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Abstract: The present study was conducted to investigate the level of
satisfaction of the insured with the performance of the agencies and counter
offices of the South Khorasan Health Insurance General Administration, the
contracting party. This study is survey-analytical in terms of its purpose,
application, and the method used in this study. It was conducted as a single-
section study. This study was conducted on 350 clients of the contracting party
government counter office of the South Khorasan Health Insurance General
Administration who were selected using a proportional cluster sampling
method. The data collection tool in this study was the SERVQUAL quality
standard questionnaire, which measures two areas of the insured's expectations
and perceptions of service quality. The data from this study were analyzed in
SPSS software. The present study's findings show that in all areas of the
SERVQUAL questionnaire, quality was negative, and clients' perceptions of
their expectations were significantly higher. In the area of expectations, the best
situation was observed in the area of responsiveness and confidence, and the
worst situation was observed in the dimension of empathy. In the area of
perceptions, the best situation was observed in the dimension of confidence and
trust, and the worst situation was observed in the dimension of empathy.
Overall, the counter offices studied appeared to exceed the expectations of the
community receiving the service. Despite this, in the two dimensions of specific
matters and responsiveness, the expectations and perceptions of the clients
were the same. It is necessary to improve the current situation by improving the
items related to the two dimensions of tangible matters and responsiveness.
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Extended Abstract

Introduction

The success of any organization depends on the satisfaction of its clients, and this satisfaction will
lead to prosperity, growth, and progress, as well as a better organization. Therefore, being satisfied
and staying satisfied is one of the important economic, social, and political issues that every
organization and center must strive for this important matter. In recent years, the attention of
governments to providing quality services to people and increasing their satisfaction has become
more evident than ever before. In order to gain people's trust and increase social capital,
governments want to provide services that increase the satisfaction of people and citizens and
increase their level of participation in social activities (Riahi & Alvani, 2003).

Increasing the satisfaction of clients and customers is always one of the most important concerns
of senior managers of organizations. Meeting the expectations of clients and creating satisfaction
and contentment in them is considered one of the performance evaluation indicators of
management and organization. Therefore, smart managers are always trying to be aware of the
views and opinions of their clients and review themselves to achieve higher levels of satisfaction.
Government organizations provide a diverse set of services to various groups of citizens who have
different expectations and expectations. This diversity and multiplicity of services and differences
in the views of service recipients make it very difficult to compromise and compromise on the
services received. In such a case, customer satisfaction is a difficult issue that cannot be easily
achieved (Alvani & Danaeifard, 2002).

The most important task of the Iranian Health Insurance Organization is to expand the quantity
and quality of health insurance and comprehensive coverage, and protect people from paying for
health services. This position is considered vital, and based on the announced policies, basic health
service coverage for all members of society must be provided by the Iranian Health Insurance
Organization. On the other hand, transferring services that can be provided outside the
administrative environment of government agencies to front desk offices and organizing the
current offices is one of the tasks of the country's development program. Therefore, the satisfaction
of those who visit the counter offices of the contracting government of the General Directorate of
Health Insurance of South Khorasan Province to receive insurance services that are the target
community is of high importance to the health insurance organization. The main question in this
study is: What is the level of satisfaction of the insured with the performance of the agencies and
counter offices of the contracting government of the General Directorate of Health Insurance of
South Khorasan Province?

Theoretical Framework

Customer satisfaction is the feeling or attitude of a customer towards a product or service after
using it. Customer satisfaction is the main result of the marketer's activity that acts as a link
between the different stages of consumer buying behavior (Jamal & Naser, 2002).

Kotler (2003) defines customer satisfaction as the degree to which a company's actual performance
meets customer expectations. According to Viagra, if the company's performance meets customer
expectations, the customer feels satisfied, and if not, he feels dissatisfied. According to Oliver
(1980), customer satisfaction is generally interpreted as the complete fulfillment of individual
expectations (Estreiri et al., 2012).

Traditionally, a customer is someone who buys a company's products. In today's business world,
this definition is no longer universally accepted. A customer is defined as someone whose behavior
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the organization wishes to influence with the values it creates (Irannejad Parizi & Sasan Gohar,
1999).

Customer satisfaction increases customer retention. In addition, focusing on the principle of
customer satisfaction will minimize the spread of negative messages by dissatisfied customers of
the organization. Based on research by a research center, it has been determined that 90 percent of
dissatisfied customers of an organization will never use the organization's services again and will
turn to competitors to meet their needs (Vazir Zanjani et al., 2009).

Customers who are highly satisfied with the organization transfer their positive experiences to
others, and thus become a means of advertising for the organization and thus reducing the cost of
attracting new customers. This is especially important for public service providers. Because their
reputation and credibility and their advantages and positive points, on the other hand, are an
important source of public trust (Taleghani, 2013).

Today, creating value for the customer in order to influence his behavior has become of great
importance. In today's business, obtaining customer satisfaction is the main goal of companies.
One of the important environmental factors is the customers of an organization. Management
experts have listed obtaining customer satisfaction as one of the most important tasks and priorities
of company management and have considered the requirement of permanent and sustainable
commitment of top managers to achieving customer satisfaction as the main prerequisite for
success. Knowing the mental image of the organization among customers, while identifying the
strengths and weaknesses of an organization, provides the basis for adopting appropriate strategies
and improving the level of performance (Saghaei & Kavusi, 2003).

Methodology

The present study is classified as applied research, and, based on its purpose, the research method
is descriptive and survey-type. The statistical population of this study includes an unlimited
number of customers referring to the government service counters of the South Khorasan Province
Health Insurance General Administration. Because the population distribution in different groups
and classes is different, the stratified sampling method was used. Considering the size of the
population, through the Cochran formula, the total sample size for measuring customer satisfaction
is 322 questionnaires. Because some questionnaires may be incomplete, we have considered the
sample size to be 350.

The data collection method in this study is in two ways: field and library. In this study, information
related to the subject literature, theoretical foundations, background, and previous research records
on the research topic has been collected from library sources. The field method has been used to
collect data related to examining the research hypotheses.

