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ìýç¬1/45 ô ºù~…ÿ 51 ̈±¬…¬ ô°…ìýò 6/64 …¶•. ìý†ðãýò …ì}ý†²…– ì±‹õÉ ‹ú °Â†ü• ì»}±ÿ ¬° ‹ýí†°¶}†ó|ø†ÿ  ºù±ü†°7/76€
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°… {Ïýýò ìþ|Þñ~ ô Þý×ý• ‹†ü~ ‹± …¶†¹ ðý†²ø† ô …è³…ì†– ì»}±ÿ

{Ïýýò ºõ¬ ðú ‹± ¤·� …¶}†ð~…°¬ø†ÿ ì×ùõìþ.]2[

D
ow

nl
oa

de
d 

fr
om

 jh
a.

iu
m

s.
ac

.ir
 a

t 1
3:

30
 IR

D
T

 o
n 

F
rid

ay
 J

un
e 

22
nd

 2
01

8

http://jha.iums.ac.ir/article-1-133-fa.html
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°Â†ü• ‹ýí†° ü† øí±…ø†ó ôÿ( ìõ°¬ ¶ñœ¼ Ú±…° ìþ|âý±¬.]1[

¬° ¶†ë|ø†ÿ …̈ý± ì~ü±ü• Þý×ý• ›†ìÐ ìõ°¬ {õ›ú Ò†è�

�µôø»ã±…ó ô ¾†¤ŒñË±…ó Î±¾ú ‹ù~…º• ô ¬°ì†ó Ú±…° â±Ö}ú

…¶•.]01-5[ Îí~û {¥ÛýÛ†– …ðœ†ï º~û Îéý±Òî …º†°û ‹ú

ì×†øýî …¾éþ ì~ü±ü• Þý×ý• ‹ú ìÛõèú {í±Þ³ ‹± ì»}±ÿ ô
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‹ýí†°¶}†ó|ø†ÿ {†ìýò …›}í†Îþ …¶}†ó {ù±…ó ¬° ¶†ë 4831
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„ì~. …ì}ý†²¾×±{† 01 ð»†ðã± „ó ‹õ¬ Þú ¶†²ì†ó€ …¾ç ü† ‹ú ð~°–

�ý»±Ö• ô ‹ùŒõ¬ ì~…ôï °… ¬° Ö±„üñ~ø†ÿ ̈õ¬ …›±… Þ±¬û …¶•.

…ì}ý†² 01 {† 03 ð»†ó ìþ|¬ø~ Þú ¶†²ì†ó€ …›±…ÿ ‹ùŒõ¬ ì~…ôï °…
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ÆýØ â·}±¬û …ÿ …² Ö±„üñ~ø†ÿ ̈õ¬ ¬° ‹©»ù†ÿ ì}Ï~¬

¶†²ì†ó …›±… Þ±¬û …¶•. …ì}ý†² 06 {† 08 ð»†ó ìþ|¬ø~ Þú

¶†²ì†ó€ �ý»±Ö• ô ‹ùŒõ¬ ì~…ôï °… ‹ú ìÏñ†ÿ ô…ÚÏþ ¬° {í†ï

¶†²ì†ó ̈õ¬ …›±… Þ±¬û …¶• ô …ì}ý†² 08 ô ‹ý»}±ð»†ðã± „ó ‹õ¬

Þú ¶†²ì†ó ¬° {í†ï ‹©¼|ø†ÿ ̈õ¬€ ¬…°…ÿ Þç¹ ›ù†ðþ ô
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)noissusiD puorG suocoF( ô {»ßýê ›é·ú ‹† ¾†¤Œ†ó Ö±„üñ~

‹~¶• „ì~. ‹ú …üò {±{ý� Þú …‹}~… ‹¿õ°– â±ôøþ ‹ú ¶õ…æ–

¬ô ‹©¼ ì̄Þõ° �†¶ª ¬…¬û º~ ô …ì}ý†²‹ñ~ÿ â±¬ü~. ¶�̧ ‹†

…¶}×†¬û …² ‹†°½ …Öß†°€ ðÛ†É Úõ– ôÖ±¾•|ø†ÿ �ý»±Ö• ¬°

ø± üà …² ‹ýí†°¶}†ðù† ì»©À º~ ô ¬°ðù†ü•€ ‹ù}±üò

Ö±¾•|ø† ‹±…ÿ …Ú~…ï ô {õ¾ýú ðù†üþ ¬° ²ìýñú {í±Þ³ ‹± ì»}±ÿ

ìÇ±§ â±¬ü~.

