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Resear ch Needs of Faculty Membersin I sfahan University of
Medical Sciences, Iran*
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Original Article
Abstract

Introduction: Research is one of the major indicators of sucaédssocieties in various scientific,
technological, and economic domains. Universityufigcmembers, in general, are of the most important
groups with scientific and administrative respoitisies in this field. Therefore, addressing thessearch
needs and requirements is considered as a major aim

Methods: In this cross-sectional, analytical and prospectuedy, 119 faculty members of Isfahan
University of Medical Sciences, Iran, using a reslear-made questionnaire € 0.95) were participated.

They were selected in proportion to their populatand were invited individually to complete the
questionnaire. The data were reported based omijgkbge statistics.

Results: The obtained mean scores were 3.91 for socialsne2@ for organizational needs, 3.81 for
educational needs, and 3.93 for supportive nedushighest reported needs were defining an ap@tepri
budget and providing enough free time for researghi

Conclusion: The faculty members had various needs in the relsdeld; however, they emphasized
more on financial supports. Generally, universisesuld have regular and targeted programs foveacti
role of instructors in the research field.
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Original Article
Abstract

Introduction: Universities and their faculty members are resgmedior educating students for social
responsibilities. If the faculty members are to contribute to the attainment of university and societal goals,
they should trust their dean, colleagues, and students. This will facilitate the collective efficacy of faculty
members. If faculty members believe in their collective abilities, the attainment of academic goals
becomes feasible. The main objective of this research was to study the relationship between trust and
collective efficacy of faculty members in Isfahan selective public universities, Iran.

Methods: This was a descriptive-correlation study. Fromfatlulty members of University of Isfahan,
Isfahan University of Medical Sciences, and Isfahan Industrial University a sample of 261 subjects was
selected through proportional stratified random sampling in 2011. Data gathering tools included the
standardized questionnaire of organizational trust and a self-administered questionnaire of collective
efficacy, which their reliability coefficients were estimated 0.81 and 0.89, respectively. To analyze the
collected data, SPSS software version 16 was utilized and analysis was done through descriptive and
inferential statistics including correlation and multiple regression.

Results: The findings indicated that collective efficacy waf$ected by faculty members’ trust and its
components in all three universities. However, collective efficacy at University of Isfahan could be
predicted only through trust in students and colleagues. Trust in students affected the collective efficacy of
Isfahan University of Medical Sciences faculty members, while the collective efficacy of faculty members
in Isfahan Industrial University could be predicted through trust in dean and colleagues.

Conclusion: Collective efficacy of the faculty members may bedicted through trust and its components.

It is, therefore, suggested that university chancellors, college deans, and departments chairpersons attempt to
create and maintain a space of trust for faculty members. This can be accomplished through encouraging
cooperative culture, maintaining coordination among academic departments, and faculty empowerment.
These measures would lead to the improvement of university performance in general.

Keywords: Trust; Self Efficacy; Faculty Members; Universities

Received: 6 Apr, 2011 Accepted: 30 Jan, 2012

Citation: Shavaran SHR, Rajaeepour S, Kazemi |, Zamani Béte of Trust and Collective Efficacy
among the Faculty Members at University of Isfahan, Isfahan University of Medical Sciences, and
Isfahan Industrial University, Iran. Health Inf Manage 2013; 9(7): 958-68.

OThis article was extracted from doctoral dissertation of educational administration.

1- PhD Candidate, Educational Administration, School of Education, The University of Isfahan, Isfahan, Iran (Corresponding Author)
Email: rezashavaran@yahoo.com

2- Assistant Professor, Educational Administration, School of Education, The University of Isfahan, Isfahan, Iran

3- Assistant Professor, Statistics, School of Sciences, The University of Isfahan, Isfahan, Iran

4- Associate Professor, Instructional Technology, The University of Isfahan. Isfahan, Iran

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

A

WWW.mui.ac.ir



S ylow HUS I (5515 (T ) CuieS g Slojlw (sig sew yLS sabul
For9 P Sloyd — oyl

O w LT . LA ) Y . ) v - s
(S5 daage« oln (sl (pags o (S AR (pun (e a8 aae (ad

OJJ.;.«J G&}A‘ﬁbf&‘}c&u;é QLG)LN ) @AJ‘)EMJJV:&.M)}LMSM@LA)@) ‘LS*U}AJ“ 6‘.&)[25) :Mv\iﬁ
Sl gl )5 (S5 CoiS s (555 S5 Olajle Sl lad plowil 53 355 cal L bl ki S o A Sl 5 el 5 L e
‘s;"f’}"' Sl bt slowl Esl 5 s 15 Sy e Sl 5s glodijle a5l SleMbl GLSTHS (godas Jslus I Ll g5 g0 a7
L;.b}]@,&)l:e) 64&‘)&';}&&[;4&‘”@: d'-'-‘ .L&Lvdn gLf)lf S0 8 &‘ﬁ‘ QT&@;@A{:}& QLT): )C;.:—.A‘ wl—nm"‘}k‘;—:-‘}‘;wwﬂ
Wl ok bl 935 (S5 sk (slaolSiils Slays = 55 paT ST OLS IS 6,8 (S5 iS5 Sl

el 93 3 Wasls () 5Tpar (sl iz odd Sl 555 (S5 ple oKisls anlb Ok ylay Sl osle B3kas Sojgo 4 oS
oslaw! (&‘Pu} 6)}'4) &‘}J} (M)b AV) &EL‘L Ls‘)b CaSiO; (U{‘};}u} 6)}'4) &‘}J}(M): /\\) &L_’.L_’. 6‘)‘: Wi"iamS'Anderson
3 Sl G g 588 o selaily gy ) SPEAMANSiacan 05037 Gi b 51 51Y (5450 SPSS,LT L j3le i 51 e3lizul b laosls 5 45
o o @) Gloly T 5T d)S S5 CutS 5 Sljle (sis e 41, slaadlie o sdlaly susp 1) XS S5 LuS
b o (K318 g05 (sl E50 9 o a3k jla Olta )8 ()7 S5 kS 5 olajls (59 S5y o ol

sl et 53 5 3910315 ol 3 5 a5 6 VL (ke e gos sldel (s 53 Slilo (S5 e HB) 4 Comd (6,15 (S5 oS BBl
(2SS b slaail o g (VA) Choih 4y by o e 7aS 5 () (s £ 5 4 by (Sl i Sle3le (S5 5 5t
ol 3 e )8 (S5 LS s Gleile sin e sl bl o4 A8l (658 (SN ChS b s Sian (3 65
S 5y o g /WY (5 S5 LS 5 lojle sig g b o  SKiaed g b L3 55 I3 snn (g,bT a3 5 Ladlal
(P 700) )15 55 o sSnn 3 e slay 5 (S5 kS 5 Slasle

Sl (Sis o 5l Sl day 8 g a5l 1 | OUSIST (650, 5 5 Shes 015 o 6557 (S5 kS Sl 31 | 106 o Ao
56N (SN S o sSne sl 4 5 b 35T or oalp Gl plowl (g1 1y osllan (Lb 5 03l 15 3T Cot 1) slad L
.Msw|@uju,¢;s,>alo:;c,.ﬁ-vﬁcﬁﬁ-wtﬁdu&b LU gl jley S pde ¢ Slejle (gl g Hlo

L0k sloss 80550 2 SOUS IS ¢ S5 Sk ¢ Slajle (s e H5, 1SS (S0 319

YNFFADD gojlod & e Sliios b Jol- dlis o5 [
il s S p ke o&Kils WAANT i ale Ol AL XVAVAR g [P PR
5 ol olSlails ¢ Slays 5 il Sladst Sy e skl -

7 AAREVAVA L IR
Olplecn s ecnsd Sy pske o&ils o S5l :

(Sl e Sl Cupde (o oldyl eli,ls Y coyoke P (gao] (s Syt (s (S yho by B e il )
5 3lsal Gleal Huls gl é&ﬁ r_,l;ali.b’l:gﬁ,.&l.xﬁ GoaSluils £51 b loilw | ead 5 abol 4 5
8 S5 e oA e 5 I e 15 755 el ] {W S 9 3 S 958w U8y abkaly aiape 5 5
(U3 5mn S ) Ol 01,5 (293 Flyd - Mjeel pliwlen (LS8 (5,8

Emall.:'hosgem_cpmelyl:%ﬁ?@yahoo.com‘ . AFA-AYS (V) 4 AT ool ledbl g o
oSl ¢ le s zbldg Sledst Ty e ¢ gy ki)l i yI8 ¥

Ol Slaal Glaal s ls (s (S o sle o815 csligy
o Siils (Slos silg Sl Cu e (685 (G eiils ¥ doauda
bb:_‘gb‘i,@gQ‘J@"é@ﬁr};olﬁ@\:cé&ﬁgb)tﬁb‘}qu )
5 Cblig odSliils ¢ Slays 5 mblig Sladst Sy e ¢ ol )5 -0 o ldlyy adlae 3550 (cwlil g oo Jlus 31 (SG 0595l

olﬂuwﬁu,ﬁ;ﬁﬂ(.,Loe&:;mu&:ﬂtﬁ

474 WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.Mmui.ac.ir



S bl g ol g0 353 4 Jlojl i3y ol
Sygo oloils b oLl 4 SaS jolaie 4 byl ol
P el (Sae g 95 g0 Cgume Dbjgps i g 2 o0
doie & byl ok dasMe ol o lashl
2 ol egde (F) d9de Sb 8 wlbigdyly oyl
lecdld 00,50 0 1) ol porde ol 1 Ses iy
Jgeme 5l Fite O laee )3 (503 4 S8 (ygoen
ol Mol Joos «Jubasi sl 3 ) plosl 2,8 )
Olojlo ygal )3 VLS (b S 5 b la s
a8 amd oo i 598 cayylel oled by 4y (V) Al o
Gy Slge 45 wble wolae (s)lse s, )
5 Je sly a8l sde 3Ll g lbog)S e cylojls
&S Wy g W Oyse )Ken g Chends gladllas
) woSae gy Cosd S5 L Slojl (g9 513,
o plxl gaddllan YV 51 1505 (oS 5> (iznen 9 (A)
SVed 8y o &S A5 eals (L 8 Veer g,
sy (s cole) 5 ) SN carS 5 Sljle
Qe o 5> porde (nl 42 )81 4l (3) 2)> 2525 Cute
i 5l e (S 4 bl cul 4l gyl Cageme
Gy (V+) Shosd gly lacdlie 350 o losys
yead AWy &S Wdses o oh)Sen 9 Bolino Jko
sSye el cpl pbsl cwl (See (oogee
Ol 5l (o3l oS opl b g Bl aB)S ady) patd
ks & (Blae > ba)ldy cpl &5 Wlodges lo 35 500
Jon e a8k Ngd e Slojl 3ySlas Juged sl
2 )8y cole LS )3 (V) 392 dalgd 5 e (05)lse
P 3 S Jed il olall Clegsge daglejle
loploile oo ol S b b Slojle clool
e 4pd ol Gl g bglelen geen (Sless
Cold y3 9 gl ) (rg0e Jole o fetee it
wBsSd &S Cund g0y Cawl Sl gl cazels S
ol ating o Gl wlio Goyan 9 29 > Slassly s
S5 ol joyel sedzme slid 53 ol oM (1Y)

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

O )8 (T3 kS 5 Slesle 5y e 53,

OUSHE 5SSl iy loai) 55 g Slojl g (ixio
555 sadlae (dly sl U i cdld 4 S 4
g0 45 a3 Sany il ) (Se o Sy igisa (slas ey
Sloil X9 )13y porde sl 4B)S )13 oy dxy
g Batemankuwg ;b gl (gl ojly ol &5 din o 0L o
sb)lise il perte cpl Ll (V) w5 #ke Organ
4 &l, (¥) (Mahoney, Gabor ;| Ji «) Barnard
3,Sles 350 > Kahn g Katz cldllas g g)Sen 4 Lk
iy (o Slljll jl a8 i ) 5118 5 heag (slayli3)
ol {F) el 00 L3 ) e g3 1, L () 5B
oy Giales plojle )3 5 I 98 bwg & )l
PU L Loges 45" gl o el hliso (ool Coi ki oo
ool slite o wodipe alis Slojle sligped U3,
Laglojlo (sl (1995 ooy 3529 L 9 0395 (Slojlus g
Ol 03l &y cp el Lol (F) Ml o dudo 9 S50
Geb a8 0)b le Organa cul o8 Iy Culgudio godge
g & & dis ola)ls) (digpad (sl gy
g 0kl 53 Glojle (o) (BIIBL e D wafilene
Sllbogly 55 Gl g Kgd o 03 (Aigeld 4 5 el
oleibe slcdld pbxl )3 3929 (ol b Ll w35 00 (A6
 Sloil sigyed 518, Jlslo (g9 (B) 8 (5% i
S Cwl it b)) iwgd g g I JSie
OIS )8 oMo 5 bl 4 S8 lp |y IS
sla) 4) (55 olins) bbbl (3550 5 5o
9 2y (Jad Sleljll 5l a8 )l o)l pis ) 53 ol
(s 9954e8) (e i (S0 Y13 1 L )8 3
B Ny 4 ey b glejle 5Slee ) anjle 8 Lis)
slcadse ply » QLSS 4) @yl (il
(gl o Lol o olel o welusl 5 gllasls
Cos gla)lid)) (c815 5 o) 9255 9 ply! (a5 o o)Ll
s L 5 sl eMSie syl 5 &Sl (5)Las
e (WS (0 55>
Sl Iy dag (p i ALBIS gand 93 )3 oly (]

av.

WWW.mui.ac.ir



OLKer 5 5 owe by

g9 «ludd (93,0il92) dm @y Jold by cpl &S
Oi 93 0 9 39 (elidbadby o hler 02y (g
bl e oSS Sl W )b | (polaitl g (eges
Gl b h)Sen gy B8 (gadllas > dob yiwoy oy

b 3l ol lsy 9 38l cuss 4 +/AY Cronbach’s alpha

(0 NF) )3 51,8 1l 350 o po dolul | oriaw las

bty jl 36 ) (S8) et o gl
2 939 Jaw Y& Jols a5 ai eolawl Casio )l
DU oS s sine &0 ) S sl 0 ol
o bl 5 il o Casl ond mlats 2b LS (sliae
4 Gl 00 sdotiw (VA) s g (VY) (oyde Oledllas
4 +/A5 Cronbach’s alphas s (oLl awb gl
ol J s ol ey b Cae orzmen 5 el Cund
A4 el sl

SPSS bl 3l s 31 eslitasl b bodls g glzen 5 mg
s (version 11, SPSS IncChicago, IL) VY  gasws
s Exz) SPEAIMAN Soar (5o b
()8 (Sj catsS 5 Slojlo (23950 )18 oy selad
Vg by sladdlie o sl s 1) A
st 4) (il lg 51 ()l (S5 S g lojles
SV) CatsS g Slojle (ghigred JUB) i gl )y
S SRy cwe o bplules Ohe)8 o)l
KBS 5 o 350 (S8 S 900

bl oS 3 Coge cpl 4 Glagh Gl )
s o 0 0T ST g A piY ol 4 del yiuw
Foslimul b g Jwyy b o3l cond (a5l gy s
o )8l s g glyuiwl das VW dolai dlas] i
035,85 QB! sy Cannd 1 oo jlad ol @

Laaisls
ous bl gaiges JS 5 adllas )00 (gansly oy

SH) A odd od w)d gl pogad g sl
6 sl 215 o 5 03,5 Iy Mol orgus yy (5l
€l S8 cad» i b ol
ol (OY) 20,5 51,8 exlatal 5,90 (Quality of work life)
(OUSHE sodes blus jl Slg o & Cunl padli ol
aS amd 8 Cupde HLidl > gl g dieddyl CleMb
(VF) 2l (LS spgorte (el o cosoms caled
5 Slojl B9y 13y o9 ool g Cuenl 4 g b
P (SN G pRde LB g Cuenl (pien
ol sladlae plosl sy o Hla 4 gjg el sl
2988 3 & pl 4 i (pimen Ll (698 sl e
Qg B Ojge dlej (nl Gl gadlhe 35 L
Oloy g Cubliee iz 3 dlus o) Cuetl & ogas
Daui oo iz 93 adllae oyl pbxl poj) il oaiis adlyy
V9 8 salatly (s Baa b adllas oyl Ll (3
—higel She B I (S5 cuas 5 el
ol o plo] g5 S pole (slmolSuily oy

o 0h 9y

Jlo > 2l (ot — (il g5l &5 adllae
S ol adllae 350 (sanals .l o1 plol VWAL
cloelSitily by cou oy o bjsel 3 p0 ¥ iy
A0 Glabl gaw (ol sl 0392 (2938 (S5 pole
4 ged pre /YD 3lle glls aie 5 +/A (g0l 5
VWY olass cdbgsye Joo,8 5l odlawl b ool Bolas g,
5 0P 08U Jlasl dops Ve Clusnl b )5 e 83
wd)S e AT JS aiges wo el sy (005
&35 QU O cwlite j5b & (658 We diges cpl 0
Sged o> (i8S Hlai ) b del iy CuiS il gy

Dy oA Loyas o JS
(4ebstus ) (alony gy 5 odly (gyglS pelaio &y
I Slojles sged (slo)kd)y (g pslaie 4 ad oslil
A oozl Williams-Anderson s)lsbiw! gael iy

avy WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



LS, 6,8 ;435 S 5 Slesle sy gl LS,

anlllns 590 9IS 5u SyIS (S cudas 9 G olagl g (Sla b (503 g pd H8S ) Jlans Bl 2l g (uSilie Cuaaid g 1) Jgan

Mean/total score Sl s Mean+SD a0
/A 10 RALERVN &3 el g
/M \e NAVE /¥ aiby
/YA 'O VAV £ Y/Y WY
AY ). AL ERVATS O o S5
/X \ AAY = +/45% N
< /FY 2 Yo/0. £ ¥/¥4 Slile g es o,
/94 A \YO/VY £ YV/AY 65 Suj s

Fladely ol 5l G e )8 (S85 catS 5 Slojl
S g Slojls (29,0 By G (Shused oo
33 Dy weSae b gxe abaly g (S cuaS
SR By S 5By g ohye om (P < 0T40)
Oeced (P = /YY) 30 3959 (gl dme glds Slojlus
Sl )8 (SH; cudsS i Gl eg)S 9 ol ow
ok adlles cpl 2ols (P = +/VWF) Cusls dgg (5l gime
b alisee (gloog)S o 3 (Slojl (515950 LB, 4SS
yiomon (P = [AYY) sl (gl gxe glis (gLl L
d)lf ufJJ} ca.o.af Lld )'l le"‘" it dl.m”f o
(P =) 3,55 3939 )bl o gixe coglés

Goad JS 3 cp cpl 3 0g $68 i ylew jl aoyd VYA
2 Sk il g Nde Ehe Moy FONY 5 Sie doy YA
1y VI g sy 09,5 5l Aoy ¥ /¥ o5 5] giga
.,\339, Sy 2oy YIA o Sluidy 3o VY «SillSThL

S CukS iges slasl m O Joto b Bl
4l LS)Nle Olee Slojls (58908 JUB) & o ()8
CNgyad 8y dlal o 0 5 cuwl o olaidl des
9 (IA) o> g9 4 barpe (50ke (i Slojlu
) foged) 52b o (+1VA) o &y gy (il 505

Slojle (¥ )y &S amd o (LY Jgd> ol
9 ooSan (Shuen (oulidailg 5 (03jelse (slaadlse
b s (Siorad (Jwgd 98 9 w2)S5 s (glaadlye
SNged Hl8) gl 4 )b (S (SU) kS

sl

N -
-/7
-/f

OKed 12,6

g g Slojle g ) ()l (Suj s

dlliae 390 9l 1 53 (5518 (S35 Cuus g (T alagl g (Ao jlun (5 g el H8 ) (aSilas Canid g o) s gad

