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Evaluation and Ranking of Selected Hospital Wards in Terms of Quality
of Delivered Services*

Fatemeh Abooee!, SeyedHabibollah Mirghafoori?, Khatere Khanjankhani?,

Milad Shafii*
Abstract

Introduction: Everyone knows the significance of hospitals as an effective part of health and treatment
system. Providing high quality services in addition to increasing the success of treatment activities, makes
a distinction between the organizations and enhances the competition. The purpose of this study was to
measure the quality of provided services in Mohammad Sadegh Afshar Hospital using Fuzzy AHP and
Fuzzy TOPSIS.

Methods: This study was a cross-sectional analytic study conducted in 2013. The study population were
two groups of exerts and patients in Afshar Hospital. Firstly, the aspects of quality of services in hospitals
were identified through a review of literature. After refining the aspects, the experts’ (including the
educational hospitals directors and managers, supervisors, technicians, and faculty members) views were
collected using paired comparison form and the significance coefficient of each aspect was calculated
using Fuzzy AHP and Expert Choice Software. In the third phase the ranking of hospital wards was
performed using an author-made Likert Scale questionnaire (with a Cronbach’s Alpha of 92%) for 100
randomly-selected hospitalized patients (in cardiology, orthopedics, gynecology, and surgical wards) and
Fuzzy TOPSIS.

Results: Accountability, assurance, tangibles, safety, health communication and customer orientation
were found to be the aspects affecting the quality of hospital services of with the safety of highest and the
tangibles of lowest significance coefficient (0.06883 vs. 0.25406). Analyzing the data using Fuzzy
TOPSIS showed that the cardiology and surgical wards had the highest and lowest CI (Construtorae In
corpora Dora Ideal) (33.457 vs. 0.770), respectively.

Conclusion: the results of the study showed that the safety was of the highest priority in the experts’ point
of view. The wards ranking was D, A, C, and B in the patients’ points of view.

Keywords: quality of services, analytical hierarchy, hospitals.
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