[ Downloaded from ijnv.ir on 2025-11-04 ]

7Y

U//C//“ J/“{A/C“;

VEY 5l cJgl o 5lost od umw 09 o yonw JLw

(9l slowt Olovs Sl 9 20l eSS ypoho alil

s Bgimo Sl M 15 1o bwlil coliy ool JLsils

oLy sodbul Jls
Sleas- o e oj)f ‘J..il)‘ LS..JL.‘.:)IS (S5 ls

Oyt 9y e pae 0aSiils o gleys 5 Siilogs
Ol el a5 e godlaol 3T oSzl esgiz

300 bl Jggume Algom
olazsl 6)‘M. Kol Oladms S ‘)L:..i;}b

coodaol 3T o8ty ¢ 45 (Kb e eleadlos
Olrlels

drabasatmirzaei@gmail.com : . s

s bgione slaw

(boyd Silags Sleds Cy ok 09,5 ¢ Luiils
w9z ol axly cedl pyle oS zils
Ol el 5 eodkol o3 T olKzsls

saflio wileHb
VP[0 ¥e el 4o g )b
VP YT AIY o iy a6

\f*f/‘ﬂ/\"* )LMHJ‘ é‘)b

oS

Al sl @olr 3,50, S Gl lacadlie [0 ol CudsS Co poe oo
Sl Do CaheS s Syste 5 Sleba IS ol 5 52 Sdlye
SpSeo 20 1 2By sr97e Jlem (el (il (o2 Sl ezl il sl
2 aslg e dS s Sl pllas o Sleas saipadil)l 09,5 (55,5 ol ke
W50 b cleas coas

Slead CoeS g gl CodsS S oo O Alaly (o) i RRo (nl Sos i Sus
5 5 ylimsssn ol iiie oyl Loy 15 ki s drsg 45 Gl ks Lo
D9 s

loools (5,910,5 Lld 4 g 60,15 Ban Ll j Lol> ingy (b gigy 9 dlgo
shizel Glagbalon ;o Jils ey slel anlr el (Saen oley
g ged Sl (9330 0lomiS g sleal J3g) Lo livl ladlaie Jle o
loools (5,915,5 jl5l .asows Sl ool  Bolas (5 puSaiges g, b a5 8¢ 445 (Y£9)
FLs,S Wl oo obul o3 (bl 5ol T s, 45 ol o Jasbin] dlidns SO
St 9051 el 5 SPSS 22 158la 5 Lawgs siveorss ol eloes scensl (+1V) 51 5WL
ol 00 ool Smart PLS 3 138l 3 lawgs (g izl ¥olre Jow 3l iwgh
ools uSis 51, aue )0 (V1) 5 ()10 e |y ladiges duoys (YY) ol )Lis laasly :Lavasdly
lasgad 5l o )0 (AFIF) g 0gs Jlw (Vo) B (V) giw 03, ;0 Wadiges duo ) (BY/F) 4
2 (HSQ) Sl o Sloas oS e sbal iy o coslids IS S5l (o o
15 3525 (TQM) gl S ke joiits ool 4 Cons dnal )3 558 Gl
S 6 s e 5w g e sl el Sk S poke Sl (il e
Sloas CoaS i Al slal b aslis jo a5 alils ) (Sl 0 yieS g g yidion
Sy DBly o0 d (g Fhend § (2 5658 o A (oo g olasiel s ¢ Sl Lo
Ul Jlacl 5 5)ls Jlolins 5 Corto abasl, St lans Sloos CoiS b pol oS
298 o0 (Sl Slosd oS Rl 4 mie ol oS S e

Sy ool oS Cu e lrosed izl (gl slaaidly ply 16 S A
Culed s 45 358 CuhsS Sgnr (sl el (69,509, 4 ymie Wl oo (Slw Lo Lanee
Bedee Olaand ple g ohlew lp Slaas CudS VL ol 4 i
RISV SCTVOE EY WO IRCRCIPI O SPRWL et


http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

(Sllos CoaS 5 (8 (65 p s 0ad &l Sleds CoaS
weyasyd daglin o 10 (63,50 sladllas (V) WS ]S
CotS o pae 5185 6l calie Jow )] 5 e o)
Blye QUSHB g (Koo )8 wlge (o 0lo i a plovil gl
oS Copde 385 b (e @lge 5 LSl 4 Loy
3,15 0529 (5 lobins alayl; yliabol oy (A1) 5l i b ael
FUCUA PRV FRVCIE ST JRCN VIR SRV L PO R gR ()
Olesle 4 s (R, gl 9 515b Sl (6 i moe Wl e

ol S H0 Gledd oS canl> CodlS e (1) G20 &l

Seete 1y e Cald) oS wies galdST Jelse sl
00) )l 3l (st Culs) p aliiene psbots 5 aiiS oo
CohS el CehS o 3l 4 o5 lasllae
GSSL i o (g i ol 2l S L <yl g loos
OLas 392 2313 5 (gl )9aS o (Sl (B8 o9l (g
load oS 5 polr kS e gl gl L a5 ol
replos s itie Suld) 5 2SIl sl e BN Wl
@ e o2l s CekeS e (S Capde 0 .(1) g
Copde e g ol 0ol STl Gl Joe gl g anngs
ol g oleas @l el 5 2l s 4 pol> oS
Sl los Gloas cea (1Y) S oo S5 Slods CoaS
IS yo swlw! 2is (Hospital Service Quality (HSQ))
loss S sl 3,1 lans IS Culd, 5 4,705 4 ool
Sleas (CeaS g Sloas cwl Dglaie andS g0 5l S S
@ Slgige Sk S oS ol g b b e sline
oSl &y 5 Cansl Sgpiials Lol a5 wms @il)| 5,00
sl SoPl Il S lpiear woinS ol 09 oo
WSl )5 g S e 3 Shes 5 (Slibee 211 4 bt
Ok sl lp Slead CedS (cegie i (1) Sl ou
los S jsbas g ke (1F) s 2 5 ol elelgmil ly Lasgs
OD)Zd S 5 ookl )50 00iiSymn 8, ool 4o
Gl Sl il Oysod CubnS 5l Glez sl 5o laglejles
5 oleas 5 CinS pole (17) 0 o eslial ol e >
SLSs (Sgs sl 50 p2 105 i 8 S (59, 99 &g

