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Evaluation of the Quality of a Hospital Services Using a Hybrid
Approach

Karim Atashgar, Tayyebe Iravani, Seyyed Majid Hoseini
ABSTRACT

Patients are considered as the core attention of services in a hospital and then usually a hospital focuses
on to meet patient expectations. This attention addresses utilizing an effectiveness model to cable a hospital
to evaluate the quality of services is evaluated as an important issue. This research approached descriptive-
applicable method evaluates quality terms for Boali hospital using Sevequal-Kano hybrid approach. In this
research to categorize different dimensions of the hospital services leading to clustering of improvement
solutions, quality gap analysis and importance — performance analysis are approached. The results of this
research indicate: 1) Wilcoxon non-parametric test indicates the significant for gaps of service quality, 2)
Kano evaluation matrix addresses Tangibility, Reliability, Responsiveness and assurance factors are
evaluated as main needs and empathy factor is evaluated as an attractive need for patients, 3) Importance
— performance analysis can help practitioners to design a strategy to provide patient needs. The hybrid
model used in this paper is a suitable model for hospital servicing to identify solutions to enhance the
quality of services.
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