*ledo! (o390 Syl ylow 30 o slow LIS (Gloww

o . . oL . X Yo, Yo \ )
Plelon 4l Fiaplisian aus s ade aase ¢ (Slaye sl ol La e

[ ETAL

2
Rl 25 03,0 sley Cals ) S g 53 Sl (gla Bl plas 1 (6550 g Ol 4 SLISKE 4 (S 05 0l 10
534S 1y gla s Wl bl 03 g Olginl (5 58T (5l Olin sla 4 0S” anl jo 3131 LIS & Sy Cond g s JLib 2 g3
Al olulid 1y 5,05 3 g5 a5 ol OL >

33 LT s 3148 W g Olgisl 35507 (SLaOkw oy i Jame (ol S 42808 alaie £ 5 51 5 o g anlllae pl o 3 (9
G5 3y 6 amelr s Ol e sae Olislan Olsis 4 (G 5 (ol G b Ol oy Ol 4 T 51 (S it Sl Ol s lay
503 Ot ey 53 55550 VYT Ot yloy 50 55 il 03 91 (e y 55 VPAY Jli 5 Ol jloy s Ay 4y el o LIS (5 0y
w3 8 oslinul 0 48 8 515 A0l 3550 OT ol sous 5 S50 (25) ranainie Loy &S gnd S 31 a onls (655755 (sl .5 3,50 VYO
3 8 o g Bxcel 150 p 5 6SGS 4 Slalp w5 dshler Sl eslizal by ol sl bs iy 1 La ol

PRI Slads kS ol ) g0 Sle b go 5 Shle Ol sles 51 (S 53 3505 0L U158 R85 0l 5 ol s lal i ISl
(Ao 53 BF/D) (55131 53LS™ 5 (o 53 FO/FD) Sy 5315 a5 b gy 0 SLISKE Ll 03 55 (a3 BVl jlos ALy 5 (o308 slows 5 (Ao
og&.@&f;lu&;itgc”lnﬁu:,_\ptw)duk;”;us,zﬁﬁ\s;mﬁ&;wﬁ_mujuﬁﬁ.@\a.ubﬁ,ﬂwm”..a
el onls olams 5 55 4 1y ou,uﬁ;;u_&,zc,gwdu Jsb 55 (Ao ys FA/B) 6 ki 3 53187 ¢ S 3s 5387 51 Ly 9 sl adly 28l
;J_;;,,_‘,;@u‘_s_xsubm_..\.:gou,uﬂ‘_;h;wcwl‘5\ﬂ619ﬁ;otp@.\;|j@u@,;€w;yt,@u:‘s;qga
SO, a0 by o SLICE Olme o r2aS” 5 01,8155 9 OCTE 5 31 LTS Ol e o 2 45 dias oo OLES Ll Ol jla 53 oK 5590
o Al o A8 Oley G i 51013 5 0G5 (BT pute Yol ol ol B3 ey (o i 4 Zonl 03y Joe BT 5 (50 2SS
HLET S L0506 3 i & OG5 51 LSS s ol Ol 53503 Ly (ode lan b e 01,5715 4 ol il 5T
6&[.‘9))d}a&&kﬂ)@bu&%{ﬁ)}h‘.}‘}(@‘L@T}ws:‘.é,‘{-)}GA‘JS‘}GQ\?TQAM‘)}?}Q}d‘)b&&bd&é
Al o el il ags onl 55 S Wl es g Sl s se e

(BT Gl Ol sles lag Gt ¢Hlen ol 1SS (Slelg

AW/ alas 5y AN RAZARVA S IRGR TR
=i 3901 (6L i slom 33 (ylsloon LIS Glowmur 4l Slols cdnsyo 33 Obyins qoaye Mo by ) e ddple (o)l tgls
FAE=Y-5 (Y)Y YA codos aleMbl ey e oy lhbuo!

Al ok plonil Olghol (S oo o515 Syl L 4 A3l e YAVYAA o5l & lidond £ b Jol lie oyl -2

Ol Olghal clghuat (S5 o e o8l ¢ ST sy oy g1 5 o o oSl ladhas sLiasil 5 Ly e Sliiond S n ¢ Glays (F3gy Sladst Sy rike 5l skl )
OlS Ol ST (Ko ol ol (a3 a3 ot T 0K in 53 cCaDls Sladst €yl o pite Slidios S o ¢ Glays (bl Sledst oy e eyl Ll ) Y
ol

O Ol cOlghsl (S p sk ol ¢ g smetils (Slahn sy S ¢Sl g Sladst Sy e byl o5, 5F

Ol il S el S (S e o885 Dl 53 a5 oy T 0aSlia g3 (a3 (65 oo Dlihod S 5o ¢ Sle s (ilgy Slodst Sy s e ulis 5-F

Ol e S 0o S (S pode ol (Dl 53 s oty T odSiingsy ¢ Sy Sl gl Slidod S 0 3)l3 Cu ke 3 shatl canais (5,573 (6 smetils D
Email: Khorasani.elahe@yahoo.com (J g5 0kines 55)

AF 55 9 303,57 pgd (g0l [ w8393 (50y93 | oo ile " Y.



