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����rr�� ZE�rr" Frr��� �� Lrr� F� B��arr2� D��rr��rr� 

���"��  )14:( 

W	)  1.  
�5 1   �5��s�  &45 3   )  FU��  c��U�  F#1  �  (

) )��J2
�5 (1   �� ����� .  

)1(                               � �  � ��� ⋯ ���⋮ ⋱ ⋮��� ⋯ ���
�    

  �^ �� F#m  M� ��I5 F�����  n  ZE�" ��I5$��  �� ����  

M� F�����    ��C� �mnX   �&��!���  M� ��
�&S ��C�F��  m   �

�	����  ZE�"n  �� .�"��  

  W	)2 .  
�51   �5�� s�  &453    )  )����X�  (F#   ̀ ����  

FU�� )2 (1 
�5 ������ .  

)2      (                              �� �  � ��� ⋯ ���⋮ ⋱ ⋮��� ⋯ ���
�  

�� �� �^ �� F#F�  )���� 	�"   ��  ijP     -� 	�" 	�� ����

) FU�� � 	��.�� �� �^ ��C� �3F� (� -��� ��^ .  

)3                                                (��� � ���∑ �������  

  W	)3 .  2����^  F/��'��   2����^  :ZE�"  �� �  )jE  ��  (

) FU�� c��U� ZE�"4� F/��'� (����� .  

)4                              (�� � �� ∑ ����� ���!��"�  

  �^ �� F#k ���j ��C� �   F# -�jE  � � L     � �.� e�    F!�

����� ) FU�� c��U� �5F� (� -��� ��^ .  

)5                                                     (� � �
#$%�&  

 ��^ �� F#m ��!��   M� ��I5F�� �� .-�  

W	)  4.  )  P�'�  FJ��  F/��'�jd�  P�'�  FJ��  .( ��   

�� ��#  .� D�ShV 	��� F� �5 FV���� ZE�" F#�   ��$  

&453 $� �  �E �� ���   &45 3 	��� �  � ��0� ���   c/V �

) FU��6� F/��'� (���" .  

)6                                                  ('� � 1 � ��  

  W	)5 .  E�"  ���  F/��'�Z��  )jWZE�"  ���  .(��  ��  

	��.�� � FU�� )7 (F/��'� ����".  

)7                                                   ()� � *�∑ *�+���  

���  �  s2 ���  ZE�" ��   ��  ?��   �2����^    F�  �����"

 F/5�$���  M�F�� ��  F���F�   .-� 	�" F�E��2 `�^ ?��  

43  

 [
 D

ow
nl

oa
de

d 
fr

om
 r

sj
.iu

m
s.

ac
.ir

 o
n 

20
24

-0
9-

18
 ]

 

                             5 / 16

http://rsj.iums.ac.ir/article-1-170-fa.html


  �#�� 5
�(�"��5��H#(� �,I#(� �#���-	
 �" �� (� (JK� L�#�1 � !����... 

 M��I2-  (�	�Z� �&� %� (�)   	�n   � O�	�m  U) ���  

O�	� 	�  
���U)	� 

nC  ….  2C  1C  

1nx   ….  12x   11x   1A  

2nx   ….  22x   21x   2A  

….  ….  ….  ….  ….  

mnx   ….  m2x   m1x   mA 

��# $��5�	�  ,�C� ��;<5)ARAS(  

 F/5�$���  M�F����    ?�� � 	��.�� ��ARAS     	�" b�%�

 � F# -� ?�� F�&J$��  &453 $� �   .-� F4E�" ���

L�  F�  ?����F�   �#��5  �  `�
����s   )15  ��  �  (

������  ���5  ��C�  �  	��.��$  ����  F#��#  	������  

/���   e�  M�F��   .-� 	�" FG�L�  C��� FU�� ?���&   

ZE�" ��� ��C� ��$��   �� .��� 	�" F�7�� �K� ��L� 

M�  ?�� F��$  ZE�"  F&�  F�  FJ�5��  F#��  ��   |�&%� 

B �L��5  ������ $  "� �� ��"�� F�F���� ���SL�  M�F��  

�  _�R�����"�  v�"  F�  `�^  ?��  b�%�  1N��  . �� 

��) �"��16( :  

W	)  M�#.  O�L   
�5  `�^  ?��  ��  F�N��1   �5�� s�  

&453   �5�� .-�s�  &45�3   �5�����  n(m+1)      -�

���U� F#$  M� � �^F��$�� ���� �����   ���� � ���   �^ 

�  ZE�"$��  ���� �����  �������M� )� �U� .F��  �� F�  

� ���� ����� ZE�" ��C� �$�� ��C� � �^�� ��F�   �2

�����#  .��  ��C�  F� ��  ��$  ZE�"��  ZR��  ��"�/�  �  

L����� M� �� ��C�F��$��  � 	��.�� ��J�����" .  

