e JLS

aabiz M G
(21) z\ﬁiﬂ <l ) Al By g



PS“J@;&‘GJ“ J
s ) J gy J&

'iM s )
) eS \d.as\S} A.\St“‘ |
L2 o O; "

R | ' N
=) o) g “
ﬁAJJ’CMAJﬂAmM

-2 sy

§AIC



...... g“,..,oi H!

Laciy oliadly ol gyl Ll il ) dasld) 358 30
Zladll s A el (255 JaY)

S

...... = |
u:j.iajgsgg\wuﬁszgiaéj\jﬂ Wialg ¢ el Bl
CM*\J“@MM' "L..gﬁ\

...... TS N PN
slay 08 Y st ¢ agiany iy Gaul LS opalll
Al Y L 3Ll ( gaian ¢ (a3

- gl 4 S/

G dada gt gl (g iy (g Sy o)
L S (Al g Basacd) dllga g3l g duad) 13gd ddjle 5 o Ldla
LSl g gadaall (B A s
Ahay Cplalall g BolaY) S o) a9l LS
@\JSmmjpagA&ayﬁwﬁﬂtéﬂaﬁﬂ\
8agall 31a) uda deal duw dana Al ) sl SAlL
L Ale i) daaluca Uil g Jaad) 13gn Adlayy Addually
iy Cplalallg 3000 uafill g &N JS QlliS
oad) o Jaad) 13 aglaliul g agasdl il Juaudl)
5ol Jaay (bl padl e Ao Jaddl giSall AN
M alaialg jata Mg (e Ay L Aiaally 32 )

b gl
MK



el (a0 gatd Lal (A puu) ) BY (g iy (g 8 S
. Bailewa g ALS ) 9
Jand) aali A lgiiaal g ALl Bagadl B8k ol O
Gadi 13 A ealad) Jaladl 2 S Ciladdd) Crwaldy (o 1Y)
g B SAN a3 g agdi o an 3 4B JSI J gua ga (g Sy ¢
u.néﬁ\).aeh\gﬁd_ui\ BeliS g Bagy il B aalud ol Al
Cdaaual) Ciladdd) & o Y1 318D aals Al cileddd) (38) ya

O Lo gdxadl doadLd

Oyl

i Y -1
o Eaaal) -2
d claay! -3
3 Ol 2| 4
L-a Gl ginall 436 -5
d- Johaall dgils -6
. JISaY) dals -7
- O Gadal) Al 8
st (=) bl paile -9
= (rlad) bl pasle | -10
1 Loddlt 11
1 S
3 Gl e -12

K



Gadl Ll | 713

Canl Ciloa -14

Gadl clpmp | 715

Zadl Ay pina | 71O

Gl diagia -17

Gl @lgal 5 Gl jalias -18

8 Caanl) d5aa -19
9 L) byl 20
Al yold (6 1 S — J5Y1 21

12 53l psads — Jo¥) ol -22
12 33sall e -23
13 33sall alad -24
13 3l (ggia Claasa -23
17 Aala) 83951 315) 83gde — W1 Eoreall -26
17 ALl 3a5a) 500) psghe Cius | 27
21 ALaLall sasal 5aY Apl ok | 28
25 ALl sasall s} ki oy, | -29
8l ALl 335al) 30 fuanl | -30
34 ALl 335all 3 sl | <31
37 ALl sasad) 50 CliSiye | -32
46 ALl B3 gall 3y03) s Al 5yl s Ayl -33
48 AhlzJ) 83951 813) pllas s T — I el 34
48 35

ISJ);J\ IS‘)\J;\ (.\Uéa& =t

I




48 5352l )y ol kst cilllia | <36
50 8a9a) 3y} allad (Badai Jalse -37
51 AL 355 5513) asgie (bl ligea | 38
o6 9000 5! &gl L) Sléo gl g I Ererall -39
56 9000 33¥) Adsall uleal) asgia | 40
57 DN e Jpmnll clslaa | 41
59 ) alad -42
. ) e Jpand s | 743
62 Y e sadied) sl duaf s | 44
63 el Basal) Uiy ALLEN 535ad 55)3) o ) | 745
66 Bodsd) B34 aggdo— eslod) Cead! -46
68 ol Gag ¥ il Aelall clastl) ey paibas | 47
68 il 3ayas pmidl Lo | 48
69 il 3sm ol | -49
70 Clesdll Jlaa (S 55 -50
72 Gl 525 asghe cippes | -BL
3 Amaall duley) Jlae 6 ALLED 535001 503 lasiul | 52
[£ ALLa 5a5all )0 ladid clesie | 53

