[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

OlCeR §  gudd SSo (Sl slow Ste S i 30 o Byl Do ks ot UmUJquH 5

Sl low CSuin S gSu 50 ol B Olus Caudss s
(050 A (5 05 a5l S5 31 00l by (59 590 axiling)

£ 2 Y q V7 oo \ s
bg).c.)..w‘ P98l noal debld T (6)9ae pws Somer b Mo

ANV 2 5b 0y gy AFIVITA il ) b

:OA_.!S.._? N

bl okezy o ppe S0l (Glislow SloidS 050 0 pogasy (CuiS (55 ojlL] 1 SAb 5 disej
aellbs s v o b b s ol 4 liws cg> (MCDM)s jles L Lg,f/,.wa slo i
H % Srin slogiso s ) 5 el plniw sloyas L (00 0 5 (2 lwlis 50
5 AP ) il Aller f o 5L i Sl slical L g Sy ol olSils (5la 0ol

395 (TOPSIS) yewsus G

5 Slodl y Sogpe b Ius] g rhio yig) 4 Al — huogi ddllhe G Sty o2l o Jigs 9 Slee
Sl g 5 A5 s il o3lizual b s 5t ity 55 e (sloyas L G w5 i i 03 lizual
(SHiges 5 pusag S5 il szl b il Al o 13 s plnil lopailis 03 Oip 53 (il Al
il cidS pbii jl Lai s o bis 590 Olaylow o sloyido 15 (5 pinn Olow Jl (5,5 -
2 Ollow 5 OB o5 doliiuuw o Al (5,9]5,5 il . bis (st 45y oS

wodow Dbl loy 4 4og5 i Olugals Ol Sy pio 5 o] i 255l) o o> ciin gl
Logas Ui ol jl i i 357 S lmins (Sl (mands 9 olaie] (g piwd (O350 (51 48, 9 (Kol
Yo S b ity uizmat Nivgs Cupll o piaS DI Sl 4 dzsd 5 s SDI (Sl
gy Sl o i8S Slacl 5 jhe Sisy 5 CudS

Slod 5 i phmin 9 OT 05 Og 5 i cwvlio (sloyaz i jl oslivul 5 laiil s S domii
Il shiails) so Dlous CudS pgo sl Jid 4 d2pi b icwslio Sl b g mmio Sogd 4
o (o] oMo (Sl sl 5> gl s il

Oleslow (5 piun sloizs (loas CudS pun b i ol po ki Julows s elS” SladS

)

Ol 03 o Byt dnd sloyd — Lilags Sless g S poke olKils ceilags 0uSails ( Sloys 5 il Slaas o e sy ,S
Ol Ol Ol (S pole olRadls sceadlos olaidl 5 Cu ke psle 03, o lays (i Sloas Sy e il Gl 5
Ol 0 i s g ple oBiils (y o 0aSisls ( Siriio Cg e 0G| wl.;.f,)lf“

Al et ol i pole olKiils (eadl slail g Cu poe pole 05,5 ¢ Sloyd (LBlage Sloas Cu o w5 elis 5T
(Utns 0050 ) el 5 el 5 5y poke olSLails (ublagy 0uSiasls uadles slatdl 3 Cu poe pole 05,5 wlivl ©
AAANYA :ules o,)less @rabmoha@tums.ac.ir : Siig xS w0l

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir


mailto:arabmoha@tums.ac.ir
https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

08 fubuwo 030 (1140 Sliwn 3 F 0 skoud cud 54 Jbo

= &L il Slusl sglad 5l il a8 pealae 1o S92 ge
e lo asli 5l gl o e Jaw (pl 5l ojg,el (V) wiS
Lol 0,5 o )8 oolail 5 50 (5,25 paouas diile Cu ppae
01,5 050 G ya8 4 Sleds el (6,5 o5ll yo 0guds oyl
A A) Cesl a3 5 18

5! (Analytical Hierarchy Process) oo dwdes Jolow g,
Stz ol s il (o0 aaSli Wiz 6 peeal o oo
g o oolgd Ly (o295 (b anmlie (ulusl oS el oo
o=l s e plpae a ] calisee lag s pwy 1Sl
Ao Lo )y ()59 b aims (oo (Bl lpse 4 w9
50350 patine 1) ool slo an S g anslie 9550 Jalge )
S QL) 43S o e 9 AT ) el (e o]
SOV NG S UNP SN S IVPUN [ SCIN
9 oo el (295 (Slas S e 0 il eolizl
e yw) (295 S5 el ulao Ll Lad> b lojes
V) 0gd By (6,58 ST g anye

