[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

n"‘“")ub\” oplouis A 093 Ulg S 2 In}l.c ol&duls - e Y '_'|,30.L§m"|.§_o._>_,j I St |5.> SR 95 sole Al=o

10 33 3, 5os—Caod] Juoo 51 aaliiw! b siseilys Olond CutS b5,
SR s eite il

'l ol § IS doswe 585 T S )l e 1355 ¢ s low! Juus

Ol (S pole olStily o il oaSiily tseslys e a5)) pli S gzl -

Ol (S pole olStily o pisesles 0aSiily  piSelss e 09,5 sll -
ol (S pole olStily o el aStils iseilsd by pole o9, Jlutils -

duSe>

Dy S Slosd g Y game i S0 g (bLL sl drwg )3 031 job 4 &5 sl (gl 3 )Slee— ol g 1BD § A
Jalog 1 onlawl b ylyes o 5o oo 3850 ko 0 0)Sles jl ol 5 Cuenl ain g0 5l aiseily Cloas curS obj)l jobs adllae | Gun Y

bl e Slodd CudeS Bl g SIS 903 (sl puiie (y LS| () 0 imen 93 Slas—Cen
IMa) )l ye5 o et iSuily e e 4 (BasSanle 51,8188 le jo aF wil e orbie anllle G pol> anlllas gwy s (W9
51 ookl b aools oy Soolaiwl Glesd cuts dslidunyy 51 35150 cpl Gloos cod S ob5)1 jekaies .85 ploxil (ad 5 cxedplol ¢ gelgo «pos]

i385 )8 oo 5 25 390 \Y 45 SPSS Jljal o5

sl 8 Ggllae pdaw )3 m 3,Sles—cuonl L ile Jol 4l wotie SThe 0 @losd S syl oled otel Cunds ol o (AL
P>/ 0)ts oy Cilises iz 5 oo (slo0g)S (2 50 g 5tk 30 1 Slosd S olal 3,8kas 5 Coradl Bliad (i 50 sine ol cogMlay

Bl g2 I3 ine Soglis (P=e/ V) s dy Canl 53 5 lusgale sy (P=e/ oY) Slos 5 (P=o/-¥)csonl b ilises leass sloog S o I
Sgrte Sty g 228b 0BT (lojlo 5B 5 i LI Sl ojlgen b e Lol wl3 )55 s Cundy 5 adliae 3y90 3Ty 4251 36 S does

ST walyd ) b g i culs)y a8l g codS

5 Slas—cuenl Juloo Il ¢ iseils clods wlodd CudS ¢ gyide Cols) 1 jlaanls

(WAYNVNNE alis 5 iy YAV /N dlie L))

O‘)?’-‘ LSSV»).: P?‘L“ ol&uisly i Iy 0aSly ‘L;)Jéjou ULL.> ( Fwmo OIJ%A ¢ u]ﬂﬁ : Jsmm; D "95

Email: hmobaraki43@yahoo.com

0jg> Dyl aisdS bl I o])S g e 5,5,
modd (dsly g oleyd (s I el il Cless
oo lp i (s Hlai 0jgyel &5 gy5k 4 el
2 553 Al dsgerme (giludiallys sl Sloged g laailyd
maoye 3y byl jeas cdine) g cul Sloss il g @)
w2l nte S pSmeal 9 CS)lie 5 Cwss Ll o
ity 35T 350 godg0 nl (odBusly Glods )3 IS e
gilosiallys S )lte (slagle)] slisly 5 1105 0,5 00 )8
s a5 18 (SoylSs g pln slacus bl W
b5y Ll il Sl slapleil ) wsls ol
I glebl Joa> lp bglejls ((A) 648 zlae Slgl
s yd g Glodd Yole xjg7 «lodd CudS g Lgllas

