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 چکیده

لازم است برای در خط مقدم ارائه خدمات بهداشتی درمانی در روستاها قرار دارند که  ،ورزانبه و اهداف:  مقدمه

تواند به ارتقا دانش و ؛ از اينرو، آموزش ضمن خدمت میبرخوردار باشندارائه خدمات مناسب، از دانش و مهارت کافی 

 کيفيت سنجش هدف با مطالعه اينهای ضمن خدمت ضرورت دارد. لذا سنجش آموزش مهارت بهورزان کمک کند.

 .شد انجام دانشگاه علوم پزشکی کرمان بهورزان خدمت ضمن آموزش خدمات

 دانشگاه در فعاليت به مشغول بهورزانشامل  ،تحليلی-توصيفیاين پژوهش  مطالعه مورد جامعه روش بررسی:

بهورزان کليه  گرفته شد. بدين منظور،. حجم نمونه مساوی جامعه آماری در نظر دبودن 1398  سال در کرمان پزشکی علوم

 استاندارد پرسشنامهچک ليست مشخصات جمعيت شناختی و  ،هاداده گردآوری ابزار. به شيوه سرشماری وارد مطالعه شدند

های توصيفی استفاده گرديد. با توجه به نتايج جهت ارائه شاخصهای توصيفی متغيرهای پژوهش، از آزمون. بود کوالوسر

 ويتنی من(، لذا از آزمونهای ناپارامتری p<05/0موگروف اسميرنف، توزيع اکثر متغيرهای مطالعه، نرمال نبود )آزمون کول

 ها استفاده شد. داده تحليل و تجزيه جهت و ضريب همبستگی اسپيرمن واليس کروسکال و يو

 را خود جنسيت نيز( %1/1) نفر دو .بودند زن( %2/30) نفر 112 و مرد پاسخگويان از%(  7/38) نفر  72 تعداد: نتایج

 34/14±76/11 هاآن کار سابقه ميانگين و سال 23/40±64/9 مطالعه مورد بهورزان سن ميانگين .بودند نکرده مشخص

 ملموس، و اطمينان همدلی، پاسخگويی، تضمين،: شامل کيفيت، پنجگانه ابعاد همه در منفی شکاف وجود با. بود سال

 همدلی بعد به مربوط آن کمترين و( -912/11)تضمين  بعد به مربوط دانشگاه آموزشی دماتخ کيفيت شکاف بيشترين

 مشاهده آماری دارمعنی تفاوت مرد و زن دانشجويان و گانه پنج ابعاد در آموزشی خدمات کيفيت شکاف بين. بود( -506/4)

( و p=026/0دار و معکوس )با سن معنی نتايج نشان داد ارتباط بعد تضمين ادراک از وضعيت آموزشی(. p>05/0) نشد

 (.p=021/0دار بود )ارتباط بعد اطمينان ادراک از وضعيت آموزشی با سابقه کار معنی

 انتظارات بين کرمان پزشکی علوم دانشگاه در آموزشی خدمات کيفيت مختلف ابعاد در کلی بطور گیری:نتیجه

 بازنگری بهورزان آموزش شيوه در است لازم شکاف اين کاهش یبرا و دارد وجود منفی شکاف آنها ادراک و بهورزان

 .شود

 خدمات آموزشی، بهورز، سروکوال، آموزش، نيازسنجی، شکاف کيفيتواژه های کلیدی: 
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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 

 

 

 

 



7 

1.  Statistical Centre of Iran. Selected results of the general population and housing census Tehran: 

Statistical Centre of Iran; 2016. Available from: 

https://www.amar.org.ir/Portals/0/census/1395/results/ch_nsonvm_95.pdf. 

2.  Health chancelor Shahid Beheshti Universioty of medical scrinces. Introducing Health Home 

Tehran: Shahid Beheshti Universioty of medical scrinces; 2018. Available from: 

https://health.sbmu.ac.ir/uploads/moarefikhane.pdf. 

.3 Kharrazian P. Servqual Tehran2017. Available from: https://kharazian.ir/knowledge/servqual-

model. 

