9 SRl cdas 4 0058 axslpo oyl jlow Culdy oyl5ae (owy

IFAY JUw 50 Lud s 43 d9ape sBCwo 8 Ll

&

" li pubse iSa S oluls ) alas M elially 93 J guuy S0

SR
slasoteling 53 s 85e G (Sloss Slie o fuaal e colis) mh G 4o 55 edke
Oloe sy SBaa b aallles opl oS oo Wl Aol clead slagion Ho (sae
s aladl Lad 5 5o (S glos glacke 4 oniS aalye (hlay guieculis,
gt al (o SIS 5 suslS psh 5 Baa I 51 B8aS ool gy g dlge
do 5o oSl (Sewd 0 Gebile Hu Galusd welijhony b alasl laS — dus g3
i3 S 5158 dalias ayse Globan 5158 Fre sland s S JoeSS alias aliw gy (i
L VF «ans Minitab 5 ¥+ 4as SPSS (slajlsila sl sas sad 555108 oledlbl
[+0) wa S Jalad 5 3l 59 IS olel GedT 5 el (Siewen s 5l suliinl
Gl (bl s sl ad el (plgine 5 obine SIS 31 welishesy (2los @ =
s /) €S 0 lae $liy S

el slauiie 5 saieculin ) Glhae Gus (sleine) 5 Sudl S gou (slasaiie G o tal
(pvalue < +/-+V) wi saabine s s ne dasly golel L3 5 cuiia (b @ Hliass
w08 Cpaad - PVY (Shies (o s 50l peala 5 ohlas K culs; (edla oo
odle rod 535 5 Hlan © BaBs (Sa; ((Sa ol olead <usa (p value = +/-Y)
9 Oblan b Saiolis cdie alial 5 as5a 50 sl (Sl bw s JolS aulas
O Rols alead Sl ssu kS slacu slsl (pipee Olets slan 4 (Ao s 80
S ke

OIS0l olear 31 Gl LK enba, 5 Sla hasds ool @ladiil 1 S doms
secnba; Ol Ololan SIS Gulal s (el Pal b s o Sl oS Sin 5
NETIRCVIRTIRPR > {P

S eI weeds slosa Glaw culs ; iaojly wuls

Yo

9 $obatl Slaptums i)l Gulid)l 3
9 kS Olads e el
ge) olpl 0l Olwsl s
(Uggmun
rezaeian@paqprc.org
PRRRCIVR GREH 22 ){),a ol o)
A@l;.a PR 09; kOL:N)L: 590 &2
5 ple ofishs (plio wige 0aisls

Ol pl 0l W0l pl o

5 ks oldw 5,e bl
o wiige 09,5 Ol o904
oy ool T oKitals L 26 eakitols

Oyl 0lg5 0l g5 Slasins 9 pgle

S8 4 VNS sk o dlie o
ol AY/AYY )b 3 oy alne
02338 4 AY/4/YE 56 s g s

|

Olgiol (S 3301853 2452515 Al
Y5V G YOY (F)Y . vy

VAT gl o o o ladh A v 0y 99 (Olgdol (S jalada susdinly ddae



ul)mjsul)y dyw))f.)

sy (Sl Sl ohlen ol (sl
bl @)anl (oyp 3 Cuizpn 9 8315 515 (g0 3)90
oblew B 511y Coglyl cp e ((Sbpoluy cleas
Al 5 Gurdal .asees pMel cuiligy cole,
SShpoly aaSish oKley o 1) hles gaecols,
SYsb ) ule)l cde (pinre 9 63,5 (655050l ol
A3g05 D loyd yloj oyl
JIsS gy I3l 5l eslazel b 55 [V2]Sohal 4 Baldwin
Al pBanols Glead ulS gladis s &
Jw » o zob SO o ldSS) js wshy olhlew

Ohlew cols, adllae & V-] ,Ken 4 Bedi H234
Joyd AV by a5l clas cuas 5l WS,
ol Slpl GSapples wleas )b cnl > ghlew
2 e o b b VY], Ken o Dewi g0
sl ohlen cold) (o5l 5 Jon au 9
sPgdl yedS > (A laglilan 3 (Sl
2 VY] Ko 4 Stahlnacke adllae ;5 .05, (5,50l
Obles <ol lise o 3 Jole (n pre g H9iS
@ @Sl g oplie gopd (Sdppluy ol
s 2 s cwl sad las hlew @Yl
Jho o abbe — oy ddlas S VY] K
oBiily (Siplid Sids 4 el cols) YAV
9 3y (3gmame 31> HIE wyp yge 1y e Dol S5
Obler Caldy (uyp & WAY Jlo > 55 YF] ), Ken
Sl eaSish uSiagll ity 4 oalS dasslye
(YOI, Vb g () 50> aldie adlllan > aidlyyy (S
OiSe 4 oulS alye Ghlew culd) plime AYAY Jlo
S opgle oKl (Shplus eaSish Sl
Jl 3 5 [PJohlen 5 (oold 08 cwpp olis
Sl Hisu Vo hles colsy awyp 4 VAT —YAD
By el (Sl eaSiiils
Sloss 5l lhlen 2aldy Glie 51 Gd (T o5l
OMutie g b wlS &) Sloy ST oad )l
2 hlew cold) oSl e sl ©pgp S (o]
Sy ) 1) eges CoM Klg3 o ] 1 edlitul g dnels

