*Oledol (o390 Syl ylow 30 o slow LIS (Gloww

o . . ¥ . X Yo, Yo \ )
Plelon 4l Fiaplisian aud s ade aase ¢ (Slaye sl ol La e

[ ETAL

-

Rl 255 o030 ey Cals ) S g 53 S (gla Bl plas 1 (650 o Ol 4 SLISKE 4 (S 05 0l 10D
3545 1y ola 8l Wl bl 03 g Olginl (5 50T (5l Oliun sla 4 0diS” axl o 3131 SLISKE & Sy Cond g uand JLib 2o g
whled gLl 1y 5,05 525 sl 5 o0l OL 2
)bL@aTw_:ﬂA_{vk_:.}yQW‘Q)\,AT&LAQ&#)L»:;U:&)}’J&?;AC«w‘,{:@if@hﬁa&y}‘j&pﬁ@@uﬂzkﬁ)ﬁ&j)
503 Ot yley 53 95550 VYT Ol yloy 50 55 il 03 91 (Seay 55 IPAY Tl 5 Ol jloy s domly 4y el o LIS (5 0y
w3 8 oslinul 0 48 8 515 Aol 3550 OT gl sous 5 S) 30 (250 cranainie bow s a5 gad S 31 onls (655755 (5l 5 3,50 VYO
QA;W}S’EXCEI J‘J"(‘f“‘*’@‘)‘J’@)}IJ}‘*‘")“’W‘L)C‘J"’*"”‘““*’)J’,)“‘“"’

PRI Slads kS Lol ) g0 Sle b go 5 Shle Ol sle 51 (S 53 3505 0L U158 R8s nl Sl Jol s lal  H ISl
(u\_.p): O?/b)é)‘}‘ ).\lj E) (..\.,d).\ ?O/Fb)é)ﬁ )3\5 LY .]o‘,aja Qli&.& el LEEY] (..L,ﬂ).\ ’F“/\)Qtw)l.a.:r Gnls) R JﬂL\M E) (-\.p)b
og&;&f;lu.&;illic,an,w:.it}sl4,,”Juu_b);u.(.u,;\fjq&;wﬁ;ob)uﬁ);.c,,ntmubwijﬁ
g:,\.w‘ AJ‘J uﬁ‘.,a:}" .ﬁ}”ﬂ\;’b Qt'.w)‘.a.:.: QE&.& r)br@wdu J}Jﬁ).ﬁ (M)JYQ/Q)&)[LNJL)AK L&ﬁ)bl{j‘w}&w‘ 425‘1 u:.h\s
;,.;;J,_‘,a@u‘flf,,bg.ugob,uﬁ‘_ghﬁw@ww\ﬂL;l«iﬁﬁol,;o«g.\su;sﬁuu,ﬁw,‘!yl,@l:;:‘s;w
50130 4 by e SLICE Olme o 208 5 01,815 5 05 31 LTS Ol e o 2 457 dias oo OLES (Il Oln sla 53 oK 55 90
o Al o A8 Olley G e 51013 5 0G5 (BT pe Yol ol ol B3 ey (o i 4 Zonl 03y Joe BT 5 (50 ot )5
ST Cd L Olss 0 45 39 0k o OCE 51 LIS s Call Ol jlas 53 2305 Ly ade Il o dile 01,8715 0 ol ol 5 50T
@BJ}@N&L\M_’Q\#\-&&'_«:&:{J{)}Lﬁ‘.}‘}(@‘L«JT}M&;{?J}&‘\J\E‘}@‘?T&'_ﬁnﬂ‘@‘}}F}W}d‘):&&uw
J-.&Lv@ﬁ,:.c..b‘ﬂ\’uiﬁjﬁa‘)bf&.:}y@'byywﬂ

(22T 6 Ol sles lan Gt ley ol 1SS (S 19

AW/ las 5y AN gl Ol RAZARVA G IR TER
o= 5901 (5L syl ylows 13 (31 yloows LIS Glonmw ag)l Slol 3 i yo (3 by quipe Mo cloy Jloye dple (o)l tels )
YAV 2 YNV OYAF Coodls CleMbl e pie oy Reo!

Al o il Olghol (S oo o515 Syl L 4T A3l e YAVYAA o5l & Slidod £ b Jol dlie oyl -2

Ol cOlghant cOlgoat (S pske o&tils ¢ Sy by g3 5 Sy it 0dSCadls (Catdlw sl 5 Sy e Dot S 0 Slays (2bllgy Slods Sy e kil =)
Wl S 0l (S oo o815 cadle 53 a3 oty T odSiia gy cladlr Dladst 51 Sy yide Slidiond S pn ¢ Gl )y (3lgy Sladst Sy e il i IS =Y
ol

O Ol cOlghosl (S p sk ol ¢ g smetils (Slahn sy 458 ¢Sl s g ot Sy e k)l o5, 5F

Ot ole S ile 7 (S, 0 e o&sils o 53 pss 0T 0utSlin g5 (atDhn 53 (S5l Jobe Sl 570 ¢ Sl yd 2blitgy Sladst Sy e eyl ulid,IS-F
Ol e S 0o S (S psle ol oDl 53 s oty T odSiingsy ¢ Sy Sl piil Slidod S 0 35l3 Cu ke 3 shatl caais (5,573 (6 smetils D
Email: Khorasani.elahe@yahoo.com (U5 s 0kis 5)

