
www.SID.ir

Arc
hive

 of
 S

ID

�������
     	�
���
�� �� �� ��
�� ����� ���� �� ��
�� ����
� ������� ��  	���!
" # �$� %�� &'(��..   9

  
  

����
� ������� �� 	�
���
�� �� �� ��
�� ����� ���� �� ��
��  
 

��� ��� �	
��1 
��� ��� ������ �2���� ���� �3���
 ��� ������ �4��!"�� ��# �5  
  

������ ����	 :9/5/1390                                     
���
 ����	 :19/7/1390  
  

  
  
  
  
  
  

1 � ������	
� ��
���  ��	� ������ ������ ���� / ����� ����� ���� ��!"�	�� ����� �#�"�	� � �$
%�& ������	
� '�(
()� ���� *),�-.� �#$.���(    
mfarahbakhsh@gmail.com  

2  ����	����� ����� ���� ��!"�	� � ����� �#�"�	� � 3����� ������ ������ ���� � 3����� ��4 ���5
&  
3  � 7
859 
 ��	���: 7�;� �
�< ��#�  ����� ����� ���� ��!"�	� � �=�� 3�>��&�?� 3���	 7�	#@& ����  
4 �� ��!"�	� � �=�� 3�>��&�?� 3���	 7�	#@& ���� � ��
�	� ���	 B�$���� ����� ����� ��  
5  ����� ����� ���� ��!"�	� � 3����� ������ ������ ���� � ����� '	�
@>� B�$����    

 � ������	
  :� �� ���      ��	
� �
	� �	� � ���	�� ��� ����	� ��
�� ����� �����
� ���� �!�� �
���"�
 #$� ����� #�
%� ��
���� � &
'() �� *��+� �
������� .    ��
��
	� �	� ,�� �	-��/ ���� �01
2� 3��

4���� ��5� ��
��� ��6�47� 89
7;) �� ����� #�
%� ��
� �� *��+� �
������� .  

��
�� � ���� : 1
2� 3��46 ��5� �<� =4+�> 8��? �� �0 .  ���	�@ �
�$�
�
� A� �� ��
� �$ =��� A� ��
 4	6 3

0) 8��
1 B

C� �� #�4D �
�4��
� #�
%� E ��
+�$�� A� 
� .    �
	� =��� ���> F	�5 �� G	�

 � &;�� ��"H� I�� �� 
� =��� 3�� � �
1��SPSS 16  #H�� ���J &
'() ����  .  �� ���	�� #�
%� 3

0) ����
� #;
1 AK A10  46 =�
N�$� �O-
P� ,�� � =�
Q�� .=������    �	R� �� S	'�T� ��
) �+� � ��
) =� �
�

 4�46 �;�
C� �<�4�� 
� 8��

Q) �+��� � 3
<�

� .  

�
 �����  : ���
�
� #�
%� 3
<�

� ��
� �$ =��� A� ��4.5      ��	� 8�	�
1 ��
	
��� �+	� B
	
C� �� .  3
	�
�� �� �
�
� #�
%� 3
<�

�  ��	5� ��
�> ��� �+0� W9�D� =��� �+� � #;
� � =��� =� � =��� �+� �
� =�

 #6�4� .    ��
	�> ��� �	+0� W9�	D� ��� A� &� � ��� �� ����� =� � ����� �+� #�
%� X2$ 3
<�

� 3
�
 #6�4� ��5� .  ������R  	X  46  ��H�� �
� �� ����� #�
%� ��
� ����  . 

 ���� �����:  �� ��� �
�� �01
2� 3�� �
� ��H
�    ��
	�� �
	� =��� �� ���
	�
� #�
%� 3
<�

�25 – 20 
   �75�	) &	�
J 8�
N) ��
) =� � �+� �
7������� �� ���
�
� #�
%� 3
<�

� "
� � ��
� �$ 3
<�

� 
� =���

#6�4� . 

�	��� �����  :�
�
� � �
�
� � #�
%� ��
� � ����� #�
%� � *��+� �������
�$ 

�����:

D
ow

nl
oa

de
d 

fr
om

 h
ttp

://
jo

ur
na

ls
.tu

m
s.

ac
.ir

/ a
t 1

0:
20

 IR
D

T
 o

n 
S

at
ur

da
y 

S
ep

te
m

be
r 

7t
h 

20
13



www.SID.ir

Arc
hive

 of
 S

ID

�������
     	���� ��)��
���
�� ���� *���� &
�+ ,
-�� &
�� 	����  �/�#� ��� *��
0 12"1  1 ��)�921367�7� *��
0 144. .  10

