[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

OBy ¢,5i)y eole alElily (iag)s - ale asliling

J155 9.3 Joho 31 00l b SUT p 33 oyl yad (5w 33 (SleR 388 Olovd: LS SIS (o

T 5y Al Cooi S SI> oo ! Jloigi Lo podle

ol eobzile S woliile S claging 5 psle amly o oodol o1 Rty Syl ol g ypoie ) ol 5.
ol bl 5 b ) oS5 s 095 sl ¥

Olnl bl b ) (S pole olStils ( glolo g (g ks 00Kt (5 b 09, 2 0¥

W Judws 7 9I€ gy /| o)leid / posia d)gs / A3dL

am/N/LG :lin cshply ap/le/Y allds =8l

ol Oloas GlFas il ys olylasl g STl 5 BT Sloys blagg j1p0 30 Sloas g &l,1 gl & :doniio H
Py Oload ol bl Bua b gl (n] S (oo bl 1) (oo sl (A dlgdlo 90 (1l (e S92 g0 BICD (ruai 9 35150
s Ll WY Jlo 50 J195g pas Joko 5 ooliiusl by obT o 3 yliaw pied (S 31 (5l 99

b STy bt Sy sledeyod ©loas oSS 1 58 Foo Lloi= giogi Ghgi ol 5o BSgy g Olge K
8 5103wl dobiotinw s 31 ooliiuwl b Lo 6015 (5591 @o ik )5 51,5 oy 2 3590 3 00 L] yoduns (6 a5 Aigos by 31 oo lisuw
(295 & 6B 030l 5 hmogi sl Ko 4y 9 SPSS 1581 055 5l eoliswl b b ool Jalmi g 5o o plxil JIgS'g e
o )5 il gl 9 ually JWSg 5

5 e luwgalo sl Jold) oud &y Glons cois aillaiy slul olos oud plouil Gloamyp I oy (lBadl A
9 ek dm )0 CandnS BLS oy il 45 (b 929 Sl (o SILD ((Jood 9 G20 Cod Pumno (2955l (L]
Slosiel g Lol vy glciw!l ag olal dod jo BUCS (pl 091 JudgH 350 druslg dloxel g Lol sld addzo sl ;0 BICL (4 yioS
0929 (5 lolxe (5 kol Al S SIS 0 503 5 (x| po Sz gl § iz 9 o (o (I D92 10 (o g lel LS

FORINY

CariS ol 3L 9 ol 039 T SITH00 51 5Vl Glons cainS slal plad 55 crarerl o Uil 16 S deis g s K

2l g 350 ol 50 loas &Iyl Cudus 80,8 o lpsdioy Wb dgate (Jood o 0599 dlal pled o 35T g0 (il o Wlous &l
Sy Wygo p3¥ Ololadl Gloys Clous &l Sgupy sokie 4 9 (o) 5l 095 g e
S 3y 5l 95 s ¢ 1559y Joto eolons CpiyS B kS 1 gulS glaojly K

2lolo 09,5 (lolo 9 (S linw 33 03Tk (i ) (b 3y eyl OIS (ST o3 gl 0 Jiags Aille ) STH
heshmatolahh@yahoo.com:Su39 ,iSIl oy