4.  Khademi H, Kaviani N, Araghizadeh AM, Jafari MR. Knowledge and attitude of Behvarzans in 

Isfahan city in the field of prevention of oral and dental diseases [Persian]. HMJ. 2007;11(1):91-5. 

5.  Rafieian M, Jamshidi A, Hasanzadeh A, Sheikhi M. Investigating of Job Burnout among Health 

Workers in health houses of Esfahan 1health center in 2013. 2015. 2015:13. 

6.  Asgari H, Kheirmand M, Yarmohmdian M, Rohani M, Ansari Pour S. Training Needs Assessment 

of Health Care Providers (Behvarzan) Working in Health Networks in Isfahan Province. Iranian Journal of 

Medical Education. 2011;10(5):668-74. 

7.  Moein Taghavi A, Aghili H, Talebi Ardakani Mr, Madanifar S. An investigation on oral health and 

hygiene knowledge among  2000health system personnel of Yazd and Taft in. The Journal of Islamic Dental 

Association of IRAN (JIDA). 2004;16(4):103-12. 

8.  Davidson PL, Rams TE, Andersen RM. Socio-behavioral determinants of oral hygiene practices 

among USA ethnic and age groups. Advances in dental research. 1997;11(2):245-53. 

9.  Heidari AR, Kabir MJ, Jafari N, Babazadeh Gashti A, Pourabasi MA, Honarvar MR, et al. 

Assessment of human and physical resources in health houses and health-care centers providing emergency 

services: a study in Golestan province. Journal of Health in the Field. 2016;3(4):1-8. 

10.  Saghafinia M, Nafissi N, Morovvati S, Asadollahi R, Panahi F. Assessment of the Role of 

Prevention Training and Care in Trauma Patients in Rural Regions 2001-2005. Journal of Zanjan University 

of Medical Sciences. 2008;16(64):85-922. 

11.  Mottaghi M, Rajabi Z, Kachuee Z. The Effect of Training in the Field Of Primary Health Care 

(PHC) on Knowledge of Kashan Health Workers (Behvarz) 2004-2011. Research in Medical Education. 

2012;4(1):34-42. 

12.  Karimi S, Javadi M, Yaghoobi M, Fathalizade S, Molayi M. Need Assessment of Continuing 

Professional Education of Health Care Management Graduates, Working in Isfahan University of Medical 

Sciences & Related Health Centers. Health Information Management. 2011. 

13.  Myers P. The objective assessment of general practitioners' educational needs: an under-researched 

area? The British journal of general practice : the journal of the Royal College of General Practitioners. 

1999;49(441):303-7. 

14.  Avijgan M ,Karamalian H, Ashourioun V, Changiz T. Educational Needs Assessment of Medical 

School's Clinical Faculty Members in Isfahan University of Medical Sciences. Iranian Journal of Medical 

Education. 2009;9(2):93-103. 

15.  Asgari H, Kheirmand M, Yarmohamadian M ,Rohani M, Ansaripour S. Training Needs 

Assessment of Health Care Providers (Behvarzan) Working in Health Networks in Isfahan Province. 

Iranian Journal of Medical Education. 2010;10(5):668-74. [In Persian]. 
16.  Saidi M, karimy M, choobdaran K, Khorram R  ,B, H, Koohpayehzadeh J. Assessment of 

Knowledge, Attitude and Practice Educational Needs of Health Care Providers (Behvarzan) Working 

https://www.amar.org.ir/Portals/0/census/1395/results/ch_nsonvm_95.pdf
https://health.sbmu.ac.ir/uploads/moarefikhane.pdf
https://kharazian.ir/knowledge/servqual-model
https://kharazian.ir/knowledge/servqual-model


8 

toward Maternal Health in Health Networks in Saveh. Journal of Torbat Heydariyeh University of Medical 

Sciences. 2014;1(4): 62-7. [In Persian]. 

17.  Fathi Vajargah K. In-service training. Tehran: Samt; 2003. [In Persian]. 

18.  Paridar M. Assessment of Citizens Satisfaction with the Services of the Department of Cultural and 

Social Affairs of the Municipality through the Combination of Kano Models and Slit Analysis [Persian]. 

Pars Modir 2015;1:73-89. [In Persian]. 

