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Evaluation of the Quality of Services Provided in Shohada Qaen Hospital and Its Effect on

Patient Satisfaction and Loyalty

Sy

S 3l s 00 Ghlem el e )5 qege (285 Laplislony jo eak ailf wloas oS adaej
Gl W ogdi ooy Laplin ooy delpo Al g laange als & (jley (5)00y 5 suietill) S0
et Sl lony 55 (5 e Gl iloms (5 )0lag 5 Zaloy b (Gl Lo Sleas 2oa S b0 o b alllas
ool s bl

GERsR 9,50 Hged e pl WAL Jlu o alae By, 4 a5 Ll beoy adllas (pf (o ila g
s5eie & vy oad bl esle Bolal sy 4y aF ogr (8 s jeed shaged b jboe () le Jol
09 prgela) CodS alal calisin g ) )3 o el (Y 18) J5h 5 Yl sl gy 5l aosls 5,570
3y 3 Sl s SIS S (LSS S5l TS 4 il Sl s
SV oolil b g ol Yo 4 SPSS 53 55 51y aalllas og 5 5 oual Cawssty gloosls i ooyt o) ylons
D23, 8 el g a0 j5s g (Shrad (0]

0dds &) lass CuanS 98 Gl yed slagd b jlen lews 25145 0l lad Lol adlllae i ilbazaly
Sleds Cas O (G (J’.’.l L;)Lal L;l.a:\.ﬂl.l L d;Ucu mjy.cd.! .Ajb; ‘531:’.})‘ .]44.:5;4 ') Ql.l..u)l_a.:.! u.’l »
W5l 92 (gl g e LU Gl i gaietils; g g )by e 5 00l 4l

a3 el Stlagy 5 Cdls drog 5 el 0 Slage 1 dSoly Sinl 4y 425 | 1g S A
Ol ey e B2 a2y SoieS L Sleas w4 Sup Tl slaasliz o Galgtes 5 e 5 2o
Dyl Sasdt (Al upe gl ST (B

&olg rnlans CeaS b sanels ) ¢l Lo a0 lg ulS

| Abstract

Background: Quality of services provided in hospitals has an important role in patient
satistaction. On the other hand, patients’ satistaction and loyalty lead to cost reduction and
increase the hospital income. Theretore, this study was conducted to evaluate the quality of
hospital services with satisfaction and loyalty in hospitalized patients in Shohada Hospital in
Qaen.

Methods: This is a descriptive-analytical study, which was conducted through cross-sectional
analysis in 2016. The sample consisted of patients in Shohada Hospital in the city of Qaen, who
were selected by simple random sampling method. Meesala and Paul questionnaire (2015) was
used to collect data. In this questionnaire, the dimensions ot quality (tangibility of services, statt’
reliability, staff accountability, staff empathy, access), satisfaction and loyalty of patients were
examined. Data from the study group were entered into SPSS software version 20, and analyzed
by Pearson correlation test.

Results: The results of this study showed that the majority of patients in Shohada Hospital in
Qaen found the quality of the services provided in this hospital as being moderate. In addition,
according to the statistical findings of this research, there was a direct and significant
relationship between the quality of services provided and the level of customer loyalty and
satisfaction.

Conclusion: Regarding the importance of health centers in providing and developing public
health, it is essential tor managers and otticials in the strategic plans to pay attention to providing
high-quality services, in order to strengthen the competitiveness of the centers based on
competitive advantage.
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