[ Downloaded from rsj.iums.ac.ir on 2025-08-23 ]

Jeel e http://Rsj.iums.ac.ir 1¥A0 Hlawls o o leiicY o) 930w 3557 oy aloes

AF Jlo 50 1959 jw Joo (gl o 89 Ll oyl s 001835 500 3 Olovs Catns B Judxs'

mahshid.bvf@gmail.com .yl .1 ¢ )lg s ¢ g (S5 pole olEKiils o cogae cuilagy wliss IS 1ol dudigeo
davoodrobat@gamil.com

Olrl ol ol R r’sJ‘ olBisle ccedw syl g clblags ui’)'s"‘ saass gluSs (gemiils :@.ljﬁo PO
mirzaeinasim@yahoo.com

(J}i.wo quA -)}C')u‘ﬁ‘ U‘j)ﬁm s)‘S)..u.»J ‘Siw): ‘9912 oisls ‘@9‘“‘ CA-VJ‘J.QJ uuL..w)lS @Lﬁu}‘ 4.;‘3).’
parvaneh.estaji@gmail.com

oaS

2! e oy kol sl lnl jo cedle plla Mol il )d 5l i gl ) sl g oolgils g anl (gl ) i8un g ddo
Zols, Gliae homiw wolgils Sigy oledyil anld o b e o Ll ol oolgils SKop o Sloe ol coslgils K asli
Ol s 00lgils 85 Dleas CodS B oo Baa b jol (s dsdllas .ol I8 )55 10 ol Cowal il 50 Closs (B, S
Sl s fl.‘?u‘ J‘jsjj“’ J..\.A u»l.u‘).v Oj)QLw

oo Joli ey dseloas alool VYAF Jlu ;o oxlaiie gl s g 039y silad (dna i ¢ 53 ) oakie dalllas () )t5' 329,
Aged gy 4 4z gl bog (Gloys (il 3550 Vo) 00lgils Sy (o 5k (om0 (2liwg) 5 S ed Sloyd 9 (ol STe &
6)31 foncg 6‘)-.' Al ool Sdge g J...QS) ML..M”); 29 olows ‘}5).4: gL 6‘)-.’ Q,:.ﬂ?‘)n > & d>gf L 9 u’_'il.:LJa uﬁoLa.; 6;5
A el SPSSIT Lawgs Lo osls Julow .o eoliiwl SERVQUAL s laskw! dsliiow s da ools

lylanl as ol olas desl Jolss 5l Jol> bloyo Sleas i, BISs ¢ lST,0l g oo Uamsl &l yes Jlae Bl yzul g Kl ilo asdly
O A @y bgyye (Dl 25 ) 0508 (el (i g S97se Sumdy 5 Gl g Cute ey (oled s (libe
[SETRCY) .‘95.:]0 ulSl)ol M ) O)-A.; u.‘.iala.a LJ-.’.)"\}L’ Cyeirod Oy \A/fvif/v\é.:).d L€ TR .109.)).«0 O)A.; uJ)-AASj YY/OYE0/7f
@ YL Al 5590 @by 5l S92 g0 @i (Sl slal (sled ;5 w80 (o0 LS S g (Jaed dn ) Lgrye 0 ja (1 71eT g e
(p<0001) S )Io &0 oLg:‘ LSALN B uBLﬂJ L.)"‘ 9 | o»&o] Cawd

a2 o olas 0g,0ls Jlejs silags Sleas coaS Gl slal [0 89290 SIS dlons I ol gl gy 15 S A
S Bl ggeme j0 g il arils 1) T el aS eogr sz o 5 518 sl oo &8l LT 4y ©dl o g Sloas LIB jo ail &S
Silage 3S1he 5o oolgils a5 dawgs ool &l cudlye 5l GBS axxlie cols) enims lis el cpl g ad csslive Cole

15 5 s Joko 39, ¢ o0lgils (K wnlons CeptsS BISLS 1l 031y el



mailto:Rsj@iums.ac.ir
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol o)

03 Sloas s &l | odis lis ol jles aeisls,
oy (ol Sudlie LuhS e sl S0l Sl
5 Bl o)lys slem S QUL 05D (o g
oBams &l (lpae Gly Sy - il Slas
(0) Sl eyl gy oo jlom 355 5 S8l e

b oo 0 0 olas Baws &l asxas o
2 Gblae b 4 a5 1) s bl bl
G s SplS 4 S e a0 (gt
$lo 55 ol Glhls coaS gao50 ¢ Sblagy Sloss
Sledlie g Cadle Lai> oz el g adbog |y sl
() ol Gizu plenge p dael> Sl

