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RMSEA: Root Mean Square Error of Approximation; CFl: Comparative Fit Index; NFI: Normed Fit Index;

PCFI: Parsimony-adjusted Comparative Fit Index

P SgeS) calpd g (SELS los g (IVA) Jioyy (lolids Jelge 4,
Gl 085 I F Jods oV S5 ) yuxio g Jole

- lvnnnnnv:vlv:n-ﬂliril %;‘

e m-mmm-mmmmmmu@- =
@l EEH @
> 1' =
“”'@w

S5 Q

m.::;

2

Ty |s

T

&TB-w{a17)
i @ .

ELI

-,,_-

2 -..-a

=
@V’ @
-4 @ AT

mmm- e sl
SE4LL JLELIAE L

>y
)

™

E

2 3

EREREEEREEER] [

YENUN VY]
> 4

o8 j ol ol (Sl gu slaglicy jlass Shalia Cdas Juo ¥ S

Ootass 9 Ol acale

G52 o sl 0l 1Y Joa > Jae S5l slapadls
G5k oximdy )l 48" 0,0 8 ealazel (Y JS) uSlosyly gy 4 deleio
Al oo Sikin cutsS (B L sm yo (6585l g0kl (S

o g ks i) U Jolye 5l ool s @ il poll
b e cnlpl g lolid Jao (n935 cur 2l aloggn W) (lgme
(1J85) 35 olb (Lol aleogsys 1

Syl asb iy (sl &S 05 Lastie ganl Jole Juloo 5l eslatl L
3l 339 04l i JoleWY el (Fod gl b jlaw H0 Silin codS
wilye A o —oolatil cdlpe V8 (o5 Slas il VA Sy slayl Jolis o5
Sl alze ¥ Sing ailpe V) eyl e V) oges oy Closs
udlye Closs adle ¥ iy (ololis adie & jlow sloial) addio V-
ol Jio 00wl den g aib o ailge ¥ Ll oy Closs g ailhe ¥
5 el 2,Skas Jolge (sl o aolona (515 b it 0 Sl
Jelse cpl yidy Coonl o8 3 </AVY 4 </AVY /A LS 4 el
S o)) alises dlal wyp )0 b e LS ) Jelse ple 4 Cand
b 03litel WA (9005 1 50185 2 ol ol 8T e g St

oobass] (+/30Y) (62,8kes Jalge & Jao ol yo el 2590, ot
boiye o yahl 2yl cyed wcadls sl plo b (5l gme byl o5 8

Ob:alu:dja‘sLmQLmJLaﬁQMc&‘égngJlagxu53§JIJ4|3.:‘5.\.£;L]&ab@&géa&la&ld&oxﬁtﬁlp:\"bg

< /ey \A/FOY o/ 0)

<oy \A/AVS AL
<oy 14/YVY Y
</ W/ Y A
<o/ YONYE /A FA
<oy \$/14¥ /O
<oy V4/YYF /e ¥4
</ AAAYY NS
<o/ AAAYY /e OF
<o/ /YA RV

551 Slayl
V/Nas Sl — gl
/a0v 65, Shes
+/A94 S
“IAPA sl oy Slads
IAPY o yer oy Sleds
“/AYY sl
“IAPY K
“/AYY Sl
IASD Sl sleal,
7Y Jr ool
/AN e Sles

VRS 550505 9 313 y0 [ pous 0lasd [ o3, Lo )93 / CoMus SleMbl 0

\Yf

WwWw.mui.ac.ir



O 5 (631j50 Ao S

il lgan yobs adlas

a3l 53 39290 oy 1T L g Al )3 o)lSen g gy
5 &)y Clge 1) (Sbj Glodd curS sladoliy &)l dgng ccodluo
b a0l e ey & Lzals oledl bl izadls lilos (siianls,
Slosd (&S dlal (g9 G wloye b Slop wloss (0d By 4 425
S ol ey b (YA) dles el ghlen anls 4 e Slos (Sley
Jlo (ool Gl (il less coaS slaadbyy e sladlygyg 3l (S
9 Slowdy B )0 o0 gyl Giagh 3 wh Lged Cumer 5 (V) Cunl
da g 23St as 3,8 by ol e D9 hlew Cuyeze b (YA) o) Sen
23 lsmr 56 Slaps S0 6 0eB) 2 ooy el

@bcadgie bolpl 3 g9dse 39 @b S 4 ol adlas
S8 Lled g0 Cupmnl 4y Consd Jhimgly dmsly (SIS 2T pis ygeen
Ldigad & (owoyiwd (g)labd g Lidgl 3jge drely (S3S (g )Ked 4
..)9.3 O‘M

