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Abstract

Background: Each organization aims at responding to external costumers’ needs and fulfills its
responsibilities by internal ones. Thus, satisfaction with services can be an appropriate index for
assessment of services quality. This study aimed to evaluate outpatients’ satisfaction with
specialized clinics affiliated to Shiraz University of Medical Sciences in 2014.

Methods: This cross-sectional study was conducted on the outpatients referred to Motahhari and
Imam Reza clinics, Shiraz from the beginning of July to the end of August 2014. A total of 714
patients were selected through quota sampling. The study data were collected using a valid and
reliable researcher-made questionnaire. Then, the data were entered into the SPSS statistical
software, version 16 and were analyzed using ANOVA and independent t-test.

Results: The mean of patients’ satisfaction with the services provided at Motahhari and Imam
Reza clinics was 3.03+0.65, which was above the average level. Besides, the lowest and highest
means of patients’ satisfaction were related to medical records ward and physicians, respectively.
Moreover, the mean of patient satisfaction was significantly related to sex (P<0.001) and type of
clinic (P=0.003).

Conclusion: The study findings indicated that level of satisfaction with services provided at the
two study clinics was above the average level. Considering the existing short comings, steps
should be taken towards appropriate planning to eliminate weaknesses and improve the present
situation.

Keywords: Clinic, Patient satisfaction

Sadra Med Sci J 2015; 3(3): 167-178
Received: Apr. 2nd, 2015
Accepted: Jun. 25th, 2015

*Corresponding Author: Barati O. Assistant Professor, School of Management and Medical Information Sciences, Shiraz
University of Medical Sciences, Shiraz, Iran, barati@sums.ac.ir

www.sadramj.ir



Ol 5 Glwbaisy WWAF bl o o,leds ¥ 0,98 1 FA

Iy (S j pe—te Al =0

iy o
WA GISY Olrio IFAF o lawsli ¥ oylos ¥ 0,99 R93

(Original Article)

UF/ANY 2edly0 gyl AR/ FIoF 1bpdy fo,b

pole oiils (paasd 398 sLaollile,0 (2 jw i Glous I (rrarl po (Guseis Loy (4] 3o
WAY Lo 5o 5 Sy
Pl T podan Lo T ygy (Folo anbls T iloj (21> 0Lh 3,8 Bl Il 7 Gl sl Sl Wiy
"S>
Sl e o5t (Ko pole olEsls « K Sl oMl g Sy oo 00zl ¢ sle,s tilagy Sleas Cu e 09,5 Lot

"o Ky E & o s . . e . - - 2w & .o A
Q‘)‘»’“ ‘)‘)...M: ‘)‘).Mu Gim).: 'ajlc DKM..)L) gé.w).: ‘5>LM;) é)‘Uc‘ 9 WJJ«.\A o..\iwla g‘SaLo)é ‘SM,.:‘..\QJ uLc» w).n.\.c ..\.Majl Q‘JL‘.J)[S

R . . - a . . o . "o " .. s R
Q‘)"‘ a)‘).bw a)‘),a.w ‘j&w}) ‘551.: ol.i.}.’..a‘d ‘LSi“JJ" ‘SaLM.v) &)Ual 9 u.’:‘).’:‘..\.a o..\im.ald g‘sal.a)é ‘SA.M:‘A.Q‘.) uLc..\> u.’:‘).)\)..n ‘SM:L,.M:)LT LQBML)

oS

) el il o ool & (315 it bags | 055 IS 5 58 IS5 25 ol e lajle & (sFmly B L el o
Ca pol> anlllas 0gd Cguome Cwdd 58S Ll LT @l egon g lead CohS ioriw lp el a3l Wl e Sless
WWAY Jlo o 5lhes (Ko pole oRiils (il cov gaast 398 sloolSle s 4 caiiSasxlye b ollen gaiails; ol SUj)
A plool

eSSt Lo plel 5 s ppbae sloolleys @ casSaszlie (ol Ghlow (555 2 &5 39 (orhaie adlllae So (Ragh 0l 10095 9 9lge
asdlas ;o Slacagn Ojgo 4y 125 VIT .0l plodl ciog 00,5 axxlie ol jw Gloas 28l )0 Cea 1 TAVslools o LG BYYAY oL 5 (slocl
py g ools ol eolatwl o L g lgy 5l e a5 05 glasle Baze Jlgtw YV aslidusy doools 5)5laex lnl ais,S o8 0
A ot Jis (5 g 193] (g05] 5l eolitul b g V& ass SPSS 133l

Lwgio > 51 YL aS 00 ¥/ ¥ = /20 Lo, slal 5 (g ke olSloyo (o oo al ] Gleas 5l caseculs ) (liw pols ddlllas o :laasdly
4 bgye poye Zoldy 5eSile on b (ilie ) 09 S sy b 5l Sy Slae (LS 51 il ol 05ei eSils s 551
3975 &l sre gkl glas (P=2/e oY) axzlie 350 9 (P<e/v o)) iz b (oS es o cols,) oy (il w09 S0y
s

