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Designing a model of sustainable hospital performance e>§cellence using
grounded theory and fuzzy Delphi methods

Jafari Nadushan Z2, Mirghafoori SH®, Mirfakhraldini SH*, Marvati Sharifabadi A®
‘ Abstract

Introduction: Considering the importance of the service sector and its increasing share
in the global economy, studying the field of excellence in the sustainable performance
of services is considered very important. On the other hand, the healthcare field is one
of the largest fields in the service sector, where sustainable performance is of particular
importance. The purpose of this study is to identify the effective concepts in the
excellence of the sustainable performance of the hospital and then to design the model
of the excellence of the sustainable performance in the hospital.

Research method: This research is applied and developmental in terms of purpose. In
this study, along with in-depth interviews with hospital experts and using database
theory, effective concepts on the excellence of the hospital's sustainable performance
were identified. The main axes were formed using the fuzzy Delphi method. Then, by
doing selective coding, the sustainable performance excellence model of the hospital
was designed.

Findings: In this research, 120 effective concepts on the excellence of the hospital's
sustainable performance were identified and placed in the form of 24 main axes. Then,
the excellence model of the hospital's sustainable performance was designed in 6
enabling criteria and 1 achievement criterion. Leadership criteria, strategy, attitude and
thoughts, information technology and knowledge management, focus on stakeholders
and process management form the enablers of this model.

Discussion: By focusing on the enablers of the hospital's sustainable performance
excellence model and their management, sustainable results can be achieved in the field
of environmental, social, employee, customer and key performance results.
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