
[image: A logo for a university

Description automatically generated]



Research Title:

Integration of Electronic Management Systems with Quality Improvement Frameworks to Enhance Service Excellence in Saudi Private Hospitals.



Prepared by: 
Adel Alwi Albiety

Supervised by:
Dr. Al-Faisal Abdul Hameed
Dr. Ahmed Alaa

Programm: Master of Health Administration
Academic Year: 2025–2026


[bookmark: _heading=h.6w9vdu3gg1z9]Chapter One
[bookmark: _heading=h.gbevlkp30u6]Introduction
[bookmark: _heading=h.cefd9mme03h0]1.1 Background of the Study
Healthcare worldwide has been found to be facing the difficulty of changing to new technology, increasing patient requirements, and meeting quality standards. As a result, increasing demands are being placed on operational efficiency of healthcare establishments but demand for patients’ services and patient safety (García-Costas et al., 2015). Thus, electronic management systems are a significant way for organizational effectiveness to be improved and improving delivery service in the healthcare sector.
 
Electronic management involves the application of computerized technologies and information systems that allow management of administrative procedures, collaboration for exchange of communication and workflow among staff, etc.  (Laudon and Laudon, 2004).
 
 Nurses and doctors in the hospital environment use electronic health information but it is limited to hospital information system for hospitals and organizations, electronic medical records, digital communication devices and administrative workflows. These tools allow hospitals to obtain reliable information, avoid administrative holdups and coordinate across the team. It has been confirmed that electronic technologies are directly related to higher quality health care and patient safety (Buntin et al., 2011) and resource utilization.
 

 Simultaneously, healthcare organizations are adopting more systematic quality improvement practices in response to the need to sustain the provision of such services. The focus of standardized quality improvement, including Total Quality Management (TQM), Continuous Quality Improvement (CQI) and Lean management, on systematic monitoring and performance evaluation as well as continuous learning throughout the organization.
 
 Deming (1986) stated, in the context of sustainable quality improvement, mechanisms and processes that actively solicit and receive feedback from the stakeholder and organizational context would lead to feedback that will remain active rather than passive in the process. Similarly, Juran (2003) also notes that quality planning, control, and improvement of organizational processes are an important foundation of long-run organizational effectiveness, regarding quality planning and control process and improvement (Juran 2003).
 
 The introduction of E-Management and quality improvement initiatives is common; however, few clinics have at the most limited extent implemented these E-Management systems which means at most clinics do not effectively use it. The use of digital management tools has little connection with quality frameworks to support their service ability to ensure service efficiency, which may constrain their usefulness to quality of service.
 





 Companies are recognized as interconnected components whose integration allows organization subsystem synchronization to enable enhancement of performance and sustainability (Bertalanffy, 1968). In Saudi Arabia, the health sector is in an era of reformation and rehabilitation in accordance with Vision 2030 where digital transformation and quality improvement are considered as aims to improve the standard and quality care. Private hospitals are implementing modern electronic management systems and seeking national and international accreditation to be more competitive and deliver better services. However, the relationship between electronic management system and implemented quality improvement programme implementation is still unexplored in empirical studies with respect to service excellence in Saudi private hospitals.
 
 Thus, this was the research agenda to find out whether merging the electronic management system with the quality improvement system would improve service excellence improvement among the Saudi region’s private hospitals. An examination in this subject matter is not only useful for academic purposes, but to use good healthcare management in general, because it will contribute to increased organization productivity and patient engagement.
 









[bookmark: _heading=h.cxqq7kf1cucj]1.2 Problem Statement
Healthcare institutions present enhanced service quality, operational effectiveness and patient satisfaction challenges within the rapidly changing technology, expanding competition environment.
 
Investment and coordination between electronic management systems/comms and quality improvement for many hospitals Despite a great deal of investment and cooperation in electronic management systems and quality improvement among various hospitals, almost no coordination has taken place. But such disparity can lead to disparate workflow, difficult communication and weak service provision without connection.
 
