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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
[SO.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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