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Abstract

Background: Complaints are expressions of dissatisfaction that can be followed up
on and are a valuable source for identifying deficiencies and improving the process
of providing care and treatment services. This study was conducted to investigate
complaints received in 2023 in the Treatment supervision department of Iran Uni-
versity of Medical Sciences.

Methods: This study is a retrospective, descriptive-analytical, qualitative and ap-
plied study. The statistical population includes educational and treatment centers,
limited surgery, offices, work offices and others received from centers affiliated to
the Treatment supervision Department of Iran University of Medical Sciences. Reg-
istered information from written, oral and telephone complaints and registered in the
Treatment supervision department was received in 2023 (N=4066). The data were
classified and coded with descriptive-analytical statistics and expert opinion, and the
results were presented in the form of a frequency table.

Results: The frequency of complaints included: hospitals (32%), offices (26%), un-
authorized centers (20%), clinics (8%), substance abuse treatment centers (MMT)
(4%), dentistry (4%), limited surgery centers (3%), and offices and other centers
(3%). In a qualitative study with the opinions of experts, the central coding included
financial categories (non-use of card readers, excess costs and induced demand),
treatment method (treatment process, refusal to accept the patient, cancellation of
surgery, referral to a private office or other center), method of providing services
(non-provision of documentation, acceptance of insurance and treatment), welfare
facilities (dissatisfaction, ventilation), visit services (non-registration of electronic
prescriptions, dissatisfaction with the method of visiting and scheduling, absence of
a psychologist), infection control (non-compliance with standards hygiene, infection
control), unauthorized activity (center and the person without qualification and lack
of advertising license), privacy, compliance plan (lack of the compliance plan and
privacy and professional cover) and medicine and equipment (sale of medicine, de-
fective facilities and equipment, referral for medicine and equipment and failure to
deliver medicine) were identified.

Conclusion: It is necessary to take effective measures to improve the supervision
of the centers’ activities in terms of licensing, professional competence, and the
provision of safe care and treatment services, and visiting services to improve the
satisfaction and respect of clients.

Keywords: Accountability, Complaint, Satisfaction, Patient rights

Copyright 2025, Journal of Medical Council of Iran.
This work is licensed under a Creative Commons Attribution-NonCommercial 4.0 International License.

Fatemeh Najafipoor Moghadam', Na-
der Tavakoli’, Reihane Sadat Haiat
Shahi?, Mehdi Karamlo?, Roghieh Noee
Dehshal?, Mohamad Reza Ghoolipoor?,
Rohedin Souri, Ehsan Mazaheri?,
Forogh Torabian?

' Trauma and Injury Research Center, Iran
University of Medical Sciences, Tehran, Iran
2 Treatment Supervision Department Ex-
pert, Iran University of Medical Sciences
and Health Services, Medical Assistant,
Intersection of Hafez and Jomhuri Streets,
Old Ministry of Health Building, Tehran, Iran

* Corresponding Author

Vice President for Treatment, Iran Universi-
ty of Medical Sciences and Health Services,
Tehran, Iran

Email: fatemehnajafipoor@gmail.com

Received: Jul 25 2025
Accepted: Aug 17 2025

Citation to this article

Najafipoor Moghadam F, Tavakoli N, Sadat
Haiat Shahi R, Karamlo M, Noee Dehshal
R, Ghoolipoor MR, et al. Studying the Comd
ponents of Complaints Received from Cen-
ters Affiliated to the Treatment Supervision
Department of the Iran University of Medi-
cal Sciences in 2023. J Med Counc of Iran.
2025;43(4):66-73.

Journal of Medical Council of Iran

Vol.43, No.4, 2025


https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Tavakoli
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Tavakoli
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Haiat+Shahi
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Haiat+Shahi
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Karamlo
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Noee+Dehshal
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Noee+Dehshal
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=GHoolipoor
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Souri
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Mazaheri
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Torabian
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Tavakoli
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Haiat+Shahi
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Haiat+Shahi
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Karamlo
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=Noee+Dehshal
https://jmciri.ir/search.php?slc_lang=en&sid=1&author=GHoolipoor
https://doi.org/10.22034/43.4.66
http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

