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Abstract
This study aimed to analyze the effect of the TQM strategy on improving service quality at Andimas Hospital Merangin District. This research is a quantitative research design using a cross sectional study which was carried out at the Andimas Hospital Merangin Regency in 2024. The sample size was determined by the total population formula, namely 202 people. The data were analyzed using the Chi Square test and Logistic Regression Test. The results of the univariate study showed that out of 202 respondents, the majority of respondents were > 45 years old, namely 142 (70.3%), were female, 124 (61.4%), had a bachelor's degree, 174 (86.1%). The results of the bivariate study show that there is an influence on customer focus, overall employee involvement, focus on processes, integrated systems, strategic and systematic approaches, continuous improvement, fact-based decisions, communication on service quality improvement at Andimas Hospital Merangin District. The variable that has the most influence on improving the quality of service at Andimas Hospital Merangin Regency is the integrated system variable. The suggestions in this study are that the results of this research become input material for evaluating and training all employees so that the quality of service is getting better.
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INTRODUCTION

Healthcare is a vital sector that has a significant impact on the well-being of society and has grown substantially in recent years. There are many reasons for the growth of the healthcare industry, such as higher rates of chronic diseases, overpopulation, aging population and lack of healthy lifestyle choices (Suman & Prajapati, 2021). One of the health service industries that plays a role in organizing health services to the community is the Hospital (Van Zyl-Cillié et al., 2024).
Hospitals as health service providers have many factors that cause inadequate quality of health services, such as problems of compliance with service standards, health workers, length of service provided, level of public knowledge, as well as poverty and the existence of hospital deficiencies in the eyes of the public, namely the existence of a poor service image, especially regarding quality, where the image among the public regarding health services does not provide good quality as if hospital facilities are only intended for the lower class with inadequate health services, medicines and equipment (Shortell et al., 2021). 
Andimas Hospital Merangin District is a hospital that provides health services, both promotive, preventive, curative and rehabilitative, however the number of visits over the past 3 years has decreased, namely from 2022 to June 2024 it is known that in 2022 the number of participants reached 23,012, in 2023 the number of participants reached 22,192, and in 2024 the number of participants decreased to 10,717. This decline occurred due to the large number of patients or visitors who complained because they felt the quality of service at Andimas Hospital Merangin District continued to decline.

Andimas Hospital Merangin District is known to have several types of services, namely Services in the Registration Room, Services in the Pharmacy Room, Services in the General Examination Room, Services in the Health Promotion Room, Services in the Laboratory, Services in the Pulmonary TB Room, Services in the Emergency Room, Services in the Inpatient Room, Services in the Children's Health Room, Nutrition and Immunization, Services in the Maternal and Family Planning Health Room, Breastfeeding Room / Child-Friendly Playroom, Services in the Postpartum Room, Services in VK (Normal Delivery), Services in the P2P and PTM Room, Services for the elderly / DM and Hypertension / EKG, IV A Test Services, Pregnant Women's Ultrasound Services, Nutrition Counseling Services, Health Certificate / Sick Certificate Services, Visum Services, Referral Services, Sanitation Clinic Services, VCT Clinic Services.
The many types of services are not balanced by the number of health workers, based on HR data, the total number of workers is only 202 health workers. The large number of services and the small number of health workers cause various problems encountered, such as the large number of patients who must be served causing the queue to become longer, examinations are carried out quickly and seem rushed so that patients feel they do not have enough time to consult a doctor. The limited provision of drugs makes patients uncomfortable, because patients have to go back and forth in line to get treatment again. By using a tiered referral system, patients feel that the referral process takes longer. Referrals are also not as easy as when it was still Askes or Jamsostek or Jamkesmas. Limited service time also causes complaints from patients related to the tiered referral system.
Researchers also looked at patient satisfaction survey data to measure the quality of service at Andimas Hospital Merangin District. Based on the results of respondents' answers, the quality of service is low because 1 (one) patient has to wait for 10 minutes to get a queue number, officers in managing the information system, namely status search or family folder felt too long, while in the Hospital despite having queued for hours, patients admitted that they often did not meet a doctor, let alone receive an examination. Patients admitted that they were disappointed with the service provided because it was useless to spend hours to meet a doctor but when it was their turn to meet the doctor, the patient's blood pressure was only measured. Improving service quality more effectively requires a strategy, and one strategy to improve service quality is by listening to customer expectations. Currently, attention to Total Quality Management (TQM) has become a global phenomenon, organizations and governments around the world are taking a special interest in it. The implementation of TQM is very important to ensure managerial effectiveness (Lee & Lee, 2022). Therefore, this study aims to analyze the influence of TQM strategy on improving service quality at Andimas Hospital Merangin Regency.
METHODOLOGY
The type of research is an analytical survey with a cross-sectional study design. Location The research was conducted at Andimas Hospital Merangin Regency because the quality of service at Hospital Merangin Regency is still relatively low. The research was conducted in 2024. The population of the study was all health workers working at Andimas Hospital Merangin Regency, which was 202 people. The sample was all health workers working at Andimas Hospital Merangin Regency, the total population was 202 people using the total sampling technique. Primary data in this study were obtained through a questionnaire that had been prepared in advance. Secondary data were obtained from reports and other official documents, especially data at Andimas Hospital Merangin Regency, which were used to assist in the analysis of the primary data obtained. Data analysis used in this study was Univariate, bivariate (Chi-Square) and multivariate (logistic regression test) analysis.
RESULTS
Table 1 Sociodemographic data of the respondents (N=202)
	Variables
	Frequency (f)
	Percentage (%)

