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ABSTRACT
The Impact of Applying ISO.15189 Standard of Total Quality

Management on Patients Satisfaction

(A comparative Study among Staff's and Patients' View in The

Jordanian Private Laboratories)
Prepared By
Rania Ismail Al- Sharawneh
Supervised By
Dr. KamelMagrabi

The purpose of this study is to show the effect of the applying of
ISO.15189 in the Jordanian medical laboratories on patients' satisfaction.The
study population consisted of the all patients in (Specialist hospital and
Isteshari hospital) laboratories in the Jordanian, Amman. The study sample
consist of (178) patients in these laboratories. It has been using many
statistical methods, such as mean, standards deviation, the correlation,

simple and multiple regressions.

Findings: the study findings presence a significant effect of the
applying of ISO.15189 standard of Quality and Competence of Medical
Laboratories on patients' satisfaction in Jordanian private laboratories. The
study shows a significant effect for each of (the technical competence of the
staff, the appropriate environment for testing, methods of taking and
transporting and handling of samples) on patients' satisfaction in Jordanian
private laboratories. The results of statistical analysis showed the presence of

patients' satisfaction from the performance of Jordanian private laboratories.



Accordingly, the researcher recommended: The need for senior management
commitment and its support, to implement ISO.15189 standard in medical
laboratories by appointment of a highly experienced staff, and the provision
of appropriate test environment and the use of the latest methods in the
transfer of samples. Labs must enhance the quality culture among staff
working in laboratories by putting some key concepts such as, responsibility,
reliability in work, attention to the patients and show affection to them. The
need to instill the requirements of ISO.15189 standard in medical labs to

become a part of the organizational culture in private medical labs.
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(Lam & Tang, 2000)

"A study of Patients Expectations and satisfaction in Singapore hospitals'
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(Heras, 2001)

'Effects of ISO 9000 certification on companies’ profitability:
an empirical study’
13 Gub sadiedl IS AN daayy e 1ISO 9000 sales il (sae adS Al il cain
e caly ¥ AUail 13gd Aidaall Apla) SN 3 Galalall e A ) adine 5S5 N ¢ jlanal
35 1SO 9000 sasal) sy kot ) clalaid) of Y Al o) Ciacad 28y . Jdle (160) Ll
Badinall e S Al Uil 1ag) sadiaall S LA (58 llia s L Lealy <l )

( Andaleeb, 2001)

"Service Quality Perceptions and Patient Satisfaction: a Study
of Hospitals in a Developing Country'
sda ADle jlaal ) ALyl . pell Al Ll g deaddl Basa el e aaad Al o
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caall L5 s Aendll
(White, 2002)

"The Impact of ISO 15189 and ISO 9001 Quality Management
Systems on Reducing Errors’
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ol Al @ il ecay 1ISO 9001 wlilkia s 15189

(Quinn, Jacobsen, 2004)

'Real Satisfaction for Patients in Cancer Specialized Hospitals'
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(Hong & Phitayawejwiwat, 2005)

"The Impact of ISO 9000 Certification on Quality Management
Practices in Thailand'

chad 3 1SO 9000 sasad 50 ol clujles 3 ge i€l Al il i
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) sall 03 Cu iy A 3yl
(Piskar, 2007)

"The Impact of the Quality Management System ISO 9000
on Customer Satisfaction of Solvenia Companies"
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(Cagnazzo, 2010)

"Benefits, Barriers and Pitfalls Coming from the ISO 9000
Implementation: the Impact on Business Performances”

Atk e daalill 31 dll 5 1ISO 9000 Gaski 4a) 55 ) Sl sal) aal o g3 Al Hall i
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1SO 9000 Gkl dayii oda MGl 5 Slanall 5 o Sleally alaia ¥l

(Padhy, Rath, 2010)

Patient Satisfaction and Marketing Effectiveness in Selected
Large Hospitals in India
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(Tigani, 2011)

"The Impact of Implementation of the ISO 9000 Quality
Management System upon the Perception of the
Performance of the Organization's Worker"
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(Sack, et,al., 2011)

Is There Association Between Hospital Accreditation and
Patient Satisfaction with Hospital Care?
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(GreenHill, 2012)
Implementation of a Quality Management System in Public
Health Laboratories in the Republic of Georgia
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