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Evaluation and analysis of service quality of health centers in Khorramabad city based
on SERVQUAL model

Mina Sadat Hashemi Kasvaei®
Sajjad Bazgir"

Abstract

Health centers are among the government centers in the field of health that deal with a large
number of clients on a daily basis. Therefore, the level of quality of services provided in these
centers is effective in creating public satisfaction. the aim of the present study is to evaluate
the quality of services of Khorramabad health centers based on the Servqual model. This
research is applied research in terms of purpose and descriptive-analytical in terms of the
research problem and data collection and analysis. The statistical population of the study is all
households referring to health centers in Khorramabad city. The sample size was 380 people
using the Cochrane formula. The data collection tool in this study was a questionnaire that
consists of 24 questions to evaluate the quality of services. These questionnaires have been
provided to the clients several times in different centers by making the necessary
arrangements. Based on the findings of this study, the services provided in five dimensions
are lower than the expectations of clients and the gap in the dimension of tangible factors is
greater than dimensions such as assurance and empathy. The Wilcoxon nonparametric test
was used to evaluate the significance of the gaps. According to the results of this test, at the
error level of 0.05%, the overall quality of the services provided in the five dimensions is
significant.

Keywords: service evaluation, quality of public services, SERVQUAL, health center.
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