I
i

oY B ¢0 dadn ¥ b\)LA..fL ~NY &) 94 Ayay ul:u.u.ll:i

7

b

s
see

a5 ¢ ale alilas
L] PQ

Y oylads — YY 0,90 -VYAY licwmls

d}edsm. JJ—\-@-‘-U“ LOC\A.UJLG:\T\JJ&LAJ-.}LA-\S-\S““.“ &_éLS-l-:Q‘L\.‘A.\“ 3

°ujb.q.]a L;..\Asl L..a_).oy.r_ ‘ibdb GJLA 4.:‘_))5 ;r(_g)e...al N:\.@...u ‘v%,\).r. 4o g0 ;H"udob.@_.: u:ml_u.;.a JKJ “(54\;" SHe ey dass

Dglls § Wt g Coadd CodeS (gake) 50 50k Sla I b el ol e laglejls o g el idoiiio
Caodd iy 3010 092 Lo sl ol 40 00 il yo Caoas iS5l sl STyl g oyl e ol Ul s g0k
SERVQUAL acliiiws y o sl jlos Sloas codS romiw gl o)1l 51 (G il con £9090 (Sl jlons
5O Ceodd oS SIS bty ol 5l ookl b aS caloads oyl idgh 40 .ol ()], Son g yloljqul 1)
S5 B oS 3590 5 et O gy St (b Lo

ol sl VWAR Jlow o (oahafie )50 a0 45 Sl (60 )8 ((Shnog (—2ghy pol> gl g 9 Slge
Holad — il &5 4 (15 Wged 39 Hgeis; St Bl los )3 (6 Ohles ol gl axel oo
IR oy 950 %0 licebsl zdans 13 dgumdli dnsla (5l y digas woe> Joo 18 3l oolainl b Lo £ Slawi g 0uls ploxil
N3 ey gy Wosls Jdow 00,5 (6 5l ez () )0 g (Lol jguol )b (1o YT (gauliiin 5y 5l ookl L Waosls aisé S
plecil paired-sample-t-test <SG el )b 1 Siloo dulio 9 Bg ol -3g )T 50lS" sl y50 3] 5l oolainl b s SPSS14 (5 Lol
38 e 5 Jawgs 4 als eolaswl iaSTy g oty (sl loges 3l baosls Judow 5| Jols (sloasdly jioled (gl ¢ yuioran Al
A s LISREL

e ybony Dloas 5l o La 0al STyal oS g LAl j50 LS (5 a5 9 0 (L (gl (slaadly :ldasdly
Shlow b3l 03,5 By (sl ey Sty 15 095 J5bo 45 lloss SMSie (19,5 B3l 0 15 3929 SIS
loils (el 5 sl line Jalse (p Srogen il g coilin (So 38 Lazs (0,5 wol 8 icenlio ok STL Slons il
Gl B uils iy g lo jise Sl 5 el o b )57 g0 gl icwlioo Dl gz 5l oolai il ¢yl Lows 4l
el 00 GBI sl i LT 09 wgllasls a5 sicwn 1) oyl yoe Jelge o Sngo

Sl alie (Gl 95 550 )3 (gt aeed (i loc 53 Ceadd LS ¢ iy slaaidly Lelul 2 (5 S A
6o, Kal, b g co Lol sl Blo (gl)ls coanS a5l gl jlows ol di o a0 plis aS o by 8wl Jolss g

i Sgnte | )] Cordg enlio

Ceods oS SIS — 1959y — (Lt Lo W0 519 s’

238 Soss wgd Glass 5 dlig olead 5 (S psle sl ose (Ol (Sl pole a3 el (5,18 clins (5530 (5 9adily -

33 Sove gl Sloss 5 il olead 5 (S asle slasly HLolinl Loy 5 culilags copis (cmundd (5580 -Y

933 Bote s Slass 5 Al olead o (S asle slails (Gloss s udlags oy paae Gulia K -Y

a3 Sovs wgd Sleys 5 ialig oload 5 (S asle sl&asly (A&l 5T pole oolid, IS (g sty —¢

a3 Sots wgd Sleos ((Adlig olead 5 (S asle sl&ialy ( Sloys 5 Rl olead oo wid )l (ulid i< -0