ü†Ö}ú|ø†

ü†Ö}ú|ø†ÿ �µôø¼ ð»†ó ¬…¬ Þú ìý†ðãýò Þê …ì}ý†²…– ì±‹õÉ ‹ú

¬…ð¼ ì»}±ÿ ¬° ìœíõÑ ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú 4/65

ìþ|‹†º~. ìý†ðãýò …ì}ý†²…– ì±‹õÉ ‹ú ¬…ð¼ ì»}±ÿ ¬°

‹ýí†°¶}†ó ºù±ü†° ‹† 1/ 46 ‹ý»}±üò …ì}ý†² ô ‹ýí†°¶}†ó ºù~…ÿ

51 ̈±¬…¬ ô°…ìýò ‹† 6/64 Þí}±üò …ì}ý†² ìþ|‹†º~. ‹ýí†°¶}†ó

ºù~…ÿ 51 ̈±¬…¬ ô°…ìýò ¬° ²ìýñú °ô½ ºñý~ó ðË±…–
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…èŒ±² ¬° ²ìýñú ºñ†¶†üþ ì»}±ü†ó ô ›íÐ „ô°ÿ …ÆçÎ†– „ð†ó

ÂÏýØ ‹õ¬û …ì† ¬° …°²ü†‹þ ðË±…– ì»}±ü†ó ‹†æ{±üò …ì}ý†² °…

Þ·� ðíõ¬û …¶•. ¬° ¤†èýßú ‹ýí†°¶}†ó ìýç¬ ¬° …üò ²ìýñú

�ý»±Ö• ô ‹ùŒõ¬ÿ ð~…º}ú …¶•. )›~ôë 1(

ü†Ö}ú|ø†ÿ ì±‹õÉ ‹ú °Â†ü• ì»}±ÿ ¬° ‹ýí†°¶}†ó|ø†ÿ

{†ìýò …›}í†Îþ …¶}†ó {ù±…ó ð»†ó ¬…¬ Þú ìý†ðãýò Þê …ì}ý†²…–

ì±‹õÉ ‹ú °Â†ü• ì»}±ÿ ¬° ìœíõÑ ‹ýí†°¶}†ó|ø†ÿ ìõ°¬

ìÇ†èÏú 5/06 ‹õ¬û …¶•. ‹ýí†°¶}†ó ºù±ü†° ‹† 7/76 ‹ý»}±üò

…ì}ý†² ô ‹ýí†°¶}†ó ºù~…ÿ 51 ̈±¬…¬ ô°…ìýò ‹† 05 Þí}±üò …ì}ý†²

°… Þ·� ðíõ¬û …ð~.‹ýí†°¶}†ó ìýç¬ ¬° ²ìýñú {Ãíýò …°{Œ†É

ì»}±ü†ó ‹±…ÿ …‹±…² ºß†ü†– ¬…°…ÿ Þí}±üò …ì}ý†² ìþ|‹†º~ …ì†

¬° ›íÐ „ô°ÿ€ …°²ü†‹þ ô ‹ùŒõ¬ …ÆçÎ†– ì±‹õÉ ‹ú ºß†ü†–

ì»}±ü†ó ô …¶}×†¬û …² …ÆçÎ†– ¶†ü± ¶†²ì†ó|ø† ¬…°…ÿ ôÂÏý•

ìñ†¶Œ}±ÿ ð·Œ• ‹ú ¶†ü± ‹ýí†°¶}†ó|ø† ‹õ¬û …¶•. ‹ýí†°¶}†ó

ºù~…ÿ 51 ̈±¬…¬ ô°…ìýò ‹ùŒõ¬ Þíþ °… ¬° Ö±„üñ~ø†ÿ ‹±Ú±…°ÿ

…°{Œ†É ì»}±ü†ó ‹±…ÿ …‹±…² ºß†ü†–€ …°²ü†‹þ ô ‹ùŒõ¬ „ó ô

�ýãý±ÿ ‹±…ÿ ¬°ü†Ö• ‹†²̈õ°¬ ì»}±ü†ó ¬…º}ú …¶•.

‹ýí†°¶}†ó …èŒ±² ¬° ¤ê ºß†ü†– ì»}±ü†ó ô {ñËýî …ÆçÎ†– ¬°

°ô½|ø†ÿ �ýãý±ÿ ÂÏýØ ‹õ¬û …¶• ôèþ ¬° …¶}×†¬û …²

°ô½|ø†ÿ �ýãý±ÿ ô …Ú~…ï ‹±…¶†¹ „ó ‹†æ{±üò …ì}ý†² °… Þ·�

ðíõ¬û …¶•. )›~ôë 2(

›íÐ|‹ñ~ÿ ü†Ö}ú|ø†ÿ ¤†¾ê …² ¬…ð¼ ì»}±ÿ ô °Â†ü•

ì»}±ÿ ¬° ø± üà …² ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú€ ì»©À

ðíõ¬ Þú ìý†ðãýò Þê …ì}ý†²…– ì±‹õÉ ‹ú {í±Þ³ ‹± ì»}±ÿ ¬°

ìœíõÑ ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú 9/85 ‹õ¬û …¶•.

