199593 Joo bl 3 2bolo 9 (5 lw p ol gzmiidls sBas 03l (b jgnl Wlovs Cods
703 aible” g aaith 1) oo’ (313 4 1yie o *Te ool (6 yhax dnguare’

AVYND 1ol Fo,b AYNITY :allie <l o 2u,b

oS

4 Olgzidls Sl (650505 4y 5 oud Cgume CoinS W] lul laplS dlox Sl (cS55el Sloas iS5 rdeade
OB S o8y I kS omi Joo JIgS g Joo a5 S8 Jhjg0] CoheS S 1 a4y il e Ghjgel alE byt lsie
lodd kS e 5 leas SIS et 4 oad @) Sloss 3 Ghyzisls SIS el 5 S dmlia b 45 Cosl Sloas
bl g 6 liwp saSisly olole 5 )liwp bgmails olBaus 5l bjgel Gloas cutS s Boa b anlllas pl 05l0, oo
2 plosl JIgSg s Joo olsl 2 Ce)

S5 ages Siledipm B9y 4 Sedy (plole 5 (g by 0uStAls Glgzdils 5l 8 YYF (oabaifie — rogs aslllae (nl o oy,
awslie 4 5l cplog SERVQUAL GISs Judoss Jow (wlolp (o5g0] ot ioviw dslidw p aools (5,910,515l asas
da y Jded e g slaiel o ogFaly wblads il CublB) ax B o Lbjesl CehsS I olsmiils Sllnl 5 wiSTsl
Al CIOY) saze yge3T 50120 glis S ST Gasb 5l ol (bl 5 e sy Gk @ Ol ) 3o nise (ogale 5 (S
i oolitul bl 5 inos slopyges] 5 SPSS (s )lel Jl5dla 5 51 dmosls Lo ¢ 43526 cagz ay0,5

Sy e SIS «Slead am g o 0 (g0l Bleas cuaSl bgmails Gl g SISl s wls lis leaidl baidly
g olael wmy 4y bgye SIS (e o ieS 5 CY/OYED/AD) 0555wl am 4 bgye SIS (lie op i a5 5 ek o)l
O (/YA EOIFY) puonss

Baus 5l ool &l sla ijgel cuS g 09 oyl SlSTyol 51 51,5 (higel CudS 0,90 50 Hbgisls ol Uaml 1 g pd dmmadis
2555l da oy 4 ol Al (el CaS dgme iy 5o ad plsie ceslicl JIgS g Jae el ligzadls
D55 )8 gy el Cagll o b hgeeidls

Sl Qlismtils (B30T 3j5el homis i 63lg aals

dodso

pas oole (Stly o lraxs Cdl i 6)l5U slavsly
Slp ) ple dins sy g ajse 51,3 (o B g e
2 i9el pls e GRS 4 a5 b ojls g o plls (!
Slgy a5 anel> L 9905 aaie Sl (95 Sy
Soeal ity @l (SRes arwgd S 4], dnal> 25 >
e 3 (1) 390 Ollod Gty 5l e (el (RS
Sl (o jgal pllas 5l (o250 (S pole sl Ll
555 5 sl cdlu g 3l S 5 bagludl Sl L as
ooy o il 5> e b oSy ol 3ipel S
&, Coz j0 4 cwl (i pole cduzmn B> 5l Sl g
5 9y (59 (o Ao a0 il Sl
sbaby (b pae &j50,0 9 3)lbayn o sl
2 eadloher ohls (sl kS Ly el
3ly K gal Lils g olBiils ole jLiel cnsl> cdlw

bl 5 Goliwn (sl BLIS alews g enl 5l oeb

00 (V)TN Gl g ke / (Siijz pgle 900 53 idg3

2 0990 9 Jolie by el (pl asle aen 5l anwys

(S A sl adae g oS Al A g el sl oyl

Gl Bigel 03,5 (crpe 05z e shee 1) g o0k gi
oaSCiils adls slazm Loy, 5 cpueed Slidiog 35 10 (oS35S
Wl S (S pole oliils wiid; g el 2bole 5 5k
Ol

chehrzad@gums.ac.ir
5550 1355 (ki sl 09,5 (et ol (6 ez dogans
ol 5 6 iy ouStils wandl eloirl (sloog 5 (mnas lasins
Ol NS (S pole olSils (i) (b dneh
Gl 038l (055 (55l Sjgel 09,5 (e yserid 10 0o
Ol ey (IS (Sojp pole slasls oty (g vl (ploleg
S SLai 55 0 vl (S50l 09,5 JLetils (g 8 aible
St S lale g (ki 0aS il wdu sloiz] laog S
Rl S (K83 pole olRisls o)


