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ABSTRACT 

 

The principles of Total Quality Management (TQM), Continuous Quality Improvement (CQI), and Quality 

Control (QC) raise worker awareness in the context of healthcare. The purpose of the current study is to better 

understand how HRM affects TQM implementation in the healthcare industry.Exploratory in nature, the research 

effort is conceptualised and based on secondary material gathered from a variety of sources, including journals, 

books, newspapers, and the internet. The literature included in the current narrative review is pertinent to HRM 

and TQM practises and their application in the health care industry (HCI), and it also focuses on the application 

and organisational effects of HRM and TQM. Health care facilities can expand and increase their client focus by 

implementing TQM. When customers and staff are happy, the organization's quality will immediately improve. 

Additionally, quality management contributes to improved staff performance. The HCI integrates into several 

industries that are committed to giving every member of the community the best health care services and goods. 

The two main parts of India's healthcare delivery system are public and private. Government organisations 

oversee the Public Healthcare System (PHS), which is made up of a very small number of secondary and tertiary 

level HCI in important cities and is mandated to deliver the treatment needed to Primary Healthcare Centres 

(PHCs) in Indian villages. 

Keywords: Total quality management, Healthcare Industry, Employee satisfaction, Performance management, 

Human resource management. 

 

INTRODUCTION 
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Health Care Industry (HCI) is the fastest-growing industry in the world. It consumes more than 10% of the GDP 

in more economically developed nations, when HCI has a significant impact on the local economy.In order to 

maintain and restore health, HCI offers products and services that treat patients through preventive, curative, and 

rehabilitative methods. The contemporary HCI subcategory, which is built on a multidisciplinary group of 

experienced health professionals, focuses on the financial and managerial needs of the community as well as the 

health-related requirements of patients who are ill.The National Health Policy-2021 (NHP-2021) was approved 

at the central cabinet meeting on March 15, 2021, which was presided over by Shri Narendra Modi, the honourable 

Prime Minister of India. To advance towards improving people's health, NHP-2021 was created to reach every 

individual in a comprehensive and unified manner. The objective was to affordably give everyone with access to 

high-quality healthcare services. In India, hospitals are growing both in number and in quality, as well as in size 

and amenities. Hospital management needs to be handled professionally given the ongoing proliferation of 

hospitals (Usha Manjunath, 2017). 

METHODOLOGY 

The purpose of the current study was to better understand how HRM affects TQM implementation, specifically in 

HCI. Exploratory in nature, the research effort is conceptualised and based on secondary material gathered from a 

variety of sources, including journals, books, newspapers, and the internet. 

Healthcare HRM & TQM Arguments and the suggested conceptual structure 

The organisation will experience higher customer satisfaction, a positive corporate image, and high-quality 

services as a result of implementing TQM. To attain excellence, the integrated practises of TQM and HRM will 

improve both the system's overall quality and personnel performance. A management system is dependent on 

employee involvement, overall customer happiness, organisational process comprehension and development, and 

information-based decision making. 

Organisational culture has a significant impact on how well TQM is applied. The greatest influence on process 

management came from TQM, which emphasises management, leadership, and customers. The main challenges 

to TQM success were problems with HR, performance evaluation, and strategy (El-Tohamy & Raoush, 2015). 

Benefits of applying TQM include increased productivity, customer happiness, efficiency, and competitiveness. 

The HRM has a major impact on TQM practises, has a higher impact on customer and employee happiness, and 

also aids in improving employee awareness, quality, and goodwill (Yang, 2006). The main components of 
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Provider-Perceived TQM in the HCI in India were examined in 14 different parameters. According to Duggirala 

et al. (2008), there are growing and strong correlations between the fourteen dimensions and hospital performance. 

Member Contribution 

Employee involvement in corporate activities and organisational improvements. the effective use of employees' 

innovative ideas and creative abilities to achieve organisational objectives (Robert Bullock). Advanced behaviour 

and employee engagement were highly associated. Greater employee engagement is strongly connected with 

accuracy in role benefit, job self-sufficiency, and strategic consideration, claim Sltten and Mehmetoglu (2011). 

According to existing employees' perceptions of Person Organisation (P-O) and Person Job (P-J) fit, the stages of 

a worker's P-O and P-J fit can be reached with the application of HRM practises currently implemented in the firm. 

Employee attitude and behaviour could be affected by this. Future research may examine the connection between 

these HRM perceptions and actual HR practises, regulations, and other variables that affect individual perceptions, 

such as leadership quality, experiences, and personality. improved TQM methods For use in HCI, eight 

fundamental TQM practises were identified. These practises include things like teamwork, leadership, process 

management, customer satisfaction, resource management, organisational culture and behaviour, continual 

development, and training for implementing TQM in the HCI. In HCI, it results in more successful execution, 

client satisfaction, better services, and controllable operating costs. Each of these techniques is therefore recognised 

as a key TQM technique. The study might be expanded to other developing countries, and more research could be 

done to determine the difficulties in using the TQM platform (Talib et al., 2011). 