Aod) dulys — JUI Lad) -54
" ttal] Jloul pggdall ok — oW1 el | 55
79 o) (6 psb S s Bl dlys — S Eoeral) -56
[ skl slall | =57
o oy 5l 2e | -58

I




82 @ pskyall Ladie Culgay syl e | =59
83 il Al @l | -60
84 el ol UGl | -61
94 eiialls (il Sy | 62
94 Sl il il AU -63
95 &l cplalall bl JSagl) -64
96 Sl el alas -65
96 iardll oo Lo vl | -66
97 iy aladly JW) U | -67
103 St pab A diemay AL 835201 By13) allas — I Eoeral) -68
g;‘.:,l,».d\
103 hinsally ALl 53 al) 5)la) Cilaal -69
103 to)lshll andy il Alelall 3asall 3)))) Guks Jalye -70
cllayls
106 Colsallsagall sy | =71
109 CLLaY)s to)lshally 3a5all 3))3) s | =72
109 laiiadl ALlal) 3asal 35laY deuldl) bl julaall -73
110 (oobad) Joandll s Ul Bl — il I Eonndd! -74
110 skaillg Ll -75
111 et Joadll e 3] 22e -76
111 idalad) gl | =77
112 il aaall (Sl | -78

I




122 il Jemdll ey el Wl | 79
124 S JS | -80
124 el amle v | -81
124 oyl | -82
125 sl Joadl) diiay Halid) 835201 8y13) allas — jealsd| el -83
127 ALlal) 5asall 5)la) Gaalsly Jadisdl) 5yl S5 | -84
127 il 3aall Aubes | -85
128 il ALelal sasal) 5yly) Gudas il | -86
130 iially ALaliall 350l 3))3) aseda (Bukii Jalye -87
131 ALaLall 3352l 3ylay Jaudassl) -88

Ayl Sy oy — I Lol -89
133 plscall  Jlam 1 hallly Coddl Olel 2l — JoY1 el -90
158 Sl dl jl S Eonall -91
179 | -93
183 claagll | -94
185 gabdl | -95
188 Gl -96




— Jalaxdl deSLs

dadall Sl )
6 | el dles ZanS oplindly aleil) (gay askyall Lidive culelall D) G Jsaa -1
. aadll
6 | ) i s AipeS ()ially omadl) il iy Gullall ST G s -2
46 ¢ (RLeLall 53500} 503 5 pacaloall 513Y 1 sl 51 (s B 5 ) g Jon -3
81 o) (gng ashAl ATie ) 2o mia g o -4
82 el gyas asha Al il Gl Bul) e ay o -5
83 - el (g pshAll Safiey cpldal) 23 g Jsia -6
98 | _2002.15e30 ateill (gnr pshAll el (Lpedll) S Jeail) dlse paas Jsia -7
22003
99 2003-1999,all jaslsill (5n3 ashaAll ifine iyl crany Json -8
101 +2003-1999 Al aleill (g1 ol Al iiine lipain iy Json 9
111 eanail) Jeaill i 501 222 Cp Joa 10
112 11

aadill Jiadll adiua cplalal) 2o Jeaa

K




136 il 31) Gaay il s dss 12

137 Gl Ao 5 adline maagy 5o 13

137 oinll by Can ) Aie 8 ALY el s capaall (S sl ey s 14

138 Agpenll Al Gy Conl e 8 L) slig )y el (DS sl mamgs Jpan 15

140 bl el g Conll die 8 WLBY) ol )y el ()€ gl ey Jsoa 16

142 53l g anal Lig Can ) e 3 WL el s Gaaall (S wsill sy Jsaa 17

144 osinl) Gy Cand) de b lalall (6)SE) sl g 5o 18

145 Ay penl) Al Uiy Condl e 8 Cplelall (DS w5l gy Jsan 19

147 el Jasall Gy Gl A 3 Galall (S a5l gy Jsoa 20

149 5l Clsi el s i) due 8 oalall ) g5l ming san 21

182 | e gmr pshall iy JLd) elugys el Sy @S adll miag Jsa 22
Gl Dbl iyl

154 | Gl clle e g ashydll sy Gilalall cllaY @IS g5l maas Jsan 23
Eaadl

155 | pmmtil) Juadll iy WL slugys Gunsell SlaY @S a5l mamg Jsan 24
Gl Gl ahle e

57 ale o pmatil doagl) iy ool cllaY @S a5l mas dsia 25
Gaal) Al

160 | e o ashall Lidie L8 o luys Gupeall Zygiall Canilly Cllans il sy Json 26
Gl Dl iyl

