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ABSTRACT

Introduction: A hospital is one of society’s most important social institutions; however, poor organizational
performance results in delayed treatment, disease progression, or patient mortality. This qualitative study
seeks to investigate organizational excellence in Iranian medical sciences universities from the perspective
of hospital managers.

Material and Methods: The present qualitative study was conducted in hospitals affiliated with medical
sciences universities in Iran in 2021. Data were acquired using the purposive sample method through in-
depth interviews with 15 hospital managers and analyzed using MAXQDA software. After transcription,
concepts and components were extracted from in-depth interviews using the grounded theory (GT)
method.

Results: Organizational excellence in hospitals has different elements that can be classify in the form of
parameters of the grounded theory paradigm model (causal conditions, contextual conditions, intervening
conditions and consequences). In causal conditions, it may include leadership, human resources, and
strategies; in contextual conditions, resources and facilities; in intervening conditions, processes; and in
consequence conditions, patient and family satisfaction, employee satisfaction, community satisfaction,
and health system satisfaction. The findings revealed that leadership and human resources were the two
most important factors in achieving hospital organizational excellence.

Conclusion: Further emphasis should be made on leadership and human resources to achieve
organizational excellence in Iranian hospitals affiliated with universities of medical sciences. By recruiting
specialized human resources, managers can consider various leadership styles to improve the current
situation and deliver desirable services.
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1. INTRODUCTION

Hospitals hold a unique place of importance as
the largest and most expensive operational units in
the healthcare system. The evidence suggests that
despite the number of resources dedicated to this
sector, there is a significant gap between the growth
of dedicated resources and the expected level of
satisfaction in these organizations, and there is still
a long way to go before organizational excellence
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is achieved. Improving health system services
requires evaluating the system’s performance to
inform decision-makers of the current situation,
monitoring the implementation of adopted policies,
and achieving the set objectives. This promotes and
encourages appropriate personnel conduct within
the organization and increases the confidence
of stakeholders in the health system’s services.
In addition, providing feedback on the degree
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of success in achieving goals and plans enables
managers to examine and select more appropriate
corrective actions.

The model of organizational excellence
has been developed in a competitive format to
determine the degree to which organizations
achieve quality and superior performance and the
extent to which they recognize the significance of
quality and performance excellence. Measuring
organizational excellence is the organization’s
ability to simultaneously produce and sustain
exceptional results for all stakeholders. Improving
the performance of organizations requires a
suitable model for evaluating performance and
revising plans. Organizations cannot achieve their
objectives without a comprehensive evaluation
model, and they cannot effectively manage the
implementation of their programs without paying
attention to the facts and results of their activities.
There are numerous organizational excellence
models with diverse origins throughout the world.

Comparing these models reveals many similarities,
particularly in terms of their fundamental concepts
and core values; for example, they all contain
leadership, employees, and strategy components.

In Iranian hospitals, performance evaluation
is currently based on accreditation standards,
and other organizational excellence models have
limited application. Consequently, identifying
the elements of organizational excellence and
incorporating them into accreditation standards
can improve service quality. The purpose of this
qualitative study is to gain a better understanding
of organizational excellence components in the
hospital setting.

2. MATERIAL AND METHODS

This qualitative study investigated
organizational excellence components from the
perspective of hospital managers at universities of
medical sciences in 2021. Purposive sampling was
used to collect data through in-depth interviews,
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Fig. 1. Paradigm model of organizational excellence in Iranian hospitals affiliated with universities of medical sciences
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Table 1. Paradigm model parameters of hospital organizational excellence; components, concepts, frequencies, and relative

Paradigm model

parameters of
grounded theory

Causal conditions

Contextual conditions

MA. Adish et al. / A Qualitative Study of Organizational Excellence in Hospitals...

Components

Leadership

Human resources

Strategy

Resources and
facilities

frequencies

Semantic units (concepts)

Management is the hospital’s main pillar

The hospital manager must have both management and
medical expertise to manage the facility effectively

An experienced manager can coordinate between various
hospital departments and, as a result, improve the quality of
patient service

The manager must have positive external relationships with
the managers of other hospitals in order to facilitate the
delivery of services not offered at their hospital

Patients’ services are enhanced as a result of the manager’s
and staff’s effective communication

The improvement of hospital service delivery is the resulting
encouragement and timely appreciation for the efforts of
hardworking personnel

Policies should be developed and implemented in order to
achieve the hospital’s objectives and provide better services
to patients

Appropriate organizational structure should be used
Experienced staff are the most valuable asset of the hospital
Experienced and skilled workforce is very important in the
hospital

Updating physicians’ and nurses’ knowledge and
information is critical in order to provide more adequate
services

Merely passing academic theory courses is insufficient for
physicians and nurses to work; practical training and
internships are required

Physicians and nurses must learn practical hospital courses
from seasoned hospital personnel

The hospital’s strategies and policies should be specified

Suitable services cannot be provided without a clear policy

The policies should reflect the society’s culture

Cooperation and consultation with other hospital specialists
should be considered in policy formulation