ﬂf“ /(i-.l :l'%}.éb 4/9) (4:9'(_{ / vA


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

Ohen 5 Jlodss

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

s o3l coranl) ol 8) 5550 @l 1) Jlow cols,
ol (YA ol dnte CoaS S Sy oo
Sl Slaas Al lagmg e Jpame (nere hlon
6l 0 35lics i b Loy Ll 5 36 Wiy e 45
Sliize ST .(A-VY) wil ond ) Sloss [Kys 5 S
w2 Olhlem y0 (ieiuld) porde (09 (Sum Mz g s 2
u.aLo) )‘ 6&[.:;‘ a> aS aliwe U)‘ K9y ‘5‘3 ‘JJ‘OA..JLC
S92y i 3l 05 )18 amiw 9590 b Ghlew 5o g
Sy90 5 UsS 5,k 5l Cedlw sl wleas coaS.(VY) ol
9% 5l Gl ) (V1) 355 (o0 )18 homiw 5 b))
oS anled eolatwl (gl 31 G ald yo cuaS el b
5 e 3l (o wld gy Gl 5HOF) asl S5 BB g piee
ol JIsS g m 1l 5 oolazwl oo aslis gla,lpl o ol
o3 )8 Al OlKe 5 oyguill Lawgs )b s (sl &5
)| salarul Lu Sloas WJL»S W » aS ‘SaL(boubs).a el
5 bl (ks B Wiyl 55w JlsSsm 655
oz 15145 Wlosls 18 oyt Sy3e |y leny SISTol
oLl hhaas 5 SU iz (g sbieon 4 Ol8 o
Shn St ulng & ol 4 4z L (100F) dges
anol a5 o Ko &y ol 5 udlipsl Ll o Wl
Slods j Carez g E5kd Bblie Ygoms 5 (VYA wlicy
(G 50D wlw ol Gllen i ol )l
Lbog b hlew @ ond ) Slar cursS  iow
9 V0) 055 Sjpo 5 dan b 5,0 5 (5o Dlansie
Soblesm gaenls, el (ow)n » (e i 95
0sds il Sloas i g Sl lom Ly edlsys) Sloos
b ctgh &5 maad o] p I ool 48,85 & 50 o e
Ol e (S Sl 98 Slads oS SIS (e Soo

o2 bl 1S5 s Joro 31 ooliciasl b ola 5

ar /(}{ (e_bpbb 8,9 :4.4"9.4{ AL

FRRV-P)

O ks a3 (lie 4 wCwsd b Jgame S S

Gl 00l 428 )5 Jla3 5 oads iy yad glaolalinl b Jgae
9 lel)o‘ 9 J.HS‘SA w).:.) 6)...».9 :L.....:‘P ‘) u...LS °).5]"‘
CadsS 0diS s Jule p 5 ol 1) o e ol U]
CodS Wwad oS cdbo bl ie (V) asls o
Cdl, Cwas v el o SIST ol avslae b 1) Sleos
I o ol 9555l e (1) 95 o 3 o
oad canS 5553k el S i) g el ol SlelS
Sgnpe 5L Ll jo a8 ablie b asS o S8 b yiiee
LI Lol (F) Sigd gty Cuslsl 5 alolid o s Sg2g yoiune
5 OBaLS B ae ol jllasil o STl 51 lpae colis o
N s 45 anel> ol Bl ol gl Sleyo ctilags Sloas
oxge a lo lul s )8 g loyo 5 clilage O)l5g ooge 4
O Oleas Lwly cpl o el (Siy pole sbrolXiils
(Sl ol lai (ol sl o)l5e Sl (5l 5o (Sl Lo
@lizee slRadls mhaw ;o (N0 uili,eh) (o5 sles s
o lastiwl olwl 5wl sblage Clas @l coas ol
3 ohlem Sy aids ans Jsb 0 9929 ol L Jy aib
ol 5 e el S Glgre 4 clilags Sleas &l ogou
355 yal oyl aS 0als a8 5 a5 10 Cods &l CuaS eiw
Slere 4 ]y aenlo, VAN Sl Q) WS SaST Slilage
Cwods 0aisS &l 4y Cods 005,F Byb Sl pe STy S
hsible 5 (3ld Sbs)l So sl s ool o aS il (e
Lng s ovipd &l dnbe Jos asil g ail,8 o lisle

pae b cols, Slagile Wiy o a5 Wl o Joo 4 Lo


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

Ohen 5 Jlodss

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

@ b VW1V O¥lgn (was GBaies &l og ndy
o b bl 5o YA-YY a¥lsin g licebsl § puandl O
3 S 00 wlal ol en gune Culs, Wsg Jaen
L Q] bl 9 syowm Slael 5l eolaiwl bl &‘5) W
ElinyS Gl pd drlno 5 (9,0 Sluass g 5l oolic
Ll ools iledbl 6)9] e 3l as ol plodil (< /A LngJ" L)
5 bl 5 iog Ll SPSS 5Ll 1580 a5 5l solaal
el 5 325 00 mally g S 5 (205 I sleises]
IRV

