[ Downloaded from journals.tums.ac.ir on 2026-04-11]

£3-07 AY4- s 5 )'AT Eoplasds B 095 (wodw é),L}_.vv) Ol S5 32 ro,l.c olSisls Sl e 038l al=o

b SLalile 40 13 oud &yl Slodd kS
56 50 SBGLw slow 53 JTo5'g yw 59531 Lili!

FLLBT s 6 paod droms (5095 Lb )39z Ji5'3 b (33Ul Jlod Suwo 35S

[XW

Sy b Sldst obsle Codbse 5L i Vb codS bis 5k 5l 5 olas &l idaa g dise)
Lol las 4 oSl o Olles A3 3 ol SLolSSlays ol €l Sladst CodS aalllan ( hash opl 5l s
el 03 s SERVQUAL)JT S 5 o (5581 51 oalinal b O g5 g5 andllas 3 50

sl Sl YEY (555 bl — oo 5 D) peo 4 85 2 52,08 Dldllae 5 5l Sl e ety g3 0B,
4S OIS 5 pon 3510kl ol 51 ozl L AYAA Jla 5 O e asdllas 350 slgilionslay 4 0diS anl
o5 SaS b e b O3l 5 mas b Osesl O se3T S OLL b3 23S el ol w3y Al 3550 OT UL 5 ol
A el ol L;),I@,T Slaosls Lo 5kie 44 (SPSS),l 50!

Jelsedmloas udS lany slayl Ogolyy Ol Ul 5 STysl Ol (ool ome sl sls 0L b ladidl
anmlpo Oyl o dls gy asdlln 3550 SlaOklon 53 (Jhes 5 o 5Soels (pands Olisebl CobB (e
el oS Ol Slael YTV L1 QUSIS o Sl 5 o St Sl £/8) L 1) (ranh iy ealSSle s 4y oS
3 god Gy 4 g

oS Lol a 30 Lt e O e JT5S 5 e (658 S HC L aS ol 0T 51 S st i 15 paSaaai
30 Bl 5 ULl 2Ol (s somabn b 5 ol Olojla (5 2 o fege Olpe & Ol s 5 ot
Al el (Ses (leds CukS

Olewsbo ¢ gl e Ol (JIsS s o (Dlodst oS iguals (slas il g

D gt sk § K
£ SR o
:l)’i BRIy (g ol iy s olRSL
el g yuwdg; 32y ol
Email :
S_shahri 43@yahoo.com

AL RIS O

WA e pd tdlie 3L, -

PRV

3 Sy sl Olpe a0 Sbds CoiS pioes
Lol (V)cwsl a3 S 513 o e SIS 5 g2es s 815
g5 Coeal Bld 4 by 5 cllg i o
el dgludl Ol b il S8 5 w5 Sleas
50k 5 Sl s (gl OF i 5 kS
Sl o, pl loasl 4 S 13 a5 55 £
Slelsle s S Copte clenllas gl W
Wl S gl i oM s sl
Sl CoidS S cl Jb sl (Pl

AL g ekiS plate bl (Oleas CoiS
)‘ J'?J" QLAJ? C/.«J.;S ‘G\)l 0)_9JA\ Ju)l.) )L“:?-\ DL
Sobesle Codbse Sl i Yo CoiS L Gy b

AT o bt 4 Slets

W P N AN [ CTR PR s N PRI R PHCH P I CIUR PPN SN

Ol .:)Li?ixjulp dly

e Slihos S 0 e (Siy Sy ¢l 5 Sy e SIS 5L Sl oS skl
O Siy pbe oKl bl

Dl 33T ol Ol O K ss oKL Jlays 5 adlle Slads Sy e gl 55 g miils”

el 5 gy s

ol 33T ol Ol O K gt oKL s 5 il Sledst Sy e 5553 g amils

Ol Dl 5 psle A1y


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

Ued 5 b (padl Jloa S )i

NXZV% xpxq

Cosl e glls Olles o8y S &8 uas
s by Sl o 503 S S pete AL
)i 2 5 5505 mlb Ol e Sl yllas] o
Potvin 5 Haddad Ly o5 S5 hash 3
Loy odd Syl coaS c3 8 Sy (Yerr)
il Sl S E e S Obles

