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Abstract: Targeting the patient’s needs and preferences has become an important contributor for improving 

care delivery, enhancing patient satisfaction, and achieving better clinical outcomes. This study aimed to impact 

of total quality management (TQM) on the hospital's performance and the customer satisfaction. Proper 

implementation of TQM can be a very effective alternative or solution in improving the health care service 

quality, growing employees’ performance and customers’ or patients’ satisfaction at Royal Care International 

Hospital (RCIH) and Omdurman Maternity Hospital (OMH) in Khartoum state –Sudan. 

The present study identified thirteen important factors in implementation of TQM practices, which include 

continuous improvement, training and education, reward and recognition, effective communication, customer 

satisfaction and team work .And for examining the attributes that determine quality and customer satisfaction 

with healthcare delivery in the two hospitals, the researcher used the five SERVQUAL dimensions: tangibility, 

reliability, responsiveness, assurance and empathy. The RCIH and OMH were concerned with the tangibility 

dimension, as well as concerned with the Reliability dimension, but we find out the OMH they are not concerned 

with Reliability dimension. The customers in RCIH were interested with the Tangibility dimension, but we find 

out in OMH they weren’t care about Tangibility dimension. Also the RCIH & OMH weren’t concerned with the 

Assurance dimension because in RCIH weren’t care about the Empathy dimension, but we find out the OMH 

they were care about Empathy dimension. We found that the majority of RCIH & OMH customer they weren’t 

satisfied about the service provided from these hospitals.   

Conclusion: Efforts should be focused on establishing a foundation that can inspect and accredit quality in the 

health care system in Sudan. 
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I. Introduction: 
The health care and medical services are growing immensely due to a high influx of the private sector, 

changing disease patterns, medical tourism, and demographic variations. Development of new and advanced 

techniques, increased awareness on patient’s safety, intensity of competition in health care market, and new 

generation of purchasers and providers have forced the health care institutions to improve the efficiency and 

introduce a consumer culture in their institutions for effective cost and quality of care [1-3]. Quality of care is 

the vital issue for every health care institution and there is an immediate need for health care reforms in order to 

address and resolve the problems associated with quality of care, as well as patient preferences, safety, and 

choice [4]. Another critical issue is the consistently increasing operating costs of health care institutions. Rising 

health care expenditures have created serious financial burdens for the ex-chequer (government department in 

charge of national revenue or national treasury) in many countries like Canada, the United States, the United 

Kingdom, and Taiwan [5], and are facing a serious fall in business and a debt crisis. In such a situation, health 

care institutions need to re-examine their ways of doing business in order to decrease their operating costs while 

increasing quality and value in their delivery process. The issue of the service quality has been given 

considerable importance in the 1980’s and 1990’s and has become the challenge that will face nations in the 

twenty-first century. The dimensions of quality are technical competence, accessibility, effectiveness, good 

relations, efficiency, continuity, safety and amenities, realization and development with a focus on Inspection to 

Quality Control, then to Quality Assurance, and finally to TQM. 

Total Quality Management (TQM) is one of the most prominent developments in management for the 

past two decades. TQM started in Japan in the early 1980s and spread to the Western countries and Australia. In 

the 1990s, TQM topics became very important, and many companies were looking to apply TQM and use it to 

develop and improve their businesses [6].Total Quality Management is defined as “a management philosophy 



The impact of total quality management (TQM) on the hospital's performance and the.. 

DOI: 10.9790/487X-2206020107                               www.iosrjournals.org                                                2 | Page 

concerned with people and work processes that focuses on customer satisfaction and improves organizational 

performance” [7]. 

 

Quality Management Concepts in Healthcare 

Nowadays, the majority of authors agree that the development and implementation of the quality 

management system in the healthcare organizations represents a revolutionary change 

for organizations. Quality management affect the structure, core, internal and external, ownership and 

customer (patient/client) relationships, the quality system and almost all the other systems and segments of the 

organization. With that in mind, it is quite reasonable that, in the last couple of decades, great progress has been 

made in organizing business, which has led to the situation where organizations are increasingly oriented to 

processes, rather than to the organizational structure [8].  

For the last couple of decades, the most remarkable educators, researchers and practitioners have been 

examining the role that quality plays in healthcare organizations. Various researchers have sought to invent, 

improve and implement different quality management practices that would help finding an optimal way to take 

care of each individual patient. However, despite its continuing popularity, the literature on quality suggests that 

quality of healthcare services has not been fully determined. In the face of uncertainties, there still remains one 

fundamental approach to be revealed which would take away all the current medical errors and reasons for 

failure.  

