سياسة واستراتيجية الجامعة وتحديثها.

 4.2توصيل سياسة واستراتيجية الجامعة من خالل إطار للعمليات الرئيسية
.1

يتم وضع إطار لتحديد وتصميم العمليات الرئيسية التي ستدعم إيصال سياسة واست ارتيجية الجامعة.

.2

يتم تحديد العمليات الرئيسية مع األخذ بعين االعتبار أن أصحاب المصلحة جزء من هذه العملية.

.3
.4
.5

يتم إيصال سياسة واستراتيجية الجامعة لجميع الموظفين وأصحاب المصلحة اآلخرين بشكل مناسب ,مع مراجعة وتعديل
فعالية التواصل عند الضرورة.

يتم التوافق على أهداف وخطط الجامعة وتحديد أولوياتها وايصالها داخل الجامعة ,بما في ذلة األهداف الفردية كجزء ال

يتج أز من عملية التقييم.

يتم قياس وتقييم الوعي بسياسة واستراتيجية الجامعة داخلها وخارجها.

المحور الثالث  :الموارد البشرية
 5.9تخطيط وادارة وتحسين الموارد البشرية
.1

يتم تطوير سياسات واستراتيجيات وخطط الموارد البشرية.

.2

يتم مشاركة مجموعة ممثلة من الموظفين في تطوير سياسات واستراتيجيات وخطط الموارد البشرية.
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.3

تتماشى خطط الموارد البشرية وهيكل الجامعة مع سياسة واستراتيجية الجامعة ,بالشكل الذي يدعم إيصال سياسة

واستراتيجية الجامعة في إطار العمليات الرئيسية.

.4

يتم إدارة عمليات االستقطاب والتطوير الوظيفي والتعاقب الوظيفي على نحو استباقي.

.5

يتم التأكد من تحقيق العدالة في التوظيف (تكافؤ الفرص) لجميع الموظفين.

.6
.7

تستخدم مسوح الموظفين وغيرها من أشكال التغذية الراجعة من الموظفين في تحسين سياسات واستراتيجيات وخطط الموارد

البشرية.

يتم استخدام منهجيات مبتكرة مثل (فرق العمل المرنة ,فرق العمل عالية األداء) لتحسين طريقة العمل.

 2.9تحديد معارف وقدرات األفراد وتطويرها
.1

يتم تحديد وتصنيف قدرات ومعارف األفراد ومطابقتها مع احتياجات الجامعة.

.2

يتم إعداد خطط التطوير والتدريب واستخدامها لضمان أن الموظفين حققوا احتياجات الجامعة الحالية والمستقبلية.

.3

يتم تطوير األفراد وارشادهم وتدريبهم لمساعدتهم في استخدام كامل إمكانياتهم.

.4

يتم تطوير ومشاركة فرص تعلم األفراد وفرق العمل في الجامعة.

.5

يتم مراجعة وتحديث أهداف األفراد وفرق العمل بالشكل الذي يتماشى مع أهداف الجامعة.

.6

يتم مساعدة الموظفين في تحسين أدائهم من خالل تقييم األداء واألنشطة ذات العالقة األخرى.

 9.9مشاركة وتمكين الموارد البشرية
.1

يتم دعم وتشجيع األفراد وفرق العمل للمشاركة في األنشطة التحسينية.

.2

يتم تشجيع ودعم الموظفين للمشاركة في أنشطة الجامعة من خالل المؤتمرات واالحتفاالت وغيرها من األنشطة.

.3
.4

يتم توفير الفرص التي تحفز المشاركة وتدعم السلوة الخالق والمبتكر بين جميع الموظفين في مختلف المستويات اإلدارية

في الجامعة.

يتم تدريب المدراء مسبقا على وضع المبادئ التوجيهية وتنفيذها التي تمكن الموظفين من اتخاذ اإلجراءات الالزمة وتوفر
لهم الدعم بطرقة ايجابية.

.5

يتم تشجيع الموظفين على العمل بروح الفريق.

.6

يتم استخدام وتقييم قنوات التواصل من أعلى إلى أسفل ومن أسفل إلى أعلى والتواصل األفقي بشكل منظم.

.7

يتم تحديد أفضل الممارسات والمعارف وتناولها في جميع أنحاء الجامعة.

 4.9مكافئة الموارد البشرية والعناية بها
.1

تتماشى األجور وسياسة الفصل من العمل مع سياسة واستراتيجية الجامعة على المدى الطويل.

.2

يتم تشجيع الوعي والمشاركة في مجاالت الصحة والسالمة والبيئة وقضايا المسؤولية االجتماعية.

.3

يتم تحديد مستويات الفائدة مثل معاشات التقاعد والرعاية الصحية وتوفير رعاية األطفال وما إلى ذلة واالتفاق علها.

