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3) Institute of Environmental Studies and Research, Ain Shams
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ABSTRACT

The aim of this study is to know the extent to which the TQM
approach is applied to the provision and promotion of the performance
of health services, as well as to the extent to which the concepts of total
quality can be used to improve the quality and efficiency of health
services provided to clients in order to gain their trust. And the sample
was randomized. The researchers used the descriptive analytical method
by dividing the research into two parts. The first section: The
theoretical approach illustrates the concept of quality, its principles, its
distance and its resistance through Arabic and foreign books and
periodicals

Section II: The practical approach includes a field study conducted
at the Ain Shams University Hospital where the questionnaire was
distributed as a tool for collecting data and information from the study
community, where 100 copies were distributed to a random sample in
the Department of Health Services and 50 copies were recovered after
the complete answer. A variety of statistical methods have been used,
including descriptive statistics, to describe the variables of the study, to
show the effects of the study and statistical models to test the
hypothesis of the study, and to indicate the accuracy of any of the
models used
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One of the main findings of the study is that there is a clear quality
policy in the management of health services. The weakness of the
organizational culture related to the concepts of Total Quality
Management in the management of health services There is a lack of
awareness of many of the administrative leaders of the Department of
Health Services concept and the methodology of TQM. Lack of
awareness of customers' needs and interests from all employees of the
health services department. The absence of any effect on the quality of
health services to the degree of satisfaction of the patient, which
prevents them from being able to control the comprehensive quality
program management of health services.

The study recommends that: To implement the overall quality

standards and their applications by providing high quality services to

meet the challenges and achieve the objectives of the hospital and the

satisfaction of the beneficiaries to provide beyond their expectations

and aspirations, and achieve sustainable development.

Future studies:

- Through the results of this study, it is possible to talk about some
trends in studies that can be suggested in the future as follows:

- Obstacles and quality of service in public and private hospitals from
the point of view of patients.

- Re-apply the field study to other service areas (schools, tourism,
universities, banks, hotels).
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