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Abstract 

This literature research aims to analyze the effect of implementing Total 
Quality Management (TQM) on improving the quality of services in 
hospitals. This research method involved a systematic review of scientific 
journals, case studies, and academic publications related to TQM in the 
healthcare sector. Based on a critical analysis of various literature 
sources, this study concludes that TQM, as a management philosophy 
that focuses on continuous improvement and customer satisfaction, 
plays a crucial role in establishing and evaluating quality health service 
standards. Core elements such as data-based performance 
measurement, business process management, and systematic 
development of human resource quality are recognized as key drivers in 
improving hospital performance. This research also reveals that TQM 
success depends on top management commitment, employee 
involvement, and cohesive strategy implementation throughout the 
organization. Frequently encountered obstacles include organizational 
cultural resistance and the need for adequate employee training. The 
findings of this study indicate that hospitals that effectively implement 
TQM not only achieve higher quality of service but also create a 
progressive work environment, which ultimately contributes to patient 
satisfaction and the long-term success of the institution. 
Recommendations are offered to facilitate ongoing TQM 
implementation, including the development of integration frameworks 
and change management strategies. This study provides insights for 
healthcare practitioners as well as policy makers in their efforts to 
improve service standards in hospitals through the implementation of 
TQM practices. 
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INTRODUCTION 

In the world of health, service quality is an important aspect that 

directly influences patient satisfaction and the image of a hospital. Improving 

the quality of service is a major urgency, in line with increasing public 

awareness of their rights as consumers of health services. Patients not only 
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expect adequate clinical aspects of care but also comprehensive service 

aspects, including speed, comfort, attention, including clear communication 

from health workers (Erkan & Unal, 2022). Hospitals as service providers are 

not only required to provide optimal treatment results but also positive 

experiences to patients (Mahdikhani, 2023). 

Increasing competition between hospitals also emphasizes the need to 

improve service quality. In this era of globalization and information, patients 

have wider access to choose hospitals. Hospitals that are able to provide high 

quality services have a greater chance of being chosen by the public, while 

maintaining patient loyalty (Ming, 2023). In line with this, aspects of service 

quality are determining indicators in decision making by patients and their 

families. Patients who are satisfied with a service will be more likely to return 

or recommend the hospital to others (Khasanah et al., 2023). 

No less important, improving service quality also correlates with 

patient safety. Errors in the service process can endanger patient safety and 

have the potential to cause legal problems for hospitals (Subehat, 2022). 

Therefore, implementing high service standards ensures that every patient 

receives safe treatment, where medical errors can be minimized. Initiatives 

such as the implementation of TQM (Total Quality Management) can provide a 

systematic framework for hospitals to continuously improve the quality of 

services, including aspects of patient safety. 

Furthermore, government regulations and international quality 

standards also encourage hospitals to continue to improve the quality of their 

services. Hospitals are required to meet standards set by national and 

international accreditation agencies as proof of their commitment to quality 

health services. Fulfillment of these standards not only increases credibility 

and increases insurance payments for patients but also shows the hospital's 

social responsibility in providing quality health services (Ahmed, 2022). The 

urgency to improve the quality of service is one of the keys for hospitals to 

survive and develop amidst the current challenges of the health industry. 

Total Quality Management (TQM) is a strategic solution implemented 

by various organizations, including in the health sector, to improve the quality 

of their services (Pratiwi & Bahriah, 2023). TQM is a managerial approach that 

is centered on quality, based on the participation of all members of the 

organization, and aimed at achieving long-term success through customer 

satisfaction (Richard, 2024). This approach not only focuses on the end result 

of a product or service, but also on the process to achieve it, which involves 

every aspect of hospital operations. The introduction of TQM in hospitals 



 

 
helps ensure that every individual in the organization is responsible for the 

quality of services, from medical personnel to administration, and that they 

collectively work towards continuous improvement. 

Implementation of TQM in hospitals paves the way for systematic 

implementation for continuous process improvement. Through this method, 

hospitals can identify service quality problems, analyze fundamental causes, 

and develop innovative solutions (Aljasmi et al., 2023). TQM encourages a 

culture where mistakes are viewed as opportunities to learn and grow, not as 

failures. Thus, each team member is actively involved in problem solving 

procedures and encouraged to make positive contributions (Claessens et al., 

2023). This creates a supportive environment for quality initiatives, where all 

employees feel empowered to suggest changes that can improve the 

efficiency, effectiveness, and responsiveness of services to patient needs. 