AF 55 9 303,57 pgd (g0l [ w8393 (50y93 | oD ile " A4




9 (sloyd (Hiligg IS (Kb dnaly (I o8 e 04l
95 Oblew ClSd 5 (Lol liwe (Sloyd (5y5ld iy
3 BB Slgi e g Syl ax STyl b el SRl 4
Cudbge pis ) ddy) 0> (Som 3l g bl (Sdjy slas
A (AA) b ghlen b b )l8n » oap
bl CusBge slowy Boi> jgdie & Cunl )3 ST ) 0
ploul les S 1) cul amels o atwls oS
S9re Syl Ohlow CLSS diej 5> gy slasiagl
elolid dje 4 Colls 4 (Sapsy o 1p (V1) cul
e gl (lolid 5 Slles (pulojls (JSta Lol I
Slles slpl pioren Cwl Cols cle wyp Cas
o 589 Jl xSolr 5 Jl &) cur ollae 5 canlie
355 3 oy 2350 1l & Ll sel Slgys
M)

pla 5l p9p8 (23> lyie & CLS 4 (S 09l
Codlw slaslubisl (ol&5,) cas ;> geMw slacudlys
oy g cuiligy isu ;0 ((M-IY) Dad oo 03 peuiy
Bly 2 )b b cusal Jlon ol 5 CutS o9
CadsS 55 g len Bab> Cule) oS uSie o ol
&Sl olo )b sl Colls o cpl 5o (F) Conl Gloys
sl oS8 S o Shey 5 sl 4
oSS 4 Pge ygb 4wl codle cudle LS
§ e Sl osd 25 b o 1yl S
(V0) sl asly sgs 3ol

ot llen 4w > B e &S (Sladlae bl
ol 2 e Jelss g ol (S pole oSty by,
3 o b guls edly pbol VWAV wiawl B AYAS 54,8
55 395 ol ) bbMe ¢y b JuS b 5 a8
b (s o)y pgad 2 Joe 9w b o (I
b (loy b Sdj @ (popiwd pas gl 5l Gle sl
1)) 5 canlin b 3,95 Jold) combiol bl ctuoys YAV
pis 5 Aoy VYV L (oo JB e b ST cleMbl

aload jl cols) pae) ord &l Sloyy cullys jl cols,

douds
5 Sl suie Jol 4 dag Copte (ng sl 4lai
IS O 4 cls lsline cols, G
@l g ol plas )3 b e (B ol sl pSeas
S oo @ (g slrolliws lods jl p3ye cls) 5
B dng g 0l g S lomie (Lol sla sl
(B Ceks Sl B Gl obadlye 5 (V) 9800
SlneMbl g (B8S Cosd b )58 9 )18, (S
Cots glabls, coge & Cusl gl el cuslis
I AY) s (A oliwd e 5 ENxS
i 4 laglojle Cunsld g Cuge 3 CodS GBS Bk
tge Edlss ol jzme oS lalojle 5 45
b ol elojls elosyl 5 obyito (slacunlss el |, 355
S dimled a6 wilosly 8 cuas Sl 5 o JBls
(V) 2 dobsl 2g3 ls 4
dog il laany p pk Goi 5l gy e cudys
el elaind glaog S goi> 4 1) Sl (sole gabxo
IS gl 4 ghlen sl 0dgai > pllan e
(o) Bbd 4 slel slaogS oz
Jole cnl g awils j18 jlas joyme )3 (olaidl 5 eloa]
o> parde &yl o ol o olbre ob g
() 2bb o
olew o> & plynl 5 S gl (o3l b Lol low
il B bl plo g oKss Ul edlgls
@ Bb el s all Sl als g laglusley
B35 plpsl ol 4 g odg wably cudlie (IMS] claais
5 bl oaiS uSete Jlow culsy S 55w 5l 0)
Jow o> Coley ol g ooy QLS 9 S35 LUl
(5 &) ol oy S 9 5
slodges ik (S e o cunl S5 B ppinen
lbojes 3 ol SISl g s ,S5  ( BMS] ela s,
4 dog pie D5 o b 4 pLL 8l Gl
) 3 Jlos & 1y calS o Lnlayb Jol ol cole,

Y-y

AF 15 930,58 [ pod (goyloss [ w233l (50595 | Caodhs SleMbl iy o



O slas 3 Olylas DL (gl

A5l o ol 039 B pe 0 ol Mt o s
035 (S50 il § (e sl (lsp (slaoly 4 Loy
pie & baye GLKS pow g0 ddllae pl ololy .l
Jos s> 9 Jg> loj 53 85 Canl (Sl 0ol ) 2y
S ygiuile 51 b 3)lae plcawl 03> &) Hlows Cumdg jd
@ gl G 9 B Slel gl cundy (SBU
A) Cool @l yuss

» Shoslan puilipl pie ) & gladlas > WoNg
2 3 kSl (Bly 1oy )0 e isls plosl 5K
@y (dw 0g)5 o (SLE Sl Shad Coad (o 09,8
ol S ol i 095 lan > iy JS s
s 09,5 30 (SLE oLyl e i oS ol LS adllas
N Ju £ YL alsl o s IS Jle £e-Y)
Caol 48)3 Cjao jlow | e (60,8 bwg LIS ws )y
(9)

