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Abstract 

In this study, the effect of educational processes in the European foundation for quality 

management (EFQM) model on improving the knowledge, attitudes, skills and employees 

satisfaction was considered. For this, the most important indicators of the educational process in 

the EFQM model were identified. The educational process as leadership and strategy of training 

and development of human resources, intellectual capital and knowledge management was 

identified and to evaluate the results of the knowledge and skills and satisfaction of employees. 

Then, indicators which are derived from the literature are used in a standard questionnaire. To 

evaluate each indicator belonging to each factor, exploratory factor analysis and confirmatory 

factor analysis were used to prove the hypothesis. According to the results, each of the three 

factors, leadership and strategy of training and development of human resources, intellectual 

capital and knowledge management were in good condition and impact factors for the 

identification of priority the impact factors have been educational processes, respectively 70%, 

73% and 79%. So it can be said that the most affected are the highest priority on the 

educational processes comes from the lack of intellectual capital and knowledge management. 

 

Keywords: EFQM model, learning process, training, development of human resources, 

intellectual capital, knowledge management 
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INTRODUCTION 

The purpose of the business excellence model of an organization is to support internal 

evaluation of quality. EFQM (European foundation for quality management) Foundation in 1989 

was established and then was confirmed by the Commission in Europe and in 1991, the EFQM 

Model is formed. EFQM model include some concepts such as result-oriented, customer focus, 

leadership and stability purposes, and fact-based management process, development and 

involvement, continuous learning and improvement, development cooperation, trade and 

Corporate Social Responsibility (Islamizade and Torabpour, 1390). 

EFQM is also has nine axes. Five axes of model are related to the enablers and 

expression of components of an organization and how they interact with each other and the next 

four axes are related to the results of performance and implementation of enablers. Nine 

indicators in this model can evaluate an organization fully assess all aspects and identify 

strengths and improvement points (Russell, S., 2000 and Calvo-Mora et al., 2015) 

Leadership axis clarifies that how managers can influence on something. The next axis 

is strategy and policy of the organization with regard to the mission, values, vision and strategic 

guidance, in particular the concept of total quality. People or employee axis focuses on the 

advantage of the employees. The Partnerships axis is to focus on how organizations manage 

resources effectively and efficiently. The processes axis indicates that organizations how to 

identify, manage, review and improve its own processes. In this model people, customer and 

society results consider as results step and at the end key performance results show 

organization performance (Hakkak, M., & Ghodsi, M., 2015). 

 

Problem statement 

Today, most organizations deploy quality systems to improve the overall quality systems in 

particular are seeking to identify the strengths and weaknesses in order to achieve and 

implement the desired status and defined plans. Among them we can mention European 

foundation for quality management. The lack of a comprehensive and efficient system approach 

and review the assessment imposed costs to public and private organizations. To survive in a 

competitive global environment and aware of their weaknesses and accepting the reality of 

organizations and responsibilities, the first step to change the current unsatisfactory situation 

and also organizational excellence is a necessity for the survival not only for  advertising plan. 

So if some part of the model is realized, the organizations gain big events and successes 

(Campatellia et al., 2011, Balbastre et al., 2011) 
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The evaluation is a concept of regular review, systematic and comprehensive 

organization of activities and results is based on a model of excellence and also helps 

organizations to start excellence journey and consider current position, target position and how 

to move from the current state to the desired state (Dodangeh, J. & Rosnah, M., 2011, 

Dehnavieh R., 2006). Using these models, organization can evaluate its success in 

implementing its improvement plans in various periods; moreover, it can compare its 

performance with other organizations especially the best ones. Recently, most countries in the 

world relying on these models have created rewards at regional and national levels as 

motivation for organizations and businesses in deriving excellence, growth and wealth creation. 

Among these models, EFQM is recognized as one of the most comprehensive performance 

evaluation models and it has been a pattern for many other countries to design this reward. 

EFQM model presents a pattern from an organization which is leading in the idea and action 

compared to other organizations and shows how to act in a competitive space for stability and 

excellence. EFQM model is a picture of a map which can be utilized by any organization to 

develop its various managerial and operational aspects in an integrated and comprehensive 

framework (Hakkak, M., & Ghodsi, M. (2015). 