The majority of authors agree that the healthcare sector is profoundly different from other sectors and the variety 

of authors address diverse reasons to underpin those claims. However, Filipovic et al. [9] discussed the most 

important ones:   

 First, healthcare services are specific because of the physical and mental involvement of patients in the 

process of services providing. In other words, the provision of healthcare services is based on continuous 

interaction between healthcare professionals (doctors or medical technicians) and customer (patient/client).  

 The customers may have a little knowledge of the professional aspects of the services. The relationship 

between patients and medical staff is the basis for creating input elements in the process. Whether the patients 

will cooperate and, consequently, whether they will be satisfied with the provided service, depends mainly on 

healthcare staff. Without effective patient/client inputs (their needs, requirements and expectations, 

communication of its health status, potentialadverse effects and disorders), effective treatment is not possible.  

 Payment and service provision are two completely separate activities in healthcare. Paying for 

healthcare services is usually done by a third party. Therefore, the healthcare service provider should satisfy not 

only the requirements of the customer (patient/client), but also the person who pays for that healthcare service 

(for example, healthcare insurance).   

 Healthcare services are characterized by the complexity of connections and interactions between 

patients, clients, doctors and other healthcare workers, suppliers of medical and non-medical equipment, 

materials and resources, healthcare insurance, legislative and other regulatory bodies. 

Healthcare industry, which includes public and private hospitals, basic healthcare units or centers, 

maternity and child healthcare units, and dispensaries is a major source for healthcare provider that serves the 

society in delivering services for healthiness and contribute in the national development. Quality management 

has become an important issue with increasing attention in hospitals due to hospital management initiatives, 

influence of clients or patients, insurance companies, public pressure, stakeholders or management and 

government [10]. One of the important quality management programme is Total Quality Management (TQM), 

which is a designed and esta6blished organizational effort to manage quality based on participation at every 

level, aiming to improve customer satisfaction and performance of staff [11-13]. For any successful total quality 

management implementation, elements such as leadership, trust, ethics, communication, integrity, training and 

education, teamwork, recognition, customer focus, information analysis, employee empowerment, human 

resource development and management policies and strategy are required [14-17]. In healthcare systems, TQM 

is a designed and efficient process that creates participation of entire organization in planning and 

implementation of continuous improvement in quality [11]. Several attempts to implement TQM across various 

sectors, including health care services, have been made but the success record of TQM has been dismal, which 

could be attributed to faulty implementation process, such as functional hierarchical, bureaucratic and 

authoritarian organizational structure, lack of consensus, unchallengeable leadership style, internal requirement 

domination and manpower shortfall [18-20].  

 

The SERVQUAL instrument developed by Parasuraman et al (1991) has proved popular, being used in many 

studies of service quality. The SERVQUAL Instrument measures the five dimensions of Service Quality. These 

five dimensions are: tangibility, reliability, responsiveness, assurance and empathy. 

Tangibility It is the appearance of the physical facilities, equipment, personnel and communication materials. 

Reliability It is the ability to perform the promised service dependably and accurately. Reliability means that 
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the hospital delivers on its promises-promises about delivery, service provision, problem resolutions and 

pricing.  

Responsiveness It is the willingness to help customers and provide prompt service. This dimension emphasizes 

attentiveness and promptness in dealing with customer’s requests, questions, complaints and problems. 

Assurance It means to inspire trust and confidence. Assurance is defined as employees’ knowledge of courtesy 

and the ability of the firm and its employees to inspire trust and confidence. Empathy It means to provide 

caring individualized attention the firm provide its customers [21]. 

 

II. Research Methodology: 
Study design: descriptive and analytical approach, which depends on the state of facilities services Sudanese 

regime applicable to the study of total quality management in addition to the statistical analysis of the 

questionnaire. 

Study area: The study will be in Khartoum state. 

Royal Care International Hospital – (RCIH): Is private hospital, it is a multi-disciplinary hospital focusing on 

advanced health care services, in addition to the Center for Continuing Education and Research according to the 

latest advanced scientific methods, to present a very carefully care for patients built on the fundamentals of 

quality, cooperation, empathy, development and ethics. 