O 8)Liles god 3 me ol QLS
am;lﬁsomrwluuw@@;p
wutrs Sho s o bl 5o s
WRlosgad  Bome Ol iie laaal= 5 sl
Al Clds ClS o Sla L ol s
A andllas 550 Slglinslan 53 Ohle L 5l el

A el Ol g3

W32 99

Slllae ws 31 edd bl loley el
WA Jle s ki O 4 &S o3 g o
Ohles 1y s ool @bl amslr s 3 1~
Gkl leallles 4 odiS axxle ol
ol 030 J:K.,.I (NzY"h)Qlj.@J e andlas 5 40
OS5 Jsep 5l Llwsla ol sl @ a8 L
5 orl o3 A eslial A e e e S
Ap el ez 0 E35 55505 80 Jlel L
el YU Ols 5l Culg 43 &8 A3 Jool> T
51 Jebd BB aslii n YEY sluad odd 5 58

/\~~><(\.‘\‘\)Y><~.o><~.o
z\“\.

S x(N=V+7'q, xpxq (00 XVAHO A X200 0

Rl s S S (Sl Do 4 bl
Bl slebolen 5l ad O K00y5 S s
S A e e g 08 S 3
o ealial 5 23 8 Gl sl Ll oy
oo o) Oliwslon Vwesle Balal (5,54 5l

“opp 5 0oy 3 Losgdoms 4 ax s L (7 oz oo

Ldasn Sl ol A3y (03,5 o S5 i
Lol eslanal ol 316 a5 CudS Ogel e
S hle gyl SHODASL LSS LB 5 juee &S
eslanal el atlis glaylsl ety 5 o 2e 5
b e gl S sl IS il
o3 S 4|l Parasuraman & et al. law s

V=AM
ﬂob@\b@bbwquﬁdw‘gﬂ
(CM=NOE dijls S 00 IS5 ,m S
)‘_):9 rOr ))).A b Q\)LQ.:J QLS‘)J‘ 3 C)bm\
Wicks (glgiass 4 Ol5 o dox 01 51 &S Lilosls
o lil Mostafa (OI,Kes 5 Bakar Chin
Yooh Jle s OLKes 5 Huseyin .(A-Y))s sl
00 Sledst ClS s G gl )
.osls fl}ul J‘J‘j PR 9 ‘_;’IJ_gJ dL@JL';w)La.:.s
50 Sholey Sl LlS Jash ool o2
serar s A gllbhesby 5l S
3,80 5 1y Gyt Oblen ollanl Wlazuslss
bl s Giass 58 OLea s Bakar (VY)W 5L
sbadl e oLl s Ohley ol fE L
Sl ST assel glaobulen 53 Oliwsles
Oasl Ol sls OLES Jass ol s Llesls
O SG8s ax g &S (el ey Shsl Sl el 1 SVL
So a e | Wheslen 5o Ohley o)
Jii: god 550 53 (V) Xles 50l Ol Ol CiS
Il S (Yo VDOLen 5 Anderson law 55 45
Ol S sl Bl Sledst iS¢ S
R oSS Slaad go Ol 53 Ola o8 &S
asly olast! Olbl LB 4l 4 Coaal

Jl}{‘j‘@bbiﬁ‘)ﬁ?&%d%%bw

WA= (53 5 )3T € o)loud Doy (wnodus 3)5ks) Ulrs Kb 2 poke oltsls S 3ol s 0aKiuls alxo


