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ABSTRACT 
 

The study aims at investigating the effects of quality management system of ISO 9001-2000 on the improvement of 
health services in the hospitals’ wards under the control of Social Security Organization in Lorestan province. 
Considering the goals and time, this paper is an applied research done during a given period. Statistical population 
includes a) all bedridden patients in Khorramabad’s 256-bed hospital, Boroujerd’s Kosar hospital and Doroud’sNarges 
hospital and b) all the personnel working in the wards. Based on Kerjesy-Morgan table, sample size has been 
determined as 385 patients and 119 workers to be proportional to the research population. Two standardized 
questionnaires applied to collect the required data are as follows:a) satisfaction-measuring questionnaire and b) work-
related mistakes’ reducing questionnaire. Questionnaire validity has been confirmed by scholars and hospital 
authorities. To measure the reliability, Cronbach’s Alpha coefficients of 0.73, 0.91 and 0.78 were computed for the 
questions on satisfaction, work mistakes’ reduction and total questionnaire reliability, respectively. To analyze data, 
Wilcoxon’s nonparametric test has been utilized. Hypothesis results indicate that implementing the quality 
management system ofISO 9001-2000 leads to the increase in bedridden patients’ satisfaction and the decrease in 
work-related mistakes of hospital personnel. This system has improved the processes in hospitals’ wards.  
KEYWORDS: Quality Management System, Standard, Health Services, Social Security Organization, Personnel, 

Service Improvement 
 

INTRODUCTION 
 

Nowadays in high competitive world that is quickly changing, the organizations will be successful if they 
improve their products and services through relying on prevention principles, costumer-based strategies and 
identification of consumers’ taste and outlook. Undoubtedly, such perplexed situation is aggravated due to limited 
financial and human resources and the only remedy is to establish an appropriate flexible system in order to meet the 
costumers’ needs. It has been shown that such system should reduce the costs, gradually eliminate the resource 
waste, make a durable profit and continuously improve the services. This system is nothing but a quality 
management plan. Improving the quality of products or services as an organization’s finished product requires 
specific strategies (Baghbanian et al., 2003, p791).  

On the other hand, quality management is considered as a philosophical-managing approach which is 
increasingly paid attention in the communities and is fundamentally interested in meeting costumers’ needs and 
innovations, finding new procedures of supplying services and improving the quality. In recent years, systems of 
quality management improvement have been quickly changed.  

From two past decades, simple inspection practices have been completed or replaced by quality control 
procedures. Presenting patterns and theories related to the quality improvement of products and services is the new 
motto of organizations. Hospital is the valuable resource of Health sector but a costly combination of expertized and 
skilled human forces, complicated technical instruments, materials and buildings established in order to meet the 
demands of people. Hospital behavior in lieu of patients and their financial relations considerably influence the 
patient’s vision on treatment and nursing practices. Therefore, availability, treatment, respect and guidance have 
impacts on patient rights. Thepatient’s rights should be respected while supplying the services and the patients must 
be supported during the treatment (Sedghiani, 2004, pp. 75-76). 
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Standard: one of most fundamental aspects to provide social welfare which has a direct relationship with 
quality factor and is essential for human prosperity. The term “standard” lexically means order, convention, rule and 
other similar concepts. Finally, standard is order taking (Dargahi, Sadr MOmtaz, Faraji&Farzad, 2005, pp. 5-6). 

Iso: International Standardization Organization is a worldwide reference consisting of national standard 
references (ISO branches). Preparation process of international standards is often performed by technical ISO 
committees (Rezaee&Hoshmand Azad, 2000). 

Process: it refers to a set of related interactive practices changing the inputs to outputs (Pour Shams, 2003, p6). 
Quality: it indicates a combination of category characteristics involving its ability to meet the explicit and 

implicit needs (Craig, 2000, p281). 
Quality management: it suggests a set of coordinated activities to direct and control the organization with 

regard to the quality-related affairs (Pour Hoessein, 2004, p27). 
Extensive quality management: it means that the tactful continuous measures which have synergic effects on 

achieving the organization goals and finally, result in the costumers’ satisfaction, efficiency increase and 
competition level improvement in the market (Haji Sharif, 1997, p24). 

Continuous improvement: it shows the activities successively done in order to increase the capabilities for 
satisfying the requirements and wishes (Pour Shams, 2003, p8). 

Costumers’ satisfaction: it refers to the costumers’ interpretation of the extent to which their expected needs 
are satisfied (Pour Hossein, 2004, p26). 

Patient rights: it suggests the charter of patient rights which actually involves defending the human rights to 
respect his/her esteem and honor to be assured of the fact that he/she will be treated equally while suffering from 
diseases without facing age and sex discriminations and will be sufficiently protected in an environment full of 
respect with the desired quality (Sedghiani, 2004, p. 476). 