‹ýí†°¶}†ó ºù±ü†° ‹† 3/66 ‹ý»}±üò …ì}ý†² ô ‹ýí†°¶}†ó ºù~…ÿ

51 ̈±¬…¬ ô°…ìýò ‹† 6/84 Þí}±üò …ì}ý†² °… ¬° ²ìýñú {í±Þ³ ‹±

ì»}±ÿ Þ·� ðíõ¬û|…ð~. )›~ôë 3(

‹¥™ ô ð}ýœú âý±ÿ

ü†Ö}ú|ø†ÿ �µôø¼ ð»†ó ¬…¬ Þú ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú ¬°

²ìýñú ¬…ð¼ ì»}±ÿ€ �ý»±Ö• ô ‹ùŒõ¬ ì~…ôï °… ¬° ÆýØ

â·}±¬û|…ÿ …² Ö±„üñ~ø†ÿ ̈õ¬ ¬° ‹©¼|ø†ÿ ì}Ï~¬ÿ …²

¶†²ì†ð»†ó …›±… Þ±¬û|…ð~. ‹}†è~ó ô ðé·õó ]81[ ¬° �µôø¼

ì»†‹ùþ Þú ‹±…¶†¹ …ð~…²û|âý±ÿ Þý×ý• …² ÚÃ†ô– ‹ýí†°…ó€

�³ºß†ó ô Þ†°ìñ~…ó ‹ýí†°¶}†ó …ðœ†ï ¬…¬ð~€ üßþ …² Îñ†¾±

…¾éþ ‹ùŒõ¬ Þý×ý• °… ¬…ð¼ ì±‹õÉ ‹ú ì»}±ü†ó â³…°½ ðíõ¬ð~

Þú ¬° …°{Û† ‹ùŒõ¬ Þý×ý• Þê ¶†²ì†ó ðÛ¼ ‹·³…üþ ¬…°¬. ¬° …üò

²ìýñú€ ü†Ö}ú|ø†ÿ �µôø¼ ¤†Â± ‹† ð}†ü� ‹}†è~ó ô ðé·õó

øí©õ…ðþ ¬…°¬. ̈³…üþ ]7[ ¬° �µôø¼ ̈õ¬ Þú ¬° ìõ°¬

ì»}±ü†ó ¬…̈éþ ¶†²ì†ó …ðœ†ï ¬…¬û€ {í†üê ì»}±ü†ó ‹ú …Ö³…ü¼

¬…ð¼ ¶†²ì†ðþ ̈õ¬ ¬° …°{Œ†É ‹† Öé·×ú ì~ü±ü• Þý×ý• °… 49

‹ý†ó ðíõ¬û …¶• Þú {† ¤~ô¬ÿ ¬° �µôø¼ ¤†Â± ì¿~…Ý

ìþ|ü†‹~. {Ûþ �õ° ]9[ ¬° ìÇ†èÏú ̈õ¬€ ìý³…ó Î~ï „â†øþ ô ¬…ð¼

 خرداد  15 ميلاد البرزشهريار متغيرها
ميانگين 

 كل

 50 45 65 30 60شناسايي مشتريان فعلي، بالقوه وساير مشتريان بخش بهداشت و درمان         

 55 50 50 60 60 روش شنيدن نظرات مشتريان   

7/53 45 55 45 70دهي مشتريان به انواع خدمات     چگونگي جمع آوري اطلاعات درمورد ارزش    

 60 30 45 90 75 تحليل اطلاعات و شكايات مشتريان    

7/58 50 45 80 60 روش ارزيابي نظرات مشتريان   

 2/61 60 65 60 60 بازبيني و تغيير در فرايند شنيدن نظرات مشتريان       

  4/56 6/46 1/54 8/60 1/64ميانگين كل   

›~ôë1:| ìý†ðãýò …ì}ý†²…– ì±‹õÉ ‹ú ¬…ð¼ ì»}±ÿ ¬° ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú
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ìý³…ó {í±Þ³ ‹± ì»}±ÿ �̧ …² …›±…ÿ ...

