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Abstract

Introduction and aims: Health workers are at the forefront of providing health services in
villages that need to have sufficient knowledge and skills to provide appropriate services, so in-
service training can help to improve health workers knowledge and skills. Therefore, it is necessary
to evaluate in-service training. The aim of this study was to Measuring the quality of in-service
training to the health worker at Kerman University of medical sciences.

Methods: The study population of this descriptive-analytical study included health workers
working in Kerman University of Medical Sciences in 2019 who were all enrolled in the study by
using Census method. Data were collected using standard SERVQUAL questionnaire and
analyzed by SPSS software using descriptive statistics and Mann-Whitney U and Kruskal-Wallis
tests and Spearman correlation coefficient.

Findings: Despite the negative gap in all five dimensions of quality, including: assurance,
accountability, empathy, assurance, and tangibility, the highest quality gap in university
educational services was related to the assurance dimension (-11.912) and the lowest to the
empathy dimension (-4.506). There was no significant difference between the quality of
educational services in five dimensions and male and female students (p >0.05). The results
showed that there was a significant inverse relationship between perception of educational status
and age (p= 0.026) and there was a significant relationship between perception of educational
status and work experience (p = 0.021).

Conclusion: In general, there is a negative gap between the expectations of health workers and
their perceptions about the quality of educational services at Kerman University of Medical
Sciences in Kerman. To reduce this gap, it is necessary to rethink the way in which health workers
are trained.

Keywords: Quality gap, Needs Assessment, Training, Servqual, Health worker, Educational
Services
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