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Abstract  
Quality and process improvement has become as one of the most important success factors for today's organizations. 
This article among all the existing techniques such as Six Sigma, quality function development, total quality 
management, business processes re-engineering and other organizational techniques, is applied Benchmarking. 
Benchmarking model or the best practice is one of the techniques that organizations today pay attention to it in line with 
philosophy of quality and process improvement. Benchmarking technique helps the organization to have effective and 
appropriate use of innovation of other organizations about the organizational process. 

 In this paper, by using a case study of higher education institutions, it is examined application of benchmarking 
techniques in quality and processes improvement. In the first this article are discussed about benchmarking literature. 
Then the benchmarking species, models, methods, process and a case study of benchmarking process across the two 
universities in Australia, is described. At the end, the results and recommendations are presented. 
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'

RS(!��! 
�:��&�� %&1(���� ;� (<<=� +�(� %!75�>? @��� �� +��A� 1 !75��- +�� B5�>?� ��1� C� .4�5()0� %!6 %�2� �E�$� 1 !-� 0<� �F-� C+G�� %!G6 () .��

4��&�� �)��� H5� �F)<��8? #1�!� ��� �� �I !-�6 ;� J5�0� ���7� ;5�3K��L C�(� �: C�1��- 1 �F)<��8? H5()F� �� �� 4�05 !7:!� +$��M� �: .
مي يي كه به بحث الگو اولين سازمانها و كه توسط مركز بهرهاي طبق آخرين مطالعه.جنگيدند برداري روي آوردند، براي بقا در محيط سازماني وري

، به طور متوسط اين شركتها در اولين برداري مشخص شد كه در ارزيابي چندين شركت موفق در زمينه الگو) 1998(كيفيت امريكا انجام گرفت 
ب76سال پس از انجام پروژه، در حدود و در بين بهترين هاي آنها، ميانگين سود ميليون دلار 189ه بيش از ميليون دلار افزايش سودآوري داشتند

. [3]نيز رسيده است
�3�� C���(� +<�<I +5(5!� C�)��� �� ��I 1 �.I C�:!75�(? ��NF� C�(� C��>�� ��O��P)(TQM !7-�� ;� .!G75�(? �� �G3�� C���(G� R�GN���

 1 4�5()0� C�:&�<- S�- H<� 4�(I ��(A(�%&�T C�: U5 4��7� �� ��I 1 �.I C�:!75�(? �� VF� !75�(? �� VF� ��<.� ��T(��3�� C���(� ��(A (W-!�
�(<2 ;� .�;��5��&�� �;)5(5!� �C!<��� �;-��&�� ����� ���P &� ;-��&�� +<$?�� ;��� ����� ;5���76…+5��1� 1�� (< �� 4�><� (W- &� �F-� C!7�

 ;-��&�� +5����� �� ;��<)��)Mission (.<� @��� �� �� R�N��� H5� !-��� ;�U<���) !5��- ��(A(� C(�[5,27].
�3�� C��Y� +�� %!6 ��Z5� ;)5(5!� C�:!75�(? �� @�(<<=� 1 [�\6 ;5���76 � �(\��� �.5�$� (� ;7)N� C���(�[9,15,27].�I ;-�.I ��(Z�

 &��3�� C���(�%�(I %���)�� ;-��&�� ��NF� !75�(? �� ��� (3-�0- !-� (� �I +�� C��<.� !5��? 1 4� C!7�+�� �)6�� %�(�: �� 4�05� C� C(3-&�� �� ]
�3�� @�<��� C���(�[10,22,24,31] �3�� �I +�� ��\6� C���(�:

•4��&�� �� !75�(? C(3-&�� 1 ;-��&�� C&��&�� 1 (<<=� !75�(? O5(.� �� �: ;� U�I ;-�7I C�: !7I.
•4��&�� �� ;� U�I �: +5>� �� !7I � (� !<I�� �� �� ��� ;)��A� C�: _�G$��� 1 ;-�GFP `MG� �� �(G\��� aG�T ��GW7� �G� (�)G.� ��NF

���!-�)�� !70K� ��NF� ;)��A� C�:.
•4��&�� �� ;� U�I �: @�A 1 b8E �� !7I !77I c�� ��&�� d5�(6 1 �E�$� � �E(� �� @�(<<=� �� R�N��� �� �� ��� C�:.
•� �� ;0K�( � 1 ;5���I � +<�<I �� %!6 �e��� @�T��� 1 @�(<<=�;� ;F)7� ;)��A� +5>� 1 C�1��- �� ��� ���- �� 1 %��� _�$�� ��6.
•4��&�� �� ;� U�I �: ;� ;��T��� �f 1 +�� (.<� �8A�1 � �(\��� &� ;"M� �f �I !77I c�� �� !7I ��� #�Z-� 4���.
•�:���!-�)�� ��Z5� ��<��� +�!� 1 g�h"� � �75>: � +<�<I &� 4�5()0� ()0<� �f (: +5�E� ��;� U�I !5!P [�!:� 1!7I.
•�A�� %&�T �� !5!P @�T��� �� !7� ;� B5�>?� �� 4�7I��I i><3-� 1 +�� dN�(� C�: !:�.

