[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

* o

(0025 () Jliid 0N 31 Lluno gownd iy 90 (i 130T 0399 CudsS (L3 !
b s sbais

86 oo (¥ 39 S dillows (" (5 30 43911 ¢ ilows 1Y (53192 031 ¢ g0 dwd 50

Il gl gl Sy o sle olS2ils (utlgy odSils (55 g skl 5 5ol 03,8 o659 peockal Al b8 )

Ol O g (S pshe oils (S 0aSils (JUbl Jls o 8 X

Al g g (S sl oSl (illlgy sdS2ils (adlew ol 5 gy 3 gol 038 2 (6183 sl ¥
R DL Ol (S p e oSl (g oLl (Sl Sl 5 S5 damdel 03 8 (5P gl ( panasis (oS5 4

R e e Sy sl oS il Sicslany (S 0dSals ¢ G586 (K098 (s Glags o (o 6l 85 0

G5 ke daon i s sassa
S Sy o )
NN N
Sx e KA (S

S Mg e O s & ol oS sl (gl ol o8 55500 Sl CtS s oK e 3 taadis
SN L 3 g0 Cumds sl 5 ol Ol slaw 53 Ojlies (Glael®ls ooy caalllan ol Cils AL adl 5 O ey

el il b5 gl oot oS 035 Vb g 53 il dem 5 i (gl (S IS s 1 b ol b S e W

Il OLg Ole
WAAGITAY gladles b1y 55 anle 55 98l 053 48 (6 )lies AY (gt (535 ko = s 5 adlllas -l ila 5,
ORCID:
0000-0001-7654-8046 sl o GISS caalllas ) 55 5 plomll i gy 03 8 (g s U85 (S p sl ol ol O o (s g 25w 5
Email: SPSS )\‘)B‘rj )\ sl L: aosls L}:lau" 5 “iJ’J A &Li))‘ d\_}SJﬂ ML..L.AJ:' )l oslazal L: [)\)L:Zw} 4 ol 45\)\ ‘.’}})}J Olods

armaniair@yahoo.com Rl (s . o . . e o & e L
@y .@;rlau\w‘j}f)j‘jcdfw\—;_e};ﬂ;dhdyj‘}w})u}
G5 me gl (ladst oS slad plad 55 45 disls 0L @l:} 25 JLYEEVEOM JESES 5 s o Sla slaadly
iyt bl ealin S slad olad 5o e GBS (P-Value<e /1) il s s Oljlies Syl 5 STosl Ole
SIS gy O oy oot iy i & 0d ) 5500 oot kS ol lad 3 JS 55 4 105 S aoms
(g 33 OISl 2alS sk 4 553 0 o g ol Ol iils Syl QA a:)ju okasOLiS &S 33 Sy i
38 Dypo S Sk SEpl

Jde ‘C,\:L_S Eywn «ILE g&::)}»T Sleds :\Aajb.&cls

ih93 e g9
VENUY o (o gy IFAQ/Y/YY (o Céb o
L;Lnfal).Ls::l\g\_hl,&nbgbx_i)dwﬁ[)1)\::..»:al?-\i:jlLh\;gwdiiq)sGZJ')‘T.UJAC_,._.&:f&b’)l.-Loug,lpMla..u\:}wm;l«_ﬂ)}g;\ca)‘ﬁ@l?q)ydﬂﬁv&jléﬁuwfsw:el?)‘

FOYWVOR NN Koy 5581 55 dmans


mailto:armaniair@yahoo.com
https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

