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Introduction: Despite the implementation of the health transformation plan and the increase
in the number of comprehensive health services and centers in Iran in 2013, still a large number
of people do not go to these centers to receive health services. In order to find out the reasons
for this, the present study was conducted with the reasons for not referring to the health centers
of Zahedan city.

Materials & Methods: This case study was conducted in the form of content analysis and
targeted sampling with semi-structured interviews based on the interview guide using open
questions in the comprehensive health service centers of Zahedan in the year 2022. After
receiving the code of ethics and other necessary permits, the researcher visited the desired
areas and identified the people who had not visited during the last year. Finally, coding was
done using the conventional content analysis method.

Results: Finally, 34 people participated in this study. After analyzing the interviews, four
categories emerged: "Provision of health services," "Time of provision of health services,"
"Infrastructure of health services," and "Individual beliefs.".

Conclusion: Using the results obtained from this research, it seems necessary to provide
effective health services to increase the satisfaction of those seeking help and to refer them to
health and treatment centers to use health services. It is also suggested that those in charge
make arrangements so that various services can be made available to the clients based on their
needs.
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Introduction

Centers (CHSCs), designed to bring essential
care closer to communities (3). However,

Primary healthcare (PHC) serves as the
cornerstone of equitable, affordable, and
efficient health systems globally, emphasizing
preventive care, health promotion, and
community-based service delivery (1). In Iran,
the establishment of the national Health
Network in 1981 marked a pioneering effort to
institutionalize PHC, achieving milestones such
as near-universal vaccination coverage and
reduced maternal-child mortality (2). This
network operates through rural Health Houses
and urban Comprehensive Health Service

despite decades of progress, recent trends
highlight declining public utilization of urban
CHSCs, particularly in socioeconomically
disadvantaged regions like Sistan and
Baluchestan Province (4). Zahedan, the
provincial capital, exemplifies these challenges.
Characterized by ethnic diversity, low health
literacy, and infrastructural deficits, the city
faces persistent inequities in healthcare access
(5). Since previous studies have been conducted
using quantitative methods, they have only
examined a limited number of variables. Given
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the complexity and multifaceted nature of the
reasons behind non-attendance, it is likely that
there are additional, hidden factors that cannot
be captured through quantitative approaches
and have therefore not been evaluated.
Furthermore, considering the strategic location
of Sistan and Baluchestan province—a deprived
region with distinct ethnic and cultural
characteristics—this study aimed to explore the
deeper nature of this issue through a qualitative
approach. Accordingly, the present study was
conducted in 2023 with the aim of identifying
the factors influencing the reduction or absence
of public attendance at health service centers in
Zahedan.

Methods

This qualitative study was conducted
using a conventional content analysis approach
in 2023 (1402 in the lranian calendar) in
comprehensive health service centers in
Zahedan, Iran. The study population included
individuals registered in the Integrated Health
System (SIB) who had not sought health
services during the past year. Participants were
selected through purposive sampling until data
saturation was achieved. Data were collected
through semi-structured interviews initiated
with the question, “In your opinion, what factors
have led to your lack of or reduced visits to
health centers?” Further questions explored
perceived barriers such as access, provider
behavior, service availability, and timing.
Interviews were recorded with consent,
transcribed verbatim, and analyzed using
Microsoft Word 2016. When recording was not
permitted, detailed notes were taken. Data
analysis followed the conventional content
analysis method, involving repeated readings of
the transcripts, open coding, and categorization
into meaningful clusters based on thematic
similarities and differences, without imposing
preconceived categories or theories.

Results

In this qualitative study, 34 individuals
registered in the SIB system who had not visited
the comprehensive health service centers in
Zahedan during the past year participated in
semi-structured interviews. Data were analyzed
using conventional content analysis, resulting in
114 initial codes. After coding, four main
themes were identified as the primary reasons
for non-attendance: health service provision,
timing of services, infrastructure, and individual

beliefs.

Under "health  service provision,"
participants emphasized a preference for
treatment over preventive care, discontinuation
of free services, and outdated services that did
not meet current needs. Regarding "timing of
services," inconvenient working hours and
lengthy service delivery processes discouraged
attendance. In the "infrastructure" theme, issues
such as distant locations, poor hygiene of the
centers, and frequent system (SIB) outages were
mentioned. Finally, under "individual beliefs,"
negative attitudes toward health centers,
previous unpleasant  experiences, and
dissatisfaction with staff behavior and
responsiveness played a significant role in
discouraging people from seeking services.
These findings highlight the necessity for a
policy review and improvements in service
quality, accessibility, and the patient-staff
relationship within the healthcare system to
increase utilization of preventive health
services.

Conclusion

This study showed that the main reasons
for not visiting health centers in Zahedan
included dissatisfaction with services, lack of
awareness, overcrowding, long distances, and
lack of trust in staff. Providing services tailored
to people's needs, extending service hours,
improving the physical environment, and
employing specialized personnel can increase
visits. It is recommended to review service
delivery methods, promote public education,
and engage community participation to enhance
access to and satisfaction with health services.
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