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ABSTRACT 
This paper tends to investigate the performance of Keshavarzi Bank branches in Sistan and 
Baluchestan in terms of excellence based on the nine dimensions of EFQM model. The research 

method is survey-applied. The data was collected using a questionnaire surveying the managers 

and experts of the branches of Keshavarzi Bank in Sistan and Baluchestan. The validity of the 
construct was studied through confirmatory factor analysis and the reliability by Cronbach's 

alpha coefficient. Both the descriptive and the inferential techniques were used to analyze the 

data. The results indicated that the performance of Keshavarzi Bank is excellent in  1out of  
2dimensions including leadership, strategy, human resources, participation and resources, 

processes, employees' achievements, society achievements, and the key results of performance, 

and is not excellent in the dimension of customer achievements. Furthermore, the descriptive 
statistics indicated that the average number for the overall performance is 810.211, and the 

average number for each indicator is as follows: leadership being 50.125, strategy 82.114, human 

resources 32.215, participation and human resources 52.125, processes 50.481, customer 
achievements 84.124, employee achievements 81.205, society achievement 54.150, and the key 

results .50.018Finally, based on the findings obtained through analyzing the data, conclusions 

were drawn and suggestions were made on how to increase the excellence level of the branches 
of Keshavarzi Bank in Sistan and Baluchestan Province.  

 
KEY WORDS: Performance Assessment, EFQM Model, Branches Of Keshavarzi Bank In 
Sistan  And Baluchestan Province 

1Department of Industrial 
Engineering,  Zahedan Branch, 
Islamic Azad University, Zahedan, 
Iran 
2University of Sistan and 
Baluchestan, Zahadan, Iran  
3University of Sistan and 
Baluchestan, Zahadan, Iran 

 
Address For Correspondence: 
Nour Mohammad Yaghoubi, 
University of Sistan and 
Baluchestan, Zahadan, Iran 

 
Received: 16 March  2015 
Accepted: 12 June 2015 
Published: 1 July 2015 

 

INTRODUCTION 

 

 Nowadays, one can clearly see that the business environment within the organizations is altering from 

supportive to competitive. To survive in these environments and have stable and successful businesses, it is 

necessary for the organizations to have proper managements considering the limited and valuable resources. On 

the other hand, the increasing emergence of small and big competitors, the fragmentation of market into smaller 

sections, the change in the definition of organization audiences from customers to stakeholders, and the 

concentration on providing the expectations and the needs of all the stakeholders, lead to a significant effort for 

the purpose of maintaining and developing the organization. In this regard, based on the experiences by 

successful and pioneer organizations in the recent decades, the scholars of management sciences have been 

investigating solutions to improve the situation in addition to the moving forward. Their studies resulted in 

creating some tools namely 5S, TQM, Balanced Score Card (BSC), ISO, SIGMA, SIX, CRM, and so forth. 

(Najmi, Hoseini, 2003). 

 Researches show that the excellence models in different countries are convergent and, therefore, no 

fundamental and structural changes are needed for them to be used. In other words, business language is 

international and global and the Iranian and the leading organizations should learn it. Being familiar with 

reliable excellence models is the main step towards reaching this goal. 

 Being divided into five sections, this paper tends to study the performance of Keshavarzi Bank in Sistan and 

Baluchestan based on the organizational excellence model. To do so, the research purposes and problem 

statement are presented in the first section. In the second section, the theoretical fundamentals of the research, 

and the local and foreign researches related to the topic are discussed. Section three is on the methodology and 

research conceptual model. The forth section contains the results. Finally, the conclusion and recommendations 

are provided in the fifth section. 
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The services provided by Keshavarzi Bank are of high importance and, therefore, the areas of improvement are 

necessary to be taken into consideration in order to increase the quality of the services. This study seeks to find 

the answer to the questions ‘How is Keshavarzi Bank operating according to the EFQM excellence model in 

terms of leadership, staff, policies and strategies, cooperation and resources, processes, staff results, society 

results, customers, performance key results from the viewpoint of the experts and the managers? Is the score is 

of a level to bring the organization a citation on organizational excellence by Policy-Making Council of 

National Quality Award?” The following purposes are sought in this paper: 

1. identifying the current status of Keshavarzi Bank of Sistan and Baluchestan based on EFQM excellence 

model, 

2. investigating the score obtained through analyzing the performance of the organization towards reaching 

organizational excellence citations, 

3. using the results to improve the possible strong points and weal points of the organization in the 

organizational excellence model framework, 

4. Prioritizing the areas and the processes, and systematizing the organization activities through Evaluation of 

results feedback. 

