[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

g3y dllie

WAV Jlos 33 52505 e i (poguad 9 (93 Sl20l5ko,0 )3 (2 s Cufag CulsS (o) 52

FIblas &5 dame M3y (5 ppdre Az A5 (7 Hgisw (pane o 935 031 5e0E Lic

pode oKl ( leyy ilagy ladd cos pie SlLadng 55 10 (ol iol Codlw Cypie (igal g (ode cdad ( SCij Slay Ml g Co e 0aSiiil o ale Sl gude—)
Gy Gy (S pode ol 'ﬁ‘lo‘d\chuaBL»cA_ﬁx,\a‘r,ﬁ)yu —ole Clab ¢ Sloyd bliny Gledd Coy e aass (658 (oYl G G (Sbgy
Sy pole o8l ¢ oyl ceMw cospia (—Bjgel 5 (ale kb ( Siin Sl My o e 008l ¢ Sloyy ilige ledd Copite (w8 gm0l

Ol Gy Gy (S porle oKl (g5 gmednl g (mnjylo] 09,5 cibligy 0aS il (ol Ctd gaeF Lol Gy Gy

Sloyd g idligy Clasd o (Sibyy pole olSiily ((Sbjy Sluwy Ml g gyt 008l ¢ Sloy (idligy Glasd oy pio 09,5 ol (g yplas 4o is 1) ghino DN 933
Khadijeh.motahari@gmail.com : |« -AVFOYOVAVS 2 al5 ¢ 15

AAVIYA: o pdy  AANF/Y el yo
OA&
il o Ol s gloniboly (codiiS meni (O] Cmas uw/au,;,c_;,fgzj,_xdwugﬂ G g 1 dn Ao
.g.:fl_’ulj_u:ﬂ_.: Mﬂjﬁd}rﬂj:duagbj.’); C g CmlS vy s L Sl gasJlls

99 Il ol 5 o et () Ly ol (oSl LKl 5 45 pmdiloe bilni= i 3 g3 JST 095
G35 555l B PAL g o A Ll VPV s 5 (g s g3 (Mo 5 25y 5 (3 i
i SPSS J/j_i/fj_ij/ osld ) Lo Lovoosls .dads osliw/ Laos)s ‘_;)_;/c_«e Cgr G g €S 3 i) (g0l i
S ko 5y i ¥Y

L00/Y1EN10/) 0 5 VO Te IRt L il i s e g g 93 (L0l g o oyl CddaS Ko :LraSBl
55 s IANV/COIANY i o (sl oK ilo y5 3 5 INE/ ANV s slnolKilo s 43 (gbis] 5 oS e Kl 5 g
sloaoly I (i o clnslKiloyo 4o IVV/Te FVUVT 5 (s (slolKloys 43 Olylaay jI /VV/EOFIN/S0 (i et ) 5
g laslloys 5 IV ELN 0 /00 ps lnolSloys 43 g:;l_a.l"vw(fc,.“«éf{j_‘euja il el e g
e 719/1649/17

STy ) iy (33 ST g0 g3 S o Kileo s e F s gto Gy g Slads S S g S Ao
(g Sl oy 3 Lo CF b tnm g il (6 gl (S 2y (S A 0 OVt 25y (e e
i dy Sy il 5 Ol 355 it ol oy s s lttolig o ot 5 i) sy (S lais ) 03 L]
o 3L [y ol lo ys g3 edi g dOlo;

T P P L (R RICRp I IO X g151 L 51PN 4

3

LRV

L b mals s 4 (obwd gyl o)LLl
Olead b o3, [F] 250 @)35’39_?% =l jl ool wl
» JJ._A O_J)J.))J)K)) 5.)...0‘.;.; 9 ..\_;.Jl).ﬁ ¢)LZ$L4» ‘54_10.0- )2
aS cowl sl slacudlys coas byl g iovw
Ll sl sl 5lccdlye coas b))y o S
pLoml T8 By dy s 005 95 €Sy pil ]
Lo )5 aoly 4y plxlyw 5 00,5 €S > s 4l
;u_;..\.’lzs.) JJ._A wl_.w‘ — .)HL;Q I”“D 0dld c) T

Il ol oless 4 S el glaue; slize 4 jlidluw

2 Donabedian

A u’l"’ P g o)‘.o..fb ‘PPBW 0)9.5 AA ),uLa

Sl s eb g a5l e B &l 3 a Sl o
=k dilee By 1) ()T c By ISy 48 Al
8059 S ¢ aiiligg slacdlie cas bl Lmui
=l oless glalojlw o wloss gasl) wll
2 bl 3> YU e U il codlie 9 cl
)‘ ))‘.) &= )L.o.u ¢u»‘._.u:‘ u_)‘ = D9y )l.o._.wdo )l._.o.u
oala il i oy e 9 leyd ke « Ul oy ino
CatS Cygygl O] cl gytas Sloyd— cdlagy plls