%��� @��N� �� �3�� � (� +��A� B5�>?� � �5��(� ;:�&�� +?(0<L �� (Z7� � J?�� C���(� +�(? ;5���76 1 �75>: B:�I � ��&�� �� C(5jL C�G:
;� ��I 1 �.I !5!P 6��[21].

� ;�I ��� �� +.K-�3�� C���(� i1�I 1 �Z).P C�F)<��8? &� ;-�N<)0L ���h� !6�� +5(5!� !F8� �� ����� k�<)T� .;-�G7I��I �� 4� � �<-� 
 +�!� �5�>� (lI�!T �� !-��� ���I ;:�2� �:!75�(? %����� �I ���� k�<)T��!5.#�Z-�(��1 4�7I��I 4��& &� ;0K� m<hK� �� � 4#�Z-� C�(� �).��

 C�(P� 1����� k�<)T� 4[5].

RST���A
���� ����� 
4��&�� d��� C�!8)� ��<.� b5��8� �3�� &� H<$$"� 1 �: +�� %!6 �e��� C���(� .n�I �I ;�5(8� ��[9] �G3�� %�(I �e��� %��G� ��G� �G� C���(G�

%�<6 H5()F� C�Z).P �I +�� +87� C�: »C()F� �(\��� �� «6 ;F)7���.�3�� � (35� @��N� �� %�<G6 H5()F� C�(� �Z).P !75�(? C���(� �G:
;� ��F70<L %!75� C�(� �� C�(\��� �Z<)- �� 1 +�� !7I .�3�� ��� �� +�� (�).� ��NF� 1 C()0� +5�E� � +<�<I a�T C���(�[27].

H<� VF� >5��� U5�3�� C���(� 1 !75�(? U5 4��7� ���3�� C�: )U"� �:(K0� ���� ��P1 m.�� ��(?� &� C��<.��3�� 4��7� �� �:�3�� C���(G� 
;� �I ;��T �� !-(3-�3�� !75�(? &� ;\f�I BK� �F7� �:�3�� C���(� +�� .�3�� C���(� 1 S1(6 ��NF� C�(� %&�T U5 ;5���76 �� �I +�� C!75�(?

;� 4�5�L %&�T 4� @��!� +<�<I �$��� �� !��5 .c���q7� �$- �:%��� �I !7).: ;8P(� R;� %!<Z7� 4� �� �(\��� ;P1(� #�A�� �<NA &� �: ] !-�6
4� ;� �: +?(2 ��5 !5�� ;.I �f &� 1 !��5 ��NF� !5�� C><f �f V<-�!� �� !76�� ;h��6 !7-���[7].

�3�� @�8��M� !7).: r�.T ��<.� 4��& �� +N.- C���(� .+�� C><f �f &1(�� C(�(� ��<8� �\75� ��(G? ��GW)-� ���G� �(G\��� +�� H\��
!6�� .�3�� 1 +�� (�).� !75�(? U5 ��NF� ��6 s�."� !75�(? H5� &� ;0K� 4��7� �� !5�� C���(� .�G3�� � @1��)� H<$$"� !7f (: �G� �� C���(G�
i1� %�(I b5(8� ;-�2�-�2 C�: .� ��NF� 1 BZ7� ;785 !-��� c()0� S�E�� U5 b5(8� H5� ��: ��� !-� H5(G)F� (G��(� �� ;-��&�� �(\��� (�)

%�<6 %����� ;������ �.I ��W7� �� +87� �� i1� �5 �: 4��&�� (35� �� ��I !5!P C�: V<7I �.I �:[17].
g1!P ��)�(&1� �� &� C�!8)� b5��8� +�� %!6 �e��� ;-��& �<�(� �� H\�� b5��8� H5(�.

www.SID.ir



Arc
hive

 of
 S

ID

ف  رآيندهاي سازماني اولين همايش بين المللي مديريت

t

J$"� #�-/4��&�� v5���)��
C��<�(

(8�b5

!-�� 1 4�.\P[14] wxxx �3�� +<��8? � @��!� �.5�$� C�(� C!75�(? 1 �)?�5 ��)��� C(<2��5 !75�(? U5 C���(� ;5���76 ��W7� �� @y�h"� 1 �:
;� ;)��A� b8E 1 @�A R�$- !5��- ;� �e��� C&�.F� ��� �5 ;�<W7� ��� C�(� �� ;5�7N� �I !6��.

c�&�I[16] wxxw �3�� C���(�%�<6 �� @�T��� 1 C&�.F� �P�� � (<<=� +5(5!� !75�(? 1 [�\6 ;5���76 � �(\��� �.5�$� �� 1 �.I C�:
;� ��I ��6.