19.  Madhoushi M, Zali MR, Najimi N. Building The House of Quality in Higher Education. Quarterly 

Journal of Research and Planning in Higher Education. 2009;15(1):121-54. [In Persian]. 

20.  Jamali Zavareh B, Nasr AR, Shadfar H. Models of Quality Assessment in Higher Education Based 

on the Needs of Customers. Higher Education Letter. 2013;6(23):7-22. [In Persian]. 

21.  Rajdeep S, Dinesh K. SERVQUAL and model of service quality gaps:a framework for determining 

and priotizing critical factors from faculty perspective in higher education. International Journal of 

Engieering Science and Technology. 2010;2(7):3297-304. 

22.  Kitchroen K. Literature Review: Service Quality In Educational Institutions. ABAC  Journal 

2004;24(2):14-25. 

23.  Pedhazur EJ, Schmelkin LP. Measurement, Design, and Analysis: An Integrated Approach. 1st ed. 

Hillsdale: Lawrence Erlbaum Associates; 1991. 

24.  Alves AR, Vieria A. The SERVQUAL as a marketing instrument to measure services quality in 

higher education institution. Poland: Second International Conference; 2006. 

25.  Parasuraman A, Zeithaml VA, Berry LL. SERVQUAL: A multiple-item scale for measuring 

consumer perceptions of service quality. Journal of Retailing. 1988;64(1):12-40. 

26.  Ravani pour m, vanaki Z, afsar l, Azemian A. The standards of professionalism in nursing: the 

nursing instructors’ experiences. Evidence Based Care. 2014;4(1):27-40. 

27.  Gaje NL. The Scientific Basics of the Art of Teaching. Tehran: Madreseh Pub; 1987 [Persian]. 

28.  Marsh HW, Bailey HW. Multidimentiaonal students evelution of teaching effectiveness: A profile 

analysis. Journal of Higher Education. 1993;64:1-18. 

29.  Hiner R, Neville S. Generalizedability of multidimension al student rating of University across 

course and teaching. Reserarch in higher education. 2001;42(4):377-9. 

30.  Seif AA. Methods of Assessing the Quality of Academic Activities of University Academic 

Members.  The First Higher Education Seminar in Iran; Tehran1997. p. 388-46. [In Persian]. 

31.  Gorji Y. The Relationship between Students 'Social Popularity of Teachers and Their Evaluation 

of their Teaching Activities.  First seminar of higher education in Iran; Tehran1997. p. 422. [In Persian]. 

32.  Marsh HW, Micheal B. Multidimentsional students evolution of teaching effectiveness. Journal of 

Higher Education. 1993;64(1):2-5. 

33.  Miron M, Esther S. The good University teaching as per percieved by the student. Journal of Higher 

Education. 1987;7:27-34. 

34.  Farmihani Farahani M. The Relationship between Faculty Members' Assignments and the Subject 

of Their Teaching in the Colleges of Education and Basic Sciences. (Msc dissertation). Tehran: Allameh 

tabatabaee University; 1993. [In Persian]. 

35.  Koozechian H. Evaluation of educational factors of undergraduate physical education schools in 

Iran 9Phd Dissertation). Tehran: Tarbiat Modaress University; 1997. 



9 

36.  Asgarian M. The Impact of Teacher Management on Teaching-Learning Process. Educational 

Research. 1993;2:78.[Persian]. 
37.  Strach L, Freebergand K, Cash W. Gender differentiation in student rating of instruction at womans 

coolege, college atudent evaluation of teaching effectiveness. higher Education. 1995;64(1):294-94. 

38.  Bameni Moghadam M, Rafiey SR. Evaluation of Teaching Quality of Faculty Members in Higher 

Education Institutions: A case study of Faculty of Economics at Allameh Tabataba'i University. Quarterly 

of Educational Measurement. 2017;8(29):1-22. [In Persian]. 

