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on Organizational Performance and Customer
Satisfaction in Selected Hospitals in Tehran

Abstract

Introduction: This study investigates the impact of Total Quality Man-
agement (TQM) on organizational performance and customer satisfac-
tion in selected hospitals in Tehran. It also examines whether customer
satisfaction mediates the relationship between TQM and organization-
al performance.

Method: This is a descriptive correlational study, and the data collec-
tion was conducted by field method. The statistical population includes
150 senior and middle managers of hospitals in Tehran. Based on Mor-
gan’s table, 108 managers were selected by simple random sampling
method. SPSS software was used to analyze the data to test the hypoth-
eses and PLS software was used to model structural equations.
Finding: Findings indicate that TQM significantly improves custom-
er satisfaction (p < 0.05) and organizational performance (p < 0.05).
Additionally, customer satisfaction positively affects organizational
performance (p < 0.05) and serves as a mediator between TQM and
performance, confirming the hypothesis.

Conclusion: Implementing TQM enhances hospital efficiency and pa-
tient satisfaction. The results emphasize customer satisfaction as a key
mediator, reinforcing the need for quality management strategies to
improve service quality and hospital performance.

Keywords: comprehensive quality management, organizational per-
formance, customer satisfaction, service quality
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