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ABSTRACT

Background and Aim: Quality measurement and management has chandexldoe of the
most important topics in health care today. Thiglgtaims to analyze service quality through
Importance-performance Analysis tool in selectespitals.

Materials and Methods. This is an Analytical-descriptive study. Reseacommunity was
all admitted patients to four hospitals during eafic period, the sample of the study consists
of 284 inpatient person selected by stratified cemdsampling method. The main instrument
was a questionnaire consists of two parts "impegarand “"performance” with the same
items in 8 dimensions. Assigning the scores forheat those service items in a two-
dimensional diagram with four cell, each gives seguideline for hospitals. SPSS 17.0 for
windows was employed for the scale measurement.

Results: The results of the study indicate that the mogpartant dimensions in patients
attribute with 3.55 mean were for "accountabiligid the best performance in patients point
of view was for "responsiveness” and "reliabilitfhe key dissatisfier with least importance
and performance score was for "service organizatath the mean of3.11.

In analyzing service quality, reliability, empathgssurance and accountability dimensions
were located in Cell I, service process was locatedell 1l, service organization was located
in Cell Il and finally tangibles and responsivesie&mensions were located in Cell V.
Conclusion: Application of IPA to these data showed that depelg service process
management system in order to improve processreicsedelivering is important directions
for hospitals to work on.

Keywords: Service Quality, Importance- Performamfealysis, General Hospital
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