&‘)&Aj@dm%c)a

SVA) i oals OLES 55 a0l e 3 55 el et CudS 43 e
SRR
S sl S e I (S O Sz ke S
& badle & Al o oaass Ohlaws o S e 0p lege 5 0558
Ol 5 Obgmils Sh5sel S pnsmmme s (230 bl
ot goms 033 5590l g S35 ol 0390 gla_sdlS s
s a5 Lo S e anrl o (Lot At oK005) Olad Olios oy 4
lew 35l50 bl 5 U8 2 Cownsanne S0 SIS 225
el 35 Qe Dol (Slaie yoms 15 41 p ot oS an] o
G WAV Jl 53 8 A ) O, o820 5 s gomns 25w
oLl Cp g S 0 ol Olge 0l Olisla L3 Cn yanes
Jld il Gl oG5B (S (s raaiie Sea LU
25 & e s i Gler o 5o 5 28 ladle 0 S
oIl s Sl i 3 o same Dlesy 503 5 0l Jos Jie
b ol gladle o Jy el Cuns s 5 Wbl
St g 43 o g i Ol liseo (gladlSliils 3 (25,5
b5 pyoma Oblas (o228 (Glae ) 55 ik gy Lo 5 S Sl
CAS S0 Ol e 8 S e > A e
S Wl 5 il e oS dls 4 sy G 4 LelKls
o 4 Lozl glacbiw Slbys o 5 ol Sl gla o) sl
33 igel LS gy 4 &S Glalllas gl g5 il e
LG e O anllae ol 3 ol 50 bl i 5 SR
2 e aals S i S ki gy s
ol Sl b3 o Cords i s LIS o Joler Ol
s il SS9,V g 53 5038 o 11y S SIS
G L 05 bl ol 5 00l 2 (6 550 (SlaplS 2550 (gl saS
e 5 s i 4, 1l s ol Ol bl 5 sl kS

Lapig) 94980
Jd.o/\Y L;j)jd)ij)\um&\b&&—ijuaﬁd\

Copgas i 53 WAA BIYAY adle b 53 o leoss

MQ‘J@MJ@\}}ATGJ}JC@@Q}J‘

dousdo

ol 53 a5 ol Lo le sl OIS S (S el
ol slanl s U5 o1y Jlo 55 50T ol o ol o s 4 b3
il a3l e slas 3 Jle 5isel () iy 235l
Lol ol e (6,808 @ 5 i 0 J5e Sl A2 (Sa
5 Oty gy (Db o b ol J3sel il b sl ol 3
b1 el S Dl 33l 538 1 T b 3550 0 ol 3 Olts
2 e sl ol olaal 31 (Y Sy s les bl
S Ulge a0 6 Sl 0 W) gla i ol kS G5 Lis juul e
kS 3y 5 o 4B S 3 on Slasle Sy ke 5 ge Al
Ll o o2l o aioy o 5ge Jo 5S1e 55 ok ) sl ol
5ol il pae sk 4 b5l Sledst S o Y
2V L Ol el 5 5 e O Lale S A4S Ly 35
3 el Sledst S s 00 il b 08U S sladue
Gl p 5 358 i kS sl il slagl der
o S| & 5 Mo 5 4 ‘LS))TC‘*-’.' S SSletanw
o 4 250l LS 2 Sl et nf S 2 b o S
w3l b o s Kot 354 53 sl & 36 5 o 5 4l
Ot Al (Sline s S5 gel (Sla g e oS 3l (E0) AL
3350 Al G5 4 oS ax O 5 (Cshas Cmdy) (50 il
A g5 4 oS ax O 3l e sl S aib e (b Cuns)
5 Sl b Dot S US o 5o Dokt 05,8 AL 355 0
S g e LS oy S Bl 5 Sy SRS 4

(V) Al o g 0 &1
sl et mtS L) e aly Sl O S iags
S oS Wlosls ool (55l 5 (63 g Dl ¢ s Sla B o
ol 3l oot oS slad e 3 e SIS ekl e
Sl 8 S plondl 5528 s 3 Slallae wve ol 53 Cimmen (A-)Y)
Clodst iS OGS Lo Slalllas & 05 e b0l dex J oS
oS Sy ple ofails 55 g0l (slalli o 53 2l Szl
Sl Dy (K sl R s § (S gl oS

G 55 45 35 o)L Ol 5 s O 50,8 Olaly 9,80

VEY Sl el solat s 050 (Sl (B sal o dau s sLauyal; alae

YA


https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

OKas 5 (o 5an0 4 50

5 5 Jlotd b Cgllae Conds sty el o 53 Ol
bl Loy isls ey g g0 omdy 3550 3 ISl i
4 Shyal s ge 53 o ilnel (bl gy slael o S gl ey like
Sl 3550 53 5 Aoty kg o o S D5
e b e (Lol oS (ol oS S m Coeal Uls )50 4
il (508005 0 b i b 4 o A plondl e

sy by (Sas o baadiiny Syslper 5 JoSS S
g,&sutmwshg\j.mc\;maaA{uj);;ﬁf;)wu
2 a0l o jai b 5 pal oot S 3 g0 Cans 4 ol o 0l
58S B anlie 50 sl Slodst LudS oglas o
i b3y Cordy Syl ol 3 o iS G
Slodst oS 55 ) SOk Aol 03 GAE oAb dyalmas U3
Coygo 33 5 Sl 03y Oy sl 3 i edd Ll 55l
1y Ol sl ol &)l ladst a5 5 0 ol edinsOLis 055 e
005 &S Sype 53 3 3y LaiS OIS 5 Lo a3, 035
S AL 5y kS GBS el OF 5 Sl 358 o )y Jol-
Wl 03 g Ol il ) d 53 0 i) 5 gel oot

