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Abstract

Humans’ expectations have also increased due to the developing technology, increase in communication networks,
rise in the level of education and of income. Thus, patients would like to receive treatment in institutions where
they will feel safe and choose to work in institutions where staff job satisfaction is high. As different from other
sectors which have activities in service sector, it is important for healthcare institutions to have qualified work
force beside having financial power and technological equipment. It is because errors in delivering healthcare
service can result in serious losses- even in losses of lives.

One of the fundamental indicators of quality in healthcare is the safety of patients and of employees. Having a
quality certificate is a significant indicator of the fact that the quality of patient care has attained a certain
standard and that patient and employee safety has been maintained in the hospital holding the certificate. This
paper aims to analyse the effects of quality applications in a private hospital having activities in the sector of
healthcare on employees’ job satisfaction and their organisational commitment and to determine the correlations
between quality activities, employees’ job satisfaction and their organisational commitment. The population for
the study was composed of 462 employees in a private hospital in Ankara.

The analyses demonstrated that there were statistically significant correlations between perceptions of total
quality management and job satisfaction. It was found according to standard regression coefficient that one unit
of increase in perceptions about total quality management caused 0.743 unit of increase in job satisfaction.
Besides, significant correlations were found between perceptions of total quality management and organisational
commitment. It was another finding that one unit of increase in perceptions of total quality management resulted
in 0.457 unit of increase in organisational commitment.

Key Words: Quality, Total Quality Management, Job Satisfaction, Organisational Commitment, Healthcare
Institutions.
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Gelisen teknoloji, kiiresellesme, iletisim aglarimin artmasi, egitim ve gelir diizeyindeki artiglar ile birlikte
insanlarin beklentileri de artmigtir. Hastalar kendilerini giivende hissedecekleri kurumlarda tedavi olmayi
istemekte, personel is doyumunun yiiksek oldugu kurumlarda ¢alismayi tercih etmektedir. Hizmet alaninda faaliyet
gosteren diger sektorlerden farkh olarak saglik hizmeti veren kurumlarin maddi giice ve teknolojik donanima
sahip olmalarinin yaninda nitelikli is giictine sahip olmalari da ¢ok énemlidir. Ciinkii saglhk hizmeti sunumundaki
hatalar insanin hayatini kaybetmesine varan ciddi kayplar ile sonuglanabilmektedir.

Saglikta kalitenin temel gostergelerinden birisi hasta ve ¢alisan giivenligidir. Bir hastanenin kalite belgesine sahip
olmasi demek hasta bakim kalitesinin belirli bir standartta oldugunun, hasta ve ¢alisan giivenliginin saglandiginin
onemli gostergelerindendir. Bu arastirma, saglik sektoriinde faaliyet gosteren ozel bir hastanede uygulanan kalite
uygulamalarmmin, ¢alisan is doyumu ve érgiitsel baglhiligi tizerine etki durumunu degerlendirmek ve kalite
calismalart ile ¢alisan is doyumu ve orgiitsel baglhiligi arasindaki iliskiyi 6l¢mek amacwyla yapilmigtir.
Aragtirmanin evrenini Ankara ilinde faaliyet gosteren ézel bir hastanede ¢alisan 462 ¢alisan olusturmaktadir.

Yapilan analizler sonucunda Toplam Kalite Yonetimi algist ile is doyumu arasindaki iligki istatistiksel agidan
anlamly bulunmusgtur. Standart regresyon katsayisina gore, Toplam Kalite Yonetimi Algist degiskenindeki 1 birim
artisin Is Doyumu degiskeninde 0,743 birim artisa neden oldugu goriilmiistiir. Ayrica Toplam Kalite Yonetimi
Algisi ile Orgiitsel Baghlik arasindaki iliski de istatistiksel olarak anlamli bulunmustur. Standart regresyon
katsayisina gore Toplam Kalite Yénetimi Algisi degiskenindeki 1 birim artisin Orgiitsel Baghlik degiskeninde
0,457 birim artisa neden oldugu goriilmiistiir.

Anahtar Kelimeler: Kalite, Toplam Kalite Yonetimi, Is Doyumu, Orgiitsel Baghlik, Saghk Kurumu.
1. INTRODUCTION

Clients’ expectations began to differ in sectors with the advance of technology. While it was important
for firms to manufacture cheap goods and services in the period of industrial revolution- the period when
density in production started, later it was considered insufficient to make cheap production in meeting
customers’ expectations. One of the most important conditions for businesses to keep existing and to
have sustainability in competition is the obligation to produce high quality goods and services today.

Meeting patients’ and employees’ satisfaction- an indicator of quality- is one of the irrevocable
components of the continuation of the process. The employees with high satisfaction will have high job
satisfaction and their organisational commitment will rise. Total quality management, which is a system
involving all the staff beginning with top management, is the most frequently used model of quality in
institutions recently.

Continuous quality improvement, which is influenced by developments in quality management in
manufacturing sector, has been an area of concerns in healthcare sector especially since the 1980s
(Walshe and Boaden, 2006). Focus on quality management and more specifically on patients’ safety
gained momentum in the late 1990s with the release of reports like “To err is Human”- which laid
emphasis on the size of negative events. The report revealed that approximately 44,000-98,000 people
died of medical errors annually. The report also argued that the figure was bigger than the number of
people who were killed by traffic accidents (43,458) or died of breast cancer (42,297) and AIDS (16,516)
every year (Kohn et al., 2000).

Improving the quality in healthcare services is one of the priorities of the healthcare systems all over the
world. Several patients are still harmed by preventable factors everyday despite the serious and
widespread efforts to improve quality in healthcare. No institutions offering healthcare service today
have attained consistent perfection (Chassin and Loe, 2013).

Various attempts including total quality management, plan-implement-control-take precautions,
statistical process control and six sigmas were made to improve the quality of care.

One of the most important strengths of the businesses which would like to be prominent in front of their
opponents is their staff. Businesses can attain success in front of their opponents by managing their
internal resources actively and effectively. Their most important internal resource is their employees.

Employees’ performance will also reflect the performance of the organisation. Their job satisfaction
will rise when they work by embracing their job and when they find their work meaningful- which will
lead to achievement on the part of businesses. Managers have a great part in securing that employees
have job satisfaction. It is managers who will make job satisfaction continuous in organisations. Job
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satisfaction is not something that is met once and then can be ignored. Individuals who are happy in
their job will increase their performance, thus, they will work more efficiently and labour turnover will
decrease. The staff who work unhappily, on the other hand, will work with less performance,
absenteeism from work will increase, their productivity will decrease, they will probably sabotage the
work and will perhaps leave the job ultimately (Tas, 2012).

