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 Performance and performance analysis are among the critical and important issues for 

organizations. These activities are generally regarded as the organization’s manager. In 
this study, to evaluate the performance of Fars province’s Custom house, the 

organization excellence model is used. Study sample consists of 49 of experts and 

managers of Fars province’s customhouse. The performance was analyzed based on 
business excellence using standard questionnaire of this model in which the validity 

was confirmed by content validity, and the reliability was approved using Cronbach’s 

alpha. To analyze the data, EXCEL spreadsheet and SPSS software is used. The results 
of this analysis showed that the overall policy and strategy, human resources, 

partnerships and resources, human resources results, results of operation have shown 

more than average. The criteria for processes, customer results, key performance 
results, have shown below-average performance and ultimately leadership criterion has 

been measured at the intermediate level. 
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INTRODUCTION 

 

Nowadays the main question that a manager try to respond to at various levels, is not how to be successful, 

is how to continually being successful? Companies are often involved with economic, management, production, 

and industrial shifting [3]. In this condition, senior executives are always in search of solution to ensure about 

the implementation of their strategies and in the meantime, identify the performance of organization as 

imperative to achieve its strategic objectives [14]. Today, knowledge of financial and non-financial performance 

in all aspects of decision-making is essential in leadership [12]. Approximately until 1975, the financial aspects 

traditionally were used to measure and evaluate the performance of the organizations. But due to the limitations 

of financial measures, the need to determine the non-financial measures was identified by researchers. In this 

regard, different models were developed to measure the performance, models such as Sink and Tuttle, operation 

matrix and performance pyramid model. Although the developed models concern about financial and non-

financial aspects, but in presenting case measures, are unsuccessful in a balanced framework. This imbalance 

leads to disabling measures to provide a proper and accurate picture of organization’s performance [12]. 

Therefore, to measure the performance of an organization, in addition to the financial measures, non-financial 

aspects of the terms are considered. The application of these measures together, requires logical framework, 

which maintains the inclusion of all aspects of an organization in addition to balance between financial and 

nonfinancial measures [3]. In this regard, one of the models introduced at the global level in order to measure 

organizational performance, is EFQM the model of excellence. Using EFQM model makes a good 

understanding of the strong and weak processes of organization. By assessment can be seen what processes are 

in need of improvement, which processes are appropriate or compared to other organizations in which areas we 

are excellent [17]. 

Organization Excellence Model, using appropriate tools will tell you at what point you are in the direction 

of excellence, then determines the gap between current situation and ideal situation and ultimately for provides 

proper solutions creates the necessary sensitivity [22]. In this study, we tried to use the excellence model to 

evaluate the performance of the Fars province's customhouse. 
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Review of Literature: 

Organization Excellence Model: 

Organizational excellence was established in 1989 and approved by Europe Commission. In 1991, the 

organizational Excellence Model was developed and then the first quality award of Europe was presented in 

1992. From then on, this model of excellence regularly reviewed and updated to reflect the ideologies of 

management and proven practices. 

In the definition of organizational excellence model should be said that in general the organizational 

Excellence Model is a tool to evaluate all levels of the organization and is used to order management system. 

This model evaluates all aspects of an organization and offers a holistic view of the organization. This model 

has been proposed for the development of competitiveness in Europe [6]. 

In 1988 fourteen large European companies, agreed to create an award in Europe to achieve excellence in 

the principles and framework of organization, which was rapidly welcomed in Europe and other countries and 

currently has become the most widely used model: Result-oriented, customer focus, leadership and consensus, 

management based on facts and processes, employee engagement and development, innovation and continuous 

learning and improvement, partnership development and public responsibilities. In this model 9 fields are 

considered which, five fields are in relations with approaches that build the capabilities and functionality 

required by the organization and that’s why they are named “enablers”. Four other fields analyze the results of 

the approaches and are named “results”. But the goals that are followed in the organizational excellence model 

depend on the proper management of these processes which are defined in the Management Excellence field [9]. 

