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Abstract: Healthcare organizations are implementing quality management system by forming legal
entity, by carrying out administrative structural changes and developing healthcare organization’s
structure, set-up, functional standards, clinical guideline, rules and employee´ moral principles.
Introduction of accreditation system into healthcare organizations is becoming an accepted standard,
however, healthcare paradigm shift outcome is insufficient. In this connection, researchers, citizens
and policy makers are speaking out that the quality of and access to healthcare service is getting
worse than before. Management capability index presents management assessment by score, assesses
outcome of organizational functions and makes it possible to measure management capability. This
study was performed at the Amgalan maternity hospital, Urguu maternity hospital and Khuree
maternity hospital between July 2019 and September 2019 and cross-sectional study method was
used. The study involved 480 employees of above-mentioned hospitals. We used 9 chapter and 90
criteria that were used in more than 30 Mongolian Public (i.e., Governmental) Organizations for
capability assessment to determine management capability index of the maternity hospitals.
Organization management capabilities, as an organizational goal and task, leadership skill in an
organization, appropriate structure and set-up, organization’s incentive and motivation leverage
schemes, organization’s relationship and collaboration, organizational behavior and culture,
resource utilization, knowledge and innovation, organizational productivity, quality and performance
were included in the questionnaire. Organizations capability index was calculated with a score point
of 1 to 5 for each question. A total 480 employees, including 220 from the Urguu maternity Hospital,
125 from the Khuree maternity hospital and 135 from the Amgalan maternity hospital were included
in this study. When responses to the question of management capability were according to duties and
functions, not much difference was observed among the three hospitals, but when the responses were
compared with that provided by doctors, nurses, obstetricians and other medical staff, a 1.8
percentage higher point was given by the administrative and service staff.
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Regression analysis showed strong relation between management capability assessment of doctors,
nurses, obstetricians and other employee of the select hospitals (p<0.001 and R=0.89).
Organizational management capabilities of Urguu and Khuree Maternity Hospitals, which have not
yet introduced quality management system, are different from the Amgalan maternity hospital’s
organizational management capability (p=.000). Doctors, obstetricians, nurses and other employee’
assessed organizational management capability by 73.5 percent respectively. There is a positive
correlation ship between organizational capability and employee satisfaction. Better and higher
management capability of an organization results in higher employee satisfaction.
Keywords: Organizational management capability; management; quality; performance;
INTRODUCTION
assess organizational management capability is
employee satisfaction, which is primarily
determined by the size of remuneration,
incentives, promotion, the type of job,
management and co-workers, which can impact
the participation of the organization. Many
researchers have determined that employee
satisfaction is only expressed by their feelings
[5]. In the 21st century, organization executives
are starting to focus on their employee’
satisfaction. Personal income and workplace
relationships proved to be positively related to
all the three indicators of job satisfaction [6].
All organizations need to motivate and
appreciate their employee’s work. This can
strongly influence their satisfaction at
workplace. However, studies have shown an in
decrease of employee’ satisfaction and
enthusiasm to work but an increase in cases of
employee’ leaving their workplace [7].
Healthcare employee’ and doctor’s satisfaction
of work can influence patients, alongside their
work and profession [8]. In China, healthcare
system management has undergone deep
changes and at the same time, citizen’s health
knowledge and concepts have improved. So,
demand for higher quality healthcare has
increased [9]. According to China’s Health
Industry 4th report, 48.51 percent of hospital
employee` reported that they do not get
satisfaction from their current job, while 95.66
percent of hospital employee’ and doctors, who
were involved the study, were critical about the
level of income and employee satisfaction with
their jobs [10]. In many countries, there are
insufficient scientific articles about healthcare