The most important production factor in an organisation is humans. The way to be able to benefit from
the developing technology is through human factor even though technological tools are advancing more
and more today. One of the most important issues in achieving the goals and doing the activities
effectively in an organisation is to secure that employees continue working. High employee turnover
will reduce staff motivation in addition to causing financial losses in organisations. Reduced motivation
will, in turn, cause reduction in work quality. The issue of “organisational commitment” is considered
as an important factor in preventing the hitches which can be caused by employee turnover in
organisations (Giiglii, 2006).

Healthcare sector requires intensive and self-sacrificing work. The organisations wishing to be superior
to their opponents in healthcare sector should have qualified labour force and they should secure
continuity in their staff’s organisational commitment.

2.CONCEPTUAL FRAMEWORK

Historically, the records related to quality appeared in Hammurabi Laws in 2150 BC for the first time.
The statement in the Laws was formulated as “if a house built by a constructor collapses due to the
constructor’s incompetence or due to the fact that he has not done his job duly, he will be killed”. In
another article of the Laws, the statement “if a surgeon makes a deep slit and if the patient dies of the
slit, the surgeon’s hands are cut off” is available (Sahin, 2012).

Quality is the reflection of the factors or of the degree of perfection which contain several properties to
satisfy internal and foreign customers. It is a value which preserves its influence in the process from the
production of a good or a service to its consumption beside the properties it has and which involves all
the stages (Hatipler and Selvi, 2019). A change from quality to total quality management occurred as a
result of increase in competition and changes in customer expectations with globalisation.

Total quality management (TQM) may be defined as the process in which continuous development and
improvement occurs, in which customer expectations are met at the maximum with minimum cost and
which is possible through all employees’ participation (Bozkurt and Asil, 1995).

Each organisation has its own internal dynamics. Organisations differ in terms of their employees, their
technological equipment and infrastructure. There are more than one way to follow in organisations in
total quality management. A practice which makes a business successful may not yield the same result
in another business. The principles of total quality management function as a guide in businesses.
Organisations need to adopt the principles and make regulations accordingly (Dursun, 2019).

TQM aims to win the race against opponents. That is to say, it is an economic struggle a n organisation
has with its opponents with all the processes. The competition power of the organisations adopting the
practices of total quality management and using them fully will increase (Akdag, 2005). Organisations
will remain standing to the extent that they can respond to customer expectations. Resistance against
opponents will be possible by using the successful practices of TQM in every process that the
organisation goes through.

The quality and accreditation work in healthcare started in 2003 with the programme of transformation
in healthcare in Turkey. Ministry of Health conducts effective work in the area with the principle of
“quality and accreditation for high quality and effective healthcare service” included in the sixth
component of the programme. “Accreditation Standards in Health”, the first accreditation set in Turkey,
was prepared in the period between 2012 and 2014 (Kavak, 2018).

Implementing the total quality management in organisations successfully depends on their employees’
motivation, capabilities, participation and their power of roles (Adawiyah et al., 2020). Thus,
employees’ job satisfaction and their organisational commitment are important in the success of total
quality management implementations.
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Job satisfaction is a concept related to employees’ positive and negative feelings about their job. Feeling
of pleasure or displeasure as a result of work done changes from person to person (Srivatava, 2013). Job
satisfaction can be defined as the sum of all the feelings individuals have about their job (Robins, 2005).
While the positive feelings employees have as a result of work they do are job satisfaction, the negative
feelings they have as a result of work they do are job dissatisfaction. Having high job satisfaction is an
indication that an employee likes his/her job (Nal and Nal, 2018). It is a special concept related to the
degree to which one is leased with his/her job. Individuals’ expectation and the degree to which their
expectations are met by their job will influence their level of job satisfaction.

Job satisfaction is influenced by personal factors such as age, gender, level of education and seniority
and by organisational factors such as the quality of the job, wage, system of promotion, working
conditions, workmates, management and supervision. Studies analysing the correlations between job
satisfaction and age demonstrated that age influenced job satisfaction, that there were positive ties
between the two and that job satisfaction also increased in parallel to the advance in age. Job satisfaction
is generally low at earlier years in a job due to inexperience, low wages and feeling incompetent.
Increase in performance with experience gained over time, feeling of competence and increase in salary
will contribute positively to the increase in job satisfaction (Tas, 2012). Yelboga (2007), on the other
hand, found that gender did not have any effects on the level of job satisfaction in general. Clark (1997)
found that women had higher job satisfaction than men and that marriage had positive effects on
women’s job satisfaction. Yet, Carik¢1 (2004) found that women had lower job satisfaction than men.
Castillo and Cano (2004) also found that women working in faculties were less satisfied than men.
Marital status is another factor positively influential in job satisfaction. Thus, it is thought that marriage
provides individuals with more regular life and therefore it increases job satisfaction (Kiigiikkendirci et
al., 2017). Some of the studies demonstrated that individuals with high level of education had higher job
satisfaction than those with low level of education. Employees’ job dissatisfaction was attributed to not
working in positions which are suitable to their level of education and their experience. Besides,
expecting employees of more than their competence causes them to have stress and anxiety -which in
turn can cause job dissatisfaction (Aksit Asik, 2010). A study concerning seniority found that
individuals’ feeling of achievement would increase as the years pass by and correlated meeting the
increasing staff need of an organisation better to employees’ integration with the organisation and to
providing the employees with better opportunities (Giiven et al., 2005).

An important issue in total quality management applications is organisational commitment. According
to Grusky’s (1966) definition, organisational commitment is the power of an individual’s ties with
his/her organisation. The concept has been one of the most interesting subjects for researchers. Thus,
several studies concerning the purpose of employees’ behaviours and the factors influential in their
commitment can be reached. Organisational commitment is a vital component for organisations to attain
their goals because it contributes to the development of a sense of trust between managers and
employees, to the progress of organisations in their sector and to their attainment of their goals
effectively (Rafig Namiq, 2020).

A review of the literature related to organisational commitment shows that the subject is analysed in two
headings as behavioural commitment and attitudinal commitment. The studies argue that behavioural
approach considers commitment as the continuation of what employees have experienced in the part
while attitudinal approach considers is as an emotional reaction (Aydin, 2010).

