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ABSTRACT

The public health sector is affected by various challenges, such as operational inefficiencies and poor
service delivery. These challenges affect public hospitals' delivery of quality services that meet client
expectations. As a result of these issues, public hospitals have adopted the total quality management
approach to deal with these challenges. The general objective of this research was to determine the
effect of total quality management application on the quality-of-service delivery across public hospitals
in Kenya. The study was anchored on a resource-based view, dynamic capabilities, and system
approach theories. The research applied a descriptive approach to the target population of 1718
respondents. The sampling approach for the study was a stratified random technique that selected a
sample of 250 participants. The findings indicated that employee involvement, technology adoption,
continual advancement, and client focus affect service delivery across various public hospitals in
Kenya. The research concluded that applying total quality management practices is essential and
influences service delivery across various public hospitals. Therefore, the national and county
governments are supposed to ensure management’s commitment to the implementation of TOM
practices across the county’s healthcare facilities.

© 2022 by the authors. Licensee SSBFNET, Istanbul, Turkey. This article is an open access article
distributed under the terms and conditions of the Creative Commons Attribution (CC BY) license

(http://creativecommons.org/licenses/by/4.0/).

Introduction

To deliver quality services is considered an essential contributor to success and good operational performance of an organisation in
the current global competitive environment (Barros, 2015). Organizations strive to achieve outstanding organizational performance
so that they meet the needs of the community in which they operate, by constant development of their products and services (Johnston
& Clark, 2008). The constant increase in integration of world markets has put more pressure to the service delivery sector to ensure
quality and up-to-date delivery of services. These challenges could attribute to the rapid shift in market causing constant changes in
trends, taste and prices.

Organizational efficiency within the healthcare sector is a necessity to ensure patient satisfaction because the provision of quality
service has a direct effect on consumer satisfaction. According to Hayes, Batalden and Goldmann (2015), profitability and service
loyalty are key facets of any for-profit organization. As part of the service industry, the healthcare industry is a fast-growing and
dynamic system. The sector has changed its service delivery system as a strategy to survive the uncertain and everchanging business
environment (Holloway & Galvin, 2016).

Service delivery in health facilities ensures that patients receive the treatment and service they seek. According to Subashini and
Kavitha (2011), health care services that are centred on the customers are important for health facilities that want to achieve universal
health care goals. People-centred care is treatment that is focused and structured around people and communities’ health needs and
expectations, rather than diseases. In most cases, Pant and Pandey (2018) identify that patient-centric care seeks to focus on the
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patient, care that is wholesomely focused on humans incorporates all medical experiences and also involves attention to the welfare
of people in their communities and their role in helping health facilities achieve their goals and also helping shape health policies.

Total Quality Management (TQM) entails the efforts by an organisation meant to provide a conducive environment fit enough for
employees to continually improve their ability to give out products that are valuable and suitable to their customers’ needs (Jaca &
Psomas, 2015). TQM emphasizes on improvement of firm operations and the enhancement of the management efforts towards
supporting quality operations through provision of sufficient funds, training, setting of goals and having enough members of staff
(Muruganantham, Vinodh, Arun & Ramesh, 2018). Quality management system is a group of organized practices aimed at managing
and controlling a company in order to continuously enhance its performance. According to Cha (2018) patient compliance is being
emphasised as part of successful private and public hospitals operations.

The public health system in Kenya is organized in a step-wise manner to allow referral to a higher-level hospital in the event of
complicated cases. The nation’s healthcare system is classified in six hierarchical levels, from Level 1 up to Level 6. For instance,
Level 1 is made up of community service facilities, Level 2 has dispensaries and clinics, whilst Level 3 entails nursing homes, health
centres, and maternities. Level 4 entails medium-sized private healthcare facilities as well as sub-county hospitals. Level 5 is made
up of the big private hospitals and county referral hospitals whereas Level 6 entails the national referral hospital facilities and big
private teaching hospitals (Ministry of Health, 2018).

Kenya is the first nation to necessitate referral healthcare services in East Africa, but the public healthcare sector has been affected
by a high migration of Health Care Workers (HCW) from public to private practice and other private healthcare sectors due to
different reasons such as empowerment in decision-making, better compensation, better working conditions, clearer communication
channels, and effective conflict resolution approaches. HCW’s are mainly dispensed by human resource department who are core in
maintaining a cordial relationship between employees and their employers thus making it a crucial department in optimal delivery of
healthcare services.

