88 —Adlwy) dzalal)
Ldad) culfyal) 3ales

9\ aal) At

S ¥ 5))3) add

LV aual) dle ) cpeatt ALalil) Bagall jsalia daalt A<l
5 glad A Addanddl) daal) 5yl 8

Galdl das)

A sy Ol S
S5sal) iy
JA%A Jgi d9Ada Jlé

Jae ¥ 50a) A talall daja o geantl YlaCind Alugl) o38 crasd

a 2011 — 21432



o M) 52 M s

Jvs JO-' 29 daols Lalsuns J'—“-" $is)

il oogin Ja 5T gall alll piia bl
(oLt los sk

\‘\—

JERPARYOR

(88l Jlls opes)

II



91_(..:

Ly . . cdasi Lo W2l o odf e Wiy dle ud alery . ass s Lnal ol
G HENONEERN P CVPRAKY MENCTERPYY PP 101 IO S
@M\ng_ﬂ;..wi\,u\; Sy . . b b e sl L el by
ool g . - lpmme ey g s o i Wl ol oty Ul
L1y by ool ol ey . Gt ot Uil ey - it il
7 O PSR P PR A\ P ) G AR O 1 WO PO Bl
e ooy .« Gpan WI0Ys - \;’.\{&.v,. Lot LY, s 3 s
Lu,»gm\»:; ucui‘.,m . u?xv,u;g»;@vauﬂwmy, o bls e
SUBL L Jurly - - Boles ] 13 S ucui,. s @@\ug;ué,i,. o 3,1
- KAy el Yol - e Wity bl ety
iy . e 48 55 a0y Bl - ko by Wil . LIy
WO, L e ) by s oy - o 2 Cmy - i
o )\q\,‘)\&i&}\g&:«_j - ol Q.A\d\@\:} b e ol

sl Jog da o o ol s

III



9].3_3!

e DL gl C\jj A e

L Glially call ey Bl Sl ) e
cooslaadlg aSl) Gay Sudad) glly () e

. Blal) g ) e

s leY) Al Nl ) e

e alSl) Ssaly AR ) e

oclidlly ohgll b daalall an Alile ) e

RRRRYY @A@AM@&\&,}A}#\ °

Gl
A Gladi s

v



ana Gpallall any Cigmaad) e Sldly sally Gaallall oy di 2eal
cany Ll ¢ S Lalads alug a4 ey

alas ade ) Lo ) J58 aie Yy3ay duadl) (gsdd Jumlly 1513
) @iy caldl Gl " day je Al S Y Gl Sy Y Ga
sy e Copi all 3l s do) aay Ka 1l g af o
iy e SN Alhael e Juais G0« gana g uld [ giSad)
e Al alyad ¢ I sall apiiy aelae ¢ laga Ay ali ¢ ol
oyacy ddde 84l bl )y shall A

osdle Chag [osSal Y ) X Jpage KAl
S5 ¢ by DA e e 4 ST L e galy g3y [ gisally
b fmald) salee Lagads Lolay) dadlall ) il <)
Bylaill 48

EY) J—aill e IS () S8 D al o el Y LS
¢ A0V Alesll Alaall 5,000 ja e — Aga)S (85 Canl /o giSad)
b iiall Aaa 583 8y — (ggbdl) Saale [ 5ygisat) cidly
A abas e /EY) e JSU Sl Lalld asgl Gl daall 5yl
Daals ¢ canl 1aa bl 8 1 Legiae ol ala fealds Lakald /cialg

oda lails sl (Ao aelug aalw g JSU Glipally jSE1L k]
LAl




LV aall el Cpwadl ALalil) sagal) (salie Gudat 435184
56 glad 8 Luiacddl) daal) 555 B

dydl) (adls

¥ asall dle I Gl ALLEN 33 5a ) toalue (Guukat AlSa) A yn ) A, 028 Cdan
o ALLal sagal) Hsn Ao Capaill Y diLeaYl ¢ 536 gl b Ayidadall daall 5 A
sl A sl Dlesl) el e

ol Jal eyl ey aie Al ) Blia) areas a5 3wl 23 Calaal Bty
dalall 3)l0Y) e JS (A Calalal) Aaball aen (e A jal) aaine S Euay ¢ il )
¢Aaa l gy b Aasa 14 alall 551315 ¢ ol tsall Lalall 351315 ¢ A1 A le )l
o Lagen Walagind 235 ¢ Auhall dye e Al 2y o Cum ¢ Jaa ((225) anaey
(%100) dswy

t5alae iy Grudatl LK) b duidac W) daa ) )35 o () Al ) clia i 28
(sl iy lubadly ¢ aiall Guuadlly ¢ AL e S5l cag ALl sasal)
Jad Alls ol @l st Bl Bl aaaliond W Laiy A55ld5 dpla) Gl ey Silaya
Ayl ciliagi LaS. ()Y alailly caginSaiy cplalall @hysly sasally Liall 81391 Gl5l) b
Lasliie) a3 ) ALalil) sasall Cul e asen g ddlas) AV 3 A8 35ay )
B)sih A¥ asall Alell (s

Al 3l 855 alaial )5y ¢ Lgadl (e WS Cliagisae dulyll Cualiig ad,
(5ol pen Bkl A5 s Lol LISRY) s e Jaall 8y5 yumg ALelil 5352l
) 3a) & alalall &)y 5y aimgesasally Llall 5)a¥1 ol 5l 5y 5m g ALl 5358l
A ana A i Jal e dplay) Glleadl Gauad e Jaall 55 ae 52 gally dilxial
53520l Ciled Al a8 e Qe Aipe dglal adas ala) 3y |yodly cdlle 3a5a <
- Ostlaall dejully

VI



The possibility of applying the principles of Total Quality
Management to improve pharmaceutical care in the
Palestinian Ministry of Health in the Gaza Strip

Abstract

This study aims to examine the possibility of applying the principles of
TQM to improve pharmaceutical care in the Palestinian Ministry of
Health in the Gaza Strip, and in addition to identify the role of TQM to
improve the performance of pharmaceutical care practice .

To achieve the objectives of this study, a questionnaire was designed to
study the variables of the study and to test the hypotheses. The
community of the study constitutes of all of the pharmacists working in
each of the General Administration of Primary healthcare, the General
Administration of Hospitals, and the General Administration of
Pharmacy, in MoH, and their number is 225 pharmacists .
Aquestionnaire was designed and distributed, and all were recovered

at arate of (100%).

The study revealed that the Palestinian Ministry of Health can apply
some of TQM principles, (focus on customers, continuous improvement,
policies and strategies) with varying levels of positive degrees.

While the ministry can't apply the rest of the variables of the study

(top management commitment, participation of employees and
empowerment, and managerial systems).

The study also showed that there is a statistically significant relationship
between all the variables of total quality adopted in the research and
improvement of pharmaceutical care in the ministry.

Several recommendations were concluded from the study, the most
important are the need to increase the interest of the ministry to apply all
the principles of TQM, the need to provide human and material resources
to apply all the principles, the need to involve workers in decisions
concerning the quality, the need to work to improve administrative
processes in order to provide better quality service to customers, as well
as the need for a flexible management systems that facilitate the
provision of quality services and expedition, and finally increased interest
in the development and improvement of pharmaceutical care.
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