Gl A el Y 4.3 SPSS Al b ledls Lo 5 42
ssliid _SUST, 5 S o sl Ll 3 (Sl 8 g0 Glaesls oo 5
Gl 5 e rte 05 Jlog Tl 53 aesls Mo (ol e A
—5 Sl S Ol Sl eslid b oS ik Sl 3 3
oo gail 3l baesls 03 Jle s oy 53 5 0kd sy 5o
P pslis anlllas ol 13 A o3lind Jiis S 5 235 oo g el b

s s § b s s gme 0/00 3l 5SS Value

Laaidls
Lol las o iz AT Tl 53 b (o 1o O
it e i3ls el SV (G0 4y 5 3 S S5 aalllas
L OBses i (i 871) duoys 0V sy Jl YE/EVEOM ool
Vs ials o K55 Ols e 1y ol (& Y1) ds s 674 5 0L

el 5 Sl Ohlies Jaw 5 25w 8 4 by e 0l edls Sl jlael

e ol g gol )50 i€ o5

okt kS e SBa b v gy IS & I sl 0,68 Il Ol
IS Jol gy 35 90 (gl (23 S il O lies o8 il
Olias s ol O (S ke oS s gas i Slaws AY
IS 5 s G b 58 (S el bt os S
A asse gadl (bl aale S 5pel 553 S 3 ke s
S 5 sl S0 Obl Bl ey 5 BLLIS e i )
pe el S 5 aallae 3 b A o g3 OUT 31 SlalST 2yl
aore sty LSS o b aallan gl 53 25,0 w bl
J g Sl s baasbiiny olad A a3 8 L3 55 aalllas o~
dobidin 0353 Dbk 53 6 s LS OLa 315 3 S by o iow
S Lag e OIS SRag Grmes s 3 Ok Dbl 5
o s oy o o anlllas o 5 3031 3l atel s 0 A oles
Aoy 3
Jil Cand 3y a3 53 aoliiny S oAbl (55505513
(o 5 o) Olins SIS gas Dlaseiin 3550 50 V5 Lol
S5 o ol oS o V3w Jold 053 a3
SIS Lo Jte U135 e e s (SERVQUAL Model)
o il S o 5 Cind LlE b o]y il S
Uy wladss (g i Shosl g sl o BKS )y b 3l s
4 OIS o askiion s (1) US s (5 ,So3l |y ekt oS
anlids y Olge 4y sdate lain sy 03 5 1a)5iS 5l (ke 0 b=
35 omass opl 3 (Y Gl ad 5 51 3 ookl 5550 5 Joodad 5 e
VM aasie 3l 5 s ame SVs Sl eslisd b O ol Todone
CS o iy A3 AT UM s S ST OT UL
23 s S0 J5 YA (g5me o 5y sl 5 Sl s 5o Lels
S I Ol gty a5l 5 STl dglin csliiis y Coond 1l
b s U5 e b Sladst Oliabl Bty oy s 2ol
Gl s s e b S@sSaak ates 5 555 g 4 basdss
3 dazel Gl gl U5 g 4y ey Slazel O il 4SS
© mgede 5 (b 5 Ol w5 5 SE L Jsea Ol

AR

VEY Sles sl soladd g o0 (St Gio el 5o g3 slausaal; das


https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

O‘JMJ&&M%‘}A

A dloms 3l oy 53573550 15 S0e S VL Sl s 50
‘J}Zdn sdalie 45)‘5]& QL«AJLJ\;‘\ C@}}Jﬁy@é} u:<‘k:‘u:‘
DS 3 YY) Olabsl 5 ot dny 5> oS S 0y 5

s 35m g (CY/0V) sede 5 (S5 Ay 53 OIS

@AAA&SQ‘_)@HJ@Z_}JATQJJJCA&;}S&[J_JJ

3 ol el et S DS 5 STl sl ae
@) iyl 5 ST sl 5 Sibe 5 el 00l 0L 1 WO sl
R Oluebl 5 o da 4y Lgs o (/WY 3 YVAL C 5
drs s by e VWV VW (5 ) sl 5 i1l Sl