o <(L5}l'7.tb _é)’_‘:j» 5((u,.;9,<,.l.,cl.; _U‘JM» (5l'®°)'ef> )‘

o

oS 5 oby oodbsl Jits T

o

dodiom
oST sals il slacadle coio L3 gladle o
Yo coleS b oloas &l 5 CotS Copde n glanlis
potie (1) Sl 039y (jlem oSS Sl 5o slajls &3, sl
JWS 4 o, ¢ Slalosl faile, J8las 4 Gae l el
CohS lojle ol By s 5 oL,8 Slaloil ases (o
loas b YIS gl olsicas |, CopaS psgie (EQO) L)l
3 ] Ao IS _e iy 5 ot b e (sladisly> o),y
lolp bS5y asgez glpsa 1) CodS (TSD 4S5
wasine sils (o5l sl Sleas b Jeame S Lllg
ASO) s usbias] Lolliyes sbojlos i o oy yo3 € Jlazl |
Se o 2lly el b Shy acgemer laisa 1) CuaS
« ot b paseie slojls o5 @l Sloas b Jyame
pohe wlons CoiS bl Sldlas (V) WS o Chy e
Total Quality Management (TQM) sol> CotS cu e
S5 Sy galy CaphS e (F)al 03,8 ke |,
2 ye7ee wil b Sid s S dnwgs (6l Sl o e
OS5 (e Suld) 5 iS4 ltss (sl lojls SO
S5 Olpea Ol 1) aolr CudsS o e (F) S
L ol pg S¥game adg (ood JI5 5 (S5 )lhe Su e
O 0 ol S o e (D) 0,5 oy (5 e als,
Ol ln malr 9,505, So bl il slacdl e
yodwn S9a2 g Slibee LI Glew Sl n 2l il
Sldes loacs slad jo coaS ool pléal Jols ol el
el oy Zald) 5 (el el (l 3 2 58 a5 b b Lo
(S 85 Lo pae by S g Sl olasl 4 az g b
(Sl Ghalilesg 8l 55 Sgute 4 mele LS L e
So b e 50 g WS oe S5 CedS 5 Slejle S poe
bzl s luooly (PGS o ol & jlos gl (0B, Coje
LaS ans oo S5 T @ lojle SO 50 gl cudlS o o
O iyl o)Sles o )15 5 oS yoss Jlo o Lapee
sySles a5 slaces,d 5l SIS eslinul § oMSEs > 4o
stz HB joba 98 55l o e b plojle JS

Axs 90 5 1) 00iiS B pae ol ol jolB mel> oS Cy o

VP 5L cJ gl 0 louds cod o 099 o2 Juuw Jlwm (55biw Sy oo dolladi|| £F



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

4

PEEN

\
A

SYolas b Jae 05l 5 j97me (wills b (b)lgsS e Sle
alS iagh bl amls (YY) WS o Cuns (g ksl
ghilaie lojs (bisel slagliwlo yo Jeld ks
i Glsal 39 5 J9930 plgiS 1i59) liwses ol
colde b (Ll ol aszlye 398 (logbiw Lo bl e
55 orl 4 glme slaglinl g byt 5l Sglite slacess 4
o Jels hlivy den iagh dsel> aiiie lisleo
Js830 hsmsS 25 gladlaie (iloys (o2j5el (slapbos lony
OB 90 ooz 5l diged pn Gnd jslaieds .Cel Slgal 30
Obewylew g0 0 Jela hliwy IS slass .l oo colal
S8 @ gl gdral b yliwer lwl gladlais @b)'gﬂ
ol sl Gloys jgel Ghiwlogy po ( Sz Sajel
S5 sladlie Sloy cijgel Gliw,les 40 g sy (YYY)
2t Ly (M) legame a5 L (OVY) Jsi3o olisoes
1+ 0) gl 0o o b digas w3l 90 Jgoz 5l ooliciasl b as
Oygods i (S aiged g, el a8 (YFR) (Jozs L)
ol Gl o i e homiw sl el ool Bolas
oolaul 4365 (YO) b (1)), a0 5 Slg o laibew] delicw ys 5
)lf.:‘jl..\.w)l.o.u Slods- wﬂjwwmé‘): ol 00l
D oo 00laiwl 465 (YY) L (YF) O g o o liliwsl dsliiow 5
daliiion ol doliiion p 51 oolawl b laools (g y9ls,5 15l
G Sled B o) p $lp (paats SVlh 5 ulidlunes
LS'L’GH u)i..l suu.bs)J U"‘ B OMA.J; )lf L ;Q...lo ]
ool (pillieo SLALS 5 il (53505 b cidlgo cidlyo SLolS)
u_ﬁ”}w Amass 097U as 0S¢ J‘é.w *Y) 6‘)"’ A.cw).:
6‘1.' W PR 431)‘ (\) Jju\’ o Lﬁu] 6LQJM 4 “09.1).0
e ome sy 5l GResi nl e askiinny (2ly) s
Syl sl jshaie cpends ol solaiuwl el glyis ols, glal
g b oolaiwl Cu pae hlicels 5 Glaasie daal, sl
O 8lp 008 750 laaalidis 0 lag] easile ol L
S g SVl ggerme sl Jb S0 lin,S ST o e il
ol b 45 0,5 dralirs slal 5 S5 (gl alSlax