><.-�(? [11] wxxw �3�� %�<6 H5()F� ;5���76 C�(� �I +�� ���7� ��>�� U5 C���(� ;� ��I �� O5�7� �� �: �1�.
U7�[6] wxxz �3�� ���7� ��>�� U5 C���(�%��<L 1 J<NM� � H)?�5 C�(� %�<6 C&�� y�� �(\��� �� H)?�5 +�� ��W7� �� �).P(� C�:

 +�� .�3�� V0f � +5����� �� R�N��� #>�).� ���I C�(P� C�(� C���(� i&�� 1 &�!-� ���� 4��&�� C�:.
��I 1 �.I ;��8� s�f��f

�<��()��)ABEF ([4] 
wxxz �3�� � 1 �.5�$� i1� U5 C���(�!75�(? BZ7 !75�(? �� {5�)- 1 �: �(\��� |��� [!: �� %!6 �)��76 (N:� {5�)- 1 �:

+��.

H<� �\N6 C�(� ;�����
+<�<I H<�}� 4�2!75��-

;��� i&��� ��
)INQAAHE ( [13] 

�~~� �3�� C�1�1 �.5�$� 4�\�� �I +�� C!75�(? C���(� !75�(? � �: ;P1(� 1 �: @�.��� H<� �� �� �:)BK� �5 &� ;5�:
 @�.��� (;� V:�(? 4��&�� U5 41�� �5 �&��.

%�30-�� ���I C�:
c()0� O?�7���)ACU(

[1] 

�~~� �3�� 4��&�� C�(� C&�.F� ��� ��>�� U5 C���(� +��: .�3�� 4��&�� �� C���(� ;� �� 4�\�� H5� �: 4�(35� �� �� ��� �� !:�
�� ��� b8E b8E 1 @�A R�$- 1 �.5�$� 4��&�� 1 !77I ;5���76 ;� ��5 �: ;5�(P� �� C&��&�� 1 ��NF� �-�3f �I !-(<2

!-&�� .�3�� %�<6 H5()F� J<NM� 1 H)?�5 C�(� ;61� C���(� +��:.
�)�� 1 r1�:�11[28] wxx� �3�� � ���� ��� �� ���!-�)�� ;5���76 !75�(? C���(� ��<8� 1 �: +FP �� �.5�$� ;��� !75�(? 1 �:;� ��NF� !6��.

�-�5�[30] wxx� �3�� C,��()�� +?(0<L �� �<- ��W7� �� ;-��&�� �(\��� ;��5&�� C�(� U<���).<� !75�(? U5 C���(� +�� ;-��&�� C�:.

c(<� [8] wxx� @�<����3�� C���(� �3�� �;� 4�<� +<�<I +5(5!� C�(� ��>�� U5 4��7� �� �� `<"� C���(� �<��� �I ���� ;5���76 �
��(Z� ;� #�Z-� �.��� �(\��� #1�!� ��NF� ��W7� �� �F-� J<NM� 1 !<�� C�: ��6 .

+I��0� �7<I���q7� C�:
[7] 

wxx� �3�� %��<L 1 �NM-� � H)?�5 C�(� ��I 1 �.I (�(� ��>�� U5 � C���(� %�<6 C&�� �(\��� �� ;��<)�� ��W7� �� �).P(� C�:
+�y�� .�3�� 6 C���(�+5��1� ��� U5,��()�� C&�.F� C�:&�<- ;:�)�(f (m��6 �)C><f �f (%�<6 1�:)�-�3f (1

;� �(\��� ��NF� C�(� �Z).P 1 C(<3<L � ;��5&�� !6��.

USC��9����� ����� 
�3�� !7-�� @�T�M�� &� ;�(� �3�� � ;P��� 1 ;���� C���(� �3�� 1 ;)I��0� 1 ;)��A� C���(� !75�(? C���(� m��6 1 �(2 %!6 ��(\� ��(\� �(2 !-�[8].

�3�� �3�� +�.A 1� �� ;�I ��� �� C���(� ;� V<.$� ;P��� 1 ;���� C���(� !-�6 .�3�� �(I��I � ;)��A� C���(� �3�� 1 C�G$N� �� ;��G�� C���(G�
�3�� ;� C�P ;P��� C���(� !-(<2 .�3�� !75�(? C���(� N� 1� (: �� ><- �(2 m��6 1 �(2;� �$ !-(<3� C�P !7-���[9,31] .

