[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

WAA Jlw o STyl (S pole olKiiils oyl gzxiiils o d jI ibjgol lodd CadnS oy

s_ﬂ)l é.w).: l°3l'° sl «é..u).: saSlisle ‘6)3“3’)"3 os)f )LNQL‘;MJ *
&5‘)‘ é.w).v lasl.c oKislo (PGS wlA.QJ 53; ‘53).9**

Ve IVIV: iy oo AANYIY callio 235 o)l

oS

ool oLS gl gz BISE 2alS b b, gl alois il sl 3501 5 oy 45 5 oygol Slods oS BISE yrasd tdoukilo
51 ST (Sby pode ol iils jo Lhjgel Dloss CoaS Conds 5l @bl 05d oo Cguime CodsS <)) gladaly (905 5o
Loolsiils nlu ;o (oSjgel Dloas CowdeS sl )| 5 550,80l Gl (b Wi o0 05500 Cgmme Olnl )0 p90 i sloelSils
Sbgzmils slFus 5l STyl S pode olXisls bjgel Bloas ot s 5 Sbs,l Boa b yols Gragh 1 .ol eal,8 1,
CE8 pdy O g olBisls oyl

VYA Jlo jo STl (S pole olfisls lgoeiils 51 545§ - Q—l 50 45 03y oahnie — oyl dsllle SO ol> ek i gbg,
wollas Cux sy 31 STl 5 05 >0 Cumsg 5l SThol al> 10 50 40 4 Service Quality L5 5l solazwl b cledsl aciisls &8 o
i Jelo g 325 4yl S byl 5Ll g 595l G5 (2g5 5 slaises] 5l ealil b s eols Cold 0 005 (sy5leex
5 CYAY) Cpendd day ;0 CutlS BISKS oy yion 9 Sblo 0929 et S BISE «loas ail)) jo bgmiily olfaus ulul s :dasdly
sdalive () VP) (Jaad dny )3 (0508 9 (YY) Lugale dmr ¢ CYYIY) plicebol « CYFIY) (055l sl j0 w5 @ o] 5l o
B e (P<e /v 0 1) 090 lo ire (5Ll ;a5 5l jgel calisie sl jo cutS BIKE s o0 sdalice Siglas s
P<+1+0) 3 i (Kb 0aSidls ligmmiils [0 el g (o955ruly bl 5 ez ge Dleas

o 33,5 o Slgiiin 13 g e 4yl leas 51 b gmatile Sl Uatl fais 005l 5l S iagh slaaibl 15 S Az
gl (09 Hlo gime Blod 4y (SIS (6l (BLl glo &jles GialEl g sy S ogom de 50 (Sjgel (glaelS S (5,158
20,5 dz g gl cpl 4wl (anass ale 4 il g olul o coa S

giils o jgel Sleos (oaS 1 Wrojlg aulS

doddo

ChsS sloadslp sl odee glge 5 (S0 plgie 4 plie
L 3jlwion 3B 1) degorme Copie (2l (ol el 5k
5 ogaze Jlo plie i el 5l (6,5 sl (o
Oloslw 0, Shoe L5 ams mnass i 5558 |y oy
e 5 (F) ol L) 5 oo S oS g il Sgnge
9= ol il 5l ool Uy Lo oSl ,55T (g,
2l 5l S 655 (99— JLs dm Sl (e
alls SO Glae 4 Jle Gijgel pllas (0) dusiws WolSiils
Sl 9)d9; $92 S L oS anedan g wiedse by
pldy ol Jlanl ax gy cowl 28 5 208 Sy g0 sl)ls
5 =5 S 99 o Jolse 5 caliie ((y9390 Wb p3liase
isel Pl (oS 38 l K0Sy Slilse 4 (oS
Sl Ggma (olaosly (okS Arwgl 4 axg oo Jle

YW 7)Y Y sl g e/ (S osle (djgel 53 gt

O3 S e el ol (sl Ny i, 4 oIS
o5 GIPl ol @ g ped b Jle (hjgel &5 ol
(V) 351010 oS sl )l g Dguge hai> 4 Jbo slolSs
Sas=e 3 i (nl a5 Ceol Gl 1 (S 5 (155UsS anlyd
CshsS - ajlaS anl e p g Slaal g il oags |
ol dm azg L sl Jloys5 p osllae Condy 5l ob5e]
|y isel coteS e a5 plooly (28l 09,0 £9.050
S ol Lsly cnl o (1) 09800 (209, Sl 2l B
cLi | slaa sl g 5 solasl sloplS aloz | Casis

