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 ��,:� �8� �� %,����� 9���6 ��

9��^$ (� ����  �� 9
�@,� �!)��) �� �? ..�/�  ;� f���� ��?

� h�� �;NE��  ;� 
  �E�� ]U
 9���6 �5@5� �� (������

%� �5@5� (���$ ;� (�)�,�� ;� �� ;k (� �!)  9��^$  
���5�

%� %��)���  �� ..�/� ;NE��� 9���8,�� ;� f���� ��?  (������

 �� (�)�,�� ;� ;k (� �) [�#`� ]U
 
9���6 �5@5� ��

%� �� ����  ��8,�� 9���6 �5<�� .  

)�M {`� �� ��5��  %)g�� ��^,$� 
  �A,$� �5#��S

 �� �� ��6�� . �  
 �� (���� (��E ��?���� �� ���50� � 

�� %��)��<�? &5� (��)� .T��' %�
�  %)�)�'  R��� |�^S ;���

 X)�U  ���� ;A? �  ;� �� %���� �!)  M5��:�

Cronbach's alpha   
�F90  �� ���&� �O� )21-18 .(

;��A� �
� � M)� �  ��5� 9��O ;� ;N4�`;��A�  ��5�

;�^D �� �Q�� 9��O .;� X5��� M)�� ;��A� ><F V�  ;�

 	
�� 
  ;� �
�0� ��D200 	�!)�' �  ��@�  %,����� ��?

�� >50�� %,����� 
 %,4
  . Yx�;��A� ><F  P) �? V�

	�!)�' ��  �&<� 9��O ;� %,����� 
 %,4
  %,����� ��? ;�

 �5NAE �^0�T��' �:� 	�!)�'  %,����� ��? �E�� 

�� >50�� . M5� �� %Q �b� ��D ;�  ��Q� �)��� � 

;NE��� 	�!)�' �� P) �? ;� (������ %,����� ��?  [�c,��

T��' 
 ����  R��� ���lF 9��O ;� �8�  ��� ;���

�) �� V5A�� 	�)  ����� (��!�?
B'.  9��� �)�$� ����

�Q� ;� ;N4�`� M)� t��?� 
T?
B' %S�6�����  �  	����

�� 	 �  {5U�� . ;� �� 	 �  �D�6 (��5AD� M)� (��� ;�

(� 9�$�D� T��' 
 ���� �?��6 %S�� ;����:� �?  (
�� ;���

�) �� V5A�� "�� . ;� V)�A� ;� � ��Q� �� ;,�  (� MAU � 

���� s��6 ;N4�`� �� 
��,���� ;N4�`� �  ����. 

]AE �� Y' T��' ��
� ;��� 	 �  
�?  �?�� ���}��� .

"�� �� 	 �@,�� �� Yx�  ��&Q�SPSS  ;c0�18   

)version 18, SPSS Inc., Chicago, IL ( ��� 
 ;)&<� 

V5#:� ���S �Q�� .��E V5#:� 	 �  �? �� �
� �? ���� �

 %@5O��) 
 M5!��5� 
.
��E >�� (...
  ����#:�5#% 8�5� 

(���� �?� ���);0 �5!��5M �,����'��)P ;� �#$ "�$ ])��� 

.���� 	 �  �? ����� Mann-Whitney 
 Kruskal-Wallis 

�) �� 	 �@,�� .  ��� ��?�5n,� M5� %!,0^A? 9�� M5�vA?

 %!,0^A? ����� (���� �� 	 �@,�� �� ;N4�`�Pearson N�55M 

�) �� .%�N� {`� �U�F ;N4�`� �   (���� ��� 05/0  =α 

�� ;,Q�� �8� � .  

  
/,2�� �+ 

M5!��5� %�� ;NE���  ��Q� 	�!)�' ;� 	����  %,4
  %,����� ��?

 X5��� ;� %,����� 
44/7 ± 79/28  
36/6 ± 65/28  �� .

 .
�E1 ;,Q�)  � �Q 9�bc�� ;� f���� ��?

;NE��� %� (��� �� 	�!)�' 
  �? ;� (������ �? .  
;NE��� 9���� � 	�A� M5!��5� 	�!)�' ;� (������  ��?

