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Abstract:

This study aims to diagnose the reality of Total Quality Management
(TQM) implementation in public healthcare services, through a field study
conducted at the Public Hospital Institution of Metlili — Ghardaia Province. The
researchers adopted a descriptive methodology, using a questionnaire directed to
a sample of 41 patients, as direct beneficiaries of healthcare services.

The study focused on analyzing three main aspects: reception quality,
accommodation conditions, and the quality of medical care. It sought to assess
the level of patient satisfaction and explore the extent to which TQM principles
are applied within the institution under study.

After statistical analysis of the data using SPSS software, the results revealed
a general satisfaction with the services provided, particularly in terms of medical
care. However, some concerns were noted regarding accommodation and
catering services. The statistical analyses also indicated the presence of
significant differences in service evaluation based on certain demographic
variables such as age, educational level, and the medical department.

The study concluded that the application of Total Quality Management
principles is a key factor in achieving patient satisfaction and improving the
quality of healthcare. It emphasized the importance of continuous training,
involving the medical staff, and regularly assessing performance.

Keywords: Total Quality Management, Quality of Healthcare Services, Patient
Satisfaction, Public Hospital Institution, Health Institutions.
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( SPSS ) dae LaiaY) agiall Z\E\Shaa‘g\ da3al) Tl clajia (02) é&J alall

oaiad)
Cumulative
Frequency Percent Valid Percent Percent
Valid 8 14 34,1 34,1 34,1
& 27 65,9 65,9 100,0
Total 41 100,0 100,0
el
Cumulative
Frequency Percent Valid Percent Percent
Valid 430 JI 16 o= 21 51,2 51,2 51,2
435 SN 31 oo 15 36,6 36,6 87,8
4345 e S 5 12,2 12,2 100,0
Total 41 100,0 100,0
Lelaay) Al
Cumulative
Frequency Percent Valid Percent Percent
Valid e 22 53,7 53,7 53,7
Tora 14 34,1 34,1 87,8
Gllas 5 12,2 12,2 100,0
Total 41 100,0 100,0
alzd) Jasall
Cumulative
Frequency Percent Valid Percent Percent
Valid () 3 7,3 7,3 7,3
Lo e 8 19,5 19,5 26,8
g5 9 22,0 22,0 48,8
ERIES 20 48,8 48,8 97,6
5,00 1 2,4 2,4 100,0
Total 41 100,0 100,0

28 : aé) J\M‘



digal
Cumulative
Frequency Percent Valid Percent Percent
Valid  3s 4ge 2 4,9 4,9 4,9
Gl 14 34,1 34,1 39,0
il e 12 29,3 29,3 68,3
el 3 7,3 7,3 75,6
Lge 052 10 24,4 24,4 100,0
Total 41 100,0 100,0
dalaal)
Cumulative
Frequency Percent Valid Percent Percent
Valid YLt 7 17,1 17,1 17,1
Al gl el 3 7,3 7.3 24,4
SR ol 10 24,4 24,4 48,8
dalall Aa) Al 7 17,1 17,1 65,9
alaall s 6 14,6 14,6 80,5
Jukyl b 1 2,4 2,4 82,9
sA) 7 17,1 17,1 100,0
Total 41 100,0 100,0

RELIABILITY
/VARIABLES=01 Q2 Q3 Q4 Q05 Q6 Q7 Q08 Q9 Q10 Q11 Q12 Q13 Q14 Q15 Q16 Q18 Q19
020 Q21 Q22 023 Q24 025
Q26 Q27 Q28 Q29 Q30 Q31 032 033 034 Q35 Q36 Q37 Q38 Q39 Q40
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA

Reliability Statistics
Cronbach's
Alpha N of Items
,827 39

Tests of Normality



Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
JuEiay) ,240 41 ,000 744 41 ,000
+ladinY) ,134 41 ,064 ,892 41 ,001
Jisi) ie 5 ,107 41 ,200° ,967 41 285
* This is a lower bound of the true significance.
a. Lilliefors Significance Correction
Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
Q14 40 2,00 5,00 4,1750 ,87376
Q15 40 2,00 5,00 3,9000 1,05733
Q16 40 1,00 5,00 3,3500 1,23101
Q18 40 1,00 45,00 4,2750 6,70624
Q19 40 1,00 5,00 2,9500 1,33877
Q20 40 1,00 5,00 2,8250 1,37538
Q21 41 1,00 5,00 2,7317 1,22524
Q22 41 1,00 5,00 3,0732 1,10432
Q23 41 1,00 5,00 2,7317 1,00061
Q24 41 1,00 5,00 2,9268 1,05807
Q25 41 1,00 5,00 3,2683 1,20467
Q26 41 1,00 5,00 4,2927 1,00608
Q27 41 2,00 5,00 4,4390 ,89579
Q28 41 2,00 5,00 4,4146 ,92129
Q29 41 2,00 5,00 4,5122 , 77852
Q30 41 2,00 5,00 4,4634 ,80925
Valid N (listwise) 39