[ DOI: https://doi.org/10.22034/43.4.66 |

alay) dISgS 3L Fpsde gy (ARG dabld
=9 418) Folo)S 53go Sl wilsbw
Fgagw g2I29) Fgz LIS Lbjsemo Sl

"ol E9)8 Fisrlo Glwsl

oLl wiogsuan g ilgw wildibss jSyo !
ol «lies ! GSbjz pgle

loys cigleo loys p cyylhs olal Guwlui)S ¥
Gl iblags wiless g Subjy ogle ol
ubl wwlbed bl

fgiamo 63iunig (il *
olisls gloys wiiglen jloys p euylas oylsl
Wil Gloys iblag: loss g Sibjy gle

ulrl wled
1S S (i
fatemehnajafipoor@gmail.com

1EoE/oF/ 1 8L &)l
1Eol/o0/P Y s bdy )l

55—V | Eoleglino j—IE0 loiii—10 195

Journal of Medical Council of Iran, Volume 43, Issue 4, 2025
https://doi.org/10.22034/43.4.66

b gy dlo

04181 30 anli 150 (Bb e OLS badigo (wyy
R ‘s“ﬁ poks olRiatd (ylo 40 Caglae oo p oyl
‘f’* le )é

R

Sl )3 gm0 9 aBlys @) slp ded))l @te 9 S JB L)L plo colsid 1w
PP Jlo jo (8L SLIKS aw)yp jataies adlllas ol ol Slopd 5 (bl Closs
el 015 plosl ] LS, pole oSl loys oyl o)

dxel> g Sl (9,8 5 (&S ¢ el o g SIaSIS adllae S ol ingh 1y (R
Coglas 036> )3 b 9,187 pBo dadas wgame (Sl (Gloyd 5 sl 3STy0 ol ()l
15 i g il g Lalis (oS LIS I Gledlbl ibe ool LS pole olSils lays
S5 g oo aog jlol b g (canaib osls g (N=F-£5) céb s VF-Y Jlo s o)llas o))
asl 04l &Ll Slol )3 o> &y s g (0005 () 5

(Y] Slreys Slpe (YF) bacdas (AYY) lagho o (Jols LS Jlglyd saaidly
Sl She (AF) (Sapls (AF) (MMT) slge Cpmocgu loy S1he (ZA) oSk
A b S (e 5 09 (AY) e plo g Slawsge o 3> g (AY) Sy 5 S0
i ol ol oslatul pas) Jlo sladlgio Jolis (5ppme (5SS (555 5 pluli)l
chae a4 gyl (2l g olon (pdy pie (loyd Wg)) plopd 0gs (S L 4 SljLe
(20952 0979 9 don Sy Oliitiene &) pas) (o) Slosd &)1 0955 (1503 3950 b (09>
Cojug lodd iole S 5 il o «Sidi cdygrs ¢ 21y CUII 51 uls)b) 2l Ul
g Cedligg o liiilyy 395 (23Cug 5 Cujug 0928l (Lol (Sig psll as il pac)
Cllad) jlone et cullad (oghe S 5 ilulis (it (rilge ol pas) Cisis J s
ilye 9 BLlil b (posad mp Clils jome 395 9 jeme 5 CanMo Wl 3)5 9 S 5
Clias g 9> g (Sl by 5 (pogpad my> 9 GUbl )b (njlge Cole) pas) (o0
pasede (9,3 L9 pas g Sl 9 9)b lp ol clines 9 CUSGL jali o)l (29)9)
RS

3381 b (S8 oyllas o)) sl ) (5390 SlobBl Canl ()95 1§ g Aol
2 g Glods g el Sloyd g (sulye Closs &l 0o ((gldd > Cun Mo oomo yiily s
DyS G)ge elye 0S5 9 slelS) d9me sl

Sow o8> (g3l 95l S 1 glS OlolS

Copyright 2025, Journal of Medical Council of Iran.
This work is licensed under a Creative Commons Attribution-NonCommercial 4.0 International License.


https://doi.org/10.22034/43.4.66
http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