Organisational commitment is influenced by personal and organisational factors. Age, gender, marital
status, level of education and the length of serving to an organisation are considered as personal factors
whereas level of wage, system of promotion, teamwork, promotion opportunities, organisational justice
and the quality of work are considered as organisational factors in organisational commitment. A review
of studies concerning organisational commitment and age indicates that there are generally positive
correlations between the two variables. Thus, organisational commitment- which increases along with
age- is associated with career obtained with increase in the length of time spent in an organisation in the
studies in general. Yet, the progress of career is not always related to age today (Isik, 2020). On the
other hand, Sezgin (2019) found that organisational commitment did not differ according to gender. It
was another finding obtained by Farooq and Zia (2013) that female university lecturers had higher
perceptions of organisational commitment than the male ones. The studies examining the correlations
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between marital status and organisational commitment found that the employees who were married had
higher organisational commitment due to the risks that might be caused by changing their job and that
those who were single changed their job more often because they had more courage against risks
(Sezgin, 2019).on evaluating the correlations between the level of education and organisational
commitment, the employees with higher level of education were found to have lower organisational
commitment while the employees with lower level of education were found to have higher commitment
(Ozevin, 2016). The studies concerning the length of serving to an organisation and organisational
commitment found positive correlations between the two variables. Accordingly, employees’
commitment to their organisation increased with the increase in their salary, seniority and compensation
depending on the length of time they spent in the organisation (Sezgin, 2019). Positive correlations were
also found between organisational commitment and job satisfaction. However, diverse views are
available as to which concept arose first. The correlations between job satisfaction and organisational
commitment were associated with normative commitment. Hence, employees’ positive relations with
their workmate will raise their job satisfaction and will help the formation of organisational commitment
(Tosun and Ulusoy, 2017).

3.METHOD

One of the most important conditions for businesses to keep existing and to sustain competition today
is the obligation to produce high quality goods and services. Employees’ satisfaction- an indicator of
quality- is one of the irrevocable elements in securing that the process continues.

This study analyses the effects of total quality management practices in healthcare institutions on
employees’ job satisfaction and on their organisational commitment and determines the employees’
expectations and needs. Therefore, it aims to examine the effects of total quality management practices
available in a private hospital on its employees’ job satisfaction and organisational commitment.

The population for the research was composed of 730 healthcare professionals working in a private
health facility. Sampling was not made in the research; instead, efforts were made to reach all of the
participants. Yet, 462 individuals in total were reached due to Covid-19 pandemic, working hours,
employees on the sick leave and due to those who did not wish to complete the survey form. The figure
constituted 63% of the population.

Descriptive method, one of the quantitative research methods, was used in this study. The research data
were collected in survey method so as to determine the attitudes and approaches of the staff working in
a private hospital as the field work. The surveys were done face-to-face.

Part one in the survey contained questions about personal information. Thus, 8 questions about personal
information such as gender, age, educational status, marital status, professional experience, the unit to
which they belonged and the unit where they worked were included in that part of the survey. Part two
contained the 23-item Total Quality Management Scale of 5-pointed Likert type which was used by Goh
in 2000 and whose Turkish version was used by Yaman in 2017 so as to evaluate the practice of total
quality management. Part three contained the Minnesota Job Satisfaction Scale and Part four contained
the Organisational Commitment Scale (Meyer & Allen). The data collected were analysed on SPSS 26
programme and were evaluated. The results to be obtained here cannot be generalised to be reflective
of all healthcare institutions due to the fact that the research was done in a private hospital located in
Ankara.

3.1. Research Hypotheses
The hypotheses below were made and tested so that the research could attain its goal.

H1: Total quality management implementations in healthcare institutions are influential in and
associated with employees’ job satisfaction.

H2: Total quality management implementations in healthcare institutions are influential in and
associated with employees’ organisational commitment.
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4.FINDINGS
4.1. The Reliability Analysis

The reliability analysis of the scales used in the survey form of the research was done with Cronbach’s
Alpha. As a result, the Cronbach’s Alpha coefficients were found as 0.951 for the total quality
management scale (23 items), 0.951 for the Minnesota job satisfaction scale (23 items), 0.899 for the
Allen-Meyer organisational commitment scale (18 items). The figures found in the results indicated that
the scales were reliable.

4.2. Demographic Findings

The findings obtained in the study indicated that the rate of female participants was 71.4% while the
rate of male participants was 28.6%. Of them 53% were married and 47% were single. 25.8% of the
participants were aged 18-24 while 36.8% were aged 25-34, 23.4% were aged 35-44, 11.7% were aged
45-54 and 2.4% were aged 55 and above.

As to the educational status, 12.6% of the participants were primary school graduates, 41.3% were high
school graduates, 22.1% held an associate degree, 10.4% held a bachelor’s degree, 3.5% held an M.A
degree, 0.2% held a doctoral degree and 10.0% were the graduates of a faculty of medicine. The
participants’ length of work in the organisation was as follows: 42.6% had worked for 0-5 years, 23.8%
for 6-10 years, 13.0% for 11-15 years, 9.5% for 16-20 years and 11.0% for 20 years or longer. Of the
participants 10.8% were doctors, 17.7% were technicians, 10.6% were cleaners, 24.2% were nurses,
23.4% were administrative staff and 13.2% belonged to other occupational groups.

10.6% of the participants worked in medical service department, 39.6% in nursing service department,
15.6% in head physician department, 16.2% in patient service department, 13.6% in hospitality service
department and 4.3% in other departments. Besides, 31.0% worked in serving, 3.7% in emergency
service, 4.1% in radiology, 2.2% in the laboratory, 11.7% in the intensive care unit, 7.4% in the operating
room, 22.9% in policlinics and other departments.

Table 1: The Distribution of Participants’ Views on the Items of Total Quality Management

Absolutel . .. Absolutel
; Disagree | Indecisive | Agree
y disagree y agree
Standa
Mean r(.j.
n| % |n| % |n|%]|n| %/ |n| % deviati
(X) on
(s.d.)