AL i s 55 5 5988 g o gilise Slalllas
b S plowl Sl )lony Sloas CoteS (555 ojlail ol
2 OYAY) LS g ol oy i Jlie joboasy acul
adgl bl Sleas coaS BIKE g b (gl axdllas
oBass 5l plea sl Sleys dlags 35T, 40 ool &l
Sl Uasl a S wagw,y doeS ol 4 0aisS dszlie ool
Sgg0 Camog 5l Lol lSTol 51 51,8 (5w 8 cuwns
ol 5 d5ete ln 5ok slad &5 e oyl 00
ol Sleas &l g Gl yiie cols) 4 s jelaie
&3l ez sl alllas (nl )0 3505 0925 Csllas Sleyo
Service Quality g, 3l Gleas coaS Sbj,l g Sledbl
(VY V) 00 oolazl

J=lod g a2 (lsme L anS 5 50 (—teghy ere
oolwl b lejo g cllagy (isw o wleas coaS (60l
Sl Bleas oS cowl atuily AHP 556 slo Jow
L g oogad ammslia | j5i5 ol i o jlgz 50 00l
i)l daled e 1) gl b loes o cnl 5l oolanl
ko 09,5 )3 pamatie JISdp by s Sleas CudS
OVl 43 5 O g0 sanss @iz

Sle (axld (88 (355 St oo wad aslllas ol o
oa s a Sl slaa =1y go a5 g Sl > S aS
iS5l (ol len st gla isu)lea s
oyleme 3z 65 el Sl SSS l eads il wlens
5 e alwds Jos)(Multiple Criteria Decision Making)
pmles eolatul (TOPSIS s 5

Ol 2! Slailti slowt sg0f 03181 ale ozl oy O Umjl‘w ol

EPXER

Codlae Sloas 4 G Culus 9 VI CoaS 4 4>y
a5 Sz aslr a5 cl SIS (e 0,05 )0
5 s ol YISl iy ol ol LT 4 5l
4S5 95D (oo age 0lgon HUATl a5l 5 ol Sleas
g bl 595 4 59) Sleas 5l G5 00 9 YLS (b i
) 5 VLS o] SE0isS 4l e 4y o 5 peS slaiel
M oy leas ool HFaws

355 Sy b o Lo oS Sl g el Sloss alas |
3 gy o oS e iy Sl ol o Lol 5 Lo
CaieS L Sleys g (Sl Sleas ailladly (o Sleyo
3 ol iy 53 45 1 ol ol (51 oplas
I3l w508 5l aley 4 S8 Sl ecul o le ]
5 Shigy e 2z (V) o3 s 65l 5 g o
5 3 ol aee 5o 055 198+ L5l ol
Slods o pos s Sy OS> il a8 3
00l del Cloas il dz LSO aSiils Coons 4y Slilogs
o S 1 e ol 5 s, 352y Eaims @) b
) as

Sleas sl Logar) coaS ofly 5l 280 carogs &l
Ol Ly (oo S 4 e 5 5l500 (Gl Lo 9 b
= dalol 0 aS oo gz 0L pl Ho ol Gl veg
g syslol | o ol

5 Ol Lanl aolie b ol mie Giglad oS closs cuaS
052 5 a3 aS Sl il el & jle el lejlu o Sac
Iy ol ymie ol sl wlgn « Sbas Hlojle S Cwas &)
(%) o5l 00)5]]3

g ool 6l ogm cnlie |) CudeS (liex S5
5% 9951 (oo (2l 0aiS Bran sl clio b g 008
A (o hogs g et |) 0390 celie (6 e L
(B)

oS (NHS) e IS5 oo (o pldis (o 05 3ubo
o3l 4y Cowys Sloas el 5l el &le il <odl e
S 50 wdhes g calin (sloged b icenlio oo )3 ccnnlis
)G G b 5 i o131 e s

adox 5l Sloss CudeS (6565 o3l sl (sl sl ol
5 Sloas 03l 5 ojluil (arls e (g bl o,
azlge Glaleal L lag) cnl 51 Sy po Lol ol 0929 0 8
o 5L Jae S lin ol 4l gl o il o
i)l 2 s sl 555 g amals v 6,5
Sz S e Sl Joe 958 (e ooliitul s Sles
Slalel &8, 50 1) Lo 6518 slo (5,55 asgomme 5 aasls