 ����� :  
DE.�F  ���9
    G
�HI� � ���;I� ��@��J�   ��I(��	 
   7�;I�  

����  K8��9 
  ���&  L;� 
   MI
F��    ���!NI��� �I@��   KI&   
 �I4��
�
K��	�: ��4  ����  K$
�� ��  7�;�  ��  #��& .��4#$�	�F    ��I9��

P�.
� ��  ���	#@&     7I��� ��I��5� �I&       
 �I4��
� #I$�	��& #I��&
'	��J��	  G
�H� 	� �@���"�   #$��5�.  7���#I� G���  ��4����
� ��


 ���& �	���:�& �Q�: ��!��9 �	 ���"� �R	
 �   �I
:	 ��@%�� ��
 �@������ K9��      �#I� S�IT8� ���I"� ��I� KI& �%�� S	#4	 �	

7�	. [1] �<#��
<3      S�IU� 3	�I$� KI& ��I.��& 7�;� '��#:
    ��I
< �	�I= P��I�� ���I� 
 �#� K�:�$� 7�;� �	��& �#$$�. [2] 

   7�;I� ��IJ� V�= �� 	� ��5
& � 7�#: �#��
< �� 
 ���"� �R	

#4#
� �	�=. [3]  �@IU:�� �	 ��
��	 � 7�#: 3�<#��
< 7��W� �

       
 �#I� X�I.)� ���I��� ��I�	#@& '��#I: �&�
I���	 �� P@�
  KI����& �	 ���
.& �� �
� 7�	#@& ���@9 3�����     �I& ��I: ��I4

��	� #
��� 3� �
�. [4] ��W�7      #I��
� 3	�I$� KI& VI�Y	 ���"�
7�	 �#� K�F��Z� 7�#: 7
E
�.[5-7]    ���I��� �@(
()� ��"
&

& ��	� ��
� [59 B��	�& �@$� ���"� 7��W�  �F��IU� '��Q K
  ��I
!
� �	�& ��#�	 \;� 
 ���& 3����"� #��(� 
 '���.]	 �	

��
< �� ��>�	�@�� ����& 
 #$5��4. [8]    �^�I� ��I4�	�&	 �	 �I��
    ��I
< ��I� KI& ���"� �
� _4
`� a���� 3��5� ���&��� �	�&
     7I�	 ���I"� 7��IW� �&�I���	 
 bI
�)� �� ,��$� ��4�	��5� .

#�
� � ,��$� ��4�	��5�   c�IW�& 3��� ,�d �� 	� #$�	�F ����5�
      �I& #I$�	��& �I� #���I� �I� ���= 	� 3�$���� 
 3	��#� 
 ��	� 3�"�
   7I��� 
 �I(T$� �&�
���	 e� � f�: 
 ��� '������ g
N"�

#��
� b58& #$�	�F ����5� �	 .     '��#I: �#I$4� KIh	�	 ��@�����I�
    �= ��@�F�I"
� #I$�	��
� �I4�	��5� GI�	 ��
<���� �& 7�;�  bI&

 #I��
� 7�#& 7
E
� ��(��	 �� KJ];� .[18]    �	 ,�I�$� �	��I5�
    ,�Id �� 	� �4#I$�	�F ��	#I��� 
 K�F�� b
�"� G
��� 
 i�& �
#]

   #I4� �I� 3�"� 3��� . [19]      �� _N&�I^	 ��	�I&	 �I4�	��5� GI�	
      #$�I.4 ��I�	#@& '��#I: 3�I��54 
 �5�I.� �&�
���	 .[20] 

  	��I5� KI� #4� �� 3�"� �&�>� #4	��   �� 3����I� �� ,�I�$� �
  	� �I4 ��	� 
 ���& �^�� ��
.& ������� ��
<��� 
 �4#$�	�F ��(��	

 #I$� �� b�#�� ���&��� _�	� 
 '��;d	 K& .[21]  I�	G   KI8%�T�
  _>$I� �� ,��$� ��4�	��5� ��
<��� K& �!��!j ����& �	�&
       ��I�	#@& KI
%
	 ��I@��=	�� ��IJ� �� ���I"� 7��IW� ��(��	 


9	 
 �]	�d#� 	� .  
  

 ��	�1  : ���!� "��#� $��% �� ����� ������ &�'�( )��  
1.  #��� �� k��8� 3� �� �^�� �#
�� ��4�
l�� 
 ���"� 7��W� . 
2.  ���< �� G

8� ���"� 7��W� ��
< ��	#�	 B�
(� .   � 7��IW� ��#I� G
!��
� '��Q K� K& 3	�� �� 	� ���"� 7��W�

 ��5� K���)� ��F �4 �� ����W��� b��� �	#8� 
 �W	��� �� 
 �W	� �	�F	 #Q�� .  �	 ���I"� 7��W� K���)� \
� B��	 �&
 ��5� ���E��	 3	�� �� k��N� ,��$� ��4�	��5� . 