Coldy ol 5 oty s cad p5Y o] 4 e 2l Lo

Copde Sapimmw a5 Mo Ar and (3lol
ol g9o9e e cold) Cone Wind SAL CudS
9 Qbbb (V) €85 )13 Slejle sbaiags 5l o)l
Pl ol 4 Qlies Caa 390 )l I (So e
By glid 5o (V) asb e YL cuas b wlosd &)l ) ppe
b obss )l o jlul () coje 4 olaws 1S (g el
LD s (g yiie Culdy ay oo oS Cawl atigd Y codS
ololiy Il Cage syite coldy cul tites J3le (Y)
(F) 45 dalgs Jlite w3 GlalBl g boan o (ials (s it
@ e Cold) & 058 LBl s ollKea 5 S lewin
(8) 3,55 oo 3L il it 9 (s ytibe a5 paians yobo
5 Gombe oloy om Cute gy (lun sloing}
(5A) 358 oo 326 1y (59190



https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

gl Julos Jl osliiunl b izl g3 wlons wuis i)l &F

555900 5 SEMLI (elb i ¢ Jlo clodipe; cuodls dlas
Ghonls) (owyp JWd 4 o Sles—cuenl Ll
Olpde sl i)l b cleMb! OT sl 5 039 panlye
sl Ll te @l | cuslize b 0S o ool
buwg Il IPA (V) diled oolyd lodd cotS oo iy
Sl gyl (ol onl (V) 4d zikae je g M5 )le
Obsude (HBly culd) g (&S oSy il pbyite (BLS
oSk 3wl cess el Gl e b She ol
92 parle prw ) lp 3Ses 5 Cuenl 4 by slajlitel
oS Slayl Coonl Biao X jomo o8 3 Slas—Coonl (gin
P oo Slas il cold) lie e Yoo 9 loss
B Joee wlel b o a8 o odliiw] wunl Slal ]
o Pl 25 2 4 mele ol BBl 1 Sy pp 3 585
OVF) (V JSK5) 5,8

(Y)

(V) canl oo (uieilyr aoliy polas

Slp e 3ply (295 jslate 4 CudeS 39250 aw (b))
sbedld S s oly b dipy Hanass jshaie 4y ey
~Cool oS Jae diej cnl )3 sl ()98 b (M
;I « (Importance-Performance Analysis: IPA) > Slos
doui oo M &S & canl Hbyes awle ool
—Caenl oo b Gl g ie cols) g Glesd cuas
sxcugdyl lp Aedgw 5 Sl Rl o Sles
ol PIPA Jao 000158 Coonl .ol Coss sla yasls

g0 ey (s g Bl ] Ml g ey gl calis jo o

Pk 4l
oy culs, [0S ool

"@L;.a oole )..m"

Jgl el
by cals, fob ) Coesl

"ol aslsl Jlg, e 4 5"

pow da>l
H)-,;—J wjjj‘ n

£9d 4x>li
S als, 1ol Coenl
ERVELEIO TS

—» (X)

9 Cuodl 835 o I8 adale (pl )3 45 (63)l9e pgw 4l
S 50 )3 da g 3)90 yieS 9 1) (nl 3 Sl
Y0 o Slas Lol o5 Cuonl stimd lis asb pl ipyles asl
Slge cpl 4 &S ) bl Wb clid JBaey &l cwl
JEsl 6yl s a5 (6,505 sl Joe @ 1) Wledly yolaidl
WS

b g doily cless cuasS wwloss ST wilen

ol g el Hlai a8 and g0 (LS ) (uaBge 1 sl 4t
P olas JBaad Sl b )18 adaw YL 0 Sles
Ll g BdS Copte 26 a4 b (Shy ol b J

S Lais |y lab 5 Slae
b Shg onl Qe Gl wimd oo (Ui bajlitel ipg> 4t
ol ol L6 cols) gl 3Sles 1 Lol aib o wte
5505 0l 695 0k JEBS prena o Cul oo (sadlais


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

EY  Lbilsen 5 Slclow!

g od QLI sl P S50 )3 585 FA g solpe Sy
Soeolawl Lo esly eS8 lalas] sy delides
o Jold (698 Clasie Lisu Jold delidus y 5045 (_5)91
Jolis Slossd cuaS L bagye Lisu g OMuass liue ¢ i
CablB (o ¥ Jold) Clwgale (NS dioj iy jo Jlaw YY
(S5 0 Jold) sSunly 38 (o ¥ Joli) gl
3 53 252 (Jlpo 0 Jols) Jaan 5 (S ¥ Jold) cas
Mg dlos jl Coosd &l Lo (S50 Lol cliogals
B3 yob 05 slrosss 4 Jas 0 Slens lojle SUles
9 Oilke g GBI el A 3 e g Bge 4 Oloss
& Glisebl g slesel s gl losle 9 LS, Ny L
@ ooRg g g (Jher g (S35 (Jhen a3y ke
B85 B Sl dy5e B9 S Cae > W5 g yide
Olie g Coenl a5 1 o 8 51 Sy je By mul
)l Lﬁ‘\&];ﬁ ‘_5).5 o)'l.\.ﬂ (_51).3 ..\5.\; = b)ﬂo.c )] wl..o)
o 5 o dhngia b 0 Jems) &5 iz D ol
P ean e S oy red b odlatul (oS
2 SVl ggeme Sled (ke (85 Bk I dslidus
1l 3ye0 sl o adllas 3 TPA lgy 0008 cposi A
ookl b odly Jdow g i gy oyl 53 (V) ! o
Cas wed 85 pbol VW oasws SPSS 58l 6y
Cold) 5 Cuedl a9 jl Glesd Cuas Calises sl duwslde
5 g o0 bl sesl 5 LET 5 lagls 058 (5 Slas
il a5 dw alisee (glaog)S o dlal ol duslie Cas