Organizational management capability
gives the possibility to analyse whether the
given organization’s goals and vision are
clearly defined, and also to determine the
effectiveness of the accomplished goals and
projects implemented. In other words, an
organization is an entity compromising of
multiple
people,
and
organizational
management capability is expressed by equal
distribution of resources and entity optimality
[1]. An organization’s must develop and make
progress by making changes associated with
community, policy and internal and external
resources. Proper organizational management
and system can lead to such a development [2].
Quality management system and ISO 9001 are
central in implementing the goals of developing
an organization’s management reform,
ensuring equal resource distribution, improving
product or service quality, trade and
manufacture, providing operational safety and
improving competency [3]. Therefore, ISO
9001 and the concept of quality management
and confirmation, especially in health care
organization, are improving [4]. Incorporation
of accreditation system in healthcare is
becoming
an important stage in verifying
standard application. However, effort to change
healthcare to be in sync with the new and
changing community environment is having
little impact, if any, and international
researchers, citizens and policy makers have
been critical about the decline in the key
healthcare indicators, including healthcare
quality, and allocations compared with the
previous levels. An alternative indicator to
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have been making efforts to increase maternal
and child healthcare delivery and decrease
maternal and child mortality rates.
The
importance of allocation of resources for the
purpose cannot be underestimated.
Proceeding from this premise, there is a
need and a requirement to assess and evaluate
leadership management performance (and/or
operation) of maternity hospitals. This study
aimed to compare organizational management
capability of maternity hospitals that have
implemented quality management system and
those who have not. The objectives of our study
focused on the following. One, determine the
ranking of maternal hospitals providing
maternal and child care
two, to study
organizational management capability of
maternal hospitals, and third, to assess and
evaluate employee’ satisfaction.

specialist’s satisfaction and there is a lack of
attention to this matter [11]. There are many
factors that influence employee’ satisfaction,
such as working environment, policies and
procedures, intention, goals, social safety net
and management etc. Factors influencing job
satisfaction can be theoretically divided into 5
categories: salaries and wages, personality job
fit, occupation satisfaction, motivation,
possibility
of
learning
new
things,
organizational management, impact of leader’s
skill, and organization culture [12]. Danish
Happy Research Institute showed that 71
percent of total employee’ have responded that
the following 6 factors primarily affect job
satisfaction: Purpose (42%), management
(20%), influence (13%), achievements (10%),
work/life balance (14%) and team mates (1%)
[13]. During the last several years, Mongolian
maternal and child healthcare organizations
MATERIALS AND METHODS

organizational behavior and culture, resource
utilization, knowledge and innovation,
organizational productivity, quality and
performance. Each question was assessed by a
score of 1 to 5 and the organizations capability
index was estimated by assessing each question
from 1 to 5 score. Therefore, we used hospital
employee’ satisfaction questionnaire developed
by Minnesota University team to assess
employee’ satisfaction and estimate mean
scores by percent. Statistical Package for Social
Sciences (SPSS)-25.0 and Microsoft Excel2018 were used to analyze the data and present
the tables and charts, respectively. Student t test
was used to determine group difference and
quantitative and p<0.05 was interpreted as
statistical significance difference.

This study was conducted at the Amgalan
Maternity Hospital, Urguu Maternity Hospital
and Khuree Maternity Hospital July to
September 2019 by using a cross-sectional
study method. The study mobilized a total of
480 employees from these three hospitals. We
used Chapter 9 with 90 criteria of assessing
organizational management capability, which
are used by more than 30 public organizations
of the country, in order to determine
organizational management capability index of
maternity hospitals. These 90 criteria were
included in the 90-question questionnaire, such
as organizational goals and tasks, leadership
skill in an organization, appropriate
organizational
structure
and
set-up,
organization’s motivation and leverage,
organization’s relationship and collaboration,
RESULTS AND DISCUSSION
The study mobilized a total of 480
employees, including 220 employees from the
Urguu Maternity Hospital, 125 from Khuree
Maternity Hospital and 135 from the Amgalan
Maternity Hospital. These included 46

administration officials, 75 doctors, 208 nurses
and midwives, 105 caregivers and service
assistants and 46 financial officers. Table 1
shows general information of study
participants.
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Table 1. Study participant’s general information

Variables
Gender
Male
Female
Age range
18-25
26-35
36-45
46<
Educational level
Secondary education
Tertiary education
Diploma
Bachelor
Masters
Doctorate
Occupation
Administration officials
Doctor
Nurse, midwives
Financial officers
Care givers and service assistant
Years, worked in health sector
Up to one year
2-5
6-9
More than 10 years
Years, worked in current workplace
Up to one year
2-5 years
6-9 years
More than 10 years

Table 1, 87.1 percent of total employees
of maternity hospitals were female and 12.9
percent were male. Gender, occupation type
and years worked in the health sector and
workplace were statistically different among

Frequency (percent)

p value

62 (12.9)
418 (87.1)

.416

69 (14.4)
185 (38.5)
113 (23.5)
113 (23.5)

.380

115 (24.0)
52 (10.8)
74 (15.4)
200 (41.7)
36 (7.5)
3 (0.6)

.313

46 (9.5)
75 (15.6)
208 (43.3)
46 (9.5)
105 (21.8)

.000

77 (16.0)
148 (30.8)
91 (19.0)
164 (34.2)

.009

118 (24.6)
160 (33.3)
92 (19.2)
110 (22.9)

0.001

study participants, as compared with age and
education level.
Table
2
represents
organization
management capability by 9 categories.

