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ABSTRACT

Background and Aim: This study was conducted to assess customersepions of the
quality of services in clinical diagnostic labonas.

Materials and Methods: Based on the SERVEIMPERF model, different dimensiof
quality of services in terms of performance (cutrsituation) and importance (weight) of
each of the dimensions were assessed. A sampl28p&rsons consulting Tehran clinical
diagnostic laboratories, selected by stratifieddoan sampling, was included in the study.
Data were collected using a questionnaire.

Results: The customers’ scores for perceptions of theityuaf services and its dimensions
were higher than average. Dimensions of reliabiNith a mean score of 3.49 and that of
empathy with a mean score of 2.73 were considerée the highest and lowest dimensions,
respectively. As regards importance of dimensiofsservice quality, the customers’
perceptions of assurance with a mean score of Avi8assessed to be higher than other
dimensions, while the dimension of tangibility vih mean score of 3.983 was considered to
be lower than other dimensions.

Conclusion: In can be concluded that different customers ddhage the same perception of
the various dimensions of quality of services aaddt evaluate them in the same way. Thus,
the differences should be taken into consideratitren designing plans to improve the
quality of services and deciding about prioritidsseems that the dimension of trust in the
customers’ perceptions of the quality of servigeslinical diagnostic laboratories is the most
important and the first priority.

Keyword: Clinical Diagnosis Laboratories, SERVEIMPERF mo@&srvice Quality
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