Work mistakes: nursing mistakes including the mistakes happen while medicating or taking care of patients 
exist in health-medical systems as recognized problems but they are of high importance because of non-
compensatory consequences contrary to other occupations. Nursing mistakes considered as an operational term 
mean that the planned chain of physical and mental practices cannot achieve a given goal due to the mentioned 
mistakes which are not related to the intervention of chance. 

HamidrezaLibegi Khamsehnejad has studied the significant roles of quality management system and 
reengineering plans in the strategies of Iran Khodro Company and reported that implementing the reengineering 
plans and its relation with the quality management are considered as the keys to success in this company and this 
process is suggested as the best solution. Costumer’s satisfaction discussed earlier is one of most important indices 
which will be presented in this research. 

David and Roger Johnson et al. (1981) have extensively reviewed 122 investigations in their research and 
concluded that cooperation factor enhances the performance as compared to competition or independent working. 
According to their research results, it can be concluded that if any organization intends to establish and implement 
the quality management systems, the only remedy is to increase the cooperation. In such organizations, there is no 
room for competing, working individually and ignoring the team work. 

Studies done by M. Goldman et al. have indicated that high school and university students’ performance is 
more effective while cooperating with each other rather than competing. These two studies indirectly are in 
conformity with our research because quality management system will not be practically possible due to the lack of 
cooperation from the lowest organizational levels up to the highest management levels. 

 
RESEARCH METHODOLOGY 

 
The research is purposely an applied survey for a given period. Statistical population includes a) 24821 patients 

of 256-bed, Kosar and Narges hospitals in Khorramabad, Boroujerd and Doroud, respectively and they were 
hospitalized at least one time before and after establishing the quality management system and b) all the personnel 
of wards in above-mentioned hospitals involving 171 workers. Since there are two kinds of research population, 
sample size has been determined as 385 patients and 119 workers based onKerjesy-Morgan table. Two standard 
questionnaires were utilized to collect the required data: a) satisfaction measuring questionnaire and b) work-related 
mistakes’ reduction questionnaire. To evaluate the validity of questionnaires, scholars, professors, people in charge 
of process improvement and quality management system in the hospitals, experts and hospital managers were asked 
to express their opinions and then, the questionnaires have been confirmed. After preliminary utilizing 
questionnaires for 30 individuals chosen from the population, Cronbach’s Alpha coefficients of 0.73, 0.91 and 0.78 
were calculated for satisfaction-based questions, work mistakes’ reduction questions and total reliability. For 
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inferential statistics, Wilcoxon’s nonparametric test has been applied to measure data, specify the questionnaire type 
and correlate the groups with regard to the mentioned hypothesis. 

 
 

DATA ANALYSIS 
 
H1:There is a relationship between implementing the quality management system of ISO 9001-2000 and satisfaction 
rate of patients admitted to the hospitals under the control of Health and Social Security Organization in Lorestan 
province.  
 

Table 1: Comparing satisfaction rate of patients admitted to the hospitals before and after establishing the 
quality management system 

Indices Status N Mean 
ranking 

Sum of 
ranks 

z statistic Significance 
level 

1-speed of filing and guiding the patients 
 

Latter rating is less than 
former one 

16 98.91 1582.50 10.365 P<0.001** 

Latter rating is more than 
former one 

170 92.99 15808.50 
 

- 
 

- 
 

in the same rank 162 - - - - 
Total 348 - - - - 

 
2- behaviors of receptionists and speed of 

transfer to ward 
 
 
 

 
Latter rating is less than 

former one 

 
17 

 
101.88 

 
1732.00 

 
10.473 

 
P<0.001** 

Latter rating is more than 
former one 

174 95.43 16604.00 
 

- 
 

- 
 

in the same rank 157 - - - - 
Total 348 - - - - 

 
3-existence of signs to facilitate going to wards 

 
 
 

Latter rating is less than 
former one 

7 95.93 671.50 14.999 P<0.001** 

Latter rating is more than 
former one 

297 153.83 45688.50 
 

- 
 

- 
 

in the same rank 44 - - - - 
Total 348 - - - - 

 
4-possibility of informing the nurses in 

emergency situations 
 
 
 

Latter rating is less than 
former one 

38 88.92 3379.00 10.365 P<0.001** 

Latter rating is more than 
former one 

153 97.76 14957.00 
 

- 
 

- 
 

in the same rank 157 - - - - 
Total 348 - - - - 

 
5-time interval of doctor visits 

Latter rating is less than 
former one 

34 93.82 3190.00 8.069 P<0.001** 

Latter rating is more than 
former one 

152 93.43 14201.00 
 

- 
 

- 
 

in the same rank 162 - - - - 
Total 348 - - - - 

 
6-laboratory and radiology personnel’s 

behaviors 
 
 
 