35 oalisl ually JSog S yg05]

Ladl
FYI AN aS 35S eS8, )85 ol adles
B S s Sl sl LS5 65 1, gl sy
Caxdg Ly lagye leMbl g (W/EA jlae ilyoul YA/AY)

o S aelye (Bl Cwls o5 Cpied § Jwass
.«Lu»lo.\:{b)f 45‘)‘ Y 9 \ ‘_ngJ9.-\> )Y iy

ShaS o S cload &l 050 dgupe 4 «lodd CudS
Ol )] sl @hyelp > Sl ez 329 S0
il g Culbge (i (dmoln Orxes 5 (A5l
CudsS Cone 42 S| Cul ()98 Ngd oo ] &S Sloss
o dlawkie bl sg8 0 3 are ol Glods iSu
mosd dxgh ol & a8 tSlg abe b baye slagiegh
Lol

JLd pj Ban 9> ol adllas )3 0ad S33)l9e 4 a2y L
Cawlodd

(ligid Jold)dswly olas clds bl -
Sl (ol lsnd 5 (58 gyl o Slop)liss ¢ Slop)
lad 5 (s5lge cpenl Mo (d5ulys o ued plol S0 3 003
~Cool Jloo Sl osliiel b jSThe cul 4 glye 0B
3 Sdes

Sl b (o2 3590 381 815903 (sl jsie LS| (o2 =
Olodd cuns il

2 0P
Posl s b 3 5 (s 05e &y yolo adllas
Catd Sl pel) elye STy Ghmgy cnl (lel dnels 0
WA o oloyge g yoed (oo 45 (lag] olyat b g Lo 058
enl M il ST 4 pissly loss ey oy
boiad e JSis win)S asrlie lad g (ded plol (solge
oged 93 4 pob Jlo o isuly s oS oyl 4 day
9% Uik (nl ) Wgd e L)l (LSl S50 5 Sl low
9 Slwslow 090d & L g (Jned plol 35 50 Joged o jl diges
Olodd 5 pe 09d 4 Golpe g el o iy S e
BB ey 390 (Wm0 1) 293 Slesd LaSlys
L) Pl 639l g &8 2wl 5l diges o2 L LLS) 5
B /0l ol wsl e cand [ (isuly clets caas
B+ g oL ) asuily oledd cuas 3l 0 Jx el
€5 5 780 el bl b 10 158 e b)) b8 dopd
55 V48 adllas oyl plsl (gl p5Y diges o5l Y 35005
Bl aalie by (Bolai (hy) 4 (665 dged el Canty
2 AT ol 4 pelie g 5l dbgye SIS g (598
15 i ) did lilen > b TR isad plel i lon

n"‘“")ub\” oplouls A 093 Ulg S 2 In}l.c olSiuls - eI '_'|,30.L§m"|.§_o._>_,j SRS |5.> SR 95 sole Al=o


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

gl Jloxs i onliiusl b ibckslss olons wuis ol EA

CMpazd ylia0 4 by (Slglyd @595 -) Jgs

Yo/y o4 rv"-.,*-lb)-l}
YV £Y P
s15 AR old 598
A Yo ol
. v FYb g il 398
Voo VSV Js

B> Cosd g9 bl axlllae 3,90 B NS axalyo Slgly8 &2595 - Jgsa

Hlolyd o > oy ALy Cwods g4
WA vy IS
A ¥A Sy,
Y¥/Y 7 wstlyise 5
W/ Y ‘_élo)b)w
WA vy Wbl (g
Voo yay Js
S5 03 g (3,50t 51 Cald)) Y 5 (Cond) X (slopgome S aanlye iy 33,5 o dindle o glilen
Sy Shee 51 G ya o 1y Gledd cusS slal Cuxbge ) DB g aih phed e )3 O asd (4o > YY)
2 oyl dalllas Cawolodgy oaiS dalyo dlasd oy by ) (ol yTgs 508

