
                                                                                   ���� ���	
� ���������� ��� ����� �� ��������� ����� �  !"�  

#�	   �8 #��%� &20 &)�*+�" 94 .�/0� & 38 �� 48  

����� ���	 
��� ����� ������� ��������� �� 
	����� ������ �	�� � !�"# �

� $�%�& �� ����'�� �� 
'� � �� 	 
�	()*+���  
����" )�+2� 3*4 1 &# �" )����� )�36�2# �" ���� �73��� &3  

�������� �
��� :������ ����� ����� ���� �������� �
�  !" !#�
 ���$%&� '
��� (�)*)+, �-!
     mehran_alijanzade@yahoo.com  

�.��/� :2/12/93         5!�6� :16/6/94  

  

����,  

��- * .%��� : ��*� ��*��� 9- :*; !" <=
�& >��;� �!?�*� /� @A B)� � ��C�
A (�
�D �*$;� . @���F���� ���$%��G/ � H ��
 5C�
A

�),/� <" !F�
� <= �, ���I� /� � J%�* � ���!K �;��D <=
�& .� >�; @���F���� /� ��C�
A (�
�D �*L*- >��� � /!" <=M�N
 ��� C

��" �%�I" �*I� ����� ���� ������� ����I" �������.  

 /*�
���: <=M�N
�  ��  /� ��*�+, �L*O�, (/�O <" !G�P1393 �� ��F�� .<*�-� ������� @���F�����  ����� ���� ������� �����I"

 ���=, <" �%�I" �*I�246 !L� ��%.!K /�!� � /!" �/�
 �.��Q, 5�/ �" � .<
��� !� �� /!" /��"��  �/����% �27  ��" ���-�!  �M��  . @��*


 S�?��!- ��LMA93  @�
CA H�!G � �O/�–  @�
CAC�"86 ��" �O/� . /��.� �!� �" �; ����spss  �/�
 �%L& �, � �, �����A ��; @�
CA U �, �

�.!K /�!� '*�+, � <��F,.  

�- .'1��:  �" !"�!" @��" V�$�
 � @��*$W� �*�"�� ��M�$; �����X �� ��*$Y, ��="� /� ��C�
A (�
�D �*L*- >��� H*,!, <"375/1-  �640/1 -

 �497/1- �332/1- �994/1- ��" /�� ��=
 �/�
A ]�+M <" <- ��" ) p< 0/001 .(�*���*
  (�/�`%�� � (�-�/�� �*" ��C�
A (�
�D �*L*- >���

� �" !"�!" @���F���570/1 -  ��" ) p< 0/001.(<N"�/� �*��& �" @���F���� (�/�`%�� � (�-�/�� �*"  ��?� /�� ��=
 )p> 0/05(. �
�  �  �*"

@A (�-�/�� � @���F����<N"�/ ��C�
A (�
�D �*L*- C� �;�  ���� ��&� /�� ��=
)p=0/015.(  

��2 .��'�:  ��&� <" <&�, �"  ��!%�K >���<N*P /� !, V�$�
 ����X �� �  <&�, � / �
 !`� <" �@�/���% �*   ��?I" <" <N*P �� ��� <"

�� �;��D !F�
 ��C�
A (�
�D �*L*-.  

���"� ��23�*: 8��4	3� &9�0�4 :��� &���;�  &��"��� .��<= 

  

 .��4�  

   (�
�D ���C�
A <" �a�� �,�
�D <- C� b�!W ��������; � 


�(��  5C�
A ���M �/��< ��� �
 C� JI
��!, �C�P  ��c; 

 
 
 
 
 
 
 
 

  �,�
�cD /�  !c;  <c=
�&  �c �.  ���!"�c�"  �.!c�*�  dc
��& 

 ��%c�"�� �!�6cc���/���� <cc"  eNc  5C�cc
A � (�*ccQ+, �  

 
 
 
 
 
 
 
 