mailto:chehrzad@gums.ac.ir

OLSen 5 Jol (600 angane

S e ) (Ol S el s wilanals il a8
alols pailos) oo 4 o Joe (pl jo oS )1 5l Soa
Gl S ool ool LSl 5 oLl ol oles
S8 L sl b e Ll 0aiS rnels sl g
LSl s 5l e Szl s[5 ol s Q) o
OIS RPSL E PR L VI PR W | FRRLA PRS- PR W B
(V) 0gd oo (sl )l s g 005

sloels 51 (S il B olie jl0,555k S Jas nl 5o
L oS e SeaSy ail oo S sl )] 5 el (ol
gD ganaslsl 5 plolid )ls Sguge 4 5L a5 (6350
ol bl g STl 51 o e lis e LI Ll
Lol oy ol Ll 5 SLST ) 5 canns oFans sl o
SS90 dedo cge -l (nl 9 9,05 92y canlis
B sl mhw (o yol> b j0 (0N )) 0gd g0 Dlons
ot sl S B5eel sloa i Ao 5550 53 gl
S92 Jole Ols—ie 4 5 998 00 (s (sB590] Dl
S5 IS 500 485 a3 laolals o cudST by
@ Wlgs o olals JUad b i plsie 4 Glgzmasls Ol
03903 SaS CuheS d5up slaasl s g (D590l il B Lol
OYAYD) aos Ll 1, oj90] Sloss coinS

9 = gt gl adlllas gl bl (s )3
3 u—“:’)'ﬁ“’T Sloa s G sl Sy (VYY) oS
Ol 3 dueg,l olBisle  LeoST OMeass oyl gomiils olSays
01,00 5 LA ey eloas CopasS slayl alos o 45 ol
gl 9 )lge (oolod ;o 5 Ll 92y (dhie SISL (Gligetils
(Y 0 by T ST ol mdaws 51 5158 b gomiils ol L]
OemetS yebaie ay (Ve V) Barens asllas s pizon
Sleas ceaS 5l e lemadls ol )Lasl g oLsT ol
SIS ol coaS slal plas jo a5 ols (lis ¢ b 50l
Slal als cniS 5l plgomtile (m ALl 092y il
iy ypizrad M0gy (ool )l oals &l)l el Slens
2 e SIS (p feS g (el a0 CodeS bl SIS
COF) al cssline loelsl s

pole o8 il o (VYY) )Ly glools aalllas gl
pote oBLails yo (VW) ()en 5 (Adg (yasle (So3
Slods S SIS (st St &5 35 G5 SO
s ploml 155 s ot obosl s WaolStils sl 4o o500
03,51y 00 a5l lons 5 yhszils ol il wls Lt

@bl |y Giigel (&S 5 oSl Fse Jelse il
el alax 3l (oleas coaS Sbs)l 1y (V) anles

s iy 25 BB ) 4 hgal 0 kS pspie Vool
SreSISS (SigSz (990 Slad 5 (el sl b (Soez
alozr 5l oasie belse 13U (rizran g anl)8 (nl jo CuiS
Sy 0l ol g JSin 1y T iy o5 w5508, Jelye
I 4\_’5-QT Cwl aiine IVansovich (@) ol o oazxn
u_..a..s 0)5)./:‘ U"‘)"L"' (f) S| ;OMLM )Ja; é.tla ‘u...a..S
5 MiS o iy yai Slods ouisS b0 b (g e alulgs |
00 S pas Jale o5 ol 1y Lol ol lal 5 &Sl
Olye ao ol g cwlio &l 5 () ails oo ColS
il 03,51, 1) )b e ol LS Sloas 51 xbaw

5 6 rie DLW (o Sglis S5)0 a5 (5 jekas 35 o0 iy 5
aS s o ol Slas adll jo Hlesle (sBly o, Slas
g lajls xhw ax b lojle SO Lawgs oals &3l )l Sleas
(V) el oQJS oo)ﬂ).g \) S pin Ql)Ua'S.S‘

aS €8s Jde=» Jow b Servaual Joe olel o
Wl S o e ookl 8,90 slo Jow 1 S
Jome o=l () 9 3 aslI Parasuraman & Zithall L gs
A iy o |y leas coa S aS oogr (gow Wiz wlide S
5 oo 1)) gl oRiils SUlg e a) Jlael g e
) 255wl (9= 0old |y il 3 as Sleas slezel LB
Exol yo Sleas (0,5 walyd 6l Hlgmidls 4 S8 S
Uy e an) (Joen ((oBiils s yoe g LSS
Glslgs a>g5 4051 pald 0 olKisly uayde g LS,
e 40) gl 9 (505 dmr g (Qlgzmadls 5o pleta
S 3550 (p3Y Sl5gas 9 (Sayed SUBGL 51 (o)1 95
OB S el o Juo o) wlessl (A V) ams o )3
o5 ol laml g SlST ol duslio b 1) Sless coaS closs
Solg «olsTiol asS e 2yl ead <8l o Sleas 5l
«ol Ll g ool adl)l Gl s coaS 5l s 2L,
weles oo b Gloas Baes &l a8 ax o 4 cos
Sbas 5 (1)) wiles 7 il yo a5 Sleas n dslio