\\M\\”)ul.x\" oplouls A 093 Ulg S i In}l.c olSiuls - e Y |,_»0.L§uu|.3_u.>,_» SRS |5.> SR 93 sole Al=o


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

&1 Lbles 5 Lliclowl

oo plol 35 50 SPg0 3 5o
[ [
¥.0 ¥.0
¥ s ¥ £
Yo iéi_ Yo
3 3
R R
\ \
V.o V.o
3 3
1 2 3 4 5 1 2 3 4 5
Y Y
o2l J» 55 50 Ly oyl s Lot
[ [
¥.0 ¥.0

¥ i
b o

Y.0 Y.0
¥ Y
V.0 V.0
) )
1 2 3 4 5 1 2 3 4 5
Cuar) Cuar)
* e Crantad AoasSaady ¢ fnalial calld ool gaba

S1y0 45 TP oy yilo - ¥ S0

Lol )3 el dms )3 el piie )3 (pimen g Slugale
A odalie Jb g ol OMuasd e it paw
sloogS ol cax 0y (1 Jga2) (P=+/3A)
loog S il o SuuSs byl ine ol (gl o luass
@l B dulie 93 4 93 Ojgo & (pyp dy90 (s
9@>5|)MQM@4~&6>1>QW°MTMQ
ghaw (3%hes 5 cuenl ar ) Clugale dn b el
(Caed] ain ) Glogals da b uilad) g plod &Muass
g Yl g uled 39 g pled a8 OMacd o
M U a5 ks ) S S g o (e

CarsS dlal D9 o sdalio ¥ S (> oS jolailen
ol Jol 4l )3 adlas 300 110 Yz 2 > Closs
Olie g Cuerl (lie Gm Al S 5 5 Slas g Cuenl
9 b 13 YL maw o clad Sl Sl cols,
Bl Cansg ol Jb n clas ol GBS solal
103,80yl wollas pdans (3 1y ] g At o, @lass
g Caedl o a8 5l LS dmedly WUT 5| Juols gl
oy S )0 uizmed g uin 93 yd Closd cuaS dlel 5, Sles
On (PZe/00) 2l g (g)bpme Cgle calise dw
Ao (P =+/0YF) 5,8kes | colsy g (P=+/+¥F) Cuonl

WWAY Sl ¥ oopledds A 0993 Gl i SSib iy psde oSl - il 55 038l - 98 lkSuilgs (Sl 950 (ele alxo


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

o gl Julos Jl osliiul by izl g3 wleas wubs i)l O

235 01 53 slal 3 Slesd CoS

< fe0) 5l 3959 (gl e old (Cued] dun ) aeuds
iy Coldy 5V OMuass pdaw b ol 3l o7 (claisSs (P

Glosd CapieS’ oo 3la b by CYanass 5 Comanies cyuwr Sl 15 903 (gl puiio bLS)I—) Jaa

9031 3 3wl L) CWlwass
(Kruskal Wallis L] (Mann-Whitney

0ol 51 o3l L) (i

9051 31 03! b) cpw
(Kruskal-Wallis

(Cad (Cad s

T s CodS Sl

jleuls,) ((SAvY)) jleuls,) sleuls,)
(5, as (5, as (5o
= RS N NN .J0- <Y Olwgako ax
. /¥ -/ e ALe - /v¥ -/0Y Olwob! Cubld
AL AN el -Iva 150 “fo 25wy Ay
/A ofov* NN -/20 NN o[- WIS JPY
o/-5 <Y <[FA -IYY -/¥Y ALN Fhod A

