[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

bl 9 dgaio (S 33 p gl OLRAIS 43 (390 T Sloutd b ad yo (3 gmiils sy oS
(SERVQUAL Model) J61g g Joro

‘VCELA‘)U|J$| b{b‘)‘i ‘V‘SA‘)T J’.H.u; :h\JJ&l‘)M J‘JJQ.A ‘003"“" 4o ginro ‘“ﬂu.af‘)s ‘_)AJ dabsls ‘Y‘G&Sﬁb LQL_\S ‘\"JL_AZ:LA‘) ,‘.\JL; daso

AN
gf"""'JfJJ"""‘A

Ol dgrien agin (St o sle o€l o (St 0uStils ¢ oo g cadlagy 5 gelaial (S5 055 )
0000-0003-2698-176X :u< )l S

Ol cgetie aagtia (St aosle sl (Sutlis suutils o g stils SlEdaT 1 T

Ohoal o oo (g sl otaly canl gt s Jiiae ol o SlEEaS e

Ol gt wagie (St o sle slutily  glole 5 (g sy 8Ky glole Ll

Ol edetin oo (St posle slEI ublags suSils asae Cubligs eotigs 858 ¢ g sty SRS S
Do) ot wagin (St psle oIS g 3leu sl 80Kl o g sty SlEEAT S

Ol edgtio o (St o sle ol (Kb 0l o g gantils SlEGaT 4t Y

Ol o agtia Sty asle o€l (St oSaily pulich oz s 5 peolich g Sao 05 S

Ol cdgtie ot (St o sle ol o e g5 00K 5y (S g (BT e plie SlEdaT 3K 5

AAAD Sloeis 4A Ol 5 5lgr Il o )lad o5 0533 ¢ Sy 5001 53 a5 (5l o815 s

LRYLEN

olalin 51 ol sadtils S e s ya3 crend suiSnilo €l 53 Gl 5 1y SiS 55,0 1308 g dosia
Saie 5l i sel Slond ol 5o i se LA S s 4 GBAsS: Col s e (55 gl w8 sane
5o oL sadaly

e (S o sle oIty aals suasls G o \WRO-TAE liad Jlu o akie alllae ol HLagshg
—lal oS Ghas b eelbdolS 5 pesae s pblie plsaiils B L8 00V ak sl
s s cdia YV glls 4 (SERVQUAL) JIS! 5 s 0 lailicel dolichian 5y 5t 4allas 55 (sldla youia
it Al YE 4303 SPSS i3k 55 51 suliiual b Lasols Jula3 ot JuaS5 cmaaad 55 sa] losd i a5
g gl Gl L85 GiOsel 8599 59 3a mans T 5 LB YT )Sl GBS oS5l wia e 1 ladish
SMisa 5 ial T 5l LaouStils ol 5o cubly gsm s ko LS oo uSitils olad 5o lads € salas Lo
Siby sleuSails Lo IS it o) B =1 3) o SIS GaS @lols "GUSLIS 5 aslul
Gl L osanl Jid e obsadils Gage sabel”" @€ @ dbgye (VA £ +/Y)odlag 5 (CVVEN)
o9 asbal godpsllaasl” (-¥/+ & /1) Kd5ohis sufails 5o Malie ae s ok a3Y slagh) gel
SISl 5 Lad" (CVY £ /N )i olieag 5 (FV/0 £ /1) srbemsola slasaStils 5o 5" Gald Ll b agalse
sl 5o ol Gl cga el Ll Jlael GISI" (21 /0 E /1) bl saSatils 5o S5
s "AGIS 18 Gled s wralia” 5" b el

€ olaw £ 5o K ol oglite AliAs slasaSasly o SIS fp b gl gla 4 S (g pSdaaiy
S5 ge e 55 10S] it Slosd i€ o gLl e SIS (5]l

5 i 53

R

Cusns 5 el s Sae 08

Sl Sty sl uali

) e s K3y sle

RS
0000-0001-6028-3573

Email:
youssefim@mums.ac.ir

WO e Bl AV gl

gy dlae g
L\78 JRL Y| - T

23 sl et b o e g el (Sla 55 green o g 53T Cald 0055 ¢ g 55T 6313 560 3551 s e guame Sl (1,85 a0kl oy ST BLS aiSl e DL Lo el 1L
SA-ABV)P AYIN STy 55 50T 55t 5 (1o ol (SERVQUAL ModeD) JSTs o Jute bl dgin (ST p sle o815

Ad WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


https://orcid.org/0000-0001-6028-3573
https://orcid.org/0000-0003-2698-176X
https://orcid.org/0000-0003-2698-176X
http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

siiles Jolad Sy 5o lakad 5 a0 was 548
Bl s j o8 b b)) allsd o satils
Al oo sl 5 ok

3 50l Slosd SiS dhiis caal G 4B L
Sy 5o Gl oIl cuglyl s
(ol AS 4 (g3l (oS 5l aslaily (a5
Sl K s o B olalles
lalllas .ol s aladl Hlga 5 1l Lo oleas
S oidsel cload cudS a5 5aS (5 Sl
o ulaad s I iy olanl L 15 o smnitisly jlsie
(V=)o S a8 JIST 5 e

asle glaolals olas Loss <l a2, e
Oisel @l gualy Jeallygian 3 (Sady
o 2l s ol b S oo s0m OISI8
Sy 0 D 4 5 i g S0 b (23S o (sl
Sy oplae cugae 5 ase Jolse 28
cundy (Fa o peled pea b
G oaxead BB 50 dbie (IS S slasials
Pl a sl e, Sl 4 a B b 508 SuSy
SelS 55 (50559 (5L g pladl 53! ot 50
S sladiily 5 o ok (P o gl o el
G avand (B 50 sKa S o o suSizils
a3 oA Ea 53 ot Lo Sty ol
ioel alls 5998 50 So S sla A Wl 55 o
58l (Sae € golse wu S olalid 1,
lalllae s sa s ol b oilos g0 L5 5) LK clalllas
clesd cdS glag € Gy unn o S