Gt

e by Sliwylen Silin Glosd cuiS wtal Cund 4 gl ool
oes (2 Closd (Gl (Il (o3)8hes (S3d Bl) gum
5 o sloimly QUK plobid (Kad ] (b (26 cless
S col gonl b S5 ol @ dag Sl e gt JB (L ol
8 Cul (gam iz g pols pogie S pils Limgh jl edel Cawd 4 Jte
Candg S Sl 4 e cpl 4 08 it (bl 51 S g I 4l
ol g oxs aul SBVY slul den ol p3Y (ol slaglinlow ,> Sidin
2L A o0 Sloe ol ol ulol p Lol 08 )8 dgi 3)90 Guiod
S i ) o (85 g Sl e g Ml e M e (8 CuiS
3 oael G 4 glis 2,5 )18 (Vghus g liyaeliy 425 250 iy 2L
& dlaly sl lon olpl (5o sl lon 3 W5 e b Liagh
woyad i g e (Sgys (it Olaile seloiz] el (lojls
255 )18 eslatl 590

Laalgiciog

Sl 2 loite ) Sy GIIS0L liee 9 42l 50 S 4 25 L
39 o0 dlpgdy «losd Gl hlen cols) 5 balinylen » Sidia coas

gyl b ¢ cublig @ylig oln! Gasly 3 barye (slas,liill
255 )18 Y g odliiwl 3yg0 BB yljg oyl (b

‘r“d_)u\b 5 75-1-4-!:'“
ASan polo adlls plxl 5 o ool3l 5 haasin s | oy

Al o Jos 4 Glo,a8 5 i idges

References

ué..i

5 Sl (3, Sdes Jolge ol imgh jl okel Cund 4 ol wlul p
2 Jeloe il o8 Jrop ol Jole 5 05,8k e 1 i)
bl e el e (sl i lons 5> Sidin Slass S

B kS ) g2y Syl (8D pgal S (Gh pp p b Billas
Jelse dinj 13 (W) 29500 ogune (63,Shos Jole S a5l lio loss
on &5 amly Ghles g smmal olen BN i (63Slee
Obles o6l gy ©lodd iS5 (9, Sas — b)) oo
D)3 392 6y sxe g St (Ntaran cdalllas 3y90 (slagbijlog ) (6 pn
kS ool b ghlew a5l Juwyy (B slacylee o ecnl 2 0gMe
(ion 5 oo snsoial oleie] Sl ugele Jobe) clas
95 O Niwed Sab bd a8 ad osalie (5l gme 5 Cute (Stusen
S Jold ppieS 4 uptin Sl las cudS g (bl Ojlee e
(S g g pugele 5 Cute Jaed (255l olaiel Sl (e
Gl & e Wlge dapliosley oSS Lbli) sl lee s
4 hHlSer g WU pizman (V8) 23,5 SThe (] 33 (olopd closs S
S Gilgolete 4 aglilen 1S L5 g b &S Kse) 4D ol
5 cwlio 21, Closs depg liwylonw o piidy (glad dbul Wile
oS s S lays ol ot —aisn & e dags Lol dalaal,
i 4 g b ()l ot b 35 e il et oS
el & g 5 (9o ded 5 (g Sl b ol lon 38 Slillas
22 gruas p3b imgs b (4) b alllas (sloasl (il CuaSl Cilieo

L) 8,85 Jole ooz claie 41y (Sojed Jelge ol aallbs ol
e 45 55 55 35 Bpme Sidin Glass S > (Ar gy
oo 1y bag] s 0 lagloyy cdlyy b odaly 3 ohy
ols Bob 1 Lad g optidds iy oS dmd oo g (2l lows
SLolE oy b 29> 3aios 5> 5 Montefiori .siad Jlisl byl 4 45z
& WS e CLl ) plepbijlen hlen 45 A5 e ol (eSS
9 o O (oosiitinn (Jlo byl eles 03,0 (065 0 1) bagl Slyy ol llas
5050 3058 Yl S ) lats (1l 4515 gy lods oxins )
dny g S50 b o) Sen o Nelson (YY) il awsly odds (58 olad
b Slas o (o3 e o b g 4 ot coiS
O ) kulyd g slan coldy by @b » bgllen posas
g o b e Jolge 1 (36 eyl 4 dagl Ghmggy 5o sl
Whines 5 Sz plew Qlojlon 2V I 4 ol Gl o
g 9l) g pltle oS &S b hlasl 5 (Suleyy ulual
92 bl sy b (pogad m> (M 5 llon 2k (a80 sl
S o yolul 1y Cogie Jlimh g 35 slon (el o150 Sl (Ko o 0,5
4 gt b (hles il 5 (28T 5 b %) 4 g S o)Ll
oS (Vo) 2pdie lape QLS 9 slan cold) (el Glam ooy @l

1. Parasuraman A, Zeithaml VA, Berry LL. SERVQUAL: A Multiple-ltem Scale for Measuring Consumer Perceptions of

Service Quality. Journal of Retailing 1988; 64(1): 12-40.