S5 3550 55555 Bl 5 b ol Slss kS
Ol B (i3 5l ()l 035 055 (0,18 o s
5 yime a5 bl oolal g1l 5l L alad o coaS
O @l s o 3l e bl g, cal slaal LSS LG
oS 0l JIgSs s Il 51 ool ot axslis gla I3
003,5 &ll ) en 5 (o5l )l Lasgs 5L (s sl
ookl b Clods oS yiowiw paS olpdaghy ol
Ol Ul (B GBI wiylo 55 163 1959w 5951 5
V) wlools )18 sy sty ol lSTy0l 4
Gglﬁ)’)l é)s.nd.’.gs)" Iy oo b)) Sloas ot S Jow oyl
S ECER IRV STRN RV PPt

9750 Saied Il 5 ilos 5 Sl ol Tolusele
LS, 58 dxe o

sdeg 4 Jos ;0 oaipd Cwdd lojle oUle Tolezel
etne 9 335 5k 4 355> sla

@SS glp ol glaal 5 ol T oSty

cleds mBge 4y wlyl g )l e

" Reliability

* Responsiveness

Email:rsj@iums.ac.ir

doddlo

dh> )3 Glpl jeas Jlpe g B350 slasgliws
2 @ 4 S adgl il gl cudle g Lilage
L ol sle ans jo Wil sl Lol ol s ke
G, l35 sl S5 5ess lajls b ke gl Al
Slyie 5 boanie (WIBL (Sojglsein] (e
ks (nl a4 @55l a5 1)) w5 azlse 5 o5
sl Eandls pllas 0 Mol 5l i alomy) 4y Al
A 505 Cewd 039l g colgils Sy 2ok (F-Y)
o b (®) el ond il Cedl pllss ZSLol
L OMUs 4 mwly jo VWWAY Jlosl eolgls Sy,
5y 5 codle @l 5 ide 51wl wunS L
250 Ve bt g lalivg, ) 398 sl >
3 (o9 b Gl (F21) 0l 12l 908 )0 Coner
Cye Sl b 4l gilal ol 5l o S5
(V) 05 o0

o el o oS el Sy s S e0lgls S,
ol B o oslgils g ol 3l (gl 1) (omsla g pglae (Lblage
o iz i ded 05,8 0 Wil WS s
(58 pole 4y az g b S sl pins 9 b (5 5lay
oF e Sl Se () Bk (oo are Sy g (2L
sl o codle o Slons ) eolgls Kipy iyl
S ole sed Cleas cpl @l oy a5 ol slilage
oolizl Sloys Sloas Gy (g 0alails Sy Mo
V) o,S

basl ale (Shs gl wb Gl (2ily olus
(@bl o ehsu il ialer 5l WS eedi )l old,
(5 e 5D (91 Sz g0 el o ) S
colin 5 39 @Bge (39 AVsle (il (Coges
ot P et Ohhlenm yiian az e Lol Gl W0
(loy Joallygiws aBse a5 o plxl 4 b ]
O shol Baw a4y (oliws 5 Gloys iy @ e g

W) 885 (oo lhlew dgute (S

' SERVQUAL

* Tangibility

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol oy

o b e pliwgy 5 S Sy 5 (Sl
g bog (Gl suilagy 3550 V) oolgils Sipy
x> 4 axg Loy Sk Solal 5 diges by,
Shawi 5 mae8 delidusyy B S50 5o sl (reazlye

A oold Doge g oSS dsliionyy TF4
doliins yy 00l Aoz 5 el o 00ls (5 5] ez (sl
‘5{‘5) 9 QS'L'lJ aS o a.)l.fl.'i.w‘ SERVQUAL O)LAJL..MJ‘
oo 5 s o a3l Oldlas 5l (65l o Q]

8 p Jetie delidiwy cpl (V0) ol sl o)lF
Candy omiz) olilan HFpes Slania ik
oaisS &l iy g CogSar Jore widleans phaw ool
UK RV S SCW INEIECONY NWICHTS) § 7Y (RUVNeS
el s gele 5 (b am dlex ) Oleas
e )5 Jaed 5 oo lieb] collE o SsS5ly
2o o 8 Sl o jse |,

5 QS (o Sz Sl (So3d an 5o
Sloas gzl blgs o pmandsi g o bl | gl JUIS
O (@555l (e ¢ S5y mr )5 (o) lone @
Olaebl a0 hlen 4 snls @l Sleas L3 o
30 olismebl ol yo (LSS Ol o ils o SUles
OLSLE g g 3las olel i Jows w55 (o le
SWlg 235 18 S5 9y90 Olilew a5 4 o
k) ©S Slan S iy lde pelul p asliin
05 s (o5 e 0 a0l ok

5 b el Camdg opse jo sl iy 5o oo
@ O97ge Candy )50 0 Sl Aoy o g oglhas
Sl FU Sl lon aziliz Lisls ol aslitn
Dlort J G b gty (bl | asliy a5
GBS el 6l 0,5 o0 daliiions yy JuaST &y pladl 0g>
Oload LS 95290 Condy w4 Olilon 000 (odeS
a0 T 000 b o0 @il lons S 51 Ll S1,51)
CeaS )l ) Slass i sl Coxis
ol 0 (3 e 8,5 5 dlin 3 90 (e
onts &l lays slgdlye 5 loas a5 cel oyl Sl
003 039 (s 9 bl (o0 Oyl Ilasl v 5l iy