162 | danl clle e gm pshall i Gllall dygiall Casilly Cilbans fiall peaingy Jsan 27
Eaadl

163 | pcmsill Jemdl) sy oLl elag )y Gupnall dygiall olly Cllaus sial) gemgy Jsan 28
Gl Gl ahle e

165 29

e e omaiill Juadll idine oalelall Zysial) cailly lagiall mng Jss
Gl Ll

I




1 i
<@© & Q,y / ! / 7
WO ) |

Lladl clylay) L,’J:; &%) ‘_._g.ﬂ\ oY) o Gala

189

Oaleladl e g5 gl Qi) Gy Bale

190

ey Basall iSal (gyedll sl g Bala
il gy p5hyall

191

L",’A:\Saﬂ\ T3S ej}a)ﬂ\ ey 3agall Aol iy 3ale

192

19 8 O (ol aall) GV Sl G Gale
e daall 5yl — 5253l

193

B3 U e Caalpally Ailaally Bl o s Gale
ket dAsiall B)lyg — a5l

I




194

Oe Dl (g yinall) GOl an B)laid Gy (Bale
Al daall 3yl e — sasall 5)la) Ja

195

8 oo (@) ibal) GLEY) Bl Gale
AgalasY) sl 5yl agal) )l

196

Lalaty) dAsall 3))ye 3asall '5)\3;\ Jad

197

o8 Loy clatia g, A Gl Gan 3ala
daall 5y — sasadl 3Hla) B e Al 4eaal)
aoalany)

-10

198

oAl Al Llally bl ol G Gale
zohayls Asladl dendll 355 Andll ealls (ulalall

(Rl s e — Jaalls )oY

-11

199

Jadll  afiaa 33l Al Glawl g Gake
/"E.. ...\

-12

200

e Basall ddaal Aluadll Calaal) cpn el

-13

201

Sl il Aagiad) 335a0 daled g (3ale
;'E.. ...\

-13

202

Gl afia 335l )l alad Glelia) pn 3ol
/"E.. = \

-14

203

ol lascay daaladl Alay lgsadl oy Gale
G..am;'.m dm...\sj\ @M adj;h d.\h.\

-15

I




204

Gl ilfinas ygind) Capsll AL oy dale
;'E.. ...\

-16

205

-17

206

it Al sl clalial¥) b o Gale

-18

207

Jadll adia capdiall eld sl mumg Bale
/"E.. ...\

-19

208

ool adiey Ayl Bl andl miag Bale
"E.. ...\

-20

209

ihdll e dagial sl Gl o Galke

-21

210

‘ESM i 3 cladng \J C)‘; &JJ‘.SS yjﬁ‘.ﬁ C_a.ay ("5;L\

=22

211

-23

212

33l Byl Jd e gy A OLEWY) e Bale
-l ey et paiadidll Jadll A,

~24




Lwl ydIl gasds

glad) Ao daxi Toas Lla) Lagdy dauds ALolil) 3a5ad) 3)ly) el
Bsdilly agilaBsiy agilie )5 agillliie aaes dulh PIA (e Slaall Gl )5 Gilals
il oda e
oo palally alall e Uil Clidiue oY) aygi duhall gl
gladlly alell g ladll Clidine duyy ay ALl Basall 3yl aseda slaia
Alelal) sagall 5yly) HUat ki el Adpa ) Al cda sy L Galdl)
o lgly Laiall claadll ani e dald §f dale culS gl caladiually
Lo opming siala 3ole Auhall oda et Cam ¢ Lo cplalell oIV (o
Aiph gl agilygie OA) o ddlia) daall (Gihally Clidiuadly cplaled)
b Jledll lyils cbadinall Jals AL sagall 5y Laaal @iy ags o
,aaalatig oY)y
zalpn gamalls SPSS laay) (uslull) dulall caeadiad i
oaibad lehly ¢ duhall Clly didail deldal) aglell 45lanyl a3all
Onisal) oluall Tangall a5 WS dglany) cluayll lasly dial)
- Shaiall (s AR A8 paal Glajuad LUV Jalaa s ShISI 4y sial) nailly