The Chief Executive Officer of post office and former general secretary of organizational Excellence, John 

Roberts, in description of organizational and business excellence indicate that, this is a solution which allows 

organization to achieve the balance of satisfaction of stakeholders (customers, employees, communities and 

shareholders or the government) so that the probability of long-term success will increase [10]. 

 

Principles of organizational excellence model: 

The model is supported by the basic concepts or eight principles of excellence; the pursuit of excellence 

depends on management's commitment to the eight principles that include: 

1. Consequentialism: excellence includes achieving results that satisfy all stakeholders. 

2. Customerism (contact convergence): Excellencies creating the optimal values of the audience. 

3. Goal Leadership and Sustainability: Excellencies visionary and inspirational leadership, coupled with 

stability in the industry. 

4. Management based on Process and reality: excellence is managing organization through a series of 

related and interconnected systems, processes and facts [22]. 

5. The development and employee participation: excellence, increasing the majority of employees 

through development and involving them in affaires. 

6. Innovation and continuous learning and improvement: excellence is challenging the status quo and 

creating changes for innovation and providing opportunities by the means of learning. 

7. Partnership development: excellence is developing and maintaining collaborations that add value to the 

organization. 

8. Public responsibilities: excellence is moving beyond minimal legal requirements in which the 

organization operates and it is striving to understand and respond to the expectations of the stakeholders in the 

community [23]. 

 

Performance Management:  

Performance management is in search of recognizing and identifying weak beliefs, values and undesirable 

norms and also reinforcing desirable beliefs, values and norms and stabilizing the efficient culture and trying to 

control and conduct behavior change through changing attitudes and beliefs of individuals. So in this case, the 

expectations of organization are constantly and continuously transferred to employees in order to nurtures their 

skills and capabilities. Among this, the performance management has continuously and non-stop used feedback 

tool to improve individual performance and always attract employees’ attention to this point that what is crucial 

for the future of organization and what is expected of them and what will be evaluated on this basis [13]. 

Performance evaluation includes: "The process of quantifying the efficiency and effectiveness of 

operations" which by review of the literature can be divided into three main categories: 

1. Strategic objectives: including strategic management, and revising the strategies; 

2. Communication objectives: which includes the current position control, showing the way forward, 

providing feedback and benchmarking of other organizations; 

3. Motivational objectives: which include the formulation of the bonus system and also encourage 

improvement and learning? 

The issue of performance evaluation (assessment agent and evaluation methods) for many years has forced 

researchers and users to challenge. In the past, business organizations used financial indicators as the only tool 
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for performance evaluation, until Johnson and Kaplan in the early 1980s represented many of the inefficiencies 

of this information in evaluating performance of the organizations after reviewing and evaluating accounting 

systems; this inefficiency is due to the increasing complexity and competitiveness of the market [7]. 

Conceptual model of evaluation of organization performance in the organizational Excellence Model is 

generally summarized into dimensions of organizational leadership, policy and strategy, key results, customer 

results, processes, partnerships and resources and finally the human resources. This model is presented in figure 

(1). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

Fig. 1: Conceptual Model of Study 

 

Research Hypothesis: 

1. The performance of Fars province’s Customhouse is in good condition based on organizational 

excellence model. 

2. The condition of Fars province’s Customhouse is evaluated appropriate in field of dimension of 

empowering organizational excellence pattern. 

3. The condition of Fars province’s Customhouse is evaluated appropriate in field of dimension of results of 

organizational excellence pattern. 

4. The performance condition of Fars province’s Customhouse is evaluated appropriate in each dimensions 

of empowerment (Leadership, policy, employee or human resources, partnerships and resources and processes. 

5. The performance of Fars province’s Customhouse is in good condition in each dimensions of results 

(Customer Results, employee Results, Society Results and Key Performance Results). 