SgeaS 0,lgad a5 ] Ll a5 (F) 098 o Oogmime CarheS

JL e Siilym 0aslaily wes jo iplel Glae (STl ghonn 0ddoms 99

(Sl 555z dprs 5 g dins a3
ashtiyani @sums.ac.ir


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

-9 ul‘}"‘““b Sauo )| L5”")9’°T Slods cuaS R

Se2g du loloilw jo i Slhas cas SCin
Ol DLl g Lol 5915 5 (23l o8 oo
e § e L pine BLS )l pae (V) w8 (oo 55 e
iy Ay 2l ol sl ol S s 45 355 o
O os a5 298 o0 amm ol ol g WS s 1) 90l ol
Al jo g abl b i o)l 66lsx Wil Cwns
S B 5 e late (VF) oyl e S5y CopieS SIS
Syl s wyllae oy 3l 6 yiien ST ey VS Caoss
o=l Ol Sl (bl 65 (10) Cesl 992 50 g 51 9
5 e S 3l g yidon L] g ST ol el (IS
=l Sl it gzl (V) el BE (liae yuss
CeinS  LayT L g STol s g oias Lol
S s iyl L Sledbl algs e g0l loas
a1 bieel Slaas ok Sl Caz o Gl asly
sloalBozils jo laday 5l g ks gl 5525 (I L (VF)
CienS a5l iy olal jo GBS saums lid (Ko pole
5 =gl Sleas aS el 1S a5 wib oo Sleas
3 by (V1) asiogs JIs)52  (gdbae CniS
Sloas ols GlLts 958 (Sbjy pole olkisls yo oty
03955 10,55 » (2295 oS 5l olRAIS jo oals all (LBge]
Sy pade o8y jo 5 ol Sen 5 Sl (V4) ol
Bl Sloas ClnS aw iy ;2 0 a5 Wl lid )l
oo dny ;0 SIS (oSles (it 9 SIS S92y (i
93 50 b OlLSes 5 plaeze (V1) 39 0k Glo
Sy pade B iils glaaxly 5l plaSmme a5 auils oLy
S Slgmdils oans ) lawgie 5 YL 008 s
0y shjgel Ca e g LrouSiils (3901 wly 5 g wisgels
i (e le 9 933,85 S ) gl cols) Sl hwgie

(YY) o 5 zlhdel g o> 51 5ol laaslg
39l cine M aals 15T 55 9aS 5l )5 lalllas o
ol 035 olKils o Lbjgel Bloas uiS BILE ai)
3 Olbgmasls Zuls) 990 55 ol Sen g Ruby Jle olsie 4
S8 A i 4y aS Wl lid Lhjeel Gleds oaS
oot S slal isle sl 005y Eoe BISLE gl o a5
it B (STls (5l 5 (e (Jaas any ol
y9=iS 5o (Jle oaSlidls o 50 o), Ken 5 Peter (YY) Wog
bl alea S caS GBI S a S ol s Ll
aS Sbemmiils 5l S Jmasd aolsl 4y ol> )l gorils
3 pgh 5o ol Ken g Chua (YF) wlosges Juass S 5

oSy i 51(F) cils anles o pan 4 |y iils gl
&S Conl gam wix egphe Jle Soygel Sleas o coas
e 2pBzils pllas ( ame Conbg 4 (90l (i 4y
o (2B ily a ) glaolaibnl g byl b o jeelo
slodasin 5l S oS ol il s s b(Y) o)l
ul)LIa_ul Oyo— 00)5])_3 B il 5 us_l!cm Coxog
3503 et |y O Olsion wosllae w9 5 95750 @9 (e
—iigal Sleas 5 bgmiils ol Ll o BISS 4> o
Sloa s Cadle caS saas lis adl S oo )]
U_" u|)d.> 6‘)_> u’_wl.u‘ ’alj ML‘LSQ W) <b|)‘ L_gu.\)yo]
S 1 bemeiils ol Ll o SThol ol Bl
I oad aol)l Gleas catS lgn b oo ,S oo ool ol
PPV IRCH PRNE. CN | W [ | NP R VL C SR O
Q) d9—0d el 35 1) Cwns oS cdl e S5 cols,
99 29 4 (Parasuraman) e ygul)ly dise) ed 4o
aSa s,y ala s cas 3 b e Sy gl
o9y o=l o o ks sl (Service  Quality) SERVQUAL

g 00l ]yl wleas 3l (g i ol Lasil oy a5 S3IS
OV o=VY) 06 g0 s 310 3529 Dloos QU—I oS!
S=Sojlasl Cuoas wm i jo 1) ol e Sl Il ol
o5 L5 5 Lnl,0) egale any Jolis slal (ol 035 o
9 oS, (Ol gz (Mg o 5l sz @l lazo
4 o sl SUlg) laebl aws (bl )| sla JUIS
s ) (S5l s oLiel 6 5 ieban IS
o Sy ((Olganls - (5 ey S5 5 (5,0
Ll (gl oSl (90l (LS, (Ul 5 (Sonls)
Joer an g (lgzddls g it 4 Glirebl g sloiel (o
o 4z g5 b (Olgzdil — 0l i 51 Sy o bofag 0595 )
LagyT lojlo Wigd @B (b yiien o5 (559b & )] Sl
o GihlSer 5 pleglily ;L an L sl oo,5 S0 |,
ws>,Le> SERVQUAL LS|l el ,Liasil Jos oS
= o )y Cleas coaS olal seled a5 098 2o )l Slaly

() o).,,f‘so

() ¥ kb g ol (b pgle GS900 55 Gidgss | VA


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

-9 QLWIQ olf.\i.b )l u,...u)yci Sleos u...a.S 3]