The public healthcare system faces numerous challenges such as operational inefficiencies and poor service delivery (Basu, Andrews,
Kishore, Panjabi & Stuckler, 2012). The competition from private hospitals has led to demand for delivery of quality services that
meet and supersede client expectations. In order to address these challenges, public hospitals have adopted the total quality
management approach (Nderitu, 2016). With the growth in the application of TQM, health facilities now recognise TQM as a
beneficial system for quality improvement. Efficient and continually improving service is the goal of any public health facility in
service delivery.

Past studies have been done on TQM both in the local and global scene. Most of these studies indicate that TQM significantly affects
the performance of firms. Unfortunately, in the developing nations and especially in the healthcare sector TQM has not been
embraced. Ali and Alolayyan (2013) found a conclusive connection between TQM application and performance in healthcare
facilities. Similarly, Awuor and Kinuthia (2013) studied TQM systems in private health facilities across Kenya and deduced that
TQM practices can positively influence employee performance and in turn, translate into quality service delivery.

TQM factors significantly impacted the employees and management perception in Mauritius (Ramseook, Munhurrun & Panchoo,
2011). Additionally, Nyamari (2017) studied TQM and operational performance and looked at the increase in the use and
implementation of TQM in many global firms and found significant relationship with operational performance. Although TQM has
been researched for a number of years by different scholars, most of these were based in the manufacturing sector, there are a few
studies done in global health facilities. Moreover, there is no study that focused on TQM and service delivery specifically.

Thus, there is increased interest in TQM and there is need for more empirical studies to be done on the topic given that many firms
are taking up TQM and its diffusion internationally is on the rise. In the global scene public hospitals have often been characterised
for providing poor services. To ensure that their services improve, it is essential that they take up a quality improvement program.
Unfortunately, many of them may not be aware of the advantages such approaches can bring.

Therefore, this research determined the effect of TQM on delivery of care services in public healthcare facilities across Nairobi City
County, Kenya.

Review of Literature

Theoretical Review

Resource-Based View Theory looks at an organization as having resources which are heterogeneous (Yang, Jia, and Xu, 2019). The
theory notes that firms can attain sustainable competitive leverage by enhancing superior capacities and resources. Therefore, if the
resources are meant to be the sources of sustainable leverage, they have to be valuable, rare, inimitable, and non-substitutable (VRIN)
(Adnan, Abdulhamid, & Sohail, 2018). According to Yang, Jia, and Xu (2019), the resource-based view (RBV) focuses on the use
of'the firm’s internal resources to gain significant competitive advantage. Aspects such as strategic stability, efficiency, transferability
and replicability capabilities are the foundation of the organization's sustainable competitive advantage (Adnan, Abdulhamid, &
Sohail, 2018). Moreover, cost control, differentiation and emphasis are the key universal techniques that can allow companies to
achieve their objectives (Adnan, Abdulhamid, & Sohail, 2018).
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Dynamic capabilities theory offers perspectives on the contextual attributes of the public healthcare and its effect on TQM practices.
Dynamic capability can be effective in changing aspects of an external environment as it has both managerial and organizational
aspects (Govindasamy & Wattal, 2018). The organizational aspect entails the capacity of the facility to adapt to the challenges by
adjusting their resource base while managerial capabilities involve the ability of the manager to set up resources for their purpose.
As a result, dynamic capability has to be implemented for it to influence change (Muithya & Muathe, 2020). The concept of dynamic
capabilities can be executed at organizational level because these capabilities are based on routines.

System Approach Theory considers organisations as systems that can gain quality by combining the individual efforts to the
achievement of a main goal by maximum utilization of organizational efficiency. The theory provides that the management should
make sure that all the subsystems of an organisation are well coordinated in order to accomplish the organisations set goals through
service delivery (Williams, 2017). The systems theory approach is used in this study as it supports the importance and roles of TQM
as a crucial element in operational performance and service delivery in public hospitals. The systems approach theory notes that the
business environment is crucial for the sustainability of an organization.

Empirical Review
Employee Participation and Service Delivery

Odero and Makori (2017) examined the relation between participation of human resources and their performance with evidence from
part-time lecturers in the Kenyan public institutions of higher learning. The study evidence showed that employee involvement
significantly and favourably impacted employee performance thus implying that the involvement of the employees positively affected
the performance of employees.

