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Abstract: Quality assurance through quality systems implementation has been applied to different areas such as industries 
and service companies, including health sector. However, researches about QM in health sector do not provide accurate 
information about what makes these systems successful, or even the failure causes. In research through literature finding for 
critical factors that makes the quality assurance effective, there are also, a large diversity of factors that even can show 
disagreements. Therefore, it is proposed to develop a research in order to identify critical success factors in effective 
implementation of quality systems in health sector in Juarez city, through a methodology that allows determine the significant 
critical factors. This paper was developed through a deep review of literature about the critical success factor for quality 
systems management, as well as empirical study related with QM´s implementation in different hospitals and health centers 
in Juarez city, Mexico.   
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1. Introduction

In recent years there is significant increase in implementation of quality management models taken from industry 
such as ISO & TQM for public, private and service organizations including health centers, because it has been found 
benefits: helps in avoiding unnecessary cost and attracts more clients (Dodwad, 2013). For an effective implementation of 
quality in healthcare facilities, requires the use of specific methods such as local implementation of standards and norms 
(Svobodova, 2013). According to Moore (1999), in 1996 the Spear´s American Legion Hospital in Crowley La., became the 
first hospital to be certified by the quality management system known as ISO 9000, although was not affiliated with the 
JCAHO. In the other hand in Mexico was launched the first announcement for certification in June of 1999. 

However, success in implementation for quality management systems, depends on certain critical factors (Vouzas & 
Gotzamani, 2005). This study attempts to determine the CSF in health sector in Juarez city through the development of a 
survey. 

2. Methodology

This research is quantitative, descriptive and transversal, because data was collected in the same period of time and 
analyzed through statistical techniques. It is increasing necessary to have a measuring instrument available in the health field 
that can be used in clinical practice and research (Carvajal et al., 2011). The survey is an effective instrument used to get 
information about behaviors, attitudes, motivations, knowledge, and has several advantages: is easy to apply, and get reliable 
data because answers are limited (Naresh, 2008). 

This research it´s directed to administrative staff who handle the procedures and documents related ti the quality 
system. The available resources for the development of the questionnaire are considered the following points: 1. -Review of 
literature related to the topic. 2.-Census of hospitals in Cd. Juarez, six private and six publics & 3. -Collection data and 
instrument validation using alpha´s Cronbach methodology. 

The design and development for this survey is based in the early stages of the methodology proposed by Mackenzie 
& Podsakoff (2011) suggesting a processes in five stages and each one is explored in the following paragraphs: a. - Develop a 
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