AYAY ala yo F o ylacd Vv 0 90 ((lgduol (Siudija(ylada susiily dlae

L (K 330165 sl 5l 0lyless sxacgls,

doso
ol oige b by claglejle 3 jlen cols) o)yl
0sd als lojle G L badye (0dS jadls lsiea,
spSoilsl car (a3l (npere 5 e [V Fewl
Orelye Coloy ) 0l all Clad cudS 5 cueS
o cwlie (gyle Hlow ooy e 2U5) [V]ewl
5 Sbiy el e 9 ol CudsS oy sossd (o2
G olpe ) ln aecols) [Yhyy e bl
Gyl Glas blie p» clead sauScdl p jass STy
CaiS §) gy IS S odiS St oS 3,5 5] o
ot oz ol jlew aecyls) [o]ewl clas 4l
Slosd 5 Cudlye pol 3 hlog €S lie Ly sl &5 ol
sdecals) ) Slojle o a5 )sblen [Flad salys
all b hS S adle 38 clas )l
ohlew ol pas 55 Sopolod clbas Buas
Slgsoe Jlon Caldy paw (6S0lul 5 oy [V Alcul
Byl age OleMbl e W)l 1) Slopd wlesd couis
dguge 9 Lins bli slolis cga ] 5l le e 48 a0
Sloyd g ilige SThe 0 [Vrged oolaiwl Closd xdaw
4 e Ll culd) ey phlan Olla 1 oS0
4 ) ohlon oM g 35:00 9 oS 8] 5 005 sl
LV Jedsl salgs Loy

aigo; 50 (eole Oldlae pjlel abais (o5Meo Av (camd
Il drwg @ e &S Doy 0 leda Cled cuaS
Jeli S Jas sl 5,5 (Servgual) JisSsye
K 2887wl 5o & luabl cllldy K gl cunsg?
do o VAR a3l DY Jew!l € JaeaY g € e
90 9 W3S (B Slosd udS loxiw lnl IS gy
Sly Sl Closs ojex 3 ogada ppdie Ll
ARGV R

{Y]Ware 4 Davies  Sip ol Glods (goje> 5
» L gBspgles ol ghlen cols) pioxw i3
CadsS 5 Cablyo 0550 iy 30 (Mupund ¢ guo yiwd dmy O B
2 P b b se VAl Ken 5 Kardis e )b
5 olaabl Sl e on ol ey B

Yoy



ul)mjsul)y dyw))f.)

ol 2 Redee aeene 2lyy Olie e > B3S)
9 Solxe by I odlisel b (6pSojlul 51 2y (B0
W85 )8 swyp 390 lye

IS ecals) (i & (pduwy el cpl
ojlul (lan Sy b K 5 edlamel L1y olhles
Wbiuny slitel oliee JoloS sl 6)line ety C8)5 oo
SNanad oo gy 3l ddllas cpl > g edlael B
Joia 50 b 485 o (lire Jliisl oy oyl
Yl SISy 2 o Ty o] (Ssod o Gl
A3 e olds (S5 ol ey g slen cold) 4 by
Cawl dapaie P VAIUE gt pdlae bl &S Hobjler
old) Ol b1y b Cute (Siused sy plos
2 oxd (b bty alpl e oo Ui e
Solme 2lpy 5 2)b Glbail Ghlew colsy 6yS0jlul Ban
odls dgzg Joda cpl 55 3 @Bly wol 3)90 Aol iy
Sawi b iwy 3l (S p esad 0 U Cwl odd el d5a00
S S hlew JS slaar 1 e piwd LB slael

L ol piiun o ¥ o Sieusan Jalat galis ) Jgaa
Ollass S culs ) () 3a0

pvalue  (wopmwl cupo 3ol dlaxs

sfors vy 5. Y ey
/ oIyY o4 Y sy
/ Ani v Y sy
/ AL o8 A
o[y <IYY 00 O sy
[+e) AL o8 F sy
/ AL OA Y ey
ofene AN ov A Gy
/ AR v A iy
ey Ani ) Vo Loy
/ Are v W sy
/ -foy 5 WY sy
/ /% 5. W sy

