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ANALYSIS OF THE INDICATORS FOR ASSESSING HEALTH CARE 
QUALITY IN THE CONTEXT OF TQM 
D. Mineva 
Faculty of Public Health, Medical University – Sofia 

Summary. The paper examines the indicators for assessing health care 
quality in relation to the most recent conceptions of health care quality 
assessment – the Grönroos conception, Gap model and SERVQUAL method, 
in the context of TQM and the view of Kaoru Ishikawa about the true and 
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substitute types of quality and their characteristics. Our aim is to find common 
possibilities of assessing the indicators of service in business compared to 
public health care. The results of the analysis show that indicators identify a 
quality change in its triune nature – structure, process, and outcome. There 
exists no single and clear indicator. The likeness of the health care quality 
indicators to the indicators of a business service is explained by the fact that 
the two reflect characteristics, which proceed from production process. The 
benefit of this analysis will be in the direction of the development of 
methodology for examining the quality of health care in relation to its function, 
which can be the object of a further study.  

Key words: indicators for health care quality assesment, Total Quality anage-
ment” (TQM), Grönroos conception, Gap model, SERVQUAL methods, true quality 
characteristics, substitute quality characteristics 

   „ ”  .  
      ,  -

 –  .         
         -

     ,     
 ,     ,   -

 ,       -
   – Total Quality anagement (TQM).  

TQM        
       , -

  „         -
   ,   “. -

        , 
   .   , -

         
       -

 ,   .  
    : „ “ , 

    , „   -
  “,      

 , „   “,   
     [13]. 

     TQM,    
        -

        -



  5

.  TQM    -
        [9]: 

      -
; 

   / ,   -
 ; 

   ,       
   ; 

        ; 
      . 

       – 
   ,      TQM,  

         
    :    , 

   ,     . 
          

 :   ,  Gap  -
 SERVQUAL.  

       
  

       -
      .   

   „  ”   -
       .  

    ,       
     .    

    ,  Gap  -
 SERVQUAL.  

        
   :   (  

  ,    , -
   )    ( -

  ,      
,    „     -

”).  ,       
 ,       -

   ,   ,   



  6

       
 -    [4, 11].     

         
„ “         

   .     
        

.  ,     -
,        ,  

        -    
 , . .      -

 .  
 SERVQUAL (  SERVQUAL)  -

 ,        
     [10].     

 „ ”   Parasuraman, Zeithaml  Berry (1985 .), 
     „ ” :  

 (tangibles),  (reliability),  
(responsiveness),  (assurance)   (empathy). -

 SERVQUAL      
        -

 (S rvice Quality Index – SQI),   -
        

. 
     ,     -
      . „  
         -

   :  – 80%, -
 – 38%,      – 55% ( . , 2009) [8].  

         
  (responsiveness).  

 Gap ( . 1) e    -
 Parasuraman, Zeithaml  Berry (1985-1988 .)   
         

 ,       
  ,     

 .     
      . 



  7

  Gap 5 ( 1 5)   „  “  
„  “ Gap 5.   ,   

.   Gap 5      
Gap 1-4.          1 

 3 –    1    2  3,  
 4   [7].  

 

 
. 1.  Gap 

 
      : 

„     ,     -
 ” [6].       

      ,   
   :    -

 ( ),   ,  -
     ( ),   

,       -
                                                      
 
1          

   . 



  8

 .       TQM. 
       -

          . 
         

          -
     ( . 1).  

 
 1.        -

            

    
    

    

   
 : 

   
   

 SERVQUAL 

 : 
    
  „   ” 
  „    ” 

 Gap 
   : 

  -  
  -  

  : 
    
         

 
VHA (Voluntary Hospitals of America)    

      .  -
   TQM     VHA,  

         -
   :       

        (  
).     VHA,  

   TQM,       
:      , 

       -
 ( ),     , -
    ,   .  



  9

      
          

        
( . 2). 

 

 
. 2.         

          TQM 
 

        -
          

  .      -
       –  -

    [1].  
    :   -

  (  )     
 (  ). 

       -
      ( , -
,  , , )    

   .     
  : 

        -
   .    -

 
 TQM 

 
 

  
  

  

 
   

 



  10 

        -
.  

        
        -

  ,      
    .   -

    ( , , -
  ). 
         

    SERVQUAL. 
        -

     – Gap 5   Gap. 
    :  , -

       . 
   „  “ -

       :   
 ,     

 .       , 
  .  
        -
      .  -

   ,       
       ,  

       . 
     „  “  

        ,   
      ,   -
         -

   .    -
     /      
 :  ,     -
   [3, 12].         -

 ,       -
        .  

     ,     
TQM,        – , 

,  ( . , 1990) [2].  
  „   ”  , 

     ,    



  11

   .      -
  ,        

   .      
 . 

         
   SERVQUAL.  

 „   ”      
   Gap 5   Gap. 

  „    ”  
,        

 .     -
         -

 .     –    
 .        
  :  ( ),   ( ), 

 ( ),    ( ) [1].  
„    ”   -

.         
.      ,     

  SERVQUAL   Gap.  
      TQM,  

       -
    [6],      

      -
.   ,        

     2.  -
    ,  -
   ,     .  

 ,   . , -
  ,         -

,       -
.          

  : -  (   )  -
 (   ).  

                                                      
 
2          

 . 



  12 

-   ,    
 .       

  .    3 -  
:     ,   -

  . -     -
,     . -  -
  ,  -     

 .  
  , -   -   

    TQM.  - -
  ,  -   

.       .  

: 
         

     TQM     
 : 

  ,    ,  -
        ,   

 .  
        

  – , , .  
     (  

),   –  (   -
/    / ). 

        -
 SERVQUAL,    –      

    (  5)   Gap. 
        -

 –       -
  ,    ,    -

    – .  -

                                                      
 
3          

 . 



  13

  „ ” ,     -
   .      -
    ,   –  ,  

,   ( ) .  
        
      ,   

           -
   ,       -

      . 

       ? 

         
   ,      -

       ,  -
        ,     

  .       
    ,      

    .    
         -

 .   ù     -
       -

         -
 .      .  

 
 

1.  ,      
(  ). ,  „   & “ ( . . . ), ISBN 
954-573-018-8. 

2. , .   .  . -
, , 1999. 

3.  ., . ., . .   , . .   -
     . – :   

, ISBN 954-520-095-2. .  „  -
“ , 1997. ( . 16, . 453). 

4. E , . www.client-service.ru. 
5. ,  , „ .     . „   

”, http://www.management.com.ua/qm/qm086.html. 



  14 

6. , .      . ,  
„  ”, 1994. 

7. , . .  . . .    -
 :  . –       

 2, 2005. 
8. A m i r ,  A. Industrial and Systems Engineering (ISE): What is quality manage-

ment?, http://amirazizi-ise.blogspot.com2006/10/what-is-quality-management-
tgm.html, October 18, 2006. 

9. B a b a k u s , E., W. G. Mangold. Adapting the SERVQUAL scale to hospital 
services: an empirical investigation. – Health Serv. Res., 26, 1992,  6, 767-
786. 

10. S e l e c t i o n  criteria for quality controlled information gateways – Appendix 3: 
Quality/selection definitions, models and methods in use, 
http://www.ukoln.ac.uk/metadata/desire/quality/appendix-3.html. 

11. h t t p ://www.asq.org/learn-about-quality/cost-of-quality/overview/overview.html. 
12. h t t p ://www.puslit.pettra.ac.id/jurnals/industrial. 

 
 

   : 
 -    
     
  –  
 dar_mineva@yahoo.com   – 10  2013 . 

 