Gy PANY=Y0T0 0V (YAA (A1) - ¥ONTYE AN t0dl Gles 5 cnilags o e 85 S conlags 0uSiils fg) O alol Glase i toea T 1 g S sdiow 95 #
aminbahramil359@gmail.com : < 5 3<I)



PN e g sl )5V ) 55 (ogas
5 adlie 35T 50 (V233) bs d(1)) gy (ol ylias o
ST Jlogs g opasall Ol o 03558 5 ok
(Ve A) 52300l 1) Ll jo S pilis slacSands
OF) Wl jo  (Sasailais Sleds cogas 35 10 S5y
5 (V0) o2y (Awali) € b olias o 5 (F+ V) SY
sk Sleyd g cilags ST ;0 (VYAR) o)) S 9 (o Bl
o loss 3 OYAR) Lielonsl sl 5 5655.(VF) ol
St Lo ;5 OYAD) CeaS (5,55 5 VV) oS (S50
55 o B OA) Sl S psle o2l & iy 55
o0 (xw pl> B )0 Eadge Cuenl 44z L
CotS 5 cambio Cooaz Uil 5 )50 oS oy SIS Col
Oy s L log )3 (5 7tie S5 5l Cons oal STl
33,5 (g2 9 S O

OB 953 9y
S Sl (305 (hmog (i Sl agh
Aol .l ou s plosl VWA Jw o shate & g0 4
iz Glo iz ;0 (g Olilow 4l Jolls Gingly
Obi—slony ol Sl e 09 05 (gaia) Gl lon
b (ogoe Qi los o (9o (i Lo o5 09—
=l @ phlem a5 Cl 0l 550y allie o mass
Sl ol Ohlew gty o s Gl )los (pl e
A (5 S dged A0S oo dxxlie o len cpl 4 loys
i Bl pslaie cppy s plol ol Gkl g0
5 gl olely 5 0 (3l slaiz Jol) s o
Dol g 9 I LA 5590 Sl Glgie 4 4 (S3ls 9]
Sygeo a5 GhF Gl Sl Lagle Cos 4y )L*-’ 3)3e
LaS 09 jlowm ) cdSged slaas . ays )5 A5 Bolas NS
1= B0 pmals nalr (ol digad i Jya b 5l oslic
39 ohhlow ol 09 00l dilors %0 el pela sy (

3550 (Gl o 3l (e 53 b 9 (5 i (o) calizre sla e
Aol 3 3l oolainl b 5o o900 (slaosls iz 3 1,8 JI5
Uite o )l dslidn py cplaso S u5)9T gz Olelygml )
90 Jaw YV 5 Joiliin yid0 S 5 Slid Coraz Sled|

933 (.9 5 wageds (L jlass 5o ilosd Cuidas SISl Jalas : :

deude

257 b 5 Sl G b (0 ez kS

Oy 5 G35 w23 5, (nl 3l 093 o0 gmime ooy
55 o S (1) o] (Glockazmns g s S EepiesS
g a0 3l cewl Ole (VAAA) Lol joul b iy o5 ol 5
(V) Sloaz 5l b yiiio IS ol g ol Uil oo M >
e L) oo sl ol adly 1o (o i tus i
o 00iS 4l 5, Slos gy e a5 Sloj ayliie ol a8
S bl 5 a2 po LS (g 4y a0 )18 b3l 590 |,
S5 3 (6 e STl il jolane (rpizmen aile o0 Joe
bl s> 1) (8L )0 cwns (g i oS Sl ()l s
ol (5,55 S5l (S w0 SThol ceanS (F) Layles oo
lSTyol g Sl Al (s dlio ol g Zolo) b Jad pe oS
S STyl o 5,5 a5 ks (F) il o 8 Sl
Orizmad sl Bl 5 (g9 ST L e oo 4 Adpand
il 6yt ()l el by Coale 4 azg5 L
@ S (502,81 0,8 51L g 00l 5ss )l (o Jsbo 0
ELIR LY EXIRCESRY (A) BV FUSSOUES S VP ST-JU ) PR
gl ool s (VAAY) pluSl8 alax 3l B gd ) (6 b