G azg b bl og wgio am 5l YL 5 0 90 ol 5o ead &l Bleas 5l ol ol a5 ols lis o al g S Az 9 Gy
CBls g a8 392 g0 Lasl 13 See o Tl g cans bl (0,5 By Cya 50 calis (65,400 1 b sl p3¥ 05250 sla SlS

oBSleys ¢ ol o i o Zuls) gals (B 5lg

X
(S py Sy EMbL g o o 0aSisls —(ulell) wigals lessle - YA ax oS - 1jaode g plandd LLs 0 - cldallad LLs ol s ‘cs"")'.’ Aol ¢ Jgtans 00 g5
barati@sums.ac.ir

www.sadramj.ir



javascript:location.href='mailto:'+String.fromCharCode(32,98,97,114,97,116,105,64,115,117,109,115,46,97,99,46,105,114)+'?'
javascript:location.href='mailto:'+String.fromCharCode(32,98,97,114,97,116,105,64,115,117,109,115,46,97,99,46,105,114)+'?'

VP ol ol e S Sleas Sl ezl e gaiels) e

Lo (S5 pole alne

ceo pll 4 olge ol T 5145 ol (saiz Jalse
Léya} 9 UL»S)[S A.«.wL».A OJS.LQ.C 9 )b.é) Wloos
A oS oLl e b Sloyos o5 plu g (o5

a5 Cewl bla el 5l SOl by SO oSSk o
W go Lal Ll b pliwlogy 41 3955 90 5 lile
3 Sl 4 i Ol e Sleas @l eg
solags g sleye Sleas 5l Hlhlew IS clls
5 gereo Cudl e ailen elle o 510l gliw L
Sglaie Shis raums dll el Loy 5o g ey 56
ol &S Wsle oo plhless sly )l 392 s a5 axil
U"‘)"L” (Y)wb’boli:Lo)é 0 T Co pde f’)l'““““’ ).c‘
gl 5 09290 Cundy (o))l ab S &5 jelales
Q) CaaS dgup pdb plas idu )l e ol Ul
aS ouds &l o gl goamie bl g ol oo Sloas
oY oledbl &l law 9 Sl jo i blo )l 15l o le
Soad @) (Sl g (Sloys slaasliy sgne ln
OUSHE wlye,y codld 4y cons s Byl 5l i
oo Sloas 0aisS &l )| sl ylojlu 4y x>l o 2058
sly 1.0 o yle sl O‘i‘ u;]La o Slos Ogup g
bl cur ol asdllas laal pl 4 Sbows
4 oaSarxle ol hles gaenls; e
f’?l" oKiils by CoU  paasd 095 6[»0&[4)0
Comsg Judow o LAVAY Lo o sln (Soy
Sz QLS 0,95 2 9 )18 5l phlen guels,
4.:_‘>‘J.A ULA) B k5ch».».‘>| u)‘li...wo )_va 9 olfJLa)o caliss

s plool peazl e Jlozol AL oy s

0?95 9 Slge
@ a5 op bl —hoy adllae S gl
S ohles Guetils) (el Ban b (orhaie )50
@ Ll anxlie o9 g cde 55 g Gloas @l ogo
pole oBuils g Cov saads 398 oKl
sy axslr 28,5 ol VFAY L s 0 (S5
Solileys 4y osisSaszle ol hlew ads |,

doddo

JolSS g, w3l ams wim (bocanae LIS W,

"oySasy ol ol g0 g Sl eog JiS slaanl
Sl Ky, 50 9 S0g, (S 2l RRCWX 3 e gl
Ly bolabinl w0,5g, ol B 3l cwl Jyus

il Sse ol e S L e Wb Lije 5 wiies

Olyie slajls 4 (o5l Baa b plole o571
S byt bawgi 1) 095 5 g a8 )5 IS )5
Sloss §l Cals, wles o2l 1o O-F) il o olonil 4,
5 olas @l ceas wlas cuias L8t cos

Slead coas I oleas (Bwi,S lasl mhaw fpuxen
i Sy emlie (a2 Wilgs oo 5 (V-F) 05 13
Conad S i 51 LT il sy 5 loss oS
(0) 35,5 Cguxa

2 oo Jole i Sold) slaou 500 Som |
o i )| cga allae gl 5ls 3,90 Sledlbl el
LY Gaedes Ban b cwsd b g odg slaans

el b @8F) sl ol jiie ozl o bl b Sloss
Sb> 5 pte PRl e Cold) S 0550l oS
> 4 abl Glpae g el atily gbsle Glaal s

25 olosle Blaal &y i yo bT Cuddge 45wl o
e Cald; pahe ol St Saldy x5
5 bacye plo sl 5o plojs g bl e )9
Sz alauly ojglis S plge @ Tl (5L mbie
a gyl a ol e85 18 axgi 000 00 Slaal 4 LS
CohS Sl g ol cer ol ady S ol
Coedl 05,0l (F) 0l zilae Slejo g ablagy leas
ol alys o5 ol b bl culi, asls
S P 353 dle aeln jo yie (22 e wao e