�$N� �� ;��G� i&�G�� @�.��� &� &��� C�: g�l� &� C��!8� 4��)� ����� �� �I +�� %!5�(2 |(� 4�7f 4� � ���$� H5� �� %���)�� ���� C!7�
 ��� C�P 4� �� .�$N� H5� �3�� &� S�- {7L C!7� (h)K� @��� �� (5& �� �I +�� %�(I ;5���76 �� C���(� +�� %!6 %��� `<E��[2,26]:

�.�3�� ;���� C���(� :BK� �(\��� @�.5�$� ���6 %!\0-�� � b�)K� C�: 4�\� �5 �: ;5�G��76 ��GW7� �G� �GI +G�� %�3G0-�� U5 ���� C�:
;� @��� {5�)- �.5�$� C�(� ;P��� ���!-�)�� U5 H)6�� @�1(E 41!� �.��� �� %�<6 H5()F� �(<2.7� C�: %&�T g�l� C�(� 1 ;-�.-� O��

;� 4��&�� U5 ���� ;��� %&�!-� V).<� U5 !-��� !77I ��Z5� g��8)� �(\��� C(<2 .%�30-�� C�(� ���h� S�- H5� &� ;5y�G� 4�>G<� �GI �:
BK� ;���� �� +?(0<L %�30-�� 1 !-��� %�30-�� C�: %�30-�� �5 ;6&��� C�}? 1 %!\0-�� H5!7f �� ;5�: �(? @�$?��� �� �I C�: C��<.� ><0-

���-(� 4� �P�� �� �I !7).: ;� �)���� b�)K� C�: +<8A�� �� U5(6 C�: %�30-�� &� C��!8� &� ���!-�)�� C�: ;� %!5� � !-�6 ��6.
�.�3�� ;P��� ;)��A� C���(� :%&�T �� �(\��� &� �.5�$� U5 �I ;��37: 4��&�� @����� C�7N� (� ;��� C�: �\G6 � !7)G.: �G<A� �I ;5�: 

;� �(<2 .V<�Gh� 4�G<� �� C(:�� ��N)�� &� ;5y�� |�M� 1 +�� i&�� �� ��<.� S�- H5� @���\)�� �f (2� �:!G75�(? ;G�1 � ���� �� 4�2!G-(<2
�<F.� U5 �� &�<- y��8� 1 !-�6 ��\6� +�T& �� +�� H\�� ;� %!77I ��G�)�� +G<���A �G\75� &� 4�7<��� ��W7� �� d��1 4��7� �� �I [(�

���%;� r�.T� ��6 a�T �: ��6.
'.�3�� O5�7� H<� ;P��� C���(� )+87� �� H5()F� (%�<6 C�Z).P �� +87� !7f 4�<� %�3- g�N-� �� �- 1 !5!P C�: �G� �P�� 41!� � �-��1�

 +�� 4� O��7� .s��M� 4��7� �� S�- H5� � 4�(W- �T�� &� ;�(� (W- �� �3�� H5(� � (��K� � %!6 4��7� C���(�+?(0<L 1 @y�"� �� �\75 C�:

 J��5)R(:�����1;� ��A)! T���A
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ف  رآيندهاي سازماني اولين همايش بين المللي مديريت

�

%!�� ;� (Z7� �(\��� �� C� %�30-�� ��<��� 1 ��6 %�3G0-�� ��I 1 �.I @����� 1 ;���6 C�\5(�� C�: �G: )NACUBO ([!G: 4��G7� �G�
�3�� !75�(? ;5�F- +�� %!6 b5(8� C���(� .�3�� &� S�- H5� � ��� �� ;� �\0� ��<.� 4!6 ;��<��� C�(� C���(� !6�� @�G.5�$� +G�� �G� �I
;� O5�7� 4�<� �- @���F�� �T �� ;-��&�� !F8� &� ;5y�� ��<.� `M� #>�).� H<7q�: 1 !6�� ���� (5>2 .&� ;G�I �(���I %!")� +��5� &� k���

+�� %!6 i��>2 ;��� i&��� ���� �� �(\51� H5�.
t.�3�� C���(� ;P��� C��\�: :�� &� %1(2 U5 �� @�.5�$� ���6 y��8�;�- s�."� ;�<$).� �<A� �I @�.� ;� � !-�6 ��6 .��\)�� H5!7f

 +�� ;)I��0� 1 ��\6� �)N.- y��8� ;��(� i1� 1 %!6 i��>2 S�- H5� &� .�51� H<7f C�G7N� �GI ;��G.��� ��<G��� +G�� HG\�� ;5�G:
 ��6 �(P� � !-��� ;)I��0� .