	Age
	
	

	< 26 Years
	2
	1.0

	26-35 Years
	58
	28.7

	> 45 Years
	142
	70.3

	Gender
	
	

	Man
	78
	38.6

	Woman
	124
	61.4

	Education
	
	

	S1
	174
	86.1

	S2
	28
	13.9

	Total
	202
	100


Table 1 shows A total of 202 health workers from Andimas Hospital Merangin Regency participated and became respondents in this study. Based on table 1, from 202 respondents studied, it was found that the majority of respondents were aged > 45 years, namely (70,3%) respondents, female (61,4%) respondents, have a bachelor's degree (86,1%) respondents.
Table 2 Distribution of Variables at Andimas Hospital Merangin Regency (N=202)
	Variables

	f
	%

	Focus on Customer
	
	

	
	
	

	Not enough
	86
	42.6

	Good
	116
	57.4

	General Employee Engagement
	
	

	Not enough
	85
	42.1

	Good
	117
	57.9

	Focus on the Process
	
	

	Not enough
	83
	41.1

	Good
	119
	58.9

	Integrated System
	
	

	Not enough
	91
	45.0

	Good
	111
	55.0

	Strategic and Systematic Approach
	
	

	Not enough
	82
	40.6

	Good
	120
	59.4

	Continuous Improvement
	
	

	Not enough
	81
	40.1

	Good
	120
	59.9

	Decision Based on Facts
	
	

	Not enough
	81
	40.1

	Good
	121
	59.9

	Communication
	
	

	Not enough
	86
	42.6

	Good
	116
	57.4

	Improving Service Quality
	
	

	Not enough
	84
	41.6

	Good
	118
	58.4

	Total
	202
	100



Table 2 shows that of the 202 respondents, most respondents are less focused on customers, namely 86 (42.6%), employees have less general involvement, namely 85 (42,1%), lack of concentration on the process, namely 83 (41,1%), have less integrated systems, namely 91 (45,0%), lack of strategic and systematic approaches, namely 82 (40.6 %), lack of continuous improvement, namely 81 (40,1%), lack of making decisions based on facts, namely 81(40,1%), lack of communication, namely 86 (42,6%), lack of improving service quality that is 84 (41,6%) respondents.

Table 3 Cross Tabulation of Service Quality Improvement at Andimas Hospital Merangin Regency
	Improving Service Quality
	
	

	Variables
	Not enough
	Good
	Total
	p value
	OR
	CI

	
	f
	%
	f
	%
	f
	%
	
	
	

	Focus on Customer
	
	
	
	
	

	Not enough
	45
	22.3
	41
	20.3
	86
	42.6
	0.012
	2.167
	1,223-3,840

	Good
	39
	19.3
	77
	38.1
	116
	57.4
	
	
	

	
	
	
	
	
	
	
	
	
	

	General Employee Engagement
	
	

	Not enough
	47
	23.3
	38
	18.8
	85
	42.1
	0.001
	2,674
	1,500-4,769

	Good
	37
	18.3
	80
	67.8
	117
	57.9
	
	
	

	Focus on the Process
	
	