Being
appreciated

Job security 27 | 58 | 41| 89 | 32| 6.9 |184|39.8|178|38.5| 3.96 1.156

Authority and
responsibility

90 | 19.5 |105| 22.7 |114| 24.7 | 97 | 21.0 | 56 | 12.1 | 2.84 1.295

11| 24 | 23| 5.0 [ 45| 9.7 |190| 41.1 |193| 41.8| 4.15 0.953

Participation in

decision- 14| 30 | 33| 71 | 77167 |189| 409 | 149|323 | 392 | 1.022
making
Sufficient 8 | 17 24| 52 | 44| 95 |222| 481 |164|355| 410 | 0.897
equipment

Work

. 31| 6.7 | 54| 11.7| 67 | 145 |186| 40.3 [124| 26.8 | 3.69 1.179
environment

Taking on

16 | 35 | 37| 80 |72 |156|181|39.2 |156|33.8| 3.92 1.059
responsibilities
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Managers 35| 7.6 | 47 | 10.2 |105| 22.7 | 163| 35.3 [112| 24.2 | 358 | 1.178
motivation
Joint goals 13| 28 | 43| 93 [ 79 [17.1 204|442 123|266 | 3.82 | 1.017
?esr’o”?'b"'ty 14 | 30 | 32| 6.9 | 81 |175|205|44.4 |130| 28.1 | 3.88 | 0.997
or quality
Process 15 | 32 | 46 | 10.0 | 99 | 21.4 |192| 41.6 |110| 23.8| 3.73 | 1.035
Improvement
Process 14 | 3.0 | 43| 93 | 94 | 203|208 45.0 |103| 223 | 3.74 | 1.004
development
Process 21| 45 | 41| 89 | 82 |17.7|203|43.9 [115|249| 376 | 1.065
analysis
Process 18 | 39 | 45| 9.7 | 82 |17.7|184|39.8 |133|28.8| 3.80 | 1.081
effectiveness
Continuous 17 | 37 | 36| 7.8 | 84 |18.2 199|431 |126|27.3| 382 | 1.034
Improvement
Activities 151 | 45 | 38| 82 | 93| 201 |185]40.0 |125| 271 | 377 | 1.076
raising quality
gA;;aI'S”'“gthe 27 | 58 | 67 | 145 |109| 23.6 [153| 33.1 | 106|229 | 353 | 1.163
Team work 25 | 54 | 42 | 91 | 80 | 17.3|184|39.8 |131| 284 | 3.77 | 1.120
Patients 13| 28 | 22| 48 | 61 |13.2|175|37.9 [191|41.3| 4.10 | 0.990
demands
The concept of
internal 18 | 39 [ 33| 7.1 |101|21.9|179|38.7 |131| 284 | 3.81 | 1.050
customer /
employee
Patients’ 20| 43 | 25| 5.4 |59 |12.8|182|39.4 |176|38.1| 4.02 | 1.057
satisfaction
Financial gains | 123 | 26.6 | 111 | 24.0 | 68 | 14.7 | 111|240 | 49 | 10.6 | 2.68 1.368
promotion/ 1341290 | 78 | 16,9 | 73 | 15.8 | 111|240 | 66 | 143 | 278 | 1.448
wages

Total quality 3.70 0.765

management

Table 1 shows the distribution of the participants’ views on the items of total quality management. The
statements having the highest average in the total quality management scale were the statements “my
superiors assign me the authority and responsibilities for the job I do”, “T have the instruments necessary
for doing my job duly” and “patients’ demands form the basis for quality”. The statements with the
lowest average, on the other hand, were the statements “my achievements are appreciated and rewarded
in front of others who are concerned”, “my financial gains as a whole causes me to have satisfaction”
and “my salary increases in parallel to promotions and to the increase in my workload”. The reason why
the above-mentioned statements received the lowest average should be investigated. The average for
total quality management in general was found as 3.70. The finding indicated that the employees’
perception of total quality management was medium.
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I am not
pleased at | | am not I am I am I am very
all pleased |indecisive| pleased pleased
Mean S.td'.
n|%|n|%|n|%|n|[%| n | % ~ | deviation
® 1 sd)
Making busy 29 | 6.3 | 46 {10.0|117|25.3|200(43.3| 70 |15.2| 351 1.064
Working on 20 | 43| 57 |12.3| 93 |20.1|214(46.3| 78 |16.9| 3.59 1.043
one’s own
A change 25 | 54|41 |89 |112|24.2|203(43.9| 81 |175| 3.59 1.047
Prestige 26 | 56 | 25 | 54 | 68 |14.7|227 |49.1| 116 |25.1| 3.83 1.046
Style of 23 | 50| 30|65 | 72 156|214 |46.3| 123 |26.6| 3.83 1.051
management
Managers’ 14 1 3.0 | 26 | 56 | 77 |16.7|213 46.1| 132 |[28.6| 3.92 0.972
decision
Conscientious 7 15|20 |43 |59 |128|212|459| 164 |355| 4.10 0.886
responsibility
Constant job 12 | 26| 19 | 41| 70 |15.2]223(48.3| 138 [29.9| 3.99 0.922
Doing something | 11 | 2.4 | 18 | 3.9 | 42 | 9.1 | 196 (42.4| 195 |[42.2| 4.18 0.923
for others
Telling people 17 | 3.7 | 35| 76| 82 |17.7]203 (43.9| 125 |[27.1| 3.83 1.028
what to do
Being abletouse | 10 | 2.2 | 25 | 5.4 | 61 |13.2|220(47.6| 146 |316| 4.01 0.928
one’s own
abilities
Implementing the | 13 | 2.8 | 30 | 6.5 | 91 |19.7|215|46.5| 113 |245| 3.83 0.964
decisions
Wages 116 |25.1| 76 [16.5| 99 |21.4|123|26.6| 48 |104| 281 1.348
Promotion 55 1119 65 |14.1|112 (242|151 |32.7| 79 |17.1| 3.29 1.244
Freedom to 26 | 56 | 45 | 9.7 | 107 |23.2|189(40.9| 95 |20.6| 3.61 1.088
implement the
decisions
Usingone’sown | 18 | 3.9 | 32 | 6.9 | 78 |16.9|229|49.6| 105 |22.7| 3.80 0.994
methods
Work conditions | 30 | 6.5 | 61 [13.2|125|27.1|165|35.7| 81 |17.5| 3.45 1.120
Workmates 14 1 30| 29 | 6.3 | 67 |145]196 (42.4| 156 |33.8| 3.98 1.004
Being 28 | 6.1 | 44 | 9.5 |105|22.7|185(40.0| 100 |21.6| 3.62 1.107
appreciated
Feeling of 15 1 3.2 |40 | 87 | 45| 9.7 |221|47.8| 141 [305| 3.94 1.020
achievement
Job satisfaction scale | 3.73 0.710
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Table 2 shows the distribution of the participants’ views on the items of Minnesota Job Satisfaction
Scale. The one-by-one analysis of the items in the scale demonstrated that the statements “in that it gives
me the opportunity to have conscientious responsibility” and “in that I have the opportunity to be able
to do something for others” had the highest average. On the other hand, the statement “in that [ earn my
wage in return for the job I do” had the lowest average. The reason for why the statement had the lowest
average should be analysed. The average for the Minnesota Job Satisfaction Scale in general was found
to be 3.73. The finding indicated that the employees’ perceptions of Minnesota Job Satisfaction Scale
were medium.