() TOYAY Ll 5 e/ (Sui ool oj90] 3 Gidgzs [ 0



O g Jol (5 002 angars

-9 ks[LeLﬁ 9 ‘_g)tl..u).; QQ.WB clf..\,go)" L;w)yo—l Sleds cuas

S VP Jold anli iy opl .09 Servaual GBI o
sl g el an B o (gl CodS Giomie 4 &5 0y,
(a255V) plivebl Cbld (ansS 0) (2955l (455 0)
310 s (48T (geke 5 (Sojd dnr 9 (4557) (Joen
A (200 ped O S glaz o il wlde wlul o aS
Oliveira &Ferreira olslllas ;o 50l o) —ole el
W (Y-V+)sing & khanduja < ;. 0 (Y- 9)
Cl oauy LSl 4, o (Y- - F) Tan&Kek
S oslaibwl Jae SO glee a Jow ol 51 (Y- VA0 F)
3 el o0 oolaiwl calizes (gl ,9iS 0 vasie sl g
i deliduw p dox 5 by ez 5 5l G pOl> gy
I i sy et S IS5 Jao il 5 kS
2 delidew py &5 ol 5 s ol eolatul (sgime sliel o,
lolo g (o5l 00Kl sale g Lael 5l o 00 Lz
sty Sl 1 oy S 1,8 Sy i i
Hlits 45030,5 4 ulzs CVR=/AVY 4 CVI =/48)8
s Gk ) R 2l eg IRl el s eaies
(P<0.02 5=+ /BV)sums ysejl 5 (+130) LS ]
0,5 st

asbidisyy Jgl el yo ;5 o 59—l S (renl
00 9 9990 Cundg S50 ;5 Ohgzmdils SLSTyol o
Sy 5> phgzidly ol Giomw dslidn p pod al> e
o5 L s 4 25 ooty Lags pllan Capnds
STl Sl e Sile 51 L S pad peSiles (30,5
Casd dy o j90] Sloas CaS 5l bgmiily b))
2 9l S (el (05 Cute D jg0 0 45 el
e D90 40 g wedhe lgsdils olFays lead il
s ad Sl o ollas B ijgel kS (0

iR Cdslas 43l Sl ey Woosls (5551 0,5
2l Cols; oY slaa sl 3 ,m0 S8l 04 oS ils
Sl yo Ladsbitun p 9 3 iagis 99 slaasl
Curndy Gzt dabidow p lol 8,5 )18 be iils
i Aslids yy s 9 (DT80 (35901 CorieS” 29290
Oliyztils lasgs (D)l Gijgel CoinS osllas Conds
Sl yad sSiso 1 ST Sl sl o b 5 JoaSS
Cemss dy Ghjaal S 51 plgmeitils (ol STl
Sl meols | o ga3o0 gl oWl o
5 he—osi Ldrss;l 5 SPSS.VEr20 (o Ll lssla, s

OF /(1) T VAT bl g,k / Sudjy ool Lbisl 13 ey

olsziils ol s SLSTol e site GISE 5 29 ol
OFPND) Cbls 0529 (shjgel Oloas olal aan )0
NI IWESE P NG SN R
sl g om0 (V) il 00l 00ls §ow 0.5 Al> o
S slaceslw g8 5l oad il sla tjgel ColeS
5 ol s S 0525 1) 30l 0 gazme LolKiils
wdnd g g8 blis (i polate 40 (oBgel pllis jo ol
3 a5l Sl (59508 S g Sl CoieS |
g L B,k 5 (VA) ocil o SO LB 8 canal>
Sglaie g Oligar § DUl g45 ( hj9-0l Comle Oglas
alizee golaw g ooyg0 50 (sele Cipn slacly (LS, (g
99t E90 (rpizead g abizie lpolStils ;o (o555l
Bos bz iils el oizl( o Sia b Lo _asis
Lesl olsThol g Sleas ctnS @ Cos Sloas B0 5
plasl L 13 gy anlgs glaie oads &l lads 4y e
Skl 43 L (oSl s sl a5 ingy
ool e 5 (1Y) 0451 s @ oy lea (gl yiien
Obszails slBans L crul o] 1 ol aalllas
el Sloas o,l,0 i, oo g (6l (glaodSsls
ool al L byl ol ], Slods cpl areS oo a3l
it bl it gz oS aiz o oS o] gl
i i oL | gz 5 4l o al,) sla_b g0l
Soled a0l Loy