30 B ialidl el Fee ay diged paee (B0 ol33l gl
il (g (g tils abges slaws syl aslllas (.l
g odd asuie (luass 4Ll 5 glade waSils ;o 5l (s
T T B
3 obgzeiils Gimgim ol jo aiand ool eolu Bolas
5 Sl n (s rmbyn (Aol psle ublag slaans,
g (S g Joe BB (S oy 9 abile
SS90 5o hgiils jLlaul o STyl fovw gl
S Service Quality o,lailiw! dslidow 51 bjgel Sloos
30 St i jelite 4 il )ISee g Lans Berry lowgs
Jeiin 3l oyl s oolinl Slods s0iiS” ] slalojl
iz 10 0 olidie olol a5 el Blite Jlgw i F-
o=l ] Clea S el S o gy Jels g onlds ags &S
boasl (Jim p @l (uilo iaend (padi day Jol ola
o Ll sl Lo T (Ul 5 (Sl pole cn
L 2555l an Iy A) Sligzmails 4 pliebsl 5 slozsl
as ol ily Juled icwa s Baws &l 6 pdycaghue
Slod 5 & s dnl )l g lgmiils 4y SaS 5 5,LSen
5 oele top sLael U155 iS5 Jaas s (I V)
Ly olhsmtils 51 Sy o Ly aing o552 oSls Jo s
Olbimadsl e bld w o(Jlo—w YY) Loyl lmgy 4y axgs
5 oriakie USL8 4 st 4yl o olftils Ul icaas
9 oLE 1w gele g (Sogd an 5 (I A) B30
L JULS 5 SIS aolyg s ol il Sy 508 sloas
g (Jlge #) (L3 )|

ol5ass ad alwlgs Glgzails jl oledlbl 5)5lans cgx
Ko Pl b (oS50 Sleas ad Comdg 0,50 0 1) 095
590 et 5 9 dlaagie g s S 4y S0
3 =S Sl U ogdlas comsg 0,90 0 1) 095 ol Uil
oS et 5 Coranl o5 e L ot coten SMalS sloary 5
BY e I 2 050 ailed (ateie Ol 5o gl Coon
9 &z o L OYI5w 000 (et dny p2 50 009 e O
P § el (005 Sy ] V15 ol o] gecne
58538 il 51 S0 20y ad i 4 S el N -
B eSS Ladal) padawbuomi Vot casp
e o Ly V5 o &y azdly oLt o0 55 Sloos
(aobiciw yy YIE o S olaws) ¥ L@QT Egomo g o0l
el st 5 e i 355 Sl (il 3 oS 0 o
Sl Slea s coaS OS] casl ol Cawd 4y 0 ped Ve e

YA T ()Y IR okl 5 el S psle ool 3 g

Ay o aS aa bl ol oLl g5,65 0 Ryerson olSisls
4o (Albama) Leb¥l o8 _iils ,o )|, Xea g Rechard .(Y0)
5 oliebl cbls oLl o aS assls i LSS yal jgiaS
i s 4y (YF) 5 gy e SIS Sy
S 5l e cols, )by Liwshy 4o Lim and Tang
aS 090 o) 5l S s HelKiw jo Sbiw, b Sloas
3 BB o iy 5 ugele w0 oS DS 4 oS
5, 9,5 ;0 Mik and Hazel (YY) 05 o 6550wly any
2o a8 il las Wlilul o gliw ey Slods el
A4S 5y0b a4 Cils vg g CutS WS Cwnd o iy
Seny 50 BB (eS8 g plialol wny jo WS (1 iy
(YAl coolie yuandi

S Gl el s el o S0l Jlo o
D932 Sly (oo WSl (oo Ln olRlS 55 (Bjgel Slens
o ogad bl 5l i ) (plahegl iz el
35l o] s 55 5 Sloos CeinS GBISE s 45 (5
bl B8 (sl S palS L b sl a2l sl
oS eLmolE_tils cinS oL | slmasliy (g 4o
—550] Slea 3 CuaS gl oMbl 5gh co Cgwine
Aoz jla S 5SS (S b pa—de ol iy jo
Wl e 995 e Cge Olnl 53 pgs oS slaclals
3 jgal Sled s oS elE )l 5 (4l slp ol
So Ly, ols iegis 1 asled el 3 1) leol&ails e
pole o tils (djsal Slan s CiheS ol 5 )|
iyl D0 S bl b iils oFays 3l ST Sas,
CoisS el )| ae) wilgn o] 5l Jols gl a5 ol lgal
D551 ol olKiils plw jo !y bjgel Sloas

g,
Jlw 0 aS col shis - oy asdlas S yioghy o)
4o 0959 Jo)w W) ﬁ[?u‘ JU tsi“’)" ‘n9lc olKisls 2 \YAQ
Jleil g olBails o leass o5 S Plas 05 105 axllas
Obgziile ragiy 5o 09 Ghagh olo s Jrass &
Olallas 45 4z g5 b (6,5 diges .aiod 15 anlllas 5l logs
=ie DS oo 0 A dga > (28,5 Jlai o by g alidS
Sy pgle Hbgzmiails sBaus 5l cijeel Gleas jo cusS
L and oolainl diged moe cptd 8l (5)ke (lgie 4 (A)