Recent years have seen digital transformation initiatives emerge as a new emerging industry in recent years, and the extent to which Saudi private hospitals engage into QI processes to effectively deliver their services remains under-scrutinized. Furthermore, if the leadership buy-in was questionable, or the company could foresee the shift on how their integrated management system would be being used, their uptake of this solution was positive. As such, the degree to which integration of electronic management systems with quality improvement frameworks facilitates service excellence is an immediate need for empirical investigation.
 
 
 
 
 
  
[bookmark: _heading=h.96dm915ejxul]1.3 Significance of the Study
The key resource for this academic inquiry is the study on the adoption of electronic management systems in healthcare organizations and their impact on quality improvement practices. In addition, it is anticipated to provide practical recommendations for hospital management to plan operations and improve service quality with technology and management skills. The study secondly yields knowledge on national healthcare reform agendas of private healthcare organizations on root causes of organizational performance and patient satisfaction. Moreover, it could aid in policy formulation for successful digital transformation and quality management implementation in the Saudi healthcare sector
 
 
 
 
 
 
 
 
 
 
 
 
 
  
[bookmark: _heading=h.cfrzgjecxr4q]1.4 Research Objectives
The main objective of this study is to examine the impact of integrating electronic management systems with quality improvement frameworks on service excellence in Saudi private hospitals.
The specific objectives are:
1.     To analyze the adoption of electronic management systems in Saudi private hospitals.
2.     To assess the implementation of quality improvement frameworks in healthcare organizations.
3.     To investigate the integration of electronic management systems on service excellence.
4.     To evaluate leadership support that can be helpful with respect to enhancing integrated effectiveness.
5.     To discuss the impact of organizational readiness on the successful adoption of integrated systems.
 
 
 
 
 
 
 
 
 
[bookmark: _heading=h.xopuhlpod78r]1.5 Research Questions
Accordingly, the present investigation hopes to answer the following research questions:
 
1.     To what extent are private hospitals in Saudi Arabia using electronic management systems?
2.     To what extent do these institutions put quality improvement-infused frameworks in place?
3.     How does electronic management systems integration link to service excellence?
4.     How does leadership support influence the impact of integration efforts?
5.     How does organizational readiness influence the service level performance of healthcare services?
 
 
 
 
 
 
 
 
 
 
 

[bookmark: _heading=h.rzjpaam4j54s]1.6 Research Hypotheses
H1: Integration of electronic management systems in private hospitals positively influences service excellence.
 
H2: Quality improvement frameworks are positively related to the performance of organizations.

 H3: System integration is positively moderated by leadership support and positively influences service excellence.

 H4: Organizational readiness is a leading factor in improving the effectiveness of implementation of electronic management.
 
 
 
 
 
 
 
 
 
 

[bookmark: _heading=h.qq9p9qddqlg9]1.7 Conceptual Framework
This study proposes an integrated conceptual framework in which:
●        Electronic Management Systems → Service Excellence
●        Quality Improvement Frameworks → Service Excellence
●        Leadership Support → Moderating Variable
●        Organizational Readiness → Mediating Variable
 
 
 
 
 
 
 
 
 
 
 
 


[bookmark: _heading=h.od6k09oa2chw]1.8 Definition of Terms
Electronic Management Systems: Systems that support administrative, operational and other functions of healthcare organizations.

 Quality Improvement Frameworks: Techniques for improving the efficiency and service quality in an organization's performance.

 Service Excellence: The extent to which healthcare organizations are capable of continually offering high-quality services and delivering those services to meet the expectations and needs of their patients.

 Organizational Readiness: The commitment of the organization to change a new technology.
 
 
 
 
 
 
 
 
 

[bookmark: _heading=h.yuhey1snuhgt]1.9 Organization of the Study
This research is structured in six chapters:
Introduction and research background in Chapter One
Chapter Two presents a literature review on research and theory analysis.
The research technique is described in Chapter Three.
The results of all the analysis of data can be found in Chapter Four.
In Chapter Five we present the findings, and in Chapter Six we summarize them and finally propose recommendations.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
[bookmark: _heading=h.ydjefum526th]Chapter Two
[bookmark: _heading=h.3z63lflxcod]Literature Review
[bookmark: _heading=h.jklbwv38615r]2.1 Introduction
Healthcare organizations perform in challenging environments where rapid technological change, massive consumers' demand meets up with a demand for quality change. Hence, to maintain a competitive advantage and sustainability, healthcare organizations must develop new management practices for optimal operation and service delivery. Including these approaches, electronic management systems and structured quality improvement frameworks have garnered significant interest in academic research and practical health management (Laudon and Laudon, 2020).
 
