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Abstract

In recent years, business excellence models have been increasingly adopted as structured
approaches to enhance quality, improve organizational performance, and strengthen
competitiveness. However, applying the EFQM 2020 model in the retail industry particularly
in chain-store contexts faces notable challenges, including (i) the incomplete alignment of some
EFQM approaches with the operational characteristics of retailing and (ii) the subjectivity and
uncertainty inherent in expert scoring during self-assessment. Accordingly, the practical
objective of this study is to develop a localized and implementable excellence assessment
framework for chain retailers, enabling managers to monitor excellence more accurately, reduce
reliance on purely subjective judgments, and prioritize improvement initiatives under
uncertainty .To this end, the study first identified retail-relevant criteria, sub-criteria, and

approaches through a systematic review of the literature and document analysis, and then
refined them using expert elicitation. To handle ambiguity and convert qualitative expert
judgments into quantitative scores, a fuzzy logic—based scoring mechanism was designed and
implemented as a fuzzy inference system (FIS). The model’s validity was further examined
through appropriate agreement measures among experts. Finally, the proposed framework was
applied in a real-world case study of Ofogh Koorosh The practical findings indicate that the

localized EFQM-based framework combined with the fuzzy inference system provides a more
consistent, stable, and repeatable scoring process, thereby mitigating variations caused by
human judgment. In the case study, the framework produced an overall excellence score of 50,
which can be used in practice to identify performance gaps and support managerial decision-
making by prioritizing improvement projects across the three domains of Direction, Execution,
and Results. Overall, the proposed framework serves as a decision-support tool for chain
retailers operating in highly competitive environments where decisions must often be made
under imperfect and uncertain information.

Keywords: EFQM 2020, localization, retail industry, chain stores, fuzzy logic, fuzzy inference

system
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