Table 3: The Distribution of Participants’ Views on the Items of Allen-Meyer Organisational
Commitment Scale

So
met
ime
Never Rarely S Often Always
Std.
Averag deviatio
n|%|n|%|n|%|n|% | n|% € n
® | (sd)
Continuing 37 | 80| 34 | 7.4 114|247 | 164 | 355|113 |245| 3.61 1.165
working in
the

organisation

Internalising | 23 | 5.0 | 26 |56 | 72 |15.6| 201 | 43.5| 140 | 30.3| 3.89 1.059
the problems
in the

organisation

Sense of 19 | 41| 40 |87 |82 |17.7| 189 |40.9| 132 |28.6| 3.81 1.071
belonging in
the

organisation

Emotional 22 | 48 | 31 | 6.7 (100|216 182 |39.4| 127 |275| 3.78 1.069
commitment

Being a part 21 | 45| 40 | 8.7 (102|221 | 174 |37.7| 125 (27.1| 3.74 1.087
of a family

Meaningalot | 24 | 52 | 41 |89 |81 |175| 191 |413| 125 |27.1| 3.76 1.102
to someone

working / 131 |28.4| 111 | 24. | 81 |175| 80 |17.3| 59 |128| 2.62 1.385

leaving 0

obligatorily

Feeling 113 245|116 | 25. | 68 | 14.7 | 104 | 225| 61 |13.2| 2.75 1.387
obliged to 1

work /leaving

Being the 143 {31.0| 138 | 29. | 63 |13.6| 72 |156| 46 |10.0| 2.44 1.333
superior- 9

inferior

/leaving
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Having no 128 | 27.7| 106 | 22. | 83 |18.0| 81 |[175]| 64 |139| 267 1.401
alternatives / 9
leaving

Things given | 66 |14.3| 95 | 20. |101|{21.9| 124 (26.8| 76 |16.5| 3.11 1.302
to the 6
organisation /

leaving

Job 142 | 30.7 | 130 | 28. | 71 | 154 | 69 |149| 50 |10.8| 2.47 1.348
opportunities 1

/ leaving

Not feeling 48 |10.4| 80 | 17. |99 (214|145 314 | 90 |195| 3.32 1.257
obliged 3

Not thinking | 37 | 80 | 53 | 11. | 90 | 19.5| 182 [39.4| 100 | 21.6 | 3.55 1.180
of leaving 5

Feeling guilty | 99 |21.4| 116 | 25. | 96 |[20.8| 91 [19.7| 60 |13.0| 2.78 1.334
/ leaving 1

Being loyal 27 | 58 | 41 [ 89|95 |20.6| 187 {405 112 {242 | 3.68 1.110

Feeling 41 | 89 | 78 |16. |91 |19.7| 161 [34.9| 90 |19.5| 3.39 1.226
responsible 9
Feeling 59 | 18 | 67 |14. |97 |21.0| 165|358 | 73 |158| 3.27 1.256
indebted 5

Organisational commitment| 3.26 0.748

Table 3 shows the distribution of the participants’ views on the items of Allen-Meyer Organisational
Commitment Scale. It was found through one by one analysis of the items in the scale that the statements
“I feel as if the problems in the organisation were my own problems” and “I feel belonging to the
organisation I work in” had had highest average. The statements with the lowest average were the
statements “I now work in this organisation because I feel obliged rather than my own desire”, ““ if I left
the organisation I work in now, everything in my life would be upside down”, “I don’t think of leaving
the organisation I work now because I haven’t got many alternatives”, “if I left the organisation I work
now, | would have limited opportunities to find a job” and “ T would feel guilty if left the organisation
I work in”. It was remarkable that the six items had the low averages. Therefore, they need analysing.
The average for the Allen-Meyer Organisational commitment Scale in general was 3.26- which showed
that the employees had medium perceptions of the scale.

4.3. Testing the Research Hypotheses
Regression analysis and Anova analysis were done to test the hypotheses.

H1: Total quality management implementations in healthcare institutions are influential in and
associated with employees’ job satisfaction.

Table 4: The Effects of Total Quality Management Implementations on Job Satisfaction

Regrgs_sion Standard reg ression t b
coefficients coefficients
Constant 1.180 10.789 0.000
Total quality management 0.690 0.743 23.841 0.000
R R square Corrected R square F p
7438 0.553 0,552 568.392 .000°
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Table 4 shows the linear regression model created by using the explanatory variable (independent
variable, perceptions of total quality management, explained variable (dependent variable) and job
satisfaction. The model was found statistically significant according to the ANOVA test. The coefficient
of determination in the model was found as 0.552 (corrected). Accordingly, 55.2% of the variance in
job satisfaction is explained by perceptions of total quality management through linear regression model.
According to the student-t test, which was done for the significance of the coefficients of regression
model, both coefficients were found to be statistically significant. According to the findings, the
prediction of the line of regression was JB (job satisfaction)=1.180 + 0.690 X TQM (total quality
management). It is expected according to the standard regression coefficient that 1 unit of increase in
the variable of the perceptions of total quality management will cause 0.743 unit of increase in the
variable of job satisfaction. H1 was accepted according to the findings obtained.

H2: Total quality management implementations in healthcare institutions are influential in and
associated with employees’ organisational commitment.