[ DOI: https://doi.org/10.22034/43.4.66 ]

dus sty (V) A8 0y Sl o (665 )3 5 lalST 5 Lis
o) )0 g (ula)l g LIS e p Fge Jelos s b
sloygd (il e byl g (5)18) c(slady> el 13 e sl
sbiwly > aladeoly 3561 L plyie ally el 5 )15
Caanl 4y 15 111 (VY 3905 plidl CLISS 51 g8y g ol
g e g QLS @ slaisl @905 g (e srianlo)
Chgleo (Jyllas 0je> j0 28l ys LIS S @ culie b g oy
rob Gimgg ol b lnl (i pole ol ley
&yl 0956 1 Lol 4y by slradlge oo g owyp Baa b
390 o gl b osds &5l amls 3150 53 Sloyd g bl e Closs
ot SRSl 5 HBamasl) (lpte (laitd odlizal

D365 )18 390 Cumdg sl sl Slopd 9 (1Sl

5 o9,
ol o= ipogi £ il ,asiS adllan Sy pols Jimghy
g olad (Sl pel (Bl GLIKS eles JolS bless b
G VFY J o ployp p ol oyl GlKE 8y > gals
(S5 pased OleMbl «pwlid)lS Sliitus b 3y90 F+55 sl
L g onall «cud 0l (95 (slop 8 L el 390 Sl

285 )8 el g 455 )50 o a3l ealil

Ll

1Bl D g i 5 inogi Jlol bl 2 gy @l
Jols ey a (N=¥57) cbiss Jllhs 5 oy 5
olSSley> (/Y +) ome yud 33150 (V) bacdas (/¥ o Lo
SB35 o (£F) (MMT) slge b pnocguw oy 35150 (%A)
5 Sluwge 5 563 5 (T) Shpw 5 39300 (2 S0 (7F)
3 (/) 150 ol

Clld Jols )90 V255 51 QLSS 3 oy 990 slaadlge
aigjp YY) 3y50 WED oo ot 5 CanMo 236 3,
oloyb (ZV8) 3)90 FOY yleyd Kg, (YY) 3y90 VoYY 3lile
45 S pas) (/0) 2)50 WO (23Cagh 5 Cufyg Slos ]
pic AT) 2y50 WA il (B9y8 (AF) 350 VYo Sl
(ZNF) 3090 £ oy Ghpdy pas (1Y) 390 BV Yo (Bl
Frobclae @ gl g Gl Sl pae (J555)57 )yl pas
390 OV sllail )b (pslae cole, pac (7).0) 3,90 DA S0
Sge O Cigie JS 5 il (nilse ol pas () X)
a9 GBSl i (7)) 3,50 YY g5l g5 pac (4).Y)
I L) 7 V) 3,50 YA (2 93 5 (218) SUSGl 5 (S,
sl gl /s F) 2)90 Y5 (a8 o (idgy cnilge caley pas
VA QU 2)55 52 0955 (/o0 F) 3)90 VY i g 9y ad

