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Abstract: The present study was conducted to investigate the level of
satisfaction of the insured with the performance of the agencies and counter
offices of the South Khorasan Health Insurance General Administration, the
contracting party. This study is survey-analytical in terms of its purpose,
application, and the method used in this study. It was conducted as a single-
section study. This study was conducted on 350 clients of the contracting party
government counter office of the South Khorasan Health Insurance General
Administration who were selected using a proportional cluster sampling
method. The data collection tool in this study was the SERVQUAL quality
standard questionnaire, which measures two areas of the insured's expectations
and perceptions of service quality. The data from this study were analyzed in
SPSS software. The present study's findings show that in all areas of the
SERVQUAL questionnaire, quality was negative, and clients' perceptions of
their expectations were significantly higher. In the area of expectations, the best
situation was observed in the area of responsiveness and confidence, and the
worst situation was observed in the dimension of empathy. In the area of
perceptions, the best situation was observed in the dimension of confidence and
trust, and the worst situation was observed in the dimension of empathy.
Overall, the counter offices studied appeared to exceed the expectations of the
community receiving the service. Despite this, in the two dimensions of specific
matters and responsiveness, the expectations and perceptions of the clients
were the same. It is necessary to improve the current situation by improving the
items related to the two dimensions of tangible matters and responsiveness.
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Extended Abstract

Introduction

The success of any organization depends on the satisfaction of its clients, and this satisfaction will
lead to prosperity, growth, and progress, as well as a better organization. Therefore, being satisfied
and staying satisfied is one of the important economic, social, and political issues that every
organization and center must strive for this important matter. In recent years, the attention of
governments to providing quality services to people and increasing their satisfaction has become
more evident than ever before. In order to gain people's trust and increase social capital,
governments want to provide services that increase the satisfaction of people and citizens and
increase their level of participation in social activities (Riahi & Alvani, 2003).

Increasing the satisfaction of clients and customers is always one of the most important concerns
of senior managers of organizations. Meeting the expectations of clients and creating satisfaction
and contentment in them is considered one of the performance evaluation indicators of
management and organization. Therefore, smart managers are always trying to be aware of the
views and opinions of their clients and review themselves to achieve higher levels of satisfaction.
Government organizations provide a diverse set of services to various groups of citizens who have
different expectations and expectations. This diversity and multiplicity of services and differences
in the views of service recipients make it very difficult to compromise and compromise on the
services received. In such a case, customer satisfaction is a difficult issue that cannot be easily
achieved (Alvani & Danaeifard, 2002).

The most important task of the Iranian Health Insurance Organization is to expand the quantity
and quality of health insurance and comprehensive coverage, and protect people from paying for
health services. This position is considered vital, and based on the announced policies, basic health
service coverage for all members of society must be provided by the Iranian Health Insurance
Organization. On the other hand, transferring services that can be provided outside the
administrative environment of government agencies to front desk offices and organizing the
current offices is one of the tasks of the country's development program. Therefore, the satisfaction
of those who visit the counter offices of the contracting government of the General Directorate of
Health Insurance of South Khorasan Province to receive insurance services that are the target
community is of high importance to the health insurance organization. The main question in this
study is: What is the level of satisfaction of the insured with the performance of the agencies and
counter offices of the contracting government of the General Directorate of Health Insurance of
South Khorasan Province?

Theoretical Framework

Customer satisfaction is the feeling or attitude of a customer towards a product or service after
using it. Customer satisfaction is the main result of the marketer's activity that acts as a link
between the different stages of consumer buying behavior (Jamal & Naser, 2002).

Kotler (2003) defines customer satisfaction as the degree to which a company's actual performance
meets customer expectations. According to Viagra, if the company's performance meets customer
expectations, the customer feels satisfied, and if not, he feels dissatisfied. According to Oliver
(1980), customer satisfaction is generally interpreted as the complete fulfillment of individual
expectations (Estreiri et al., 2012).