.4

يتم تقدير تنوع الخلفيات االجتماعية والثقافية في الجامعة وتشجيع مجموعة من األنشطة االجتماعية والثقافية.

.5

يتم تحديد واالتفاق على المرافق والخدمات مثل ساعات العمل المرنة وتوفير مواقف للسيارات وغيرها.

.6

يتم توفير الموارد والخدمات التي تلبي أو تتجاوز المتطلبات القانونية.

المحور الرابع :الموارد والشراكات
 5.4إدارة الشراكات الداخلية والخارجية
.1

يتم تحديد فرص الشراكات الرئيسية واالستراتيجية من حيث الكيفية التي تدعم التنمية وايصال سياسات واستراتيجيات
الجامعة الحالية والمستقبلية.

.2

تنظم عالقات الشراكة لخلق وتنظيم القيمة لكال الطرفين.

.3

يتم ضمان التوافق الثقافي وتبادل المعارف مع الشركاء.

.4

يتم دعم التعلم والتنمية المتبادلة مع الشركاء.
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.5

تساعد الشراكات على توليد ودعم التفكير اإلبداعي واالبتكاري.

 2.4اإلدارة الموارد المالية
.1
.2

يتم تطوير االستراتيجيات والموارد المالية وتنفيذها بحيث يتم توصيل الموارد المالية من خالل عمليات محددة بوضوح تدعم

سياسة واستراتيجية الجامعة.

يتم تصميم عمليات التخطيط المالي وتقديم التقارير المالية التي تمكن إيصال المعلومات المالية إلى الجهات المعنية داخل

وخارج الجامعة.

.3

يتم وضع واستخدام ومراجعة آليات تقديم التقارير بشكل منتظم.

.4

يتم إدارة منهجيات إدارة المخاطر على الموارد المالية في الجامعة.

 9.4إدارة الموارد والمباني والمعدات
.1
.2
.3
.4

يتم تطوير والمحافظة على استراتيجية استباقية لتخطيط وادارة المباني والمعدات والموارد في الجامعة لتحقيق سياسات
واستراتيجيات الجامعة.

يتم إدارة عمليات الصيانة واالستفادة من جميع األصول للمساعدة في تحسين إجمالي دورة حياة األصول واألداء لصالح
الجامعة وأصحاب المصلحة فيها.

يتم إدارة امن جميع األصول في الجامعة.
يتم إدارة وقياس أي أثار سلبية ألصول الجامعة على الموظفين والطالب والمجتمع المتعلقة ب (الصحة ,السالمة ,بيئة

العمل وما إلى ذلة).

.5

يتم استهالة الغاز والكهرباء والمياه وغيرها من المرافق بشكل مثالي.

.6

يتم تقليل النفايات واعادة تدويرها.

 4.4إدارة التكنولوجيا
.1

يتم وضع استراتيجية استباقية لبحث وتوفير الموارد وادارة التكنولوجيا الحديثة بحيث تدعم سياسة واستراتيجية الجامعة
الحالية والمستقبلية.

.2

يتم تحديد التكنولوجيا الناشئة والبديلة وتقييمها في ضوء سياسة واستراتيجية الجامعة وتأثيرها على الجامعة والمجتمع.

.3

يتم استغالل التكنولوجيا الحالية بكامل إمكانياتها.

.4

يتم تحديد التكنولوجيا المبتكرة والصديقة للبيئة واستخدامها في دعم سياسة واستراتيجية الجامعة.

.5

يتم استخدام تكنولوجيا المعلومات واالتصاالت لدعم وتحسين التشغيل الفعال للجامعة.

.6

يتم تسخير التكنولوجيا لدعم أنشطة تحسين وتطوير الجامعة والطالب والموظفين.

 1.4إدارة المعلومات والمعارف
.1

يتم تطوير استراتيجية إلدارة المعلومات والمعارف التي تدعم سياسات واستراتيجيات الجامعة.

.2

يتم توثيق وفهم وتدقيق متطلبات المعلومات والمعرفة في الجامعة.

.3

يتم جمع وتنظيم وادارة المعلومات والمعارف التي تدعم سياسة واستراتيجية الجامعة.

.4

يتم تسهيل وصول الموظفين والطالب وغيرهم من أصحاب المصلحة إلى المعلومات والمعارف المفيدة وذات الصلة في

الوقت المناسب.

.5

يتم استخدام تكنولوجيا المعلومات لدعم التواصل الداخلي وتبادل المعلومات والمعرفة.

.6

يتم التأكد من صحة وسالمة وامن المعلومات وتحسينها.

.7

يتم تطوير وحماية الملكية الفكرية الفريدة من نوعها من اجل تعظيم القيمة لكل من الجامعة والموظفين والطالب.

.8

يتم تشجيع الموظفين على اكتساب وزيادة واستخدام المعرفة على نحو فعال.