Omdurman Maternity Hospital – (OMH): It a specialized hospital for the purpose of raising maternal and 

newborn care, as natural development for the midwifery school. The Omdurman maternity hospital is the largest 

hospital for gynecology and obstetrics at the level of Sudan. 

sample size: 

Sample size of the patients: 

The total number of Patients in Royal Care International Hospital (n) =140 

𝒏𝟎= 
 𝒛 𝟐 𝒑  𝟏−𝒑 

 𝒅 𝟐
 

 

𝑧 = 1.96      𝑝 = 0.5         𝑑 = 0.05 

By the above equation 𝑛0= 384 

 

𝒏𝒔𝒕𝒓𝒂𝒕𝒂 = 
𝒏

𝑵
 * 𝒏𝟎       = 140/483 *384    =111 

 

     That means we will select about 111patients from Royal Care International Hospital to participate in my 

study. 

   The total number of Patients in Omdurman Maternity Hospital (n) =343 

𝒏𝒔𝒕𝒓𝒂𝒕𝒂 = 
𝒏

𝑵
 * 𝒏𝟎       = 343/483 *384    = 272 

That means we will select about 272patients from Omdurman Maternity Hospital to participate in my study. 

 

Significance of the research: To know the effect of the application of Total Quality Management in the Royal 

Care International Hospital (private sector) and  Omdurman Maternity Hospital (Government sector) to 

improve the performance and the reflection as good service to increase the customer satisfaction. 

 

III. Results: 
A total of 383 questionnaires were delivered to two hospitals, they distributed as 120 customers 

(31.33), 128 as free business (33.42) and 135 house wife (35.25) in both hospitals. According to gender 

distributed 217 females (56.66) and 166 males (43.34). Approximately 66% of the participants had an age less 

than 30 years old, about 27% less than 40 years old while about 7 % bigger than 40 years old. 
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Figure 1. show Frequency distribution of job title for all customer in both hospitals RCIH & OMH 

 

 
Figure 2. show frequency distribution of all employee according to their gender 

 

 
Figure 3 . Show frequency distribution of age groups 
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Table 1. show answer of all questionnaire questions in RCIH and OMH 
 

Questions 
Agree strongly Agree Neural Disagree Disagree strongly 

RCIH OMH RCIH OMH RCIH OMH RCIH OMH RCIH OMH 

Diagnostic equipment and medical equipment are available 

and keep pace with development 
3 8 59 131 20 51 28 79 1 3 

The staff uniforms have a decent and dedicated for each 

section 
- 5 5 180 79 13 26 71 1 3 

Employees usually provide service on time 4 8 51 120 3 7 48 122 5 15 

Existence of guidelines and signs for patients and 

accompanying persons to enable easy access to the required 

location on the hospital 

 

 

2 

4  

 

47 

97  

 

2 

8  

 

47 

129  

 

13 

34 

Employees provide services correctly from the first time - - 42 96 13 32 55 141 1 3 

I feel confident and comfortable with the medical staff - - 37 83 8 22 65 164 1 3 