JL!.}‘ c‘aa.u o8 b @tﬁ 39 .AS“C\&‘JJ% L;A:ZI:)\}AT

doude
el A 5 oS a3 5Tl e (3 gl allss
o Jobaie wi;y alls ol agltie il cga
Ay ol (55900 slal Cpl g9 58 5o Sialea
OV AS an @ e Gen od)sel sl
s B pae lae (Siowl s G saea (2l
il wald o e ) luaad bl g ale Wil g
L e olead el (ildl iy ol Lo (VY)
09 (V) sene ssase AS 2y (23
Slire Olsie 4 cesa b YIS gla S5y aaXS
Sl (5 (s1a GBS o Lol e o By 503 dS
RpaS cedd s il Galea ol s 1)
S olsadils s sl S, (£0) S e
Col o0 s aiieas e (55 ol wljd sase lalis
OBLS (5 hal Glsie 4 LS Sl Gl
(1)a0ls olosd il S 5 sags 53 (5550 OB Caona
5 S (SERVQUAL Model) JSI e Jus
oS o5l g Slga b 5 e sladas
S an sl € adbe olead il
5 bl dilens ((Suie BB 51 5las5a )
ISt 45 ot 1) o 55) o Lisalol s ol g3
@Sy wa oldel LB 5 Ghay Ll
an (Olides 4 Slead &) gl @l 5 L))
T LUl 5 QU (Sicwla 5 (il (panss
5 4as) haas aay 5 (Oluabl 5 olaiel Sl
L olosd ool il oo (Ghoide € Rl cds
dS Sl ol Sl G S8E L5
Slosd cui€ 5 ST (3m 50 s s) las
Bt 9, (VA)ssdioe Cnne (cslbe i)

23 sdsel sl o pligaadil el g S

» WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

(San il ((Sdiilns ((Sdy)
Wl A0 Jlu o (cadilags ( olels 5 (gl y
G aallhs Lo oS,d sad abis sdallls
Ao @ ol yy oS 5 bbbyl o e
W S olaall dalllas o oSl s culs,
29 5] ags) Sl o i 35 pem 4 (5S Bsad
5 Loy gl 5o sl o€l plass
IR GaeS Lk alail (L LIS o o (gl sa
00508 45 |y 5l o) sgutie (S o sle olSetils

(IR-MUMS.REC.1395.137) .o
S eyl i JIST s 0l dslitice
Gl sad ol Gl o Wbl 5 s
G /VA B alids alagl o s (2,18 Fliy S
aose (Yo=Y ) (+/AY deliciucn y S S0 5+ /4N
oA oo delidiny ol a8 S 8 soliia
s Mg i YV aalsl 5 5 g § S8 S pous
il alal o ) se] cleod cndS Lhai
5 bl I Jaaa” g KAl S opas”
09 4S B3 S (s Al sl 4 S L7 (S 5"
Oal a8 S 518 JalaS g (5505 a5 50 dalllas (sl
cuns " olaie 9o 51, 5 She slat S bt 5
£l 5o MO a5 cuasg! g Masase
Lsye oWlgs S 0 S (oo o oS Sand
e Db Bl L SN 55 50 a4
5 (V)emeal oS Sl 5 (V)omasl oS (V)age (¢)
Al bssage cans g (s 4 bgs e Yl g
(Vo Sl (V) (V)osd (E)osn Sl
ool mlend bl CBIKE ()l e i sdua i,
Cuaid g 5o sad Al ey Sl 5l oS e o

uﬁ‘ybéﬁ&ul&n‘)u|é‘)yt‘o\5‘)‘dﬁy

i sy SlSee wsa S slass GBIS
il Ml b (ghlalie Sl (6 3 5p b sl
850 Qo b Sl sl sala Ja 5o
cudS Gl g oo 1) il da s i) se]
Oty aladl cngss wiia plalia &l
G oosdige oubaal Ghuy 3 G olaghags
Gl s 5 i bl Ll gk
23 @l b oF Jis ¢ 5 sl cudis
5 9 a8 (ildl i sa g BISE LalS g
sellaaly olosd cdS @) I el
L5 5 38 (pmuoo il oo 5dS (S psle
2 otdsel e bobdse flae oluk
o G s au)S LE 4y LassSiaals
Odeny &6 w81 g3 o (S o sle slaslKizils
CudS e SRS amay S58 1) Shaal cpl @
ol glassCails ol g ulal alad Ho olead
sl st GBS sede (S asle sl
L by soel guos @ aallhe ol (Vo)
sla 08 a3 g ead (5,18 A glacsls
o9 bl e 313 pda AL Las e

Sl oo s se] lend lal alss

L9y
OBas3 3 ge oi)se] clesd oS glaw £
sy Lsadily oS 5i b € cul (glon il S
(5‘)35‘3 t]al:ﬁ.o QL)J;.:IA‘J :)‘ J:Q:s 0V A
o8 g p Ol am B8 pesac
e (Sidhy agle sl&aily aauli slasaials

AY WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

sl 5 Jlael OISl 2 go 4ty 5o 5 sl
SIS b ) pel sla Gl 5o ks Gl cga
slaas " (gl suSanls Lo cadls G183 -V/¢
B (CVY) S oy i gl " (K658 LIS
Lasaly assleal 00 98 (uyiens 5o SMAT Sl b
S bl @S " 5 " saniils Sl alSia @
DB s 48, Lo Soide b 4 sl
s lad" L5 4 ghlugl suaily o asials
1 Glsadals (o s salel" 5" (s LIS
shee 5 ok aY sledisel S L sl Yo
pas s dal 4, pa VY 5o Ll Ll
Jlae! ISl (Sl s suSnls Ho aiiils 1,8
slaeliys Hu Ll Al cga adnly Ll
IS5 Ol Oos el " d) sl
SEE ik gl SHide sk 4 "l
Seiplag suKmils Hu wag (-V/0) ) se]
Moala Lyl b g so 5o asilial (5 00y el
Gl o gainly Sl Jlael K" 5-Y KL
da oy Gl 5 " passel sladaln 5o Sk
A pald ihse] oIShe w1 sl clio
DB (V) g 45, 58 Syidie Hob " satils
solel " cendilags suKzals yu Kuu (g gew ) aiil
SOl Lsanl Jad gl hasadily puse
3 VAL lie (ae 5 55k a5 slagi sal
999 Jsl e, 53V E BT (S5 LISl o Lsd”
IR idsel slead o€ LK (i