DESCRIPTIVES VARIABLES=0Q31 032 033 Q34 Q35 036 Q37 Q38 Q39 Q40

/STATISTICS=MEAN STDDEV MIN MAX.

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
Q1 41 2,00 5,00 3,0732 ,56525
Q2 40 2,00 5,00 3,3750 ,70484
Q3 40 2,00 5,00 3,2500 , 17625
Q4 39 2,00 5,00 3,3846 ,87706
Q5 41 2,00 5,00 3,9512 1,13911
Q6 41 2,00 5,00 4,2195 ,93574



Q7 41 2,00 5,00 4,2927 ,87304
Q8 41 1,00 5,00 4,1951 ,92789
Q9 41 2,00 5,00 4,3659 ,91532
Q10 41 3,00 5,00 4,3659 ,66167
Q11 39 3,00 5,00 4,4103 , 75107
Q12 39 3,00 5,00 4,3846 , 71139
Q13 40 2,00 5,00 4,2500 ,89872
Valid N (listwise) 35
COMPUTE Xl=mean (Ql to Q4).
EXECUTE.
COMPUTE X2=mean (Q5 to 08).
EXECUTE.
COMPUTE X3=mean (Q9 to Q13).
EXECUTE.
COMPUTE X=mean (Q1 to Q13).
EXECUTE.
DESCRIPTIVES VARIABLES=X1 X2 X3 X
/STATISTICS=MEAN STDDEV MIN MAX.
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
X1 41 2,50 5,00 3,2663 ,58042
X2 41 2,25 5,00 4,1646 ,81319
X3 41 2,60 5,00 4,3500 ,68757
X 41 2,54 4,69 3,9632 ,50435
Valid N (listwise) 41
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
Z1 40 2,00 5,00 3,8083 ,81610
Z2 41 1,20 12,00 3,1573 1,69151
Z3 41 1,25 5,00 3,3049 ,82824
Z4 41 2,60 5,00 4,4488 , 72908
Z 41 2,41 6,76 3,6914 , 77532
Valid N (listwise) 40
DATASET ACTIVATE DataSetl.
SAVE OUTFILE='D:\TRAVOU\ Luxwll olousxll 354>\Untitledl.sav'

/COMPRESSED.

DESCRIPTIVES VARIABLES=032 033 034 Q35 Q036 Q037 Q038 Q039 Q40



/STATISTICS=MEAN STDDEV MIN MAX

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
Q32 40 2,00 5,00 4,4500 ,78283
Q33 37 2,00 5,00 4,3243 ,94440
Q34 37 2,00 5,00 4,2703 ,87078
Q35 37 2,00 5,00 4,1081 ,96563
Q36 37 3,00 5,00 4,1622 ,83378
Q37 37 3,00 5,00 4,0811 ,86212
Q38 37 2,00 5,00 3,9459 ,91122
Q39 37 2,00 5,00 3,9459 ,94122
Q40 9 2,00 5,00 3,7778 1,09291
Valid N (listwise) 9

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
Y1 40 2,75 5,00 4,2938 ,66720
Y2 38 2,40 5,00 4,0263 ,84404
Y 40 2,67 5,00 4,1476 ,63355
Valid N (listwise) 38

T-TEST GROUPS=gix I (1 2)

/MISSING=ANALYSIS
/VARIABLES=Y1l Y2 Y
/CRITERIA=CI (.95).

