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Abstract

Background: However nurses are responsible for patients queditg legally and ethically, in other side,
patients have rights to receive appropriate andityuzare. The aim of this descriptive study wasetplore
SERVQUAL dimensions (Reliability, Responsivenesssétance and Empathy) of Nursing Service Quality
(NSQ) at Tehran Social Security Organization (SEO3pitals.

Material and Methods: This study was carried out as an applied, desegpind cross- sectional study
during the summer and autumn of 2009 in Tehran 8&&pitals. Study tool was prepared on the bastbef
standard and modified questionnaire of SERVQUALelagn Parasuraman, Zeithaml and Berry questionnaire
(1988) for NSQ and consisted of 4 dimensions whighre Reliability, Assurance, Empathy, and
Responsiveness. The population for this stidyuded of all inpatients of selected Tehran S®Gpitals who
were selected by random sampling (N=20)r accounting Means, Standard Deviations and p&c8PSS
(ver. 16)have been used.

Result: The total percentage of NSQ was upper middle (G@)scriptively Reliability (74), Assurance (69)
and Empathy (64) were the most ones and Resporsis€¢h8) was the lowest.

Conclusion: The results of this study showed that NSQ was sirde degree from patients™ perspective in
selected hospitals. The health care managers shaullbeen attention to nursing as an importankfeare of
a hospital for raising the service quality of theiganizations .Nurses are main role in qualitedemprovement
and patients satisfaction. So, actions regardinignfirove their performance are useful and necesgarg to
lowest score of Responsiveness among nursing gtaf§uggest training courses for improving orgaional
culture on responding and effective communicatiorathieve high quality performance of all nursimgup
staff.

Keywords. Service quality, NursingSERVQUAL, Hospital, Social Security.

1-MA Student, Faculty of Economic and Managemestaniic Azad University, Research and Science Brandhran, Iran.
*(Corresponding Author) e-mail: monamohammadnia@gatom

2- Assistant Professor, Dept. of Health Servicesdgement, Faculty of Management, Iran Universitileflical Sciences, Tehran, Iran.
3- Assistant Professor and Head of Research cehBaghiatallah Medical University, Tehran, Iran.

4- Assistant Professor, Dept. of Health Servicemddg@ment, Faculty of Economic and Management, Isl@#mad University, Research
and Science Branch, Tehran, Iran.

5- M A of Health Services Management, Islamic Atatversity, Research and Science Branch, Tehran, Ir


https://journals.tums.ac.ir/jhosp/article-1-100-fa.html

Downloaded from http://journals.tums.ac.ir/ on Tuesday, July 23, 2013

[ Downloaded from journals.tums.ac.ir on 2026-04-08 ]

St 9 Lickasxa Bge (=i cynoll SO slog 35 (S 3bkw 3 Dok upheS” Ulﬁu_ll.gyam

J185 9w Jow 3 oolaw! b (Sl g Olhous Cuds™ Ol (ow) y
Ol 9@ (Elois ol Sy Ol ylow o

B s puol £ Al Wl i8S & indgd ol Ji5S SIS ol )i S L daze Lige

AATFIA: G pdy g b ARIYIYE: cdlyo o,

s 2=\

G2 = Olows 5 it Jlow I bl kS Spluo (B 9 gl b 4y Oli sy 1300 § &

o~ 1 FAA JLM/JL,AA&’;W}JQ)M 4.)/.)}.4 L;J/)[)/Qw[éufy//w&.ow/:lh ‘}39)93,9‘0
a5 g a0 s &5 9 3 )G lio] doliiins oy il 05lil b st (slo Oliw jlow s (5 i slow Voo (59,
s o g 4y PSS il p i il oslizal b anlls (sl o3l .28, plail (1 4AA) (ERVQUAL)