LS wyp 4 &S aS5 p ladlas > Zengin
P ol Sie o ol cand mls opl 4 dg adlyy,
& Canl o (S slacddlie 4 basye olilew LIS
& baye Lo VIF (loyy byl 5y50 10 Mo yd VY
(V) Casl 03y Lale pmseits

Y8 @ by oblls Sausls adlas S5 ,» Taylor
@l 21 L8 ey 390 ) LysiSag 5> ilingl LS
SIVEIY 5 0ol Goyb 5l LIS FYIA o lis asllas
4 ol gk 5l LIS wo ) FY el 034 4ol 55k
4 baye OIS 2o > YY/Y g 00l (0155 jlews 1 e
dopd YVE Cwl dg ble asis L SBL by
Qo> WIS sl 009y loyd )3y b 4 bgyye o2 LIS
g9 Jlow slp & Cunl 0l o 1S Culs) g0 &
(YY) SlodyS™ oled yie ol jo 5 Ll edl

Aot das e o Sloyd 3SThe & dloly LIS sy b
ol L g 3500 (plolid ) hle Loyl sladlae
5 Slojbw 3)lse Mol Cap (ala)lSal, 5 Sy gl
or L S0 Oile 4 0ges wl)l pogad ol 5> (Sl

AF 55 g o y3 [ pgd (g0l [ w233l9d (50y93 [ cods SleMb] e

o YVE L (0)0 g a0 b cunlio Jy8 pas g (gloyd
AT L (2 M iz SLS Clegdge (it
5 4isn olisn nSe 18 oS Jold) 30 plo 5 2oy
V0) asls HI)8 gam slaady 5 8o 3 VEF (ple
OgpenS & 038 bl ploaly 9 015 ) 3 (b ygeab
Slamd oo i sl aslyy SelB (Sij lojle (S
dy90 ay u‘i‘“’ﬁ )9;.43 w&w 4 Joy).c 039 3 Y&A
O 4y (Sbjy ygad | ColSs 4 byyye (10)2)VIFY)
ol 3 sgad )90 ¥V 53 Wokigy JS' 519 039 el g
A Cul oy L mls picren g odb Fy loyd
(1o)d FEIYY) 039 Jlow g8 4 bgyype ol oy i
ColSs op it g 039 (B e jl Collls oy ieS
(A) canl 0033 3 i o g S140

oad &uf (LSS e S 5 (ljier (laddlae 5>
dw y> (Sloj 0)9d dw )3 (g (SByr (gmeS Glejle )
ol o Hlis gl wisly JlE w000 |y calisee Jlu
O30l 5 155 5 Colss D)0 ATYY gaeome jd e
oy slalls LIS pl Jol cde 5 canl 0430,5 il
(V) cuwl 0399

3 S iy biwylew 5 53 345 adlbe > Chavan
Ohlew 4 bgrpe LIS ws o YO oS ol )l kS
5 Jo Fe=Fr hlen 4 bape dopd W Jlo £o YL
2 Gl 0390 Jlo ¥l 68l 4 bgspe doyd VIO
2op VLl S g wad ol )ie b gy
(V) Slodwy (S5B8 als o 4y LIS

bl 1l YL 51 (S o oS gladlas > HoOwie
SR EF 5 > b )L ) leedigy cusl ol
(s 039450 &S 3l L bl 8,8 H1E w390
Ve Jlo ¥0 bl e (wSke g Jlo YA B VY 51 o LSLs
Joy)n Lo d VY qu»}Q(u um )94:5 LY L>9.3)A oy
Caol 0390 90y ade dopd W bare ohliwy 4

Y-A




SleMbl (gy9l zen slrole (g glito 4 av g5 b .cd)S
2 Olwylen o 5l onds gl yseil GleMbl (liwlow 93 )
Conl S5 p3Y sl ool lnadly isw 5 4BBlus Jolis
@ 05d 0 Saglaer pliwjlo o 0 & leedds g5 &S
95 ol g3y (S liwylew o] Glial g (o liKawlia
S obles 5 Ghlen SIS0 CleMbl Gl jlog
Sl 2 CalSd gadse Al liwjlon > 35 oS
oge o oljlen 0 Jy d9de Gpgleer Ui
QUSHE aliali 3y55 5 B > g ol 5L colSs
a9 Cuble CusS pliwlon (B 5 (g0 filue
CleMb] (M) SllasMo cle, (gly 2pd o il Lo
S5 gk g e (Bl wloype A3l 1 erd ()] gex
L ooy Jdow cd )3 418 oo 3)90 0,8 Slasuin
@ adlhe ol &Sl &4 axg b s plsl EXCEl Sos
v lp @)l lagygeil s plosl oy )50
slodly a5 1 uol oais oolaiol Wojuaie po bl
sl Sl ol bl e o 5 Gl loy 93 53 5290
2555 palh ol Kdags,
sl

pheo J23 o slis Wl Gliojlen ;0 ) Jods slaassly
Cunl 0392 (I3l @ ) Jlo (b p> (Sdjp Sl eulSs
P g 5 el il el LIS S sl oSl L
GLS ped wrew Jlo Job )3 siliwy P (S
call yliylows 5 sl 03y olaid] 0gd 4y 1) liwlew
Loy SLS maew cp e pow 9 pod oJgl aalo )
pilee drle dw 0 g Cwl 0dg ogas slaade 4
oy olaidl 05 4 oleys 1) ColSl ppuw (ks
!