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

-9 ul‘}"‘““b Sauo )| 5‘“)9"’1 Slods cuaS R

30 axdllo 090 (b gl Sl S 500 Wlasine 1) Jaua

STyl Sl pake olKidlo
Silgls
oy Slasy
YOINO VEY Ju¥e 5l 5 ol
SEIYO YOV Fier g Jo Y -
sY Y¥A o) .
YA oY 3y o
0 Y. ok .
a0 YA e obarde il
YAINO V10 3
f. \§. Sl ouSliile
YAV VYO wlobe 5 5l
o\ Yof V adhaie
Yy A Y ailas o
. vy ¥ dibais PR, Aol
q i (o dogd ) ple
VY £A VA YL
sV YEA VO-VVA ol S Jume
Y\ A¥ VO 5
AR (AR A g 90
fy \PA &9k sheasd o 5
Yy VoA A b

5 Jemas Jome 0uSiils S 4y g0l Slead coaS
oo aslyl g0 0 lels Jgaz o lgmmiils olFugs ulul 5
oydlae asg 5l oLl ol Gy =l 4 g b el
S57g—e 2o 5l yter (£3590] Slous ok Sl plos o
S Slal plad 33 o295 (5 og=eil Sl nl Sl 5 0
ol mlas ol (p<e/e 2 V) 0gr o e sB 50l Sloas
(g—odo sl jo Jiigel Cless coa S GG (0 a5 ol
Sl mme Dol alizdee glaoaSuils jo Jawes ¢ oLl
S BISS 4 O gm0 (i (P4 0) 5o vy
il 092 0uSily A 0 g 0ad ol A dw yo Sleas
s oanlin ol cpl 5l Sl gl oaSlasls o (Js
sLooaS_tils (e 4, il fg T yyail ol
& lolime WS yad g (0955wl olul bl 5l alisrs
2 5 (S99 o) 3l ekl b oS (p<-[+0) bl 924
0aS_iils Ay Loy B (it 00l 0l CeleS a9
SO (Sby

Sleas S Sl a5 w0 o lid dus ojleds g
Sloa s i S BISE olKiils mlaw o S job 4y 550!
Ar 50 B o yiden a5 o,ls 3g2g oaud ol olal sled o
A odalive (Joed o ;o B () HeS 5 pendS

Sloas JUail o y90 prhaws o STol s Dl jpad JLolas b oals
aS el Gl 5l S it Clie 0pad g 00wl Cawd &
Obgzils ol Ll a5l 5158 oals &)l @3’}9*7 Sloas
CpldeS )3 SIS oS 039 ()] ;e CordeS (e 0003 9 0092

R PE A PR
el (oole jlel o jolate 4 gk cnl 5o

wa>Ls ¢ (Content Validity Ratio) gg—izxe =y, Cod
39 320,85 o (Content Validity Index) (sgiome ols,
a0 sl s a3 )8 aalys 1,3 laislo ol il
sl g 08 2l ki ol e Sygp0 pas b 5 2 syS
pasc L g JoB ogas ;o (Lawshe's table )aigy Jouo
S OVE sy 50 0 (5 S ool o] 00 Joid
5 099 o2ly (o9 bsye Bl 4|y ol o raass
IV YL CVR polde 5 wisls (13 25,0 o500 oy0gs ool
i Sl (eSS ny Al o 5 05 A J35 L6
1,805l 8 YO loe 0ol 2 ol dslidin yy daosls (5 ls )5
gl 5 6391055 5l o 5 00d e aalllas 950 axslr
il glacend sl Flis,S Ll jlaie Lassls
Flg,S lall e a5 dwloes Iime &g 4 dolidon
el Cawd 4 A G IV oo ] alie sla i

P 5 eols Loloxi g 3285 (sl Sledlbol (sl 1 g
Sbgzisly JUanl g STol awslis jglaie 4 SPSS (5Ll 58!
S ST dmlin 3 g objgel Sloas slal 5l plas jo o
5 Ll STyl aslio gz 5 @55 5 05! 5 Y lse
Sl dalize Joass ablie jo bjgel Gleas coaS SIS
Ot DS (a6l dzme g 48 S, (il g 5L
30 okl 51 SO o Lo o 0 cuaS GG ol el
o33 5l Leosls Jloyi 368 sl g Jias (5 5kl (905
AP0 Jade ) o oolaiwl By ponsl Bg,5 galsS
(dazsl

FRUESLINUA SN I S K- s U E - Y S
Sz pr 0 e ¥V dpon g p9 (Joazs 5,0 woyo T
3lao 0 PY aseg SYL g il Py 0o YY gy g
9o duoyd Hligmiils (oo, B g o) HE S oS b
)V Jguz) Sogs 00,5 S3 1,

Bl (jgel Bloa s caS Ol yad (pnSle dunlio
BB izres g wollas Condg g 09290 Cundg Sl |

()F R s g e Sy psle (Bigal )3 gz | Vo


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

g ubs.‘?w‘é OKJJ_‘») )| ‘5...))5.4] Slevs s.,u.bs o

STl Sy poke olSiily LrousLiild 1o b jgol Wlons i dumlio ¥ Jgu

RS S o8 BB &é3 3l ! SaSils ot S sla
ANOVA oS t-Paire Cothe Cundy o990

-YY “fe N VALY IRIAEA L Sl

“IFYA -Yo ofe N VeV YEPA AUVEEY S Sepd b egele
-4 ofe N a/ptys oy Sl
-M ofe N AUfLYY AvEas Sl