9 5 (o5 Oype @ lye 2lgy rp 2 e

Content validity ) CVR lgxe  lyy comd sl
Content validity ) CVI lgi=e oy, jasls 4 (ratio
s Hyrkas ol &b 5 5 odlawwl  (index
Oopdy b Bl [YA] ) Sen 9 Wynd 5 [YV] ) Ke

Yoy

L (K 330165 sl 5l 0lyless sxacgls,

Oblos sdiecolsy Jolgs gy polate 4 (o (956
OleMbl 5 48,55 Cygo (Sdpoluy gcdas paw
Ot o o ped 53 3590 ol )3 Slisebl LB 5 (4
Ohler <ol lie s jobieds pols dalllas yulul
S W b Sappliy che 4 oS awly
2 P Jelos 5 Ohlew ol (o8 (ohg) 4l L b oayd S
oS ol g ob)Saly wll 4 g 0 b))

el oyl ol

L9 9 g0
Pl by sl 5l g )8 g9 5l Bun a5l BuiS
whie Cjgpod &5 g (Lo - (duoy ©jgon I
Cawl 045 1,51 WYY Jlo pgd 4w 45 4 (CTOSS sectional)
Soglaer 4 olalon losbe S b Gaios ol o
Jolis 5uivs ol (o)lol (ganols wcanl oads aid sy cleMb)
&8lg) Ld o S50 Clas a4y ( Sbjolus Closs
055 Sluls (635 b lodges dxrlye (o) il
oy S8 S5 (s pSoste 5 hlost 3] (o055 b 3 e
3 ohles coloy 52 18,86 5 gl Jalse alulid (4
2 ol Jlaw WL glaeb iy oS50l cloas
Wl zib 0 03 b S glas s b wlie
dw Sl clas 3 Glesd )l 050 greculs,
oload 5l K colsy 4 Jlaw S g jlew )bl 4 o
gl aob iy cpl j0 8l Hanass (Sl
MalS ¢l ¢ s LB ¢ il ooty MolS oliio 5 331
& 90 ope (3, Mol Gonly & o 03 485 s > 3l
8,5 B Y ope eohl Mels” ey

Sy Hges cdlspo 93 )3 ol adsl (bl
Sge (pl) Slodde wged gaw )3 8 Sjpo (ilew
SB35 e Y &y 008 dxslye ylags 5 8 S Lol
O )go wblodgs aol i b hle 1 adsl (i s (55
h abiion @bl s @l ol Bk e b s

VAT ala yo F o ylacd Vv 0 90 (gl (Sudi Ja(ylada susinly dlae



ul)mjsul)y dyw))f.)

&ly Juos g 4355 3)50 V& s Minitab o Yo aseus
sokaiedy odly ()80 dbs e o ol S LU A
oo dulie § 0k 1)) Sloss i pans s 5 bt
) Olyed s edlaiwl D Oygods iy (edli b jlew 28
O (o2l) Olyisar B9 ¥ ojel g (2L g Y5 ¥
On b oyp jolateds (pizen 35 cul 3
Sused oyl ohlen JS el g )by jadls
W s (P VAIUE = /oY) H/EVY Ll &S 1005 ool
e slaghgy ) dge oo b olulid jslaied,

dgde odlatel 3Sles —Cumnl D90 e (e
9 3L o Cuenl cupd dsbre B3kl plgie e
ISyl 1)y dgm0 5l 4oy IS el L o plea]
sty 55 Bados oyl )3 [YA],S sl (g (slajls
S e e e A e
Stel g jlen lajls cusal cops oo Jolbs o
Shedlaw 2 Cusnl (o s duwlre (gly 0 oolawl SIS
Sow IS caldy Jlpw 5 Sl 2 o (Stawen gabai
Lol §) 55 BISs jlzel 0 odlisol (Al sy VEl5e0)
Jlod) condg 5l slow bwgs Sl o 4 oad o3l jlaal
25,5 dpsloen (Canl O 0y05 Jolas 45 L]y Ml 4y 59)
S culd) e 5 SBIS g0 SlMLI (o bLS)I e
(o= /-0) 285 B i) 2550 93 6 oisel L ooless

basdly
S35 905 GleYbo! )

Ohlew (g x0ke 39 5 deopd B/YF g Dy do)d
ool 033 Jls VO ,iSlis o Jlo & Jslas L ¥E/F £ \0/Y
aw hyld 55 018l aoyd Y55 5 o> CMuass gl
4 il 358 9 il olod (398) (2Bl Suass
353180 0o )3 VANY ¢ Jalio 33l woys SAISY 29y (YU
EMeass b Jalio o013l 1) olhlan coyiST L340 50
Nl St g Sobee JSts Lud b Sle g wlod