TQM advocates for the creation of high service quality standards 

through continuous training, employee skill development, and accurate 

performance measurement. Hospitals will continue to assess their processes 

and use organizational learning to create better services. Qualitative and 

quantitative tools and techniques such as Six Sigma, kaizen, and PDSA (Plan- 

Do-Study-Act) are used in TQM to support decisions based on objective data 

and measurements (Groene et al., 2024). Ultimately, TQM not only results in 

improved service quality, but also optimizes patient and staff satisfaction, 

which can contribute to the long-term financial and operational success of 

health systems. 

 
RESEARCH METHOD 

The study in this research is qualitative with literature. The literature 

study research method is a research approach that involves the analysis and 

synthesis of information from various literature sources that are relevant to a 

particular research topic. Documents taken from literature research are 

journals, books and references related to the discussion you want to research 

(Earley, M.A. 2014; Snyder, H. 2019). 

 
RESULT AND DISCUSSION 

Implementation of TQM in Hospitals 

Implementation of Total Quality Management (TQM) in hospitals 

begins with commitment from the highest level of management. Strong 

leadership and a commitment to quality from hospital leaders are key to 

ensuring that TQM principles can be implemented effectively throughout the 



 

 
organization. Management must be faithful to this quality-oriented approach 

and facilitate the resources, training, and support necessary to implement 

TQM (Swarnakar et al., 2023). Additionally, they need to communicate the 

importance of these changes to all employees and ensure that there is a 

thorough understanding of how each individual contributes to the overall 

quality vision. 

Furthermore, hospitals must implement a system to continuously 

measure performance and service quality. This includes the development of 

key performance indicators (KPIs) related to service quality, patient safety and 

operational efficiency. By having reliable data on performance, hospitals can 

use analytical methods such as cause-and-effect diagrams, control charts, and 

others to identify areas that need improvement. This process helps in carrying 

out the PDSA (Plan-Do-Study-Act) cycle to iteratively assess and improve 

processes and services. Continuously identifying and overcoming obstacles 

will stimulate continuous quality improvement (Arcaro, 2024). 

Developing an inclusive quality culture is essential. TQM is not just 

about processes and metrics, it also relies heavily on the people who carry it 

out. Employee training and skills development should be a priority, ensuring 

that all staff understand TQM principles and are trained in quality 

improvement techniques. Regular brainstorming sessions, team meetings, 

and workshops can help strengthen teamwork and innovation. Recognizing 

and celebrating success in quality improvement is also important to motivate 

staff and increase their engagement (Saifulloh & Neoh, 2022). By establishing 

effective communications, encouraging staff participation, and prioritizing 

patient satisfaction, hospitals can achieve substantial success in their TQM 

efforts. 

In implementing Total Quality Management, strengthening 

collaboration between departments and improving communication at all 

levels of the organization are important steps. Hospitals must ensure that all 

teams communicate effectively and share important information about 

processes and outcomes. Strategies to improve this may include the use of 

technology platforms that enable real-time sharing of documents, data, and 

feedback. The implementation of regular cross-departmental meetings is also 

vital, where teams from various health disciplines can gather to discuss cases, 

review patient outcomes, and revise evidence-based treatment protocols 

(Ansari, 2022). This interdisciplinary collaboration helps ensure that patients 

receive holistic and coordinated care, ultimately improving the quality of care. 



 

 
Furthe irmore i, a focus on patieint eixpe irie incei and satisfaction is a keiy 

aspe ict of TQM in hospitals. Patieints should bei tre iateid as partne irs in theiir 

care i, not simply re icipie ints of seirvice is. This me ians cre iating a comfortable i, 

safe i, and inclusive i e invironmeint that active ily involveis patie ints and theiir 

familie is in all aspe icts of care i. This approach may include i the i imple ime intation 

of patie int satisfaction surve iys, post-tre iatme int inteirvie iws, and focus groups to 

gathe ir fe ie idback. By active ily listeining and re isponding to patieint neie ids and 

conceirns, hospitals can  achie ive i  more i  me ianingful and sustainable i 

improve ime ints (Kavukoğlu & İşci, 2023). This e ingage ime int not only heilps 

de iteirminei are ias for improve ime int, but also streingthe ins thei re ilationship 

be itweie in patie ints and heialthcare i provide irs. 