 

Research Method: 

This research is applied research and based on how to obtain the necessary data can be regarded as 

descriptive research and since the purpose of this study is to investigate the relationship between the variables is 

correlation. First by using field studies and library research of data and research variables of literature are 

related to the topic selected. The data of research was collected through questionnaire. This questionnaire has 

been prepared based on the organizational Excellence Model and group rates are determined using a scoring 

excellence model. 

The research population included all the experts of Fars province's customhouse. The number of individuals 

with regard to the documents is about 56 people in the city. Due to the small size of the study population, the 

census has been used and all study population was determined as a sample. In this research to evaluate the 

reliability of the questionnaire, Cronbach's alpha test was used.  

For questionnaires organizational excellence of 0.879 were obtained. For implementation and analysis of 

information EXCELL spreadsheet was used. Also in this study, in order to test the hypotheses of the study, the 

average test of a population is used. 

 

Data Analysis: 

Status Analysis of Indicators of Excellence Model: 

1. Status analysis of leadership in Fars province’s customhouse: 

H0: Leadership condition is evaluated inappropriate and medium.  

H1: Leadership condition is evaluated appropriate. 
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Table 1: Frequency of questions of leadership 

A B C D Questions 

10 14 25 
 

Are all senior managers, have private participation in the preparation of clear strategic statement of 

organizational goals, direction and culture (Including qualitative values and priorities) and in 
informing employees of their statements?  

9 12 28 
 

Do senior managers ensure that the settlement of organizational structure and process management 

system, consideration has been effective in achieving sustainable results and improving? 

10 12 12 15 
Do senior managers, show emphasize and support of organizational value through  

actions and practices? And whether these values are widely accepted and operated in organization? 

4 12 15 18 
Are all managers available for employees and participate in a constructive and timely appreciation 
of the efforts of individuals and groups who are effective in improvement? 

8 18 14 9 

Do all managers prepare to meet with customers, suppliers and other partners outside of 

organization? Are they actively participate in promoting cooperation with partners and improve 

programs to cooperation with them? 

      

Table 2: Rating 

D C B A Score Process 

42 94 68 41 Total checked 

0 33 67 100 Coefficient 

0 3102 4556 4100 Value (checked × Coefficient) 

1306.4444 Total value/49 

47.99 Scores ( total value/5) 

52.01 Distance from the ideal 

 

According rated scores of customhouse in tables, 47.99 were obtained in this dimension, which can be said 

they show performance in average level. To ensure about the results of these values, the test of population 

average was used in table below. 

 
Table 3: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95%  

average lower higher 

leadership 2.6 0.944 48 -0.11 0.31 

 

According to the table above the average of the index value is calculated 2.6, therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will not be approved. 

 

2. Status analysis of policy and strategy in Fars province’s customhouse: 

H0: policy and strategy condition is evaluated inappropriate and medium.  

H1: policy and strategy condition is evaluated appropriate. 

 
Table 4: Frequency of questions of policy and strategy 

A B C D Questions 

12 9 10 18 

Does your organization use appropriate data and extensive input in order to develop strategies and 

business plans? And whether the input consist of internal processes, performance of suppliers, 
requirements and satisfaction of customers, and is data related to competitors and sample 

organizations?  

7 4 20 18 

Does your organization fully support strategic goals and values, by means of policies, plans and 

objectives, and allocating resources? Are you sure that designs and excellent organizational purposes 
are possible and acceptable and is applied to the lower levels in realistic plans and objectives? 

3 11 10 25 
Can most people list their organizational goals related to their activities? And Do they know the 

plans to achieve the organization's objectives? 

15 12 12 10 
Is there any good evidence to show that the organization has the ability to recognize and apply 
appropriate methods for recognizing the change in strategy, policy, markets, and suggestions? Even 

if the highest executive official of the organization is going to be removed? 