VEY 5L cJol 0 ylouds (o o 090 o Juow Jlwm (g 5biw 9 Sy o dolilad

T Pl 0lous cudsS g ol CotnS Co o alal

la)T (595 2 ol CodeS Co e 5 009 (sage Dlegudge oS
5 0l S0 Sl len Sleas oaS (1) oS oo 55 405
O Gslogm 5 o)l B adl b sl Slops (il 5515
Ohlew Cols, p puiinn jobdy Gloas St 09l ol
Shly 5w F wady 395wy 4 culs) o5 b
Q‘)b-w)-,{, .(YA) o)l;xfu_a J.‘.»L Sz Cole> b o|).o.as &y
@u)o 9 GH.;‘A.QJ ‘aUa; I Slods (goaiad djb‘ 05; U")"f))"
CodeS 2wl oo &S W (298 JB S5 Sl g 0092
Oty 00 WK b Sl 5 il sl
> S g s o pll ) Ceodle Dleds ws s (B0) sgu>
paie b o il ) s Qoo (M) 4 F )l bayglS
s LLI | e 00lgils b 5 009 () less 40 Cons )|
Sloiadle uiS 1o oS Jalge 5l (o)l ol (V) w5l
ooy 3haeye () 5l G QLS cnl &5 039 (Sliws Lo
9 o»); u_'i).»a U‘)L"'S" 4 Codws ‘SLQAAJ‘)A 45|)‘ 6‘]: ‘) »)9}
oS p it liel 3 oYU Jlisl b s s 4
(Slindzs Pluw 10 (gl o oS oo el | Sloas
LYY a5l ol s Ll Loy (S0 e g ()]
Shles G355k 5 S99 50 @S crge Wlgior 45 o
oBass I Gleds cuaS iow g, (ol 5l 09 daal> a
ohliwy rolfas Sy L (YY) el (g9 oyl p
@l Flal Slo,edbl gy saied;)) slagiin Gy
3 ,Ses 5yl Cols,) ¢ Sl law Sloss coaS olidl 6l
0B Sliwlon Slead CuiS Gl Gl Sl 05,

A 595 gy Jlisty adllae ool oyl 0o S

S Olgreds gl CuilS o pae 05l Cassds e Lo S

Sbwjlon Glasd Cd S § asls oS Co o e bl
e chsal Glaglivylan o oLl lawg a5 ol

Dgdige S 50 Glusjes ol

bty g 3lgem
3o Ll a5 ol oot Gloj aas S5l gy 0l

&5.; )l u’“‘“ﬁ)" 6).1‘)....»‘ o M/ " Qsm.sLo...s oalo



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

P gy sladises 15 Capmox sloF39:(Y) Jgx

ol 5 obiy godbust Jlits T4

A\ae

s 5 (39031 g dalisinw y Y15 @2 595:() Jgor

a2 )0 ol o Olal e
YV/- - VY 5y
VY /- - 1as o
Yo % 5

Job
£515- Y4 Jale
N ATAIA Y- By
Y/ s £ LYY

‘:J.MI
\Y/e Y b L)
VI¥- Y- D 3 i
YIY- 5 s ls
AFIS - Yry PN Sz
VIY- Y- byl i s
Ve ) (o 2 gly0) JS

Sk shaslesls LSl 65 1) ae,0 (YY) g oy |y as o (YY)
5 Jabie o3l 1) 0o, BFID) |y Canam lime (ot yiden Job
(S 03 4 digel Ao S (AY/F) (pizren dilis 5 e SUI
(FB (PN w03, 3 do s (Y1) e JLo (F2) B (Y )
Soled 50 9 JLo (@) B (FY) s 00y 0 2oy (VY) JLo
Gollas adylo J18 Lo (04 51 YL g 00 40 55 oy (YY)
Sdeazd Ghls J5 3550 diged j3 83 i (V) Jgu
33l oy yieS g a5 (YYY) olaws 4 woyo (AFIF) ol IS
OVIY) 500, (YY) 9,85 (F) slass 4y Glo,lS OMeass l)ls
Al elils 5 S ja (sl ls ol 8l 51 a5 (Vo) Jobao (gimy 2oy
9 15550 S ae s iegh diges I S plaS e alil o

v YL
() Jgo slocays ) plas (sl (5 lobins zdans o(¥) Jguo 3:llas
cenlin oy oaimolis a5 Sl (4f0 V) 5l S g (+fe e r)
o S50 Sl st LU aS 0855 axs Gl e 5 S
5l yieS P-Value a5l o 4 e ol 039y o cxe
5 i 5 O o)l rizmen 5 a5 VL (e Sibeo (414 0)
30 698 a0 idgh sl st STl (VAF) Sl o

A5 092 A 0 jge dral> o

- Y‘L ” hy
- | (bailge T
as o5/ Ao ‘|5
A GHB OL:,,.Q.Ial eobd
(VA)S 59y Slovs
¥ ETM olazel
6 | HAMDEL Jues
Y MM Lg).)..ad).‘;.i..a
N HAM 50
9y do
W) o, Sen f RAH .2, o
&l
Y AK oS, o Sles
f YAD 5,50l
F | MFayiscy e

5 CIAY L ply dF ) slaw & gols CuisS Cu e (sl
CIVAB) L il oY) slass 4 sliws Lo Slaos ZosisS (6
Cewsddy (V) 51 5VL a5 lis ) ST g 0 4 azgi Ly oo
5 Lol o ol anl BB sl SLL ol ply sowl
aloyme ogas;s OBaSES 0 4 Gols plaebl I w
aulss ool 5l aildbsls 5 alalET culs, 351 oledl uils
Sag sosls Ll Cam ainled oSS | ladlidiow o ol
50 el 0o ooliiwl olazwl 5 (hogs Ll by, 9o
5 oy 4 6kl lasls )l eoliiul b oy zlaw
ORgSs ) diged S8 EliCmez sla Ty ()0, 4>
Jelod 09h g0 110 008 9 DDzt e iz ol
el oas ploul (SPSS 22) 158l 5 5l ooliiwl b hogs Ll
Sl bawgs 5,5l ¥l Jaw 5l a8 (9051 (sl
Lol 00 oslazwl Wrosls Ll ¢ 44355 (512 (Smart PLS 3)