  �E�� �5NU
 �� %,����� %,����� �5@5� %,����� 9���6

 (���;�  �   9���6 M5Al� �N� �5@5� W#,c�  �N�� M5� � 

 M5!��5� �� 	�� ��N�87/0 ± 33/4  �8� ��  �N�� �)�� M5� � 

T?
B'  ��� ��?�F�

 ���  �� h�� � M)�,�5�. ;�  9��^$

 	�� ��N� 9���6 M5Al� �N� �!) 6/86  %^0� M5!��5� �O� 

 X0� �� ��. %�)&5Q 
 ��A#� �N�  M5!��5� ��88/0 ± 13/4 

 %^0� M5!��5� �� 
83/68  �O� �  �� M5!��5� M)�,A��� .  

	�!)�' �  	��� ��  ;� ;���� �) ���  %,4
  %,����� ��?

;�  �  (���  �N����6 (��5AD� �5#��S M5!��5� ��  

77/0 ± 21/4 h�� �  �N�� �)�� M5� �   ��?�F�
 �8� �� 	��

���  �� h�� � M)�,�5� T?
B'  ���.  �N� �!)  9��^$ ;�

���6 (��5AD� �5#��S �0���� 2/84  %^0� M5!��5� �O�  ��

 X0����. %�)&5Q 
 ��A#� �N�  M5!��5� ��76/0 ± 74/3 

�  �� M5!��5� M)�,A� ��)8/74 �O� .(  

��8,�� M5!��5�9� ;NE��� 	�!)�' ;� (������  %,����� ��?

%,����� 
 %,4
  ��  9���6 �5@5�%,����� �    �N�� ;A?

 �5@5����  ���S %)g�� ��50� �F � . M5!��5�  %^0�

9���8,�� �5@5�  	���)  �� %����  ���  �N�� "�A� �  9���6

;NE���  ��Q� 	�!)�' ;� 	����  %,4
  %,����� ��?  
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 3�('1: ��5+�-
	 �,�6�' �,�	(�  ��"��7 8��9: /  /6$�;� ���� /<��<  


�=,�  
�,$�� �,�	(�  ��"��7 )200 n =(  �,A��#� �,�	(�  ��"��7 )200 n =(  BA )400 n =(  

�	(6: (C�� �	(6: (C�� �	(6: (C�� 

�����              
�� 200 0/100 199 5/99 399 7/99 

��� - - 1 5/0  1 3/0 

���� �����              
����� 199 5/99 198 0/99 397 3/99 

���� 1 5/0 2 0/1 3 7/0 

� �!"�              
#$ �%&' 22 0/11 28 0/14 50 5/12 

#)%*�$%  100 0/50 93 5/46 193 3/48 

#),-��%.  9  5/4  10  0/5  19  7/4  
/0'&��  34  0/17  44  0/22  78  5/19  

123)�  30 0/15 18 0/9 48 0/12 

#�,456%�  5 5/2 7 5/3 12 0/3 

  

)8/93 �O�  (	�!)�' 
  %,����� %,����� ��?)94 �O�  (

 ��.  ;�(�5�  �!)  ��Q� )�,�5� T?
B'  ���M �� ��8,�� �� 

�  9���6 �5@5� ��,��   �N�� ;A?.  

;NE��� 9���8,�� 
 9���� � t���  	�!)�' ;� (������

;`�� �� %,����� %,�����  %,����� 9���6 �5@5� �8�

 ��&�� �� 	 �@,�� �� %���� SERVQUAL  .
�E � 2  T)�A�

��� 	�� 	 �  .;,Q�) ���� �� ,�5� VO�F ��? t��� M)�

;NE��� 9���8,�� 
 9���� �  %,����� 	�!)�' ;� (������

 %�)&5Q 
 ��A#� �N� �  %,�����)034/1 ± 571/0 ( 


 M5!��5� �� 	�� ��N� 9���6 M5Al� �N� �  t��� M)�,A�  

925/0 ± 471/0 ���   �E
.  