 

Table 5: Rating 

D C B A Score Process 

71 52 36 37 Total checked 

0 33 67 100 Coefficient 

0 330 1072 600 Value (checked × Coefficient) 

212.59 Total value/49 

53.15 Scores ( total value/5) 

-26.85 Distance from the ideal 

 

According rated scores of customhouse in tables, 53.51 were obtained in this dimension, which can be said 

they show performance in above-average level. To ensure about the results of these values, the test of population 

average was used in table below. 
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Table 6: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95% 

average lower higher 

Strategy 3.5 2.845 48 0.456 0.74 

 

According to the table above the average of the index value is calculated 3.5, therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

3. Status analysis of human resources in Fars province’s customhouse: 

H0: human resources condition is evaluated inappropriate and medium.  

H1: human resources condition is evaluated appropriate. 

 
Table 7: Frequency of questions of human resources 

A B C D Questions 

6 25 18 
 

Have plans (such as hiring, training, development, etc.) for employees been chosen due to the 

requirements stated in the strategic plans and goals? And whether these plans, ensure the achievement 
of organizational goals and projects? 

18 14 12 15 

Does your organization adapt to the employees with organizational needs and values? Does your 

organization align to organizational objectives and individual training needs, an evaluation process 

(which is considered important by the employees)? 

7 5 12 25 
Does your organization have a process to improve the participation of all employees? Are the 
employees’ options regularly increased and do they gain competence to decide and change them 

without any risk to your organization? 

18 15 12 14 
Is it effective two-way communication with employees is established? Do employees agree that are 
well informed and their comments are valued? 

6 25 18  

Are employees’ efforts for improvement and organizational success are appreciated and valued and 

considered appropriate to encourage other factors (such as sales, service experience and skills) and 

will be rewarded? 

 
Table8: Rating 

D C B A Score Process 

21 40 81 63 Total checked 

0 33 67 100 Coefficient 

0 2376 5628 3500 Value (checked × Coefficient) 

266.27 Total value/49 

53.25 Scores ( total value/5) 

-36.75 Distance from the ideal 

 

According rated scores of customhouse in tables, 53.25 were obtained in this dimension, which can be said 

they show performance in above-average level. To ensure about the results of these values, the test of population 

average was used in table below. 

 
Table 9: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95%  

average lower higher 

Human resources 3.3 3.148 48 0.57 0.74 

 

According to the table above the average of the index value is calculated 3.3; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

4. Status analysis of Partnerships and Resources in Fars province’s customhouse: 

H0: partnership and resources condition is evaluated inappropriate and medium.  

H1: partnership and resources condition is evaluated appropriate. 

 
Table10: Frequency of questions of partnership and resources 

A B C D Questions 

25 14 10 
 

Whether communications are developed and structured through business cooperation and prospective 

approaches? And does business cooperation identify and achieve more opportunities in terms of 

products, services, markets and financial performance of the organization? 

14 16 11 8 

Does your organization ensure that all relevant information, including data on the performance of the 
process, suppliers (including performance), customers (including customer satisfaction) and model 

agencies, reliable and up to date and responsive "and simply are available for the right people 

(including suppliers or distributors or customers if necessary)? 

3 6 22 8 
Does your organization have an approach to ensure that the allocation and utilization of financial 
resources are in line with strategic goals, objectives and organizational values and ensures sustainable 

success of the organization? 

2 6 12 29 Are physical assets such as buildings, equipment, raw material storage and inventory, in the interests 
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of the organization and thoughtful strategic objectives and resource conservation, management are 

continually improved? 

24 15 10  

Is there any method to ensure about the application of emerging technologies and new alternatives? 

And whether the intellectual property and knowledge are used in the best way to achieve competitive 
advantage in products and services? 