Latter rating is less than 
former one 

51 111.18 5670.00 7.523 P<0.001** 

Latter rating is more than 
former one 

170 110.95 18861.00 
 

- 
 

- 
 

in the same rank 127 - - - - 
Total 348 - - - - 

 
7-stages of hospital admittance and discharging 

procedures 
 
 
 

Latter rating is less than 
former one 

46 100.30 4614.00 8.918 P<0.001** 

Latter rating is more than 
former one 

180 116.87 21037.00 
 

- 
 

- 
 

in the same rank 122 - - - - 
Total 348 - - - - 

8-training the  patients 
 
 
 

Latter rating is less than 
former one 

54 99.43 5369.00 7.854 P<0.001** 

Latter rating is more than 
former one 

170 116.65 19831.00 - 
 

- 
 

in the same rank 124 - - - - 
Total 348 - - - - 

 
9-having access to doctors if necessary 

 
 
 

Latter rating is less than 
former one 

60 105.40 6324.00 5.539 P<0.001** 

Latter rating is more than 
former one 

148 104.14 15412.00 
 

- 
 

- 
 

in the same rank 140 - - - - 
Total 348 - - - - 

Satisfaction Latter rating is less than 25 86.10 2152.50 14.697 P<0.001** 
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former one 
Latter rating is more than 

former one 
311 175.12 54463.50 

 
- 
 

- 
 

in the same rank 12 - - - - 
Total 348 - - - - 

Based on the information demonstrated in table1, the results of analysis done on the extent to which the 
patients of studied hospitals have been satisfied indicate that calculated z statistics of Wilcoxon’s nonparametric test 
are higher than z critical values of table (2.58) at α=0.01 level so that H0 is rejected and H1 suggesting a relationship 
between implementing the quality management system of ISO 9001-2000 and satisfaction rate of patients is 
accepted. Accordingly, we conclude that a significant difference exists between costumers’ satisfaction rates before 
and after implementing the quality management system. In all indices of satisfaction, especially total satisfaction of 
patients, the studied hospitals’ status after establishing the quality management system has been ranked as a better 
status as compared to the situation before implementing the system.Therefore, the mentioned hypothesis is 
confirmed. 
 
H2: a relationship exists between implementing the quality management system of ISO 9001-2000 and reducing the 
work-related mistakes of personnel in the hospitals under the control of Health and Social Security Management 
Committee in Lorestan province.  
 
Table2: Comparing the reduction rate of personnel’s work mistakes before and after establishing the quality 

management system 
Indices Status Number Mean 

ranking 
Sum of 
ranks 

z statistic Significance level 

 
1- having information on patient status 

and on-time attendance in the ward 
 

Latter rating is less 
than former one 

2 63.00 126.00 8.806 **0.001P< 

Latter rating is more 
than former one 

100 51.27 5127.00 
 

- 
 

- 
 

in the same rank 17 - - - - 
Total 119 - - - - 

 
2-accurate records of nurses, care plans 

and drug cards 
 
 
 

Latter rating is less 
than former one 

2 71.25 142.50 9.288 **0.001P< 

Latter rating is more 
than former one 

109 55.72 6073.50 
 

- 
 

- 
 

in the same rank 8 - - - - 
Total 119 - - - - 

 
3-training the patients 

 
 
 

Latter rating is less 
than former one 

3 59.50 178.50 9.136 **0.001P< 

Latter rating is more 
than former one 

109 56.42 6149.50 
 

- 
 

- 
 

in the same rank 7 - - - - 
Total 119 - - - - 

 
4-doing doctors’ instructions accurately 

and on time 
 
 
 

Latter rating is less 
than former one 

2 71.75 143.50 9.248 **0.001P< 

Latter rating is more 
than former one 

106 54.17 5742.50 
 

- 
 

- 
 

in the same rank 11 - - - - 
Total 119 - - - - 

 
5-checking and recording life signs and 

 

Latter rating is less 
than former one 

2 66.50 133.00 9.058 **0.001P< 

Latter rating is more 
than former one 

105 53.76 5645.00 
 

- 
 

- 
 

in the same rank 12 - - - - 
Total 119 - - - - 

 
6-preparing patients completely while 
transferring to surgery room or other 

wards 

Latter rating is less 
than former one 

4 69.63 278.50 8.570 **0.001P< 

Latter rating is more 
than former one 

102 52.87 5392.50 - - 

in the same rank 13 - - - - 
Total 119 - - - - 

 
7-reducing work-related mistakes of 

personnel 
 
 
 