5 Lajls (ojlwodygly |y Sloyd— sl clacydl,

' Qvretveit


https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

w SBOLSLe 33 )3 (b jw S 39 CrdaS gy 52

Tk 0855 w5l 9 £98 S5 (et 19 )1ys5 0
a0l whylgel 5o ¢ g isy > Cedlw Jao0
ol wl dy y 5 jin d g8 o Jad sl i wylon 4
olodd cas L)l dso)licl gla Joallygi w4
S oliwylon (99— 4dyoh 5 (g3 sLolSleys )
IV el hlaw sl (oolaidl bLad ay  dgo

Sloml jlwaisej 4o cndsS L (2by—w Ciis
Codl 0 slaacs g O‘)l_‘o.ﬁ 2 dweculs,
P Joo5 g)b 5> adgite (ol dy dagh 2l Cig
ol a5 3ys0 Slnd 5l Sy el ) e Cuod
Ol b 48 Cl g wless i (L)l 2, b
Ol_n)‘ Ods Lalas L;)‘l_,.».\ﬂ.\jl’:.w] L;b_g L;‘:.LerwJI)g_wb
95 48 oud 4l (g)ls PN (dlaie o925 9 Cig
Pl iz 93 1) G hg caS (sasie Canl
il 4SSl g cong codS Ceal gl ol
oo 9 S—55 bL)l 300 comge iy CidS
ohloen sl il ollon (sancals; iljél
ooy § bl o gLl o i alS g S S5 4y
Co g CmisS (s =Sl sadllas jl Bus g 5
R e Sie (ogad 5 (9> Laoliley 3 (ol
Do WAV Jlw o 5y

BIL-TY)

2 hie g od Bl (i oy (iaoh

—oled Jolis i mgh (gdmol> b plosl IVAY JLw
bse 9 ((maass) by Gy el pleslite
9 9> slrpbwlon (2w OBy Jolod hnghy
g0 sloliSleys ploe jl39— joyd Rd (ogad
5 o lE—s g) Loy plosl lag o low ol8—ley
ol (Hlellon g 390 7 9 (Hg> pise | ( SEL
bl ages Clswsl cogs (—8olal ygods ( ogad
u_>|)% oty 9 oL ‘G_Bb sle jaass as olsal
obee 3l (ol 4B ez sl jaass) (8355 5 (oges
Sledlawl L dsges poes 50 oLl d5->90 slea s,
92 =V q =210 P =o/d lsgyie Ly = 280 Jy b
39l 85 YAY i dy s ol (gdnols ,3d = +/+0
3p 5 Lntiges iy JLaind (38,5 15 3 Ly i
dob iy Fov ol o5 oL 5 o 8L (sladol iy
spbs ]y sl fnyy 8 AP el )3 0035 ojy
cpe Loyl as by aledbl g un S | WSS |l
sboolSleys 5l s Jl5Sley 3)ly Jilos 5 apo
=23l g 8 b Hallon 5 35—k e Hli—5
Oyoiody & VY ol b wjlow 2 0 o iasd
plal b jlow 31 (bl (gdTiged us Clsesl  dolas
ol L5 (o Bb sl paass I S VY (g) Lo,
P88 SEb Glwlon jl 5 39— (ceges 512 5

PRGOS N TS S AR WA
Sty byl Jte 358 oo plosl cuslio sd s
gy Lo asly ylow (ogad vy s g jlen
0 X5, S oyl
5 by olawm g by bl g oloj o—ron
Gt i jotaiody oy sl ga e bl o
Olalllas alos 1o oolawl by S ionw
Tuis B Sleyd o K o g ye s (g4 Alas 4
Sl o] ot a8 5,8 0, Ll VWAS Sl )3 jo pi )]
iy A gasly 9 el B sl codS slaailge
yoiS )5 g U3l 5 aplite saallas gam 48 el
CoaS iovow gl 5 bed Jis jledleiwl g (s ol 4
9=l oabploul lalllae 5 i i e 8l oleas
ol golwl yo a8 el Blosd coas iow sla i
3l wless 5l b e Cel,Uanl o TSl e sl
sl dploul ldllas ales jlaneS lodd S 1y oas
—=byS g yloal gadlas 4 flos 0 dinej )l
3 (s —hie B D95 g) 3,31 ool Lasil 5491, pae
o Saee) 2 )9S pls g sl e 5T S0k
w‘wﬂsbum}]%wpgug))wd
i O3l "o 5 9 JuglSSl adllae )5 [3 A
oisu p oleas IS coas il G S 5 ol Lew 8T
Olalllas , 58T 0 [Ve ] 25 wogad jl o 5 i g
3 SERVQUAL
4 Perception
> Expectation
¢ Jabnoun & Chaker