gl Ohlasl Lials ) casbe (isuily loss @) g Il
SPine blo)l & 405 dasMe 9 C8)5 )8 () 3y90
90045 ,SD Oldllas v, e (YY) 3,l05 2959 adlie 95 oyl 0
olas cuas byl cas IPA I3l 0 cuolio Cpizman
il pgkate 4 Il cul 5l e epleys g cudblage iz 5
Caolodyd K5 ool  diseslyy 3150 )0 @ledd cois
Spie on bl ol adlas > (pixen
obs 1y adlee Basses s iy daadl wll 88
Olise 9 31,8l Camin o gy Gxe oy Lol Widly S5
adlas WS dalie D Sles I cols, 5 Cucnl
I Caldy olime 5 Comin ite o GBS 35 egl Sl
OhlSer o bliwsS Limel Lol (YY) s sdalin 5Sles
S Slas gyt colsy lope (IS b 4y a8 ob LS
O 45 00,5 sdaliie 0gMay (YY) W)l U 4 s ©loss
3,13 dg3 g gy pxe Wold (Lluwgele dx) 5 Slas 5 ((Jdar
iy Colsy JYL CMuass maw b ol,8l &S O a0 (py
GBSy adl cpl i snd (S slel j clead cuas
2 e ohlen g Sl 5 ohlSen 5 gpele Giagh @ls
Cold) g CMpasd Glise puite G JPine gl 3929 pas
S sxe ©gldd CMuass (e o b Glwgelo g (peends

—Caol oo Jao 3l edlatwl L sl adllas jo

B san 290 (AZSlE 5 e Jla Clesd CudS o Slas
-0 eollae maw > cotie Slhe (eled )33 Ses jl cols,
mdbs ) Oless cuaS oLl cas eST IPA I3l Lasl

(V) b yliwjlow Sloss corsS” b)) dles 5l ol sla
(V) (s pte piammns (oisu Sl (V) leMbl (650ld i
ot bl g (V) (e Cupde (605 paeual dilolw
Ol il )3 (Lisely jSTpe 1 el cold) i
Lo psd ¢ (59548 Copmdg 45 Ly 4l (pl 4 9 L3l plol
9 Jlo (o (S (o (USH 3)95 2 095 SLo
Ll oo Cols) liee j0 0uilS puni Joloe I Glods cuals
oot Baa b gladlhe 3 ) Sea 5 wiled! 592, (V1)
ily Sy 3 isly Clesd ) gnienls) ol
aS ob lis asly sl ploul olyes pead ! IMa lojle
ghe 5 ldgled clas jl guenls; glee b g
Sysl cpally b ooyglie 31 deid oS 8358 cpilly Clyas)

n"‘“")ub\” oplouls A 093 Ulg S i In}l.c olSiuls - e Y '_'|,30.L§m"|.§_o._>_,j SRS |5.> SR 93 sole Al=o


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

O\ Liien 5 Slclow

&S g Uiz i ol Ll Ml oo "le"'é 5, Sles Lo

Slods CutsS dgte slpaeliy & Cums jSThe (nl Glyme
S gsiind jo lead cusS porde o)l aBT il
coldy g cwl polj gl asly (B)b I gl e
S5 g (A5l Al polis 4 yoie Glass 5l bgeoly

A dalgs Ml g aisiles ol Can a4y 0l
Gl Bl (Sen &S 2800 (5yebl a5yl
sddie > Slas ogas 4 g Caodl dn)d pus jo Baa

293 by Slo oo ),.,b cou by g ail 03y 3lel cuas
‘_51.509)5 O Slods u..n.,.f s )L:.g] O le.éﬁ s
- oxo paw e a5 0005 alas Mo walisee Juad g dw
Wged pr> Ll b Lls a8 ail o Sodp /00 4 ()b
bLQ(ww 9) ‘_}31 )‘1 by.u ol d)bu‘-“ ‘_5)Le] L;Lm:;9l.€z'i
adllas 3yg0 (¢ yiin Lges > ST Slallas j3 4 33,5

2y5 )3

R LPRT

Olgie b ad)l wlid)l5 4l bk I pide dlie (]
—Caenl ol ol b isuily old cosS b))
I akwginds ABbie ol b (oSl STpe 53 3 Sles
Sy pele oKl iswily Copde 09,5 pyore Akl
plol csglse onl Mo isuily SThe Glsiue 5 ol
5 SU (Wdges (5,80 idgh cpl pbdl o &S Ak g aed
IRPW PR PR

