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APPX-1 

Master research questionnaire to investigate the impact of implementation of 

EFQM excellence model on organization performances. 

 

Please draw a tick (√) on your favorite suggestion answer,  

 

Explanations:     (the number of explanation below is related to the question number). 

 
1- Our leaders select the system which fulfills our needs (this may include iso 9001, etc.) 
2- A frame of key processes: (may include balance scored card. etc). 
3- Organizational structure suitable for our strategy. 
4- We drive improvement by solving problems and creating innovation ideas.  

 

Questions strongly agree agree Don't know  disagree strongly disagree 

1- Our leaders define the organization's 

management system. 

     

2- A framework of key processes was 

used to implement our strategy. 

     

3- Organizational structure aligned with 

our strategy. 

     

4- In our organization we drive the 

improvement of the organization's 

management system. 

     

5- A clear direction and goals were 

sited and communicated in our firm. 

     

6- Strategy of our organization and 

supporting policies enhance 

management system and procedures. 

     

7- Products and services were 

developed to create optimum value 

for customers. 
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Please draw a tick (√) on your favorite suggestion answer,  

Explanations: 
8- Reinforce a culture (may include: periodical meeting with people to discuss excellence issues.) 
9 - Involvement and empowerment (may include: sharing people in all activities with clear responsibilities). 
13 – Sound approach (may include: systematic awareness to improve effectiveness, lectures, seminars, meeting, etc.) 

Questions strongly agree agree Don't know  disagree strongly disagree 

8- Our leaders reinforce a culture of 

excellence with the organization's 

people. 

     

9- Culture of involvement and 

empowerment are created among 

the employee. 

     

10- Culture of ownership is our goal.      

11- Possessing a culture of 

improvement and accountability. 

     

12- We are promoting a culture which 

supports the generation of new 

ideas. 

     

13-  There is a sound approach to 

develop a culture that continually 

seeks to improve the   effectiveness 

of collaboration and teamwork. 

     

14- Using technology to support culture 

of creativity and innovation. 

     

 
15- flexible and manages change effectively (may include: good decision making based on facts) 
18- Stakeholder includes (owners, shareholders, head office, people and customers.) 

 Questions strongly agree agree Don't know  disagree strongly disagree 

15- Our leaders ensure that the 

organization is flexible and 

manages change effectively.  

     

16- Our people adapt Organizational 

structure to support the achievement of 

strategic goals. 

     

17- Processes are designed and managed 

to optimize stakeholder value. 

     

18- Designing our products and services 

portfolio carefully. 

     

19- We are designing and developing a 

meaningful mix of process 

performance indicator and related 

outcome measures.  

     

20- Our company effectively manages 

change through structured project 

management and focused process 

improvement. 
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Please draw a tick (√) on your favorite suggestion answer, 
Questions strongly agree agree Don't know  disagree strongly disagree 

21- Our leaders develop the mission, 

vision, values and ethics and act as 

role models. 

     

22- People communicate effectively 

throughout the organization. 

     

23- People's knowledge and capabilities 

are developed. 

     

24- Information and knowledge are 

managed to support effective 

decision making and to build 

organization's capability.  

     

25- Motivating our people to become 

involve in improvement and 

innovation.  

     

26- Our staff manages the end to end 

processes, including processes that 

extend beyond the boundaries of the 

company.  

     

27- Ensuring a healthy work in our 

company. 

     

30-value chain (may include managing our process effectively from suppliers to customers: from end to end). 
Proposition (may include: quality, prize, delivery time etc.) 

Questions strongly agree agree Don't know  disagree strongly disagree 

28- The company produces and delivers 

Products and services to meet or 

exceed, customer needs and 

expectations.  

     

29- We are developing an effective and 

efficient value chain to ensure we 

can consistently deliver on our 

promised value proposition.  

     

30- Comparing our performance with 

relevant benchmarks to learn from 

their strengths.  

     

31- Building and maintain a dialogue 

with customers, based on openness 

and transparency is our aim. 

     

32- Our process owners understand their 

role and responsibility in developing, 

maintaining and improving processes 

to ensure quality.  

     

33- We design the financial, control, 

reporting and review processes to 

ensure quality and optimize the use 

of resources. 