C,;)@fql:“w@w,as.ua\:ou@t;.sﬁwflﬁ}d%g

3L (i Loy (rmogammno it (3l yliaws oy 51 i3l lods CapdsS Slasl s o S 3 150 udg § 39290 Qb9 (Silo g Ol kol dumglio =) Jgur

oSkt fre S Sl
Se/ee =YYy YeAVELNQ Yo 1
Se/en) =¥/ ACV/NEAvi%% Yo q
>o/en) -Y/+4 AAVAV=AvA%% Yo \Y
>a/) -Y/ov Yo/os/y \g ¢
>e/ee) =Y/ \WVEY Y A \

slad lad 53 50 s je s s DBl 5 Syl i wesele
Uy 4l oS 35 SIS 5 5V sl Sl 0l ozmio
s o ST 5 ] -y o oo (slac sl & Lsls DL gt
ke 5 Sé s P-Value=1/Y) ez 5 slesl ol
(Y 5) Jshe) At s gme g el Llsd 31 (P-Value=+/\V)
slad ool e ot 26 ol 4 e
@ Ul 5 063 a5 el &l el o gel et S
063 kel ke S0 o 35 8 3550 Lund s SSE
Osdlos) 5 o glae Cnds 4 a0l Sl 5 Sl 35 0 Zonds
Al o s O Jin 5 O g3l b Wl 3 30 31 50
G i CE Vg e Sl 02 5 e s me bl Ll )
Js) 206 sl 5 ol da s il S sls

»

Sl ne ol Sl
Y1Aito/yo Yo 1 Ol 5 Sloo
\WME £/8A Yo 0 =Sk
14/446/44 Yo Ve e 5 Slasl
YYAYEENY T 4 S
VEAYE Y Y. ¢ oesee 5 S

Ay Slad polad 3 oS ol O 35 Oge3l ol Ceomen
Jls| 253355 w03 OSle el s gme M| kS
oS ikl Sile allae l 3 iamen 35 3 g p sl 3 50
JBY sl 53 6 42 s Coir SIS 4 05500 ot
Sl odalie
Sl sy s Sl Kk 0S5 e 005
rsele 5 (S5 5 Olabl 5 et 4 by o L5 4 VVAY YV
et o by e Dlilal (368 5 SR 8 DB e 3 o
ool edas0lis slad slad 53 S Shilael &l aclie 35 slad
.L:\Ua;ﬁ-fCJLJJ\JN\{;qu‘fu):ols;abuzﬂcbﬂécﬂl
Uy 5 (P-Value<e/v01) 555 s sns slad slad 53 oslds ol oS
ol das w0 Lo gy o Shyal 5 il Jise s o 8be p S ke
L3y 03 S S LYYV 5 YUEY ikl O 5 a0 oS 39 Olsabsl

S dn by S 55 VOEY 5IVOL 0l S il oy 505

9l (bias Lo (rmogomame ik oo slians o504 5 (o9l ilous CpdenS” lasl il (5uilso dnnglio =¥ Jguir

e Sl oSk
YAV VY V\vAat \A/04
o £/4) A% Tind
AV YNY ARVARS YIM
+/04) Y/Vo AaVim$ YIANO
+/0\Y Y/AQ AR £
+/Wo YAY VVAY YV

oS
NN S Sk
Y48 el 5 et
ALY =Sk
olae w2
YAy s 3 Lol
Yo/Y+ JJ('A
Vot o o Kt

\i*\_)L@..l:JJ‘GJLA.&:HJ&_)JJ:@_}#QZ_}&TJJW}:L;LAJJ.}A‘_)‘-‘@A


https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

OKas 5 (o 5an0 4 50

DAL ARVANY AREYAZ
*+/AAY o/No YVUM
AN 0/\A Wrg
DAY LAY Ao

VA0 [JA}3 AAVAR
o/ VA YA VENY

Shlsl & sl SObs Ol dn s S GBS s
Do Olabl 535 ¢ Slallle cm 4 gyt 3 Ok 5 Ol el
3 Bl e lie 5 sbis ) 0o 5 5 gel OASSS
SIS oy oS e 3 30 55 50l oy S| 5 g
b il sl glacstla 5 6 ol eiasilis (S5
ol s d Cnd (6 ficmbie Comd s CMged 5 Dl g (S5
oKl 2 oS OSan 5 iss5 anllas 5 o ls ) 3550
S S 508 5 S0t S el Sl (S edle
) 35 Slabl 5 (S5 slad 0 bsre 5 ] o
il > ool lenkot oS SIS (0S5 it Oes
Sl o bgs e St (S o le oMK 55 O 5 L e
(V8) 35 el 5 o Sy