5.�3�� C���(� ;7�E :!G75��- @��� �� (<�� C�: g�� �� �I i1� �(���GI g�GN-� �G� � �G)?�5 B5�>G?� ;)��G\T 1 C>GI(� �-��)G0L 4�2 C�G:
�3�� C���(� %�30-�� �� ;� �: !6�� .%��1 ���7� �f (2��3�� C���(� &� C��<.� �I +�� ��\6� � +�� �)?� g��� (5& ;�(� ��<��� �7<�& H5� ��

+<��8? ;� �� �L1�� �� �I ;-�7I C�: !:��!7).: S�- H5� &� .اتحاد دانشگاه هاي اروپايي)CRE (برداري ضمني را روشي براي كاهش، الگو
و روش شكاف بين واقعيت ممكن به كار هـا در نهضـت گراي مورد توجـه بوسـيله بسـياري از سـازمان هاي فرايند گيري در داخل آموزش عالي

.كند كيفيت توصيف مي

XS%��, ������� ����� 
�I ���� ��$)�� +).�� H5()F� s��Z� (h"7� ���(? ��P1 ����!- �(f �IH5()F� C�(� �G�: H5(G)F� +G.<- .�F-��&�G� &�;��GFP bG�)K� !G7-�� 

�+���� ��7:(? d<"� 1H?C�1� ��V:@1��� !-��� .�j� ��!75�(? �3�� C���(� H5()F� s��Z� �).� ����� 4��&�� ;78� ;�!7��5[2]  . 
�$N� !�<?�6 C�:[23,26] 

�.����!-�)� %!5� S�- C�: g�)���!-�)�� �5 ;5�� C�: : (%!5� %�<6 H5()F� C�7N� (� g!� U5 �I ;5�P �� �G7N� UG5 4��G7� �� 1 ��6 ��Z5� g�
;� ��I �� 4��&�� ;��5&�� C�(� %&�!-� �� �1� !��5 J<NM� g!� 4� �� !-��)� 4��&�� �I C�.H5� &� s�� g�l� U5 #�\��� {5�!��� %>5�P +�� S�- .

�.�3�� C���(� +<��8? C�7N� (� :+<��8? &� C��!8� �I ;��37: �5>Z� � %!6 s�K)-� C�: 1+<��8? �� 1 !-!6 �<�"� 4��&�G� �� ���0� C�: C�G:
;� �� � !-�(2 �.5�$� (35� !:� .+<��8? H<7f �M�� �� (h"7� +�� H\�� ;5�: %!G75��- 4��G7� �G� �G5 1 %��G� ��� ��� @�T (G� C� C�

;� s�."� 4��&�� �I �(\��� !-�6.�3�� O?�7��� !")� ���I C���(�(CHEMS) H<� g�l� U5 +�� i1� H5� &� ;�����.
'.�3�� C���(� C���� :�75>: 4�><� H<<8� C�Z).P �� %(F� � ��I VZT � �: ;� mK0� ;��<��� %&�T U5 �(\��� 1 C�1 !6��)��GI g�l� C�(�

�Z0-�� i(5jL BK�(.��;� �:�3�� 1 i1� �� �).� �Z<)- ;�<I C�: �\6 �� !7-��� )��(Z� g�l� C�(� J?�� C�: (;G�I �5 )g�Gl� C�(G�
 �: �(- 1 �: +N.- (!76��.+G�� ��GP�� ;-��&�G� C�:��)��� (� ;7)N� ����� i1� H5� .OG�P %��� C�1� 4�G�� 1 `<"G� �G��� �G: &� (G�

i1� +�� (35� C�: .
t.�3�� C���(� ?�;$:%(F� � ��I VZT � �75>: �<�"� C�Z).P �� ;��<��� %&�T !7f �5 U5 �� �I +�� �>Z� !75�(? U5 �(\��� 1 C�1 �1!G"� 

;� ��6 )�Z0-�� C�: i(5jL �-��P #��� g�l� C�(� 4� +<8A�� &� (W- [(� 4�5 4��&�� �� �:(.{5�)- �%�<6 &� ;8��P ;��(� ;-��&�� C�:
 �� ��� �<T�- (: ��;� �e��� O�P ��� !:� !6�� &�� ��Y.� ��<.� +�� H\�� �F-� (<.�� 1 @����� C�1� .c��G�q7� C1� (G: 1 ;G$?� C�G:

!7���� ;h<K0� ��>�� � C���� +5��1� 1 ;5���76 C�(� C+�(? ;:� �5 ;5�(P� !75�(? U5 ��NF� C�(� �:�(I��I C!-���.
�.m��6 ;)��A� C�(\��� C�: :�I ;��37: ��m��6 ;G� �G�� � !G-(<2 ��(A r()�� �� +��� i1� �� ;)��A� C�(\��� C�: ��G6 .HG5�

;�� i1� ;� OA�1 !<�� ()�I ��� +�� 4�&�� �\75� V�� ��6 .�).P(� &� +G�� H<� U� %�30-�� �(\��� 4��<L g1�!P � S�- H5� &� ����� H5(�
O�P �I �7: �� ;��� 4�5!h)� H<7q�: 1 %!6 ��f 1 C�1� %���- i��>2 �<��()�� �� @�<F.� 4�(5!� 1 �7I %��� �I !-� �� ;GP1(� C�G:

O�P 1 V<F.� ;)��A� �(\��� ;��5&�� !��$� C�(� %�(I C�1� �3�� %��1 ><- 4�(35� &� C��<.� 1 !-� +<��8? H5� b<��� C�(� �� C���(� %���)�� �:
%�(I !-�.
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ف  رآيندهاي سازماني اولين همايش بين المللي مديريت

�

g1!P)�(�3�� S��-� �� C!8� 1� �5(��� U5 &� ;0K� @��� �� � ;��� i&��� @�.��� �� %!6 %���)�� ;��(� i1� 1 �)?(2 #�Z-� C���(�
�3�� �� ��� @���\)�� H<<8� C�(� ;��f��f ��W7� �e��� C���(� +�� %!6 .C�G: �-�� &� ;}8� � ��P�� C�: ��I &� C��<.� ;�(Z� +<:�� (��K�

�-��- �<: C���� �5(��� !7).: �\0� ��<.� � !76�N- H\�� (<� (2� ;��<��� ��"� &� @�N<I(� &� ;}8� OA�1 �� 1 !7).<- 4�7I�� %!6 i��>2 .
i�� &� ;FP�� ���A S�7� �I +�� ��\6� !7f (: 4�7I �� �: +�� %��)?� ���� .�$N� U5 �� � {5�)- %!5� C!7� %�<6 1 %!6 �e��� g� �G� %!<q<L C�:

%!6 %��� H\�� !T ;� �5(��� H5� 1 !-� ��7:�� !-��� !7���� C�3�� �� �I !6�� ;��.��� C�(� C�\6 ;�(� �� C���(� !-��� �P�� �:[26].
{5�� �I +�� ��\6� �\6 �� �3�� S�- H5(� ��(�4��&�� �� C��\�: @��� �� C� �G� VG: 1 ��G� C�G: ��0I �� V: �I +�� %��� ���0� C�:

H<� @��� �)?� ��I �� ;����� !-� .(� �Z8� � �A���� ;�� �I +�� H5� �� +.<- ><3-� ��0? B5�>?� V�� ���GI +G<��8? UG5 ;��G� i&�G�� � ��&�� C�:
4��&�� �� ;)I��0� 0L &� C�A �7:(? U5 �I ;5�: +�� %!-�� ;A�� � !-��� �N-�P 1� ;-�N<)[26].

YS���������� ����� 
�3�� � !6 %��6� �I ��M-��: +�� (�).� !75�(? U5 C���(� .�3�� |(� #�37: �� C���(� %��<L 1 @�<��� C>5� �G�(f &� %���)G�� � @�T�G�� C&��

PDSA )���-(�–�(P�–�8��M��#�!A� (��� ��I ��)�� �� �� ;G� ��(A �\G6 !G:�)�.(�G<NA &� C�!G8)� @��<�Gh� (G� �G��-(� &�G? s�GK)-�
�7<F� C�(� C!<�I C�:!75�(? 1 b5(8� � !75�(? C&��!7).� C&�� !75�(? C!<�I C�: ���� !<I�� .&� %���)G�� �G� ;��GK)-� C�:!G75�(? �(GP� &�? ��

%�<6 1 �:��<8� ;� b<��� ��I 1 �.I C�: !-�6.5� (� %1��%��� H�:)��<8� %�<6 1 �: ��I 1 �.I C�: (�3�� U5(6 �I ;-��&�� ���� �� C���(�
O�P � +�� ;� C�1� !-�6 .�)?�5 �.5�$� �� �8��M� &�? U5(G6 1 4��&�G� H<G� ��GP�� [�\G6 4�><� �I ���� %��6� [�\6 �<�"� U5 J5(� &� �:

�3�� ;� mK0� �� ��� C���(� !7I .�� �� � #�!A� &�?%%�1(L C&�!-� !7I a�T �� +Nl� [�\6 1 !:� B:�I �� ;�7� [�\6 4�><� �� ���� %��6� ;5�:
[20].��(fPDSA B<L 1 B-�� ��Z5� C�(� #�!A� (� ;7)N� C(<2��5 (� ;� ;F)7� ��NF� �� (<<=� �5� �\75� ;7<� ���� !<I�� ��- �5 ��6[18].

