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Abstract

The objective of this study is to present a model for evaluating the maturity of processes in a
pharmaceutical company in Iran, in order to identify the current state of the processes and
provide the necessary foundation for continuous improvement and enhanced organizational
performance. The application of such models in the pharmaceutical industry can lead to
improved product quality, reduced costs, and increased customer satisfaction. To this end, a
foundational maturity model was first reviewed based on a literature study, with the help of the
European Foundation for Quality Management (EFQM) Excellence Model and the ISO
9004:2018 standard, and key indicators for maturity assessment were extracted. Subsequently,
a questionnaire was designed based on these indicators and, after being validated by experts,
was distributed among specialists involved in the company’s processes. To analyze the data,
statistical methods and the calculation of average scores were employed, and the reliability of
the questionnaire was confirmed using Cronbach's alpha coefficient (0.859). The research
findings showed that the pharmaceutical company under study achieved an overall score of 63.8
out of 100, placing it at the third level of process maturity (Defined Level). Moreover, the
analysis of detailed indicators indicated that some processes such as strategic alignment, process
implementation, and process ownership were in favorable condition, while other indicators such
as learning and creativity, information infrastructure, and the human resources system required
significant improvement. Finally, several recommendations were proposed to elevate the
process maturity level to higher stages, including the implementation of a performance
management system, the development of an organizational learning culture, the adoption of
modern information technologies, and a revision of the human resources structure. In this way,
by obtaining the process maturity score of this pharmaceutical company, the weaknesses of its
processes were identified, and by reviewing and working to eliminate or reduce these
deficiencies, the company was supported in improving its performance and ultimately achieving
organizational excellence in the future.
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