;NE��� 9���8,�� 
 9���� � t���  	�!)�' ;� (������

`�� �� %,4
  %,�����;  �� %����  %,����� 9���6 �5@5� �8�

 ��&�� �� 	 �@,��SERVQUAL  t��� M)�,�5� ;�  �  (���

 %�)&5Q 
 ��A#� �N� � 88/0 ± 952/0  t��� M)�,A� 


 M5!��5� �� ���6 (��5AD� �5#��S �N� � 862/0 ± 485/0 

 ��   �E
 ) .
�E3.(  

;,Q�) ���� �� ��?  t��� w�b6 �  	��� ��  ;�

;NE��� 	���)  �� 9���8,�� 
 9���� � 	�!)�' ;� (������  ��?


 9���� � M5!��5� t��� 
%,4
  
 %,����� %,�����  

  
 3�('2 :D��6: /6'	
� E	��F,<	 � E�A	��	 G��� /;0< �	 �,A��#� �,�	(�  ��"��7 /  ��-(��A �<���� �,�	(�  E��(� H�9�A 
F<  

 �	I 	 �	 ���9,�	 � SERVQUAL  

�,�	(�  E��(� H�9�A G���  

E��(� H�9�A ��6 	 

D�"<���/���6� G	
)<	  ���,�	 D�"<��� BK	(%  ���,�	 D�"<��� 
LA	(%  

#7)8�9 � :&-2� *�$  034/1 ± 571/0  1-  75/3  

��*; �,��-<% ��2$,= 096/1 ± 468/0 1-  75/3  

/)%.% #)&4>',? ��*; �,@*��A 008/1 ± 470/0  1-  00/4  

B*C *D�� �,�*; E�-F�  962/0 ± 366/0  1-  00/4  

#G*-�  010/1 ± 475/0  1-  00/4  

 �A �%8��  925/0 ± 471/0  1-  81/3  
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 3�('3 :D��6: /6'	
� E	��F,<	 � E�A	��	 G��� /;0< �	 �,$�� �,�	(�  ��"��7 /  ��-(��A �<���� �,�	(�  E��(� H�9�A
F<  

 �	I 	 �	 ���9,�	 � SERVQUAL  

�,�	(�  E��(� H�9�A G���  

 E��(� H�9�A ��6 	 

D�"<���/���6� G	
)<	  ���,�	 D�"<��� BK	(%  ���,�	 D�"<��� 
LA	(%  

#7)8�9 � :&-2� *�$  880/0 ± 952/0  1-  50/3  

��*; �,��-<% ��2$,= 862/0 ± 485/0 1-  25/3  

/)%.% #)&4>',? ��*; �,@*��A 850/0 ± 536/0  1-  00/3  

B*C *D�� �,�*; E�-F�  774/0 ± 496/0  1-  40/3  

#G*-�  927/0 ± 671/0  1-  80/3  

 �A �%8��  731/0 ± 628/0  1-  79/2  

  

;NE��� 9���8,��  �5#��S 
%�)&5Q 
 ��A#�  �N�� �  (������

;)��� %)�!c��' 
���6 (��5AD�  M5Al� 
���6 (������

 
 %4�A? 
	�� ��N� 9���6 V� (�&5�	�!)�' �   ��?

	�!)�' �� �,�5� %,4
  %,�����  �� %,����� %,����� ��? . ��

�� 	 �@,�� �� ����� V5#:� ;)&<� j)�,�  �E
 M)�  (����

Mann-Whitney %�N� ����� t�,6� ;�  �  (���  ��� 

 �  9���6 �5@5� 9���8,�� 
 9���� � M5!��5� t��� M5�

 %�)&5Q 
 ��A#�  �N��)001/0 P =( ��N� 9���6 M5Al� 


 	��)009/0 P = ( %4�A? 
)007/0 P = ( 	�!)�' 
  M5� � 

 ��   �E
 .%�N� ����� f�^��� 	
�$ ;� &5� ���   M5!��5� M5�

;NE��� 9���8,�� 
 9���� � t��� V� 	�!)�' ;� (������  ��?

 9���8,�� 
 9���� � t��� V� M5!��5� �� %,����� %,�����

;NE��� 	�!)�' ;� (������  ���   �E
 %,4
  %,����� ��?

