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Abstract

Introduction and purpose: The main mission of hospitals is to provide quality services for patients.
Evaluating the quality of hospital services can lead to the targeted allocation of financial resources to
areas that are in worse situation. The aim of the present study was to investigate the quality of services
of university hospitals in Yazd province.

Methods: This cross-sectional analytical study was conducted in 2020-2021 in 12 university
hospitals of Yazd province. In order to conduct the study, the standard questionnaire of SERVQUAL
was used. This questionnaire is made up of two parts, administration and expectations, and each of
them contains 28 questions and 6 dimensions. The sampling method was stratified randomly. Data
analysis was done in SPSS version 24 software.

Results: 225 patients participated in the study. The majority of patients were over 50 years old
(46.7%). The average score of patients' expectations (128.99+8.12) at the high level, the average score
of patients' perceptions (107.98+8.62) at the middle level, and the average score of the total quality of
hospital services (236.97+12.24) at the high level reported. In both areas of perceptions and
expectations, the dimensions of reliability, responsiveness and assurance had a higher mean score and
the physical or tangible dimensions, empathy and access had a lower mean score.

Conclusion: The service quality of university hospitals in Yazd province was in a good condition,
but the average score of perceptions was lower than the score of expectations. Although there was no
deep gap, it is necessary for hospital managers to pay more attention to improving the quality of
services.

Keywords: Service Quality, Inpatients, SERQUAL Questionnaire
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