UIJlS.nmg[u_\inJggbégbmblé

o

EVIRY- T
il e Q5 UL e S A ollen
by gl (V) s ol pasis 4 B g eles
odiS by lye & Hlew oy Selae Sy Wil e
loyd g bligy Sloss By (V) a8 sl  adlagg closs
(A yp 3 )9S 53 0l (i Oyyda g (led el
Gl 5 e SlEMBL g 4 (o pied Sl 4y g (F) ol
Oliale 03l 5 e &8 b gogas bjgel § e pdaus
ot il b ol slacslon oloy 5 (bl cudlpe g, )
LIS 4t sl il Ltal3bl ol 6 S prenad 5> Jlub
Wl GhlPl g pKede by (Uil Culie CudS o)l
saS 8l sl ylojl g 33l g9y p Ll o ol (F) Cul
U olow blie o puis o bl atily e 5l Coodlw cuons
Slgi oo (38 S8 5l o3 g b oMo 0)lyd SIS el
Cuow 4y oMo LSH ol saw Gayb I 1) cudlye cuas
@ LIS & Sawy 059500 (05) d5l0le Hlas 4y cld i
)] e ) (oMo glacilye ol | )95 i Ol
Olgim Wlg o ol (V) Ml o ool slad bl
sodd CadS B gl ol Bl Ccar el cuo b
Obles GLISS (A) 35 48,5 jlas )3 w8 o 8l > oylow &S
U Lasss ons @l s g Cudlis ) Ll 5l ookes
Lt Cuodd &)l pllas 1> 39390 (ABS [SOLE 5 i low
opllas 0,509y Sy STAS (o0 uSaie |y (liwylen alys oS
ol gl jlon S asgezme )3 (hlew CLIWS 4 (S sly
5 adlye oS oS 15 10l g ploile > Sl o & g
)5 g 5l g acaoluw cusl p3Y 3100 11 0,8 salgs lay 5
03,5 sloul LIS ) Sy yd Lisd Slos d9u0 (sl 6,151
bl opl S Hasuine |y MWL dudy ) diopllss Cygo 4 5
G WS ks e ] alylad des a8 0L glaisS 4 Wb
odel i slalhs g oMo cBge @by dduo 4D bys &S oyl
g dad)l Glojlw (glp LSS 4 (Sawy slaas s (1) sl
Shhe > Sledd Bamadil) Jlb, b bsye Jolge .l (4900
o b lass Canl lagt ColSs > oy yage (sleyd
bilss el g jlan @ plysl Jol cole) bl hlen oloy
ISy ohlew 5 colKs sl (60,8 Jolge cglad > 9 3
b ) alodlbl jige Jinl Jols (bl sl (1) lo
oM e byl g (ol (295 5 ()1 (sl gl ¢ oIS
SR Olgis o 0l 9 oz bl ole 5 S ke
P jlew by GleMbl iy g Sy Ailg o &S Litwn
Sl (Jren 3kl udling Glaasie bug cudle

[


http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

[ DOI: https://doi.org/10.22034/43.4.66 ]

ulos Cugleo lo s o jlhas ojlsl LIS (slaosdlgo

D) S & L 9 58 sed alS g8 Dlegdge ay (Sapmy  (Ae)) 3y90 ¥ el 355 5 il joome lad ([74-.0) 350
IS 5y g iy lS i 5] ookl b s oy 3 ) Jgher) ol 0393 (7 0) 3590 ¥ el (sLlis
Jol gladlgio Jold (8L )3 LIS 3 Jge sloadlye (sype 4 bgiye (oMol 3)l50 il (35 05 o) 4 Sl o 4 p5Y
(S8 Lol g Sile ajn «olsylS ) oolial piae) o cuenl 5 (olitilyy 95 5 L Gloli ik jyme i

1o P lw g ouli jSIo jl ol pl oSl Ulogd Cigleo ylo o o jls o 15l j> SidL s SLSLH oouezs lelbl Jgas .1 Jgao

el Egi
£ 5 i
> a_ . k) ) A
< P 5al 3 T3
. ¥ . S N 3 - 3 i
! i‘ 3 137 313 g 9 2 «
popbadg 13l SEER IS
% 13735334233 30> TS I Y N B
s 241343 i i3 3 5 % 3 3 14 ¥y ? 3 3 e
o a s = 5 4 a X . T k =
x 44 3 3 % 3 2 3 2 3 82 32 3 3231443 3% 32
3 ) y 32 L ' 3‘ LA o ;_] LY o \ i o % T
2 : Y 3 -‘j 2 > g . s 1 o 3\
w 3 403 ¥ ? 9 1 3 3
3 7 3 q q 3 3
4 ® § 3 L 3
4 o
jl
X
(%1P) PAY 10 ey PA 1 %P EF PE WP PA PP PYa 1@ % 1P Bl Fe EVF OA ¥ Glislay
(1) oA g P R ro W wehe e
3gAza
(%) PPo 13 Y ™ WS P Fe A A e We Y olSsloys
)
(%¥o) AEA AEA Fro
(419) 1oFo P T2 ] O Y q B Ay Y A FE AV A e PY g waho
(o) 19 | v ¥ p (sl
(o) ¥ v w P LHlgid
S ™
(Te) E w \ it
(€
(tioyod) ¥ \ 1 Gloyls
(%oso¥) 1 1 Giloyyylaas
ayiss
(Zo/¥) 4 I b4 @259
ilay
(foA9) WY 3 w o 10 iloajd
(7€) 9v 3 o E 9 RESRINN
(os) Yo to i b
[Co
(%osl) & [} 5Ugsal
guillgua
(hoot) ¥ 1 ) uwlidiilg)
et
(Lo/¥0) 1o ! 9 jluilass
” =load yidy
Tos¥) 9 o E =
(kor?) [GL0
y iloas yids
(%osoA) ¥ ¥ il
sl
(Toro¥) 1 ) ubgyd g
(ho¥) & v \ 13 1 IS b
J -
(%osod) ¥ 1 \ Syilpg pls
Yiosob) | ! N9l
(%oro¥) s
N ‘_:,ln_p Sy
(FE)ISA  » P 1 q N P Bpaesgw
(31goMMT)
Fosy K 19 BF OA P FA P 50 OA PE PF PA PA N9 VY AV IO $Y IFEA B0 $OF 1Mo OA JS 2o