Discussion and Results

One of the most effective strategies in improving service quality is to identify the quality and
quantity of service provision in an appropriate and scientific manner. The purpose of this study
was to determine the extent of the quality gap in services provided in government counter offices
under the supervision of the Health Insurance Directorate of South Khorasan Province using the
SERVQUAL model. Since the perspective of clients and their satisfaction with service quality is
a valid indicator for measuring service quality, and awareness of their dissatisfaction provides
opportunities for improving service quality, the results of this study can lead to the provision of
targeted solutions to reduce the quality gaps observed in government counter offices.
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Conclusion

The findings of the present study showed that a negative quality gap was observed in all
areas of the SERVQUAL questionnaire and also in the total score of the dimensions,
although this gap was not significant in the tangible and empathy dimensions, despite
being negative.

The present findings mean that from the perspective of service recipients, what was
provided to them in the form of services and facilities went beyond what they expected.
The largest gap observed in the present study was in the empathy and trust dimensions,
which indicates that in addition to empathy, the quality of services enjoys the necessary
trust. However, the lack of difference between the expectations and perceptions of clients
in the tangible and responsiveness dimensions indicates that although the current situation
and expectations are the same, it is necessary to improve the quality situation in this area
by upgrading the physical environment indicators and improving these indicators.

The results of the present study showed that overall, the counter offices studied exceeded
the expectations of the service recipient community. Despite this, in the two dimensions
of tangibles and responsiveness, the expectations and perceptions of clients were the same,
which indicates that there is no difference between the current situation and expectations
in these items, but it is necessary to improve the current situation by improving the items
related to the two dimensions of tangibles and responsiveness.

Contribution of authors
All authors have participated in this research in equal proportion.

Ethical approval
Written informed consent was obtained from the individuals for their anonymized
information to be published in this article.

Conflict of interest
No conflicts of interest are declared by the authors.


https://www.jmsmo.ir/

oo jw g <8 P 30 (pgd wlariline
A0-11) dazivo — VoY L < Jgl o5lous o Jol Jluo

Homepage: https://www.jmsmo.ir

P69 g b Failod 8 505 31 G wwdon Mo ild ) Gl juo oy
9 Gl y3 lul Cwodlw dows S5 0 3181 319 41 18 B )b 4y gk

*Yuﬁo‘ﬂ ol ¢ “s}i.b o

Ol plaaly cylaaly asly oMl o7 olKtils wig yye 09,5 cads )| iy IS ggztils .
Oyl eglaaly lina gl 5 oyl olKils o 2 81115 e 05,8 ¢ Lokl Y

b Sanles o Slas 5l (B0l dor goiaild) lies (o sskiie 4 pol aslllas 100Ss
S andllas ol ot ool gz lls el dem US o)l ols,l5 b gt 5l
Sl galony JLlod g5 Sl oad a8 5 )5 a4y gl (nl )0 45 (Sdg, 5 60015 wBas Ll
OloFeiay y80 4 el 51 YO (59, » addllae (ol (285 plowl (ahaile ST &j50 4

ot (Sl (6 S aigal by, 445 st sl oDl dams S o0l ol )3 G, o 3T g e

5 Jailiw) delidiw y andllae (sl 5o Wodls (55l gz il 5 oS plil wiogs oo sl oo Alie allie ggi
090 Blead coaS I B abaes OlSTyel g ol el das 90 a5 o9 1659y CadsS il el 1 J giamen okian 57

PR . o . e ... Ham_aramesh@eco.usb.ac.ir
a8, 18 Ll g ay55 0,50 SPSS 13dle 5 j0 sy cpl slaosls s o 8 roiw -
CorS 155 g o daliins yy sloala ples ) a5 am o Lt il axlllae (gloazil ol Bt
- . EEETIOR . VEXXN Gy b
Ot ShUasl 059> 50 09y 3L (g lobins oo 4y Lsl Uil 51wl o ST 00 5 09y a0 ) R
VFeY [l olissl g,
0592 0 5 &b oadlice Joed dy )0 Comdg i g Glinebsl g 55wl a0 Consg
el ol )T [EET SR W
oalice (Joed day )0 Curdg iy g dleiel g licebl asy jo Comdy e s STl Wl 9 oS e
> 3 PN - - 2 e oiacols, e ey O
odls yalls Coons e..\.SJ.:f dool> QI)UA'.';.;‘ )'l )S|)_é axdlas 3,90 QI,M l Sl Egozxa j3 A B 5 b Fanles 5,8Les 5l HFaidas
U""""J"Q le‘)d‘ 9 u‘)Ua.q‘ u’asf.’?’.wla 9 uo}oa?bo 0)‘9.@ 2 g0 yo cé}é}o U"‘ p.é) &C o Aoz uls ")Lbl a":)l)é ‘J)'l’ ulﬁ’““""
. e S e 3 aslilad . oo Hluls gl cwdl
Coxog @Mb 9 NG b)|9.4 e 5.) L Jaj_.vfo le.mm_u‘ 6[.0.')1 L w‘ F)Y .é}) ULM& O sQLo}ij Capde 3 cny Ul

i syl 1) 09> g0 RARELTA
e, JIMSMO @, a0l culosly

(S5 bl B oD Aoy (ol ST (ST 0]y F o Aoy gy Loy t Gl (I F5lg s end e e o ol slaled
s e G b o el (sla Sy

DOI: 10.22034/jmsmo0.2024.206637 @@

IS G g 5 B ety alygS
"xj)l‘)@ Jé}é;u 3¢ L5l)'3 l) )L’.‘.}.ﬂ

dodio

g Cold) Gred g Cel ol razlie Cols) 55 0 Slejle e CoBiBse o sl e 55 daugesd i
S alie Gl jemme GBI I 5 S 5 mlie
2l oplply ol wales ey ailesle aizmen g S8 i 5 Al (BgSE ol v & el S s L dlie
Creative Commons _Attribution 4.0

el 00 it International (CC BY 4.0)



https://www.jmsmo.ir/
https://orcid.org/0009-0008-6187-1578
https://orcid.org/0000-0002-7267-9660
https://creativecommons.org/licenses/by/4.0
https://creativecommons.org/licenses/by/4.0
https://doi.org/10.22034/jmsmo.2024.206637