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

e sl 3) 90 Slgliwplon (b SLAKEL)S o Al wlodd wuas

S kS SIS 5 sl (Sl Sl el Sk
SUY Jsder 3 ledst iS4 by e sladd
e e Vv tv ) IR VNGV S -
Gl ok G Oy 03 g b BISE o 2o
w0 by OISE p S 5 (CVFA)Cwd il s
oot Il 5 Coglae Olde Sle
SIS oy ey ekl Lokl a3 i ol
5 (21/070)e s puns S35 L Salens Slod 431
Ss Mo Ulyn Sols 4 bypye SISy eS
Dlen & Sladst &) 5 S ol 4 OLS S
45«:}_<>wli Aoy 53 (promen el s (=V/0VY)
Sl e G Oy pdlel OICE o i
Cole w by O S 5 (CV/FOV)Cwas
NVl Sleme 4 OS5 0ol S
Flerxl b, SIS ey (el A 53 3y
3 CUAOOLles b sy e 0SS gl
sl ) ool 4 by SIS o S
ALy boays sy e UGy sl
RN N T P I VPO 31
SIS e 3 Ohlen Sl S OIS
g b 4 by GISE o mS 5 (A
VML ledssl 5 blys o o
el s

Condy Gy 45, ¥ doder Sl walsl s
s e OLE | elld &) kS sla el
s e w by gy L S
4 dbye 43, pS 5 (P-Value=:+/++))
el 03 5 (P-Valug =+/+ +))OLS I8 5 Sl
A Lalls 4 eiS anxle Oblen ulg 3
@Sl 5 e Skl H8) LD e
A (Sl oS Olge 4 5Ll YT LI, OLs S
O350 615 sne ¥ U 55 o8 (i gad Sy 45

RGN PR W B BN T

Cg= Laesls Lg)ﬂ;; Sy pmmen S Ol
wlilew 5 3l edd 4l Sl ClS e
Parasuraman, Zeithaml, Berry J| S5 o 3 Ikl
Olaabl LB (K5 Lol 5 slaad 50 L (VAAA)
Sl Cand g5 Jold aslides p 0l A3 S eslanl
5 R e VY 5 Garge s s )0bley
25 ol B Nl 4 by
Sheslanad b a6 s Culgh s AS (..:E.J (o shks
St B V=S LSS gl 0 s
J.’iu.? Japb- Wl 9 Cd; Oy g2 (O=JL1)'

ol s ol e Olyles Slaml 5 STl
s JE e Ok LKy ST 4 e g L
05 Ll sy Sde el der 5 o4 b
5ekd Laside opl 3l i OF olsy s slasl 4
gl bl il aul sise e sdge amls o
GWT i, 5 weliin n oLL Olsme cpand 3 3555
5 FLs S BT s o8 s S eslinad Flis S
C,-wJu M)J/\q/rj‘f ;,\..4)5"\0 (5)\>chw
il Sl dsd B LG 51 S «S ]
Jel>s 5 esls Jdo (gl 2 OLL s s eslaal 50
& Ope3l oy Dbl gledsy 3l bsesls _blaxl
03,5 53 Oka (15 e oy 1) s b O gl
Osesl 5 (Sleas iS5l ollanl 5 oSl
Lok, Jolss 51 S e e a8, l)oed b
Laly ol oo ad eslanal (Cleasr S gl
SHIBle S Dlpl 31 eslial bsdal s (slaesls

43S |k SPSS

sl
5 Sl oy 93 o L bl js adlas glaasl

WA (63 53T € oplous B9 (xodas 3)5k) Ol s S iy e oke oltsls (b ol ray 03Kduls alzo

0


https://journals.tums.ac.ir/payavard/article-1-62-en.html

Ued 5 b (padl Jloa S )i

bgiys sl jl Ay C13asS BED g JUATH «Slysl Sslyad aS3hs 2\ Josa
Ohe3 yeibs sle3lmylay s Oilesd CiaiaS @y