b e b ddlpo I G o leis

oo ((JOA) (9655wl (OVF) Olaab] codli i a0 Ol o500 I loas s Olino 1l
I Y addlho 5 50 slo Oliwylow 1o Soliw g Dlois v_b’g:,.f.e;f..ufw.g (/FF) Jiat 9 (/59)
9 Oliso i (JAod 5 (e Olicab] o slo lpo 45 9k 390 (155) g5 d> 43 5 Lawupio

o poleais! 335 4 Olsen 5o ol

el 5 pp0 5lo Oliwplog 15 ol sy Dloss s Olso 457 5> OLL (s o ol gl 35 o5 ol
5 Lo colpo ok sl 1o (5l oo Gidi Oy 105 iy Ol o5 il il (oo islbio 1> 1o
9 o g 29T ity [y ol oy 28 (155l 45 i il Ol stials,
Lyl gz 0o Oblaw b Jige bli)) 5 sl Slojlo Kia)s oli)] spliso 45 o5 (slagssjse]

.J}A.A-J:/DL?U'/L;/[&»/;I ciliseo slgag 5 o o5 Slac cuds

st loiz] guoli (liw slogs oSy pw (5ol pg ol CuadesS™: (s0JS oS

\ J

al5T o8zl oSy lax « g eyl (Jgins odinnn g5 %) Sliios g pole oty oDl ol5T ol8ils ¢ Sloyd (idlage Sloas g pie )l ol S ggmitils ()
. by ‘wa.e.; Sleas Ey e 09,5 «u poe g dlaudl oaSliils (olidss g pole wxly ol

E-mail: monamohammadnia@yahoo.com YYFYYOV - o WS SANYOYOAFVD 1yl

Olpl Sleys iilage Sleas g Sip pole oRisls sole Slo g o jLosils (¥

Jad Soy pole oKzl ole Sl e g b okl

ladis 5 pgle axly o oMl oljT olSiils ole Slo guae 4 b oliwl (F

Dlagdos g pale axly cadlol ol5T olSiils (Sloyo silagy Sleas Co pae 0l owlis )5 ¢


https://journals.tums.ac.ir/jhosp/article-1-100-fa.html

Downloaded from http://journals.tums.ac.ir/ on Tuesday, July 23, 2013

[ Downloaded from journals.tums.ac.ir on 2026-04-08 ]

OlHCod 9 Livoxo bgo

oolaz_wl L> Lg)l..‘.w).t Slous g.A_\.O.aS U‘)“"’ s KV
1285 planil JlgSg 5 Joe )

b (g, 9 390

Ol o a5 04 oy Slallhs g5 5l asllas
Jols asdllas g0 dsola ol pldl VWAA Lo 530
izl Gl sl Gl jlo (6 s Glylos alS
e (Colad lis Bl (g mre) Juld ol oo
ool b (5 ym slom ;8 Ve 0) 5l 8550 g o>
e R85 o L g gl e s g8
Ao ,0 0 Sl 51 lise gllaz g vs 0 0 laebl
el ol ool Bolal by, 4y a5 1,5 dwle
S Sl ey ) 2 e JlsS 5 Jie ol
(2955wl labl e LB Jols 5 liwpy Sloas
Slbasde cole, jodaio ay (V) 05 (Joed (nodd
Ll ZM o 68 axlpw 4y Guaghy plosl sl (IS
mls aledbl Silw,oe o> qod g i Sl
sle Hliw,)lew 40 0ad 6,5] g sla ools 5l Jol>
90,5 oolel axllas 5,40

Ja—e o lailiwl aelizicws (Lo ools (5,910,515l
39— O g Jlis eyl J19STs —
Sleas Cnd S i 1= S 5 (e y5—lil
T 50 hwn b s Sdr VY delidin 5l 65l
el ¢ 2555ly Gl il ugale) Julds as
((VY) Woged oolaiwl py 7 b 4y (Jower g

