
 
 

 

 

 

 
 

 

ABSTRACT 

          Background and objectives: The hoteling quality 

promotion is part of the health system development plan, based 

on which the physical appearance of laboratories of public 

hospitals are improved and renovated. The present study aimed 

to evaluate the policy-making gap in the hoteling quality 

promotion of the health system development plan in providing 

laboratory services in public hospitals in the Golestan Province, 

Iran. 

          Methods: This descriptive-analytical and cross-sectional 

study was performed on 384 medical staff and physicians 

working in laboratories of public hospitals affiliated with the 

Golestan University of Medical Sciences, Golestan Province, 

Iran. Data were collected using a 35-item researcher-made 

questionnaire that was distributed and collected over a period of 

six months. We examined the extent of the gap between the 

current and expected status based on the two components: the 

alignment of key stakeholders with health system development 

policies and stakeholders' opposition to health system 

development policies, as well as the extent of the gap 

          Results: The hoteling quality promotion was about -0.05 

in providing laboratory services in public hospitals of the 

Golestan Province, indicating a low gap between the current and 

favorable status in the fifth axis of the health system 

development plan in terms of supervision. 

          Conclusion: The implementation of the hoteling quality 

promotion plan in providing laboratory services in public 

hospitals of the province is not consistent with the expected goals 

of the fifth axis of the health system development plan. 

Therefore, there is a need to examine and eliminate effective 

factors contributing to this gap. 

          Keywords: Clinical Laboratory Services, Policy-making, 

Iran. 
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smell, noise, and image (12, 13). Facilities, 

patterns, lighting, and other sensory factors 

communicate with clients non-verbally. 

Human factors consist of behavior and 

appearance of laboratory service providers, 

such as speech, tone, self-esteem, and clothing. 

Functional factors refer primarily to the nature 

of services, while human and physical 

elements refer to the method of providing 

these services (14, 15). Given the importance 

of hoteling, the fifth axis of the health system 

development plan refers to the way of 

promoting the hoteling quality in the 

diagnostic laboratories of public hospitals. 

However, some shortcomings lead to a gap 

between the current and desired status in this 

regard. Therefore, the present  study  aimed  to  

determine the gap between the current and 

expected status in promoting the hoteling 

quality according to the health system 

development plan for providing laboratory 

services in public hospitals of the Golestan 

Province, Iran.  
 

MATERIALS AND METHODS 

This descriptive-analytical and cross-sectional 

study was performed on all medical staff and 

physicians working in laboratories of public 

hospitals affiliated with the Golestan 

University of Medical Sciences, Golestan 

Province, Iran. Given the large study 

population, using simple random sampling and 

the Morgan table, 384 individuals were 

considered as the study subjects. Demographic 

information of the subjects were recorded. 

Data collection tool was a 35-item researcher-

made questionnaire that was distributed and 

collected over a period of six months. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

INTRODUCTION 
In recent years, the health system has evolved 

from a service-oriented approach to a 

satisfaction-oriented and hospitable approach 

that engages people emotionally. This 

ultimately leads to overall improvement of 

quality of care and increased customer loyalty 

(1). Hoteling (accommodation services) refers 

to hospital diagnostic laboratories, hospitality, 

services, and non-medical factors related to the 

patients' stay at hospitals, which starts from the 

time of arrival until discharge (2). An 

emotional experience for laboratory service 

recipients goes beyond the traditional model of 

service delivery, and this includes the analysis 

of data obtained by all five senses (3, 4). A 

satisfactory experience increases the chance of 

revisit and even recommendation of the center 

to others (5). Hospitality, hygiene, and friendly 

laboratory staff are factors that every patient is 

looking for in a medical laboratory (6, 7). 

The expectations of patients and their families 

caused the principles of hoteling to reach 

health centers over time (8). In recent years, 

laboratories and medical facilities considered 

higher customer satisfaction, fulfilling 

patients’ expectations, and financial factors in 

the design of physical space. These non-

medical factors require careful planning and 

principled thinking (9, 10). Research indicated 

that physical, functional, and human factors 

significantly affect the level of hoteling 

services, and successful laboratories provide 

high-quality services through regular 

management of these factors (11). 

Any factor that affects clients' image of the 

laboratory is a functional factor. Physical 

factors    include   inanimate  factors   such   as  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 1- Conceptual model of research  
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opposition to health system development 

policies, as well as the extent of the gap (low 

gap, no gap, high or low gap)(16) (Figure 1). 

Data were analyzed with SPSS 22 using the 

Kolmogorov-Smirnov test, Cronbach's alpha 

test, and one-sample t-test.  All analyses were 

performed at significance of 0.05. 
 

RESULTS 

Table 1 shows the demographic characteristics 

of subjects.  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

current and favorable status of the fifth axis of 

the health system development plan i.e. 

hoteling quality promotion in providing 

laboratory services in public hospitals of the 

province (mean difference: -0.448, standard 

deviation: 0.790, p=0.000). The results 

indicated a small gap between the current and 

favorable status in the fifth axis of the health 

system development plan from the 

participants' points of view. 