The hypotheses of the research are: 

 

The main hypothesis: 

 The performance of Keshavarzi Bank in Sistan and Baluchestan province is excellent based on the EFQM 

model. 

 

The secondary hypotheses: 

1)  The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of leadership based on 

EFQM model. 

2) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of strategy based on 

EFQM model. 

3) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of human resources 

based on EFQM model. 

4) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of participation and 

resources based on EFQM model. 

5) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of processes based on 

EFQM model. 

6) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of employees' 

achievements based on EFQM model. 

7) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of customer 

achievements based on EFQM model.  

8) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of society achievements 

based on EFQM model. 

9) The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of key results of 

performance based on EFQM model. 

 

2. Research Background: 

 Numerous surveys have been done on the evaluation of organizational performance. 

 Bevaliosar et al, (2005), studied the interaction and the relations of the empowering and results factors in 

EFQM excellence model. The results show a strong relationship between the empowering criteria and the results 

criteria of EFQM excellence model. 

 Carillo, R. et al, (2005), analyzed the details of the European quality model. Their research studied the 

usefulness of EFQM model in determining the most important resources and capabilities of the organizations. 

EFQM model enables us to identify which structural part of the organization provides key resources to reach the 

economic and competitive advantages. 

 Eriksson, H. &Garvare, R., (2005), surveyed the process of improving the organizational performance by having 

customer orientation, process orientation, and consistent improvement of management and employees involvement. 

 Sarayreh, B.H, Al-laham, M.M & Al Khayyat, T.A (2013), analyzed Jordan Customs after implementing the 

organizational excellence model. In this regard, they randomly distributed the questionnaire on the organizational 

excellence model among 185 Customs employees. Then, they gathered the information and analyzed them using the T 

test. The results showed that the improvement and the alternation of this organization were significant with a reliability 

level of 99% for all of the organizational excellence model dimensions (including leadership, policies and strategies, 

resources, processes, customers, results and so forth.) 

  Bayo-Moriones, A. Merino, J. Sergio A E, Mary Selvam, R. (2011), compared the innovative performance 

of organizations in two models of ISO 9000 and EFQM. In this regard, they chose a sample of 665 working 

http://www.sciencedirect.com/science/article/pii/S0925527310004056
http://www.sciencedirect.com/science/article/pii/S0925527310004056
http://www.sciencedirect.com/science/article/pii/S0925527310004056
http://www.sciencedirect.com/science/article/pii/S0925527310004056
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companies in the three sections of manufacturing, construction building and service providing which had a 

minimum of 20 employees. After the comparison of these organizations according to their innovative strategies 

in their performance, they came to this conclusion that the companies which used the EFQM organizational 

excellence model showed a higher level of innovation in their work. 

 Afshar Jahanshahi, (2007), analyzed Darab cement factory based on EFQM. The results showed that the 

company performance was optimal and, of all the nine dimensions of EFQM, only one had a poor performance. 

 Soraiaie, Talebi, (2010), analyzed Maskan Bank in Mazandaran province using EFQM organizational 

excellence model. The statistical population of their study comprised of the experts and the managers of Maskan 

Bank in Mazandaran. The research data were collected through the EFQM standard questionnaires consisting of 

50 questions. After collecting the data, the bank score was obtained in each criterion using the EFQM model 

scoring. Generally, the results showed that Maskan Bank had a good performance in areas like leadership, 

human resources, companies and resources, society results, and key results. However; it showed a poor 

performance in the areas of policies and strategies, processes and customer results, and employees result. 

 Khaleghi, Hajkarimi (2011), in this study, a descriptive-survey was used for 46 organizations under the 

supervision of Industrial Development and Renovation Organization of Iran. The information was gathered by 

means of a questionnaire having 45 questions and arranged in 9 sections suitable for the standards of 

organizational excellence model. In order to analyze the statistical data, a regression score based on the 

confirmatory factor was used supported by multiple-choice method. Their research showed that weighting 

framework of surveying the organizations differed from the standard framework of European 

Foundation for Quality Management. In addition, the perceived weight of the enablers in the developed weight 

framework was significantly higher than the weight of the results.  

 Valighazvini et.al, (2012), surveyed the performance of Shahid Rajaei Hospital in Qazvin. They collected 

the data using the standard questionnaire of EFQM organizational excellence model which was filled by the 

managers. The results were analyzed using the descriptive statistics and showed that the surveyed hospital 

scored 183.99 out of 500 in the enablers, 183.71 out of 500 in the results and a total of 366.7 out of 1000 scores 

existing in the pattern of the performance analysis. The results of the study indicated that this hospital was in an 

average position regarding the standards of the excellence model. 