1ot jlgs 30111 amidio o J3l 6 lais o J3] Jlw s ylojl o prcko 4o 197 olelllao Yoo

e ol ol 6l (635 50 9 Glojl y2 &5 Sl (ol 5 (slaszl (olatdl ope Jiliwo 51 (o cpaile (5 5 (092
ST b

arsS bles atsdS 51 i bl cols ) iulidl g po e 4 coaS b loas a8l a4 lacdgo asg5 o3t o WLle 4o
(Riahi & Alvani, 2003) s iol38l cloixl lacudles jo |, LT S Lin mlaw g ools ial33l 1) laig o

Shal el sl baolojle wis )l ol pae laadaés in St 5l o)lsen ol iie o olxle culs, il
JA) o9l s L Hlojle g Co e o Slese b5y oLl 5l (S ObT 8 gogiis g ol bl § laxlye
zobhw 4 oliws Glp |y 053 aaxlie Sl 5 olfuys 5l BT hes b aiids [0 o lged diadga ol poe
3o sleog S a4 |y Clad | et Glacgamme g slagloile S sl aaenls, 5l g 5YL
5 ooy b iz 5o 098 Jleds Jlews (Bl Sleas 9)90 0 (il g asdlas 2500 el B ,S
(Alvani & Danaeifard, 2002) co.s Jsaz> LB Solw 4 a5 conl (g)lgd0 alinn )b yidio (g5t

poye 3l bl 5 2515 Gidigy 5 Cedles do (oS 5 (505 e Ol Cedls da lojle a2 iege
‘_y.aLw‘ »9 09*”&59 ERTIWE O ‘S’L«.} 9 e )l.«.m.’ oli’b Q"‘ ML"SA oM Dloos usb)o 6[4274.,..:).&5 u}‘d).: 3
3 og u...nl.) Olpl cdls don lojle Lawgs b amsls> ol>T gl cwodls 4l Sleas jidgs (M slacalow
Pl aabls g leminn Sl a4 o sbeliws )bl b 5l 2,5 jo &l LB Clas (5,1351y 38,0
IS eylalols 3 Bk cdgs ledrinn 5B 4l e Culs, oplply ccul j5iS anngd ol @IS 51 SeiS
Ceodws doy ylojles (gl il oo Bud axels a5 Glaen Cloas Cil o 6l p o5 Lol Gliol cwdle 4o
OB el den suiels, ol Sl 5l el Ojle g cpl o ol Jlgw el lo e 0 YL KL

fowl Ke8s pea Glul bl Coodl don JS ojlol ols 1,8 B b lgeing 5o g la Sanles o,Sles

B9 A 9 1 Sl
OUT &y ilye ap (Gloas LIS o5 s SIS a0 somir ;3 0500 (S Bpan 5 (e
5 Olde sloaiulss g bajls iS5 595l (LB, slis jo a5 wws e LS 5 ook Sle g valel aS il
Slooles 5 ool g5 onl 5 ol S 15 (sl Cusibsn gl by 5y U5, 51 5 sl sl oo
Sl Cews jlies Jabge 4 L3 plo 4 Cod 08 4 pazie bl 4 pliiws Gk I E aS oo I (sl
Lgs o0t ail)) Sloas 5 YIS G0, 5l laaialss 5 jls sLo)l olime et St Wiy o dshie 51 (S

el (6 e Sl daylojle


https://www.jmsmo.ir/

Vo Lol g 50 Oy U0 5 lo Sy lod 0 ,Kbac jI B udidoy aiocyldy i (o yp

culs,
oo (ol Sliae )ls aelS” (nl (LBl ae) )3 g Cunl oal iy a5 laaie 5l (il )0 Cals) aelS
Slasle Sl ol 5l canm bl oo
(S e Solumgllas 5 a3l (i3l 0o j9ly @
oop ol g ol e
£6 yikian yirl Bgrin jl ol O jle cols, @
(Hosseini et al., 2013) col Sloas § LY coaS 5l g in b))l cols, @
bl ol 3l eslital 3l an Cuad b Jyarme o 4 Coad (e S 5,55 b ule! (5 e (sane Lo,
Brae iy 8, Glise Jole o (bl lee @ a5 col QLKL codld Lol as 5t uienls
.(Jamal & Naser, 2002) wle oo Jos oaiss
03910 1y (6 e DI llail =85 S (oaBly 8 Shas a5 Glaz o Glgie 4 1) (5 ke gaiensle, (Ve oY) LIS
WS o0 Cold ) ularl (5 ytn 1S 00,51 0 1) (5 e STl 28 1 0 Shae 517 Sy jai a0 oy ya5 S
Jol5 iz 4 (5 it ol (S b 0 (VAAS) T ol Jlas bl oS o (0l )0 ol & j90 cnl 2 j0

{(Estirietal., 2012) 543 co jurs (59,8 ol U]

& i

‘6)3]‘“‘ )LT 9 WS LSL""O 5o A.«.SGA LS)“‘\")} ‘) us)“) LsLboé)j—‘)S FLg GHS 6)....“.0 ‘QSM'“) olfo.io )‘
Sl Jilo ol a5 sl oS (6 e 10isS oo G i iz |y (6 i G R0 JguB 0,90 oy o) (S50
(Irannejad Parizi & Sasan Gohar, 1999) s ,Ja%; ;55 g5 ,8, 5 o 3l oo a5 Slo sy, b
Sl sl 51 38,5 (st 5o wib ojlgen lejle G (iS00, Jol il el Ol pie ol sl
@ b s i ool g Jl ol alal, pl jo.auS &l b i 4 (6 pedans 9 wgtlae (53] 0 lgem b g AL
g Wodysld oSS Jlo j0 g Jlo Cumdg a5 wil oST wb lojle 0T 32 9380 5 05650 )18 a5 9550 (laen (ol
5 olole x40 sogeo Hlewn Sl Wlgs oo S u,.ol., Iy olesle b yie glajls cul (Saw a5 0350 Sloss
(Fahimi et al., 1990) s |35 s> » ol sbvosgl,8 0, o0l

g il glojlo ol 31 58 Sleas g oo ygl,8 (Baus cdl o a5 autis lojle (LS, ( Slesle (9,0 (5 iw