WWW.SID.IR
WWW.SID.IR

9 (sloyd (Hbligg IS (Kb dnaly (I o8 e 04l
9y Oblew €Sl 5 (Lol e (Sloyd (6)5ld iy
3B Blgi e g S ) ax STyl ul el G2l &
Colibgo pis )> dly) N3 sgw | Jg 2k (i las
A4 (AA) 3l phlen b b )h8n » oag
bl CusBgo slowy Boi> jgdie & Cunl )13 ST ) 0
Pl wles cwS 1) cul amels o atwls oS
Sa9re Syl Ohlow CLSS diej 5> @y slasiagh
ellid e 4 colls 4 (Sawsy o e (V1) cul
ine @lio (QLolid 5 Slilas aailojls (JSutie (Lol Jle
Slles slpl pioren Cwl s cle wyp Caa
o 589 Jl Solr 5 Jl &) cur ollae 5 calie
355 3 oy 3350 il & Ll sel Sljgys
M)

pla 5l 9p8 23> Olyie 4 CLS 4 (S 059l
Codlw laslubiwl (ol&5,) cas ;3 geMw slacudlys
ol g cuiligy isw ;0 ((W-IY) Dad oo 03 peui
&ly )b oo cueal jlan colsd) 9 CuiS gadse
CadsS 55 g lon Bai> Cole) oS S law ol
&Sl olo )b sl Colls o cpl jo oY) Sl ooy
2l g OS5 Sl (S 5ol 4 5l
oSS 4 Jge yob 4 aalggu Cede Cullye (LS
3 e Syl bl auSThadg o ) 3l g (S
(V0) sl asly 295 Sl b

ot i len 4y Bl e oS ladlls lol
3ol » s Jelss g ol (S pole oSty by,
W3 o LS gl 0ol plosl VYAV sl b VWAS 393
€56 355 ol ) bliMo By s JuiS | bl 45
b (dhae (il pgad 2l Jos Brgw b 6 (JB
b (Gl b Ko a4 guyiwd pas g 5l Gl sl
Sl g canlio B 5,68 55 ol il b3l oy YAIY
pis 5 Loy VYV L (oo JB e b ST cleMbl

aload jl cols) pae) sdd &l Sloyy cudlys jl culs,

douds
5 e spuie Jol 4 dag Copte (ng sl 4lai
P s o ol glolie culsy e
g bl plas )3 98 e (A (Lol sl pS e
IS ol (g srolfiws closs 5l pye ol 33
B dng g 0y 9 guel)S o (Lol lagasls
(2 Gl cuaS Jud 1 oleddss g (V) g e
Sl 5 52,5 Cors gy 5 8, (SisSe
Cold ghioild) coge &S Cul ol e cwlo
I AY) s Agd coliws (e 5 NS
i 4 laglajle Cusid g Cuidge 1 CodS GBS Bk
dge b o] Jeme &5 o lejls s oS cu
b ol eljls cloyly ol ynie claculss el |y 365
Sy dimled o6 wilodly )8 cuas Slis 5 cuod JBls
(V) a2 dobsl agd ol 4
oy bl loand 3l ol gl Sl cuay
el (sloal laog S Boi> 4 1) Slear (oole golra
IS gl @ ghlan cul o3ges Cla liloy alo
oy Bd 4 slel slaog S o imiscad
Jole cnl g awils j18 jlas joyme )3 (golaidl 5 eloa]
B> porde 4yl Boi> (ol on el ol a2y
() 2ol o
Oley Boi> 4 plynl 5 S50 sl ol Bl gl o
sl B cudle ple s oSSy bl edlgls
@ ol ol clad al)l Sl alS 5 gl ley
B35 sl ol 4 g odg cably cudlye (IMS] claais
5 bl oaiS uSele Jlon culsy S 55w 51 0)
Jow 39> oley plise g ooy QLS 9 K3 LUl
(5 ) ol oy CusS 35 6
slodges i)k (S e o cunl S5 LB ppinen
ojes 1> 331 STl g b s ,S s o IMS] (cla ;)
4 g ple D)5 0 b 4 pILS b il
V) ol JLs 4 1y colss 5 nls)b Juol oyl cole,

Y-y

AF 45 90,5/ pod (goyloss [ w233l (50595 | Caodhs SleMbl iy o


WWW.SID.IR
WWW.SID.IR

Ol slas 3 Olyla DL (glasn

O3 o el 0390 S pe ok 3l EMSke (o ol
039 (Sjke ol g (omas sl ¢ olgn (slaol) 4 Log
pie & baye GLKE pow g0 adllae oyl ololy cuwl
Jos s> 9 Jg> loj 53 45 Canl (Sl 0ol ) 2y
S ygiwile 51 b 3)lae plcanl 030> &) Hlows Cumdg jd
@ gl G 9 B Sl gl cundy (SBU
A) Conl &l yuss

2 Sheslen puiliysl e 3 o5 sladlas > Wong
2 3 kSl (Bly 1oy )1 e ials plosl 5K
@1y (e 09)5 po ) (SLE o3l Shad Gl (o 09,8
ol S ol i 095 lan > iy JS s
s 09)5 30 (SLE oLyl e i oS ol Lis adllas
ANocpr Ju £ YL oLl o azsh I Jle £V
Cool 48)3 Cjao jlow | e (60,8 bwg LIS ws )y
()1)

LIS wyp 4 & A5 » gladles > Zengin
P Lol JSie o ol cand mls pl 4 dg adlyy,
&S Canl o3 (S slacadlis 4 baye olylew LSS
4 by doy VIY loyy uls,b 5y50 G0 Moy VY
(Vo) Casl 0399 Ll pnseis