Table 5: The Effects of Total Quality Management Implementations on Organisational
Commitment

Regrgs;ion Standard _re_gression i b
coefficients coefficients
Constant 1.603 10.458 0.000
Total quality management 0.447 0.457 11.027 0.000
R R square Corrected R square F p
A457° 0.209 0.207| 121.586 .000°

Table 5 shows the linear regression model created by using the explanatory variable (independent
variable, perceptions of total quality management, explained variable (dependent variable) and
organisational commitment. The model was found significant according to ANOVA test. Besides, the
coefficient of determination for the model was calculated as 0.207 (corrected). Accordingly, 20.7% of
the variance in the variable of organisational commitment is explained by the variable of perceptions of
total quality management through linear regression model. Both coefficients were found to be
statistically significant according to the student-t test, which was done for the significance of the
coefficients of regression model. According to the findings, the prediction of the line of regression was
OC (organisational commitment) =1.603 + 0.447 X TQM (total quality management). 1 unit of increase
in the perceptions of total quality management is expected to cause 0.457 unit of increase in the variable
of organisational commitment according to standard regression coefficient. Hypothesis H2 was accepted
on the basis of the findings obtained.

5.CONCLUSION AND RECOMMENDATIONS

It is possible in today’s contemporary conception of management to implement total quality
management in organisations effectively with employees who are of high quality and who have high job
satisfaction. Job satisfaction and organisational commitment are important in healthcare institutions as
in other sectors of service due to the fact that employees’ low job satisfaction and low organisational
commitment can lead to low performance and can result in leaving their job.

This study includes research conducted in a private hospital so as to analyse the effects of total quality
management implementations on employees’ job satisfaction and on their organisational commitment.

The responses given by the participants to the items in the scales are as in the following. The data
collected from the surveys with 462 participants working in various departments of the hospital were
tested with the hypotheses made. The results obtained are described below.

The item “my superiors assign me the authority and responsibilities for the job I do” in the total quality
management scale had the highest average while the item “my achievements are appreciated and
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rewarded in front of others who are concerned” had the lowest average. The situation indicated that the
employees’ achievements were not rewarded sufficiently. It became apparent that their perceptions of
total quality management were medium (x=3.70). analysis of the items in the Minnesota Job Satisfaction
Scale demonstrated that the item with the highest average was the statement “in that it gives me the
opportunity to have conscientious responsibility” whereas the item with the lowest average was the
statement “in that I earn my wage in return for the job I do”. The result indicated that the employees did
not have sufficient wage in their job. Thus, the participants had medium perceptions of the Minnesota
Job Satisfaction Scale (x=3.73). On the other hand, the item with the highest average in the Allen-Meyer
Organisational Commitment Scale was “I feel as if the problems in the organisation were my own
problems”, but the one with the lowest average was “I now work in this organisation because | feel
obliged rather than my own desire”. The employees included in the study were found to have medium
perceptions of the Allen-Meyer Organisational Commitment Scale (x=3.73).

The main hypotheses H1 and H2 made in this study were accepted. Thus, it was concluded that total
guality management implementations had effects on job satisfaction as well as on organisational
commitment. Hsu (2009) also concluded that organisational learning- an element of total quality
management- was 55% influential in organisational commitment. Tseng (2010) found that the
organisation which learnt had effects on organisational commitment. Another study by Sert (2016,
evaluating the correlations between total quality management and organisational commitment, reached
the conclusion that the implementations of total quality management had positive effects on
organisational commitment because they considered employees’ pleasure. Yaman (2017), on the other
hand, concluded that teamwork influenced the increase in ego satisfaction and in performance in positive
ways and that the leadership of the top management influenced the increase in employees’ performance
in negative ways and employees’ organisational commitment in positive ways.

It was concluded on evaluating the data collected in the study that the implementations of total quality
management in organisations affected employees’ levels of job satisfaction and their organisational
commitment in positive ways. The analyses also demonstrated that the correlations between total quality
management implementations and employees’ job satisfaction were higher than the effects of total
quality management implementations on employees’ organisational commitment. In other words, it was
found that the implementations of total quality management in organisations influenced employees’ job
satisfaction more than they influenced their organisational commitment.

The organisation where the research was conducted was a healthcare institution. The medical staff were
the employees who encountered instances Covid-19 pandemic the most often in the period when the
study was conducted. They listed the factors influencing their job satisfaction as the conscientious
responsibility caused by the job they do and as the opportunity to be able to do something for others.
However, the wages they earned were said to be below their expectations.

The organisation where the research was done was a private hospital which occupied an important place
in healthcare sector. The employees stated that they worked in the institution obligatorily, that they had
no other alternatives or no possibility to find another job, that they felt as if the problems in the
organisation were their own problems and that they felt they belonged in the organisation they worked
in. The employees with high organisational commitment have great effects on the success of an
organisation in healthcare sector-where there is immense competition.

Improvement should be made to groups of employees with lower perceptions of quality management,
job satisfaction and organisational commitment than other groups in organisations. Total quality
management is a process which will attain success with the participation of all employees. Employees’
job satisfaction and organisational commitment will increase when all of the employees are included in
the implementations of total quality management. The hospital administration should take the necessary
precautions to raise the employees’ levels of organisational commitment and job satisfaction because
they had medium level of organisational commitment and job satisfaction.
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Genisletilmis Ozet

Teknolojinin ilerlemesiyle sektorlerde miisteri beklentileri farklilik gdstermeye baslamistir. Uretim
yogunlugunun basladig1 donem olan sanayi devriminde firmalar i¢in dnemli olan ucuz mal ve hizmet
iretmekken zamanla sadece ucuz iiretim yapiliyor olmasi miigteri beklentilerinin karsilanmasi agisindan
yeterli olmamaya baglamistir. Giintimiiz kosullarinda isletmelerin varliklarinin devam ettirebilmelerinin
ve rekabete karsi siirdiiriilebilirliklerinin en énemli kosullarindan birisi kaliteli mal ve hizmet {iretme
zorunlulugudur.

Kalitenin gostergelerinden olan hasta ve calisan memnuniyetinin saglanmasi, bu siirecin devam
ettirilmesinde vazgegilmez 6gelerden bir tanesidir. Memnuniyeti yliksek olan ¢aliganin is doyum diizeyi
yiikselecek ve drgiitsel baglihig artacaktir. Ust yonetimden baslayarak tiim calisanlari igeresine alan bir
sistem olan Toplam Kalite Y6netimi son donemde kurumlarda en sik uygulanan kalite modelidir.

Saglik hizmetlerinde kalitenin iyilestirilmesi, diinya ¢apinda saglik sistemlerinin temel 6nceliklerinden
biridir. Saglikta kaliteyi iyilestirmeye yonelik ciddi ve yaygin ¢abalara ragmen, bir¢ok hasta hala her
giin Onlenebilir nedenlerle zarar gérmektedir. Giinlimiizde saglik bakim hizmeti veren hi¢bir kurum
tutarli bir mitkemmellige ulagamamistir (Chassin ve Loe, 2013).