Traditionally, a customer is someone who buys a company's products. In today's business world,
this definition is no longer universally accepted. A customer is defined as someone whose behavior
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the organization wishes to influence with the values it creates (Irannejad Parizi & Sasan Gohar,
1999).

Customer satisfaction increases customer retention. In addition, focusing on the principle of
customer satisfaction will minimize the spread of negative messages by dissatisfied customers of
the organization. Based on research by a research center, it has been determined that 90 percent of
dissatisfied customers of an organization will never use the organization's services again and will
turn to competitors to meet their needs (Vazir Zanjani et al., 2009).

Customers who are highly satisfied with the organization transfer their positive experiences to
others, and thus become a means of advertising for the organization and thus reducing the cost of
attracting new customers. This is especially important for public service providers. Because their
reputation and credibility and their advantages and positive points, on the other hand, are an
important source of public trust (Taleghani, 2013).

Today, creating value for the customer in order to influence his behavior has become of great
importance. In today's business, obtaining customer satisfaction is the main goal of companies.
One of the important environmental factors is the customers of an organization. Management
experts have listed obtaining customer satisfaction as one of the most important tasks and priorities
of company management and have considered the requirement of permanent and sustainable
commitment of top managers to achieving customer satisfaction as the main prerequisite for
success. Knowing the mental image of the organization among customers, while identifying the
strengths and weaknesses of an organization, provides the basis for adopting appropriate strategies
and improving the level of performance (Saghaei & Kavusi, 2003).

Methodology

The present study is classified as applied research, and, based on its purpose, the research method
is descriptive and survey-type. The statistical population of this study includes an unlimited
number of customers referring to the government service counters of the South Khorasan Province
Health Insurance General Administration. Because the population distribution in different groups
and classes is different, the stratified sampling method was used. Considering the size of the
population, through the Cochran formula, the total sample size for measuring customer satisfaction
is 322 questionnaires. Because some questionnaires may be incomplete, we have considered the
sample size to be 350.

The data collection method in this study is in two ways: field and library. In this study, information
related to the subject literature, theoretical foundations, background, and previous research records
on the research topic has been collected from library sources. The field method has been used to
collect data related to examining the research hypotheses.

Discussion and Results

One of the most effective strategies in improving service quality is to identify the quality and
quantity of service provision in an appropriate and scientific manner. The purpose of this study
was to determine the extent of the quality gap in services provided in government counter offices
under the supervision of the Health Insurance Directorate of South Khorasan Province using the
SERVQUAL model. Since the perspective of clients and their satisfaction with service quality is
a valid indicator for measuring service quality, and awareness of their dissatisfaction provides
opportunities for improving service quality, the results of this study can lead to the provision of
targeted solutions to reduce the quality gaps observed in government counter offices.
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Conclusion

The findings of the present study showed that a negative quality gap was observed in all
areas of the SERVQUAL questionnaire and also in the total score of the dimensions,
although this gap was not significant in the tangible and empathy dimensions, despite
being negative.

The present findings mean that from the perspective of service recipients, what was
provided to them in the form of services and facilities went beyond what they expected.
The largest gap observed in the present study was in the empathy and trust dimensions,
which indicates that in addition to empathy, the quality of services enjoys the necessary
trust. However, the lack of difference between the expectations and perceptions of clients
in the tangible and responsiveness dimensions indicates that although the current situation
and expectations are the same, it is necessary to improve the quality situation in this area
by upgrading the physical environment indicators and improving these indicators.

The results of the present study showed that overall, the counter offices studied exceeded
the expectations of the service recipient community. Despite this, in the two dimensions
of tangibles and responsiveness, the expectations and perceptions of clients were the same,
which indicates that there is no difference between the current situation and expectations
in these items, but it is necessary to improve the current situation by improving the items
related to the two dimensions of tangibles and responsiveness.
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