 

HR Procedures 

By reorganising HRM practises like performance management, skill development and career advancement, 

recognition and rewards, hiring the best candidate for the job, adequate HR planning, and employee prosperity, 

organisations can support the human resources division's function and implement process improvement initiatives 

(Wickramasinghe, 2012). TQM practises appear to have a positive impact on employee empowerment at King 

Khalid Hospital in the Kingdom of Saudi Arabia, according to this study. These degrees of empowerment, in the 

opinion of Sweis et al. (2013), are perceived as robust and healthy in the context of effective training programmers, 

collaboration, a dedicated management team, continuously improving procedures, and contented customers. 

Training improves employee performance and happiness by directly relating to OC, demonstrating the relationship 

between training and organisational commitment. Employees that expect payment for their training contributions 
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are probably more dedicated to the business. Encourage a more strategic method of connecting training outcomes 

to advantages for both people and businesses (Bartlett, 2001). Organisations should work together to meet the 

needs of the client. Reward, leadership, and recognition have a direct and indirect impact on the productivity of 

human resources (I Siregar, A A Nasution, 2017). 

Quality Improvement (QI) 

QI is attained through common effort of all the employees. Therefore, it is critical to improve a belief of quality 

through the size each organization the employees are accepting the change management model. Culture 

accompanied by outstanding communication, recognition and praise between peers as well as between peers 

and peoples. The implementation of quality culture involves constant commitment of senior management to 

quality in order to enable the standards and moralities of TQM to become portion of the culture of organization 

(Karyotakis & Moustakis, 2014). TQM in the HCI– Challenges, Obstacles and Execution Developing Outline 

for TQM Execution in a HCI Setup, SERVQUAL model to achieve the customer satisfaction, Employee 

satisfaction and also to reach the organizational goals. The model help to HCI to change out of the obstacles and 

positively executing TQM models and operations. SERVQUAL model implementing: Identify the difficulty or 

problem, Establish the standards or benchmark, collection of data, and compare the performance with standards 

or benchmark, applying the modification (Balasubramanian, 2016). TQM operation have continuous impact 

on workers’ productivity in XYZ. Development of workers’ productivity measured by the some parameters: 

workers enthusiasm to work, working atmosphere and working associations. Employee working atmosphere one 

of the most leading sign affecting the workers’ productivity (Putri et al., 2017).Employee Performance An 

examination or assessment of an employee's work based on specific standards is known as a performance review. 

The respondent should assess their own levels of capability both before and after the session. The planned 

intervention includes Training materials and tools that enable effective management where this has been put into 

practise. The advantages include lower waste and expense, streamlined processes, increased top management 

and employee commitment, and greater service quality as a result. TQM's role in modernising and enhancing 

organisational performance. The TQM practises have a notable impact on the organisational performance 

indicators for quality of information (QI), service or product quality, customer and employee fulfilment, and 

supplier performance. This will support the efficient operation of quality management and demonstrate the 

significance of TQM in the HCI (Sukdeo & Sukdeo, 2017). 

Corporate Culture (OC) 
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In addition to the known link between TQM implementation and an increase in organisational performance, the 

overall organisational culture (OC) of the firms offers a conducive environment for TQM operation and execution. 

It can also be demonstrated that a firm can achieve a healthier presentation when the TQM philosophy is in place. 

This presentational improvement can be seen in the team's overall quality of work, external customer satisfaction, 

safety, market share, effective planning, labour efficiency, the rate of successful tenders or the calibre of the chosen 

contractor, competency in HR management, risk control, and manager competency. This will increase the 

organization's efficiency (Panuwatwanich & Nguyen, 2017). 

REWARD AND ACCEPTANCE 

It maintains staff motivation and a favourable perception of the company. Rewards might be monetary or 

intangible. Lack of health professionals, particularly female consultants, widespread vacancies, unbalanced skill 

sets, unequal distribution of health professionals among states, high absenteeism, and poor medical education are 

challenges for HR in the public HCI in rural India. Researchers have developed a number of methods to solve all 

of these issues, including regular incentives (financial or non-financial), workforce management, task shifting, 

private and public partnership, etc. (Saikia, 2017). Focusing on the standard of healthcare services, affordable costs, 

and employee training, as well as outlining the fundamentals of comprehensive quality management and the 

significance of healthcare organisations (Gunjan Patel, 2015). 

CONCLUSION AND IMPLICATION 

 

Every industry's success is built on its management practises, including staffing, organising, directing, and leading. 

When employees are driven by their degree of job satisfaction, it leads to better client services and on-time goal 

accomplishment. The quality of the organisation can be identified through performance, customer satisfaction, 

employee satisfaction, service provider, etc. The organisation will gain from this in the form of increased profit, 

production of higher quality, a large market share, and general competitiveness. Researchers have recommended 

a number of characteristics to enhance the organization's overall quality, including employee involvement, HR 

practises, organisational culture, employee performance, reward and recognition, and quality improvement. These 

seven practises are interconnected, and by concentrating more on them, an organisation can succeed. In the 

healthcare sector, maintaining quality control and service standards is a very important duty. Customers will be 

satisfied, staff will be happy, and the organization's reputation will improve. 
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