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Summary
The study aimed to know the total quality and its role in improving health
services in the Ibrahim Tarshin Hospital and the private clinic Al-Qusour in
Ghardaia and to address the determinants and components of total quality as
well as its dimensions. We have adopted the descriptive analytical approach
using the study tool (questionnaire), and the study reached the most important
results: Quality is considered Comprehensive rhyme with its various
components and dimensions directed to many to optimize the health services in
the hospital institution, and their relationship to improving health services, and
for the sake of familiarity with the subject, the study included two chapters,
where the first chapter dealt with the theoretical aspect of the quality of health
services between the health system in Algeria and then health institutions to the
quality of health services As for the second chapter, it dealt with the theoretical
aspect of total quality management, based on the emergence and development
of the concept of quality, a general introduction to total quality management.
Among the suggestions and recommendations made is the need to seek to
convince the senior management of the Public Institution for Neighborhood



Uil

Health in Ghardaia and to all public health institutions, in their various forms,
that it is time to implement total quality management, as the researcher
believes that the conviction of the higher management opens the way for a
strategic vision that places the quality of the health service in Introduction of
the goals to be achieved, not neglecting the financial aspect, which plays a
major role in providing the medical equipment needed by the patient and clean
facilities that live up to the required level. Attention to the dimension of
sympathy and its preference in helping the patient to recover and placing him
in a comfortable position that allows the service provider to deal with him in all
conditions.

Keywords: comprehensive quality, service, hospital institution, improvement.
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Gwiadl
Frequency Percent Valid Percent Cumulative
Percent
<3 64 90,1 91,4 91,4
Valid s 6 8,5 8,6 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
sl
Frequency Percent Valid Percent Cumulative
Percent
(#25-3045 14 19,7 20,0 20,0
30 45 33 46,5 47,1 67,1
Valid
45 50 23 32,4 32,9 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
ol sa
Frequency Percent Valid Percent Cumulative
Percent
Pk 14 19,7 20,0 20,0
EESIES 39 54,9 55,7 75,7
Valid Lo alal 16 22,5 22,9 98,6
4,00 1 1,4 1,4 100,0
Total 70 98,6 100,0
Missing System 1 1,4
Total 71 100,0
L)
Frequency Percent Valid Percent Cumulative
Percent
b 4l 22 31,0 31,4 314
ple b 19 26,8 27,1 58,6
Valid =it b 18 25,4 25,7 84,3
ks 5 11 15,5 15,7 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
Agigalis ual)
Frequency Percent Valid Percent Cumulative
Percent
Valid 5-8 35 49,3 50,0 50,0
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T

52

8-10 13 18,3 18,6 68,6
10 K. 22 31,0 31,4 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q0l
Frequency Percent Valid Percent Cumulative
Percent
G 5e 21 29,6 30,0 30,0
Ul 29 40,8 41,4 71,4
Valid
Gl s 20 28,2 28,6 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q02
Frequency Percent Valid Percent Cumulative
Percent
Gl e 8 11,3 11,4 11,4
Ul 16 22,5 22,9 343
Valid
Gilse 46 64,8 65,7 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q03
Frequency Percent Valid Percent Cumulative
Percent
Gl e 14 19,7 20,0 20,0
Al 21 29,6 30,0 50,0
Valid
G5 35 49,3 50,0 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
04
Frequency Percent Valid Percent Cumulative
Percent
G se 11 15,5 15,7 15,7
e 28 39,4 40,0 55,7
Valid G s 30 42,3 42,9 98,6
4,00 1 1,4 1,4 100,0
Total 70 98,6 100,0
Missing System 1 1,4