7 Yesilad & Direktor
# Angelopoulou et al


https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

ol e 9 9:&5: oé'}a)‘.ﬁ Le,

o =S 5 oled 9 pledn) e g 4
5 5 a9 il 5,5Vl (oass x oo 4y by ye
l2olleys dy ou_Samslye YA I ¢ il cmdyg
O PS5 )PaB o8l o St (50 9 (opad
\,...,...—\,a..’... JDL—M LS‘@LELQ A—A])D 8> 3|
&y D8l SIS caanlye Comsg Lo 5l aiiih legs
B39 03) 8 dsalpe p 15 3500 (Sleyd 1S 50 4 )L (-l
—=slein] ol gdan Gicde coou B iSanl . S
Adg (IY]Y) abiessy 5 (IYAID) coMaw gdayy (1FON)
Sl BaSaslie 4o 5 i (CogSw Camdy y1ai
() Joaz) 4ng balig) LS (5 565 5 5y 2
Cpg oS cas e a S ob s a s mols
P /AFA) ou S dwnlye Jais g (P=+/NAY) &M ass
Oiber £ 92 (e 9 Sy (S CdS (L
J_’>bo 9 J\_Ai).) cbli_BLO).) &9_J “_Lw).: Lsd&)l_») cd‘d._n.u
Pl oless coas GBS an e «Sb i sanlw
g iS5l Lol Ll el s o8y Y L wodg
dayp i plw BasiSamlie Dy 00, Sl o il
IR PR - PRLIY FPIN L G-I S5 [P -5 PR B LIV
S mixe LLS ) ¢ iemgis 5l oacel cmndy gl Lol 4o
Sdon g9 5 b hlon Ciy I ciS Gl
ceod ol 8la S gysbay i vy ng B0 S Al ye
3)91)_;)_’;.9‘4 ly A ctS  sloin] 4ol (gaon ida
K ol cns (- Slhe a0 i mols S
9 9 slolileyy ploe by cmpg gild g
9% 351053 by Sy )3 L g il ciS
CudeS Gl (53 sine NS 25 (moguad 5510 I i
oy 9 (9> Slaolleyd 5 ol Cing sioly
— o0 9] b (S caS (P =+/AAY) ais osaloiie
dglie 0)50 (ogad g (93 (SLaolSiley e (g
oS i P/ e dy ang L oS CB S 8
duo&u).) )2 ua..,«a.?w Q‘S\..w)) u:b)..w C— 9 L&’K
53 0BT leyd 13 obyw copg (S S 4 S Gy

(¥ Joiz) 252 (mogad I e

N @Lu ‘P o o)Low’B cf9.>9¢;‘.w¢g 0)9.) AA ).ul:

L Laesls d)?i&"? Das ol (82 S jaass
T Sl 90 3D i (sl2olSSlopd > 5ioee jg>
y9—o 530l 030,85 ploul asl iy (sl wwgdy yiac 4
9 )9 > Cound S Lol L;”]C_A.} Cge odlawl
Copng syldlo caas Jisu Y Jols aS e oK en
S8 Joalgiass (33 x5 el (425 5)
09 D550 g 8L 0 gl ol leialy wcoas
Jo—a> sl p3Y slaanl )b o olpn (a5 Y4) sal B
o5y jl IS ga s aaly (4035 Y) doly g ¢5low
D9 dwo)d Siygao dy cul_wT );_m.n.: )9_b~odu cl.(buu_w)J
=Sl (b Gl S 90 iy sl 48 Syeo
dLbuH)) LS])—’ 9 K] )9_'&.}.@ Lo 9 ARE: u_u)J 4
1) 9 O 9 s oo o 15
(+/AV) “CVR g (+IVY) *CVI saule Ly )] lgixe
b_wy cbol;u»_w): dl_tbd«..:)f u’_nl‘w [\]L/_wl ol J\_»il;
S sodalie g Ghlen L aalas 30,k 5l S gk
Olase e b eSS ()l (ol ygiiwd) Sl e
(Uipoh (gdTgel) sd iiSCuig Kb K815 900
zlyi sl by cwd S 3ok jlca b, a0
Oy S g S (gdol iy (8,5 oo
SPSS 5 8ls 5 5l eola ol Ly odd g )yglmes (slmodly i
Sl Ledly caogy (glym s Jdod g 4 350 VY ase s
oala ol jlixe By 56l 5 o Slio diwlne lyg s ¢ Jolis
ISl P=r/o¥ ) NSy =g mld (gl gl 0
bl (ol 9 Gimgly (sLmodlsy Jloyipé o jg
5 il sl kS S S (sl sl
sbaggesl jlmogad g (9> SlpolSiley > guely

laassl
Sl YV i er ol LS by 1) YD/
3y 20 IAYIY oS 5 039 Jlio 55Ty 4y 50 iSanslys
boyo (Slolyd 5 i «Masd o y 1ai 1o idg

° Content Validity Index
10 Content Validity Ratio
' Kolmogorov- Smirnov
12U Mann- Whitney

