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ABSTRACT: 

 

The main goals of this article are to start a conversation about how total quality management 

(TQM) is used in the hospital business and to look into the link between TQM practises and how 

well hospitals run as organisations. This study was done after a review of the literature on Quality 

Management and a number of important success criteria, factors like as leadership, 

communication, staff involvement, customer focus, organisation culture, strategic planning, and 

patient loyalty are all important considerations. The purpose of this research was to investigate 

whether or not there is a correlation between a second-order concept of Total Quality Management 

and the manner in which it influences the efficiency of hospitals located in the state of Haryana. 

The idea behind this article is that academics and managers could gain from finding a link between 

Total Quality Management practises and how well a hospital does its job. The work has been set up 

with this idea in mind. Even though most people think that hospitals that are accredited by the 

National Accreditation Board of Hospitals, or NABH, are focused on quality, even hospitals that 

aren't accredited by NABH can improve their organisational performance by focusing on the most 

important factors and making them better. In this piece of study, structural equation modeling was 

used to show that there is a link between quality practises and performance. This study makes a 

new suggestion about the key success factors that affect total quality management (TQM) and how 

hospitals can improve their quality and, ultimately, the performance of their organization by 

focusing on the above measurements. The article makes managers and people who work in 

hospitals and health care think about Quality Management. We ask medical professionals to follow 

the steps for improving TQM's important success factors and, eventually, their quality management 

practises. This will help the organization do better. This request is made in the hopes that it will 

encourage medical professionals to improve their quality management processes. 

 

KEYWORDS: TQM, leadership, communication, employee involvement, NABH. 

 

I.  INTRODUCTION 

 

Recent changes in technology, better medical professional studies, new research directions in the 

medical field, medical tourism, rising awareness among younger people, and a large influx of 

private corporations into the healthcare industry have led to a huge growth in the healthcare sector. 

The most important thing to do right now is to make healthcare that is both good and cheap. In the 
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current situation, patients are becoming more aware of their rights, and it is very important for him 

to have his preferences, safety, and choice of hospital recognized. 

The rising prices of medical care have put a big dent in the average person's finances, to the point 

where the National Pharmaceuticals Pricing Authority (NPPA) needs to step in to help. It is 

important for the healthcare business to go through a big change in order to lower costs and make 

the best use of available resources so that quality care can be offered at more affordable prices. 

Continuous quality improvement, ISO 9000, and quality management systems (QMS) are just a few 

of the quality management techniques and practises that have been shown to be used in the 

healthcare business, thanks to the many studies that have been done on the subject. In order for 

Total Quality Management to work, a traditional quality improvement system will need to be 

rebuilt as a customer-oriented system. 

 

II. LITERATURE REVIEW 

 

In today's highly competitive global market, quality has become one of the most important factors. 

Because of how competitive the world is getting and how much more customers want the best 

quality, service providers have realized that they need to offer great services and great products in 

order to fight for market share and keep their place in the market. Total quality management, or 

TQM, can be described as the organization's commitment to quality measures. Several studies have 

shown that leadership, communication, employee participation, customer focus, organisational 

culture, strategic planning, and patient loyalty are important factors that have a big effect on how 

hospitals use Total Quality Management. Because of this, the review of earlier studies has been set 

up under the following headings. 

A. Leadership and TQM 

A leader who is determined, passionate, ardent, and enthusiastic about making big, positive changes 

in the company lays the foundation for the whole thing. This leader has made it clear that he or she 

wants to make these kinds of changes in the business. If the strong boss doesn't care deeply about 

the cause, there's not much else that can be done to help. In any company or group, the leaders 

could be the highest-ranking members of management or the people who started the group. 

Commitment of the top management to keeping quality processes in place is seen as a way of doing 

business and lays the groundwork for the use of Quality [1]. The study also shows that the quality 

factor is so important that it can't be delegated. Instead, the highest levels of management must be 

responsible for making sure that the organization's processes are as high-quality as possible. 

The first step in the process of improving quality is for the top management to understand how 

important quality is and what benefits it will bring to the company. Until then, they won't be able to 

see how valuable the TQM application is. If the leaders don't believe in TQM themselves, they 

won't be able to steer their teams in the right way, which is needed for TQM to work. So, it is very 

important that management show they are committed to TQM before they include any of the 

workers in the process. 

 [2] added to the study by looking at other aspects of leadership styles, such as top management 

leadership and how it affects quality policy, visionary leadership, managerial support, quality 

leadership, and visible support for needed changes in the organisation and quality management 

system. [2] looked into how leadership from the top affects the quality standards even more. This 
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study shows how important leadership, commitment, and a clear goal are for putting Total Quality 

Management into practise. The tasks were divided into three groups: leadership within the 

company, public duty and citizenship, and general citizenship. This shows that the person is a good 

neighbor and has an effect on the community. Because of this, the leaders of the company with the 

most vision will be the ones to take the lead and put TQM into place. 