05l g Wb oo s gloys Blaal 4y iy g WS 6
S Sl b ade plad goles 4l Cux 9

(Y) 59 d2lg>

as ail ol pcd¥o o oldlas ple akl, s o

QO aily 80,0 Sleys Sleas 5l e YL cols,

www.sadramj.ir



oS 5 Sliwbasgy

YWAF Lol oF o,lels oF 0,90 /1Y

5 SisSw Jore i raxd Condy (Job Cundy (i
0lSKleyo @ anxlio olass) ogee Jlgw ¥ g (don g4
5 olSke,0 il ogon 0lSlo,o iso plas” a4 dx> yo
pe O e (O 4 ol slpriny hles
Ohlem Coldy ogas o Jlotw YV Jolls asliiow
Sheals; d(lsie 1) Gl oy 5 2als, o
Jrwp 5l colsy o Jlszw V) oSl ,o ledbol o
(Ulgow £) Sy oiin 3l Coloy o Jlgiw V) Sloas
Cdlse V) (S Sl 5 SIRL ooy 5l culs,
old) (Jlge V) Ggano 5 5ylmbas Jowpy 5l culs,
7) dlee Sy 5l olo, d(lgis V) (o)l sy S
Sald, ol V) elStalesl oy 5l ol o(Jlsee
Foony 5l cals; g (Ul V) igdnsl, Sy )
S92 5k Jlgw o Jolds poa i3 (Jlgiw V) ailsuls
@ doliiiny jo a5 Do b jlew axlge 9590 0 a5
AESVIORICAN ORIV IS N 2 DOV IRV A S R I
Wels) (slanys 0 OS5 Gilide bl cols; @
5 >k (W el 5 @lbee Gl (o (38lge (38150
el i Jlore 2 sl @S 0k al (205l
5 oeiald) (lime g 0B a3)S Sl 0 ) (nteS 5 0
sdeziw lagly (Sl 0515 Goyb 5l o] calisee ola
%

Jelows 5 4332018 455 SPSS 1531 45 Lasgs Laools

5 sheosi bl 5l ST g0 Sl s sl
56T LT (gl 35T 51 Woools dunlin g s g
A eolaiwl Jiws 5 9 ANOVA bl

aisl
S VY gaamme 3l as oo lis yol> gl slaaidl
a8 VIV 5 oyphe olSloys 4y (AOBIF) L& YAV
Ol 5l g Xdg 03,5 axzle (LFFIF) Lo, ool olSila o
5 (LOMY) &5 9,90 TV oo (55l daliow, VI

S oasS &S ) (n i85S wog (1 Fe1P) 9,0 505 YA
Alo Y8 00isS &8 18 o 35S, 9 Al SO o Ll

G AYAY olo,s slawl 5l as i Lo, slel g (s ppdao
o gl Sleas b, Cpa VAT olosls o LG
wLw‘ » as \J‘QLSA J..&w ‘..b'bjg ob; 4JL'>|J.A AL gox0
Oygo A (6 pSaiged 0lle, o 4 S axsl 0 Sl
A VT diged oo g 855 plonl (Sond b (ldag
b diad slojg, pled [0 diged ded 00,5 diule
B el B 4 g0 pley 5l hlasd slags,
@ Sldbl g y5lanx (hg; WS 6 glae oKl
okt (pl 45 09 aizlu 095 aoliiin, Ojeo
Sygo d ond Ghisel Glgzddls Sl oyh O o by
SUal yo oS G,lf.\,.,Swl).o L (alas) o gz @ 0,0
a5 Cawl S8 s s )T eSS aiog S Cojg
MS; O yge0 )Lo...: 0|J4.Q

anlllas el 5l in ohlew 5l o Sledbl 331 g
5 005> 097 (egax ;o BT (hjsel Rty &
A 00ls deliiw p JoST 55 g ol lews 5l Sledlbl s
B Bae sy ed §Kdwn by 0 Geizen
odls B pluwebl 08 4 jlew Cold; S 5 asdllas
g Sudlye Ny 6l WsSoma g9 bl 5T s
il woler aleye (g9 wledbl g aiilas ey
5 Nl dslllas o)l ivg anlas 4 Lle a5 Sl
e g WS Sy 4 bl &5 Gl
S Ceng Jds 4 6 Ran e 0 &S Slle
doliiow p JuoSS Wig,y g oo Hlanl s S5 4 jgae
Do 7, andllas s o el o Ll

i) 40 a8 og (SYle I s S aeliiin y OYlew
u] (5"5’“7“ &5-’~‘9) Oy 03l d.jb‘ u‘)Lo.u le,a)
ol Clas o i dlas aslul 5l O lawgs
sebie 400 5 il s e ol colo g gleys
5 o eolanul Flag,S ST 5l aalicow bl s
bl Sl ol a5 sl cess @y 0= JAY S

() s_izé‘)fg.oo g 7 Lol Js oRSe Oe s

www.sadramj.ir



WA ol o ol it Sleas 5l el e gasenls ) ol

Lo (S5 pole alne

Jdo a4 wyies Sgew 5 bl Sl 5l 6
O S Yo ple bl Ad e (o Ol
30 .3l 00gas dazle Cwas b, s oKl ,s go
oy 4iS HFames gesly 51 (LVON), OYY ulys
Olwsd plo @yl olleys @y anlye ggammall Cum iy
CVBIVY a5 VY g5 5 0isS oo dpogs 095 LLLST
Aoyl 5,500 w ], olKle o 4y dszl e S wings 00,5 08