S



Total 71 100,0
05
Frequency Percent Valid Percent Cumulative
Percent
G 5e 19 26,8 27,1 27,1
e 27 38,0 38,6 65,7
Valid
Gl s 24 33,8 34,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q06
Frequency Percent Valid Percent Cumulative
Percent
B ge e 20 28,2 28,6 28,6
Ul 22 31,0 314 60,0
Valid
3 e 28 39,4 40,0 100,0
Total 70 98,6 100,0
Missing System 1 1,4
Total 71 100,0
q07
Frequency Percent Valid Percent Cumulative
Percent
G se 18 25,4 25,7 25,7
Ul 14 19,7 20,0 45,7
Valid
3 e 38 53,5 54,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q08
Frequency Percent Valid Percent Cumulative
Percent
G se 15 211 21,4 21,4
las 14 19,7 20,0 41,4
Valid
Gl s 41 57,7 58,6 100,0
Total 70 98,6 100,0
Missing System 1 1,4
Total 71 100,0
q09
Frequency Percent Valid Percent Cumulative
Percent
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G 5e 13 18,3 18,6 18,6
Ul 19 26,8 27,1 45,7
Valid
Gl s 38 53,5 54,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
010
Frequency Percent Valid Percent Cumulative
Percent
G ge e 14 19,7 20,0 20,0
Ul 18 25,4 25,7 45,7
Valid
Gilse 38 53,5 54,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
qll
Frequency Percent Valid Percent Cumulative
Percent
Gl e 12 16,9 17,1 17,1
s 12 16,9 17,1 34,3
Valid
Gilse 46 64,8 65,7 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
ql2
Frequency Percent Valid Percent Cumulative
Percent
G se 10 14,1 14,3 14,3
Ul 8 11,3 11,4 25,7
Valid
Gilse 52 73,2 74,3 100,0
Total 70 98,6 100,0
Missing System 1 1,4
Total 71 100,0
ql3
Frequency Percent Valid Percent Cumulative
Percent
Bse g 12 16,9 17,1 17,1
alas 7 9,9 10,0 27,1
Valid
G e 51 71,8 72,9 100,0
Total 70 98,6 100,0
Missing System 1 14
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Total 71 100,0
ql4d
Frequency Percent Valid Percent Cumulative
Percent
G 5e 25 35,2 35,7 35,7
alas 5 7.0 7.1 42,9
Valid
Gl s 40 56,3 57,1 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
gl5
Frequency Percent Valid Percent Cumulative
Percent
B ge e 34 47,9 48,6 48,6
Ul 8 11,3 11,4 60,0
Valid
3 e 28 39,4 40,0 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
ql6
Frequency Percent Valid Percent Cumulative
Percent
Bl 2 21 29,6 30,0 30,0
Ul 9 12,7 12,9 42,9
Valid
35 40 56,3 57,1 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
ql7
Frequency Percent Valid Percent Cumulative
Percent
G e e 12 16,9 17,1 17,1
las 7 9,9 10,0 27,1
Valid
Gl s 51 71,8 72,9 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
ql8
Frequency Percent Valid Percent Cumulative
Percent
Valid B8 se & 21 29,6 30,0 30,0
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Alas 1 1,4 1,4 31,4
Gl s 48 67,6 68,6 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
ql9
Frequency Percent Valid Percent Cumulative
Percent
G 5e 11 15,5 15,7 15,7
Ul 5 7,0 7,1 22,9
Valid
Gl s 54 76,1 77,1 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
020
Frequency Percent Valid Percent Cumulative
Percent
G 5e e 6 8,5 8,6 8,6
Ul 12 16,9 17,1 25,7
Valid
Gilse 52 73,2 74,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q21
Frequency Percent Valid Percent Cumulative
Percent
Gl e 13 18,3 18,6 18,6
Al 14 19,7 20,0 38,6
Valid
G5 43 60,6 61,4 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q22
Frequency Percent Valid Percent Cumulative
Percent
G se 18 25,4 25,7 25,7
las 29 40,8 41,4 67,1
Valid
G e 23 32,4 32,9 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0