The research of Butali and Njoroge (2018) investigated the impact of employee engagement on organizational performance, as well
as the moderating effect of organizational commitment on the link between employee participation and performance. The survey
included 5866 employees from three state-owned enterprises: Mumias Sugar Company, Kenya Power, and KenGen. The research
was conducted using a descriptive survey research approach. Employee participation has a considerable impact on organizational
success, according to the study’s findings. Affective commitment, continuation commitment, and normative commitment all
influenced the link between employee engagement and organizational performance, according to the study. The study looked at
enterprises in Kenya, this study focused on public hospitals in Kenya.

In another study were the impacts of worker involvement on the National Treasury’s non-financial effectiveness in Nairobi, Kenya
was studied. The mentioned set targets led the research: to analyse the impact of work structure, management, interaction, as well as
incentives on company effectiveness in Kenya’s government sector. A descriptive survey methodology was used in the research. The
targeted demographic for the research was 876 federal treasury employees, and a selection of 269 was selected using a stratified
sampling technique.

A survey was used to obtain primary data. The data was analyzed utilizing descriptive and inferential statistics. Work structure,
management, communications, and incentives all had a favourable and substantial impact on the efficiency. Employee participation
is essential for performance, according to Kibara and Kiuri (2021), report. The study looked at worker’s involvement on non-financial
performance of national Treasury, this study focused on total quality management on service delivery in public hospitals in Nairobi
where employee participation is one of its variables.

The description of the effects of employee engagement in the management plan on operational efficiency by demonstrating quite an
occurrence with surveys undertaken in small and medium businesses (SMEs) in Kosovo, demonstrated that indeed employee
engagement in business structure is critical to managerial progress. The quantitative technique was used to conduct scholarly research
in this study. For gathering of primary data, a questionnaire method was sent to the top management of 50 SMEs in Kosovo who
were chosen as a planned selection for the aim of undertaking this research utilizing the SPSS program 23. The study established a
substantial net positive effect between employee engagement and Operational efficiency (Rrustemi, Bytyqi, Tahiri, Idriz, & Kovaci,
2021). The study was carried out in Kosovo SMEs, this study was carried out on Nairobi city county public hospitals.

Adoption of Technology and Service Delivery

In Uganda, Jakisa (2018) examined record management and service delivery at the Ministry of Health Headquarters. The study’s
findings would establish that the types of records kept by the ministry promote the constant use of existing information hence aiding
delivery of services.

On the investigation of Orina (2018), the impact of technology adoption on Kenyan power efficiency; a case study of Kenya power’s
Embu office. The research employed a cross-sectional descriptive survey investigation methodology, which is a method of gathering
data depending on data collected at a certain period in history. The research focused on 86 personnel at the Kenya Power Company’s
Embu office and 600 consumers in the community who use a lot of electricity. A number of 253 people took part in the survey.

Questionnaires and face to face interviews were used to gather information. Descriptive statistics were used to examine quantifiable
information. Regarding the study goals, the data was entered, summarized, and evaluated utilizing the Statistical Package for Social
Sciences. The findings revealed that technology adoption and Kenyan power performance were both strongly and substantially
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boosted. The study looked at the impact of adoption of technology on performance in Kenya power in Embu office, while this study
looked at the effect of adoption of technology on service delivery in public hospitals in Nairobi city county, Kenya.

The research of Malongo (2019) examined the impact of information technology integration on the efficiency of a number of Kenyan
public hospitals. The Technology-Organization Environment Model, Technology Acceptance Model, Diffusion of Innovations
Theory, and Dynamic Capabilities Theory were all used in this study. The research was based on the positivist concept. The
researchers used an explanatory as well as cross-sectional surveying study methodology. The research’s targeted group consisted of
98 government hospitals in Kenya that offer comprehensive controlled technology operations,encompassing 94 from the 47 counties,
including 4 nationwide referral hospitals. Utilizing proportionally stratified randomized selection, a total of 294 participants were
collected. According to the findings, integrating information technology into government hospitals can help improve healthcare
effectiveness, usefulness, efficacy, and commercial feasibility. The study focused more on information technology and was based on
positivist concept, this study focused mainly on total management quality and used adopting technology as a variable.

The project of Lee (2021) sought to study the effects of various technological use behaviours in a hospital context on healthcare
quality. This study covers two elements (diverse and speed) of technological acquisition conduct to characterize distinct methods of
technological adoption, based on the diversification idea in environment. The term “diversity” refers to how diverse systems are
embraced in a hospital, and “speed” refers to how HIT diversity changes over time (i.e., the pace of technology addition). This study
used five years of longitudinal data on over 3300 US hospitals to investigate technology adoption habits using an empirical taxonomy
method to see if the hospitals in the data could be separated by the two technology adoption dimensions.