Sl e s QFALS ax2lpe Sl i ) g

olKle yo
oy | olaas olbil ede
YA | Y. e Sij O
VEIAY | AT | Sleys e ogr ol
VO/FY | VY. OlSes (B
VAV A- Oleys CuisS
AR fo S (b 4
Yo YO | oSleys 05 Ly yiws ,o
VAIVY | AvF &b o9
Voo Yy¥ fonig

Sy jlosliinl a4y QIS 25 58 Zagll ¥ Jgur

TS
pow <o gl p9d < glgl Jol <o gl
el b e bk

YAMEY | Y- | YF/YQ | VY ANY OA

YANY | Y- | VU8 VE- | YVIYY [ VO

ARV V- VEOF | V- | AVAY | YA

jrle® | g™ | o0 | e o 0w

Ll JS 5 aisg Jlo YEIAF YOV o oSk b
Syme i Vo8 o (JAVIA) Jolie ,i OAF adlhae co
5l 52 FOY (OMiass mhaw Sl 5l 5 wisg (LVF/A)
Lophoo God o VAY (/FYIF) Sisg whud pj L
Sioe bl (FF) i YY ks g (YY) el
e SB 5l ezmen wiagy VL L Guilend 358 (loass
OSLo @ YV e WAYVINY) s oShe 185 120 (osSa
VWO 5 AEYIFY) oyl liwl slabing, b by i slo
ople 5 Wag (AYFIBN) 05 la bl plo 5 i
O oy 0080 (aine ) 093 CdgSw e
Ol 3l om 9 o) ol 4 bgye olSileyo 4 Glax e
2 g Gl G g 092 de g 5 sl SeS b
Ol eS8 el Jlo o cpl iy 15 pgw 4
Sl 5 Joroslez 5 olmlyST sl gl ) szl
plo leads ol Sldllas o3L o aSST e ol 0092
L 00,0 dnxl o olloyo a4 (oS 00l 0B sl Ll
A0g 00,55 A8 |y 0g5 CigSw e oS

Gl dom 1) 095 Ao g9 58 V0T 5 e g9 515
dom i ) WAYAYY) solgls Sag
S e ab de FVVYe) i Ae (ZNYIVO) oSS
5 Wagr 03,5 el (LFY+) ol a5 ¥e g oolgils Sy
b o 0dl (Sl Jlyte ul 4 nple
oBleys 4y borye coiy @ JBaSaszle Sl
3sg AN LSl g AYIE) by (A YIVE) bl
a4 ol JBauSeS s ale awb (o g
LLLY Sl g LY Blas adlas 5,500 slaolSle 0
gy odd 51E dnxl e L YT aSilee

olawd oy s de0 oo lis G Jado aS aisS ol
Sapd oo 4y a5 Wog atils bl LBanses s
59 g Wlos)S axzlie 358 olSloyd 90 5l (o 4 Sy
45 (o9 oml 4 g dxzlie Sde (regd Gl ()
Ol 0s ST plo a4 Cand oBloys g0 ol jo Sleyo
@ gy pol> (Bains s pej 4 a5 3 (Jl o

OBl s g o] ol jo Ll s 3T olKle s

www.sadramj.ir



S 5 SHioliise

YWAF Lol oF o,lels & 0,90 NYY

(hlie )3 wsg 03,8 bl 1) culd) (S i
g Sy 4 bgrye 0350 Cald) (e le (i
e 45 0 o 5l S sl claasily Sis Gk |
098 ey QBUSESE Cold; o Sk
3)ls dgzy o bl ayly 950 5 o5 iz
ope pSibe w508 Oile a4 (P<e/ee))
3,575 0975 5l 0y Glhlew b () Ol gecals,
O Oyized bl g2 iglas oSle o LSS
Dolas Lo, plal 5 (5 pbae S olSilo s 90 51 (G
o0 Syle ay (P oY) ol plas | gls sixe L]
95 53 QLS 9,95 5 0950 ol (S aszl e e 4
Shdel @l s mls gl @ ey boaw,e
oloyo 5l poye (IS sareculs, iogh md Slasliv
b S ptdae aged oSl yo b anlie jo (8) Lo, plal
Elai eSlee o 45 05 o 51 S boazily pluasly
sl (P= /DY) Job Conds b ollan (gatecqls,
(P=1vY) e Jomo ( P=/FY) )l les &Doass
3529 (S, sixe 6)u1 alyl, LQ.»T (P= /YY) auy EP 9
Sils 45 351 ] 51 Sl Lol mls culys 4o ol
5 s olSloys QLS 5l poye (gaiaals; S 0y
Lo 0> 3 5V a5 55 YIoY £ /80 4l Lo, abal
sl
2o e aolidin 5k gt o 1 ol b
odes Xloads axlge QT L 398 oKloyo g0 ) Y
12980 4N 5 j9mme gy 5o Dloleidn
o, sl )l )
BaiSaan e b SIS b U5, Y
Sho, Ml g s 3l oolainl Y
weyax w2 Bix g Jlew 0o 4 i axg ¥
o

alize gloanl s cps il by pals .0

Py 4uiS w3 e ol 90 Jgux o A4S oles
Zobe L3 31 i sl Jg Cuglyl Clyie 4 il
Olsie a4 anF cnl aSST e (AYYIYY i 109) oy
S 4 |y Slold (i w8 pae g ped Cudlyl
Olsie @ (5 98> BOCag ( blie ;o 0 00ly olas
051 0als bl (B aiesguly olawi o yieS” sl o glgl