 This research is very similar to the two studies done by Serayereh et al (2013) and Qazvini et al (2012). In 

these studies, the researchers investigated how successful the organizational excellence model has been in 

making Jordan Customs and Shahid Rajaei hospital in Qasvin excellent. In this study, we examine the 

performance of Keshvarzi Bank branches according to the 9 dimensions of EFQM model. 

 

3. Methodology: 

 In this article, Keshavarzi Bank in Sistan and Baluchestan is evaluated using the EFQM model and its 

strengths and weaknesses are identified in various areas. The EFQM model is established based on the 9 areas of 

which 5 areas are related to the enablers which express the components of the organization and the way they 

interact. The other four show the results on the organizational performance and also introduce optimal results of 

executing the enablers. (Gerami, Nouralizadeh, 2008). 

 

 
 

Fig. 1: Theoretical framework of the research (Gerami, Nouralizadeh, 2008). 

 

 The 50-question questionnaire of the EFQM organizational excellence model is used to measure the 

performance of Keshavarzi Bank in Sistan and Baluchestan. The questionnaire consists of 50 equiponderant and 

closed questions. This helps the managers to determine the effectiveness of the previous efforts, the 
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organization’s current strengths, and the existing areas to be improved. This questionnaire is in accordance with 

the research by Amiri and Sakaki (2005). The main characteristic of this questionnaire is that all of the 50 

questions have the same effect on the organization score. The first 5 criteria forming the first 5 hypotheses have 

500 scores and are considered the organization’s enabler criteria. The four remaining criteria are the second four 

hypotheses and have 500 score being considered as the results criteria. 

 Questions 1 to 5 are about the first hypothesis and analyze the organization leadership, questions 5 to 9 are 

about the second hypothesis and analyze the organization policies and strategies, questions 10 to 14 are about 

the third hypothesis and study the employee, questions 15 to 19 are about the forth hypothesis  and study the 

resources and partnership, questions 20 to 25 are about the fifth hypothesis and study the organization processes, 

questions 27 to 35 are about the sixth hypothesis and analyze the customer results, questions 36 to 40 are about 

the seventh hypothesis and evaluate the employees results, questions 41 to 43 are about the eighth hypothesis 

and study the society results, and finally, questions 43 to 50 are about the ninth hypothesis and evaluate the key 

findings of the organization performance. 

 The questionnaires should be given to individuals with an average-and-higher level of management to 

complete them individually. Therefore, the participants will be the managers of Keshavarzai Bank branches in 

Sistan and Baluchestan. However, if they did not want to contribute, deputies will be asked. Based on the 

statistics, there are 53 branches of this bank throughout the province. Assuming that there is a manager in every 

branch, the volume of the real society will be 53 individuals. For sampling, random sampling was used. Cochran 

formula was used to determine the sample volume (this formula shows the minimum sample volume of the 

population). In order to determine the sample volume, pre-sampling was done for 20 people of the population. 

Then, considering the standard deviation (which was obtained to be 0.45), the volume of the population, and 

substituting in Cochran formula, the minimum sample volume was determined to be 39. 

 

Cochran formula and determining the research sample volume: 

n =  

N, n, e, δ, Z.025 are size of the population (53), sample size, error ratio (0.07), pre-sample standard 

deviation (0.45), and the standard normal random variable respectively (1.96). 

n=(53*3.84*0. 2025).((0.0049*52)+(3.84*0.2025))=39  

 As it was known that some of the questionnaires will not be received back, 45 questionnaires were 

distributed among the managers 41 of which were received. Finally, 40 questionnaires were suitable for the 

analysis. The validity of the construction was assessed using the confirmatory factor analysis. The reliability 

was confirmed with Cronbach's alpha coefficients being greater than 0.7 for the various structures of the 

questionnaire.  

One-sample T test was utilized to analyze the data related to the hypotheses in the collected questionnaires. 

 If a hypothesis is designed for an average of a statistical population, its reliability in  significant level can 

be determined using statistical hypothesis testing procedures (In this research, X is assumed 5% which means 

the test has been surveyed at reliability level of 951  ). 

