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Abstract

The main objective of the study is to investigate the impact of Total Quality
implementation on the achievement of the beneficiaries' satisfaction of medical services
at the Governmental Hospitals at Jeddah City. The descriptive analytical approach and
two survey instruments employed to collect the primary data, one distributed to
employees at the government hospitals, and the other to the beneficiaries of services
provided. The researcher has able to receive a round 168 responses from employee, where
248 responses from hospital visitors. Descriptive and inferential statistical tools used for
data analysis. The study concluded with various findings. The study found that, there are
statistically significant associations between the Organizational Loyalty and Total Quality
dimensions including (continuous improvement, employees' participation, high
management support, and training). In addition, there is a significant positive effect at
(0<0.05) of Total Quality dimensions on Organizational Loyalty. Additionally, the
Government hospital paid attention to customer focus through ensuring cleaning of
clinics and waiting rooms to achieve visitors' comfort. Moreover, almost hospitals'
employees including medical and administrative staff have the suitable skills and abilities
in their field of specialization. Among the positive indications enhancing hospital visitors'
satisfaction are the availability of treatments and prescribed medications to patients. In
addition to that, almost patients feel that their health has been improved greatly after
visiting the hospital. Furthermore, the results proved that, there is a statistically
significant relationship at (¢<0.05) between beneficiary satisfaction and customer focus.
Meaning that customer focus contributed in the achievement of beneficiary satisfaction,
as it interpreted the variation in beneficiaries' satisfaction by 56.6% of the services
provided. The study recommended that, it is necessary that the government hospitals
should work to ensure continuous improvement in medical services, as well as to develop
training due to its relation with the achievement of organizational loyalty. Additionally,
the study recommended that, it is important to focus on customer, and to provide
appropriate appointments for the beneficiaries of medical services.

Keywords: Management, total quality, Peneficiaries satisfaction, organizational loyalty,
employees, a field study.
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