Syo SR Syge Sly wo s FF agh (ol 5o
Shiog Jlo YE-Y0 i w alols jo LT oo s YA/0
koo deaxs Shae (bl asye YAF OMass maw Ll
oiligl 5l eolal ddle o diges ol 51 VA o auzils
ot b oSiln li tisgy 05,5 531, S, (slere,sp
u_)Lw}oLo OL’.:‘ B L)""ij S)90 ‘_ng»‘j a_)ls‘)}‘ 9 &_1|)uaa.)|
oolazuwl l) ‘51.1.9..(& 9 u‘bﬂ"ﬁf ("}wl) 9 6).14) u...l}.i.w.n ‘UL....QJQ‘
s el S5 5 AA0 lisabl s 53 (295 5 93T )
ol Ol 5 ol )l sle 1 Sile avslin Jg 095 )l
095 o gime gkl a5l slazel g ol v 48 by 990
(O Jgoz)

Seobas cuaS Al slul GBS (e (gwyp o
4 by SIS i lagh 95 slasely oS
@ bgpe SBL (p e g Slugele 5 (Jaen slaadse

(Y J5A>) g2 sleel 9 u»)‘ 6[.%4.9.]9.4

g, 9 olge
9y 2 & Sl Gl (drogi g4 I aalllas ()l
lezssd olsysl alews 4 Ll Sl o5 Glleny (lalyen
shed) sl llio)lon 51 (S o (N0 (Sap
Jbad )3 Gl ) (S pole olfadls (S dngd 9 plie
3 skie .83 bl oad cols Jl VYA Lyl
@ jlen Jal coz a5 jlen By IS el en
2 505,85 Jols oles 110 uilyygl b Lased ol low
salys ol ansls Jlb jeh> jlen GBpdy 5 JEI okl
alive slo iy aslllao b p3¥ diged w2 (o sl 09
Ot ()5 5l 5 5 A0 Glaebl 3ga (38,5 )15 5
Sz 5 Oy Cumex /00 a5 sarels; o
Sy cotesi ol 0 S opln s T el
S L Kawgh o5 i 5 (nl 4 0 petns £95 5l (S iges
O olingl e S 0 j0e letli ey gt 5l e
ol gl Lawgs a5 aile walss Sl lews 99,9 e Lol Lo
Lyl 6,80 5l am g <8l siales JUl Gl lewy 4110
5955 5 Ll p3¥ Slredgs i)l 5 Ll wzly lalyen L
Ghagh ) S5 Caz Bl e o5 Al Sl
A oo 0318 Cuo 8 Lil 4y g s 5 )13 LT st o anlidiw
9105 I3l WS oSS 1y litins y slisl 095 o9 4 o5
loss S o il aslitinsyy axllae oyl 4o e
b g WAl (oo Jlgie YV glls a5 g (JIgS5 )
Sl S5 sl g8 Dlodd CodS am w2y Gl 9 (2
Sl il 0u0 )T oolaiwl Cess B0 S g b e i
OLTL bl &Ylgtw g am = ool sl aelisin oyl
CohS Dbl jekaie 4 Gregh (pl 0wl s S b
el Glalen 5 ohlen oBass 5 (Si5 sl 99 Slass
A cel eas S eolatwl O SJ Glass O wlide

Jobi 1) (0 sl Jle b0 sl @ L slean S

ﬁ'g /(}f I(Qb}.éb 4/9) 14:19.11_ / A‘


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

Ohen 5 Jlodss

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

(Y Jguz) dogr ool (3 S (slylo ylicedsl o L8

(Slods uaS Wl olal Cuwal gui ol
Sy94 6[.(&;.\9"5 olfdg..b )‘ uL..uﬁ.ol.n 9 ‘Sld.o..b 6[.(& d.aJ9.c

Glous Codns iy olal 0 gt 0590 sraslg OIS0l g Ol UG oy B (1Sl duylin ) oo

S o b N EETS (T)¢yg03T o 5lol Shzo Gl il el Sy lal 1 idgls S y90 Gzl STyl g cof !
ofee Yf- -YIYAA <A OAY NEPEY Slugade o
SYNE rYe -\ NEARRE o[- ¥Y olozel g ol any
<[ YYY -YIXYY < IAYVY - AR L4 Olaebl g prendd oy
fees A -Y/F-0 CIVYED) VIR 55 el 5 Cudyiane ony
oo ¥ra -0/ Y¥ -IAFFVA S NYE-F JERVPS