Sl Ll 555 sl adllas b b alie Slallas oyl s
3 sl ) A cd (See 0SS Clalllae 3 el aalie
GladSus b 5 ile w3 53 elanrl ((Son 3 gl S5
b el @ slite ol ) 5 ST sl (oot TS s S i
5 ol s slaael 35l slaeyss 5 s 53 DAl e
e S IS Jaie SIS Jelse dexr ) S
(oS Cohld Slalllan ol ol 4 ol SOy a5 ) g5
5> S Sl sk 4 S Sl 5 I Ss Al ST e
2y bl e D0 0 Sl e

U5 eoisel Sladst CuiS 3 shiie 4 il anllas s
b Obsalol dns 3ls 13 Jlsco Jsl o S aw oo 1y Sl 4;@@ lal
3o J Al o5 S ol 3 IS 5 e

2 s slel 5 Joes o SEal slal dacuJd e 058

L Ol g 8 o3 e DS (0 508 b (Susd dmron S 0 5]

AR 7Y
LY
Y/M
Y/Ao
7N

/v

i3 Gl (b 5ol 590 Sl b))

\e0/90 S el
YV ¥ Olabl 5 ot
W = Jf‘c.ﬂg
el
Vs e 5 slezel
YY/ ¥ vj:rh
Vo/8Y ke 5 S5

S yiSdadis 9 Sy

25 53550 128 S (S A UL S ey
ol oS Sl sy e SIS Ol 4y o83 gal Dot o gllae
Gl A etalin d;;yigﬂg:saf@ Slad olad 55 e IS
3ol sl s ks ohlaws oS 3 48 cd opl SOl e
3 il et 5 e ol 035l 5 o5 4 sisel et
S Gl Ce p‘}! Sl 5 oo Aol a3l sl oled
5 bize e .3 K Sy g O gl 40 0 ) o5 ol ot
a0l dex 3l womd 42 S ol O ol (sla et b 3 diny ol
S 38 o ANYAY Jlo s OLiSKer 5 (6 S hoow anlllas 4 Ol 55 oo
dli)')\l)[)b;é.i}ir}ca@.}\;@b@:&jyi@b)&%
53 O 5 Obde )b a5 55 (6,03 Slalllas .OA) el 03 S
5 OSen 55l sl Qs S 53 OSes 5 3l sy gl
S ol ool g5 sla 3 s Pillay 5 5500 s Ariyanto s |
S 55 fe DS s sdasgli Slalllas ) bl b
J;;:ﬁ)mmwfl@\ox;s,\ﬁ‘ué\,ﬁjw\d@f@u»
Ohkiws 5 Olgmiils Sl 5 el 53 4 (3550l (ladasme
43 s Gl g 3 el gt 5 355 0 a5
CiS 2ol Gl AN YN i 05K e o
S 5 Ay EalS Gl Wi e el Wl sl Sleds

I e b 0T s Shes 5355 Ol il
A by e GBS W Sle o 5k anllles glaadl il
sslesel 5 Jsen oo St o5 4 OF 3 ey 5 Sl 5 Sl
b s o8 Glaallae 53 5 (S5t a by e e SIS 0 508
e 9 Obwebsl oy 53 GBS Ole o 5 o el Al-Rabia

Q) il allan s b bdyon 85 0T ol oS 5 (oo

AR

VEY Sles sl soladd g o0 (St Gio el 5o g3 slausaal; das


https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

Q‘)&Aj@dmg..o)a

Sl DBl 53 oS @5 S rw Cudgloms pl pade gl S8
3550 33 SIS g03 (glaiio sl riman oS 6y LT 51 3
Ll 4 K3 3 50 canlllae
UL 5 o a2l gl 3l oslial JUS 3355 o slgiiy
g oslial 55 AS glas Koo 3 5y Dbl s ¢l
S Goye »5S el Ohslen S 3 U5 hagy cpl iames
e lall oy (s g i 53 i Dlalllae ol L U 5 o
soled 53553 lalllas (gl ool s S O i bl 5
Oboslogy g Sy i & o33 gal Sladst CdS slad
ol S s 3y e SIS 0L gemtils STyl 5 sl e e
2 S spd e gly Sl S mgeeme (G NZ)) IR YRS (W
5 Ol ol S 3 5 ek S5L sl e