13 Shapiro-Wilk


https://hakim.tums.ac.ir/article-1-1883-en.html

=...5hol§3b)é)é@gw@.k9%i§w)ﬁ

Glaase) (sLauiis g by yes Cu g 1S Cudas Bl yl Y gus Olotass S8l S 5o sla S5 9l S g 88 N J g
ol g IS8 9057 3 oaldlioal by Fighas 9 dillades

. (302) Syl 3 R
S sine o @il gan e J
Jbo olowy g S
YE-IF (VE) YA o
E-YE (Yo/a) - 3y
FE-TE
OF-¥F Jab
s . g (AVIA) ¥¥2 Jale
e VE_st (\W/T) ¥V 3 e
YEl 5L Mg
Jlo Sy oy (3/A) YA Slgus g
Fa-vE (YEIV) N Y NV
FF-ra (F¥/Y) \YA ol
<IYAA Y Fa-¥f (V/+) Yy olodss
LA (VA/R) vy ol
oo (F/¥) Y SYL g ulid
Ay s i
) (Y-IV)A- SHI
\ . (d3/5) ¥Y- Joails
-hay ‘*L’”“L’j (VYY) FY o)l
e (/) ¥ i
ol J YL (#10) va g 0ils g jgel il
)lfd (Ul"y) '}“’])J
S5 (YO/Y) YA <Seeonn S
Jsals (YAI¥) V-4 Ve VB
a)lS (YY) AS N Qevyoon =Y Dovyoen
il (¥Iv) oy SYDe ey ee
<IYFA 5 -
sl
5> yih Ao
(YA/B) VN - oMo
o (W) £y LTS
¢ do sl (F0/1) \Y¥ bl el
N Aoy lé (£/V) VA oo slogys
»bo (/%) ¥V (aaS T (Sl ecgjly9:515) ol
oliSLo))
o CogSaw Jore
oS (Fv/o) vED s
oy v pos oo (3JA) YA ()
e - . A
s (YSIV) VoY by o
Jlo Sy sl
-0 - - " g .
- Slase) slayadde 9 (ol pe Sy S Cudas LG 1Y J gaa
NI g (e (90)) O oaldieul b ailla g
oo 1y Vo-Y- .
Yo-vo Sbisixe gdaw ool osle! e
>Yo
Jabs
T A “Voso 2
[+-Y ¥ L)
b2 b slowr i
2 ol <IS¥A o
(0leg?) %ol —-/¥0Y ”
SFeuens Sl
Severe),one,n
[ SRR oy PN Sy i
ofoo¥ ¥ .
VDo oyees=Y Doo,one JFYY UMY 9‘
SV Dee,eee Se

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]



https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

ol e 9 9:&5: oé'}a)‘.ﬁ Le,

(o—izpd Olalas o ol leden w358 5)l5 S
byl jlow 4o dmalye g cls, Lioli8l goaas >
il blsd a3 S ol g d dpoa ]y g
Sy Ml J929 b )36 5 ol)len 1
DYV YN 0008 flaie g Lisw o aleds cojg
size (5L aolSoL 5 0 plodl E P> 4 d g Ly
N0 A] g (JIsS gm0 Jo) e 1 hla STpol o L]
49 ..\_.Su.o ) ‘) Cod> g,‘_&.f cJ|9§9)_w JJ_A [\;’
S g5 oo e 3510y 0 Landaly 9 dlie S
lallas il Lo ygi8 )5 o) 51 iy godlaal J¥s )
29810l g i ji 9 VNP Jlw 3 5 S)le g Ll
2 aS e 5 (b e 5 TS 5 ol
ol sl i )low obyw laSadS VY Jlw
SERVQUAL (go4 i85kl (sl yiwy jl odla_wl Ly
Ohlew yaie jload ;S5 wlead IS coas wd plodl
=l S 00 b pdaie SHIAT il g tie
San y ol i agh claasl Ly js Sie Gl dlas
Ages chae oS o ) @ ylie S YD VANV las
b aallas 3y5 0 )0 oy unen il cglate )il
JAS 5L ..\_a‘yu.o aallas gly o] =y o5l ‘QI)L{H@: 9
Jo25 £k sl )5 153 a8 s lon il 039
1id g 030 1S90 Sulin wlosd ciS ol gainoj o
aS) ol gadlls slaasl oS cosly jLlnl e o
L (oas plonl Joov 5 ol Sl gy o ¥ Ly
Al @gliie (Jov b Lel U g i oladlas
Olesd eSS e aS o s Laooly Julod ol
oz ols oz J—te (S5 900 Sbajusie 9 g
Ol 295 adlllas ol bl o hlSen 5 (LS 45
Slodd Coas GBS § SMuass i e e 4 S aiib
sdalin (g)b dxe bl cwuasS GBI g Jad e 9 Cl
Mo 5 oy S s S b
9 ohlew lawgy ond obj)l Glead curs e gyl oxe