     

34- Our HR. defines the skills, 

competencies and people 

performance levels required to 

achieve customer requirement.  
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APPX-2 

. اسخبيبٌ نًؼشفت أثش حطبيك انًُٕرج ػهي أداء انًؤسسبث 

. (اخببت ٔازذة نكم سؤال ): ػهي الاخببت انًُبسبت (√)ظغ ػلايت 

لا أٔافك بشذة لا أٔافك لا أػهى أٔافك  أٔافك بشذة انسؤال  

     زذد لبدة انًدًغ َظبو اندٕدة انًُبسب نهًدًغ  1

حى اسخخذاو ْيكم يُبسب نهؼًهيبث انشئيست نخطبيك  2

. الاسخشاحيديت

     

     . حًج يسبصاث ْيكم انًدًغ يغ الاسخشاحيديت 3

حخى صيبَت َظبو اداسة اندٕدة ببنًدًغ كهًب دػج انسبخت  4

. نزنك 

     

     أْذاف انًدًغ ٔاظست ٔيُشٕسة  ٔيفٕٓيت نهؼبيهيٍ  5

حؼضص , اسخشاحيديت انًدًغ ٔانسيبسبث انذاػًت نٓب 6

. إخشاءاث ٔأَظًت اندٕدة انًطبمت ببنًدًغ

     

يُخدبث انًدًغ ٔخذيبحّ حى حطٕيشْب نخؼظيى انفبئذة  7

نهضببئٍ 

     

 

لا أٔافك بشذة لا أٔافك لا أػهى أٔافك  أٔافك بشذة انسؤال  

يؼضص لبدة انًدًغ ثمبفت انخًيض يٍ خلال انًُبلشبث ٔ  8

.  الاخخًبػبث انذٔسيت ٔانهمبءاث انًبشيدت

     

حى خهك ثمبفت انًشبسكت ٔانخًكيٍ ٔسػ انؼبيهيٍ ببنًدًغ  9

يٍ خلال ٔظٕذ سيبسبث انًسؤنيبث ٔانصلازيبث 

. ٔنٕائر انخفٕيط

     

حى إػخًبد ثمبفت انٕلاء نهًدًغ يٍ خلال انخٕاصم انفؼبل  10

. بيٍ انشئسبء ٔانًشؤسيٍ داخم انًدًغ ٔخبسخّ

     

حؼضيض َٔشش ثمبفت انًسبسبت ٔثمبفت انخسسيٍ انًسخًش  11

. ٔسػ انؼبيهيٍ ببنًدًغ

     

يشٔج انًدًغ نثمبفت حٕنيذ الافكبس الابذاػيت يٍ خلال  12

. نٕائر انخسفيض انًبدي ٔانًؼُٕي

     

حٕخذ يُبْح ٔاظست نخؼضيض انكفبئت ٔحشديغ ٔحطٕيش  13

. انؼًم اندًبػي يٍ خلال حشكيم انفشق انًخخهفت

     

اسخخذيج انخكُٕنٕخيب ٔانخمُيبث انسذيثت نذػى ثمبفت   14

. الابخكبس ٔالابذاع

     

 

لا أٔافك بشذة لا أٔافك لا أػهى أٔافك  أٔافك بشذة انسؤال  

يعًٍ انمبدة إداسة انًدًغ بًشَٔت ٔكفبئت يٍ خلال  15

إحخبر انمشاساث انسهيًت انًبُيت ػهي زمبئك ٔيٍ خلال 

. انيت دػى انمشاس

     

حخى يٕائًت انٓيبكم انخُظيًيت ببنًدًغ نخسميك الاْذاف  16

.  الاسخشاحيديت

     

صًًج انؼًهيبث ببنًدًغ ٔاديشث بطشيمت حعًٍ  17

.  حؼظيى انفبئذة نهششكبء

     

     حى حصًيى ببلت يُخدبث ٔخذيبث انًدًغ بؼُبيت  18

نذي انًدًغ يضيح يٍ يؤششاث الاداء نميبط الاداء  19

. انكهي

     

يذيش انًدًغ انخغييش بكفبئت يٍ خلال اداسة انًشبسيغ  20

. ٔيٍ خلال انخشكيض ػهي حسسيٍ انؼًهيبث
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 (اخببت ٔازذة نكم سؤال ): ػهي الاخببت انًُبسبت (√)ظغ ػلايت 

لا أٔافك بشذة لا أٔافك لا أػهى أٔافك  أٔافك بشذة انسؤال  

لبدة انًدًغ يعؼٌٕ ٔيطٕسٌٔ انشؤيب ٔانشسبنت ٔليى  21

انًدًغ ٔيًثهٌٕ انمذٔة نهؼبيهيٍ يٍ خلال الانخضاو بميى 

. انًدًغ

     