1- @�
/� � ����I" ��!��
 �QQX, �!%-�� �%�I" �*I� ����� ���� ������� /����% � �����I" ��������@�!I, � �!��@  

2- ����� ����� ���� ������� �
�  !" !#�
 ���$%&� '
��� (�)*)+, �-!
 �@�
/� � ����I" ��!��
 ��/� � ���/�-@�!�� ������ �  

3- �%�I" �*I� ����� ���� ������� �@�
/� � ����I" ��!��
 ��/� � ���/�-� @�!�� �@�!I,  

D
ow

nl
oa

de
d 

fr
om

 w
w

w
.z

um
s.

ac
.ir

 a
t 1

4:
11

 IR
D

T
 o

n 
T

ue
sd

ay
 A

pr
il 

19
th

 2
01

6
Archive of SID

www.SID.ir

http://www.sid.ir


)����%� 	 ����" )�+2� 3*4         39 

���� � ����� � !"��� �  ���� ����� &)��;" #�	  � 8& #��%� � 20&  )�*+�"94 

5!%�K �$- � �L*- ��`� ��C�
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 /��- /� ��P�C
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A/� J- ��;/��- /� ��C�
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�� �.!=
 � . /��"�
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 � �*��& ��  B;�a� � /!" �/�


��" @���F����. 

� �*��, �/�
 n�%X
 (�=M�N
 /� <
��� !� ��� ����/ /�!

� � <%.!K)15�16 .( S�?��!- ��LMA H�!G93  � �O/�

C�" @�
CA H�!G -  @�
CA C�"86 ��" �O/�.  J*IL, '*M� <"

 � <=M�N
 ��� �,�*P >��;� � @���F���� <" <=M�N
 �*$;�

/��$;� <*�- �@���F���� H ��
�  '
�- /�W <" �; <
��� !�

�!K '*$�, ��� ���I� �" ���  ����X �� S!� �100  �O/�

��".  �/�
A /��.� �!� C� ���L% � �" �; ���� '*�+,spss  ��F��

��.  >�!K�$M�- @�
CA-  �/ �; ���� @��" ��
!� >��!*$ �

!
� ��� <" <&�, �" � ���$� �*��,�  ��; @�
CA C� �!%
�/�� � �,

 �%L& �, ����A �I&���!K ���L% � U"��/ �/����=
 �. 

�- @�
C C� }/�D <
��� !� d�C�, �I�A �*" @���F���� � 

 �*�u$; ��C��� �/�� �; @A ��C�
A @�
C <" �� <$NM �, ���!K

 B*� � ����$� �-!� <=M�N
 /� �QX� '��$, �" @���F����

 �.��/� �C~ C�F
 ��;�a� ����=
 C� <
��� !� d�C�, C�

���!K. 

  

.'1���-  

    <=M�N
 �/�
 @���F���� �  �*���*
03/3±20/23 ��" .

8/68  �O/�)152 !L� ( ���
 <=M�N
 �/�
 �*=$&

����".8/51  �O/�)129!L� ( � <% �*� � ���/�- dN)
 /�

5/16 �O/�)41 !L� ( � ���/�- dN)
 /��� �<% �*�3/21 

 �O/�)53  � ��/� � ���/�- dN)
 /� !L�4/10  �O/�)26 

!L� (����" '*Q+, �*P /� �!%-� dN)
 /�.  

 �*$Y, <��$F
 !�C /� ���
A <" y�"!
 >��� ��!%�*"

 >��� �" ����A 'v� ��!" @���F���� @��$�83/1-  !�C /� �

 (�!`� ��$�� <" y�"!
 >��� ��!%�*" ����X �� <��$F


I��*� �cF���� (���c��c�� �" @�c >�04/2- ��" .*�u$;c �

�C /�c! ��$F
c<;c$; ��cM�c*�"�� � �c�*$W� �c � @�

 ��!%�*" � @��" V�$�
��c >�N=�� �" U?,!
 H*,!, <" >�

,���W� d"��
 <" � !% � ��*,� � �!�6�c;�t � �c% �/A !c <

 �*,� �–  >��� �" @��-/�-84/1- �63/1-  �05/2- 

��") ���&1 .(N*P BX" /�c<;c�� %�*"c�� ��!c >�

L*-c<N*P <" y�"!
 ��C�
A (�
�D �*�  �" @��" V�$�


 /��)
994/1- � ��!%$- � ��" ��C�
A (�
�D �*L*- >��

<N*P <" y�"!
�  /��)
 �" @��*$W� �*�"��332/1- ��". 