 Usually, if the hypothesis has a determined boundary (=), H0 will signify that. Otherwise, its antithesis will 

be defined in H0 and therefore the hypothesis will be placed in H1 in the form of a statistical symbol. In other 

words, the claim should be normally stated in the form of H1 hypothesis and its antithesis should be defined in 

H0. However, H0 and H1 complement each other. Based on the rules stated and regardless of the researching 

hypothesis, the statistical hypotheses of the average population can be defined as follows: 
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 Surveying hypothesis can be approved in case each of the criteria of Keshavarzi Bank of Sistan and 

Baluchestan score 30% of each criterion. Therefore, the hypotheses H0 and H1 can be stated as follows: 



 

30%:

30%:

1

0

xH

xH





 
 Since there is only a sequence to test the hypotheses, the surveying hypotheses can be tested as the 

following sample (The minimum score is 50). 

 H0: = 50 

H1:  ≠50 
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 After the above-mentioned test, the hypotheses would be rejected and accepted based on the sig value. If 
the sig value is higher than 0.05, H0 would be accepted, which means the average is equal to 50. Otherwise, the 
hypothesis would be rejected. In the case that H0 is rejected, the upper and lower limits will be considered to 
find whether the average is higher or lower than 50. If the values to upper and lower limits were positive, the 
average would be greater than the standard number. However, in case both the limits were negative, the average 
is smaller than the standard number. Finally, if the upper limit was positive and the lower limit was negative, 
there would be no difference between these two numbers. As a result, it can be stated that excellence will be 
rejected in two situations. First, if the sig value is smaller than 0.05 (one of the upper or lower limits is positive 
and the other one is negative) and second, in case the sig value is greater than 0.05 and both of the limits are 
negative. (Momeni, Ghoiomi, 2011). 
 EFQM model consists of 9 criteria. These criteria are considered as the main core and the base of 
evaluating an organization. The concepts of EFQM organizational excellence model are divided into two 
categories as the followings: 
A. enablers: The first 5 criteria which enable the organization to achieve optimal results. 
B. results: The last four criteria which indicate the achievements obtained by the implementation of enablers in 
the organization.  
 In EFQM organizational excellence model, criteria have an overall score of 1000 which 500 scores are for 
the enablers and the other 500 are for the results. In other words, if an organization is able to successfully and 
thoroughly implement this excellence model, it will score 1000. In case the organization fulfills the minimum 
expectations of EFQM as well as achieving the highest evaluation score among the applicants, it will be chosen 
as the winner and it will be awarded with the main prize. (Tavakoli, Beheshtipour, 2011). 
The criteria are as the following in EFQM organizational excellence model: 
1. Leadership: In this criterion, the way the mangers provide the organization with the development 
capability and the attainment of the 9 missions, as well as the outlooks will be studied. Furthermore, the way the 
values are designed and implemented and the mangers participate will be determined. 
2. Policy and strategy: In this criterion, it would be decided how an organization does its mission and 
achieves its outlooks using a clear strategy. In addition, the way this strategy supports its policies, programs, 
purposes, destinations, and processes effectively is investigated. 
3. Human resource: In this criterion, the way the organization manages, develops and utilizes its knowledge 
and capabilities, policies, strategies, and processes individually, in a team, and in all levels of organization is 
studied. 
4. Partnerships and resources :  It is shown in this criterion that how an organization manages its external 
partners and internal interests for the organization’s policies, strategies, and processes. 

5. Processes: It would be revealed in this criterion that how an organization designs and manages and 

improves the processes in order for the organization policies and strategies to be supported, and while creating 

values for the customers continuously, keeps them and the other stakeholders satisfied. 

6. Customer results: In this criterion, the results of the organization communication with its external 

customers are determined. 

7. Human resources results
:
 Determined in this criterion are the findings of the organization communication 

with the human resources. 

8.  Employees' achievements results: In the criterion, the organization communication with its local, 

national, and international communities are determined. 

The key performance results: In this criterion, the results obtained from the planned performance of the 

organization are surveyed. (Tavakoli, Beheshtipour, 2011). 

 

4. Data Analysis: 

 To reach this goal, the bank should gain more than 30% of the overall score in each criterion defined in a 

form of a hypothesis. These items are briefly provided in Table 1. 

 
Table 1: The required scores to reach organizational excellence. 

Criteria 

(Hypotheses) 

The standard 

score in the 

model 

The required score 

percentage 

The needed score for every criterion 

to achieve organizational excellence 

Leadership 100 %30 30 

Strategy 80 %30 24 

Human Resources 90 %30 27 

Participation and Resources 90 %30 27 

Processes 140 %30 42 

Customer Achievements 200 %30 60 

Employees' Achievements 90 %30 27 

Society Achievements 60 %30 18 

Key Results of Performance 150 %30 45 

Total 1000 %30 300 
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Hypothesis 1 test: The performance of Keshavarzi Bank in Sistan and Baluchestan province is excellent 

based on the EFQM model. 