olod 0 o il lislew 2 Y Jois (slaassly
BB dopd it o 4 (dudyes WYY Lo pad ole i
Sl > GblSS & (Sawy daly 0 SIS 51 g
Jb 55 (oyd YY) LSS ol yide pheo St ol )

)g'l.w L Comd olo u)l D (e Lol o35l u_gb =35

¥4

4y yome 45 gl dslss g Jde LISl ol gl
O gm0 SbMosl g glolid 1) colls 4 pladl 5 Lo,
LgS ead s obls e 45 Slos aaSL o pdy
Gl ) ond asly 23l o5 Slojlo (ABly slaula)b
slaaely 5 (SIS g oy S oS WS e plo
5 hlost b SIS (e a3l 1 e IS5
Camdy O Giok onl )l B 035 o Lol lalyen
Ol ylow 93 dy o0 S danlyo ol 3l GLISS 4y (S,
Wl 390 3,8 o5 Sl pladol el (Bjgel S
Olo—o Lo el 03 ol g95g0 g ol e
lolid 1) 33 3929wl 8 cpl ol 2 &) bl

dges pladl ol g0 By 4 S

o2 Ry

SIS odn g5 ] 5 2,5 st adlbn ()
e Gyl slews 93 9 ol I jeme A3 5 s ST cl
dlgie 4 gl Jl (S b Sl besly (gyglaer b0l
oges Oliwslon plgis & (S g (paasS 358 (b )low
doly & anlie sdigy ddllae 3yge drels b bl
P9y 3 S Nse lp g Glwjlen 9 colSS
5 b eolatol uyiwd 0 sleodly 4 axg b g (gledd g
2590 VYO 500 liwylos 13 9 2590 VoV ki jlow S
990 dlwl awyp g odalin 5l lmodls (6y913,5 (cly 29
Orzeed b odlatwl lhlew GLKS 4 Saw) sl 40
Cmaasie bwg &S g Kol ol (gy9ls,5 ¢l
og «B)S 15 a0l dpse ol Llsme o s)s0 )
O 4l OVl (9 (Gus 4 dagi LS oolital
J » S hlen slaodsy adllas pl 45 5gd LU
ISl bilews 50 8,8 518wy 2550 (gndiye> A
o 9o 4wl ¥ SSE 4 gandyes ) Jlo sl
¢ oo Olyass 4 dagi b O gl o o bl 8,5 41,8
Iy sdudyed A Jlo jlole ¥ claedly sty o Siimg s
cle leMbl (gyglans cond Ko S gl sl
8 an 3)9e CLISS domis (gl 350 3,8 (LSS

AF 15 g 30,5 [ pod (g0yless [ w233l8d (50593 | Caodhs SleMbl iy o




Ol sloss 53 Olylagy SIS (Slaw

S 2w barye Jl calisee (slrole jd ColSs ppm
by &S Jad o i bal .cwl edg gyl ol
by ol o o ol & (Sauwy daly 0 b GbISE

e Ol e sl 00 48 )5 a5 )3 ilae b
Gl 039y Cublye CunsS & bgype LIS

gl Lo pe plo bawg GLISS ) (gt e daole
Osd GLIKS Gl ey AY (0 oo sl sad edld
olo 33 5 Mo VWA papo olo jd .Cuwl sl (BL (S,
ol oiid 031 joi 3L (S 4 CLISE doyd Vo/F il
Oy o liwlen )3 w30 (LS T Ji> slaasly

G )l aals de S8 4 Al Ol ley 50 Sl Candy Sl s N dadr

of/f 4 fy/A o) Ya/b v
ARVA YA Y4/0 v ARVAl v
. = . = \7id q
WA Ve \KVA] Y ARVA Y
Yy Y \7d 4 ARVA Y
Voo q. Voo 14 Voo ABL
Ao A Vo7 v A% Y
£Y/% ¥ \Y/¥ Y\ VV/¥ Y%
. = . = v/A A
Yy s \K¥AY A AV Y.
. - . - YY/¥ o)
Y/Y Y \Y/¥ Y\ Y/ v
Ao A \Y/% Yy VF/A Y
. . 4/0 \7 \%s v
Yf Y V¥ oy \A/A v
Voo a¥ Voo V74 Voo Yva

YY/7 A iy 8
YOIV o) Sl 45
VP Y Slsl 55 Syga s
V10 \o Slallasf fo 8
208 4 Slotst fiw
Voo \FY J e
\Y/A A\ o503l
Vo/¥ Y. oSileys
ZA1 \Y o5 ¢SS
VIY 10 SISk glaust s
NA 1% Shaiy 6ylsl glad1 390 Al
¥/% q © %5 ) gl LS
\Y/¥ 17 S g 5 Slaals
IV W Sl 5 sl
Yo¥ 4 o Sla 4,5
Voo 1a¥f 5 e

‘5-\:&_;_,5- Ay Jle r‘,: abﬂ&:ﬁb’qd‘ C)‘LJJLQ:.: BE ngm @\SJ &‘}‘,5 G)_,S ZYJJ-\:'-

v/ Yf Y. VY A A o/4 o

Ya/v Y. V&IV A4 Y Y S\ 7A] A+

Y VYE A do-ly 53 0dd = LIS

AF 55 g o y3 [ pgd (g0l [ w233l9d (50y93 [ cods SleMb] e

¥y,




OLKan 5 o)l

Sy 95 Wy Jle CJ.} abﬁ&&yd! dl:mJLa-ﬁ).S QLLK.:: @u Lf;‘}‘f 65": YJ}-\? 4alsl

2L 5l ods osls el SLISS

A% v A Y o 1) . A 2 A q
LBC;.:J._!-\.A

. . . . IN% IN% . . . . . . («.sf“:““i O 3b) bl

Yoo o) Yoo U T E RS P V. S PR £ N P MY 5 e

Voo Y /S VA LU ER U v S R CRS PR | 4 R R q) Sl weds els 5L LIS

@ oz onls 55k Ll e Jo LIS
. . \AA q . . . . . . . .
S
Yoo v Yoo L Z S E U - S R R P o AR P 43 e