NAY)

deliion ola )~| S5 e QY‘y—u uaiJL“’ ¥ Jou

Sare Blyxil | uKilee Aolidiw ) olayl
\IYE ¥ LSS 3 cols,
VIVE ¥IYY ledb! (LS, 5l cols,
V€ YIYY i PRESRA UL RO I3
/Ay Y/20 o 3l e ls,
VA YV Syl LS, 5 el
V¥ ¥/ obs,l 5leals,

Sl
- INY Y/AA Gobw p LS, 5l euls,
Ve \TARE Sy 3l culs,
- IAF AR abs,b jleels,
oliulo;l
IV /20 obs,l jlesls,
Sidesl,
<A ¥/ Al 9,10 LS, 51 cgls,
-[90 Yoy F el

S 009y gy oﬁ.»rf‘bﬁnjao]o; JB‘..\>X

oyed (Sl das oo L Jgaz oS WS olen
) u;iuf Sl oS, 5! Qlf.x.;;SaS,& culs,
Ol 5l o s 8s eS b ple 5l b SKL

» slaiie g Gigdpol, (LS, 5L Baseszal

www.sadramj.ir




WYL oSl o oy i Sleas 5l el e gasenils ) ol

Lo (S5 pole alne

oo i [y 355 Sloys e b SOp 6
) Cald) Glie 5 oz G adllas Gl 50 (V)
Oby o Sulo, aSgysb 4 W T caslin (g)lo sixe
5 OLISLES aalllas L a5 g alllas o sy ) i
gl 5 ke 5 OA) hlkes 5 s)lall (OV) e
@ alol> amcs sl cils Slsan (V¢) o>
@ olem Fadpie Jole 0 ol anxle cle
sl by 4 o bl YL aBs mlaw 5 olSileys
Srbn S5 g ikl 4z, Sl () K o
INAVY ol adlas o aiie e a4 Cad
2B STl YUY s g e0gr wy6 bl 5 umlye
30 a8 ) g lenog, adllas o .diogs w,ld Ll
wog olid bl 5l eezlie ST el plail Gl
ool 51 omazlye pliel Cuond aSul 4 daxg b (TY)
Sl Dleas (51 b sy o0 Sl 4y Wilosgy )8
2 oSy oS mies g Sl sy gk B o
o 4aalS” sl 4y Cprarlyo Sl 1 oS bt bl
Wlgice il 2,5 5l axzlpe Lpals S0 )b 5l
4 Gy bl Sl g pae o 4
5L et slagbiw Lo

oBoleys & oi & axzlie (n it pol> Ghaghy 5o
5 Loy, aallhn ;s 45 o 3 5 J5Is 5 015 Ui
5 gl ooy anxlie i ) Ses
(YN 09 (G g 3> 9 095 5 Olely 5 L) w90
cloas 5l el e o5 ol ol rag slaasily
ool 252 TN TEO i oMBglejl o (g5alsal,
Sheals) Ghlee 5 lagdg, aslllae 0 oS 5)50,0
TAYIF ofisle)l loas 5 JADIF (s3slgeal, lans
Sladlas cpl o gateiols) Glie Syb 5l ol o0,
50 00,8 s A0 Sy 08 5 LYY (g w08
Foony 5l cals) Olen 5 Loy, aslllas ;o a5 JI>
AVY) 090 70F (g Sy 5 2YD 5 ke

0976 & (S o)l Culd) Glime a5 el S5 oLLS

g o0 ol Basmedsl)l bl slac e 5 5,55

ouds &l,l ooz 5l gaels, e pols dsllas o
390 CIFAY YT £ 150 Lo, olel 5 (6 ke olSiloyo o
5 6 gl axlllan 1o 0 o5 bamgie a5V &S
TOPE Laib ol a5 oSl b (slaclim lass 4o o Sed
Bols 55 et (S b oS 1) 0es IS uls,
ot lom ;0 YYed 5 ya plygs asllas ;o (V)
S 55 sy B Tsgio ol s, Oliee a5
ohles ald, oLKan 5 SV colS adlae 45 (1))
S bawgie a> 50 idlgygl ST Sleas S ol
cols, Len 5 LeVsSs anllls o aizen (VY)
bsgie 4> 55 @3Sl sl SlS 1 ol
oyl lyan anllae ol b a5 (VF) el osd Lb)155
alllae s 831 A8 5 ) San 5 (ol dalllas 4o
ol el gle sl 3 SeidS Sloas
Ol oL 5 (5590 aslllas ,o (VF) auzils culs,
we Jlod (Sap Sl )0 b Sleas 5l culs,
5 oy adlae o (V0) usl oad yslp 1 AFIS
(15) wiogs ool oSile,s Sleas 3 IFFIY 35 o Ko
2 els) Gl (e 5 S aslllae o g
JIEVIE 5 bgie a0 EaiS axsle 1 VS
sl (VYY) ol G5 0 a0 Slas
0 gy Sl s b bl zmlis 48 0 ounlic
St e gy 2 9590 Sladaze DS I 56 WlgS o
Sold; i e g Jlpl o Dolds iged x>
Al Geon plnil o g ool (510,8 ag, «lylene
5 Sl Sl 5l Ghlen calo) Gl G090 Omlb
Oblew aand ) en 4 oie Sl (Sew (Sloys e
5 @b ) 98 4 cge Wl (oo ol (nl a5 008
St D) 393 SatdlS iy S als
wapdee plnil | (Sap glongas oS £2L0 ollen
Pl Azl 50 5 03,8 (658 1) 955 Gleys Gl S