REFERENCES

sod sl yidg puli b byusie cpl Gl bl ol saalise
Caonl (gl pusiio p Colos 50 (V0 Q) D90 guued 0315 sail> o
ool 4 ad snaline cute (Ko dSles 3l cols) e g
ol ol wn K cuedl lie Gildl LA Sxe
dboo Gl 5 o5l S e

o3l sl (60l o o g TPA I odlitl wis y»
90 3y Cawl 0dd D)l oo cpl 4 50 cblasl Sy Lol cwl
S ol Jo 25 e Jae il b Ll > bl JIS
£9d Do oo 485 01yl L) 4 s lojle (a3 Slos
Oedioes 16 jlous (VF) 3,000 aagi 0uilS s sladiasuine
o0 395 Glalllas (3 IPA ous Liaw sla Jio 5l 55wl puw
o Copod] jl Caonl oo gl 4 K 5 (lgly a8 S
osles b @ pizmon 5 odlaiwl (Sjg adll s«
2ol ere g otld) b glojle 5 Sles o Ol dlxe
Gl ¥ Gl s yls g w08 eolatel cuenl
g <l (YY) woly &l 5 Sles—Cuonl (gam 9 L yile
Jio 3 S sla Sy Sile shes Bl j) o lSe
(Y+) 3905 il 1y 3,8kae 5 Cunl bawgio (S8 (g5l
ol o gla Jao 500 3l eolaol b 23 )5 e dlacuiig ¢l ol
33,5 oo Sy e 355 )5 oy 390 S o
8Ly Cwld g SSE 4 dsuily old cuaS &S
255 )8 byl 2y5e

oy Sled cuas dlal &5 )5 alasMe 09N
ol Jol 4l 3 pol adlas )3 gy 3)90 5 0 e
S Rt S NVIE 3 S RIS

1. Yu-Cheng L, Tieh-Hung T. Modify IPA for quality improvement: Taguchi’s signal-to-noise ratio approach. The TQM

Journal 2008; 20(5): 488-501

2. ParasuramanA, Zeithaml VA, Berry LL. A multi-item scale for measuring consumer perception of service quality and
its implications for future research. Journal of Retailing 1988; 64:12-40

3. Sureshchandar GS, Chandrasekharan R, Anantharaman RN. The relationship between service quality and customer
satisfaction- a factor specific approach. Journal of Services Marketing 2002; 16(4): 363 —379

4. Matzler K, Bailom F, Hinterhuber H, Renzl B, Pichler J. The asymmetric relationship between attribute-level
performance and overall customer satisfaction: a reconsideration of the importance-performance analysis. Industrial

Marketing Managemnet 2004; 33(4): 271-277

5. Hansemark OC, Albinsson M. Customer satisfaction and retention: the experiencesof individual employees. Managing

Service Quality 2004; 14(1): 40-57

6. Anderson EW, Fornell C, Lehmann DR. Customer satisfaction, market share andprofitability: findings from Sweden.

Journal of Marketing 1994; 58(3): 53-66


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

e npodtl Julos il oalisl b iiseailss wleas wuis i) OY

7. Johnson MD, Nader G, Fornell C. Expectations, perceived performance, andcustomer satisfaction for a complex service:
the case of bank loans. Journal of EconomicPsychology 1996; 17(2): 163-82

8. Eklof JA, Hackl P, Westlund A. On measuring interactions between customersatisfaction and financial results. Total
Quality Managemen 1999; 10(4/5): 514-22

9. Hemati F, Kakoyi H, Aghabakhshi H, Biglarian A. Satisfaction assessment of service receivers of daily rehabilitation
institution in Tehran based on the consumerism approach. Rehabilitation Journal 2001; 2(6 / 7): 14-21[Persian]

10. Hatamizadeh A, Jafari P, Vameghi R, Kazemnezhad A. Comparison of patient’s satisfaction with state and private
client satisfaction. Journal of Rehabilitation 2009; 9(3 / 4): 69-74[Persian]

11. Deng WJ, Pei W. Fuzzy neural based importance-performance analysis for determining critical service attributes.
Expert Syst Appl 2009; 36(2): 3774-84

12. RazaviAlhashem B, Mohseni A, Rahgozar M. Assessment of client satisfaction with rehabilitation services in Red
Crescent Society of Tehran. Journal of Rehabilitation 2007; 8(3): 53-58[Persian]

13. Martilla JA, James JC. Importance-performance analysis. Journal of Marketing 1977; 41(1): 77-9

14. Yavas S, Shemwell DJ. Modified Importance-performance analysis: an application to hospitals. International Journal
of Health Care Quality Assurance 2001; 14(3) 104-10

15. BaniAsadi A. Evaluating the quality of services in selected hospitals in Tehran[dissertation]. Faculty of Management
and Information: Tehran University of Medical Science 2011