.9

يتم تشجيع التفكير االبتكاري واإلبداعي داخل الجامعة من خالل استخدام موارد المعلومات والمعرفة ذات الصلة.

المحور الخامس :العمليات
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 5.1تصميم وادارة العمليات بطريقة منظمة
.1

يتم تصميم عمليات الجامعة الرئيسية بالشكل الذي يدعم توصيل سياسة واستراتيجية وأهداف الجامعة البالغة األهمية

بطريقة فعالة وكفؤة.

 .2يتم تأسيس واستخدام نظام قوي إلدارة العمليات في الجامعة.
 .3يتم تطبيق معايير األنظمة مثل إدارة الجودة والصحة والسالمة والصحة البيئية والمهنية في إدارة العمليات.
 .4يتم تنفيذ قياسات للعمليات وتحديد أهداف األداء المرجوة.
 .5يتم مراجعة فعالية نظام إدارة العمليات من حيث فعاليتها وتحقيق سياسات واستراتيجيات الجامعة.

 2.1تحسين العمليات باستخدام االبتكار من أجل تعظيم القيمة للطالب والموظفين وأصحاب المصلحة اآلخرين
 .1يتم تحديد فرص التحسين وغيرها من التغييرات اإلضافية والمبتكرة ,كما ويتم تحديد األولويات.
.2
.3

تستخدم نتائج األداء والمعلومات الناتجة عن أنشطة التعلم في وضع األولويات واألهداف الالزمة للتحسين والتي تساعد

على إيصال طرق تحسين العمليات.

يتم تحفيز الموظفين والطالب وأصحاب المصلحة الذين لديهم مواهب خالقة ومبتكرة ليساعدوا في إحداث تحسينات

تدريجية ومبتكرة.

 .4يتم اكتشاف وتطبيق تصاميم جديدة وأساليب تدريس وسبل إلدارة الجامعة كما ويتم استخدام التكنولوجيا الجديدة.
.5

يتم إبالغ التغييرات في العمليات للموظفين والطالب وأصحاب المصلحة اآلخرين حسب الضرورة.

 .6يتم التأكد من أنه يتم تدريب الكادر البشري لتشغيل العمليات الجديدة أو التي يتم تغييرها قبل التنفيذ.
 .7يتم التأكد من أن التغييرات في العمليات حققت بالفعل النتائج المرجوة والمتوقعة.
 9.1تصميم وتطوير الخدمات الداخلية والمناهج الدراسية بما يتالءم مع احتياجات وتوقعات الطالب
.1
.2

يتم استخدام أبحاث السوق ودراسات الطالب وغيرها من أشكال التغذية الراجعة في تحديد احتياجات وتوقعات الطالب

سواء في الحاضر أو المستقبل.

يتم تصميم وب حث وتطوير دورات وخدمات جديدة مع الطالب والعمالء والشركاء من أجل تحقيق القيمة المضافة ولتحديد
احتياجات وتوقعات الطالب والعمالء اآلخرين وفق ما هو مالئم.

 .3يتم فهم وتوقع تأثير التكنولوجيا الجديدة واالستفادة منها في التخطيط لدورات وخدمات جديدة.
 .4يتم استخدام اإلبداع واالبتكار لتطوير دورات تنافسية وأساليب تدريس وخدمات جديدة لألسواق الحالية والمستقبلية.
 .5يستخدم إبداع وابتكار ومهارات وكفاءات الموظفين الداخلين والشركاء في تصميم وتطوير دورات وخدمات تنافسية.
 .6يتم تطوير المساقات والخدمات المهنية والمناهج الدراسية بالتوافق مع التشريعات والطرق التعليمية الجديدة.
 4.1دعم وادارة العالقات مع الطالب والعمالء
 .1يتم الترويج للخدمات والدورات الجديدة وتسويقها للطالب الحاليين والمحتملين.
 .2يتم تحديد وتلبية متطلبات التواصل اليومي مع الطالب وغيرهم من العمالء.
 .3يتم التعامل مع التغذية الراجعة الناجمة عن التواصل اليومي واتخاذ إجراءات بشأنها بما في ذلة الشكاوي.
 .4يتم تشجيع التفاعل المسبق مع الطالب وغيرهم من العمالء من أجل تحديد ومناقشة احتياجاتهم وتوقعاتهم ومخاوفهم.
.5

يتم القيام بالمتابعة للوصول إلى مستويات الرضا عن المحتوى واألسلوب المتبع في المساقات والخدمات المقدمة من

الجامعة أو بعض األقسام فيها.

 .6يتم إنشاء شراكات مع الطالب وغيرهم من مجموعات العمالء والمحافظة عليها وادارتها إلضافة قيمة للتجربة المستقبلية.
 .7يتم استخدام بيانات المسح المنتظم وغيرها من المعلومات اليومية في تعزيز العالقات مع الطالب.
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