I
P


http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

[ DOI: https://doi.org/10.22034/43.4.66 ]

Sl g 9)13 9 (Sl Gibr 5 (co9ad > g Bllail )b
Slises 9 9> sy lol limeas g SUSGl all gl5129,9)
(Ydgaz) 23,5 plosil (95 g pas

&

S

o Gl ¢ yulas D51 sl gy puols imgh gl wlol
S & Sy 3 358kas 3500 Sl igm S5 5 o 5
Ok audyy Mapllas g Sl p3Y (ppiomen sl ()95
2 il s den Wb bacwlow opl g 0000, (asuine

UIJngpmJ%Ué;)Mb@

@ gyl o Gl Jipdy pae (o Kg)) ey o920
Gyl pas) o)l Sless il o9 (503 350 b (pogad Clas
l2)b) () SUISAl (3)9 2 0956 5 doy By «litiane
Sloss (piale)S g Saloyw 5 Siskin 03 (2l U] S
5 Cojy 0925 | Loyl «Sg sl ases e pas) Cug
Culey pie) Cugie JHuS g Cutling (elddly) 95 ((p3Cuy
Jbre b [cigie S8 g silelie (it ol
(Sl oo 395 9 joome 9 Cudo 8B 3,8 5 3 po )
olse Coley pie) (o8 (njlye 5 Lkl )b (pogad

10 P L g3 ol S0 1 ¢l 685l (lo s ciglen (logs gy <oyl o151 5> 8L S SLISKG 53 490 Sloadlgo (5920 (513558 2li . P g2

F90 sl adlgo gjb (§3uaS jl @iio g3y ddub

(stesl) ol algii

Olexi)ls jl eslaiwl pac
Sljlo oy jo
Glall Lslas
wleys 359,
Jlo il s
b= 9o
5523 S0 |y rogiad Cabo 4y Elzl
Wlsiiuo a5l pace
Aoy Glpdy pas

QUS)IS 3955 092

g Sl G i e
GRIERY g Cujig Wless jl L6

wliislgy g5

Jjozo 9 cusllis 3816 38 culled
Sl jozo (ylais
oy oga> puy> g Guhil 23b (pjlge cole pac
§lady> (inbey (ajlge cule) oxe
9.l Ubgs8
Gy Wljrgxd g llel yads

Oljaexdg g)ls dued sy Elz)l

9Jls Jug=di e

UinlosS g Uinlopw g Sialio @iged (ol Wkl jl ils)b

cigae JpUS g gjlwlaz (lblagy (jlge cule) pac

Sl

Oloys 6g=s

63l eloss ashl sg=s

=28 BUKs!

Cujog wless

cigae JpiS g Cublagy

©lady> Giubgy (pjlge 9 Ll 24b g (ogas puy>

Wliaegxi g gyls



http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

[ DOI: https://doi.org/10.22034/43.4.66 ]
<

Ulos Cugleo lo s o jlhs oylsl LIS glaoslgo

G131 eloss ashl og=s

J J

[ iy

ol >

T

cujg cloas

T

wloys 0=

Gy agle sLELIS (ylagy ciiglen (loys p eoylias ojlsl 53 8L, bl gldaslge
1EoP Jlw 53 asuls jSho jl ol