WWAY oMo pllas )3 Cy o (gdrwg (gdobiosg [ pian (50 ladd [ o (5080 | oD leMb] oy o

avy

WWW.mui.ac.ir



OLKer 5 5 owe by

ol wolsy wbis coas jl gyuie Syl 5 Sbjle
9 Sl g )8 {F) i 5yby 5 )l
Calsy g Slojle g8l )8, (M) Jad sla )5S
Slejle clie g Slojlo w8, (V1) s
CobsS 5 @b Sljle sugrd L8, (YI-YY)
Slojlw sleiel 5 (Slojlu (guigyd Hld, {(VY) cleMbl
daly VF) 3o (2bj)l g Slojle (5908 513, (VD)
SV CatS oS wilealy L Slallae pizmen ) 459
5 G (SU) CatsS talar I e glajpiie b )8
(V) Sleflr 265 5 65 55 oS HVF) csoperte
@l )l daly (YA) (Jod oyl 9 (6)S (S5 cudeS
iy &y s ()15 S5 S 48 3 Lt alllne oyl
039 Vb &y lawgio aigad slael > Slojlo (g9
el b Sljle gnd Jl8) 5l asl cpl cwl
{v+) Ibrahim 4 Tang (Y4) ;30 5 luer cldlas
Larochelle ; Medley 4 (V) Somech, Bogler
(Slojlo sxigned HlB) Sl G 2 3l Slgsea (YY)
Oske (nyieS g (sgd £95 4 baipe (60ke (i
blod i ilisee glalivlogy (2 53 92 clodd 4 bgyo
)8 3929 gaw 53 )3 ge ol Slojl s394 513,
S (S8 S Hlai I e clag bl G > Ll
CutS maw j0 GMB] L o)l Dy Jh pme Cglas
2 Ol bl 4 Gl slaglioylon (68 (S
0i9d ¢ &S 8 5 pm il bl len sla aass
awsly 15l 6,8 Swj curS p wlgie g conl LS,
gl opl boabl ash Golds byl low opl o il
Sl glie Copte S > oglis J 36 Wl
Sloilw (g Jld) o bl ool Dgng 4 by yliwylow
Wl g yogSae 3 gme galaily (6)5 (SN kS
IS ooy o Alle a3 Ao 93 (o
SN S CadS g Slojle (89l JlB) (ponen
S b slaog)S o owimen 9 (6] e o
dy90 3 65 (S5 CutS ogad 0 Al pl il

absal g (Slo jleu (a3 g i HL88 LsJLaT u}a‘,i Y Jyua
dallas )90 ol S 59 5ylS (Sl cudas b o

(P) So1d G0 gelaw (SShusod o 52 o
+/4Y4 —/Y S ol >
/\OA — AV omlibails s
JYVY Y Y
+/44Y /e =SS
/%4 AR S 8
/o AD — /WY Sbile sis 45 5,

EY59 yheid )h’é) Ll )’l el L;Lmol;'w)l‘oﬂ.g On g0
S Dy /0 maw b axe Gl Jlojle
)L'u’ )’| Calisee L;Lmol;:w)l&.,g o Lol .(P = ~/?A\)
(P=1-21) sy
9 3 ;JJ} CutS O as by ULM: ).4431> sadllas @Lu
33 3929 wgSas o fme gadlaly Slojlu (150l L8,
Sglds Slojle (3390 Yld, Jlai 5l 5Uj g Glae w53 g
).L'zj )’l og)f 92 Oi‘ O D Ored R RY 39> d)b@”’
Gl Lld a4 (gbbne wolis 5 (S5 cuiS
W23,55 s lie

b alizee sloog S oy > Slojls (154,005 LS,
O OEed il d)bu‘;—“’ QgLé.’»’ Lg)LJ ).L:.» )’l
09‘.65 3 L;JJ)' CutsS bl L;Lw alisee L;Ltz»ogjf
leﬁﬁ Lg)lf u_ﬁs)' «_,ua..f )Lu )’\ Lmo[’;»)kﬁ L}).‘ O Lol
W3 )5 edalide (o)l sxe

ks, &S Conl ‘_ﬂ )§;L.> X W) f:l.?d‘ Olales @L.»
Sljle Gbpsie oS Jogin Sljle (g8
b daly Slojle sleadlie | oolas b g cunl calie
(§499 )i i) O S by ulw) Sladlao ¢Jl~o le)g

avy WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



SIS 68 L5855 S ciliso Sl 4 e 3958
5 lojlo el plo 390 el ol Gyl 5l g 0d905 dngs
b olpde Cpizmen Kgd Slojle e g 6y90 00 cdlo
Ml Clogoge Wil e )5 (SWj cusS 5pSeilul
oot |y ol 0 3 SIS Lawgs & (615 Lauoma
csoiind )] glacsBlyial dp ke 4 dlusg (p g 03>
ol culye glaglejlo 1> )5 (SWj curS blyd
Aok Cowd
Shal 385 3 Sl @l 8 Coenl 4 d247 L
Gless S1e 059 4 daylojls (o3 pal,
S92 U )18y 5 (o555 lapiie oo Jelge
S8y slal i sliwly )3 ghyeliy cplply il
P ey il glaojes 3 Slele N9l
(b Calsy aler 5l )8y 5 (5, Cosl > gt
Slam o cusd o o ol ol oyl 5Sles 5 dloiel
503l 413 15t cou |y slul plo o Slejle (g pas b,
5 ol 3 2yglise wald @l plol (sl |y ogllas (gl
SN0 Bk il 45 29800 dpog bagliwslan (lpde 4
Gy 0 uslio g (B sel (slaolS)lS g o poHS

& Aol o

Cogli 4 LS le d Slojle (gXgpd LB, Jgeol
1y Slosl (g9 e i3y ol

References

O )8 (T3 kS 5 Slesle 5y e 53,

OhlSer 9 (2B gadllas b iz Bl jl g il y
M sadlas b Copin il (prizman il Slysean (1Y)
Slojle S o Sl g guen (VF) (23l 9 cnli>
5 @2yl sbadlye o Slojlu (35908 ,l3) 39 gl
S5 ledd saailie 5 pgSne (Stuner (olidai b
) () (S5 CedS b e (Shsed (09D £
SN (S8j CasS g Slojlu sigped )8, gabaly 3> 4
O A gine (ylel S5 5l ey ol ) S
@iby o cldd )5 g cledd (yel g
iby 9 @S5 @iy g (63,0l (wgd gy g Cludd
Cuto gabal) o ogd 5 5 ()0l wgd £ 5 )
62 g luer gadlllas guls b adl -l .cudly dgg o sime
@ (10) hlSer 5 aled gadlas b 5 cul guon (YY)

) (Slren (930l b el galayl) sl

Copiea
Pl kol awy glaais 48 (S8 cuas
sliS 3t (LSS codw g oS0k (595 45 355 o0
ol el 32 IS Szl 3yls lajls o 2 e (56
b ooipdblasl (o)l gl g)lf (SN cuas &

d.uoy L)"‘)’L" (Y;) And o L)*’)?)’ l) )JdalB.)Lo 9 )JO)AKJ‘

1. Bateman TS, Organ DW. Job Satisfaction and the Good Soldier: The Relationship between Affect and Employee
"Citizenship. The Academy of Management Journal 1983; 26(4): 587-95.

2. Gabor A, Mahoney JT. Chester Barnard and the systems approach to nurturing organizations. In: Witzel M, Warner
M, Editors. The Oxford Handbook of Management Theorists. Oxford, UK: Oxford University Press; 2010.

3. Katz D, Kahn RL. The social psychology of organizations. New Jersey, NJ: Wiley; 1978.

4. Hasani-e Kakhaki A, Gholipour A. Organizational citizenship behavior;a way towards improving organizational
performance for customer. Iranian Journal of Trade Studies 2007; 11(45): 115-45. [In Persian].

5. Organ DW. Organizational citizenship behavior: the good soldier syndrome. Lexington, MA: Lexington Books; 1988.

6. Farh JL, Earley PC, Lin SC. Impetus for Action: A Cultural Analysis of Justice and Organizational Citizenship
Behavior in Chinese Society. Administrative Science Quarterly 1997; 42(3): 421-44.

7. Organ DW, Ryan K. A Meta-Analytic Review of Attitudinal and Dispositional Predictors of Organizational
Citizenship Behavior. Personnel Psychology 1995; 48(4): 775-802.

8. Chen XP, Hui C, Sego DJ. The Role of Organizational Citizenship Behavior in Turnover: Conceptualization and
Preliminary Tests of Key Hypotheses. Journal of Applied Psychology 2013; 83(6): 922.

9. Lepine JA, Erez A, Johnson DE. The nature and dimensionality of organizational citizenship behavior: a critical
review and meta-analysis. J Appl Psychol 2002; 87(1): 52-65.

10.Graham JW. An essay on organizational citizenship behavior. Employee Responsibilities and Rights Journal

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o qv¥

WWW.mui.ac.ir



O 5 b (oomn )

1991; 4(4): 249-70.

11.Bolino MC, Turnley WH, Niehoff BP. The other side of the story: Reexamining prevailing assumptions about
organizational citizenship behavior. Human Resource Management Review 2004; 14(2): 229-46.

12.Naderi N, Rajai-pour S, Jamshidian A. Concepts and strategies of empowering employee. Tadbir 2007; 18(186):
65-7. [In Persian].

13.Ghodarzi A. Productivity and quality of work life. Tehran, Iran: Ayene Weekly Press; 2006. p. 269. [In Persian].

14.MacKenzie SB, Podsakoff PM, Fetter R. The Impact of Organizational Citizenship Behavior on Evaluations of
Salesperson Performance. Journal of Marketing 1993; 57(1): 70-80.

15.Gholipour A, Balaghi I, Ghasemi A, Roohi Khalili M. Verification of Women's Negative Stereotypes in
Organizations. Women in Development & Politics 2007; 5(3): 141-68. [In Persian].

16.Williams LJ, Anderson SE. Job Satisfaction and Organizational Commitment as Predictors of Organizational
Citizenship and In-Role Behaviors. Journal of Management 1991; 17(3): 601-17.

17.Modarres M. Studying the effect of quality of work life on increasing production of Zob-Ahan-e Isfahan
[MSc Thesis]. Isfahan, Iran: Khorasghan Branch, Islamic Azad University; 2008. [In Persian].

18.Seyfi H. Study of the relationship between quality of work life and organizational commitment of hospitals staff
of Sanandaj universities in 2006 [MSc Thesis]. Tehran, Iran: School of Management and Medical Information,
Iran university of Medical Sciences; 2008. [In Persian].

19.Gholparvar M, Rafizade P. Organizational citizenship behavior promotion pattern through job attitudes,
occupational improvement, leadership support and empowerment. Basirat 2009; 16(44): 27-46.

20.Rezaei Dizgah M, Goodarzvand Chegini M, Bisokhan R. Relationship between job satisfaction and employee job
performance in Guilan public sector. J Basic Appl Sci Res 2012; 2(2): 1735-41.

21.Ramin-mehr H, Hadizade-moghaddam A, Ahmadi E. Study the relationship between organizational justice perception
and organizational citizenship behavior. Transformation Managemet Journal 2009; 1(2): 65-89. [In Persian].

22.Mardani-Hamoule M, Heydari H. Study of the relationship between organizational justice with organizational civil
behavior among hospital, staff. Journal of Medical Ethics and History of Medicine 2009; 2(2): 48-54. [In Persian)].

23.Naami AA, Shokrkon H. A study between Organizational Justice and Organizational Citizenship Behaviour in
Industrial organization in Ahvaz. Jounal of Education and Psychology 2006; 13(1): 79-92. [In Persian].

24.Yoon C. The effects of organizational citizenship behaviors on ERP system success. Computers in Human
Behavior 2009; 25(2): 421-8.

25.Altuntas S, Baykal U. Relationship between Nurses' Organizational Trust Levels and Their Organizational
Citizenship Behaviors. Journal of Nursing Scholarship 2010; 42(2): 186-94.

26.Dehghannyieri N, Salehi T, Asadinoghabi AA. Assessing the quality of work life, productivity of nurses and their
relationship. Iran J Nurs Res 2008; 3(8-9): 27-38. [In Persian].

27.Hosseini M, Naderian M, Homaei R, Mousavi Z. The Relationship between the Quality of Work Life and the
Organizational Commitment in Employees of Esfahan Physical Education Organization. Sport Management
2009; (2): 167-82. [In Persian].

28.Khaghanizadeh M, Ebadi A, Cirati nair M, Rahmani M. The study of relationship between job stress and quality
of work life of nurses in military hospitals. J Mil Med 2008; 10(3): 175-84. [In Persian].

29.Hoveida R, Naderi N. A study on Isfahan University Employees OCB. Journal of Social and Human Sciences
2009; 9(33): 103-18. [In Persian].

30.Tang TL, lbrahim AH. Antecedents of organizational citizenship behavior revisited: Public personnel in the
United States and in the Middle East. Public Personnel Management 1998; 27(4): 529-50.

31.Bogler R, Somech A. Influence of Teacher Empowerment on Teachers' Organizational Commitment,
Professional Commitment and Organizational Citizenship Behavior in Schools. An International Journal of
Research and Studies 2004; 20(3): 277-89.

32.Medley F, Larochelle DR. Transformational leadership and job satisfaction. Nurs Manage 1995; 26(9):
64JJ-64LL, 64NN.

33.Dargahi H, Gharib M, Ghodarzi M. Review of quality of work life of Tehran University of medical sciences staff.
Hayat 2007; 13(2): 13-21. [In Persian].

34.Bazaz-Jazayeri A, Pardakhtchi M. Formulation of quality of work life assessment model within organizations.
Journal of Iran Management Sciences 2007; 2(5): 124-51. [In Persian].

35.Doaei H, Mortazavi S, Nouri A. Modeling of the impact of organizational support perception on organizational
citizenship behavior: studied in: Pars five stars hotel. Journal of Executive Management 2010; 10(1): 14-33.
[In Persian].

avo WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



O )8 (T3 kS 5 Slesle 5y e 53,

Relationship between Organizational Citizenship Behavior and Quality
of Work Life among the Staff of University Hospitals in Qazvin
University of Medical Sciences, Iran*

Rafat Mohebi-Far, Phb Hossein Safari, MScHasan Jafari, MSg
Bahman Ahadinejdd Mahdieh Torka

Original Article
Abstract

Introduction: Citizenship behaviors are behaviors which are rettioned directly in the formal rewarding

system of organization and often are forgotten and usually are regarded as voluntary; nonetheless, they affect
the activities of organization. Quality of work life is an important index which can provide enough and
beneficial information for management from employees-related major issues and creates sense of ownership,
autonomy, responsibility and security for them which may result in increasing productivity of employees.
This study aimed to analyze the relationship between organizational citizenship behavior and quality of work
life in university hospitals affiliated to Qazvin University of Medical Sciences, Qazvin, Iran.

Methods: This was an analytic cross-sectional study which performed on 117 physicians, nurses and
para-clinical and supporting staff who were selected randomly from university hospitals affiliated to
Qazvin University of Medical Sciences. Williams-Anderson and Casio questionnaires were used for data
collection and data were analyzed using SPSS version 11 and Spearman, chi-square, Student’s t-test and
ANOVA tests were employed.

Results: Quality of work life had obtained higher mean sctivan organizational citizenship behavior.
Among organizational citizenship behavior's dimensions, the highest mean score was for altruism (0.89),
and the least belonged to the civic virtue (0.78). There was a direct correlation between quality of work life
and reverence, civic virtue and altruism. None of these relationships were statistically significant except the
relationship between organizational citizenship behavior and quality of work life. Correlation coefficient
between organizational citizenship behavior and quality of work life was -0.177. It means that there was an
indirect significant correlation between organizational citizenship behavior and quality of work life (P < 0.05).
Conclusion: Improving quality of work life will affect performrace and productivity of employee and

also any improvement in each dimension of organizational citizenship behavior affects other dimensions
and creates a desirable environment for implementing tasks. Considering the adverse relationship between
quality of work life and organizational citizenship behavior, hospital managements should implement
appropriate procedures in order to make them paralleled.
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Received: 3 Apr, 2011 Accepted: 14 Dec, 2011

Citation: Mohebi-Far R, Safari H, Jafari H, Ahadinejad B, TorkaRdlationship between Organizational
Citizenship Behavior and Quality of Work Life among the Staff of University Hospitals in Qazvin
University of Medical Sciences, IranHealth Inf Manage 2013; 9(6): 969-76

OThis article is resulted from a research project No. 28/44/85@fed by Deputy of Research, Qazvin University of Medical
Sciences, Qazvin, Iran.

1- Assistant Professor, Health Services Management, Qazvin University of Medical Sciences, School of Health, Qazvin, Iran

2- Lecturer, Health Services Management, School of Health, Ahvaz Jundishapur University of Medical Sciences, Ahvaz AND
PhD Candidate, Health Policy, Tehran University of Medical Sciences, Tehran, Iran (Corresponding Author)
Email: hossein_comely1367@yahoo.com

3- Instructor, Health Services Management, School of Health, Ahvaz University of Medical Sciences, Ahvaz, Iran

4- PhD Candidate, Health Services Management, School of Management and Medical Information, Tehran University of Medical
Sciences, Tehran, Iran

5- Health Services Management, School of Health, Qazvin University of Medical Sciences, Qazvin, Iran

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

vy

WWW.mui.ac.ir



* ol slont 3 QT id g1 (5 SIS 2 Ll Stlo g 31 Gl gl 1501 5
"6 ouljsenl daan Ll pdls 0 juie ¢ aley dllaia

& & %
=

les I 0L rhie O3 3 3 g5 Olejl Sl gllas (5 35 sl g b amelr G slas 5 S S S Ol 4 Okl

Olejle (sl e (LUl slasslge 5 panasd 5 2ils (ol 5 5b 0) SLdl gale o 51 0L 2o Sysl 56 s il Jrags 5l Coda
el 03 3 Ol slacy S OUT i3 e 6,8 IS

oSl 4 dtgly SOk slay Caliien (Sla Sin 53 (6 5 Olslag OT (GOUT (Samale 5 Sl slon — b 57 ol 2855 o 2 99
b bl s oo o 51 oslizal L OT (2155 5 Sl 033 40l i oAeDbl (55538 150 s 50 VWA 5ol 5 Olghool g 5> (SCbj ke
23 8 43 s 5,5 Cronbach’s alpha..tss

Gadge 56 Ol cpl 3 sl P< /v v) B = +/08F) (g )ls gme 5 e ST Cigllae by gas 6,8 IS Sladl (sarle (4Bl
A saas,y alie 0L L5 . dib e P < o/o0) B = /8FA) bl slaclge dn 51 56K, P< /00 B = +/8YY) Lawass 5 il
3 8wl (st (LSS eOlylam (OIS 32) gy 5550 S0 g § KK 4y Sl Gtolo o oy 2 390 (Lo 3o 31 5

A IS 5 OLT (Bl o )lge 5 Sl s janases 5 2l 51 0L e STl S8 Ol on a3 ol & 4 5 b 106 5 4o
St 15k 5 Olwsley Sy ke sliwly 53 a0k oy Ol ke 457 ol 3Y by Sl IS 5T Ol sloy 51 0L 2l 85 goas
s )l g e 5 2 am |y Gl Sale s 4 OUT Jold 5 Ol 53 3 g2 30 (Sl mlin 4 a2 35 Ol sy

WOk jlaws ¢ bL 1 (sl slge ¢ Sludl (Sasle ¢ 23 s suzi 1SS (SO SIg

LVARVARRAF PN VNNl AQ/A/NQ talie 3L 5o

S OUT G2d pgal (S USW w1 Sl Gaslo g I oLyt STydl BT e i 03juen] opmio b glo @lcws les igls )
AVY-AAA 1Y) 4 YR codls SleMbl ey e oy biw ylow

AL e o oo Osily s Guiws ool dlis ! Olnte ol el (L)L porie ol godglls

Ol sl 5 Ol o5 (e (oulSKEs oy ke ¢yLeils - 9 Olbyuie (S meeal (oS> S il bylib
Ol Ol 5 5 Slianw JWT liseo )wL.C )JJ).Q » l—“uj ‘_;Lw..>| dl.(buwfls

Wy e oSl Dl O Kiagsy Ol pde oyt (g0 <Y il el g oo Sy b s lojle G sl o bk

(U3 3t (Sorkinms 5) Ol ol okizm g ki w Jonl 3 _goDhnl 5137 oS>

W) dealdl 353 slay 4 Wlg o (g e ladiwlgs 9 Lo
Email: salehnia_monir@yahoo.com

5 5”".'.}:'."“ ‘55‘_&:‘3‘} ‘dlfj)l’ C“.'.J.'.'L‘ L.u‘)| wu)lf -y L’)L.uj ‘) o.\uf L_e).aa.n )L.é) d‘\xlucn m‘ .)95 AJL..\.A L)"‘
Ol Olghol lginnl (S o ke ol ¢ (S Slosg Sl Canns 1L S & 048 B puno Hld) Spd (gl (V) 223 0
avy WAY CooMs pllss 13 Co o (gdrwes sdobiofyg [ wiad (50,loss | v (50590 | CaoMas SleMbl o o