* Empathy

Email:rsj@iums.ac.ir

Slesbo 5 QLS (Saals 5 &jles o GRS ey
(e liabl g slesel e W o

3 9 ohs ars 5 S de b (e 5 (S35 (555
N S)e Sz 3 S g 9 %

s S il sl 5 e 3 I
shls coiS Dbt Gledy, nlo b awlie jo
O Sled anks 5l N el 5 bl S8 bl
Gl 7y olal oo ol (Slas sllae glgl b
ool oo Ul 5 Sloss S STl o o
b are) plo g (Slisly, (SIS Comex ST
5 eShe 4 axg L adly oo b ljle ads ool
15 &1 scnnlin S o] g w055 Sslite (slasl
O anles solainl Jow opl 5l solais]

i S Rl onl 5l segite g calite Slalllae o
Olere 4 aS cul suls soletnl Gloss cuas BISKG
ASx,5 asin oK o @)Lol.'ﬂ & andlas )0 g0l
e G5 gLl mleas CuaS wlfy olayl eles
ools LS 35 oM 5 sl oS Slalllas s il s
039y shive Candd Al slal plas o Cea S BIE a5
Syl sl eslaiwl Las™ Sgsl g 56 S0 sloalllas 4o .l
Obler Culd; a5 0o 5 (yho sdpdy Oj90 IS
S Ohlo 5l iy (pogas ledlin low 50 (6
4 (Jolp adlllas ;5 adl (oo (sogee Sletliw)lo o
G wcans olasl ales 1o a5 0 aseiie JSs pos B,
AOY) 9,18 0925 oS saie

o) plol & Slagatns 5 ool ail )l Cllae 4 axgi L
G Ggelm ) adllae Jlo 4 B Siaghy awgs
ooy 0,8l sy 08lgils S loas S
Baaly ol ag) g Cewl oad ploxl (JlgS g Joe
ol s 00lails K5 Sloss CoisS BISE oo
4 99,8l (Ll 55 SIS g m Joo wlaly 0g,alo
sy ploxil

SLETY

S 55 8 el o 55 5] oabie aallln
e s cmxrlye Jold Libgls axale o pll VFAF

° Assurance

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol oy

@l 35 p0 & (] po S5 900 (b puiio (Slgl 3 N Jguar

03lgils Sl j susdo

Loy Slaxy poe i)
ya/f VYA S0 T
FAIY vy o)
VoI V) S yma Carridg
YA \¥ad Jalis Jab
Iid Y 5 ddillae
09
\VIY M el
\a/# ay sl ESaxs
AN \Y# PR
\AIF AY oilacd
Iy \f 5 YL
il

Sl Slhe eSlee o WS Elslone)l
S 5 Gtrier gz glogh STel b (T o)
D92 (Jed g redi n & by ye 4y Cude SIS
SodeST S g Ledly 5 ol Sl (Sl
Jsoz 5 JIsS g 4l 2 sl 51 SG 5o 50 Sleas
JONPREPRR

GBS g Lpadly o ol Uil ¢ ST ol ol pes . Sks

13 UIsS g 615 i sl 51 S a0 leds kS
ey Lo 3550 Ve 5l sl oo 08,91 ¥ Jgax
Comdg 5l HUALl S 90 0503 (2 Slee Wag,8 5 s
Y9 35 0 50 leid Sglds pl a8 nl 039y SYL 35290
ouls pMel Culs ) oy yiion (¥ Jgaz )l o s
939790 Sundg S50 Dlped JOE L (panzl e Lawgs
(YAIYY) s IS 38T 50 5l s 5y Uil 0 )50 a9
(F Jgaz sl (VIFE) aioz s 5 O AR el

Email:rsj@iums.ac.ir

] ond @) Slaas 45l o] 5 ol Jols
59,1 357y CupeS B g 03l i 03,500 1y e
poe Fre & 09h o b plp Jolo0ped oS (50 )0
QLS 45 09h oo wBS Sl j0 CudS SIS S92
Ohlew @ oals &Il Sleas og el o>y ssimo
e dslitwn (0,5 p 5l J8 sl S5 @ oY 08 (oo
el et & 555 2l olen

oy Hlel 5l oolaiull sad (5,50 e sla ool
oy i g Gl Bl e Sihs ko 51,9
pled j0 gyls e mhaw i Judms SPSSYY el
A axs )5 a5 10 0.05 o g0