14 Butt et al
15 Regaira

N @Lu ‘P o o)Low’B cf9.>9¢;‘.w¢g 0)9.) AA ).ul:

39 =(r0 (09031 3 oldliend Ly 6lS3Ls 3 £ 95 (pubesd 53 a3 31 g oS ¥ ga

s d")“'_i

+ ,lxs Gl oo

. cn: s Prand
Sldore el oo

oldlo coas

.k A ;
ooy —\V/AvE Va/F- £ uJ?f
B+/Y5 £ \0/ - o
] b CuiS

A¥/A £ V- ;
oo —¥/fYE ! ! o »
A0 £ AVY ot
ol CodeS

YY/¥D £ VA/¥D ;
AIM¥ —.N\¥5 ! / Ay
VYIS £ \SIVF S

B = Ry K3 b
oo -ARSY YA¥END 2
SAUSE £ A/v5 oy

(LI 7]

—wll (g0jo > S (sl lacddlys i

5 Gl Sl alass slalojlw o ol oss ga sl
s bl 5 YL S L i tligy cadlyo
O e 30 3 slen (bl ol 1 g5 Sl
doles eolawl b3y g 9 loyd oy i (LI
aSob i (i mgh ol Jols ol VY LY )]
s 1Sy 3 ZSYIAY S o3l e i Sl
A D0 IYE Lyl ogad Sl 3 g IVO/S
3 35 1ye > L i (Sl e S5 e
oo e asies ol 3 35 (mogad S I e
Ll oy gsbiol 51 S 4 il 3 plysie |y
a9l 5 Eo—s L ol ol pllas o o0 25 b (sl
it sis53 i 2 s Jy 6 ¢y o (05
2 9> slagliwloy a4 8L o wass o)L el
Sl oy (5L 5 Sl Slass 5o
P oless cas slar)l sl foslljgiwd 4 g0, S iy
Cjy iinld CoiS D (6T ke an g dpelSiley
S oy jS1ye ) e (9> 5STe 3 5 by
g0l (S aSplana g Lol pas
Slats S L) oM g0 gyl sLndilgs
Obej ©ie inl38l (gaine 3 (ogad e (hlon c i
LSl Gle5 ce el jLLanl loj Cde Al 5 cm o
cilsy g dnlie il el s Jale ol
Co Sl el olime bl odg oLy 1018 5l o Len

2 b iy iy Sl el cona o8
STy o lesd coiaS e ( S jobas g (ZOF/Y)
sbagiagy L alol gols 9o (ogad | e (g
5 e Ol g g Ol 5 e
Cold) Glime 45 hlSen 5 (B (oo 5 oS
—esad jl ) Soka ) (Hgd 551 p» Cless cisS |


https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

w SBOLSLe 33 )3 (b jw S 39 CrdaS gy 52

S S Az

cedS S 5 Sbe codel Cddy ol 4n asg L
N =oke 9 sbglizwjlen ) by Cmpy
P by Shg CdS 039 (ogad lagliw)len
505 Sltel daly gl L a9 ) (ioguad S5
Sy gl S Lol )l gy (i S d s
el 513595 0 6y Gy S (9 jSTpe Ay Cas
ol adlas )3 ogad 3 ST 5L M e dtas
(=l dm amg L g (adca g (sl (S b Ll
sebaie an |y (Sll8l ol oaad slaliw s loie
Al caiun; > Liogad s g oladd ciS 390
9 oyloj) cons gal)) slaail s Lyl g 09 by i
O 1) (o e g OBy o aaliyy By go90
0] Gy Glapi s jledlalwl oLl 1,2l
ul_A) .))91)_3 u»l_w] — Ry dudwb)) ‘T"d) 9
0d—b (gdgle) yg—de 4y GBS plil g L 39—
D9 xBlg A _uh0 duoj oyl 0 XSl e 0B Sleys o
LA_MJLM L;l_ca;i..&.» 9 ‘_Q»J.\.n )‘ oala ) ‘L)—"‘b'f”'b
Syl Glosd ol L)l gl wons copie
‘5)|3§Cuugm|.3.b.§)a gsl.br,.z.o..a} 20 5,8
o ‘ol.E.; PE)
o—ldaa st wib edan>d dllhodye o
CoMw pl L Jo o5z b ool ol 5l Jlw s o S
Cgonl aSByl5s 00 ISl U oo g 4 s
ot gors L |y Joov g b st ol (i

de—g0 pibaly SledMbla >, sl a s =Y
CoaS o) iomgs oyl 48 L] 5l Sa Sl aslal
0y 2992y (mogad 5 (9> 5810 53 (Dl Cog
2 u—i’))—’ it A Sl o ol 5l ol zols waly )|, 8
(mlpl ety )8 (o gte Cmidg )3 (ol oy
ObUfC,‘_wltw d‘)_g Gl 0 lg oyl (g alllao
b Gy i (LB g4 ej 3 ogad g
ol yinot sdol Cwdds =l dn asg Ly il

