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Abstract

Background: High quality of health care services leads to have a healthy society. This study aimed
at prioritization of the influential factors on health care services quality using a hybrid approach based
on Analytic Network Process (ANP) and fuzzy TOPSIS among Public Hospitals.

Materials and Methods: This applied study was a descriptive one which was conducted among five
public hospitals between the ends of 2014 to the early of 2015. In this study, a hybrid approach
including Analytic Network Process (ANP)and Fuzzy TOPSIS was employed. Data collection tool
were Analytic Network Process Questionnaire and TOPSIS.

Results: Study results based on six main criteria and nineteen sub-criteria revealed that hospital
number 4 with closeness coefficient (0.714) and hospital number 3 with closeness coefficient (0.243)
obtained the highest and the lowest rank, respectively. These findings presented higher performance of
hospital number 4 with respect to service delivery. Among the criteria, reliability with weight 0.20 and
responsiveness with weight 0.199 gained the first and second rank based on their importance,
respectively.

Conclusion: This study with a hybrid approach of Analytic Network Process and FUZZY-TOPSIS
suggested that hospitals can provide service delivery by addressing their weaknesses to improve
hospitals' performance evaluation. In this regard, patients' satisfaction will be increased and lead to
loyalty of patients to hospitals.
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