Based on the stated parameters, the cluster findings shows that three similar types of technology adopting patterns emerge. The
research also looks into the correlation between the two characteristics on hospital efficiency. To account for direction of causality,
it utilized a dynamic panel model with GMM (Generalized method of moments) estimation. The findings demonstrated a good
connection amongst HIT diversity and hospital effectiveness, but a weak relation among HIT diversity change velocity and hospital
effectiveness. The study was carried out on United States hospitals and it utilized GMM estimation method, while this study focused
on hospitals in Nairobi City County in Kenya and utilized descriptive and inferential statistics.

Continuous Improvement and Service Delivery

Khan, Ali, and Honggi (2018) conducted an experimental investigation in Pakistan on the effect of continuous improvement on
organizational effectiveness. The study used a descriptive research design. An in-depth survey with management was conducted with
a sampling of 40 enterprises from three industries (textile, sports, and surgical instruments). Data was collected via questionnaires.
The effect of continuous improvement on organizational effectiveness in different Pakistani sectors was investigated in this research.
Revenue, pricing, process capability, reliability, engagement of employees, and market dominance were recognized as diverse
elements (independent variables) that had an effect on the company’s productivity. Companies that incorporate continuous
improvement into their research and development, production, and efficiency of the operations can obtain a comparative boon,
according to the findings. The study was carried out in Pakistan, this study was conducted in Nairobi city county, Kenya.

The goal of Kandie, Kemboi, and Oloko’s (2018) study was to see how continuous improvement affected the efficiency of Kenyan
public universities. Researchers used a cross-sectional descriptive survey study methodology to investigate the mediating impact of
continuous improvement on institutional output in Kenya’s public universities. A census poll was used since all 22 Kenyan public
universities were investigated. In general, the findings demonstrated a significant linear relationship between continuous
developments in Kenya’s Public University Institutional Effectiveness. The study’s conclusions should help regulators design
frameworks to improve overall organizational effectiveness. This study will focus on service delivery for public hospitals, whereas
the previous study focused on university performance.

One of Waduu’s (2020) project objectives in Kilifi, Kenya, assessed the influence of continuous improvements on commercial
financial institution profitability. The investigators employed a descriptive investigation methodology and a demographics of 195
participants from 12 banking establishments in Kilifi to achieve the study’s goals. The study used a mix of organized and unstructured
surveys with open and closed ended items to collect data from participants. SPSS (Version 22) is a powerful statistical program for
evaluating and visualizing facts and figures using averages, frequency, percentage distribution, measure of dispersion, and means. In
Kilifi Town, continuous improvement has been shown to have a large and favourable influence on the banking sector’s efficiency.
The study was carried out on commercial banks in Kilifi County, which is a different context from the current study which was
carried out in public hospitals in Nairobi City County.

Customer Focus and Service Delivery

When determining the effect of operational performance and practices that focus on clients in improving services within government
owned entities (GOESs) across Kenya. The research targeted (34) commercial government owned entities in Kenya in its descriptive
research. The study found that customer focused practices and operational performance significantly and favourably impacted
performance (Kang’ethe, 2015).

In the investigation the impact of customer focus on manufacturing firm performance in Kenya, with a specific attention on Mabati
Rolling Mills was studied. Management theories, systems approach theory, and scientific management theory were used to base the
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research. The study used a descriptive study approach in which 121 personnel were randomly selected from a targeted demographic
of 400. Questionnaires were used to obtain information, which were self-administered by the respondents. Combining descriptive
and inferential techniques were used to examine the data. Correlation and regression evaluation were also employed to portray the
link amongst the dependent and independent parameters in the study (Otieno, 2017). Customer focus improved consumer happiness,
which led to improved general business outcomes, according to the study. The study focused on a particular firm, this study focused
on public hospitals in Nairobi city county, Kenya.

In acknowledging the connections between service excellence and client focus. A literature review led to the discovery of verified
measures. In this study, a total of 309 participants were utilized. Reflecting on the 309 replies, the statistical method and the proposed
framework showing postulated links were validated utilizing confirmatory factor assessment and structured mathematical model,
respectively. Furthermore, using the data obtained, this research codified the notions, described and evaluated the element scale items
of the interaction framework among service quality and customer focus, allowing for a more accurate identification of the correlation
in the method and also the effect. The data show that customer focus is influenced by service quality (Trans, 2020). However, Trans
(2020) methodology used in the study will be different from this study, as this study used descriptive research methods.