ì~
ü±ü•
 ¶
ç
|ì•

Þ†Öþ …² ì~ü±ü• Þý×ý• °… 2/76 Îñõ…ó ðíõ¬û …¶• Þú …üò °Úî

‹† ü†Ö}ú|ø†ÿ �µôø¼ ¤†Â± …̈}çÙ Ú†‹ê ìç¤Ëú|…ÿ ¬…°¬.

ü†Ö}ú|ø†ÿ �µôø¼ ¬° ²ìýñú °Â†ü• ì»}±ÿ ð»†ó ¬…¬ Þú

‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú ¬° ²ìýñú °Â†ü• ì»}±ÿ€

�ý»±Ö• ô ‹ùŒõ¬ ì~…ôï °… ‹ú ìÏñ†ÿ ô…ÚÏþ ¬° {í†ï ¶†²ì†ó ̈õ¬

…›±… Þ±¬û|…ð~. ü†Ö}ú|ø†ÿ �µôø¼ ¤íý~ÿ ]5[ ð»†ó ¬øñ~û

{Óýý±…– ì˜Œ• ¬° °Â†ü• ì»}±ÿ �̧ …² …¶}Û±…° ì~ü±ü•

Þý×ý• Ö±…âý± ¬° ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ �µôø¼ ̈õ¬€ ‹õ¬û

…¶•. ¬° �µôø¼ ì¿~Ý °…¬ ]91[ ð»†ó ¬…¬û º~û Þú °Â†ü•

‹ýí†°…ó …² ̈~ì†– ‹ýí†°¶}†ó ̈õŽ ‹õ¬û ô 61/4 …² 5 …ì}ý†²

‹±„ô°¬ º~û …¶•. ü†Ö}ú|ø†ÿ �µôø¼ ¤†Â± ¬° …üò Ú·í• {†

¤~ ²ü†¬ÿ ‹† ð}†ü� ¤íý~ÿ ô {Ûþ �õ° ìÇ†‹Û• ¬…°¬. ]91ô5[

Ú±‹†ðþ ]02[ ¬° �µôø¼ ̈õ¬€ °Â†ü• Þéþ …² ̈~ì†– ‹ù~…º}þ

- ¬°ì†ðþ °… 24 ‹~¶• „ô°¬û ô ð}†ü�€ ð»†ó ¬øñ~û Î~ï °Â†ü•

…² ð¥õû …°…̂ú ̈~ì†– ‹õ¬û …¶• . ¶éýí†ðþ ]12[ ðý³ ‹ú …üò ð}ýœú

°¶ý~û …¶• Þú ìý³…ó °Â†ü• ‹ýí†°…ó …² ̈~ì†– ‹ù~…º}þ -

¬°ì†ðþ Þî ‹õ¬û …¶• Þú …üò …°Ú†ï ‹† ü†Ö}ú|ø†ÿ �µôø¼ ¤†Â±

…̈}çÙ Ú†‹ê ìç¤Ëú …ÿ ¬…°¬. °¶}î Îéýéõ ]6[ ¬° �µôø¼ ̈õ¬

ì†ðñ~ �µôø¼ ¤†Â± ‹ú ðÛ¼ ¶ý·}î ì~ü±ü• Þý×ý•

)0002:1009OSI( ‹± °Â†ü• ‹ýí†° {†Þý~ Þ±¬û …¶•.

ü†Ö}ú|ø†ÿ �µôø¼ ¬° ²ìýñú {í±Þ³ ‹± ì»}±ÿ ð»†ó ¬…¬ Þú

‹ýí†°¶}†ó|ø†ÿ ºù±ü†° ô …èŒ±² ¬° …üò ²ìýñú€ �ý»±Ö• ô ‹ùŒõ¬

ì~…ôï °… ‹ú ìÏñ†ÿ ô…ÚÏþ ¬° {í†ï ¶†²ì†ó ̈õ¬ …›±… Þ±¬û|…ð~.

‹ýí†°¶}†ó|ø†ÿ ìýç¬ ô ºù~…ÿ 51 ̈±¬…¬ ô°…ìýò€ �ý»±Ö• ô

‹ùŒõ¬ ì~…ôï °… ¬° ÆýØ â·}±¬û|…ÿ …² Ö±„üñ~ø†ÿ ̈õ¬ ¬°

‹©¼|ø†ÿ ì}Ï~¬ÿ …² ¶†²ì†ð»†ó …›±… Þ±¬û|…ð~.

