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Abstract

Background & Aims: Community health largely depend on the primary health care sector of each
country and primary Healthcare including family health, as first contact services have basic role in
health attainment. Quality of care remains one of the most significant challenges facing the health care
system. Service users have critical roles in identifying their own needs and preferences. The objective
of this study is assessing the consumers' perceptions of quality in family health Services at Urmia
heath posts.

Materials & Methods: A sample of 200 females’ health care consumers participated in this cross
sectional descriptive study which was done in 2010. A questionnaire based on the SERVQUAL
instrument with five dimensions of family health services quality was used for data collection. To do
statistical analysis, descriptive statistic and X2, Friedman and Wilcoxon tests were applied.

Results: The findings of this study indicated that 82.2% respondents perceived quality of service
moderate and 17.8% as worse, with a lack of good quality. Comparison of dimensions showed there
was a significant difference between them concerning the quality of services.

Conclusion: From service users’ point of view, family health services quality were not acceptable;
thus quality improvement initiatives are required in all dimensions specially responsiveness.
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