9,

lolog (63l 0aS_ils (L tils olSanys 5l jgal
e Jlo 53 SIS 9 Joo bl p Sy (i s
a s Jold iegim dsel> ai slosl YYAY —AYAY
wlobs 5 g liwy oaszils slabs g (5 by Lgaeiils
Jbw gligzadls 5 ploe Gligmadls o &l (i S
So Jlas 0l )88 51 e bgamails asGol Lds )
S Ty izl S Sl 355 Sl st e Jlo
D)5 (§ =S ASged Ghyy G5 il 50 e (WS
Bl a2y 5ol PYA Gulod (gl 55 ool (6 ot o
Oy Oylg Colis ) Ly igoeiils YYP g4 0 j0 a5 Wiy
Slasuin dobitus p 4w Joli dLaools 5,510, 5 5
s el 5 STl i delidi o« Sudl Sgad
Joe wlal gl Sleas coaS 5l bgmeails ol Ll



cee9 LS)L@LA 9 6)L».u)).‘ ULW‘Q olf.\;o)‘ ‘5.»)3,01 Sleos g.,u.o.S

OLSen 5 Jol (600 angane

@olazdl Coxdg s (amoys FIV) L& VA 5 Lleass

oy lawgie
s Blil g (S0l Golis ol (lis laadly (iron
Slos > caSl gz il ol Ll ¢ LS ol &l os
Ol im w05 e olnl (saan o (BICE) e
3>g0 Curdy 3l YL olel sden o bgseiils ol Ua]
B e oy i 4 S 5,9ty 09 Loyl SLST 0lg
555l and a Lo e Gligze il ol Ll i1l
LI g LS| ol BISE e oS 5 ((V/OYE/A0)
oIV E BIPY) Lol g oyl dss 4 gy po szl

51551 ey 098 SLS (5 gl (reSilie) (ol
s ool (Siwd (ygum S

il

OiRg5 5 0d S S b seiils YY1 ols lis s
W, me (Ao, AY), &5 YFA (g (o0 £4/0) LV YY
(o, YE/IA) ,as YEP (JLu YY 55 (o0 YA/P L) LaiYEF
(Ao, YYIV) ;a5 WIA gl a0 Juass 4y el
A aed Dl (ao,d AVIOYT) ,a5 YV (pg0 Jlo (s9oeiils
i, LS L 5l olST (as s YAIVD) 85 YO s,
ad, sl csls; gl)ls (amo,o VEIVY) , a5 YOF ( Lass

P90l CendaS 51 (ol gl HUAl g 5 50 Sl pod slame Byl g (aSilao gl ) Jgux

Uil g 553 sleno Gl ol g ufilee woglis W 1o .
Jexo Bl £ (Sl Joxo Bl (Sl exo Bl 5 Sils

- [AY £O/5Y YNV 2OVE YY/YEEOTY Crpas g olozel

RISEINE YY)V A £0/¥4 Y- [OVESIY) sSily

SV/AF sy YAIYVE £\ YV VE £IYD s

SVIAY EV/Y YYIYY £V/YS VYR V) loss lipabl Collé

SV/A0 2A/AY VENE YISY VY/V O£/Y opake 5 Sy ped dns

RYSEAL TN VYY/PA YY) VVY/E5E YO/OF JS sox

o5 s lgmials ol i 5 olST ol GILS ey ol ol
5 (X2=33, P<0.01) > . (t=0.076 , P<0.001) Lea>s
bL5 ) (X2=6.643, P<0.03) Lo x5, 5l L5
Joe bl Cols jo 00 5525 55l (o)l —xe
a—ilgs o (P<0.048) L2 p, 5 4 (P<0.01)
ol Uil 5 ST ol GBIt lio sLmodiiS oS in

AV Jgaz) auil cbjge] Sleas 5l b gzl

5 Sl LT 5 Silae Sglids (3 Hloline () jolaie &
aS ol b (V) Jeas oad aias o gy o U510
ads o bz sils Ol LDl mbaw o o plis o mls
SLShol w5l s lsbine jobo dmy (o) 2 99— SLsdl
495 de olwl yo lgeails ol jlaml g oogs SV b gmisls
O Bl Grow cge el sauid el JelST el 4
Sl el g SlsTyol Bl g Sl Sa00 sln sie

CJL.»..: Ol eolaw OFw 2 9 99 65 sJ.Lo..uAA ‘5» 6Lﬁujﬂ)T

)90 ] CadS o gradas jo b gl Wlylassl g WS ol (Sl woldi ¥ Jeus

Solobso gdaws T yg03] sbzo Bl il glas 3yl B sl ilo S| el
ofes /vy SEAYEN OIVEADY YIY-YYA sl
ol AEYE - JYEAYY SIYAY -0 Y/e - YAA oSl
ofee gl ¥ A Y/-a5AQ \ARAAR JERVPS
e £10AS JEYVE- Y/aryya \IERT 2V Slsebl el
ol ANYY SIAYVE B/YYYAq YIOF-¥- ovgele (S0 d am
ofe- AIYSY V/EEEOY YEIVOSAY IAARNZN 55 oless cois