 خرداد  15 ميلاد البرزشهريار متغيرها
ميانگين 

 كل

 2/51 35 50 60 60چگونگي برقراري ارتباط مشتريان براي دريافت كمك و ابراز شكايات         

7/73 60 55 90 90 چگونگي تضمين ارتباط مشتريان براي دريافت كمك و ابراز شكايات         

 55 35 45 80 60روش ارزيابي و بهبود فعاليتها در ارتباط با ارائه كمك و شنيدن شكايات مشتريان

 2/46 50 45 30 60 حل شكايات و بازخورد مشتريان    

 65 60 80 60 60 جمع آوري، ارزيابي و بهبود اطلاعات مربوط به شكايات و بازخورد مشتريان   

 65 30 70 80 80 استفاده از روش هاي پيگيري براي دريافت بازخورد مشتريان        

 2/66 60 65 80 60اقدام براساس روش هاي پيگيري بازخورد مشتريان        

 60 60 55 45 80تنظيم اطلاعات مورد جستجو در روش هاي پيگيري         

 5/62 60 70 60 60استفاده از اطلاعات مربوط به رضايت مشتري و ساير تأمين كنندگان خدمت 

 5/60 50 4/59 65 7/67ميانگين كل   

›~ôë2:| ìý†ðãýò …ì}ý†²…– ì±‹õÉ ‹ú °Â†ü• ì»}±ÿ ¬° ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú

 بخش

ميانگين كل خرداد  15 ميلاد البرز شهريار

 4/56 6/46 1/54 8/60 1/64 دانش مشتري 

 5/60 50 4/59 65 7/67 رضايت مشتري 

 9/58 6/48 3/57 3/63 3/66تمركز بر مشتري    

›~ôë3: ìý†ðãýò …ì}ý†²…– ì±‹õÉ ‹ú ìý³…ó {í±Þ³ ‹± ì»}±ÿ ¬° ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú
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Îéþ ì†ø± ô øíß†°…ó

‹ú Æõ° Þéþ€ ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú ¬° ²ìýñú {í±Þ³