يخٕاصم انؼبيهيٍ بكفبئت داخم ٔخبسج انًدًغ يٍ خلال  22

. بشايح انخٕاصم الاخخًبػي 

     

يؼبسف ٔلذساث انؼبيهيٍ يخى حطٕيشْب يٍ خلال بشايح  23

. انخذسيب 

     

انًؼهٕيبث ٔانًؼبسف حخى اداسحٓب نذػى صُبػت  24

انمشاساث ٔبُبء لذساث انًدًغ يٍ خلال حسهيم انبيبَبث 

. ٔانًؼهٕيبث 

     

يخى حسفيض انؼبيهيٍ نخًكيُٓى يٍ انًشبسكت في ػًهيبث  25

انخسسيٍ ٔالابذاع 

     

ػبيهي انًدًغ يذيشٌٔ انؼًهيبث يٍ انًٕسد اني انضبٌٕ  26

. بًب في رنك انؼًهيبث خبسخيت انًصذس بكفبئت ٔفبػهيت 

     

يعًٍ انًدًغ بيئت ػًم صسيت نهؼبيهيٍ يٍ خلال  27

حطبيك َظبيي انبيئت ٔانصست ٔانسلايت انًُٓيت 

(14001&18001 ) 

     

 

 

لا أٔافك بشذة لا أٔافك لا أػهى أٔافك  أٔافك بشذة انسؤال  

يُخح انًدًغ يُخدبث ٔيمذو خذيبث حهبي سغببث  28

. ٔحٕلؼبث انضبٌٕ 

     

يذيش انًدًغ ػًهيبحّ يٍ انًٕسد اني انضبٌٕ بكفبءة  29

. ٔفبػهيت نعًبٌ انٕفبء ببنخضايبحّ نهضببئٍ 

     

يدشي انًدًغ يمبسَبث يؼيبسيت يغ يؤسسبث شبيّ  30

. نلاسخفبدة يٍ َمبغ لٕحٓب 

     

يذيش انًدًغ زٕاس يغ انضببئٍ يبُي ػهي انشفبفيت  31

ٔانٕظٕذ يٍ خلال انهمبءاث انذٔسيت ٔانهدبٌ 

. انًشخشكت 

     

يبنكي انؼًهيبث ببنًدًغ يفًٌٕٓ أدٔاسْى ٔيسئٕنيبحٓى  32

حدبِ حطٕيش ٔصيبَت ٔحسسيٍ انؼًهيبث نعًبٌ خٕدة 

. انًُخدبث ٔانخذيبث 

     

يصًى انًدًغ ػًهيبث انشلببت ٔانخمبسيش ٔانؼًهيبث  33

انًبنيت بغشض يشاخؼت انؼًهيبث ٔ ظًبٌ اندٕدة 

. ٔالاسخخذاو الايثم نهًٕاسد 

     

يسذد انًدًغ يٍ خلال اداسة شئٌٕ انؼبيهيٍ يٓبساث  34

ٔكفبءاث ٔيسخٕيبث اداء انؼبيهيٍ انًطهٕبت نخسميك 

. يخطهببث انضبٌٕ يٍ انًُخدبث ٔانخذيبث 
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APPX-3 

The impact of excellence model implementation on systems and procedures: 

Table (1): Our leaders define the organization's management system: 

 Frequency Percent )%(   

Strongly agree 55 59.1 

Agree 36 38.7 

Don't know 2 2.2 

Total 93 100.0 

 

Table (2): A framework of key processes was used to implement our 

strategy: 

 Frequency Percent )%(   

Strongly agree 31 33.3 

Agree 52 55.9 

Don't know 9 9.7 

Disagree 1 1.1 

Total 93 100.0 

 

Table (3): Organizational structure aligned with our strategy: 

 Frequency Percent )%(   

Strongly agree 30 32.3 

Agree 45 48.4 

Don't know 17 18.3 

Disagree 1 1.1 

Total 93 100.0 
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Table (4): In our organization we drive the improvement of the organization's 

management system 

 

 Frequency Percent )%(   

Strongly agree 33 35.5 

Agree 51 54.8 

Don't know 4 4.3 

Disagree 5 5.4 

Total 93 100.0 

 

 

Table (5): A clear direction and goals were sited and communicated in our 

firm: 