3. j���< �� K
@� ���"� 7��W� _>$� 7.
% e. 
4.  ��� �� k��8� S�E� '��Q K& �
�<���. ��	�  ���4  K�  e� ��  K�Q�F  �����  �����  m�	�� �� 
  K&�"�   )  7��I� � �
� � 7E
� (

[59 ��
�  ��   #��� �e�  �
�< ���  b
�"� 	�  ��  #$4� .  ��5� K9�� #��& �
�<��� ��	#�	 G

8� ��K�  ��	�  ��4  b:	�   3� 7Q�F  
,�>� 
  ���Z� �

l�  	� K��	#�  K54 
  ����  b�� �	  ���   #$��& �3	��& ��  '	�

l�  �8
�d �
Y  G
&  �����$� 	� �@4
�< ���   ��5�. 

5.  �� K��5� �	#8� ���< �� gN"� �
�< ��� �4. '��4�
�  ��	#�	  �#�	 ,�  �
�< ���   	�4 �F�8�  ���5�   7I�	   �I%
   '��IQ ��  
3��& i�&  K$��4  [59  ��
�  ��	�  �� �4 3	��  ��@4
�< ��� �	  3 - 2 ����  ��] 
  e�  ����  P4  ���E��	   ��5�. 

6.  ��� �� K
@� V��$� ,��$� �	��5�.   � G
!��I
� m: 3� �
� �� 
 �#� K
@� V��$� ,��$� �	��5� � �
l�� p�� K& K9�� �&
��i�& ,��$� #]  ���< �� gN"� �$
��� ,��$� #] 
 . 

7.  ��� �� �
.E� ,��$� �	��5� . #��� �� S�d�& 
 �#� �����$� f�: ��4 3���� .   �	��I5� � f�I: '������ [F� �	 r�
���< �� K
@� K��� ,��$� . f�: 3���� ��4 K��"� : 

� ��	#8�  t�(� �	  u��:  ,��$� #] �	  #��
< �	�=).K�59�	  t�(�  �
�  
#],��$� � (  
�  �<	8 KT(�  7"�  P4 ��  e� ��  S�d  m:  �����   #��&.  
�  �<	10 KT(�   �	11 KT(�  7"�  P4 ��  e� ��  S�d  m:  �����   #��
< �	�=.  
�  �<	12 KT(�   �	14 KT(�  7"�  P4 ��  e� ��  75�  m:  �����   #��
< �	�=.  
� 7 KT(�  �%	���  K�  ���8Q �
�  �%
�� �
� �� 
   #��	�. ��   ���.  
�  �<	14 KT(�  7"�  P4 ��  G
��� 
 i�&  #�
�& .  
� t�(�  �
�  ,��$� �	��5�  x�F ���8%	  e����  K&  m:  �����  ,��$� �
#]��  �� �	�=   #��
< .   

D
ow

nl
oa

de
d 

fr
om

 h
ttp

://
jo

ur
na

ls
.tu

m
s.

ac
.ir

/ a
t 1

0:
20

 IR
D

T
 o

n 
S

at
ur

da
y 

S
ep

te
m

be
r 

7t
h 

20
13



www.SID.ir

Arc
hive

 of
 S

ID

�������
     	�
���
�� �� �� ��
�� ����� ���� �� ��
�� ����
� ������� ��  	���!
" # �$� %�� &'(��..   11

��� 	
� 
     �	 ���E�I�	 ��I!%	 �I]	�d �	�I& �!� �#$�� K8%�T� G�	
   eII� �� ���II"� 7��IIW� _��II� �� ,�II�$� ��II4�	��5�

 #� 	�9	  3�����5
& . G
89	�� 7��W� K& t�&�� ��4 ��	�
       MI()� K��$I"��� eI� �I& � gNI"� �I
l�� �� B��	 �&
 3	�
� 
 ��
� [59 K4�� K� �%	��� ��
� e� �� � K�:��

 I
(� �� �@�� 7��W�    #I� G
I
8� '�I�
% B� .  �
� �I410 
     ��@I"N& �� 
 �
� K���I� kI��N� '���I� �� � K��$"���

 �� 
 �#� b
5�� k��N�20  �� G
89	�� ��5� �& � �
�24 
 #�  K�]�U� 7��� .  � KI
%
	 ��4 ��	� ��
� [59 �	 r�

  
 bI.�	 �	�F	 ��� �� �4 ��	� G�	SPSS 16     bI
�)� ���I�
 7F�< �	�= .  