S
e Saly alal Hu oS Sy ssSiily Ho ja @
QQGT@MIJG}@J&&M‘QB‘JMJ

sll o Baae oyl g0 sl Ho o g 80 S (1,18

SSELES (g3 e Sy e 53 8 dnculans 854
S sk ) b gel wlead cudK <o g oyl
5 (cuie BIKE) cucl 80 53 b sandials ol H LT )
Sleaa «S ol o HLES Hugs A SHee
Lo obssdsls ol wad Gl o5l
(oo BISE) cacal 80 S5 80551 5

s SPSS 1581 a8 5l soliiiul b Lasols Jalas
deo 3 Slels) o s el saliiad Loy YE
hbiial 5 Olae glbaa 5 (Sl (Il
03 ol sre o g (is gl (3 Osed))
Al 438K s a0/ 0 51 SRS o) 9o alal

Laaisls
i sla sumils Gulad s GBS o 5 ) 58
Sy eaSaly ) s 0 YA tu g Sy e (pu
(L8 AR (ol ys 8Kty 5 aus 50 VA L3 148)
WY& A0) (eolasols auSanls B wmyu VY
Aoy Ve L8 Y) (Sl yu suSiily 5 s 5o
M aey 0 g (L8 oY) (Sanalas saSisls )
S (ama V) LB YT LB Vo) cudilags suSiials
Ofigad Ll oo JKET a adA |, RS oSy
Oiisel o598 Lo e ey ulLél Gl L& Y g
8099 0% aonles 5 (mns V10 ) by 5585
) L8 ¥e0 ding s Gidsel ol dsa lae
0 53 dgein (o053 Jraad g5l Gla)y 5 (dea o
o3 el sud suls GLas Y Jua Ho «S ) ghailan
e B Laasaaly olas Ho b 4 S oola
Sy eaSiEaly o SIS s by s g
sl Olsaaiils o sas salel” 4 dogase (-VIV)
e 5 ol a oY sleddsel B L sunl Ja

M WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85]

Obl&as 5 plulis; pula wae el olesd cui slaw £

Sy Joge o3 S A e Glas € Jeua oo Al glassanly o K o
SuSElS 58 (3 g8 so sl so 9 HBI D) sadals Dol e bl ol FBJGTQQMM
Olsamiils ¢ Jaad 5 (o Sanly aas o adlags cils say pidsel Slesd cud GKs
G Cund | (gotdn BISE agdie gl o g 0t (Ydsaa)
b Lo g 80 S IS e sl Wedigo dbadle ¥ Jgaa so S skilas
T ol LaeSails 31 alSaun 5o Laws S o (St oSl Lo Ll syss SLsaily
s saaliie (g,l0 Ane SIS K50 e luabl ¢ Jaan ¢ o KAl slal

oo Oheadh 4 a1 by e

53 g3 89 303 GBS b e

Ol gaciila olSusa ) agdia (Sl ya a gle olSiily dasli (Lo cusaila jo ol gel Gilasd cudas ISl ) Jgua

g S $ibesls e S
B E A — Ak — N E /g E ENE T — Yk QLSS 5 sl (o) @6 5 el el
SV/EE Y SAE RV ES RV ER R Ry S SISl 5 L X
YR EYE T Ve E RRERN BYAE-E BYAEXV sl KaS bles kS %
YR BV X —VE N —AE N —AE N —AE a5l o g eslinal 350 Loy 5ol ol
SV Y RV ERV —AE N SN E N BYAE-RV BYAE-RV ity 3 ol 4 Lezaly ALl 03 o s 53
—AE Y AR VAl — AN — AN — ke “\/eE T bl )l s JUal gl (2550l S ke &5 Ol somils g s s =2
B E R —UAE N —VE N kN —AE N EEXV St aalllas (gl s 4 b Slalllas s 1) ‘\é
S\ kY RYERV TN e —AE “V/EE sl 6wl a5 Wl g sl L Jles! OIS i
— A E Y VAR Y — N RN =VeE N —AEN \rEan g,;)’,‘io‘y&_’.f,&)a;ij,-bts)ls&&g
= /0 Y EATAR- V4] — /N E N - — AL N —AEN sl bkl ¢vj>\p¢i,;)t5)
— N E Y S\ E Y =10 & N SV E N = E AR LS (18 5 Ol 05 g1 i
— kY Y/ k) BV BNV RV RV ool Ll L agale 53 alid (g Cillass! 3
—E Y BYCE TV —E N kN —AE — Uk ooon bl ey elize CAJISS 00l ™
— /0 kY EVARE VA — Y E N —VE N — /0 %)) — A s b 2550l OLSIS 5555 1 03 g mlin
—E RYERV —NE N —INE N /0 k) BV nils a ol gl SIS 1 (8 ki ol L
S\/eE Y SN E I LT BYLE RV VY £ Al S5 BB il (sl oS Sla st 4 ey las 1)
BLE ] — Ak —AE — NV E — At RYLE RV oAl 3 3 g ge Flalllan wlio 4 DLl o 23
— ALY “\AE Y /AN /AN —NEN EAIAR A iy o g miu B g 53 R 0 ped oS _
EAS XA EAIAR 74 —/o N —INE N —NEN —NEN S5 2050 3 ok el Sl b)) S Sl il 0550 Ry j;
—Y £ Y — A E Y — YN - E N —o /8 E EYCE Sl 5 oS 5 ol Oy e Gl (SIS 5
Ak Y BYCE TV —NE N —INE N — N E BYLE RV P O TV PNV | S
AR Y RV ERV —NE N LT /g k) BYLE RV il esls sde s 45 Slej 3 o2 gel QSIS Jaw 5 Lndlad bl
“VAE Y BVCE- A E N AN E N Ve E S\ E e a5 (5 ka0 03 (sletsal WL syl i (gl O gl 03 a5 a3l
—E B ER —E N VR — N E EEXV OIS el 5l gl 53 e s 5 5 ks Sl 3l (§ 51 S35 0315 olans]
UMY RV SN A SN E RYAFNT —fo ) il s (ST I S S Gllae wbie s -33
S\/e Y —AE —AE — A E —AE N —AE S a1 5 aslal s ls,
— A Y YN — AN SNV E —NE N — Ak Sl Lo 5 S 53 s gm0 ps S JolS 5 o

Sl gl Sl ®

AR WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85]