Ldg bl gl diges

AYAY ala yo F o ylacd Vv 0 90 ((lgduol (Siudija(ylada susiily dlae

L (K 330165 sl 5l 0lyless sxacgls,

VA o -V Jlais iy CVI g CVR _asli ol
Ol 85l e olg) Coms s (sl ool 003 (s
5 Cud 9o Jy Sl e Cunl (5)950) (o
o1d dplons lgixe (2lg) s Aigles gy (3,18 (5y9 05
Ol &g )5 dwbe <AV I VL bl oeleS (gl
28,5 )15 b 350 el sy (slyime 25 G g0
biye (3l Jhme w55 lgizee 2ly) a3l (o) sl
o YOS b o 3 lime ©jgods 2589 9 0092
) S B ey 390 bllhe IS ye Gl
o Ugb & W e A lgime olgy esld e
S Glgie 2lgy oo > 28)F 8 a0l )50 pals
wlas 1 phlen cole) Glomw d adlae 590
Ol ol iz 285 518 40T 5,90 (KB ol
YU bty SVl (oled Cugllas 10> (Lol S
2 cwlio OYlsw Gl )5 by &5 .00 )5 sl doyd AD
Dy 52250 Aol yiuo sy
{version 20, SPSS Inc., Chicago, IL) Y+ 4. SPSS
Sy s 3l (YU b 5l (Sl oS sal cundaye/AY
Wged > (sl Slagby) Sl s pSepe b pgd dye
L cales 12 )5 e )8 YAT Ll jlai 550 digas oo
cdy Gl g Jlisl ady cusd I slaosly (48,3 Jai
G G100 Ol ja5 Fer p5Y diged e diged
& glugSa S lod Ve oolaws Clao gl 05 4l
o @l @i @ele sop migie s
B anlae 590 e ()8 (sbajgy Job 5 (sy9a>
Jols 308] cllande olos adllas el Jobo o iz ,8
S ps ol 4 S cleMbl pb Wbl cols, cws
oiile dloye dlas I gySo,lS 3> cdalllas > oniS
SPSS sbajlley 4 3959 5l e 9 IS (adlys &8,

Yoy



ul)mjswl)y dyw))f.)

Silodges lgie dbj (s 5oL Gy 4 (Sbi ol
Sl 390 SCu B gy glyl g (2lwls ¥
Oloss

o o g DS Lol anlons Sl ey dalllae ]
§ osme om3ls ohlen A5 b sls Yl e
Ol b el B Ll 5 Coenl il Gy ol
St 0ald jliel & hlen slajls Sl o e s
@l 3l L3 Caglgl )3 dgne slp S 8l VL
YL A sy ol 05 03,50 ¥ Jgi 53 o )
asar ol dgue sl Jgl cugdyl Sole pa3ls el
GBS 5 e 4 38> (Saep «Spgus closs
3y53 51 05560 K S 3 ld bawgd JolS dislee 5 Jbs 7y
By 02?9 Cllan b Kbl odie plyal
olis 1 ghlen slacugsl upnte Clow 4
SVATY) C)Ja.n Om)'idl.\.b

L (K 330165 sl 5l 0lyless sxacgls,

Ollos gakeculs) s i Y

bty Jloo W oo )3 (iogi ol @l 4 g L
Sl g (S5l Candgr 4 by ol woys VL
5 «lao Gl 5 GUK AVIY Cols) dopd b «ilas
byl col) oliee b «Cigie JpuS g Cutliae Cumdy?
I calsy Jlhw pogad ) oraed Cwl doyp A
ol ol wload Il colsy S8 jabay) onds )l closs
Gl Gless 1oLl o d AP (Sl e a4 Clao
(¥ sis) 251 (o3 o

Olslenr 51389 g (i Y

load CudS 5l Ghlan )bly gaw (5yS0jlul jolatedy
o ok » Jhw aw Kapolas lwy ol 4l
3)5 golae (0= 0bj (s 9V = o8 () 05 ey
6 IS bl sl 5 Jlow o oo X Jyin
ol 0l 039l 0ol Cauwd 4 358 JIhw dw duoyd Siles
2oy MY (IS (gyhly Lasls ol o Jous gillas

o 5 Sasdi ds () jlass suieluilid ) wio ju Curd g Y gua

o, 1y Yol8 A0L Lyl 33 Y Igus 3,
Yo o) o Cljpss o UG \
Y5 \re s le)S / iule o i Cumdg Y