Y5 a4 baye GbKS (SawslS adles S > Taylor
@l 1 L8 ey 3j90 ) LysiSag 53 iliygl S
SIYEIY 5 0l Gayb 5l blKE YY/A Db lis asllas
4 ol @l gkl LIS 1o )d FY Ll 0dg 4ol 5k
4 baye GLISE Mo )3 YY/Y g 0 (0155 jlews 1 e
dopd YVE Cwl 03y ble jasis L SBL ol
o )d WISl 039y loyd )3 33 b a4 bgyye o2 LIS
g9 Jlow slp & Cunl 0l > 1S Culs) g0 &
(YY) SlodyS™ olgd yie ol jo 5 Ll edld

Aot das e o Sloyd 3STye & dloly LIS sy b
ol L g 3500 (plolid |y ohlen Loyl slaala
g Slojlw 3lse ol Cap (o)l 5 Sy gl
cor b S0 Oyle 40505 wl)l jogad ol > Sl

AF 5 g0 y3 [ pgd (goylouds [ w23l9d (50y93 [ cods SleMb] e

o YVE L (0)0 g a0 b cunlio Jy8 pas g (gloyd
MY L 28y OMpns 39 SLISE Clegdge (5 yi
5 4isn olisn e 18 oS Jold) 30 plo 5 2oy
(V0) asls HI)8 gam slaady > 0o 3 VEF (ple
LS wyp & & Gladlas » ullSen 5 (SN
OgpenS 4 038 glal loali 9 015 iy 3 (b yguad
Slamd oo i sl aslyy SelB (Sij lojle (S5
g0 AV Sy jpad ColSlia baye odigy VA
Obj 4idy (S y9ab §l ColSd 4 bgyye (10)2)V/FY)
ol 93 sgad )90 BV 53 Wmokig JS 51 g 029 el g
A Cuwl o ol mls picmen g o Fy loyd
(Loyd FYIVY) 0390 jlows gd &y bgyyo ol (o yidien
ColSs it g 0390 AL S0 il Collls oy pieS
83d & ObISS liee S 5 (ljier (laddllae 5
> Sloj 0)9d dw )3 (g (KB gmemeS Glejle >
ol o Hlis gl wisly JlE w000 |y calise Jlu
O30l 5 155, 5 Colss D)0 ATY goeome jd o
oy lalls GLIS p) ol cde 5 cunl 033)5 cud
(V) cuwl 0399

Ohlew 4 bgrpe LIS aoyd YO oS ol )l kS
g Jlo Fe=Fr hlen 4 by dopd W Jlo £o YL
3 Gl 039y Jlo ¥ 5l 68 low 4 bgspe doys VIO
2o VL S g Bad o 2lyie b sy
(Y) Slodguwy S95l8 als yo 4y LSS

bl 1l YL 5l S py &S Gladdlbs > Howie
R £9 5 > b | laodigy sl ol
s 03945 45 2l L guls 8,8 J1E w390
Vedg Jlo ¥0 ol oy (uke 9 Jlo YA B YY1 LSS
Joy)n Lo D A% ‘LS“’?'Q("’ wm )9;.4.‘3 LY) 109.3).& oy
Caol 0350 90y ade Mo W bare ohliwy &

Y-A



WWW.SID.IR
WWW.SID.IR

SleMbl gyg) oz (slaolo (35 glito &y g |y 85
2 Olwylen o 5l ond gl yseil GleMbl (liwlow 93
Conl S5 p3Y sl ool laadly isw 5 4Blas Jolis
4 058000 (Sslaer plisjlon 2 3 45 plaedls g5 &S
95 ol g3y (S liwylew o] Glial g (o liKawlia
S gbles 5 Ghlen SS90 CleMbl Gl jlog
Sl 3 Colsd g9d90 Al Gliwylan )3 09 o &l
Edge o oljlen 0 Jy d9de Spgleer Ui
QUSHE aliali 3)55 5 B > g ol 5L colSs
ajp g Cuble CusS pliwlon (D) 5 (oges filue
Sledbl (5] @lisMe cole (sl g Lo cud
S5 gk g le (Bl wloypme Al 1 end (o5l gex
Ll ooy Jdow i3 18 oo 3y90 0,8 Slasuine
@ adlas oyl 4S5l 4 a5y L b pbul Excel S8
iomis il bl gl s plnil g @50
sodly a8 Tn canl suis edlatwl st oo bl
Slr el ol gl e 03 g pliwjlons 9 )3 925
255 alp oSty
Laassls

pheo J23 o ol Wl Gliojlen 0V Jods glaassly
Cunl 0392 (I3l @ ) Jlo (b p> (S oISl culs
IS e 5 e il ials L 8 ol 4yl |
SIS ped whew Jlo Jdb )3 glun I (Sap
]yl jlows 53 sl 03y olaid] 0gd 4 1) oyl lews
Loy CLISS wrew (il pows 9 p9> «Jol aalo )
pilee drle dw g Cul dg ogas sladdye 4
old olaidl 05 4 olleys 1) ColSl ppuw oy ks
o]

oles 3 e bt il liaslons 3 ¥ gl slaasily
B dopd it o 4 (gdudyes WYY Lo pod ole i
Sload o Gl & (Sawy daly ;0 SIS 51 g
Jb 53 (1e)d YY/Y) Gl zuls jidn pheo Lidwl olo 53