O yod cilo by
S S Sl
St 190

—v/e0 §/AL0 £/Y¢ Olen sl James (g 5med 5 S 5SL

—o/ATY £/ Y/ A e S g

—+/40+ £/ Al Ol slow LSS 5 0a 5 ol 035 axul )l

— /ANy £/ Y/v L3 kB laal, e o s
—+/08 £/TV AZAL St ol s oollas Oledr

=\ £/0 Y/YVE ol by U

“\/FA £/9A \raY Coadst 3l gl el Gy 0l 03 canilie

—\/eVvY § VY YA Ohlas & cleas &yl 5,8 ¢l>,u‘\ 4 OLSS (s 4B Ol e

—V/8VE §/80 \vE}3 Oyles ysel 5 Olslam LIS Wy o Lo s Sledbl

SLYARR £/V¥ \ra\s ol o3ls Dligad U Gilaie La)lS plnll

Olsab! il

—\/010 £/00 Y/44 ol s 35 L Kalos Sla il

—+/00Y 8/0t /44 Ml 40 bg e Sl (510K

A £/0V Y/Xe Oloys Osal ey Jolos 35 52 ﬁﬂ Jos o

—V/+V £/VY VY Ohless Slgoms 4 OS5 02l 58 LS8 @‘,i.-;wl%
~V/rov £/44 Y/r et bl S Gs Ol D!

/s £/YV YV Ol b syp 5 55 0K 5 woslas elazsl L,

—+/AQ £AY Y/8Y Olew b a5 5 53 OB, sl elazal Sl

IV £Y YIYE Sloss 35 4 Ol slazel o e
VY §/5Y v QLSS b3y 2 53 Sialsl 5 el |

SA/MY £ Y0 Ohleg slesol 5 iblye 4 ol ax

VAL 8/ Y8y Ol x| o g 55150 (8 ol 0351 onilie s
Y et £/ ¥/YV OLSLE (s 5l Ol iyl ST,

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

WA= (53 5 )3T € o)loud Doy (wnodus 3)5ks) Ulrs Kb 2 poke oltsls S 3ol s 0aKiuls alxo
oY


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

e sl 3) 90 Slgliwplon (b SLAKEL)S o Al wlodd wuas

boi)s sl j) s CsaS B g HUATI] «Slysl Olypad 35306 P Joan

O3 b slgiBw)lany )s o3l aSlyl Cilssd CudaS @

6118 (ixo o Gl 101 Slodd Cue 43 bigt 30 Syt
e SUAVY g/ove YV Y s Jalse
e SVATA £/00 Y/ Oliabl 3
YRR TARA §/04y ¥/ OLS,ls Sy
e —VEO E/YTR Y/44 Slodst prans
e -\/M £/10 i AV
e SVAYYA O £/0047 VEVIA sl &l Slodst oS

O3 Jeid (SledGmylayy )s Ca38aS (sl podld C1a@1dg Sy W3) W Jgan

00

Sk St

AFAR
Y/¢4
Y/YN
£/8)

Y/

ey Jalse
slazel C LB
oS8 5Kl
oo

Shes

SR OSSE iy s ge sl L Ol
(Y++VAnderson  slgiags, Cu (V0)sls
«(Y+++)Tang Nelson , Lim (Y44¢)Anderson
o (Yee )0, 5 Kilbourne 5 (Y++))Uzun
o L0V el ol ags bl 5
sgu oo dlgly Sloys y 2ilg Cleas glaas o
4 el 43‘)\ Slods v.:ﬂ.gs S g S ‘d‘ﬁJﬁ
“ .léyf C,,:L:SJM ;L;J)‘ 3 S MLJ; O'.’J'U

A3l e 555 Olesla
il (5 e 3 e e daadl e (o) 2 5o
3y Gy A5, 3 Cwds QS by s

-
Sledst LS ey s ol fl?,_;l BRERYY
L] e.);.:S W\Jﬁ L5-’<L3)~J Q‘)Lq.:.) 4 ol 43‘)\
5 Sl Gl Gl 3 andlae 3 50 LAl s
J-.!.YL’ uL:Sb:l )‘ L)bl.a,:.: Q\‘)Ua:.:‘ aJ».; W
L" oS “'-"-"‘_;‘ Q‘)Lq.:.: &S Las U'-’-"L’ ]
IS e Bl bl e SLs)) caes
s Huseyin sy C’L" 5 b ol
(Y MO ea 5 Bakar cpoomes (Y00 A0S
5 Joseph (Ve Vsl s sl 1 Ollas
bjgl_a& k_‘ﬁLS\JI .x_,.Sda a)L_,i\ (Y"V)wa