Yo

WAF 91 10 9 D0 yo [ pows 0ylas | o23la 0,93 / Codho cleMbl oy yyi0

WwWw.mui.ac.ir



Syl Kidon o CiS sl

No oM

10.
11.
12.
13.
14.

15.

16.

17.

18.

19.

20.

21.
22.

23.
24.
25.
26.
27.
28.

29.

Devlin AS, Andrade CC. Quality of the hospital experience: Impact of the physical environment. In: Fleury-Bahi G, Pol E,
Navarro O, Editors. Handbook of environmental psychology and quality of life research. Berlin, Germany: Springer; 2016. p.
421-40.

Sacouche DA, Morrone LC, Silva JS Jr. Impact of ergonomics risk among workers in clothes central distribution service in a
hospital. Work 2012; 41(Suppl 1): 1836-40.

Bone SL. Patients' emotional needs. Radiol Technol 2016; 87(6): 716-7.

Kerfoot KM. Hospitality and service: Leading real change. Medsurg Nurs 2009; 18(5): 319-20, 318.

Miller C. Meeting responsibility: A safety program for housekeeping. Exec Housekeep Today 1983; 4(8): 6.

Adams A. Medicine by design: The architect and the modern hospital, 1893-1943. Minneapolis, MN: University of Minnesota
Press; 2008.

Nzuve S, Mwarey DC. Human resource planning in faith based hospitals in Kenya [Online]. [cited 2013]; Available from:
URL: https://ssrn.com/abstract=2223924 or http://dx.doi.org/10.2139/ssrn.2223924

Wu Z, Robson S, Hollis B. The application of hospitality elements in hospitals. J Healthc Manag 2013; 58(1): 47-62.

Smith AK. Total quality management in the public-sector. Part 1. Quality Progress 1993; 26(6): 45-8.

Hyatt A. Patients not customers. Br Dent J 2003; 194(11): 584-5.

Chapman AL, .Zachary Rosenthal M. Managing Therapy-interfering Behavior: Strategies from Dialectical Behavior Therapy.
Washington, DC: American Psychological Association; 2015.

Berry LL, Seltman KD. Management lessons from mayo clinic: Inside one of the world's most admired service organizations.
New York, NY: McGraw Hill Professional; 2008.

Parasuraman A, Zeithaml VA, Berry LL. A conceptual model of service quality and its implications for future research.
J Mark 1985; 49(441): 50.

Moghadamnia A, Jahani M, Bijani A, Yaminfirooz M, Naghshineh A, Mohammadnia K. Evaluation of performance
indicators and frequency of patient referrals in the hospitals affiliated to Babol University of Medical Sciences in 2013.
J Babol Univ Med Sci 2016; 18(5): 61-9. [In Persian].

Rafiee N, Bahrami MA, Zare V, Mohammadi M. Organizational climate and work addiction in Shahid Sadoughi University of
Medical Sciences, 2014: A Case Study. Electron Physician 2015; 7(8): 1602-8. [In Persian].

Aiello TH. Top management's perceptions of service excellence and hospitality: The Case of Dr. P. Phillips Hospital. Ann
Arbor, MI: ProQuest; 2008. p. 123.

Shepard DS, Hodgkin D, Anthony YE. Analysis of hospital costs: A manual for managers. Geneva, Switzerland: World
Health Organization; 2000.

Baradran H. Evaluating the probability of human resources' investigation standards in an governmental organization.
Proceedings of the 2" Conference on Human Resources Development; 2005 May 16-17; Tehran, Iran. [In Persian].

Nelson C, West T, Goodman C. The hospital built environment: What role might funders of health services research play?
Rockville, MD: Agency for Healthcare Research and Quality; 2005.

Garvin DA. Competing on the eight dimensions of quality. IEEE Engineering Management Review 1996; 24(1): 15-23.
Alvani M, Riahi B. Lessons for the establishment of a comprehensive quality management in the public sector. Tehran, Iran:
Industrial Research & Training Center of Iran; 2003. [In Persian].

Javadin R, Keimasi M. Quality management services. Tehran, Iran: Negah Danesh Publications; 2005. p. 64-8. [In Persian].
Hernan MA. A good deal of humility: Cochran on observational studies. Obs Stud 2015; 2015(7): 194-5.