() TOYAY Ll 5 )l / (S ool (0j90l p3 Gidgzn [

oy



O g Jol (5 002 angars

O3S ) Sz gl Jio (bl 1 ol HUaily 51500 SIS b o o Jolge (Gigam 155 <l pd 25912 ¥ Jouir

720 sbose! slas

P PR ol o

‘5)|.>‘$Iw.»@h.~a o sl

Ogw )5y 9 g o

YANYY AR ofeY
YYIYOA YIYFA ooV
Y/-44 of+ V) <[+ FA

¥io-Y LW oS e

YIVAD ATAYN g
<[YAY ARG Sz o

2 yeS gz iily 5L a4y jgliie 5 Lasaly aglul oS
Slolgaias g olylas Janl gl p olgziils 5 ains o yiws
(e e 09,5 e iy (sl ay o o550 ] Plus 0)y0 59>
55l Jils 0,0 lgmails ol ¢ Sk il
Sl mlie 05500 Jlosl j2aS 50l sloasliys o
5 D9 s—od Al e idls 4y iy aslllas gy elio
sbwl ay Sigel g o)y Bluw sl aiilyi oo a5 Slelos
asaS S e e el cad el LT 4 oS anxlye
= b 8L Gl plsmadls Yok Ul Loy s
OYei o 4 055> slaolfus g ol o Jlasl b oYlgsw
o o 5 oode Sln slasl IS 3b; 5 5 (e
clolizily Laceulss o JLd 1 ol ool sl
Sy dm Gy SIS o Gl il
A(F) ol 00wl

Sy pele olBails jo (V2 A) ) San 5 (e BT anlllas
3 Sleas B e oy yimiion ol lid 55 8 50,0
Lol ((YV) 05 (YN F) (0655emly s ;o lgaetils oS0y
GBI (i el Lt FA)) shosls adllias mls
2 Olsle (K3 psle olails jo oojsel Slons coiS
Cemizmad (V) Sl 055 (CVTF) Si5udy wgale dns
b alllas jo (bl Sloas CoheS B o ity
CVAY) Joad amy lies (Sop pole olBadls ,o (VWWAQ)
oAl olﬂ o zils ;o (\YAA) ey addlhas o 5 (VY)
A5 o Saiaby opale Jelse am o S35 ol e s,
3 BB (i gy ReS (99 Dgliie ALl L(A) 0B
ablie daa i, (og Oyl Jdo 4 iz slaolKils
Syl ol )Llal g bgmeiils sl > g Joass
Sl (59, 5 (bizel Ldd 5 (Sopd olad izen
oz Sl pasd Jds een @ Ty 5wl go glia
s blis olulis e iz glolKiasls o singh
g aSeplaarg bas cul cpl Ko aSS .l o0 &g 50
o S8 (e 4o €095l > ISy Rl el

0L /(1) TNYAY bl g,k / Subjs psle L5900 5 Lot

S5 A g Sy

S S @iy o) 0l Lis Sl gy slaaxdly
Sloas CabnS3 590 50 Hbgmiile &l § bjgel Sleas
Sl Dl im0 S970 Ceandgl VL (D590
oBans 3l 5000 e lgariils il jUaisly STl Ol e
0090 LT wllasl as 5l 5ol Ghygel caiS bgmisly
]

5 OYAY) ) lSens slools aalllas zols Lisl, o o
OT20) oS 5 ibss oliile (K535 psle oKt
(Yoo A) LS g (oDelBl )l yp5 (Sips pole olKiils yo
St 5 ot S ey S pyle Sl s
gz Jo=5 ol e asly ool ol3l olRisls )0 (VWWAA)
KA EECH PR N ARSI IICH PRESCW K e s
Ao ;O 5 95U gl 03,91 oo il Sleas 51 b gmeiils
SLSTyol (s (iie B o bjgel Sloas i olul
ezt (A YV AY AN0) 5yl 0429 bgmiils ol Uy
awlie Bua L (VYA )LSn g =5 aslllas s
SLdS ol ol3T sleolKizsls jo  cbjeel Bloas coaS
ol Cuxdg g 090 Cuxidy G 45 09 o ik
s o3l LS5 bl e sbhazly o clas coaS
ol yo eads &Il Bleas cuaSy alily 993y (5 ks SIS
aS Cawl ol g0 LaaBl ! (YY) il oo ol oaSiisls
a1 CuheS Alsie 4 oS (SBjgel Gladaoe i o
aS Glbgmmaily OMSin g Lacsles o ol lai 4 g 00l
Jlo o el suid d o gy caiin (higel il b i
babs) L Olssed 500 a8 sy 0 Sl 4 iz pol>
Coddgo oS (gl aSh 05 o pas 1) Lollisls el s
loa 1% 05—y L)l JLio am pglace ;oo 0ol it
(YY) 09 oBisls slo 25,5

