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ABSTRACT

This research aims to determine whether there is a gap between the expected quality
and the quality of service received by patients at Harapan and Doa Hospital,
Bengkulu City. This quantitative descriptive method research uses a cross sectional
approach. The sample in the study was 99 outpatients at Harapan and Doa
Hospital, Bengkulu City, which was taken by accidental sampling. Importance-
Performance Analysis is used as a data analysis technique to produce the quality
of hospital services to see whether there is a gap between the quality of services
provided by the hospital and what patients expect. The research results show that
the expected quality of service at the hospital is 4.03. It can be concluded that the
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