���� �$��,  �� ����� 

C��9�
���� ����� 

���!-�)�� S�- C�: 
%!5� g�

�3�� C���(� C�7N� (�
+<��8? 

�3�� C���(� C���� �3�� C���(� ;$?� m��6 ;)��A� �(\��� C�: 

�>Z�� �<��()��:%�30-�� �-�K��)I
��0I g��6 

�)�8�
�5��Z 

�<��()�� :%1(2 @���\)��
4�)��� %�1�0� 

%!")� @y�5� 1 �<��()��
NACUBO 

�<��()�� :%���� @�8��M�
4��P 4�5�Z0-�� 

���-�I :U� %�30-�� H<� 
�<-�)5(� :��2 %�30-�� >�5�� 

���	1�
�5��Z 

H<�;�����:���I
�3�� >�f C���(� 

)CHEMS(
�<-�)5(� :�5��(� C��j2

1 �5�!� +?(0<L C�(�
C(<2�(? 

%!")� @y�5� :@���\)��
%(F� >I(� +<�<I 1 C�1

�i&��� �� �\5(� 

�<��()�� :4��N�� %�30-�� %�1�0� 
�<-�)5(� :�3�� �� C���(�

�-�K��)I %�30-�� C�: 
c���-�� :��I 1 �.I %!\0-��
H2�F7�I 

���-�I :�)-��� %�30-�� 

�<��()�� :�-����I 4�(5!� �.��� 
(AAPPA) 

�<-�)5(� :;��� 4�(5!� @���\)��
%�30-�� ;.<�3-� C�: 

+��! �)A�[
)�� *��)�
%��(

%!")� @y�5� :>5��P
#�\��� {5�!��� 

�<-�)5(� :�3�� !5(� C���(�
C�(� HE 

�<-�)5(�:@���\)��
4�<� ;0K� 

( KPMG) 
%!")� @y�5� :@���\)��

%(F� >I(� +<�<I 1 C�1 

���� �����
��1D 

4����:�3�� ���IC���(�
%�30-�� ;7? C�:

);)87� (

�<-�)5(� :;��L i&�� @�8��M�
;��� 4��1�0� 

4���� :4(����>5�I %�30-�� 

J��5)U(����  ��!" #��$�! �� :�����1;� C��9�[26] 
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�

\S����! (A��B! :

N����6 %��K9��)Griffith University (��^ �9��$ %��K9�� �)University of Western Sydney (
g�� g�� ���~~� 1�~~� ><�5(2 %�30-��)Griffith ( ;�(� ;-!<� %�30-�� 1)UWS ( �G3�� !G75�(? U5 �� %&�GT &� C��!G8� �� C���(G� C�G:

%&�T H5� �� @�.5�$� {5�)- &� �� !-�(I #�!A� ��� U5,��()�� � �: !75��- �.I �� ;��T��� 1 +?(0<L[29].
�3�� !75�(? �� �).��1 !��$� C�(� C���(�Griffith - UWS  �3�� �+�� %!6 b5(8� (5& @��� �� C���(� :»�G)?�5 +��G� 1 ;�G�� !G75�(?

%�<6 C�(� �Z).P !75�(? 1 �: � 1 ���7� @����� g��N� 1 ;��(� � ()F� �(\��� �� (Z7� �I +�� ;5�:4� �NM-� 1 !<� 4��G�- %��1�(G� C�(G� �:
&�<- %��<L 1 4��&�� C�: ;� ;F)7� ()F� %�<6 C&�� ��6«[19] . 

+5��1� �I(6 � �!)�� ���� H5� �� �3�� %�1(L C�(� �� ;5�: |(G� 4��&�G� 1� &�!G-� V0f 1 +5����� �� 4!<�� C�)��� �� �I !-�(I 4�<� C���(�
.P �� ����� H5� ;���� 1 !-!6!-��� ()F� �(\��� C�Z)[29].