Ol 5 pluls ;) asla was

u"t‘)é‘T oload caif glaw £

AliAs (sLa ousiiil SSET dy i gu yu IS O ulayl o i) geT Sleud Cudas BISE LY Jgua

s s Oloabl e T S Sl

—/AE —/AE —AE N —/AE — /Aty — A E N S

Ve E —AE —AE S/ VY £ — IV E Eiga Sy
AR VA Ve oY /et +/AY P-Value

—NVE — NV E —VE —AE A E ) — /A E Sl

—AE —AE —AE A E N — /A E A E g Sl sy
Ay Nz ‘/oY VA aal VA% P-Value

— A =Yk Y Ak Y A E N -/ E ) A E Sie

—AE — V2N — V2 —AE — /A E — /A E Eise Solwsls
+/0Y A AN AR QAT VY P-Value

—AE — A E —VE —AE — /A E —AE ) Sl

—AE —AE —AE —AE — /A E —VAE ) Eise Sl
% a\s <A CIAA VJAY */AA P-Value

VYR Y SV Y Vg kY —V/EE Y —\/Y £ Y S\ E S

VY E VARV Ve k) Vg E N S\ E BYAR-X g R EIHE
Yat Ay A AV a\s Y P-Value

—AE Y VAR RYA1 —AE —/0E Y —AE Y Ve E Y Sl

—AE - Ak Y — VR =k — /A E —AE ) Eise Clg
VA Ve AV VAV 241 VAN P-Value

Alide gla susiinly Sasii a3 (Al puf g Sl sla

Sone sl S

0,99 4o S O ulagl yu ouhi) gl Gleud ciudas GISuh ¥ Jgua

S e Ol s 25y S e

- AE —/At — NV E N —AE N Ve ko — VRN sl s

=VeE N =V E N /A E =V E ARV —AE st Sy
o Aa o/ o/ /Y A\l P-Value

— NV E — NV E — NV E N — NV E — /A E )N =4 E /) sl s

= /ANE Y —/ANE Y =k =NV E Y =\/e kY — AR Y s ol
AN /ey Vo AR oYY VY P-Value

—AE N —AE N — NV E —AE N BTV - /4% sl s

SOV E Y —OANE Y —AE Y —E Y /0 % VY — A E A Silasls
+/OA +/40 A A YAV VA% P-Value

—AE N —AE N —VE —AE N -4 E /) =V E sl

—AE N —/AE N EAA VA —/AE N —/AE N /AN st Sl
/20 +/01 AR /or +/0) An% P-Value

VA% /0 SR VA ARy VA% /e -4 % /0 -4 x /0 NP

VY £ EATAR- VA Ve E SR “\VY BAYAREYA A Sl
/oA VAN AR VAN AR o/ P-Value

—AE N Ve E N —AE N EAY- YAl EAR- RV /AN e

—/0 k)Y A — gk Y Y E Y Ly — g E Y Sl clig
Y CIAL /o /g +/4 A P-Value

S et Sl "

\Y‘ﬂ/\‘;,l:u.u.}u‘g‘)te__ﬁJ‘g‘AJLA.:LPj@é)}d‘égi}:uzbyTJJmﬁguJH‘)dy


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘)}‘T oload caif glaw £

SliAs GLAcuSLEl SuSEl Ay o g b g oo g oL gadily JAks 3 d3IS O alayl ju i) 9ol ilend Cuadus BISE P Jgua

S o Ol e D S S5

— /A E =V —NE N —/AE N EAIAR- RV — NV E N oy

Ve N Ve N /A E N Ve N A=Y — /AL 5 R S
/AN /41 /AR /0¥ AN 8y P-Value

A= VA -V E D EAERYA —VE D — AL —AE N =

—AE Y —AE —UAE N —AE R R Py ol
Y Jat /Y0 /8Y AN Y P-Value

- /At - /At —VE N -V EN —AE N -4t X

—AE ) —AE ) — /At —A Vs E —AE g Silasls
/8y nv AR /0 AN +/8 P-Value

= ANE Y —AE —VE N = ANE D /AN —ANE N P

—AE —/AE -V E N —AE N — /4% ) — Y E Y Sl
A /04 /AY A% N% /ey P-Value

EATAR= YA EATAR-RYA EATAR-RYA) EATAR VA VY E N =V/eE N X

VY E SV Y —AE —V/o & oY A A VY E e Sl
VAL /Ay AR XY +/04 AR P-Value

— NV E N —AE Y — NV E -/t E — Y — /A E )N e

AR YA =\ Y —/ANE Y —/AE -VeE N - ANE Y e e
Y +/0) /A1 o/v0 o/ +/44 P-Value

VL e GISLE s 0l 358 5 58 s o o0
SWlsw Sl 5o (VAAYY YY) el diils
0 el QESIS (o Koy cans 0l b a0
Obssatisls IS Jleel Sl 5 (b saiils =Y g
Al | SIS G i ) sl sladaliy o
50T e alada (OIS s sy o0 LIS @
el slaly s o 58 b sl Bl b
Sl JEB (gl (Fosae CuaS b o sl
ool Galgis b glssash sl
ol b daly 5o AS clalllhs alail oKl
(el oIEe asbuu Ll sl
OBasel 5 o sel GUS,IS (5l oIS (5,18 s
o Abae Lol 5o Glisadals b s ea s 53

SIS ie by ) 90 o Gl gadils 4 o, a5k Gals

Sl gl KL ®

S dauld g G

Koo S uly plas Jol aays Ho yala dallks
G bgye sla S alad o sl gl sl
Ll agay e BIKE i) gel olosd cuds
S ou e BISE LaeuSasls (A s Hawa s O
s SoSadin wolse b 4 cus lag S )
G asmse wlie olalles ols Tuys g e
S IS slady S & 5 alal G518 5 (e
an B axS oo (86 cnlaals 5 i) oleaa
s5a0 sla GEOIR L pala il dwlie 4 o<l
w5 4 dallhe sladily audlosn BT a5
S8 Eias u g0 GRS oKyl wlaas Guledd s (b3
S (o

o SBIKE p e (Sahy sSialy

alail clalllas jlus 5o (10) wdl e o Koy

) WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

e daallae 0 Sasan 5wl 555k 08
ol eaS Siiy sla suSiils 5 (S o su
sl sl b) (S sla aads 5 (S o Juasd
Baa (550 mal, ol slaggslan ((Sddy ada
S us antl 561 sa GLsasls Ll
selainl Sy 5 aslh0 4 a8 5l (Sla il 5 e
Sose 0 858 el (Glisabsl aay o (YY) wab
B S I8 4 Ml o) 5 il i 230
S b e JRE i wal 6l
o pbdd)) Al Pl wleuls Goliaial
e lassad S soliiad (uines 5 (i)l
28 Bl el el (RIS 5 pdi)gel