GBg3 0)90 lauslg sl s I Wlous oS aillony slul B (3w (o2 Cudll ¥ Jgua

Slasl gl IS (ol o Glous Lol aillony olel
) SIVYEeq e
Y AN gake algs
v NARAZA Olaobl 2ol g (o
¥ NIRINA | D
0 [ FYVE slazel g ol

GRB93 390 §BAlg sl Wloas CundnS Aillonsy Slal Caodl gy Cagll ¥ Jgux

sl gl oeSio a5 o S Sy ola
\ o=y (Foen
Y AVARPA ovgeke Jalse
Y Y/%- el g cdgtus
s YIvY Obaebl o LlE pais
A /-9 slazel g ol

Sleas caaS 5l ol8l ol el g @S]l o SIS juds
oSl am pl @ S a5 cul pl ke wll i
s, by a5 adb o el cpl el oals az g Dloos
G o b S ete g3l i Slead slasely
B (o yiton addllae ol 50 .ol anils sg>g Lol o SIS
5 Bodg g Slugels w5 Joad da [0 00l canlie
Sl NS 5 e sl Sl 1) Jaes adlse 65
5 (V) shwgy (YV) (gowsme (pizmen (YY) aiib oo oy )lews
O Gyllixe g s a4 05 Dlalllas o (YO) >
ol gt gliwl, jo a4 il cogei o)Ll adlie g oyl
Condge 5o Ll plalen 5 ollen 45 ) oo Sl 4
Syl sl wleol a5 axies ol 3l Jlss il gl g 4l ksl

ar /(}{ (e_b/.i.b 8,9) :4'4'9'0" /M

G A g g
Wby slul aled )3 (Aaghy opl @l elul
2 IS g Joe el polier Slead CodST )
CedeS hte B oL 3 b o Sy sleygb 5 50
OSilee (lods cuaS olal adS 5 g Clils Bgzg Sloos
ol de ST e o Silee §) i llanl ol
5 ol e Sl 4 wbl e 455 ol Sl ite SIS
oAl 0390y S92 g0 Comdg y3 (S (Sled 98 Dloas il
@ X VA b o Kee g e @l risren
Olis wols plomil Liliw o CutsS () pp gz &S g
ybess LU wiogs wdlsts il loss 51 5y s 45 ol

TV s Jyman asdlls (ol b b a5 s sn 50 1,


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

Ohen 5 Jlodss

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

Sl g Sl Cundg Sbj)l S 55 ek
255 S50 55 Gl o Gy il 9] (sla Y gas]

iR 9,90 slo diged lSTyol g ol Ul oy SIS
Sl 397y 55 Wl (pogr 555l 5 (S dy Selgts dmy o
Sl eSS 5 QLSS Sdgins (o Sle WIS (o0 (nl &S
(P sl gy 45 vl s oy iy 5o ol
g Bl 1) )lo (pxe (s alaly 55 (V) (i 4
Lol (o9 iy Sedytons b Gl 9550 slo aigad o lla
3979 (rl b el p2lo g by jo &5 w0 0le
30 0 e jliiel (s yiaS 095 dsllae o Ve oD Jlo o Y
00,5 i a5 geacly |y o 4] Sloss oS ola ol
pac a5 noe opl 4 093 legh 0 codaie (YY)
Wy DUl coge Wy (0 QWL e (25 (2555l
Sleioe o)lal 09l Cwss Fans cdbye 5l 9 s
Jsb o 1) g pdy Codgius a0l 8l a8 as) e Hlas 4 (YY)
Jolse Glpoe 2513529 (nl b jeebe Jramd 9 (S5 099
Loas Jo po asls oo (L2550 )9Sl G ftege | s3be
(Rl pliol ez Shelse lnae i Shiiny & a2
ool 3 QLSBT Jd a8 L ol 6,15 age obxl
Sy oo GBS, L Gl peiies SULLS)| 6180 5 L 5
95 0131 53 (2955l 5 Sy Solgiane o Cugl el