WWW.Mmui.ac.ir



Ored $3)ge g dlple &l sy g BES p yelie
sl ol gaeY g conl (gride 4 diuapy Clid g4
258kes g iS5l camlio blitl (lbyite 21T Lais
(V) cawnl )50 Cato 3)l90 5 ol Y guate

LS coarge o Cul (ol (G2 29l 250 (ot
il ©lodd CudS 9 9800 plojlo @y (A
b S35 s 5 Sluyilods slod il o (sla Ul
Ry ool p a8l amd oo Gloled LD 4 1) by
oo kg S oS canl 0as aST lojle md
@ olojle o plew B3I 51 dopd 035k T s it
(M) 2580 s Glojlos gllae g (sabanly

P e e (583 pyal (Mo VA (gand |
2 &S oy oLyl (gojex g oS Bae ) cole
Oldllas gl (V) cul atsly ),,"5;13 S yudin 0> puoucdl
bl obylib (gojes Baimws &S sl odly lis
rgad Conl Jl glojls plpte Grzen g Slojl )13,
(V) 1257 Cgllas  nd

oS 3900 ol lyiee b 4 axpl 4 g b calply
oo 4 1l olpl ) Slusze plo g bl )lon (lpe
L g 90 LB (slojag Cumnl (8D gl Copde g (o)
e el cnl Sgpw Slarge (ST B puae )13 sadlllan
015 o] o & s 23l gl )3 &S Wil oald ),
SHSISE  d9de muby & elos (Sl
oo Sl Garlopw Llod il (5550 (B Jad pguad
Pl g ele ooy ) glytie STl g lojlo 5
Culopus (gaiun; p o ploul Slallas wlul y sl U
orimd JSuis yolie cppete G lyie (Sl
G (sdsgeze (dlaidl oK Sl salo
Sl gl .l Gl 25 Gy g Gos I g9y
Ak (658 slopw wlie ;S8 5 29y e 4 Wi
sl SKald g b )los (il Jolis Slusl garlo ps (1Y)
Cudbge ly & plaaie; o bl L (@ OB oy
) bt (g 5 St (g y955 5 otpo s3batdl ol

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

OUT o3 s geai p Sl Gy lomn 51 0L zin &SI 1

Gl 0 &5 g g amd e gl ol 4 &S e

gtz @adS 3 Slesd 5 iy Sluwhe ol pse
ks &5 Spe @ @b @ popad g ol (g
390 1% 5 o] ke corge Wlg od Joame i
2 o sl Jolo glojl 4 Cute (5,55 9 pgead 5 (V)
&S o)l e bl LChristie (¥) cul flojls 4 (sl
e Lol oguomals 5 s S5 qplojls S 1 D pguad
ISt losls ppa sl IS 5 S Sy Caipo
(B) il so ylojl sladslo puo oy e ;)]

el i Cute SR paal aly & Sl lejle
J]b.\g“ o) L;Lzaolp)'l | oS (gds g0z (gl
5 O Gl 5 ol @ e & Slojle > 4 g ol
{F) 15 o S 2950 lojlo ] (it
Boyle (V) il cuis plad b 5 5wl cuod b L3,
blos S8 QU o855 (a8 e 9 518, el
B paal S &S Wb e kbl Emery 4 Steidl (A)
sl Il 1By cuze S cage plojls Jls58 5 e
Slgicee b (83 9l Sy (pSe 2 D9 plojle Sy
ol e 63} g b e (LS, slaxel ialS el
Se g SIS gauir oo cage Sl LS &
Bl ik gdos ) Glojle Wle o aSl il ylojle
sly glo)bgd Cuopd Mg ot (G pgal b g
A3 31 ol sy s ) s 15 b S ol 8 ylojles
(0) wles oy

25 LS5 9 S Olie W58 g Cute (03 gl
ol ‘) JESYELS uli)*w" 9 odl> wl)sl I Q;L@ ub)w
Sl alopw piline (2D gl Cople il

VA

WWW.mui.ac.ir



Q‘)&.«A 3 &l;.} -d\g_,.:a

IR byl Gk 5l silom 59 lual 2l p e %0
Lajls (59 Clulesl jl Gy b ol J) b g 3980
o loyd 9 Cdlyo & g Ligd e 0T Jloy U0
blsjl (S 5l J& &) Rush L gl iy
@ gliwd g wulyd pa o5 cul Jlen gley jl (—i5u
Oy g (YY) Cawl ianyals Caa o ol il glaply
S cud ot chges ) (S Jlew b b)) )l
S92 4 (S Hlow Cold) (el bLS) )5 jlon b
dxyn Oy Cudlie gosmd al)l byl @)lpe 5 3)55 5
@ edl S (938 o bily) (Sl Gebs 4 2y
(YY) 25,8 o 03938l (uLis)b e ol len

sl by s (bl Gl il
mee &SI 4 b algie gl sl K55 Al
& o) 5 g0 (oS 5 W Bl sloce
255 855 o SV oy e b e 5 4255 olo
3y 0] o Sl ot B AalS S eslizl 5 U
siecold) Glie cizmen g glop 5 (S asla

5 oih ) Gl galopw b basye gadlie (09
o U olojle ol e o Sl Slusl gl aass
ol daly USHT s g e BT dacs)lee 4 ook
oPj9el QU pizmen Sl pate Slojl 28 o
bl g lojle lir 5wy plple Wile Siales
Sy g My 4 (Jaoe Oheid b plojle Bl
YY) 3yl (Sows (S8

g i oS5 il Prusaky Davenportsys jl
s i)l Glr h el & cwl plaasis glajin
ol ey e all was Gt g cleMbl ploedl
Wl Jhaw bl |y (ub (S gl > oK

5 ob adlhe 9 e calnle (0) cusl UL
P e 4l o (L)) oo 5 paass
SIS 5 ployiiie oy IS B sians o a3
CEE 5 3 ol b g

b 295 (o | Slolua! § Llie wleMbl 8y
5 Dbl jalaie 4y (6,500 mie b 09,5 (At Ay (xie
ol blsyl sl oMSie 5l (S (V) wad e &y b))
s a1y 0s bly aolie KB Gyl 4 paye &S Cul
Sy g o) olalasl a8 o olo |y bl sbly solio
Cul 30 e bLI)l gaoess CIil b deled jl Gilss
Sk ok Jlys 4 (Pl lac)lee &ly 0 (V)
bl sl sl s > Jla S8 Gy Y
ol lus] o bl 3 )b 51 (VA) Cowl odds Caogs
o S sl S plads A ey b 4
oled oLy L e (L)l il8n 2l

i Olgee S5e bl )l b |l
(Y+) 2903 0Ll

sk s (M) e glpel 5 )lal
2 Spenl (oA (Bs5 Slaclee |y « bl
0ljlw g Mo ooy pbl HUle ¢ )|, Ko sbross] ol
G g 900 ;S (S Ao wleMbl iYL
Wb o (I D)5 3L Ul g (1,8 ll (), S0n Sl
Coldy yig e a4 ke cpl (58 4 wadine
29 S S e 3k e (o I e e
P9 oo (e (§ilopmrena S99 WSl g Joluwe

L bl & 1y 0 JLab clebs ) ook s ol

av4 WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



Oldlas Conld psiio (pl Gicxiw (0556 LS o pleie
S ool Gl galoj Jomie > wdds
ay P sl 50 dg3ge leMbl o sl plie (sl
S el wlodgas 393 (S S )len g E3l> (sioxiw g (o) 2
2 Badhe ol )35yl Jlis @ ol gadlas o5 o
g bl 4 drg gl 4 Wl Ghyide (G8d pgal
ol sl 45,5 5 Ly 3p90 loyiie STl WS ke
ool gl Ses plojle s a5 Casliae
bl (3 mle 5 ylulus glapiuaw cleMb]
ol sy ol bl sl oy (28 Sladl syl o
obosles p Ul cudd 5 8,56 Wlg e g 3y Cuenl
g o oS sl sl gtployus ol 51 oyl STyol el
oljle p Cwss @l Gl i gaps ol
298 (U dbg ya

Sl Gloj s Sl salope b glojle K
25 o WS b 1) o] (5)bleg 5 obyuie colo,
ol gz les @l Ll 1y g (LS L el 5l st
oles 3 S Sl g Ll 3 by STl Ll
Sl STyl enl 9 3,5 (o JSB 0l e 4 it sl
2l 35 51 lojle 5l ] sed pguas (S IS

o 0h 9y

390 o9y & 495 b g (93,8 G L I sl jimgl
@ phegk Clusyd ailbie shilen —(eogi odlinl
S (ng pj O)ge

@W‘ oy paass g b :(Hl) (RT3
Oyl 5l Glyide (85 pgal S ISS 2 olilon
)5 e b

Sl oy b)) ol (H2) ¥ (s,
Ollon Jl glpbe (B3 pgal (65 JSS 2 lslen
.J)‘K@ ){;JL

2 owlen Sl galeps (H3) ¥ a5y

D)5 o 8B il 1 lyiie 0Dy (g S S8

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

OUT o3 s geai p Sl Gy lomn 51 0L zin &SI 1

I exSore 5 Qbdi)) Gln omly &5 Sloo)s A6
OB 5D (il > o Cuwd 4 s Oledbl 5wl oo
& laglojl ;3 5 39y 00 45 4 g odel D939 4 yguild
S sy Al pub B 5 Sl > L
(V) 39 o mne U in 5 Jlac! plosls losil
ol cledMbl 1) Gub 56 o) Kea 4 Vasquez
5 bzl da ol wSe Jolis a8 03] (23 lawg o
Glpds o @SRy 9 Cwl baej 5 ealie
Glesd uile bawgs 331 g STyl (g)ladd a3,k
(V5) ilodges iy yai e)ls 343 ol o 1) 390 lad o Jlai]
Oladd gdige) @ gbCopln 4 g L
5 O Sle) 9y 4 g il ©ygps (Slopd g (il
Myed 0 YL Cueal | lond ol 13 1550 5,8l sy
Sl oy paass 9 G (YL gaw & e cwl
& Cunl olpon Glila slesel gaw (Rl L ¢l o
Pl & 25 plisslen S U ol 4 e
293w Gl lioslen 4 gl s ol Jlezs!
085 e | oslhe b0 ppai (5SS
gt lony 3 Jobd maasite sl sl S5 objyte
oS &Sl Cang (S [aasS g b b Bye
Syl db o pho o a9 i cpl 5l eolal
Oblioy 5 @le 353 YL paass 5 (il Gliles
I Sy 8 4l ol Sliabl & 3,5 0 el
rpad Sbul g cold) gaie bl plaebl (pl g
buwg &S glaslllae jd S5l o SKan 1y ol (23 > Csllas
cd)S pbol HulKuw slplvles » ohlsen 5 Lim
2 olaeb! dbul gdie; o a5 cal sad oy LS
dgpse Myl glad s conMo I el o YL ol ylew
(638 shlopw ghue) ol pbxl Cldllas (YY)
5 Ol (i 1) ol rSeilil lagasls o yinte
CBS g ygly 3 Sy Sl QLK 2SS
I dagi dy50 Jlusl gailow Liomiw o 35 1y LS,
o yimgs plo 511 Gimg cpl sl Lol (VF YA) Slodls

WA

WWW.mui.ac.ir



Q‘)&Aﬁ: 3 \;_L;.: -d\g_,.:a

Vg e 3,5 gl yseinl bl 5 aeb i p claasgS
SO)lke saizej )3 (Jlpw ¥ paass 5 GBI (saiej )
Wb g ¥ (03 pgal (gaize) ) 5 Sl V(L3
o by gl IS5 g (aojliel ol &S
5 b lp b pl a8 ws eslal (oU0) @S
2y Glp g &= 0 L3 U = s b))
68,8 i 13 0= gilge Mol ) = pillsee Mols” jI iad
b el Lo 31 aab iy () ooy ey A3
3 Gl 0a odlazwl (LISREL) 5 )l38le 5 5 eolazwl b
9 b oS dpie 5l Jio il Jole s
dlre b ooyl yuell M gal o5 sleodl
sobyd (L8 ledMbl e Jao cpl &8ly o Slons )3
oy gyl 5l ein Sldlas jI ol il Lo

(YR) canl ool Cowd & R

copo Gl Al iy oLl e)p jslale 4

| Jeols s .cwl ous edlizwl Cronbach’s alpha

o> UiV Jgd > aebiiuwyy obL g (2l (o)
R P W

MY bl camd b Jse cpl elp X jedoe adli

b G o gxe (gylol Llod 5l a8 cul £43/0Y L il

O9e3l 45 CES wx plgie ol i o 4 a2

Lol S oo Aol ons oamlive (glaodls b1y Jao ojln

s Lsed 05)5 o 4 G ' jadome (shasuie o>

llylgss 5 bauilly (s Hlade (VR) 218

L ply ol Jae » (GFIL Goodness of fit indgx

ol Jto bl b gl Jssd 3y90 o il e +/AF
Loald b Jao il o5 S adxe (pl do 2 oS 1>
Syolp s Jlade cpl poegMe (V) 3 e Ljly
Olwebl  gdold  » 55 (RMSEA) oy glas

Aisb e Jo (Swjlp soaisS anlia)ls JlE cas A

St Sl ggerme 30 sasel> gl nl
baglio)lon 4 (WA job) (lagh plxl gloj ) &
olislon) Gledel b (Sbjy pole ollisly 4 ausly
e (s Qlnslen (g) prel (e ©pas g 9
dlegl plislen dg) pBE uge plol Slop 350
(i FSD e (Sloyd S e cphed (lslen ( SLAS
(&) Mllass (Sloy> 3950 colyon 53 daed liaslo
axlye (o) 12l (Sij Sye 9 ol Slop 5
G b gylen a4 ol 3 culs) b wlodges
Jols il imghy 4y 01,81 55y Hlme bl o ilodg
S ) 51 59y & JBhs cuddS (g g (lg dlge
sl culie o g (g Ll uab (s
L ol s dlaw b o Yo & (0655wl
ol osbily samle g gl sages o) ool
oyd A0 Glebl b 25 Jge 3 )3 )Gl 5 (+/VIY)
Wb dolee das YYA & oo

2 2
n:z%S
d2
. (1/9¢’x(0/213 308
(0/05?
dged o> =1

e oliil ao >y =d

Oy Jleil g od 2yl (sdige w2 4 g L
oo cwlie Clusl sy 4 deb iy ¥ooo ol
o bl oy, lilet 2 53 5 23,5 @i lolin o
055 &35 (3929 lasline uIl) Ban (e ()
atle o (caobiwy I odly (g9l ,5 cas
2 d baye Slosl Yl gl scwl cas &S oud sdlil
P ady I a4 sleasl jiwy olen & e I S
5 C8)S 55 porp dp5e Supa b b pe Gl (saine;

AN WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



OUT o3 s geai p Sl Gy lomn 51 0L zin &SI 1

G953 SLA yadde SASil a delipiien g3 (bl 9 (2l gy s 1) g

219 oy bl (i p

b5 ol b Cronbach’s alpha e
Qr Qr Qvw Q oyled
73 SR/ S/ RV £ V- S RO PV +/VOA oS 5 s
YA JAD N /Ry R?
(1)) Q: (O]} QA Qv Qs Qo ol
00 /OA +/0Y JEO /PR OF /OA el s ikl VY SbL gl g
JEY O fY Vi YN 0F /Fe FF R?
Q'f QW Qv oyles
7 SURRYA') Y2 GRS N W e %3 RO gl
4 SERYITRYL 7 R?
xY =%-9/0v  df=fy RMSE- :/+ A +/4% =GFI AGFI= . /a¥
s (P < +/eey B = +/5YY) lwl plo janss o Ladas
B = 1oYA) plslen Sl @l (b)) ool Syt (Shed Gupd ow)p jl o pob gk )

Pl Jhe (B pgal (S USS g (P o0
Sge loysie I Su e uyn Car Giagh sl
o9l 3 lite oD (5SS S
Jolse (ganas) 5l Jolbs guls .l o odlawl Fridman
Ghme paw & ob i sy (WShe wlel p
oaasS g Ll AIVA Ll f olse g P = ofe¥
sleclee 1 5YL (VEF) lasy ke b Sl 595
sl 8,515 (VYY) glasy (pSike b (L))
Sy sbadie Cuenl guyn jI Job claaidl
P A w0 Ll (Sl alo o ioriw )3 edliil
S gaw > Sludl glie panss 5 (il saie)
e o b e LS VIR L il g P= /oY

culio a3 3)90 Cupd &S (Syee S 5 (i
o1 o3litl (g0 )5) (903l 3l S0 stme Car il 03,
Gaps ohan & (seS) osell 5l Jeob @l ol
P ikgh wlusd I S e gl Pearson S
Caol 030,541l Jgis

odis pll gejl wlal p Slusd wles a5 byl )
2l oigh 2k Jde g opSie B aeb 25
A Gisles V S Oyge b pusito po b1 bl
S obpie SHb &S a3 o Lt gl 5l Job b
ot log 1 BT 0D s (65 IS 1 Sldl gl o
G b S gow I (P<-+/++) B=+/02¥) cul yi3e

L coadze I ol yite STl cS gie Jolbs s

Oh8 353 Lo e ds o g3 o 4d 4l 90 PEATSON Sicwsad i b (951 1Y Jgaa

X) yoRe '}uﬁb

<o) VIV Y YD A C/¥VA . \H
(Y)@A:x}aj
(X) ‘UoL.S,\ L;LAC))
<ofeed /90 JAYE PN X4 it e YH
X) bl ale
<ofeed V/\o8 Y ASY oY it *H

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

AAY

WWW.mui.ac.ir



Q‘)&A 3 \;_L;.: -d\g_,.:a

EERHPPNEE

It

Gl 959 (lgd Joo ) Jsud

Sbll sl 5 (VP = (las) (1:ke) aess
o 5 @l cul & (PO = (shas, (i) oSS
P o= fee8) il jbre dopd W0 gyl e

(= WY+

&

g_\.}-.\

2ol Galopw o pbyie Shal 8t )p
S g )3 et yobo 4 (U 0D gl (65 S
Cund 4B8)S5 )13 gy 3j90 ()6 g (BB sl iagh
Sge) > odd plxl ajiagy @i 4 4y b L
2 Py Jolos b (phlow ob b 4) oljyide ol
Rl Olgiee loile Jl pliie (203 pgal (65 S
Dges Mg 1) 3l iagg gladadl b Siales
jop Cuenl 4 (YY) o, Ke2 g Thomas, (Y+) Bader
o)Ll Jlaw Coloy > ) Gl (g9 5l cunlio (slali3)
B Gbo)lee (ily o5 S o (LBl 5 A8
M55 @V Cueal Sl olilen cols) Gl gl
S gk Sy pbxl (b 5 (1Y) phlSes g (o o
o g 3l Sy ible Jpdy g 8 (VL b 4
g Gl (laylid) 3929 9 W3 (g o) Culd) ol
coldy p e Jelos Sl 1) Sl 5 Jlew o Cumseo
By (Pl Golhe saie) ) 3y0d e
sty BB loy & Wy ol (YY) o, o Bakker

AAY

g4y (VI L ply (glas)y 0:Ske) 85 sl YL
oS g b ey a4 ol o g 2k R U
oSle) QLS 9 (VA0 = (lagy (1:SSke) oyl
e a4 d0dd jaasS 5 b oyl )18 (VAY = dlas,
Lulyy o g savasy 3 o) b olise ()l gine poe
s caedl 35 (bliyl glac,lke 05 Ly (sdine; o
<d)S )8 Jol a8y » phliwy » bO)ke il (o9
Solee iy 4 ol g (VVY = () (Sile)
Os0ke) dels (YIVV = (lasy (0ke) S5 (L))
L8 (VY = (lasy 5:Sle) (LS 5 (Y = (las)
Mmoo > AD (g sxe s jd laddy Golds Lol )l
(=540 g P = [-aY) 13l o
oo > olill 3y9e slaadlie IS guna,
QU J (g 2y90 Slrog)S SUSE & Sl sarloy
2 5 Gl galopw clbddie Coucnl &5 dad o
ool byt (503 53 Cgllae md gl (5,5 IS
paass y il Wlke oy 4 il (slaog)S
Sb)l gbolhe (FPA = (las) :5ke) S5
oS g b YV = (s, 5eSke) ol
S g o (1Y = ey 5Sle) SS
Sbl)l clo)lhe (YA = dlasy 5:ke) Gl
Sbls)l gbo)ke (YA = das) 5:ke) S5

WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



Ol 2 e g @ il &5 A8 e Calan 1) B ol
= 3 (e i o (T) 3,05 3929 e
5 Rollnick ;I bls)l (Yl clac)lhe 4 )by
(Fe) Canl onss coles 3 o)) Ken

iy e & S ol ol cadbe s
ryas dml > ol G KB (B el
Cuol S 55 cuib Ghlen o@d 3 Cgllae ad
2590 3 S Mol g 03905 )l 251, 295 (bjgel 1
Ll S5 Jite 33 phlow 4 1) ilew 9 oleyd sogmd
sy sbedle sl 3 o Lwlol oS, cuil dog
3 Slbdlae §l BT s Gl Jlow G )b gy
S S B (8 (Stld 3)90 53 p3pe AL oo
55 &l o) S o S, ]y ) 4 a5l
hlagl b wiss Sy pludl S plgie 4 1y 28 ohlew
Wl o Ghlew cads WS gl cuwsp
o & Wl cdly Sap L Sy sl
oyl ol Mt 4 g M3 0 13 55 bl o Lisw
&S Shpa adwlidy o |, gyl g asb azily dsg
@ Joallgios b Joe 3 S aiilon |y Sloyd slacadlye
a8 paye J Gl (F)) LS g g Aoy la
4 Sl e g i 395 T sloa gl sl (K5
@b S @l 1) (dalyd ol lp b wins 13 (555 les
Jlize )8y a8 ke 1y 05 (sloatlss 5 Sl )
2 9 len (8290 5 (i 3B Bl Jlaw g Sy
sy ol g ogMe il atdly Jlon colisy ili8l a e
P oo o gtlae S bl S soliny 9 Jsine
(FY) 303 ol oy sl oS maenad 5 ()l et

&S 6yl g losle 33l janss 5 i sdiw)
o Ml b gpie SO gy p Slge
bS8 gdinaj 3 8 plaingl dlex Sl laing,
L5 Gl ol pll ol cols;y p liwylon ©loss
A 50 5 CutsS da 50 Slojle o8l il (oYL ppw
S Ol (e 5 dezme LBl (b yide Culs,

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o

OUT o3 s geai p Sl Gy lomn 51 0L zin &SI 1

DS wlis (blo)l eMSie I bl slacylSs
2 Sy byl sacike #E 4 55 (1F) b S
& 50 Murthy jiags 5 .08 e o)l jlew cols, s
Obler gdiecals) 1 (LS (L)l sl )lhe coonl
A 3b5 slagingg IS sk 4 (10) cul oxb o)l
coldy p gllen A8 YL (bl o)k
b sl iagh @bs Wbl 53 a0l 0 1y e
P Golee gaize) > wbIS sl jinghy sbaadl
alae 58 Lol il stad oS53, ¢ ol (S
Obsidio Shal o 156 g bl ol (Sluglia oy
5 amd e s dalllas oyl ol &S oo e el sl g
2 oy (bl Gbo)lhe (puyn 350 Glaog)S oy
Oy Qlylen j cgllas gl Sloul g (b jie STl
sl sseel ailawbio a8 cunl Jio ol ol azsb |y 45k
ohe S (b)) sbelee Sl sty > pY
Olgs cov & glaadlas > 5,5 o JLE oolitl 390
Ol gllen » Ghlen bty b (S55e ()
i g oM byl iy a5 ol s Lavaly ui plogl
bLs)l )l dp @i jlai 5l g i (ooi j8 50 o3k (o
726 ol 39800 Bpmo & Gloj (NS g (NS
2o VY 2 s il e pbl Glllas 3l (VF) !
5 03 )l Jlow (el gyeld )3 ojlal S L 5l
hlew @ gl o ¥V pimen g a8 o ddlie
Syt 338 53 Lo o5 (b )3 (YY) K18 (o pl
bk & Sy gt el g B cutel @l
(YA) 33,5 ool sl g ol ol (b)) oMl b
WS cwl aose Gl g e (Y4) Mc Queen
MB (lelid 350 (63,8 G slat)lee & )l
o Laclee ol higel jeim wl g Ll 488
5 ol s (1B Bjgel glaaslyy o HS o)l
Wb epm g S b » Lac)be oyl 5 eslanal
g sy o Mol & 3l o lts bl o g e
Cunl 4oy 2 39 00 9 (59 b Gollae (Ao jls jlo

IAF

WWW.mui.ac.ir



Q‘)&Aﬁ: 3 \;_L;.: -d\g_,.:a

@ Sloycbas 4S8 e W)l Coge a5 20d aidlyy
byt ol b plyids s o] Jd 4 g olles
23,5 oo byl (sl o blisal (350 sl 5 1

g ol 1 b yiie STl as” aad o ol Jols gls
2ol b)) caclee 5 Sl g8 pmass
5 95 b Gliwslen J obyide 83 pgal (S JSs
Shbd 5 paasie oy b cplple o)l e
e Jolss Sl (S gliylon o (b YL ool
Slwslows | byie (3 g (58 KB IS 3
I Jols mls wilee 1By Coje cwS ol 2 g
Cold) g Glodd CudS (gae) ) ol pbxl sl ing
Il glinlen QUSHE ulol B8 5 38 ollon
@ ohlen @SS G g gl ey
(¥ D+) Wlod,S aST o Sless g oyl lows

Laslghcias

Wipgy Jl Jols i g Sl geloyw Cuonl 4 a2y |
Dged oM 5 5 93 1) Glegd soleidn g o0

oaass 5 il il sdie; 0 piY leladl (call
(sl g5y

L sl e &) gai; ) p3Y Slelidl (o
(sl g5y

S9x Copde g Sytaby g (ppte & ol ]
il oo Sl gl Copie (isy dalojln (Sl
yin aldy el ly pi¥ Sbcalon) p ek )|
sl collas (25 pgai dbml Bi)b 5l by dbul 4
casbio LS, 5l o ] mlie gme Capio oo
Cold) Al wigh Coles Cople pluw Bib I &S
e bl ol jlog 4 dagi b e )l s ol yute
4 Cowd Wlge by g Cobes hjgel (iR
S Jols lisebl 398 (LS cangllas

boobj pwled piline &5 oladrd s cpins -l
sl p3Y 93, ool g b (i)l y il el )l pidio

oRIB) hlen cold) 5 Closd CudsS Aules oo ST 45
O 5 blee BT 4 Bhe plap (lp wb
A S8 SleMbl aie cpl 5 5 2sd aome (pamasS
(FY) 25 )18 sl jls]

2 Slos cunS gdiue; &S gl o (FF) Jlpes
orh 4ol plsl ol il elain) el (laliloy
Oy Sladd pl o luebl Colils oS sy aoe
s ol 1 (FO) oS (6y95 5yl Slotd S )yl
23] s & () ST Jgwy ©ps i oy (i 3y

S ngal SpS ISy e Jelos Sl Job gls
OB hlew colsy & e oli 8 lejle
g Kim o)l plojlo | Cogllae (imd pgas 2 (6,18 ,86
S olygSl w)n & 25 Lhagh o (F) oK
S8 Gl 3l plyide (3 Cute pgal dbml
alex J1aS Wil o 2)> Syg s gy b 3890 Laily,
5 KiM sgad o)Ll ol yide cols) 4 plgie Jolss o]
cols, a4 (YA) Questery Pappuy (YY) o ,Ken
3 AT losl 5 sllas pguas sl )5 (6 yidio

5 oaass g Gl (ISl ol bl 3l ulply
Fdeb @bl phlen colo) » (WSS b)) sbelre
I ohyide 585 peal (xS USE p ohlew ol b
Al o gl gy | ol gl (goliS 10l i loy

G
o 9 sepel 45 € B, e oan] Jlo i K
OB & 3 g2y GloyedS p Sles slaglejle
2 &S gl 5 ebael iso b sl s « o,
2 el axgl 4 o)l lE Sleas glaglojls 55, i
ool men S oo Iy Ly 2,050 laplejls
cage Slesd laglojls 4 (byide ) pgal Cuenl
Jolos plolid 4 by Ban b pals Jiagh w38
ly lijlons Gbyida (25 poad (S ISE p She
ool Sy ple oSl g Lelol el Glajls 4

AL WAY CooMs pllss 13 Co o (gdrwes sdobiofyg [ wiad (50,loss | v (50590 | CaoMas SleMbl o o

WWW.mui.ac.ir



Ohisel g g S5l S oS Ay g enpSal
A8l 505 e J b5 S e

g sl slasel Hlae )8 pl 4 LU Co pie icoles —o

S amyy ol 4 1) Joo g (sySpaead s (Sl 2o b

s S el gl 51 ol jiiie Sl lgicse b ool

o2 Glejle 5l cgllas (el Dol cel 5 0l il

OUT o3 s geai p Sl Gy lo w51 0L zin &SIyl i

sato 551 L 3131 51 (o lSion il olas) odliol by plisical
2yS )8 g 3)90 Wb YL (b)) dlacloe (il
boplyms sl g0 gl zpbjgel o
Wilgs oy olles pl a8 dgael (gogdll (sla oUly
@ qme (obyon g (oBigel sl iyaely g plls coo
5 ol Lol Wb b yoieel Gam bl e 4 gu,

W35 )l e sl dbol 5 il Skl (gg pawss
References
1. Kotler PH, Armstrong G. Principles of Marketing. Trans. Parsaeian A. Tehran, Iran: Aylar Publication; 2005.
[In Persian].

2. Hawkins D, Best R, Coney J, Kenneth A. Consumer Behavior: Building Marketing Strategy. Trans. Roosta A and
Bathaei A. Tehran, Iran: Sargol Publication; 2006. [In Persian].

3. Walker OC, Mullins JW, Harper JR. Marketing Strategy: A Decision-focused Approach. Trans. Arabi SM, Izadi
D, Tehran. Tehran, Iran: Cultural researches Office Publication; 2001.

4. Ahmadzadeh Jazi S. The influencing factors on costumers image formation about hospitals affiliated to social
security and Medical Science University in Isfahan City [Thesis]. Isfahan, Iran: School of Administrative
Sciences and Economics, The University of Isfahan; 2008. [In Persian].

5. Christie DA. Trilateral Model for the Management of Corporate Image: an examination of inter - relationship
between an organization's self image, its protected image and its perceived image [Thesis]. South Brisbane,
Queensland: Griffith University; 2002. p. 19-35.

6. Alipour E. Organizational mind Image. Tadbir 2004; 15(151): 80-3. [In Persian].

7. Schroff K. The power of fast. Pharmaceutical executive 2002; 22(4): 110-6.

8. Boyle M. The shiniest reputations in tarnished times in fortune [Online]. 2002 [cited 2002 Mar 4]; Available
from: URL: http://money.cnn.com/magazines/fortune/fortune_archive/2002/03/04/319092/index.htm/

9. Steidl P, Emery G. Corporate Image and Identity Strategies: Designing the Corporate Future. Sydney, Australia:
Business & Professional Pub; 2007.

10.Rnjbareyan B. Marketing and Market Management. Tehran, Iran: Commercial Printing and Publishing
Corporation; 1999.

11.Wartick SL. Measuring Corporate Reputation Definition and Data. Business Society 2002; 41(4): 371-92.

12.Forrester MA. Psychology of the Image. London, UK: Routledge; 2002.

13.Martinez RJ, Norman PM. Whither reputation? The effects of different stakeholders. Business Horizons, 2004;
47(5): 25-32.

14.Rose R, Mishler W, Haerpfer C. Studies in Comparative International Development. Social capital in civic and
stressful societies 1997; 32(3): 85-111.

15.Marr B. Impacting Future Value: How to Manage your Intellectual Capital. Proceedings of the 5th European
Conference on Information Management and Evaluation; 2011 Sep 8-9; Comao, Italy; 2011.

16.Brunner LS, Bare BG, Suddarth DS, Smeltzer SC. Brunner and Suddarth's Textbook of Medical-surgical
Nursing. Philadelphia, PA: Lippincott; 2000.

17.Hassanzadeh R, Etesami A. Investigation of manager's effective relationship on staff and nurses's hospitals. Iran J
Nurs Midwifery Res 2001; 1(2): 21-6.

18.Holte A. Professional communication skills. Scandinavian Journal of Primary Health Care 1990; 8(3): 131-3.

19.Chant S, Jenkinson T, Randle J, Russell G. Communication skills: some problems in nursing education and
practice. J Clin Nurs 2002; 11(1): 12-21.

20.Sarookhani B. Sociology of Communicatiofi® d. Etelaat Publication; 1990. [In Persian].

21.Ansari M, Amireyan Sadr S. The role of personal communication skills in establishing total quality management
systems. Proceedings of the 6th International conference of quality managers; 2008 Dec 20-22; Tehran, Iran;
2008. [In Persian].

22.Farhangi AA. Human Communication. Tehran, Iran: Tims Publication; 1994.

23.Raatikainen R. Dissatisfaction and insecurity of patients in domiciliary care. J Adv Nurs 1991; 16(2): 154-64.

AN Codlo pllas )3 €y pte (ghnmgi (sdabiofg [ pidn (g0 lad [ wo5 (5095 [ Codo SleMbl cy o LVNZ

WWW.mui.ac.ir



ub&h E) uJ_LF.: 4‘\;_,.:.:-

24.Abedi Ardakani M. Training effect in promoting knowledge and skills of staff [Online]. 2010; Available from: URL.:
http://mww.yazdprisons.ir/index.php?Module=SMMArticles&SMMOp=View&SMM_CMD=&Pageld=106/
[In Persian].

25.Davenport TH, Prusak L. Knowledge Management: Success in the global economy based on the information,
Trans. Rahmanseresht H. Tehran, Iran: Sapko Publication; 2000. [In Persian].

26.Vasquez ML, Gomez CF, Lopez AM, Robledo J. Knowledge management systems assessment: a conceptual
framework and a  methodological proposal  [Online]. 2004;  Available  from: URL:
http://www.researchgate.net/publication/228860878 Knowledge management_systems_assessment_a_conceptu
al_framework_and_a_methodological_proposal/

27.Lim PC, Tang NK, Jackson PM. An innovative framework for health care performance measurement. Managing
Service Quality 1999; 9(6): 423-33.

28.Brooking A. Intellectual Capital, Core Assets for the Third Millenium Enterprise. London, UK: International
Thomson Business Press; 1996.

29.Human HA. Structural Equation Modeling with LISREL Application. Tehran, Iran: SAMT; 2006.

30.Bader MM. Nursing care behaviors that predict patient satisfaction. J Nurs Qual Assur 1988; 2(3): 11-7.

31.Thomas LH, MacMillan J, McColl E, Priest J, Hale C, Bond S. Obtaining patients' views of nursing care to
inform the development of a patient satisfaction scale. Int J Qual Health Care 1995; 7(2): 153-63.

32.Ghods AA, Mohammadi E, Vanaki Z, Kazem Nejad A. Meaning of patient satisfaction of nurses: A qualitative
research. Journal of Medical Ethics and History of Medicine 2011; 4(1): 47-61.

33.Bakker DA, Fitch MI, Gray R, Reed E, Bennett J. Patient-health care provider communication during
chemotherapy treatment: the perspectives of women with breast cancer. Patient Educ Couns 2001; 43(1): 61-71.

34.Shakerineya |. Doctor-patient relationship and its role on patient's satisfaction of Treatment Process. Journal of
Medical Ethics and History of Medicine 2010; 2(3): 9-16. [In Persian].

35.Murthy N. The quality of family welfare services in rural Maharashtra. In: Koenig MA, Khan ME, Editors.
Improving quality of care in India's family welfare programme: the challenge ahead. New York, NY: Population
Council; 1999. p. 33-48.

36.Kabiri F. Evaluation of how establishing nurses communication with patients that Hospitalizationed in parts of
the heart in affiliated hospitals to Ministry of Health and Medical Education [Thesis]. Tehran, Iran: School of
Nursing and Midwifery, Tehran University of Medical Sciences; 1992. [In Persian].

37.Nasiri M. Evaluation of observing to Domains of patient by of health care workers in Isfahan hospitals.
Proceedings of the Patient Safety Conference; 2002 Oct 13-15; Tabriz, Iran; 2002. p. 35-42. [In Persian].

38.Nasiri M. Study of obedience of nursing-patient relationship principles from the viewpoints of patients and
nurses. Iran J Nurs Midwifery Res 2005; 10(3): 16-20. [In Persian].

39.McQueen A. Nurse-patient relationships and partnership in hospital care. Journal of Clinical Nursing 2000; 9(5):
723-31.

40.Rollnick S, Kinnersley P, Butler C. Context-bound communication skills training: development of a new method.
Med Educ 2002; 36(4): 377-83.

41.Cheraghchi MT. What patients expect from physicians? Global Hygiene 1995; 10(1): 16-22. [In Persian].

42 .Leyaghat Gh. Doctor-patient relationship. Global Hygiene 1995; 10(1): 13-6.

43.Mohammadi A, Eftekhar Ardebffi H, Akbari Haghighi F, Mahmoudi M, Poorreza A. Evaluation of services
quality based on the patients' expectations and perceptions in Zanjan hospitals. J Sch Public Health Inst Public
Health Res 2004; 2(2): 71-84. [In Persian].

44.0mrani A. The relationship between nurse's organizational commitment whit hospitalization service qualities in
Social Security Hospitals in Tehran [MSc Thesis]. Tehran, Iran: Science and Research Branch, Islamic Azad
University; 2007.

45.Norri Hekmat S. Application of Service quality gap model (SeevQual) in Rasoul Akram Hospital [MSc Thesis].
Tehran, Iran: Iran University of Medical Sciences; 2006. [In Persian].

46.Kim KH, Kim KS, Kim DY, Kim JH, Kang SH. Brand equity in hospital marketing. Journal of Business
Research 2008; 61(1): 75-82.

47.Kim J, Suh E, Hwang H. A model for evaluating the effectiveness of CRM using the balanced scorecard. Journal
of Interactive Marketing 2003; 17(2): 5-19.

48.Pappu R, Quester P. Does customer satisfaction lead to improved brand equity? An empirical examination of two
categories of retail brands. Journal of Product & Brand Management 2006; 15(1): 4-14.

49.Salami S, Samoe R. Assessment of Patient Satisfaction from Health Services in Educational Hospitals of Isfahan,
Iran. Health Inf Manage 2011; 8(8): 1097-104. [In Persian].

50.Mosadeg Rad A. The Assessment of Patients Satisfaction from services in Razi Hospital in Gazvin . Health Inf
Manage 2004; 1(1): 28-32. [In Persian].

AV WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.mui.ac.ir



OUT o3 s geai p Sl Gy lo w51 0L zin &SIyl i

Effect of Customers’ Perception from Human Capital on Image of
Customers about Hospital*

Habib Allah Doaei, Ph) Monireh Salehnfa Somayeh Ahmadzadeh-Jozi, MSc, MBA

Original Article
Abstract

Introduction: Having a desirable image in a market can be coresidas an asset for an organization.
Therefore, using proper approaches, managers of such organizations must monitor and manage the image
of their organizations in order to achieve their organizational goals and their customer’s satisfaction. As an
important sector of every society, managers of hospitals also must try their best to induce a desirable
image of their organization in their customers’ mifitie present study aimed to evaluate the effect of
customers’ perception from human capital of organization on their mental image formation about hospital.

Methods: It was a descriptive survey, and the population were the inpatients of one of the hospitals which
was affiliated to Isfahan University of Medical Science in fall 2009. Data collection was done by a
questionnaire and its validity and reliability was confirmed by factor analysis and Cronbach’s alpha.

Results: Knowledge and communication skills of employeesdaéd the customer's image formation about
hospital (B = 0.594, P < 0.001). Results showed that knowledge (B = 0.622; P < 0.001) had more influence
than communication skills (B = 0.548; P < 0.001). Finally, the study presented ranks of influencing factors
on image formation based on human resource groups (physicians, nurses, employees and staff).

Conclusion: Customers’ perception of knowledge and communinaskills of employees affected the
customer's image formation about hospital; thus, for managing hospital and marketing services, managers
of hospital must attempt to promot human resource to human capital.