I



FRars Lo et daa Gl & Gl o o duhall culd
=1 ok WS Gall Glusad Gamy (ane
) asehe dald o Al CulS glow Ghasull & cladiud) 3da Y e
lglens o 8 ALl 5 al)
ALLal asall 5yla) Gubi G ddlas) AV ) Lhyly D il @
daalally Aalad) ilifin) 8 Aediall Chladdl) (55t
eV elal 8 ALalal 53 gl 5)13) asgial (sl il clilia @

dflas) dday Al oo Hle Al lgde caadiel a3l Al
lad! e bl cadiel ¢ Alelal) sasall 5yl alai Gudail b,
DG A V) jaladl) e SNy el pdilly D laally il cpe g3l
O] anys & QL) e Gpesd aladial & Cua L)y duadldll
Qa5 sl Ao ggin) diy ALY clug )y Wall clylay) e J4Y)
dahydl) & gumge liiinally Cplalall o axgys o5 a8 G Gl L o
Ayl Balay 3pal) SENs oY) QL) k) Al s o ggial S

- (

Slo dedial) culais) ¢ Joumd ADNy dadia o duhal) cigial
Sle gsa) 2 I dadll W Al #ge ) AElaYl s
S Juaill Jaidl Sy ¢ Gl pead ) ady duball gl UaY)
i Il Jeadll Wl o Caalie pued ) Ll andy Al Al e
- Sl Hladls Al Gliby didas e (gl

Sl Jlialy Auhall Jaally bl JIY) P Gy
Akt oy Sl 8 lleas Sl i) e sae ) Al cila s
= Led Wl S

I



Olads gl 5y5 0 (TQM)alalal) 25al) 5y cilikiia aal e
el 8 eI aysat daaly Llal) sy

Sl SA PR e syl Bl ) ALl 3agadl B)la) plas gom *
a5 Aapnia o LaY) dee AlS) Go elld e i Loy 560 L8
& s s Ll Jell sale) arey eUadY) aae Jiliiyg V1 55l
@Al e e Al Balyys den (e WS (s

aal e Cisall alads Jead) 8 WYY oeYL Glelall el *
aladl €T Cum byl 4l calal L 1aag ALelal) 3a5a) 55la) cilajli
Ao Dby QYL el sy Gl o o mies Hlsal SuaY)
. TOM Gaakai (50 a3

Gaia ) Caagy Lmaall Aleyl) Jlae & ALelal) sasal) 5yl sy o *
eyl gsiwa Bl CulS gl Aplal)l Bl e aaBY) )
Lardll Cpe cpadicall Woay e ddle dag0 Gaiady o dediall Ayl
. il

Gleadll g lady Cplalall ALaLil) 3asall 33 aselar oogll i3 a2e *
sl il e plasudl Al

alad) & Ual) ciliiiosay igall satll lausly dpgyaill sl jagn Y *
Allall sagall 5yl Sl el e dalall cladiad) Jed *
- by Ay alde dladlally

Ao DU sagall Cleha) IS duhall g se alall Glasiudly jign *
Al IS aadaril) ISl Cp sasall Qi Lgal g LS aud U<
Ghy Adiuall Jary Adlaiall lehal) A<y 3asal) iy Calals
. 3]l calillaig

- e cluagdl) ;')A KX Luy\ﬂ\ g .ﬁj



aipday (Ko Y Caon ALaLal sagall 553 b L) aggial) Lyl g e
pseiar ool s Balyy i PA e dlay adldll (a)l e
. (TQM)

Ve bl 8 Y o ALelal sasall 5)d) asgie aladiul e i
(el Jaaall dny el (o3 (058 O i s AasiSa lad

Lo Jserall Basall Cldliia 33y Jaally dalatiall dpy)xil) Clysall s
e oY L iyl g I

Glatial sagal diwddl Gueadll @ (TQM) (e ol Caxgll
Ol Glilee Aagliay alaia¥) (e Y A Jpaall ani ) cileadlly
e die (Bl ade g il



Abstract

The Total Quality Management (t Q M) is considered to
be a modern philosophical management approach counting for
satisfying needs, desires and expectations of the customers and to
surpass these expectation .

