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Introduction: Responsiveness is a critical metric in evalu-
ating rehabilitation services, given their long-term and
continuous nature. This study aimed to assess the re-
sponsiveness of rehabilitation centers affiliated with
the University of Social Welfare and Rehabilitation Sci-
ences (USWRS) from the perspective of their service
recipients.

Method: This cross-sectional study was conducted in 2024
among all service recipients of USWRS-affiliated rehabili-
tation centers in Tehran. The World Health Organization’s
Health System Responsiveness Questionnaire was admin-
istered, and 384 valid responses were collected. Data were
analyzed using SPSS software (version 22).

Findings: The age of participants ranged from 3 to 78
years, with a mean of 34.28 (+25.08) years. The overall
responsiveness score was above average. Outpatients
reported significantly higher responsiveness scores than
inpatients. Among the responsiveness dimensions, social
support received the lowest score (3.73), while confiden-
tiality received the highest (3.91). A significant difference
was observed in mean responsiveness scores across the
three centers: Asma (4.04), Nezam Mafi (3.90), and Ro-
feideh (3.71). Furthermore, higher responsiveness scores
were reported by women, married individuals, and those
covered by health, social, or supplementary insurance.

Discussion: The dimension of social support requires tar-
geted policy attention to strengthen support systems for
rehabilitation service recipients. These findings can in-
form strategies to improve the performance of rehabili-
tation centers, enhance service quality, and ultimately
increase service recipient satisfaction.
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Extended Abstract

Introduction

Responsiveness is a critical and fundamental component of a people-centered
healthcare system. It reflects the extent to which a health system meets the popu-
lation’s legitimate, non-medical expectations regarding their interaction with the
system (Vandam et al., 2020). These “reasonable expectations” are grounded in
widely accepted social principles, legal standards, and ethical norms (Gohari et
al., 2024). In any social system, including healthcare, there exists a social contract
where society expects its members to receive appropriate physical and psycho-
logical care, making the pursuit of responsiveness an inherent social goal (Piroozi
et al., 2016). Furthermore, responsiveness is not a static measure; it is intricately
related to individuals’ place of residence (Chao et al., 2017) and the broader social
characteristics of the community (Keyvanlo, 2020).

Incorporating the perspectives of service recipients is paramount for assessing pro-
cesses and empowering all stakeholders involved in service delivery. This partici-
patory approach creates opportunities for meaningful involvement in both service
provision and critical decision-making. This principle holds exceptional signifi-
cance in the context of rehabilitation services, as it directly aligns with the global
advocacy for participation, empowerment, equal opportunities, and social integra-
tion for persons with disabilities. To ensure service quality, equitable distribution,
and financial accessibility, organizations must actively seek and incorporate client
feedback and satisfaction levels. This is especially crucial for rehabilitation, which
is inherently a long-term and continuous process. A service recipient’s satisfaction
or dissatisfaction with the quality of care can directly influence their motivation
and behavior in adhering to and completing their rehabilitation program (Hatami-
Zadeh et al., 2008).

The importance of health system responsiveness is magnified within rehabilita-
tion services. These services directly impact the quality of life of individuals with
physical, mental, or sensory disabilities and play a vital role in their ability to
engage in social interactions and daily activities. Given that individuals requiring
rehabilitation typically need continuous and specialized care, the system’s respon-
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siveness can directly affect service quality, access to essential resources and social
support, and ultimately, the overall satisfaction of those receiving care (Piroozi et
al., 2024).

Despite its importance, the rehabilitation sector has received comparatively less
research and policy focus than other areas of the healthcare system (Khezri et al.,
2019). A review of studies on health system responsiveness in Iran reveals two
key gaps: first, research in this area has been limited and scattered, and second, the
existing studies have primarily focused on welfare centers, the Red Crescent, and
private organizations. Notably, the rehabilitation centers affiliated with the Uni-
versity of Social Welfare and Rehabilitation Sciences (USWRS)—considered a
national hub for rehabilitation—have not been systematically evaluated. USWRS
operates key facilities including Razi and Rofeideh hospitals, as well as the Asma
and Nezam Mafi rehabilitation centers, which provide specialized services to vari-
ous beneficiary groups. Therefore, this study aims to fill this significant gap by
comprehensively assessing the responsiveness of USWRS rehabilitation centers
from the perspective of their service recipients.