)JL» b Comd olo O’l D (e Lol o83l u_gl.s =gy

¥4

4 yomie 48 gl Jles o e LIS 5l ol mls
O ygmo SMsl g ololid 1) colls & pladl g ls)b
LosS aad s obls oyl 45 Llos aiSL oy
Gl ) gowd 8L 18l o Slojl Ay (slo Lol
sloiely 5 (SIS g oy S oS e WS e plo
5 hlost b SIS (s a3l 1 e iS5
Comdy G Gion ol 5l Bue 035 o Lol lalyen
Obiwwylaw 93 4 o0 S danlysaly 3l GLISS 4 (S,
1l 390 3,8 oS3 Sl pladol el (S0l S
Olo=o Lo el 03 ol £ 9550 ¢ oSl e
iy 2555 a3 ol S 3 o 1y ln il

3900 o181 o] 3905 By &

S By

SIS a5 ] 5 @S — oy dlaa
Coxin Gliwslew 93 g ol I jeome A3l g &S Canl
lgie 4 gl 5l (S b el esls (gyglaen (b0l
oges Oyl plgis & (S g (paasS 358 (bl
doly @ panlie odigy adlae 3)50 drels Wl bl
h9y 3l SR Gl e pljlen 9> eSS
3 b odlatwl yoyiwd 50 sbeedly & dsgi b g (gplawd
2590 VYO 500 liwylos 13 9 2590 WV ki jlow S
990 dlwl awyp g sdalin 5l laodls (6y913,5 (cly 29
Orzeed b odlatwl ljlew GLKS 4 (Saw) daly 40
Cmaasie bwg &S g Kol ol (gy9l3,5 ¢l
o 485 8 aal o)e ol s 9 sose s
O 4l OVl (9 (Gus 4 dagi LS oolital
o » S s ooty adllas oyl )5 090 LU
ISl b ylows 50 8,8 518 oy dy50 (gudiye> AN
o g0 4wl ¥ SSE 4 gandyes ) Jlo sl
¢ oo Olysd 4 dagi b o ol o j0 bl .c8)5 1,8
Iy sdudyes A Jlo jlole ¥ claedly sty o Siimg s
cle leMbl (gyglaesr cand o S gl
8 an 3y9e CLISS domts (gl 3)50 3,8 (LSS

AF 15 g 30,5 [ pgd (g0yless [ w233l8d (50593 | Cuodhs SleMbl iy o



WWW.SID.IR
WWW.SID.IR

Ol sloss 53 Olylagy SIS (Slaw

Sz P 4 bgpe Jlo cilize (slrolo )3 ColSd wpew Gk by pte plo bwg LSS I (5yide prew daole
Suday &S Jad o i badl .cwl edg gyl S Osd GLIKS Gl e AY (0 oo sl sad edld
by ol o o colSis 4 (Sauwy doly o b wblSs olo 33 5 Mo VWA papo olo jd .Cuwl sl (BL (S,
e (il ek (Cawl o 48,3\ 5 dlale p8 ol o 035 joi 3L (SLs 4 GLISE doyd Vo/F il

sl 0392 bl CuieS 4 by po LIS Oy o lojlow D 3 0 Ll ¥ Jods slaasdly

G ) Jlm aals de SSE 4 Al Ol ley 50 Sl Candy Sl s N dadr

of/f 4 £Y/4 o) *4/0 % vY/5 A iy 8
A/ YA ¥4/0 % 1/ rv YON o) Sl 43

. - . - iz q VP Y Slsl 55 Sya s
A ) Yo/ \Y Ve/4 W Ve /0 \o Slallasf fow 8
/Y v v/$ q (DA Wy 20 4 Slotst fiw
Voo 4. Voo 5! Voo 114 Voo \FY S
AO A Yo/ vV A% \y YA A\ o503l
£Y/% ¥ \Y/¥ Y VV/F \12 Vo/¥ Y. oSileys

. - . - v/A A ZA1 \Y o5 ¢SS
/Y ¥ VoY A AV \E VIV 10 SISk glausts

. = . = A7 o) AA WV St g ,lsl glads1s 390 Al
/Y s \Y/f A Y/ \ \ilkd 4 445 gal s
AO A /5 A \F/A e \Y/F 17 g 9 Slawals

. . a7 \$ \ai W IV Y Sy 5 sl

vF Y *\/f o WA £ vo/F 4 o Sla b5
Voo af Voo 154 Voo Y4 Voo V4¥ JS

‘5..\:.3_;_95- \vay Jle r‘,: ole u&bqul C)\Lu)la.:g)a ngm @lﬂ d‘}b} G)"; :YJJ-\:'-

LAZANA Y. WA A B b MY Y N Yy o de s
VAT YV FF ¥ ¥ AR A AV Y VYE Y Aoty ysedd Jo SIS

AF 5 g0 y3 [ pgd (goylouds [ w23l9d (50y93 [ cods SleMb] e Y.