b a8l

o el dgs Sy Al g9 o) LPAIY e B
Ol 30 g YENYE/AY L ol b5 y0 BaisS asxlse
wlye (n i oy 2l )0 0 YUNVEIFFL
Al eols S Jabio ol 31 1, gloys 55150 4 Baiss
IV Wl o TIVIY S5 s L5 51 (LVA)
VLY 5 iled TANS ol TYVID «lasal,
Slye 51 GBS axzlye o) (i didgy uilad
2535 (LAID) pllaws 3 (LAF) e (/N VY)Y LslS
G 5 iS5l g Sl e lene Bl il g yuSileo
Y sz o il Jolis 5 Jols Sloys Slans CoiS
Shlem D! ol ) el o ol le
Sg 39790 Semdy 5l 5 by 9 Sote v iy (oled
dar 4y by e sl idu 59 0008 (uSle (n i
dn 4 by oyel oppyieS g YVIOYEOSE e
0 yod (5eSlee (32 Y e 35 VAIFYEEITY S, 500
070 (yeS g (e day & bgype DTl 25w 5o
oled 5o 980 (o0 LS bl 0g (Joes wm 4y gy
@ YL Hlasl 090 @y 5l 39290 @iy (ks olad
Gl o ime olal soles j0 glis oyl g ol o] o
(p<0/001)

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 33 09 3L (L pp 001935 I 1 Olous Catns SIS Jodxs

oF

JIeS 9w &lF il olayl 31 SO 2 )0 Wlous Cots SIS g Lyoirly g il y Uil O pod (Sl .Y Jgus

(0 @a.w S )Uﬂ'b" )90 énés 392 g0 6.65 él’g‘
6)‘0

W) (ol Wl (ol51,90)

Slovs
<ol 2 Bl oSilat e Gl Sl s Gl

Sl
<efee AVAR! VAIEYES/YY YV/SALEY/- 5 ‘;{;”,.5
<efee YV VAN YRSV \AV/S==viny ob,»,o.bl
<efee Y, v AAVARE=NEN4 Y&V FEY/AY @91‘&»:‘4
<efee ATAR! YViovEo/Pf ARARES7An1 Rl
<efee \V/IVY Va/70+£f/-4 YV/NAEY/AQ «5“““"“
<efee /0 VYY/YEYY Y \YA/YENOIY Js

JUST 3590 2udg 9 0927 g0 Carridg S yo Hlero 1yl 5 (il —Volod Jguor

. uLaus
NASTS
&l
<ofe e _5
LTARNY -/f

)Ua.:q‘ 3,90 (':oé9 Ca.._v..as J)Q }5‘}0
S5zge
5eSiles £ jLre Bl

\YVIOYEY/-Y \YV/OYEDY Sogyd

VYY/XYEVV/AY VAY/AYEN P00 Mosd

Email:rsj@iums.ac.ir

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 33 09 3L (L pp 001935 I 1 Olous Catns SIS Jodxs

an

[+ /0 AESATA \YAVIVENOIY YeJs

< WY **;}0

odlgils iy wlons 1 Culdy o b G1H10 351 50 —Folols Jouor

Sl 5590 2ad9 Candg S50 Py
Serg0
S e gl 9o Jolis OSilbe £ lne Bl il
oSike

“[YA YAIYY ISYAREAVATA VVVIYOE/AY M
<o+ VAR VeYAYENY/ - f YYY/AYENS/-A ol
ofe ¥ VYIXE V-a/8YEYA/00 \YEIAPENY/PY Koz )l
<efee /0 VY/YEY VY \YAIVEVOIY YeJs
#3550

Email:rsj@iums.ac.ir

ol 0alds odius 398 ooz ;0 gl oy yiage 4 L ST 0g oby e A

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol N4

g ohen 5 e iagh ,o (WVAT) wuS
She 4o oad @) adsl dlagy leas oS BISS
Sl 009y shie lal den jo (jeliod Jleyo - blags
S Sleas cuaS ) 9 sobll> .(VYN0)
o JsS s Jao 1 osliza L1, lasl; s ey
OYA) W0, 5,155 shie wlal ales jo 1y 15 00,5
Sl (galed )3 095 (825 )3« Jutews Bk ;00 (29w
5 S o B oo ogas (glgiti lags o
55 okt |y oads @l Sloss oS 51 o) laws SISTol
5 52 o 1lSs ) o9 e olal slad 4o LS oyl a5
O Dglay S wols lis 095 dsllae o i o,
S5 sl 5 5 155 5 e e JS (sl Uil 5 UST
Gledl e axlg 40 00 18 Cons lilews o 3l wlal SO
L3 pne gy (1) a8l o Sato il 3 o
Olis plzo Gl )lowy S 50 JIgSg s Jae 3l ool
O 3l ae 99 50 e g Cenl ooy Cute (SdsS SILS
oo shie S L (255 Fab g Geed S o
o e i 50 ol A £l e
P8 05 e e ao 3l 5 Ol Sleas (g IS,
Wilg e dnd pliwylen ol Sledd cansS il e
Sl gl Al G oS S8 Gl e SRV
L adlllas ;5 Slods CoasS o Code cde (180Y)
Ogzen 0dlgils Shjy ik ol o sle Ty Sl o0
Slesd (09 Kl) (Shn il (o anje oS
9 el g (oo Sjge 4 Sleas bl (S