ce ohles by oy L sy Lol b oMol
u.»l.s)_w Sy LSAAL:DH U_’9J‘J c)Uaul UL’") u,u_b.»l.{

ool [YYR] 050,50 snal e S8l S 500 (sl pusio
Lﬁ)bu—"‘-‘" Jol_u)‘ g)_,.o'ls- B9 )l ol Cwddy a_;l...»
e £95 9 2l Ohlew cm g (A S Gl
Sy 8l a S glaigSa i sdalin BaSanlie sdop
ey (S caas (sloinl el gdan idg s
Slallas slaal, Ly G5y ool @l ain)S 50—
)M (Sl ed dyBimac 5 55w 5 ohlSen 5 logl
aS cowl (b ol sl Lacw ol gy ange
b g9 bl pgslyn sl adlas sla 4l
5 hlSen g =)l Glallas Ly lodd ciS g dop
)2 u_».bw.m .[Y\p ,Y\N] ))b u_,b&ﬁ,m u‘)u 9 ])_él 9
J=w 5 ohlow oy (A s e psls gadllas
(el 09 g gyl me bLI) Ba Sl oS w
Sy cmld) g (IS CdS Sl Gy pd
L wlye o1y 30 a0 5 jeiew gaalllas Ly 4 S i ib

ol 4 dllas gl aabl (M uas maw dy5o
E.L:_w ul_..a )]J‘_,’_;M JOL»))] dg—>gpds doMJOL&J
Col (b ol g0 Gless IS cias g OMuass
9 LF’Y? s\;Jﬁ_GLo_wl 60')[&@ 9 I)_91C9) ULQM » s
U9l_m 5WO|)M 9 )Kl_’ 9 ul)m 9 Li—c)l) cd])&_o.b
o g olod i jl cls) e g —xe
Oloeo |y olas ol [VASYF] b sdal o &M uass
b YL oM asg Lol 8l aS >, S a s gi aseS
A (6)R (o y)Cauwd § 039 &y (—sloin] bl
Lyl o sls gadlas joa S Jbpd Syl oy 508
S py oy glom o (M pasd o ylue (6l —ixe
OhlSaar g (28 hlSap g plngl s g (A
ohl—en 5 LMl Lo 5 poxe o) S g (=)l
[P YT VY OF Y] a)h leden

Camannizr ylo 480D 4L dsdllas 1 ol pols Jdow
G =ze bLo )l g (A oS 5 s es )L
2 ohlEaad g ey gdallae pls Ly 4S5l 59
sl Lol by slaasl [¥V] el bwl, S
abgye Sbh gablw aS o s b S8l S g0
Slosd CdS 25l 50 Sy el Sl Ly
B i)l s gg 5l 8L

16 Ismail
17 Bakar et al


https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

Ul 9 9256 00l 500 Lie ) =—

s B g .05 4l IRTBZMED.REC1397.114
L’Z_wl) L)—" 9 u.Jsi.Mm U_.al.o.» d)&.@.ﬁ )‘ J...Z.S])L;o ‘n)y .)9_&
IS T Y PUUR PR Vg PRI C V- N ¥] P R W
oSS i )lew 3 9 5L 3)5—0 (slaodls d)9|M

References

1- Janati A, Hasanpoor E, Aslani F, HaghGoshayie E, Hassanza-

deh E. Evaluating visit quality in plan of health sector evolu-

tion in Iran: A local survey from Tabriz. Int J Epidemiol Res.
2017;4(1):69-77. (In Persian)

Ferdosi M, Raeisi A, Ganji H, Vesal S, Jannesari A, Yazdi H.

Investigating The Effects of Quality Improvement Package of

Outpatient Visit from Iran Health Transformation Plan In Al-

zahra University Hospital, Isfahan, Iran (2014-2015). Health

Information Management Journal (HIMJ). 2016;13(4):292-

296. (In Persian)

Maftoon F, Farzadi F, Aeenparast A. Time Spent During

Outpatient Visits in Family Physician and Referral System:

Providers Perspectives. Payesh. 2015;14(6):623-628. (In Per-

sian)

Alijanzadeh M, Asefzadeh S, Khoshtarkib H, Ghamari F,

Alijanzadeh M. The Perceptions and Expectations Survey

of the about People about Quality Health Services in Qazvin

Province. Health Information Management Journal (HIMJ).