2l (V3AD)

oyl o Slaas g oYgame CuiS Co

PN W IR I S OPSI WS CHPRESICW- R SN ()
JI9S 5 40 45 Caosd Sl Ao 9,505, (p s
aS oo (5 Sleas CodS 3l e phanl cconl jgputeo
odutiw Sloss u...a..S ‘Cﬁ"a"" u." O u‘).'Lu 2 L
C.‘a‘.u Cod> LJ—‘ o.).l‘ Cja.u )‘ J...')L..c C.‘a‘u Y LJ"‘ ..\JHsa
bea,Sog) ol ) deas (8L )0 mhaw 5 a8y L8
Olebygally (SE Joo (wlel 2 g S o ¥ 4 a5
4 ¢ o900 (5931l 10 (A) .ol oo &3l saya (56Xl
B0y 3l w2 (lods CotnS 4y Cons ST 0l s (Sl
(V) el 00y g5 ¢ T as0 &l folEaus 5l o2 g )b iiin
Slagbole 5l gl 53 IS g 3,509, Sl een 4
Slowlad 3 8 eolaul s a0 bl Lo dax 5l Sloos
ailoas ploeil 8 G, ol slosliwl b aS™ olo umgsy alax
st law ;0 (Yoo V) Jopw oo Sldllas 4 g5 o0

poLb |

s

Y oylad — YY 6,90 -\ ¥AY oliwls

(sBia g3 ¢ gale daliling



[ g5 e e,

a5y ¢ pale Loliliad

Soar 5 solT B3 sand sana

oLb ||

s

Y oylads — YY 0,90 -VYAY licwmls

93] Gyl 3l Slaalis (35 Jlos i g e 8 0, L
@arg L.C3)S 3 (o) )90 Bgi el - B9 S gelsS
09,5 Y 3 (gl Bgi ol = B9 S 9alsS (1505l (5l ime
Glpls g Jlo s Slaalis @595 5250 5 oollao g
Paired 5, 7y eSiln dalie (ygn] 1 405,8 503] 5
Jgoz 50 g3 ol a4t .o ooli ol Sample T-Test
il oo &1 Y o les

Sy nde 358 Jgaz 00 /0 5l S (g)ls (Sme o
oS et LS 3y K3 St &1 o i b
Hoges o AW cplall oo LAl 5 )50 CodS 5 09250
el oo oals Hlas (V loges) ol

Olylews STyl g Sl Ual o 0950 SIS 398 o905
A co lid alides doiw YY jo 1) Cwns coaS

Sleds S a0 GBI L 09> ..\...,L, Az Lo
SISt ) Sl ki liie 5 il
A oolaiwl 1Sy Jlogod 1 b e Gy g
iloads BLIY Jloges jo oael cavs 4y ST, (slologes

CobeS sloaidlie (so50e (gt 398 (S| Jloged 5
CodeS slaadlie (El (i g 99290 Condg )3 Sless
shlo STy Jloged cplply aes oo ol |y [Uasl o0
Sl Jols axb jl o le &S e wl o ple axb ¥
2 slaebL o el d(nl oo o) 0ul
2 Cow) S cmlin Slods oot STyol coaS o
a0 Slens caS Q] a8 s ali o b (YL
Jolss aml 5 (ol cul) o) Cans il 550
YU sy Con) 2,

05 By ) ¥ slaami (358 Jloged bl
g e )V 8 099 b o (Lo OS2
Sl ar Gt ) VP (Ll slajls (el (61—

35 0 Gl (g5 ol 4 Gy L jlass y2 45 052 s
g wallas oy j0 (loas cod S I 095 Jb e, SOY
laazmin guiy il lp iz oo Sl o0 48] 352 50 29
el b cnliie (slepg 5 B o sl yy )3 95250
onl Az a8 o ooliiul  lale o cyg03] 5l gy g
an 0 B o 1) 05250 Jlges VY uSlau g (23 2 b 09905
9 oyt o6y ylieol o o 855nnly (luwgade Jolis Lol
Olylas 31 5l ealaswl b dnliiw py olg,y ol Caws 4 Joer
5 (amis 2ls)) Slole Sl g3l 5 (gime (25 )) 5 o
L3 C189) lis,S Sl oy Sleslanal b 525 o oL
SPSS14 (s,ll 58l & 5 5l ool b laools Judos .auo )5
o9 E5 e yshaie a o ools fdow 0.8 5l
B olanlin 05 o 5 i« Sl S el
235 8 (gm0 0)50 (KoS) Byl = 85 S 5015 (y505]
L Wnools Judoss K-S 9ol ames (6l (—ino 4 495 L
Paired Sample <SG yiol )b uSile dslie yg0;] 5l ool
3 Jeol> loasly ioled gl cpizen 0l ploul T-Test
aS o oolaiwl STy g ol sl loges 5l Waosls Judos