903 S5 Ohlew 6 5%
Ll 5 S5l e ol Lt Ly ol ole asdly
gl Elugale axys odlgils Sy i 3l ol Lo
aS oobl L slo axdly b adl oplo ls 0959 (s lobine
loss iS5l ol sl @lS]sl Lo alols
30 JS s Jon 3l sl b ey 35,0
Se3d Bolse (5w 5ol (SloFeen Bls J1E o)
Slacnsli g Dl )y lew cols, iolidl o (50l 4
Oloyd 5 parmedd b (b Sl () el (S35
sols 2l 1) ol Lo Conldl Site uSilis crammo § @ o
S S (o0 gt |y Gl Lo 0 Shes Ko S 5l
bame ;008 o (Sul)l g el wolagels slal 51 Koo

Email:rsj@iums.ac.ir

ey

e )l (Se ool Sy Sleas 5l jle als,
Gl iy Sleas )] CunsS 5 il gle asls
Sl il Gl Silg e il
Wead wile (5518 @l 4 e Glie guenls,
5 e She 50 (e 6)lWR) aibe & e
Jelo 5 gyl bl 5l Baa (M) 00 5 (o0 Sl
59,0LE i g odlgils K5 Slaad CainS SIS
05 AF Lo 5o J1sSs s Jore by

5 Syl e 6obine slis ols Lts tmety ol s
00 g 3,10 0g2g Dleas oS slo adlge plod Uil
aS g cpl 4ol YL last sl sl ol ey ST
oo a5l LT ar Mg 9 loas @G)o@iw
Wl anals 1 o7 sl a8 osg 502 o 5 5,3 e
plo b pbe gl e o alin Sldlas ulal
oty plouil Sladllas 25T 50 Ly a8 1)z canl lallas
oS (g SIS 4y e ()l )o (Sl loc 055> o
2 Ken 5 S asllas o Me scanl sad oLl
S a5 Sl olRtils 4 ainly sl b Lo
St olal plas jo ol las ol jUal g ST ol s 2t
AOY) o cvaline

Sloas 5l phlew cale; byl Sas b Lo Sl
it BISE 8325 & 15530 Joo 3l eolitol b s s
WS g ) anllan S e 0 L3l CoinS sl slos o
S ohlew ohlasl 5 clshel b)) Gae L oas
ICPSR IO IPUEI SECHNRN L SSP P Lo POF
anllas 0l oo CohsS slul olod o e GISS
3925 oI9S g oo 5l o3litul b ol en g sl IS
Ol 1y obse sl o )0 St olasl plod y SIS
1559 SRl 5heslanal b (ol Ken g 5995l oS (oo
S hlem ohlasl § STl o 1, YL GBI
OhlSes 5 aeze (V1) a5 (oo i (Sl (b3
3 Sl CobS i Boa b oogS agh o
sie JlsSsm Jao 5l eolitul b ol (sl oy
i |y olal soled jo Sloas coa S B (o4

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol ov

o4z g leye ley g ylo,o Do ( S Sl slass
(2 35l o YL culs, s

CodtsS el dn 0 ohles Sllasl g SSTel
00 1S 1 )0 CadlS paendl 10 0g>g (5 lolxe iglas
YL oy0d fpizmen (1) Wit (5900 CuiS )
a0 olis yols iegh 0 medd aw 3l Ol Uasl
OB 955 2 05 5 ool 5 pl il llesy sl &5
Sy Sleas jidu o aSyl 4y Jlai o jls Sl 3 Coenl
L sl sleas @) coaS mhaw deuge 1wl
Q)Ua..; 9 J,«.»S 9 .\AT)U 9 L)a.»am uliw).: )‘ oolawl
ol g0l o B asilys e bl Sleos &8l ogms i
i 50 Al Az gi b (i o it Sgue |y S
oS I on & Glojls 03, 5 s slans
oml oy Wil ataly b g xie cols, 5 cwns
6Lﬁ 09, UL\S)K » as 09,»1 <* ALQ,.M Cl QLA)L....'
Llslas sl Sleas Baes &l ohg 5 ol
35 998 63b) lew az g Wls o0 b (ceniilue
Srte a Cwas Giigal (BT S50l (sla asliy
g@u;bdw»wwjd}wow&j
LY uL».».o.b‘ 9 Slozel o LgLE.” 6‘)—1 QLJS)lf u;’l"‘}‘
Sloyd STy )3 Slesd SodeS oy p Ol 5 S
Sl Dleas penal ddlio aS ol lis o ) 1B Ll
L Sop oS Sige 50 9 Sl J10y5 0 (YL b
sl dw) cpl yo p3Y bl sle o jlee 8B Ly
O cslis walys selhal 56 cwss ail)) Wy, 5
e g 5l i gl (gl CohS s S5 )
39Tk o 0y55 6155 1 5 (S psle sl s o
(V) aidn dgue |y Comdg cpl (ol o U wilyy oo
oot Soisel iy aslip a5 0l e plyie i (Sl
25 oo bl slo &)l a0 YU Eely clons
S oleas CoaS Gl del 093 gl 4 55 (nl &5
OANE) 005 (oo poudi am bl