)004/0 P =) ( .
�E4.(  

  

M)   

9���6 �5@5� T<�� %,�����  ���� %���� f�� T5'

�  �^��5@5� ���. 
 9���8,��  �5@5� �� (���A5� h�� �

 [�c,�� �  9���6 
 %,4
  �� >$� %,����� 	�!)�' o��

 %O�b6)%,�����(  %A�� T��%� �@)� �)�A� . �!)  ��� ��

;NE��� ;)��� �� P) &� ��A� \�:4 ;� (������  (����? 


 ���6 �  ������ �  ���6 ��)��Q  ���� %^���� �5NS��

 9���6 �5@5� T<����,0?.  

�  ;N4�`� �U�F 9���� � ;NE��� 	�!)�' ;� (������  ��?

  �E�� �5NU
 �� %,4
  
 %,����� %,����� �5@5� 9���6

 %,����� (��� ��A#� �N� �  h�� � M5!��5� M)�,A� ;�  � 

��� %�)&5Q 
.  ;N4�`���)@%  �� �� �0A? &5� (����A? 
 

9���6 �5@5� %���� ���� ;�  �� �U�F T?
B' j)�,� 

%,�����  (��@O� %����  %,����� &���� �  	�� ;)��� ;54
�  

 3�('4 : �	I 	 �	 ���9,�	 �  �(� /�	�	 E��(� H�9�A E�A	��	 � E	��F,<	 D�"<��� G���SERVQUAL /6'	
� ��-(�� �	 ��-(��A  

 / ��"��7 �,$�� � �,A��#� �,�	(�  
�+  

H.,�I J,K�.%  

��L��  

B,4),? #�A.,5� #�C%*D$ H,�  B,4),? #�G�� #�C%*D$ H,�  Mann-Whitney 
P  E�46,�� /.,��� M%�"6%   E�46,�� /.,��� M%�"6%  

#7)8�9 � :&-2� *�$  034/1 ± 571/0  880/0 ± 952/0  001/0  

��*; �,��-<% ��2$,=  096/1 ± 468/0 862/0 ± 485/0 202/0  

/)%.% #)&4>',? ��*; �,@*��A  008/1 ± 470/0  850/0 ± 536/0  048/0  

B*C *D�� �,�*; E�-F�  962/0 ± 366/0  774/0 ± 496/0  009/0  

#G*-�  010/1 ± 475/0  927/0 ± 671/0  007/0  

�A  925/0 ± 471/0  731/0 ± 628/0  004/0  
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�� "�<��. (�  �5NU
 �� h�� � M)�,A� ;� �� �  (��� �?

 ;� f���� W#,c�  �N�� M5� �  %,����� 9���6 �5@5�  �E��

 ��� %�)&5Q 
 ��A#� �N�)13 .( 
 ��A#� �N� M)������

 V��� ;� %�)&5Q
��?�d �5NU
  
%�)&5Q 9�5�0�  

%D�^��� V)��
 
 (������ �?�d 9�&5�<� 

 9�&5�<� �?�d 

��� V:� �   �E�� %�)&5Q ��&�� 
 V)��
 
  (������ �?�d

;NE��� 9���� � �� 
���  ���� (������� %��)���5 9���6 �5@

%� ��}��5qZ� ���� .  

 ��8,�� M5!��5�;NE��� 	�!)�' ;� (������  %,����� ��?

	�!)�' ;� �^0� %,����� %,4
  %,����� ��? ��  �8� �5@5�

 9���6 %,�����%����  �    �N�� ;A? ���S ���g�� {`� � 

��� .  ;N4�`� �,��� M)� � Arasli  t�? �� ;� (����A? 


;N��� 
 ;0)��� %6�� �� V���$ M55N� 	����  9���6 �5@5�

%����  %,����� �  (�,���A5� ��? %,4
  
 %O�b6 ��^S �  

%4�A�  �� �U�F ;N4�`� j)�,� �� �0A? 
�� "�<�� )22.(  

 M)� j)�,� 9���6 �5@5� t��� ;�  �  (��� ;N4�`�

 
���6 (��5AD� �5#��S 
%�)&5Q 
 ��A#�  �N�� �  %,�����

;)��� %)�!c��'  
 	�� ��N� 9���6 M5Al� 
���6 (������

	�!)�' �  %4�A?  (�,���� %,����� 
 %,4
  %,����� ��?