4 olojls 09y0 (LK 4 i ;K5035 o o8l B |, LT IS a5 0 ls (ol Bl IS 4y e Sty Ll )15 4z

L Cutler
2 VVoyager
3 Oliver



1ot jlgs 30111 amidio o J3l 6 lais o J3] Jlw s ylojl o prcko 4o 197 olelllao KA

393 Sloas g loos 515 EaiS b )0 0)lgen (LSS a5 S5lua b » 1) Glojle Kim 85l o5 (s e Glgie
el 5 Syt Suldy a5 Wl cmels ) S o 41 5 W51 0n Sl @ Slojlo (g e wiila |
Oz gal)5 i o Joe lojlo 5 5 e (e 9,555k slml 5 Sl 5 by 050180 G 4y LT (slasls
Koontz et al., ) sg aalss wailes 0B, py0l SO a4 oliws 5 Hlojle (659,m ,0 0uiiS s ole o050

(1999

S ymino < LS
Shol oably 0,8des Ly Uil 8,90 0 )Slos 5l (52d0 25 5| Sy a5l a8 ol el S (00 ol
Sl @il ioleas &l st bad sl 090 o yiwd )0 lawgi wols, .J%TLSA Cwd Ay 0dls S0y Al jo ol
(Beerlietal., 2004) s5i o (5,505l coas 5l oals STl gaiedgus 5 a3l ons
Sl Jold o Wlgn S @y oo el U BB (sl Blaie g S ige il Sy ol
dnlie 093 DI L dazee Bpas by w5l B3 ) mls o Slee oLl 5l G Ol e Sl Glosalis
1395 o0 (L8l 4 jmie ST 455 p8 9 WS oo
fan o ialidl ) Sl sl Sl s 5l 5L o Shee 5148 Col Line (ppoy Cotte 5,L28L @
=lo)b s SRl ) cals) il jlasl ax Sl 5l o Sles (ST aS Conl Ls cpl @y (oo g)Lidl, @
(Bamni Moghadam et al., 2011) a;le oo olx!

‘5 o % G:A"w) . - a‘

SorS e aloy ol 35505 1 ol d55e0 Ol it i Jsbo (Rl crse (55t 2als,
(Sllllae 3850 S Slidod b p wils; walys 355 v (n S @ ) Glojle (2Ll Gl i bwg e by
axxl e ol Sleas sl oslaiwl gl p 35,0 500 (lojle G 2ol ol i 5las,0 A aS cal ouls astine
(Vazir Zanjani et al., 2009) oS oo s>l p0 L3, 40 g5 slajls el sl 5 3,5 sialysa
iy Gl g A o0 Jaiie (LS00 ) 053 Cude Sl W)l ook culs) lesle Sl e G e
Sl oy 4 ggoge (nl s po 1ol ) oz byt Gz anie 4l )0 g 00l plojle (sl G alws
tin ;500 sgm 5 Ll e SIS g Llje g Ll Jliel 5 &ppds 1 ol g s (cogos Sloas Fains 4l
(Taleghani, 2013) ceul sgoe dloiel Cl> o
148 09, 00 ylaml weiilo) b ilin 51 S ek o
tasiley (Bb olojlo Glyde 005 0 S Yok Sl S sl @
oolitusl (sl (U1 (gareddle (a3l crga o5l (b i 4 (lajlo o)l y0 oo (IS gl Jlasil L @

il Glele Gleas 5 WY guass


https://www.jmsmo.ir/

VoY el g 50 Oy U0 5 lo Sy lod 0 ,Kbac jI B udidoy aiocyldy i (o yp

S ot 35S 0 (el | T (gietols ) ] D90 02yt 0 45 Vgazma Sl (s )J0555 0 slp @
(Vazir Zanjani et al., 2009) wws isli8l loslw 511, ioe>

Ol i culs ) loviow

oS 3 sl 00 I )55 5 Vb St 3l (59,18, 1 (6 I8 b g 3 syt (sl (ST Bl 03950
i Glojle G b i o daaore ppe Jolge 5l (SO cwl a1 Lol Gas (g i Culoy S je el )5
Pl 5 00,0l ES 15 o e slacaglgl 5 @lby (n e 1) 6ie ol S o pae LS ol
L] 5los 5T Gl 4 Cadtbge dol by o 1) (5 i Colo, cd a0 Jle ol poe Sl g (Kived soinl
Slply as) wile oo atein | il G Grs g D8 blas aSl oo b ie 03 lojle g2 yead
.(Saghaei & Kavusi, 2003) s 51 oo ool 8 &,Slos mhaw £l5 )] § conlin slas yual, 3501

as ols las s sl 5 155 g Joe elal 5 cij9el loas cuaS Sb5) 4 OYAY) o SKee 5 i
9 s ool) Sl S oKisls (5,8, g claix] pole slaoaSiiils Lijgel Sleas codS 51 bgmails
(Najafi et al., 2014) oS oi 00,91 1, b gmisls ol Ual oo &3l i5g0] loas

Sy g wleas cuaS g o)l Bl ol Jelse Sl s Gl Joe G4 YY) ) e 5 (6 ]
5L S sl a¥olae ol Joe eej] 5l edwl Cass 4y ol axisls p ,5iS 0 e Sleas b yiie cols,
5 Sute Sl (Sl byt uld) 69y » o) BB plaiiy Jelse p g Sleas CoiS Jalse o8 o5 el
{(Estreirietal., 2012) ceul oo YL Sloas coaS Jolse 3151 iyl 3l lacan Jelge 51 Ll atils (5 lolize

CoteS e 5l GBS Al Cols) Glie (o) p Olsre S GRagh )0 (VWAL) olgs 5 g Lu)ly ()
ol 13 Glime oo sl prite bl 5 Sleas 5l ol e a5 audl yo ¢ allal el Sloos 551 0 Sloas
5 6l Oliaas am 50 Culs, Glime G ytien (omiored ol Sglite GBaias b Jid 5 wdoass ol
Lashni Parsa & ) wles ;S cnS Hlaxlie oo )0 1) Cols) o ieS Cugp Lawseis slaolol o cold, o i
.(Khairkhah, 2011