�<�1� ;��.�P ����� �� %&�T @�.�P H5� �� 1 !6 ��>2(� %�30-�� 1� (: �� �<�(� �� %�30-�� 1� !6�� 4�(5!� 4�<� C� �G3�� C�(� ;5�: C���(G�
%1(2 H<7q�: 1 !-!6 ;5���76 B<L C�(� ;5�: !-!6 s�K)-� %�1(L H5� �(� .V<� H5� �)?�5 ;���� �: 05�: ;G� �� !G6�� 4�(5!G� �� ��<$).� �� 4�

 !-�(I ;� �e��� ;��.�P[12,25] . 
%1(2 �3�� C�: i1� &� C���(� �3�� S�7)� C�: �G3�� i1� �G��� i1� �I !-�(I %���)�� � %!6 4�<� [�!:� �� ;��<)�� C�(� C���(� (G� C���(G�

 ��� +<��8? C�7N� .%1(2 U<7\� �: ���!-�)�� C�: ��76 C�(� �� C�51� 1 �:!75�(? ;5� +�(? �I !-�(I %���)�� �: 1 %!G75� �� ��GNF� C�(G� �� ;5�G:
;� �e��� ()F� �(\��� !-��� .%��� � �: V<� O�P �-�&1� �I ����(� C�: ;� �<�"� 1 C�1� U5(G6 C�(G� C!G5!P @�G���� C1�GT y�G�)T� 1 !-�G6

�3�� ;� V<F.� V: �� �� � +�� C���(� !77I .<7q�: �F-� �G� VG: �G� ><- �� %!6 �.I ;�(Z� C�: +?(0<L 1 ;-��&�� �(\��� �� dN�(� @����� H
!-��j2 ;� c�()6� .%��<L ;3-�3f 1 %�1(L (: [�!:� &� ;���I c�� %�1(L C�: V<� �I ���� C��<.� +<�:� !76�� �)6�� %�<6 H5� C&�� .%1�G�

: +<$?�� C�Z).P �� U5(6 1� (: �I ;��37: � H5� (�!75�(? &� C()F� c�� � !7). ;� +�� �� �: !5� .+<��8? C,��()G�� �5 �: �� %�$��G� C�G:
4��&�� c()0� �.�P ;� i��>2 C&�.F� 1 (<<=� +5�$� C�F:�� 1 ;-��&�� O-��� H<7q�: �: !-�6[29] . 

%&�T (5& �� !75�(? 1 %!6 s�K)-� C�: �7<�& H5� &� U5 (: �� ;��K)-� C�: +<��8? 1 �: �3�� C�(� �: C���(G�Griffith – UWS %!G6 �Ge���
 +��[12,25]:

�.���-(� +<�<I 1 C>5� 
o%��� &� %���)�� 1 ����� ;��5&�� �:!T�1 ���&�� ;��(� &� %!�� +�!� C�: 
o%��� C��!F3- %����� @����� c�()6� C><�� 1 �: �:
o�Z0-�� ;P1(� ;��(� 4�5 
oV: 1 �.5�$� !75�(? ����Z� ;Z7� C�: V).<� ���h� � s�h� C�:�+<�<I H<�}� �� dN�(� C�: J?��� 1 %���)�� ���� H5�- 
oi1� ���-(� &� 4�7<��� �7<F� C�: C>5� !7���� ;5���76 �<NA &� !-��� !<�� @�( � �I ;5�: 1 d� 1 B$- H5(� �)<�I ;0� ;�<h"� C�: 
oC,��()�� ;� @�.�P ��!8� B:�I C�(� ;5�: �)<�I 1 ���T � C�:;i1� 1 %!5�? �-�(�7I &� %���)�� 1 �:(�� B:�I C�(� ;5�: &� C�G:

 �1� %�� 
o�.��� @����� ;��(� 
o%�1(L >N� C�}? C�: 

�.(<2�(? ;��5&�� 1 �5�!� � C

-	,)R(:�����1;� ������ 

www.SID.ir



Arc
hive

 of
 S

ID

ف  رآيندهاي سازماني اولين همايش بين المللي مديريت

�

oC,��()�� �(P� ���-(� 1 C(<2��5 C�: 
o@����� C����7\� @�<e>P c�()6��%�1(L 4��&�� 1� �� g�8? C�: 
o;��5&��–+<�<I H<�}� �7<�& �� ;��� C�:!75�(? �8��M� ���� `M� �� 1 i&��� b�)K� C�: 
o;��5&��–V<7I %���� �� ��&�� ;��5&�� �-�3f �\75� ���6 
oH? &� H5�-� %���)�� 4��& �� @����� 1 @���N��� C�1� �:
o;���� @�$<$"� �� @����� C�(� ;�� >I(� 

'.B:1,L 1 J<$"� 
o��N�g�N�� %����� @����� !7�C,��()�� 1 ��I 1 �.I C�: ���-&1� 1 @�Z� C�8��� C�: 

t.@��!� 1 �Z0-�� +5(5!� 
o%�2!5� ;)-()75� %�361(? �8��� C�(� ;5�: )1���1� 1 C&�Z�(
oH5�-� #�- +N  
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ف  رآيندهاي سازماني اولين همايش بين المللي مديريت
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