WA (63 53T € oplous B9 (xodas 3)5k) Ol s S iy e oke oltsls (b ol ray 03Kduls alzo

oy


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

Ued 5 b (padl Jloa S )i

S 555 e | ol Juls Ol ke ]
iz ol D 6 Jelss Ll s
53 OLS,S Ul oS ,Lis Ul (6515 e sl
L Ol pde pitns DL (5513 5 das 1S ns
5> oSSl bl 4 e 55 0Tl O,
A Aal e e Sl 55 OLSIS
- st 5y Jdes ad 4o (Yo r §)Gray ; Boshoff
03500 Olge Oblaw (obby L3 LIS,
(L sl 3 u")i‘ (e cde 4 ol (YD
FsS Do ) Sl Oliadles S U Laeddle
I I L e e e e
Bl Sy ol sk e (Ll Ol 5 (soles
Solboes b BLISI s p3Y Sl 5 L 5ls sl s g
s a4 slale 0bs & 1 Ol e s
Ls odd Bt slasliliol cyle, opl b

38 o ao g Slaw a sl O,

S 5 AR
e LS & lres by 3 0 ST s
el ol gt Sl s 2B Ll S o
sl @ ar g S el of 51 S tags
e 53 1 slad = 51315 Ol e Kl O les
S by 5ot o Shes 5l 5 33> byl 4 b
SN Cdd s Ll e ST bl gl e
Sl 5 5l Ole alols 5 B 2als o,
Cale 5 s Wl i a4 e Obles
B Al Olole 4 sdeme Slaxlie 5o (g boleg
N 0lpe TS5 5 5SS L rieas
bl 4 8 Ol pde (S Slawe laslyl
e Olse 4 Ollen ds 5l Slads coiS
3 e S aly by el Olsle (g it
b Sl i spe Ble da bl #ool

ol Ll S

adlgo 3 OIKen 5 Carydis « Anderson ¢, o S
Llos gad (Gl ady day (15 e L S Ol
SYF T 0l s ol glaasl L Glate o
il Ul Ole sl adlje (nl b adaily 5 (Y
Gasa s S8 b ol als e
b s Oy s Ol Sl 5 code
OF a5 OUT L QLS 5,55 1 ogm 5 5,55
spir Sledn iy el ey el P
S5 g Olnde sl el slaesss IS
@03 g O, Glaanal s 5 sl clis
Olesle (gl » ol ki= 5 gl St St
leosss S R Gk Sl OIS sl wadly
IS 03508 Sy A S et sb 4 S5l
St b sl i3 sl JUS 55 OS5 5 LSS
sbas, 5 bl a5 (e
e b bl g ens 4 cle oL

D @Bly pedpate Ll or pal e Ly 4ile e
e UL, laanal g 5 asls Sos pde ioman
b el Sl s oA G Jele s
4 e Olpde (G55 o OF 5 o 350 el
g s pl 5 ol ey LSS gl
Sy B oSl OLS,IS ey 53 b a3 S s
3 peds 355 8 55 5 es s sl OBy bl
ol Ol 03 it Sl e ubor) S Jae
Oeomed L e pels aese pl 4 50 OLS LS
3 et B8 e Bl Sl ey
Gl S e (8 B 3 aas b
& ela s gt s Cdde sl e ols S
W B e o5 2l 2 &
OB S alys 6550 5wy (s Ol o e
Shael o xS (Yero)Lau (YE)ssad olal 50 55
S bt coiS claadle Ola 55 eld S

S Lol 51.(YO) ol 03 S Olge o35l | o

WA= (53 5 )3T € o)loud Doy (wnodus 3)5ks) Ulrs Kb 2 poke oltsls S 3ol s 0aKiuls alxo

0t


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

e sl 3) 90 Slgliwplon (b SLAKEL)S o Al wlodd wuas

&bw

1. Wong A, Shoal A. Service Quality and Customer Loyalty Perspectives on Two Levels of Retail
Relationships. Journal of Service Marketing 2003; 17(5): 495-513.