Ladln
S Jad b badpe slaodls 5 elitiipnner Slasis
ol 0 00l (L (F) 9 (V) Jgloz ;8 o 3 4 00iiS S b

iz 5 51 e 2mg3 onl (6ol axalz (V) Jguz & azgils

VPV e cJgl o los (o0 Juw 0590 (o0 juws JLwm (g 5Liw 33 Cu oo aoliladi|[ £



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

14

ol Lidgh diges il Joeo b bad po ledbl:(Y) Jaus

T bl lass oS 5 qolor gl g ke Al

Sl lan Gloas coaS e olal wls plas (F) Jous

oy | i o ol S e paite Slal K05 4 S anelr 55 Sssd Gl &
Ve VTRV P OIS BT S-SR U AIKYE N ol el S
£ V-9 Jly> ' °
(YAYDY) (fm eSlo o yidon b o] 8 Co e an aal>
of iz 15,61 b of _ .
ST | il e s | % CTEOVY) Sile b (g Mecs e 0t 5 lies ey
VA A oBbe o anl> 5o gel> cuaS Cypae slal ls j0 Gl O yieS
Y/ 4 wlatiy g )bl CotS st Al olol dsliae ;0 0 l0 5925 ipg5 5 50
YE/aY o5 Jlh- b o el as o Sass (FNAVY) (.00 b Joss
&L ailw ooliiwl 0,50 adyl slaosls byl g (KMO) (y905] zulis
waY [ v | guet- A Y wr e
VYN - i JL V0 ) e NS d. . . e
A Sen il i 4 WS (e (o) L
'Y YA cb Wil axly (Siared e ple ST .ol axly (ow sle 5L,
v \q wols, 3 st o Gl ol el (hele Jow) sl olobs gl
d ') _
of V8- Sl Joline s b ygej T dascion 5 (+/VAF) (KMO) e (F) Jgu>
Ty sy ) ot g 4500 S ools s o i aS 0090 (P> ¢/« 2 +)
oo yea (i 2 (6l p) JS el SIS
SBgF 5l ie hwogi Lol gl :(F) Jguar
<efee YSA Y V/ASA "y AT JRVPEN
<efee YFA ida) N YIVOO SO
<efee YSA YAy - [SVY Y/avy ol Sgrg ol CodS Sy e
<efos) YFA YIVVY IV # YAy S (TQM)
<o) YSA YA < IAAY YIVAA LS o Slas
<efee YSA Y/AYA - JOAY YIRS G5k
<efee YSA FIYVD SISV Y/aYS RUR JERCW
<efee YSA YA/-af - IVOA Y opabe Jolse
<efee YFA YV/E1Y SIYYD FIY\Y RSN A RONRE il las oo oS
<efee) YSA FY/AYY e FIYYA 25 by (HSQ)
<efee YFA LATARE JYef AR sleel
<efee) YSA YEIYSA SIVEY. f/1ay JPROPS
YSA YIEEA - 1b3s Y/VYQ 2ol oS <oy
YSA TY/YVE N . f/1ay S yloy Glous oS

VEY 5L cJol 0 ylouds (o o 090 o Juow Jlwm (g 5biw 9 Sy o dolilad



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

owilisly pygi Jole :(8) Joguor

ol 5 obiy godbust Jlits T4

A\ae

il sly o ygi Jole :(8) Jouzr

VIF W yuiio VIF L yuiiio
AR MM loes i AR MM lowgs yie
\IFAY AK LS5 5 Slae \IFAY AK LS8 5 Slee
VY BM s sqp0 AR BM ot dguge
\/ANY RH .2, VAV Y RH .,
\ISAY AK LSS 5 Shee VIEAY AK LSS s Slos
V/AY YAD .55l VAR YAD .55l
VIYED MF as],8 o o VIVEY MF as],8 Co o
V/AYA MAL ugele Jelge NG MAL _ugele Jolse
Y/-4a4 GHB loebl colils Y/+-a4 GHB lobl ool
VAAY PAS 555l VAAY PAS . sS5ely
V/AFA ETM slezel V/AfA ETM slozel
V/OYA HMDEL /3o \/6YA HMDEL o2

Sl lass kS 5 CIAY) by Sk oo
S ol ol bl ogesl 5l oad e guls el (IVY)
ol (’/V) )l ).....M.u Lbj.o.a.uc GcLo.v ‘).» 03 WS )JQLG.A
solie el snd anl b iie oles 6lp 2UL cplplo
ol oS Cupae bipie lp 1) oS e 2L <olrl
2l ol (IAFY) Sliw Lo Sloss cuiS sl 5 (+/ASF)
e o5 psllan bl 5| 5565055l e el s e
gl Gb)ly g jladie Bl dSen 2y, (o) 0
Q"‘ 4 ! L;le @‘).iw )Lu.i‘-‘ )fal.u (*/&) L: )gl).g IR
5 o 5l G 5 Sile jboas B sl ol e S oS tae
oib)ly bagte polie sl (cmtn | (et me (SasST,
¢l 1,52 olg, (Average Variance Extracted (AVE))
CoteS 5 (10A) pal CodS Zo o ety sl pusie (oled
Sl (10) 5l iy a5 cnl CIOYA) Sl e Sleas

! s.:},Ua.o L;)So)bal JAA @‘).iw L$~’«‘9) Q.:‘).:Lu
s> 4]y 5 0)9e pite aSnl s SVl 2y, (o) 2 Sl

=) Sele sl Q&-‘U’T 3 b e )8 romins 590

Codojlall ax U psie S a5 was o lid (VIF) jasls
S5 S (VIF) (03l o)lel STl (0) sae ;5 (VIF)
() 4 o5 e Sl asean S99 pae saimsolis Sg:
oo rlis () Joao el wslhe Cundy saimsilis