Cighe S g cuiblagy

b

J

Wliagxs g gyls

J

Hoga> P>
Qubil 24b g
wlge g
Uuiigy
slas,>

T

120P Jlw 53 gl Giloys Giblagy whleas g Suijy jogle 6Kl 53 (ylogy o eyl ojlsl 43 8Ly s uLGh Jy g0 (glodalge ) JSi

i el o) oylan 1 CulSis o 4 el o) gy o5
Jos 4 algdyie bl 5l g ons oais gl (gl sinlys o
Jal) (2985 oylSe 5 paie gy o adllas ol 51 (VD)
(Sloyd g udlpe wload sxmadll) Sl lpse bwy cule
o 3 «ShSS (lie 4 rg ()l glappal I eolisl
Lo )loyose jome hded pogad D (SxSpredl g 3Sles
S92 3l g0 byl 2)50 S1pe Calsd )3 3)50 (sl 3lg drng
)15 LI 5 asse 3lse lay 5 Cubligy slalojle 15)
Slogoge Jold & A8 o Lo |) sl I il glgil
Sly 2 (1) aily oo ygad glanoly b G5B ible (S5
23 e ol olalyen b hleg bawgi (Lo Sl ol colSs
allle 5l L33 Sy w5 olbpaB Conl (S &S
colin gl ol SLISE oo 45 ol i ol
Cunl 6938 9 Cons gliwylon Jl (S > GLISS L 395
Slacdloy; dawg gpd 4 g 0390l ()l uslw Vgt
Ol LIS jloslaul (gl (K8 g cuslio (sladoli g o5

DOA) Bl s g5 oyl ylow )0 Slosd oS Sy S
9 QB g QWb )l Bl ol Giagh (A4S ey
CLISS (5 gn slaailyn «isypmn 6,5 o bilin 5 o b
oS ) oslizal pae) Jlo Lol sladlgio Jals 5L
oy pie leyd Kg) (leys 0920 (ST LA 5 3l 4 s
Blilogou (3 3930 b pogad Chae 4y gl (A2 93 low
(3555 0975 5 dom Gy «hiiis &l pas) ()b closs
5 Sikin iy alsy Sl ) 2L30) A, U
«SigpSUl des cud pas) Cogng Closd (plale)S 5 aleyu
Cubligy (plitily) 95 9 (BICug 5 Cujug 00 5l (ulo)b
S g silele (il cpilgs Cole) pas) Cogie S8
joPne g oMo 88335 g 3 1o Cullad) e et Cllad [ cigie
= il 9 Ul )b (o9t > (Sl jme 395
By Yy g sogad w9 Gkl b (nilge cole) pac)

lallas o OMSie g by 200 13 By 48 ] 45 15 1
lojle (lp LIS 4 (Saww, claa,os () sl odel i
8y b basye Jelgs S g sl (5y9p8 5 M)l
ol s pyiene 3l Sloyd SThe jo clead Buasal)|
Jeolcoley bl olhlen gloys pogMe i jlaw .ol oo
lml 538 Jelgs sl 5 (8 by sl ) g low 4 pl ]
Ol adlas olol (1) s Syl pliles > colls
Cui )3 o aslsSs el ol 4y pldl Jle ) Sen
Cojig 9> pas o Sdw) pie) (290 o Sloy olitdl 109
okl Sy s pae o Jlo Bl ()58 Jow (2%
©lalidl 3550 53 slan JolS a5 pie cuwsliol 3,53 5 ¢ pareds
2 b as (V) cul osds puits (o> lollss coley pas
09 9 oo 18858 Cllad s (9350 4 &S pSl B
5 Coig ©lesd 5l (layb gleyy Wgy olile dije g e
Bl oo gunod eansl 03905 o)L Jloy Sy pis 5 (BICus
8Ly SLISE 3)lge 1 jlows (o pas pole gy (bl
ol 63903 asuie &5 00 adllas & dxgi b oS Cuwl o0y
iy ©losd GLISE 1 ool ol 4 e a5 Loles
o] oS5 o & b lam Lawgs 0 3 hloss oy,
5 (V) Cunl 0390 SLSI slaa i il & e jlal 5 loyo
Hlow dtwled b LIS ik «unl 0l )by )03 adllas 43 oSGl
@ bgrpe e Sy (85 sl (Gl OMSe 4 by
D) Slgzen (VW) ol (slad > Plus