2016;12(5):639-646. (In Persian)

Jahani Shourab N, Ghaffari Sardasht F, Jafarnejad F, Esmaili

H. Assessment of prenatal care process based on donabedian

model in Mashhad health centers. The Iranian Journal of Ob-

stetrics, Gynecology and Infertility (IJOGI). 2013;16(53):7-

17. doi: 10.22038/jmrh.2016.7102. (In Persian)

6- Ovretveit J. Health service quality: an introduction to quali-
ty methods for health services: Blackwell Scientific, Osney
Mead, Oxford OX2 OEL,UK; 1992. 50-60

7- Ansari H, Kebriaei A. Comparison of Quality Gap of Phys-
iotherapy Services in Public and Private Centers in Zahedan
City Using SERVQUAL Model (Iran). Journal of Qum Uni-
versity of Medical Sciences. 2017;11(10):77-87. (In Persian)

8- Jabnoun N, Chaker M. Comparing the quality of pri-

vate and public hospitals. Managing Service Quali-

ty: An International Journal.2003;13(4):290-299. doi.
org/10.1108/09604520310484707

Yesilada F, Direktouml E. Health care service quality: A com-

parison of public and private hospitals. Afr. J. Bus. Manage.

2010;4(6):962-971. doi: 10.5897/AJBM.

Angelopoulou P, Kangis P, Babis G. Private and public med-

icine: a comparison of quality perceptions. Int J Health Care

Qual Assur. 1998;11(1):14-20. [pubmed:10177366].

11- Farzaneh M, Faranak F, Afsoon A. Time spent during outpa-
tient visits in family physician and referral system: Providers
perspectives. Payesh. 2015;14(6):623-628. (In Persian)

12- Jalili S, Aghaei M, Saeid Mahdavi A. Studying the factors for
selecting public or private hospitals by non emergent patients

[N}
1

(V8]
1

SN
1

(9]
1

O
1

10

N @Lu ‘P o o)Low’B cf9.)9w 0)9.) AA ).ul:

Dy o dpogs (g S

Slo)3 9 oS
o8l > g iyl 2L Jol adlae o
2 ol (WSl gal g ol 555 (S po-le
85 bl g (e 595 de oSl BT (gaieS

of Ardabil district in 2012. Journal of Ardabil University of

Medical Sciences. 2014;14(4):388-397. (In Persian)

Sabahi-Bidgoli M, Mousavi SGA, Kebriaei A, Seyyedi SH,

Shahri S, Atharizadeh M. The quality of hospital services in

Kashan educational hospitals during 2008-9: the patients’

viewpoint. KAUMS Journal (FEYZ). 2011;15(2):146-152.

(In Persian)

Ayoubian A, Dopeykar N, Mehdizadeh P, Hoseinpourfard M,

Izadi M. Surveying the Quality of care services in a military

health center according to the SERVQUAL model. Journal

Mil Med. 2015;16(4):225-229. (In Persian)

Havasbeigi F, Yasbalaghisharahi B, Mohamadi E, Moha-

madi A. Measuring the quality of services provided for out-

patients in public hospitals in Ilam and Kermanshah cities
based on the SERVQUAL instrument. J Ilam Univ Med Sci.
2013;21(1):207-211. (In Persian)

Mosadeghrad AM, Sokhanvar M. Measuring quality of ser-

vices in Tehran teaching hospitals using HEALTHQUAL

instrument. Razi Journal of Medical Sciences (RIMS).
2018;25(168):10-20. (In Persian)

17- Muhammad Butt M, Cyril de Run E. Private healthcare quali-

ty: applying a SERVQUAL model. Int ] Health Care Qual As-

sur. 2010;23(7):658-673. doi: 10.1108/09526861011071580.

[pubmed: 21125961]. (In Persian)

Tabibi SJ, Gohari MR, Shahri S, Aghababa S. Assess-

ment of Health Care Services in outpatient clinics based on

SERVQUAL model in Hospitals of Tehran. Journal of Paya-

vard Salamat. 2012;5(4):49-56. (In Persian)

Gorji HA, Tabatabaei S, Akbari A, Sarkhosh S, Khorasan

S. Using the service quality gap’s model (SERVQUAL) in

Imam Khomeini teaching hospital: 2012. Journal of Health

Administration (JHA). 2013;16(51):7-18. (In Persian)

20- Kebriaei A, Akbari F. Gaps in health care quality primary

health care services provided by the city of Kashan. Jour-

nal of Qazvin University of Medical Sciences (JQUMS).
2004;8(2):88. (In Persian)

Regaira EM, Sola MI, Goiii RV, Del MBL, Margall MC, Asi-

ain ME. Care quality in intensive care evaluated by the pa-

tients using a service quality scale (SERVQUAL). Enfermeria
intensiva. 2010;21(1):3-10. doi: 10.1016/j.enfi.2009.10.001.

[pubmed: 20170830].

22- Karimi S, Masodian Y, Yaghoubi M, Hosseini M, Sadeghi-
far J. Patient satisfaction with provided services and facilities
in educational hospitals of Isfahan, Iran, from admission to
discharge. Health Information Management Journal (HIMJ).
2013;9(6):780-785. (In Persian)

13

14

15

16

18

19

21


https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

- Y Ce PRI Sl S 39 CalsS (o)

23- Zarei E, Arab M, Rashidian A, Tabatabaei G, Mahmoud S.