‘5.\:.39}5-\7'\\ Jl ;.;;:...a ‘SUMLA sS.:Sﬂ.? 4 & 0\2«)\.«# BE Qg&: by @'Jb} GJJS :Y'd}-\’,'

1YY il ARSI EgE Jl 5ele

Loy
£0 A Fo/F0 o Y&/¥ A \alis 4 i a8
YY/$ Y /9 ) /9 \ Ya/f o Sl 53
Y\/f \& FO/F0 o OF/d 2 o/A ) &olsl 58 Cols 34055
. . . . . . Y/ ¥ Sleds 0L 8
Voo o) Voo 1) Yoo 1) Yoo WV ch‘?
4 Sy ol 5o
ANY £5 Y5/f £ AV/A q Yo/f 4
Sl ok fom S
b S SLISE
Y ) arid v L) \ OAA \ S S
Sl 03 5 s an
doly 4 oS SLS
4/A o . . a7 \ O/A \ < &
ol odd gl sl YL
Yoo o) Yoo 1Y Yoo 1) Yoo \V 55 e
B) 9 o gee Jils
V4/% \ Y5/f f /9 \ FA/Y v Py e &
Ol ylay &
oSN 550 & g 50
#Y/A Yy OF/0 2 anid v FA/Y v bl e kS &
Y/A £ 4/ ) A/Y Y V\/8 Y 4y ja
Yoo o) Yoo 1) Yoo 1) Yoo \V JS e

AN AF 15 g 30,5 [ pod (g0yless [ w233l8d (50593 | Caodhs SleMbl iy o




O slas 3 Olylas DL (gl

WA J pod dnle dw j» Al fliwlen 50 5 ol
S pytde Jlo glaole plo 4 Cund gaud)ys>
LS sl o yieS pyles ole dw 40 5 (YFA) LIS
blSs alyl 0956 3y50 p> AUl ol oad cud (Vo)
Cal et o JS b 4 cleMbl
el LSSl 3 &S sladlke > Siyambalapitiya
2 bS5l e OF & swy ad pl 4wl 0l
P o ¥l o3 Jl Ve il e ol 3550
¥l geS ohlew 3550 10 doyd VYW 5 Jlo £ ollew
@3 Sl Jlo Vo YL g 0,5 50 Cuwl 039 L
Ohlew 4oy A% ddllae oyl 55 sl 035 Hlow 355 5l e

(VF) 4 (2l Jore 3 (233 yde g i b
dy90 YV goaime )3 A4S o by 3¢5 adllas > ST e
Slge 1 GLIKS Ko pd VY g ol Cud (S Culss
RSOk D9 Sy Ohlex 4 bgiye 3)lse pl g (2l
L bobMe ¢y b JuiS' b p3 6 «olSd 3550 £5590
pae g doyd VY L cwliol byl g duo s YAV (l5ee
EMganss edaopd YVE Lo )l oloyd cudlye 1 colis,
& dog bl )8 (cam slaad) > aod AV L 2l
bl 5 babMe cdy ai JuwiS L g w30 &Sl
2 dBls Wog Culss 3y50 Olegdge (p i e cawliol
0k 2B e adllae )3 0l jlaine wl beojo>
Dy Ao FYNV L b5 4 basye ol 8l 5l colss Jlely
il Hl8 gan agy ;3 ey VIV L ey 5l colS
3,8 3550 50 JolS SleMbl o liw)lon 3590 1> (VD)
ke Al b jlows 50 Lol Wbl pad oy )3 ColSS 3550
@9y iy TN Jlo (b (i ol ) colks
sl gl Gbls 5 ol aSul bl oy il
e Jlo Jsbo ) (63l )38 ¢ (S )3 1 g
4 g Canl 03y Jolaid] 08 & ) i ylow LIS pgd
anle £ SS 4 CalSil )90 3,8 3)90 55 @l L yb
23 o bid @l liwles o gdudyes VWAV e pgd

oS g oSl g Kb n 5l SLIKS Glise op it &S

AF 55 g o y3 [ pgd (g0l [ w233l9d (50y93 [ cods SleMb] e

[WE)

w29 b o pledel pliwyed adlas 3)90 sbyliw)lon 5>

G (Shwy g @bl g o gedge (ol Cuenl 4
2 andl cwl odd hlew 4 cwss Gl 1 6l b
Ero9e (eimke D) 2y (padly ea CleMbl e
Cublyo CatS 1o AVIV b o s jlon 0 ol 3)50
caoliol 2ygd p liwjlow 0 &8 b 0wl ody
Cawl 0395 €l Juo >y BpS lyd dod VIV L LS
o Cuf JolS' 5k 4 Colsid g9d90 Al (lwjlon 53
g o o)Ll ol ColSs isu & L aSly ol