WWW.SID.ir


WWW.SID.IR
WWW.SID.IR

0L 5 ool

Skt VAN L pgs ole i S 4y il Ol sl 3 SLIKE gl G115 w58 Y sl

2L 5ol osls el LSS

A% v A Y o 1) . A 2 A q
LBC;.:J._!—\.A
. . . . IN% IN% . . . . . . (of“:““i O3b) yabetial
Yoo o) Yoo T T E RS P V. S PR £ P MY 5 e
Voo Y /S VA LU ER U v S R CRS PR | o R R q) Sl weds els 5L LIS
4oz oals 55k Ll o Jo LSS
. . \NA q . . . . . . . .
S
Yoo v Yoo L 7S E U - S R R P o R P 43 5

6.\:.3:,}5\**\ J GT«;B;A 6Uab &1145 4o bb)\aﬁ 22 C.gm by @'JIJ'; GJJS :Y‘d;-b,-

1YY Ldwl ARSI EE Jl 5ele

Loy
£0 A Fo/F0 o Y&/¥ A \alhs 4 i a8
\td 1Y 4/ ) 4/ \ Y4/¥ o Sl 53
v\/f \$ FO/FO o OF/0 5 o/A ) Solsl a8 s 34058
. . . . . . Y/ f Sleds OLS,87
Voo o) Voo 1) Voo 1 Voo 1% 5 e
4 (S ey ol o
MY o \kZhi £ AV/A q vo/¢ 4
Sl ok fom S
b S 5L
Y ) arid v 4/9 \ OAA \ U
Sl 03 55 s an
Aol oS SLS
/A o . . /9 \ o/A \ < s
ol odd gyl YL
oo o) Yoo 1) oo 1 Voo 1% 5 e
B) 9 o gee Jilus
Va/8 Ve Yo/f 7 4/ \ FANY v P s
Ol ylay &
SN 3 ge b b g0
#YIA rY OF/d 2 aits v FA/Y v bl e kS &
VIA £ a/9 ) /Y A \V/§ Y a4y o
Voo ) Voo 1 Voo 1 Yoo 1% JS e

AN AF 15 g 30,5 [ pgd (g0yless [ w233l8d (50593 | Cuodhs SleMbl iy o

WWW.SID.ir


WWW.SID.IR
WWW.SID.IR

Ol slas 3 Olyla DL (glasn

WA J pod dnle dw jd Al fliwylen 5 ol
M pyide Jw gleole ple & Cawd g0udye
LS sl pyieS pyles ole dw 40 5 (YFA) LIS
blSs alyl 0956 3y50 p> AUl el oud cud (Vo)
Caol i o JeS b a4 cledbl
pbol LSS > &8 sladles > Siyambalapitiya
2 bS5 e OF & duwy aed ol 4wl ol
P Ao ¥ wwl o Jl Ve il Gt ol 350
¥eo il S hlew 3550 50 2oy VY 5 Jlw £ ollow
6B Sl Jlo Vo YL g 09,5 pd Cuwl 039 Jlus
Ohlew 1oy A% ddllae oyl j5 Cal 235 Hlow 355 5l e

(VF) 4 (2l Joee 3 (233 yde g i b
3y90 VSV goaime )3 A4S o by 3¢5 adllas > ST I} pe
Slge 1 GLIKS 1oy VAUV g ol Cud (S ol
SOk D9 Sy Ol 4 bgiye 3)lse plo g (ol
b abMe ¢y i JuiS' b p30 «ulSd 3550 £5590
pae g dopd V¥ L cwliol byl g duops YAV 50
EMegunsd edaopd YV Lo )l oloyd cudlye 1 cols,
& dog bl )8 (cam sloag) p aod AV L el
bl 5 bobMe cdy ad JuwiS big 36 Sl
2 ailie Lo culss 5y50 Clegdga i i casliol
ke 2B e adlllas 5> 8L jlaise Ll laojs> ]
D dod EYNV L i 4 bayyo lydl 5l cols Jlgl,8
Cadly Jh8 (gam ay > Lo NIV L il ol
3,8 3550 50 JolS wleMblies liw)log 3590 1> (VD)
ke Al oyl jlows 53 Lol Wbl pod o s )3 ColSS 3550
@9y iy W Jlo (b (Sap ol ) colke
sl ol Gbls 5 ol 4ol bl oy il
e Jlo Jsbo ) ()l )38 ¢ Sy 3 1 g
4 5 Caol 02y Jolad] 08 & ) i jlows SLIKS pgd
anle £ S5 4 ColSil )90 3,8 3)90 55 @l K b
e i Al pliojlan 3 gy WA Lo pgd

CpyeS g oS g oS 5l SLIS (e o i S

AF 5 g0 y3 [ pgd (goylouds [ w23l9d (50y93 [ cods SleMb] e

[WE)

w29 b o pledel pliw e adlas 3)90 sbyliw)lon 5>

G (Shy g @ld p w gedge (ol Cueal 4
2 Al il ol hlew 4 cwss w1 Lab LIS
Erd9e (nimie D 2y (padly jen Cledbl e
Cablyo CutS 1o AVIV b o ol jlow > ol 390
caoliol 3ygd p liojlow o &S Jb 0wl ody
Cawl 0395 ColSl Juo > oy S (elyd doyd VIV L LS
o2 &uf JolS j5b 4 Colsd g9i9e Al (i low )3
Dy o o)Ll onds Colsll (izw 4 L Sl

31 Ohlew GbSS awypa 295 ddllles > Anderson
b sl &by Wl b lew S5 0 ole Yo ok
e it canliolb blo ) &5 am3 e Lt adllas )
BlBde 9 zedg b dlge 2oyd AV )3 g 03 CLISS
(VY) sl 0sds o o8