Giliniimiiz kosullarinda rakiplerinden 6ne ¢ikaran isteyen isletmelerin ellerindeki en énemli giiclerden
biri isletmenin ¢alisanlaridir. Isletmelerin rakipleri karsisinda basariya ulasabilmeleri sahip olduklari i¢
kaynaklarinin etkin ve etkili bir sekilde yonetmesi ile miimkiindiir. Isletmelerin ellerindeki en énemli i¢
kaynak kurumun c¢aligsanlaridir.

Isletmelerde calisanlarin performanst aym zamanda kurumun performansmi da yanstyacaktir.
Calisanlarin yaptiklari isi sahiplenip anlamli bularak ¢alismasiyla ¢alisanin bireysel is doyumu artacak
buda isletmenin basarisini beraberinde getirecektir. Calisanlarin iy doyumunun saglanmasinda
yoneticilere biiyiik gorev diismektedir. Kurumlarda is doyumunun siirekliliginin saglayacak olan kisiler
yoneticilerdir. Is doyumu bir defaya mahsus karsilanip daha sonrasinda goz ardi edilebilecek bir kavram
degildir. Calistig1 iste mutlu olan ¢alisanin performansi artacak, daha verimli ¢alisacak ve is giicii devir
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orani diisecektir. Mutsuz calisan personel ise diisiik performansla calisacak, ise devasizligi artacak,
verimliligi diisecek yaptig1 isi sabote edebilecek ve sonunda isten ayrilabilecektir (Tas, 2012).

Saglik sektorii yogun ve dzverili ¢alisma gerektirmektedir. Rekabetin hizla arttigi saglik sektdriinde
rakiplerine karsi tistiinliik yakalamak isteyen kurumlar, nitelikli ig giicline sahip personeli bilinyesinde
bulundurmali ve sahip oldugu personelin 6rgiitsel bagliliginin devamliligini saglamalidir.

Toplam Kalite Yonetimi (TKY), siirekli gelisme ve iyilesme gosteren, miimkiin olan en diisitk maliyetle
miisteri beklentilerinin en iist diizeyde karsilandigi, tiim c¢aliganlarin katilimi ile miimkiin olan bir siire¢
olarak tanimlanabilir (Bozkurt ve Asil, 1995).

Her kurumun kendine ait bir i¢ dinamigi vardir. Kurumlarin ¢alisanlarinin 6zellikleri, sahip olduklari
teknolojik donanim ve alt yapi birbirinden farklilik gostermektedir. Toplam kalite yOnetiminde
kurumlarda uygulanacak tek bir yol yoktur. Bir igletmeyi basariya ulastiran bir uygulama diger isletmede
ayni sonucu vermeyebilir. Toplam kalite yonetiminin ilkeleri isletmeler icin rehber niteligindedir.
Kurumlarin kendi yapilarina goére bu ilkeleri benimseyip uygulamalarinda ona gore diizenleme
yapmalar1 gereklidir (Dursun, 2019).

Toplam Kalite Yonetimi uygulamalarinin kurumlarda basarili bir sekilde ydriitiilmesi, kurum
caliganlarinin motivasyonuna, yeteneklerine, katilimina ve rol giiciine baghdir (Adawiyah ve digerleri,
2020). Bu kapsamda toplam kalite uygulamalarinin basarisinda ¢alisanlarin is doyumu ve orgiitsel
baglilig1 6nem kazanmaktadir.

Yapilacak olan ¢alisma ile saglik kurumlarinda yiiriitiilen toplam kalite yonetimi uygulamalarinin,
caligsanlarin is doyumu ve orgiitsel bagliligi iizerine etkisi analiz edilecek, beklenti ve gereksinimlerinin
hangi yonde oldugu belirlenecektir. Bu baglamda ¢aligmanin amaci, 6zel bir hastanede uygulanan kalite
uygulamalarimin, ¢alisan is doyumu ve orgiitsel baglilig1 iizerine etki durumunu degerlendirmek ve
toplam kalite yonetimi uygulamalari ile ¢alisan iy doyumu ve Orgiitsel baglilig1 arasindaki iliskiyi
gostermektir.

Caligmanin evrenini; Ankara ilinin Cankaya il¢esinde bulunan, 6zel bir saglik kurumunda c¢alisan 730
saglik calisani olusturmaktadir. Arastirmada 6rneklem secilmemis, ¢alisanlarin tamamina ulasilmaya
caligilmistir. Ancak Covid-19 pandemisi ve mesai, raporlu personel ve anketi doldurmak istemeyen
caligan nedeni ile 462 kisiye ulasilmistir. Bu say1 evrenin %63’{in{i olusturmaktadir.

Caligmada nicel arastirma yontemlerinden olan betimleyici (tanimlayici) arastirma yontemi
kullanilmigtir. Konuyla ilgili alan caligmasi olarak, 6zel bir hastanede caliganlarin tutum ve
yaklagimlarin1 6lgmek iizere birinci derece veri toplama yontemlerinden olan anket yontemi
kullanilmistir. Anketler yiiz yiize uygulanmustir.

Anketin ilk boliimde katilimcilarin kisisel 6zellikleri ile ilgili sorular yer almaktadir. Kisisel bilgilerde
cinsiyet, yag, 6grenim durumu, medeni durum, mesleki tecriibe, meslek, bagli bulunulan birim ve
calistlan boliimii iceren 8 soru yer almaktadir. Ikinci boliimiinde Toplam Kalite Yonetimi
uygulamalarini degerlendirmek iizere, 2000 y1linda Goh tarafindan kullanilan ve 2017 yilinda Yaman’in
Tiirkce olarak ¢aligmasinda kullandig1 5°1i likert tipte ve 23 maddeden olusan Toplam Kalite Yonetimi
Olgegi kullamlmustir. Uciincii boliimiinde Minnesota Is Doyum Olgegi ve dordiincii boliimiinde
Orgiitsel Baglihk Olgegi (Meyer&Allen) kullamilmustir. Arastirmada elde edilecek olan verilerin
analizleri SPSS 26 programi aracilifiyla gerceklestirilip, degerlendirilmistir.

Arastirmanin amacina ulagsmasi i¢in asagida belirtilen hipotezler kurulmus ve test edilmistir.