%�T� GII�	 �� �	 KII8"���#II: 7E
II�"  �
�II<��� 3	�II$� KII&
#� ���E��	 . ���� a$� 
 ���� �� ��4 K��� �� �@4
�<��� 	#�&	

      KI.��(� �!�#I�� �I& '	�I

l� KI$�	� 
 G
!��
� �J� �	 k��N�
 #�#� .     � 7�#I: 3�<#I��
< 7��IW� ,�I�$� �	��5� K
@� �	�&

 #�#� K
@� P4 �� 7"� �
� a$� 
 7.
& �� ���� �� ��4 ��	�
 . �
�.� �4 ��	� �	#8� �
�<��� �4 �� K�$�	 K& K9�� �&10   ��I&

 �	��5� �	 �X   
R     f�I: '���I��� �^	 SZ] 
 �����$� �	�&
 #� ���E��	 �%�5�]	 .    ,�I��F �	 ,�I�$�  �
#I] K���)� �	�&

RAX 2� #� ���E��	.X  
 �@4
�< ��� G
!��
�R  G
!��
�
 7�	 �4 �
�<��� '	�

l� K$�	� ��� .  ��I4 ��	� �#8& �#= ��

 �#��5
=�& ��4 ��	� �& 
 SZ] b
�)� �	 ��i�& ��
#)� �	 u��:
#� P�� ,��$� �	��5� 
 K���)� G
!��
� ���&
� .  

  
  

 ��	�2  : *��+�'� ���� ,��-� ,�'� �. *��+�'� ���� ����� ��
������  
 "'� ���/� ��
������ *��	�� 0�3� ���!� "��#� $��% �� .  

  

����� ��� ������� ���� ������ ��� ����� ���! 

 �� 7��W� G
!��
�
'��
% B�
(� 

��y�	  �
�<���    
_
&  e� �	   �	 ��5� 
10 

 �	��5�R  IX RAX 2� 

��y�	  �
�<���  
 _
&   �	10 

 �	��5�s  IX SA ��� 3 

����W��� b��� �	#8�  �	��5�C CC 3� 

�T: 7�.� K���)�  �	��5�nP 
n
PnPnP �� 1(3

X =   �   �@4
�<��� G
!��
�R  =   �   '	�

l� K$�	�S  =� ��
8� S	�)�	  
C  =   �   g(� G
!��
�P =   �    �T: 7�.�A2  
A3 7&�^ ����(�  

  
  

 �� ��
�� :  
   3	��I5
& 7��IW� G
!��
� K4�� K� ��
� e� ��4.5  ��

      ��@I"N& �� KI� 7I�	 ���I& '�I�
% ���
��	 a$� B�
(�
 �� �II
� 
 kII��N� ��II4�
�� kII��N� ��@�E
II� � kII��N�

��& '
�E�� ���� 
 r�	R�
	 3	��5
& .  kI��N� ��@"N& ��
  �	 ���"� 7��W� {T� 3�����5
&4.1  ��4.8 ��& �
l�� .

 7��W� G
!��
�   3�I�� �� 3��I���5
& �� 7�#: 3�<#��
<

��
� �� 
 K8%�T�  ���� G
89	�� �� K4�� K�4.46 )4.48 
– 4.44  ( rIII�	R�
	 G
89	�III� �� 
4.6  )4.62 – 4.58 (

��& . ��
� a$� ��4 ��
� �� ��5
& 7��W� ��4 G
!��
� G
&
     ���I�� �	� �I$8� S;�I:	 ��
� a$I� 
 7.
& 
 ��
� �� 


 7�	#� ��9
 .G
&     �� KI��5� a$I� 7��IW� {T� G
!��
�
 �	� �II$8� S;�II:	 �
� eII� bII� 
 �
� �� KII��5� �� � �
�

7�	#� ��9
 ����� .  
  