)8                            (           � �  � ��� ⋯ ���⋮ ⋱ ⋮��� ⋯ ���
�  

  �^ ��m  M� ��I5F�� ���  n  ZE�" ��I5$��  �� ����    ��

M��F��    ��C�mnX  �&��!���  M�  ��
�&SF��  m  �  � 	����  

 ZE�"n �� .�"��  

W�"  W	).  I5L    	��^)  ,�7�  ��C�  :	��)^  ��$  

ZE�"$��  � ���� -/��B L��5  �� � ��C�$  ZE�"$��  

.���  3#  ����L��5  ���U�  ��  .-�  ��C�-     ��C�

��M���5 B ��5  :�"��  

)9                                   (�,� � max � �0�ˎ∀3 ∈ 5  

���U� �� �-  e��# ��C���5 B ��5  :�"��  

)10                                   (�,� � min� �0�ˎ∀3 ∈ 8  

W�
 W	) . )����$��� �5��s�  &453  :ZE�"$��   -/��

.�� ��  F��� F����J D�����    FU�� �� � F# ���" )����

���  L�  ^�7���  � D������ ��� .$  ZE�"$��    � -/��

) FU��11�� � ($  ZE�"$��  .���  ) FU�� �12  	��.�� (

����" .  

)11                (                 ���� � 9��
: 9��

�
��;

ˎ∀3 ∈ 5  

)12                       (              ���� �
�<��

= �<��
�
��;

ˎ∀3 ∈ 8      

W�	6' W	).  �����  ���#  s��5��  &453 7�# :-�    ���

ZE�" ����   2����^  ?��  �  F#�  �F	��^  -�����  ��  

ZE�"$��  _�,  	�"  )����  ���"  �5��  �5 s�  ��� ��

��� .��" 1��N$��  �� 	�" 	�� ��  ) FU��  t�"13  �  (

��"�� F�"�.  
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  �#�� 5
�(�"��5��H#(� �,I#(� �#���-	
 �" �� (� (JK� L�#�1 � !����... 

)13                    (∑ )�   � 1      ,   0 @ )�  @ 1 ��"�  

)14  (                              �A �  � �B�� ⋯ �B��⋮ ⋱ ⋮�B�� ⋯ �B��
�  

)15                                      (�A�� �  ����  C )�  

  �^  ��  F#nW   &�)  ���-   ZE�"  (n    � x�D$  ��C�

�5�� .-� 	�" )���� s�  &453   ) FU�� ����� )����14 (

) FU�� � 	��.�� ��15
�5 (1   .-� 	�"  