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir


https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

O 9  xdd Sdo

sl koo Ly Lo o] iy el g 0 gusy pp Yo
Dol Cewd s oad EnF sle asls )l o] Sliwles
oty Jol) QB 3 Sl 33 S aelin py SO e
) Sl 5 Lo iy oyt 5 ol oy e
Ol Eglae (ol (Yot 5 GLbid )5 (b Lo
S8l g 4l g (ol QY gtme 5 Lol 15 wolSsils
b Lo asls (235 L ala, o (alSasls SeaslsT
SOUK S5 P I US* Hh O ES PR TOX UV RRVIN 4

ol ead> yo 0l 9 w39 90 ad> o o (a3 LS (20 (3
sl a3l (25 s jslate 4 &S (25 Slunlie acliien
OS5 3 5l i Ve JLasl (0 0 00l 000 )8 s ¢ ol
J8 (Nog 0390 JuoS5 1 dolidiow 3 Jud al> o j0 a5 (60l ,30)
oolatul b gy Slalllas dnliiiw 3l Jool> Sledbol 4 8
ol 5g Le (et ld ol 4 gues S Jlod AHP )
o Expert choice |38l o, 5 5l eolaiwl L juogimy 5l ad> o oyl
Sl Gl asls dl> e ol 10,085 plxl 2g) Sluslio
39) s dslie [0S L g0 dy g0 JB als e 0 0
30 g oad Gl la sl ol deliciw 3l eolazl b ciés
5 (ol 2 (39 oad bl gla el o deliins
A0l Frwly dolidow g0 2 4y Hlai 000 o 8151 & Ve Colyd
oobede 3l (om0 5Ll (6l g (53 Slael 5l (g5 amslie sl
13gus 0 00l 3 O yg0 4 Selu a0 &

(St sl e (S i 33 oukd BTyl Olodd S ot Um‘ujl'w“ud

i3 099
oS @b b (helos - (hrog aslllae o g3
4o g oud plol (cross-sectional) xlade & ygo 4y 45 Coul
it sl i Slaas LuhS Syl Lo 5 52
oolaiwl Ly ol a5 Sy pole oRils (glo b Lo 51 SO

23105 (o0 (MCDM) o)lixo diz (6165 oo sl Joo

Al oo Tt & Al e ez s adllas IS b
Ao cnl o &S o (alh 35 g gl Sl gl al> 5
SdeS b e e o (g 40 09290 (gt (o p L ]
g Sz L (590 addllan G ol gl iz oloas
Google Google SID 4 Loz 5l SLedbl sla ol L ;o 5>
sla ojlg uulS 5l eolaxwl b o Science direct ;PubMed «Scholar
(oD Blods (e romiw ¢ liw lows Sloas coa s
ooz caS edw pllas [0 Slods CotnS (1959 un
“Service quality, ¢ o, Sy50 as " Sl S dlag
Hospital’s service quality, Health services and quality, Gap
O ygo 4y "analysis in quality of health services, SERVQUAL
o e e Yl Coled 0 285 O jpo (eSS
Ot oS ad S8l AliedA ggerme j3 a8 )5 5950
SVl (o) L 22 (o) 2 3590 E90090 L ] LS|
Sloas CdS 1 fge Jalge g la 2 li alS ond 23l
ple jasls |1 S5 alads (oges Llod b g oo gl el

23 kel (=95 pwlide 1\ Uy

O ey | b | T oo | omb

e | ombe | e b | ombe | el

\ Y Y ¥

I\ 4 \4 A a

Yoo liebl sl a5 w8 0515 (llen slp 8 YYY b

2 5 ol olael d g diedul Ojgo 4 g A 48,8 0 8

o3l G P sy g it O)aalllas 9,50 (i
2 2

z x (SD

(z, )*x(SD)

= e

@l sy G e (B o a5 (25

Lﬁ‘)‘b A.AL._.M....:).: )| obLo.Lw‘l_)dbfa u.a] )o .\)53 U’““bf)"

G i Olilows 31 Yoo ST 00 @ bogy po Sledbl ¢ 0uls

n

3 S, 0 00 50 dllas ol len Coine gl oy
I So e y0 eud Al Slea s pdS sl g b sl
ol s o sl mez G P 25 g A O)le A
%8, 8 i o Ly g ) TOPSIS g, 3l eolaiwl b b s

ad> e ol (o) 5 (2l b g Ohlew asbiden y (b

Pt Gy S (kS bl s Le asls (85 L s
355l AY s, STl ol bl 505 (> (S Joye
O P UWRIPETI I S I PR SOWRSIN SN PRRLIX:JX g St SR WO
EVE RN SN V-~ - B R Y 1 B RO R WS
s LT s 5 6,5 5 ey ibagy Slass Sy
plol 4 azgi b s 5 Jloel doliion y 09 9 Mo jglaie
ol o».\_g.o)f 4.»...»[7&4 ») JﬁA)S )‘ OQM‘L)L&) S,90 4\)54)
3 gl 8o L amel> s 0591 j0 g3 BB olenil Jlaie
a8 )8 a0 o Y0 oud plonl Ggbly aslllae 4y 465 L (d)
QS'AM)'?)JGJ)Q o[+ 0 f‘fﬁ(Jj]&}:sUﬁ?)a W X
3 )90 dgal ¢y ddged 7= Jooid 4 azgi b a4 ol s