16. Kitcharoen S. Importance-Performance analysis on information technology application in higher educational institution
in Thailand. ABAC Journal 2007; 27(2) : 15-22

17. Riviezzo A, Nisco A, Rosaria M. Importance-performance analysis as a tool in evaluating town center management
effectiveness. International Journal of Retail and Distribution Management 2008; 37(9) : 748-764

18. Angell RJ, Heffernan T, Megicks P. Service quality in postgradua education.Quality Assurance in Education 2008;
16(3): 236 — 254

19. Lai L, To WM. Importance-performance analysis for public management decision making. Journal of Management
decision 2010; 48(2) : 277-295

20. Tarrant MA, Smith EK. The use of modified Importance-performance framework to examine visitor satisfaction with
attributes outdoor recreation setting. Journal of Managing Leisure 2002; 7(2) 69-82

21. Amini R, Kamali M, Ashayeri H, Jarollahi F. Audiology service satisfaction and level of anxiety in parents with
hearing-impaired children. Audiology 2011; 20(1):26-35

22. Hargraves JL, Wilson IB, Zaslavsky A, James C, Walker JD, Rogers G, et al. Adjusting for patient characteristic when
analyzing reports from patients about hospital care. Medical Care Journal 2001; 39(6): 635-641

23. Quintana JM, Gonzalez N, Bilbao A, Azipuru F, Escober A, Esteban C, et al. Predictors of patient satisfaction with
hospital health care. Journal of BMC Health Services Research 2006; 6(102): 1-9

24. Amerioun A, Ebrahim nia M, Azizabadi M, Khodami H, mehrabi A, Heidari S. Relationship between demographic
characteristics on inpatient’s satisfaction with service quality in Military hospitals and clinics. Security Management
Studies Journal 2010; 5(2):215-227[Persian]

25. Reimand T, Uibo O, Zordania R, Palmiste V,Ounap K, Tqlvik T. Parents' satisfaction with medical and social
assistance provided to children with Down syndrome. Community Genet 2003;6(3):166-70.

26. Burns AC. Generating marketing strategy priorities based on relative competitive position. Journal of Consumer
Marketing 1986; 3(3): 49-56

27. Yavas U, Shemwell DJ. Modified importance-performance analysis: an application to hospitals. International Journal
of Health Care Quality Assurance 2001; 14(3): 104-110

\\”‘“")ub\” oplouls A 093 Ulg S i In}l.c olSiuls - e Y '_'|,30.L§m""|.§_w,j SRS |5.> SR 93 sole Al=o


https://journals.tums.ac.ir/mrj/article-1-5146-fa.html

[ Downloaded from journals.tums.ac.ir on 2026-06-25 ]

OF  bien 5 Shiclow

Research Articles

Evaluating quality of rehabilitation services using importance-
performance Analysis in selected rehabilitation centers in
Tehran

Esmaeili Al, Mobaraki HZ*, Kamali M3, Soltani S'

1- MSc Student of Rehabilitation Management, Tehran University of Medical Sciences
2- Assistant professor of Tehran University of Medical sciences
3- Associate Professor of Tehran University of Medical sciences

Abstract

Background and Aim: Importance-Performance Analysis (IPA) is a technique widely used in
developing marketing strategies and improving products or service quality. The purpose of this study
is to evaluate the quality of rehabilitation services in two aspects of importance and satisfaction with
performance in four selected centers in Tehran by using IPA and also examine the relationship
between demographic variables and dimensions of the service quality.

Materials and Methods: This is a cross-sectional study which was done among the 196 patients
who visited four selected rehabilitation centers in Tehran (Helal-e-Ahmar, Molavi, Emam Khomeini
and Shafa). A questionnaire was used to assess the quality of services in these centers. Data were
analyzed using SPSS software version 17.

Results: According to the results, the quality of services in selected centers took place in the first
quarter of Importance-Performance Analysis that means they are in desirable situation. In addition, no
significant difference was observed among importance and performance of dimensions of service
quality and age and sex variables (P>0.05). But there was a correlation between importance (P=0.04)
and satisfaction with performance (P=0.03) in tangibles dimension and also between importance and
level of education variable in assurance dimension (P=0.01).

Conclusion: Although the selected centers were in the favorable situation, but the managers should be
aware of strengths and weaknesses of the organization so that they provide quality improvement and

increase customer’s satisfaction.

Key words: Customer satisfaction, Quality of services, Rehabilitation services, Importance-
Performance Analysis
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