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Abstract

Analytical study for The State of General / Total Quality Management
(TQM) of Pharmaceutical Industry from both managers and consumers
point of view.

Presented by:

Salwa Abdullatif M. Barghouthi
Under the supervision of
Professor Mahmoud Al-Jafari
Mr. Salah Al-Odeh

The importance of the Palestinian pharmaceutical industry in
terms of health and economics and its vulnerability to foreign and local
competitors, changing views of consumers, and others factors, justified
conduction of this study.

The aim of this study is to evaluate the extent of conforming to Total
Quality Management in this important sector as observed by managers
on one hand and consumers (consisting of physicians, dentists, and
pharmacists) on the other. The study covered: theoretical aspects of
TQM and comparison between TQM and other analytical /
international measures used for evaluating quality and methods of
production and cost of applying TQM.

The study is presented in six chapters: chapter one covers the state of
the pharmaceuticals sector in the West- Bank — Palestine, underling
the problem, aims, and advantages of this study. Chapter two covers
relevant literature. Chapter three covers the theory of TQM in the

context of other international standards. Chapter four explains the



methods and approach of the study and describes the sampling and
sample populations of the study. Chapter five presents the results,
collected data, analysis, and discussion. Chapter six presents the
results and conclusions.

Data were collected using four different questionnaires. The
Pharmaceutical Industry questionnaire contained 133 statements
relevant to TQM in which the form number (2) was central and
essential for containing the TQM elements that distinguished this study
from others. It also adopted indirect information gathering regarding
the elements of TQM rather than direct questions regarding those
elements. Questionnaires directed to physicians, dentists, and
pharmacists were designed to obtain data about the perception of high
guality medicine of what high quality medicine meant and the factors
affecting consumer decisions. The samples included 36 managers
from five different pharmaceutical foundations in the West Bank, 740
physicians, dentists and pharmacists. Data were collected during the
period between September 2003 and February 2004. The length the
data collection period is attributed to roadblocks and obstacles
imposed by the Israelis authorities.

This study based on three major hypothesis; each of which
branches into a number of hypothesis as is covered in chapter four.
The hypotheses were tested statistically for acceptance or rejection
using the SPSS software, eleventh edition, in addition to a number of
other descriptive tests such as: frequency, percentage, mode, mean,
and standard deviation statistical methods. Analytical statistics
included Coefficient of Variation, Spearman Correlation coefficient,
different Types of T-test, one-way ANOVA, and other tests used to
determine homogeneity and other tests checking data for sources of

differences.



The major results of the study include the finding that TQM is
applied in the pharmaceutical industry in Palestine by 79.5%. Industrial
foundations are working towards achieving GMP - Good
Manufacturing Practices, and obtaining a number of 1SO-Certificate
substitutes. Consumer also showed positive attitude towards local
products at 66.35 %. Although (Low), this is due to the level of
preference by consumer to foreign products over local products in
terms of confidence in the product; occasional low quality medicines
are generalized to quench the high quality of other medicines. Most
important recommendations of this study are that pharmaceutical
foundations should start applying to the standards of TQM, which is

required for international marketing.
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