 

Table 11: Rating 

D C B A Score Process 

55 65 57 68 Total checked 

0 33 67 100 Coefficient 

0 2154 3819 6800 Value (checked × Coefficient) 

260.49 Total value/49 

52.10 Scores ( total value/5) 

-37.90 Distance from the ideal 

 

According rated scores of customhouse in tables, 52.10 were obtained in this dimension, which can be said 

they show performance in above-average level. To ensure about the results of these values, the test of population 

average was used in table below. 

 
Table 12: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95%  

average lower higher 

partnership and resources 3.7 2.984 48 0.14 0.23 

 

According to the table above the average of the index value is calculated 3.7; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

5. Status analysis of Processes in Fars province’s customhouse: 

H0: Processes condition is evaluated inappropriate and medium.  

H1: Processes condition is evaluated appropriate. 

 
Table 13: Frequency of questions of processes 

A B C D Questions 

20 16 3 10 

Whether the organization has created systems based on standards and elaborated necessities (by 

using ISO 9000 or 14000) to ensure that all activities are used to produce goods or services, are 

under control? 

14 18 2 15 
Are there complete and reliable methods available for comprehending views, needs and 

expectations of customers and the markets in which they operate? 

18 18 3 10 
Is there a comprehensive and timely action to ensure that the requirements of customers changing to 
new products and services become available? 

18 20 9 2 
Does continuous improvement of processes, based on the identification of opportunities and needs 

(through analysis of customer data, operating data and the model) occur in the organization? 

7 28 13 1 

Is your organization a complete "detailed and frequent (e.g audit or other methods) that evaluate the 

implementation and effectiveness of the systems that are used for moving and controlling the 
activities of the organization? 

18 28 2 1 
Does your organization ensure that the audit and the results are used to improve the resolution of the 

root system (not the solution of the cross), In a manner that will prevent this problem? 

28 9 10 2 
Do the support activities (such as accounting, information technology, data transmission and 
processing, personnel, legal and corporate) and consistently documented and controlled "(at the 

level of activities related to product) recover? 

 

Table 14: Rating 

D C B A Score Process 

41 42 127 123 Total checked 

0 33 67 100 Coefficient 

0 1386 9179 12300 Value (checked × Coefficient) 

466.63 Total value/49 

51.85 Scores ( total value/5) 

-88.15 Distance from the ideal 

 

According rated scores of customhouse in tables, 51.85 were obtained in this dimension, which can be said 

they show performance in above-average level. To ensure about the results of these values, the test of population 

average was used in table below. 
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Table 15: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95% 

average lower higher 

processes 1.5 0.475 48 -0.27 -0.45 

 

According to the table above the average of the index value is calculated 1.5; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

6. Status analysis of customer results in Fars province’s customhouse: 

H0: customer results condition is evaluated inappropriate and medium.  

H1: customer results condition is evaluated appropriate. 

 
Table 16: Frequency of questions of customer results 

A B C D Questions 

18 18 3 10 
Does your organization, evaluate customer relationship management, through measures such as accuracy 
and response time of requests, lost customers, the customer gains, legal claims based on warranty, 

complaints and approvals and indicators, specifically "show the trend of customer loyalty? 

18 20 9 2 
Do the indicators (indicators related to customer satisfaction and loyalty, internal organization), indicate 

or improve the sustainable and high levels of performance? 

7 28 13 1 
Can you show the internal parameters that are related to customer satisfaction and loyalty; have Similar 
results comparable to or better than your competitors or equivalent organizations? 

14 16 11 8 

Does your organization conduct regular surveys to determine customer satisfaction with products and 

services? And whether for measuring customer satisfaction and loyalty, and acquisition-related 

parameters have been established? 

3 6 22 18 
Whether for displaying the comments of different groups and types of customers (including lost 
customers or potential), customer results have been separated? 

2 6 12 29 
Do the results of the customer show process improvement and a commitment to a high level of 

performance? 

8 14 12 15 
Do you have data that show the results of your customers, if they are comparable or better than your 

direct competitors or equivalent organizations? 