(YY)adb Sise oL sadils sBuss &)
SIS e 59 @l sl ag T w0 Sl 4
Om Y @ SAwly 5 Jaaa ol o sad S0
LS & ssdipe sy 5 A Glails
AW B ool (1) suSee o Lag] (su)d
WSty euSails 3 L8 sat 5,lS sladiily
;\é@AJJJ&iQ\_}yGTJaﬁmlW
B0 g e Ol o (g5 sel olal
aladl Gle)y Ho @slis (Y1) il (g laliae &l
s i€ dan o WIS co (58 L gad s a5 dalllas
oo ead (iR Gl fiaaa adl ola ol
Olisadils b g (IS 5 (el ¢ sSaaly olayl
B SY RIS - T C ST
L S 5 Gl aslad HI8 Vb aaa a0
LT o Kol 8IS Eely il o slacullas
A) ol sadn Gbsadals &ISEe 5 bl

c;uha‘}}!el‘,:;\lfdmub‘}yT&Jéw

U e BIKE (ralS Giel 0l 55 o o) g0)
S5l Sy Obsadils (s 8 dsase g2
JJ&‘)&&MJ‘&SUJJ&@Q&L@.‘LC;}A
Obsaadily (i) gel @ ISito 185 4 0l 55 00 555
O o8 BEE il o Sanly a3 Oy
sadi GEOIS (aaa wm o (Sdhy olsadils
RUaT ase Guinea 5 Gl lan Jaesy 5 LSS
s 50 Olieslay snmy LAl U olsaily
any 59 SISE Gl Jelse ) Gtds 4 T wss
b eos Glisadils Gn 5o pe gt (Jaea
oty Blhaad) sy ool oW g G o il
daoly Gl Griges § pala Lulyd 5o asled
9 uLSJlS ULJJ.AT La 9 a,ls C)Lsc‘ L Jl:u sl
o8 S o9 OB Rld Gl As Oy
ool oS e ol 4o LB G 0 S SaS 5 ga go
o0 aaXl oldlhs o Jaad a3l S 40
Slsad B Cpsidm Bl an Sy suSaily
S SIS ( slage Sl (S (e ans 59 (Y1)
8ad 4 S YV ool (5o SIS Cp sl Hila
o] G sule] € e b gadily SIS el
09 Uisel b el 34 g peadl
09 Oleos A @ Sl das dagliulas

54l pole eo59 Gass (SYsk 50 5 dag b ley

ay WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

SIS g1l sl el 438 o g (MM 13
0348 a5 (55l gl (sl euSils o i
Cogms sias GLas ol g el oglite aa b
lag S 380 a3 g suStils 5o gloyss Gl
8559 Arud dhalh o gags (Slal; 50 B 5 s 5o
e JlE (YA)adbe ald oSl ol
doliys 5o gadily S0 Jlael oIS6) o sad (5,18
(s oaipillaas) 5 aslool 50 55 (o Siens 3 (b gal
suiS (pSate ola Lulyd b 4galse Ho aslal
OBl Jlaa 4 sl B8y ouotebos ps
o ol Sl gofesg 5 osadd Swghy o)l
s gy gl 4aling 5o b sadils halgidy
Obsadily Gusal salel @S 5o SIS Guines
oty gulasb Soble saul Jas ¢l
G ocaas @ilugh pddsel st o Slae
© Gibe Jla ool b ol ol ol Lo Gtass el
o3 ool pigel ol 5o pal ol
sail Lo (Jeola ol Huas (el 5l gladls
o BIEE 1S s ga g S0 b Sl s
asleal (solassa s 9 (Jaat ans o b gy 5o slaty S
e am oo (S pamds 5 (il )
S5 el aslad | Siawld saiasslas
PEASLRCPAPRPICHIN -+ EIPRE- VRN ) EN PICNVPEW
oldsl 3l pbsadils gl &Il GISa) (o sa
bl 5B S €l s 5o 0ol s g
S 595 3alls aalllae o patily b ol ol il
6o Kiyel saate aYU) Lo Yoo ¥ Jl o <
Al e glssaals 31 L8 YWY culs,
LS ple ¢ cuws al aladl Golagsls

(Y4) il pea cuns g

o D18 SR we S Al i sel w8 o
(YY)

o0 SIS p i (gl (g )l 5y saSialy o
S22 SISl 5 Lad 43 S Lo g3 50 (S50 any
5 o8 g euSaily cpl Lol su g
Mssds SE L S i sel alge 5 ol iagas
saals Glise b il o) gal 83l g il
55 ol elagian Lo ol sadd ila, 5
Llad ool soadils gl ol slas
5 Eolias bsadils Buae 5 (Y8) cocd s
sesee slalad 3 Lagliasles Lo bl
gebainlne glabad ple o ol e
Gusiend 50 (o SAwly aa o S o soliiod
Ot sadils 5L alia ¢ Laal; asll Go s
ool Sl € el sl obsial o sa 4 1 GBS
sl & s o olsantals S € e
oo Slead HEumas €l 5 ,slie 5 Laal,
s obl il JE) 5 olaal, @dbos @l
el pla Ho olallae o pd oo 83,40 0
SIS smiay Glis G 58S olele (g G s
Sieas i ) 53 Gh3seT olash S
(YV=Yo)

U by ye BKE o yidns (g5l gls suaily o
Ole) L3l a0 g (58 LK) 5 Las 4 S
(S b 5 Lad usls dallls sl
b caoliiol 5 asdd Ll g3las,l suSails
G bse @l oo 1M as phsadoly gladks
Sad g sualiie e GISE dalllas alail oo
5L b Sl bl 4 sy JEI G Ll
aa B dlews pl VYA0 Jlw Hal sl o waa SLIK]

ay WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

s sl 0uSaals ulw Huaas (pl Hu a5 (V)
(VATXYXE) ol st (31 5 53S

SIS i wedlags soSadly Hu o culg o
Jid s oLsaails (o s sulel 4 S 4 b g 5o
lin (ae 5 g5l a3¥ (sleady ol GG sl
S g (S5 SISl 5 Lad 0 S 0T 5 e
s sl BT bl @i, o byl
Ll o 5l 5 wsda sslel sl o Jad
catlags e wiile 3T (g1 glnd b o) sl
nle s (posee cuilagy Sl olaila )8 has
o Obsaash s sl b ol S
(slacs Sy dey (o0 O 4 Guleal (yaan 5310 54k g0
o LaS s 5 sy (s LLSSI sl i
slas o Hu ol a3¥ iy b ke Sy
s BB e ke S8 (Sihe ol
canin g ) ol Lol 5 ol sk GBS
il aladl 5 558K s 9