Sloas oS 51 ol b ol yUail g ST ol o puioran

Fueo 3,55 5 310 0929 (5 lolire Lglay  Joes a0

Email:rsj@iums.ac.ir

3,15 (g0l Cuonl Blods ot Sgugs 0 aS Cunl (5,8
Ot A aseiin )L Sen g Sk a4 (V)
ot 3l 5 el (39 Gaed 4 g e Lo ulS
OY ghnn a5 5,10 gl 1l L Q) el o0y (Sl jolS
6oL Condy ar (S, b Sl Sloas gl i
g ol QB phlen beme (S5 s
oLy > B sy 4 5 waz Sliged 4 b Gl les
I, Sy Sleas coaS 3l hlew 03 sl b))
OYA) ke cude

CaaS 5l ol Sllasl ¢ STl o asdllas cpl o
dg2g (5 lolme glas Jliebsl axy yo colgls iy
Ol 00 00ls Silagas Bllas b5 sloxil 3 ogdle .o )lo
0550 «Dleas &Il 5 oIS bl jo LSS s adMle
5 Olas &l csxlie sl o Sleas plxil oo
0Xgy 5 Blow 380 (6l 5 cad 0old caeg e
O ke 3l S 285 Sl o (Al axzlye
o 9 (S 3l G slediel Al o a5 (6350
e lem iy cde &y ljlay a5 Leil) 0sl oo
Sy Oledbl &1L lgs oo caiiiwd gyl g o ]
4 oloyd Do g Jolie isilem ey )3 &8ss @ g
Oezeer (1) 0,5 ladl slazel v jo SIS als
oads ooly Wlagss plae Wb olpae o )18 cewlw
i 1y ey slael 5 pliabl wilsy b wiS Joe
335 G Wb wles oo slgiion 3 Sxal (V) aiS
b gl g Dlegles 5 uils b lad e Sledbl b
Gk ol 5L e ewile, (lhlew @bl 4 LS,
OFAN) 05l yian LS5 & ol le slezel

CaaS 5l ohlews Ollasl g @lSTyel o g ol jo
3529 (5 ol Oglas o gK5ewly way yo 0als &SIl Bleas
S ) slewy (Slays SThe Vst a5 (50,5 0l
Lngyls 55 ol gByn 42 o 5 lamly a5 o IS5
Sy AT a8 o eles ] Las w0l 0ols aBge 4y
Su )0 6 e pate Ol Sl wyws o
Slal> Gl a5 5510 5l Ghlew 5 009 (2955ly
G WS (o8 Geend GUI Jelie 4z L) (Sleyo
L oleys @ae g plej wams (oo 513 ndy 9550 1) Lo
bl )o jlem Sl 4 5 0iS oo uyed Jlo sl

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol oA

Senlodgy YL 39290 Condg 5l ATl S 90 0505 (52l
S (Sre deg,3 35 e o Ll Ooglay pl a8 (e BISE)
Ol Colo) sae il Sl sais lid el ol el
Gl ST pl [ Slo shie SIS el o0lgils 105
5l allhel 5l 513 Ba S cwas ol sl a5
G33 ob 1) L3S Wb 1V wil (oo 9290 Cundg
Ally &8, qx |y Sldee ) aslp g o)y
el cain 31810l j0 0 Sloe BISE 0505 (5,155 aly
aQ w.x}‘,c .‘a...uj.: AW ra)LC‘ wLa) u)).m) Lol 00l
(G S Al

olas vgels gl bl Sleas coaS b
oo ah,l LT ar ol o g Sloas LJB o as] B o
&M)°5W| 009, ulfd.u.fd.a}‘).a)Ua.g‘ )l )")5 S|
Loy ool &8l)) el e 5l B0S dxsl e Cols saias
S9,all ol (Sdlage STye )0 wslgls GlSag
Ol e gl i dgass W 1 b cpl b Ll el
B wls STy ples o g olal plad o Sloss coa S
3 Glese Glgs ol el ol slnsgase
g ety JooSS Gln el ) Gl
a5 g Glo deliiwwy Il gl Bhe eolaill
Gl 5l adly oo @iz Yo 4 (BaS dsxl e
SUCEL SN SV WY PRGN

:‘sila)oég YR

Slige 350 g pleys g Sudlage &Sd (lpae 415
5 Oliyste « blole ¢ GISG3 adS 51 g w0g,mll b s
sk cnl pll o 1y Lo aS 0g 0l ol 0l ezl pe
Wisges (5)h wlapes 5L 3,50 slo ools (550 xox
Sl