Jz! @ pizmes s oo lid 1) (65T (6050

www.sadramj.ir



oS 5 Sliwbasgy

VWA ol oF o,lels & 0,90 VYT

Sl Gless BauS sl o a5 g sk sl jls )95 5
3,50 955 g5 Slageai jo 1y o5T obril sylie
sl Gleas aSST cde 4 (YA4YA) sips o 5,8 oSG
a5l 8 W bl ol i g Conls
ekl Jod 5D Sless sla Ty el Jlgds L
(Srae 5 s Godl SS& 5 g (Neal (o
S 3 B i) Sl o Silasn g |y ol sie
(V) auS 4z gs G500 slaolluns @ i

foye bawg bolSileys ol bl K clecde )
Sy Sldlas,s o5 o)lal floys cobS 4 (le
0 Jloi 5 Sloss CainS e 45 sids oyldl iz
S8 e Ko Oile a4 04l 0gzg alal, cleas il o
e il anils cyls, Sless CuiS 5l olyiie
by lp s eaml o ooyl sy ol Jleas
oxodsl)l g ailed axxlpe (Jed casmodl)] 4 Sleas
(VEEY PVl o dmosi o L% & |,

Cdx 5 phe Jelse Sl (o ol Saegh Geizes

Al pliwlony 51 OUT LS cals, 1) olrie
@l T 50 035l olmyl 5 b lans LSS el
slaaglsl 5l ol culd; Gl o Jld oS5 lie

Tk Ul v se gmme Gl o o pae
GRIFL e b Sleys ST n (2l Sl

el g gilwd bl (gaeials, 5 sl

iouliel 5 QLS GGelil oy lons coiS
D0 aete Sl Olilen Culd, Rl s Wl e

5 A e il e SLIE & calie Sl
O ohles Sbolasl 5 Slolprins Ll cpl o0 0,5

Sholasl g Ol Ggae 0 weSe Djeo

575 Sl 0,50 4 Sludz 50 g 0ad (5yslaex
35,5 gk

by parin Jup wud> O)90 LS55l e

szl e xS Sex pllen Cupoe

iy sl 4 8gd e end 3] slapres

4 kS Sliios sl oy lem Slolil 5 Sholgiing

FoS 0 om by 5 Gl Gei> 4 az gl az e
Ded oo AwlS lo )b e 5 eslail Sles 4y il
a5 05,5y S cppy Wlgs e ol s s s
@ 055 ble olax Sl Glen cumo alad pas
9 Obly 9 085 o ol Jol Gl llon
30 2l 53l Wlgi co )l o Slazel us ol
Gl 5l (YY) asl azils ol les saecols, il
oy b Sl a Sledlbl i 5l ol hlews SH0 500
Ol (sateal, il e 5 ams e il @
Sl a8 Skl azym Ko ojle 4 3 (g
Gl i W)lyee Cdlys 0 Ly L Sy
o598 Sladllae (YY) 0gd oo yiion Ll (saiecols,
J8 4 alalST 5 8505 b ool (555 a5 wms e olid
Gotan o b o) Slaleol & Gl 5 oy slos3
e ol e slazel WS oo g8 ) Yo g Sy alai
(V) aoo oo W)l godlo gl 5 s o Jiul3él
O olSle s sl cle (St ol iy 5o
O3t ol e O Sham 5 el ooy s Sy
O by oBleys (Brre 5 (Sloys slaadyes
odljdraz gl @l Lesl 0ud (le Lile (n e
ol yige b i (5,105 s Cnd a5 el o] 5 S
Sleas pled o9z 4 Wb aiwe) cnl o andl (Y0)
YL ceaS maw 0,8 ojlil Slas ple )l cldlw
2lo b blal o (Sip Coenl (Sa5 slocdle
Cocudle Gras | mhe e e Slas 5 LS
SeiS Az colply ol saly o gl (S
A 55 0l lp Lol sl i (Sap slacodlye
a5 al gleie GlKen § comd dslllas o 04 wales
Las> o o9 Jole Cuie oo 4 e olils
5 ey (T7) Cwl waxr pltie Ol 5 ol iie
ez g Slg oo 091t 0l e g Sl e (Sl i
sl iegn s (YY) 00,8 oleas cdl,e il
g 00lgils Slolgiing 5 anogs a5 Cowl ] 51 Sl susie