‹± ì»}±ÿ€ �ý»±Ö• ô ‹ùŒõ¬ ì~…ôï °… ¬° ÆýØ â·}±¬û …ÿ …²

Ö±„üñ~ø†ÿ ̈õ¬ ¬° ‹©¼|ø†ÿ ì}Ï~¬ÿ …² ¶†²ì†ð»†ó …›±…

Þ±¬û …ð~. ¬øñõüú ]01[ ¬° �µôø¼ ̈õ¬€ ìý³…ó {õ›ú ‹ú ì»}±ÿ

°… ¬° ¤~ô¬ 6/26 ‹~¶• „ô°¬û ô ð}†ü� ð»†ó ¬…¬û …¶• Þú …² ‹ýò

8 ðý†² …¶†¶þ ì~ü±ü• Þý×ý•€ {õ›ú ‹ú ì»}±ÿ ¬° ôÂÏý•

¨õ‹þ Ú±…° ¬…°¬. øî Ÿñýò ¬° �µôø¼ Þí†èþ ]51[€ ðýíþ …²

�†¶ª ¬øñ~â†ó ìý³…ó {õ›ú ‹ú ì»}±ÿ °… ¬° …›±…ÿ Æ±§

ì~ü±ü• Þý×ý• ¬° ¤~ ²ü†¬ÿ …°²ü†‹þ Þ±¬û|…ð~. ð}†ü� �µôø¼

üõ¶×þ ]61[ ìŒýò „ó ‹õ¬û …¶• Þú …Þ±̃ ¶†²ì†ó|ø† ‹†ü~ …² ¬ü~â†û

{í±Þ³ ‹± ì»}±ÿ ‹ú Îñõ…ó üà ¶ý·}î �»}ýŒ†ó ‹†²…°ü†‹þ …¶}×†¬û

Þññ~. øí¡ñýò ¬° �µôø¼|ø†ÿ ²üà ]21[€ Þõ{± ô øíß†°…ó ]41[

ô ¶õèý̧ ]22[€ {í±Þ³ ‹± ì»}±ÿ üßþ …² …‹Ï†¬ ìùî ‹ùŒõ¬ Þý×ý•

Úéí~…¬ º~û …¶•. Þõ°ðýò ]32[ ðý³ ‹ú …üò ð}ýœú °¶ý~û …¶• Þú

{í±Þ³ ‹± ì»}±ÿ ô ‹ùŒõ¬ Þý×ý• ‹ú Îñõ…ó …¾õë …¶†¶þ

ì~ü±ü• Þý×ý• ›†ìÐ ¬° ¬¶}ý†‹þ ‹ú …ø~…Ù Þý×ý• ¬°

¬…ð»ã†û|ø† ðÛ¼ ìõ÷± ¬…°ð~. �ý±… ]42[ ðý³ ¬° �µôø¼ ̈õ¬€

{í±Þ³ ‹± ì»}±ÿ °… ‹ú Îñõ…ó üßþ …² …¾õë …¶†¶þ ì~ü±ü•

Þý×ý• Ö±…âý± ¬° ‹ýí†°¶}†ó|ø† ‹»í†° „ô°¬û …¶• . ¤·ýñþ ]8[

‹ú …üò ð}ýœú °¶ý~û …¶• Þú ì~ü±…ó ‹†ü~ ¬° Îíéß±¬ ̈õ¬ ‹±

ì»}±ü†ó {í±Þ³ ðíõ¬û {† ‹ú ‹ù}±üò ð}ýœú ‹±¶ñ~. ð}†ü� �µôø¼

{†ï Þõôü¢ ]52[ ð»†ó ìþ|¬ø~ Þú üà øíŒ·}ãþ Úõÿ ‹ýò

…›±…ÿ …¾õë …¶†¶þ ì~ü±ü• Þý×ý• ô ìõÖÛý• º±Þ•|ø†

ô›õ¬ ¬…°¬ ôü†Ö}ú|ø† ð»†ðã± „ó …¶• Þú {í±Þ³ ‹± ì»}±ÿ ¬°

…›±…ÿ Æ±§ ‹†è~°ü�€ {†÷ý± ì˜Œ}þ ¬° Îíéß±¬ º±Þ•|ø† ¬…°¬.

ü†Ö}ú|ø†ÿ ¶†ü± �µôø¼|ø† ðý³ ¬° …üò ìõ°¬ ]61€52€01€21€41€8[

‹† ð}†ü� �µôø¼ ¤†Â± ìÇ†‹Û• ¬…°ð~. ¬° ìÇ†èÏú|…ÿ Þú Ÿ·}õó

]11[ …ðœ†ï ¬…¬û€ {ç½ ì¥~ô¬ÿ ‹±…ÿ ¬°á ðý†²ø†ÿ ì»}±ÿ

…ðœ†ï º~û …¶• ô ¶Ç¦ ð†Þ†Öþ …² …¶}†ð~…°¬ø†ÿ °¶íþ Þý×ý•

‹±…ÿ Þñ}±ë …°{Œ†Æ†– ì»}±ÿ ô›õ¬ ¬…°¬ ô ‹ú …üò ð}ýœú °¶ý~û

…¶• Þú ‹†ü~ ‹± Öé·×ú ì»}±ÿ ì~…°ÿ ¬° ¶†²ì†ó {†Þý~ ‹ý»}±ÿ

ºõ¬. …ôè~ øõ¶± ]31[ ¬° �µôø»þ Þú ¬° ìõ°¬ {í†üê ì»}±ÿ

ì~…°ÿ °ô¶†€ …¶}†¬…ó ô Þ†°Þñ†ó �»}ýŒ†ðþ ¬…ð»ß~û Öñþ …ðœ†ï

¬…¬û€ ‹ú …üò ð}ýœú °¶ý~û …¶• Þú …›±…ÿ Æ±§ ì~ü±ü• Þý×ý•€

{†÷ý±ÿ ‹± ðã±½ ì»}±ÿ ì~…°ÿ �†¶ª ¬øñ~â†ó ð~…°¬.

ð}†ü� �µôø¼|ø†ÿ Ÿ·}õó ô …ôè~ øõ¶± ]31ô11[ ‹† �µôø¼

¤†Â± …̈}çÙ Ú†‹ê ìç¤Ëú|…ÿ ¬…°¬.