The Relationship between Hospital Service Quality and Pa-
tient’s Perceived Value. Journal of Mazandaran University
of Medical Sciences (JMUMS). 2013;23(98):105-112. (In
Persian)

24- Rouhafza M, Adhami Moghadam F, Sahebalzamani M. As-

sessment the relationship between patient satisfaction and
quality of hospital services based on SERVQUAL Model
in the hospitals related to Islamic Azad University, Tehran
Medical Sciences Branch in 2015. Medical Science Jour-
nal of Islamic Azad Univesity-Tehran Medical Branch.
2016;26(3):173-179. (In Persian)

25- Ismail KH. Satisfaction of inpatients in Erbil teaching hospi-

tals. Zanco J Med Sci. 2012;16(2):98-105.

26- Joolaee S, Hajibabaee F, Jalal EJ, Bahrani N. Assessment of

Patient Satisfaction from Nursing Care in Hospitals of Iran
University of Medical Sciences. Hayat. 2011;17(1):81. (In
Persian)

27- Zareii E, Ghazitabatabaii M, Rahimifrushani A, Rashidian

A, Arab M. Quality Evaluation of patients’ perspectives of
hospital care: a cross sectional study in private hospitals in
Tehran. Faculty of Tehran University of Medical Sciences
(Pyavard salamat). 2011;5(4):66-76. (In Persian)

28- Bakar C, Seval Akgiin H, Al Assaf A. The role of expectations

in patients’ hospital assessments: A Turkish university hospital
example. Int J Health Care Qual Assur. 2008;21(5):503-516.
doi: 10.1108/09526860810890477. [pubmed: 18785349].

29- Ajam M, Sadeghifar J, Anjomshoa M, Mahmoudi S, Honar-

var H, Mousavi SM. Assessing quality of healthcare service
by the SERVQUAL model: A case study of a field hospital.
Journal Mil Med. 2014;15(4):273-279.

30- Jenaabadi H, Abili K, Nastiezaie N, Yaghubi NM. The gap

between perception and expectations of patients of quality of
treatment centers in Zahedan by using the SERVQUAL mod-
el. Payesh. 2011;10(4):449-457.

31- Dadmand F. Effects of the multiple dimensions of hospital

services quality on patients satisfaction: SERVQUAL Model
testing. Horizon Med Sci. 2015;21(4):50-57.


https://hakim.tums.ac.ir/article-1-1883-en.html

[ Downloaded from hakim.tums.ac.ir on 2026-06-17 ]

Ul 9 9256 00l 500 Lie ) =—

Quality of Outpatient Visits in Selected Public and Private Clinics in
Tabriz City in 2018

Raana Gholamzadeh Nikjoo!, Mobin Sokhanvar?, Khadijeh Motahari rad*®, mohamad taghi khodayari*

!Faculty member. School of Management & medical informatics, Iranian center of excellence in health
management, health services management research center, Tabriz University of medical sciences, Tabriz, Iran.
’Ph.D. Candidate in Health Services Management, Iranian Center of Excellence in Health Management
(ICEHM), Tabriz University of Medical Sciences, Tabriz, Iran.
3B.Sc. Student in Health Services Management, School of Management & medical informatics, Iranian center of
excellence in health management, Tabriz University of medical sciences, Tabriz, Iran. (Corresponding Author).
“Assistant professor of Biostatistics, Department of Biostatistics & Epidemiology, Tabriz University of Medical
Sciences, Tabriz, Iran.

Abstract

Introduction: An outpatient visit is the start of the treatment process, the accuracy of which determines
the outcome of patient treatment.

Objectives: The purpose of this study was to investigate the quality of visits in selected public and private
clinics in Tabriz.

Methods: This is a descriptive-analytic study conducted in the clinics of Imam Reza Hospital, Sheykh Al-
Raees, and Shahid Taleghani Hospital (public sector) and the clinics of Behboud Hospital and Tabriz International
Hospital (private sector) in 2018. The sample size was 384 patients. A standard quality questionnaire was used
for data collection. Data were analyzed using SPSS version 22 software.

Results: The mean values of structural quality in public and private clinics were 75.60% = 18.90 and
50.26% + 15.10, respectively. The mean value of process quality was 84.08% + 6.70 in public clinics and
81.05% = 8.77 in private clinics. Moreover, 77.45% =+ 18.45 of patients in public clinics and 77.60% + 16.76 of
patients in private clinics were satisfied with the outcomes of visits. The overall quality of services was 79.04%
+ 10.05 in public clinics and 69.64% + 9.26 in private clinics.

Conclusion: The overall quality of services was at a moderate level. The average quality of visits was
better in public clinics than in private ones. Officials can adopt measures to improve the service quality, such
as infrastructure development in private clinics, the use of the Internet and telephone reception systems, time-
based scheduling programs, and requiring physicians to attend the clinic regularly.

Keywords: Quality; Visit; Outpatient Clinics; Private; Public
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