¥v/o Y/ oo (gly el cps cuslio slad 5l g )lye5 5 Y
¥y VY Oleyd g axdlee cga sl loj e ¥
FA yan Clas (Sol)l g (S5 Cundg o

foly Y slaw 4 (B (g0555 \

ya/y v¥ B ol Gledd gdh s A

¥./5 Y. Ohlew b S5l i plyisl g 5)55 5 (g0500 Q

¥ /v ¥ Ohlew b 3300065 plyast 5 5)55 1 0950 \E
¥y \rg S5l o 9 O)lge AN
A v K551055 Lawgs JoS ailas 3 Jlo 25 55,5 5 ot 4 358> (S, W
¥V YY/Y Oleyd 59y 9 (silew 0)byd Hlow Yl 4 S50 o 655wl 050 W

e 52 Sasii d Gl jlans 5 a9 sladdl 9o wuoys Cuaid g ¥ gun
oS S o5 bwge b ol ke byt 5 e s,
. . Vol INTAS \n'% Sad oo gy (Sloyd e plo a1y s (pl 4 dssl o ojliil an b \
VY AY YA/¥ ¥\/5 TS 0wy 5,500 4 |y cdas ol ojlusl as b y
Y ¥¥/Y ¥Y/Y Syl cdas pl dy duome danlyo 4y bilad ojlusl as b Y
JENd YA Yels SIS by asls

Yoo

VAT ala yo F o ylacd Vv 0 90 (gl (Sudi Ja(ylada susinly dlae



ul)mjsul)y dyw))f.)

L (K 330165 sl 5l 0lyless sxacgls,

oudd aal ) Blead 1 Ol slass sLajlis ) 2 9 9343 LD ¥ J s

Wy oy Y. ) A \4 5 A ¥ Y Y ) BIEY

SYE N WRY YR Y XD EY VA Y Y XY XY Y Cpeal ey
A A A YA AV VYY AN WY VY A A JAY Y G el
ARV S WRNEYA 7. SNEYA ANV CRNNEYA o SRRV A v SUNEYA S WY A V- SENEYA 7. SRV o SRR A C ARV A DR PRI

Ol » 55 Jalse g ohlew coldy (o8 (oBg) 4l L G
ol Nl Mol cap b))y wl)l 4 5 0ad (b))
Jo5 g sz g s sbglin bl aelxly o e
Glss cursS Giomw 2Lyl g o sl (Jle daodly
CpP0des 04 L,’_>|).L> Je .l ons bl.g(.w OKJ:},;QIJJJ
Ol Gless | hleag acued Hlgied &S 1) (63)lse
Sl Esdge cpl g Cunl o3y b D5 0 Dad o guwne
o (U I3l ol drwgs (sl 0l 4B SIS g (2
Lol
dop M &S cwl pl Sl ol sadles slaaisl
OBl Cless o I (S joboey adllae 3590 (e
2 Jbe Glgieds .l Eglite 48,5 & g0 [TY-VO o
Sl 0aSish  uSiagll isu 4 oalS asslye
b adllas o sl sl pusd dopd Vee dgas S
0liiS annlye hhlaw colsy e 50 VY], Ken 5 LS
VY ol ool ol oy Ssj s slacSads 4
S yl0s 0uSiily 4 0aiS dsslpe il colsy e

2 Gl 048yt Moy OVIA s (S pole oSl
sl gaddlas L &S [Ye ] Ken 5 Crossly adlas
b jI bl dop AV o) i Sloen
OS] e olRiily (S )l 38 40 0 (S ld
s B adlas  ined Wldges culs, pMel
oSl phlen colsy Legads [V Ken
oy AV il IS cols) maw s (Sl
9 30yl 0 glecols, (adls olds .l ol pMel
2 ol (oo X ya (LS 4§ O yeo [TY-Y0 oo
ol pas oMbl g yglaan Uag) i 290 sloysSB

AYAY ala yo F o ylacd Vv 0 90 ((lgduol (Siudija(ylada susiily dlae

Clasude wlwl 2 Caldy (owyp 9 s -0

slow
o 8 29 ol Sl 93 I ogeil el Jelos gl
P o= /) o sbayell g ghlen IS aecils,
YD) Jab cumsg o (p Value = +/¥Y) aen o5 (value
O Bl gy g bline alaly (o)lol i I (p value =
Oseil 4 495 b Mass o b ooy S shieculs,
LBl g syl xe b3l (P value < +fe ) gy IS
FeS ald) ghaw ass VL gohaw )3 & 0 cp
Cald) Olie gt pledy) ©Meass ghb ghlaw 9
eSS b gV 5 peiled SMeass (s gl
Jole el 9 (8 (905l @l 4 dr g b idg: Culs)
Jad g9 b ghlew IS aecold) o o 5 Jad
Ohlew 3,5 sdalie (gl sxe b5yl (p value < +/++Y)
[dame chlog 5 coly ol oo SNl J2d b
Ghiouls) Mg Coldy pdaw (pyinS b gomdily
blsyl 55 (p value < +/+4)) Cawin b ohlew IS

by g3 (61> Gixe

allas sy o jlaiey & 3 o (L5 0ad Pl (gl
551 g sl 43,55 5 e 3190 (55T ol (Sl
Cold) Cuenl 4 drgi b [A FY-YFP el 485 @ g0
hohlasl 5 Oldy maw jasuls wzes 5 ohlw
Jolos i wyp Bua b G cpl wlosd )l coas
Oblen aeals; gaw ol p teculs,; il
A plool lud o 3 (S p ol slacdas 4 0008 asslye

Yor



ul)mjsul)y dyw))f.)