 �*�u$;*���*
 ��!%$-c-�/�� �c ��C�
A (�
�D C� (�

<N*P <" y�"!
� $�
c)
 �" @��" V�c /��678/2 %$- �c ��!

`%�� �*���*
c"!
 (�/�cN*P <" y�c<� X ��c)
 �" ����c /��

514/4 ��" ) ���&2( . /�$F
c*���*
 |�c-�/�� �c � (�

`%��c*L*- C� (�/�c
�D �c
A (�c, <" ��C�c �" !"�!" H*,!

853/0±013/3  �371/0±583/4  /� � ��"���I�  �*" >���

 ��C�
A (�
�D �*L*- C� @���F���� (�/�`%�� � (�-�/��

 �" !"�!"570/1- ��" .  

�%�?$;c-�/�� �*" �c  � (�c <=M�N
 �/�
 @���F���� �

!" �" !"�156/0- ��" /�� ��=
 /��)
 ��� <- ��")015/0 P= .(

 �*L*- C� @���F���� (�/�`%�� � (�-�/�� �" �*��& �*"

��� ��;��
 /�� ��=
 <N"�/ ��C�
A (�
�D)05/0>P(� 

) ���&3(.   (�-�/�� �" @���F����  ��*Q+, dW�)
 �*"

<N"�/ ��C�
A (�
�D �*L*- C� @���F�����  /�� ��=


��")05/0<P ( <N"�/ ��� �
� � ��*Q+, dW�)
 �*"  (�/�`%��

 ��;��
 ��C�
A (�
�D �*L*- C� @���F����

���)P05/0>P( ) ���&4( . 
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8	<?1  :A�B;���  .�4�� �& .��<= 9�0�4 :��� 	 .���C*;� ��"���  � 9��<6D #<��;�  )�>���;� )n=246(  

 9�0�4  ��D�

.��<=  
.���G� H�D3� �D 3� �I�2   �.�4��  .���C*;�  :���  )�J�%K� ����L  

A�%M�  

!`� ���?, � �+" '*I�,  

����A 'v� ��!" @���F���� @��$� ���
A  

HM�N
 e*G�, � s �� ��!" ��% � ��  C� ��� @��� w�Q%D�  

�.�- �,�=M�N
 d"��
 ��&�  

�QQX, B��� C� �*,� � �/��/�D!"  