Committe of Decision-Making, Ministry of Health and Medical Education. Iranian healthcare system change path based on
Islamic bases. Tehran, Iran: Ministry of Health and Medical Education; 2011. p. 7-25. [In Persian].

Nasiripour AA, Saeedzadeh ZS, Sabahi beedgoli M. Correlation between nurses' communication skills and inpatient service
quality in the hospitals of Kashan University of Medical Sciences. J Health Promot Manag 2012; 1(1): 45-54. [In Persian].
Montefiori M. Hotelling competition on quality in the health care market. Vercelli, Italy: Universita del Piemonte orientale
Amedeo Avogrado; 2003.

Noshiravani Y, Salarzehi H, Kord B. The study of relationship between health services quality dimentions and patient’s
satisfaction and loyalty. Journal of Zabol University of Medical Sciences 2013; 4(4): 63-70. [In Persian].

Mosadeghrad AM, Akbari-Sari A, Yousefinezhadi T. Evaluation of hospital accreditation standards. Razi j Med Sci 2017;
23(453): 43-54. [In Persian].

VRS 550545 9 313 y0 [ pgus 0 lasd [ o3, Lo )93 /| Codus SleMbl 0 \\o

WwWw.mui.ac.ir



ISUL SUIPRES WIS

Hoteling Services' Quality in Public Hospitals of Iran

Seyed Majid Shirzadi, Pouran Raeissi®, Amir Ashkan Nasiripour®, Seyed Jamaleddin Tabibi*

Original Article
Abstract

Introduction: Considering the importance of the quality of hospital hoteling services in healthcare system’s outcomes, and lack
of a valid assessment method for determining and implementing required strategies for evaluation and improvement of the service
quality, the aim of the present study was to determine factors affecting the hoteling services quality in public hospitals of Iran.

Methods: The present quantitative-qualitative study was conducted in two phases. In the first phase, factors affecting hospitals
hoteling services’ quality were extracted from the literature as well as from in-depth interviews with 11 experts (i.e., 6 specialists
in healthcare administration and 5 in hoteling industry). In the second phase, the data from the first phase were integrated and a
model for improving the quality of hospitals’ hoteling services was designed resulting in a researcher-made questionnaire. The
model was validated through qualitative (i.e., expert opinion), and quantitative approaches (i.e., exploratory and confirmatory
factor analysis). The data for the factor analysis was collected from 960 patients and specialists in 10 teaching hospitals in 10
different cities across the country. Confirmatory factor analysis and multiple regression were used to analyze the data.

Results: The findings of present study indicated that 11 factors (physical, functional, economical, human factor, social welfare
services, clinical welfare services, safety, cultural, personnel identification, patient guiding factors, and healthcare services) were
able to explain 65.81% of the hoteling services’ quality variances. Based on conformity factor analysis, functional and personnel
identification factors with a coefficient of 0.953 and 0.779, respectively, had the highest and lowest impact on improvement of the
quality of hoteling services in Iranian teaching hospitals.

Conclusion: For the improvement of the hoteling services status of Iranian hospitals and considering the 11 factors found in this
study, the functional factor must be emphasized and the technical quality of health services be evaluated in the planning of
hoteling services.

Keywords: Hospitals; Quality; Services

Received: 20 Jan., 2017 Accepted: 09 Aug., 2017

Citation: Shirzadi SM, Raeissi P, Nasiripour AA, Tabibi SJ. Hoteling Services' Quality in Public Hospitals of Iran. Health Inf
Manage 2017; 14(3): 130-7

Article resulted from PhD thesis No. 45827 funded by Islamic Azad University, Sciences and Research Branch.

1- PhD, Health Services Management, Department of Health Services Management, School of Medical Sciences, Sciences and Research Branch,
Islamic Azad University, Tehran, Iran

2- Associate Professor, Research and Statistics Information, Department of Health Services Management, School of Health Management and
Medical Information Science, Iran University of Medical Sciences, Tehran, Iran

3- Associate Professor Health Services Management, Department of Health Services Management, School of Medical Sciences, Sciences and
Research Branch, Islamic Azad University, Tehran, Iran (Corresponding Author) Email: nasiripour@srbiau.ac.ir

4- Professor, Planning and Development in Higher Education, Department of Health Services Management, School of Medical Sciences, Sciences
and Research Branch, Islamic Azad University, Tehran, Iran

YV WWAF 01 54 9 330 [ pows 0)las [ w3,la 0593 / oo leMbl ey jy0

WwWw.mui.ac.ir



