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Abstract

This study aimed to measure the impact of implementing Total Quality
Management (TQM) principles encompassed in five dimensions: top
management commitment, patient focus, continuous improvement,
employee empowerment, and training—on improving the quality of
healthcare services in accordance with the SERVQUAL scale dimensions
in public hospitals. To achieve this objective, the study adopted a
descriptive—analytical approach, utilizing a questionnaire as the primary
tool for collecting data from a random sample of 100 medical and

administrative staff members working in these hospitals.
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The statistical results revealed a statistically significant positive impact of
TQM on enhancing the efficiency and quality of the provided healthcare
services. The dimensions of TQM accounted for the largest percentage of
positive variance in service quality, with "patient focus' and "assurance and
trust" emerging as the most highly implemented dimensions. Conversely,
the findings indicated an urgent need to enhance continuous training and
accelerate responsiveness to patients. Based on these findings, the study
recommends the necessity of investing in specialized training programs,
simplifying administrative and therapeutic procedures to reduce waiting
times, and activating immediate communication channels for complaints

and suggestions to ensure continuous development.
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