%C�R W	) . ���U� F/��'�-  M� �� 1#F���� .$   F/��'�

���U� F/��'�-   M� �� 1#F��  �� 	�" )���� ��S ���L�  

F�  � �U� D���$   �  �&J 3� ���  3 �#)iS��M� .(L��5  

��C�  iS����  �L�   �  �-�  3#L��5  �5��  ��^L�   ��C�

���"��F/��'�  ����  F�  FJ�5��  .��  ���5  �	�"�!�   iS    

$��  e�  C��� FU��3   ��C� �� T����� ���  ijx  �� ��$��  

jw     �iS ��$  �����  /��  � jk5  �  	�"�   �^��  ��  $��  

��F%   �����  ����� .-��L�  �B L��5    ���5 (?��) ��C�

���!�   iS  BR��jL��5  }���   �O� .-�-� ���  M�F�� ��  

�����5  ��C� F� FJ�5 ��iS  .���� L  I5  

)16                    (E� � : �A��ˎ F � 0ˎ1ˎ … ˎH   �
�"�     

 %[� W	).  ���U� F/��'�-   /���  M� ��F��   F/5� �$���  

M� F�� �����U� FJ�� F/��'� :-   M� ��F��  �� ���� �� ����  

M� F�����  ���� L  I5 �� ���5 F�L�  &� F/5�-     F
�� ����

# F# -� 3��- .   ���U�)- /�� (�  M� ��F��  v�U�  	�"

�M   F�  .��"  ZR��&�L   ���U�  FJ��  �  ��K��-     ��

M�F��  �  	��.����������U�  FJ��  .-   M�  �� F�� 

5����O^)�  F� (��F�   �C�F��  }��$�   M%5 F#F�  �'5 �1    	�"

�  �-�F��  -����^  . ��   -O�N  	��)^    ��I�oS  � ZR�

��������  	��.��  ����  FO��I�  .$  F/��'�   FJ��

 - ���U�iK  �e� M��F�� F�� D���) FU�17.-� (   

)17                              (��  � I�I; ˎ F   � 0ˎ1ˎ … ˎH  

 ����C� `���� F��M�iK F/5� ���� ���� .���" 

��B	�	�  

 ��L� ��� B��a2 ��� ZE�"��  �� ?��  �2����^   ����"

 �� -�R� b�� .�" b�%�L�  
�5 ?��1   �5��s�  &453  

���"���5��  . s�  &453    ZE�"-M�F��    ��L�    B��a2

F�) )��J D���3�I5 (f� .-� 	�"  

)���� �I� b�� ��$���  �5�� s�  &453   ) FU�� c��U�2  (

��� F# -7�� b�%�Q� ) )��J �� �^4 .-� 	�" FG� (  

��$   ��� ���  ZE�" ���  ��C�  k  ��C� ���  2����^�  ��$  

) ZE�" ��jE) FU�� c��U� (4) � (5��� F/��'� ( ��    �

���Q�  )��J �� �^5 .-� 	�" F�hE 

� � 1ln%H& � 1ln %4& � 0.7213 

 M��I3-  (�	�Z� �&�%�  O�	�- U) ���  

-/��  -/��  -/��  -/��  -/��  O�	� 	�  

 �O�&�   ��� &V - ���0   ���!R��2  L &\5   �
�M 7 Y��"  ���U)	�  

3.4993  3.4627  3.2509  3.6323  3.1723   5\#(I ��  
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  �#�� 5
�(�"��5��H#(� �,I#(� �#���-	
 �" �� (� (JK� L�#�1 � !����... 

2.7337  2.5558  2.5143  2.5156  2.3977   M	�S# ��  

2.1898  2.2255  1.9453  1.9754  2.6069   50�#" ��  

3.6332  4.1729  3.7143  3.9086  3.7168   ��CCU 

 M��I4-  M	�(< �	
 (�	� Z� �&�%�  .� $�� �� 5  

-/��  -/��  -/��  -/��  -/��  O�	� 	�  

 �O�&�   ��� &V - ���0   ���!R��2  L &\5   �
�M 7 Y��"  ���U)	�  

0.29025  0.27886  0.28455  0.30188  0.29120    5\#(I �� 

0.22675  0.20583  0.22007  0.20908  0.22009    M	�S# ��  

0.18163  0.17923  0.17026  0.16417  0.14750    50�#" ��  

0.30135  0.33606  0.32510  0.32485  0.34119   ��CCU 

 M��I5-  O�	� (�  #(� 5R�(�<� ��
	8�  

1E 2E 3E 4E 5E 

0.967551 0.974115 0.979020 0.977932 0.985728 

 P�'� FJ�� F/��'�)jd( ��$ ) FU�� c��U� ZE�" ��6��� � -7�� D��� ( Q�  ) )��J �� �^6��� FG� (	��  .-�  

 M��I6-  O�	� (�  #(� A#(8<# �I�" ��
	8�  

ZE�" ��� F/��'� ���� ����  c��U� FU�� )7 (D��� -7�� � Q���� ) )��J �� �^7 ��� F�hE (�� .  