 

DISCUSSION 

In the highly competitive healthcare market 

where patient satisfaction and loyalty are 

paramount, a hospital cannot be successful 

only by relying on the quality of clinical and 

laboratory services. In fact, the main 

competition is in providing hoteling services 

and facilities designed for patients’ 

satisfaction. The laboratory is of great 

importance in terms of timely diagnosis and 

hence treatment of diseases,  which  ultimately 

Necessary approvals were taken from the 

authorities and written consent was taken from 

all subjects. We utilized the proposed 

framework of the Public Issue Management 

Book (2014) to study the gap between the 

current and expected favorable status in the 

fifth axis. In the model, we examined the 

extent of the gap between the current and 

expected status based on the two components: 

the alignment of key stakeholders with health 

system development policies and stakeholders'  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Given the normality of data distribution, we 

first classified the questions about the fifth 

axis of the health system development plan 

(hoteling quality promotion in providing 

laboratory services at public hospitals of 

Golestan Province) into two groups, namely 

the perceptions (current status) and 

expectations (favorable status) to review and 

answer the main research question. Then, we 

examined the research questions.  

As shown in table 2, the axis of the hoteling 

quality promotion in the laboratories of public 

hospitals is equal to -0.05 in the health system 

development plan, indicating a low gap 

between the current and favorable status. 

Given the sum of the mean obtained in the 

current and favorable status, the intersection 

point of these two points on the gap matrix 

(Figure 2) shows a low gap between the 

current and favorable status related to 

supervision. 

There was a significant difference between the 

 

Variable Percent  

Gender Male 22.92% 

Female 77.08% 

Age (years) 20-30 17.18% 

31-40 48.69% 

41-50 30.22% 

50 and over 3.91% 

Education 

level 

Bachelor’s degree 80.99% 

Master’s degree 16.41% 

Specialist 2.60% 

Working 

group 

Medical group 67.71% 

Administrative 27.08% 

Educational/medical 1.83% 

 

Table 1-The demographic characteristics of subjects 
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system development plan in the field of 

hoteling resulted in a significant increase in 

patient satisfaction (17). It can be concluded 

that the promotion of hoteling services in 

diagnostic laboratories of public hospitals can 

play a key role in the satisfaction of patients 

and their families. It has been reported that the 

implementation of public policies rely on the 

need to establish a centrality in the 

responsibility and purposefulness of political 

leaders in governance chains (federal 

government, state government, and local 

government) and the emergence of an honest 

bureaucratic leadership as the head of public 

organizations or public bureaucracies. In 

addition, the government needs to start a 

program to improve the working conditions of 

all bureaucrats, thereby helping build morale 

and commitment to the implementation of 

policies. Moreover, there is a need for efforts 

by the government leadership to reduce the 

scope of political influence in bureaucratic 

activities.  

It should be noted that the policy does not 

depend on changes that cast doubt on the 

governance or leadership of the organization in 

terms of culture (21).  

In a previous study, the five dimensions of 

hoteling quality at hospitals, including quality 

of human resources, quality of hospital welfare 

services, quality of administrative affairs, 

workflow, quality of cleaning services, and the 

quality of building and facilities at hospitals 

had positive effects on patient loyalty 

according to the patients’ point of view. 

However, the other two dimensions, namely 

the quality of hospital equipment and facilities 

and the quality of hospital nutrition services 

did not have any significant effect on patient 

loyalty (18). In another study, satisfaction due 

to the hoteling quality promotion was 

increased with a gentle slope in the health 

system development plan (20).  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

prevents* the loss of manpower and reduces 

medical costs. Therefore, a larger investment 

in equipment and modernization of diagnostic 

devices and improvement of hoteling quality 

in laboratories of public hospitals ensures 

better services, higher patient satisfaction, 

localization of laboratory services, and 

prevention of patients from traveling to other 

provinces.  

As mentioned, the present study aimed to 

evaluate the hoteling quality promotion in 

providing laboratory services in public 

hospitals of the Golestan Province based on 

the fifth axis of the health system development 

plan. The results showed a significant 

difference between the current and favorable 

status in the fifth axis of the health system 

development plan. This finding was 

predictable according to the data and the 

novelty of hoteling in the management of 

laboratories in public hospitals of Iran. The 

results of the present study were consistent 

with previous studies in Iran (15, 17, 18-20) 

and other countries (21). In a previous study, 

the development of public policies (six 

components), policy implementers (four 

components), managerial obstacles (six 

components), structural obstacles (eight 

components), financial, information, and 

technological resources (four components), 

and environmental obstacles (seven 

components) were the most important 

obstacles to the implementation of public 

health policy in Iran (15). The indices, namely 

the inappropriate interaction between 

management and execution, lack of an 

appropriate theoretical basis for policy, poor 

information technology, personal 

characteristics of executors, improper 

execution tools, inadequate monitoring system, 

and inadequate coordination in implementation 

were  the most important factors in this regard. 

The    recent   implementation   of   the   health 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Status Item Mean Mean of total Gap 

Current To what extent are conditions and equipment of the laboratories of the 

public hospitals consistent with policies and programs of the health 

system development plan in Iran? 

2.53 2.57 -0.05 

To what extent have you received appropriate hoteling services after 

implementing the health system development plan in Iran by visiting the 

laboratories of public hospitals in the province? 

2.62 

Favorable To what extent have the changes made in the laboratories of public 

hospitals in the province been according to the implementation of the 

health system development plan to improve quality of services? 

2.53 2.52 

To what extent is the level of satisfaction with the quality of services in 

the laboratories of public hospitals of the province? 

2.52 

 

Table 2-The gap in hoteling quality promotion in laboratories of public hospitals in the Golestan Province  
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CONCLUSION 

The results indicated a small gap between the 

current and favorable status in the fifth axis of 

the health system development plan in terms 

of supervision. There is a need for more 

effective measures to achieve goals of the fifth 

axis for supporting and providing necessary 

facilities for laboratories of public hospitals, 

supervision of work, and identification of 

determinants of the gap in the Golestan 

Province. 
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