Oliee b F2l gl laaidly (wlaly (izmen
CYIOY) 0658wl am jo (ijgel Sleas CaaS SIS
Sl G151 Sl (255 Fly day )0 CeaS SIS 0529 05



OLSen 5 Jol (600 angane

Gleazs 4l G BLI) b o g 4 a8 b (e
Ay b 4y (cBgel lens a5 LAt 4 aBdle
wlazs S 5 T e a8 Lyl 5l oldl culs, 5 saneaddle
Sleas 5l mog 0g-i e oly8l o Ciis olF g sl csly
Lals 5 4t ;55 oladl 0o b onzs ail,] canlin Liany 45 o0
aBle o Gl day 4z 5 a8 Dbl 2 e 1) ]
i 3 |y oad alll Slea s cue SIS S s
poe L 0929 CiS ploS o0 @l 50 ST (b)) g i
SIS 130 s Gbgmzils olF a5 wiled co aBMe 92
sl

Sleas caS slal aan ;0 45 €8 )T a5 lei 0 1A
Sy (i S glole 5 ()l 0aSils o (50!
Sy e G5 Loyl STool 5 oylygmeatils ol il ey
o aiie yo a8 cal ol Sl caaS GIKE 592 0o
@95 4o Olgzetile DL (50,5 00 )51y 5 Slagas &
S 0 j50,0 bemiils &l Ll o el oaid sl dl
asl)| sla bigel CuiSy 00gr lagy T SlSTyol 51 51,8 b jgul
ol 0038 )5 2l ceslinl flgzeasls oBays 5l oas

A pliws U oy oo i a lagh mli 4 axgi b
Sh ol abols S el 03 G 5l 5 wsllae oS
Il oS58 Sl 55 gl a5 el el
ol sl 4y 5 el 5 cymani g ot oylipal
c9tils (hndy w4 g) Wy, 4 g b ogd s sleidey
Slods CuasS paas 0 lgsidls olBuse ¢ Ol 4
ool g e S oLl o L 0gl ool Coenl o550l
S5 Ommizmen 08,5 bl &l jlal g ST ol s B
sl ailol gaailyy oL )| axee jo (bjge] slaols IS
esbio b3l slml (235900 g8 Lo, 3l asea oolic!
90l oaijls glmoglitie sl cgr gzl |
2l Sge wlgi oo bgzmadls

4o 0l oo LSl (lulid il S3e Wb (izeen
glin panass 5 higal slagi by slp Ll e
5 iz ool 2 ]y saaiaglyl 9 0,5 S0 03Y
G5 i o mlie meass (gl ond edlel GISE oy 2aS
Sl b e i S 5o SIS palS b &j90 ol jo &S
Olbeabo 1 ool o 35t Olgzmtils oums 5l 58
2 (EmisS il (Sl By (als 92y Wadiee
Ll o a5 S s 0yl SasSaais yilae SO

5 wibse ©Bg gyl )d Blosd (33,5 ol sl Glgmails
S92 9o IS 9 &lge 5l oS SlMLL lex bgzmadls
il (sladal s g Laabizie 50 5 5,0 sLalasms ;o
03,5yt S azym Al I il (2l asll Logas
Olre 0092 Y o galls g il ) plaalasls o
00 Fnn sl Wazily ST ol oy SIS

95,0 BL Glie (n S pol Ghagh slaadl elul
@ls 0g C1/AY) Geedi g slael am o Glgeeidls Uau]
S pele oBails o (Yo A) ), Ken 5 ng)LoL'ﬂ axJlao
e g sltel am 50 SIS (S ks Glis (5058
13 (Y1) slosls anlline gl el (V) sl 0392 (—+ V)
Sy pole olKisls yo bjgel Sleasd CuaS GISE 5550
S 0l Lis s 0 (WWAR) 8895 5 o)) y05k
(YT OT) el 035y liabol dny 4 SIS 5eSle
e ozl Olwl ol olKiils jo (VYAA) (2 anlllas
) 53 2sKly s 5 GISE (50555 o35 ol
Ule» ae 4 Ll g el aa» a5 pl 4 axgils
|y Giss 48 loas lazel L5 5 pmames 40l,] gl olKetilo
olZils 51 ybgmails aibl,F ke, T cls py el oo €45 00l
sl ol o 5o (LT 5L 050 il (els pas
O B (e (%68 4 4l g bl 138,50 sy o
oles sl 1, ol sl g st

5 ST ol B s 45 090 o 5l Sl yol> imgi
ety 5 ATy et shea 5 b ooyl ol
aslllos bt 5,00 059 (5 el (5,00 e LU, Loaxs
6 ylal b5l cyliss S 5o (VFAY) o) San 5 63bT Jgm,
slo Hlis —bjgel Slods CoasS 5 Gz (o (5 lolixe
X)) l5an 5 sl oo gl Ll .(1) P<+/+ )
Slods S g iz (e a5 Sl lid aag )l jo
A4S 3o 50 3yl 252y (5 laline (slel bl (ob5ge]
L ) sipal las kS a3, gl
(V) (P=+120) 53,5 0 ovnlie 5 Ll Hlo se