 M��I7-  O�	� (�  #(� ��� ��
	8�  

��rrrC� ��� rrr���� ZE�rrr"�� �� )��rrrJ 8 L�Frrr��� 

� �����rrr����rrr" � Frrr#�Mrrr  &�-rrr   ZE�rrr"

�rrr"Y� 7�rrr
�M  0.280� ��Mrrr  &�-rrr   ZE�rrr"

&rrrrr\5L  0.223� ��Mrrrrr  &�-rrrrr   ZE�rrrrr"

�!Rrrrrr��2�� 0.181� ��Mrrrrr  &�-rrrrr  ���0-rrrrr  

&V��rrrrr�  0.190� � ��Mrrrrr  &�-rrrrr   ZE�rrrrr"

O�rrrr&�� 0.123 rrrr� �� Frrrr# -rrrr�L  ZE�rrrr"��� 

ZE�rrr" Y��rrr" 7�rrr
�M  ��$ �B L��rrr5 ��Mrrr  

&�-rrrrr  O�rrrrr&� ZE�rrrrr" ��� ��$ 3#L��rrrrr5 

��Mrr  &�-rr  ���rr"��  Frr� fS�rr\� FrrJ�5 Frr#Lrr� 

1d 2d 3d 4d 5d 

0.032449 0.025885 0.020980 0.022077 0.014272 

1W 2W 3W 4W 5W Sum 

0.28053 0.22379 0.18142 0.19085 0.12341 1 
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  �#�� 5
�(�"��5��H#(� �,I#(� �#���-	
 �" �� (� (JK� L�#�1 � !����... 

ZE�rrr" �rrrr")Y� 7�rrrr
�M  ��rrrr/�� Frrrr� �rrr%�� (

�rrrrrrr�-��� #-rrrrrrr .  Mrrrrrrr7 � D���rrrrrrrEB� 

�rr,�-�$��� �� Frr# ��rr"Lrr� �rr� �rr�-���  �rr���

 ��L� BR�� 3��7 � ���.��#  

 ���� ���  �� 	�  

F/5�$�rr�� M�Frr��$�� BR� Frr# B��arr2$�rr�  TrrR���

����rr���&  ���rr"���  b�rr%� `�^ ?�� � 	��.�rr� �rr�

�5�rrrr� .�rrrr"s� &rrrr453  ZE�rrrr"-M�Frrrr��  ?��

&453 $� � ) )��J �� `�^8.-� 	�" FG� (

 M��I8- O�	� %��&� Z�(�	�- ���U)  

-/��  -/��  -/��  -/��  -/��  O�	� 	�  

 �O�&�   - ���0 ��� &V   ���!R��2  L &\5   �
�M 7 Y��"  ���U)	�  

3.6332  4.1729  3.7143  3.9086  3.7168  Optimal Value  

3.4993  3.4627  3.2509  3.6323  3.1723   5\#(I ��  

2.7337  2.5558  2.5143  2.5156  2.3977   M	�S# ��  

2.1898  2.2255  1.9453  1.9754  1.6069   50�#" ��  

3.6332  4.1729  3.7143  3.9086  3.7168   ��CCU 

)���� �I� b�� ��$��� �5�� s� &453  ) FU�� c��U�11��� F# -7�� b�%� ( Q� ) )��J �� �^9.-� 	�" FG� (  