Sl oSles 5 Jbo e slalan o Luly, cwyp Slore bogs ol cwlis )5 asl o)LL o (VWAA) L3I
b s lre e @ ol e e de oS Ll LSS GLIAS dan gaienls, adaly cw 0 A den OS50

90 jleslainl LTy gauaisls, 4 by o slo o a5 aiSls y  Jbo jlas Glaic 4 oS )0 pl Sldes 05w g Jb



JFeF Jlgs A1) amdo o s/ 0 ylois o f5) Jlw e ylojlo o pto 40 g5 oleflao Vof

Azar, ) cool ools 1,8 yiomiw 0j50 S Ll LS g ol des o 3l a5 090 sladiges 5l anlicon
(2009

oS5 sladans (5,90105m Sgap sl S, ) Glgre b ogE o)l cwlis IS asl LL o (VYAR) el
Sy ogon b 5l ulge g aSloy Jbo pd slaadlse 4 Lo Ao &S 18 50 (68,90 adllas 5,90 (Lo,
9103 2y T Sl g 00l )13 gy 090 1) S8 58 52 oS (&S Lalyd 5 (635 50 dom Slauoguzme ool
(Paydar, 2007) o oé; e lous Ao ).E.: &L J).u

JlsS g b lawgio § S>s8 sbiS i Sleas CuiaS (5,.505l0l laie b ogs aslllas (Y4 1F) ' oV (5
oolaiul b oas il )| Sloas oS Wilgs co Jawgin § Sz oS wlide ;0 S b S 8,5 Al (g9 el 0oly plol
) 6yt Sl Uil B auS oo SaS ol ol (6,505l Bua b cenlicie Wlgs o0 a5 wiS (5,50 3lusl 1y 1S g s 3l
Orilampi, 2016) s sgupa |y ool al,)| Sloas 4 00,91 5

gy ) oolanl b Sleas cutsS S0 g Slanl 6 mSojlaih lgie b o9 axlllas ;o (Y+10) 76,08 s
Iy Oloeb!l Cabild 5 wsele Jowd (lebl ¢ 0655unly (lons coaS 3l am gy LGS Judow g 45550 0 lsS
OLeSh 30 (STl Glus oudjls a2 5 (Uamsl) Jle SOL oy a5 slo lis aadllas ol gloadl sl 00,5 gy
(Qadri, 2015) 5,ls 3529 ()3l SIS Slons iS4 ax g b

Colowmlspr Caro 850 ileas coaS 5l (6 i Ol 6, 505l0ib loie b ogs anllas ;o (YY) TUgs
50 byl sley aeli g ol 4 bgspe Sledbl aiile Gl 0l 3 o cwlul Gloas 51 L slie a5 &8 5 ass
505 Ollee (o (6l sine Dglis axid I )95 ez Jgad 0 23 pue pizmen g jlsn 0 Sl 000
(Tolpa, 2012) uis csalice 5 e

5 Sleas cuiS Sbjl slp JlsS g Joe 5l eolatuh slgie b ogs anlllas o (Vo) +) T sl S o
S 23 5o 218 ol Glaolag b anee ;o T 95 (SisSz 5 JIsSs e Joe (o) & s e ol
ool (g i Culs,y g Dloas cuaS b5l sl |y (BIKS Dl ped laST ol 5 ol Ul s O .csls , Sleas
Gaely ol Sloas STyol 51 s At a5 e cpdy ol ol Sleds IS CoaS oS ol astie .05
S obie S0 5l (BT Jols 00iS G pae a0 5l (i culs ) g Sloas cuaS oLl 0 Jow opl 5l eslaxul
bl lulid b cutsS Sy pae 9 <ol e DL Sy pae 5 (59,5 03510 sl M Blons oS

(Chingang, 2010) w5 ls cans (5 e Culs, Lo 5l aS col

L Orilampi, Oy

2 Ahmad Qadri, Usman
% Tolpa, Ekaterina

4 Chingang Nde Daniel


https://www.jmsmo.ir/

V2O Loyl g 50 Oy U0 5 lo Sy lod 0 ,Kbac jI B udidoy aiocyldy i (o yp

dow slbeS 1o 40 IS ke o (goienls ) (sl ys s SIS lgre b ogs allie jo (Ve o A) ) oy Sidgliss
09,5 4w pl el a3l le s das oS 1l o IS ke p 3l 05,5 A saels ) Jslge gy as Loy
Slas Shhlew Y- aisS o hlas 5 095 15,5 5 lais )5 sl 1) dan slaz b a5 1185 aen =) 55l o jle
g ools jloslainl b lisl il oo (Soh Olead oasms &l aS SIS 5 -V .auS oo colaiw] glaan sloz,b
g Lhotiw 45 Wduw, 4 pl 4 08wl ye caliste slaog S suials, Syge 40 ol Cawd 4 Sledlb
Abb oo gateisld, nl b cute bLS | 5o oo ST slaasl,o g ol s iz sl gaenls) (e (6550l
.(Xiaoling, 2008)

OB R ¥9)

il €55 5l g (Shrogi o he) wBae wlaln 9055 (0 )8 600l DlEaS 09,5 )0 pol> g
ool olo )8 8 b cgs Bleas lgseian 580 a4 0aisS dxxlye b e Jolis o ol (6 kel dnels RO P
Olads g oy )5 ;0 Coamax moj98 a0l o 4 .all co vgaomeli slaws 4y gz lul B laol Coodl dey JS
Joey® Gk jl cdnsls w4 > g8 L conl oald ooliul (glaads (6 Sdiged (b9, 5l il oo Dglaie calize
S E e Sl o a4 ol o aliinyy YYY ol ol i colo) hoviw Sz diged (S o> (1SS
wlad 3 L S YO ) diged poe @l (@8l aS 0y Sew sbdasliios