05 sy LISREL 1331 5 Lausgs

Ladasl

30 g Adgel oo, FYIV (ol i agh jo
W3gr Jalie doyd OF 33,50 doys FF 00 dus s OVIY
w9 o, 0 OVAL JLu Ve 5l 2eS  09)5 ¢ puiorad
Iy digad slawd o s 2oy YOIY U il 55 Oseas
Aiogy oals plais] s 4

O 45 Ol yad D )90 (s SRR o 4 3
Sloas Uauil 0,50 i g Sleas coi Sl e oS

ol 903 £95 Crmend (6l 0] 5 392 o e OIS

i jlass Gilosd cudas SIS Jalas  ga )yl galis ) Jgan

=95 b

Sig. Df t %a0 Lol 3yt elbs Sl
A plinb] gl 55kl Bl et oot Sle
YU oeb
oo AR YV/¥YY VAYAAA VDAY +/yayaa [+ EYAX AVAARERS




A3 (.9 y aagad (gl jlads ja Cilend s IS Julas

12

332 03838 32l Oyl 53 Glosd Cadas Sl Yl Jlages = jlages

3.60 3

3.307] :

P2

. 14
3.007] O .

2.707 . :

2,407 ]

T
4.50 455 4.60 4.65 470
E2

332 050 g liuaglans g3 SLS Saks oSl Jlaged TTolsges

—FL2

7

poLJD ||
a5y ¢ pale eolilin

7

Y o lach — YY 6,90 - ¥AY Glicwl

wy




OlSea 5 subiT 3 Hand) dass

7

o

s

Y oylads — YY 0,90 -VYAY licwmls

b ||

Mark

0.92-

O1

O2

(0X}

[«
0.90-
0.88-
0. 0.867
0.84-
0.82-
(@]
0.80-
T T T T T
4.50 4.53 4.56 4.59 4.62

932 0988y e Gl lass Cunid g (S gyl gad =Yyl gas

3,lg0 Lol caily )lylo 0> 51 o ol Uasl 51 st
3 o Slgld (F olari loges) slo dllws 515 o)y
30 Gl CodlS GBS aS w5 1o vezg b laws o]
LSH'M)L’ \J)‘ﬁ.n u.:‘ (RIS D)‘a.o )JLMJ )‘ );oo).,..f Lbu]
A VY 5l plas zod o ¢yl jlos loas 51 o)y Les
OgeiR y Aty Gl jlos clawgie b 4y Jl> ey
o e b Y 510 50 Cwons cuiS By L
ol e aes o plisas oyl 8ol Jols g
s pgan & 5 cwlio 6o, Sal, b Glei o Ll
Sl Fgw A, Jolw 4>l
30 2 ol i ogh wile 4 o6 s B—fie
Afm\oo;w)buwmf@)ongwy«:wx

Lo (535 081,8) Y5 (clin S S | Slloas
5 o052 sl s Jolse Glows (sl L 5 4l ] (S5

solictal) ¥ (ol syl slasls (el ¥ sloaze

)WY (Ohlews pleys cps el Ol GUS!
IV 5 (G (Eslds el 0 o )5 ogllas gy gl
else (igr lods 4] gl (6 by IS ilo oyl
VLW SN JE
Ol low 0 Cloas CuaS (598 Jloged ulwl
oy Jobs g jlw di e A B Y 0 10 fygeid, dup S

Syl 13

(S yaSdaais g S
St Sl jlo AT 00 o0 (LS Gleghy sloaidly
Iy ohlew Ldaml o900 codnS c ol ai el ygeim,
iS5l ohlew el s & le 4y ales (el
8,0 Sleas cuaS 5T STl 51,513 (leas
")"‘9’6" L5‘>)19" o oy sdwlive IS RVE N .\MLGA