Slosd SIS sy Gag oS et 4 S b
(FV-Yo) (S o sle slaslzils <) 5o Sose]
OEUSS g o SIS Gl ) s ey e LS 4
- e RN W N SRS PSR PP X
Jla Gae 5o Lol ot s g 9o carn g 3 g1 510
Obsadil Gagad € Ghnadily s o8]
OB Gl ran 5 s se slacias Sl 5,50 wsaa
S S 4 1 5 e s luilioad (8 ) (glical, 5o
o lgge ol oS S Loks
G agde (S agle ol slaggls el
23S (S psle laslaily il 55 5 055
LU 50 S ok ys (sl B 0, 15 asliiond o o

G do g yo BIKE (it o Sl ju suSizily o
Sl ) cga ails Ll Jlae! oSl slads £
Oley g omlia 5 (pddgel (sladalis Lo
ans 4 bgsye e S s LIS OIS
OBxias &) 5 HES K adle 5 3Ll o Kol
(V) asiw o cesd B0,E @ 1) ol
2585 4 4S Sl (lGBL U ) S o Sl
lise slasuSiils Ho sad aladl clalllas o
B3 Gulad 5 (AT ) el sad (31K
Gocule gl mbe Sy dag S
Sdgine @ 5 olal s (Glsaasly
9 by alulgidn @ da 5 ezl O ose]
Loal, aslad & Olsadiils 5 cilin o sinus
O hhgel clend cudS eSS, o Wil e

Al dals
sad dbaadle e CBISE (Sl suSaals o
sids b 4 £ X o leoSaily pula 4 cus
oo aslod gonisaillaadl dgl plee 3 o L
g3 B G i ol pala bl p b 4gal 50
et an b Lasye glas S 5 SIS s YL
Ohsadils € sl pas e (pl swnas olas
358 olalgidng g ol Gls gl orulio a 50180
S 53 a5 85 sl 5o GBT ks 5wyl
S50 (5la S Sulla 53 (YY) 8 g o 458 S
Sk 3 sl bl Lo ol
sl sl ol dug o Ghaasls
soldiu) cnd by cpl B ol a3Y g sad JSES
Slasd acuy oo s 0 gl aladl Hea 5o 5 lie
GEalS SSse Jolge 5 (S s805 ssadols YL
adly oSl an @ by lag S il

af WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

i—.ﬁﬂJJﬁSc‘mﬂJﬂOmwawﬁ*ﬁ
slaelaily Ko 4wl asead Ll wdls wlie
Ol b andy cose blial b wly (S asle
o oS oS0 Gleaddsls (YL ulaal s
L e b liel sl old sda
ol bis dallas Gl wle e Sada
Ol s 4 sl g 8355 (LGOS Ol sl
ol wb pdsel clax 3 K sl
NS ISR FEN B WP (NP S PN
Soay cund g Ol 65 JolS gl B o gl s

Y. N 43‘)‘

Olalghdiag
e GIE glacle sl Lo LAS dallls S
GOl w0 s Gl sadils Hlie S, cleaa

AAY )‘):9

S Sl
gt oglae Sl aly o a3 0 ga 5y GBI 5
G s g i) gel aine ciglas g odia g3y
s (slasSaails o gadiols 3 sehe (sl 4asS

8535 Sl (9 a3 (5, 1 Lo ok (il slsal o S
auslal

Refrences:

1. Kebriaei A, Roudbari M, Rakshani NM,
Mirlotfi P. Assessing quality of educational
services at Zahedan University of Medical
Sciences. 2005;7(2):139-146. [In Persian]

2. Cabrera AF, Colbeck CL, Terenzini PT.
Developing performance indicators for
assessing classroom teaching practices and
student learning. Research in higher
education. 2001;42(3):327-52.

G or S sl pl o elae il o
Aib g ass oKl 4 cuus il (25

D aalga YL 5o i) sel LIS
e £ € sas o olis suel s 4 @l
b glassSadls o GBS cpyidas glls
SIS ead rolae slads S oy i el o liie
3 S Sl 5 Lad o] Jad (o gead 5
205e) T8 o puad Hu s el Gl
G oSon gl sl cllu) waa s b S uy
Sl obsadail ilwsalel (w3 e
S 5lelal sy Liad (a5 5T a8 50 5 sl Jak
shs e s Gl ddsel el Lo
ol Sl ady e a ) HLE Ol seebin
oo La sl&izily ity jo LIS 5 Lad o gags (sl
SERRV Pvi Qulé ol Lo TS PR JPIVIN GEN T

- TYRTRES
Ol o Gipel 8wl dalllas Gl s gane iy

‘f@-ﬂ‘u&ﬂﬂ‘ﬂ\’ﬁd&ﬁﬂ:})é&égw&
t‘a‘:ﬁ.& o8 c‘L’.:xL: GLAQJS.A-:&:\‘J LSLACA.A-LJL;\.I.LJ ‘):\.35.3

&glaﬁjg._\iTmayséa@&@u;)ﬁg

3. Cheng Lim P, Tang NK. A study of
patients’ expectations and satisfaction in
Singapore hospitals. International Journal of
Health Care Quality Assurance.
2000;13(7):290-9.

4. West E. Management matters: the link
between hospital organisation and quality of
patient care. Quality in Health Care.
2001;10(1):40-8.

0 WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

5. Sherry C, Bhat R, Beaver B, Ling A,
editors. Students as customers: The
expectations and perceptions of local and
international students. HERDSA
conference.2004.

6. Abbasian M, Chaman R, Mousavi S,
Amiri M, Gholami Taromsar M, Maleki F,
et al. Gap analysis between students'
perceptions and expectations of quality of
educational services using Servqual Model.
Qom Univ Med Sci J . 2013;7(1):2-9.[In
Persian]

7. Parasuraman A, Zeithaml VA, Berry LL.
A conceptual model of service quality and
its implications for future research. the
Journal of Marketing. 1985:41-50.