H1: the performance of Keshavarzi Bank in Sistan and Baluchestan is excellent based on the EFQM  model. 
H0: the performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent based on EFQM model. 

T test is used to examine the hypotheses. As previously mentioned, the standard number to be excellent is 30% 

of the overall score. Therefore, concerning the overall score of 1000 for the test of the first main hypothesis, the 

minimum score to attain the excellence is 300. As a result, the score 300 has been considered as the standard. 

The results relating to the test of this hypothesis are presented below. 

 
Table 2: One-group T test to determine the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan based on 

EFQM model. 

Std. error mean Std. deviation Mean N  

2.288 14.47356 480.9885 40 the performance of Keshavarzi Bank in 
Sistan and Baluchestan based on EFQM  

model 

 

One-sample test: 

Test value =300  

95% confidence 

Interval or difference 

Mean 

difference 

Sig. (2-

talled) 

df T 

Upper Lower 

084.623 052.6429 180.988 0.00 39 10.685 the performance of Keshavarzi Bank in 
Sistan and Baluchestan based on EFQM  

model 

 

 As it can be seen in Table 2, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having the performance score of 300 is rejected because 

the performance average is more or may be less than 300. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive meaning the performance score is higher than 300, 

consequently, one may conclude that the performance of branches of Keshavarzi Bank in Sistan and 

Baluchestan is excellent. 

 

1.1 Hypothesis Test:  The performance of Keshavarzi Bank in Sistan and Baluchestan province is 

excellent in terms of leadership based on EFQM model. 

 H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of leadership based on 

EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of leadership based 

on EFQM model. 

T test was used to examine this hypothesis as well. The criterion to compare is the standard number 30. The 

following table shows the findings related to the test of this hypothesis. 

 
Table 3: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

leadership based on EFQM model. 

Std. error mean Std. deviation Mean N  

3.208 20.283 50.6950 40 The performance of Keshavarzi Bank in 
Sistan and Baluchestan based on EFQM  

model 

 

One-sample test: 

Test value =30  

95% confidence 

Interval or difference 

Mean 

difference 

Sig.(2-

talled) 

df T 

Upper Lower 

27.182 20.208 20.695 0.00 39 6.453 The performance of Keshavarzi Bank 
in Sistan and Baluchestan based on 

EFQM  model 

 

 As it can be seen in Table 3, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having the performance score of 30 is rejected because 

the performance average is more or may be less than 30. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 30. 

Therefore, it can be concluded that the performance of branches of Keshavarzi Bank of Sistan and Baluchestan 

in terms of leadership based on EFQM model is excellent. 

 

 1.2 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in 

terms of strategy based on EFQM model. 
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H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of strategy based on 

EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of strategy based 

on EFQM model. 

T test was used to examine this hypothesis as well. The criterion to compare is the standard number 24. The 

following table shows the findings related to the test of this hypothesis. 

 
Table 4: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

strategy based on EFQM model. 

Std. error mean Std. deviation Mean N  

2.1045 13.3102 41.687 40 The performance of Keshavarzi 

Bank in Sistan and Baluchestan 
based on EFQM model 

 

One-sample test: 

Test value =24  

95% confidence 
Interval or difference 

Mean 
difference 

Sig.(2-
talled) 

df T 

Upper Lower 

21.944 13.430 17.687 0.00 39 8.404 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 
model 

 

 As it can be seen in Table 4, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 24 is rejected because the 

performance average is more or may be less than 24. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 24, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of human resources based on EFQM model is excellent. 

 

1.3 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of human resources based on EFQM model. 

H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of human resources 

based on EFQM model.   
H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of human resources 

based on EFQM model. 
T test was used to examine this hypothesis as well. The criterion to compare is the standard number 27. The 

following table shows the findings related to the test of this hypothesis. 

 
Table 5: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

human resources based on EFQM model. 

Std.error mean Std. deviation Mean N  

3.295 20.841 36.165 40 The performance of Keshavarzi 

Bank in Sistan and Baluchestan 

based on EFQM model 

 

One-sample test: 

Test value =27  

95% confidence 
Interval or difference 

Mean 
difference 

Sig. (2-
talled) 

df T 

Upper Lower 

15.830 2.499 9.165 0.008 39 2.781 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 
model 

 

 As it can be seen in Table 5, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 27 is rejected because the 

performance average is more or may be less than 27. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 27, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of participation and resources based on EFQM model is excellent. 

 

1.4 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of participation and resources based on EFQM model. 
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H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of participation and 

resources based on EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of participation and 

resources based on EFQM model. 

