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Abstract

In the present era, information and communication technology has widely penetrated
all aspects of life. In the field of health, cloud services have been considered as a vital
infrastructure for providing better and more efficient services to patients. The quality
of these services directly affects patient satisfaction and loyalty. This study aimed to
investigate the relationship between factors affecting the quality of cloud services and
the satisfaction and loyalty of clients to medical centers, especially in hospitals in
Tehran province. The main hypothesis of the study is that factors affecting the quality
of cloud services (such as speed, security, reliability, support, etc.) have a significant
impact directly or indirectly on the satisfaction and loyalty of clients. Also, the sub-
hypotheses of the study examine the impact of each of the factors of agility, reliability,
scalability, security, responsiveness and usability of cloud services on the quality of
services, satisfaction and loyalty of clients. This study is of a descriptive-survey type
and standard questionnaires were used to collect data. Ganay's (2023) questionnaire
was used to measure customer loyalty and Lai et al.'s (2010) customer satisfaction
questionnaire was used to measure customer satisfaction. The statistical population of
the study included employees and clients of hospitals in Tehran province, and the
statistical sample was selected using simple random sampling. Descriptive statistics
and SmartPLS software were used to analyze the data. The results of this study can
help improve the quality of cloud services in hospitals in Tehran province and other
health centers in the country. Also, this study can help hospital managers and health
policy makers make better decisions to improve patient satisfaction and loyalty.
Keywords

Cloud services, service quality, customer satisfaction, customer loyalty, hospital,
information technology