56

S



q23
Frequency Percent Valid Percent Cumulative
Percent
G 5e 14 19,7 20,0 20,0
Ul 18 25,4 25,7 45,7
Valid
Gl s 38 53,5 54,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q24
Frequency Percent Valid Percent Cumulative
Percent
G ge e 17 23,9 24,3 24,3
Ul 19 26,8 27,1 51,4
Valid
Gl s 34 47,9 48,6 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q25
Frequency Percent Valid Percent Cumulative
Percent
G se 10 14,1 14,3 14,3
s 24 33,8 34,3 48,6
Valid
3 e 36 50,7 51,4 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q26
Frequency Percent Valid Percent Cumulative
Percent
Gilse e 10 14,1 14,3 14,3
Ul 32 45,1 45,7 60,0
Valid
G5 28 39,4 40,0 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q27
Frequency Percent Valid Percent Cumulative
Percent
Gilse e 13 18,3 18,6 18,6
Valid
Ul 26 36,6 37,1 55,7
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Gilse 31 43,7 44,3 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q28
Frequency Percent Valid Percent Cumulative
Percent
B8 se e 7 9,9 10,0 10,0
Ul 12 16,9 17,1 27,1
Valid
Gl s 51 71,8 72,9 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
q29
Frequency Percent Valid Percent Cumulative
Percent
G 5e e 9 12,7 12,9 12,9
Ul 18 25,4 25,7 38,6
Valid
Gl s 43 60,6 61,4 100,0
Total 70 98,6 100,0
Missing System 1 14
Total 71 100,0
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
sl 70 1,43 2,93 2,3235 ,34945
o532 70 1,27 2,87 2,3657 ,29505
] 70 1,00 3,00 2,2762 AT471
2,2 70 1,00 3,00 2,1619 ,60790
2233 70 1,00 3,00 2,3286 ,63065
ad 70 1,00 3,00 2,3952 ,50215
25 70 1,00 3,00 2,4571 ,61692
Valid N (listwise) 70
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
qo1 70 1,00 3,00 1,9857 77071
q02 70 1,00 3,00 2,5429 ,69545
qo3 70 1,00 3,00 2,3000 ,78666
] 70 1,00 3,00 2,2762 AT7471
Valid N (listwise) 70
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
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qo4 70 1,00 4,00 2,3000 , 74891

go5 70 1,00 3,00 2,0714 ,78614

q06 70 1,00 3,00 2,1143 ,82608

22 70 1,00 3,00 2,1619 ,60790
Valid N (listwise) 70

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
qo7 70 1,00 3,00 2,2857 ,85369
qo8 70 1,00 3,00 2,3714 ,81953
2.3 70 1,00 3,00 2,3286 ,63065
Valid N (listwise) 70

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
qo9 70 1,00 3,00 2,3571 ,78085
g10 70 1,00 3,00 2,3429 ,79647
ql1 70 1,00 3,00 2,4857 , 77540
2 70 1,00 3,00 2,3952 ,50215
Valid N (listwise) 70

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
ql2 70 1,00 3,00 2,6000 ,73030
ql3 70 1,00 3,00 2,5571 , 77339
ql4 70 1,00 3,00 2,2143 ,94628
25 70 1,00 3,00 2,4571 ,61692
Valid N (listwise) 70

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
el 70 1,00 3,00 2,1286 , 712074
(olala 5 70 1,00 4,00 2,0571 ,69960
agh 70 1,00 4,00 2,2571 1,07253
Ligalls 3l 70 1,00 3,00 1,8143 ,88944
Valid N (listwise) 70
Variables Entered/Removed®
Model | Variables Entered Variables Method
Removed
1 sael” Enter

a. Dependent Variable: 2
b. All requested variables entered.

Model Summary

del R R Square Adjusted R Std. Error of the
Square Estimate
1 527° 278 ,267 ,25262
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a. Predictors: (Constant), L1

60

ANOVA?®
Model | Sum of Squares df Mean Square F Sig.
Regression 1,667 1 1,667 26,121 ,000°
1 Residual 4,340 68 ,064
Total 6,007 69
a. Dependent Variable: 3«2
b. Predictors: (Constant), _s~1
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,332 ,204 6,516 ,000
sl ,445 ,087 ,527 5,111 ,000
a. Dependent Variable: »«2
Variables Entered/Removed®
Model | Variables Entered Variables Method
Removed
w5 3] ] w2
1 g Enter
a. Dependent Variable: 52
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 5472 ,299 ,245 ,25641
a. Predictors: (Constant), 25, 2.3, a1, 22, 24
ANOVA?®
Model | Sum of Squares df Mean Square F Sig.
Regression 1,799 5 ,360 5,472 ,OOOb
1 Residual 4,208 64 ,066
Total 6,007 69
a. Dependent Variable: 2
b. Predictors: (Constant), 15, 13, a1, 22, =4
Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 0,264 ,221 5,721 ,000
1 ] ,089 ,073 ,143 1,208 ,231
22 ,079 ,057 ,162 1,372 ,175




223

W)