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir


https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

08 fubuwo 030 (1140 Sliwn 3 F 0 skoud cud 54 Jbo

s awdly

LS 53 DL 33 g 0us plnil (55950 anlllae 4y 4z g5 L
Ol @ 55 (el B0 5 (Lol slal (lgie 4 (a3l ot
oS sbe el ) Jgas 0 aiad S Biolas
5 O 5 5l (Bles B 5 o (o 5l ol ou
sl 00 00,51 Lpil 3s0las

O 2! (Sl sost 3901 0181 sale cpazmil (sousy I Um]ulw MbJ.aé

gy Ay 4 0ad L2 (39 9 g Cagll sl el
DAl gk 4, Soles )0 5 (2b)l cnlie ;0S5 L (AHP
43S oS Sl gl pogde (pl 2 Gl ST el
) e JTowsl Jo ol b1 alold o a8 il Sl
a) it Jlowl Jo ol Ll alold o i g (5w >
il 4l (Saw Sl oy

Wl il 9 325bas s abus Y Jgax

& olao

Saodlws iy a0l desl (390 (s 33 9 59 0 Dliaa (Ol 4 (o s
Ohlew sl 4l g caslin (ld g (g ¢ iy (o> 9 (>9)

09— Ly «Dled > & g @Bge 4y A1l Ly SLISS @ Fuwly Co yu
M Jo 4 Jolod wisllsg slozel LB 5 oro plowl cloas el Y
izl Colo lo aSd )l Jlow 610,55 2 Ol

e Sl g Q5 I b g a2 L ool ey (S5 S5 g 2
Sliglojl g b Gloyd 58 9 JulS planl oy 5 98 abls gy 9 o Ghisel 5

Sl o Jomme jo i les Ll le gl S L Sloas a4y g s
9 by g Sy (ol Eg o Loy canslia Hlanl oy ol (o el g 28,
(sl g SelSTl leas 4 (llew (559 Al s s s Bl 1o

o yd g sla 4y (SIS Sledlbl ols sl i ja g Sleas diw,d Sledbl &l
Sl Sles ool 3 LSt )3 ot (el Samdg 3590 )3 DMl (nl 4 (9
Ohles b allidge 5 camlin 18 @l g9 SVlgms g Loy DA a5 055l

S50 B g ool psk Loy 4 (B350l 5 (S sl Ao &)

95 Olie = 0leyd 0 plo g liliw sy 9 QIS5 g Slazel LBy (sl 500
S8, g ,as jo Cdlacs e — ey oSl g by 9 K05 4 olazel
— e Jo 3550 50 e 4 Gols el = leys 0l b g Gl (1SS
e 5 (oS 5 Gyl e sl = jle @ slasely loebl o 0,5 Wl

OB )0 6l Sudggume (> 3925 -0 plowl Dl Bilhae oS el

5 DL (il —(g9m ST s EMgend 5 asliyy — 5l i g 3525
S92 oLt b plloviul 5 (So5d (el —ad e pd B3lg> (6l SDgens
— sl G 4 LSS by cnl g T lie -l o e asl

adye yub Soly> o) 1o 5 sl (g5 5 e aly S92

ol g Lasls el low ot jeicw bl cule, 4 u’Jalf'l Ooils
il esy playd 35,05 s a5 o (sl slasls & 4z 5 i
slosls S50 g e 4 (69,8 ax g il Lo 4 (g ) o0n leas cwslis

Slows Sl (yiilo oS5 ale ore yljue (59 ol

B & 5oalb g Lo
B lagole
LS, Dl 5 hlos
OLS,I saie addle 5 gainl
Codgiune g ylbg @y Gl los| 5 ages
5 Oblos JL8 50 055 la| (o555l
Ble g oo b sl 4 S8
Sisel (58 Slee g s ral| g (SKiwls
Jrd b cliie p3¥ 4,28 9| (092 sl 8 >
9SS OV o 50 <
slowr sl 55 0550 loas
e R e il S
Wil S B Lyl gl eS| y:
Wl e ool 28|
olsul) cdlos ¢ 5l wlexel
9 ske!
2 Ol—albl g ol siel o>
- 8
sl plalyen 5 ol lere
s
. 9 e
Sy bl aley glae 4] 7
Qe
ol
Grmie gl S o Caz S
4 59 Sl o=t B ) )
T 4 dzxg
P RS B ae So Gy Lo
. s 9 )
Rle3 o5 55k @ splejler Cuddgn ..
|y cleilos as Jlas oo anslye| €
. Lg)‘d.o
auly lejls g9 s g ool yiliél
A0 Mgy Ko ol 8l