SYAY -y ofe N VA/ASY UrEey S olieabsl
-y ofe N VV/ostAs IRZAE Sl
-M ofe N Ve /PYEAY ey Sl

“Ie¥Y -¥ ofe N VA/YESY Aatyy S 2555y
-y ofe N Ve IVEYA /600 Sl
-M ofe N Ve /FAEAY /4t Sl

/A -YA ey Vdvs INAEAY) S i
-y “fe N VY/YEYe AVEDY Sl
-0 ol VVAVAEM a/edss Sl

I+ AY -y ofe N IATAE=2) NAESD Sy JERUPY
-1 ofe N VV/AEYA (RIAN = Sl

STyl (Sl jy poke sl )3 (b jgol Wlods Cad dunlio ¥ Jgu

ANOVA ygo5T  conins SIS

T-Paire ygo;l  wgllio Cauxdg 5l jUasl  ogzrge qusg I HUubl  compinS Slessl

Slovs

=YY ofe e VIV /E VV/fEfa/8 ovgeke

=YYy ofe < VAXEVOY VN FEoY Oboebsl

s -Y&IY ofee Vo IMVEVEY a/oAto- el
-YAIY ofe < IRIAN AR VeAAtD Y Cypondds

-\a/7 ofe < Ve Evos a/pt08 JEEONS

L azlse 5l L8 5 of calises slaaegazee g olStils pinas
30 85,8 oo Jpmazdl £56 Jlu ¥ b o i oM
s b i b Jlo ¥ S & (S5 olosmiils 4l
yodma olad Bde Gaed g axlge oKl Lbjgel Sleas
M e L Tyt 055 el o5 ol Lelge 51 (SO
Gt S SIS malS Cgz 00,5 e olgiin 13 050 o
Jsde i ax g8 (S hgisls ol il 4y Sless

YW
2 —590] Sleos uaS B (eSS yol> iagh ,o
O 5 LSS a8e coims Lid a5 Juen ony
Ol b el 00g lgzmails S ol 4 S (0]
S92 45 0090 (VA/F) e SIS gllo 55 dm ol Deg

YY ()Y YR Gl g e/ (S pole (hjgel )3 kg

S5 4 g Sy
S iy ;0 50 48 ol lis Baudsd ol sleaidl
Sloas anl)l o das 51 g 0 )ls 042y iie B Clon s
u_:..a..s O gt Lg‘)_) J_g‘b 9 09g s.)s_l]a.o a5 ‘5..;)54;‘
50 00,5 355 (5 p0las eaSiiils dw yo 0 Lbjgel Sleas
Loy (90l Sloas CoheS BSS o ity pol> (hagly
e a0l oamline (Sbj eaSlidls jo CuaS slal plod o
Obsmidls ol iy Jeass Olgiw slass Wilgs o ol oy
SIS (658 lade 4y (Shjply easisls .abl leoasiiils
&[a.‘o‘.o)b saSiilo u.)‘ 50 aid, iSTas |):> A odalive
L.: b.)L_wT uuu L ULW‘Q 9 0992 L;»L.w)ls L: u’_a‘b)ls


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

-9 ul‘}"‘““b Sauo )| L5”")9’°T Slods cuaS R

Ot Sl (555l o oSS g5 o 0 45 0y
39t site SIS (ka8 sl liebol aay 5 ire SIS
St 5l —ijg0] Dleas a5 ol ] Sl ggemme jo oS
ol G gl L oS Coul 00 o555 ogllas
§ Sl o CS om0l (VA A) o)l Jlg Sren
Sl tie SIS 5 ¥y lacanlss o JUB 5 (s lusn
S CarnS dm ol o iy SIS 3529 (Y0) o4ls 0 ST
° S il L plSie ay gl alol 4 05
Oholgiiiny 9 ol JLasil sl pligzeails 9 035 s
s yird 395 Sl 4 glol a4y (el Jrlusa 0,b)0 295
5039 Az g 9550 ;a8 Ul Sy 5 Sk 5 il
S92 dilwl d Wilg oo pogas ojglie Cux &5 Slelu
Cad S B al38l ol Y s Jatuine oS dxxl e
Oles 3l 58U Wl so Gradl wm Gozmed w3 Slens
5 Sy 31 o il 53 sl bgeils Vb s
55 el Dedsies 4 093 Glaollans 5 Sl sl
ool (lid aoes 1o g jgline bl sla )5 ol pox>
o=l o Glgmils Slslaml ¢ lcwlg> 0 JLE o Canlus
el S

1 CehS SIS 15 5 laabl aey 5l gy o
et 5 2y GRegi L aS Sl 18 pge Syl
ary ol (Oldllas 5l golass 0 .(VOA) o)l Slgmran il
30 (OVFFX) 0gm o0ls plalogs an |y (g g B8
S8 LU 5l o)z ol 9 mpale sn 53l sy
«Slpgod ¢ Spad 092 Jolds dr ool cadls 8 cuas
a5 (V) Cnl canlie (bLs )l sl JUE 5 LSS
L ooyl Cooas oS il p slodes 51 LILE S
P olal G o pler Coglgly yeS SIS 1Al 392
3 Cpotl Sl cnlin (S Ll pd el g o) 4 425
Ce BUD ugele an )0 (5 aslllas ;o ceul )55 5
oS 5l hgmeiils SThol ey ol jo Jmy s 042
aslllas a5 Cowl oo la o1 ol sl 5l 518 g0l Sleas
(Y7) o)l (SlyFan pol> Aogs L (s

lods i S BILE oy it 45 35 o 5l S s
(2 5Fly dn Cmand S ol o glgl o 4 (obgal
Jomed dm d bope (756 g egele s (Gl o
O sl 4Bl plonl a7 goauie o gl 4o 4 el
@ Oglae laigS 4 pleil Jome olKiils [0 slaS™ o Ly ol
Ct S BIS aS conl ] saims lis a5 Cowl ool o