2. Sahney SD, Banwet K, Karunes S. An Integrated Framework for Quality in Education: Application of
Quality Function Deployment, Interpretive Structural Modeling and Path Analysis. Total Quality
Management 2006; 17(2): 265-85.

3. Tabibi SJ, Ebadi Farde Azar F, Khalesi N, Torani S. Total quality management in health care system.
Tehran: Jahan Rayane Press; 2001: 2-3[Book in Persian].

4. Sadigh Sohail M. Service quality in hospitals: more favourable than you might think. Managing
Service Quality 2003; 13(3): 197-206.

5. Ford RC, Bach SA, Fottler MD. Methods of measuring patient satisfaction in health care organizations.
Health Care Management Review 1997; 22(2): 74-89.

6. Ladhari R. A review of twenty years of SERVQUAL research. International Journal of Quality and
Service Sciences 2009; 1(2): 172-98.

7. Parasuraman A, Zeithaml VA, Berry LL. A conceptual model of service quality and its implications for
future research. Journal of Marketing 1985; 49(4): 41-50.

8. Parasuraman A, Zeithaml VA, Berry LL. SERVQUAL: a multiple-item scale for measuring consumer
perceptions of service quality. Journal of Retailing 1998; 64(1): 12-40.

9. Wicks AM, Chin WW. Measuring the three process segments of a customer’s service experience for an
out-patient surgery center. International Journal of Health Care Quality Assurance 2008; 21(1): 24-38.

10. Bakar C, Akgun HS, Al Assaf AF. The role of expectations in patient assessments of hospital care: an
example from a university hospital network, Turkey. International Journal of Health Care Quality
Assurance 2008; 21(4): 343-55.

11. Mostafa MM. An empirical study of patients’ expectations and satisfactions in Egyptian hospitals.
International Journal of Health Care Quality Assurance 2005; 18(7): 516-32.

12. Huseyin A, Erdogon HE, Salih TK. Gearing Service quality into Publice and Private hospitals in
small island; Epirical Evidence from Cyprus. International Journal of Health Care Quality Assurance
2008; 21(1):1-14.

13. Anderson EA, Zwelling LA. Measuring Service Quality at the University of Texas M.D. Anderson
Cancer. International Journal of Health Care Quality Assurance 2006; 9(7): 9-22.

14. Haddad S, Potvin L. Patient perception of quality following a visit a doctor in a primary care unit.
Fam Pract 2000 Feb;17(1): 21-9.

15. Joseph M, Stone G, Anderson K. Insurance customers’ assessment of service quality: a critical
evaluation. Journal of Small Business and Enterprise Development 2003; 10(1): 81-92.

16. Anderson EA. Measuring service quality at a university health clinic. International Journal of Health
Care Quality Assurance 1995; 8(2): 32-7.

WA (63 53T € oplous B9 (xodas 3)5k) Ol s S iy e oke oltsls (b ol ray 03Kduls alzo
00


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

Ued 5 b (padl Jloa S i8S

17. Lim PC, Tang Nelson KH. A study of patients' expectations and satisfaction in Singapore hospitals.
International Journal of Health Care Quality Assurance 2000; 13(7): 290-9.

18. Uzun O. Assessment of patient satisfaction from nursing services in a university hospital in Turkey.
Journal of Nursing Care Quality 2001; 16(1): 24-5.

19. Kilbourne WE, Duffy JA, Duffy M, Giarchi G. The applicability of SERVQUAL in cross-national
measurements of health-care quality. Journal of Services Marketing 2004; 18(7): 524-33.