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir



https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

O 9  xdd Sdo

OB gulal s sl 059 9 gl ¥ Jygax
&5B AHP Jae )l solitwl b o8 s

4y 039 o
<[~ FY£0R logale
Yol ATIVOY | osSil s ages
\ <[OFAAYY s L
Y FYYYY o s
s vvwvan | codls olbls)
\4 JeYFAQ-. el
f <[+#YFAY o]
A <[+ YEVVF Slow 4y az g8

(St sl e (S i 33 oukd BTyl Olodd S ot UWJLQMM

5 (il ol e HLES Y oleds Jgaz a5 jghailen
Cotl ;0 (0, eS g (o ol S 4 jlen 4 dx g
30,5 STy (35 «aglgh)
| R PP I ST R T U SR V- X W g PR
aS jehilan .ail oo TOPSIS Jowe 5l eolatl b L5 o 50

YDy rury| 19 3,90 ‘_gl.ﬁb Sy yO Sl 00l 00l C)L\ﬂ.}

CedS ksl ‘)P]@)%W‘BWM5J5|@)%A5
iKY 03 g00 S od dj\)‘ Sloas

TOPSIS Use 3l o3liiwl b liw low (5 5m sla i sk 45, :F Jga

Di* Di C ad, ks
Di*= | +[*YV\YAR | Dy= | +/-YFEND | Ci= | -/fOVVY- t &589959
D= | </-Y¥AYA | Dy= | -/-YEYSA | Cy= | -/f-24V0 5 lacl 5 a0
Di= | «/\$Y$) | Dy= | /-YPVAE | Cy= | -/PAYEYS \ s
D= | +/-YESYA | D= | +/-YAVAY | Ce= | </OYYFE) 7 s
Dyt= | <JYAYAY | Dy= | «/-Y-eYV | Cs= | -/SYYESY \ PEE

9 e sbe e lp and abai oled 0 9 Wik o0 Ol
Go—o 4_»..:) Sl 00 gmt yhuwd )»..: é}b 9 L5>‘)> suLa.C‘

oo sl ad e 5 Stuls Jols addllas i e sl i
Copde g el ol g (S3elg 9l Sy and aladi aBl e

CasS” mian Sl 53 (6 ey ilisis sl iy heid 9 g8 bl DU

. b i

Chsls | €l Ccds | Colasl g 3 | €D 3899 s
<IVEY-NY <IYENE 7 <[YYOYVYA AT JEYAPYY D ‘5.;;@14._
<[eYYV-Y | e/VgAYPY ol <[ AYY-Y ol Oy Copde g (o
YA N | /YOYSYA | < JASAVED S IYYAEY - 1DONYVO Slwgole
SIOYYAE | < JOYYEAN < INFYYS - IDASO-Y - 1DOYY - Y el Sl )|

<IYYFQ IYYAYD NSAEEY <OV FF0 AR AT Slews 4y dz g8

\ \ ) \ RRYYRE LIS Cow 4
of e of <IYAYZAY c[+YAY .Y ey

JEYYAOF </yavaoay <MY -] ARAVARY <[FAYAAY Oaod g el

3 Sleas CoaS o jelate a4y iegh ol jo colaiul
sl sl il st 4 5 Gl lon i gl i
OB esliiul 90 leyd 5 Cullage 25w 50 5 )94 50 b

Gle itu CoaS Condy oy o b aslllas oyl

L ol S pole olStils slagbi Lo 5l (S oo
b plmil o)lane w65 el sla g 5 ool
o a8 s (oo ol adlllas (al @S (IS 59
ol dbh A legaze (I 13 5l 2les S5 5 (gte (o) 2
4z Dlagele (lme o nae 5 (Gl (955l) CudS

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir


https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

08 fubuwo 030 (1140 Sliwn 3 F 0 skoud cud 54 Jbo

GO S o ol (e el ol S oS Sl wila
OB 53 2 e 40 o (6555 andl> 258 5 (eloix]
& e bl @) 5 pleyd S8 4 s a5 wily b
2l s sible elamzl glajls g oogs (- Sae (o) (05
s oo 8 Cagll o iz 1) e slasls