Lol b psie (VIF) (azlis

ool 5 edls oy Jloyie b Jly @is i &l
0593] @l 4 azg b ad eolitl Bgipanl - B9 SsalS
202 55 0303l ) sine gl 9z Bipenl = By TselsS
Gy oylel e 5 Conl (+1+0) 3l yaS laasls g sl
(IPYF) Sl o Slods oS 5 (+/F10) pols ConisS
3 el gl amets o wenl ot lmools guer 180 s
((PLS) Partial Least Squares) ,l33ls 5 3 <G el LG Ll
Slaye Jolaz 0,509, b sl SYolae g5l ae (29 9
Sluye Plas 0,505, L b Jow Jdow ol eolatwl 55>
L 5ol Joo b)) al> e 4w ,o (PLS-SEM) 5>
SYolas Joo (g b jiie G abal) (o 0) (S9m SO
Gl 9 (g 4rd 3 (o) b b pite (o Lally) LS
98 o0 plnil (IS Joe 5 6,E3 L (s pF0jlul oo 1) Jos

VPV e cJgl o loss (o0 Juw 0599 (o jus JLwm (6 5Liw 33 Cu oo dolLad | [#A



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

$4

T Slewylan 0loas CudnS g pulo CodS Co o alal,

0.514
HBA \'
(.80
MG 4—0.833 —
0.038
= “

el S 50

ETM
= &
0.875 GHB
0.791
0.245 » —0.562 —»  HMDEL
0.811
0.525“’ MAL
Tiloas Cyags T—a
woilinns Loy PAS
0.223

S il <l 3 idass Jovo (1) S5

(Joe (als) 309, iy o yeite 4 bgipe (R?))Las
5 0932 300,99 e So 2 Bisn yeike o 5l oaima i
Sl o Jlade laacas (/FY)  CGIYY) (V) lade auw
arsi b ogdpo ad)S L 55 (R?) (558 5 Lagie cipnd olise
GeioS saly lojeiie saen Gl CIFF) Sk &
Llas S 18 ewlie g lawgio a0 159,50 sbaojle

b STrsl gasls (Sle s pSosll Joo S5 (o2 12
(CvRed) Sig38l Lasls yg05] 5 (CvCom) sbolie g,
U sy p slr (ol s b Sl e CudsS
e R
Sade dw el o ye5 0 cmlie coaS 5l 6 Soslail Jaw JS
4 CvRed § CvCom a3l slyp (4/¥0) 5 (+/ND) «(+/+Y)
GrSo )l Jae sl 1) ok 5 bawgio oS kS Oliee
oA Le Sl e oo ) (5505l Jae (05 (St 9
CIF) g CINY )L e i 4 (Sg38l g (STral Ll
P3lr dehe 5 el (pl a5 aed (Y 0) 5l 5555 g Cute (i
el (S99 (S350 e s )S e e el

Byo obile SIS Joe SO GOF) (3l s55 sl
Slde a3 o 518 (cyp y9e 1) oo (IS St 2Ll
CIE )y anllias ol o (GOF) Lot gl oo conS
OFSe g (St 50 Jie w9 Ol Sl plas & el

Syl Jaw li09,0

VEY 5L cJol 0 ylouds (o o 090 o Juow Jlwm (g 5biw 9 Sy o dolilad

o laasls ede b Csllas > o solizal (ol
3 s Wb 5o gybliee Sy g SYL L (4/F) o laski!
ey 6 oline cdl o EWlge Lol L 55 (S (V/35)
CI8) 51 s 5 o il Sl 4 5 (VAS) Sl poms e 5|
4 g 00y ol Sy50 gk SYIGw a0 .l 0ol S
S s Sl ]y g (sl psite atuiles (Sw
)Ll Yol Juo by (S350 Joe ¢yg03]

Copde e g0 alal) Ja leagh ao8 sw)p Cax

SYoles (yge3l 3l gliwjlon Clods cuaS 5 aol> coaS
L ol olobione cll> 5o g5l ol gl o eolail (g sl
(VA%) Sl sae 5l iy Jlade ol ez s S (YITY)
ﬁ&al?w;;iﬁqﬁjgﬁafqéfdgww)owl
Ngds oo b ool STaS Sl FV) B (=) o (goae o laili!
Ll oty it 90y k> e akly g0 goaumolis
Lyl 5 o lasbinl el jo ale [b lade wols oylas (1) Jsi
ol CuisS e 5T CAS g3 e 45 0dd oS (+/VFF)
s gl blae 5 Cude Glivlon Sloss ZoiS

ol Cdo o;.\.n] Sy po
ez 5l eolial b adlllas (S 5 oy 950 S A0
2>l (CvCom) (STl el (R?) s o o 2L
SR8 oy 0 0,50 (Goodness of Fit (GOF)) jas-Lis 5 g8l