Ll g Sligen (S Ogad i peg—ade wy
oS,

G yd Oleaz &1 o lesle HUles i lnebl co bl
Jsl b e

fols 5 e 4 S5 sl SIS et 1 sy
Sl my el g DY lgi a4y

o e ol SUles g LSS aslgs (sl ropmondl aay
OB WS Cwas sleiel Ll

cOlelpe 0aiiS axxl e o 4 casd az gl i Joes da
Ceoas &S|l s 0 (60,8 alasde

oS b bl | pae Jdoy wgede dmy aslllas ol o
dnlidiow yy SYlsiw ol F (s 9 Bds (g b Dleas
OhlSer g (roy5lyly danlllas .28l 2alS 5,50 VO &
5 S jed b oe) us—ole day po e aS oly lis (VY)
Sleds Gt ay oy St o5 1 (LSS el
o ol aS o)ls 0525 gumlsd az 5 catsS o Al
s Bl o e ol g lo e a0

B0 oS Sl 33 (S 3bhw y louid ke ulﬁwl.gg@w

1doko

Sl s Jsmame wdy oLl glose an cotes
03,500 1) b iie slasls 4 ol (gl 4355 cwns
sl cdle ca S 5 (V) wsS Lol 1) Ll g axsla
9 60,8 Sloa s asll sl gl a0 Slwyo giblag
AsS oo olml |y gslhe Sleys bt a5 sl 29,5
a5 je,al Glooyo g cbloge ata bl a0 ,0 (V)
= szl g golandl (b o lise sla,l b
D9 om0 Ol idlagy Slea s Jatimun loolys
YL coaS L ablage Cloas @l a4 bgyye sloas!)s
slosly Sl SanY g5 (Slojle 5 o &g
Lias ol ccul oasal [0 andss 5 6,1 Sleas
olojlaw 6l 5 sidlage Sloas Jatuws slaolys
= 09590 = ) ol iie slajls as Gise il g el
(F) cewl 5lo 0,50 oS sl )8 o5l

) csieS lol a5l Sleas o lojle a5
ol sl ol sla asli 5 wil els j18 0 ST o )60
G Yo A SU ol 00,8 A Sleas ualS
e plesbo cnl ) Gl JSeie (2555 2 Sload CodesS
S 50 S i Gl (F) 098 (o0 Cgne
5 Ohlem OLLES G l55 )13 0 sln ol ok
4 ol ggyb dati g conl dlage Sleas (Baies 4l
=z dz 4 B aies Sl g ey a5 00,5 o 5L ol
A8 ;O oo B )0 CadlS Canedl (D) diad o Ly
pode ;0 9 (F) C3,5 J1,8 azgi 0,90 VAT -10. o
(V) wl ke YAAL Lo 5l o)l

sle e b oo lin pn Sleas coaS Lis )0 o9 5]
sle pliw los ;o 4 ) asslllas .cug g, (sl
Slom 2 YO o 5l ams o lis ool plol S g a0
AS S g dedeo oad Al sle cudlie 5l el SO
o=l (A) 09—l gm0 yomin S o s 04l5e (ol w0 VYL P
cde 4 ol g plszoae el as el Js o
Sleas Jliwles  dlage ) ;o 28 mlaw ol
IS oS e 9 odsl (1) ites ool CudST L
g Sl S (55 ojlasl EBlie CdsS Senge 5o
sle cdled oLl ecaas 658 olail o y5 wiends )l
Al o Glhlewm 4 gyl cldl e @l o ol
o=l 5o ead pleul sla gl Cuogame clde 4y (V0)
5,585 eboizl el plojle sla Gl Loy )3 ais
Sloas aslyl pllas o lojlw ul ol Kl g cponl


https://journals.tums.ac.ir/jhosp/article-1-100-fa.html

Downloaded from http://journals.tums.ac.ir/ on Tuesday, July 23, 2013

[ Downloaded from journals.tums.ac.ir on 2026-04-08 ]