0SS padtes (Stused & dogi b 5 GBS opl
St (Dol lesd 51 Jhlen (g)bly 4 cols,
b ol hlan s, o 1)) sinjls (g )oly asli
dols oDl u,,ob P Sy Slhe ol il 4wy
Silos Caz > Slopd —(dlie e 3See ot
Coore 9w Sxol gl gy ond al)) lesd cuns
CatsS it (pe STl oalatwl gy pen ol
g e 38 4 parie sl Sho b &5 Sloys e Closs
3 sl iy S5l 5l ealatwl LSy ST Sldllas 4> 3945 oo
38 Oblen b (Sl slvog)S St s (505 sl
D95 (635058

S S b @ a4 Gy Gl deon e
LB oyt gy (s3> U a8 2900 9) 4 9) Cudgione
9 O9te by 392y pae djle e drlge JSie L
pie i loj Cudgaze b plys )15 03508 e o, luilil
CBd pas ol iy eSS ohlew il (B p ) Ken
whpiwy b 5 ghlw JI Sn S8 @y
P ke rcodgicn des jl Give hhwy adlwdgs
D92 JhagR ol

6 5 45

Clasd I ghlen IS cold) 5l (Sl iagh nl sboadl
oW Mol b sy oo Hlasay o win .l (G55l
Cuddy (VL gecols) plgie ohlen s ulel 5
ol apie hlen mlo)b Jele e 2yl
5 oy Culigy cwdlw )»b G g b wl (Sbp ol
P odele ol U oogdioe aoy (W) cudS n ol
D35 58 A2 g 390 (SBHOMS Slas NS sl

‘;3'.5).&5 9 ,SWS

CutS Olidos S p0 Cguae Sliios gyl Jol> dllie oyl
CudsS Olaniss 1S5 Coles b a8 .l laoyb (5590540 9
piY 395 p pliime Cusl ol Il )l 5y900 9
ol Pl 3 & Shlew g pyiee BBl 5l sy e
Wil ST (idged Cislue G0

Yov

L (K 330165 sl 5l 0lyless sxacgls,

il gl 4 (24T 0556 § Codd Bl e Yl
» ok pbnl e By alie yob iagh
L cMoass e bliyl Sole ¥V FY]S0 slayeis
Oygo oy g ol Cdbyd ledd oo IS cols,
L Cami |y 6 hecols) 5SS SMuass b ol 8l o
i Sy Slodges il caiily  alRasly cMuass &S 3,3l
IY-YAJS o b 1) Limgh opl b 5 b mbs
S5 9> B> 9 &> 3l dg LS St 2T Y
295 Gt sly o9 BB St Cosal g 23 ol 5k
ol e (o) sxe yobds 09)5 (pl &S Cawl ous csly
decold) o e Aol Slpl gaecols) Sl 6 eS
D0 0939 (gl me bl cunis (Jad £ L olhlow S
ohlest 9 caldy ol cnpiohe S Jas b ollen
Ol.)).n Add wLo) C.‘a..u u,,).,pf d‘)b 9;2:41313 /Jm
A e s PGk calsy ) by bl
Olosd 5l by Bilie jo U5 lyllas] g a8 pdasw duwy oo
Gl i g Golae  (Sbpolas slacdas > odd 4l
s Jab Candg g ow b ohlen IS iecols; o
i oeieS Sbl J il ey (b ixe Colis
03 € (Sbjlud ledd aniay Jhw 4 baye cols,
Didig sly g oo aai o pl &S sl (pl D]
e el (Sl olead 5l Sl sbhrden cules g
9 [YV]o)Ken o Stahlnacke lilllas ;o .3 oduin]
Slod gladnsa Coenl 5 [YOl,YE 5 (o)) (iren
olid Vb cbanie 5 s aSt Sij ol
Slodges lgie hlow ulo )b cage Iy (S los
O (Gyde Coloy dad e olid olidey wls
Cwds (g )bly p» clad cuas ),,";‘13' P S ke
ol cwas 5l b e STl maw da e [YR
Oyl Jleisl 5y g o 5 poly sdd <8l CurS 5l
LS)"("f J.:Lo.: 9 J«Jl.o.: d»l),o Cods> C&b)b le)) b.}ui » (i
g ol L s Bues wlyl sow 4 58y g yuw glp
[V ol o doog 1,00 a4 1) Jad sdimd )] cpinen

VAT ala yo F o ylacd Vv 0 90 (gl (Sudi Ja(ylada susinly dlae



References

1. Noor AM, Dinon M, Kalthom A. Development and validation of patient satisfaction instrument. Leadership in
Health Services 2012; 25 (1): 27-38.