Keywords: Mental Image; Human Capital; Communication Skilespitals

Received: 10 Dec, 2010 Accepted: 30 Jan, 2012

Citation: Doaei H, Salehnia M, Ahmadzadeh-JoziE¥ect of Customers’ Perception from Human
Capital on Image of Customers about Hospital. Health Inf Manage 2013; 9(7): 977-88.

OThis article was an independent research with no financial aid.

1- Associate Professor, Management, School of Management, University of Sistan and Baluchestan, Sistan and Baluchestan, Iran
2- Lecturer, Management, Young Researchers Club, School of Management, Birjand Branch, Islamic Azad University of Birjand,
Birjand, Iran (Corresponding Author) Email: salehnia_monir@yahoo.com

3- Business Management, School of Management and Medical Informatics, Isfahan University of Medical Sciences, Isfahan, Iran

AN Codlo pllas )3 Cy e (ghmmgi (sdabiofg [ widn (g0 ladd [ wo5 (5095 | Codo SleMbl g o LYV

WWW.mui.ac.ir



Foleho! SLlS AIaT ol ylow 33 (3l 3 ©lodd (5 sbwiyg ¥ (S35

Y. ile 2 T Y " \ .
cobdlay dalh )8 ¢ aade an o (Subal 7 8 lesal sans waes ¢ (ot gu S 0 greus

# e 0
i HL ya CCalada aa go

gy dlio omrto

‘;li))“bwlk.a Lﬂ-‘)> g)f.‘j"l“ Jéjfd MJF a_‘)} Ls"\f."\" QM)jf)‘ cLﬁ ol (5)":"’“)})" be&{&uéw;‘}h’

Ol ol b‘bﬁ;ﬂbﬂdh%)‘d)bﬂ@bbé)%ud}j

Bl i (ol p Sl Eagh ganslr il e (A 5 L8) (63550 Sy 4 63,0 5 o5 ganlllas ol aw) g (99
Caldy) a3 asls .5 WA Ul 0T 0o 5 Olgieol GBS LT Slays (3558T S 0 (Slasl (i i 5 Gl 5 55
Eaosn b ki pm ol 5 (I S le g Slkts oy GBSl Cpmen 5 okl OV g5 b ezl aad amlan 5 (s 0L e
4t 3,50 Cronbach’ alph@gaatows Lalul , oLl 5 oxiwcals, i) 53 ol 5 iz o Sl ealizal bl ol il ol Szl
A5 ploul SPSSgasl 5 oslizl b sl (o LT Julows R G

Lol il o obwOsp ool Oota liwly 55 35 a g3l 4 /¥ 4 /YA Sl ok wld ) (g0 a1 5 ST beasl tlaaidl
O loy 81y ol Sl oy i JS7 sauin (Rl l i 53 5 S0 p o plad g pa GRIBIL ol ea O ol 4 gl
S O e ol 5o (oo guomall DIk e Sl ooy /AT 4 /Y 1 adly 2ol 3l L55 a Sl 4 Jo y JST Sl Al
el os B Jolo 5 b i s Sles

G55 ool 65l sl 23w 3l 5 SIS omen 5 Oyl 5 OUSH le oy SRl I L ol jon b (gdas 28l &8 Jlo 5 108 o domaid
WLl 033515 Olinf 43 Ol (511 15 p5Y (5390 cotd ST (g 51 2l gl iy 35,8 IS ks Sl i 587 e Ol 1 5l (6ol

Ry Sislan Lo g 5 Wil Sl £ b ol dlie I L
el ot Sl sl Olgisl S sle oS

S pte Slidos S 5 Sleys (g Sladst Sy ke lsbal )
ol (i sl t}UA 5 Sy e (GodSKiils (D sl
Ol Olghol Olginal (S5 0 e

NNl o] QNYNF calie 3L s
LS TARVA R FFRE SN

oy b lus] deste s (03U] b Ogrue gy iy

5 e oSty ¢ Slays zildg Sledst Sy e (ulid IS Y
Ol Olghol lghul (S psle oils (( S Gy 3
(g e S0k 5)

Email: e.farahabadi@gmail.com
S e (oSl ¢ Gla s il Sledst g e il ol 8 Y
Ol Olgial Olginl (S o e oKils ¢ Sy Gl g 5
(Slos hlag Obus o pde (bl il el -F
g (S ke ol ¢ Sy Gy eI 5 Sy ke (oSl
Olplesy wy (Sote
ply o5 (s e outSCiils ¢ gl e kil IS0
Ozl Okl Olginl 5
o e (GodSKails (DMl (g5l o pde (il Wk S -F
Oyl Ol Ol 55 ply ol

Sobworgr (Uil by a8 e cads @l Uk,
AA-ARE 1Y) 4 ATRY Cdlos SleMb] e

-

doddo
Jb 3 dlogn mlbe (Il 5 banie (565,53 o)
9 Jpa> JB mlie opo (S958l59) SIS g conl iul3él
oo drwg Jlb 0 slayeiS )0l e wy jls 59
9 Cablige pise gy )b claania ke )lew

A4 WA Coodos pllis )5 €y e (gdnwgs (saabiosg [ widn (g0)loss | w5 (50595 | Cuodhuw leMbl oy o

WWW.Mmui.ac.ir



Pl g9y ogill JpuS plaid (3D slassly s
(B) pleslw J3I > cullesd

O Jold plgien ) by Sl S sk
B slacdld sl e (g0 S preal 1l
S g copde bl aulal lSley Gl 5135,
SIly et (50)byd SpSmaeal Colid g Al
LS Kb o dilie sl sl 5 &S (5 ) s
Ml )81y Wuld S g Copde (ol (e
|y dthe Slasess S cacsls b dalsl b alal, 55 oS
Wles g0 Sl

5 by 9 (A) Lussier gla ingg @l elol
5SS by 5 edlizd b (F) o Ken
Gl duds g Jid Slib il abjolyie oo
@ &)l 5 @lie I 550 (oolitul aoxis )3 5 398le 9 (pole
oole & g8 (g e @S ) 5 adly Ll S cBge
Sl bl 2 eizmen ol S 1) dipge g a8l 55,
sl | (o Pl bolejls oy Al Gl Sl
29 IS ST el 1 g LS o Slcign |) 555
I 08 Slwpgn 3 Jle ¥ e ol oy Y
oo Ar 1 Gl 50355 2 3 olemgn Slod)S (L)l
Lo losler G953 Am3 oo Ui pol ol & sl (S0l
€l JyiS 5 siuaely 39 slacalled (o)l ) b
Slosd (6)1ly (b5l 3 (V) ohlSen 5 w938 (1) il
P Gl Y0 ials lioles (S Sl sl
2o ) YVIY inls ((Sibjy gosigy po o plos iy jo
Ganld 3 noyd YAIY Do g olgp ally e g
2 (F) oher 5 by orizren W90 pMel 1) g
eb Glpwrgn Slep higel abyly el
S g 9l B g Shwp gane Jlo > addye
Sagej LB S a1y Sy (Yoo uls,
2 (V) Oer 5 el 55 Slatdy Slosd g)burygy
0piS (Sby ple bbb 9y p 35 sadlas
olys @y ohlew 5 Glite)l5 calsy GRalily 2L ()
Slodged o 485 a0 pladl zuls

AN Codlo pllas )3 €y it (ghnmg (gdoliofg [ widn (g0 ladd [ wo5 (5095 | Codlo SleMbl cy o

ok p Sleds (gHlwdy 2L

Glyeis &S Jb o cwl dopd A B O o Gl
b &S A8 e ol o> el ixlio g 4By dxusgs
ooy gy sl (V) Cuwl bdl e wuldal 5 oyl
3s o oS 5t o3bs Ui eyl ¢ 1l e gyliS Cnlons
S, gl Sloylew plas U 23 )5 o s 5 Gl 0390
s O 4l llpl el i pisy og o
{¥) ke 1351y

4 g sk g0 4 (65 (ghai iRl (sla g,
S5 4 Ll 39 9pd (g3 jd S jl s b3
i A Capte  CeSlle olS sl 5 (gl pogas
5 A5)ke ey ol cal pite (9> s

Outsourcing dss ye oy 5l Cwdd 3,5 %

Privatization sl sogas %

Leases,ls| <

Affiliation  Suwly

Decentralization ;1>;38 o5

(V &) Quasi marketl;l aus <

Coodl olnl cloolKins il wslon 5 b lis lag
el alldl gl 1) ohllss g (g5,400 p o)l Cuvlinw
g oad mle 58y ju» 4 el s slallad b g 03903
Sz b gl sl je3 iy g Cl) saoys
3 oSay obisel 5 oloy il ©ylis 3l Jl
oSl ages (e Caa > dadope plo gren
Gasye ogel W 5 gl pllas Cogl g
Y oo O opas Il slly g cede cless
rwgi pow gl o WAV Jlo gazdg alpl lailss
S gt 2 1y g e i ) wlie el sl
(Y ) cunl odly )8 55

@ gloil 2LlS Sl g banse Lials » egMe
a1y olols (51 (slacled 1S o mu lise Y5
Sos 1y 355 i oSl 2 b g 038 JliSly gy
ol Ol |y bedld g)lwygn SYS o potes il
dox I Gl glacled 4 gy drg (el 0y 6l 455
0,8 as s (500 yS Fai> 5 sl 5 Sledd CuaS

4.

WWW.mui.ac.ir



Q‘)&AJM}J}JM

T8 Jh 4By p) B plyiie sBws Gl 3Sles gy
B pbyiie (rwcals) pyd g iliwn P @by
Sl Sloys 5 iligg Sloss 5 (S5 pile oSl
9, 9 Cronbach’ alphaws,s Ay o1 LLb b el
4 (Copte gaid) paasie sdbwy 4 odd Wb
Gipe & GBI ghyde cold) wyn 9 2b))
3 pow Cuomd )0 ol jd Gl o Ay (6)ledd puo
yol oL ulews b seidle dos sanbas | w
ol oY g5mme o sl Slaal (e 4 6)kwyg
dgad > Cwol S @ p3Y) cuwl ond sy
GySdgel b9y 5l g onds e lanl 5l aslas o
el floj U (g S diged ai]y8 .l o odliiw] Liedan
Yl Aley B led anlas &5 (gysb 4 odb
2y Cosl Bl Aol il $Swl 1) Glagh ()95
(Cdpd ©jge anlas (Yghuo I 8 &4 L coly
SPSS asly j odlizul L badl bl Lo

.5 pldl (version, SPSS Inc., Chicago,)IL

Laaisls
sbaslas gilooly 51 G ingh Jol B Il
39005« S)lewisan pol 2 3550 (Yoo b 485 Ojge
ol Jle lyis 4 ol 5l o3l eMSe 5 sl g9
i)l gslate 4 ped 1By Al 3 g S el
Shial sliwly ) pj pasls oad pbol )b p
el 01035 aslllae g bl (5,13Ss 51 pdgen

lagisy ) cos e gead pld g W
Sy 5 g S8 G g B g A5y Clasl (2l
Ol log 52

Sx g Jid o8 e (il 4 Sl 9 il W
)31 5

GBI oo 3 5l (gl Jrop 38les e %

Gdisip &S e olid ek il ol cleMbl
9 Bl g U095 9 Clasl (Bl pise 93 3 (e )len
ool V Jod 258 & )lwgygn 5l g S

2 dsej ol Gl gao o 3 pogad 4l oS
4 o apgljl Ey call 5 apes g cul o) gl
et gy Cumbie nlply @) dNgne E5d
Sl 395 4 oY led (g0 (Slles (Slasly g 055 5
2B ilgsr sl 6pS)5 4 g el oo o
e (0 ) cusly aalgs ol iso il gy 2 ali
| aBsS Syge Glwogr i)l ek ol el
o 2 ek ol 2 orizen Cul e3g ilise (gLl
5 Ble Glwogn Lol e gu ped U mlody:
ol ol 1) odel D39 4 Jlain! sla)y s

o2 Bhy

S Oygo & allas g g oy Cyge 4 Ghagh
Sy Slosd luwggn M3 Adbe (3 5 JS)
$5e (Slasl i o 5 3 5 555) e oo
iges 4 lyie 4 ladol LB Ayl Sloy el
M8 adllas 3y90 lujlan 3 (gl Slosd 5)lwg
olo VY Joleo 5 sy job & adllas o cote ] a8 )S
gk ddl sl 039 WA Jlo (g)luoigp Sl a9 S
15 L] syt J) et 9 03,5 SET ()18l plool 5l an
Sl gl g B ole IY) S Sloj ol S
Ui o)) plool s odls cul atb iy o (15T
obyude cold)) abptun Gk j ilwonn j A 4
9 Slwgr (Yoo b el dosd ganlan g (3D
by Jo Silae 5 St (cwyp Bo)b Sl oien

Bl 2l 5l gaige b e
@ adlae o) «y55UsS sl 5l eolatnl L 4,
Sl a8 pdy e (Triangulation oy aw & )ge
Slewgn A3 6390 adlae Jol cond 3 oS
wdlols > o (Before After) ig, 4 ()lwy closs
o S se oyt G 1 51381y 5l e 5 8 ole VY
Q@ boyw oy gaame liw)lew CleMbl giugw
gl (4l 5 Syde o) Sludl (69)0 9 dadizjo
Gaob sy 51 odlatwl b pgd Caomd jd Gl 0nsd)S

44y WA Coodos pllis )5 €y e (gdnwgs (saabiosg [ widn (g0)loss | w5 (50595 | Cuodhuw leMbl oy o

WWW.mui.ac.ir



Sl oiou 90 o cow S ol &Sl 4 ang b
o Sasi g bl o das ¥V (o g 3l 9 565 5 Clasl
&l Olge Wl gleSe @l I an g JS
Sl 33,5 o dlasMo a5 465 len 39l cuwd 4 1y YU
AV IVl g asl i oS e (il 4 Juwy S
2 olila by s )8 dliw piomed il g
ol oy +IVF & /YA 5l g aBl al58l co

Sy ke ) B bite cold) oy
il 25 )18 4 olwsg

oy Coe ok A bdsl ey 4 dg L
o e Jol3) (51 ol s 3,Sle
() pte 6y ool Jogue dadla)l3 el Johune
90 Ohlegyw liwslen Hilonsw bisel g
Jogee 9 o9 3k 9 05 Slasl 2l
I dd & sl ol goamd Gl mls ()hubee
5 am 9 SYAS ol 5 Sdes T culsy oy (6,135,
sl o SFIOD s (68T

==

So baiie ogad  Glagh )l Jelb cleM
5 JB Bh plyde cols) g cod Jhdl o)y (Sl

wdliee i @l (S 3,Sas Jlg)lwgy S ax
S Ban pinte 9 kel cde IS bl )
055 93 ) Sl Sledd (65l gy g 4 Gl o
g 9 Sk il Sl oy 98 (e cadllas 3)90
Ol » Sl —ew) Sy S 4 S
Jess p ulil 4 gy shas Gl sl 039: (5)kuwiyg 2
s 1 (S ol 3l AV 4 by 5 S Y
izl e 0L g Adle adgl Ban ol @
2 bl lwlon Gdghue som I S 3l
5 @bl gamlie 4 &5 (¥) Ghlen o Shy Liegn
o by obisel cabg)ly (Gluign (il
Lowls cpl 0g adpl Oieo ladasMe BB iso
5 (V) )Sat 5 oy sadlln ) Jols (slaasil,

AN Codlo pllas )3 €y it (ghnmg (gdoliofg [ widn (g0 ladd [ wo5 (5095 | Codlo SleMbl cy o

ok p Sleds (gHlwdy 2L

Ohas 9a 49 (i jlass sladiuja JS (Sl ) Jgua

Gobw9 2 3 or Golw9 9 3 S

IR RON \WEFS FAS o Jo ) B
FIOAFHY CS e o,

qY$54 é_:.ﬁ O s
FAFAYFYFA WWEFO . TV

Obsloc: 5458 S o

5 850 &S aia il (63)lge a5 sl 1S5 @ piY el
Oliw)lon gos p Syide Sygo & Silewgp A
sghie dnje Slubee )3 gyl anpe il wil e
ol 0053 ,55

9 onl glacss J5 ol & (ol 4 g b Gioeen
Cusl 0392 38 ¥V b plp (lowggn jl g B8 i
Sl it 0 ol S CoY g0l plod gdl e
Ar Slwosr IS Gw oy B9 85 9 Slacl

S ol aag b e ooyl 4 Sl gy S
e Gl 5 95 cnl 2 Golmsn J B Sete
bl 25 )8 4 Cusl 0392 950

» b css slas) I5pla (9,5 gy el
25 s Jrwy JS ol ([Bh slajisy asps YV
9 38 VA lwiigy I 8 a5 Al e 103 VY (A0 93
cnl 3 &S el @l Ll 8 YA 4 lwgn Sl e
V0 (5)lwygn Sl a9 )Y (ilwg e I S 3131 sluss
(Y Jgi2) sdlion pliwp ol 585

9 olas) aln lagids Slual 59, Cund Y Jgua
Solau( 9 ) e 9 I8 (S g 3l g aS
o B

Solly  sulasly

AN oY 35, gl o Jf Sl
Sl 4 ok wlid )5 sl
and AR
285 1
44y

WWW.mui.ac.ir



b‘)&“‘h}f}‘:}‘:f‘“ﬁ

s Gl Gl anje GialS) Jlo s g0
Slyo & Cunl ot )l odlie o] S s
Slwogn 4 el pdghue Colia Cde godes (Sl
ol @9 Ll adl e b s isy gyl Closs
g dizzn Gl L) Sl gy el Censlys o )l
e ol (8) 2o S Gosk 4 S oo o2 y0
oy sdizjp dadie peles J (S &S byl
Juop blie g Boi> Sy 9 9385 (el 5 Cunl Sl
P g po Con il g0 A8 B)b S0 gones
g 38155 (gl sblze 5l Uielas Loty jo

Obyie Coldy doyd & dud S b bl o
ok e G gy Skes I IS
38 gl colsy & 505 ple 465 ol plgiee w23
L)T )‘ pes] as L;ll> » Cwol 0392 L ATAYd l.: )gl)g LS)LW"L)B)’
Oglas cpl adl ol oduwy FF/DO 4 5 aBdl il
clllae ) ol ol b Ll Ll g
9 by (V1) ohlen 5 (b V) lSer 5 (w98
2 b callhs (W) )lKen 5 S o (F) o) Ken
9o ggllen 3 Ol Gl b sl

S Lb e o (V) Kondylis 4 Moschuris

Ok Srkbe Caldy g dbe 3 ogddie
sl e 6)38ly 4 pmenas sl SIS ,8L (olaygiSTe
g Lanjae (Rl 5 S bl 62,90 seulllan
Myl Zund 4 i Cols) woamorel Glyus puisren
3,5 ()b om
g 35503 Ban b syl Slosd (o)l ek
Class s Sl 5 Lol sacadgse 59y 2 lojl
5 4y SlSTib clodd Coowws @ )'L'c'l bl = ol
o5 5l faidye e b Clod 4 Lol gaba
5 08es il g )lai gdine; ) 03l BT sln g2y
9 Sloss (giluwygn L5 55 Gl lon Sl 5)90 LIl

Slaks (gyluygp S 390 ol Hb SPB e UL
9 on Cogpe & Wb 1Sl pile il (L

a gl o) calhe j5 Sop Sl Gldd cdine;
ol pbxl (lwiigy Scuiise (nynre I (SBj
Obslon 5yl Sl (6390 (gwyp > Lol il
0y o Jed 3l 6K OMSie oS i sl Sl
Cpgpd dye Juwy S (g SUL y Jup odp
Solewggn gola)ld ) 1) (@8> 5 )b LIl L)
Mo 4y i o] 4 (29 o5 S Wil skl
oy eSS Gl b culple 9 205 (0 >
5 05h 015 ) Slods o cLiSal, Wl e Sl
P 35 aose ol g Siailys lagys 655, 4 cnlple
bl anlgs Sloladl Sl dely jd (ol
SB Golewan g 8 e () ponen
Clogys yeas B cov m cauia S cwl ol )
o392 JUy YYOYROY plp Jlo o Jsb 53 (9o e is
VOAPAMD @ g adl ialdl ol 5w a8 Il ol
pis godmy L .\3|93’udo S5 oyl & canl sdmwy U,
28l Gl Sless ) g)lwygn Pl 3 Y 2L
Sl (gopw dlaai 1> doyd YV/FY [il58l dgng b &S 1y
P Ao WA GuliEl sals bl wss e gl
SHSN 4 pie plyie &5 il S sbanie
o Ol g SRS Cee cwle glagadls
Al ol 000,85 uas OMSUie dbm] Coge (woguad
@ $399 laodly il g 3)Sdes Dby )9S 0)lg
G ol & B dag pus & Cul (o590 ol
el 035 lwign olon JS Sxgo e (i
L oylsl 0g8 cldllas o (V) oLSer g (wgdyd &S
5 Qi e ).ub 5 olaidl ot C)T OO 480
22 ulil 4 o YEIYY U oMl g slads s &5
She (VY) o Oy asdllae > ladly oyl .Slodged 0ligy
JB 36 390 55 (V) e g b 5 (F) ohlSen
g Gias 33 (W) (205 9 iy nimen Cunl 485
ol sblie 5l g Sllee sladisa Jals 4 )l JYs

a4y WA Coodos pllis )5 €y e (gdnwgs (saabiosg [ widn (g0)loss | w5 (50595 | Cuodhuw leMbl oy o