Email:rsj@iums.ac.ir

a5ile (59)l50) ailx ded Soine Calex S 9,5 pal3
55 GisdS e b (Joee Glas 4 ol ()l
Sloyd 913 Lol yon (5 35ute W) 990 S 3 slewn
Ll logd @l f5e jle Jb dsee 50 WSly (o0
sl aipes S e Sloys STy L (09l ( SO
Shler 5 wled (oo w8 (hlow 092 U1 610,
Slr S Jiml wls J13 Il e S 50 oS
ERC TR N KOV SN CILNOV- R R VI Q) RV NP X W
b ol 55 4 o e by ey Sleas
(b Ll 5o el Gl el 4 az i b g Gludl S lgas
ol )0 Wil culitily) (mgyd hjgel day go Sl &
350l S 0550 (6135 uled ) page BB die;
e i 5 Sae shanee (59,5 wal 8 9 (LS Cux
Wik ae Gl )0 6N Fhe SWS Wiy e (B
L aS oo olpiing 095 Badod jo 58 (o2e¥ (R:)F)
Ll )30 CobS @ (Bp0 Simyb aST 4 culee
L bl )18 5 bosny aeby yo sl ol o
3,5 (6 i A g5 A (| Ay Cons &3l plKn yaxx] e
Ll calo) Slzge 5 anled gyt Gialyl ulaa b
S35 R s re sokie nl (355 oe sl g 098 w0l 3
5 QL sl ite a cwas Bl gla oy
59 OBSLE Gble)l sl )l Gl sle o1
cad @) gl gyt L 5l a8 by 0,5 Ll
slpiing 3 oo 5 (b oged o)lil ] sl
3 Gl Sleys (Sl ST QLSBT wisged
s smled azgi pazrle Sl g b oyl 4 atsds
5 Slao g o0l ol o Ll Slolpain 5 Slolad
e 3,50 0 otyled Jliaol yidogs IS Laoes s
Wbl 4l (i 9,955k el 5l Oleys S
4 yaste g dbb e2l8 g el Olelu plad ;o Sloas &l
@ O 5l G OS5 g QLSBT 005 (ool ole;
il L oslas (59, b g wams (Las aBdle (panrlyo g ol Lo
Sy e |y gl oMt Pl 5 anled LS,

(VP)asles
9 99790 gy dumlio 4y Jius 5 (y3e5] 5l eolial |
Ve ool jo leas oS s lasl 5550 a2y
Y o)led Joaz )0 Jolo @l mlassls 5515

1D Ll ¢ ¥ o lowis ¢ ¥ 0599 cuodw 9,97 0 dlxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

O] U] GURLT V.Y IR LOWRVIWIEKY PH ESN L UG PR Eiov SU gl | L W E &) 09

&b

1) Jabbari-biramiH, Gasemzade H, Bakhshian F,
Mohammadpourasl A,Asadzade R. Evaluation of
Family Physician Program Based on Family Health
Indices. Knowledge & Health 2012;7(3):124-128.
[Persian]

2) AligolM, MohammadbeigiA. Assessment of
private sector physicians’willingness to participate
in family physician program using the diffusionof
innovation model, Qom, 2012, Iran.Qom Univ Med
Sci J 2014;8(1):27-34. . [Persian]

3) Khadivi R, Golshiri P, Farasat E, Khaledi G.
Caregiver Satisfaction in Rural Areas in Isfahan
district, Iran, after Implementation of the Family
Physician Project. J Isfahan Med Sch2013; 31(244):
1048-58. . [Persian]

4) Asgari H, Kheirmand M, Rohani M, Sadoughi S,
Malekpour Z. Satisfaction of physicians and
midwives participating in the rural family physician
and insurance scheme with the plan in Isfahan
province. Sjsph. 2012; 10 (2):11-20. . [Persian]

5) Ebrahimipour H, Vejdani M,Vafaee-najar
ANejatzadegan Z, Amini AR ,Vejdani M,
Nezamdoust F .Patients Satisfaction from Family
Physicians in Health Centers Affiliated with
Sabzevar University of Medical Sciences with
EUROPEP2014;Tolooe-Behdasht
Journal;13(16):25-34. [Persian]

6) Hafezi Z , Asgari R , Momayezi M. Monitoring
Performance of Family Physicians in Yazd,Tolooe-
Behdasht Yazd Journal2009;(1)2:16-26

7) Chaman R, Amiri M, Raei M, Alinejad M,
Nasrollahpour Shirvani SD. National Family
Physician Program in Shahroud: Assessing Quality
of Implementation and Condition of Settings. Hakim
Research Journal 2011; 14(2): 123- 129. [Persian]
8) Bagheri RA, Mohammadiki A, KazemianM,
Kazemi B, Rezapour M. Satisfaction Rate from the
Communication Skills of Family Physicians in Rural
Health Centers at Mazandaran University of
Medical  Sciences2014;  Biannual  Medical
Education,Babol Univ Med Sci; 2(2); Spring&
Summer 2014; 30-36. [Persian]