2. Alhashem AM, Alquraini H, Chowdhury RI. Factors influencing patient satisfaction in primary healthcare clinics in
Kuwait. Int J Health Care Qual Assur 2011; 24(3): 249-62.

3. Hudak PL, McKeever P, Wright JG. The metaphor of patients as customers: Implications for measuring satisfaction.
J Clin Epidemiol 2003; 56(2): 103-8.

4. Mascarenhas AK. Patient satisfaction with the comprehensive care model of dental care delivery. J Dent Educ 2001,
65(11): 1266-71.

5. MackKinley RK, Roberts C. Patient satisfaction with out of hours primary medical care. Qual Health Care 2001;
10(1): 23-8.

6. Soleimanpour H, Gholipouri C, Salarilak S, Raoufi P, Vahidi RG, Rouhi AJ, et al. Emergency department patient
satisfaction survey in Imam Reza Hospital, Tabriz, Iran. Int J Emerg Med 2011; 4: 2.

7. Holt VVP. Patient Satisfaction questionnaire -- how to do them successfully. Dent Update 2006; 33(6):338-46, 343-4,
346.

8. Gurdal P, Cankaya H, Onem E, Dincer S, Yilmaz T. Factors of patient satisfaction in a dental faculty outpatient
clinic in Turkey. Community Dent Oral Epidemiol 2000; 28(6): 461-9.

9. Bragadottir H, Reed D. Psychometric instrument evaluation: the pediatric family satisfaction questionnaire.
Pediatric Nurs 2002; 28(5): 475-84.

10. Ahmadi B, Ziwdar M, Rafiei S. Patients' satisfaction in first rank Hospitals of Tehran University of Medical
Sciences: A cross-sectional study in 2009. Payavard Salamat 2010; 4 (2 and 1):44-53.

11. Zeithaml VA, Parasuraman A, Berry LL. Delivering quality service-balancing customer perceptions and
expectations. New York: The Free Press; 1999.

12. Schoenfelder T, Klewer J, Kugler J. Determinants of patient satisfaction: a study among 39 hospitals in an in-patient
setting in Germany. Int J Qual Health Care 2011; 23(5): 503-9.

13. Atinga RA, Abekah-Nkrumah G, Domfeh KA. Managing healthcare quality in Ghana: a necessity of patient
satisfaction. Int J Health Care Qual Assur 2011; 24(7): 548-63.

14.Hardeep C, Shivani M. Modeling patient satisfaction construct in the Indian health care context. Int J
pharmaceutical healthcare marketing 2013; 7(1): 75-92.

15. Ditta S. Patient satisfaction at the Medical Emergency department at Holbaek Hospital. Scand J Trauma Resusc
Emerg Med 2010; 18(Suppl 1): P24.

16. Rohini R, Mahadevappa B. Service quality in Bangalore hospitals — an empirical study. J Services Res 2006; 6(1):
59-85.

17. Davies AR, Ware JE. Measuring patient satisfaction with dental care. Soc Sci Med A 1981; 15(6): 751-60.

18. Karydis A, Komboli-Kodovazeniti M, Hatzigeorgiou D, Panis V. Expectations and perceptions of Greek patients
regarding the quality of dental health care. Int J Qual Health care 2001; 13(5): 409-16.

19. Baldwin A, Sohal A. Service quality factors and outcomes in dental care. Managing Service Quality 2003; 13(3):
207-216.

20.Bedi R, Gulati N, McGrath C. A study of satisfaction with dental services among adults in the United Kingdom. Br
Dent J 2005; 198(7), 433-7.

21.Dewi FD, Sudjana G, Oesman Y M. Patient satisfaction analysis on service quality of dental health care based on
empathy and responsiveness. Dent Res J (Isfahan) 2011; 8(4): 172-7.

22. Stahlnacke K, Soderfeldt B, Unell L, Halling A, Axtelius B. Patient satisfaction with dental care in one Swedish age
cohort. Part I1-What affects satisfaction. Swed Dent J 2007; 31(3): 137-46.

23.Haji fattahy F, Rezaie M, Valaie N, Khosravani fard B, Haraji A, Mehrshadian M. Evaluation of patients’
satisfaction of departments in Islamic Azad University Dental branch, in 2009. J Res Dent Sci 2010; 7(3): 23-29.

24. Masoodirad H, Tabari R, Arefian M. An assessment of patient's satisfaction toward endodontics department, Guilan
dental school (2003-2004). The Journal of Islamic Dental Association of IRAN (JIDA) 2005; 17(5): 81-8.

25.Razmi H, Jafari Talari M. Evaluation of patients' satisfaction referred to Dentistry Faculty, Tehran University of
Medical Sciences in 2003. The Journal of Islamic Dental Association of IRAN (JIDA) 2005; 17(2): 82-89.