Oy g G5 Sk &S Dy ol lo (glaalls jo
JUSTIS{ PRI RS JCOV LSRN H I BPC SN VS S L 3
Cuoud g Llodls <S5ye (g)pad (S pllas Glulis )
Ok canlial Joled 4 4 by oSl 5l loses
Sl Sl G )8, Cul 039 Jlow 5 Sy
3 Glodas isu g98y glo Slgi oo slan plp > S35
(V) 295 w8

5 b plool Lil)Sen 9 Entman luwg o5 gladles
S 1 0ol Ui 3,5 ) sasS ateS Ky by
g0 &S SUj planste ple odd Ll olopy cuiS
T3 55m o8 Slansts 4 cuns a5 )15 culss
oldlas o 0yl (b pxe Golds cuwl onds oIS
Caa ook Jole loyd cutS &S il ol o (6,500
S Jbo > s BT S g ohlen ColSs 4 pladl
ColSs 0y90 Cleguige dlon I Lo dalllae (o closd coas
(V) Cawl 039y Vb oy b

Sl oblls wsp S o glubs o uoed
039 (Al & gy (aedyed WY Jlo 3 (Badsas 5

Y\Y



WWW.SID.IR
WWW.SID.IR

OSee cily g wlalsT cols, 81 g Hlew pume ol

(Y0)29 oo gy 5l colsls Lials 4y ol
Obylon )3 OS5 I CLIS (135 YU & dgi L &ly
bl ol geals caa o bdgein; opl 5l e oo Al
Al b jlow 50 Cold 5y50 Ay oy yioge Cuildy pad
L olea 5 bl ool Llody ogad (sladde
e (B eVl pliwjlan 3 pogad slaadys
Gl 0398 szl o Slaidy sladsly l colSs 50
boglalen o ohlaw (oled g 2ld sy o @
Ol 28biee 05 sl et job 4 Sl slaasly

2 o lwylen pd odd zilae GLKS s b akaly
bl & Sy ol o Glls 1 asys VY e
ly @ &8 SLISS 5 Ol npeS 290 53 9 08 >
Ol CpnS @l dop VIV L wlouds ooy gla )l 5YL
Loyl el &S ol opl sdimd L g8 opl &S LSb 0
odd i dlate Wlodds zylae a5 SLISS ol 3l aBT 58l
4 Jlo ped oo i (soles o 50l liwylow ) Ll
A (Sl 0 LS 5l aae BB s ) wiawl 3>
LIS gty phw il oo jd Lbiloss s LIS
2 opizmed sl odile Bb wyp Jb o (M) ¥Y/Y)
by SIS 51 (s wew dole plu &y Cand olo )
o2 OV (60 ole jd ] o 03Dy Fwly gyt plo
YAA et olo 53 ol oo 8L Sawy oy LIS
153k S 4 CblSs Loy Yo/F wawl olo )3 g do
LS o olo 0 adlls > 55 LBl e ] sais ool
o @l b &S 2g il > e 0 LIS dusyd 0/
5o gt on o 2Bl e 2> Sl on hagl
B2 00l o yieS L g 505 ¥ e pd GLISS duopd AV/Y
P obls 4 Sawwy ;o S 0l8l b aslas wll p &
e ) SLB (1SSke yobo 4 8 Gl © b low
& olacydgise dax 51(V0) Loy ol > 9y S

JolS el pas v anlge 1 b addlae ol o) Kiiimg

Yy

BBl 5 (g WUy 9 )1 4 bgiye SLISS (e
uligl isw jd &S gladllae > Wong .cul 039 Jos
ol as ol plis winly pbxl HelSiw (Sl low
Sy QWS g sy 5 Sdp jl cwliel bl
had cudlye gladlibiol jl colss as” Jb j> g (golus
(V) 39 833, 5l

) sy BT pae Yl ol cpl s sy Sl 4
Ll & ol ol el 4 b aS sl o Bsis jpuiio
owls)5 5 baghyls wb by e s plo wle
byl ) ohlen LS (L plojiJes 361 5 (oboke
Joe o Jot GBI 4 U Gopdy ) g 1) A
P 3l o) inl S (e WS 5 Xy e 8 (A
3 ohSen o Sl ailanily colSd 350 eSS Sleyd
JYS-+o B CO SRV 2 V) N 1 IPC PV SV SURUN
(BT oyai o g i 5 bhwgie i ) lan (398>
Sturad (U1 Col a5 o Goi> jpito 5l K35
sodin Jl i (BT a3 ) dg2g ()l gime
ol J> sl g 2,16 418 Jad 3550 (s )5 jlaws (5>
(VF) 255 S jgo oomlio (s32y200p b Al

a8 dgr ol b S5 5l GbSE s Gl ki jlews 50
sy e cpl 0 o ladies Ll e b g
Lol als ploc! ng dgupe S 5 (ol g U.mlfi Gl dils
dox I (2B 5 (oges hlue 9 Closd i IS 0
bl o el Bl imgh cpl ) a8 Llodgy Jlegbge