EFQM model determine the extent of organization and repair organization has 

developed to achieve excellence. With this model which is to identify the current status of the 

diagnostic aspects compared to an ideal of action. Using this model, organizations can identify 

strengths, areas of improvement and growth of the organization on the path to excellence 

(Hides et al., S., 2004, Calvo-Mora et al., 2015). Due to its continuous improvement cycle, 

EFQM model acts as a useful framework to improve the structure of quality in the organization. 

This cycle is started by a self-evaluation for understanding current status and obtained results 

(Hakkak, M., & Ghodsi, M. (2015). Training and development of human resources is one of the 

most important issues and major challenges. In this way, the benefit of the EFQM model in the 

educational process can be a way to identify the progress of knowledge, attitude and 

satisfaction of employees. 

 

The concept of excellence 

Excellence is defined getting up and coming, sense of the highest quality and excellence and 

outstanding features. What most agree on is that the continuation of the excellence in quality 

and it is completed (Sarafzadeh , 2009). Although the word excellence is not only the 

continuation of quality route, but it is also the departure point for new clothes for traditional 

model of quality. The quality is like the eyes of a viewer and excellence is like insights that see 

behind of things and distant horizon (Zangeneh, 2009, Vallejo, 2007, Jonas et al., 2002). 



 International Journal of Economics, Commerce and Management, United Kingdom 

 

 

 

Licensed under Creative Common     Page 45 

 

 

Organizations need to establish an appropriate management system to achieve success, 

irrespective of the sector, size or structure. Here, the EFQM Excellence Model sets out a 

practical and non-prescriptive management system that allows organizations to: (1) prepare a 

basic structure for the design, implementation and improvement of a comprehensive 

management system; (2) evaluate their position on the path towards excellence, identifying their 

strengths and weaknesses as a starting point for the establishment of strengthening and 

improvement plans; (3) prepare a common framework and language that favors effective 

communication within the structure and (4) systematically integrate the strategic planning and 

interest group orientation into their management (Calvo-Mora, et al., (2015) 

Excellence with an aesthetic approach and say it is a way to create balance and 

perfection in the fields of science, art and morality. Despite sharing a great concept that exists 

between the quality and excellence, excellence is not only assessing customer needs but also 

go beyond customer expectations. Another definition of excellence is to estimate the full 

organizational and stakeholder needs at the lowest cost with the highest quality (Mullen, 2002, 

Inayet et al., 2007). Excellence and strategic approach to estimate the definition is complete 

customer satisfaction (Mirsepassi et al., 2010, Monzavi & Zareii, 2010) 

 

Organizational excellence 

Over the past few decades, organizational excellence is frequently used in terms of quality. 

Excellence as quality literature written by many authors, it is the same or similar terms of total 

quality management. In fact, total quality management is internal and external customer 

satisfaction with minimal resources. In other words, the overall goal is achieving stakeholder 

satisfaction or organizational excellence. This model can be used as a model for implementation 

of total quality management in organizations (Haghighi, 2006, Vallejo et al., 2007). 

Organizational excellence is a general method that leads to achieving balanced 

stakeholder's satisfaction. Thus it increases the probability of success. EFQM defines 

excellence as the collection of managing and achieving results based on eight basic concepts of 

the organization, result-oriented, leadership, stability of purpose, management by processes, 

people development and involvement, continuous learning, innovation and improvement, 

partners and increase public accountability (Tutuncu et al., 2007 and Zangeneh, 2009) 

Organizations develop and apply all potential employees in high levels of individual, 

team and organizational management. They promote fairness and equality and participation of 

employees. They believe that one of the principles of justice is paying attention comments. 

Participation in decision-making increases the perceived fairness. The decision must be out of 
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self-interest and should be established according to the general mission of the organization. 

Also, the employees as an important factor in organizational excellence move effective to 

improve organization. Organizations respect to their employees, to achieve organizational and 

individual goals. They developed capabilities of their employees and to promote justice and 

equality (Steed et al., 2005 and Islamizade & Torabpour, 1390). 

 

The EFQM excellence model 

The EFQM excellence model is a non-prescriptive framework based on nine criteria, each with a 

specific weighting. Five of these are 'Enablers' and four are 'Results'. The 'Enablers' criteria 

cover what an organization does. The 'Results' criteria cover what an organization achieves. 

'Enablers' cause 'Results'. The model recognizes that there are many approaches to achieving 

sustainable excellence in all aspects of performance and is based on the premise that excellent 

results with respect to performance, customers, personnel and society are achieved through 

partnership, resources and processes (Gené-Badia, J et al., 2001).  