T-Test
Group Statistics
ol Mean Std. Deviation  Std. Error Mean
Y1 N3 14 4,6607 ,44514 ,11897
s 26 4,0962 ,68948 ,13522
Y2 83 14 4,0714 ,91687 ,24505
st 24 4,0000 ,81787 , 16695
Y 83 14 4,3333 ,59559 ,15918
st 26 4,0475 ,64186 ,12588




Independent Samples Test

Levene's Test for Equality of

t-test for Equality of

Variances Means
F Sig. t df
Y1 Equal variances assumed 2,069 ,158 2,761 38
Equal variances not 3,135 36,558
assumed
Y2 Equal variances assumed , 750 ,392 ,248 36
Equal variances not ,241 24,844
assumed
Y Equal variances assumed ,000 ,084 1,376 38
Equal variances not 1,408 28,540
assumed
Independent Samples Test
t-test for Equality of Means
95% Confidence
Interval of the
Std. Error Difference
Sig. (2-tailed) Mean Difference Difference Lower
Y1 Equal variances assumed ,009 ,56456 , 20449 , 15059
Equal variances not ,003 ,56456 ,18010 , 19949
assumed
Y2 Equal variances assumed ,805 ,07143 ,28752 -,51168
Equal variances not ,812 ,07143 , 29651 -,53944
assumed
Y Equal variances assumed 177 ,28579 , 20765 -,13458
Equal variances not , 170 ,28579 , 20294 -,12955
assumed
Independent Samples Test
t-test for Equality of Means
95% Confidence Interval of the
Difference
Upper
Y1 Equal variances assumed , 97854
Equal variances not assumed ,92963
Y2 Equal variances assumed ,65454
Equal variances not assumed ,68230



Gadal

Y Equal variances assumed

Equal variances not assumed

, 70616
,70113

ONEWAY Y1 Y2 Y BY jaxl!
/MISSING ANALYSIS.

ANOVA
Sum of Squares df Mean Square F Sig.

Y1 Between Groups 3,461 2 1,730 4,606 ,016
Within Groups 13,900 37 ,376
Total 17,361 39

Y2 Between Groups 5,666 2 2,833 4,791 ,014
Within Groups 20,693 35 ,591
Total 26,359 37

Y Between Groups 4,081 2 2,040 6,523 ,004
Within Groups 11,574 37 ,313
Total 15,654 39

ONEWAY Y1 Y2 Y BY diielaix¥l dJlxll

/MISSING ANALYSIS.
ANOVA
Sum of Squares df Mean Square F Sig.

Y1 Between Groups 2,320 2 1,160 2,854 ,070
Within Groups 15,041 37 ,407
Total 17,361 39

Y2 Between Groups 1,313 2 ,656 ,917 ,409
Within Groups 25,046 35 , 716
Total 26,359 37

Y Between Groups 1,552 2 776 2,036 ,145
Within Groups 14,102 37 ,381
Total 15,654 39

ONEWAY Y BY dselainY! iJlxll
/MISSING ANALYSIS.

ANOVA



Y

Sum of Squares df Mean Square F Sig.
Between Groups 1,552 2 776 2,036 ,145
Within Groups 14,102 37 ,381
Total 15,654 39

ONEWAY Y BY _odsd! Jajaoll
/MISSING ANALYSIS.

Oneway
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups 1,161 3 ,387 ,962 421
Within Groups 14,493 36 ,403
Total 15,654 39
ONEWAY Y BY iigoll
/MISSING ANALYSIS.
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups 2,653 4 ,663 1,785 ,154
Within Groups 13,002 35 371
Total 15,654 39
ONEWAY Y BY iigoll
/MISSING ANALYSIS.
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups 2,653 4 ,663 1,785 ,154
Within Groups 13,002 35 371

Total 15,654 39




ONEWAY Y BY dxliaall
/MISSING ANALYSIS.

ONEWAY Y BY _axJl
/MISSING ANALYSIS.

Oneway
ANOVA

Y

Sum of Squares df Mean Square F Sig.
Between Groups 4,081 2 2,040 6,523 ,004
Within Groups 11,574 37 ,313
Total 15,654 39
NPAR TESTS

/M-W= X Z BY wixd (1 2)
/MISSING ANALYSIS.

Mann-Whitney Test

Ranks
ol N Mean Rank  Sum of Ranks
X 83 14 23,14 324,00
) 27 19,89 537,00
Total 41
z P 14 23,68 331,50
ot 27 19,61 529,50
Total 41

Test Statistics?

X Z
Mann-Whitney U 159,000 151,500
Wilcoxon W 537,000 529,500
VA -,827 -1,033

Asymp. Sig. (2-tailed) ,408 ,302



Exact Sig. [2*(1-tailed Sig.)] 422° ,307°

a. Grouping Variable: sl

b. Not corrected for ties.