225

,130 ,051
,053 ,082
,122 ,061

,278
,090
,255

,012
,519
,048

Reliability Statistics

a. Dependent Variable: <2

Cronbach's N of Iltems
Alpha
, 740 7
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
sl 13,9848 3,587 ,984 ,627
BTV 13,9425 4,270 ,537 ,709
] 14,0320 4,074 371 , 726
232 14,1463 3,570 467 ,708
23 13,9797 4,113 ,196 ,781
w4 13,9130 3,536 ,648 ,663
25 13,8511 3,742 372 734

Reliability Statistics

Cronbach's Alpha N of Items
,755 29
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation if Item Deleted
qo1 66,0286 63,390 ,191 ,752
q02 65,4714 60,456 ,499 137
qo03 65,7143 65,511 ,016 , 762
qo4 65,7143 63,048 ,229 ,750
q05 65,9429 62,924 224 , 751
q06 65,9000 57,280 ,669 ,723
qo7 65,7286 65,737 -,010 ,765
qo8 65,6429 60,291 422 , 739
q09 65,6571 63,127 ,209 , 751
ql0 65,6714 59,905 470 , 736
ql1 65,5286 61,006 ,390 741
ql2 65,4143 61,406 ,384 742
ql3 65,4571 61,556 344 744
ql4 65,8000 61,177 ,288 47
ql5 66,1000 61,599 ,259 , 749
ql6 65,7429 58,773 ,489 , 734
ql7 65,4571 63,962 ,143 , 755
q18 65,6286 61,280 ,291 47
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g19 65,4000 61,229 ,388 742

g20 65,3571 63,943 ,196 ,752

q21 65,5857 65,464 ,019 , 762

g22 65,9429 64,837 ,073 ,759

g23 65,6714 62,543 ,251 , 749

q24 65,7714 65,686 -,002 , 764

925 65,6429 66,001 -,017 ,762

gq26 65,7571 64,360 ,133 , 755

q27 65,7571 59,665 ,523 734

g28 65,3857 61,806 ,392 742

929 65,5286 61,035 427 ,740

Descriptive Statistics
Minimum Maximum Mean Std. Deviation

qo1 70 1,00 3,00 1,9857 , 77071
q02 70 1,00 3,00 2,5429 ,69545
qo3 70 1,00 3,00 2,3000 ,78666
qo4 70 1,00 4,00 2,3000 ,74891
qo5 70 1,00 3,00 2,0714 ,78614
qo6 70 1,00 3,00 2,1143 ,82608
qo7 70 1,00 3,00 2,2857 ,85369
qo8 70 1,00 3,00 2,3714 ,81953
go9 70 1,00 3,00 2,3571 ,78085
q10 70 1,00 3,00 2,3429 , 719647
gql1 70 1,00 3,00 2,4857 , 77540
ql2 70 1,00 3,00 2,6000 ,73030
ql3 70 1,00 3,00 2,5571 , 77339
ql4 70 1,00 3,00 2,2143 ,94628
ql5 70 1,00 3,00 1,9143 ,94398
ql6 70 1,00 3,00 2,2714 ,89962
ql7 70 1,00 3,00 2,5571 ,77339
q18 70 1,00 3,00 2,3857 ,92145
q19 70 1,00 3,00 2,6143 , 74781
g20 70 1,0 3,0 2,657 ,6344
g21 70 1,00 3,00 2,4286 ,79073
q22 70 1,00 3,00 2,0714 ,716748
923 70 1,00 3,00 2,3429 ,79647
q24 70 1,00 3,00 2,2429 ,82419
q25 70 1,00 3,00 2,3714 , 712575
g26 70 1,00 3,00 2,2571 ,69545
q27 70 1,00 3,00 2,2571 ,75538
q28 70 1,00 3,00 2,6286 ,66314
929 70 1,00 3,00 2,4857 71714