2 ol b QU 2)55 5 090 5l Colsil adse 4 a2y L
L byl )ln Jpol caley cuenl jI Sk o inggy
Cuto bl )8 sl (b)) sbelee sl olpon g o
Olaaste ¢l bl (S5 cotS 5 codlo dpe ol b
b)) colee Gojgel Glite ol cusl (5908 cuilige
buwg oad )] sacadlie s9m0 sl 6 90 sl)lSal, Wl o
(F) sl ol aledd cuas g ke jl Cudlie lanss


http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

[ DOI: https://doi.org/10.22034/43.4.66 ]

5 slow g 3y90 0 ey il QS 5,55 5 2]
&l oje> 0 EM sla Josdlygiwd coley ( SMS] ypilse
5 Oste Chyie 5 ol Lol > Sl g sl Cless
P bgye QUSS L dblie )3 (29090 e 5 (ls8 (6,550
2 9y Ul O g @lge 1) 9 29290 Cumdy <) (slil,
4 dlaisl dguas 9 (e giioild) low B> cule) sl

D92 8l Sge (o)

(12538 9 ;S

LIS @ baye sloddlye (gw)p gpdge byl (gl
pole ol Loy oyl o)bl > anl ST 51 8Ly
ol pbs VFAY Jlo o ol sloyd ctbligy closs o (S
aily () Ken o] pboul 13 a5 p e llid S oled ) g col
D)8 o YT 5y A (A

M Olbha Ve

B S b ale gbeslel Jpol ey b il ing,
Odsies gsine 5 Jbo coles 5 IRIUMSREC.Y-FXYT)
ol oads pldil ol (S5 pole oSl pyize

&8l ol

Olee (o8lie LT &S 45 1555 oo dpte dlie iy
Coley b Blad g0 4y B0 el 9 413N 3929 o Kimgy
Gl 0dd plal 40 LSALQJ » L5_9)/l>| ().’.)"9‘

UlySo g pado jgy 820 owbld

i 9 SUSGl jali )y (59,3) Slies 5 9)> 5 (]
Cusl p3Y 85 0391 (95> g2 pie g Sliaad 5 9> sl gl
Jb 3 Slsleds ) Slety Sua b ()l Sl Jlesl b
S5k Ul 8 sladygy Sl pped J e 3 5 S0
S 2,8 Sypo Hge phBl (eiuww ) odlaiwlgw 9 AW
e Cansg? 3 inlow 650 g Ll clately ol s o]
G932 5w S Slopd ©leds onimadil)] o (gl €
Otpiaten | (oM oyl Sl (6908 Sy o Sty (V) o
T Dby g Sl (e & l8 b sLbail 4 bgyye Jiluws
Bluo o 51 3y il 0BT 0,3 156 Ll loss g oMo
Codlads (a3 siibo conds iy Slell 5 bl 4y by yo

(V) Conl Sloyd silagy slacadlye j> yudu

Cudlye jlulo)b l oles ol LIS aSul & colis L
13 3snse CBBSE Sl g LS Lawgs oad &) s
dogh S o pSain |y 5 po Ladlys 4 At o &) pllis
38es )l Xg) )3 cuslie ) g Lo 5 S5 (g 4
D9 (Al Sl da i yle Jold anl  (Sd5 Sluwge
)il L o g s o sogas cBolSiley dndas
slacutly oo @) b g Sl (als ) LK g ol

Adlier e plalyen g jlow (Jlais]
0jg> 3 CLIS () diej ;5 dgaoe Sldllae 4 a5 b

oy Eoge b olbimgh duy o L5 4 cyloyy g cudlag

&lo

-

1. Weingart SN, Pagovich O, Sands DZ, Li JM, Aronson MD, Da-
vis RB, et al. Patient-reported service quality on a medicine unit.
Int J Qual Health Care 2006;18(2):95-101.

2. Borolla HDJ, Indar, Razak A, Mallongi A. The difference in the
number of complaints from patient health services using national
health insurance at regional general hospitals. Gac Sanit 2021;35
Suppl 1:512-S14.

3. Persada HTPRG. Reforms and Results Program (English)Na-
tional health insurance. Jakarta. 2014. Indonesia). Washington,
D.C. : World Bank Group. http://documents.worldbank.org/curat-
ed/ en/780101641932861182.

