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Abstract

Quality management in the healthcare system represents one of the most important directions
of modern healthcare policy and management. The necessity to improve the quality of medical
services, patient safety, and clinical efficiency has given special significance to the
development and implementation of quality management systems at the international level.
In modern healthcare organizations, quality management systems are considered a tool that
ensures service standardization, effective process management, the development of patient-

centered approaches, and the reduction of clinical risks.

The aim of the present research was to evaluate the impact of quality management systems on
patient satisfaction and organizational efficiency in the hospital sector of Georgia, as well as to
determine the role of organizational culture and management involvement in the effectiveness

of these systems.

The study was based on a mixed methodological approach (Mixed Methods Research), which
combined quantitative and qualitative research. Within the framework of the quantitative
research, 243 patients were surveyed, while quality management managers and administrative
representatives from various medical institutions in Georgia participated in the qualitative
research portion. Structured questionnaires and semi-structured interviews were used for data

collection.

The research results showed that the effective implementation of quality management systems
has a positive impact on patient satisfaction. Patients rated the following particularly

positively:

e Communication of the medical staff;

e Organization of services;

o Safety standards;
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o Compliance with hygiene norms;

o Professionalism of the staff.

The study also confirmed that quality management systems have a significant, albeit mostly

indirect, impact on organizational efficiency. This impact is manifested in:

Standardization of clinical processes;

Improvement of patient safety;

Reduction of medical errors;

Development of monitoring and evaluation mechanisms.

One of the important findings of the research was the role of organizational culture and
management involvement. The results showed that the effectiveness of quality management

systems significantly increases in organizations where:

Management actively supports quality initiatives;

Employees are involved in quality processes;

A culture of safety exists;

Teamwork and communication are developed.

The research also identified the main challenges that hinder the effective functioning of

quality systems in Georgia. Among them, the following were particularly noted:

o Deficit of financial resources;

o Staff overloading/burnout;

o Insufficient opportunities for training and professional development;
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o The risk of superficial (formal) implementation of quality systems;

e The need to improve regulatory mechanisms.

The research results confirm that quality management systems play a significant role in
improving the quality of healthcare services; however, their effectiveness depends not only on
the formal existence of international standards but also on organizational culture, leadership,

employee engagement, and systemic approaches.

Keywords: Quality management, patient satisfaction, organizational efficiency, healthcare

management, JCI, ISO 9001, KTQ, patient safety, organizational culture.
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