39.  Seif AA. Evaluation of Education. Tehran: Doran Pub; 2019. [In Persian]. 

40.  Flanders NA. Analyzing teaching behavior. Addison - Wesley: Reading Mass.; 1970. 

41.  Fathi Azar E. Methods and tecnics of teaching. Tabriz: Tabriz University Pub; 2003. [In Persian]. 

42.  Bloom BS. Innocence in education. School Review. 1972;80:332-53. 

43.  Brophy J, Evertson CM. Student characteristic and teaching. New York: Longman; 1981. 

44.  Dunkin MJ, Biddle BJ. The study of teaching.  Holt, . New York: Holt, Rinehart and Winson; 1974. 

45.  Mahmoodi F, Fathi Azar E, Esfandiari R. The Evalution of the Quality of Teaching of High School 

Teachers in Tabriz Using Flanders' Interaction Analysis System. Training & Learning Researches. 

2009;1(36):23-40. [In Persian]. 

46.  Honan WH. Ernest Boyer, National Leader In Education, Dies at 67. New York Times. 2011. 

47.  Ramsden P. Learning leadership in higher education. Damghan: Damghan University; 2001. 

48.  Horri A ,salemi N. Evaluation of the homogeneity of teaching materials with the production and 

guidance of librarians and information science faculty in Iran. Psychology and Educational Scinces. 

2003(67):47-70. [Persian]. 
49.  Nabizadeh R. Learning, assessment, and teaching styles. exceptionaleducation. 2004(34):17-25. 

[Persian]. 
50.  Carnevale AP, villet J. Training in America: The organization and strategic Role of Training 

Bass. San Francisco: Jossey-Bass; 1999. 

51.  Ivancevich.John.M. Human Resource Management  .8 th ed: Mcgrawhill companies; 2001. 

52.  Gerber R, Lanksher C. Training for a smart workforce. Britain: Biddle LTD; 2000. 

53.  Chapman R, Wilson P. Total quality training and human resource development: Dogan page; 1999. 

54.  Mirzamohammadi M, Ghazizadeh M .Attitude of teachers on the factors affecting their attitudes 

to education in-service training courses. Modern Education Thought. 2008;4. [In Persian]. 

55.  Walker D, Boud D. Developing models of learning from experience.  Annual SCUTREA 

Conference1993. 

56.  Orangi A, Gheltash A, Shahamat N, Yosleyani GA. An Investigation into the Impact of In-service 

Training on the Professional Performance of Teachers of Shiraz. Scientific Journal Management System. 

2011;2(5):95-114. 

57.  Lotfollahzadeh S. Factors affecting employees 'empowerment and creativity in organizations. 

Urmia: Urmia Academic Center for Education; 2013. [In Persian]. 

58.  Naromoosaei S. The Relationship between Power Resources and Mediation and Empowerment 

Role on Employee Productivity of South Zagros Oil Company Shiraz [Msc dissertation]. Marvdasht: 

Islamic Azad University, Marvdasht branch; 2012. [In Persian]. 



10 

59.  Stewart JG, McNulty R, Griffin MT, Fitzpatrick JJ. Psychological empowerment and structural 

empowerment among nurse practitioners. Journal of the American Academy of Nurse Practitioners. 

2010;22(1):27-34. 

60.  Abdollahi B, Naveh Ebrahim A. Empowering staff, The Golden Key of Human Resource 

Management. Tehran: Virayeh Pub; 2006. [In Persian]. 

61.  Blanchard KH, Carlos J, Randolf A. Three Power Keys, translated by Amini, F. Tehran: Fara Pub; 

200 0.  

62.  ShahrAeini Z. A Comparative Study of School Managers and Physical Education Teachers' 

Viewpoints about In-Service Training Courses [Msc dissertation]. Tehran: University of Tehran; 2011. [In 

Persian]. 
63.  Mohammadpoor Zarandi H, Tabaee MozdAbadi SM. Organizational Training Management. 

Tehran: Road, Housing and Urban Development Research Center Publications; 2015. [In Persian]. 

64.  FathiVajargah K. Planning on In-Service Training for Staff. Tehran: Samt Pub; 2010. [In Persian]. 

65.  Iranzadeh S, Babaei Heravi S. Empowering staff in new organizations. 2nd ed. Tabriz: Foroozesh 

Pub; 2013. [In Persian]. 

66.  Khorasani A, Rashtiani B. Comprehensive Approach Toward the Effectiveness of Training Tehran: 

Training & Industrial Research of Iran Publication; 2012. [In Persian]. 

67.  Kirkpatrick D. Techniques for Evaluation Training programs. Journal af American Society for 

Training and Development. 1996;23. 