Wil ody el cpl 1989w 0 S5, 5l eolai il b
3l Cwas oS cal o olshel g ol Llasl u a S
Sl osls s cpi o Ll 0,10 g2y SIS cotS
ST STyol 1 wlgs oo 013l 4,25 g loas Cad oS
Oe 5 6 il pizmen (F+) 05,135 30 cuas
@ Olhlor 58y lyee a5 il a8l o 55 (V) 4)
coiS 5 sl SThol yog wgllaal Lo 4 Loy liw lews
| S gufe M)LAJ alf e U"‘ &Y 90099 ‘4,5 Slsns
CotS Glae b b 0 S (Yoo ¥) Lals (YY)
ax pl 4 aS S sogar sbalw ey 0 Cwos
ol 8l SThol asol Jdo 4y j9iS ol jo a4 el oo,
ahllasl 4 sogas loliw lon Olas coas
FUIRUE PN SNC S VS I R VG BN Ry P
31y 095 5L 0 50 Dleds ¢ sogas slayliw oy s>
(YY) oS il o cogas sloglin)los
Al 395 g ;0 53 (Voo V) SY (i o2
Bl ol lews ST ol g &l Ual g aS el ais §
3 (Vo)) 5955 150 o 1w (V0) 5,5 092 siros
Codlw slacadle Cloas coaS e b Jimgh (o
Bl S wil ools s JlsS gy 0,50, 3l oolaiwl b
)So.)):l_wf s o Lgl.mul.._m)l.o.u B Sloas g.,_..n..S
5 sobte & (Ao 53 (Vo)) g,—lo g 59, ST
S5 o Sleas sl F e eolax

g | gaeislo) zha
a5 wlosls (LaS glgil il poes )3 (pogas (liowloe
O 9099 CadS olal 1y Segee slatiel Sl g paeas
e 3 sr95nly (Joes olayl i 5 4 Ll ]
(V) aiylo 1,8 oy
ol 4 (pl s 55 (VYAR) oK § oDl B
&l Sloas caalS ol 31 %FF (SThol ulwl 5 as ol
O 6l e GBI 5 wil 00,57 b3yl lawgie |y 00
(VF) 0,ls 09> g Uaiil 550 CudnS 5 o0l SThol cualS
5500 (o ,9iS (6 ks wiile 4yl ) Codls pllas
rlgn oy Slass oS g 5 bl |

933 0980 ) st (ylieu lass 53 loud iadas SIS Julas 'g

Sloas caaS 5l b i SIS ol g ool jUal - SIS
@ g 3 (Vo) oo Grove iles (o2
S law jo oa s &l Sl ol ) p
oo ol sleasl coul Bl b cogar
ST 50 CodeS jhetel (5 S0hos (e a5 S0 o0 (LS
A5 Dygo (s 4l 0g2g BISKE cu s STol caalS
shls 8L ,0 aloas 3l ey oot STpol oS
) ool 03g: Ll Uil 050 CpleS 1 e (5 3Ltel
3o lasdlas 1o 535 (Yoo A) o) 5 auglwl )5 (V-
as il eols i by o o sl sla oyl Loy
ol e cleas cuas 5l e ST ol o ol Ul oy
Sllasl aS” glaiss 4y o ls a2 SIS oyl Lo
Sloas oS 5l iy jlews Sloas oS Sl ol jlagy

OY) el ons &5 )]
Sl Ollew 595 2 s 0 53 (1239 o
CordeS BB 092 Ll pl)o 0358 9 polo 5l 2ol e
Sl ooy i g 00,5 Ll 551 cpl jo cous
WSloos bbbl c LB 5 Joes (09 wg—wxe a5
CaodS CudeS dto) 50 STie ol hlse (n St
Ol g 50 55 (Voo V) Kilg (V) ol oo
e g yuandl loiel Sl oS C il ooy A
Sleas Cea,S BISE ouisS sbou| slvdsu w3 St
(Yoo V) g g gl (VA) il oo o yid ol jo
ol 2ol JI95g 50 8,509, 5l osliinl b (ciwgly 50 5
Ll yo (Sbpilass glacSiads” ol jlows —p 4o
Ol el e ST ol g ol L) o SIS 59>y
(e (VY) ilosls i |y Glons coaS 51 35100
5+ JUw 5l sleyss oingly 1o (Vo A) Gl
S50 Sleas CaaS B w4 oo Ve oA
sl Llasl jo  (Sbpilass aleas gogas 55 1o
O SBD a5 o o i g9 Giegh muls o]
by Sleas S 3l ol e ST ol g ol )L dazs]
30 g o oo XS DM Ve VY. e sl
Gl a8l als L8 Jlo 4 cand g Ve o A Lo
Vo iy 50 5 (Voo F) 55,0 5 LibsllL (V)

poLb |

s

Y oylad — YY 6,90 -\ ¥AY oliwls

(sBia g3 ¢ gale daliling



OoKaa 5 subl Bhe yuad ;) dans

7

o

s

Y oylads — YY 0,90 -VYAY licwmls

b |

REFRENCES:
1. Roberts, P. The development of NEDSERYV:
quantitative instrumentation to measure

service quality in nurse education. Nurse
education today, 1999. 19, 396-407.

