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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
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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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ف  رآيندهاي سازماني اولين همايش بين المللي مديريت

�

\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;�
 ������ 
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�

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!� 
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ف  رآيندهاي سازماني اولين همايش بين المللي مديريت

�

!75�(? �"� H5� +<�:� >e�T �)\- V<:��� �P�� >I(� �� �I !7).: �:�3�� C���(� 0$- �<F� 1 !-��� ��(A!75�(? ��G�!$� ;���� C�: C�(G� C�
 U5�3�� C���(� ;� ���7� !6�� .H<7q�: #><-�\� � ���� ;-��&�� (: �� �P�� �� &�<- �I ;l"N� ;-1�� C�: C&�� );��� C&�� (+�� !75�(?.

45��! 
[1] Association of Commonwealth Universities (ACU), cited in Stella & Woodhouse 2007, p 14 [www.acu.ac.uk] 
[2] Alstete J W, Benchmarking in Higher Education: Adapting Best Practices to Improve Quality,  SHE-ERIC Higher Education 

Reports No 5, The George Washington University, 1995 
[3] American Productivity and Quality Center. 1999. What is best practice? http://www.apqc.org retrieved on 12 January. 
[4] Australian Business Excellence Framework (ABEF) Standards Australia International 2003 [2007 edition available at  

 ttp://www.saiglobal.com/Improve/ExcellenceModels/BusinessExcellenceFramework/default.htm ]
[5] Beckford, J. Quality: A Critical Introduction, Routledge, Florence, KY, USA, 256-63. 1998. 
[6] Benc, A 2003, cited by ACODE 2007 [p 3] 
[7] Benchmarking Partnerships (Anton Benc and Bruce Searles) What is benchmarking Available at 

http://www.benchmarkingpartnerships.com.au/benchmarking.htm Accessed 15 January 2008
[8] Birke, B . Enhancing Quality in Process Management - Experiences with Benchmarking Exercises Published in: Plattform 

Forschung- und Technologieevaluierung, Nr. 31, April 2008, Wien. 
[9] Camp, R. Benchmarking: the Search for Industry Best Practices that Leads to Superior Performance, ASQC Quality Press, 

Milwaukee, Wisconsin. 1989 
[10] Camp, R. Global Cases in Benchmarking, Best Practices from Organisations Around the World, American Society for Quality 

Control Quality Press, Quality Resources, Milwaukee, New York. 1998. 
[11] Francis,G.,Humphreys,I.,Fry,J.Thebenchmarkingof airport performance.JournalofAirTransportManagement8(4), 239–247. 

2002 
[12] Griffith University’s Strategic Plan 2006-2010 and Griffith 2015: Beyond top 10 Available at 

http://www.griffith.edu.au/office-vice-chancellor/key-university-documents
[13] International Network for Quality Assurance Agencies in Higher Education (INQAAHE), cited in Stella & Woodhouse 2007, 

p 14. [www.inqaahe.org] 
[14] Jackson, N. & Lund, H. (eds.), ‘Benchmarking for Higher Education’, Society for Research into Higher Education & Open 

University Press, UK. (2000) 
[15] Karlof, B. and Ostblom, S. Benchmarking: a Signpost of Excellence in Quality and Productivity, John Wiley & Sons, 

Chichester. 1993. 
[16] Kozak, M. Destination benchmarking. Annals of Tourism Research, 29(2), 497–519. (2002) 
[17] Kozak, M. Destination Benchmarking: Concepts, Practices and Operations, CABI Publishing, MA, USA, 1-19. 2004. 
[18] Langley, G. et al. The improvement Guide-A Practical Approach to Enhancing Organizational Performance, Jossey Bass, San 

Francisco, 6. Matykiewicz, L. and Ashton, D. 2005. Essence of Care benchmarking: putting it into practice, Benchmarking: An 
International Journal, 12(5), 467-81. 1996. 

[19] Meade, P. H, A Guide to Benchmarking, University of Otago, Dunedin. cited by AUQA Quality Enhancement Glossary. 
(1997) 

[20] Pulsat, B. Process Improvements Through Benchmarking, The TQM Magazine, 6(2): 37-40. 1994. 
[21] Ramabadran, R., Dean, J. W., Jr., Evans, J. R., & Raturi, A. S. Testing the relationship between team and  artner characteristics 

and cooperative benchmarking outcomes. IEEE Transactions on Engineering Management, 51(2), 208–225. (2004). 
[22] Rogers, D., Daugherty, P. and Stank, T. Benchmarking programs: opportunities for enhancing performance, Journal of 

Business Logistics, 10(2), 43 63. 1995. 
[23] Schofield A. (1998) in ‘Benchmarking in Higher Education: An International Review’, CHEMS (http:// 

www.acu.ac.uk/chems/onlinepublications/961780238.pdf accessed on 8 January 2008. 
[24] Smith, G., Ritter, D. and Tuggle, W. Benchmarking: the fundamental questions, Marketing Management, 2(3), 43 8. 1993. 
[25] The Vision, Mission and Strategic Plan of the University of Western Sydney. Available at                                

http://www.uws.edu.au/about/university/mission
[26] United Nations Educational, Scientific and Cultural Organization. Benchmarking in Higher Education : A study conducted by 

the Commonwealth Higher Education Management Service , 6-32, 1998 
[27] Watson, G. Strategic Benchmarking: How to Rate Your Company's Performance Against the World's Best, JohnWiley & Sons, 

Canada. 1993. 
[28] Woodhouse, D. & Stella, A,Benchmarking in Australian Higher Education: A Thematic Analysis of AUQA Audit Reports . 

Published by: Australian Universities Quality Agency. (2007) 
[29] Woodhouse, D. & Stella, A, Benchmarking Framework: Griffith University and University of Western Sydney 2007-2008. 

(2008) 
[30] Xiang, Z., Kothari, T., Hu, C., & Fesenmaier, D. R. Benchmarking as a strategic tool for destination management 

organizations: a proposed framework. Journal of Travel and Tourism Marketing, 22(1), 81–93. (2007). 
[31] Zairi, M. The art of benchmarking: using customer feedback to establish a performance gap, Total Quality Management, 3(2), 

177 88. 1992. 

 

www.SID.ir