During the TQM study that was done in every country on Earth [3,] the topic of organisational 

leadership was talked about at least once. The study also shows that there is a link between the 

commitment of senior management and the way an organisation is led. [4] added a new piece to the 

study that had already been done by comparing private, government, and semi-government health 

care organisations with each other. They found that leadership is important in both private 

healthcare groups and hospitals that get some help from the government. They came to the 

conclusion that leadership is a big part of how TQM is used in private organisations. Researchers 

say that [4] added this new piece to what they already knew. The study's results show that there is a 

direct link between a leader's commitment and how well the business does financially. The study's 

results show that there is a much weaker link between leadership and success in areas other than 

finances than there is between leadership and performance in financial areas. The financial 

performance of an organisation can be judged based on either subjective or objective factors [5]. 

A new point of view on the importance of leadership in the TQM implementation process [6] says 

that eager people in the business can start bottom-up efforts to implement TQM even without 

enough management support and involvement. It has been found that the lack of leadership in the 

implementation of quality management can be broken down into three main parts: the lack of 

involvement and commitment on the part of senior managers, the presence of "combined 

leadership" in large healthcare organisations, and the effect of "political leadership" from the 

outside on public healthcare [7]. Concerning Quality Management, the study strongly suggests that 

medical professionals and other people who work in healthcare take part. The results of this study 

led to the idea of "monolithic" leadership, which is more common in big hospitals. This was done 

so that unitary TQM government would have a shared platform. Some authors say that leadership is 

essential for good TQM implementation, while others say that bottom-up initiatives are more 

important. This means that there is room for more study on TQM implementation. This study can 

be done because it has room to grow. 

B.       Communication and Total Quality Management: 

Communication is what happens when two people talk to each other. This can happen between a 

boss and an employee or between two friends. [8] Emphasized that a top-down approach was used 

in organisations where there was a strong flow of internal communication from the management for 

the application of quality procedures. This was done to create a close link between leadership and 

communication. This was done to make sure that authority and communication worked well 

together. One of the most important things a company needs to do to reach its TQM goals is to do 

an analysis of TQM and leadership. This analysis should include things like staff training, employee 

participation, employee empowerment, and employee performance evaluation. According to [1], 

middle management needs to make a lot of changes before employees can be involved in quality 

improvement in a big way. This is on top of the fact that employees must be involved in quality 

improvement for it to work. One way to think of it is as an extension of the part of TQM that has to 

do with getting employees involved. 
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In addition, the work was expanded by improving how "whistle blowing" is seen and how it can 

affect the quality of a company as a whole [12]. The study showed that the Italian National Health 

Services (INHS) have put in place ways for people to report problems. The study's results show that 

cultural, administrative, social, and process barriers are the most important reasons for the different 

ways things are done. According to the study, the only way for whistle blowing processes to work 

is for managers to be able to make their employees and the company as a whole feel safe and 

committed. So, some studies say that TQM can be successfully adopted by workers on the job, 

while other studies say that involving workers in the TQM process can lead to workers reporting 

illegal practises. This is the place where more research could be done in the future. Focusing on 

both customer focus and employee involvement is important for a good TQM implementation [13]. 

C. Customer focus and Total Quality Management "Customer focus" means putting more 

attention on customers than on goods or processes in order to improve the quality of care given to 

patients and increase overall satisfaction. The first people to help a patient are the people who work 

on the ground floor of the hospital and whose main job is to take care of the needs of patients [14]. 

"Ground staff" can mean a number of different jobs, such as nurses, ward boys, compounders, and 

even hospital security staff. These are the only people on staff who talk to patients face-to-face at 

any time during their stays at the hospital. For TQM practises to work, it is very important to pay 

close attention to what customers need and want, and front-line workers should be taught how to do 

this. Both this and communication were looked into by [6], who thought that "top-led" and "bottom-

fed" TQM projects should be looked into. Employees' attempts to adopt Total Quality Management 

(TQM) on their own, without proper management support from the organization's leaders, slowly 

lost steam until they were given up. The way that top management and their subordinates talk to 

each other is good for the atmosphere of the workplace as a whole [4]. 

[9] Instead looked into the model of communication practise in Quality implementation. The study 

found that management uses certain communication patterns when sending and receiving quality 

messages, but there are no specific rules. There needs to be a lot more study done to figure out what 

role communication plays in this topic so that Quality Management can be put into place with the 

best chance of being successful. So, the difference between the results of different studies can be 

brought to light and worked on. Some studies focus on dialogue as an important part of putting 

TQM into place. Other studies, on the other hand, say that the lack of clear rules will soon stop the 

flow of information. This difference can be pointed out and done something about. 