@olal aloz 5l Dloas CoteS )0 lgabl g (et
Srgs 3590 slo gas Ol ylanl g SlSTyol o ] 50 4T o
o Slalllas 5 s b L azdly ol o5 wiubls ogzrg IS
ool 5 LUl cailge ol b alal, o (FO-YR) el L,
5 S8 G 5 )loye3 n ¢ hlew ln )5 Cuys ol
397 p 0978 9 QS 9 QLI (Sl 5 comdo ) 4
wli &l ooy Caranl o o] s g T L LS IS
Cead (ad S90S 635 5 il sIL Glsn
il See Sl a1, GISLS o

5 W g 0olgls 5 e Gl 1) 293 &Bly 0 5w
Opgi 40 el cplandl alily gaadd Cge led ‘5»95
5 ol el bowls g eais eojgly Lol
@ 1) SIS ol Glo (Shi sletysd oyl SlaimniSS
Sy90 o diges OS1ol ¢ oljllasl oy G o i
ol calizee Slalllas 095 ools plaiz! 0g5 @ 1) iogh
9 j).c swy?«;‘ M.c.c u,:.:lf )O )Lo.o.: u.\.w )‘5.“» FLERH PR
adl (YEYY) caol assls o 0 1) ol Sleil 5
Sl 0 s e g ool g5 4 Slalllas () 5l plaSrn
aS 555l oLl e oyl w0 Ll e Jg il 00,5 (g oLl
NS g0 Slslew i b Sl o plilen e
2501 ploel 1 iS5 oE s 5l L ¥ gl il jupas Cndg
9 b s b Vel ool Slpgos a5 ws,S canlin
ol sldare 5l AYE a5 sl Ll cwd calils
el S8l S e S g eSS Juke alols
38 Sl Sen 4 Widg 00,5 oLl Ll TAF g 30 092
ol ol BB sl 4 a5 wil e cldle Jsb
o LI e 50 (oS )] Caley oy e O K255
ol oads atine s daliee Slidss e (YA) aiS
ot S35 o8 bl gz sl 51 Sl o
oo lailiwl aS conl gy adl g ail asdls g iy az g8
loui¥smel s Caz ploy 5 Clag O)l5y ik |
SE5y Sas8 Sl gl LSl o g 005 st 5 (b

slagiagh o Sl e Geizmes 355 1E 59l el

QF‘ /L}f I(Qb}ib 6/9) 14:19.0_ / A*


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

Ohen 5 Jlodss

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

@Y sledipel b oloas @il oo (b yte sl dge o
ol S olayl glo ailge 4 gige 4 2 Sloas 4|
5 S pals bl 0 Gase sleaiy asbip g 03ls ol
Oz isled (g i GO olal pl o Sleas coaS
o & S 35 0 (nl Ca e dsgeme 33,5 (o olpidny
Loy ool gyt Comal Glae)l5 5 pltie slealiune
w25 g Sl p Sse b ojem S 4 mlie Sz s
sl cldle 5 Gloas JBaws @l ¢ JBass céb e
Rl s )0 5 Sleas (&S e B crge (SO
g gl gl lans
S10y93 g LS

575 2w aS Slugs 5 Ghagh 950 slavaly 4l )
a Iopd 5 S5 LS Wil 0dgr wages aslllas ol el 4o
T o Jos

i /(}{ [Qb/-'ib 8,9) :4.'4'9'U~ / AY

5 OBl Hlee S9las slesel 5 ol o b bLIS o
ol kol g ais saaline Liegh 0,90 sla diges ol U]
O sle oulingl le eSS g QLS A5 Sl ope
5 ohlews 4 pliml g ol colys o 1y 05 Cloas  Jlwlows
.l oo)f 451)‘ QUT 00‘9.3[5
o a5l ogdle 457 285 A Gli oo IS ek
Sgguien D10l g il Ul B wlel 4dS o iagh
s 5l SIS (e 5 gt Cugll 4 azgi b (J5 il e
Al oo ol Oy 4l 5 Olne sl Of e ol bt
AQS 5o Sloas LI @YX 9 W)Ja.s x» 09)&: as
S WL».A GLQ)&Q‘) W r 9 CodS o) c\j‘)‘ ksL‘b“\D'lﬁ
Wloas ¥ (g3l ojlailinl g b i ol lasl 8,600
ale wleus m}) 6LQ,.>L» 2 w}m > 05)&: b oS (S
Sleas @l gz 5 coole wazgi b a3y slosy, 4ol


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

e 5 Jloss 555500 Jota 5 o3iial b ol 5 (e (S5, slgi 59 Do SokeS HSE (oo

References
1. Lee MC, Hwan IS. Relationships among

Service quality, customer satisfaction and
profitability in the Taiwanese banking
industry. International Journal of
Management.2005;22(4):635-648.

