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Abstract

Aims: One of the goals of the hospitals is patients’ maximum satisfaction. The
aim of this study was to investigate the quality of the services provided by the
state hospital of Gonabad, as well as the gap between the current and the
desired situations in providing the services.

Instrument & Methods: In the survey analytic study, patients, hospitalized in
22 Bahman Hospital of Gonabad during 20 days in June and July 2014, were
studied. 154 patients were selected via available sampling. Data was collected
using a bisection questionnaire including personal characteristics and the
aspects of the quality of the services provided by the hospital and satisfaction.
Data was analyzed by SPSS 20 software using Pearson correlation coefficient, T,
and multiple regression tests.

Findings: The highest and the lowest correlations were between satisfaction
and loyalty and physical equipment and responsibility, respectively. The
deepest gap between the current and the desired situations was in trust
(p=0.001; t=-31.52); and in succession, the gap was in sympathy (p=0.001; t=-
30.17), physical equipment (p=0.001; t=-27.87), loyalty (p=0.001; t=-27.87),
responsibility (p=0.009; t=-27.87), good will (p=0.001; t=-27.94), and reliability
(p=0.001; t=-17.31). Good will, physical equipment, trust, and loyalty explained
18.5%, 18.6%, 14.6%, and 47.0% of the patients’ satisfaction variable,
respectively.

Conclusion: There is a gap between the current and the patients’ desired
situations in all the aspects in 22 Bahman Hospital of Gonabad.
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