OlHCod 9 Livoxo bgo

&l,— SPSS (SPSS Inc., Chicago IL. Version 16)

5 oeSilae o0 o SlslR) (siosi Hlol (53551
oS lp 28,5 18 Jelo 5 4055 8550 (Glose Byl
Db ools gilatel e 4 3F 5 S e o Rl (oges
g Sygar § Ly Slead CodeS Gl (2les
Eo—ozo 5 A8 dawlos 0ul ool sl Fuly oLl
So)d Ojgar piblye g piSlge Ml sl any ;S Sl

A dawlore gaienls

Eorma 5l casdlas ol sla ools bl 5 il axdl

g A0 ) dmo,0 00 g0, 0 a0 Glen Ve
WipeS g dndon b Jlo YE4Y olhlen U w 525ke
Ol 51 TO) ;a5 Ve 09y JLw YO 5 0F sy &
(LFF,0) ;a0 A% 5eS g S (AIY,0) ;a5 YV wolgus

LMD ;s VY g aless 598 (LYALD) &5 OV colimys
..\3»)5..! )JYLJ 9 U"“’L‘””J

Lg)l..‘.w).t Sloos g.A_\.O.aS »)L!u‘ )L.a.!.o db&u‘ 9 u.».iJL».A

] 00l Y Jga o

B0 oS Sl 33 (S 3bhw y louid ke ulﬁwl.gg@w

laidl cos amy (nl bl Sloss sl plejle 59

S i Sl (YY) 0,05 o N8 5 e ol
J.u\_su ML&M)—‘ )‘ u‘)l_o..u ol.f;\ib )‘ ngL»..w).) Sloos

O3l 00,2 Sl g asS 035l b 1559 Joe oud
S0 olaebl cuLlBEF I sla 4365 a5 o oslazul
L1, Jaes 10 JINY 5 peeds VY (1A (ool A
= pibly o ) =pddly e MalS) & ST gl 4z )0z olike
o3l () =p las o,k 5 Y= pillbee Sals (F= qallses oF
Stz ,NAF o ymad 0 Ag Y 9T g0 0ged o0 G S
)‘ 03— J.A\.\_u ML»._M)J @LJLJ 9 ‘5>‘9) aasls U’“S'c

OF) 5 (V) 099 00l 08B iy

Loy asliciuw, slo ools ila ools (5,910,5 o9,

sle gy 4o aaxle Loans (Bjsel oI5 alas
O &% Gk 5l addlas 5,50 sla ol )l (g5
abas 5 (6 yin CwlBl Gowe celw FA J8los b ol Lo
Voo ol aS gysb ay ah sl pez s oltal b
e 00ld . 050,F oSS (6 e ol len lawgd anliiow
Sl m s oS L ity 5l 00i (5,5] 2o

Gl p Oleas CainS slul )lre Bl ol g (Sl -\ Jgax

e el Sl CarinS 3Ly
) 0 Y5 el o Lls
) 0 ¥ ), sl ay
) 0 ¥, el Ay
) 0 Y)Y s
) 0 Y040, Sloss oS

) a—zllas S yg—0 LgL_b QL»._MJ)LQ.».J o Sloa—> ‘rlf

(Y Jsuz)

Sl oa ool Lzl (V) Jaaz j0 45 aisSlen
e 1 ohlem Bas 5l Glea 5 caS )l

a(/vf) ‘.)l s [/" < l:lﬁ ‘LJ'QI Wi 5{ .)l .:‘
FF) Joad 5 (F) aadss (LON) ozsSuly



https://journals.tums.ac.ir/jhosp/article-1-100-fa.html

Downloaded from http://journals.tums.ac.ir/ on Tuesday, July 23, 2013

[ Downloaded from journals.tums.ac.ir on 2026-04-08 ]