One of the objectives of Menza and Rugami (2021) was to investigate how consumer focus affects deposit-taking Saccos in Mombasa
County. From the standpoint of improved industry position as well as profitability, performances was examined. The study adopted
a descriptive survey methodology. The 13 deposit-taking Savings and Credit Cooperatives in Mombasa County were selected, as
with their governing management and central management. All of the County’s functioning and licensed Saccos were identified and
subjected to a census. CEOs, supervisors, business management staff, loan management staff, and four executive top management
were chosen as desired research participants. Customer focus and deposit-taking SACCO performances are strongly associated,
according to Pearson Correlation Analysis. Because the research only looked at deposit-taking SACCOs in Mombasa County, the
findings might not even extend to all sectors in Kenya, hence this study concentrated on public hospitals in Nairobi City County.

Research and Methodology

The research focus was public hospitals in Nairobi City County and used a descriptive design. Muathe (2010), Robson, (2014),
Sekaran and Bougie (2016) asserted that this design systematically and emphatically enquired into the study subject without directly
controlling the independent variable under study as it cannot be manipulated or its events have already happened. The study target
population 1718 respondents comprising of doctors, administrative staff and nurses. However, a sample of 250 respondents was
selected using proportionate stratified sampling as recommended by Kothari (2004). Data was collected using a questionnaire and
analysed using descriptive statistics and regression analysis. In determining the model significance, the recommendation of
Blumberg, Cooper and Schindler (2014) was taken into consideration by use of adjusted coefficient of determination (R-squared (R?)
in showing the extent in which the shift in service delivery is explained by shift in total quality management across public hospitals.
F-statistic was applied to establish the fitness of the model at the 95% confidence level. The significance of the variable coefficients
was tested using P-values at 0.05 significant level to evaluate the existence of a significant association between TQM funds and
service delivery in public healthcare facilities across Nairobi County, Kenya.

Moreover, ethical concerns relate to confidentiality, no-harm, anonymity, reporting, purpose of the research and analysis issues was
observed as recommended by Munhall, (1988), Houghton, Casey, Shaw and Murphy (2010).

Analysis and Findings

A multiple linear regression model was used to establish the effect of total quality management practices on service delivery among
public health facilities in Nairobi City County, Kenya. The findings of Model Summary, ANOVA and Coefficient of Regression
were as indicated in the following sections.

Model Summary
The findings of coefficient of correlation and coefficient of determination are as shown in table below:

Table 1: Model Summary

Model R R square Adjusted r square Std. Error of the estimate
1 7178 713 745 1.10021

a Predictors: (constant), employee involvement, technology adoption, continuous improvement and client focus
Sources: Survey Data (2021)

The study shows that coefficient of correlation R of 0.717 an indication of strong of correlation between the variables. Coefficient of
adjusted R? was 0.745 which translates to 74.5%. This shows that changes in dependent variable can be explained by independent
variables (employee involvement, technology adoption, continuous improvement and client focus). The residual of 25.5% can be
explained by other variables not incorporated in the current study.
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Anova
An ANOVA was conducted as 95% level of significance. The findings of Fcaiculated and Fcriticat are as shown in Table 2.

Table 2: ANOVA Findings

Model Sum of squares Df Mean square F Sig.
Regression 811.104 55 14.7473 28.4422 .000P
Residual 101.113 195 0.5185
Total 912.217 250

a. Dependent Variable: Service Delivery
b. Predictors: (constant), (employee involvement, technology adoption, continuous improvement and client focus)
Sources: Survey Data (2021)

The study established that the study had F caiculated Of 28.4422 and F critica Was 6.0113, this show that of F caiculated> F criticar an indication
that the overall regression model was significant for the study. The p value was 0.00<0.05 an indication that at least one independent
variable significantly influenced service delivery among public health facilities in Nairobi City County, Kenya.