CieS Sa 3l g gl i3yl adllas bl
i o alimde a5 wiad deslie ;K0S b Sleas 4l
oS Ll 1) S as; Clacl g jae i g Jol a5, B
Al 00 S ouls &Sl Sleas

o B s ez o Ol len SO 55, 2 &S Stegh
TOPSIS s, 5 ool b o] il sl i Sloas oS
Gl i Sy S ol Lt s ol RSR b, 5
o o5y 131, T ol oo g ansl Siglicte anlllan 3,50 Cilieo
059 3l (S 5 0lo Ot (g (ml 05 (i 4 calise
lo ise Sl cuiS b)) 62 RSR is, 5 TOPSIS
4 by po oS oy yo5 e anlllas j0 89 jlews (Sl
oy S (5 by 1CU (25w 5 olealy 5 065 sl 2o
by o as) () 45 090 0ad o izl atdl oy,
Ol il oo b i Cosle 4y bgiye (b 0> U ) len
O 3 lies Wi b el el 5 5 gl i oS i
S oyl 3 FICU &5 b 5 s s e ol (slo
OF)Esl (s jloy slo 23 (5 €5l

Sy o ol gyl Sae b aS ciaghy 0 izren
TOPSIS g, 51 oolitasl b ybias Loy Sy Slods CopieS
i8S 8 Al 0 )9 (Gl Lo (i3 VAl ploxl
S0 5l ol 09,5 cuaS wls lis sael s 4y gl
Ol wizmen (gl ol e addllas 990 o 095
S dmal> g (ole (olo)l St b ) 0l
OV) oo 0ol oy (K33 Sloas

e ol b adlhas 5l Jols b a5 el Jb> 5o ol
95 2 eon e Sl A om0 (Pl S e
eSSl e (L L p5 osliiul 3,50 SGSS
g4 g bl Gae L iagh cowl aily oleas
Olislony S slo (i (b Sloas CodS Jlos
= 5 oo Qlwlon 08 (55, (2l 8 g (go Lo
Uoay 5} oslil Ly Lo axsly g ad plowl Sl o sl
Ol cass @ gl adgs Judo g 430 og, 9 TOPSIS

aile e Casgusme b Lo adlllae 950 (lgie (sl b 5
=) diie Jds 4 o) pas b g (095 (e
S a S hles pae b g DYlgw 0 (065 Gy o B 5
St gl Sl ol 5 il By 3 55 il L
Sy2g pas 9 5L YL o2 oS 615 o)l sl lere

O 2! (Sl sost 3901 0181 sale cpazmil (sousy I Um]ulw QM

a0 il Sen g ool ol s a5 degh o
G (sootie b Joe 5l Sl p (2, b
0,ure diz (655 e 5id 3l ooliwl b Gleas ol S
cObiamadol o8 slel wols plodil 5l g sl i lows o
Ohois @oleiday Joe olpd olal Glsie 4 ], oloiz
VY) wsols slpiin Coods CulS

4o o)L 5 Andaleeb (5, 550 a sl o yioren
sle v )los g oo a3l Glea s ot auslis
ol esley BN 08 bl 13 (soges 5 (poga>
A O Joli as c 0,8 oolatwl g5y a8l bows wlide
5 2olid gy bop gl s (Sloyo (Sblage 58150 59,
9 ol Sledd CodsS dg » See Jelss g Suglyl
darld oz (6,8 peeal sl SST leolaal b gy
dele 0Bl ) vl alxil 0 5,45 00 (g9, 2 45 (MCDM)
ol an Cas BLS @ lge g ails 5l LSS g Ll
a5 0851 s an sl plo b awslie jo |y cagll o 5YL
led o 0l |y onls 578 aelllas gl

Loz | Jolg—c 554 S5 o Buyukozkan 4_sfllas o
o5 Sl a5 (o S e el (o6 Gl Dlogune
ONas gluls cuas (6,5 oflal glo ezl lgie 4

ax sl Cuoal g Cugll YL caias Hlis Jols ls
Dbl oo Lo 4 dz g a6l Sl (S g (Sl
Codl (1 in Buyukozkan asllas o5 el Jb> o oyl
S d by |y Coenl (0265 g (J3 2w 4 by |,
Ay 50 e 09 gl Ay ey el ool lis Slugae
59 Oml g g slel b ply s cnl (9 adl cedls )13 pgo
O Nacsls ()8 g0 as, o 5 e