7 5 12 25 
Has your organization established a common goal or goals to improve its internal performance indicators 
and real opinions of customer satisfaction and loyalty? 

24 15 10  
Does your organization can show that the results of the survey have been used effectively to improve the 

products or services provided? 

  

Table17: Rating 

D C B A Score Process 

108 104 128 101 Total checked 

0 33 67 100 Coefficient 

0 3432 8576 10100 Value (checked × Coefficient) 

451.18 Total value/49 

50.13 Scores ( total value/5) 

-148.87 Distance from the ideal 

 

According rated scores of customhouse in tables, 50.13 were obtained in this dimension, which can be said 

they show performance in below-average level. To ensure about the results of these values, the test of 

population average was used in table below. 

 
Table 18: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95% 

average lower higher 

Customer results 2.1 0.478 48 -0.18 -0.25 

 

According to the table above the average of the index value is calculated 2.1; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

7. Status analysis of human resources results in Fars province’s customhouse: 

H0: human resources results condition is evaluated inappropriate and medium.  

H1: human resources results condition is evaluated appropriate. 

 
Table19: Frequency of questions of human resources results 

A B C D Questions 

7 28 13 1 

Does your organization regularly measure and evaluate issues such as absenteeism, sickness, staff 

recruitment and exit, early quit, training, internal upgrades, incidents, the number of complaints that 
the level of encouragement and appreciation and employee satisfaction and a spirit of cooperation and 

the impact shown, and performs the necessary action? 

14 16 11 8 
does the organization receives employees various topics, including the opinions and views of the 

environment, health, safety, communication, job expectations, payment, evaluation and compensation, 



1199                                                Amin Rajaee and Abbas Talebbeydokhti, 2014 

Advances in Environmental Biology, 8(17) September 2014, Pages: 1192-1202 

 

training and overall satisfaction, regular feedback (through questionnaires, interviews, reference 

groups, etc.) and determine the corresponding index is ? 

7 5 12 25 
Are the results of the internal organization and the real opinions of other organizations are compared 

with similar items? 

14 15 10 
 

Are all employees aware of the results of employee satisfaction and do management act upon them? 

2 6 12 29 
Do the overall results show (especially the real opinions of the employee members), stable and high-
level process and improve? And whether it can be shown that the results are comparable with peer 

organizations and other organizations template? 

 

Table20: Rating 

D C B A Score Process 

63 58 70 54 Total checked 

0 33 67 100 Coefficient 

0 1914 4690 5400 Value (checked × Coefficient) 

244.98 Total value/49 

49.00 Scores ( total value/5) 

-41.00 Distance from the ideal 

 

According rated scores of customhouse in tables, 49 were obtained in this dimension, which can be said 

they show performance in above-average level. To ensure about the results of these values, the test of population 

average was used in table below. 

 
Table 21: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95%  

average lower higher 

Human resources results 3.8 3.45 48 24 12 

 

According to the table above the average of the index value is calculated 3.8; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

8. Status analysis of society results in Fars province’s customhouse: 

H0: society results condition is evaluated inappropriate and medium.  

H1: society results condition is evaluated appropriate. 

 
Table 22: Frequency of questions of society results 

A B C D Questions 

7 29 12 1 

Can you show that your organization reduce the injury and inconvenience to neighbors and the general 
environment, conservation and protection of the global resources (such as energy, recycling, waste) 

and has active participation in the community (charity, education, sports and recreational activities, 

leadership in the profession), and the results have been achieved? 

4 18 12 15 
Are the activities listed in the above questions; show a positive trend and whether it can be shown that 
the results with other organizations in the area are comparable to other organizations as part of the 

business? 

2 28 5 14 
Can the results of a survey or other methods show that neighbors and the community have a good 

general impression of the organization and improve the reputation of the organization? 