68.  Zeithaml VA, Berry LL, Parasuraman A. The Behavioral Consequences of Service Quality. Journal 

of Marketing. 1996;60(2):31-46. 

69.  Parasuraman A, Zeithaml VA, Berry LL. A Conceptual Model of Service Quality and Its 

Implications for Future Research. Journal of Marketing. 1985;49(4):41-50. 

70.  Muche T. Service Quality and its Effect on Customer Satisfaction: LAMBERT Academic 

Publishing; 2015. 

71.  FathiAzar E, Adib Y, Golparvar F. Phenomenology of Effective Factors and Motivator in Quality 

of In-Service Training Courses of Teachers. Research in School and Virtual Learning. 2016;3(12):47-56. 
[In Persian]. 

72.  Yaghobi Y, Mohammad-davoudi A, Zamani-Moghadam A, Jamali A. The quality of Educational 

services from Students’ viewpoints in Guilan University of Medical Sciences. Research in Medical 

Education. 2018;9(4):76-67. [In Persian]. 

73.  Khandan M, Nouhi E, Sabzevari S. Quality Assessment of Educational Services in Nursing and 

Midwifery School of Kerman Based on SERVQUAL Model. Iranian Journal of Medical Education. 

2015;15(0):251-62. [In Persian]. 

74.  Zakerjafari HR, Hamkar B, Mirfarhadi N. The Interval of Educational Services Quality: Distance 

of Current and Desirable Situation from Viewpoints’ of Dentistry Students of Guilan University of Medical 

Sciences of medical sciences in 2014. Research in Medical Education. 2015;7(3):64-70. [In Persian]. 

75.  Shams L, Mahmoudi S, Maleki MR, Ameli E, Mousavi SM. Educational service quality of Tehran 

University of Medical Sciences: the students’ perspective. Razi Journal of Medical Sciences. 

2014;21(124):37-46. [In Persian]. 



11 

76.  Jafari Asl M, Chehrzed MM, 3Shafipour SZ, Ghanbari A. Quality of Educational Services from 

ViewPoint's of Nursing and Midwifery Students of Guilan University Based on Servqual Model. Research 

in Medical Education. 2014;6(1):50-8. [In Persian]. 

77.  Sarmasti MR. The Effect of In-Service Training on Empowerment of Ports and Maritime 

Employees and Special Economic Zone of Amirabad Behshahr,[Msc dissertation]. Neka: Islamic Azad 

University, Neka branch (Persian); 2014. 

78.  Moien Nezhad B, Saremi H. Investigating the Relationship between In-Service Training Courses 

and Empowerment Factors of Islamic Azad University of Quchan Branch 2nd National Conference on 

Accounting and Management; Noor: Islamic Azad University, Noor Branch 2014. 

79.  Hosseini H, Keshavarzi S, Arab Ahmadi H. The Relationship between Employee In-Service 

Training on Effectiveness and Improvement of Service Quality Improvement (Case Study: Shahroud 

Islamic Azad University).  Second National Conference on Modern Management Science2014. 

80.  Afzal M, Nejabat S. Strategies to Increase In-service Terms of Teachers and Personnel in Semnan 

Education Organization. Scientific Journal Management System. 2013;4(15):83-98. 

81.  Kordzangeneh A, Shahi S ,Mehralizadeh Y. Study of the effectiveness of ICDL training courses 

on knowledge, attitude and skills of employees of Water and power organization of Khuzestan provine. 

Journal of Educational Scinces. 2013;20(1):95-116. 

82.  Safaei Movahed S, MirAhmadi K ,Salehi M. The Effectiveness of In-Service Training Courses and 

Its Role in Promoting the Professional Performance of Teachers. Journal of Organizational Behavior in 

Education. 2013;1(2):23-34 (Persian.( 

83.  Heydarinejad S, Bahrami M, Azmsha T. Study of effect of in-service training courses on 

empowerment of physical education teachers. Applied Research of Sport Management. 2012;1(2):81-8. 

84.  Zahrabi H, Shahlaei J, Salman Z, Bagheri M. The Relationship between In-Service Training and 

Performance of Physical Education Teachers in Fars Province.  6th National Conference of Iranian Students 

of Physical Education and Sport Sciences; Tehran: Institute of Physical Education; 2011. 

