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Abstract

Background: Quality assessment as a considerable issue is complicated especially in hospital
services field. Multiple Criteria Decision Making methods (MCDM) can help us to achieve the goal.
This study aimed at prioritizing quality indicators and ranking selected inpatient wards in an elected
hospital affiliated to Tehran University of Medical Sciences using Analytical Hierarchy Process and
TOPSIS methods.

Materials and Methods: This study was a descriptive-analytical and cross-sectional one. First of all,
guality indicators assessed using literature and expert opinion. Then, prioritization of indicators was
performed using expert opinion and AHP method. In the final stage, 300 patients of selected inpatient
wards were ranked in terms of service quality using TOPSIS method. Data gathering conducted using
expert opinions and patients' questionnaires.

Results: Eight main domains (Responsiveness, Safety and risk management, Tangibles, Attention to
patient, Health communications, Competency and professionalism, Accessibility, Credit and assurance)
were selected for quality assessment. Among these indicators, competency and professionalism and
attention to patient had the highest and the lowest priorities respectively. Also, the Heart ward
Neurology ward had the highest and the lowest service quality respectively.

Conclusion: According to crucial role of service quality on patients’ satisfaction, applying
appropriate indicators in services quality, prioritizing them and also proper assessment of hospital
services quality can play a major role in health policies.

Keywords: Analytical Hierarchy Process, TOPSIS, Quality of Services, Hospital Inpatient Wards
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