OlHCod 9 Livoxo bgo

B0 oS Sl 33 (S 3bhw y louid ke ulﬁwl.gg@w

daliiw 5 OYlgiw S5 4y Oloas CaasS sl (V) Jgas

ooz s y sy daolciow y Y lgsw
Y¥ Obaebl ol
v¥ Sl ln JSaa S50 D50 50 sl A (g s Sy
A o el Zome sl o o Ly jgl>
oY o 51 Cadlio e 0 sy oLz
AY e slo Cenls s 4 bl anly
A @95l
oy o a0 &8l 81 e 51 a8
IR Eges bl o &l
Y o 4 ki o390l
Of abiise Jdo hlew o aisles 4y 5985l pus
74 o
\A Sy fawgs L Conlgs yo plal 5l lielsl
Ve P33 oo o JLiwn b bl )18 g
£ Sow b plyixl b coro
74 Slow 3l Edlie gl
¥ e
AR bl o (65 peeal ;o Jlew o5 JLin
03 Sbo byl B8, o9 dileces
Yo S celu 09y sl

S OTAVL s 5 (eald fghy b 5 (e &

= Grbie 0,8 el Shtel (S 1) (sSly adge
Sloss CadnS ddlge (piaS 55 (Yo 2 0) &Y .(VF) ail
2l b ot ol (VY) 8,5 Slsie skl 1, oat 41|
cosls lgan (V49A) o, 5an 5 5,5 dallias 5l Lol>
CoheS yoleme 9o S5 )0 loly Glinl 15 . (VA)
501 6l (s Loy doys £ 0 il loladl 1,
Jsb als 4 ot CQIAS aiisly )0 5 Wdges (o)
do Sl 75 (el « pg)le B)lse rals (CwlEl wuse
9 S Ol G0l Go Ghlew slo anze ialS

1) Continuous Quality Improvement (CQI)

S Aol g Coy
bl vl ;o Slea s caS e (Gipgh ol jo
slo aalge 4S5 ok asl Cway Lo 9> 0 aslllas 540

5 Ol Cpymiin ol P 4 Joe g el (liedsl LB
=l ol S ols plaisl g 1) Gl op eS 685wl
adS o1y s Sleas coaS a5 (\WWAS) lyee bl b

O] PNES I ol lojlw gy Cod gla ol Lo

O )0 imed (VF) Cllls Jletres )5 sy s
W1y e ooyt Slosebl cllB 55 (VWWAD) cweS> (5,9

00) 51 Cewss ((2) 51 Jgmsy oy s Loy


https://journals.tums.ac.ir/jhosp/article-1-100-fa.html

Downloaded from http://journals.tums.ac.ir/ on Tuesday, July 23, 2013

[ Downloaded from journals.tums.ac.ir on 2026-04-08 ]

OlHCod 9 Livoxo bgo

STy 59 Cwas asll azgl s Jlay Goi> j5iine ohgn
o Sl ail)f oy et o bl 5 a8 S 13 ey
S5 peemai 50 Jlon &5 L @ger Sl e Al Lo
ool f o Jlom an Bisel 5 (loays 4 bgoye slo
Szl ogoy oyl jolate 4y 55,5 1,8 Slaiae (gl
bwg abgye glaailp b Ged syl n slasl
S leslitul b )b Glpoe s Ohpls g (ol o
Ld> gl 5 Ggas le prlS slitin 5 Cond
Ded aid S a0 a8l dgup o, Sles

Sl G yeS oS ol las (V Jgao) (gl o asdly
> 50 oyl ol 4 by e ylisabsl Cabls ans
g S Ll 38 (o Slpiiy Galplo g jlew 5l 2l e
2 Ohbest Gl ool Gty ST g ol a4y (S,
plal 5 358l cazr ol @b 5l 5 axdly Skl Sleys 5515
9SSty ebate 4 Gl &8l b (ol SLeludl
Bgd oolaiwl 6,5 slalas 5 Glaloil sl ials