  

D
ow

nl
oa

de
d 

fr
om

 h
ttp

://
jo

ur
na

ls
.tu

m
s.

ac
.ir

/ a
t 1

0:
20

 IR
D

T
 o

n 
S

at
ur

da
y 

S
ep

te
m

be
r 

7t
h 

20
13



www.SID.ir

Arc
hive

 of
 S

ID

�������
     	���� ��)��
���
�� ���� *���� &
�+ ,
-�� &
�� 	����  �/�#� ��� *��
0 12"1  1 ��)�921367�7� *��
0 144. .  12

  
 ��	�3  : ����. "��#� 6�7�� &
 �' "!% *��� ��� 8�% � "/�. ��
 *��� 9���(  

  
"���  ����	  1  2  3  4  5  6  7  8  9  10  #�$����  

1  85,5,10�4.5�5�4.9�3.7�4.3�4.3�4.9�2.9�3.2�4.9�4.26�

2  85,5,11�4.2�4.6 4.4�4.5 4.9 4.7 4.3 4.3 4.5 4.7 4.51 

3  85,5,12�4.4�3.8�3.8 3 4.6 3.4 4.1 3.9 5 3.7 3.97 

4  85,5,13�4.6 4.6 5 4.2 5 3.9 4.2 3.9 4.1 3.1 4.26�

5  85,5,14�3.6 4.7�4.4�4.7�4.5�4.7�3.2�3.7�4.1�3.6�4.12�

6  85,5,15�4.2�4.9�4.5�3.2�4.7�3.9�4.3�4.3�4.6�2.9�4.15�

7  85,5,16�2.9�4.6�3.8�4.2�5�4.7�4.7�4.1�3.4�4.7�4.21�

8  85,5,17�3.3�3.3�4.2�5�4.3�3�4.3�4.3�4.2�4.5�4.04�

9  85,5,18 4.4�3.4�4.5�5�4.5�5�4.6�3.9�4.1�4.5�4.39�

10  85,519�4.7�3.6�4.5�3.7�5�3.4�5�4.6�3�4.4�4.19�

11  85,5,20�4.9�3.5�4.6�4.8�5�4.2�4�4.8�4.8�5�4.56�

12  85,5,21�4.9�5�5�5�4.3�4�4.2�2.8�4.7�3.3�4.32�

13  85,5,22�4.9�4.7�4.9�4.8�4.7�4.3�4.8�5�4.8�4.9�4.78�

14  85,5,23�4.4�4.9�2.9�4.7�3.8�4.5�4.9�2.7�4.9�4.1�4.18�

15  85,5,24�4.2�3.6�4.1�4.8�4.7�4.4�4.7�4.5�4.6�4.5�4.41�

16  85,5,25�4.9�4.6�4.8�4.9�3.1�3.9�3.9�3.9�4.7�4.8�4.35�

17  85,5,26�4.7�5�4.9�3.2�5�2.9�2.9�3.5�4.9�4.7�4.17�

18  85,5,28�4.7�4.8�4.9�4�4.8�4.9�3.4�4.5�3.7�4.6�4.43�

19  85,5,29�4.2�4.8�4.8�5�4.9�4.2�5�4.8�5�5�4.77�

20  85,5,30�4.8�5�2.9�5�4.9�5�4.4�4.4�4.8�4.3�4.55�

21  85,5,31�4.9�4.8�4.8�3.8�5�4.9�5�4.4�4.8�4.6�4.7�

22  85,6,1 4.7�4.3�4.7�4.6�3.8�4.1�4.9�4.3�4.8�4.9�4.51�

23  85,6,4�5�4.2�4.9�5�2.7�4.9�4.6�4.6�4.8�4.9�4.56�

24  85,6,5�4.9�4.9�5�4.9�4.7�2.8�4.9�3.7�3.7�4.9�4.44�

25  85,6,6�5�4.6�4.4�5�5�3.6�4.3�5�5�3.6�4.55�
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Abstract 

Background: utilizing control chart in customer satisfaction evaluation is one of the effective tools 
in making results of customer analysis practical. This study was conducted to design the method of 
utilizing control chart in monitoring customer satisfaction in health care facilities. 

Material and Methods: This prospective study measured service recipients’ satisfaction in a three 
month period in a public hospital using a questionnaire in likert scale. After gathering initial data they 
were analyzed using SPSS and Excel soft wares .In order to evaluate customer satisfaction a ten 
parameter checklist and interview was used. The average and standard deviation of decuple and 
quintuple subgroups were compared. 

Results: In a three month period the average patient satisfaction score was 4.5 in likert 5 score scale. 
There wasn’t a significant statistical difference between 5,10,25 day duration in patient satisfaction. In 
addition there wasn’t significant statistical difference between 5 samples per day and 10 samples per 
day and all samples in a day. R-X diagram was used for PSS monitoring. 

Conclusion: The results of this study showed that the average PSS in 20 and 25 day periods had no 
significant difference with 3 month PSS and also there wasn’t significant statistical difference between 
average PSS in decuple and quintuple subgroups. 

Key Words: Control diagnose, Customer satisfaction, Satisfaction monitoring, Patient, Hospital. 
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