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Abstract

Total Quality Management in Non—govermental Hospitals of Central

and Southern West Bank and Ways of Developing them

This study aims to identify the extent to which the total quality
management of  health services in private and Non-govermental
Hospitals in the middle and south of the West Bank is applied
(tangibility, reliability, courtesy, empathy, responsiveness and
confidence) and the impact of these variables on the degree of satisfaction
amongst patients. To achieve the goal of the study, a questionnaire was
developed whose domains were derived relying on the total quality
variables. Where 300 questionnaires were distributed to a stratified
random sample to regular residents who admitted to the hospitals for a
day and more. Data was analyzed using the Statistical Packages for Social
Sciences (SPSS) where the application of descriptive statistics in addition
to the factor analysis were carried out in order to determine the total
quality variables and the variable satisfaction amongst patients (patient’s

satisfaction). Two models of multiple linear regression were also applied.

The study concluded a group of results, the most important is that total
quality application in private and civil hospitals in the middle and

southern part of the west bank is high. Where the arithmetic average of all
dimensions of the total quality reached 4.09 stand out 5% with a
deviation of 0.56, and the dimension of courtesy was the most element

applied amongst all axes. And reliability was the less applied in return.

The results have also shown that there is a statistically significant positive



correlation between satisfaction and all total quality variables except the
responsiveness variable. While the degree of patient's satisfaction within
the hospital did not differ according to sex, length of stay and hospital
type, the variation of the degree of education affects patient satisfaction
within the hospital. The study came to many recommendations most
importantly: The need to focus on the quality of health services standards
in private hospitals and considering it as an integrated system of services.
And it also recommended giving greater attention to the total quality
variables application which received less attention from hospitals
compared to other dimensions as they have asignificant impact of
patients' satisfaction, most importantly the variables of empathy and
reliability. An additional recommendation was the need to continue to
improve the health services in line with the changing and renewed needs

of beneficiaries.
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