20. Mohammadi A, Shoghli AR. Survey on Quality of Primary Health Care’s in Zanjan District Health
Centers. Journal of Zanjan University of Medical Sciences 2008; 16(65): 89-100[Article in Persian].

21. Mohammadi A, Shoghli AR. The gap between expectations and Perceptions in components of total
quality management, in the hospitals of zanjan province. Journal of Zanjan University of Medical
Sciences 2006; 14(54): 32-9[Article in Persian].

22. Karampour A. Evaluation of the quality of health care with developed model gaps quality
services[Thesis in Persian]. Tehran: Higher Education and Research Institute of Management and
Planning; 2004.

23. Carydis A, Komboli M. Expectation and Perception of Greek Patients Regarding the Quality of
Dental Health Care. International Journal of Quality in Health Care 2001; 13(1): 409-16.

24. Andaleeb SS. Public and private hospitals in Bangladesh: Service quality and predictors of hospital
choice. Health Policy Plan 2000 Mar; 15(1): 95-102.

25. Lau Pkhatibiakbar A, young Gun D. Service quality: a study of the luxury hoteles in Malaysia.
Journal of American Academy of Business 2005; 7(2): 10-46.

26. Boshoff G, Gray B. The Relationship between Service Quality, Customer Satisfaction & Buying
Intentions in the Private Hospital Industry. South Africa Journal of Business Management 2004; 35(4):
27-37.

WA= (53 5 )3T € o)loud Doy (wnodus 3)5ks) Ulrs Kb 2 poke oltsls S 3ol s 0aKiuls alxo
ol


https://journals.tums.ac.ir/payavard/article-1-62-en.html

[ Downloaded from journals.tums.ac.ir on 2026-04-11]

e sl 3) 90 Slgliwplon (b SLAKEL)S o Al wlodd wuas

Assessment Of Health Care Services In Quipatient

Clinies Based On SERVQUAL Model
In Hospitals Of Tehran

Tabibi Seyed Jamaloddin'(PHD) - Gohari Mahmod Reza’(PHD)

Shahri Somayeh*(MSc.) - Aghababa Sara*(MSc.)

1 Professor, Health Care Management Department, School of Management & Economics, Sciences and Research Branch, Islamic Azad
University, Tehran, Iran

2 Assistant Professor, Mathematics and Biostatistics Department, School of Management & Medical Information, Member of Hospital
Management Research Center, Tehran University of Medical Sciences, Tehran, Iran

3 PHD Student in Health Care Management, Young Researchers Club, Islamic Azad University, Roodsar & Amlash Branch, Roodsar, Iran

4 PHD Student in Health Care Management, Young Researchers Club, Islamic Azad University, Science & Research Branch, Tehran, Iran

Abstract

Received : Sep 2011
Accepted : Jun 2012

* Corresponding author:
Shahri S;

E -mail:

S_shahri 43@yahoo.com

Background and Aim: The provision of high-quality services is considered as
a prerequisite to the success of responsible organizations. Using SERVQUAL
model, the present article seeks to delve into the quality of services provided in
outpatient clinics as judged by patients in case-study hospitals throughout Tehran.
Materials and Methods: This is a cross-sectional descriptive research in
which 242 subjects were studied at the outpatient clinics under investigation
throughout Tehran using a standardized questionnaire named SERVQUAL (1988).
Results: The results of a t-test revealed a meaningful difference between the
patients’ perception and their expectation about 5 factors (tangible elements,
reliability, assurance, accountability and collaboration) affecting the quality of
services in clinics. The patients rated ‘assurance’ as the most important factor (4.41)
and ‘accountability’ as the least important of the 5 factors (2.21).

Conclusion: The results indicate that the application of SERVQUAL model
enables hospital managers to evaluate the quality of services as evaluated by
patients as their most important clients and enhance the quality of such services
through proper planning and removal of deficiencies.

Key words: Service Quality, SERVQUAL, Outpatients, Hospital
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