8. Mohebi S AS, Arsang Sh, Heidari M,
Safaeipour R, Tabeshnia Z, et al. A study of
quality of educational services from the
viewpoint of students of Qom University of
Medical Sciences based on servqual model,
2013, Iran. Qom Univ Med Sci J.
2015;9(6):66-76. [In Persian]

9. Chua C. Perception of quality in higher
education. InProceedings of the Australian
universities quality forum 2004 Jul 7 (pp.
181-187). Australian University Quality
Agency Melbourne.

10.Emanuel R, Adams J. Assessing college
student perceptions of instructor customer
service via the Quality of Instructor Service
to  Students (QISS)  Questionnaire.
Assessment & Evaluation in  Higher
Education. 2006;31(5):535-49.

11.Bahadori M, Mousavi SM, Sadeghifar J,
Haghi M. Reliability and Performance of
SEVQUAL Survey in Evaluating Quality of
Medical Education Services. International
Journal of Hospital Research. 2013;2(1):39-
44. [In Persian]

12.Gholami A, Gazerani A, Behfar K,
Asghari A, Mohammadzadeh H, Samadi A,
et al. Quality evaluation of educational
services gap in Neyshabur faculty of
Medical Sciences based on service quality
scale. Shiraz E-Medical Journal.
2014;15(3): 218-69. [In Persian]

13.Aghamolaei T, Zare S. Quality gap of
educational services in viewpoints of
students in Hormozgan University of

medical sciences. BMC medical education.
2008;8(1):34. [In Persian]

14.Norouzinia R, Mohammadi R, Sharifi A.
Gap analysis of educational services quality
based on SERVQUAL model from Iranian
medical students’ viewpoint in 2014. Educ
Res Med Sci. 2016; 5(2): 87-96. [In Persian]

15.Khadem Rezaiyan M, Etezad Razavi M,
Javadi B, Feyzabadi Z, Saeedinejat S,
Yavari M, Meraji M, Akbarzadeh F,
Youssefi M. Educational Quality Gap from
Students' Viewpoints; Results from a
Survey in Mashhad University of Medical
Sciences. Future of Medical Education
Journal. 2017; 7(4): 31-35.

16.Tofighi Sh, Sadeghifar J, Hamouzadeh P,
Afshari S, Foruzanfar F, Taghavi Shahri
SM. Quality of Educational Services from
the Viewpoints of Students; Servqual
Model. Educ Strateg J Med Sci
2011;4(1):21-26. [In Persian]

17.Arbooni F, Shoghli A, Badri Poshte S,
Mohajeri M. Studying the Gap between
Expectations and Educational Services
Provided to Students of Zanjan University
of Medical Sciences in 2006. Steps Develop
Med Educ 2009;5(1):17-25. [In Persian]

18.Zavvar T, Behrangi MR, Asgarian M,
Naderi E. Evaluating Service Quality in
Educational Centers of University of Payam
Noor in East and West. Quarterly J Res
Planning High Educ 2008;13(4):67-90. [In
Persian]

19.Sabahi-Bidgoli M, Mousavi GA, Kebriaei
A, Seyyedi SH, Shahri S, Atharizadeh M.
The Quality of Hospital Services in Kashan
Educational Hospitals During 2008-9: The
Patients' Viewpoint. Feyz 2011;15(2):146-
52. [In Persian]

20.Khadem Rezaiyan M, Mousavi Bazaz SM.
Quality Gap in educational services based
on SERVQUAL Model in Mashhad Medical
School. Research in Medicine.
2016;40(1):17-23. [In Persian]

21.Khadem-Rezaiyan M, Zeinalipour Z,
Rashidtorabi Z, Youssefi M. The future of
medical  students;  perspectives and
expectations: a cross-sectional study in
Mashhad University of Medical Sciences.
Res Dev Med Educ. 2018;7(1):26-31.

a5 WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

Ol 5 pluls ;) asla was

u"':‘J}‘T oload caif glaw £

22.Faridhosseini F, Saghebi A, Khadem-
Rezaiyan M, Moharari F,
Dadgarmoghaddam M. Effect of changing
journal clubs from traditional method to
evidence-based method on psychiatry
residents. Adv Med Educ Pract. 2016 Aug
10;7:483-7.

23.Youssefi M. Clinical Round Anxiety.
Horizon of Medical Education Development
(Ofogh) 2016; 6(2):38-39. [In Persian]

24.Khadem-Rezaiyan M, Avval FZ, Youssefi
M. Nursing Students’ Viewpoints about
Basic Sciences. Int J Educ Res.
2015;3(10):109-16. [In Persian]

25.Jafari Asl M, Chehrzed M M, 3Shafipour
S Z, Ghanbari A. Quality of Educational
Services from ViewPoint's of Nursing and
Midwifery Students of Guilan University
Based on Servqual Model. Research in
Medical Education. 2014; 6 (1):50-58. [In
Persian]

26.Khandan M, Nouhi E, Sabzevari S.
Quality Assessment of Educational Services
in Nursing and Midwifery School of
Kerman Based on SERVQUAL Model.
Iranian Journal of Medical Education. 2015;
15:251-262. [In Persian]

27.Miri S, Nikban M, Javadi M. Abbaszadeh
A .The survey of Kerman University nursing
students' viewpoints about educational
services quality provided for them. Journal
of qualitative Research in Health Sciences.
2010; 9 (1 and 2):20-27. [In Persian]

28.Rezaei S, Rezaei S, Karami Matin B,
Karami Matin B, Hajizadeh M, Hajizadeh
M, et al. Evaluating service quality in the
higher education sector in Iran: an
examination of students’ perspective.
International Journal of Human Rights in
Healthcare. 2017;1:146-155. [In Persian]

29.Holdford D, Patkar A. Identification of the
service quality dimensions of
pharmaceutical ~ education.  American
Journal of Pharmaceutical Education.
2003;67(4):108.