 Digital management platforms have emerged as one central means to achieve efficiency and delivery of quality-improving service projects. Studies have demonstrated that knowledge technology use in health care facilities facilitates coordination, reduction of health care errors, and decisions (Buntin et al., 2011). At the same time, the quality management systems provide structured methods for performance monitoring which can guide a strategy for improving (Oakland, 2014).
 
 A brief review of the literature on electronic management systems and quality improvement frameworks, along with quality management and related concepts in healthcare organization service excellence, with regard to digital systems. It sets out previous empirical studies and discusses the foundation of our current analysis.

 
[bookmark: _heading=h.5nh6e578a0dh]2.2 Electronic Management Systems in Healthcare
Information management is the technical department of health systems that enables an organization to manage the application, software, etc., of technology and service, or organization, and its use of such technology and services. These systems in healthcare organizations include hospital information systems, electronic health records, enterprise resource planning platforms, and automation applications for workflow.
 
 When these systems are used widely, their results are often accompanied by improved medical quality and increased efficiency within the organization (Laudon and Laudon, 2020). Nevertheless, electronic record-keeping systems can greatly benefit clinical documentation and teamwork by improving communication among health-care professionals to communicate and document patients in the most accurate way. Buntin et al. (2011) systematic review study of health information technology impact in healthcare that we identified that most of the studies had a positive impact on the quality of the care, efficiency and simultaneously patient safety. Similarly, McAlearney et al. (2010) claimed that successful implementation of electronic systems depends on strong leadership support, staff training, and organizational readiness.
 
The technology acceptance model (TAM) proposed by Davis (1989) is useful conceptual framework for studying acceptance of an electronic system in organizations. Technology acceptance is associated with the perceived usefulness and the perceived ability to engage using an employee's technology.

 

 At the organization level, staff acceptance of digital systems is the key factor for successful roll out of the process at healthcare organizations. Furthermore, the digital transformation initiatives have assumed greater importance in the approaches of health reform in several countries. According to Kruse et al. (2018), in this respect, electronic management systems can allow healthcare to become more accessible through reducing administrative costs and increasing the patient engagement. They also allow data-driven decision making, which is very important for service delivery improvements of healthcare.


[bookmark: _heading=h.ew780pt30lyj]2.3 Quality Improvement Frameworks
 Quality improvement framework theory provides a framework for an organizational process to improve and maintain service quality.
 
TQM or Total Quality Management is probably the most used method of quality management in healthcare. In the TQM strategy (Oakland, 2014), there is a high degree of commitment, values, commitment, ongoing improvement process employee involvement, employee involvement and customer satisfaction etc. that are considered the effective determinants of organization performance.
 
Deming (1986) suggested that the Plan–Do–Check–Act (PDCA) cycle for continuous quality improvement be developed, as a structured approach to diagnose performance gaps and corrective actions to be taken over time. Juran (1988) also articulated that quality planning, quality control and quality improvement are keys to the sustainable performance of organizations.
 

Lean management has also developed as a process for improving efficiency in healthcare organizations. Lean methods allow companies to enhance the processes, change and process and improve the process service flow thus improving the patient satisfaction (Womack and Jones, 2003). Concerning this point, hospitals have drawn from the literature that Lean applications can significantly reduce wait time and achieve a higher quality of the care they provide (Toussaint and Berry, 2013).
 
Another important quality system is continuous quality improvement (CQI) were performance management, along with learning systems, will be closely watched within the organization. Shortell et al. (1998) argues that CQI programs are highly successful only if there is commitment from leadership and a culture of innovation based on innovation being the basis upon which this rests.