2. Vargo SL, Lusch RF. The four service
marketing myths-remnants of a goods-based,
manufacturing model. Journal of Service
Research.2004;6(4):324-335.

3. Lau PM, Akbar AK, Fie DY. Service
quality: A study of the luxury hotels in
Malaysi. Journal of Amarican Academy of
Business. 2005;7(2): 46-56.

4. Prayag G. Assessing international tourists
perceptions of Service quality at Air-
Mauritius. International Journal of Quality &
Reliability =~ Management.2007;24(5):492-
514.

5. Woodring S, Polomano R, Haack WM,
Nunn R. Development and testing patient
satisfaction measure for inpatient psychiatry
care. J Nurs Care Qual.2004;19:137-147.

6. Pascoe G. Patient satisfaction in primary
health care: A literature review analysis.
Eval Program Plann.1983;6:185-210.

7. Holt V. Patient satisfaction questionnaire:
How to do them successfully. Dent
Update. 2006;38(1):338-346

8. Institution of Medicine of National
Academy. Crossing the Quality Chasm:
The IOM health care quality initiative.
Available online 2008 at:
www.iom.eduw/CMS/8089.aspx

9. Howard M, Goertzen J, Hutchison B,
Kaczorowski J. Patient Satisfaction With
Care for Urgent Health Problems: A Survey

10.

I1.

12.

13.

14.

15.

16.

17.

of Family Practice Patients. Ann Fam
Med.2007;5:419-424.

Ware J. How to survey patient
satisfaction. Drug Intell Clin
Pharm.1981;15:892-899.

Hjortdahl P, Laerum E. Continuity of care in
general  practice: Effect on  patient
satisfaction. BMJ.1992;304(6837):1287-
1290.

Schulmeister L, Quiett K, Mayer K.
Quality of life, quality of care, and patient
satisfaction: Perceptions of  patients
undergoing outpatient autologous stem cell
transplantation. Oncol Nurs Forum.2005;
32:57-67.

Ford R, Bach S, Fottler M. Methods of
measuring patient satisfaction in health care
organizations. Health Care Management
Review.1997;22(2):74-89.

Ladhari R. A review of twentyyears of
SERVQUAL research. International Journal
of Quality and Service
Sciences.2009;1(2):172-198.

Wicks A, Chin W. Measuring the three
process segments of a customer’s service
experience for an out-patient surgery center.
International Journal of Health Care Quality
Assurance.2008;21(1):24-38.

Mostafa M. An empirical study of patients’
expectations and satisfactions in Egyptian
hospitals. International Journal of Health
Care Quality Assurance.2005;18(7):516-532.
Ochoa J, Ramalle-Gonar E, Villar A.
Visitas inapropiadas al Servicio de Urgencias
de un hospital general. Med Clin
(Barc).2000;10:377-378.

ﬂF /(}f :l'%}.éb 4/9) (4:9'(_{ / Af


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

Ohen 5 Jlodss

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

18.

19.

20.

21.

22.

23.

24.

Salazar A, Juan A, Ballbe R. ED
shortstay unit: An effective alternative to
in-hospital admission for acute COPD
exacerbation. Am J Emerg Med.2006.

Coughlan M, Corry M. The experiences
of patients and relatives/significant others
of crowding in accident and emergency in
Ireland: A qualitative descriptive  study.
Accid Emerg Nurs. 2007;15:201-209.

Sinclair  D.

Emergency  department

crowding, Implications  for  pediatric
emergency medicine. Paediatr Child
Health.2007;12: 491-494.

Huseyin A, Erdogon H, Salih T. Gearing
Service quality into Publice and Private
hospitals in smallisland;Epirical Evidence
from Cyprus.International Journal of Health
Care Quality Assurance. 2008;21(1):1-14.
Boshoff G & Gray B. The Relationship
Quality,
Satisfaction & Buying Intentions in the
Private Hospital Industry. South Africa
Journal of Business anagement. 2004;.35(4):
27-37.

