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Abstract

Purpose: The purpose of this study is to present a novel model for the first time called
"fuzzy comprehensive model” to experimentally evaluate the performance of hospitals
using the combined methods of Sustainable Balanced Scorecard ,Swara and Multimoora.
Methodology: Using content analysis, the initial list of performance indicators,
sustainability development and reputation of Balanced Scorecard in the field of
performance evaluation of 907 hospitals in Iran are extracted and was finalized using the
fuzzy Delphi method. Using the fuzzy Swara method, each of the relevant indicators was
weighted and using the Multimoora method hospitals were ranked based on the importance
of the performance, sustainability development and reputation indicators.

Results: The results led to the finalization of 81 indicators that 28 indicators were in internal
processes and 10, 6, 8, 9 and 12 indicators in financial, customer, environmental, social
responsibility and reputation aspects, respectively.

Conclusion: Interpretation of results shows that the most important aspects to evaluate
performance for private hospitals are first financial and then customer, while for public
hospitals are first growth and learning and then internal processes

Contribution: Because this model is comprehensive and complete, it can be useful for
governments and hospital managers around the world and contribute to the development of
existing literature knowledge in the field of Balanced Scorecard.
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