T test was used to examine this hypothesis as well. The criterion to compare is the standard number 27. The 

following table shows the findings related to the test of this hypothesis. 

 
Table 6: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

participation and resources based on EFQM model. 

Std. error mean Std. deviation Mean N  

2.7056 17.112 51.2150 40 The performance of Keshavarzi 

Bank in Sistan and Baluchestan 
based on EFQM model 

 

One-sample test: 

Test value =27  

95% confidence 
Interval or difference 

Mean 
difference 

Sig. (2-
talled) 

df T 

Upper Lower 

29.687 18.742 24.2150 0.00 39 8.950 The performance of Keshavarzi Bank in Sistan 

and Baluchestan based on EFQM model 

 

 As it can be seen in Table 6, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 27 is rejected because the 

performance average is more or may be less than 27. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 27, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of participation and resources based on EFQM model is excellent. 

 

1.5 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of organizational processes based on EFQM model. 

H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of organizational 

processes based on EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of organizational 

processes based on EFQM model. 
The criterion to compare is the standard number 42. The following table shows the findings related to the test of 

this hypothesis. 

 
Table 7: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

organizational processes based on EFQM model 

.Std. error mean Std. deviation Mean N  

3.453 21.841 50.742 40 The performance of Keshavarzi 
Bank in Sistan and Baluchestan 

based on EFQM model 

 

One-sample test: 

Test value =42  

95% confidence 

Interval or difference 

Mean 

difference 

Sig. (2-

talled) 

df T 

Upper 

Upper Lower 

15.728 1.757 8.742 0.0015 39 2.532 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 

model 

 

 As it can be seen in Table 7, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 42 is rejected because the 

performance average is more or may be less than 42. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 42, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of organizational processes based on EFQM model is excellent. 

 

1.6 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of customer achievements based on EFQM model. 

H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of customer 

achievements based on EFQM model. 
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H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of customer 

achievements based on EFQM model. 
The criterion to compare is the standard number 60. The following table shows the findings related to the test of 

this hypothesis. 

 

Table 8: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

customer achievements based on EFQM model 

Std. error mean Std. deviation Mean N  

3.53778 22.37546 47.8194 40 The performance of Keshavarzi 

Bank in Sistan and Baluchestan 

based on EFQM model 

 

One-sample test: 

Test value =60  

95% confidence 
Interval or difference 

Mean difference Sig. (2-
talled) 

df T 

Upper Lower 

-4.975 -9.33 -2.180 0.000 39 -2.616 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 
model 

 

 As it can be seen in Table 8, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 60 is rejected because the 

performance average is more or may be less than 60. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 60, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of customer results based on EFQM model is excellent. 

 

1.7 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of customer results based on EFQM model. 

H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of customer results 

based on EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of customer results 

based on EFQM model.  

The criterion to compare is the standard number 27. The following table shows the findings related to the test of 

this hypothesis. 

 
Table 9: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

customer results based on EFQM model. 

Std. error mean Std. deviation Mean N  

2.779 17.580 46.105 40 The performance of Keshavarzi 
Bank in Sistan and Baluchestan 

based on EFQM model 

 

One-sample test: 

Test value =27  

95% confidence 

Interval or difference 

Mean 

difference 

Sig. (2-

talled) 

df T 

Upper Lower 

24.727 13.482 19.105 0.000 39 6.873 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 

model 

 

 As it can be seen in Table 9, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 27 is rejected because the 

performance average is more or may be less than 27. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 27, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of employees’ results based on EFQM model is excellent. 

 

1.8 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of society results based on EFQM model. 

H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of society results based 

on EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of society results 

based on EFQM model. 
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Table 10: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

society results based on EFQM model. 

Std. error mean Std. deviation Mean N  

2.60882 16.49964 57.250 40 The performance of Keshavarzi 

Bank in Sistan and Baluchestan 

based on EFQM model 

 

One-sample test: 

Test value =18  

95% confidence 
Interval or difference 

Mean 
difference 

Sig.(2-
talled) 

df T 

Upper Lower 

12.526 1.973 7.250 0.008 39 2.779 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 
model 

 

 As it can be seen in Table 10, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 18 is rejected because the 

performance average is more or may be less than 18. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 18, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of society results based on EFQM model is excellent. 

 

1.9 Hypothesis Test: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms 

of key results based on EFQM model. 

H1: The performance of Keshavarzi Bank in Sistan and Baluchestan is excellent in terms of key results based on 

EFQM model. 

