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Expectation and Perception of the clients about the service quality of the hospital
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Abstract
The objective of this research has been initiated for studying the perception and

expectation of the clients about the service quality of the hospital. The information in regards
to all quality services from the hospital was received directly from the client’s experience,
opinion, belief and attitude. The purpose of this research is influenced by the grounded
theory, according to the theory from Glaser and Strauss, 1967 by in-depth interview of 7
clients. The research outcome found that the most important factor of service quality in the
hospital is expert physicians who have full ethic, attentiveness, and share a profound data
about the treatment to clients including the intensive care with wholehearted assistance from
the hospital staff such as nurses, medical technicians, pharmacists and other hospital staff who
requirement of specific clients who need service quality are elegant and fully-accommodated
facilities, hospital’s reputation and standard accreditation. It means the clients are aimed at

receiving those service which suit their social levels and financial status.
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