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. Measuring the Quality of Services Provided For Outpatients In Public

Hospitals In Ilam and Kermanshah Cities Based
on The SERVQUAL Instrument

Havasbeigi F'*, Yasbalaghisharahi B', Mohamadi E*, Mohamadi A’

(Received: 4 Aug. 2013

Abstract

Introduction: Quality of the services plays
an important role in service industries such
as banks, hospitals, clinics, transportation,
etc. the quality of services is a vital affair in
order to obtain customers satisfaction and
consequently the durability and profitability
of the organization. The research aimed to
evaluate the quality of services provided for
outpatients in public hospitals in Ilam and
Kermanshah cities based on SERVQUAL
instrument.

Materials & Methods: The current research
is a cross-sectional descriptive study that
was conducted on 450 patients referred to
the Ilam and Kermanshah hospitals in 2011.
A standardized SERVQUAL questionnaire
which its validity and reliability had been
approved, was used in this study. Finally, in
order to analyze the collected data, the
statistical tests, paired t-test and Friedman’s
test, were conducted using SPSS software.

Accepted: 10 Janu 2013)

Findings: The results showed that there is a
significant difference between perceptions
and expectations of the patients about five
dimensions of the service quality
(tangibility, reliability, assurance,
responsiveness, and empathy) in the
hospitals studied. The patients admitted to
the hospitals categorized the tangibility
dimension as the most important ones with
3.74 points and assurance the least
important ones with 2.60 points.

Discussion & Conclusion: The difference
between the perceptions and expectations of
all the components of the service quality
was significant and the exception score of
the patients was higher than the perception
score. In fact, none of the hospitals could
meet the needs and expectations of their
patients.

Keywords: quality service, servqual,
patients, hospital
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