Regression Coefficient

In order to establish the individual influence of each of the variables of total quality management practices on the service delivery
among public health facilities in Nairobi City County, Kenya, regression coefficient was used. The findings are indicated in the table
below:

Table 3: Regression Coefficient

Model Unstandardized Standardized T Sig.
coefficients coefficients
B Std. Error Beta
(constant) 5.101 1.107 2.145 .000
Employee Involvement 719 .061 .301 3.044 .000
Technology Adoption .781 .014 311 3.015 .000
Continuous Improvement .616 .081 .504 2.715 .000
Client Focus .609 .054 402 3.001 .00

a.  Dependent Variable: Service Delivery
Sources: Survey Data (2021)

Y =5.101 + 0.719X1 + 0.781X2 + 0.616X3+ 0.609X4
Whereby: Y = Service Delivery among Public Health Facilities in Nairobi City County, Kenya

X1 = Employee involvement
Xz = Technology adoption

X3 = Continuous improvement
X4 = Client focus

Table 3 indicates that all variables held constant, service delivery among public health facilities in Nairobi City County, Kenya would
be at 5.101. A unit increase in employee involvement while holding other variables constant translates to an increase in service
delivery by 0.719. These findings are in line with Butali and Njoroge (2018), that established that employee improvement through
affective commitment, continuation commitment, and normative commitment all influenced organizational performance. Rrustemi
et al. (2021) findings also showed a good and substantial relationship between employee involvement and operational efficiency.

Having heightened adoption of technology as a TQM practice while keeping other variables constant, service delivery would attain
0.781. Jakisa (2018) study findings are in line with this study as results showed that adoption of technology has a notable effect on
organizational performance. Also, Malongo (2019) findings were in line with this study and noted that integrating information
technology into government hospitals can help improve healthcare effectiveness, usefulness, efficacy, and commercial feasibility.

Increased continuous improvement while keeping other variables constant would give service delivery 0.616 increase. This study is
in line with Waduu (2020) as results showed that continuous improvement has been shown to have a large and favourable influence
on the banking sector’s efficiency. Comparably, that of Wanjogu and Waithaka (2021), also gave a similar outcome.

Lastly a unit increment in client focus translates to an increase in service delivery by 0.609. This finding is consistent with Menza
and Rugami (2021) as an increase in client focus improves performance. Also, Trans (2020) as the findings codified the notions and
described that the element scale items of the interaction framework among service quality and customer focus, allowing for a more
accurate identification of the correlation in the method and also the effect.



Wandie & Muathe, International Journal of Research in Business & Social Science 11(7) (2022), 01-08

The study established that all the indicators of total quality management practices used had a p value of 0.001<0.05 an indication that
the variables significantly influenced delivery of services among public healthcare facilities in Nairobi City County, Kenya. This is
supported by Awuor and Kinuthia (2013) who studied TQM systems in Kenya’s private hospitals and deduced that TQM has a
significant effect on performance. Ramseook, Munhurrun and Panchoo (2011) noted that TQM factors significantly impacted the
employees and management perception in Mauritius. Nyamari (2017) also studied TQM and operational performance and looked at
the increase in the use and implementation of TQM in many global firms and found a notable relationship with operational
performance.

Conclusion

The main goal of this research was to determine the effect of TQM practices on the quality of service in public healthcare facilities
in Nairobi City County, Kenya. As noted, employee’s involvement, adopting technology, continuous improvement and clients’ focus
were found to be statistically significant and influenced service delivery in public hospitals in Kenya. Hence, Public hospital
administrators who seek out opinions of their staff and include them proactively in decision-making are likely to have enhanced
service delivery. Moreover, the hospitals operate better by adopting technology which enable them to network their services and
better use of electronic health records management. Through this the hospitals operate faster and provide quality services to clients.
Furthermore, the study’s concluded that continuous improvement improves service delivery. As a result of continuous improvement,
there is more attention to patients and services that satisfy consumers’ inherent needs. Customer-centric care enables hospitals to
detect and build on development possibilities, such as meeting customer preferences at the first go.

Considering the main TQM predictors in this research, it is worth noting that the management in medical facilities need to strengthen
employees’ engagement, adopting and keeping abreast with latest technology, continuous improvement, and patient focused service
delivery. Stakeholders in various businesses should start identifying the most crucial TQM practices that relate to their business
objectives, strategies, anticipated performance, and current situation. For example, the management can implement employees’
engagement by developing a framework that would foster employee involvement in TQM practices within their respective facilities.
The national and county governments are supposed to ensure management’s commitment on the implementation of TQM practices
across the county’s healthcare facilities to enhance service delivery. Moreover, the national government should develop policies that
guide systematic and regular training to every health practitioner as part of improving the quality of healthcare.

This was a cross-sectional study focusing on effect of TQM practices on service delivery in public hospitals in Nairobi city county,
Kenya, and as such the results cannot be generalised to the rest of the counties. Given the data was collected in one point in time
future research should consider a longitudinal research design. Moreover, for generalization future research should focus on both
public and private hospitals in more counties.
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