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ABSTRACT:

The aim of thisstudyis to understand the impact of TQM on the marketing of
health services in a sample of healthorganizations (Al-NourHospital in Tunis,
Al-RimalHospital in AI-OUED, General Hospital of Ben-Omar El-Gilani in Al-
OUED, Marketing of health services from the viewpoint of the provider and the
recipient, in addition to identifying the gaps between the healthorganizations on
evaluating the marketing of health services from the viewpoint of the provider
and the recipient

In order to achieve the objectives of thisstudy, werelied on the descriptive
approach to suit the problem of the study and the use of the questionnaire as a
tool for collecting data in the fieldstudythroughtwo questionnaires addressed to
the service providers containing 44 questions, the second addressed to the
recipients of the service and 31 questions, A valid application form for the
service provider and 100 validforms for the recipient.

After the statisticalprocessing and testinghypotheses, wereachedseveralresults,
the most important of which are:

- The recipient of the service considersthatachieving a good level of marketing
of health services ismanifestedthrough attention to service, processes,
individuals and physicalevidence as the basis for the provision of good services;
- The results of the studyshowedthatthere are gaps in the level of provision of
health service in the clinicsstudiedbetween the views of the provider and the
recipient in theirassessment of the levels of someelements of the marketing mix,
whiletheyshowed a match in eachother;

- The results of the studyshowedthat the adoption of TQM as an administrative
philosophy has a positive impact on the marketing of the health service.

- The results of the studyshowedthat the criterion of “employee participation™ in
adopting the top management of the philosophy of TQM has the most important
effect on the positive impact on the marketing of health services at the level of
the studiedorganizations

Keywords: Total Quality Management in HealthOrganizations, Marketing

Health Services
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Independent Samples Test

. sig <

Levene's Test for Equality of

Variances t-test for Equality of Means
Sig. t df Sig. (2-tailed)
marmm Equal variances assumed | 4.508 .035 -1.230- 172 221
Equal variances not
-1.278- 171.732 .203
assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
Sig. t df Sig. (2-tailed)
S Equal variances assumed | 4.714 .031 -1.803- 172 .073
Equal variances not
-1.765- 143.812 .080
assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
Sig. t df Sig. (2-tailed)
pr Equal variances assumed | .957 .329 -.839- 172 403
Equal variances not
-.833- 153.229 .406
assumed
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Levene's Test for Equality of

Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
pl Equal variances assumed | .730 .394 .989 172 .324
Equal variances not
.997 161.906 .320
assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
pro Equal variances assumed | .236 .628 1.944 172 .054
Equal variances not
1.946 158.109 .053
assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
Sig. t df Sig. (2-tailed)
ac Equal variances assumed | 2.681 .103 -2.213- 172 .028
Equal variances not
-2.268- 168.825 .025
assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
Sig. t df Sig. (2-tailed)
in Equal variances assumed | 2.577 110 -4.847- 172 .000
Equal variances not
-4.755- 145.410 .000
assumed
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Independent Samples Test
Levene's Test for Equality of
Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
ph Equal variances assumed | 1.566 .213 -8.974- 172 .000
Equal variances not
-8.777- 143.354 .000
assumed
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Levene's Test for Equality of

Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
s Equal variances assumed | .486 488 -2.488- 61 .016

Equal variances not
-2.473- | 57.752 .016

assumed

pr  Equal variances assumed | 5.652 .021 .650 61 518
Equal variances not

.633 49.131 530
assumed

pl  Equal variances assumed | .210 .648 -.798- 61 428

Equal variances not
-.799- 59.765 427
assumed

pro  Equal variances assumed | .091 764 -1.015- 61 314

Equal variances not
-1.020- | 60.397 312

assumed
ac  Equal variances assumed | .010 .920 -3.725- 61 .000

Equal variances not

-3.712- 58.584 .000
assumed

in  Equal variances assumed | .964 .330 -4.293- 61 .000
Equal variances not

-4.371- 60.739 .000
assumed

ph  Equal variances assumed | 4.071 .048 -7.824- |61 .000

Equal variances not
-8.078- [57.528 .000

assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
Sig. t df Sig. (2-tailed)

s Equal variances assumed | 4.305 .046 -2.316- 31 .027
Equal variances not assumed -7.431- 29.000 .000

pr Equal variances assumed | .670 419 -1.346- 31 .188
Equal variances not assumed -1.775- 2.849 179

pl Equal variances assumed | .116 .735 -1.595- 31 121
Equal variances not assumed -1.414- 2.311 277

pro Equal variances assumed | 1.752 195 -.874- 31 .389
Equal variances not assumed -2.019- 7.898 .079

ac Equal variances assumed | .020 .887 -.140- 31 .889
Equal variances not assumed -.143- 2.438 .897

in Equal variances assumed | .183 672 437 31 .665
Equal variances not assumed .363 2.267 47

ph Equal variances assumed | .253 .619 3.799 31 .001
Equal variances not assumed 5.647 3.183 .009
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Levene's Test for Equality of

Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
s Equal variances assumed | .815 374 -.457- 29 .651