byryo SleMbl (gl ol po wloo GRS 5 Glae D90 55 4 Gekod ol o osls (5510,5 b,
Soslaar Gl s 5l Gaiod g0 o)y (LS Sliniod Bilses § Ay ()1 Sls L5090 Dol
Q"‘ 3o w00l solazwl LS"M U’uj) )‘ Mj)" Lgl.a:d....ajﬁ P L .on).o Lgl.(boé‘é 6)3T&QJ> ‘_g‘).: el 00
ol bl oo (5,5 dows Slastie (yoges Llod b J155 s o Jailie! dalicow s dools (5 glaes |l canlllas
(i VY leolainl b gl cand jo cnl oads LSCad B YY i degoore 90 5l Gidgh ol )0 colaiul 5,60
Al Sloas 0,550,801 395 a5 (6 yiie cdms Caonnd [0 g 00g0d ciogs | idTos] Bleas g 043 ol ¢ i
330 WalS 5 o SLals J oS Glahs Vo wlbie 10 by p opl cal 005 aseice Jliw TY aewgy ool
S e S g Sl (J195 gm0 Joo aliwgas Sloas cudS” 2Ll anl@ po syl 4 el oads (ol)b
iy a5 QZE-P alal) & j90 4 90 o e B &g a0 Sloas CabS e 9 (55 05l 00l &Sl Sleos |
3 s yimie OLUAGIE 5 ool 3l )] Gloas 5l 6 i S 1o P g Cleas coaS Q alayl) (] )0 a5 060 oo duslxo g
ot sl 310 JUal g e 4zl 5l o Slae 090 s saims las cate Sljlitel ooplpls ol o Sleas
g (il () S sS (goae Ll 5l GBI ax 12 5 0500 o, Lil Sleusd cewlinl coaS 4y cudte Olilonl il

! Xiaoling Chen Clara



IP-¥ e A0-11) dxdeo o fg) o ylosd o Jo! Jlw sylojlo S pito 30 95 olefllao (KN4

Cipnd Sload CobeS Sl Sl sl (Sute) 25,5 SIS laie azje (uSe 5 Wil o0 i 5 SYL Olend CoiS
Sy dlg>
dolisiw p ol .l oo oolaw! udz sl o (6 pSojlail ol o aibin] glraslicws p 3l pol> iz yo
19y Ol ss IS o 1 5 ol Ml mhans (5 ol liclo 5 ik 5l (5 iS mer eslinul § anli 35
Cewds i el o0 osliiwl Flig,S ST LbL cu o 5l dsliten p oLl bl sl cansls anli oy90 1, )]

el 00 45‘)‘ \ O)Lo..i} Js..\? B CLus; LgLGLﬂ o-\.‘c"

(Source:By author) #lig,S W1 ey po N Jgux

tlisys Wi il
< IAY b slul
A4 Oboebl el
<A Sy Sodyias
AIVY (olazel) prasss 5 Zilas
+/va e

ol oo 00laiwl SPSS (g Lol o jl58le 5 51 zmgss cpl slaosls Jdos g 4525 gl

o9 R el
uL.mJa‘ 9 @9&.& an > 90 Sy (e u_J‘)Ua.u‘ 039> O &y o)Lo..’L Jj..\.?- PR 43|)| sosls uuLM:‘).g
w;@5ow&|5dbﬂﬂb|~\a§)o Curog C)%J;'éd}f';‘j‘)‘)‘ 039> ) A% csalin Gl..\.o.ib..\.:.;)o Comog (p P g

uils dgzg alis SThol g SLUaSl s cdl o 5o 0 Soleds ol oanlice Joed dny 48 Sy

(Source:By author) 4B adbden yo iz gbralus STyl g Wl yjlail o pod jJlro Byl g cufileo (i .Y Jgo>

oS1,o o st
ab.> ol
4 share Sl il el 4, Sz Bl il oesilee
¥ S #14 Y VA #114 ogae Slse
\ AA ZIYA Y < IVY ZIYY Ol
Y AR FIVY ¥ \IYFP AR slezel
Y -4 #I7) ) Vs #IYA eSSl
A \VARY O/A- N \IFY VAR e
- -IPA 510 - Vo 8/ JS 0o

9 s_:‘)Ua.u‘ .J-“-’ LS)“}LQ‘"M d)LAT AJ)’L«.}‘ @ji?_ul.’ 9 w}?ua $)‘9A9 A:.;)b s\ﬂ o)Lo_»i’: JS\AD- G»Lu u,ul_w‘).:
5 B aiaas Sl g sl o sfuwly 5 wgste 3130 dar o o S Hleds 08,55 ssaliin Ba iaey Sl
0308 yeils 5l B o Saany SThol o xSk Jowd ¢ sleiel (laabl slal jo Jg 05 aslive Slons codS


https://www.jmsmo.ir/

VoV ol g 50 Olsiey 60 5 bo Suiylai 0, Slas j/ B ddidoy (stiocyldy /o (o) 0

SUAE 51 YL wiles S S 0 wleas cuaS 5 B as dew assl aS olo jlas 5 09 YL (6,08 gire ek Lol Uas]

o505 5l SYL (5 lobine jolar SThol o pad (puSiles dsliciiow ps S 0505 48 ¢ puizmad ol 009 Sloas ot 5l Ll

DBl e wdylo el Azl 4 s CudS 09 YU oaies ylas aS o L]

(Source:By author) o aaes jo s sbralus jo ST1)ol g Wl UG o pod (uileo dulio .Y Jgo

oo g t-test ;yge 3T dmuis STyl AR aus ol
T=-/Y p=-/4. £ £ AN FINA £ VA oogs S)lge
T=vef P=-/-a FIVA £ IV FIVY £ VY olimeb!
T=vios P=-/oe) FIVY £ V[ OIVY £ \/YF olezel
T=V0 P=-NA- FIVY £ /a4 FIVA £ -V 02555ily
T = VIAY P=-/oe) O/A- £ VNY OIYY £\ /P e
T =Vt P=-/oe) FINO £ «[FA NARIERIAZA olasl JS o 08

slazel amy )0 e 3 (Johed am jo Sl g sl s Sglis o yiies F o)leds Jgax slaosls oluly