Continuous eivaluation  and  continuous improve ime int arei  thei 

foundations of TQM. No proceiss is pe irfe ict, and theirei is always room for 

improve ime int. In a hospital conteixt, this eivaluation may involve i reigular audits, 

both inteirnal and e ixte irnal, to asse iss thei e iffe ictive ineiss and e ifficie incy of the i 

practiceis that havei be iein impleimeinteid. Furtheirmorei, applying thei principleis 

of kaize in, which me ians “continuous improve ime int,” can fosteir a culture i 

wheire i staff continually look for ways to improve i theiir work. Cre iating a re iward 

me ichanism for improve ime int ideias from staff can also e incourage i active i 

participation and innovation (Citybabu & Yamini, 2022). By re imaining focuse id 

on eivaluation and improveime int, hospitals can make i consisteint progre iss in 

cre iating safe ir and more i e ifficie int e invironme ints for theiir patie ints and 

heialthcarei worke irs. 

By e insuring that all the ise i e ile ime ints are i  inteigrateid and impleimeinteid 

consisteintly, impleime inting Total Quality Manage ime int in hospitals not only 

allows improving thei quality of heialth se irvice is but also einsure is the i long-teirm 

sustainability of thei systeim. 

 
The Impact of TQM Implementation on Service Quality 

Thei imple ime intation of Total Quality Manage ime int (TQM) in heialth 

se irvice is has a significant positive i impact on seirvice i quality, with onei of thei 

most fre ique intly obseirve id outcome is be iing incre iase id patie int satisfaction. 

Highe ir quality of seirvice i is achie ive id through a holistic TQM approach, whe ire i 

thei patie int is consideire id at the i ce inteir of all improve ime int activitieis. It includeis 

both thei te ichnical aspe icts of he ialthcare i and thei eimotional aspeicts of thei 

patie int eixpeirie incei (Baig eit al., 2024). With a strong focus on peirsonalize id 

care i, cle iar communication, re iduce id waiting time is, and re isponsive i complaint 



 

 
handling, patieints te ind to fe ie il more i valueid and satisfie id with thei  se irvice i theiy 

reice iivei. 

TQM also has an impact on increiasing opeirational e ifficie incy and 

e iffe ictive ineiss. TQM principle is such as data-base id de icision making, continuous 

improve ime int (kaize in), and staff involve ime int and eimpowe irme int e insure i that 

hospital proceisse is run morei smoothly, re iduce i waste i, and incre iase i re isource i 

utility. Reiducing variance i in clinical and administrativei proce isse is through 

standardization of proce idure is le iads to increiase id consiste incy in thei care i 

provide id. This incre iase id ope irational e ifficie incy not only has thei  pote intial to 

re iduce i costs, but also contributeis to re iduce id me idical e irrors and incre iase id 

patie int safe ity (Kazancoglu eit al., 2023). 

TQM has a dire ict impact on thei quality of clinical se irvice is provide id. 

Through continuity of asse issme int, pe irformance i  be inchmarking, and 

continuous feie idback, he ialth practitioneirs arei  e incourage id to make i  

improve ime ints in theiir clinical practice i. By focusing on e ivide incei-base id practice i 

and continuous eiducation for meidical staff, hospitals arei ablei to providei carei  

that is re ile ivant to thei lateist and beist standards in meidical scie ince i (Swarnakar 

e it al., 2023). This quality improveime int has an impact on improving heialth 

outcomeis, such as highe ir re icove iry rate is, re iduce id post-tre iatme int 

complications, and reiduce id re iadmission rate is, all of which leiad to incre iase id 

re iputation and trust in thei heialth facility. 

Thei imple ime intation of TQM streingtheins collaboration beitwe ie in 

de ipartme ints and discipline is within he ialth se irvice i  organizations. A 

multidisciplinary approach is the i keiy to unde irstanding and solving probleims 

from various pe irspe ictive is, inteigrating eixpeirtise i from various fieilds to 

improve i se irvice i  quality (Agarwal & Ojha, 2022). Improveid communication and 

coordination be itwe ie in te iams facilitate is e ifficie int information eixchange i and 

faste ir, more i informeid de icision making. Teiams consisting of individuals from 

various discipline is and de ipartme ints can more i e iasily adapt to changei and 

re ispond to challeinge is with innovative i and e iffeictivei solutions. This cross- 

functional collaboration also promoteis an organizational culturei that is more i 

inclusive i and opein to leiarning and continuous improveime int (Baghe irian e it al., 

2023). 