IR N e &S ladlhs J‘”l"' ("I"L“" u*’L*" b
S S )bl alej g cung 4 bgye eSS
Coley & A5 o lo wwl @l s bl SelB

e bL3)l (o)l (slabp o g Sy 3

S o ol gllen g jlan b gl 0I5 5 S
2 3l e S pas ol el (o )lee 5 leyd
(SEjy GBI 3 ey g yetue adllas ¢ Sloyd i
I oSS elitel Sy S5 aps g pY Ojlee

sl ol 35 1y ol (Sisel (sleoyey &S ola b,

AF 15 g 30,5 [ pgd (g0yless [ w233l8d (50593 | Cuodhs SleMbl iy o



WWW.SID.IR
WWW.SID.IR

Ol slas 3 Olyla DL (glasn

5 Cudlye 1 olo)l 5l eoles llen LSS S g o
Sl g plwyles G ey sad 4l cwss
Uadly &S Lud Cwsd il el (0 390 sl B
Sl e pllas 5,59y S ST S o eSate ) Gl sl
dbwl s log S asgemme )3 Ghlen LIS 4 (S,
ConS Al ws dales o lejle 3,Sles LD & g
OslS STsl a4 g duslie )8 saled Ty ) 55 cudlye
g Cauwl Il wisn bolnyles o LIS el
oz 038 lulis 1) JSuie pld (lojes Sl o0

29)) & g3yl (gjya0b

Laolgiciag

295 sals) dex jl sl (glaicn den b cunl L3
oMl M (gladsly 45 b 923l o sepsl Silo
Ay dawgi Caz 3 glbbe ol g bl b cuslise
L5655 3] 3l D

LS 5 cede A laasie ol epdle
5l 5395 dobs drols L b 3 oDl Sl MUl
dox 1) ohigel wlie ag 4 pladl U (slagsuiallys
SLAB L 5 ool «s)luid (g5l dlse g lacolucy
Aol (e S0

(a8 g Sl

S adllan )90 laglioylog (LS 5 GV ghume (oolos |
g S slanih daloms 5)Sen Gimgh opl
D)5 o (12)A8

References

Gloole im 3 391 oles SLIE & bgye el
some |y lSinghy g o9 oads . SNl g Jlo
LS 0 lanlow 3 Sge ML & s 45 5,8
GLIS 4 (S )l pla S bpljlen S5k
|) L5¢>1> le.&:o.)‘.) .)95 Slaal u»L.u‘/p PlAS g sl
dunglio a5 05 el ob p9d90 (ul 45 025 0 69l e
Do dzlge JSutio b o) Kimgly sl s lows 93 gl

& Sty plos 4 o] wldlae ) 290 Sliin
3 g 29 a2y ol iluag Sy 5 gl ey » DL
SaS islon apadls Gl §) Job claodls g
0,5 i o Ll oMol (sl oo penl,

o
slp Gl plpie 4 Sl e gk ool jl Jolb b
P @B sk 4 il leley ST 2Sles 23
&S a0 lis @l liwylew 50 ColSs 5y50 3)3 390
oS 5 oSS 5 oSy Sl GLS (e o yiie
BBl 5 (Sgk pldyS 9 )1 4 bgiye SLISS (e
BT pae Yyl pal cpl s sy oo a5 4 .l 0390 o
@l & wil Ghlow o> jsdie I S8 g i g
5 g kel ol 35be 1 o ol ] i
XS 3 05 b Sy 3 LSS o Gl i lons
S5 ej nl 0 & lbdins I cs b g
Lol oy plosl sl dgu0 cas 5> (ol8] g 2T el aily
das ) Lol 5 Lages Jluo g clats caiS JS

1. Sahbzadeh M. Evaluation of the Plan of Respect Clients in the Industry clinics Isfahan in 2005 [Thesis]. Isfahan:
Iran, Isfahan University of Medical Sciences; 2005. [In Persian]
2. Fong N. Clinical Governance standards for Western Australian Health Services. Australia: Department of health

government of Western Australia; 2005.

3. Starey N. What is clinical governance? Hayward medical Communications 2011;1:1-9.

4. Kalroozi F, Dadgari F, Zareiyan A. Patients’ satisfaction from health care group in patient’s bill of right
observance. Journal of Military Medicine 2010;12(3):143-8. [In Persian]

5. Jolaee S. Phenomenological explanation of patient rights. Tehran: Tehran University of Medical Sciences; 2007.

[In Persian]

AF 5 g0 y3 [ pgd (goylouds [ w23l9d (50y93 [ cods SleMb] e

YVY



WWW.SID.IR
WWW.SID.IR

6. Dadashi M, Andarzhabibi R, Habibimoghadam A, Jilani M. Satisfaction of clients about the respect the rights of
patients in the Private Clinics. Irainian Journal of Medical Ethics and History of Medicine 2010;(Special Patient
Rights):61-8. [In Persian]

7. Rashidian A. Rule of clinical services at the Tehran University of Medical Sciences. Tehran: The capital of
academic policy development in health systems; 2009. [In Persian]

8. Akhlaghi M, Tofighizavare H, Samadi F. Malpractice complaints referred to Medical Commission Legal
Medicine Organization in the field of obstetrics and gynecology during the years 2001 and 2002; causes and methods
of prevention. SJTFM 2004;10(34):70-4. [In Persian]

9. Arab M, Zarei A, Hosseini M. Awareness and observation of patients' rights from the perspective of patients: a
study in university hospitals in Tehran. Journal of School of Public Health and Institute of Public Health Research
2010;8(2):77-86. [In Persian]

10.Jolace S, Nikbakht-Nasrabadi A, Parsa-Yekta Z, Tschudin V, Mansouri I. An Iranian perspective on
patients rights. Nurse Ethics 2006;13(15):488-502. [In Persian]

11. Sedaghat S. Review Products. Razi Journal 2011;22(8):87-90. [In Persian]

12.Entman S, Glass CA, Hickson GB, Githens PB, Whetten-Goldstein K, Sloan FA. The relationship between
malpractice claims history and subsequent obstetric care. JAMA 1994;272(20):1588-91.