The level of cleanliness is generally acceptable 9 20 43 108 12 31 42 104 5 9 

The hospital has the appropriate staff to provide the service 

around the clock 

- - 42 103 8 24 55 132 6 13 

The hospital admission procedures are quick and easy and 

affordable 

11 24 43 113 5 16 47 110 5 9 

Availability of public facilities/utility and easy access to 

them 

11 4 48 84 5 7 42 173 5 4 

The staff works as a team to provide the care needed by the 

patient 

2 4 39 84 2 12 66 169 2 3 

The staff are well qualified & trained 2 8 39 72 2 42 67 142 1 8 

The medical services provided are comprehensive and 

complete 

4 8 35 90 11 17 57 149 4 8 

The presence of employees in their workplaces and easy 

access to them 

4 4 36 68 6 87 61 109 4 4 

Ease of making suggestions and complaints and providing 

appropriate methods 

2 - 30 73 31 79 46 108 2 12 

An effective mechanism and quick to deal with complaints 

and suggestions 

- 21 33 125 26 16 47 106 5 4 

Good reception, courteous handling and good appearance by 

staff 

8 10 51 105 5 4 54 149 2 4 

The staff are ready to listen attentively and help patients and 

give them enough time to inquire and clarification 

3 14 43 83 2 32 61 128 2 15 

The rooms are comfortable and convenient and clean 5 14 31 80 15 33 54 124 6 21 

The food provided is of high quality 5 10 28 120 15 16 53 109 10 17 

Provides adequate laboratory and clinical examinations and 

prompt diagnosis 

3 - 47 52 7 9 46 198 8 13 

Obtaining sufficient information by calling the inquiries 

number 

- - 22 32 5 20 78 212 6 8 

Patients problems are dealt with seriously - - 15 15 9 15 83 233 4 9 

Rapid response from medical staff upon call - - 6 29 7 27 93 211 5 5 

The presence of services to support people with special 

needs 

- 4 14 62 13 69 81 133 3 4 

There are convenient and proper waiting areas 2 8 27 66 27 10 53 180 2 8 

The medical staff give sufficient information about the 

health status and treatment plan for the patient 

3 4 24 35 6 39 74 174 4 20 

Patient privacy and confidentiality  is respected in this 

hospital 

2 14 16 64 16 39 68 140 9 20 

The health services provided are better than other treatment 

facilities 

4 18 29 65 13 38 56 132 9 19 

In general, I am satisfied with this hospital services 4 10 28 90 17 44 53 113 9 15 

 

IV. Discussions: 
There are different categories for the questions for customer, the first question in the customer 

questionnaire is Diagnostic equipment and medical equipment are available and keep pace with development:  

the majority of answer in RCIH was agree with percent 53.15%, also the OMH customers agree with percent 

48.2%. The second question is the staff uniforms have a decent and dedicated for each section: the answer in 

RCIH neutral with percent 71.1%, while the OMH customers disagree with percent 66.2%. 

Employees usually provide service on time: the majority in RCIH was agree with percent 45.9%, while 

the OMH customers most of them disagree with percent 44.8%.from the above that the RCIH were concerned 

with the Reliability dimension, but we find out the OMH they are not concerned with Reliability dimension. 

Existence of guidelines and signs for patients and accompanying persons to enable easy access to the 

required location on the hospital: the majority answer in RCIH was agree with percent 43.3%, also the OMH 

customers agree with percent 87.4%. 

The fifth question in the customer questionnaire was Employees provide services correctly from the 

first time: the answer in RCIH was disagree with percent 49.5%, also the OMH customers disagree with percent 

51.8%. I feel confident and comfortable with the medical staff: the answer in RCIH was disagree with percent 

58.6%, while the OMH customers most of them also they were disagreeing with percent 60.3%. From the above 

that the RCIH & OMH weren’t concerned with the Assurance dimension. 

The seven question in the customer questionnaire is The level of cleanliness is generally acceptable: the 

majority of answer in RCIH was agree with percent 38.7%, also the OMH customers agree with percent 39.7%. 

due to that the (RCIH) and (OMH) were care about the tangibility dimension. The hospital has the appropriate 
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staff to provide the service around the clock: the answer in RCIH was disagree with percent 49.5%, while the 

OMH customers disagree with percent 48.5%. We found from the above that the RCIH & OMH weren’t 

concerned with the Responsiveness dimension. 

The hospital admission procedures are quick and easy and affordable: the majority of answer in RCIH 

was disagree with percent 42.3%, while the OMH customers agree with percent 41.5%. here concerned with the 

Reliability dimension, but we find out the OMH they were concerned with Reliability dimension.The tenth 

question is (Availability of public facilities/utility and easy access to them) the majority answer in RCIH was 

agree with percent 43.2%, while the OMH customers disagree with percent 63.6%. From the above that the 

RCIH were interested with the Tangibility dimension, but we find out the OMH they weren’t care about 

Tangibility dimension. 

The staff works as a team to provide the care needed by the patient: the at RCIH was disagree with 

percent 59.5%, also the OMH customers answer is disagree with percent 62.1%. Because RCIH & OMH 

weren’t concerned with the Assurance dimension. The twelfth question is The staff are well qualified & trained: 

the answer in RCIH was disagree with percent 60.3%, also the OMH customers choose disagree with percent 

52.2%. The thirteenth question is the medical services provided are comprehensive and complete: the majority 

of answers in RCIH disagree with percent 51.3%, while the OMH customers disagree with percent 54.8%. From 

the above that the RCIH & OMH weren’t concerned with the Assurance dimension. 

The presence of employees in their workplaces and easy access to them: the answer in RCIH was 

disagree with percent 54.9%, same as the OMH customers disagree with percent 40%.The question is Ease of 

making suggestions and complaints and providing appropriate methods: the majority of answer in RCIH was 

disagree with percent 41.4%, the OMH customers disagree with percent 39.7%. From the above that the RCIH 

& OMH weren’t interested in the Assurance Dimension. The sixteenth question is an effective mechanism and 

quick to deal with complaints and suggestions: the answer in RCIH was disagree with percent 42.3%, while the 

OMH customers agree with percent 45.9%. because in RCIH weren’t care about the Empathy dimension, but we 

find out the OMH they were care about Empathy dimension. 