Equal variances not
-.458- 28.998 .650
assumed

pr  Equal variances assumed | .280 .601 2.085 29 .046

Equal variances not
2.084 28.818 .046
assumed

pl  Equal variances assumed | .303 .586 -1.413- 29 .168

Equal variances not
-1.402- | 26.582 172
assumed

pro  Equal variances assumed | .520 A77 -1.290- 29 .207

Equal variances not
-1.290- | 28.914 .207

assumed

ac  Equal variances assumed | 1.151 .292 .841 29 407
Equal variances not

.828 22.509 416
assumed

in  Equal variances assumed | .022 .883 .878 29 .387
Equal variances not

.873 27.224 .390
assumed

ph  Equal variances assumed | 6.139 .019 4.345 29 .000

Equal variances not
4.439 21.579 .000

assumed
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Independent Samples Test

Levene's Test for Equality of

Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
s  Equal variances assumed | 2.905 .095 2.885 44 .006

Equal variances not
2.976 43.959 .005

assumed
pr  Equal variances assumed | 9.622 .003 3.494 44 .001

Equal variances not

3.933 28.919 .000
assumed

pl  Equal variances assumed | 7.272 .010 1.586 44 120
Equal variances not

1.756 33.077 .088
assumed

pro  Equal variances assumed | 1.656 .205 -2.141- |44 .038

Equal variances not

-2.284- 41.561 .028

assumed

ac  Equal variances assumed | 5.073 .029 .618 44 540
Equal variances not

591 32.748 559
assumed

in  Equal variances assumed | .092 763 2.787 44 .008

Equal variances not
2.789 41.114 .008
assumed

ph  Equal variances assumed | .088 .769 1.793 44 .080

Equal variances not
1.837 43.693 .073

assumed
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Tests of Normality

Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Lusia 0a LEO 251 5 .200 839 5[ .163
Lusie 0 OC 176 5| .200 952 5| .750
Lusie 2 CR 264 5| .200° 940 5 .666
Lusia e IP 192 5| .200 966 5 .848
Lusia 0 PD 251 5| .200 953 5[ .756
Lusie 00 QT 311 5 127 791 5 .068
Lusie s S 224 5| .200 961 5 813
Lusie 0 PR 260 5 .200 939 5| .660
Lusie 0 PL 211 5| .200° 927 5 579
Lusie 0= PRO 229 5 .200 904 5 .430
Lusie 0 AC 250 5 .200 .860 5 227
Lusie e IN 216 5| .200 973 5 .894
Lusie 0« Ph 287 5| .200° 916 5| 505
L sie o MARKET 232 5/ 200" .900 5[] 412

*. This is a lower bound of the true significance.

a. Lilliefors Significance Correction

( 04y 3y ekl
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Correlations
G gl 3asal) ALLal)

G gl Pearson Correlation 1 624
Sig. (1-tailed) .000
N 74 74

55l 4llill - Pearson Correlation .624 1
Sig. (1-tailed) .000

N 74 74




PD (s baw 5
1.946428571
3.083333333

2.59375
2.730769231
2.525423729

a8, Galal

IP (e dom s
2.285714286
3.166666667

3
2.596153846
2.661016949

CR (e b gia
2.232142857
3.083333333

2.671875
2.653846154
2.580508475

OC (e husia  LEO (o dass s
1.553571429 1.732142857
2 1.75

2.546875 2.828125
2.394230769 2.711538462
2.216101695 2.461864407

(06) p2, @alal



AC (nhusic PRO (busic  PLgehusia PR ebusic Sgehusic QT Gedausia

1.551470588 1.947058824 2.566176471 2.788235294 1.551470588 1.950
2.383333333 3.1 2.983333333 3.313333333 2.258333333 2.616666667
2.46875 3.4875 2.953125 2.8375 2.75 2.728125
2.575 3.2 2.2625 2.44 2.1625 2.617307692
2.1525 2.79 2.6925 2.884 2.0775 2.488983051

a8 (salall (06)



MARKET (e bwsia Ph (e b sie IN o Jos 50
1.962998102 1.535294118 1.705882353
2.631182796 2.033333333 2.208333333

2.735887097 2 2.625
2.527419355 2.57 2.325
2.4 1.966 2.1275

(06) |



07 ('3) é’claj‘

: daadl) padial daal) daadd) (5 g g Adaldd) 3351 500) el dgluad) cldaw gial) 2 &

Std.Deviation P Mean N sl
.94570 2 2.3176 74 Glad) 191 ol 5l asd
.73620 1 2.0709 74 Jeand) Je a8 3l
.81422 3 2.4764 74 aesall i)

1.04833 5 2.5608 74 Clalad) 48 jLéia
.82118 4 2.4392 74 Glall o Al saie)
.70924w=284.0 p=0.000 2.3730 74 ALaLad) Bagadl 31
.83279 1 2.2905 74
FONER|
.78201 6 2.9820 74 )
.73317 4 2.5777 74
gist)
.90393 3 2.5342 74
T A
.79272 2 2.4505 74
cilenl)
.84278 5 2.7117 74
K-
.82473 7 3.0135 74
‘éJLA.“ Jalaly
.59563w=429.0 p=0.0000 2.6304 74
daal) cilasdl) 5y g

D Aadd) Allal Lauall deddd) Grgad! dyluall il gial) (2

il [ el s i) R

al yaiyl

skl
.60135 2.6491 daall ciladdd) (4 gud
.83279 1 2.2905 daaal) 1
73317 4 2.5777 el 2
.90851 3 2.5180 &osl 3
.78201 6 2.9820 s A 4
79272 2 2.4505 Sllaall 5
.84278 5 2.7117 al_gy! 6
.82473 7 3.0135 salall il 7

w=308.0 p=0.000