SIS ol vgzg e wdb o 1) (g din ax g5 4y LS
gl Cand p0 alzl sl ol e 1 AL Wil o
Ol )15 an b goriils Cad 35— oL 9 Lavoasiiils
i lacusgizme Grizen 5 sl alul 5 (350!
B 5o w25 05 5 Ol el esliinl) (Sludl (g9
Slaced 13 (g JSb a5 S s slag )b
SLS Oyl g 4,z pilas a8 Codls baoaSlasls  Lbjgel
Smoy® UG 00,5 o el 590l lolis, S 51 golows
Iy Obsmmils Ol das S0 ¢ o o (Jaen 510l 6l o
pode o8 iils yo o, Sen g Sgo,l Limgh 5o auil aLiles
50 SIS Gl cp i a5 ol lis s b (S
S plone ol Godod aoe i b aS Clld 092y Joes as
e led Wilgh oo aie) cpl jo Jele (3 Fodes (YY) o)l
B jralS gl geemme o ail flgiils 90l
Oy LS5 45 00,5 o ol d pl jo CoalS
O A o 3l bl (ogas 4y 5 olSsls 3500
HUT ol by g ool ol aie aBMle 1) 095 ybgmmisls ol i
5 Obgmails b anles Jlesl 5900 slas i ,aebiy jo 1,
aS ol Jeass glp iz ﬁ‘j Lo 1) ouSisls lae
sloolS )5 61355 7l 4 (Bos (x4 Jya>
L s ool )0 o 4 a5 (LSal sy (5590150
935l elgims § Gijaal Glelid I8) ardl s plogmails
5 anl bl slac,lys 5l 5 bl (LeouSiils
Aoz logs )5S das 0 caasd b )lhe pies
S A (5,50 byl sl S plssl o Jae Sy
S50

Ao baoe Slha s CoaS B o iy ol Gupghy o
asbasbula s ol olas Laa 2l og 0 faal o s
OIS S oo 5050 0,0 L3 Jobs g e S e
clin ae g 6,5 sla b0l wl)l b eizmen 5 arily
L g oS oo Sxd slacaadgs sl y oolal 1) oybgzeiil
L g o0ls Fwly ybgeils OVlgu 4y GBI )0 (g5, 5 09>
S92 et Sl i s 5, e aslllae
iy S B oy s Sg, Gegiy 50 Al s e
(YY) ol canlin Jaes ax o oleas

‘5&“)).: f?‘l‘: ol iils » @mb—‘ 9 ‘:b)ﬁs Sladss C)Lu
ol hjgel Bloa s caS 350 50 50,0 g laal;
90 Sleas uaS &5 g olal jo hie BILE o

() ¥ b g o/ (S pole (90l 13 gz | TY


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

-9 QLWIQ olf.\i.b )l u,...u)yci Sleos u...a.S 3]

Sopd sLad 5 o] Sludl (69, @lKiily Cond  cole Con
3 d et ol g Sglite Gl (Bl UL
e (Sligdod e plodl g9l b il o b oiils
Odal g oals Il Sleds e g cans bla yigy bl o
il e Sloss oS 5| gladsliyy g0 gl oS
Lol 515 Lo GIS_ oyl LS (gl 00,5 s sl
39 0l b bLs)l 65185 5 b yiie 4 Cwons 0920 (o590
o5y 4m LS, (8 slac oo Sl sl leelS S
Gl G 5 ke 4 (cele S (sl
4 Syl rizmen 035 38 5 (SB59el (ng sl
Syt (5lym 4l pladil slacdlad aie; )0 (5,550 5 2850
Sl 99,5 Sjpe DLl plo 5 (SBj9el Sloss coiS
Syt gl (3590 UL 5 lalad (5,0l Condy 35
glie 0925 b (e 0)lgen a5 Gl Blod 4 bl parass
Sl oo gilge 5l (S0 350 (il 5 S 9
Sloos caS GBS Ldos (YY) cnl codS sladal
CahS E 5l S 9o e L 3jluse 3B ) Gl
A8 La—ads g 96 A |y Lo iws o sgase Jle milie
S92 e Laay i GhalS sly b)) ol o5 o el
LFY) el

S0 yud

295 p e Sslae Sl 092 Slojad s Sas GSlye
plol jo a4 lgeidls alS 51 g ST (Sig pole olBisls
w2l el ¢ wlodges (o Ko Ag3y