Þéýú ‹ýí†°¶}†ó|ø†ÿ ìõ°¬ ìÇ†èÏú€ {õ¾ýú ðù†üþ ̈õ¬ °… ¬°

²ìýñú {í±Þ³ ‹± ì»}±ÿ€ …̈¯âõ…øýñ†ìú )0002:1009OSI( ìÏ±Öþ

Þ±¬û|…ð~. {œ†°Ž ¶†²ì†ó|ø†ÿ ¬…°ð~û …üò âõ…øýñ†ìú ð»†ó

ìþ|¬ø~ Þú …¶}Û±…° …üò ¶ý·}î€ ‹ùŒõ¬ ì·}í±€ Þ†ø¼ ø³üñú|ø†

ô ¤Ù̄ {~°üœþ …{çÙ ìñ†‹Ð ‹ú øí±…û üà ¶õ¬ ÷†‹• ô �†ü~…°

°… ‹ú ¬ðŒ†ë ̈õ…ø~ ¬…º•. Îçôû ‹± …üò …² ÖÏ†èý•|ø†ÿ {ß±…°ÿ

›éõâý±ÿ ðíõ¬û ô …Ö³…ü¼ °Â†ü}íñ~ÿ ì»}±ü†ó °… ì~ðË± Ú±…°

¨õ…ø~ ¬…¬.|ÎÎÎÎ||||

1- ÆŒýŒþ ¶ý~ ›í†ë|…è~üò€ ÎŒ†¬ÿ Ö±¬ „®° Ö±‹~€ {õ°…ðþ ¶õâñ~€ ̈†è¿þ

ð†¬°. ì~ü±ü• Þý×ý• Ö±…âý± ¬° ðË†ï ‹ù~…º• ô ¬°ì†ó. {ù±…ó: …ð}»†°…–

›ù†ó °…ü†ðú€ 0831.

3- ›Ï×±ÿ ì¿Ç×þ. …‹³…°ø†ÿ …¶}±…{µüà ô Ö±øñãþ ì~ü±ü• Þý×ý•

Ö±…âý±. {ù±…ó: …ð}»†°…– °¶† €9731. 

5- ¤íý~ÿ ü~…èú. ìÇ†èÏú ì~ü±ü• Þý×ý• Ö±…âý± ¬° ðË†ï ‹ù~…º• ô ¬°ì†ó

ô …°…ú̂ …èãõÿ ìñ†¶� ‹±…ÿ …ü±…ó. °¶†èú ¬Þ}±ÿ|€ {ù±…ó: ¬…ð»ß~û ì~ü±ü•

ô …Ú}¿†¬€ ô…¤~ Îéõï ô {¥ÛýÛ†–€ ¬…ð»ã†û „²…¬ …¶çìþ€ 0831.

Öù�±¶�ìñ��Ð

2- Wright PC, Grant ES. The strategic application of TQM

principles to sales forces management: a human resource

perspective. Journal of Marketing 1995; 6(8): 8-16.

4- Sun H. Diffusion and contribution of total quality

management. Total Quality Management 1999; 6(10): 901-

914.
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6- °¶}î Îéýéõ ¤œ•.  {†÷ý± …¶}Û±…° ¶ý·}î ì~ü±ü• Þý×ý•

)0002:1009OSI( Îíéß±¬ ‹ýí†°¶}†ó ºù~…ÿ 51̈±¬…¬ ô°…ìýò ô ìý³…ó

°Â†ü• ‹ýí†°…ó. ìœíõÎú ìÛ†æ– …ôèýò øí†ü¼ Þ»õ°ÿ ì~ü±ü• ìñ†‹Ð ¬°

‹ýí†°¶}†ó€ {ù±…ó: …ð}»†°…– ¬…ð»ã†û …ì†ï ¤·ýò€ 1831.

7- ̈³…üþ …Þ±ï. ‹±°¶þ ìý³…ó „ì†¬âþ Þ†°Þñ†ó ¬…ð»ã†û Îéõï �³ºßþ

Þ±¬¶}†ó ¬° …›±…ÿ ì~ü±ü• ›†ìÐ Þý×ý•.  ìœíõÎú ìÛ†æ– ¬ôìýò

øí†ü¼ ì~ü±ü• ›†ìÐ Þý×ý• ¬° ‹ù~…º•€ ¬°ì†ó ô „ìõ²½ �³ºßþ€

{ù±…ó: …ð}»†°…– ¶±º†°€2831.

8- ¤·ýñþ ìÏ¿õìú. ðÛ¼ ì~ü±ü• Þý×ý• Ö±…âý± ¬° Îíéß±¬ ‹ýí†°¶}†ó|ø†ÿ

{†üõ…ó. ìœíõÎú ìÛ†æ– ¬ôìýò øí†ü¼ ì~ü±ü• ›†ìÐ Þý×ý• ¬° ‹ù~…º•€

¬°ì†ó ô „ìõ²½ �³ºßþ€ {ù±…ó: …ð}»†°…– ¶±º†°€ 2831.

9- {Ûþ �õ° ¬ø©õ…° Ú†ðþ  ¾í~. ‹±°¶þ ìõ…ðÐ …›±…ÿ ì~ü±ü• Þý×ý• Ö±…âý±

…² ¬ü~â†û ì~ü±…ó ì±…Þ³ „ìõ²ºþ ô ¬°ì†ðþ ¬…ð»ã†û Îéõï �³ºßþ {Œ±ü³. �†ü†ó

ð†ìú Þ†°ºñ†¶þ …°º~€ {ù±…ó: ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ °¶†ðþ �³ºßþ€

¬…ð»ã†û Îéõï �³ºßþ ô ̈~ì†– ‹ù~…º}þ ¬°ì†ðþ …ü±…ó €0831.