85.  Rezaee A. Assessment of Impact of In-Service Training Courses on the Job Performance. Quarterly 

Journal of Insurance Industry. 2011;19(4):85. 

86.  Eslami Y, Nouroozi T, Badiei H. The effect of in-service training on staff empowerment of Islamic 

Azad University. Journal of Educational leadership & Administration. 2011;5(4):9-22 (Persian.( 

87.  Changyzi Ashtiyani S, Shamsi M. Students Viewpoints about Quality of Educational Health-Care 

at Arak University of Medical Sciences in 2009. Research in Medical Education. 2011;3(1):17-26. 

88.  Saadatmand Z, Ahmadi Z, Ehteshami T, Rajaiean MH. Effective factors on improving the quality 

of in-service training of employees of Islamic Azad University of Khorasgan from the viewpoint of 

managers and its employees.  The first National Conference of Directors of Education and Research; 

Mashad2010. 

98.  Kebriaei A, Roudbari M. Quality Gap in Educational Services at Zahedan University of Medical 

Sciences: Students Viewpoints about Current and Optimal Condition. Iranian Journal of Medical Education. 

2005;5(1):53-61. 

90.  Shekarchizadeh A, Rasli A, Hon‐Tat H .SERVQUAL in Malaysian universities: perspectives of 

international students. Business Process Management Journal. 2011;17(1):67-81. 



12 

91.  Chiou-hui C. Investigating the effects of incorporating collaborative action research into an 

inservice teacher training program, A Department of English Instruction, National Hsinchu University of 

Education, Taiwan. Taiwan: National Hsinchu University of Education; 2010. 

92.  Opiyo N, English M. In-service training for health professionals to improve care of the seriously 

ill newborn or child in low and middle-income countries (Review). Cochrane Database Syst Rev. 

2010(4):CD007071-CD. 

93.  Ilias A, Fitri Abu Hasan H, Abd Rahman R. Student Satisfaction and Service Quality: Any 

Differences in Demographic Factors? Internationa Business Research. 2008;1(4):131-43. 

94.  Ghahremani Golozan A, Mostafavi A. The Impact of In-Service Training on Empowerment of 

Qazvin Province Government Personnel from the Point of View of its Learners: Qazvin Islsmic Azad 

University; 2016. 63-74 p. 

95.  Laschinger HK, Finegan J. Using empowerment to build trust and respect in the workplace: a 

strategy for addressing the nursing shortage. Nursing economic$. 2005;23(1):6-13, 3. 

96.  Lippin TM, Eckman A, Calkin KR, McQuiston TH. Empowerment-based health and safety 

training: evidence of workplace change from four industrial sectors. American journal of industrial 

medicine. 2000;38(6):697-706. 

97.  Yasbolagi B, Havas Beygi F, Mousavi Pour S. A Survey of the Quality of Educational Services 

Provided to Arak University Students Using the SERVQUAL Model: Tbriz Branch, Islamic Azad 

University; 2015. 29-44 p. 

98.  Hadavand S, Yavarzadeh S, Javanbakhsh A. A Review of the Quality of Engineering Training 

Programs using Servqual Model. JTE. 2015;9(3):193-8. 

99.  Heydari Z, Mohamadi R. Evaluating the Quality of Educational Services in University of Science 

and Culture based on SERVQUAL Model from Students’ Viewpoints. Educational Measurement and 

Evaluation Studies. 2015;5(11):119-42. 

100.  Enayati T, Zameni F, Nasirpoor Deravi N. Assessing the quality of educational service in 

Mazandaran University of Medical Sciences using Servqual Model. Journal of Health Promotion 

Management. 2013;2(2):32-9. 

101.  Enayati Novinfar A, Uosefi M, Siyami L, Javaheri Daneshmand M. Evaluation of the Quality of 

Education Services of Payam Noor University of Hamedan Based on the SERVQUAL Model. Quarterly 

Journal of Research and Planning in Higher Education. 2011;17(3):135-51. 

