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Abstract

Background and Objectives: In hospitals, health insurance organizations deduct
certain amounts from reimbursement claims after reviewing financial documents.
These deductions have emerged as a major challenge in securing dedicated
hospital revenues. In response, the Iran Health Insurance Organization developed
and implemented the Inpatient Claims Processing System (ROZ System) to
promote e-government goals, prevent disputes, and enhance transparency in
financial deductions. Considering the importance of continuous evaluation of
health information systems to ensure goal alignment, this study aimed to assess
the usability of the ROZ system.

Methods: This descriptive-analytical study was conducted in 2024 (1403 SH) in
two phases. In the first phase, five domain experts independently evaluated the
system’s user interface using a localized version of Nielsen’s usability heuristics
checklist. In the second phase, the study population included all users of the ROZ
system (n=30), comprising 12 supervisors from the Kerman Health Insurance
Office and 18 revenue officers from hospitals affiliated with Kerman University
of Medical Sciences. Due to the limited number of users, a census sampling
method was applied. Usability was assessed using the QUIS (Questionnaire for
User Interaction Satisfaction). The validity and reliability of the data collection
instruments were confirmed in previous studies. Data from both phases were
analyzed using SPSS version 25 and Microsoft Excel.

Results: A total of 70 usability issues were identified. The most frequent
problems were related to the principles of "error recognition and recovery" and
"flexible design," while the least frequent issues involved "privacy" and "aesthetic
design." The most severe issue pertained to "aesthetic design," and the least severe
to "recognition rather than recall." According to users, "screen design" received
the highest rating, whereas "overall system capabilities" and "general user
perception" received the lowest scores among both hospital and insurance
personnel.

Conclusion: The identified usability issues were not highly severe and were
mostly related to surface-level design aspects. Nonetheless, addressing these
issues in future updates could improve user interaction, satisfaction, and overall
system performance.

Keywords: Evaluation, Usability, Iran Health Insurance, Inpatient Claims
Processing System, Iranian Electronic Health Record System, Electronic
Services.