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

CaS Cg i ay ol ol 5 Slojle S8 0g ] Kby aS
Sy T oled g Glojl San b 5 0ijls (g boline b il
laassly b (iagh ool gl (Y9) o)l (o lobins 250 Sloas
Ormeadl Bl o (U (VY) oS 5 Slodal Lok
Gaa b ghaalllas 5 ezl 1 Cagplie 55 (1) oo
3 SahsS ol g bagtis Lo Sless CudS e (o2
2 ) Coeal Gl (g eS Jaes a5 ol L ol bl wis
anlllas oyl azeii b a8 ol azils Sloas oS olad o
op & slallae 53 65k 5 (ol pai o 258 (TA) 392 gunon
St oS8 oo Shes p galr i Zope il
2 &R CahS Sy pae oS ol Gl g aiiSley (ngi8 (Sake
b el g oo sl 51 (S a5 Glojle 5 S0k
3l Cgplive pol> gy slaaidl b as ol jlaline g cuto
29550 e g (6 ks wolyipus ol Sud (YR)
LSS 3 Shas g o8 Lo 45 Wiols i ol iyl b guad
sre oS il aelr CoksS Cupoe ol
3 Sloygd 5 JE (1) wiog Sliyle Sloos coiS
2SS Silasdles S di St (o Sae b Ly
e gl CoinS Copae b lagT Glbil sl (mjlae
oS e gl (aly] Wiols Lt pols imgh gl b
O o g g Cude dlally Bleas cudS gilwsols b mol>
o (89T 50 OlSes 9 uaggil 5oyl ey slaasdly (Y1)
Pl abands slagbin Loy ;o &5 25l iagh slaasdl L
=z B bt gel> CuaS o pae oS wisls (lias wisls
oo alal, e 99,8 g 808 ol Gleas cuaS
o aS ol lid g0 9 g f‘,ﬂ sleasl, (YY) wiyls o gme g
(Jae 0 oolaiul 050 aal> CudS o e Dglase Slal oy
2 @obline 5 cote 8l wnTd Cy e g petns S5 kS
oS (2155 sl slaglele 0 ceaS 5 Slibee 3 Slos
ol gl sleasl Las aiils o651 ,0 ISO9001:2008)
Ca ke jiia Sl olad ol (6586 liae (392 5B 2 e
Ol s (YY) Conl guon anlllas 9,50 dnsl> )0 pol> ColS
oS Slad ol las oS Gl 5 g (oo sloadly b iag)y
anl> 5 (Jaer 5 2555l (olaebl Sl (gzren Sleos

o

oS 5 oby oodbsl Jits T

o

OrY
5 &l CokeS Cupie (el o) Baa b 3 gy
ks slons 55 iy o 5| s Loy Sloas CoiS
FOW PXWINES QR 23 B W Cov FE A Lo PSSO S|
Slods CuisS p pals oS o e 5l a8 ol las laassly
s57eelen 9,509 gl CudsS S oo Sanl jlabine Sl Lo
@l b ars oo dnngi |l jommajlony Cudlie 5 w8 o0 2935,
Wlgiso rl S (o0 518 Caglyl o Glilem Sl 5 g ajls a5
Gzl b og jomie Sloas IS CuaS 5 Jlons culd) S5es &
iy T8 ol o b ylins o ol CopisS oy o clogas
it yils o5 gaies jmals ) lallas wisS g jlwoslu |y 095
eSS b ol o 4 e aS aies iuldll ) sgs leas IS
Slez b jo LSS slaclans ol o8 lie 050 Lo 51 2
98 e o 3SUll g Fagate 5 (595 4 Wl oo SS9t
al)l Coledys g oo 5 e Sl )l 4 e Wilgs e o0l
Cope &S EGS Glet oo jaber 0l YL Coa S Cleas
S ol WS (o0 mgp ) petas Sgpp i8S gl SuhsS
Sl alad p (e slooged g Laosls Lo 5 4555 w5955k
oolainl gliw law Cloasd coaS )0 polae glacd iy sl
P iy @t b geen (ais)] (e @S s
Sloas CodS g pala CatnS Co poe &S 0gs (ol 5 S
O holie 5 Cudie bLS | pimen cl loliae g e bLS |
Gy (1) el ailo 5929 (6 yidn ol g Dlods CalS
S L oo 9 ) )-*-'L‘ iy @ glasdlas ;o 5 ooly S5 g
2 6390 Sogety Ol e 5 Il 5 i Culs) el
OLES gl slaaidly WSy (6 eh At (55,5L88 SO
S By 5 Glyiie Culd) o aelr CodS Co e 35 Sl
Sl Sloas oaS (il G 4 azg b oL e
5 Ol 5 2855 (YB) 3o (5 lolins alal) (5 50 (55905
CodsS Sy e a5 W3S (e ol gl b geen Siogl 50
2 i jebay O] g 0ald Sy Sleas CoaS sl
Slanlas ) Sen g Slis, (1) 0,38 oo il (6 it culs,
2 Sl Sap 3,3l ) Bam b ol gl b gensn
aisly plol (gt b Gloas coaS ¢ aul> CoaS Co o

VP 5L cJ ol 0 ylouds (o o 0590 o juw Jlwm (g 5L ) Cu oo dolladi|| Yo



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

A4

\
A

alygle g a5 wiols las pol> idgh b b gued (LS
750 oo il leds cuisS o e il slad 5 ilojles

AY9) o) gyl gime

GrSaxpin
2 &l CoheS Zu e slrogels gl gl sleansly plo
S9nde 8l aelz (69,505, 41 e Wl o Sl Loy Janme S
CadsS Co pde aS ol Lid 5 ol iegh auls g coalS
2 kS o pie ¢lp Siletn 5,05, S ol pal>
S e 5 kT3 petae 3900 1 35 505 b eslejlo S pusl s
Jlae! s o Lm0 45 St 5 ans] iS5 dan
Sad 3 g g Dlbls | dean T8 dgags 4y yoie wlg3 o g oo
s o Slads EadsS Wil co 895 dugs 4y () e Jlas

A% e il

‘s’b” B LS H
Bz oy r:l;;sl 30 4S5 gal,8l g b ylesle adS 5l alwg pay

Dl Jos ar o a8 5 i sged (5, Ko

S olasom

Sl 6,80, o8 b ad ) ol )5 adinlly Jols allie oyl
5 stz axly s ol o5 oSl VAYVE QY Ltiags,
2wl IR. TAU. CTB.REC 128 .1402 351 o5