YU gl s BB L bl s eas by mbs b o
OS5 G 3l o 4z alam ) (ly Cogll 5 (Sl
LS ST a S aallas 0)90 5 s ol a5 cails Lo b
M)L—M L_> .]oL.:)‘ )A' ) Ry 00y QL.M:)LNJ @Lo)é 9 ‘5A¢JL’
Ol g ple 0929 9 0092 (Sl g 4l Vo joy 0,50 8l
b8 5 =5 el L) o 1) (b a2 9 e 9 (B
o dg g A conS WDjede a5 (g e b alal, o
Sl oolll 398 55, sl cmge S e 4) (g5 slajls

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir


https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

O 9  xdd Sdo

sl adlge g olal b coaS Cglie asliiwy S (b
oS s ol g gela (Gote (o) 5l 4185 5 S0
O o)mwﬁﬁfwcm 6[{& m

S il gl Sladllas 4 Cous Og8 ahai S Wy

Seslaiwl o 4y ol 4y 23 (39 9 (g0 Cagll uizren
CisS yp B el oa el Ll sl SS9
g ploul 6 5YL Cdo b dslllas 550 oliw )l Sloss

19y g ST

Jlos g an o (lee Ly (gl )b Jol> 0l dllis
Ol 51 (o ot sl iy Sloas CutS S5l
S gl Cislee gan g (S5 pale ol sla
obed 3 Jlome (e 0o Lo a5 ally (o (05 (S psle
a5 abg e Gl lon g (Gapg% Ciglee Jiw g 5 el
pled (Sl 08 5 S5 wsged )b |y be aslllas cnf plon

References

1. Zali M. The new principle of patiennt and doctor
relationship. 1 ed. Tehran; Islamic Republic of iran Medical
sciences culture center; 1998: 4-5.

2. Bowers MR, Kiefe Cl. Measuring health care quality:
comparing and contrasting the medical and the marketing
approaches. American Journal of Medical Quality.
2002;17(4):136-44.

3. Brady MK, Cronin Jr JJ, Brand RR. Performance-only
measurement of service quality: a replication and extension.
Journal of business research. 2002;55(1):17-31.

4. Kazazi A, Dehghani Y. Optimum pattern quality assessment
postal Service Islamic Republic of Iran. Journal of industrial
management 2003;1(3): 31-72.

5. Crosby PB. Quality is free: The art of making quality
certain. New York: McGraw-Hill; 1979:7-15.

6. Murphy K. A Qualitative study explaining nurses’
perceptions of quality care for older people in long-term
care settings in Ireland. Journal of Clinical Nursing.
2007;16(3):477-85.

7. Goldstein SM, Johnston R, Duffy J, Rao J. The service
concept: the missing link in service design research? Journal
of Operations management. 2002;20(2):121-34.

8. Kahraman C, Bilyiikdzkan G, Ates NY. A two phase multi-
attribute  decision-making approach for new product
introduction. Information Sciences. 2007;177(7):1567-82.

9. Liu KFR, Lai J-H. Decision-support for environmental
impact assessment: A hybrid approach using fuzzy logic and
fuzzy analytic network process. Expert Systems with
Applications. 2009;36(3):5119-36.

10. Saaty TL. Multicriteria Decision Making: The Analytic
Hierarchy Process: Planning, Priority Setting. Resource
Allocation. 1990; 2: 1-20.

11. Sharifirad GR, Shamsi Mohsen PA, Daneshvar Farzanegan P.
Quiality gap in primary health care services in Esfahan womens'
perspective. health system research. 2010; 6(1): 95-105.

(St sl e (S i 33 oukd BTyl Olodd S ot Um‘ujl'w“ud

pas g ddlllas o HBaS oS lin 5 Slo a8 gl B azog

el 0393 azlge J> 0y o @ b diged 5l (B s o

S5 oS
Sloas CodS 4 azgr oS il olo e oo S ek 4

5 Ohlem Colo) Ll 50 a7 cage Jlas (il 4 az g b
ailes - @yl b lew a0 Cas OUT &bl coles o
OLA)») 9 w‘d.a,: rDLEJ LSLQ WL».M; 5o 6‘ o}.{g )La.w.j oli{L?

5 asl aile o 3 e o b s len 9 (M e o
L oloas CoieS adlge 90 o b (lgly 0 o Ll 5l adly
(V) 0 00 () e g Sdie alaly lles (s loldg

CeS Dgate o &S ol (31l 0 )5 ay (oo Jlany
lo oyl Lo 40 o Loy (5)l0l8g (T8 4 yomie w5l
aslllas ool Gglaie 0,505, a5 Cowl S5 4 a3Y 0l wales
a5l a8 Sl )len Sleas CodS Condy (pw)p 4 Cod
o 5 a8)S al ol J15S5, s asliiinyy ool (555 S

12. Bilyikdzkan G, Cifci G, Giileryliz S. Strategic analysis of
healthcare service quality using fuzzy AHP methodology.
Expert Systems with Applications. 2011;38(8):9407-24.