	Not enough
	42
	20.8
	41
	20.3
	83
	41.1
	0.042
	1,878
	1,061-3,326

	Good
	42
	20.8
	77
	38.1
	119
	58.9
	
	
	

	Integrated System
	
	

	Not enough
	60
	29.7
	31
	15.3
	91
	45.0
	0,000
	7.016
	3,751-13,124

	Good
	24
	11.9
	87
	43.1
	111
	55.0
	
	
	

	Strategic and Systemic Approach
	
	

	Not enough
	53
	26.2
	29
	14.4
	82
	40.6
	0,000
	5.247
	2,851-9,656

	Good
	31
	15.3
	89
	44.1
	120
	59.4
	
	
	

	Continuous Improvement
	
	

	Not enough
	46
	22.8
	35
	17.3
	81
	40.1
	0.001
	2,871
	1,601-5,146

	Good
	38
	18.8
	83
	41.1
	121
	59.9
	
	
	

	Decision Based on Facts
	
	

	Not enough
	46
	22.8
	35
	17.3
	81
	40.1
	0.001
	2,871
	1,601-5,146

	Good
	38
	18.8
	83
	41.1
	121
	59.9
	
	
	

	Communication
	
	

	Not enough
	49
	24.3
	37
	18.3
	86
	42.6
	0.001
	3,065
	1,712-5,488

	Good
	35
	17.3
	81
	40.1
	116
	57.4
	
	
	

	Total
	84
	41.6
	118
	58.4
	202
	100
	
	
	


Based on table 3, the results of the Chi Square test show that of the 202 respondents studied, the variable focus on customers shows that the majority of respondents (22,3%) are less focused on customers and less improving service quality and it is concluded that there is an influence of customer focus on improving service quality (p = 0,012, OR 2,167). The involvement variable shows that the majority of respondents (23,3%) stated that employee involvement in general is lacking and service quality improvement is lacking and it is concluded that there is an influence of employee involvement in general on improving service quality (p = 0,001, OR 2,674). The variable of focusing attention on the process, it is known that the majority of respondents (20,8%) stated that the focus on the process is lacking and service quality improvement is lacking and it is concluded that there is an influence of focusing attention on the process on improving quality (p= 0,042, OR 1,878). Integrated system variables, it is known that the majority of respondents (29,7%) stated that the integrated system is lacking and the improvement of service quality is lacking and it is concluded that there is an influence of the integrated system on improving service quality (p = 0.000, OR 7,016). The strategy and systemic approach variables are known that the majority of respondents (26.2%) stated that the strategy and systemic approach is lacking and the improvement of service quality is lacking and it is concluded that there is an influence of the strategy and systemic approach on improving service quality (p =0.000, OR 5,247). The continuous improvement variable is known that the majority (22,8%) of respondents stated that continuous improvement is lacking and the improvement of service quality is lacking and it is concluded that there is an influence of continuous improvement on improving service quality (p = 0,001 < 0,05, OR 2,871). The decision variable based on facts is known that the majority (22,8%) of respondents stated that decisions based on facts are lacking and the improvement of service quality is lacking and it is concluded that there is an influence of decisions based on facts on improving service quality (p = 0,001, OR 2,871). The communication variable is known that the majority of respondents (24,3%) have poor communication and poor improvement in service quality and it is concluded that there is an influence of communication on improving service quality (p=0,000, OR 3,065).

Table 4 Results of the Second Stage of Logistic Regression Analysis

	Variables
	B
	p value
	Exp(B) OR
	95% CI For Exp (B)

	Focus on customers
	-0.037
	0.920
	0.963
	0.464-2.000

	General employee engagement
	0.087
	0.840
	1,090
	0.471-2.527

	Focus on the process
	-0.811
	0.068
	0.444
	0.186-1.061

	Integrated system
	1,505
	0,000
	4,504
	2,245-9,038

	Strategic and systematic approach
	1,974
	0.006
	2,648
	1,315-5,332

	Continuous improvement
	-0.505
	0.295
	0.603
	0.234-1.554

	Communication
	0.239
	0.573
	1,270
	0.553-2.919


Based on table 4, it can be seen that the logistic regression analysis produces the most dominant variables. has an effect on improving service quality, namely the integrated system variable with a p value of 0,000, OR = 4,504 (95% CI = 2,245-9,038) meaning that respondents who stated that the integrated system was lacking had a 4,504 times greater chance of poor service quality compared to respondents who stated that the integrated system was good with a coefficient value of B of 1,505 with a positive value, the more employees stated that the integrated system was lacking, the more there were who were lacking in improving service quality at Andimas Hospital Merangin Regency

DISCUSSION
Not all health workers focus on customers, because not all health workers identify patient needs, do not disseminate patient needs to all health workers. On the other hand, human resources that must be owned by hospitals in principle have been regulated through hospital accreditation, namely in determining the number and specifications of personnel and supporting service facilities that must be owned by a hospital. Standardized resources such as HR, standardized management and technology are components that are very necessary to face competition and create hospitals that have quality health services which are indicators to improve the image of the hospital and its profitability, so all these elements must focus on customers.