102.  Zahedi S. A Critique on the Application of the SERVQUAL Model in the Evaluation of Academic 

Educational Services: A Case Study of the Faculty of Electrical and Computer Engineering, Shahid 

Beheshti University, 2009-2010.  5th Conference on Quality Assessment in the University System; 

Tehran2011. 

103.  Sobhani A. Quality of Educational Services at Payam-e-Noor University of Sarvabad based on 

SERVQUAL Model in 2015-16 (MSc dissertation). Tehran: Islamic Azad University, Tehran branch; 2016. 

104.  Shabani S. Evaluation of Educational Services Quality in the Department of Education and 

Research of the Judiciary. (MSc dissertation). Tehran: Islamic Azad Un iversity, South branch; 2015. 

105.  Rasoolabadi M, Shafieian M, Gharibi F. Assessment of the quality of educational services by the 

SERVQUAL Model: viewpoints of the students at Kurdistan University of Medical Sciences. Scientific 

Journal of Kurdistan University of Medical Sciences. 2013;18(1):104-12. 



13 

106.  Ghalavandi H, Beheshtirad R, Ghale’ei AR. Investigating the Quality of Educational Services in 

the University of Urmia through SERVQUAL Model. Journal of Management and Development Process. 

2012;25(3):49-66. 

107.  Tofighi Sh., Sadeghifar J., Hamouzadeh P., Afshari S., Foruzanfar F., Taghavi Shahri S. M. Quality 

of educational services from the viewpoints of students SERVQUAL model. Bimonthly of Education 

Strategies in Medical Sciences. 2011;4(1):21-6. 

108.  Abbasian M, Chaman R, Mousavi SA, Amiri M, Gholami Taromsari M, Maleki F. Gap Analysis 

between Students' Perceptions and Expectations of Quality of Educational Services Using Servqual Model. 

Qom University of Medical Science Journal. 2013;7(1):2-9. 

109.  Ham CL. Service quality, customer satisfaction, and customer behavioral intentions in higher 

education (Dissertation): Nova Southeastern University; 2003. 

110.  Kebriaei A, Roudbari M, Rakhshani Nejad M, Mirlotfi P. Asssessing Quality of Educational 

Services at Zahedan University of Medical Sciences 

15-9 . [Persian]. Zahedan Journal of Research in Medical Sciences 2005;7(2):9-15.[Persian]. 

111.  Arbouni F, Shoghli A, Badrippshteh S, Mohajeri M. The gap between student’s expectations and 

educational services provided for them, Zanjan University of Medical Sciences, 2007. Strides in 

Development of Medical Education. 2008;5(1):17-25. [Persian]. 
112.  Tofighi S, Sadeghifar J, Hamouzadeh P, Afshari S, Foruzanfar F, Taghavi Shahri SM. Quality of 

Educational Services from the Viewpoints of Students; Servqual Model. Biomonthy Educational Strategy 

of Medical Sciences. 2011;4(1):21-6. 

113.  Aghamolaei T, Zare S, Abedini S.The Quality Gap of Educational Services from the Point of View 

of Students in Hormozgan University of Medical Sciences. Stride in Develop of Medical Education. 2006; 

3(2): 78-85. [Persian]. 
114.  Barnes BR. Analysing Service Quality: The Case of Post-Graduate Chinese Students. Total Quality 

Management & Business Excellence. 2007;18(3):313-31. 

115.  Tan KC, Kek SW. Service quality in Higher Education using an enhanced SERVQUAL approach. 

Quality in Higher Education. 2004;10(1):17-24. 

116.  Chua, C. Perception of quality in higher education, In Carmichael, R. (Ed.) Quality in a time of 

change, AUQA occasional publication, Proceedings of the Australian Universities Quality Forum. 2004; 4: 

181–187. 

   

 

 

 



14 

 

Kerman University of Medical Sciences 

Education Development Center of Medical Science 

In Partial Fulfillment of the Requirements for the Degree                                       

(MSc) 

 

Title:                                                                                                                        

Measuring the quality of in-service training to the health worker at Kerman 

University of medical sciences: 2019-2020 

 

By:                                                                                                                                 

Parvin Nosrati 

 

Supervisor: 

Maryam Okhovvati Ph.D 

 

 

Year:                                                                                                                         

2019 

 