01- ¬øñõüú  °Â†. …°²ü†‹þ ðý†²ø†ÿ …¶†¶þ …›±…ÿ ì~ü±ü• Þý×ý• Ö±…âý± ¬°

ìœ}íÐ „ìõ²ºþ ¬°ì†ðþ °¶õë …Þ±ï)Á(. �†ü†ó ð†ìú Þ†°ºñ†¶þ …°º~€

{ù±…ó: ¬…ð»ß~û ì~ü±ü• ô …ÆçÑ °¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ ô

¨~ì†– ‹ù~…º}þ ¬°ì†ðþ …ü±…ó€2831.

51- Þí†èþ Þí†ë. …°²ü†‹þ ðÛ¼ „ìõ²½ Þ†° â±ôøþ ô {õ›ú ‹ú ì»}±ÿ ¬°

…›±…ÿ Æ±§ ì~ü±ü• ›†ìÐ Þý×ý• ¬° ¶ý·}î|ø†ÿ ‹ù~…º}þ ô ¬°ì†ðþ

ºù±¶}†ó ìý†ðú …² ¬ü~â†û ìœ±ü†ó Æ±§. �†ü†ó ð†ìú Þ†°ºñ†¶þ …°º~€ {ù±…ó:

¬…ð»ß~û ì~ü±ü• ô …ÆçÑ °¶†ðþ �³ºßþ€ ¬…ð»ã†û Îéõï �³ºßþ ô

¨~ì†– ‹ù~…º}þ ¬°ì†ðþ …ü±…ó€ 2831.

61- üõ¶×þ ì¥í~. ‹±°¶þ ì~ü±ü• °ô…‹È ì»}±ÿ …² ¬ü~â†û …¶}±…{µüà.

�†ü†ó ð†ìú Þ†°ºñ†¶þ …°º~€ {ù±…ó: ¬…ð»ß~û ì~ü±ü• ô …Ú}¿†¬€ ¬…ð»ã†û

¾ñÏ}þ º±üØ€ 3831.

71- ÆŒýŒþ ¶ý~ ›í†ë|…è~üò€ ì†ø± Îéþ. °…øñí†ÿ ¬ô°û ¶ý·}î ̈õ¬ ¶ñœþ.

Ÿ†’ …ôë. {ù±…ó: …ð}»†°…– ô²…°– ‹ù~…º• ô ¬°ì†ó ô „ìõ²½ �³ºßþ€

4831.

91- ì¿~Ý|°…¬ Îéþ ì¥í~. ðÛ¼ ì~ü±ü• ì»†°Þ}þ  ¬°ìý³…ó …÷±‹©»þ ô
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Customer Focus Level after Implementing the Quality Improvement
Model in Tehran Social Security Hospitals
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Abstract

Introduction: Focusing on customers is the key factor for the success of total quality management

programs in organizations. The main purpose of the present study was to assess customer focus level

after implementing the Quality Improvement Model in Tehran Social Security hospitals.

Methods: This is a descriptive comparative study. The statistical population consists of the owners of

the quality improvement model process in four Tehran Social Security hospitals. Data collection was

done using a checklist consisting of two parts on customer knowledge and customer satisfaction. The

information was gathered through a team work performance and meetings with the owners of the quality

improvement model process. Data analysis was done through descriptive statistics (computation of

percentage and average).

Findings: The research findings indicated that the average scores on customer knowledge in Shahriar,

Alborz, Milad and Shohadaye 15th of Khordad (in Varamin) hospitals were 64.16% 60.83%, 54.16%

and 46.66% , the average scores on customer satisfaction in Shahirar, Alborz , Miald and Shohadaye

15th of Khordad hospitals were 67.77% , 65%, 59.44% and 50%, and the average scores on customer

focus in Shahriar , Alborz, Milad and Shohadaye 15th of Khordad hospitals were 66.33% , 63.33% ,

57.33% and 48.66%, respectively. The total average scores on customer knowledge, satisfaction and

customer focus in those hospitals were 56.45% , 60.55% and 58.90% respectively.

Conclusion: Based on the research findings, all hospitals made a continuous progress in customer

knowledge and customer satisfaction. It could be concluded that customer focus level, after

implementing the Quality Improvement Model has improved considerably in various parts of hospitals.

Key words: Quality Improvement, Hospital, Customer Focus, Social Security.
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