In Europe, the EFQM Excellence Model is the best-known and most widespread 

reference when introducing and improving a TQM system (Calvo-Mora et al., 2015). The EFQM 

excellence model is a generic model for quality management, which is used in all types of 

organizations, regardless of sector, size, structure or maturity. The essence of the approach is 

the model with nine dimensions, which are called criteria. The nine criteria are: leadership, 

people, policy & strategy, partnership and resources, processes, people results, customer 

results, society results and key performance results (Nabitz, U. et al., 2000). The EFQM 

excellence model is shown in figure 1.  

 

Figure 1. The EFQM excellence model (Nabitz, U. et al., 2000, Calvo-Mora et al., 2015) 
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Innovation & Learning 

  
Main research objectives 

1. Identify the impact of education processes to improve the level of knowledge, attitudes and 

skills. 

2. Identify the impact of education processes on employees' satisfaction. 

 

Other research objectives 

1. Identify the effect of leadership training and development of human resources to improve the 

knowledge, attitudes and skills level 

2. Identify the impact of training and development of human resources strategy to improve the 

knowledge, attitudes and skills level 

3. Identify the impact of intellectual capital and knowledge management to improve the 

knowledge, attitudes and skills level 

4. Identify the impact of leadership training and development of human resources on 

employees' satisfaction 

5. Identify the impact of training and development of human resources strategy on employees' 

satisfaction 

6. Identify the impact of intellectual capital and knowledge management on employees' 

satisfaction 

 

Research hypotheses 

1. The leadership training and development of human resources effect on improvement of 

knowledge, attitude and skills level. 

2. The training and development of human resources strategy effect on improvement of 

knowledge, attitude and skills of level. 

3. The management of intellectual capital and knowledge effect on improvement of knowledge, 

attitude and skills level. 

4. The leadership training and development of human resources effect on employees' 

satisfaction. 

5. The training and development of human resource strategies effect on employees' 

satisfaction. 

6. The management of intellectual capital and knowledge effect on employees' satisfaction. 
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Research model 

Research model is shown in figure 2. In this model, the effect of educational processes in the 

EFQM model on improving the knowledge, attitudes, skills and satisfaction are discussed. 

 

Figure 2. Research model 
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Research variables 

In a study to answer the research question or hypothesis tests, diagnosis of variables is 

essential. In this study, two types of variables are taken according to table 1. 

 

Table 1. Research variables 

Variables Sub-variables Indicators 

Education 

processes 

Leadership 

training and 

development of 

human resources  

The role of manager in support of excellence culture,  

The effect of management to minimize the cost,  

Decision management  for continuation or discontinuation of a training program, 

Training needs assessments in the organization, 

Communication and interaction leaders with learners and awareness of needs, 

Develop a corporate culture focused on education, 

The development of educational goals and policies, 

The efficiency and effectiveness of courses. 

The training and 

development of 

human resources 

strategy  

Design and development of training strategies, 

Participation of senior managers and staff in the design and development of 

educational strategies, 

Being in line with the organization's objectives, 

Welcome and staff participation in training programs, 

Supporting cooperation and interaction between staff, 
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The value system of training courses. 

The management 

of intellectual 

capital and 

knowledge  

Design and development of intellectual capital and knowledge management 

strategy, 

Good access to information, 

Taking advantage of information technology, 

Effective use of intellectual capital and knowledge management, 

The formation of creative thinking and innovation in human resources.  

Improvement 

of 

knowledge, 

attitude and 

skills level 

- Tend to re-training, 

Satisfaction from the professors and, 

Innovations in employee performance, 

Positive behavior changes with training. 

employees' 

Satisfaction 

- Reduce absenteeism and Leave and move on, 

Reduce complaints of educational processes, 

Increase the number of certificates received,  

High staff motivation for better performance, 

Being innovative for changes in jobs. 

 

Independent variable 

Educational processes in model, which has three sub-variable as independent variable which 

include leadership training and development of human resources, training and development of 

human resources strategy, the management of intellectual capital and knowledge. 

 

Dependent variable 

In this study, the dependent variable is the improvement of knowledge, attitudes and skills level 

and employees' satisfaction. 

 

RESEARCH METHODOLOGY 

In this study, for evaluating the proposed model exploratory factor analysis was used to 

investigate the relationship between each variables and questions of questionnaire. For this 

purpose, questions were examined with SPSS software and Factor Analysis test to identify 

factors research. From twenty-eight questions that were entered to software, the four variables 

have a greater variance more than one, which were identified as main factors. 