Creating competitive advantage in health services, requires the involvement of all employees for the sake of sustainable high performance is very important (Aoun et al., 2018). Therefore, it is necessary to understand the dimensions of employee sustainability developing in the workplace. Based on the results of the study, it is known that all hospital staff work together when running tasks, hospital staff are jointly responsible regarding the quality of work, hospital staff implement the principle of light and equal carried, the weight is carried together, hospital staff in carrying out company duties help each other contribute, team members have a strong stake towards the success of the team, Team members mobilize their respective abilities each to the maximum, Each team member is aware of their respective roles each to achieve the targeted goals, Each team member has a high level of awareness deploying self-potential in achieving goals, all hospital staff are willing to deploy their self-potential (Aichouni et al., 2023). 
Work engagement is a positive energy in maintaining the sustainability of employee performance (Hamidi et al., 2021). Work engagement implies that employees will be focused, dedicated and energetic when they start working, which will improve their performance. Thus, work engagement has the potential to increase the success and competitiveness of the organization which is very much needed today. The limitations and abilities of the person serving, so that the integration between the party serving and receiving the service has the same feeling. This means that every form of service provided to the person being served requires attention to the various problems faced by people who need service (Wu & Gu, 2022). The party who wants service needs a sense of concern for all forms of service management, by feeling and understanding the needs of fast service demands, understanding various forms of service changes that cause complaints from the form of service that must be avoided, so that the service runs according to the activities desired by the service provider and those who need service (Shortell et al., 2021). there are plans quality that affects all departments, there is always a cultural change to move towards a better direction, showing continuous quality improvement for 2 years Lastly, demonstrate long-term plans on employee (Texeira-Quiros et al., 2022). 
In building a system and a strategic and systemic approach to improving the quality of service at Andimas Hospital Merangin Regency, the most important thing is the system design stage (Vassos et al., 2024). The need for strategic planning is known by hospital management. Planning is carried out only as a basis for meeting specific business needs (Yahiaoui et al., 2022).  The adjustment of business needs, applications and technology is more reactive than the overall organizational strategy (Hoogestraat et al., 2024). Intensive communication here needs to be maintained between the two parties (the hospital and the system developer) so that the hospital can clearly explain what they want and provide in detail what they expect and this must be understood by the developer (Hammami et al., 2022). The boundaries also need to be discussed between the two so as not to cause repudiation (disagreement) due to differences in perception regarding the scope of the system being built and only known when the system is finished and will be implemented (Gomez et al., 2023).
Based on the researcher's assumption, there needs to be an effort to create good communication between officers and patients. Good communication can create good interpersonal relationships, where good and communicative relationships between employees and patients will have a positive impact on patients such as the realization of patient knowledge and understanding satisfaction, compliance with treatment and measurable health outcomes. The effective quality of employee and patient relationships is the main determinant of patient satisfaction and compliance with treatment. In building good interpersonal relationships, important elements are needed, namely familiarity, attention, lack of tension, and non-verbal expressions from employees and patients. Specifically, good interpersonal relationships between employees and patients will increase when the context of employee-patient communication skills takes place with employee friendliness, polite behavior, social behavior and empathetic behavior during consultations. Therefore, if there are still complaints about the openness of employee communication, employees should improve their communication patterns and create familiarity, attention, lack of tension, and non-verbal expressions towards patients so that they can create patient satisfaction.

CONCLUSION

The conclusion in this study is that there is an influence of customer focus, overall employee involvement, focus on processes, integrated systems, strategic and systematic approaches, continuous improvement, fact-based decisions, communication. towards improving the quality of service at Andimas Hospital Merangin Regency and the variable that has the most influence on improving the quality of service at Andimas Hospital Merangin Regency is the integrated system variable.
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