46/3  

88/2  

16/3  

03/3  

39/3  

63/4  

72/4  

08/4  

55/4  

82/4  

16/1-  

83/1-  

92/0-  

52/1-  

43/1-  

001/1-  

650/1-  

731/0-  

341/1-  

281/1-  

332/1-  

017/2-  

114/1-  

708/1-  

589/1-  

�>�N O���  

�$�;�/ �*,� � @��" V!% � /�  

������� ��!��
 <" @���F���� � !% � �M�I   

��C�
A 'p��
 �/�"/� @�� �F���� (���I��*� � (�!`� ��$��  

�=M�N
 d"��
 <p�/�!%�*" <=M�N
 ��!" @���F���� <" H ��
 �,  

-  ��% � <" <=&�!
 ��!" �F���� <" �,���  ����  

04/3  

59/2  

53/2  

19/3  

98/2  

65/4  

52/4  

58/4  

57/4  

25/4  

61/1-  

93/1-  

04/2-  

37/1-  

26/1-  

442/1-  

737/1-  

864/1-

200/1-  

074/1-  

791/1-  

125/2-  

234/2-  

556/1-  

457/1-  

�<%�  


 n*M��, @���H ��%  

�*,� � �!�6� >�N=��  

�; V�- �/��K!" @�
C @��" H ��
  

  ������� 'D�� /� <=M�N
 ��!" H ��
 � ��/A @��
 ��&�  

@���F���� �" 5C�
A @��-/�- �/�D!" @��" H ��
  

@���F���� �" �*,� � ��!%P� �" ���, /�%./  

96/2  

70/2  

94/2  

25/3  

07/3  

66/3  

20/4  

54/4  

73/4  

64/4  

72/4  

73/4  

24/1-  

84/1-  

78/1-  

38/1-  

65/1-  

06/1-  

045/1-  

663/1-  

598/1-  

195/1-  

468/1-  

908/0-  

443/1-  

029/2-  

979/1-  

577/1-  

841/1-  

320/1-  

 9��D�P

)�J�%K�  

 �" U?,!
 � J`�
 ���� <" V�- <��& !; � /� HM�N
 <p�/�

!�����  

 U �, ��� ��F�� n*M��, �"�*�C/� <F*%� C� �F���� @��$� ��KA��  

���" l/� '"�� �F���� ��!" <- �� ��*� <" HM�N
 <p�/�  

�F���� U �, !%�*" 5�, (/�O /� !%I" �!$� H�-  

��?%�� � � �- � J- @��" �F���� ��*Q+, b"��  �/��I�� � �?#  

������� /� ��&�
 �,�=M�N
 d"��
 <" @� A � !% �  

D <- ���
C /� @��-/�- � �*,� � U �, �; �*M�=. ��F�� ���� ���� ��

���  

41/3  

03/3  

12/3  

04/3  

23/3  

06/3  

50/3  

65/4  

46/4  

68/4  

52/4  

71/4  

70/4  

50/4  

24/1-  

42/1-  

56/1-  

976/0-  

48/1-  

63/1-  

996/0-  

082/1-  

240/1-  

385/1-  

817/0-  

311/1-  

463/1-  

836/0-  

398/1-  

613/1-  

727/1-  

134/1-  

648/1-  

811/1-  

155/1-  

Q�%��  

� <.!P � <% �/A !;�t5C�
A @��-/�- � �*,� � �  

����*. (�*I�, � �!;�t �*"�6&  

��C�
A ���
 � (��*IF, @��" ���& � �
A/�-  

 �
 ���L% � �I�A C� 5C�
A !
� /� �*,� � <- ���� � �!;�t �*"�6&

  ���-  

69/2  

58/2  

79/2  

65/2  

74/4  

78/4  

68/4  

50/4  

04/2-  

19/1-  

88/1-  

85/1-  

861/1-  

011/2-  

707/1-  

672/1-  

228/2-  

388/2-  

065/2-  

027/2-  
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 8	<?2  :����� :�3/;� 	 A�B;��� ��� �I�2  ��"��� .��<= 9�0�4 "� )�>���;�  .���C*;� 	 .�4�� �)246= n(  

 .��<= 9�0�4  ��D�  
 A�B;���  ����� :�3/;� 	

.���C*;�  

 A�B;��� ����� :�3/;� 	

.�4�� �  
9�0�4 :��� ��<��  P value* 

A�%M� �I�2  414/0±555/4  962/0±180/3  375/1-  001/0< 

�>�BS��� �I�2  471/0±514/4  989/0±874/2  640/1-  001/0< 

�<%� �I�2  468/0±594/4  927/0±096/3  497/1-  001/0< 

)�J�%K� 9��D�P �I�2  444/0±600/4  854/0±267/3  332/1-  001/0< 

) �D Q�%�� �I�2  400/0±673/4  090/1±678/2  994/1-  001/0< 

*Paired Test 

 
 
  

 8	<?3  :��"��� .��<= 9�0�4 "� .���C*;� 	 .�4�� �  �D )�>���;�  9�+J? A�D � �ID�� )246= n(  

��"��� 9�0�4  ��D�  9�+J?  �;�%;  �<��  :�3/;� 	 A�B;���  P value* 

.�4�� �  
�!
  94  901/0±007/3  

05/0>P 
@C  152  825/0±016/3  

.���C*;�  
�!
  94  414/0±594/4  

05/0>P  
@C  152  341/0±585/4  

*T Test 

 
 