2. Ekinci, Y, Riley, M. A critique of issues and
theoretical assumptions in service quality
measurement in the lodging industry: time to
move the goal posts? Hospitality management,
1998. 17, 349-362.

K. Bradley.

performance of IT service: An assessment of

3. Hang, G, Measuring the
SERVQUA. International journal of accounting
information systems, 2002. 3, 151-164.

4. Caruana, A. Ewing, MT, Assessment of
the three column format SERVQUAL: an
experimental approach. Journal of business
research, 2000. 49, 57-65.

5. Bodvarsson, B. Gibson, W A. Tipping and
service quality: A reply to LYNN. The social
science journal, 2002. 39, 471-476.

6. Cronin, JJ. Taylor, SA. SERVPERF versus
SERVQUAL.: reconciling performance based
perception-minus — expectation measurement
of service quality. Journal of marketing, 1994.
58 (1), 125-131.

7. Dabholkar, PA. Shepherd, DA. Comprehensive
framework for service quality: An investigation
of critical conceptual and measurement issues
through longitudinal study. Journal of retailing,
2000. 76 (2), 139-173.

8. Hensher, DA. Stopher, P. Service quality:
developing a service quality index in the

provision of commercial bus contracts,
Transportation research part, 2003. 37, 499-
517.

9. Koerner, MM, The conceptual domain of
service quality for inpatient nursing service.
Journal of business research, 2000. 48, 267-

Sz Slolerin Wl oo gkl laasl ol
50 axdllae 85— i lows jo Olond CobS 090
Shls (Ghagn =l vz e aes 8l LS
GRB9R Cudgizme () s el 009 15 2Bl dgue
Wilgs oo oyl Lo 00l &3] Dlens coa S oS el )
Sglaie Lolas gl sloylo; wiile el sla)leoj 4o
ol 56 als jslane ay o) Stags, andlas o sl
Calizes slagley )3 1) Giogly diged W05 (oaw Jalse
79 s sy, Lo g calie laci b alex 5
4255 (Sl eriomed S )18 iy 950 (Jelass
Sl (Sos 0l gy polal plaiagh 0 a0 S
Wload (28 edeS 38 2b3)) ) bl 2lls pas
50 caiS 3l o STl oo b g ol el mla s
Jolse 2 azgi b oy oo i @ Jlo (e )3 0105
el ola el 5 ol g slw allis ooty olowlis
TRt SN NN IR NS Wy
Syt eiuadS et (bi90] (sloe y9 (6,138 ccnlie
Ll (Slojbo a5 0550l el 5 (Sl @lie Cu ke
ool |y Gloas coaS oul oval i SIS wilyy oo
oIl ea i cdl o Sleas 5l e gaiels, 4
Gl e o g Gae oligS (slrdal  cpgus A L
63,lge s Smgll 5 39250 U ie (0903 15 50
Sl 51 ol lews STyol Bl 1, 56 o iy oS
Dy dnled sude ai)ls o]

5 QLS Sl el (s 1 1008 g ot
oo 0 geie) dnp—t i low (6 Glle
ailed oo (19508 Lragh plxil 5o Ll (s Ken



10.

1.

12.

13.

14.

15.

16.

17.

283.

Sohail, SM. Service quality in hospitals: more
favorable than you might think. Managing
service quality, 2003. 13(3), 197-206.
Karassavidou ,E. Glaveli, N. Papadopoulos,
in Greek NHS
hospitals: No one knows better tha patients.

CT. Health care quality

Department of economics, division of
business administration, Aristol University of
Thessaloniki, 2008.