2 Ohles SIS wyp 4 395 adllas > Anderson
5l 4y oWl sl S 0 ole Yo Jsbo
e oy canliol bl 45 amd o bt adllas oy
Blrde g gy b dlge 2oyd AV 13 g 03 CLISS
(VY) sl oss o colslis

Oy g G5 Poke &S dg ead ol (gladllas o
JUSTIS| GO RSV SO SN I U S S AL 5
Cuond g Blodds CS5ye (g)9ad (Sbjy plas Lol
Ol cunlal Joled 4 4 by oSl 5l loses
Sl Sl e )8 ol 0390 Jlow 5 Sij
3 Glodas isu g98y glo Slgi oo slan plp > S35
(V) 295 S

g A pll Lul)Kea o ENtMAN Luwg 45 glaadllas j»
b ol Ui WS b)) (eaatt S S bug
Syse &S U5 lawasie e okd @) oy CuiS
U151 355m o8 Glamste 4 Cuns a5 )15 cylSs
aldlas o 0yl (g pxe Golds cuwl onis ol
Caa ook Jole loyd coaS oS ol <ol o (6,500
8 Jo > s U s g ilor IS5 2 Gl
ColSd 0y90 Cleguige dlon Lo dalllas jo closd cuas
() Caol 039 Vb ao o

Sl obls asp S o plebks » eoed
035 il 4 9y (aedyes VTN Jlo o (BuS s 5

Yy\Y




OSwe il g BT cols, 81 g law s Ll
(Y0)29 oo gy 5l colsls Lials 4y cunl
Obylos )3 OS5 I CLIS (135 YU & dgi L #ly
bl opl pials cas o bageiny opl 5l e o Al
Al b low 5 ColSs dy50 dly oy yioge bl paB
L glles 5 hlen whs Slodgy sopad (slaadye
D28 (b ) ¥l lilony > popas a2
Gl 039y pazeis g Slaidy sladsly 5l colSs ol
Loglalyen 5 ghlew ol g 4l Sy a5 &
Ol 28l 05 Sl it job & Sltdy ool
Gl Foml basly ool 5l colss

2 o Gliylen 50 0l gilae CLKS s b daly
Abls @ Sy ol Glls 1 asys YV e
ly 4 &8 GLIKS 5 Ol neS 290 53 9 08 >
Ol crpinS by do s VIV L silosss ooly gl )l YL
Loyl el a8 canl opl s )l 245 ol 48" a0
odd i dlate Wlodds zylae a5 SLISE ol 3l aBT 53l
4 Jlo ped ol i (soled o 50l liwylow ) Ll
A (Sl 0 LS 5l aae BB oy il
LIS gl pude oo il ol jd biloss > LIS
2 omized sl odile B wyp Jb 3 (o) YY)
by OIS 51 sy pw dole plu & Cad olo )
o2 OV (60 olo jd .l o 03Dy Gl gyt plo
YAA ot olo y3 Cowl osile (8L (Sawy oy LIS
153 S 4 Gbls woyd Yo/F sawl olo )3 g do
LS o ole 05 ddllas 55 B e ] sis el
o) @ b &S dg i > oo 0 LSS sus)yd 0/
WS o gt oni o 2Bl e 2> Sl on iegly
B9 00 o yieS L g 50y ¥ de jd LIS Mo yd AV/Y
P obls 4 Saww) o S008I b aslas wlal p o«
e ) LB (1SSke yobo 4 8 Gl © pllon
& olacudgise des 51 (V0) Loy ol > 9y S

JolS el pas idgs anlge 1 b adlbae ol o Kiimg}

Yy

BB 5 (B old)l5 g o) 4 bgrye SLS ol
oliygl isu yd &S gladllae > WONG sl 039y Jos
el a8 ol olis wisly pbxl HelSw S los
Sy QIS g sy 5 Sdp jl cwliel bl
had cudlye gladlubinl jl colss as” Jb jd g (golus
(V) 25 o83 )

I oSan 6T pae Vgl ol cpl s sy Sl 4
bl & yol cnl ool @ il &8 a3l ooy (o> pgiie
Ol )5 g byl b by wele s ple wils
blsyl o ghlew b (o5 (3 ploj Jos U 5 (Ssken
Jos cod oo GUI 4 GU Sndy ) G 1) S
P 3o, cnl s (e 4 LS 5 2555 0 )8 (>
3 oher 5 Sl wlanil colld yse jeS Sloyd
i 5 K5 oy FAY BT maw 8 08 o olo
BT oyes o g i 3 bwgie i )3 lan (598>
Stuod (Ul Coll aliles g o Goi> jgito 5l K35
piie 5l oKy BT a3 3l 3evg ()l sme
ol J> sl g 2,16 )18 Jad 3550 (s )5 jlews (o>
(VF) 2,5 S jgo (oomlio (532200 b s

a8 dgr ol b S5 5l GLIE s @l b jlows 50
Sy disej cpl o & ladins Ll e b plgie
Lol ol plox! Leﬂ Doy S 53 (ooldl o u.alf] Caol aily
dox I (2 5 (oges hlus 9 Clodd i IS
Al o Sl Rl imgy opl > a5 Wlodgy Slegge

on oo S Gl I ol mls el
S JS )bl alej g cuy 4 bgye eSS
Caley 8 1S Lo e el 4By s il gl