Valid N (listwise) 70

One-Sample Statistics
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N Mean Std. Deviation | Std. Error Mean
ol 70 2,3235 ,34945 ,04177
532 70 2,3657 ,29505 ,03526
One-Sample Test
Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
sl 55,630 69 ,000 2,32347 2,2401 2,4068
5302 67,084 69 ,000 2,36571 2,2954 2,4361
ANOVA
Sum of Squares df Mean Square F Sig.
Between Groups ,943 17 ,055 ,635 ,848
ial) Within Groups 4,542 52 ,087
Total 5,486 69
Between Groups 11,607 17 ,683 1,465 ,146
el Within Groups 24,236 52 ,466
Total 35,843 69
Between Groups 10,864 17 ,639 1,451 ,152
(selala e Within Groups 22,908 52 441
Total 33,771 69
Between Groups 13,567 17 , 798 ,631 ,852
Aak Sl Within Groups 65,804 52 1,265
Total 79,371 69
Between Groups 13,593 17 ,800 1,014 ,459
Aigalls uall Within Groups 40,993 52 ,788
Total 54,586 69
Descriptive Statistics
N Mean Std. Deviation | Minimum [ Maximum
osal 70 2,3235 ,34945 1,43 2,93
D 5aa2 70 2,3657 ,29505 1,27 2,87
One-Sample Kolmogorov-Smirnov Test
osaal 5302
N 70 70
Normal Parameters®® Mean 23235 2,3657
Std. Deviation ,34945 , 29505
Absolute ,118 ,144
Most Extreme Differences Positive ,075 ,082
Negative -,118 -,144
Kolmogorov-Smirnov Z ,989 1,201
Asymp. Sig. (2-tailed) ,282 ,112

a. Test distribution is Normal.
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b. Calculated from data.

Correlations

q01 g02 q03 ]
Pearson Correlation 1 258" ,055 698"
qo1 Sig. (2-tailed) ,031 ,651 ,000
N 70 70 70 70
Pearson Correlation 258" 1 -,011 622"
q02 Sig. (2-tailed) 031 931 ,000
N 70 70 70 70
Pearson Correlation ,055 -,011 1 577"
q03 Sig. (2-tailed) 651 931 ,000
N 70 70 70 70
Pearson Correlation 698" 622" 577" 1
sl Sig. (2-tailed) ,000 ,000 000
N 70 70 70 70
* Correlation is significant at the 0.05 level (2-tailed).
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
g04 g05 06 2232
Pearson Correlation 1 603" 248" 783"
q04 Sig. (2-tailed) ,000 038 ,000
N 70 70 70 70
Pearson Correlation 603" 1 344" 835"
q05 Sig. (2-tailed) 000 004 ,000
N 70 70 70 70
Pearson Correlation 248" 344" 1 ,703”
q06 Sig. (2-tailed) 038 004 ,000
N 70 70 70 70
Pearson Correlation 783" 835" ,703”7 1
w2 Sig. (2-tailed) ,000 ,000 000
N 70 70 70 70
**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
Correlations
qo7 q08 22,3
Pearson Correlation 1 ,136 765"
q07 Sig. (2-tailed) 261 000
N 70 70 70
Pearson Correlation ,136 1 742"
qo8 Sig. (2-tailed) ,261 ,000
N 70 70 70
23 Pearson Correlation 765" 742" 1
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Sig. (2-tailed) 000 000
N 70 70 70
Correlations
gq09 q10 qll )
Pearson Correlation 1 ,103 ,092 620"
q09 Sig. (2-tailed) 395 447 ,000
N 70 70 70 70
Pearson Correlation ,103 1 149 659"
q10 Sig. (2-tailed) 395 219 ,000
N 70 70 70 70
Pearson Correlation ,092 ,149 1 641"
qil Sig. (2-tailed) 447 219 000
N 70 70 70 70
Pearson Correlation 620" 659" 641" 1
sl Sig. (2-tailed) 000 000 000
N 70 70 70 70
Correlations
ql2 g13 g14 w5
Pearson Correlation 1 631" 126 7237
q12 Sig. (2-tailed) ,000 299 ,000
N 70 70 70 70
Pearson Correlation 631" 1 349" 846"
ql3 Sig. (2-tailed) ,000 ,003 ,000
N 70 70 70 70
Pearson Correlation 126 349" 1 707"
q14 Sig. (2-tailed) 299 003 000
N 70 70 70 70
Pearson Correlation 723" 846" 707" 1
5 Sig. (2-tailed) ,000 ,000 000
N 70 70 70 70
Correlations
el 5302
Pearson Correlation 1 527"
ol Sig. (2-tailed) ,000
N 70 70
Pearson Correlation 527" 1
S5ae2 Sig. (2-tailed) 000
N 70 70

**_Correlation is significant at the 0.01 level (2-tailed).
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