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The relationship between patients perceived service quality and job
burnout of nurses in shahid mostafa khomeini hospital in ilam

Abstract:

Introduction: burnout defined as, feelings of loss of energy, feelings of
powerlessness, depraved, boredom, lack of control, hopelessness, failure, and
disability. It defines the organization's ability to determine the needs and demands
of customers and fulfilling these needs is emphasized. Then Patient’s perceptions
of service quality can translate to nurses continuously communication with
patients.

Materials and Methods: This study is a descriptive cross-sectional study, applied
on 100 patients and 100 nurses which was obtained during sampling procedure in
Hospital. Tool was a questionnaire including questions of (Meslash) job burnout
and Jackson (1981) to measure perceived service quality SERVQUAL
questionnaire of (Zdhml and Bytner) (1996) was used. The reliability and validity
of the questionnaire was confirmed and the data were analyzed using SPSS 21
software and Pearson correlation, simple linear regression, analysis of variance,
Friedman's rank test.

Results: Patient’s perceptions of service quality and its dimensions of job burnout
of nurses were effective. Overall dimensions of empathy (B=0/577, P<0/05),
tangibility(3=0/486, P<0/50) , assurance(p=0/472, P<0/50), reliability(3=0/144,
P<0/50), responsiveness(pf=0/225, P<0/50) respectively have the greatest impact
and negatively significant on nurses atrophy.

Conclusion: With providing better services and attention to patients to be

provided their satisfaction and loyalty and prevents burnout hospital staff and
nurses.

Keywords:Nurses, Nursing staff, Hospital, Burnout, Servqual, Quality