13. Shahbandar zadeh H, Mohammadi Zanjirani D, Ebrahimi
M, Mohammadi Baghmollaie M. Designing a Method
Based on the Combination of Service Quality Measurement
Models Using Multi  Attribute  Decision Making
Techniques: Case Study of. Iranian South Medical Journal.
2010;13(4):273-79.

14. Andaleeb SS. Service quality in public and private
hospitals in urban Bangladesh: a comparative study. Health
Policy. 2000;53(1):25-37.

15. Mirfakhraddiny H, Farid D, Tahari Mehrjardi MH, Zareei
Mahmod Abadi M. Identification and Ranking of Factors
Affecting Quality Improvement of Health & Treatment
Services Using Multiple Attribute Decision Making
(MADM): A Case Study. Journal of Health Administration.
2011;14(43):51-62.

16. Juan X, GuiJin M, QinCheng H. Evaluation of medical
quality in clinical departments of a hospital by TOPSIS
method and RSR method. Modern Preventive Medicine.
2009;36(17):3269-71.

17. Zhang W, Yang T-b, Wu Z-j. Comprehensive Evaluation
on Quality of Hospital Medical Services by Using TOPSIS
Method [J]. Practical Preventive Medicine. 2007;5:1-25.

18. Cheng L. editor. The evaluation and analysis on medical
service quality of inpatient department of public & nonprofit
hospital. Services Systems and Services Management, 2005.
Proceedings of ICSSSM '05. 2005 International Conference
on: 2005 June. 13-15: China: IEEE; 2005.

19.Tabibi S, Kakhani M, Gohari M, shahri S.The
Relationship Between Services Quality and patient 's loyalty
in Tehran Public and Private Hospitals:2009 Hospital.
2010;8(3):35-42.

Published By Tehran University Of Medical Sciences: www.TUMS.ac.ir


http://ieeexplore.ieee.org/xpl/mostRecentIssue.jsp?punumber=10017
http://ieeexplore.ieee.org/xpl/mostRecentIssue.jsp?punumber=10017
http://ieeexplore.ieee.org/xpl/mostRecentIssue.jsp?punumber=10017
https://jhosp.tums.ac.ir/article-1-5389-en.html

[ Downloaded from jhosp.tums.ac.ir on 2026-06-21 ]

08 fubuwo 030 (1140 Sliwn 3 F 0 skoud cud 54 Jbo O 2! (Sl slows 901 0101 onle ool gowry S5 Umuﬁw ol

Evaluation of Delivered Services among Selected Hospital
Wards: A Case Study Using Multiple Criteria Decision Making
Methods (MCDM)

Shafii M!, Ghafouri MH?, Abooee F3, Forootan S*, Arab M>

Submitted: 2016.1.27 Accepted: 2016.9.29

Abstract

Background: Quality assessment as a considerable issue is complicated especially in hospital
services field. Multiple Criteria Decision Making methods (MCDM) can help us to achieve the goal.
This study aimed at prioritizing quality indicators and ranking selected inpatient wards in an elected
hospital affiliated to Tehran University of Medical Sciences using Analytical Hierarchy Process and
TOPSIS methods.

Materials and Methods: This study was a descriptive-analytical and cross-sectional one. First of all,
guality indicators assessed using literature and expert opinion. Then, prioritization of indicators was
performed using expert opinion and AHP method. In the final stage, 300 patients of selected inpatient
wards were ranked in terms of service quality using TOPSIS method. Data gathering conducted using
expert opinions and patients' questionnaires.

Results: Eight main domains (Responsiveness, Safety and risk management, Tangibles, Attention to
patient, Health communications, Competency and professionalism, Accessibility, Credit and assurance)
were selected for quality assessment. Among these indicators, competency and professionalism and
attention to patient had the highest and the lowest priorities respectively. Also, the Heart ward
Neurology ward had the highest and the lowest service quality respectively.

Conclusion: According to crucial role of service quality on patients’ satisfaction, applying
appropriate indicators in services quality, prioritizing them and also proper assessment of hospital
services quality can play a major role in health policies.

Keywords: Analytical Hierarchy Process, TOPSIS, Quality of Services, Hospital Inpatient Wards
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