Then chosen variables were entered to factor matrix to evaluate the dependency of each 

indicator to variable. Also, in order to determine reliability of questionnaire which was used in 

this study, the of Cronbach's alpha test is used. The Alpha range can be between zero up to 

Table 1… 

http://ijecm.co.uk/


© Sara & Malihe 

Licensed under Creative Common     Page 50 

 

one and whatever they obtained number is close to one, so the reliability of questionnaire is 

more. For this purpose, as shown in the tables 2 and 3, a sample of 28 pre-test questionnaires 

are chosen and examined, and the coefficient alpha was 0.946. And then for the entire sample 

was 0.965. 

Table 2. Cronbach's Alpha test of model 

Number of sample Number of question Alpha 

82 82 6.9.0 

886 82 6.900 

 

Table 3. Cronbach's Alpha test of each variable 

Variable Alpha 

Leadership training and development of human resources  0.824 

The training and development of human resources strategy  0.826 

The management of intellectual capital and knowledge  0.819 

Improvement of knowledge, attitude and skills level 0.835 

Employees' satisfaction 0.819 

 

For determination of questionnaires validity, experts and specialists opinions were used. Also 

the sample adequacy test is deployed. To this aim, KMO and Bartlett's tests are used. 

According to KMO test result which is about 0.8 and the significant level which is 0.00, the 

sample adequacy of the data for factor analysis is confirmed.  

 

EMPIRICAL RESULTS AND DISCUSSION 

In examining the current state of variables was used from one sample t-test. Based on the 

results of the analysis of T-test, it is clear all significant level is less than 0.05 which means that 

all variables were important within the sampled expert. As it is shown in table 4, leadership, 

training and development of human resources, the training and development of human 

resources strategy and intellectual capital management has been acquired in model. 

 

Table 4. One sample T-test 

Variable 

Test Value = 3 

T Df 
Sig. (2-

tailed) 

Mean 

Difference 

95% Confidence 

Interval of the 

Difference 

Lower Upper 

Leadership training and 

development of human resources 
10.118 219 6.666 0.102 0.419 0.622 
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The training and development of 

human resources strategy 
8.369 219 6.666 0.491 0.375 0.607 

The management of intellectual 

capital and knowledge 
8.904 219 6.666 0.498 0.387 0.608 

In this study according to the research content, Confirmatory factor analysis (CFA) is used and 

all variables and indicators of are discussed. T-values and Regression coefficients estimates in 

model are shown in figures. These figures are discussed about all variables and indicators 

priorities. 

Also, Fit indices such as NFI (Normed Fit Index), NNFI (Non-Normed Fit Index), CFI 

(Comparative Fit Index), RFI (Relative Fit Index), GFI (Goodness of Fit Index), AGFI (Adjusted 

Goodness of Fit Index) are provided to prove model. Three conditions of hypothesis acceptance 

 RMSE is in the acceptable range. 

 All fit-indices are more than 0.9 which are shown acceptance of model. 

 Significant coefficients must be greater than +1.96 and less than -1.96 that significant 

numbers is a bit higher than +1.96, so this condition is well established. 

 

a) Exogenous variables of model 

a-1. Exogenous variables 

Symbol Variable 

LEADER 
Leadership training and development of 

human resources  

STRATEG 
The training and development of human 

resources strategy  

MANAGEMENT 
The management of intellectual capital 

and knowledge  

 

a-2. T-values of exogenous variables 
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a-3. Regression coefficients estimates of exogenous variables

 

 

a-4. Fit indices of exogenous variables 

Fit indices Amount 

NFI 0.96 

NNFI 0.97 

CFI 0.97 

RFI 0.96 
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GFI 0.96 

AGFI 0.95 

 

b)  Endogenous variables of model 

b-1. Endogenous variables 

Symbol Variable 

IMPROVE 

Improvement of 

knowledge, attitude and 

skills level 

SATISFICTION Satisfaction 

 

 

 

b-2. T-values of endogenous variables 

 

 

b-3. Regression coefficients estimates of endogenous variables 
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b-4. Fit indices of endogenous variables 

Fit indices Amount 

NFI 0.98 

NNFI 0.98 

CFI 0.99 

RFI 0.99 

GFI 0.94 

AGFI 0.9 

 

c)  First hypothesis 

The leadership training and development of human resources effect on improvement of 

knowledge, attitude and skills level. 