 8	<?4  : A�D � �ID�����U/� VK���  ��"��� .��<= 9�0�4 "� .���C*;� 	 .�4�� �  �D )�>���;� )n=246 (  

��"��� 9�0�4  ��D�  ���U/� VI��  �;�%;  �<��  :�3/;� 	 A�B;���  P value 

.�4�� �  

<% �*� � ���/�-  129  801/0±163/3  

05/0<P 
/�-<% �*��� � ���  41  838/0±875/2  

��/� � ���/�-  53  900/0±953/2  

�!%-�  26  883/0±555/2  

.���C*;�  

<% �*� � ���/�-  129  321/0±553/4  

05/0>P  
<% �*��� � ���/�-  41  412/0±720/4  

��/� � ���/�-  53  336/0±567/4  

�!%-�  26  551/0±605/4  

*ANOVA Test  
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56�  

    C� >�;<=M�N
�  (�/�`%�� � (�-�/�� � /!" !G�P

������� @���F�����  �*I� ����� ���� ������� ����I"

 ��� ��K��� C� ��C�
A �*L*- >��� � /!" �I& /� �%�I"

��" @���F���� . ���G/ ��� <" <=M�N
 ��� !" !G�P q��%�

 @��� � ���6K <+O ��C�
A (�
�D �*L*- C� @���F����

 ����� �*" <- (�/�`%�� � (�-�/������� @���F����� 

 ����I" >��� ���" ��&�
 � �<N*P /� >��� ��� �� 

 /��)
 �" V�$�
994/1 - ��" �; <N*P !��  C� !%�*" . /�

 @�!I, ������� ������!*� @���F���� /� <- �)*.�, � <=M�N


 >��� ��C�
A (�
�D �*L*- ��="� �
�$, /� � �� ��F��

 ��;��
 �*L*- /� �*L*- >��� �*���*
 ��!%�*" ���

<N*P�  /��)
 �" �M�$;57/1- ��!%$- � )
c /� @A /��

<N*P�  /��)
 �" @��*$W� �*�"��31/1- ��")24 .( � <=M�N
 /�

 >��� ��C�
A (�
�D �*L*- ��="� �
�$, /� �*� !G�P

��" ��&�
�  /��)
 �" V�$�
 <N*P /� >��� ��!%�*" �
�

994/1- ��!%$- �  �" @��*$W� �*�"�� <N*P /� >���

/��)
332/1-  (��L, <" @��, �
 �/ (��L, ��� '*M� <- ��"

/�YP �*�o J; � �; ������� /� ���
C !%�*"  @���F����

 @�
C ������!*� @���F���� �!�C ����� ������� /� ����I"

 �
 �!{  �; @�% /�$*" /� � ������� C� }/�D /� �/ �!%�*"

����$� ./� <N*P @��;�C /� ����!?- � <=M�N
�  ����X ��

 /��)
 �" �/ �*���*
 ��!%�*"73/1- <N*P � ��" �/���  �*�"��

 /��)
 �" >��� ��!%$- ��/�� @��*$W�10/1- ��" . �*�u$;

���!K �;��
 /�� ��=
 ��="� �
�$, /� �*L*- >���.  /�

��;� s �� ��!.� !%�*" ����!?- � <=M�N
� ��
 �*��& �

��"��  )25(.  �
�$, /� �*L*- >��� �*� !G�P � <=M�N
 /�

 <=M�N
 /� ����- �-!� ��!.� ��!%�*" � /�� ��=
 �; <N*P

<=M�N
 �" ��$; <- ��" ���
 �*��&��" ����!?- �.  /�

������ (�=M�N
)26 (��
��D �)27 ( �*L*- >��� �*�

<N*P �
�$, /� (�
�DC� f� :*; /� � ���� ��&� �; 

<N*P��" ���� ��/�A!" @���F���� (�/�`%�� �;�  /� �*�u$;

<=M�N
� 9$�)28 ( �
�$, /� �*L*- >��� ��&� !" ����

<N"�/ ��*Q+, dW�)
 � @���F���� (�-�/�� �*" �; <N*P� 

<=M�N
 /� <- ���� ��&� /�� ��=
�  <N"�/ ��� �*� !G�P

�� ��;��
.  