 Frequency Percent )%(   

Strongly agree 63 67.7 

Agree 26 28.0 

Don't know 3 3.2 

Disagree 1 1.1 

Total 93 100.0 

 

Table (6): Strategy of our organization support and develop policies of 

management system and procedures: 

 Frequency Percent )%(   

Strongly agree 46 49.5 

Agree 44 47.3 

Don't know 3 3.2 

Total 93 100.0 
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Table (7): Products and services were developed to create optimum value for 

customers: 

 Frequency Percent )%(   

Strongly agree 53 57.0 

Agree 36 38.7 

Don't know 2 2.2 

Disagree 2 2.2 

Total 93 100.0 

 

The impact of excellence model implementation on organizational culture 

Table (8): Our leaders reinforce a culture of excellence with the 

organization's people: 

 Frequency Percent )%(   

Strongly agree 55 59.1 

Agree 33 35.5 

Don't know 4 4.3 

Disagree 1 1.1 

Total 93 100.0 

 

Table (9 ): Our leaders reinforce a culture of excellence with the 

organization's people: 

 Frequency Percent )%(   

Strongly agree 44 47.3 

Agree 41 44.1 

Don't know 2 2.2 

Disagree 5 5.4 

Total 93 100.0 
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Table (10): Culture of ownership is our goal: 

 Frequency Percent )%(   

Strongly agree 61 65.6 

Agree 31 33.3 

Don't know 1 1.1 

Total 93 100.0 

 

 Table (11): Possessing a culture of improvement 

and accountability: 

 Frequency Percent )%(   

Strongly agree 37 39.8 

Agree 54 58.1 

Don't know 1 1.1 

Disagree 1 1.1 

Total 93 100.0 

 

Table (12): We are promoting a culture which supports the generation of 

new ideas: 

 Frequency Percent )%(   

Strongly agree 54 58.1 

Agree 32 34.4 

Don't know 2 2.2 

Disagree 2 2.2 

Strongly disagree 3 3.2 

Total 93 100.0 
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Table (13): There is a sound approach to develop a culture that continually 

seeks to improve the   effectiveness of collaboration and teamwork: 

 Frequency Percent )%(   

Strongly agree 51 54.8 

Agree 38 40.9 

Don't know 2 2.2 

Disagree 1 1.1 

Strongly disagree 1 1.1 

Total 93 100.0 

 

Table (14): Using technology to support culture of creativity and 

innovation: 

 Frequency Percent )%(   

Strongly agree 34 36.6 

Agree 44 47.3 

Don't know 5 5.4 

Disagree 9 9.7 

Strongly disagree 1 1.1 

Total 93 100.0 

Excellence model implementation will improve the design of 

organizations: 

Table (15): Our leaders ensure that the organization is flexible and manages change 

effectively: 

 Frequency Percent )%(   

Strongly agree 43 46.2 

Agree 45 48.4 

Don't know 4 4.3 

Disagree 1 1.1 

Total 93 100.0 
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Table (16): Our people adapt Organizational structure to support the achievement of 

strategic goals: 

 Frequency Percent )%(   

Strongly agree 34 36.6 

Agree 48 51.6 

Don't know 7 7.5 

Disagree 4 4.3 

Total 93 100.0 

 

Table (17): Processes are designed and managed to optimize stakeholder value: 

 Frequency Percent )%(   

Strongly agree 39 41.9 

Agree 48 51.6 

Don't know 5 5.4 

Disagree 1 1.1 

Total 93 100.0 

 

Table (18): Designing our products and services portfolio carefully: 

 Frequency Percent )%(   

Strongly agree 36 38.7 

Agree 47 50.5 

Don't know 5 5.4 

   

Disagree 4 4.3 

Strongly disagree 1 1.1 

Total 93 100.0 
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Table (19): We are designing and developing a meaningful mix of process performance 

indicator and related outcome measures: 

 Frequency Percent )%(   

Strongly agree 44 47.3 

Agree 46 49.5 

Don't know 2 2.2 

Disagree 1 1.1 

Total 93 100.0 

 

Table (20): Our company effectively manage change through structured project 

management and focused process improvement: 

 Frequency Percent )%(   

Strongly agree 50 53.8 

Agree 36 38.7 

Don't know 4 4.3 

Disagree 3 3.2 

Total 93 100.0 

 

Excellence model implementation enhances the managerial and employees 

recognition: 

