SECTION I: RESEARCH PROBLEM AND OBJECTIVES

1.1 Introduction 

Quality has become one of the most important competitive strategic tools, and many organizations have realized that it is key to developing products and services that support continuing success. Quality systems are designed to set a clear direction for organizations to follow enabling understanding and involvement of employees proceeding towards a common goal. 











     

The aim of business is long-term profitability. Over a considerable length of time, earnings are achieved by pleasing customers with good products/services while keeping production cost at a minimum. The use of quality tools and techniques provides long-term dividends through lower costs and productivity improvement. As competition increases and changes occur in the business world, we need to have a better understanding of quality. 

Quality concerns affect the entire organization in every competitive environment. Therefore, top managers need to understand and apply quality philosophies to achieve high performance levels in products and processes and to face the challenges of new global competition. Consumers demand high quality levels of products/services at reasonable prices to achieve value and customers satisfaction. There is an increasing focus on quality throughout the world. With increased competition, companies have recognized the importance of quality system implementation in maintaining effectiveness in a volatile business environment. Specifically meeting the needs and desires of the customer is critical and must be done much better and efficiently than it has been done in the past. All types of industries, both public and private provides, have reduced costs increased process efficiency and improved the quality of their products and services by working to meet the needs of the people they serve through the application of total quality management (TQM) principles. 



1.2 Problem statement 








         

The problem statement of this study is to identify some management approaches to total quality management (TQM) within TRNC Public Health Sector.
1.3 Purpose of the study 
The purpose of this research was to identify some management approaches to total quality management (TQM) within public organizations and investigate Turkish Republic of Northern Cyprus Public Health Sector and measuring service quality in the health sector. Total quality management has been a popular managerial topic since the 1980s and has grown to become an established field of research. The need for an improved understanding of the critical factors for successful implementation is becoming increasingly important. 

1.4 Research Objectives
1- Describe the need for top managers to understand total quality management. 
2- Define the basic concepts of TQM
3-Promote the importance of established quality management philosophies.

4- Explore the integration of organizational interactions throughout total quality management philosophies to achieve improved efficiency and customer satisfaction.
1.5 Need Statement 

Total quality management will help to: 
· Define customer and market requirements.
· Understand organizational capabilities.
· Determine what management must do to achieve total quality.
· Understand the importance of quality management in public health sector. 

1.6 Methodology

Methodology section consists of three parts; which are Research design, Model of research, Data analyze.
1.6.1 Research design 

The purpose of research design varies according to the research paradigm, methods and assumptions. There are two major methods in research design: quantitative and qualitative approach. Quantitative approach requires the use of standardized measures to fit into a limited number of predetermined response categories to which numbers are assigned. The advantage of quantitative approach is that it is possible to measure the reactions of many people to a limited set of questions facilitating comparison and statistical aggregation of the data. This gives a broad generalizable set of findings that can be presented briefly and clearly (Patton, 1990).

“Qualitative research is multi-method in focus, involving an interpretive, naturalistic approach to its subject matter. This means that qualitative researchers study things in their natural settings, attempting to make sense of interpreter phenomena in terms of the meaning people bring to them. Qualitative research involves the studied use and collection of a variety of empirical materials-case study, personal experience, introspective, life story, interview, observational, historical, international, and visual texts that describe routine and problematic moments and meaning in individuals’ lives” (Creswell, 1997). 

“Qualitative methods are traditional evaluation in which the researchers translate the results of findings to describe research categories. The methodology of qualitative provides depth and detail rather than breadth through direct quotation and detailed descriptions of people’s activities, behaviors, actions, and the full range of interpersonal interactions and organizational processes that are part of human experience” (Patton, 1990).

 For the purpose of this study, both the qualitative and quantitative methodologies were selected for the following reasons:

· The topic of quality management is complex, and qualitative research will continue to play an important role in investigation and analysis. 

· Total quality management especially in public sector is one of those topics where there is no foreseeable endpoint where researchers will be able to state that there is a complete shared understanding.

· Quality measurement and customer satisfaction level evaluation are statistical matter, and quantitative research is that it is possible to measure. 
1.6.2 The Model of the Research
The research was made at a public health institution that operates in the health sector. The research as was applied at only one institution, it bears the characteristic of a case study.

In the development of the measurement device towards measuring service quality it has been benefited from the previous studies and review of literature. Developed statements have been taken from the base of service quality dimensions characterized by Parasuraman, Berry and Zeithaml.

The questionnaires used in this research were prepared by the previous researchs of quality measurement of health  service in Turkey (Çankaya and Konya State Hospitals) and by utilising the Institute of Higher Eduation for nursing specialists opinions in Near East University at the framework of ISO 9000 Quality Measurement System    

This survey used in this research were applied with the prior attention of  Assc.Prof .Dr Erdal Güryay ,Chairman of the Business Administration and Thesis Advisor Dr. Fehiman Eminer and legal permission of TRNC Ministry of Health,article 70/8 dated 16.01.2006
The survey was designed to have two different sections consists a total of 83 question. First part demographic information, second part consists of the questions directed at determining service quality.
The questions prepared to measure service quality are of five parts Likert type. Of the test group it was asked to choose one of the five choices which go as: I definitely agree, I agree, I neither agree not disagree, and I do not agree, I definitely not agree. The scoring of the choices were arrayed as 5, 4,3,2,1. While 5 points were allotted to definitely agree, only one point was given to definitely disagree. Therefore, the points received from the statements and from the level of provided level of service the satisfaction of the patients have been determined.  