T s slos Sloas oS g gol S Cu 1 oko alas

gl (0A) St ot S wgllan a5 (o) 3,90
o Exose b aline laddllae )5 () Sen g (35550 0050
Sl jlowm Glods Coa S 5 mol> CoalS Co s sl Gl
S i) (§yuiue p 35 yod ¢ pelans Sgutp g1l 45T ils plas
b a8l b ol oS o pyore Sl (s 5l 0T 58 S ik o5 ke
Elibas o)l o swe g cuoalaly glbiwles Cloas coa S
Glaslllas ;5 LT g Ul (FF) conl guon pol> g,
3 295 4 Ay o mala> CaaS Co pae aS wisly las alie
O by, oS 08 S i lagy gl (g3luooly Sbjael S
grcod 45 W25 00 Sgute ) (T ChS g 039 550 5250k
5 03ljoree (T) Ceul Lol> iagh slaasdl sanSunl 4
Sleas cuiS  casulael Sb g b slaslllas ) (g Liuls
oL pol agh gl b geos Gl 5 oS0y 5 (Gl Lo
oS gl (s loline 15 Cu o Sgliie slal g ogas aisls
(Vo) om 3l (s 50 325 Sgwge 9 2Lk (21> (T3l
2 559 Wb Lad ohs slacadlie 5 il sl i L
Sload ColeS b ()l e 9 usSine abaily Gl SIS Laime
Olye b (aghy 5o oolidann 5 Hncseal (TT) o)ls ou )
S Fmt Slosd CadsS b )l (LSl Sl lgs (Stnon
o245 5505 ey SIS (S5 ol oSl (sl oy 5
Sia 0 il Sloys Sleas coinS 5 (LSS ol e
sl 1y pol> gl @l 45 300 2925 (5l iae 5 S

Obl iy Slee (g} 3 (S5 g Wigem (1) WS s

H References

1. Wang C-H, Chen K-Y, Chen S-C. Total Quality Management, Market Orientation and Hotel Performance: The Mod-

erating Effects of External Environmental Factors. International Journal of Hospitality Management. 2012; 31: 119-29.

2. AiFen L, Lee V-H, Ooi K-B, Foo P-Y, Tan G. Enhancing organizational citizenship behaviour: role of collectivism in

soft total quality management. Management Decision. 2024; 62.

3. Erkan I, Unal M. Total quality management practices in health services. Pressacademia. 2022.

4. Alawag AM, Alaloul WS, Liew MS, Baarimah AO, Musarat MA, Al-Mekhlafi A-BA. The Role of the Total-Quality-
Management (TQM) Drivers in Overcoming the Challenges of Implementing TQM in Industrialized-Building-System
(IBS) Projects in Malaysia: Experts’ Perspectives. Sustainability. 2023; 15(8): 6607.

5. Suhardi AR. Implementation of TQM to improve work motivations. International Journal of Applied Business and

VEY 5L cJol 0 ylouds (o o 090 o Juow Jlwm (g 5biw 9 Sy o dolilad



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

o

oS 5 oby oodbsl Jits T

o

Economic Research. 2017; 15: 9-13.

6. Sin AB, Zailani, S., Iranmanesh, M., & Ramayah, T. . Determinants of total quality management practices in the halal
food industry. . Total Quality Management & Business Excellence,. 2021; 32(1-2): 140-57.

7. Abu-Rumman A, Al-Mhasnah A. Direct and indirect effects of TQM on the patients’ satisfaction and loyalty in the

Jordanian health care sector. Management Science Letters. 2021: 493-502.

8. Dehghani A, Salajegheh S, Bagheri M, Mehdizadeh S. Investigating Barriers and Providing an Appropriate Model for
Establishing Total Quality Management: A Case Study in Hospitals. Journal of Modern Medical Information Sciences.
2022; 7: 44-51.

9. Fili A, Pouya, A. R. , Kazemi, M. , & Fakoor Saqieh, A. Identification and Ranking of Key Success Factors of Total
Quality Management with Fuzzy Dimtel Approach and Analysis of Fuzzy Networks (Case Study: Akhshan Manufactur-
ing Company) Journal of Quality Engineering and Management,. 2019; 9(1): 80-100.

10. Nguyen T. The Effect of Total Quality Management, Perceived Service Quality and Expectation on Customer Satis-
faction. American Journal of Biomedical Science & Research. 2023; 20: 297-303.

1. Arundini N, Few Sutrisno T. Analyzing the impact of TQM, service quality, and market orientation on customer sat-

isfaction in state-owned banks Indonesia. Jurnal Manajemen Bisnis dan Kewirausahaan. 2023; 7: 1416-28.

12. Albuainain M, Khatibi A, Azam SM, Tham J. Tthe relationship between total quality management and service qual-
ity in department of municipal affairs and transport of UAE. European Journal of Management and Marketing Studies.
2021; 7.

13. Ramya N, Kowsalya A, Dharanipriya K. Services quality and its dimentions. 2019; 4: 39-41.

14. Parasuraman AP, Zeithaml V, Berry L. SERVQUAL A Multiple-item Scale for Measuring Consumer Perceptions of
Service Quality. Journal of Retailing. 1988; 64: 12-40.

15. Beitz JM. Conceptual and empirical analysis of the construct of quality in health care. Doctoral dissertation, Univer-
sity of Illinois at Chicago. 1990.

16. Permana A, Purba H. A systematic literature review of Total Quality Management (TQM) implementation in the

organization2021.

17. Chen C-K, Reyes L, Dahlgaard J, Dahlgaard-Park S. From quality control to TQM, service quality and service sci-

ences: a 30-year review of TQM literature. International Journal of Quality and Service Sciences. 2021; ahead-of-print.

18. Tripathi S, Siddiqui M. Assessing the quality of healthcare services: A SERVQUAL approach. International Journal
of Healthcare Management. 2018; 13: 1-12.

19. Nasiripour A.A, Saeedzadeh Z.S, Sabahi beedgoli M. Correlation between nurses' communication skills and inpatient
service quality in the hospitals of Kashan University of Medical Sciences. Journal of Health Promotion Management.
2012; 1(1): 45-54.

20. Sepahvand R, Hozni, S.A., & Hesabi, M. . The effect of innovation climate on the quality of clinical services and
knowledge transfer among nurses of Guilan province.7(1), . . Journal of Multidisciplinary Care (Journal of Clinical Nurs-
ing and Midwifery), . 2018; 7(1): 28-41.Available from: https: //sid.ir/paper/404697/en.