Se o:%\%&jy]dudﬁ)ul}j

‘:tld‘)ﬁ"ﬂm

o b jlas

il 0125 Pl O i 5 Ll 3l il 25 455 e

S iy pgs

¥+ dodda it 5 Laesls (5 slmear (Ul odim ) g 3s 4 0
35 s 6)}"@? (b5 oy 9) Sl )Y (ol 056 o
daesls o 5 LT (p g ot ) (5 a5 535 80y Yo Loy ST
oy 55 (ol ooy ) 531 o 80 3 Y0 s (65l a
plod  SHaYr (Jgies 5 ooy odi ) (Bole damma thoys Ve

.M).)Y' &“}jﬂf@‘()"‘f

o culas

Wl 23 o il 65 s Lg% - byl

MQ‘J@MJ@\}}ATGJ}JC@@Q}J‘

5 GRS Rals jshis 4 (2O 5 il SIS (Gl slad ;S e
losls Ol lalllae |3 s il 531 sl sl 53 CadS e
2 CehS S L g Coge ey S 53 LadS Bl Ll S
Y0) 555 o 55 553 3lad

4 sl Sledst S e o Kbe sdalie &S w0
53 s Ohlaws Ll S ol deey o 4 i S
Ol aallas ) 53 Wl ovg Ol sl 51 s sl eles
s e 3 S Slad ke B Ly e
Ao 53 8 pey sl S 3 a8 5l LS G3UIU gony anlllae .l
Ol amss & 305 355 3 gma sl 350 5 05 Ol gmdls 1y llad)
Glacsli 3 20 e Sao Ssli pl 5355 ol andllas b alie
OF) Al anlllas 53 0SS 5 531 sl 5 Sa b

S Ay B4l eld o e GG ey 4 s L
O eils sl 03 S 03350 5 5 g 0 Jos g Y bl
Sre 5 A Dbl 4 Slallas e mbie 3,5 0 ol
S 28 o D 5 alin (Gl 25 ol e 0 55 o
e 35S Ol cnils 3l Leaaly Al oot 4 O el o
25b s 5 il Jlae 3)5m 53 Dlmls SIS 6 5 s
s 5o 1 o Sl 5 Dl il oS Slels & i
W e b SRS wrg S wnrle Ll 4 35
L35 ol b 4y jrig LSS 5 sl 65 S ol 31,5 ol
el Aol Ol 33 53 g0 ladot kS (Gl ) S ol ol
S S ot 0l 550l Sl 105 B3 e 5l g

3 g o)l O a Sl (55,5 53,05 35 45 e 45
4 S e IS e ol S Cl gad 50 0l 85
S 5 Lol 35 gl 53 Sladst 03l 5 pmtils a4 SaS (line
S Gl das 133 2 g0 IS 3 JolS el Ol el
e O o350 ol 5 b il Al aliie 5 baad ,
g Ol sl 5 Sl BIKE il il e e Olislals

ok agrlse O b agsy ol plrl (gl oS lacys ploma 5|

o Ll Laesls Lg)ﬂ@;.- Sl Ol 4 g iws O 4 Ol 5 0

VEY Sl el solat s 050 (Sl (B sal o dau s sLauyal; alae

vy


https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

OKas 5 (o 5an0 4 50

References

Rahim Khanli M, Daneshmandi H, Choobineh
A. The students' viewpoint on the quality gap in
educational services. J Adv Med Educ Prof.
2014; 2(3):114-9. PMID: 25512931

Sehhat S. Identification and ranking of faculty
members evaluation indicators in the education
dimension. Educational Measurement. 2020;
10(40):199-225. [In Persian] DOI:
10.22054/jem.2020.49656.2001

Jafari Asl M, Chehrzed MM, Shafipour SZ,
Ghanbari A. Quality of educational services
from view points of nursing and midwifery
students based on servqual model. Research in
Medical Education. 2014; 6(1):50-8. [In
Persian]