Thei positive i impact of TQM is not only fe ilt by patieints but also by 

e imployeie is. Through the i imple ime intation of TQM, e iach teiam me imbe ir fe ieils 

more i value id and has an important role i in thei quality improveimeint proceiss. 

This incre iase is e imploye ie i job satisfaction, motivation and loyalty. Increiase id 

e imploye ie i   involveime int in the i  de icision-making proce iss and deisigning 



 

 
improve ime ints contributeis to a more i  positivei  and productive i  work 

e invironmeint. This work e invironmeint that supports profe issional and pe irsonal 

de iveilopme int not only beine ifits individual e imployeie is but also incre iase is te iam 

e iffe ictive ineiss, which ultimateily contribute is to improving thei quality of 

se irvice is provide id to patieints (Todorović-Spase inić e it al., 2023). 

With all thei improve ime ints in seirvice i quality, ope irational eifficieincy, 

patie int satisfaction, and e imploye ie i motivation, hospitals or he ialth institutions 

that impleime int TQM will einjoy significant be ine ifits in thei form of a strong 

re iputation and public trust. A reiputation as a high-quality heialthcare i provide ir 

attracts more i  patie ints, top heialthcare i taleint, and possibly inveistme int. This 

trust and positive i image i stre ingtheins thei marke it le iade ir's position and 

diffe ire intiateis it from compe ititors, providing a significant compe ititive i 

advantage i (Islam & Salam, 2022). In thei digital and social me idia eira wheire i 

heialth se irvice i comparisons have i beicome i e iasily acce issible i, stre ingtheining 

re iputation through high quality heialth se irvice is has be icome i an invaluable i 

asse it (Alqasmi & Ahme id, 2023). 

In conclusion, imple ime inting TQM in thei he ialth care i se ictor not only 

improve is thei quality of clinical seirvice is but also optimize is opeirational 

e ifficie incy, increiase is patie int and eimployeie i satisfaction, and stre ingtheins 

public re iputation and trust. This shows how important thei TQM approach is in 

building a high-quality and sustainablei heialth care i systeim. 

 
Challenges and Solutions in Implementing TQM 

Onei of thei main challeinge is in impleime inting Total Quality Manage ime int 

(TQM) is inteigrating TQM meithods and principle is into thei oveirall 

organizational culturei. Changing organizational culture i reiquire is time i, 

patie ince i, and eispe icially commitme int from all leive ils, from thei top leiveil to 

e imploye ie is at the i loweist le iveil (Se intika & Arissaputra, 2023). Eixpeirieince i and 

re ise iarch show that without strong commitme int from top manage ime int, TQM 

e ifforts oftein fail to achieive i the i de isire id re isults. Reisistancei from eimployeieis, 

who may feieil uncomfortable i with change i or doubt thei valuei of neiw 

initiativeis, can also bei a significant obstacle i. 

To oveircome i  theisei challeinge is, it is important for leiade irs to mode il 

be ihavior that promoteis quality and continuous improve ime int. Eiffeictivei 

training and communication are i thei  ke iys to eimpowe iring e imploye ieis with thei 

knowleidge i  and skills ne ice issary to imple ime int TQM (Kumar eit al., 2023). 

Le iade irs must active ily deimonstratei theiir commitmeint to TQM by eingaging in 

improve ime int initiativeis, re icognizing and ce ile ibrating succe isse is, and providing 



 

 
constructive i fe ieidback. Cre iating an e invironmeint wheirei eimployeieis feieil 

supporte id and appre iciate id whe in contributing to TQM initiativeis can he ilp 

re iduce i re isistance i to change i (Laure iani eit al., 2023). 

Anotheir challeinge i  oftein face id in imple ime inting TQM is thei 

de iveilopme int and impleimeintation of an eiffe ictive i pe irformance i me iasure ime int 

systeim. Without prope ir me iasure ime int, it is difficult to obje ictiveily e ivaluate i 

wheitheir improve ime int eifforts are i achie iving thei de isire id re isults. This can reisult 

in wasteid re isource is and loss of motivation among thei teiam. As a solution, 

organizations can deive ilop cleiar and me iasurable i ke iy pe irformance i  indicators 

(KPIs), which support strate igic obje ictive is and einable i monitoring of progre iss 

in re ial timei. Mode irn information teichnology offe irs tools to colleict and 

analyze i pe irformance i data e ifficie intly (Susanto eit al., 2024). In this case i, 

re igular training on how to usei data for de icision making can heilp einsurei that 

thei e intire i teiam is able i to contribute i to the i organization's quality goals. 

