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Abstract

Introduction: Quality of elderly care is considered one of the key indicators of health system performance. This
study aimed to evaluate the quality of services provided to older adults covered by the family physician program
based on the SERVQUAL model in Jahrom County in 2025.

Methods: This descriptive cross-sectional study was conducted on 400 older adults referred to family physicians
in Jahrom City. Participants were selected using a multistage sampling method, and data were collected using the
standardized SERVQUAL questionnaire across five dimensions: tangibles, reliability, responsiveness, assurance,
and empathy. Data analysis was performed using SPSS version 21 through descriptive and inferential statistical
tests at a significance level of 0.05.

Results: The mean age of the participants was 64.00 = 12.00 years, and 51% of them were femalexThe mean
quality scores in all dimensions were higher in the “expected” condition than in the “perceived/performed”
condition, and the quality gap was statistically significant across all dimensions (P<0.001). The largest gap was
observed in the responsiveness dimension, while the smallest gap was related to tangibles. Gender:based analysis
showed that both men and women experienced significant gaps in most dimensions.(P<0.001), although the
magnitude of the gaps differed between genders in some dimensions. Furthermore, significant differences were
observed in certain quality dimensions according to educational level and \marital status (P<0.05), such that
individuals with higher educational attainment reported greater expectations and larger quality gaps.

Conclusion: The findings indicate a significant gap between the expected services and the services actually
received by older adults. Health policymakers are recommended to)prioritize strategies aimed at improving
responsiveness, enhancing effective interaction, and strengthening the communication skills of healthcare staff.

Keywords: Service quality, Elderly, Family physician, SERVQUAL



Extended Abstract
Introduction

Methods

This descriptive cross-sectional study was conducted in 2025 on older adults (aged >60 years) covered by urban
and rural family physicians in Jahrom County, Iran. Eligible participants had an active care record and had
attended a health center or health house at least twice for elderly care services; individuals with cognitive or
psychiatric disorders such as Alzheimer's disease were excluded. Based on a calculated sample size of 384, and
allowing for a 5% attrition rate, 400 older adults were enrolled. A multistage sampling method was used: the
county was divided into urban (three main health centers) and rural (two districts, including eight health houses)
areas, and questionnaires were allocated proportionally to the population covered by each center. Within each
center, eligible individuals were selected from the electronic SIB registry list using random number tables, with
replacement sampling for non-participation. Data were collected through structured interviews conducted by
seven trained health care providers (three urban, four rural), using the standardized, previously validated Persian
version of the 22-item Parasuraman SERVQUAL questionnaire. The instrument included;a demographic section
(age, sex, education, marital status, occupation, income, and comorbidities) and a service-quality section assessing
both expected and perceived/performed care across five dimensions—tangibles, reliability, responsiveness,
assurance, and empathy—each scored on a 5-point Likert scale (range 22—1.10 per section). Descriptive statistics
(mean + standard deviation, frequency, percentage) summarized quantitative and qualitative variables. Paired t-
tests compared expected versus perceived quality scores overall, while Mann=Whitney U and Kruskal-Wallis tests
were used to compare quality-gap scores across subgroups defined by sex, education level, and marital status.
Linear regression was additionally applied to identify factors associated with the quality of services provided. All
analyses were performed in SPSS version 21, with two-tailed tests and a significance level set at 0.05. Prior to
data collection, all interviewers attended a single training session covering study objectives and data-collection
procedures, followed by pilot interviews to ensure consistency of administration across all seven interviewers.

Results

A total of 400 older adults were included. The mean age of participants was 64.20 + 12.65 years, and 51.0% were
female. The largest proportion of participants (53.5%) had only primary-level education, and 40.25% were
housewives; most participants (76.75%) were married. Across all five SERVQUAL dimensions, mean “expected”
quality scores were significantly higher than “perceived/performed” scores (P<0.001), indicating a consistent
negative quality gap. For tangibles, the expected score was 86.23 + 14.22 versus a performed score of 78.84 +
20.83. For reliability, expected and performed scores were 86.84 + 21.07 and 80.75 + 16.79, respectively. For
assurance, scores were 88.13 + 13.86 (expected) versus 77.12 + 17.01 (performed). The responsiveness dimension
showed the largest gap; with expected and performed scores of 39.99 + 27.00 and 32.75 + 28.78, respectively,
while tangibles showed the smallest gap. The empathy dimension also showed a substantial gap (46.68 + 27.96
expected versus 31.37 & 26.15 performed). The overall quality score likewise revealed a significant gap between
expected (69.21 + 10.63) and performed (60.18 + 10.34) care (P<0.001).

Subgroup analyses showed that both men and women reported significant quality gaps in most dimensions
(P<0.001), although the magnitude differed by sex; for example, the assurance gap was not significant among
men (P=0.80) but was significant among women (P<0.001). Educational level was also associated with the quality
gap: participants with higher education reported greater expectations and larger gaps in reliability, responsiveness,
and assurance dimensions (P<0.05 to P<0.001), while the gap in tangibles and empathy did not differ significantly
by education level (P=0.05 and P=0.08, respectively). Marital status was significantly associated with quality gaps
across all dimensions (P<0.001), with married and widowed participants generally reporting somewhat more
favorable perceived-quality patterns than never-married or divorced participants, although expectation levels also
varied by marital status. With regard to other demographic characteristics, 9.75% of participants were laborers,
8.75% were unemployed, 14.25% were retired, 21.0% were self-employed, and 6.0% were salaried employees;
41.0% reported a monthly household income below 5 million Tomans, 25.25% reported an income between 5 and
10 million Tomans, and 33.75% reported an income above 10 million Tomans. Overall, these findings demonstrate
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a consistent and statistically significant shortfall between the care older adults expected to receive and the care
they perceived as actually delivered, most pronounced in the responsiveness and empathy dimensions and least
pronounced in tangibles, with the magnitude of this gap further shaped by participants' sex, education level,
marital status, and, potentially, occupation and income.

Conclusion

This study revealed a significant negative gap between expected and perceived quality of integrated elderly care
across all SERVQUAL dimensions in Jahrom County, indicating that the family physician program has not yet
fully met older adults' expectations, particularly regarding responsiveness and empathy. These findings are
consistent with those of Deger and Igsever in Turkey (18) and Fan et al. across 15 provinces in China (19), both
of which reported comparable negative quality gaps in primary care settings. Similar patterns were reported by
Hemati et al. among Iranian hospital patients (20) and by Sharifi et al. in Mashhad, where the empathy'gap was
especially pronounced (21). In contrast, Zendehtalab et al. found improved SERVQUAL scores: following a
participatory, structured intervention for elderly care (22), suggesting that such gaps are modifiable. Strengthening
staff communication skills, enhancing responsiveness, and implementing targeted, ‘participatory quality-
improvement programs are recommended to narrow this gap and improve elderly satisfaction with family
physician services.
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