Good reception, courteous handling and good appearance by staff: the answer in RCIH was disagree 

with percent 48.6%, also the OMH customers disagree with percent 54.7%.The staff are ready to listen 

attentively and help patients and give them enough time to inquire and clarification: the majority of answer in 

RCIH was disagree with percent 54.9%, also the OMH customers disagree with percent 47%.  

The nineteenth question is the rooms are comfortable and convenient and clean: the answer in RCIH is 

disagree with percent 48.6%, and in OMH customers disagree with percent 45.6%. 

The twentieth question is The food provided is of high quality: the majority in RCIH answer disagree 

with percent 47.7%, while the OMH customers agree with percent 44%. From the above that the RCIH weren’t 

interested with the Reliability dimension, but we find out the OMH they were care about Reliability dimension. 

Provides adequate laboratory and clinical examinations and prompt diagnosis: the majority answer in 

RCIH was agree with percent 42.3%, while the OMH customers disagree with percent 72.7%.Question twenty-

two is Obtaining sufficient information by calling the inquiries number: the answer in RCIH was disagree with 

percent 70.3%, also the OMH customers disagree with percent 77.9%.  

Patients problems are dealt with seriously: the of this question in RCIH was disagree with percent 

74.8%, also the OMH customers disagree with percent 85.7%.Rapid response from medical staff upon call: the 

majority answer in RCIH was disagree with percent 83.8%, also the OMH customers disagree with percent 

77.5%.Question twenty-five is The presence of services to support people with special needs: the answer in 

RCIH is disagree with percent 73%, also the OMH customers disagree with percent 48.9%.There are convenient 

and proper waiting areas: the majority of answer in RCIH was disagree with percent 47.7%, also the OMH 

customers disagree with percent 66.1%.  

Question twenty-seven in the customer questionnaire is The medical staff give sufficient information 

about the health status and treatment plan for the patient: the majority were their answer in RCIH was disagree 

with percent 66.7%, also the OMH customers disagree with percent 63.9%. Question twenty-seven is The 

medical staff give sufficient information about the health status and treatment plan for the patient: the answer in 

RCIH was disagree with percent 66.7%, also the OMH customers disagree with percent 63.9%. Patient privacy 

and confidentiality is respected in this hospital: the majority of answer in RCIH was disagree with percent 

61.3%, also the OMH customers disagree with percent 51.4%. The health services provided are better than other 

treatment facilities: the majority of answer in RCIH was disagree with percent 50.5%, also the OMH customers 

disagree with percent 48.5%.Question thirteen is in general, I am satisfied with this hospital services: the answer 

in RCIH was disagree with percent 47.7%, same as the OMH customers also disagree with percent 41.5%.We 

found from the above that the   majority of RCIH & OMH customer they weren’t satisfied about the service 

provided from these hospitals.   

 

 

 



The impact of total quality management (TQM) on the hospital's performance and the.. 

DOI: 10.9790/487X-2206020107                               www.iosrjournals.org                                                7 | Page 

V. Conclusion 
In keeping with the research objectives, our study identified several attributes that can help hospital 

managers choose appropriate practices for delivering patient-centered services. 

TQM is an operational system for incorporating organization’s quality development, maintenance and 

improvement efforts of different aspects to enable products and/or services at most reasonable level and achieve 

full satisfaction. It has gained increasing attractiveness as an approach to lead transformational change in an 

organization’s managerial philosophy and operational efficiency. Proper implementation of TQM can be a very 

effective alternative or solution in improving the health care service quality, growing employees’ performance 

and customers’ or patients’ satisfaction in Khartoum state –Sudan. The present study identified thirteen 

important factors in implementation of TQM practices, which include continuous improvement, training and 

education, reward and recognition, communication, customer satisfaction, teamwork, the RCIH and OMH were 

concerned with the tangibility dimension, as well as concerned with the Reliability dimension, but we find out 

the OMH they are not concerned with Reliability dimension. The RCIH were interested with the Tangibility 

dimension, but we find out the OMH they weren’t care about Tangibility dimension. Also the RCIH & OMH 

weren’t concerned with the Assurance dimension. Because in RCIH weren’t care about the Empathy dimension, 

but we find out the OMH they were care about Empathy dimension. We found that the majority of RCIH & 

OMH customer they weren’t satisfied about the service provided from these hospitals.   
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