Gl bl gyl 8y cglad s apa g (Sjy g

JE oy ol Glalen g olen b gloy oI 9 S
» @y s Shi pas ol Jl (o)lss 5 ooy
(SB35 9y 4 g petene ddlllas (Slop> b
S oSS eolawl « Sy B8 4 5 Y Oyl

Wil oxhdSS ) ol hjgel (sloygs &5 alash,

AF 15 g 30,5 [ pod (g0yless [ w233l8d (50593 | Caodhs SleMbl iy o




O slas 3 Olylas DL (gl

5 Cublye 51 ulsyb 51 ooled )l jlows LSS i le5 0
Sl g gyl WK ey sad 4l cwss
uadly &S Ltud Cwss aly el (0 390 (s8I
sl e pllas 35S0, Sy ST S (o0 pSte 1y i Loy
ml Gl ylosy S5 asgacme )3 (lilos SLISS & (S
S b ad el st ol 3,Skes 8 6 39
OsldS S1sl a4 g duslie )8 saled Ty ) 55 cudlye
g Gl Sl wisu blnyles e LIS el
o @) plolis |) e pls slaojes Wiy e

29) & (3,2l (g5ya0b

Laolgiciag

295 sals) dox jl sl (glaicn den b conl 5l
oMl M (sladsby 4 b 923l o sepsl Silo
g drwgi Sz 3 glble Gl g bl b cuslisa
L5655 33l oD

By 5 codle dp laasie ol opdle
5Ll 539 Cdobs drols 1L b 35 oDl SleMb]
dox 1) ohigel wlie ang 4 pladl U (slagsuiailys
B L g laysdgy «o)luid (65l dlge 5 rcylucy
Aol (ple )00

(a8 g Sl

& adllan )90 laglioslon (LS 5 (Y ghume (oolos |
g S slanih gl (5)en Gimgh opl
D)5 oo (12,8

References

Gloole a3 0e ol GLIKE 4 baye cleMb)
some Iy lSinghy g o9 0ads SNl s Jlo
LS 0kt ltwslons 13 Sge Sl 4 L5 45 5,8
IS & Sy 05 ol Sy apales b
|) u@l> dlﬁc)‘) .)95 Slial U»L.u‘).: P|A§ ® 9 Sl
dunglio 4 45 el ob 9090 () 45 035 0 69l e
Do dzlge JStio b oKimgly sl s lons 93 @l

& Stwwy pls a4 o] Sldlas ) 290 Sliin
3 g 29 a2y o Giluse )by 5 gl ey » SLIKS
SaS ey 4 adlbs ol Jols (slbodls g
355 5k 50 Lol ol (sl (oo penl

G
sly gl plpie 4 Blg e gl ool jl Jolb b
2 @l G5 b 4 il glojlen S5 Sles M
& aadpe ol Al plijlog )3 ColSS 3)50 38 390
S 5 oSS g oSy S GLSS e cpyiie
BBl 5 Bt Lyl 5 ) & bgye LIS e
BT pae Yyl pal cpl s sy oo ka5 4 sl 0390 o
@l & Wil Ghlow o> jsdie I lxS1E g i g
S e ele clas plo aile (1518 4 el cnl 2590
oS 35y 005 it b 5 LSS sl ltylens
S ej nl 0 & lbdins I Cs b g
Lol ol plox] L@j dguby S 53 (ooldl o u.alf] Gl dsl>
dor jl 2By g (oges bluw 5 Clord cdS S5

1. Sahbzadeh M. Evaluation of the Plan of Respect Clients in the Industry clinics Isfahan in 2005 [Thesis]. Isfahan:
Iran, Isfahan University of Medical Sciences; 2005. [In Persian]
2. Fong N. Clinical Governance standards for Western Australian Health Services. Australia: Department of health

government of Western Australia; 2005.

3. Starey N. What is clinical governance? Hayward medical Communications 2011;1:1-9.

4. Kalroozi F, Dadgari F, Zareiyan A. Patients’ satisfaction from health care group in patient’s bill of right
observance. Journal of Military Medicine 2010;12(3):143-8. [In Persian]

5. Jolaee S. Phenomenological explanation of patient rights. Tehran: Tehran University of Medical Sciences; 2007.

[In Persian]

AF 55 g o y3 [ pgd (g0l [ w233l9d (50y93 [ cods SleMb] e

YVY




6. Dadashi M, Andarzhabibi R, Habibimoghadam A, Jilani M. Satisfaction of clients about the respect the rights of
patients in the Private Clinics. Irainian Journal of Medical Ethics and History of Medicine 2010;(Special Patient
Rights):61-8. [In Persian]

7. Rashidian A. Rule of clinical services at the Tehran University of Medical Sciences. Tehran: The capital of
academic policy development in health systems; 2009. [In Persian]

8. Akhlaghi M, Tofighizavare H, Samadi F. Malpractice complaints referred to Medical Commission Legal
Medicine Organization in the field of obstetrics and gynecology during the years 2001 and 2002; causes and methods
of prevention. SIFM 2004;10(34):70-4. [In Persian]

9. Arab M, Zarei A, Hosseini M. Awareness and observation of patients' rights from the perspective of patients: a
study in university hospitals in Tehran. Journal of School of Public Health and Institute of Public Health Research
2010;8(2):77-86. [In Persian]

10.Jolaee S, Nikbakht-Nasrabadi A, Parsa-Yekta Z, Tschudin V, Mansouri I. An lranian perspective on
patients rights. Nurse Ethics 2006;13(15):488-502. [In Persian]

11. Sedaghat S. Review Products. Razi Journal 2011;22(8):87-90. [In Persian]

12.Entman S, Glass CA, Hickson GB, Githens PB, Whetten-Goldstein K, Sloan FA. The relationship between
malpractice claims history and subsequent obstetric care. JAMA 1994;272(20):1588-91.