 
 
 
 

 

[bookmark: _heading=h.2viy6fobv8x3]2.4 Service Excellence in Healthcare Organizations
Service excellence in health care provision is to consistently deliver patients-endorsed services of high quality that meet or exceed the expectations made by patients. A good health care service quality not only requires consideration of clinical/service quality aspects but also patient safety, responsiveness, communication efficacy, and patient satisfaction (Parasuraman et al., 1988).
 
 Parasuraman et al. (1988) also developed the SERVQUAL model and others have described five dimensions of service quality; reliability, responsiveness, assurance, empathy, and tangibles. Within health research, the model has been employed to evaluate service-quality perceptions of patients and to reveal need areas.
 
 Leadership practices and organizational culture are strong drivers of service excellence, literature says. West et al. (2015) mentioned that good leadership development in healthcare organizations is important as it enhances teamworking, communication, and patient care. Goleman (2017) has also established the influence of emotional intelligence on the performance of leadership and organizational performance.
 
In fact, giving care with such focus has been central to care excellence in healthcare facilities since the introduction of focus on patient-centered care. To sustain sustainable performance, as Baker (2001) declared, you would have an integrated organizational focus which means the safe, effective, patient-centered, timely efficient and equitable delivery of care.
  
[bookmark: _heading=h.8zc5yk4ufcet]2.5 Integration between Electronic Systems and Quality Frameworks
Structured integration with high impact initiatives and quality frameworks is a major source of successful improvement. In Systems Theory, organizations are systems, structured like an ecosystem comprising of several “subsystems which interact with one another to achieve their objectives and fulfill an operational capacity “(Bertalanffy, 1968).
 Integration of digital information with quality management processes allows data-driven performance processes to be monitored and analyzed in real time and to guide data-driven management decisions as shown through studies.
 According to Kaplan and Porter (2011), integrated performance measurement systems help healthcare organizations assess service effectiveness and maximize resources. Moreover, it is assumed that digital systems assist in implementing quality improvement procedures by providing precise data for performance assessment.
 McLaughlin and Kaluzny (2006) state that this kind of quality improvement should be accompanied by credible information systems along the lines of monitoring of performance indicators on an organizational scale. While these benefits may be useful, integration problems can be seen in the reluctance of organizations to change, training and technology issues, and absence of technology platforms. Thereafter, leadership commitment and organizational capacity are the dominant predictors affecting the outcomes of future integration (Kotter, 1996).
 
 

 
[bookmark: _heading=h.txppaspwm12q]2.6 Previous Studies
There are many empirical studies on how electronic management systems and quality improvement initiatives influence healthcare performance.
 
 Kruse et al. (2016) discovered that there is a positive association between the utilization of health information technology and medical errors and patient safety. Similarly, McAlearney et al. (2010), which highlighted leadership involvement as the main factor influencing hospital electronic system implementation success. This is derived from an analysis by Shortell et al. (1995) in general but more specifically it says that quality-improvement hospitals perform better on the outcome and satisfaction of patients.
 
 Additionally, West et al. (2015) in his report on leadership development showed that the activities focused on leadership development can also enhance teamwork and organization performance in the health care industry. Research that is more focused on the use of electronic management systems integration with quality improvement strategies for the Saudi private hospitals is minimal.
 
This research gap legitimizes the importance of empirical evidence exploring the extent to which strategic integration supports service excellence.
 
 

 
[bookmark: _heading=h.5dvudbwas6wi]2.7 Theoretical Framework
This research is justified with four theoretical frameworks that demonstrate the relationship between adoption of technology, quality management, and efficiency.
 
 First, the Technology Acceptance Model (TAM), and specifically Davis (1989) describes how employees’ perceptions of usefulness and perceived ease of use affect their acceptance of electronic systems. However, effective performance can only happen when the organizational subsystems are aligned; Systems Theory (Bertalanffy, 1968) was instrumental in facilitating this.
 
 Second, CQI theory leads to the development of a process for evaluating performance systematically and learning to build better services (Deming, 1986).
 
Kotter's Change Management Theory (1996) explains for us that leadership support and organizational readiness are key to the successful enactment of new interventions. Such theoretical lenses provide a wide context to delve into the ways in which electronic management systems and quality improvement frameworks can be integrated to improve service quality within hospitals.
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