��� �*� ���!
A � �*o � <=M�N
 /� �*L*- ��="� �
�$, /� >

 @���F���� �%��G/�� <" !F�
 � ��" ��I�
 ��C�
A (�
�D

�
A ��`� C�C ��" ����!K ������� ��)30�29 .( � <=M�N
 /�

� ��&� C� �-�P ��� ��F�� ��M�
 /��- /� <- ��P�C >��

 ��� @��� <=M�N
 ��� �*�u$; ��" ��C�
A (�
�D /� �*L*-

 (�
�D C� @���F���� <-�%M�� ��C�
A�  � ���" !, �G�/

� � ���" !%�*" �O�QD BX" /� >��� )22 ( ��� <-

�
� � <=M�N
 �" �/ �&/�D (�=M�N
 q��%� @��" b?N�
 <M

�C�  �
 @���$� !G�P. @���& � <=M�N
 /�)31(  (�/�`%��

 ��C�
A (�
�D C� !,�!. ��C�
A (�
�D C� @���F����

�/�� ��� <- ��" �; @A <" ��� < /� �%��G/�� ��F�� <" !F�
 !
�

��" ��� @���F����� <=M�N
 /� �*�u$; ��L*M�K)32 ( (�-�/��

�/� (�
�D �*L*- C� @���F����� �*��{ � ������� /� ��� <

 <- ���%��� �/ @A /�`%�� @���F���� <- ��" �/��)
 C� !, �*���

 <- �D�  /���A �/ (�
�D �*L*- >��� ��&� !
� ���

N
 <"��
<=M� �*L*- >��� ��&� '�~� ���" !G�P �

(�=M�N
 !k-� /� (�
�D�  � @�I& ��/ <" �/ ��; �.!�*�

<*�- /� @���F���� (�/�`%�� ������. B���.� @A 9� /�� 

�
 �*�� y�)����" .$; ��C�
A ��`� ������. ��; <���;/�� �

 (���
 d./ �I& /� <?��& <$; � <= �, ��!" �=��
 ��`�

A ��; ��C�
� � ���" .�
 9� �!- C�!"� @��, �"��C/�
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Background and Objective: The importance of education and its role in achieving modern society goals is 
clear. Appropriate education and student satisfaction can lead to the development of a modern society.  The 
Aims of this study was to evaluate the educational service quality gap among students of Shahid Beheshti 
University of Medical Sciences. 

Materials and Methods: This cross-sectional study was conducted in 2014. Statistical society was students 
of Shahid Beheshti University of Medical Sciences and a sample size of 246 students was selected randomly. 
Survey instrument was a SERVQUAL questionnaire of 27 questions. The Cronbach's alpha coefficient was 
93% and the test - retest reliability was 86%. Data was analyzed through SPSS software and t-test, t-paired 
test and ANOVA. 

Results: The gap in quality of educational services in aspects of assurance, accountability, empathy, 
reliability and tangibility was -1.375, -1.640, -1.497, -1.332 and -1.994 which was statistically significant (p 
<0.001). The gap between the students' perceptions and expectations of quality of educational services was -
1.570 which was statistically significant (p <0.001).Between perceptions and expectations of students and 
gender there was not a significant relationship (p> 0.05). The relationship between age of students and their 
perceptions of the quality of education was significant (p = 0.015). 

Conclusion: Due to the wide gap in the field of tangibility and accountability, it seems that policy makers' 
attention to these two areas will lead to improved quality of educational services. 

Keywords: Education, Students, Quality gap, SERVQUAL 
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