YU Gl 5l Sleas s il e aiw) o bl

www.sadramj.ir



WO Lol o ol Gisn Sleas 5l el e soenls ) ol

Lo (S5 pole alne

Sozge Lulpd Sgnge s W)l g hnd Ll (05 Sk

.JJ)‘Q).g flf

PG g
40 Jels o ee adS socliw g lomj 5l aiwguas

o, lo g g g o rome Copde g Sl @Sk o
il 5,8en o Kingh b )b calise J>l 50 j0 a5

30 1) 09> 8 4 Jllew 9 BaisS dsxlye 4 )5

ly S g lojad ol wols JI3 o Kiwgsy Lo

RPN

&b

1. Applebaum RA, Straker JK, Geron SM.
Assessing satisfaction in health and long
term care: Practical approaches to hearing
the voices of consumers. 1% Edition,
Springer Publishing Company: New York,
2000.

2. Mc Dougall G, Levesque T. Customer
satisfaction ~ with  services:  putting
perceived value into the equation. Journal
of Services Marketing 2000; 14: 392-410.

3. Smith MA, Fiorenza SC, Rollwood T.
Satisfaction with care. In: Kane RL.
Understanding health care outcomes
research. 2nd Edition, Jones & Bartlett
Publishers: USA, 2006.

4. Farzadi F, Maftoun F. Quality
management: philosophy and trend. Payesh
2002; 1: 57-59. [Persian]

5. Grayson M. What does the future hold for
hospitals: An interview with Dick
Davidson. Hosp Health Netw1998;12-6.

6. Pink GH, Murray MA, McKillop I.
Hospital efficiency and patient satisfaction.
Health Serv Manage Res 2003; 1:24-38.

slr b OVae b 608 Gree glaarlas &0
0375 3,90 ) Jrop Azl 98 s drogs ST olilas
slas o (350l S 4 Ghlen b moe 0,55
Oblom ($ulo )b 2alS ;o pole job 4y sages (L3
plosl gals a8 coul anwsls Logls Gloaee s
et 8l aazie G5 ialEl deelKile o
(hlew sl p (218, LIS QQ”T w2l s doy idgy
G 5 Ohlew Culd, @ az g Caz 50 Jhwn (b4l
Jgdy dias co ol e Cols) 4 aS Ly
@ olelen pylae 2Lyl 05 I8 Glase I
Jb g aids o Slec oS w0 o 1) (Sl cpl Y gte
5 dwmlie el b4 I 093 olbiw)les
O ol @ Cad 1) ol sles sanl slags sl
Sl Jsl 092 59, iz scusgaze byl asllla
baS Conl (o 9 3,5 plaxdl (oS 5 (orhaite O 50 4
als) pae b culd) bl @ Bl oes S3elgate
B Six 9 @by Sy g pBasses i Bl
Ay cpl H0 aS b cans Ll bwg oKk o bl
il ol 5,0l adlls a5 058 o olgiiny
@5l Ole U ogd el lalslae &0 4y g Slo;
vy bl ol b g ead plel Sleladl
adlllas bl aSST s b allae ol gaienyls,
ol oo S50 4 Wl o0 8 (RS D50 4 Sl
SLls S ol pas b cals, 5550 50 Glilew 455

oads dl)] Sloss 5l satanls, eyl dslllas 4o
oS 3g YIY £ 50 Loy slel 5 s yebe olSileys 4o
Oliee & 4z b Ll ol oyl bawgte a5l 5L
29 b Sl 55900 Ohlew 5l (P 50 ood RLEJL

Coz 50 b Gpyaalp b ogzge sloowls a4

www.sadramj.ir



oS 5 Sliwbasgy

VAT ol oF o,lels &F 0,90 /VVF

15.

16.

17.

18.

19.

20.

21.

Iran Red Crescent Med J. 2013;15(9):843-
847.

Puri N, Gupta A, Aggarval A. Outpatient
satisfaction and quality of health care
in North Indian medical institute.
International Journal of Health Care
Quality Assurance. ISSN: 0952-6862.

Arab M, Khabiri R, Pouragha B, Movahed
Kor E, Mohammadzadeh Jamalian M.
Development  of an  Outpatients’
Satisfaction Questionnaire for Hospitals of
Tehran University of Medical Science.
Hakim Health Sys Res 2014; 17(2): 127-
137.

Keshtkaran A, Heidari A, Keshtkaran V.
Patient satisfaction in outpatient clinic
of the hospital in Shiraz. Payesh journal
2011;4(11):465-459. [Persian]

Ansari H, Ebadi F, Molla Sadeghi GA.
Evaluation of patient’s satisfaction in
hospitals under Iran University of Medical
Sciences. Journal of Birjand University of
Medical Sciences 2004; 11: 38-45.
[Persian]

Afkham Ebrahimi A, Nasr Esfahani M,
Saghafi N. Patients’ expectations and
satisfaction with their treating physician.
Razi Journal of Medical Sciences 2004; 11:
367-75. [Persian]

Bakhtiari AH, Hadj-Hasani AH. The
effective parameters on the patient
satisfaction level of the referral patients to
the out-patient physiotherapy clinics of the
Semnan University of Medical Sciences

(second half of the year 2001). Koomesh
2005; 6: 167-74. [Persian]

Roodpeyma SH, Sadeghian N, Monfared
M. Patient satisfaction in outpatient
clinic of the Taleghani hospital in
Tehran, Journal of the Faculty of
Medicine 2003;3(27):209-215.