Hoseinzadeh T, Paryad E, Asiri S, Kazem
Nezhad Leili E. Relationship between
perception of illness and general self-efficacy in
coronary artery disease patients. J Holist Nurs
Midwifery. 2012; 22(1):1-8 [In Persian]

Fakhri M, Yaghoobian M, Mohseni Bandpei
MA, Enayati AA, Ahmad Shirvani M, Tirgar
Fakheri H. Reliability of the teaching evaluation
instrument of the instructors working. J
Mazandaran Univ Med Sci. 2012; 21(86):38-
46. [In Persian]

Rajabi M, Rajabi AA. Educational service
quality assessment from a student point of view
according to the SERVQUAL model. Int J
Sport Stud. 2014; 4(2):146-50. [In Persian]

Tehranineshat B, Naderi Z, Momennasab M,
Yektatalab S. Assessing the expectations and
perceptions of nursing students regarding the
educational services in a school of nursing and
midwifery based on the SERVQUAL and Kano
models: A case study. Hosp Top. 2022;
100(1):26-34. DOI:
10.1080/00185868.2021.1913080

Ariyanto E, Aima MH, Sari AN. Analysis of the
Effect of Service Quality dimensions on student
satisfaction in master of management of Mercu
Buana University. IOSR Journal of Business
and Management. 2020; 22:5-13. DOI:
10.9790/487X-2206070513

Al-Rabia M, Fasfous I, Eldigre M, Aldarmahi
A, Alzahrani S, Atwa H. Exploring educational
service quality and improvement priorities from

10.

11

12.

13.

14.

15.

16.

e ol g gol )50 i€ o5

the viewpoints of health sciences students using
the SERVQUAL model. Research Square.
2021; P1-18. DOI: 10.21203/rs.3.rs-927414/v1

Pillay MA, Mbambo SN, Mason RB. Service
quality’s role in students’ decisions to study at
further education and training colleges.
International Journal of Educational Sciences.
2017, 18(1-3):87-100. DOI:
10.1080/09751122.2017.1317488

Rasoolabadi 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):104-12. [In Persian]

Moosavi A, Mohseni M, Ziaiifar H, Azami-
Aghdash S, Gharasi Manshadi M, Rezapour A.
The quality of educational services from
students’ viewpoint in Iran: A systematic review
and meta-analysis. Iran J Public Health. 2017;
46(4):447-55.

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. SIKU. 2013;
18(1):104-12. [In Persian]

Dehghan Ghahfarokhi A, Goodarzi M. The
measurement of service quality in faculty of
physical education of university of Tehran from
higher education students’ perspectives. sport
physiology & management Investigations.
2019; 11(3):9-21. [In Persian]

Ghorbani A, Mirmosavi SJ, Mousavi SM,
Atiehdoust S, Sadeghi Far J, Tabarrayi Y. The
gap between the students' expectations and the
existing educational services at Sabzevar
University of medical sciences, using
SERVQUAL model. Interdiscip J Virtual Learn
Med Sci. 2014; 5(4):12-8. [In Persian]

Kavosi Z, Rahimi H, Qanbari P, Haidari L,
Bahmaei J. Investigation of quality gap of
educational services from the viewpoints of
students of Shiraz University of Medical
Sciences, 2012-2013. Sadra Med Sci J. 2014,
(2):161-72. [In Persian]

Yy

VEY Sles sl soladd g o0 (St Gio el 5o g3 slausaal; das


https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

Q‘)&Aj@dmg..a‘).a

17.

18.

19.

20.

21,

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(s1):2-9. [In Persian]

Seyedaskari SM, Shafa MA, Iranmanesh F,
Beigzadeh A, Mohammad Pour Ravari M.
Quality assessment of educational services for
residents in teaching hospitals of Kerman
University of Medical Sciences, Iran, based on
the SERVQUAL model. Strides Dev Med
Educ. 2015; 12(1):159-67. [In Persian]

Chen L, Hsieh JJPA, Rai A, Xu SX. How does
employee infusion use of CRM systems drive
customer satisfaction? Mechanism differences
between face-to-face and virtual channels. MIS
Quarterly;  2021;  45(2):719-54.  DOI:
10.25300/M1SQ/2021/13265

Uysal F. Evaluation of the factors that determine
quality in graduate education: Application of a
satisfaction benchmarking approach. Procedia
Soc Behav Sci. 2015; 191:1034-7. DOI:
10.1016/j.shspro.2015.04.386

Yarmohammadian M H, Nazari M, Bahman
ziari N, Moradi R, Mirzaei H, Navvabi E.