5 Shlatl o Sglis K5l g egeame O)lge das 40 a5 8ls lid laiges ST tESt ge3l g 98,5 saalive
oS 51 st Ul 51 5YL (g lobine lay STyol g el s gl slal sl 8 Jg cewl yio b gglas STl

Sl & Cans STl yog i ,SLaS a8 00,8 s =+ VY jlasl o SThol oo Sglas 55 IS )0 09 Sleas

3, es ¢ B abdan Colo; o398 Jsloz gl Lol p «ca )l oo IS )0 05 Gleasd codS 5l (B abaey

g oh i o2 Colo,y il g o, Sles az 2 0400 0925 (5 ,l0 gre Dglas iy Sl b Sanle

(Source:By author) oo jo iz slal jo STy3l g ol y UGl Ol pundi (5Kl cpnnd F Jgu

220 538 s (5uSilno duns Ui (g1 (51430 ST T-tESE (y90 5T azxii slero Syl Sloly b o
T= /ey p--/a- e e oY £ IA] Yo- ogns &g
T- ¥ p=-/-9 SV E VY Yo- el
T-vios P=/oe) DY £ \)YE Yo- slazel
T-Vro D= -NA- Y £ Yo- sl
T - ViAY D=foe DR £ \JFY Yo Joan
T- Ve D=foe COYE £ oA Yo sl JS o 05

xSl 00 AN 1 SYL g VYOS S0l jo S 0505 aSiyl b az g5 b o)locds Jga soools bl

5 25 ol Shl bl dags S 0,10l ol 1,3 Bk lemion s 4 oo ail) Sleas CoinS

o DT yol 5 ol jUamsl s BICS S 0 505 ¢ B,k 5wl YU (Bacbany) sl cpl 4 sl i ls,

Og o g yhd B adaey jUal 5l ool canlin 4.3;31 RC | FARCYES ol s cl



1Pl Jlgs A0-11) amiio o 3] o ylais o Jo) Jlow o ylojlo o ppito 43 o gd olelllao VoA

e Jowo bl sy loy g Olous Codss adaw STyl g ol sl Ol pod O Jous

SIS STyol 0 yod ol Uit o yod Ym0 ol!
Na 5. - Y \
¥ 8/2A R Y .
ea SIFA £1¥4 v e Sl
YN SIYA SINF P
Y 5iva SIYY 5
INTYN 5/F) 5IvF 5
S siov SIFA Y liaabl e
Y 51T STy A
ey sy - £V %
150 g - X \
Y- £IvD 8/F0 X )
oleel v
. I5Y SIFF BIAY X
R 5y 85 W
Y sy £\ Vf
Y sy £V \0 o
X% sira 5/¢5 \$ Rl
¥4 BAY SIFY WY
na N VY VA
¥ &) A 14
049 SIVA 8/F0 Y s o
VS 51T BIFY )
Y STy BIOY YY
_aIvs \Yalrs Vel Slyes IS ez

S5 Al g Sy

ole 5 il 0t 4 Sloss )l S g o5 plulid wlens CodsS )1 50 Tl (o 5 55 5l (S
cod cdgs lesming Sls jo ouls &)l Sleas cuaS SIS e s ol g el 5 Bas Lol o
5 el ofaus a5 Sl 5log J155 g (5551 5l oolanl b pgiz oylul ;3 il Codls das IS o, lo) &) Uss
pac 5l BT 55 5 ol oo Slead CuiS (5.5 o5lail gl (e atli (Wledd CuaS 5,90 40 LT ol
A e "\"‘5"(5" )'”l} U295 )‘ J“ol} @L"' “”:Sc_s” r"-""ﬁ Sloas ol S o 6‘)‘3 ‘) cs’bw")s Lér’T wl“c)
Dl Sdgo latring 5o jo cud cdsliv SLaS LA rals s o ddun b, Sal, &l

SIS ol JS 0 p0d 10 uizmen § 1959 pm deliion yy slralas slas (o aS ol jlis ol adllhae slaasl
D9 Hloline (09 (e 08 o (Joed g Gugaie 3lge a0 B (pl Wiz 000 S salin Giie (i

@ Mg 9 Sload LB o 4l gaame ;0 Cwad B0 S oBaus 5l a5 cul e cpl @ yol> slaaidl

..u.;)o ol addllas o oo samlive BISL oy yiion ailansls |y o1 HUasl a5 009 (6w 5 51,8 ol oo a8l,| L]


https://www.jmsmo.ir/

Vo4 Lol g 50 Oy U0 5 lo Sy lod 0 ,Kbac jI B udidoy aiocyldy i (o yp

pas Lol .l s 95 1 p5¥ slazel 5l Sloas oS« Jawd 435 oo a5 Sl [S5LES a5 009 oleiel g Joen
Candy wiz o oS Cul ] LS (09Suls § wgmma 3,150 da 55 Cpnzl o ST 0l g Al (e 5lis 929
Candg da il o Sgrs g Soped Lasmme slo sl el b sl o3 Ll ol lucad ST 5 39250
RV TN I B PSP LAV §
Cods 0 S dsol> Ol el 51 51,8 dslllas 0,90 Glgoeinn 5B gaemme j0 a5 olo jlid jol> axlllas gl
85 39 Sy enzrl o STol g S 555l 5 Gugmnne S)lge das 33 )3 (E3090 (nl 0 ke ol 00t jalls
Col p3Y (g 0,05 9529 glis SIUADI g 99750 Condy oy Lapml ol po a5 Ceol £9:050 (nl LS iz o

Ololgcion

129800 )| RS Shliia (Aogh @l @ a2y L

b oged N Sk ozl ye Slllasil 1 SThol og Sogllae g (lyteing SBs Collas oy a4z b o
o sl )) 92 g0 Cundg

Olgiay B (8nd 5 8 OLEL 5 QLelid)lS (oluyil sl sB5gel aslin cgas @

(Olgeian S gt 5 Gl 5L 9550 0)l5e ot )5 Slu, Db sladiny (ngas o

Slp OlyFeig Sl @ azlie 5 GBS den 5l 990 9)l5e (pgas ;0 Slu, bl sladis g o
T a5 e a5