The hospital’s policies should be compatible with its
resources and infrastructure

All data, information, and resources must be utilized in the
formulation of policies

A suitable standard system must be utilized to evaluate the
quality of the services provided

High-quality equipment should be used

Attracting capital budget from the government

Old equipment should be upgraded, and preservation and
maintenance efforts should be made

Utilizing equipment per hospital and regional requirements
Utilizing material and immaterial resources to improve
service quality

The hospital’s physical space should be managed and kept
clean
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Frequency

Relative

frequency

53.85

53.85

46.15

38.46

38.46

23.08

23.08

23.08
23.08

30.77

23.08

23.08

15.38

23.08

23.08

15.38

23.08

38.46

30.77

23.08

23.08
23.08

23.08

23.08

15.38

15.38
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Continued Table 1. Paradigm model parameters of hospital organizational excellence; components, concepts, frequencies, and

Paradigm model

parameters of
grounded theory

Components

relative frequencies

Semantic units (concepts)

Frequency

Relative
frequency

Acknowledgment of employees’ novel approaches to

R . . 3 23.08
delivering superior services
Motivating employees by increasing their monetary 5 38,46
compensation
. Financial and moral encouragement of personnel and an
Intervening . . . . . 5 38.46
. Processes increase in personnel motivation to provide better services
conditions
Developing an appropriate and stress-free work 4 3077
environment
Providing suitable space for employee breaks 3 23.08
Utilizing innovative information technologies for data
. - . . 4 30.77
processing and administrative and office duties
Patients’ perceptions of the quality of received services 4 30.77
Patient and Family members’ contentment with the quality of services 3 23.08
family received
satisfaction Promotion of the quality of patient-received services in a W7
urban areas ’
The community’s favorable perception of the hospital’s 4 3077
. services
f;:;::t?;:’ Returning to the hospital for services in subsequent cases 3 23.08
= Increasing the number of hospital visitors as a result of the 4 3077
i quality of services provided
$ Appreciation for the active hospital staff in each ward 5 38.46
Q Consequences Utilization of experienced personnel in various wards to 6 46.15
< improve service quality ’
§ Employees Improving service quality as a result of employing dedicated a T
= R ) and experienced personnel
8 satisfaction Evaluating th f ¢ 1 and motivati
< valuating the performance of personnel and motivating 3 23.08
= and punishing them promptly
2 Organizing mandatory employee training courses 2 15.38
% Evaluation of staff based on patient feedback 3 23.08
% A comprehensive evaluation of the status of patient care 3 23,08
A= Health system services ’
g satisfaction Comparing the quality of the hospital’s services to those of 4 3077
= comparable hospitals ’
8
g
S and interviews were conducted until theoretical 3. RESULTS AND DISCUSSION
a saturation was reached. Data was gathered by Excellence is becoming a crucial indicator of

001.1.2251807.1401.12.4.13.9]

conducting in-depth interviews with 15 hospital
managers. A qualitative data analysis based on
theory methodology (grounded data theory or
grounded theory) was performed using MAXQDA
software for open coding, central coding, and
selective coding of data to create a paradigm
model. Prolonged engagement of the researcher
in data analysis, researcher triangulation, peer and
participant review, and auditing of the research
process was employed to ensure the credibility
of the data analysis (credibility, transferability,
dependability, and confirmability).

[ DOR!

the organization’s overall success, prosperity, and
competitiveness. Thus, organizational excellence
is a journey an organization undertakes to achieve
the desired strategic goals with a high level of
performance and to maintain a balance between the
satisfaction of all relevant stakeholders, including
employees, customers, and society in general, by
fostering a culture of learning, innovation, and
continuous improvement.

In general, organizational excellence in
hospitals affiliated with universities of medical
sciences consists of nine components that can
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be classified as four parameters of the grounded
theory paradigm model: causal conditions,
contextual conditions, intervening conditions, and
consequences, according to managers (Fig. 1). Table
1 displays the frequency and relative frequency of
the parameters, components, and semantic units
(concepts) of the grounded theory of paradigm
model of organizational excellence.

4. CONCLUSION

This research involved a qualitative study of
the organizational excellence of the hospital
from the perspective of hospital managers. The
organizational excellence model utilized in
the hospitals under investigation was similar
to that used by the European Foundation for
Quality Management; however, there were some
differences. From the perspective of the hospital’s
managers, leadership is the most important factor

Journal of Health and Safety at Work 2023; 12(4)

in achieving organizational excellence.

The second most important factor is human
resources. In order to achieve long-term success,
organizations must improve and change in
various areas, with human resources playing the
most important role because employees are the
agents of change and improvement within the
organization. As a result, if effective management
is implemented in the hospital, experienced
and expert personnel are employed, appropriate
resources and facilities are available, and accurate
planning is conducted to achieve the hospital’s goals,
it will lead to employee and patient satisfaction, as
well as satisfaction with the overall health system.
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