Refrences

@l sloog T olfus 5l il Gloas &8z olayljo
MAY) cal aglate K0S b aloas ol sass il o
St LB (Kb pole oSS o S ingh, ol
2 SBBE (S g ugole day 55 SIS (5 iy a5 ol
Sbgziils sl oS coul o] 51 (Sl 5 004 oylcebol an
Sl 50l slad 5 035 S5z g0 w09 5| BT STl 1 513
Slas 4l 5 (LT cols, 4 o jelaie 4 2dlal g 590
S ol ;0. (V) ol 8525 5 gllas b..:)'yJ
Sg g oddlive cdjgel Dleds jo shie SIS 0 jeuS
3 ol BB oLl yo ols oyl LSS el jo 0,lsu,
ol dslllas b aS (V) oo 042 oo BIKE 5655wl
Olgztils Sl 9590 50 (29, asdlllas bt 3)ls Slgsen
St S iz S ol (i (A0l Sleas oS S
Bl Sleas slal plw o crl cude SIS lyls a5
30 ol dllas mlas Ly as (YY) o )ls 0929 oS oo
(Chua)sl> 5 Holy Slalllas ojlas Slgsas ugals an
Sy CuinS  Aie SIS Sleas ol plod o a5 oy lis
Syl Ciglhae yol> dsllas gl b as (YONF) olo

i olal plas 5 oS SIS e (Sl a5
&= LaoaSisls (o] jo a5 aos o lis 9o 4 Sleas
4S5 o) 092>y olo Ceop gl Sleas CuiS Sgupe
L asoey ml o Sl o pol il slaadly 4 axgs
Olg o 0o plosl Glllas dnnlie .ail Lial, sogu>
o 5150 hgel Bloas CuiS hie SIS 45 bl o
o=l slsl cglel (g o410 592 g aslllas 550 (slrolKiils

slacl o iils slass o Joass 4l g9 o> SIS

1- Hamidzade M. S, Fathi Vajargah K. Futurism in the educational systems with the organizational
approach educational strategies 2009; 2 (1): 35-39. [Persian]

2- Momeni Mahmuee H. Evaluation of educational program in high education system educational

strategies 2009; 2 (2): 71-77. [Persian]

3- Lim PC, Tang NK. A study of patients' expectations and satisfaction in Singapore hospitals. Int J
Health Care Qual Assur Inc Leadersh Health Serv 2000; 13 (6-7): 290-9.

4- Berry L, Zeithaml VA, Parasuraman A. SERVQUAL: a multi-item scale for measuring customer
perceptions of service. J Retail 1988; 64 (1): 12-20.

5- Arfaie K, Amirali-Akbary S, Alavi-Majd H. Assessing midwifery students interest in their career
at medical sciences Universities in Tehran knowledge & health 2008; 3 (1): 28-32. [Persian]

6- Zolfaghari M, Sarmadi MR, Negarandeh R, Zandi B, Ahmadi F. Attitudes of Nursing and
Midwifery School's Faculty toward blended E-learning at Tehran University of medical sciences.
The journal of faculty of nursing & midwifery 2009; 15 (1): 31-39. [Persian]

YY [ ()rova. bl g 5o/ (S5 pale 900 45 gl


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

ul)lio.b 9 ‘StLu....J—‘ ‘_g).ai& SR W) 9 QLW‘O o'f.\g'.b )‘ u,.w)}ci Sleos ;,u.bS 5]

7- Sadeghirad B, Haghdoost AA, Fasihi Harandi M, Roohollamini A. An evolutionary approach
towards Ph.D. Educational system in medical sciences in Iran: A systematic review of
educational models in the world’s leading universities strides in development of medical
education. Journal of medical education development center of Kerman University of Medical
Sciences 2009;6(1): 10-20.[Persian]

8- Kebriaei A, Roudbari M. The quality gap in educational services at Zahedan University of
Medical Sciences: based on student’ perceptions and expectations. [IME 2005; 5 (1): 53-61.
[Persian]

9- Karydis A, Komboil-Kodovazeniti M, Hatzigeorgiou D, Panis V. Expectations and perceptions
of Greek patients regarding the quality of dental care. Int J Qual Health Care 2001; 13 (5):
409-16.

10- Parasuraman A, Zeithaml V, Berry LA. Conceptual model of service quality and its
implications for future research. J Mark 1985; 49: 41-50.

11- Alvani SM, Riahi B. Measuring service quality in the public sector. Tehran: Iran Technology
Education Center; 2000: 7-15. [Persian]

12- Riahi B. Total quality management in public sector. Tehran: Iran Technology Education Center
2000: 12. [Persian]

13- Ghobadian A, Speller S. Service quality: concept and models. International Journal of Quality
Management 1994; 11: 43-66. [Persian]

14- Mansourian MR. Total quality management of student and educational services of Gonabad
medical university and its coincidence with the students’ satisfaction. Ofogh danesh. Journal of
gonabad university of medical sciences and health services 2003; 9(1): 61-56. [Persian]

15- Nekooei Moghadam M, Mir Rezaei N. The effects of in-service trainings on productivity of
main office personnel of Kerman University of Medical Sciences 2002. Journal of health
Information management 2005; 2 (1): 45-40.[Persian]

16- Bradley RB. Analyzing service quality: The case of post-graduate Chinese students 2006;
Available from:URL: http:/www.leeds.ac.uk/researchProgs/fileadmin/user_upload/documents.