13. Studdert D, Thomas E, Burstin H, Brett I, Zbar B, Orav E, et al. Negligent care and malpractice claiming
behaviour in Utah and Colorado. Medical Care 2000;38(3):250-60.

14. Winkler F. Complaint by patients. British Medical Journal 1993;306:472-3.

15. Mirzaaghai F, Moeinfar Z, Eftekhari S, Rashidian A, Sedeghat M. Reviewing complaints recorded at three
hospitals affiliated to Tehran University of Medical Sciences and the factors affecting it from April 2007 to Februery
2008. Hospital 2011;10(1):19-28. [In Persian]

16. Jafarian A, Parsapour A, Hajtarkhani A, Asghari F, EmamiRazavi S, Yalda A. Survey on Complaints Records in
the Medical Council of Tehran in 1991,1996,2001. Irainian Journal of Medical Ethics and History of Medicine
2009;2(2):67-73. [In Persian]

17.Chavan R, Porter C, Sandramouli S. Formal complaints at an eye hospital: a three-year analysis. Clinical
Governance: An International Journal 2007;12(2):85- 92.

18.Howie W. Anesthesia related lawsuits in Maryland CRNA & anesthesiologist claims HANAT. ANAJ
1998;66(4):394-7.

19.Wong L, Ooi S, Goh L. Patients’complaints in a hospital emergency department in Singapore. Singap Med J
2007;48:990 - 5.

20.Zengin S, AL B, Yavz E, Sen C, Cindruk S, Yildrim C. Patient and relative complaints in a hospital emergency
department: a 4-Year analysis. Tr J Emerg Med 2012;12:163-8.

21. Taylor D, Wolfe R, Cameron P. Complaints from emergency department patients largely result from treatment
and communication problems. Emerg Med (Fremantle) 2002;14(1):43-9.

22. Anderson K, Allan D, Finucane P. A 30-month study ofpatient complaints at a major Australian hospital. Journal
of Quality in Clinical Practice 2001;21(4):109.

23. Siyambalapitiya S, Caunt J, Harrison N, White L, Weremczuk D, Fernando D. A 22 month study of patient
complaints at a National Health Service hospital. Int J Nurs Pract 2007;13(2):107-10.

24, Davati A, Seidmortaz S, Azimi A, Saeed A. A study on the knowledge of general practitioners about the charter
of patients’ rights. Medical Daneshvar 2011;18(91):81-8. [In Persian]

25. Athar M, OstadAliMakhmalbaf M, Davati A. Study of medical malpractice complaints in the field of
dermatology and cosmetic, in the coroner’s Office of Forensic Medicine,province of Tehran, during 2002 to 2010.
Dermatology and Cosmetic 2011;2(1):17-29. [In Persian]

A AF 15 g 30,3 [ pod (goylads [ w233led (50593 | Cods SleMbl iy o




O slas 3 Olylas DL (gl

Patient Complaint’s Profile in Teaching Hospitals of Isfahan*
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Original Article
A

bstract
Introduction: nowadays, complaints handling is considered as a necessary part of healthcare systems for
enhancing patients' satisfaction. The present study is to determine the state of the complaints handling of
the visitors of Isfahan educational hospitals in order to identify the challenges available in this process.
Methods: the method of the study is descriptive and its design is retrospective cross-sectional. The
research environment is Isfahan educational hospitals among which two hospitals were selected for the
study; one of them was a subspecialty hospital and the other was a general one. The population of the
study includes the complaint cases of the visitors of the hospitals' complaint unit in 2012. In one hospital,
there were 1203 cases and in the other there were 125 ones. To collect the data, a checklist, whose face
and content validities were confirmed, was used. The data were extracted from the cases and using a
frequency table created by Excel software program was described.
Results: based on the results obtained from the study, it can be claimed that in one of the hospitals, the
most cases of complaint were about the quality of services (63.6%) and public as well as welfare affairs of
the hospital (43.1%). The complaints about the medical staff (45.45%) and administrative staff (54.5%)
had the most proportions. In the other hospital, the proportion of the complaining the medical staff had
been increasing during the year, however the total number of the complaints had been decreasing. After
the medical staff, nursing staff (39.5%) assigned the second rank of complaint proportion in the hospital to
itself.
Conclusion: the results obtained from the study can be as an experience for reforming the future
performance of hospitals. In general, the results of the complained individuals in the hospital A indicate
that the most proportion of the complaints was about the physicians and learners and the least proportion
was about the technicians and experts of anesthesia and operating room. It seems that the reason for these
results is first the physicians' and learners' unawareness of patients' bill of rights. This bill of rights should
be considered as important in teaching learners as other scientific contents. In the hospital A, the reason
for complaining the physicians had not been recorded, which by recording them, we can be aware of the
weaknesses available in this regard and do appropriate deeds to improve them. But, in general, the quality
of services and public as well as welfare issues are the topics considered as important in this research.
Keywords: Patients' Satisfaction; Patients' Rights; Hospitals, Teaching.
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