NPAR TESTS

/K-W=X Z BY ,axJl (1 3)
/MISSING ANALYSIS.
Kruskal-Wallis Test
Ranks

el N Mean Rank

X 4. 30 J 16 e 21 15,67
45, 35 1 31 e 15 24,07
4 45 e S 5 34,20
Total 41

z 4,30 N 16 = 21 16,98
45w 35 1 31 e 15 24,23
15 45 e S 5 28,20
Total 41

Test Statistics®”
X Z

Kruskal-Wallis H 11,283 5,286

df 2 2

Asymp. Sig. ,004 ,071

a. Kruskal Wallis Test
b. Grouping Variable: !l

NPAR TESTS

/K-W=X Z BY {ielaix¥l _adlxdl (1 3)

/MISSING ANALYSIS.

Kruskal-Wallis Test



Ranks
Lelaayl Al N Mean Rank
X e 22 16,82
e 14 26,64
Glhe 5 23,60
Total 41
Z <l 22 17,86
T 14 23,11
Al 5 28,90
Total 41
Test Statistics®”
X Z
Kruskal-Wallis H 6,058 4,129
df 2 2
Asymp. Sig. ,048 ,127

a. Kruskal Walllis Test

b. Grouping Variable: “eliay Al

NPAR TESTS

/K-W=X Z BY _adsxldl Jajiall (1 4)

/MISSING ANALYSIS

Kruskal-Wallis Test

Ranks
=l Ja sl N Mean Rank
X Y 3 24,50
Lo i 8 30,81
g5 9 24,33
RS 21 15,33
Total 41
Z Y 3 35,00



Lo e 8 24,06
g5l 9 27,06
RN 21 15,24
Total 41
Test Statistics®”
X Z

Kruskal-Wallis H 11,085 11,818

df 3 3

Asymp. Sig. ,011 ,008

a. Kruskal Wallis Test

b. Grouping Variable: «lsll_Ja 54l

NPar Tests

Kruskal-Wallis Test

Ranks

Aigal) N Mean Rank

X 5)a Aiga 2 27,75
s 14 18,46
ik ga 12 15,42
RN 3 25,67
Aiga O 10 28,50
Total 41

7 Ba ddga 2 34,50
clda 14 17,29
ik ga 12 16,83
e ia 3 32,00
g U5 10 25,20
Total 41




Test Statistics®P

X Z

Kruskal-Wallis H 8,293 9,127

df 4 4

Asymp. Sig. ,081 ,058

a. Kruskal Wallis Test

b. Grouping Variable: &gl

NPAR TESTS

JK-W=X Z BY dxnduaedl (1 7)
/MISSING ANALYSIS.
Kruskal-Wallis Test
Ranks

ialadl N Mean Rank

X Y laxiuY) 7 19,50
sl bl b 3 17,00
g il 10 24,30
Lalall Aaf jall 7 30,36
alaall s ja 6 24,58
Jukyl ch 1 35,50
A 7 5,00
Total 41

7 Y laiuy) 7 23,00
sl bl b 3 17,50
AECERENA 10 20,95
Aalal) A jal) 7 25,93
AT e 6 30,25
Jdubyl ikl 1 20,00
sA 7 7,86
Total 41

Test Statistics®P



X Z
Kruskal-Wallis H 20,081 13,692
df 6 6
Asymp. Sig. ,003 ,033

a. Kruskal Wallis Test
b. Grouping Variable: 4sladll

DATASET ACTIVATE DataSetl.

SAVE OUTFILE='D:\TRAVOU\ iyxanll oledsldl 32s>\Untitledl.sav'
/COMPRESSED.
T-TEST
/TESTVAL=0
/MISSING=ANALYSIS
/VARIABLES=Z Y
/CRITERIA=CI (.95).

One-Sample Statistics

N Mean Std. Deviation = Std. Error Mean
41 3,6914 , 77532 ,12108
40 4,1476 ,63355 ,10017

One-Sample Test
Test Value =0

95% Confidence Interval of the

Difference
t df Sig. (2-tailed) Mean Difference Lower Upper
30,486 40 ,000 3,69139 3,4467 3,9361
41,404 39 ,000 4,14757 3,9449 4,3502

One-Sample Statistics

N Mean Std. Deviation = Std. Error Mean
41 3,9632 ,50435 ,07877
41 3,6914 , 77532 ,12108

One-Sample Test



Test Value = 3

95% Confidence Interval of the

Difference
t df Sig. (2-tailed) Mean Difference Lower Upper
12,228 40 ,000 ,96315 ,8040 1,1223
5,710 40 ,000 ,69139 4467 ,9361
T-TEST
/TESTVAL=3

/MISSING=ANALYSIS
/VARIABLES=Y
/CRITERIA=CI (.95).