Latter rating is less 
than former one 

2 79.25 185.50 9.053 **0.001P< 

Latter rating is more 
than former one 

115 58.65 6744.50 
 

- 
 

- 
 

in the same rank 2 - - - - 
Total 119 - - - - 

*significance at 0.05level               **non significance at 0.01level                    NS significant 
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According to table2, the analysis results of a relationship between implementing the quality management 

system and reduction of personnel’s work-related mistakes in the studied hospitals suggest that the obtained values 
for Wilcoxon’s nonparametric test’s z statistics are bigger than the critical z values of table (2.58) at α=0.01 level. 
On this basis, H0 is not accepted and H2 referring to the reduction of work mistakes due to the quality management 
system of ISO 9001-2000 is confirmed. Therefore, it can be concluded that a significant difference is observed 
between the decrease in personnel’s work-related mistakes before and after establishing the quality management 
system in the hospitals. In all indices, work mistakes of personnel are reduced after implementing the desired system 
more than before. As a result, above-mentioned hypothesis is accepted. 

 
H3-Main hypothesis: a relationship exists between implementing the quality management system of ISO 9001-2000 
and the process improvement in the wards of hospitals under the control of Health and Social Security Organization 
in Lorestan province.  
 

Table 3: Comparing the wards’ processes before and after implementing the quality management system in 
the hospitals 

Processes Status Number Mean ranking Sum of ranks z statistic Significance level 
 

Costumers’ satisfaction 
 
 

Latter rating is less than 
former one 

7 27.79 194.50 16.047 **0.001P< 

Latter rating is more 
than former one 

340 177.01 60183.50 
 

- 
 

- 
 

in the same rank 1 - - - - 
Total 348 - - - - 

 
 

Reduction of work-
related mistakes of 

personnel 
 

Latter rating is less than 
former one 

2 72.50 145.00 9.065 **0.001P< 

Latter rating is more 
than former one 

116 59.28 6876.00 
 

- 
 

- 
 

in the same rank 1 - - - - 
Total 119 - - - - 

*significance at 0.05level               **non significance at 0.01level                    NS significant 
 

According to table3, the analysis results of satisfaction rate show that 7 respondents have ranked the status of 
processes lower than the situation before establishing the system. On contrary, 340 individuals stated that after 
implementing the quality management system, the processes are improved more than before and only in one case all 
the ranks are the same. Regarding that z values of Wilcoxon’s test (16.047) are higher than critical z values of table 
(2.58) at α=0.01 level, we can conclude that a significant difference is observed between the patients’ satisfaction 
rates before and after implementing the system.  

On the other hand, regardless of three cases which are lower or equal after establishing the desired system, 
work-related mistakes of personnel are considerably reduced in 116 cases and computed z statistics (9.065) suggests 
a significant difference between the ranks before and after implementing the quality management system. 
Consequently, H0 is rejected and H3 is confirmed. It can be stated that from the viewpoint of studied population, the 
establishment of quality management system leads to the increase of satisfaction, decrease of workers’ work-related 
mistakes and totally the improvement of processes in hospitals’ wards under the control of Health and Social 
Security Management Organization in Lorestan province. As a result, the mentioned hypotheses are confirmed. 

 
CONCLUSION 
 

Hypothesis results indicate that implementing the quality management system of ISO 9001-2000 enhances the 
satisfaction of patients and decreases the work mistakes in the hospitals and improves the processes in the wards. 
Therefore, we conclude that there is a significant differencebetween the patients’ satisfaction rates before and after 
implementing the system. On the other hand, the reduction of work mistakes is higher in 116 cases regardless of 3 
cases in which the ranks are lower or equal. Calculated z statistic (9.065) refers to a significant difference between 
the situations before and after the system establishment. Accordingly, we can argue that from the viewpoint of 
research population, the implementation of quality management system increases the patients’ satisfaction, reduces 
the work-related mistakes of personnel and improves the processes in the hospitals’ wards in Lorestan province. 
Consequently, the mentioned hypotheses are confirmed. 

Asadi (2002) investigated the roles of quality management system of ISO 9001-2000 in the performance 
improvement of admission and discharge sections in one of public hospitals in Tehran and reported that establishing 
the desired quality management system has improved the performance of mentioned units. The average time that 
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was spent to admit and discharge the patients has been optimized from 67.5 and 140 minutes to 30 and 90 min, 
respectively. In the research done by K.Hooy (2001), the results argue that most of organizations implementing the 
environmental management system accept the system positively and because of believing in the direct effective 
impact of quality management system on the performance and competition, they have established the system in their 
workplaces. 
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