Ol bl eled jo 5o lgmasls ol Ul o) oo a5 4
A i a5l = el b gzeils ol Ul 5
il el gl LTy A58 Jele o gt
720 Slgz o b auslul (LS5 5595 52 0920 il el
i s snalie Lo lalllae o azdl cpl 09 (6,55l
() 28l o elaialy (JSam b Lyl, 51 o2k il oo

(1) TYAY Ll 5 e/ (S oole (oj90] 3 Gidgzs [ 00



leio.:b 9 J.a‘ (& 22> degars -9 L;tblALo 9 u;)tl..u).; ngj;.uidb clf..\,g.))" L;w)yo—l Sleds cuas

aS 039 (LS (S pole oBiils ool i yige sloixl Cod 3 0aisS bl o oFuus ol ple o caaS ol
le_‘> 4 ool r:l?u‘ )S).a u.!‘ Kg=20 g 60[.4 6L¢wl.o.‘> l.v QQ;GA
Slamiils (olod 5l Rangs (rmizen S)l0 ol g ST S0y

r'Al_’>u‘ 5o as w) ;“‘“'e o Sl f""’& ‘ssLoLc 9 Lg)l.».w).: IRLEHEY
led oo S0,a8 ¢ ST wilodges (5, Sen dasllas )

st i 55 0 opan St ¢ Jol> i

References

1- Rasoul Abadi M, Shafieian M, Gharibi FM . [Assessment of the quality of educational services by
the SERVQUAL Model: viewpoints of the students at Kurdistan University of Medical
Sciences]. Journal of Kurdistan University of Medical Sciences 2013; 18 (1): 104 — 112.
[Persian]

2-Parto S. Chehrzad M M, Asgari F, Kazemnezhad leili E .[Educational status and related factors of
students of Shahid Beheshti Nursing and Midwifery School [dissertation]. Shahid Beheshti
Nursing and Midwifery School;2012. [Persian]

3-Ghalavand H, Beheshti Rad R, Ghaleie A. [ Investigating the Quality of Educational Services in
the University of Urmia through SERVQUAL Model].Development management process 2012,
25(3): 49-66. [Persian]

4-Zafiro Poulos C, Verana V. Service quality assessment in Greek higher education institute. Jornal
of Business Economic and management 2007; 9: 33-45.

5-Kebryaei A, Roudbari M, Rakhshaninezhad M, Mirlotfi PR. [Assessing quality of educational
services at Zahedan university of medical sciences].Tabib Shargh 2005; 7 (2):139-146. [Persian]

6- Alves AR, Vieria A .The SERVQUAL as a marketing instrument to measure services quality in
higher education institution. Poland: Second International Conference; 2006.

7-Parasurman VA , Zeithmal Valaria A , Berry Leonard L. SERVQUAL; a multi-item scale
measuring consumer perceptions of service quality . Journal of Retailing 1988; 64 (1): 12-37.

8-Bahreiny K, Shahalizadeh kalkhoran M , Noorani F.[ Survey of service quality gap from the
viewpoint of paramedicine students of sercuval model in Azad university Aliabad katol] .
Management Journal 2010; 6 (140:62-79. [Persian]

9- Sohrabi R. Bakhtiari H. [Quality assessment tool for evaluating performance, an analytical model
of service quality (SERVQUAL)].the third National on Performance Management Conference;
2007 may 15 & 16; Tehran: 2007. [Persian]

10-Shaney SD,Banwet K, Karunes S. An integrated framework for quality in education;
Application of quality function deployment ,interpretive structural modeling and path analysis.
Total Qual Manage 2006; 17 (2): 265-85.

11-Hill Y, Lomas L, Mac Gregor J. Students Perceptions of quality in higher education. Quality
Assurance in Education 2003; 11(1): 15-20.

12-Sirvanci MB. Critical issues for TQM implementation in higher education. TQM Mag 2004; 16,
(6): 382-6.

O /(1) T AT bl 5,k / Sudiy ool disl 13 ey


http://sjku.muk.ac.ir/files/site1/user_files_1fc811/admin-A-10-1-380-66dcbe5.pdf
http://sjku.muk.ac.ir/files/site1/user_files_1fc811/admin-A-10-1-380-66dcbe5.pdf
http://sjku.muk.ac.ir/files/site1/user_files_1fc811/admin-A-10-1-380-66dcbe5.pdf
http://www.jmdp.ir/files/site1/user_files_a8aefa/admin-A-10-1-410-84f211c.pdf
http://www.jmdp.ir/files/site1/user_files_a8aefa/admin-A-10-1-410-84f211c.pdf
http://www.jmdp.ir/browse.php?mag_id=68&slc_lang=en&sid=1
http://www.jmdp.ir/browse.php?mag_id=68&slc_lang=en&sid=1

eee9 Lch)Lca 9 Lg)b.w).; QL"‘B’.“U‘Q olf..&gba)‘\ c;“")?"’—l Sleds cuals QUSA.Q 9 Jva‘ (& J2> degars