Methods

This study employed a descriptive-analytical, cross-sectional design. The research
population consisted of all individuals receiving services in 2024 from the reha-
bilitation centers of the University of Social Welfare and Rehabilitation Sciences
in Tehran. A sample was drawn from three specific centers: the Nezam Mafi and
Asma centers (representing outpatient services) and Rofeideh Hospital (represent-
ing inpatient services). Using a convenience sampling method and with necessary
coordination, 384 participants were recruited over a three-month period from early
July to late September 2024. Questionnaires were distributed equally across all
three centers to ensure balanced representation.

The primary data collection instrument was the 25-item Health System Respon-
siveness questionnaire of the World Health Organization. This validated tool as-
sesses eight core dimensions: dignity, autonomy, confidentiality, communication,
prompt attention, choice of provider, quality of basic amenities, and access to
social support networks. Responses are captured on a 5-point Likert scale rang-
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ing from 1 (Very Poor) to 5 (Very Good). Consequently, the average score for
each dimension and the overall responsiveness score falls between 1 and 5. For
interpretation, an average score below 2.5 is considered poor, between 2.5 and 3.5
is average, and above 3.5 is good (Qin et al., 2022). The questionnaire’s validity
and reliability for the Iranian context have been established in prior research by
Fathi et al. and Khezri et al. Its content validity was confirmed with a Content
Validity Index (CVI) of 0.91 based on feedback from 11 rehabilitation specialists.
Reliability, tested via the test-retest method across four centers with a two-week
interval, showed a strong correlation coefficient of 0.83 and a Cronbach’s alpha
of 0.77 (Khezri et al., 2019). All statistical analyses were performed using SPSS
software version 22.

Findings

The age of participants ranged from 3 to 78 years, with a mean age of 34.28 years
(+25.08). Half of the participants (194 individuals) were single, and 28.4% (109
individuals) held a high school diploma. The majority, 79.4% (305 individuals),
were outpatients, while 20.6% (79 individuals) were inpatients.

The overall mean responsiveness score for the entire sample was 3.85 out of 5.
Analysis of the eight specific dimensions revealed that confidentiality received
the highest score (3.91), while access to social support networks received the low-
est score (3.73).

A comparative analysis showed that outpatients reported a significantly higher
overall responsiveness score compared to inpatients. Furthermore, outpatients
rated all individual dimensions of responsiveness more highly than inpatients did.
This difference was statistically significant for the total score and for all dimen-
sions except for the social support dimension.

Significant differences were also observed between the three studied centers. The
Asma center received the highest mean responsiveness score (4.04), followed by
the Nezam Mafi center (3.90), and finally Rofeideh Hospital (3.71).

The study also examined the relationship between responsiveness scores and key
demographic variables. The results indicated that responsiveness was significantly
higher among women, married individuals, and those covered by health, social, or
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supplementary insurance. However, no statistically significant relationship was
found between responsiveness scores and the participants’ employment status or
education level.

Discussion

The findings of this study demonstrate that the evaluation of health system re-
sponsiveness, including the scores across its various dimensions, is influenced by
a complex interplay of factors. These include the specific operational and cultural
characteristics of each rehabilitation center, the demographic profile of the service
recipients, and broader social and cultural contexts. The results underscore several
critical points for policy and practice.

Firstly, the consistently low score for the social support dimension across all centers
and patient groups demands urgent and special attention. This indicates a systemic
weakness in providing the psychosocial support and community integration resourc-
es that are essential for holistic rehabilitation. Strengthening this dimension requires
targeted policymaking and the development of integrated support programs.

Secondly, the identified disparities highlight the need for a more tailored and equi-
ty-focused approach. The lower responsiveness reported by inpatients, single in-
dividuals, and those without comprehensive insurance suggests that these groups
may face additional barriers or have unmet needs within the current service model.
Rehabilitation centers must develop strategies to better address the specific vul-
nerabilities and circumstances of these populations.

In conclusion, enhancing responsiveness in rehabilitation services is a multifac-
eted challenge. It requires moving beyond a one-size-fits-all model to one that is
sensitive to the distinct needs of different service recipient groups and institutional
settings. By focusing on strengthening social support systems and implementing
targeted interventions for underserved groups, the University of Social Welfare
and Rehabilitation Sciences—and similar institutions—can significantly improve
service quality, increase recipient satisfaction, and more fully realize the principles
of a people-centered, equitable, and effective rehabilitation system. These findings
provide a concrete evidence base for administrators and policymakers to guide
these essential improvements.
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