L e bl Sl oS o5 bl 1 o S ko
RNV AR PR EA TR VE O B R PO [UURP R L P
S5 )B5% 58 Ol 5 OhRlne (i ol
Sl 5 il ololid (ol (3jsel cailys slog
o) @l el LSS B et i (508 035515 5 Lo
Ohleem lails 5l ) Sleas (Bauas all Wlg oo Li2gh
il sy A8l Sloss oS il jslate 4 b oyl olST
S oldg g skl cnl @) Cu )

d,b).\é 9 ,s.@'"

ool Sl5T ol&zils gy 7y Lo)l55 Jol> allas oyl
gl lawgnay aS ol o Sladod g pale axly
Slods Cu pie 09,5 p izme Sl S iils —imgl
=izt el losles dgtane g olKiils Sleys blag
5 Sl Wddged (6, Bdiod ol pladl o 1) Lo aS )l
e oo 0,08

B0 oS Sl 33 (S 3bhw y louid ke ulﬁwl.gg@w

(V)| S S anlllae olis b 5l el o L]
4S 0,5 ez Gl )l 50 (i Jle V) 9,
5 azgi pae wlaolicwlio bLS I lagd 51 ol Les
5 de &S hliwy B b sl aslwgs bls )l g Jaes
O Wil sl

aboly oy b (2095 50 5 (Voo A) 559 o
33 3k (bl slas bl kS b s slanels
Vo i) g joday a8 ol Lt 1S5 50l slo i Lo
S5 ke (b low (e 53 e ¥ (gl 2l e
ke Gl lon 50 e l g 00 plonil anlllan
L bl o sloes iglil ety (o GO ccalizes
390 ool ale Sl s leas &l L oais plodl g5k
g &35 5l O3l Sbiw Lo (sla Sighe 5 ol (g9l
OYAY) o )San 5 £515 Gipgl (¥ ) cubls alal, el |
il CiS b (o035 bLi | o loss cals, ol olis 3
o 2l Gl Sl (o0 Ll n jehiie pa )l Lo
g a3l n Ghlew Glasls (ow) 4 ollae Cod S L ol
YY) anled pladl Leﬂ &, Sy o

Ol it 45 020 oo Hlis cadllas () slo adl
b ools 5 Ghagh gy a4zl b g by Sleas coaS
5 00 Sguzme 5y Slilons 3l (i il 4 00 d (g5l o
Olpse (B (@l phlem b Gk 63 plo b
O A L s e oaims 4l slgm,S plu g
SToballas o o Sagh ple 255 oo sotiey (alnln
ol (63 als ol byl Gleas collS lie roiw glp
e ool

3551 s 1) el 0,568 0 5S5sly (Ghgly cnl 5
s p3¥ sbo Ghjeel 055 (o0 Sty wcnlple O Jsa2)
L foe bLs)l g (0855l Glojluw Sin )8 olis )] slace
iz sl 05,5 )3 baod Shoe CodsS ol )| Cur ) olylowe
29 plaxil (g )l 5y

1y Cabe
2) Out come


https://journals.tums.ac.ir/jhosp/article-1-100-fa.html

Downloaded from http://journals.tums.ac.ir/ on Tuesday, July 23, 2013

[ Downloaded from journals.tums.ac.ir on 2026-04-08 ]

OlHCod 9 Livoxo bgo

References

1. American Society for Quality (ASQ) (2004), availabl
at :www.asq.org/

2. Marquis, B.L. and Huston, C.J. (2003), Leadership
Roles and Management Functions in Nursin‘@,e@l.,
Lippincott Co., Philadelphia, PA.