Table 2. Maternity hospitals’ management capability
1.
2.
3.
4.
5.
6.
7.
8.
9.

Organization management capability indicators

Urguu

Khuree

Amgalan

Organization’s mission and objective assessment
Organization’s leadership skill assessment
Effective organizational structure assessment
Organization’s initiative and motivation assessment
Organization’s relationship and cooperation
assessment
Organization’s culture assessment
Organization’s resource allocation assessment
Organization’s knowledge and innovation assessment
Organization’s productivity, quality and performance
assessment
58

77.1
75.2
74.2
67.7

76.6
75.2
76.3
69.7

92.7
90.6
91.0
89.7

70.9

72.7

90.9

69.8
69.4
70.4

72.8
72.5
71.7

89.0
89.1
88.6

71.2

75.1

91.1

p
value

.000
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Mean value

71.8

Table 2 shows that organization’s
initiative, motivation, culture, resource
allocation, knowledge and innovation were
considered as the main indicators that needed
improvement at maternity hospitals. In order to
improve an organization’s activity and process,
it may be possible to include the 90 criteria in
an organization’s strategy and progress plan.
The Amgalan maternity hospital had put in
place suitable quality management objectives
for each department related to the
organization’s mission and objectives. Also,
each employee followed these management
standards. This can help assess work
performances which previously did not include
performance assessment. Standardization of
healthcare organization’s activities among

73.6

93.0

other maternal hospitals could help ensure
equal services for all costumers. The Amgalan
maternal hospital took stock of the mistakes and
errors made, and has made effort to rectify
them. This could definitely play important part
in improving the quality of service. Also, close
cooperation among all employee’ and team
culture were established for improving quality
management system. The improvement in the
quality management system at the Amgalan
maternity hospital could be associated with the
implementation of ISO 9001 and common
international standards.
Table 3 shows maternity hospitals’
doctors, nurses, midwives and other
employee’s work functional management.

Table 3. Organizational management capability
(by classification of work function)
Doctors,
Organizational management capability indicators
nurses,
midwives
77.6
1. Organization’s mission and objective assessment
76.3
2. Organization’s leadership skill assessment
75.1
3. Effective organizational structure assessment
4. Organization’s initiative and motivation
67.0
assessment
5. Organization’s relationship and cooperation
70.0
assessment
69.9
6. Organization’s culture assessment
69.6
7. Organization’s resource allocation assessment
8. Organization knowledge and innovation
68.8
assessment
9. Organization’s productivity, quality and
71.2
performance assessment
71.7
Mean value

Amgalan
maternity
hospital’s
organizational management capability was
14.7-20.1 percent, whereas Urguu and Khuree
maternity
hospital’s
organizational
management capability was only 0-3.9 percent.
There were no significant differences in the
response to organizational management
capability questionnaire among 2 groups by
dividing work function. Administration

Others

p value

76.6
76.6
75.6
70.1

.001

72.0
71.3
72.4
73.2
73.9
73.5

officials and service employees gave higher
assessment on the questionnaire compared with
the doctors, nurses, midwives and other
employees. Doctors, nurses and obstetrician’s
assessment
of
management
capability
compared with other employees: were p<0.001,
R2=0.89, which prove the existence of strong
correlation between them (Table 3).
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Table 4. Maternal hospitals’ employee’ satisfaction assessment
Urguu
Khuree
Amgalan
Variables
Percent
Very busy during working hours
77.3
79.7
81.8
It is possible to work individually at workplace
82.6
84.5
90.7
Possible to accomplish multiple tasks
67.9
71.7
87.2
Team spirit
88.4
88.0
93.4
Leadership attention to employees is good
72.3
75.5
87.8
My suggestions can be considered in decision
65.4
72.8
83.7
making.
Don’t assign any task that may go against my
72.0
73.0
85.4
opinion
My workplace is secured
87.9
89.6
93.9
Environment to work for others
88.2
89.6
93.3
Possible to advice others on how to work

11. I am given freehand in using my knowledge and
skills to the full with initiative
12. Our organization’s policy and plans are based on
practical experience
13. My salary and promotion conform to my work
function.
14.
Career growth possible
15. Can review administrative decisions and other
work function assessment
16. Can come up with new ideas and experiment
them at workplace
17. Working environment condition is better
18. Cooperation and relationship between colleagues
are good
19. Employee appreciation for good performance
20. I enjoy the work I am doing
р<0.001, R2=0.89