Mohamadi A. Desiging TQM model based

on Patients and employees Perceptions and

between Service Customer

expectations of services quality and TQM
elements for zangon hospitals. PhD degree
thesis Health Care Management. Tehran
University of Sciences.2003. (In Persian)

Yousefi P. Determining factors customers
loyalty Export Development Bank of Iran
Banking
customer relationship management. Thesis

services based on concepts of

MSc Business Management, International
Marketing trends, School of Management,

WG Rosee o)9; sy [ Ad

25.

26.

27.

28.

29.

30.

31

32.

Tehran University of Medical Sciences.
2005. (In Persian)

Haghighi M, Moghimi S, Kimasi M.
Loyalty service: Effects services quality&
Role of mediator customer satisfaction.
Journal of Knowledge Management.
2003;60-61:53-72. (In Persian)

Ballam E. Ambulance crash roundup. A
review of emergencyvehicle crashes during.
2010. EMS World.2011;40(3):74-75.
Maguire BJ. Epidemiology; provider panel.
Presented at: National Association of EMS
Physicians Ambulance Safety Conference
2010. Phoenix, AZ, January 6,2010.

Bigham BL, Morrison LJ, Maher J. Patient
Safety in Emergency Medical Services:
Advancing and Aligning the Culture of
Patient Safety in EMS. Canadian Patient
Safety Institute. 2009. Available at:
www.patientsafetyinstitute.ca. Accessed
June 17,2011.

Gilad I, Byran E. Ergonomic evaluation of
the ambulance interior to reduce paramedic
discomfort and posture stress. Hum Factors.
2007;49:1019-1024.

Kim JA, Vogel D, Guimond G, Hostler D,
Wang HE, Menegazzi JJ. A randomized,
controlled comparison of cardiopulmonary
resuscitation performed on the floor and on a
moving ambulance stretcher. Prehosp Emerg
Care.2006;10: 68-70.

Havel C, Schreiber W, Riedmuller E.
Quality of closed chest compression in
ambulance vehicles, flying helicopters and at
the scene. Resuscitation.2007;73:264-270.
Goli M. The
loyalty with satisfaction the

relationship ~ between
customer's


http://yafte.lums.ac.ir/article-1-1849-fa.html

[ Downloaded from yafte.lums.ac.ir on 2026-07-12 ]

ol

Koa 5 Jlots

5550 Jose 5 soliial L sbl o5 ol ged (S5 (sliin 59 Slass kS BISE oo

33.

quality of their services (case study: Bank
city of Isfahan nation). Masters degree
thesis public management. Islamic Azad
University khorasgan (Isfahan), in December
2007. (In Persian)

Lau Pkhatibiakbar A, young Gun D. Service
quality: a study of the luxury hoteles in
Malaysia. Journal of American Academy of
Business.2005;7(2):10-46.

34. Andeleeb SS. Public and Private hospitals

35.

36.

in Bangladesh: Service  quality and
pradictors of hospital choce. Health Policy
Plan.2000;15(1):95-102.

Anderson EA, Zwelling LA. Measuring
Service Quality at the University of Texas
M.D. Anderson Cancer. International Journal
of Health Care Quality Assurance.2006;
9(7):9-22.

Joseph M, Stone G, Anderson K. Insurance
customers assessment of service quality: a

critical evaluation. Journal of Small Business

37.

38.

39.

and Enterprise Development.2003;10(1): 81-
92.

Mohammadi A, Shoghli AR. Survey on
Quality of Primary Health Care’s in Zanjan
District Health Centers. Journal of Zanjan
University of Medical
Sciences.2008;16(65):89-100. (In Persian)
Mohammadi A, Shoghli A. The gap between
expectations and Perceptions in components
of total quality management, in the hospitals
of zanjan province. Journal of Zanjan
University of Medical
Sciences.2006;14(54):32-39. (In Persian)
Carydis A, Komboli M. Expectation and
Perception of Greek Patients Regarding the
Quality of Dental Health Care. International
Journal of  Quality in  Health
Care.2001;13(1):409-416.

ﬂF /(}f tﬁb}ib 6/9) 14:19.0_. / AF


http://yafte.lums.ac.ir/article-1-1849-fa.html
http://www.tcpdf.org