SRS JENIEING. FURPIEJPEJUIIN Y PERVIPINN S

pllai o 513 coiS o pae (I TAS) ol calls b

Ol Sy OBl g (Sig 2SI 10l 5 epleyd 9 bl

VY o Jsl Sl il

ols; g Sz caS (VWAY) s o0l el F
arlod olads bl oz il e byl 5 5 Ol yies
YAAY oLk NofF

O bl b adaly o Slojle agas ((VYYVF) S ( QBT o
S e Ghigal 35 50 (g pie dalilad iz S5
(YD) o) s o9

Ol =S8 caS o s (WWAY) e (g3l55 £
N-YY Lo (s Co pas lejle ol Ll

7. Petterson KL (1995). When time is precious-timeskag
as indicators of quality of care in acute myocdrdia
infraction. Int J Qual Health Care, 1995;7(1):3-10.

8. Ovretveit J (2004). Quality evaluation and indicato
comparison in health care. International Journal of
Health Planning and Management. 16(3) 229-241.

2 ol anld Gl 15U () (VTVE) oy ikl A

4l Ll (B, plol s jlos 5o o5 Sletdl e CoieS

wlelo 5 (g ki 0aSzily g ki o )| —wlis IS

e (S, psle olSails
10Lee L, Hsu N, Chang Sc (2007). An Evaluation of the
quality of nursing care in orthopedic units. Jolirof
Orthopedic Nursing, 11:160-168.

11Parasuraman, A., Zeithaml, V. & Berry,L. (1988).
SEVQUAL: A mulitiple-item scale for measuring
customer perceptions of service quality, Journal of
Retailing,pp:12-40.

Sleas ca S (WAY) Lo pde (i e (goosms MY

Sleyd 9 (Gl 35150 50 0 Sl (6 adyl bl

S53 pole olSasls tags ele adme (o ol

AV an O oLt N F 698 oyl
13Virginia, United States -- Virginia. Retrieved Dedagn
15, 2008, from Dissertations & Theses: Full Text
database. (Publication No. AAT 3239960).

L ohtimn Slojlaw ages atal, (\WAP) el ¢ Sljes 0 F

Ol eletz] el sledbiw o (5 Sloss ZodS

(Sloyo cblagy Sloas e o)l ol IS el o)LL

Sl g pgle axly odlul ofjT oKl

oS BLE Joe (6,5, .(WYAD) das (CaS> (5,55.00

Sl ST oy i il 53 (I35 ) o

(oo ciblags Oleas o pae ol )l wliss IS aels

ol K55 pale oSy

B0 oS Sl 33 (S 3bhw y louid ke ulﬁwl.gg@w

OYAY) SOb o coylo 0gls (ladS (5 ele . 3,1 ol N5
sl B 5,5 o3l o o] jiés g SERVQUAL Jow
L ol amlio 5 o=l 5o (69,5 alllas b Sloos coiS
ODY-28 oo (FY) Y (g ol Joo0 o o, digas
17lau, P khatibiakbar, A, young gun,d.(2005). Service
quality: a study of the luxury hoteles in Malaysia,
Journal of American academy of business,7(2),10-46.
18Shortell, S.M., Zemman, J.E., Rousseau, D.M., Gillie
R.R., Wagner, D.P., Draper, E.A., et al. (1994). The
performance of intensive care unit: Does good
management make a difference? Mecial care, 32(5):
PP.508-525.
19.Cabe C (2004). Nurse —patient communication: an
exploration of patients’ experiences. JCN nurs, 13(1
41-49.
20.James Lucero, Robert. (2008). Linking Outcomes ¢o th
Quality of the Process of Nursing Care, A Ph.D
dissertaiton in nursing, University of Pennsylvania
UMI number: 3328614, Pro quest website: accsess dat
(30/8/2009)
w0l (Lo 0,25 SUg 0, aigil 0,25 (£)]5 (55087
ols) g ol o, Slas ColS ) (VYAY) Lol ]
N 0y90 6§ b alme (A8 o by i e
YV-¥F jeo AV )l ) ol


https://journals.tums.ac.ir/jhosp/article-1-100-fa.html
http://www.tcpdf.org