WWW.mui.ac.ir



Yo 4 Cunlie 398 Olge 4 dxgi LS 50 laglojl
o glagys (558 e LS STy o (Slojle L8,
o Iy 2l andl (ogus a5 45 (J9> pé 5 (g
S plS a Colre g Llje o ciby o cllie slaony
P loil oM s (Jod 5 (g sl iz
235 o leyguS glag s lan (a0 s

bR 4 g pd G5k 45 5e3 ol Ll aled
Gy ol sl oly o sl CEMB yarpnl & 5 s
§ o (a29) (pges Lo Jon Y OMSLe 9 Jlue
55 Gyl 51l S ad ) (o Slixial g bl e3ama
g sl g dgie e w4 Wl
Blge (9> pé (50 Cons 55 Lwmd (S phCalghume
olple a3l oy Cms Cople b e Copie
9 2 9 (9> slaise SB by o i | ey
3 o Ca i Cawlio JlBlo g g2 )Y 4

o Jold (ilg sl ol plas 955 cpgoome 5
Meg g ke (s Sl zelr gl o ol o)
013,5 (ool M ol dgmg a4 el o oy
@bl gpSepe waly ool 0 elel Sl el
9 oo 3,500, Sl o) cpl > 3890 (slayeuS
iy Pl ol &S melr (g (g (lid)lS
33,5 iy pa3 ¢ 8 e ol 9 (555 Mo eyl g

ol 5 o S 5 ooy ol ] Slosas S35 L
S Koy sl Gaclus g ba sleialy jlo)lsen

References

ok p Sleds (gHlwdy 2L

oail olol 5 a5 gy 4 S (i il
ek gadlaor > (V0) (S35 GUjle Jln phegh
bl sl sl a3 dde o9y b (ilogogad
Sy qusle oSl gl 5 coie glayads > D
Olodd (o) (i glgl ) dbyyl3 ade « iyl
Jrs g Glen daplujlen SdSL 5 Sy
e sacadlie o lon 8 5 o> ol slags)lon
b gpise ool 485 )15 ST 5 sl 300 4l
S92 1) had 5 b Sl 1 Juols il
Ohlen 5 (sw9,8 (F) e 5 S5 (V) oL 4
Lol ol 055,5 aul g axsly golas (V) o5 cmsy 9 (V)
90 ol Closd (g)luoygp sl 3,8 sae 3l eolal
Sy o8 ol ol 83 4 3V 8,5 )5 a0l
Sl (V) Harding g Prekery (V) o), o (55 o
Ml o 4 5550 Hpd i Sl ) gl ey oS
oh s 2 2l 9 NS S bal
Caol gy cpl i g an)d (oIS Cunlw

-

S yaSaaas
P ghal il gk &5 dwye Sl 4 IS b &
Dg> sadsl a4 Slawd deng b b Glesd (gl
olyo 40 1y p5Y (IS Sladl (5955 39m0S (3eb 2 (ne
(lwogn Cadte gdje Jdd Gemen (63)lge
yllas daoly )l 8 5 Slae cud «loss dnly (gloo (gl

bl b lwggp @il b 5 isupl »

1. Motlagh M, Rahbar MR, Kabir MJ. Decentralization Health system of Islamic Republic of Iran. J Skahe
Sadoughi Univ Med Sci 2008: 16(3): 67-72. [In Pamn$i

2. Ferdosi M, Farahabadi SM, Rejalian F, HaghighatBMaluation of Medical Record Services Outsourcifig o
Ayat o Allah Kashani Hospital. Health Inf ManagelR07(4): 658-68. [In Persian].

3. Ebadifardazar F, Shijaei Tehrani H. Principle ofnagement & planning of hospital. Iran. Tehran, ir@amat
Publication; 2008. [In Persian].

AN Codlo pllas )3 €y it (ghnmg (gdoliofg [ widn (g0 ladd [ wo5 (5095 | Codlo SleMbl cy o

qaF

WWW.mui.ac.ir



Q‘J&AJMJJ}JM

4. Tourani S, Maleki M, Ghodousi-Moghadam S, Gohari .MHficiency and Effectiveness of the Firoozgar
Teaching Hospital's Pharmacy after Outsourcing rdiehran. J Health Adm 2009; 12(38): 59-70. [Imdfan].

5. Tanhaie A. Outsourcing. Tadbir 2002; (124): 37{4® Persian].

6. Ferdosi M, Farahabadi E, Jandagheian M, HaghighalNkghdi P. Outsourcing Effectiveness of Admission
Units of imaging centers in Ayat o Allah Kashanidpdal to Non-Governmental Sector. Hospital 2010(3}:
45-54.v

7. Musakhani M, Nayebi A, Bakhshi J. Presented a psedomethodology for evaluating the performance of
suppliers in the outsourcing process. J Knowledgaddement 2007; 20(77): 123-38. [In Persian].

8. Lussier RN. Management fundamentals: Concepts,icgtioins, skill development. Cincinnati. OH: South
Western College; 2000.

9. Ashrafzade F. Decision Making Model for outsourcidgurnal of Management Studies, improvement and
transformation 2004; (46): 109-32. [In Persian].

10. Tabibi S, Kakhani M, Ehsani Chimeh E. An evaluatadrthe outsourcing strategy in supportive servicethe
hospitals affiliated to the Ministry of Health arMdedical Education. J Health Adm 2008; 10(30): 59-66
[In Persian].

11.Roointan AR. Management improvement and use ofuress with outsourcing to private sector in Aligacd
health care grid. Proceedings of the 1st NationW@deference of Resource Management in Hospital32 2@an
5-6; Tehran, Iran; 2002. p. 279. [In Persian].

12.Vaziri H, Arabi B. Tehran's electric's outsourcimgd its economic effectiveness. Proceedings of #Ahe
Conference of the quality of operation of the powmeustry; 2008 Sep 1-3; Tehran, Iran; 2008. [Insiza].

13.Jodati AR, Jabbari Byrami H, Bakhshian F. The intpad headquarters, units minifying health systestwork
(an experience in Tabriz Metropolitan, Iran). J eAdm 2006; 9(23): 51-8. [In Persian].

14.Moschuris SJ, Kondylis MN. Outsourcing in publicspdals: a Greek perspective. J Health Organ M28%;
20(1): 4-14.

15.Barati Marnani A, Joudaki H. Comparative studyhe field of the privatization with contract methtmddeliver
health services in selected countries & providaligakle model for Iran. J Health Adm 2005; 8(20p5111.
[In Persian].

16. Jafari Sirizi M, Rashidian A, Abolhasani F, Mohamihg, Yazdani Sh, Parkerton P, et al. Qualitativeeasment
of dimensions and degree of autonomy granting teeusity hospitals. Hakim 2008; 11(2): 59-71. [larBian].

17.Preker AS, Harding A. Innovations in Health Servidelivery: The Corporatization of Public Hospitals.
Washington, DC: World Bank Publications; 2003.

446 WA Coodos pllis )5 €y e (gdnwgs (saabiosg [ widn (g0)loss | w5 (50595 | Cuodhuw leMbl oy o

WWW.mui.ac.ir



ol Sleds (g5kwdy p b5

Evaluating the Outsourcing of Nursing Servicesin
Kashani Hospital, | sfahan, Iran*

Masoud Ferdosi, PhHDSayed Mohammad Ehsan Farahahadaryam Mofid, MS&,
Farzaneh RejalidnMaryam Haghighat, MScParnaz Naghdi, MSc

Original Article
Abstract

Introduction: Hospitals are required to focus on core activitwbich are inevitable affair. The sensitivity
of the monitoring and supervision mechanism as wasll preserving and enhancing the quality of
outsourced services prevent new problems in tleia.ar

Methods: This was a descriptive and applied study which wase by case study (pretest-posttest)
method. Outsourcing nursing services of clinicalrdga(ENT and surgery) of Kashani Hospital was
studied. Data were extracted from the questionn@mernal customer's satisfaction), semi-struature
interviews with officials and also survey of finacand administrative documents as well as records
related to the topic. The validity of thee questi@ine was approved using the standard form of the
satisfaction in Isfahan University of Medical Saes, Iran and its reliability was based on caloutat
Cronbach’s alpha.

Results: The findings indicated an increased number of ggelnurses per bed to fulfill the main goal of
outsourcing. However, achieving this goal was aqeamed with increasing costs per bed and resutted i
increased total costs of the hospital after outsogr In addition, the intangible changes in intérn
customer satisfaction with the performance of nomegnmental sector have been achieved.

Conclusion: While outsourcing should bring about staff andigrdas' satisfaction and increase the
efficiency and effectiveness, outsourcing nursingrkforce strategy led to severe loss of efficiency.
Therefore, the adopted strategy did not meet thdymtivity for the hospital.

Keywor ds: Outsourcing; Nursing Services; Hospitals
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Organizational Commitment of Staff in |sfahan Emergency Medical and
Disaster Management Center, Iran*

Sayed Mohammad Ehsan Farahahadarzieh Fattalii Mehrzad Artang, MB)
Akbar Hassanzadéh

Original Article
Abstract

Introduction: One of the most important duties of manager is ngamize and maintain enterprise
systems. Managers are responsible for the amount and type of employee commitment to the values of
organization. Committed and loyal workforces have significant impact on health service delivery in health
organization. The purpose of this study was to identify average of three dimensions of commitment (i.e.
affective, continuous and normative commitment) of disaster management and emergency medical staff.

Methods: This cross-sectional study was carried out in 2011. The staffs of Isfahan Emergency Medical
and Disaster Management Center (Iran) were the study subjects. Sample size was estimated as 128
subjects using simple random sampling with 0.2 as the accuracy of sampling. Data were collected using
guestionnaire that its validity and reliability had been tested in past studies. Data were analyzed by SPSS
software and application of Spearman correlation and analysis of variance (ANOVA).

Results: The mean score of organizational commitment wag. 9%he score of affective commitment was
69.2 (first rank), continuance commitment was 50.6 (third rank) and normative commitment was 56.4
(second rank). The maximum score was 100.

Conclusion: Due to the critical role of emergency medical stafénsuring the health of people and save

them in case of accidents, it is essential for managers to concentrate on organizational culture and also
continuous commitment by activities such as increasing job security, creating positive changes in
organizational culture, providing appropriate training and orientation before the recruitment. Incentive
programs with the aim of increasing organizational commitment in employees could be another solution.
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Clinical Audit of Self-Discharge against Medical Advicein Dr. Soulati
Hospital in Urmia, Iran*

Mohammad Hossein Yarmohammadian, PHEarrokh Mojahed
Reza Gholi Vahidi, Ph#) Kamal Gholipout; Azad Shokn; Vahid Rasl

Original Article
Abstract

Introduction: Discharge against medical advice (DAMA) may exppa#ents to an increased risk of
adverse medical outcomes. We conducted an inteéovebtised on the factors associated with discharge
against medical advice for reducing DAMA.

Methods: This was a pretest-posttest intervention condueteBr. Soulati Hospital in Urmia, Iran, in
2011-2012. We analyzed the data extracted frontlthieal governance office forms about self-disgjear
After determining causes of discharge against maédidvice (DAMA) according to data in 2011, we
designed an intervention in clinical governancentéa reduce the rate of self-discharges. Interoestiike
effective relationship among physician and patitimancial support in DAMA cases, and assessinigpts
decision-making capacity were designed. Four moafter implementing, we analyzed self-discharges
prevalence rate and result was compared with tegiqus year. Data were analyzed using the Excel
software and information presented by descriptiagstics.

Results: The rate of DAMA in the study hospital was foundoe 4.6% which decreased to 2.8 percent of
all the discharged patients 4 months after theruetgion. Among patients who discharged against
medical advice in this study, family or financidbstacle, patient’'s healthy feeling, dissatisfactwith
their care, dislike of the hospital environmentplpnged hospitalization, and patient judgment of
improvement were the most important factor for rtileicision.

Conclusion: Discharge against medical advice comes from matyofs and information about the
reasons for DAMA is necessary for identifying implentable strategies to reduce the likelihood and
adverse health consequences of DAMA. Enhancemetidaibr-patient communication, improvement of
hospital environment and social workers could redihe DAMA rate. The need for a clearly documented
system or guidelines for assessing and managingEatents is highlighted.

Keywords: Patient Discharge; Personal Satisfaction; Cliniaidit; Clinical Governance; Hospital
Administration
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The Job Burnout of Therapistsin the Licensed Addiction Centersin
| sfahan, Iran and its Relationship with Individual and
Professional Factor s*

Tayebeh Tayebani, M&cAyatollah Sohrabi, MB) Raheleh Samouei, M%c

Original Article
Abstract

Introduction: Addiction treatment centers have been increasdtieércountry. The therapist's health is
important for their contact with patients with arcessive damage caused this survey to study jaiobtir
of the therapists in the licensed addiction ceniertsfahan, Iran and its relevance with individaad
professional factors.

Methods: This was a cross-sectional study done on 137 pisgain withdrawal addiction centers of
Isfahan, Iran in 2011 (34 physicians, 14 psychstri42 psychologists and 46 nurses). Data cadlecti
was done using Maslach Burnout Inventory (MB1)=0.87). The subjects were selected through simple
random sampling and the questionnaires were disgtbamong them. Frequency, percentage, standard
deviation, Student’s t-test, correlation coeffitiand analysis of variance were used.

Results: The results of this study suggested that the nseane of lob burnout in the survey sample
compared with the referent score was weak andattndijirnout in the emotional exhaustion (13.79) and
depersonalization (4.44) dimensions was weak antkrims of decreasing personal efficiency (14.87)
reported to be medium. A significant correlationsvabserved between the job burnout and variables of
job background, consent of income, interest ingod attitude to the effectiveness of clinical work.

Conclusion: Although weak, there was some burnout among thdy fubjects, so that the intensity in two
dimensions of emotional exhaustion and person@ieitty reduction is worrying. Therefore, it is Besary
to distinguish the intensifier and reducer factonsdividual, organizational and environmental dimsions.
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Abstract

Introduction: Human resource is one of the most important reesuof an organizatiorSince the

attempt of anyone is depend upon his motivation and satisfaction, these are important prerequisites to do
the right things. The more the individual-organization fit, the more and the finer the job consequences will
be. This study aimed to determine the relationship between individual-organization fit and job satisfaction
of nursing managers.

Methods: This was a descriptive-correlative study. The statistical population included nursing managers in
university hospitals of Isfahan, Iran. The method of sampling was census (n = 150). Data collection tools
included two standard questionnaires of individual-organization fit and job satisfaction. The content validity
was verified and the reliability of individual-organization fit questioner was 0.92" and for job satisfaction it
was 0.86. For data analysis both descriptive and inferential statistics were used containing frequency
percentage, mean, standard deviation, Pearson correlation coefficient, t-test and multiple regression test.

Results: The level of interest and job characteristics wegher than mean score and the personality, skill

and knowledge level were lower than mean score. In general, person fit level was lower than mean score
among components of individual-organization fit. Moreover, components of organization fit were higher
than the mean level. Among job satisfaction components, opportunity component was higher than the
mean level and the colleagues, income, organization type and job component were lower than mean level.
In general, job satisfaction components were lower than the mean level. Finally, there was a positive and
significant correlation between individual-organization fit and job satisfaction. Multivariable regression
showed that there was a significant correlation between individual-organizations fit and job satisfaction.

Conclusion: Since the degree of individual-organizations fitl aob satisfaction level was less than the
average score in nursing managers which will eventually lead to lower efficiency and effectiveness of
their performances and activities, the hospital managers must be careful in selecting human resources and
go along with the individual-organizations fit parameters and provide necessary conditions required for
the fulfillment of the organization objectives.
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Original Article
Abstract

Introduction: In recent years, denta tourism had a growing trend. As a branch of medical tourism, in
dental tourisms people travel abroad to receive dental services which are with a higher cost in their
country. This study aimed to identify potential of dental tourism in Isfahan, Iran.

Methods: This was a qualitative study that was conducted in 2011 in Isfahan. Data collection was done
using a semi-structured guestionnaire with directed questions that was completed through interview. For
measurement of the validity, the data of the qualitative study was checked with some participants to
ensure the acceptance rate (objectivity). Dentists who provided service for foreign patients during the past
year were selected.

Results: Out of 79 patients who were referred to dentists and participated in the study, 63.3% of them
were females. Reconstructive services were dlocated the highest percentage (58.2) between the types of
services received by the foreign patients. 81.8% were with Iranian nationality residing abroad. Potential of
dental tourism in seven categories were the demand conditions, urban advantages of Isfahan, manpower
operating conditions, competitive conditions in the dental centers offering medical tourism, medical
tourism requirements, related and supporting industries and information strategies.

Conclusion: Despite suitable capabilities of ecotourism, professional staff and competitive advantage in
Isfahan, its position is not clear yet. To develop the dental tourism in Isfahan, It is necessary to strengthen
requirements for medical tourism, increase coordination of related and supporting industries, increase
information strategy and marketing.
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Assessing the Internal Environment of Organization from the Per spective
of Nursing Community in Selected Hospitals of I sfahan, Iran*

Lida Sham§ Golrokh Atighechiafi Sayed Mohammad Ehsan Farahabadi

Original Article
Abstract

Introduction: Due to the fact that nurses constitute the higbestentage of hospital staff and quality of
health care is largely influenced by their performance, evaluation of the internal environment from their
perspective can greatly indicate the improvement and the strength points of the hospital. This study aimed
to clarify nurses’ view regarding the status of the internal environment component.

Methods: A quantitative-analytical study was carried out in educational, non-educational and private
selected hospitals of Isfahan University of Medical Sciences, Iran in 2010. The sampling method was
clustering method and inside the cluster, it was done proportionally. Finally, nurses were selected
randomly. Inclusion criteria were being nurse with bachelor and master degrees. On this basis, the number
of sample was estimated equal to 384. Data were collected using standard questionnaire (Wiseboard
Six-Dimension Box Model) with Cronbach's alpha of 89.7. Data were analyzed using statistical tests such
as Pearson correlation, independent t-test and analysis of variance (ANOVA).

Results: Considering the factors included in this study‘jpeirposes”, “structure”, “helpful mechanisms”
“relationships”, “leadership”, “reward mechanism”, the weakness of all the hospitals in the reward
mechanism was revealed (educational hospital22:6, non-educational hospitals = 24.0, private
hospitals =25.4). The organizational structure was the weakness of non-educational hospitals and also
able to improve in the other studied groups (educational hospi1®1s88, private hospitals £9.93).

Conclusion: Systematic approach at the design and developnfienfair compensation mechanism with
representatives of staff can have a significant impact on improvement of the current situation of studied
hospitals and also facilitates organization to achieve its goals.

Keywor ds: Evaluation; Internal Environment of Organizationeidbord Model; Nurses
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Factors I nfluencing on Productivity of Staff based on ACHIEVE Modd
A Case Study: Staff of Dr. Shariati Hospital of | sfahan, | ran*

Akbar Etebarian, PhbKarim Azarbayejani, Pht) Saeid Salehizadeh, M%c
Amirhossain Honarmand, M$c

Original Article
Abstract

Introduction: It has been experienced that performance improvearahpromotion of human resources

as the most valuable assets of an organization has the most vital role in its success. The aim of this study
was measuring impression of ACHIEVE (ability and skill, clarity, help, incentive, evaluation, validity,
environment) model on functional promotion of staff.

Methods: It was a descriptive study which included all the medical, paramedical and financial staff

(n = 1201) of Dr. Shariati Hospital in Isfahan, Iran. Sampling was done through a stratified random
method and data was collected using a researcher-made questionnaire. Cronbach’s alpha was calculated as
0.841 and validity of the questionnaire was confirmed by experts (n = 186). In data analysis, one sample
t-test, paired t-test, Hotelling’s T2 were used.