The study tackles the evaluation of the performance from
the perspective of the (T Q M) in the public and private hospitals.
Further, the study is a comparative attempt between the private
sector and the public sector hospitals .Moreover , the study aims
to investigate the effectiveness of application of the total quality
management system in the hospitals whether they are public or
private on rendering health services and their effect on
improvement of the worker's performance . The study is also
considered to be a ready -made stuff embraced by workers despite
their various job levels in the hospitals and different health
utilities to understand the importance of the (T Q M) in the
hospitals and its effective impact on improving and regulating
the performance .

The study has used the statistical packages for the social
sciences to analyze the data of the study , to demonstrate the
characteristics of the sampling and to test the statistical
hypotheses as well as the use of the weighted means , the
percentages , frequencies and spearman rank co-relation to shed
light on the relation between the variable .

The study is based on six hypotheses five of which are
these hypotheses are presentemoved to be valid , some of



follows :

The hospitals in the Sudan whether they are public or
private don't apply the concept of the (T Q M) in rendering
their services .

- There is a proportional relation of statistical significance
between application of the (T Q M) and the level of the
services rendered by the public and private hospitals .

- There is a substantial impact of the concept of the (T Q M)
on the worker's performance .

The researcher has employed in her study the
analytical , statistical and descriptive approach to apply the
(T Q M) system .Further , the researcher has depended on the
secondary sources such as books , magazines and newsletters as
well as on the primary sources such as interviews and
gquestionnaire . two types of questionnaires were used . The
first one consisting of thirty one questions was distributed to
the top managers and head of the sections while the second
consisting of seven questions was distributed to the workers in
the hospitals who are the population of the study ( see the two
attached questionnaires in the appendix of the study ) .

The study includes introduction and three chapters .
The introduction consisting of a forward and a proposal of the
study . The first chapter is divided into five section
encompassing of the theoretical framework of the study .The
second chapter is divided into five sections constituting the
case study . The third chapter includes the data analysis of the
study and test of hypotheses

According to the practical and the theoretical
framework of the study and test of hypotheses , the researcher
has come out with a number of findings that can be
summarized in twenty -eight point as follows :
- One of the most important requirements of the (T Q M) is
belief and persuasion of the higher administration of
essentiality of the improvement of performance in the work .



- The (T Q M) system leads to increase of profitability through
concentration on the preventive supervision to process things
properly for first time and to minimize a number of mistakes
without repeating them leading to decrease of the cost on one
hand and to increase of the profitability on the other hand .
- Workers' awareness of job security and stability is one of the
most important requirements of the (T Q M) . This has been
proved by several studies and was confirmed by the American
scholar Edward deming that panic and lack of security are
obstacle impending application of the (T Q M) .
- The (T Q M) system in the field of the health care aims to
achieve the maximum positive result whether they have
relation with the clinical care offered or to realize the optimum
level of the beneficence's satisfaction for the services rendered
- Lack of sound awareness of the concept of the (T Q M) for
workers in the health services sector in the Sudan .
- Absence of training courses and reasons of profession
development in the public sector hospitals .
- The private hospitals under study endeavor to apply
maintain and develop the (T Q M) system continuously .
- The private hospitals under the study have all the required
procedures for quality for each section and the quality manual
which shows the organization hierarchy as well as policy ,
objectives and strategy of the quality besides all procedures
related to work of the hospitals according to requirements of
the quality .
The study has recommended the following :

There is need to change the prevailing concept that the
(T Q M) is an objective that cannot be realized by intensifying
and enhancing the concept of it .
- Use of the concept of the (T Q M) should not be written
slogans but should be something tangible actually , embraced
by the customer .
- Intensification of the trainin% courses relating to work as



per to requirements of the established quality and provision of
the required capacities to carry out the works .

The primary objective of the (T Q M) is the continuous
improvement of quality of the products and services rendered
to the customer , therefore , importance should be placed on
fellow-up of operations of the continuous improvement .