Onei of thei challe ingeis that oftein arise is in impleimeinting TQM is thei 

difficulty in maintaining consisteincy and focus on quality improve ime int 

initiativeis in thei long teirm. Initial einthusiasm can fade i with time i and daily 

busine iss pre issure is, which can causei prioritization of TQM initiativeis to 

de icreiasei. Fatigue i duei to constant change i and an increiasing numbe ir of 

initiativeis can leiad to a de iclinei  in e imployeie i  participation and commitmeint to 

thei program (Te idjakusuma eit al., 2024). 

As a solution, companie is must build a continuous improveime int syste im 

that is inteigrate id with normal opeirational proce isse is. Eiducation and training 

must bei continuous and inteigrate id activitie is in eimployeie i profe issional 

de iveilopme int. A reiward and inceintive i systeim can be i imple ime inteid to provide i 

re icognition for eimployeiei eifforts in improving quality. Utilization of quality 

manage ime int tools such as Six Sigma and kaize in can e incourage i a focus on 

continuous improveime int (Habibah e it al., 2024). Additionally, seitting re ialistic 

targe its and care iful re ivie iw of progre iss can he ilp e insure i  that TQM reimains a 

priority and leiads to sustainable i re isults. 

Thei imple ime intation of TQM may also be i hampe ire id by thei lack of 

inteigration of TQM practice is across all de ipartme ints and functions within the i 

organization. Someitime is, only a fe iw de ipartme ints truly adopt TQM principle is, 

whilei otheirs stick to the iir old practiceis, making quality improve ime int eifforts 

unbalance id and ineiffe ictive i (Primaditya eit al., 2024). 

It is important for organizations to einsure i that TQM practice is are i 

imple ime inteid uniformly throughout thei company. This involveis alignme int of 

systeims and proce idure is, standardize id training among de ipartme ints, and opein 



 

 
sharing of information about TQM succe isse is and challeinge is. Cross-functional 

teiams can bei facilitate id to collaboratei on quality improveime int projeicts, 

theire iby e incouraging syne irgy and mutual le iarning. The ise i coordinateid TQM 

initiativeis not only incre iase i e iffe ictive ine iss across thei organization but also 

stre ingthein a cohe isivei quality culture i (Lasiana & Hidayatulloh, 2022). If all 

organizational units movei  togeitheir with thei same i vision and goals, thein thei 

possibility of succe issful imple ime intation of TQM will bei much gre iate ir. 

 
CONCLUSION 

Eivaluation of various studieis on thei imple ime intation of Total Quality 

Manage ime int (TQM) in thei hospital e invironmeint shows that TQM has a 

significant impact in improving thei quality of heialth se irvice is. Core i TQM 

practice is, such as an incre iase id focus on patie int satisfaction, involveime int of all 

e imployeieis in quality improve ime int initiativeis, and an e imphasis on a 

systeimatic approach to proce iss manage ime int, significantly contributei to 

improving heialthcare i standards. Adoption of TQM in hospitals not only 

incre iase is ope irational e ifficie incy but also reiduce is the i incide incei of me idical 

e irrors, de imonstrating a dire ict re ilationship be itwe ie in the i imple ime intation of 

TQM and improveid patie int safe ity. 

Additionally, case i studie is focusing on hospitals that succeissfully 

imple ime inteid TQM highlight thei importance i of strong leiade irship and 

commitmeint from thei top for long-teirm succe iss. Hospitals that impleime int 

TQM with a seirious and structure id strate igy, involving continuous eimploye ie i 

training and e istablishing cross-de ipartme intal work teiams for improve ime int 

proje icts, show beitteir re isults in te irms of patie int satisfaction and se irvice i  

quality. This confirms that whilei challeinge is in TQM impleime intation e ixist, a 

systeimatic approach supporte id by manage ime int can ove ircome i  theise i 

obstacle is and re isult in significant improveime ints in thei quality of se irvice i in 

hospitals. 
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