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ABSTRACT

This research was a cross-sectional explanatory study, which aimed to
study service quality expectation and perception of clients at normal clinics and
special clinics in the medical outpatient department of a Teaching Hospital. The
research tool was a questionnaire consisting of questions about expectations and
perceptions in service quality, which was collected from 402 clients. All data were
analyzed by paired t-test, independent t-test, and one way ANOVA.

The results revealed that in general, clients had good expectation and
perception of service quality and average expectations were higher than the
perceptions in every dimension. Characteristics of clients showed that a difference in
age made them have different expectations and perception of service quality (p-value
<0.05). Overall, clients in normal clinics had different expectations and perceptions in
every dimension (p-value < 0.05). Clients in special clinics differed in expectations
and perceptions especially in reliability (p-value > 0.05). Gaps between expectations
and perceptions at special clinics were different, especially in  the dimension of
responsiveness (p-value > 0.05).

According to the results, hospital administrators should have service
quality management that matches the needs of clients of every age and in every clinic.
Normal clinics should have rapid service to respond to the needs of clients and special
clinics should be more reliable for the clients.

KEY WORDS: SERVICE QUALITY / EXPECTION / PERCEPTION /
NORMAL CLINIC / SPECIAL CLINIC
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