Results: The results showed that seven factors introducedAGHIEVE model had a significant
relationship with staff performance and productivity especially for incentive (motivation factor)
(x = 4.28); however, organizational support (x = 4.26) and individual skill (ability) of staff (x = 4.22) were
in next preferences.

Conclusion: Motivation factor as the most influencing factor ¢ime promotion of staff function
influenced on their performance.

Keywords: Productivity; Employees; ACHIEVE Model; Hospitals
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Relationship between Social Capital and Mental He#th*

Mahmoud Keyvanara, PHPNahid Tavakofi; Raheleh Samouei, M&datemeh Tavakdli

Original Article
Abstract

Introduction: The focus on social capital in recent years has timsed on the effect of this capital on
producing and increasing the human capital andiaipooving the level of general health in the stcie
The social capital is discussed as a potential@cessful social welfare programs and general Hezaftd
for the same reason, a specific place has beegnassto investigate and codify the social, physial
mental health indices. The purpose of this study teddentify the relationship between social c@nd
mental health among the social sciences studetusiirersity of Isfahan, Iran.

Methods: The investigation was conducted using descriptivel correlation studies. Initially, the

concepts of social capital and mental health wedeatified using script studies and then the dateewe
collected and expressed. The relationship betwéedests’ social capital and mental health were
analyzed using SPSS software.

Results: The findings showed an inverse statistically digant correlation between confidence,
belongingness, affection, and trustworthiness witmtal health. Based on the findings of the sttiugre
was a relationship between students’ social capitdlmental health.

Conclusion: One of the significant indices was the low levEtommunion, confidence, belongingness,
affection and trustworthiness among students wisietn indication of lower social capital among them

Keywords: Social Capital; Mental Health; Students
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Assessment of Safety Statusin Operating Rooms of Shahid Beheshti
Hospital, Isfahan, Iran by the World Health Organization Standards for
Safety-Friendly Hospitals*

Mahbobeh Janghorbani, MS&hmadreza Raisi, PHDSanaz Dehghahi
Arefeh Mousavi

Original Article
Abstract

Introduction: Global patient safety is the concern of all ardahe health care. In addition to the human
suffering in those inflicted unsafe care and services, it has a heavy economic cost. Due to the sensitive
patient safety in the operation rooms, the present study aimed to assess patient safety in the operating rooms.

Methods: This was a descriptive cross-sectional study that was conducted in Shahid Beheshti Hospital,
Isfahan, Iran operating room in 2011. The data were collected through standard questionnaires for patient
safety friendly hospital census from 20 senior, middle and executive managers as well as operating room
staff of Shahid Beheshti Hospital. In order to assess the level of patient safety, average score of 0-0.5
represented a poor level of performance, 0.5-0.7 an average level and 0.7-1.0 showed an intermediate level.

Results: Average score for rule and leadership was 0.7 % OrBcommunity participation and interaction

with patients 0.56 + 0.37, in evidence-based clinical services 0.73 + 0.35, in safe and secure environment
0.78 + 0.37 which indicated the average, good, good, and good states, respectively. The average overall
safety score was 0.71 + 0.36 and showed a good performance.

Conclusion: Although the score for the level of safety was gdbd organizational policies and programs
in this area at present are not sufficient to achieve a higher level. Necessary investments in strategic
planning must be investigated in order to achieve 100% standards in the four domains.

Keywords: Process Assessment (Health Care); Patient Safpgrating Room; Hospitals
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Determining the Relationship between Availability of Therapy
Information Management Infrastructures and
Perceived Lean Services for Patients*

Mohammad Hossein Yarmohammadian, PHEarhad Shafiepour Motlagh, PhD

Original Article
Abstract

Introduction: The perceived lean services are definite type ethlerapy services that patients’ needs are
responded based on information about how to receive services in hospitals and medical centers. The
present study aimed to determine the relationship between availability of patients’ therapy information
management infrastructures and perceived lean services to find suitable model.

Methods: The study population included all the patients inhbspitals and medical centers of Isfahan,

Iran (n = 103). Subjects were selected by available sampling method (2011-2012). This was a descriptive-
correlative study in which the data were collected through three researcher-made questionnaires:
Questionnaire ofavailability to patients’ therapy information management infrastructures (33 items,

a = 0.87), questionnaire of perceived lean services (12 itermsP.93) and questionnaire of patient’s
satisfaction (15 items, = 0.89).

Results: The results indicated the direct effects of infaiiora management infrastructures caused by
condition of perception for patients (0.34) and information management for outpatients (0.27) in addition
to the direct effect of the outpatients (0.42) and direct effects of information management for reception of
patients due to any additional time (0.33). Moreover, there was a direct effect of information management
for patients’ medical documents and literacy (0.13). The comparative fit index (CFA) showed that the
measurement model fit the data very well with a goodness of fit index (GFI) of 0.9 and adjusted goodness
of fit index (AGFI) equal to 0.953, root mean square error of approximation (RMSEA) equal to 0.078, and
a chi-square equal to 268.6 (P < 0.001).

Conclusion: The therapy information management infrastructamast be prepared to enhance quality of
services to patients.

Keywords: Health Information Management; Patients; Percehesth Services; Access to Information

Received: 17 Dec, 2011 Accepted: 5 Feb, 2013

Citation: Yarmohammadian MH, Shafiepour Motlagh Betermining the Relationship between
Availability of Therapy Information Management Infrastructures and Perceived Lean Services for
Patients. Health Inf Manage 2013; 9(7): 1073-80.

OThis article was an independent research with no financial aid.

1- Associate Professor, Educational Management Planning, Health Management and Economic Research Center, School of
Health Management and Medical Informatics, Isfahan University of Medical Sciences, Isfahan, Iran

2- Assistant Professor, Educational Administration, Mahallat Branch, Islamic Azad University, Mahallat, Iran (Corresponding Author)
Email: shafiepoor2006 @yahoo.com

AN Codlo pllas )3 €y e (ghmmgi (sdabiofg [ wiin (g0 lad [ wo5 (5090 [ Codo SleMbl g o

VoA

WWW.Mmui.ac.ir



wing s gl SCL! g0 awdd Jao! 3 (lerol cuodw ol oo oW

T 98 wars S sacl algdl | Bucas (1850 < puads dllal

& & %
=

Do sl b 5 1S e popm 355 o8 3,15 0T 4 (S (2l slacsl s Jor o5 e ST sl 3 805 Olaj o 1 i 05l 140N
4 ¢S.S” (PHC , Primary health cabe silig salsl slacsl e plss dax 5l aliialipn 2bllg Slods plast (gaidsy s plon
ol oo ¢l oo (3t Sl 107 9 3T Sl S5 o8 slaa 3o b (S ot Blis 53 15 Sty 2 ST L po o oDl

2y e ol 66 & s J gl 1 Olgins! Cardw Calies Glaslgs O puts 255 5 AET o sPHCL (o, Kt il
52 Ol (gl 5 Gln Ayl O ke 518 YAF anlllan 5 ) 50 (gamale 59 csloy = ol = (o 5 6 5 51 bl anlllae [ ) 0 (99
G (S5 i 3 (G 515l i3 3 WWM-AS Sl 53 sy o 54 ¢ Sc i p sk o315 dile oDl 4y b gy 0 Ciliies (sla0lejl 5 Laslgs

}Lyﬁwmbj Aﬁuu:uﬂj.; &‘}) ey PHC&M@NMJ}.;|MWGAJ§J}6&|> cAilg_ QY‘}» AL».:MLSJ‘:-}C:'-LN

VP (a5 SPSS i el 133105 3,5 oeT Cows & DMLl .28 8 515 0l 550 Ao p3 AF SWIT L 5 skl 0505 Jaw s 0T oL
25 5 515 dnlos 35 50 PEATSON Kivar s ANOVA it 0505T b doss SLT 5o ys 5 5 S0be b oo 5 LT Jorljo 5 3 8

A5 e 4 Cads oo s 0380 s da 4 by e PHC a6 il gl 51 (BT o oK0ke o YL clavaidly
dn by e 5K 50,0 ke 2 YL 0 FONVO T YAV Ll 5 (Sl 5 (5l s ds 40 Lo gy 50 OT (o 2S5 SA/FA £V Y/F)
0 FANOE VYV Qﬂlﬁjttéjj Sl shedd Ars 5 b g5 10 0T o 208 SAVOOEYY/AV L ol 5 5 ( Sides 'y ‘;IAL.ADU;LJE

S sl Wleayls ol Vo e (0,0 bt ST Sz wAr 1 5YL (o8 (2 e (slood) oled (AET 80l (g0 03 16 5 o
Sl o5 ol T s 490 35S o Kike (0 505 13 505 AN aa} ol 53 il 5 ol (51553 sl ST OT 4 Oy Dl ol
(el PHCJ ool 5T ) 53 (5olST (538 0l e 5V 25568 | 00585 gl o s e

e sl Sl e ¢ 5 S ¢ AET s 1S Slo g

WNVYF e 2,k NAVYF ol ool AAVAVAL SA[FCH I

Sl BBl Sudd Jao!l I ol Codlw olpmae 8B WD rw g980 pledl cawl (B0 Gras @il uad gl

DoAY AZ (V) A AT Coodls SleMb] ¢ o
Copas WA oyld 4 Ui sasbOll Juols dlie ol C ! (V) 2T o & Cone -l

Al Ol (S5 p sl o815 (65518 5 Dlidioed i slas

5 e Sl 5 e o leys gy Sledst e 5l skl ) Fd
(-}19 ali.ii‘} ‘é‘:’;& L;‘Lvl_) C)\L\ 9 e ‘_;eu\gf;u": (o sl2Bl 60)9.) ).) ulﬁ‘P 5&0)’{4» Con 4.’ OM) d‘)) é})b J9]0 ).)
(e s ) DL Dol Dl b olad oyl g0y ()l w2 S ey g uilsy b

Email: shams@mng.mui.ac.ir
GotSliils ¢ gloys milig Sladst Sy pyike ¢ wlid )8 (g ity —¥

Olgas! é.zf f)l’ o&sls ‘éﬂf @L.u,t)‘da‘ 5 S pde LS)L"':% » OLa)J LS‘)? oS M L;wo/u LSL“JJ?Q ulw.wuL

_ olplolgasl Olﬂ Ol 9 O])\.o.ﬁ.g L;o.xl.lf C“f 9 gii)l? L;lmd.‘a.&i LS‘)’. e
el ST oBils (DMl (5555 o se o) bt IS ¥

o o)l slaass I )esS aan L) e 5 4 S )
Q‘ﬁ‘td‘ﬂ “)‘J:" -\>|}

VAN WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.Mmui.ac.ir



9 o gdaw 3 (s 9 S Sy 3929 - 2
(V) Halloy

4 b olides PHC )b 5l codle saiej
ol 5 3yle e ] 5l a8 okel e

cacSow ) culig plas flpse 28D G o
Loy YA &S 5l s oy Ghae 45 GBI awg €y pio
BT maw 2o YV ans s (25T maw olpte
thw 2o VIV dawgio 25T waw dop FF/Y hns
5) Slazals Jle ol paws 2o ys -/ 5 s 2T

R S Jelos oy Glge ot R Bl
igel slaglulon lilen 1 el plusw 386 i
JS 5 BT Sike o 2 o Sl «pledol il
(B &) Wlodgy oye5 Voo GIORNE iy ddlllas 350 (sdrl>

cod bl 5 wdSl uansce bwy Ao
bcudlie 3)90 ) plgndily ()55 5 Cledbb gie
I ole ol @l & 135 plsl (PHO) (ilig el
(PHO) | gl Claglas 050 slne Blydl g (5:Sibie
Al (PHC) & el (5,55 el 5 (VFAY £V /VF) il
(V) casl 039 (YWY £ B/RY)

55 g 2T ) 56 58S ) @S Gow o
Luwg STI (Syndromic case managemgat |,
bl YU bws o7 (ogis sl ;5 Simbayilc <]
(A) 205 eanlin iy 5,50

oMl plai (Lol sba3ySag) cnpme S S
Jlo 0 85 cudl Sl ol caipdan (loysdS
09l A godle .l 48,5 J1\E clofsg dngi D90 ALSNS
ohigel g oley cublige ©)liy wang plog g4l
CAYole o yiod jolaie 4y oS Cunl 00 S QalSe 1) (S
2 Obas ol gal)l (Sley 5 bl Glas 4 pdye
() bos ahb |y closs capdaw )b bl

Gluwde lpde bWy yoxi ol Gdbod Gun
GalBa audd Jaol 5l ghaol o cede 4 baye
el 0351 (il sadsl slacadle

AN Codlo pllas )3 €y pte (ghmmgi (gdabiofg [ wiin (g0 lad [ wo5 (5090 [ Codo SleMbl g o

PHC _ils J ol 31 Olgiesl S Ol e o8 s

S oolatnl g loyd gl 4 6Ky Do > g A8 oy
G5 porie Cux 2 SxSudm JoSe plye 4 glop
L o L§l> ()90 das U:L...wl D90 <SS ..\.;]b.\p—l).g
sbcddle gal] & g Canp b S b
b ligy pye 50355 sl dje o5 5 (sulul idlige
oS 8 sl parie pl g edb ) 05 CBua
Cuslig plojle ISy (Alma-Ata)  wlas iolss
o B p can b 4 wledlel LD edS s Sles
Sy g 03,8 AST L s g Ll e,
pde CuyS L ol el gl ey
odd iy (i VYA Jlo )3 adgl (ilige lacedlye
9 bbyy bl 2 & «6y9p8 Uil lacudlye sl
Iy slazzl Jod LB g Jas cale talao (gl )l
oyl oyiwd jd asals (claodlgls g 5,8 e lie )b
oS 9 a3 S L > ol (gl diie ) e ol g 2,5 )8
P9 €SS e 395 g9 b Wlgl b yguiS 5 zelg>
(1) 2y o gosgs 3l g 5l (slals 5o

PHC Liuls Jol Jla o ideil 4 @y L

L Jeo! gl Feee Jl b (Primary health caje

olejle bawg YV 3 Glp pj Jol & 3 i Ol
ol 3 sz 2y90 Jol & ol S Al il Sl

&3 Cxln )

anols &S L —)

uslio (59l =Y

Sy e Saler Y

cdgd sl g5 —F

Sload Comels Jol -0

2l g olezel LB SleMbl pls 5 elizul -V
cwlie Sldod

ULS)lS N d Cod> d,w.c 9 D)..iﬁl d¢>9 -A

WWW.Mmui.ac.ir



LK 5 aeds Al

JUo Yo 5259 Jlo 80 (VL Clik & w095 o pieS
Oyt cably Bl plST e 4 dopd (V) plp oS 0g
203 (V) b Slops (sloog,S & Bleie (o) )90 09,5
Loy3 (V1A) b cuiliny (Jad 09)5 4 (3laio 09)5 (12 oS
4 ddlles Dyge 09,5 luasd gladld, pyide Adg
4 09,5 (S g o (OF/F) L (Sdplp sloans,
obe el Bl dop SO L Lisuyly glbas,
390 lailze jlai | IS @00 d (5,55 9 (2T (g0 0
.MTW;Q)&}MQ\J%\;):MUM

clodles Sl 5 osel cawd @ @l ) Jod» b
sl ) 255 4 PHC slel 3 ool coodls pllas il

PHC (iliss sbel 1 a1 :Silie 20,05 oy VL —
QMY VW/FY) L €Gads 5 0550 awld s 4 by o
L «cdlie 5 gplp> (aul an 4 byye o cpyieS
ol 0355 (FOIVD £ YA/VY)

PHC i slal 4 (8,55 5650ke (s0p08 00 5L
L Cisy o Sala»  audd s 4 bay
Gheld dm 4 bgse o cpyieS 5 (AVOD £ YYAAY)
ol 0292 (\:O\/\a + \Y/Vc\) L’ dﬁ‘)’f

IS g 4 (5)S5 g T (s0508 (5:Sike
@ bgye Sluwie K05 5 Slop g Sy (lpe
ol s 4y 05 2 4 (V) Jod 5 codle

5 u.cnlfT D) odel Cuod & b Y Jeo s
ool i gyt 4 PHC W ) e (5,55

dilises slasles olyde 15,55 5 (BT (50505 il
iy 4 (PHO LalBs auls Jaol 5 lbo! cwodlw
oy (AVIA-) (BT oml g oVl
9 oloyd Cgles slasled e Oi Sl ds (V-AY)
A B gromb g Yl g calie Coglee
clasls olpae ol 5l g dop (FY/Y4) § aop (FAUFR)

2l Jls! Ml 55 sios slaans b L ||
JS 90 90 2 4 d)lse s 53 5 WS (el 525

= B9y

djge Gamelr g Cul 0dg (il 9 b adlas gy
e 5 YAF ols (g lasdps s, I odliusl b adllas
(S5 smosSaly) Lol oladol (Sij pele oSl
SRS il e g el (Slop (il 1y
3 e sloals o 5 (Bige] slopliunloy sl
Sy Sloss (gla lojlo ¢ elainl ol (gla lojlo alos
lodgs YWAV-VYAA s 55 s e g sen] S

Gime gabjton Gob I oMbl (spslaex
6ol Yl (gl Al iy pl e adle
YVl gl Vi Jols adllas 3y00 (clayuiie
D9 G)S g Dl 93 elie b (15,55 SVl 5 Slogles
ol bl 5 dbge paaste bwg aljiuy (2l
VS s SPSS)jble 5 KaS 4 5 sl yg0j] Loy
«Wl L 4 (version 16, SPSS Inc., Chicago,)IL
)5 1,8 a0l 3590 Ao y3 AF
N cas SPSS 5l sy 4y o) JGsl b g ey )S
Jagei g Jgiar b ledbl cinogi o] ) ug g duusloxe (o8 9
5 bl 3T A) (oS (ylel slagygasl b cleMbol Llos
(N 3 )8 auln 3)90 (PEArSON Siiisod

sl
2 G plla lpse I JSine ddllas 3yg0 (gdnol>
Ml &Sl odgs ya5 YAY slaw & bl ol o
) olpte Jeld Copse o Sl @y
! Glpde g (Mo YOIF) e lpde (o) YVIY)
O o> BIYE) 5y ol (i Ha5 5l g (auoyd YVIY)
lodgy (duoyd FA/VY)

Caren S Clastin 4 gl odel cand 4 wls 3b
5 Jo (F0-YF) 09,5 4 (s sl (g iy caslllae 550

VAY WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.Mmui.ac.ir



PHC _ils J ol 31 Olgiesl S Ol e o8 s

(\\"AV—\\"AA)*PHC SO Suld gl 3 Glgdol JeMeu () jaae 46 55 g AT (aS5le (50 pa3 0\ Jgua

log Syl BBl G4 S Ads Sgeof

oSle s Sl
\Y/VA fa/\0 Ya/\v 70/0V
\Y/FV Ya/v\ YO/YY AY/NA
YANQ 7&/0Y V0/40 A4/Y4
YY/AY AV/OO Y&/ Y/04
ARVAY4 V4a/04 YO/YF YA/#Y
Y#/9A VA YY/fV AY/OA
ARVAR YV/\Y VO/NF av/#
AA7AN% 04/Y VY/FN LV VAR
V4/AY YO/AM Y4/4Y Ya /¥
AN ¥ FO/VY ARVAY A+ /A

&oF sl

anal OS5 lie

NITIN:

Ll gs ol dgs

Olods Cmal-

slazel L6 SleSbl plis
rafqg.a.xédgpjakfsl&:.&\;
et 5 SN Szt 2y
ol

Js

* PHC: Primary health care

S

YAL4 7O/v4 AIYA
SYANY PYING ARVA\E
O/FY IAVAR A/A

O/4A 28/%\ /70
AR 2Y/Y0 A%

V/bY ?YIVE ARAZA
V/IAQ E/YY ARVA%S
VV/EA P¥/Y \o/40
7/4v 74/¥4 4/4v
a/xyY 7O/YY AR ZAT
A/ 7O/YY VV/8A

AF/YE
AV/YY
AZ/FO
AV/Q.
AV/F¥
AY/ ¥
VV/fY
V#/ZA
Ve/4y
V&[40

A+ /A

PHC gailsas duald Jguol 31 (lgies! siods Blids (sLaalgs 5o 3o ol yase 5 ySs § AIST (uSilae (50,43 1Y Jgaa

olg 9 bl

ol M
Ol g8 Cblig 48K

DB E g
Oleys Coglae

Slos sle S
Lok yle

oty glaodSizils
Sl Coglas
Sbd Sleds (gaey
ol

&S

* PHC: Primary health care

3:855 cpl ls b ooly shae 185 GBI bwg «Co e
(F) 331 208 (955 ) AT (soj05 5 8 lysian
5 5 BT 55y 56 05aS @B e Ko
(STI) L (Syndromic case managempni =,
YU tons 2T (g (sl 31 > Simbayilc (] Ly
G Baios oyl s b a8 .000,5 ssalie ol (5,55 Lol