17- Kebriaei A, Roudbari M. Assessing quality of educational services at Zahedan University of
Medical Sciences. Tabib Shargh 2005; 7(2):139 — 46. [Persian]

18- Aghamolaei T, Zare S, Abedini S. The quality gap of educational services from the point of
view of students in Hormozgan University of Medical Sciences. SDMEJ 2006; 3(2):
78-85. [Persian]

19- Bidgoliy Sabahi M, kebriaie A.The quality gap of educational services Kashan University of
Medical Sciences: based on student perceptions and expectations 8" NCME 2007; 139.[Persian]

20- Jorabchy Z. Review of clinical nursing training in aspects of planning, quality and quantity
from the perspective of educators and midwifery students. Iranian Journal of Medical Education
2001; 7: 44. [Persian]

21- Arbouni F, Shoghli A, Badriposhteh S, Mohajery M. The Gap between Students’ Expectations
and Educational Services Provided for them, Zanjan University of Medical Sciences, 2007

Strides In Development of Medical Education, Journal of Medical Education Development
Center of Kerman University of Medical Sciences 2008; 5(1): 17-25. [Persian]

22- Mohamadian A, Khanbabazadeh M. Students satisfaction with different units functions in
Ardabil University of Medical Sciences. Journal of Ardabil University of Medical Sciences
& Health Services 2009; 9(1): 55-61. [Persian]

() ¥ bl g o/ (Kb ple G900 55 pigsy | VY


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

-9 QLWIQ olf.\i.b )l u,...u)yci Sleos u...a.S 3] U‘)M 9 QS’L""""—‘ (_g).‘.i& Qo

23-Ruby CA. Assessing student satisfaction with selected student services using SERVQUAL, a
market driven model of service quality. NASPA J 1998; 35(4): 331-41.

24-Peter S, Michael H, Debra H. Why do they leave, why do they stay? Perception of service
quality at a new university. ANZMAC 2000: 1197 -200.

25— Chua C. Perception of Quality in Higher Education. AUQA Occasional Publication 2006.
Available from: URL: http:/www.auqa.edu.au/auqf/2004/program/papers/Chua.

26-Richard E, Adams JN. Assessing collage student perceptions of instructor customer service to
students questionnaire: Assessment in higher education. J Assess Evalu High Educ 2006; 31(5):
535-49.

27- Lim PC, Tang NK. A study of patients' expectations and satisfaction in Singapore hospitals.
International Journal of Health Care Quality Assurance 2000; 13: 290-99.

28- Mik W, Hazel W. Measuring service quality in a hospital colposcopy clinic. International
Journal of Health Care quality Assurance 2005; 18: 217-28.

29- Mike D, Mik W, John FD, Adrienne CC. Measuring service quality in local government: the
SERVQUAL approach. International Journal of Public Sector Management 1995; 8: 15-20.

30- Millson F, Kirk-Smith M. The effect of quality circles on perceived service quality in financial
services. J] Marketing Practice: Applied Marketing Science 1996; 2 (4): 75-88.

31- Chin KS, Pun KF. A proposed framework for implementing TQM in Chinese organizations. Int
J Qual Reliabil Management 2002; 19 (3): 272-294.

32- Gagliano KB, Hatchcote J. Customer expectations and perceptions of service quality in retail
apparel specialty stores. J Services Marketing 1994; 8 (1): 60-9.

VO] ()Y OV sl 5 ] S sl el 3 sy


https://rme.gums.ac.ir/article-1-50-fa.html

[ Downloaded from rme.gums.ac.ir on 2024-09-20 ]

Students Viewpoints about Quality of Educational Health-Care at Arak
University of Medical Sciences in 2009

*Changyzi Ashtiyani S, **Shamsi M
*Assistant Professor, PhD of Physiology, Arak University of Medical Sciences
** Instructor, PhD Student of Public Health, Arak University of Medical Sciences

Received: 28/5/2011 Accepted: 20/2/2011

Abstract

Introduction: Assessing of educational gap in quality of health-care and followed by adopting
ways to reduce or eliminate the gap is the first essential step in developing training programs. being
aware of the status of quality educational health-care at the Arak University of medical sciences
that is considered as the second type of university can be the basis for planning and improving the
quality of educational health-care in other universities. So this study, in order to assessing and
determining quality of educational health-care from the perspective of medical students, has
undertaken.

Methods: This is a cross-sectional and analytical study which 400 students of Arak university of
medical sciences was attended. Data were collected by using of service quality instrument in two-
stages; conception of the current situation and perception of the ideal situation. Finally data were

analysed by using paired t-tests and Chi-square and one way ANOVA.
Results: Based on students perceptions in five section of health-care quality, gap existed, and most

of the gap in quality assurance (-28.7) was observed and then respectively respond to the order
(-26.3), confidence (-23.3), physical (-22) and the lowest in empathy (-19.6). Statistically, there was
significant differences among different dimensions of gap in quality of education (P<0.001). also,
gap in current services of responese and assurane was higher than in medical students (P<0.05).
Conclusion: Findings indicated that current services don’t meet students expectations so it is
suggested to organize educational workshops in how to increase services and communication skills
for staff in terms of significant differences in quality of five above mentioned fields, and
considering these differenes when resources are allocated.
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