D. Employee involvement and Total Quality Management 

Researchers took the initiative to include doctors as a necessary step for the successful 

implementation of Quality Management Systems [10], building on the role that top management 

played in committing to TQM and providing guidance during its implementation. The study's 

results show that doctors have the most power in any healthcare organisation, and their way of 

working has a big effect on both the organization's culture and the way staff interact with each 

other. Setting up a link between employee participation and commitment to the goals of TQM is 

important if you want TQM processes to work [11]. 

The fact that the most well-known innovation methods and ideas come from people who are 

actually doing the job shows how important it is for employees to be involved in the innovation 

process [1]. The study looked at how important it is for employees at a company or other institution 

to be part in quality control. The author said that the highest level of TQM implementation can be 



 

 
 

Volume 09, No. 09, Sep 2023 

   
   

   
   

P
a

g
e
6

1
 

done by workers at the ground level who know what's going on at the ground level. It was [2] who 

thought that human resource management, who said that human resource management, 

Since they started using TQM, the school's mindset has shifted to focus more on total quality [15]. 

The work also focused on other aspects of TQM, like working as a team and putting the customer 

first, getting workers involved and involved, and managing the process. Besides the other critical 

success factors of TQM, [2] found that customer focus, customer satisfaction, customer analysis, 

close cooperation with customers, customer service, customer orientation, customer satisfaction 

orientation, and customer feedback were also important to the implementation of TQM.The first 

and most important step in improving quality is to figure out who the customers are [15]. This step 

is needed to improve how well the group works. The study found a link between figuring out who 

the client is and how the organisation works. 

In light of this, the research done by some researchers suggests that identifying customers is more 

important than focusing on customers when it comes to implementing TQM. However, the research 

done by other researchers suggests that focusing on customers is more important. This is what 

researchers in this area will look into next. 

Organization culture and Total Quality Management A group's culture is made up of the rules 

of behavior and the atmosphere that are common for that group. It is a broad idea that could also 

mean the views of the staff. Whether or not a hospital uses Quality Management depends on what 

kind of organisational attitude it has. TQM is more likely to work in organic hospitals with strong 

organisational cultures than in mechanistic or bureaucratic hospitals with weak organisational 

cultures [11]. The study that was done on how organisation culture affected the implementation of 

TQM was backed up by, which found that there was a strong link between quality planning, patient 

care, the workforce, and the process. Employees with a lot of creative ideas are very valuable to 

hospitals because they create an atmosphere of group work, teamwork, and involvement, which are 

all very important for coming up with new ideas inside the organisation [16]. This job was mostly 

about leadership, organisation culture, customer participation, and employee participation. The 

study's results show that Total Quality Management (TQM) is an important tool that can help 

employees grow and improve their innovative skills. This could have a positive effect on the culture 

of the organisation. 

The way a hospital is run can be very different from one job to the next and from a big group to a 

small one [17]. An analysis of the organisational culture gives a deep look at how people see the 

organization's values, which can improve the level of care and give it a boost. 

On the other hand, [15] looked at how organisations that used Quality Management changed their 

culture into one that was focused on quality as a whole. This included things like group work, 

putting the customer first, making sure employees are involved, and, most importantly, process 

management. Because of this change, [15] found that these companies' cultures had changed a lot. 

Quality culture was used instead of the management culture of the hospital, which is something to 

think about in this situation. 

A. Studies relating to Total Quality Management and Organizational Performance 

Deming, Juran, and Crosby, three of the best researchers in the field of quality assurance, all agree 

that the implementation of overall quality is linked to the performance of a company. When quality 

goes up, work goes up a lot, but when quality goes down, a company loses its edge over its 
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competitors. [18]. Also, if a company only cares about making high-quality goods, it may be able to 

increase its profits by 5 to 10 percent of its revenue [19]. Researchers found that many 

organisations have been successful after adopting quality improvement programmers. Companies 

have saved a lot of money by getting rid of mistakes, lowering the costs of maintaining good 

quality, getting rid of customer complaints, and reducing overheads and costs related to material 

handling [20].When judging an organization's overall effectiveness, both the subjective and 

objective parts of its performance can be taken into account. Researchers can measure a company's 

success by using either subjective or objective performance factors [5]. The paper gives help to 

people in charge of making decisions about tools that can be used to measure how well a business is 

doing in terms of both financial and operational metrics. [21] Which aspects of success can be 

measured depend on the variables that make up the Quality Management system. The TQM 

principles and how well a company does have been shown to go together [22]. If an organisation 

uses Total Quality Management properly, it means that the organization's overall performance will 

get better. The study was also supported by [23], which found that using Quality Management 

improves an organization's operational efficiency and performance, which in turn affects other 

aspects of performance, such as financial and subjective performance. The magazine Quality 

Management put out this work. In reference [24], the ideas of hard and soft quality control were 

explained. The study shows that strict quality management has an effect on an organization's ability 

to come up with new ideas. On the other hand, soft quality management affects hard quality 

management in a way that has an indirect effect on creativity. Soft parts of quality management, 

such as an organization's people resources, culture of quality, and relationship management, are 

important and good predictors of its overall success [25].It has been shown that the parts of quality 

that have been written down as core values may have been seen as important for success in quality 

management systems that are more complete. The study's results showed that there is a positive link 

between subjective performance and quality management factors. However, there was no clear link 

between financial success and quality management. These results were shown in the form of a 

graph. So, more research is needed because some writers say that a business's financial success is 

the best way to measure its subjective performance, while others say that non-financial indicators 

are better. 