H1: Saglik Kurumlarinda Toplam Kalite Y&netimi Uygulamalarmin Calisan Is Doyumu iizerinde etkisi
vardir.

H2: Saglik Kurumlarinda Toplam Kalite Yonetimi Uygulamalarinin Calisan Orgiitsel Baghlig iizerinde
etkisi vardir.

Elde edilen bulgulara gore; kadin katilimcilarin oran1 %71,4, erkek katilimcilarin orant %28,6’dir.
Ankete katilanlarin %53,0°1 evli, %47,0°1 bekardir. Katilimcilarin %25,8°1 18-24 yas arasi, %36,8’1 25-
34 yas arasi, %23,4’li 35-44 yas arasi, %11,7’si 45-54 yas arasi, %2,4°1i 55 yas ve lizeridir.
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Katilimcilarin %12,6’s1 ilkdgretim, %41,371 lise, %22,1’i 6n lisans, %10,4’1 lisans, %3,5’1 yiiksek
lisans, %0,2’si doktora ve %10,0’1 tip fakiiltesi mezunudur. Orneklemin toplam ¢alisma siirelerine gore;
%42,6’s10-5 y1l, %23,8’16-10 y1l, %13,0°1 11-15 y11, %9,5°1 16-20 y1l ve %11,0°120 y1l Gstii seklindedir.
Katilimcilarin %10,8’1 hekim, %17,7’si tekniker/teknisyen, %10,6’s1 temizlik personeli, %24,2’si
hemsire, %23,4’1i idari personel ve %13,2’si diger meslek alanlarindadir.

Arastirmaya dahil olan deneklerin %10,6’s1 hekimlik hizmetleri, %39,6’s1 hemsirelik hizmetleri,
%15,6’s1 baghekimlik, %16,2’si hasta hizmetleri, %13,6’s1 otelcilik hizmetleri ve %4,3’i diger
boliimlerde ¢alismaktadir. Katilimeilarin %31,0°1 servis, %3,7’si acil servis, %4,1’1 radyoloji, %2,2’si
laboratuvar, %11,7°si yogun bakim, %7,4’ii ameliyathane, %22,9’u poliklinik ve diger boliimlerde
calismaktadir.

Hipotezlerin test edilmesinde Regresyon ve Anova Analizi kullanilmistir.

HI: Saghk Kurumlarinda Toplam Kalite Yonetimi Uygulamalarimin Calisan Is Doyumu Uzerinde
Etkisi Vardur.

Yapilan ANOVA testine gore model istatistiksel olarak anlamli bulunmusgtur. Ayrica modelin belirleme
katsayis1 (diizeltilmis) 0,552 olarak hesaplanmistir. Buna gore Is Doyumu degiskenindeki degiskenligin
%55,2’si dogrusal regresyon modeli aracigryla Toplam Kalite Yonetimi Algist degiskeni tarafindan
aciklanmaktadir. Regresyon modelinin katsayilarinin anlamlilig1 i¢in yapilan student-t testine gore her
iki katsay1 da istatistiksel olarak anlamli bulunmustur. Bu bulgulara gére Toplam Kalite Y dnetimi Algisi
TKY ve Is Doyumu ISD olmak iizere regresyon dogrusunun tahmini ISD =1,180 +0,690x TKY olarak
elde edilir. Standart regresyon katsayisina gore Toplam Kalite Yonetimi Algis1 degiskenindeki 1 birim
artisin Is Doyumu degiskeninde 0,743 birim artisa neden olmasi beklenir. Elde edilen bulgulara gére H1
hipotezi kabul edilmistir.

H2: Saglhik Kurumlarinda Toplam Kalite Yonetimi Uygulamalarimin Calisan Orgiitsel Baghhig
Uzerinde Etkisi Vardur.

Yapilan ANOVA testine gore model istatistiksel olarak anlamli bulunmustur. Ayrica modelin belirleme
katsayis1 (diizeltilmis) 0,207 olarak hesaplanmistir. Buna gore Orgiitsel Baghlik degiskenindeki
degiskenligin %20,7’si dogrusal regresyon modeli aracigiyla Toplam Kalite Ydnetimi Algist degiskeni
tarafindan agiklanmaktadir. Regresyon modelinin katsayilarinin anlamliligi igin yapilan student-t testine
gore her iki katsay1 da istatistiksel olarak anlamli bulunmustur. Bu bulgulara gére Toplam Kalite
Yonetimi Algist TKY ve Orgiitsel Baghlik ORB olmak iizere regresyon dogrusunun tahmini ORB
=1,603+0,447x TKY olarak elde edilir. Standart regresyon katsayisina gére Toplam Kalite Yonetimi
Algis1 degiskenindeki 1 birim artisin Orgiitsel Baglilik degiskeninde 0,457 birim artisa neden olmasi
beklenir. Elde edilen bulgulara gére H2 hipotezi kabul edilmistir.

Aragtirmada belirlenen hipotezlerden ana hipotez olan H1ve H2 hipotezi kabul edilmistir. Toplam Kalite
Yonetimi uygulamalarinin is doyumuna ve orgiitsel bagliliga etkisi oldugu sonucuna ulagilmistir.
Toplam Kalite Yonetimi ve Orgiitsel baghlik arasindaki iliskiyi degerlendiren Sert (2015)’in
calismasinda, Toplam Kalite Yonetimi uygulamalarinin ¢alisan memnuniyetine 6nem vermesi
nedeniyle orgiitsel bagliliga da pozitif yonde etki ettigine dair sonuglara ulagilmigtir.

Caligma sonucunda elde edilen veriler degerlendirildiginde kurumda ytiriitiilen Toplam Kalite Y 6netimi
uygulamalarinin ¢alisanin is doyum diizeyini ve orgiitsel bagliligin1 olumlu yonde etkiledigi verisine
ulagilmigtir. Yapilan analizler sonrasinda elde edilen verilerde Toplam Kalite Y6netimi uygulamalari ile
caliganin i3 duyumu arasindaki iliski Toplam Kalite Yonetimi uygulamalarinin ¢aliganin orgiitsel
baglilik duruma etkisinden daha yiiksek bulunmustur. Yani kurumda yiiriitiilen Toplam Kalite Y6netimi
uygulamalar1 c¢aliganin orgiitsel baglilik durumundan daha yiiksek oranda is doyum diizeyine etki
etmektedir.
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