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This descriptive cross-sectional study was conducted on 265 nurses working in hos-
pitals affiliated to IUMS in 2021, who were selected using stratified sampling with proportional alloca-
tion. The data collection tools included a sociodemographic form and the Scale of Perception of Nursing
Activities that Contribute to Nursing Care Quality (EPAECQC).

S The mean age of participants was 34.32+7.39 years, and most of them were female (67.2%). The
mean total EPAECQC score was 76.35+12.50, with the highest score in the dimension of responsibility/
rigor (3.28+0.54) and the lowest score in the dimension of health promotion (2.79+0.70).

Keywords: i [@YTEIEDT The overall quality of nursing services in hospitals affiliated to IUMS is at a desirable level.
Quality assessment, : Attention should be paid to the dimensions of nursing care quality, especially patient satisfaction and
Nursing care, Quality :  health promotion, in nursing education.
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Extended Abstract

Introduction

he quality of services is crucial for any or-

ganization's growth, success, and sustain-

ability. Service quality refers to the ability

to meet customers' needs and ensure their

satisfaction with product delivery or ser-
vice provision. In healthcare, service quality refers to pro-
viding services (in individual or group format) that yield
positive care outcomes. Today, managing service quality
poses challenges for organizations. Research highlights
the importance of providing superior services in organiza-
tional success, which can create a satisfying environment.
It can lead to patient satisfaction, boost employee morale,
and reduce healthcare service costs.

The escalating costs of service provision, particularly
the continuous increase in hospital tariffs, are key con-
cerns for hospital managers and patients. People want to
know how the huge funds for hospital infrastructure ben-
efit them, expecting high-quality services to be commen-
surate with their payments. Complaints about the lack of
justice and quality in service provision and customer dis-
satisfaction further underscore the pivotal role of service
quality. Quality assessment is the first and most impor-
tant factor in improving the quality of care. In quality as-
sessment, the evaluation of nurses' activities in providing
nursing care to patients is crucial because nurses carry a
greater role due to their close interactions with patients
and providing emotional and spiritual support to them
alongside medical treatment.

Table 1. Mean scores of the EPAECQC dimensions
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In Iran and other countries, several studies have been
conducted for measuring the quality of hospital and nursing
services by employing quality assessment models such as
SERVQUAL, which of which have revealed a gap between
expected and perceived quality and variations in patients',
nurses', and doctors' care quality perceptions, underscoring
the need for quality improvements. Addressing discrepan-
cies in SERVQUAL dimensions, such as empathy, remains
crucial in enhancing nursing services. Therefore, this study
aims to assess the nurses' perceptions of the quality of nurs-
ing services, considering their personal and professional
characteristics, in hospitals affiliated to Iran University of
Medical Sciences (IUMS), Tehran, Iran.

Methods

This descriptive cross-sectional study was conducted in
2021 on 265 nurses from hospitals affiliated to the [UMS.
They were selected using a stratified sampling technique
with proportional allocation, which lasted for two months
from July to August 2021. The instruments included a demo-
graphic form and the Scale of Perception of Nursing Activi-
ties that Contribute to Nursing Care Quality (EPAECQC),
which had 25 items assessing seven dimensions: Patient
satisfaction, health promotion, prevention of complication,
self-care/well-being, functional readaptation, nursing care
organization, and responsibility/rigor. The questionnaires
were completed based on the self-report method.

Results

The mean age of participants was 34.32+7.39 years; most
of them were female (67.2%), married (67.92%), with no
children (55.06%), and with a bachelor's degree (83.40%).
The mean total EPAECQC score was 76.35 (Table 1), and

Based on the Likert scale from 1 to 4

Dimensions Min Max MeantSD
Min Max MeantSD
Patient satisfaction 3 12 8.97+1.70 1.33 4 2.99+0.57
Health promotion 3 12 8.3842.11 1 4 2.7910.70
Prevention of complications 3 12 9.31+1.81 133 4 3.10+0.60
Self-care/well-being 4 16 12.7+2.60 1.5 4 3.02+0.65
Functional readaptation 4 16 11.48+2.63 1 4 2.8710.66
Nursing care organization 2 8 6.45+1.33 1.5 4 3.23+0.66
Responsibility/rigor 6 24 19.6743.25 2 4 3.2810.54
Total 25 100 35.76+12.50 1.67 4 3.0410.50
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the dimension of responsibility/rigor had the highest mean
score (3.28), while the dimension of health promotion had
the lowest score (2.79).

Conclusion

According to nurses, the overall quality of nursing ser-
vices of hospitals affiliated to IUMS is at the optimal
level. In the dimension of responsibility/rigor, the quality
had the highest score, while it was at the lowest level in
the dimension of health promotion. In the nursing curricu-
lum, it is better to integrate the educational materials re-
lated to nursing service quality dimensions such as patient
satisfaction and health promotion, or in-service training
on nursing service quality should be provided to nurses.
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