��� �^~� �� . ��� o�U�� M)� �!��5� �^~� �5@5� t���

�� t�,6� ;�;NE��� 9���8,  	�� 	 �
��� � 
�F �� (������

��� . T<�� ���� ;� (����A? 
 %)g�� �S� ;N4�`� j)�,�

;NE��� 9���8,�� 
 9���� �  %����  %,����� &���� ;� (������

 9���6 �5@5� t��� ;�  �  (��� 
�� "�<�� ��^$���� ���

%,�����- j�'  �N�� "�A� �  %����   ��� %@�� ;���)23.(  ;�

 (���� �  ;� &5� (����A? 
 %)�)�^� ;N4�`� j)�,� 	
�$

  �N�� �  9���6 �5@5� t��� ;�  �  (��� 
�� "�<��

j�'  ��� %@�� ;���)11.(  

 �� 9���8,�� 
 9���� � t��� ;0)��� �� VO�F j)�,�

;NE��� 	���)  	�!)�' ;� (������  
 %,����� %,����� ��?

;NE��� �!)�' ;� (������	  ;�  �  (��� %,4
  %,����� ��?

%�N� ����� t�,6�  
 9���� � M5!��5� t��� M5� ��� 

 M5Al� 
%�)&5Q 
 ��A#�  �N�� �  9���6 �5@5� 9���8,��

 ��   �E
 	�!)�' 
  M5� �  %4�A? 
 	�� ��N� 9���6 . ;�

%�N� ����� f�^��� 	
�$  t��� V� M5!��5� M5� &5� ��� 

�8,�� 
 9���� �;NE��� 9�� 	�!)�' ;� (������  %,����� ��?

 9���8,�� 
 9���� � t��� V� M5!��5� �� %,�����

;NE��� 	�!)�' ;� (������  ��   �E
 %,4
  %,����� ��? . M)�

;NE��� 9���8,�� 
 9���� � M5!��5� t���   �N�� �  (������

 %)�!c��' 
���6 (��5AD� �5#��S 
%�)&5Q 
 ��A#�

;)��� ��� 
 %4�A? 
	�� ��N� 9���6 M5Al� 
���6 (���

 V� (�&5�	�!)�' �  	�!)�' �� ��g�� %,4
  %,����� ��?  ��?

 �� %,����� %,����� . ;N4�`� j)�,�Jabnoun  
Chaker 

�5@5� ;0)��� t�? �� (�,0��' �  ;�  %,����� 9���6

%����  (�,���A5� �  ��? %O�b6 
  �� 	 �@,�� �� %��A$

 ��&��SEEVQVAL ;,Q�) �� �)�n� 
�� "�<��  T?
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Comparing the Quality of the Provided Services in Public Health Sites 
with Collaborative Health Sites 

 
Sima Esmaeili Shahmirzadi1, Davoud Shojaeizadeh2, 

Munavar Moradian Sorkhklaei1, Behnam Lashgarara1, 
Mohammad Javad Tarahi3, Giti Taheri4 

 

Abstract 
Background: The quality of services and customers satisfaction is the most controversial aspects of 
today’s management service organizations. Customer orientation is the core strategy of all the 
organizations in the world. The aim of this study was to compare the quality of the presented services in 
public and collaborative health sites under the coverage of health network of Rey city, Iran in 2011-2012. 
Methods: This cross-sectional descriptive study was performed randomly on 400 people who referred to 
public and collaborative health sites. Data gathering was conducted with SERVQUAL questionnaire by 
face to face interview. 
Findings: There was a significant difference between the average gap of perception and service quality 
expectations of tangible and physical aspects (P = 0.001), service guarantee commitments (P = 0.009) and 
sympathy (P = 0.007) among the two sites. The gap between perception and expectations in the mentioned 
aspects was more in the public health sites compared to the collaborative health sites. 
Conclusion: Service quality gap in public health sites was more compared to the collaborative health 
sites. It is necessary to improve the public health services by applying interventions to improve the 
physical environment, ensure service commitments, increase sympathy with the clients, and receive 
feedback on issues and treatment results from the clients. 
Key words: Quality of Health Services, Public Health Sites, Collaborative Health Sites 
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