 
Table 23: Rating 

D C B A Score Process 

30 29 75 13 Total checked 

0 33 67 100 Coefficient 

0 957 5025 1300 Value (checked × Coefficient) 

148.61 Total value/49 

49.54 Scores ( total value/5 

-10.46 Distance from the ideal 

 

According rated scores of customhouse in tables, 49.59 were obtained in this dimension, which can be said 

they show performance in above-average level. To ensure about the results of these values, the test of population 

average was used in table below. 

 
Table 24: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95% 

average lower higher 

Society results 2.8 2.845 48 0.78 0.65 

 

According to the table above the average of the index value is calculated 2.8; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 
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9. Status analysis of Key Performance Results in Fars province’s customhouse: 

H0: Key Performance Results condition is evaluated inappropriate and medium.  

H1: Key Performance Results condition is evaluated appropriate. 
 

Table 25: Frequency of questions of Key Performance Results 

A B C D Questions 

14 16 11 8 
Do the achievements of your organization's key financial and non-financial (such as net and gross 

profit, sales volume, market share, etc.), show improvement? 

7 5 12 25 
Are these key achievements of financial and non-financial results comparable to or better than direct 
competitors or organizations aligned? 

14 16 11 8 
Have the results been divided according to different sectors of business and market products and 

services (to show the performance differences)? 

7 5 12 25 
Is the performance of all activities and processes that are directly involved in the production of a 

product or service, measured and recognized? 

8 15 12 14 Do the results of the activities related to products and services continue to show improvement? 

3 11 10 25 
Are the results of the activities related to products and services, compared with others and whether it 
can be demonstrated that they are comparable or better? 

20 16 3 10 

Do the results of support and administrative activities (including planning, information technology, 

legal, security, finance) represent the recovery process, and can be shown that they are comparable 

or better? 

 
Table 26: Rating 

D C B A Score Process 

62 33 94 164 Total checked 

0 33 67 100 Coefficient 

0 1122 2479 3500 Value (checked × Coefficient) 

485.45 Total value/49 

69.35 Scores ( total value/5) 

-80.65 Distance from the ideal 

 

According rated scores of customhouse in tables, 69.35 were obtained in this dimension, which can be said 

they show performance in below-average level. To ensure about the results of these values, the test of 

population average was used in table below. 

 
Table 27: Results of the one-sample t-test 

Name of variable 
 

T statistic Freedom degree 
Assurance distance 95% 

average lower higher 

Key Performance Results 1.2 2.845 48 -0.12 -0.24 

 

According to the table above the average of the index value is calculated 1.2; therefore the research 

hypothesis based on the favorable conditions of this dimension reviewed in organization will be approved. 

 

Conclusion: 

1. Leadership status 

The results showed that the customhouse points obtained in this dimension were 47.99 that we can say they 

show average level of performance. These results are inconsistent with the research of Torabipour and Eslami 

Zadeh (2009) and Beigzad and Mahmoodi (2009). 

2. Policy and Strategy 

The results of this study showed that the customhouse points obtained in this dimension 53.15 that we can 

say they show above-average level of performance. These results are consistent with the research of Torabipour 

and Eslami Zadeh (2009) and Beigzad and Mahmoodi (2009). 

3. Human Resources Status 

The results of this study showed that the customhouse points obtained in this dimension 53.25 that we can 

say they show above-average level of performance. These results are consistent with the research of Torabipour 

and EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

4.Partnership and Resources Status 

The results of this study showed that the customhouse points obtained in this dimension 52.10 that we can 

say they show above-average level of performance. These results are consistent with the research of Torabipour 

and EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

5.Processes Status 

The results of this study showed that the customhouse points obtained in this dimension 51.85 that we can 

say they show above-average level of performance. These results are consistent with the research of Torabipour 

and EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

6.Customer Results Status 
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The results of this study showed that the customhouse points obtained in this dimension 59.13that we can 

say they show above-average level of performance. These results are consistent with the research of Torabipour 

and EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

7.Human Resources results Status 

The results of this study showed that the customhouse points obtained in this dimension 49that we can say 

they show above-average level of performance. These results are consistent with the research of Torabipour and 

EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

8.Society Results Status 

The results of this study showed that the customhouse points obtained in this dimension 49.54 that we can 

say they show above-average level of performance. These results are consistent with the research of Torabipour 

and EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

9.Key Performance Results 

The results of this study showed that the customhouse points obtained in this dimension 69.35 that we can 

say they show below-average level of performance. These results are consistent with the research of Torabipour 

and EslamiZadeh (2009) and Beigzad and Mahmoodi (2009). 