22.

23.

24,

25,

el ol (i) g0l 0550 S b5

Evaluation of educationaleervices quality for
healthcare services management students of
Isfahan University of medical sciences based on
SERVQUAL model. Iranian Journal of
Medical Education. 2015; 15:319-29. [In
Persian]

Beheshtirad R, Ghaleei A, Ghalavandi H.
Educational services quality distance between
current and desirable situations. Educ Strategy
Med Sci. 2013; 6(1): 49-54. [In Persian]

Norouzinia R , Mohammadi R, Sharifi A . Gap
analysis of educational services quality based on
SERVQUAL model from Iranian medical
students’ viewpoint (2014). Educ Res Med Sci.
2017; 5(2):e79204.

Rahim Khanli M, Daneshmandi H, Choobineh
A. The students’ viewpoint on the quality gap in
educational services. J Adv Med Educ Prof.
2014; 2(3):114-9. PMID: 25512931

Kouchaki E, Motaghi M. Education services
quality of Kashan Medical Science University,
based on SERVQUAL model in viewpoints of
students. International Archives of Health
Sciences. 2017, 4(4):84-8. DOl:
10.4103/iahs.iahs_9 17

VEY Sl el solat s 050 (Sl (B sal o dau s sLauyal; alae

ye


https://doi.org/10.1016/j.sbspro.2015.04.386
https://doi.org/10.1016/j.sbspro.2015.04.386
https://dsme.hums.ac.ir/article-1-297-en.html

[ Downloaded from dsme.hums.ac.ir on 2025-11-03 ]

SR 5 (o same 4 se a3 Gl (b 5ol 5599 Sl b))

Evaluating the quality of training courses in the poisoning department
from the viewpoint of specialized Assistants of VVarious Clinical Fields

Marziyeh Mahboubi', Faezeh Javadi Larijani?, Abouzar Nazari®, Samaneh Akbarpour?,
Mohammad Arefi®

MSc, Epidemiology, Department of Statistics and Epidemiology, Faculty of Health, Isfahan University of Medical Sciences, Isfahan, Iran.
Department of Pediatrics, Faculty of Medicine, Tehran University of Medical Sciences, Tehran, Iran.

PhD Student, Health Education and Promotion, Faculty of Health, Tehran University of Medical Sciences, Tehran, Iran.

PhD, Epidemiology, Department of Epidemiology and Vital Statistics, Faculty of Health, Tehran University of Medical Sciences, Tehran, Iran.
Department of Forensic Medicine, Faculty of Medicine, Baharlou Hospital, Tehran University of Medical Sciences, Tehran, Iran.

g WD e

Abstract e
Introduction: Academic quality assessment of educational services is a basic step toward | Department of  Forensic
training talented students. The aim of this study was to investigate the viewpoint of medical m:g:g:zg Fac“'éiha”g:
residents at Baharloo Hospital besides comparing the current situation with their expectations so | Hospital, "Tehran University
that the gap is filled with a comprehensive plan to promote the quality of educational services ?rfanMEdica' Sciences, Tehran,
efficiently. '

Methods: In this cross-sectional study, the existing gap between expectations and the | ORCID:

educational services was assessed using SERQUAL questionnaire for all the 82 residents who 0000-0001-7654-8046

had completed their one-month training period during 2015-2016 in the poisoning department | Email:

of Baharloo hospital. The data were analyzed through descriptive statistics, Kolmogoroy- | &™aniair@yahoo.com
Smirnov test, paired-sample t-test and independent t-test.

Results: The mean age of the participants was 34.41+5.88 years. The results showed that in all

the dimensions of service quality, there was a significant quality gap between the perceptions

and expectations of the assistants (P-Value<0.001). The negative gap was observed in all the

dimensions of quality, but the highest and the lowest quality gaps belonged to the reliability (-

3.23) and tangibility (-2.07) dimensions respectively.

Conclusion: Generally, there was a negative gap in all the dimensions of the educational

services provided to the Medical residents at the poisoning department of Baharloo Hospital.

This indicates that the students’ expectations are not satisfied. In order to fill this gap,

reconsideration of the educational system is required.
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