 M��I9-  M	�(< 5.� $�� �� %��&� Z�(�	�  �	
  

-/��  -/��  -/��  -/��  -/��  O�	� 	�  

 �O�&�   ��� &V - ���0   ���!R��2  L &\5   Y��" �
�M 7  ���U)	�  

0.30135  0.33606  0.32510  0.32485  0.34119  Optimal Value  

0.29025  0.27886  0.28455  0.30188  0.29120   5\#(I ��  

0.22675  0.20583  0.22007  0.20908  0.22009   M	�S# ��  

0.18163  0.17923  0.17026  0.16417  0.14750   50�#" ��  

0.30135  0.33606  0.32510  0.32485  0.34119   ��CCU 

�rrrr�$ F/5��rrrr��$ M�Frrrr����� 
rrrr�5 � srrrr21  

�5�rrr�s� &rrr453  )�����5�rrr� Frrr� �	�rrr"s� &rrr453  

)����� ����rrr� 	�rrr"��rrr  ��3rrr�  � 	��.�rrr� �rrr� Frrr#

����rrrr�$ F/��'� )��rrrrJ �� 	�rrrr"8 �rrrr�$  �rrrr�

) FrrrU�� c��rrrU� � ZE�rrr"15�5�rrr� �(s� &rrr453  

)�������U� � ����rrr� 	�rrr"-rrr  M� �rrr� 1rrr#Frrr�� 

) FrrrU�� c��rrrU�16�'� � (F/rrr� ���U�-rrr  /rrr��� 

M� �rrrr�Frrrr�� ) FrrrrU�� c��rrrrU�17F/5� � (�rrrr��$ 

M�F����  ) )��J c��U�10��� FG� (��.  
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  �#�� 5
�(�"��5��H#(� �,I#(� �#���-	
 �" �� (� (JK� L�#�1 � !����... 

 M��I10-   %��&� Z�(�	����� � 5�;< =L� ����0.� =��������U)  ��� 	�  

Rank  
K  S  

-/��  -/��  -/��  -/��  -/��  O�	� 	�  

 �O�&�  - ���0 ��� &V   ���!R��2  L &\5  
  Y��"

�
�M 7  
 ���U)	�  

1.00000 0.32868  0.03718  0.06413  0.05897  0.07269  0.09571  Optimal 

Value 

2  0.88198  0.28989  0.03581  0.05322  0.05162  0.06755  0.08169  
 ��

 5\#(I  

3  0.65629  0.21571  0.02798  0.03928  0.03992  0.04679  0.06174  
 ��

M	�S#  

4  0.50380  0.16559  0.02241  0.03420  0.03088  0.03673  0.04137  
 ��

 50�#"  

1  1 0.32868  0.03718  0.06413  0.05897  0.07269  0.09571  
 ��

CCU 

a8�  �C��< �  (�)  

  ��L�  C'5c   ��$   ������  ZE�"��  �  ?��   �2����^ 

��  �  ����"$   F/5�$���  �^��  �  ?��  3 &45 $� �  

������  .-�  	�"  	��.��  `�^  F4E�"Q�   �  	��.��

 ���  ?�� ���   2����^ �  ���"�  �"  �I�  F#  ��  ���� Y� 

7�
�M   ��$  �B  L��5  &�-   O�&�  �I�  � �  �� $ 

3#L��5  &� -   ��3�  .��"����L   F�7�� $��    B��a2

��!��   ������$  # WU�- .    FG� D���EBR� �� 	�" $��  

�  TR���������&   �  ����  ��������  .Q�  �F-��^  	��

 ���
21 ���0 �I� F# �� ���� ���
&� �-   &V���    F� ���S

I5L  	���#L��5  5  �I� kj �>��   �,�  ��-�$���  � ���&  

�2�� ��  ��0  ) -7��91��� .( Q�    `���2 ��� ���
&� � Q�  
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Abstract 

Background & Objectives: Prerequisite for the success of service organizations is the provision of 

superior services.  Hospitals play an important role in providing medical services and the opinions of 

the clients determine the quality of the services provided. The purpose of this article is to identify and 

rank the quality of services provided based on SERVQUAL model in selected wards of Ali Ibn Abitaleb 

Hospital in Zahedan. 

Material & Methods: Using the results of Ahmadi and medical research and library and field studies, 

5 criteria (SERVQUAL's Five Model) and 22 sub-criterions were collected. By collecting data by 

distributing this questionnaire among the patients (patients and companions) in four departments of 

CCU, men's surgery, pediatrics 1 and internal medicine 1. Sampling method was random and using 

Morgan's table, 100 people were selected. The ranking criteria were ranked by Shanon's entropy 

weighting method and the service quality of the departments was ranked by ARAS multi-criteria 

decision-making method. 

Results: The research findings show the inequality in the quality of services provided between the four 

selected departments, so that the CCU, men's surgery, pediatrics and internal medicine ranked first to 

fourth, respectively. The framework presented in this research can be used as a criterion for evaluating 

the performance and improving the quality of services in hospitals.  

Conclusions: According to the results of this study, hospital managers can improve the quality of 

services and ultimately patient satisfaction by using medical facilities and equipment, increasing staff 

and treatment staff, increasing the number of rooms with low beds and increasing welfare facilities and 

increasing the number of physicians in different shifts. 

Keywords: Quality of Health Care, Hospital Administration, Personnel Administration, Hospital, 

Hospitals, Decision Theory. 
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