13. Studdert D, Thomas E, Burstin H, Brett I, Zbar B, Orav E, et al. Negligent care and malpractice claiming
behaviour in Utah and Colorado. Medical Care 2000;38(3):250-60.

14. Winkler F. Complaint by patients. British Medical Journal 1993;306:472-3.

15. Mirzaaghai F, Moeinfar Z, Eftekhari S, Rashidian A, Sedeghat M. Reviewing complaints recorded at three
hospitals affiliated to Tehran University of Medical Sciences and the factors affecting it from April 2007 to Februery
2008. Hospital 2011;10(1):19-28. [In Persian]

16. Jafarian A, Parsapour A, Hajtarkhani A, Asghari F, EmamiRazavi S, Yalda A. Survey on Complaints Records in
the Medical Council of Tehran in 1991,1996,2001. Irainian Journal of Medical Ethics and History of Medicine
2009;2(2):67-73. [In Persian]

17.Chavan R, Porter C, Sandramouli S. Formal complaints at an eye hospital: a three-year analysis. Clinical
Governance: An International Journal 2007;12(2):85-+92.

18.Howie W. Anesthesia related lawsuits in Maryland CRNA & anesthesiologist claims HANAT. ANAJ
1998;66(4):394-7.

19.Wong L, Ooi S, Goh L. Patients’complaints in a hospital emergency department in Singapore. Singap Med J
2007;48:990 - 5.

20.Zengin S, AL B, Yavz E, Sen C, Cindruk S; Yildrim C. Patient and relative complaints in a hospital emergency
department: a 4-Year analysis. Tr J Emerg Med 2012;12:163-8.

21.Taylor D, Wolfe R, Cameron P. Complaints from emergency department patients largely result from treatment
and communication problems. Emerg Med (Fremantle) 2002;14(1):43-9.

22. Anderson K, Allan D, Finucane P. A 30-month study ofpatient complaints at a major Australian hospital. Journal
of Quality in Clinical Practice 2001;21(4):109.

23. Siyambalapitiya S, Caunt J, Harrison N, White L, Weremczuk D, Fernando D. A 22 month study of patient
complaints at a National Health Service hospital. Int J Nurs Pract 2007;13(2):107-10.

24. Davati A, Seidmortaz S, Azimi A, Saeced A. A study on the knowledge of general practitioners about the charter
of patients’ rights. Medical Daneshvar 2011;18(91):81-8. [In Persian]

25. Athar M, OstadAliMakhmalbaf M, Davati A. Study of medical malpractice complaints in the field of
dermatology and cosmetic, in the coroner’s Office of Forensic Medicine,province of Tehran, during 2002 to 2010.
Dermatology and Cosmetic 2011;2(1):17-29. [In Persian]

A AF 55 g 3)5 [ pod (goyloss [ w233led (50593 | Cods SleMbl o



WWW.SID.IR
WWW.SID.IR

Olaslag 53 Oy LSS (o

Patient Complaint’s Profile in Teaching Hospitals of Isfahan*

Alireza Jabbari', Raja Mardani?, Maryam Mofid®, Marzieh Jafarian Jazi®,
Elahe Khorasani’

Original Article
A

bstract
Introduction: nowadays, complaints handling is considered as a necessary part of healthcare systems for
enhancing patients' satisfaction. The present study is to determine the state of the complaints handling of
the visitors of Isfahan educational hospitals in order to identify the challenges available in this process.
Methods: the method of the study is descriptive and its design is retrospective cross-sectional. The
research environment is Isfahan educational hospitals among which two hospitals were selected for the
study; one of them was a subspecialty hospital and the other was a general one. The population of the
study includes the complaint cases of the visitors of the hospitals' complaint unit in 2012. In one hospital,
there were 1203 cases and in the other there were 125 ones. To collect the data, a checklist, whose face
and content validities were confirmed, was used. The data were extracted from the cases and using a
frequency table created by Excel software program was described.
Results: based on the results obtained from the study, it can be claimed that in one of the hospitals, the
most cases of complaint were about the quality of services (63.6%) and public as well as welfare affairs of
the hospital (43.1%). The complaints about the medical staff (45.45%) and administrative staff (54.5%)
had the most proportions. In the other hospital, the proportion of the complaining the medical staff had
been increasing during the year, however the total number of the complaints had been decreasing. After
the medical staff, nursing staff (39.5%) assigned the second rank of complaint proportion in the hospital to
itself.
Conclusion: the results obtained from the study can be as an experience for reforming the future
performance of hospitals. In general, the results of the complained individuals in the hospital A indicate
that the most proportion of the complaints was about the physicians and learners and the least proportion
was about the technicians and experts of anesthesia and operating room. It seems that the reason for these
results is first the physicians' and learners' unawareness of patients' bill of rights. This bill of rights should
be considered as important in teaching learners as other scientific contents. In the hospital A, the reason
for complaining the physicians had not been recorded, which by recording them, we can be aware of the
weaknesses available in this regard and do appropriate deeds to improve them. But, in general, the quality
of services and public as well as welfare issues are the topics considered as important in this research.
Keywords: Patients' Satisfaction; Patients' Rights; Hospitals, Teaching.
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