Table (21): Our leaders develop the mission, vision, values and ethics and act as role 

models 

 Frequency Percent )%(   

Strongly agree 55 59.1 

Agree 36 38.7 

Don't know 1 1.1 

Disagree 1 1.1 

Total 93 100.0 
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Table (22): People communicate effectively throughout the organization: 

 Frequency Percent )%(   

Strongly agree 70 75.3 

Agree 21 22.6 

Don't know 1 1.1 

Disagree 1 1.1 

Total 93 100.0 

 

Table (23): People's knowledge and capabilities are developed: 

 Frequency Percent )%(   

Strongly agree 44 47.3 

Agree 41 44.1 

Don't know 2 2.2 

Disagree 4 4.3 

Strongly disagree 2 2.2 

Total 93 100.0 

 

Table (24): Information and knowledge are managed to support effective decision 

making and to build organization's capability 

 Frequency Percent )%(   

Strongly agree 29 31.2 

Agree 48 51.6 

Don't know 11 11.8 

Disagree 4 4.3 

Strongly disagree 1 1.1 

Total 93 100.0 
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Table (25): Motivating our people to become involve in improvement and innovation: 

 Frequency Percent )%(   

Strongly agree 55 59.1 

Agree 31 33.3 

Don't know 1 1.1 

Disagree 4 4.3 

Strongly disagree 2 2.2 

Total 93 100.0 

 

Table (26): Our staff manages the end to end processes, including processes that 

extend beyond the boundaries of the company: 

 Frequency Percent )%(   

Strongly agree 48 51.6 

Agree 35 37.6 

Don't know 7 7.5 

Disagree 3 3.2 

Total 93 100.0 

 

Table (27): Ensuring a healthy work in our company 

 Frequency Percent )%(   

Strongly agree 42 45.2 

Agree 41 44.1 

Don't know 3 3.2 

Disagree 7 7.5 

Total 93 100.0 
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Excellence model implementation will reduced the Cost of quality:  

Table (28): The company produces and delivers Products and services to meet or 

exceed, customer needs and expectations 

 Frequency Percent )%(   

Strongly agree 54 58.1 

Agree 38 40.9 

Disagree 1 1.1 

Total 93 100.0 

 

Table (29): We are developing an effective and efficient value chain to ensure we can 

consistently deliver on our promised value proposition 

 Frequency Percent )%(   

Strongly agree 50 53.8 

Agree 39 41.9 

Don't know 1 1.1 

Disagree 3 3.2 

Total 93 100.0 

 

 

Table (30): Comparing our performance with relevant benchmarks to learn from their 

strengths: 

 Frequency Percent )%(   

Strongly agree 42 45.2 

Agree 38 40.9 

Don't know 9 9.7 

Disagree 4 4.3 

Total 93 100.0 
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Table (31): Building and maintain a dialogue with customers, based on openness and 

transparency is our aim 

 Frequency Percent )%(   

Strongly agree 47 50.5 

agree 39 41.9 

Don't know 7 7.5 

Total 93 100.0 

 

Table (32): Our process owners understand their role and responsibility in developing, 

maintaining and improving processes to ensure quality 

 Frequency Percent )%(   

Strongly agree 42 45.2 

Agree 47 50.5 

Don't know 3 3.2 

Disagree 1 1.1 

Total 93 100.0 

 

Table (33): We design the financial, control, reporting and review processes to ensure 

quality and optimize the use of resources 

 Frequency Percent )%(   

Strongly agree 47 50.5 

Agree 39 41.9 

Don't know 2 2.2 

Disagree 5 5.4 

Total 93 100.0 

 

 



 

XVIII 
 

 

 

   

 

 

 

 

Table (34): Our HR. defines the skills, competencies and people performance levels 

required to achieve customer requirement 

 Frequency Percent )%(   

Strongly agree 28 30.1 

Agree 48 51.6 

Don't know 8 8.6 

Disagree 5 5.4 

Strongly disagree 4 4.3 

Total 93 100.0 
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APPX -4: 

 

Questionnaire auditing: 

The questionnaire had been audited by the following doctors, 

And their advice were used to improved the questionnaire 

 

1- Dr. Mohamed Fadalla Ali –  associate professor 

2- Dr. Abdulla Abdul Rahim –  associate professor 

3- Dr. Abbas Abdul Gafoor   -  accessory professor 

 

  

  

 

 

 

 

 

 

 

 

 

 

 

 