26. Ghapanchi J, Daghighafkar M, Azadi A, Sedaghati Shayesteh S. Patients’ satisfaction of dental care provided in
Shiraz Dental School. J Dent Shiraz Univ Med Sci 2009; 10(1):83-6.

27.Hyrkas K, Appelgvist-Schmidlechner K, Oksa L. Validating on instrument for clinical supervision using an expert
panel. Int J Nurs Stud 2003; 40(6): 619-25.

AYAY ala yo F o ylacd Vv 0 90 ((lgduol (Siudija(ylada susiily dlae YOA



28.Wynd CA, Schmidt B, Schaefer MA. Two qualitative approaches for estimating content validity. West J Nurs Res
2003; 25(5):508-18.

29. Saghaei A, Kavoosi A. Customer Satisfaction Measurement Methods. Tehran: Sabzan Publications; 2005.

30. Crossly ML, Blinkhorn A, Cox M. What do our patients really want from us? Br Dent J 2001; 190(11): 602-6.

31. Quintana JM, Gonzalez N, Bilbao A, Aizpuru F, Escobar A, Esteban C, et al. Predictors of patient satisfaction with
hospital health care. BMC Health Serv Res 2006; 6: 102.

32.Bleich SN, Ozaltin E, Murray CK. How does satisfaction with the health-care system relate to patient experience?
Bull World Health Organ 2009; 87(4): 271-8.

33. Ayatollahi SMT, Heydari Z, Hagh Shenas H. Patients satisfaction from their consultant physicians in Shiraz. J
Kerman Univ Med Sci 1999; 6(3): 165-172.

34. Azami A, Akbarzadeh K. Patient satisfaction of hospital services in Ilam hospitals. J llam Univ Med Sci 2005;
12(44-45): 10-16.

35. Heydari A, Seydi M. Patients satisfaction from general physicians and it’s determinants in Qom (2005-2006). J Med
Counc L.R. Iran 2009; 26(4):530-40.

36. Sarchami R, Sheikhi MR. Patient’s satisfaction of quality services in emergency departments. J Qazvin Univ Med
Sci 2001; 5(2): 64-8.

37.Noorossana R, Rezaeian S, Saghaei A, Karimzadeh Y, Moradi S. Measuring Service Quality in Emergency
department Based on patient rights: a cross-sectional study from Iran. Med Ethics 2013; 7(23): 161-184.

38.Hashemi S, Mohammadi BM, Ghaedi H. Satisfaction level of patients in the hospital services in the province of
Bushehr 2000. Iran South Med J 2000; 4(1): 53-59.

39. Caruana A. Service Loyalty: the effects of service quality and the mediating role of customer Satisfaction. Eur J
Marketing 2002; 36(7): 811-28.

40. Kessler DP, Mylod D. Does patient satisfaction affect patient loyalty? Int J Health Care Qual Assur 2011; 24(4):
266-73.

41. Gustavo QS, Cid GF. Perceived quality, satisfaction and customer loyalty: an empirical study in the mobile phones
sector in Brazil. Int J Internet Enterprise Manag 2008; 5(4): 298-312.

Yod VAT ala yo F o ylacd Vv 0 90 (gl (Sudi Ja(ylada susinly dlae



Assessment of satisfaction of patients referring dental offices and
identification of opportunities for improvements in Fasa, Iran in 2012

Rassoul Noorossana, Sajjad Rezaeian*, Abbas Saghaei

Abstract

Introduction: Attention to patients’ satisfaction with treatment centers has a major role in
management programming in health services. The aim of this study was to determine the level of
patients’ satisfaction with dental services in Fasa, Iran.

Materials and Methods: The present applied study was carried out in a descriptive/analytical
manner. A researcher-designed questionnaire with five-scale Likert design, consisting of three
sections, was completed through interview. A total of 400 patients were interviewed. Data were
analyzed with SPSS 20 and Minitab 16 using Spearman’s correlation coefficient and chi-squared
test (o = 0.05). Validity of the questionnaire was provided through criterion and content methods.
To determine reliability, Cronbach’s alpha was calculated at 0.91.

Results: Of the demographic and contextual variables, there were statistically significant
relationships between satisfaction and education, job and sex (p value < 0.001). Correlation
coefficient between the patients' overall satisfaction and loyalty index was calculated at 0.673 (p
value < 0.05). The key priorities of improvements in dental services were cost of dental services,
careful evaluation of the patients, taking patient history and thorough physical examination by a
dentist, attitudes and behaviors of the dental office personnel toward patients and respect for them
and determining suitable appointments, respectively.

Conclusion: The results of this study showed that patients were satisfied with the services of
dentists; however, it appears that by reforming system's defects based on patients’ opinions higher
satisfaction rates would be obtained.

Key words: Dentist, Health service, Patient satisfaction
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