H0: The performance of Keshavarzi Bank in Sistan and Baluchestan is not excellent in terms of key results 

based on EFQM model. 
 
Table 11: One-group T test for determining the performance excellence of Keshavarzi Bank branches in Sistan and Baluchestan in terms of 

key results based on EFQM model. 
Std. error mean Std. deviation Mean N  

2.08632 13.13507 57.0643 40 The performance of Keshavarzi 

Bank in Sistan and Baluchestan 
based on EFQM model 

 

One-sample test: 
Test value =45  

95% confidence 

Interval or difference 

Mean 

difference 

Sig. (2-

talled) 

df T 

Upper Lower 
11.284 2.844 7.06429 0.002 39 3.386 The performance of Keshavarzi Bank in 

Sistan and Baluchestan based on EFQM 

model 

 

 As it can be seen in Table 11, the significance level for T test is 0.000 which is lower than the minimum 

significance level of 0.05. Therefore, H0 which means having performance score of 45 is rejected because the 

performance average is more or may be less than 45. In order to find this, we consider the lower and upper 

limits. As it can be distinguished, both limits are positive which means the performance score is higher than 45, 

therefore, it can be concluded that the performance of branches of Keshavarzi Bank in Sistan and Baluchestan in 

terms of key results based on EFQM model is excellent. 

The results of the hypotheses are summarized in Table 12. 

 
Table 12: A summary of the results of the hypotheses. 

Hypothesis 

number 
Hypothesis title The 

standard  
score out 

of 1000 

Average 

score of the 
bank 

The result of 

the 
hypothesis 

1 The performance of Keshavarzi Bank in Sistan and Baluchestan is 

excellent based on EFQM model. 
1000 480.988 Hypothesis 

confirmed 

1-1 The performance of the branches is excellent in terms of leadership 

based on EFQM model. 
100 50.695 Hypothesis 

confirmed 

1-2 The performance of the branches is excellent in terms of 

organizational strategies and policies based on EFQM model. 
80 41.687 Hypothesis 

confirmed 

1-3 The performance of the branches is excellent in terms of human 

resources based on EFQM model. 
90 36.165 Hypothesis 

confirmed 

1-4 The performance of the branches is excellent in terms of participation 90 51.215 Hypothesis 
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and resources based on EFQM model. confirmed 

1-5 The performance of the branches is excellent in terms of 

organizational processes based on EFQM model. 
140 50.741 Hypothesis 

confirmed 

1-6 The performance of the branches is excellent in terms of customer 

results based on EFQM model. 
200 47.819 Hypothesis 

rejected 

1-7 The performance of the branches is excellent in terms of employees 

results based on EFQM model. 
90 46.105 Hypothesis 

confirmed 

1-8 The performance of the branches is excellent in terms of society 

results based on EFQM model. 
60 57.250 Hypothesis 

confirmed 

1-9 The performance of the branches is excellent in terms of key results 

based on EFQM model. 
150 57.064 Hypothesis 

confirmed 

 

5. Conclusion and recommendations: 

 In this research, the performance of Keshavarzi Bank in Sistan and Baluchestan was evaluated based on 

EFQM model. The aim of this study was to analyze the bank in terms of leadership, management, employees, 

policies and strategies, partnerships and resources, work processes, employees’ satisfaction, customers’ 

satisfaction, society results, organizations social effects, and key results, as well as to confirm and to reject the 

hypotheses and to comprehensively identify the weak points and strong points.  

 As the findings show, the performance of Keshavarzi Bank in Sistan and Baluchestan is excellent based on 

EFQM model. Thus, the following strategies are proposed to maximize the performance of the branches based 

on the organizational excellence model: 

 

1. Improving the leadership effectiveness and making measures based on future needs: 

 Organization leadership is the main factor to guide all of the employees’ activities towards organizational 

excellence. Successful organizational leadership provides employees with areas of innovation and creativity, 

and it changes the culture within the organization in a way that the employees are engaged in constant 

improvement. In this regard, and in order to improve the leadership effectiveness in organization, the following 

strategies are proposed: 

1. Being constantly in interaction with the customers and, particularly, with the key customers, 

2. Creating competition among the employees in the branches, 

3. Responding to the problem of subordinates logically and based on their needs and requests, 

4. Creating the required flexibility for the job rotation of the employees between the branches of the bank, 

5. Creating an environment in which the customers and the employees are ensured that the managers of the 

organization care about their problems, 

6. Being mindful of the market changes and taking advantage of them in order to attract the resources, 

7. Paying enough attention to the proper distribution of tasks, and evaluate the performance of the employees 

based on the responsibilities they are given. 