Leadership training and human resource development impact of 49% on improving knowledge, 

attitudes and skills of employees. 

 

c-1. T-values of first hypothesis 
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c-2. Estimates of first hypothesis 
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c-3. Fit indices of first hypothesis 

Fit indices Amount 

NFI 0.97 

NNFI 0.98 

CFI 0.98 

RFI 0.96 

GFI 0.9 

AGFI 0.9 

 
 

d)  Second hypothesis 

The training and development of human resources strategy effect on improvement of 

knowledge, attitude and skills of level. 

The second hypothesis is accepted with a coefficient of 52%. 
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d-1. T-values of second hypothesis 

 

 

d-2. Estimates of second hypothesis 

 

 

 

d-3. Fit indices of second hypothesis 
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Fit indices Amount 

NFI 0.97 

NNFI 0.98 

CFI 0.98 

RFI 0.96 

GFI 0.92 

AGFI 0.9 

 

 

e)  Third hypothesis 

The management of intellectual capital and knowledge effect on improvement of knowledge, 

attitude and skills level. 

The third hypothesis is accepted with a coefficient of 42%. 

 

e-1. T-values of third hypothesis 

 

 

 

 

 

 

e-2. Estimates of third hypothesis 
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e-3. Fit indices of third hypothesis 

Fit indices Amount 

NFI 0.98 

NNFI 0.98 

CFI 0.99 

RFI 0.97 

GFI 0.93 

AGFI 0.9 

 

 

f)  Forth hypothesis 

The leadership training and development of human resources effect on satisfaction. 

The forth hypothesis is accepted with a coefficient of 54%. 

 

 

 

 

 

f-1. T-values of firth hypothesis 
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f-2. Estimates of firth hypothesis 
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f-3. Fit indices of forth hypothesis 

Fit indices Amount 

NFI 0.96 

NNFI 0.97 

CFI 0.98 

RFI 0.96 

GFI 0.91 

AGFI 0.91 

 

 

g)  Fifth hypothesis 

The training and development of human resource strategies effect on satisfaction. 

The fifth hypothesis is accepted with a coefficient of 64%. 

 

g-1. T-values of fifth hypothesis 
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g-2. Estimates of fifth hypothesis 

 

 

g-3. Fit indices of fifth hypothesis 

Fit indices Amount 

NFI 0.98 

NNFI 0.98 

CFI 0.98 

RFI 0.97 

GFI 0.91 

AGFI 0.9 

 

 

h)  Sixth hypothesis 

The management of intellectual capital and knowledge effect on satisfaction. 

The sixth hypothesis is accepted with a coefficient of 62%. 

 

 

 

 

 

h-1. T-values of sixth hypothesis 
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h-2. Estimates of sixth hypothesis 

 

 

 

 

h-3. Fit indices of sixth hypothesis 
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Fit indices Amount 

NFI 0.97 

NNFI 0.97 

CFI 0.98 

RFI 0.96 

GFI 0.94 

AGFI 0.93 

 

CONCLUSION 

The EFQM model is a model to make excellence an organization to get more quality and result. 

This model is based on the premise that enablers direct and drive the results. An organization 

with well-developed enablers will have excellent results (Nabitz et al., 2000). In this study, the 

effect of educational processes in the EFQM model on improving the knowledge, attitudes, skills 

and satisfaction was considered. 

According to hypotheses and research results, Leaders of excellence organization 

concentrate on mission, vision, values and basic principles of education and human resources 

development. They have created a culture of excellence and a role model in play. They also 

motivate employees and support them and pay attention to their satisfaction. 

Nowadays, organizations pay attention to mission, vision and strategic objectives 

through the creation, development and implementation of training and human resource 

development. They try to design strategy of training and human resource development efforts 

and teamwork between senior managers and staff. 

Excellent organization by measuring the management and development of human 

capital have found helpful. Transparency and stability in the intentions of the leaders of the 

organization and provides an environment in which the organization and staff can achieve 

excellence. Understanding the strategy of training and development can attract staff 

satisfaction. Also, an organization gains the highest level that behaves based on knowledge 

management and sharing and continuous improvement. 

 

RESEARCH LIMITATIONS 

In this study, there was a limitation which was about knowledge. People did not have complete 

awareness about EFQM model. So for fulfilling the questionnaire it was necessary to improve 

their view and knowledge. 
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