30.Goharinezhad S, Maleki M, Khajehkazemi
R. The measurement of education quality

from the viewpoints of master students in
Tehran University of Medical Sciences. J
Med Educ Dev. 2011; 4 (6) :55-62. [In
Persian]

31.Rasolabadi M, Shafieian M, Gharibi F.
Assessment of the quality of educational
services by the SERVQUAL Model:
viewpoints of the students at Kurdistan
University of Medical Sciences. Scientific
Journal of Kurdistan University of Medical
Sciences. 2013;18(1):104-112. [In Persian]

32.Khadem Rezaiyan M, Zahedi Awval F,
Ghazvini K, Youssefi M. Medical and
Dentistry  Students’ Viewpoint about
Physician-Scientists as their Basic Science
Educators. J Med Edu Dev. 2016; 9 (23)
:122-129. [In Persian]

33.Bahreini M, Momeni Danaei S, Shahamat
S, Khatoni A, Ghodsi S, Hashemi M. The
Quality of Educational Services: Gap
between Optimal and Actual Status
according to Dentistry Students. Iranian
Journal of Medical Education.
2012;11(7):685-95. [In Persian]

34.Changyzi Ashtiyani S, Shamsi M.
Students Viewpoints about Quality of
Educational Health-Care at Arak University
of Medical Sciences in 2009. Research in
Medical Education. 2011;3(1):17-26.

35.Zarei E, Alijanzadeh M, Moosazadeh AR.
An Evaluation of Educational Service
Quality Gap in the Faculty of Health at
Shahid Beheshti University of Medical
Sciences: Using SERVEQUAL Techniques.
J Med Educ Dev. 2016;8(20):39-49. [In
Persian]

36.Enayati T, Zameni F, Nasirpoor Deravi N.
Assessing the quality of educational service
in Mazandaran University of Medical
Sciences using Servqual Model. JHPM.
2013; 2 (2) :32-39. [In Persian]

37.Yasholagi B, Havas Beygi F, Mousavi
Pour S. A Survey of the Quality of
Educational Services Provided to Arak
University Students Using the SERVQUAL
Model. Journal of Instruction and
Evaluation. 2015;8(30):29-44. [In Persian]

ay WA GLwls 5 5les sl aolact astit o500 ¢ Sty (050l 5o wacu s glassual; alas


http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html

[ Downloaded from dsme.hums.ac.ir on 2026-07-08 ]

[ DOI: 10.29252/dsme.6.1.85 ]

ObLlas 5 plulid; auls wiae stosel olead cd glag S

Students’ Expressed Items Related to Educational Services in Mashhad
University of Medical Sciences-Based on SERVAQUAL Model

Majid Khadem-Rezaiyan!, Kiana Shekofteh?, Fatemeh Zahra Karimi®*, Masoumeh Saghi®, Mehrdad
Sahranavard®, Soheil Arekhi’, Arash Akhavan Rezayat’, Masoud Y oussefi®®

1, Department of Community Medicine and Public Health, Faculty of Medicine, Mashhad University of Medical Sciences, Mashhad, Iran.

Orcid ID: 0000-0003-2698-176X

2, Student Research Committee, Faculty of Dentistry, Mashhad University of Medical Sciences, Mashhad, Iran.

8, Nursing and Midwifery Care Research Center, Mashhad University of Medical Science, Mashhad, Iran.

4. Department of Midwifery, School of Nursing and Midwifery, Mashhad University of Medical Sciences, Mashhad, Iran.

5 Student Research Committee, Department of Environmental Health Engineering, School of Health, Mashhad University of Medical Sciences, Mashhad, Iran.
8, Student Research Committee, School of Pharmacy, Mashhad University of Medical Sciences, Mashhad, Iran.

7. Student of Research Committee, Faculty of Medicine, Mashhad University of Medical Science, Mashhad, Iran.

8 Department of Microbiology and Virology, School of Medicine, Mashhad University of Medical Science, Mashhad, Iran.

°, Antimicrobial Resistance Research Center, Bu-Ali Research Institute, Mashhad University of Medical Science, Mashhad, Iran.

(Received 30 May, 2018 Accepted 28 July, 2018)

Original Article

Abstract

Correspondence:

Masoud Youssefi
Department of Microbiology
and Virology, School of
Medicine, Mashhad
University — of  Medical
Science, Mashhad, Iran.
Orcid ID:
0000-0001-6028-3573
Email:
youssefim@mums.ac.ir

Introduction: Quality is defined based on the recipient's request. Students are the main
members of the higher educational system. The aim of this study was to investigate the items
related to the quality of services from the students’ point.

Methods: This cross-sectional study was carried out in six faculties of Mashhad University of
Medical Sciences in 2015-2016. Five hundred and seven undergraduate students were enrolled
by multi-stage random sampling method. The standard SERVQUAL questionnaire with 27 pairs
of questions which evaluate the quality of educational servies, was distributed. SPSS version 24
was used for data analysis.

Results: Overall, 303 individuals (60%) were female and another 60% were in basic science
period. There was a negative gap in all items in all the faculties. The item related to "the
appealing appearance of the employees" had the smallest gap (from -0.6 to -0.1). The greatest
gaps were related to the following items: in the medical(-1.7£0.1) and health (-1.8+0.2)
faculties, "preparing students for future jobs by providing necessary theoretical and practical
trainings"; in the faculty of dentistry(-2.0+0.1), "staff flexibility in specific conditions”; in the
faculties of pharmacy(-1.5+0.1) and nursing(-1.2+0.1) "room and environmental facilities™; in
the faculty of paramedicine(-1.5+0.1), "possibility for students to comment on educational
programs” and "appropriate time for conducting classes".

Conclusion: Items with highest gaps were not similar among different faculties. Focusing on
the identified items with the greatest negative gaps is highly recommended.

Keywords: Education, Medicine, Students.

Citation: Khadem-Rezaiyan M, Shekofteh K, Karimi F.Z, Saghi M, Sahranavard M, Arekhi S,
Akhavan Rezayat A, Youssefi M. Students’ Expressed Items Related to Educational Services in
Mashhad University of Medical Sciences-Based on SERVAQUAL Model. Journal of
Development Strategies in Medical Education 2019; 6(1):85-98.

aA

\Y’q/\QMGJJL&J&‘&JMF@bJ&J‘ﬁxu:byTJJmJ:;(sLAJHb41.;4


mailto:youssefim@mums.ac.ir
http://dx.doi.org/10.29252/dsme.6.1.85
http://dsme.hums.ac.ir/article-1-206-en.html
http://www.tcpdf.org