13-Tofighi SH, Sadeghifar J, Hamouzadeh P, Afshari S, Forouzanfar F, Tagahavi Shahri S. [Quality
of educational services from the viewpoints of students; SERVQUAL model]. Iranian Quarterly
of Education Strategies 2011; 4(1): 21-26. [Persian]

14- Barnes BR. Analyzing service quality: The case of postgraduate Chinese students. Total
Quality Management and Business Excellence 2007; 18(3-4):313-3109.

15-khademloo M, Zare A, Fakhar, M. [Survey of service quality gap from the viewpoint of
paramedicine students in Mazandaran University of Medical Sciences, 2010]. Journal of Moral
Education 2013; 2(1): 48-55. [Persian]

16- Oliveira OJ, Ferreira EC. Adaptation and Application of the SERVQUAL scale in higher
education. POMS. 20" Annual conference. Orlando, Florida USA ; Co. 2009.

17 -Imam Qureshi F, Heidari SD, Najafi pur P. [Examine factors affecting students at the University
of Medical Sciences]. Journal of Babol University of Medical Sciences 2010; 12(1): 40-45.
[Persian]

18- Borgheie N, Hosseini S A , Rabiee M R . [The status of the graduate students of Nursing and
Midwifery, Gorgan University of Medical Sciences]. Journal of Nursing and Midwifery Bouyeh
Gorgan2008; 5(2): 36-44. [Persian]

19-Sing R, Khanduja D.SERVQUAL and Model of Service Quality Gaps: A Framework for

Determining and Prioritizing critical factors from Faculty Perspective in Higher Education.
International journal of engineering Science and Technology 2010; 2 (7): 3297-3304.

20- Tan KC, Kek SW. Service Quality in Higher Education Using an Enhanced SERVQUAL
Approach Quality in Higher Education. National University of Singapore 2004; 10 (1):18-24.

21-Aghamolaei T, Zare Sh, Abedini S.[ quality gap of educational services from point of view of
students in hormozgan university of medical science] . Journal of Medical Education
Development Center2006; 3 (2): 78-85. [Persian]

22-Gorji M B; Nourani F, Siyami S, [A comparative study of service quality on Azad Islamic
university]. Journal of industrial / organizational psychology 2010; 1 (4):33-44. [Persian]

23-Enayati T, Zameni F, Nasirpoor N. [Assessing the quality of educational services in
Mazandaran University of Medical Sciences based on servqual model. Health Promotion
Management, 2013;Vol 2, No 2, PP : 32-39. [Persian]

() TOYAY Ll 5 )l [ (S ool ojael 3 pimgzn [ OV


http://ethic.jums.ac.ir/files/site1/user_files_dbc6fd/admin-A-10-1-9-4fd2564.pdf
http://ethic.jums.ac.ir/files/site1/user_files_dbc6fd/admin-A-10-1-9-4fd2564.pdf

Quiality of Educational Services from View Points of Nursing and Midwifery
Students Based on Servqual Model

!Jafari Asl M, ?Chehrzed M.M’, 3Shaﬁpour S.Z, ‘Ghanbari A

Received: 2014/4/11 Accepted: 2014/6/5

Abstract

Introduction: Evaluating educational services quality is essential for improving quality and use of
student’s viewpoint as customers of training process can help to improve the quality of education.
SERVQUAL is a model that measure the quality by comparing expectations and perceptions of
students’ views of recipients of services to identify gaps in services and to measure service quality
are explored. This study aimed to determine the quality of educational services from point of view
points of nursing and midwifery students of Guilan University of medical science based on

Servqual model.

Methods: In this cross sectional study, 336 Students from Rasht Nursing and Midwifery faculty
was sampled on census method .The data collection tool was a questionnaire that evaluate the
quality of education based on SERVQUAL gap analysis model. This tool compare students'
perceptions and expectations of the quality of education on five domain: reliability, responsibility,
confidence, assurance, empathy and tangible physical. Validity and reliability of the tool was
confirmed by content validity and Kronbach alph and test-retest respectively. To analyze the data,
SPSS software, descriptive and inferential tests were used.

Results: The findings showed that between students' perceptions and expectations about quality of
educational services in every five dimensions of service reliability, accountability, and ensure trust,
empathy and physical and tangible services , had gap , As highest level was responsibility domain
(95.5 £53.2-) and the lowest was ensure and reliability ( 62.5 + 29.0-) .

Conclusion: Students' expectations about the quality of education was higher than their perceptions
and quality of education base on servqual model was unsuitable. To improve the quality of

education in all aspects particularly in responsibility domain should be planned.
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