 

2. Revision and updating the policies and strategies:   

  An organization lacking a goal and a strategy is like a ship having been lost in the darkness in the sea and 

surrounded by turbulent waves. In this regard, the following strategies are suggested to set goals and optimal 

strategies within the organization: 

1. Developing policies and strategies based on the present and future needs of the stakeholders, 

2. Following changes in the general policies and strategies and acting according to it in their area of work, 

3. Developing and implementing policies and strategies based on the information obtained from performance 

measurement, researches, learning, and related activities outside the organization. 

 

3. Planning and improving the partnership as well as encouraging and appreciating the employees: 

 In order to improve the employees’ partnership in the decision making processes within the organization, 

the following strategies are put forward: 

1. There should be a friendly relationship and a mutual trust between the managers and the employees, 

2. Employees should be fully aware of the information and the needs of the organization customers, 

3. Encouraging and appreciating the employees and their abilities should be based on their performance and 

responsibilities, rather than the comments made by their co-workers, 

4. The employees abilities should be paid proper attention in the plans developed by the bank, 

5. Utilizing the employees’ opinions about the management of the branches. 

 

4. Planning and managing the external partnerships and internal resources: 

 Excellent organizations plan their property and resources in a way it is consistent with the organizational 

excellence purpose. In this regard, the following strategies are recommended: 

1. Recognizing opportunities for attracting the resources of some organizations and companies conventionally 

interacting with the bank, 
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2. Attempting to adapt expenditures (loans and facilities) based on where are granted, 

3. Attempting to create a kind of consistent coordination and communication with the organizations and 

companies permanently in contact with the bank, as well as developing services to increase the level of the 

interaction. 

 

 5. A systematic design of the processes: 

 In excellent organizations, all of the processes are linked together like a chain and are measured all the time. 

To do so, it is suggested that one should: 

1. Design the working processes of the branches using employees’ and the customers’ opinions, 

2. Listen to and consider innovative ideas when designing the processes to increase the customers’ satisfaction 

as much as possible, and also follow the rules in inspection standards,  

3. Applying turn-giving systems in all of the branches. 

 

6. Measuring and achieving outstanding customer results: 

 Excellent organizations comprehensively measure and achieve outstanding customer results. In addition, 

the attitude of customers towards the organization is identified and the satisfaction of the customers is fulfilled 

using indicators. To do so, the following strategies are proposed: 

1. Paying attention to the queue units and increasing the number of them for the days the number of the clients 

is expected to rise, 

2. Using various circulars to best fulfill the customers’ different requests, 

3. Having good and proper behaviors, especially for first time the customer is met, 

4. Having boxes for the customers to post their recommendations and complaints in order to get the feedback 

on the bank and its interactions with the customers, 

5. Having clear relationships and responsibility towards the customers, 

6. Motivating the queue employees and seeking to solve their problems in order for their interaction with the 

customers to improve, 

7. Trying to make customers familiar with the leading and unique services provided by the bank compared to 

the competitors. 

 

7. Measuring and achieving outstanding employees’ results:  

 Excellent organizations follow various activities to empower their employees. Concerning this issue, the 

following techniques are recommended: 

1. Increasing the knowledge of the employees about the systems and electronic and Internet banking programs 

using practical trainings, 

2. Giving the employees the authority to do their duties, 

3. Creating a suitable working environment with no stress and appropriate in terms of health and safety,  

4. Providing training classes for the employees in addition to using well-experienced employees to train them 

practically. 

5. Furthermore, there should be leaves for the employees in order for their morale to rise in addition to helping 

them restore their maximum power. 

 

8. Measuring and achieving outstanding society results: 

 Excellent organizations consider themselves as a member of the society and, in order to prove their role in 

the society, they take some actions to identify and fulfill the needs of the citizens. In this regard, the following 

strategies are proposed: 

1. Providing accurate information on the kind of the facilities and services provided as well as on the indexes 

making the bank distinct from the competitors, 

2. Giving entrepreneurship facilities to improve the bank image within the society, 

3. Receiving the comments on the performance of the bank, as well as considering them in plans and 

interactions. 

 

9. Collecting, analyzing and improving performance key results: 

 The organization key results are the achievements expected by the stakeholders. In this regard, the 

following strategies are suggested: 

1. Trying to optimally use the resources to give facilities to the customers, 

2. Saving in the expenditures including the costs of the office furniture, electricity, and water, 

3. Appropriate utilization of the equipment and computers in addition to their on-time checking, 

4. Helping to do researches in addition to analyzing the results obtained in order for the performances to 

improve. 
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