The survey was held at Dr. Burhan Nalbantoğlu Hospital. 144 patients in the survey directed at measuring the service quality. The questionnaire surveys were applied directly to the individual who was in the policlinic and hospital in 26 January, 01 February, and 05 March 2006

The enlargement of the service sector is one of the striking features of postindustrial economy. In addition, service components have a meaningful importance for goods of production that adds a positive value on them. Therefore, it has been a subject of interest amongst academic and administration milieus in recent years. (Kunts P., ve J. Lemming, 1996)   

There is a different kind of classification on service industries. The most famous of these studies is that of Chase (1978). Chase has researched service industries in his classification in relation to customers and classified service industries under four headings. In this classification, the health industry has been stated as having the most intensive relations with customers. (Chase, Richard B., 1978)

One of the most important indicators of the level of socio economical development of countries is the health services. The fundamental aim of health services is to offer health services that the community needs at the quality level and time when they demand at the lowest possible cost. Health is one of the problematic sectors in relation to providing customer satisfaction. The fast change in technology, increasing costs, the growing complaints of the customers and the common demand for better attention has paved the way for health services to a more complex structure. 

The service offered in the health sector has to be 100% trustworthy. This means that the service provided in this sector has to be of higher quality in relation to other services. Because of the direct relation of services to human health that are offered in the health-sector, the reliability of services and the quality of the personnel is of utmost importance. A mistake made by the service providers may lead to deadly incidents and very dangerous consequences. Therefore, the aim in this sector should be zero defects. (Rosander, A.C., 1989)

Insufficiency in the health enterprises, deficiency in the number of doctor and nurses at hospitals, the insufficiency of equipment to meet the needs of the customers have necessitated the measures of regulating and quality of services in this sector. This requirement calls for the measurement of the quality of services. Because of the default to better something that we cannot measure, the measurement of the quality of services in this sector has to be dealt with great attention. (Ardıç, Kadir, 1998)

There is a close relation between the concept of customer satisfaction and quality of services. While the satisfaction of the customer is a specific treatment, the quality of services can be termed as “global treatment of a firm”.  (Bitner, MJ, 1990)

Service quality, the access to the place of services, the access to means of communication, the courtesy of service providers, the expertise and empathy of employees, to what extend the services meet the requirements of the customers, the description of quality results of services in relation to the quality and speed of services has caused a lot of tedious work for the scientists dealing with this subject.  The dimension of product quality as defined by David A. Garvin later was also defined for services. These dimensions have shed light on the better understanding of service quality and on which elements the customers are satisfied with the services. Therefore, the understanding of the dimensions of the quality and the comprehending of elements that form services are of importance for this research. 

The most well known quality dimensions in the literature are 10 service dimensions prepared by Berry, Parasuraman and Zeithaml (1985). These are reliability, eagerness, sufficiency, accessibility, kindness, communication, esteem, understanding and recognition of the customer, security and physical elements. (Parasuraman, Zeithaml ve Berry,, 1985)

Knowing the above-mentioned dimensions and learning the reasons of dissatisfaction of the service receivers, makes it possible to organize and raise the quality of services in relation to their needs and demands. (Ünlü Erden ve Aliye Mavili Aktaş, 1995)

A number of studies made shows that there is a relation between demographic factors and service quality expectations. Thompson and Kaminski (1993) have found especially the following statistical results of interest between age and service quality dimensions, with income, and Webster between sex and age. (Royne, Stafforland Marla, 1996)

Raising the service quality, forming more effective and productive working environment, will only be possible by better understanding the individual and organizational reasons of dissatisfaction at complicated organizational structures and taking necessary measures accordingly (Işıkhan Vedat, 1996).

1.6.3 Data Analysis
All analyses were performed by using the SPSS 12.0 for Windows. Group comparisons for categorical variables were such as gender, marital statue, education level, work statue.
Customer satisfaction and quality measurement is a basic need for continuous improvement and performance measurement which is the main aim of TQM .

TQM analysis will provide important benefits to the hospital administration such as; defining customer, to decide the needs of customer, and from this results it will be easier and more correct to define the problems. Problem solving is the method itself.

In this study to solve these analyses we used SPSS software program with VARIMAX technique. Factor analysis is the basic analysis method which solved by VARIMAX technique in this study. To make the quality term measurable, observable and explainable with variables we can use factor analysis. The factor analysis is a method which aims to bring a lot of variables together that have relation and obtain less and new conceptual variables which they don’t have relation.          

 Factor analysis usually proceeds in four steps as follow:
1. In the first step the correlation matrix for variables is computed.

2. In the second step, factor extraction the number of factors necessary to represent the data and the method for calculating them must be determined.

3. The third step, rotation focuses on transforming the factor to make them more interpretable.

4. At the fourth step, scores for each factor can be computed for each case.     

In the study as the result of factor analysis, the survey statements directed at measuring service quality have turned into 4 component and 24 statements for inpatient treatment services and have turned into 3 component and 14 statements for outpatient treatment services. Because of dense subjective perceptions on the subject of customer satisfaction, reliance and validity is of great importance in the empirical study relating to the subject matter. The reliability of the factor structure was materialized by making factor analysis. In order to determine the factor structure principal components analysis and to form factor groups varimax rotations have been used. 
1.7 Limitations 

There were several constants, which limited this study: 

· Lower level of participation to the survey by the DR. Burhan Nalbantoğlu General hospital’s staffs and management.

· Insufficient statistic data and theoretical information for the public health sector of TRNC.








1.8 Assumptions
The total quality management is applicable to all company environments and public sectors.
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