Elads EoksS il 5 0 ,Slas ogage olS b st 5o 4 b 251y 1o g ool gl ol s e
x5 HE0D dams (sl o 4|

& b 4 @y Gl Cadle dey S ojlal slo)l 3 Bk lotiny Sl 4 Lagh gli el o
tandy S92 9 S92 g0 (aSly

lacsls g ST slools,l,8 1o solaiwl gly woVh Lo 3 sl o 4 gl gl el @

alie oyl ozl s (b caz o bapliol plo 4 el 6l oVl azlye 4 Ghoghy bs pdlel o
DS S5 58 gk ol

Olf S 93 S gy o

alasls o8 )lie Giogh ol )0 ply pae Comnd 4 B asng g plos

SN ol
el oo 35 il o LT olesl Sl Lassl gl o3l 5l alalET o5 culs,



1ot jlgs 30111 amidio o J3l 6 lais o J3] Jlw s ylojl o prcko 4o 197 olelllao AR

&L (2,5
ol oazd by Bain sl lawss xdlie o, AigS e

References

Alvani, S. M., & Danaeifard, H. (2002). Discourses on the Philosophy of the Theory of Governmental
Organization (1 ed.).Saffar Publications. Tehran. [In Persian]

Azar, N. (2009). Investigating the Relationship Between Non-Financial Criteria and Company Financial
Performance (Case Study: State Insurance Companies in Tehran Province Branches) Islamic
Azad University, Central Tehran Branch.[In Persian]

Bamni Moghadam, M., Heydarzadeh, K., & Marzadi, H. (2011). Investigating the Importance of Brand
Equity in Attaining Loyal Customers for Iranian Food and Beverage Machinery Manufacturers.
Journal of Management Research, 88(23-37). [In Persian]

Beerli, A., Martin, J. D., & Quintana, A. (2004). A Model of Customer Loalty in the Retail Banking
Market. European Journal of Marketing, 38(1/2), 253-285.

Chingang, N. D. (2010). Using the SERVQUAL Model to Assess Service Quality and Customer
Satisfaction [Master Thesis,

Estiri, M., Hosseini, F., Yazdani, H., Gholipour, M., & Raij, H. (2012). Providing a model to explain the
effect of factors supporting value creation and service quality on customer satisfaction of
financial services in the country (Case study: Mehr Financial and Credit Institution). Quarterly
Journal of Business Management Explorations, 4(7), 1-19. [In Persian]

Estreiri, M., Hosseini, F., Yazdani, H., Gholipour, M., & Raij, H. (2012). Providing a model to explain
the effect of factors supporting value creation and service quality on customer satisfaction of
financial services in the country (Case study: Mehr Financial and Credit Institution). Quarterly
Journal of Business Management Explorations, 4(7), 1-19. [In Persian]

Fahimi, A. H., Shahryari, H., Jafari, S. M., Asoli, S. H., & Shirazimanesh, M. (1990). Strategic and
Cultural Tools of Total Quality Management (1 ed.).Rasa Cultural Institute Publications. Tehran.
[In Persian]

Hosseini, S. M., Nabavi, S. A, & Nili, M. (2013). Measuring the Trustworthiness of Insurance
Companies' Brands on Customer Loyalty Commitment. Quarterly Journal of Researcher
(Management), 29, 13-24. [In Persian]

Irannejad Parizi, M., & Sasan Gohar, P. (1999). Organization and Management from Theory to
Practice.Central Bank Publications. Tehran. [In Persian]

Jamal, A., & Naser, K. (2002). Customer Satisfaction and Retail Banking: An Assessment of Some the
Keyan Tecdents of Customer Satisfaction in Retail Banking. European Journal of Marketing,
20(4), 116-160.

Koontz, H., O'Donnell, C., & Weirridge, H. (1999). Principles of Management (M. H. Chamran,
Trans.).Sharif University of Technology, Scientific Publishing Institute. Tehran. [In Persian]

Lashni Parsa, R., & Khairkhah, T. (2011). Investigating the level of satisfaction of the visitors with the
level of service quality of police social service centers. Police Human Development(37), 119-
136. [In Persian]

Najafi, R., Khorasani, A., Mohammadi, R., & Galvi, M. (2014). Evaluating the quality of educational
services based on the SERVQUAL model. Quarterly Journal of Educational Measurement and
Evaluation Studies, 4(6). [In Persian]

Orilampi, O. (2016). Measuring SME's Service Quality with SERVQUAL. Thesis International Business.

Paydar, M. (2007). Investigating strategies to improve the profitability of supplementary health
insurance (case study in Asia Insurance Company) [Master's thesis, Islamic Azad University,
Central Tehran Branch]. Faculty of Economics and Accounting.[In Persian]


https://www.jmsmo.ir/

WY ol g 50 Oy U0 5 lo Sy lod 0 ,Kbac jI B udidoy aiocyldy i (o yp

Qadri, A. (2015). Measuring Service Quality Expectation and Perception using SERVQUAL: A Gap
Analysis. [Officer Grade, National University of Modern Language]. Lahore, Pakistan.

Riahi, B., & Alvani, S. M. (2003). A New Theory of Total Quality Management in the Iranian Public
Sector Quarterly Journal of Administrative Change, 41(42), 41-84. [In Persian]

Saghaei, A., & Kavusi, S. M. R. (2003). Methods of measuring customer satisfaction.Ameh Publications.
Tehran. [In Persian]

Taleghani, M. (2013). Customer satisfaction is a key factor in organizational success. Management
Engineering Monthly, 54, 30-37. [In Persian]

Tolpa, E. (2012). Measuring Customer Expectation of Service Quality: Case Airline Industry [Master
Thesis, Information and Service Management].

Vazir Zanjani, H. R., Moutamani, A. R., & Mousavi Delaziani, H. (2009). Measuring Customer
Satisfaction Towards After-Sales Service Marketing Mix Elements in the Heavy Vehicle
Industry. Business Reviews, 40, 70-85. [In Persian]

Xiaoling, C. C. (2008). Who Really Matters? Revenue Implaction Stakeholder Satisfaction in a Health
Insurance Company.Management Accounting Section (MAS) Meeting.