 

III  METHODOLGY 

The study is descriptive and cross-sectional. 

Sampling unit: Quality management practises are studied at the medical level. 

Sampling Technique: A proportional sample method with multiple stages has been used to 

collect data. 

Sample size: A total of 151 responses were obtained by attempting to receive 200 

responses. 

Respondents: The dimensions in the questionnaire were given to doctors, hospital owners, 

or quality managers in hospitals in major towns in Gurgaon and Haryana. 

Inclusion basis of the hospitals: There were both NABH and non-NABH hospitals on the 

list, as long as they had a deal with at least one insurance company. 
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Categorization of the hospitals: The survey was taken by three types of hospitals: 

specialty, super-specialty, and multi-specialty hospitals.. 

 

IV  RESULT ANALYSIS 

To put it simply, quality management practises and how they affect the performance of an 

organisation are especially important to health-care professionals who want to improve their 

hospital management skills and learn information that affects their attitudes and willingness to 

improve and enhance hospital performance. This is because health care workers want to improve 

their hospital management skills and learn things that affect these traits. By using methods to 

improve quality, hospitals can set up quality management profiles for their staff. The goal of this 

study was to find out how much the introduction of soft TQM affects the company. Gurgaon, 

Haryana, has high-quality medical services. In order to reach this goal, the study project used a 

number of important criteria for judging hospital quality. 

The results of this study show that successful TQM practises have a large and positive effect on an 

organization's overall performance. Previous study [28, 29] has shown that TQM practises and 

performance are linked in a good way. These results are the same as those results and fit with those 

results. 

For example, it has been said that organisations that want to improve the quality of their services 

and encourage a culture of innovation among their employees should use Quality Management 

ideas [30]. This is because Quality Management principles are helpful for organisations that want to 

improve the quality of their services and teach their workers to be creative. This can be done by 

giving staff the tools they need to spot chances, improve service quality, and enrich their work 

experience, as well as training programs [31]. 

The results of this study have also shown that quality management practises have a positive effect 

on how well a company does. Recent research has shown how important it is for an organisation to 

use Total Quality Management practises like leadership, employee involvement, training, 

cooperation, customer focus, collaboration, dedication, self-awareness, adaptability, and problem-

solving. 

According to the study, the most important intangible and behavioral factors for the success of 

quality management are top management support, employee empowerment, and employee 

participation. As the factor loadings show, the successful adoption of TQM also depends on the use 

of some important TQM tools and practises, like putting the customer first and giving incentives to 

improve quality. The study has found important parts of TQM that, when put together, can show 

how well a TQM programmed works in a service setting. These parts include a commitment from 

senior management, a focus on customers, a focus on workers, and employee involvement. 

 

V  CONCLUSION 

 

In short, the results of this study show that quality practises have a big effect on how well hospitals 

work as a whole. This research helps the private health care sector in Gurgaon, Haryana, by 

providing actual studies that other researchers can use as a point of reference. Even though public 

hospitals didn't take part in this study as much as they could have, this research adds to the private 
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health-care sector. Also, the change from low-quality practises to high-quality practises and the 

improvement in organisation performance add a lot to both the academic literature on health-care 

quality and the methodological side, especially when it comes to using structural equation 

modelling analysis. Because of this, it is suggested that future research expand the area of the 

investigation and include more hospitals, especially those in the public sector. 

Quality management practises and how well a company does have been found to have a strong and 

positive link. Since the hospitals didn't want to share their real financials with us, we asked the 

owners of the hospitals what they thought their objective and subjective success was over the past 

three years. There is a chance that public hospitals' absolute success measurements will be 

available, which would improve the quality of the results. We've talked about the research and 

different writers' points of view, and our argument is that leadership, communication, and employee 

involvement are the most important success factors for TQM. Strong executives who are interested 

in adopting TQM can lead their organisations through tough times and help improve their 

performance as a whole. Communication between the highest levels of management and the lowest 

levels of workers is also an important part of putting TQM into place. TQM's growth also depends 

on how much employees take part in it. Employees are the backbone of a company, and change can 

only happen from the bottom up. In the future, researchers may try to look into the link between 

TQM and success in different parts of the world and compare the results. 
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