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ABSTRACT

The main purpose of this study was to examine the relationship among perceived service quality and
patient satisfaction and loyalty in a private and reputable health care center that rewarded as the World Class
Hospital Accredited by the Joint Commission International (JCI). Survey data were conveniently collected from 303

sampling units of patients on their day of discharge and then analyzed using correlation, and regression analysis.
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Results revealed that the respondents perceived high level of quality of services provided by the health care center.

Furthermore, they were highly satisfied and showed loyalty to the service provider at a high level. Statistically tests

indicated that there were positive relationships among all fivefold dimensions of service quality with satisfaction

and loyalty. Regression analysis, moreover, revealed that service quality of responsiveness enhanced the level of

satisfaction while tangibility, assurance, and empathy created the loyalty to the customers.
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