Dean, A. M. The Applicability of SERVQUAL
in Different Health Care Environments. Health
Marketing Quarterly, 1999. 16(3), 1-21.
Baldwin, A. & Sohal, A. Service quality factors
and outcomes in dental care. Managing
Service Quality, 2003. 13(3), 207-216.
Baldwin, A. Expectation and Perception
changes in Service Quality in an Australian
Private Sector Dental Centre — 2008 to
2000. [Online]. Available from: http://www.
baldwinsolutions.com.au/icit%2014%20
(pennsylvania)%20paper%202010.pdf
[Accessed: September 2010].

Luke, GJ. An assessment of the service
quality expectations and perceptions of the
payients of Awali hospital in the kingdom
of Bahrain. Adissertation submitted to the
Rhodes Investec Business School in partial
fulfillment of the requirements for the degree
of master in business administration, 2007.
Aghamolaei, T. Zare, Sh. Quality gap of
educational services in viewpoint of students
in Hormozgan university of medical sciences.
BMC medical education (open access), 2008.
8(34).[Persian]

Nekoei-Moghadam, M. Amiresmaili, MR.

Hospital services quality assessment:

Hospitals of Kerman University of Medical

Sciences, as a tangible example of a

933 0938 5 gl Gl jlas 53 Ooloud Cudas SIS Judas .

18.

19.

20.

21.

22.

23.

24.

developing country. International Journal of
Healthcare Quality Assurance, 2011, 24 (1),
57-66.
Noorihekmat, S. SERVQUAL analysis in
teaching hospitals of Iran university of medical
sciences. A thesis presented to the faculty of
health management, Iran university of medical
sciences in partial fulfilment of Ms degree in
health management. Iran university of medical
sciences, health management faculty, 2007.
[Persian]

Wong, J. C. H. Service quality measurement
in medical imaging department. International
Journal of Health Care Quality Assurance,
2002. 15(5), 206-212.
Palihawadana, D. Barnes, BR. The
measurement and management of service
quality in dental health care. Health Ser
Manage Res, 2004. 17.

Anbori, A. Noori Ghani, S. Yadav, H. Daher,
AM. Patient

the private hospitals

satisfaction and loyalty to
in Sana’a, Yemen.
International journal for quality in health care,
2010. 22(4), 310-315.

Caha, H. Service quality in private hospitals
in Turkey. Journal of economics and social
research, 2007. 9(1), 55-59.

Yesilada, F. Direktor, E. Health care service
quality: Acomparison of public and private
hospitals. African journal of business
management, 2010. 4(6), 962-971.

Souzada Graz, VB. Melleiro, MM. Assessment
levels of the user’s satisfaction in a private
hospital. Rev Esc Enferm USP, 2010. 44(1),

145-151.

poLb |

s

Y oylad — YY 6,90 -\ ¥AY oliwls

(sBia g3 ¢ gale daliling



SERVQUAL Gap Analysis in Shahid

Rahnemoon Hospital, Yazd, Iran
Running Title: SERVQUAL Gap

Ranjbar ezatabadi M' , Bahrami MA? *, Arab M?® , Nasiri S*, Hadizadeh F5, Ahmadi GH®

Abstract:

Introduction: The quality of service is a key ingredient in the success of health care organizations.
Therefore several tools have been developed to measurement of service quality but the Parasuraman 22
item SERVQUAL instrument has been created based on the gap model remains the most widely used in a
variety of industries. This study attempts to replicate the SERVQUAL measurement of Parasuraman et al
in determining the existence of service gap in Shahid Rahnemoon hospital.

Materials and Methods: this descriptive - applied study was carried out through cross-section of method
in 2010. The research population comprised of patients admitted to Shahid Rahnemoon hospital words.
61 patients were calculated by sample size formula for unlimited population and obtained randomly. The
data was collected by 22-item SERVQUAL questionnaire that was designed according to gap model. Data

analysis was carried out through SPSS and LISREL -software. And Kolmosrof - Smirnoff and paired sample
t -test.

Results: the results demonstrated that there was a quality gap in Shahid Rahnemoon hospital. In the
other hand, the results showed that there were significant differences between expectations and perceptions
of patients in SERVQUAL dimensions. Also, the study identified some critical and problematic items that
have main role in constructing observed quality gap.

Conclusion: the existing quality gap means patients expectations exceed their. Perceptions. thus,
improvement are needed across SERVQUAL dimensions.

Keywords: Hospital, SERVQUAL, Service quality gap
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