9) JenaAbadiH, Abili Kh, Nastizaei N, Yaghoobi
NM.Gap between expectaant and percives of pataint
from Zahedan city treatment center  with
SERVQUAL model.Payesh J.2011;10(4) :.£0V-££4
. [Persian]

10 Tooshmal Gh, Hakak M, Heidari H. Survey of
gap service quality of emergency medical city of

Email:rsj@iums.ac.ir

Khorramabad using SERVQUAL. Lorestan
University of Medical Sciences Journal2015; 17(4).
. [Persian]

11) Mirghafoori HA, zareAhmadabadi H. nalysis of
the quality of health care services using
SERVQUAL Model Case Study: Hospital
Rahnemoon.University of Medical Sciences and
Health Services - Health Yazd Journal2007; 15(2). .
[Persian]

12) Ajam M., Sadeghifar J. Anjomshoa M.
Mahmoudi S. Honarvar H, Mousavi SM. Assessing
Quality of Healthcare Service by the SERVQUAL
Model: A Case Study of a Field Hospital2014;
Journal of Military Medicine, Volume 15, Issue 4
Pages: 273-279. . [Persian]

13) Abolghasem Gorji H, Tabatabaei SM, Akbari A,
Sarkhosh S, Khorasani S. Using the Service Quality
Gap's Model (SERVQUAL) in Imam Khomeini
Teaching Hospital: 2012. Journal of Health <~
2 gdAdministration.2012; 51(16): 7-18. . [Persian]
14) Mohammadi A, Eftekharardabili
H,Akbarihaghighi F,Mahmudi M, Poorreza A
[mesuring service quality based on patient’s
Expectations and perceptions in zanjan hospitals]
Journal of the Faculty of Health and Medical
Research Institute;2003,2(2): 71-84. . [Persian]

15) Gholami A, Noori A, Khojastepoor M, Asgari
M, Sajadi H[Gaps in the quality of primary health
care services provided by health centers Care
Nishapur city] Scientific Journal of shahed
university;2011,18(92), 1-11. [Persian]

16) Latifian A, Khadivian AL. analyze  Service
quality gap based on revised Servqual Case Study:
Oil industry Mashhad Health Organization. Health
Care Management J 2015; 49-64. [Persian]

17) Mohebbifar R, Barikani A, Hasani H. Measuring
hospital Service Quality Gap from the viewpoint of
inpatients in educational hospitals of Qazvin
University of Medical Sciences (2012-13) 2014 ,
Hospital Journal.;14(1) :97-104. [Persian]

18) Esteki R, Attafar A. Quality of nursing services
(contemporary level of reality and level of
expectation) from nurses' viewpoint on the basis of
SERVQUAL Model in Al-Zahra Hospital in Isfahan
(2010), Modern Care, Scientific Quarterly of
Birjand Nursing and Mid wifery Faculty 2012; 9 (2):
72-79. [Persian]

1P Ll ¢ ¥ o lowi ¢ ¥ 0590 cuodw 8,57 0 dloxo



http://rsj.iums.ac.ir/
https://rsj.iums.ac.ir/article-1-40-en.html

[ Downloaded from rsi.iums.ac.ir on 2025-08-23 ]

e bl 3 09 3 LL 3l ppl 001l ) ICh 3 Glovs oS SIS ol P

Analysis of service quality gap of Family physicians of Shahrood City based on
SERVQUAL model in 2015.
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Background and objective: part of the Health sector reform process in Iran is performances
family physician and referral system. The main axis of family physician program is
performance monitoring of family physician; but at the same time evaluating the Satisfaction
level of clients in evaluation process of family physician is very importan.The present study
was conducted with the aim of Analysis of service quality gap of Family Physicians of City
Shahroo based on SERVQUAL model.

Materials and Methods: This descriptive-analytic study was from type of practical researches
that was done cross-sectional method in 2015. The study population consisted of urban and
rural health centers implementing the National Plan of FamilyMedicin (20 health centers).
According to the class random sampling method and based on the volume of clients for each
center, the number of 469 questionnaires were completed and returned. To collect data, were
used standard questionnaire SERVQUAL.Data were analyzed by SPSS software.

Results: The mean and standard deviation of the difference between expectations and
perceptions of service quality gap indicated that patients in all five dimensions have positive
expectations and lower than the current situation. The highest average score in expectations
related to the assurance dimension 64/5 + 52/27 and the lowest score on the physical dimension
21/4 + 47/18 respectively. The highest average score in perceptions related to the assurance
and the lowest score was related to empathy. The results showed that in all dimensions average
expected obtained higher than current situation and this difference is significant in all
dimensions (p<0.001).

Conclusion: The results of the calculation of the gap in quality of Shahrood health services
shows that what is in the form of services and care provided to them beyond what it would
have been expected and In total gap was positive and this reflects the patients' satisfaction from
the provided care family physicians of by Shahrood city.

Key words: Service quality gap, family physician, Shahrood, SERVQUAL
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