Table 4, shows an assessment of
employee’ satisfaction at each of the three
maternal hospitals, which can be qualified as
follows: Minimum employee satisfaction was
observed at Urguu maternity hospital in relation
to salary commensurate to work performance,
maximum satisfaction was expressed by
employees of Amgalan maternity hospital in
relation to secure workplace at 93.9 percent.
To conclude, total employee satisfaction
level was 77.9 percent. Satisfaction assessment

Mean
79.6
85.9
75.6
89.9
78.5
74.0
76.8
90.5
90.4

81.5

83.2

91.6

85.5

73.7

75.5

89.9

79.7

74.3

78.7

91.9

81.7

63.8

70.6

79.3

71.2

65.6

65.9

85.4

72.3

67.5

74.1

86.6

76.0

68.5

71.0

90.7

76.7

72.4

71.5

93.4

79.1

79.0

82.7

90.0

83.9

76.7
84.1

74.4
86.1

87.0
93.4

79.4
87.9

for each maternity hospital was 75.4, 77.9 and
88.8 percent respectively at Urguu, Khuree and
Amgalan maternity hospitals. It is clear that the
Amgalan maternity hospital’s employee
satisfaction rate was higher than the other
hospitals.
Employee’
independence,
organizational management method and
organization culture may have had their impact
on this showing /Figure 1/.
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Figure 1. Employee’ satisfaction by each hospital

The difference in the work of employee’,
who participated in the study, and the specific
nature of their occupation had certain impact on
the satisfaction level. Administration officials
and doctors had higher level of satisfaction.

Figure 2 displays employee satisfaction
by education level. There is apparently some
relationship between education and satisfaction
levels.

Figure 2. Employee’ satisfaction as per education level

Figure 3 shows that employee’ who have
worked less than 5 years had higher level of
satisfaction than others. This obviously reveals

that employees who have been working for a
long time may not have had enough motivation
continue with their job.
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Figure 3. Employee’ satisfaction level by years worked

healthcare study showed that quality
management system and accreditation
implemented at healthcare organizations had
resulted in a similar outcome. In other words,
it is not possible to compare the above 2
standards but must be seen as mutually
complementary. Quality management system
enables better norms and standards, higher
treatment outcome and productivity, and it also
supports stable growth of the organization, its,
organizational culture and positive attitudes
[14, 15].
It has been established that employee
satisfaction can be increased voluntarily and
without much pressure with the introduction of
ISO standards. It is not simple to incorporate
organizational culture, infrastructure and
cultural beliefs into ISO standard [16-18]. The
Norwegian health care system has
incorporated ISO 9001 standard as a country
specific implementation. According to the
hospital staff job satisfaction survey
concerning implementation of ISO 9001
standard, regression analysis revealed that
there is high job satisfaction among Urguu
maternal hospital (75.4 percent), Khuree
maternal hospital (77.9 percent) and Amgalan
maternal hospital (88.8 percent). This was
consistent with another study conducted in the
USA by the Human Resource Organization
(77-88 percent) [19,20].

The select organizations have the same
financial resource, the type of service they
provide are identical, and the organizational
structure and set up are no different either.
However, the Amgalan maternity hospital was
among the three hospitals to implement quality
management system, by introducing ISO 9001
standard. This is precisely why, the Amgalan
maternity hospital’s quality management
capability index was 90.31 percent, Urguu
Maternity hospital was 71.76 percent and
Khuree maternity hospitals was 73.85 percent.
Quality management at Mongolian
private and public organizations was higher
than 61.4 [1] percent, which was almost at the
same rate as the Indian mean quality
management capability index at 74 percent.
According to a 2012 study, which determined
district hospital’s management capability,
nurse’s assessment was 64.4 and doctor’s
assessment was 76 percent [2]. This means
that healthcare organizational management
capability had been relatively constant in the
last 7 years. Healthcare accreditation program
is used internationally for providing and
controlling service safety and quality. The
health system of Norway has been
implementing “Healthcare sector service
quality, patient safety and healthcare service
without risk” since 2009 [3]. The programme
was formally certified in 2015[5]. Lohr KN,
Steinwachs DM and Washington University
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CONCLUSIONS
There is a significant difference in the
organizational management capability and
employee satisfaction at Amgalan maternity
hospital as compared with Urguu and Khuree

maternal hospitals, which are non-ISO
hospitals. Employee` satisfaction increased
concurrently with higher organizational
management capability.
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