21. Hassanzadeh E, Daastari F, Soltani Z, Sheikhy-Chaman M. The impact of accreditation on the quality of hospital
services from the perspective of nurses in Tehran. Nursing and Midwifery Journal. 2021; 18(10): 805-795.

22. Hajibabaee F, Mousavi S, Hosseini A, Haghani S, Bahramali S. Association of Workplace Bullying and the Quality

of Nursing Care in Intensive Care Unit and Emergency Department Nurses. Iranian Nursing Journal. 2020; 33.

VP 5l cJ gl 0 louds cod e 0399 o Juuw Jlwm (6 ;5biw yp Cu oo dolilad || WY



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

vy

DLV

T Pl 0lous cudsS g ol CotnS Co o alal

23. DanaeiFar H. Theorizing methodology in organization and management studies: a comparative research, manage-

ment research in Iran. 1388; [In Persian]. Management Research in Iran. 2009; 13(4): 165-91.

24. Parasuraman AP, Zeithaml V, Berry L. SERVQUAL: A multiple- Item Scale for measuring consumer perceptions of
service quality. Journal of retailing. 1988.

25. Sarbandi s QH. Evaluating the impact of the application of total quality management on customer satisfaction and

customer loyalty. Business reviews. 2020; 22; 103: 13-101.

26. javid R, Jahangir E. Investigating the effect of organizational culture on comprehensive quality management and

customer service quality in Ardabil province water and sewage company. Strategic studies in business. 0621; 1(2): 24-38.

27. Tootian Isfahani S YF. The role of human talent in the relationship between total quality management and

performance(Case of study: Qom Province Post Bank). . Organizational development of the police. 2020; 17: 66-49.

28. Ranjith PV. Service Quality in Hospitals—An Empirical Study. Iosr Journal Of Business And Management (Iosr-
Jbm). 2018; 20: 5-11.

29. Nasrullahi M FM, Nazari H. Investigating the effect of total quality management on the financial performance of
companies in Alborz Industrial City, Qazvin province: the mediating role of organizational learning ability and innova-
tion. . Business reviews 2017; 14(81): 43-62.

30. Sheikhy-Chaman M, Hassanzadeh E, Daastari F, Soltani Z. The Impact of Accreditation on The Quality of Hospital
Services from The Perspective of Nurses in Tehran. 2021; 18: 795-805.

31. Khalkhali A, Ghahremani S. Total Quality Management as a Predictor for Institutionalization of Quality in Schools.
Journal of New Approaches in Educational Administration. 2012; 10(3): 1-20.

32. Zaid A, Arqawi S, Abu Mwais R, Al Shobaki M, Abu-Naser S. The Impact of Total Quality Management and Per-
ceived Service Quality on Patient Satisfaction and Behavior Intention in Palestinian Healthcare Organizations. Technol-
ogy Reports of Kansai University. 2020; 62: 221-32.

33. Adem M, Virdi S. The effect of TQM practices on operational performance: an empirical analysis of ISO 9001: 2008
certified manufacturing organizations in Ethiopia. The TQM Journal. 2020; ahead-of-print.

34. Aburayya A, Alshurideh MT, Marzouqi AA, Diabat OA, Alfarsi A, Suson R, et al. An Empirical Examination of the
Effect of TQM Practices on Hospital Service Quality: An Assessment Study in UAE Hospitals. Systematic Reviews in
Pharmacy. 2020; 11: 347-62.

35. Asthana N, editor Total Quality Management (TQM) in the Teaching and Learning Process2016.

VEY 5L cJol 0 ylouds (o o 090 o Juow Jlwm (g 5biw 9 Sy o dolilad



http://ijnv.ir/article-1-1099-fa.html

[ Downloaded from ijnv.ir on 2025-11-04 ]

Nursing Management

Quarterly Journal of Nursing Management Vol 13, No 1, 2024

The relationship between total quality management
and hospital services quality from the perspective of nurses
in selected hospitals of khuzestan 2023

Daniyal Eslamipanah, Abasat Mirzaei ., Soad Mahfoozpour

Introduction: Total Quality Management in healthcare is a com-
prehensive approach to provide superior patient care, operational
efficiency and continuous improvement. The Quality of hospital
services includes various dimensions, including clinical effective-
ness, safety, patient-centeredness, and efficiency, and nurses are
the largest group of service providers in the health system that can
influence the quality of services.

Aim: The purpose of this research is to investigate the relationship
between TQM and the HSQ as perceived by nurses in selected
hospitals of Khuzestan province.

Material & Methods: The current research is a correlational sur-
vey in terms of practical purpose and in terms of data collection.
The statistical population is the nurses working in the regional
educational and therapeutic hospitals of Khuzestan province
(Abuzar Ahvaz and Ganjavian Dezful). The research sample
was 269 people who were selected by simple random sampling
method. The data collection tool is a standard questionnaire whose
validity is confirmed and its reliability is higher than 0/7 based on
Cronbach's alpha coefficient. Descriptive statistics analysis was
done by SPSS 22 software and structural equation model was used
by Smart PLS3 software to test research hypotheses.

Results: The findings showed that 27% of the samples were men
and 73% were women, 57.6% of the samples were between 20
and 30 years of age, and 86.6% of the samples had a bachelor's
degree. The dimensions of the HSQ variable are more strongly
present in society than the dimensions of the TQM variable.
Among the TQM dimensions, the dimensions of process manage-
ment and customer orientation have the highest and lowest aver-
ages, respectively, and among the five dimensions of the HSQ
variable, the dimensions of trust and empathy are the strongest
and weakest, respectively. TQM has a positive and significant
relationship with the HSQ, and applying the principles of TQM
leads to an increase in the HSQ.

Conclusion: According to the findings of the research, the
implementation of Total Quality Management practices in a
hospital environment can lead to a comprehensive approach to
quality improvement, which ultimately leads to higher levels of
service quality for patients and other stakeholders.

Key words: total quality management, hospital service quality,
quality
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