10.

11.

12.

13.

14.

Ziaei H, MD; Katibeh M, MD,MPH;
Mirzadeh M, MD; Sedigh RM, MD;
Rabbanikhah Z, MD. Patient Satisfaction
with Outpatient/Inpatient Ophthalmologic
Services at Labbafinejad Medical Center
Bina J Ophthalmol 2009; 14 (3): 289-297.
[Persian]

Kirchheimer B. The patient's perspective.
Hospitals must report patient-satisfaction
data or face a financial hit; For many it's
just business as usual, for others it poses
some challenges. Modern healthcare
2007;37(29):26.

Bakhtiari H, Hasani A Patient satisfaction
in outpatient clinic of the Taleghani
hospital in  Tehran.  Journal  of
SemnanUniversity of Medical Science
2005.6(2):524-529. [Persian]

Omidvari S, Shahidzadeh A, Montazeri A,
Azin SA, Harirchi AM, Soori H, et
al.Patient satisfaction with emergency
departments. Payesh 2008; 7: 141-52.
[Persian]

Bahrampour A, Zolala F. Patient
satisfaction and related factors in Kerman
hospitals. Eastern Mediterranean Health
Journal 2005; 5&6: 905-12.

Kowitlawakul Y, Ho Shu Qin J, Nee Mani
L. Assessing Patient Satisfaction with
Health care Services at Outpatient Urology
Department of Tertiary Hospital in
Singapore. European Journal for Person
Centered Healthcare 2014;2(3) :393-9.

Fustino N J, Kochanski J. Improving
Patient Satisfaction in a Mid-Size Pediatric
Hematology-Oncology Outpatient Clinic.
The American Society of Hematology
2014; Blood: 124 (21): 4847 — 4847.

Ameryoun A, Pourtaghi G, Yahaghi E,
Heidari S, Bahadori MM, Ebrahimnia M.
Outpatient and  Inpatient  Services
Satisfaction in Iranian Military Hospitals.

www.sadramj.ir


http://www.bloodjournal.org/content/124/21
http://www.bloodjournal.org/content/124/21

YWY Lol jo ol i Sleas 5l e gosensls ) ol

Lo (S5 pole alne

28.

29.

30.

31.

32.

Communication. MarkSci

545-60.

2004; 23(4):

Bush VD, Bush AJ, Clark P & Bush RP.
Girl power and word-of-Mouth Behavior
in the flourishing sports market. Journal of
Consumer Marketing 2005; 22(5): 257-64.

Babin BJ, Lee YK, Griffin M & Kim EJ.
Modeling consumer satisfaction and word-
of-Mouth: Restaurant patronage in Korea. J
Serv Marketing 2005; 19(3): 133-9.

Wirtz J & Chew P. The effects of
incentives deal proneness, satisfaction and
tie strength on word-of-mouth behavior. Int
J Serv Indust Manag 2002; 13(2): 141-62.

Souki GQ & Filho CG. Perceived quality,
satisfaction and customer loyalty: an
empirical study in the mobile phones sector
in Brazil. International Journal of Internet
and Enterprise  Management 2008;5(4):
298- 312.

Lis CG, Rodeghier M & Gupta D. The
relationship between perceived service
guality and patient willingness to
recommend at a national oncology hospital
network. BMC Health Serv Res 2011;
25:11: 46.

22.

23.

24.

25.

26.

27.

Rowlandmorin PA, Carroll JG. Verbal
communication-ckills and patient
satisfaction - a study of doctor-patient
interviews. Evaluation & the Health
Professions 1990; 13: 168-85.

Laidlaw TS, Kaufman DM, Macleod H,
Sargeant J, Langille DB. Patients'
satisfaction with their family physicians'
communication skills: A Nova Scotia
survey. Academic Medicine 2001;76: S77-
9.

Fortin AHt. Communication skills to
improve patient satisfaction and quality of
care. Ethn Dis 2002;12(4):S3-58-61.

Hamidizadeh MR & Ghamkhari SM.
Recognizing Key Factors for Customer
Loyalty Based on FRO.lran J Trade
Studies 2009; 14(52): 187-210.

Tabibi J, Gohari MR, Sabahi Bidgoli M,
Shahri S. The impact of service quality on
the loyalty of patients referring to
outpatient clinics of studied hospitals in
Tehran. Payavard Salamat 2013;6(3):194-
203. [Persian]

Godes D & Mayzlin D. Using Online
Conversations to Study Word of Mouth

www.sadramj.ir



OS5 (Glawbise WWAF bl o o,leds ¥ 0,98 [\ VA

Cite this article as:

Bastani P, Barati O, Kazemi Fard Y, Haji Zamani Sh, Sadeghi Pour F, Moalemi S, Chogani E.
Survey of Outpatients’ Satisfaction with Specialized Clinics Affiliated to Shiraz University of
Medical Sciences in 2014. Sadra Med Sci J 2015; 3(3): 167-178.

www.sadramj.ir