4. Siyambalapitiya S, Caunt J, Harrison N, White L, Weremczuk
D, Fernando DJ. A 22 month study of patient complaints at a Na-
tional Health Service hospital. Int J Nurs Pract 2007;13(2):107-10.

5. Jain A, Ogden J. General practitioners’ experiences of patients’
complaints: qualitative study. BMJ 1999;318(7198):1596-9.

6. Korcok M. Medicolegal hell in Texas. CMAJ 1995;153(7):963-6.
7. Winkler F. Complaints by patients. BMJ 1993;306(6876):472-3.

8. Wright J HP. Chapter “communication,documentation and
complaints for the book of “clinicalgovernance” in English. Else-
vier publisher, Edinburgh, London, New York, Philadelphia, ST
Louis, Sydney,Toronto, 2003. ISBN: 0- 443- 07126.

9. Mirza-Aghaei F, et al. Investigation of complaints registered in
three hospitals of Tehran University of Medical Sciences and the
factors affecting it from April 2007 to March 2007. Hospital Quar-
terly. 2001.

10. Zaboli R, Seyedjavadi M, Salari J, Aliaffie AA. Survey on the
Extent and Causes of Patients Complaints in Hospitals and Med-
ical Centers Affiliated of Beheshti University of Medical Sciences.
Scientific Journal of Forensic Medicine. 2014;20(4):193-200.

11. Ditton-Phare P, Loughland C, Duvivier R, Kelly B. Communi-
cation skills in the training of psychiatrists: A systematic review of
current approaches. Aust N Z J Psychiatry. 2017;51(7):675-92.

12. Jafarian A, Parsapour A, Haj-Tarkhani A, Asghari F, Emami
Razavi SH, Yalda A. A survey of the complaints entering the med-
ical council organization of Tehran in three time periods: the years
ending on 20 March 1992, 20 March 1997 and 20 March 2002.

[«


http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html

[ Downloaded from jmciri.ir on 2026-06-11 ]

I[ DOI: https://doi.org/10.22034/43.4.66 ]
<
4{

Olos cigleo ¢lo g o & ylas olsl LIS (glaedlgo

Journal of Medical Ethics and History 2009; 2:9.

13. Barnhoorn PC, Essers GT, Nierkens V, Numans ME, van
Mook WN, Kramer AW. Patient complaints in general practice
seen through the lens of professionalism: a retrospective obser-
vational study. BJGP Open 2021;5(3):BJGP0.2020.0168.

14. Mata ANS, de Azevedo KPM, Braga LP, de Medeiros GCBS,
de Oliveira Segundo VH, Bezerra INM, et al. Training in communi-
cation skills for self-efficacy of health professionals: a systematic
review. Hum Resour Health 2021;19(1):30.

15. Simanowitz A. Standards, attitudes and accountability in the
medical profession. Lancet 1985;2(8454):546-7.

16. Najafipour Moghadam F, Farzaneh H, Tabaeeian J, Noee De-
hshal R, Bagheri S. Investigation of Complaints Received from
Affiliated Centres in the Treatment Supervision Department of

the Iran University of Medical Sciences in 2020. Evidence-Based
Health Policy, Management & Economics. 2022;6(3):163-8.

17. Hsieh SY. An exploratory study of complaints handling and
nature. Int J Nurs Pract. 2012 Oct;18(5):471-80.

18. Saadati M, Tabrizi JS, Sadeghi-Bazargani H, Alibabayee R,
Mirzaie A, Ebadi A. Development and Application of an Indicator
for Reliable Survey of Patient Complaint Data. International Jour-
nal of Hospital Research. 2015 Jun 1;4(2):71-6.

19. Medical Heath Care Solution, Inc. 2025 Compliance Updates:
What Healthcare Providers Need to Know by medical health care
solutions. Feb 12, 2025 .

20. Sterategic Services Group. Top Health Plan Compliance Is-
sues for 2025 .Posted: February 5, 2025 in Compliance.


http://dx.doi.org/https://doi.org/10.22034/43.4.66
http://jmciri.ir/article-1-3402-fa.html
http://www.tcpdf.org