WY Codlo pllas )3 €y e (gdnwg (gdobiofg [ pidd (g0 ladd [ wo5 (5095 | Codls SleMbl ¢y o

sdalie ()l ime B! 350 5 15 o 9 (5,55 9 25T

(P> +/-0) ais
P olpte cixs BT @lie Slidss b awlie )
sl culig pls olpre aBD sl b

V' A¥

WWW.mui.ac.ir



LK 5 aeds Al

Caslaglojl pls Sl il Cglas 0l (555

(¥-X{VRVE-¥¥)

GG auds Jpol 4 Cuns b pluse G555 )
Ak ey 35 b Glogles 9 cugis PHC

lilus 5 splp line 4 cllie duy o s 4 Y
s g lize 4 cllie bl e (garels a5 390 yiiin
5 Bl Slilus 5 plp g ges Ool) 355 Sl yw
axoly g8 3j90 (ki (oM pllas 4 ply (gwped
U959l 50 cdlae 5385 Ly ol o ol Cons
D9 a5 )l )3 dxelr 4y (oM Jrlus

Jluo 4 slizel cox 5l oloyd Coglee conl i Y
cutligy saYole Joluo i 5l cubliqy Cogles o iblg,
g J0)55 0 Y (slabigel 3l ey g

Bl Jool p &8 olaglejle cusl g —¥
Soypes Sl I il cadyl clacudle awld
ol 4 bape olabisel wiia by 5 (gyeS
Aialed 958 1y badine

References

5 435 ogeil dpge lagls 35 leaws ) Ll )
» Sglite (2T g olpte (5,55 5 BT 0 Cglis s
Slge suisr 3 9 (P=+120) 390 jl3 dne 350 9 1)) (e
(P < +/+0) s ssalie ()l iz OS] IS

S oaSdaas

ol eSS L, u.mlfi » cdlie g0y 1ke — il
Gy o Dz g5 sl o 3 5, ogad 4 g BiS
paye lyday i > cllie (glize 4 j ok pidld (s9lune
Glxo @ clie g osald Kinyd Sygo 4 o dles 5l g
Gl 0430)3 dmo o bl yids 13 395 (gl> pw ju>
e oy 5 4 gl dolge JSde b dnel> (oYL
2l oy dag Aly cllie glime 4 oD slaplss Sod
D90 (ubligg lodd JBlas (salyl > Cublagy Ciglee uSe
L) JSdio p3ye don 4 (Goluo job 4y drel> By s
g el Lol 5l obj dn gy cllae  ABly (glime 4 oyl by @)l

1
2.

3.

7.

8.
9.

Park G. Health Services Manual. Trans. Shojaei Tehrani H. Rasht, Iran: Guilan University of Medical Sciences; 2006.
Asefzadeh S, Reza Pour A. Health and Treatment Management. Qazvin, Iran: Qazvin University of Medical
Sciences; 2006.

Oliaei Manesh A. Iranian program of social factors about determine dimension of health. Proceedings of the
National Congress of Equity in Health System; 2009 Mar 11-12; Tehran, Iran; 2009. p. 34-6. [In Persian].
Mosadeg Rad AM. Principles of health and treatment services management. Tehran, Iran: Dibagaran Publication;
2002. p. 24-6.

Hammad AE, Smith DL. Primary Health Care Reviews: Guidelines and Methods. Geneva, Switzerland: World
Health Organization; 1992.

Sham A. Survey of effective factors in referral system in Isfahan Province of Educational Hospitals Isfahan
University of Medical Sciences. Proceedings of the National Congress of Equity in Health System; 2009 Mar
11-12; Tehran, Iran; 2009. p. 369-73.

Chalmers Kl, Luker KA, Bramadat 1J. Students' knowledge of and attitudes towards primary health care. Nurse
Educ Today 1998; 18(5): 399-405.

Ballard RC. Syndromic case management of STDs in Africa. Afr Health 1998; 20(3): 13-5.

Jazestani M. Survey of Family Medicine Effective on the Health Index Promotion in Isfahan Health Center.
Proceedings of the National Congress of Equity in Health System; 2009 Mar 11-12; Tehran, Iran; 2009.

10. Gaffary A. Create level treatment services of map to down. Journal of Biomedical Engineering and Laboratory

Equipment 2006; 6(69): 9-10.

11. Shojaei H, Ebadi Farazar F. Health Services Principles, Tehran, 2005. Tehran, Iran: Samat Publication; 2005.
12. Tarigat H. Referral system based on family medicine. Proceedings of the National Congress of Equity in Health

System; 2009 Mar 11-12; Tehran, Iran; 2009.

VA WA Coodos pllas )5 Cy e (gdnwgs (saabiosg [ widd (g0 loss | w5 (50590 | Cuodhw SleMbl oy o

WWW.Mmui.ac.ir



PHC _ils J ol 31 Olgiesl S Ol e o8 s

Viewpoint of |sfahan, Iran Health Manager s with Philosophical
Principlesof Primary Health Care*

Asadollah Shams, PHPMojgan Mosaddedh Elham Asadi; Saeed Afrough, MSc

Original Article
Abstract

Introduction: Nowadays, more than ever we have forgotten thairgphealth problems depends upon

what people should do for themselves. Helping people is a vital issue along with intelligent health
services, against treatment services which make people depended, and are high-cost and less effective.
The aim of the present study was to assess the philosophical principles of the prevention in primary health
care (PHC) and the knowledge and belief of the directors of the health care in this regard.

Methods: This was a descriptive-analytical survey. Research tools was a researcher-made questionnaire with
three types of basic, knowledge and attitude questions about 9 philosophical principles of PHC. Validity and
reliability were approved by experts and Cronbach’s alpha (84%), repectively. Study population included
384 individuals of top, middle and executive managers of Isfahan, Iran Health Institutions in 2002. Student’s
t-test, analysis of variance (ANOVA) and Pearson’s correlation tests were used.

Results: The highest mean knowledge score of the nine pipluisal principles of PHC belonged to "love

and motivation" (98.3 £ 41.1) and the lowest philosophical dimension score belonged to "equality and
justice" (65.7 + 29.2). The highest average score of philosophical attitude was in "coordinate between
section” (81.5 + 23.0) and the lowest philosophical dimension belonged to "equality” (49.1 + 12.8).

Conclusion: The average score for all the categories of knogdetianagement was a little higher than
80. The mean attitude score was 65. This result was not good for the system; because the attitude of
managers plays a key role in the run up to the principles of PHC.

Keywords: Viewpoint; Awareness; Attitudes; Primary Health €ar
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Designing the L ocation in Restructuring of the Emergency Department
of Shariati Hospital, | sfahan, Iran*

Masoud Ferdosi, MD, PhDMarziyeh Fattalki Samaneh Jafdri

Original Article
Abstract

Introduction: Studies of design location are done in order spaad better to the needs of the physical
spaces of the hospital. The present study aimeahgoove workflow processes of emergency department
through the study of designing the location inregtiring of the emergency department of Shariagpital

in 2011 as one of the largest hospitals in IsfaPrawvince, Iran that has to deal with emergencyep&i

Methods: This was a descriptive case study related to Eemeng Department of Shariati Hospital in
2011. Data were collected in 4 Parts, i.e. revigwihme duties and functions, workflows, challenged a

existing spaces and design changes. Accordingetealthical and supportive areas in emergency pilans

2011, data were collected through standardizedtignesire and direct observations to codification
processes. Data were analyzed using Excel Software.

Results: Out of six objectives of restructuring, settingtipge had the first priority and among processes
and spaces, emergency patient admission procegstyt@dmission process, children admission preces
entrance, triage, critical and noncritical patisettion, had the most fundamental changes, resphcti

Conclusion: According to the accreditation standards, it iseesial for hospital managers to pay
particular attention to the building standards,aliis one of the major causes of patient satisfaciihey
may use the simple, comprehensive and applicablthadeof design location plans in hospital
restructuring, process improvement, and develofdiogi quality improvement program according to
accreditation standards.

Keywords: Hospitals; Emergency Services; Hospital; Desigodtion
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Tradein Health Servicesvia Four Modesin Asian Countries:
Challenges and Opportunities*

Alireza Jabbari, PhD'; Raja Mardani?

Abstract

Information and communication technology have made it easier to trade health services and the businessis
rapidly growing. Health services under the General Agreement on Trade in Services (GATYS) are traded
through four modes. Migration of health professionals, the 4™ mode of trade in health services, has had a
growing trend due to demographic changes, aging populations and rising health care costs in high-income
countries as factors that increase demand, and expanding exports, increase foreign exchange incomes,
increase knowledge and skills of employees supply as factors encouraging supply. Although migration of
health professionals to countries has advantages, it can be a chalenge too. This study reviewed the
opportunities and challenges of migration of health professionals from the Asian countries. Trade in health
services as one of most complex challenges of health system, its various types, and the current situation of
Asian countries dedling with the fourth type were studied and opportunities and challenges of migration of
health professionals were expressed. Studies showed that countries importing or exporting health servicesare
not faced with identical opportunities and threats. Migration to higher income countries has the opportunity
to work and better conditions for health professionals and provides a source of income for the exporting
country. However, lack of explicit policiesin thisareawill lead to the depletion of the country of origin from
skilled labor which reduces labor and leads to loss of national wealth spent on educating the staff.
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Equity in Financial Indicatorsof the Health in Iran during the Third and
Fourth Development Programs*

Saeed Karimi, Ph) Najmeh Bahman Zidri

Abstract

Health is a multi-core processing and is very important. On the one hand, many factors involved in
creating and sustaining it and is the result of the participation of all administrative units of a community
and on the other hand, has a significant impact on other sectors of a society. What is important in the
health care is equity. The present study aimed to review the fairness and justice of our health services
during the third and fourth development programs. This study conducted in 2012 by reviewing the library
and internet to collect information about the subject. Then the research findings were organized and
arranged. As was stated, although there are no shortcomings in terms of legal content and planning for
expanding equity in financial access, there are humerous problems and by ending the third and fourth
development programs, there is no statistical analysis and annually documented reports to know to what
extent the goals have been achieved. Reviews showed that health sector policies could not significantly
improve equity in financial accesblowever, we have made improvements to some extent but more
research is needed to find out the root causes of unsuccessful applications.
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Business Process M anagement Approach in Healthcar e Organizations*

Mohammad Hossein Yarmohammadian, BHfossein Ebrahimipour, PRD
Farzaneh Dousty

Abstract

Ever environmental changing and the rapid advancement of technology has forced the health care
organizations to accommodate in line with appropriate changes. In sectors like healthcare, there are many
legal restriction and clinical guidelines that practitioner have to comply with. Therefore, these features
lead to less freedom and authority to free core business process from non-value adding activities and
reengineering of process for practitioners. Nowadays, flexible principle of business process management
(BPM) is a strategy that successfully applies in many developed countries. BPM includes identifying the
current status of processes, modeling and determine effects of process’s reforms implementation. In many
contexts, this approach has been introduced as the third wave of reforms that is the effective method, and
its aims are to eliminate previous methods defects and considering budget constraints and the legal
requirements. Through focusing on essential steps of process, integration and eliminating the non-value
added steps, BPM provides the possibility of increasing the flexibility, quality and speed of processes. In
healthcare organizations, employing BPM, via integration of electronic health record (HER) and hospital
information system (HIS), and guidelines, meet the above mentioned aims. In this paper, after brief
description of process-oriented trend history, we introduced the BPM approach, and its aims and
intervention scopes in healthcare organizations were described.
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Overview of the Performance of Rural Family Physician in Iran

Alireza Jabari, Pht) Gholamreza Sharifirad, PADAzad Shokr;
Najmeh Bahman Ziatj Ayan Kordf

Abstract

The ultimate goal of the health care system of any country is to promote public health. Reforming
programs were required because of failure to respond to the needs and expectations of health in recent
decades. Rural family physician was a part of these reforms of the health system, which was implemented
in 2006. The aim of this study was to evaluate the performance of the rural family physician program
since it was started. This review was done by searching in Google, Google scholar, SID, Magiran,
Iran-doc with the following keywords: Family physician, rural family physician, family medicine, rural
family medicine. 32 related articles were extracted and analyzed. The objectives of family physician
program were classified in several sub-goals series including referral system, accountability, access, cost,
coverage, priority-based health services, formation of health record, control the quality of services,
satisfaction and attitudes of health team staff and service recipients and the family physician performance
in achieving this goals. Generally, after a few years of implementation, the program has performed
relatively well but the referral system and presenting feedback from specialists, patients follow-up and
completing health record was not implemented properly. Access was improved and unnecessary costs
were reduced although good holistic health insight has not institutionalized yet.
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Utilization of M agnetic Resonance Imaging in Patient Covered by
| sfahan Health Carelnsurance, Iran

Saeed Karimi, Phb Fatemeh RezgeiAyan Kord?

Short Communication
Abstract

Introduction: The use of high-cost and high-tech magnetic resmnanaging (MRI) has expanded over

the past decade. A recently conducted research reported various causes with regard to their own country
and healthcare system included aging population and advances in diagnostic technologies which could
result in diagnostic services to become more applicable in clinical arena. Increasing number of
radiologists, access to physicians and these types of services affect its use. This study aimed to determine
the level of magnetic resonance imaging service utilization in 2010-2011 for specialties, types of MRI and
fund coverage.

Methods: This was an analytical study. Information of vasoMRI types, prescribed MRI by each
specialists and various fund of health insurance was extracted from the Isfahan Health Insurance, Iran
database through census method during 2010 and 2011 midyears. Excel was used to analyze each group.

Results: Over two midyears (2010-2011), total number of gribed MRI increased about 177 MRIs.
Neurologists and orthopedic specialists ordered the most scans (843 and 819 scans in 2011 and in 2012,
respectively which was related to orthopedic specialists and then to neurologists) and were the most
frequent users of CT/MRI scans. Abdominal scans (n = 1218) in 2010 and lumbar scans (n = 921) in 2011
were the most ordered scans, respectively. The most prescribed MRI was related to government
employees fund (average number = 1472) and the lowest was related to self-employed insured fund
(average number = 17).

Conclusion: Increased number of performed MRI is rooted froffifedént causes. Increased number of

MRI centers could cause an upward trend. Other effective factors in utilization these services would be
time pressure for physical examination, professional uncertainty, patients' expectations to prescribe more
drugs and diagnostic services, lack of a proper payment system and inadequate payments to physicians.
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Nurses' Awareness about the Regulations Consideringuild and
Vocational Violations of Staff affiliated to Medicd Sciences Careers*

Faranak Shafiei, MSpFarzaneh Farhadi&Sayed Ali Taher;
Raheleh Samouei, M§cArsalan Pirasteh

Abstract

Introduction: With expansion of vocational role of nurses, thaeg responsible for the whole aspects of
health cares from legal and moral viewpoints. Tioeeg they must be responsible for their actiond an
observe the law as the main element of their diitys study aimed to survey the level of staff awmass
about regulations for considering guild and voaaioviolations of staff affiliated to Medical Sciegs in
Nour and Ali Asghar Hospital in Isfahan, Iran.

Methods: In this cross-sectional study, the whole nursirgfstof Nour and Ali Asghar Hospital were
asked to complete the questionnaire, after meagsusimd analyzing the validity and reliability of
guestionnaire. Its data were analyzed using Pearsorrelation coefficient and Student’s t-test. Data
were processed by SPSS software.

Results: In this survey, most of the responders were fenf@k7%) married, (74%) bachelors (BSc
holders), were nurses (97.3%), had nurse orgaaizti position (88.7%) and, were contractual
employment position holders (31.3%). Furthermohes tesults showed that there was no significant
association between the awareness of nursing ttaffientioned regulations and sex, material status,
education level, organizational position and empiegt status; however, there was a direct correlatio
between the staff awareness and their record wvicgsr(P < 0.05).

Conclusion: In present conditions, health care staff must éesisive to their vulnerable profession.
Nurses, while should obtain information from nugsedvances, must render the best and safer care for
patients. In principle, the holding of in-servicentinuous instruction, with obtaining effective \pkeges

in promoting job position and gaining motive fastof different classes of personnel can be effectiv

Keywords: Nursing Staff; Awareness; Regulation
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A Mixed Model for Health Services Marketingin Iranian
Public Hospitals*

Amir Ashkan Nasiripour, Phb Pouran Raeissi, PEDMohammad Reza Maleki, PAD
Mohammad Javad Akbarian Bafghi

Short Communication
Abstract

Introduction: The mixed marketing is an important issue in g the healthcare that the healthcare
provider organizations need it to survive in thatemporary era and have more market shares, revenue
and to increase customer service efficiency andcéffeness. The present study aimed to provide a
practical model of the factors influencing the naixaarketing in Iranian public hospitals.

Methods: This was an applied and analytical study. Considethe field of health care services, 7P
Service Marketing Mix Model of "Booms and Bitnerassused and the conceptual research model was
determined. The dimensions of conceptual model werehe seven dimensions that included the
production (services), price, place, promotion,gitsl evidence, processes and peoples. Then, thgng
library studies, the variables relevant to eachedision were collected. Data collection tool was a
guestionnaire that regulated base on five-item rtikeale. The research community was formed from
public and private hospital administrators in Tehrand experts of Ministry of Health and Medical
Education. Data analysis was done through Lisrediga 8.50 and SPSS version 18 and using explgrator
and confirmatory factor analysis.

Results: The fit indexes of Lisrel confirmed and acknowledghe healthcare mixed marketing model
with seven dimensions. The dimensions that hadjtbatest impact included the place with factor.820
and six components affecting it. The price withtéaof 0.81 and eight components affecting it walso
identified. Meanwhile, other aspects of the redeamderms of impact were identified: i.e. "sengtevith
nine components, “promotion” with eight componenshysical evidences" with ten components,
"peoples" with eight components and "process" wsithcomponents.

Conclusion: Healthcare centers can use the mixed marketingiceemodel with confirmed seven
dimensions in marketing management through corataortron place and price.

Keywor ds: Marketing Mixed; Health Services; Hospitals; Fadinalysis; Iran
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Designing a Performance Assessment Model for Iranian Social Security
Organization Hospitals with Balanced Scorecard Approach*

Amir Ashkan Nasiripour, Phb Mohammad Ali Afshar Kazemi, PKD
Ahmad Rezdzad?

Abstract

Introduction: Balanced scorecard is one of the most successéuivédely used models of performance
assessment in healthcare organizations, espeiidhigspitals. The model is a framework for desigrin
set of performance measures for organization giede The study was conducted aiming to yield a
performance assessment model for Iranian sociatisgtospitals with balanced scorecard approach.

Methods: In this adaptive and descriptive research, 11 thaod practical models of balanced scorecard
with successful experiences were studied. A moaielrfinian social security hospitals was desigred.
questionnaire was designed as a data collectiohn ltowas validated using expert's survey in Delphi
method. Reliability coefficient for this questionmawas relatively high (Cronbach's alpha = 0.94).
Independent t-test was used to identify signifieaotexpert responses.

Results: The mean score of experts opinion about the pexposodel was 4.02 (out of 5) for mission
statement and 4.5 for continuous improvement inlthesre quality and safety policy, 4.66 for
optimization of current resources and facilitiediagtion, 4.66 for team working for satisfying our
patients/clients policy, and 4.32 for responsilde dnvironment and employee health and safety yolic
The mean score was 11.66 for clinical perspective] 11.5 for patient perspective, 11.66 for interna
processes perspective, 10.78 for financial perspeand 11.46 for employee growth perspective. [lgta
27 measures were designed for these perspectieesf evhich was excluded.

Conclusion: The model can be implemented in one or all théassecurity hospitals and also can be used
for comparing the performance of the hospitals.aBee of the dynamic nature of the balanced scatecar
the model is a flexible framework that could beuatipd by local situations based on differencearigets.
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