 

Suggestions: 

1. The results showed that the Human Resources performance in Fars province’s Customhouse is 

relatively………... Accordingly, it can be suggested that the Human Resources performance in Fars province’s 

Customhouse should do as the following: 

-All employees should be informed of the results of the employees and management should act based on 

that. 

-Organization should regularly measure and evaluate issues such as absenteeism, sickness, employee 

recruitment and exit, early quit, training, internal upgrades, incidents, and the number of complaints that impact 

the level of encouragement and appreciation and satisfaction of employees and the impact that they have shown 

a spirit of cooperation, then organization should do the necessary action according results. 

-The internal parameters and actual opinions should be compared with similar cases in other organizations. 

2. The results showed that the Processes status evaluation in Fars province’s Customhouse is weak. 

Accordingly, it can be suggested for processes section in Fars province’s Customhouse to do as the following: 

-Organization should create a system based on standards or elaborated necessities in order to ensure that all 

activities are used to produce products or services, under their control (e.g. through the use of ISO 9000 and ISO 

14000). 

-To understand the views, needs and expectations of customers and the markets in which they operate, 

comprehensive and reliable method should exist. 

-Support activities (such as accounting, information technology, data transmission and processing, 

personnel, legal and corporate) are monitored and documented (at least the same level of activities related to 

product) and continuously improved. 

-Organizations should seek to ensure that the audit and the results are used to improve the resolution of the 

root system (not the solution of the cross) is used in a manner that will prevent future problems. 

3. The results showed that the Customer results status in Fars province’s Customhouse is weak. 

Accordingly, it can be suggested for Customer results section in Fars province’s Customhouse to do as the 

following: 

-Organization, should evaluate customer relationship management, through measures such as accuracy and 

response time of requests, lost customers, the customer gains, legal claims based on warranty, complaints and 

approvals and indicators which specifically show the appropriate customer loyalty. 

-Organization shows that the results of internal indicators related to customer satisfaction and loyalty, are 

comparable and better than similar results of competitors or aligned organizations. 

-To show views of different groups and types of customers (including lost customers or potential), 

customers’ results should be divided. 

-Organization should use the survey results effectively to improve products or services. 

4. The results showed that the Human Resources results status in Fars province’s Customhouse is strong. 

Accordingly, it can be suggested for Human Resources results section in Fars province’s Customhouse to do as 

the following: 

-Organization should regularly measure and evaluate issues such as absenteeism, sickness, employee 

recruitment and exit, early quit, training, internal upgrades, incidents, and the number of complaints that impact 

the level of encouragement and appreciation and satisfaction of employees and the impact that they have shown 

a spirit of cooperation, then organization should do the necessary action according results. 

-All employees should be informed of the results of the employees and management should act based on 

that. 

-The internal parameters and actual opinions should be compared with similar cases in other organizations. 
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5. The results showed that the Key Performance results status in Fars province’s Customhouse is weak. 

Accordingly, it can be suggested for Key Performance results section in Fars province’s Customhouse to do as 

the following: 

-The key achievement of financial and non-financial organizations shows improvement (such as net and 

gross profit, sales volume, market share, etc.). 

-A key achievement of financial and non-financial brings results, which should be comparable with or 

better than direct competitors or organizations aligned. 

-The results should be divided according to different sectors of business and market products and services 

(to show the performance differences). 
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