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Abstract

This study examine about research study to compare service qualities in service
company on hospitals, ie., PKU Muhammadiyah Bantuls hospital and PKU
Muhammadiyah Yogyakarta Hospitals. The first research study, examine gap analysis
(gap difference) between patient perception about PKU Muhammadiyah Bantul and
Yogyakarta hospital service, with hospital expectation service. The second research
study, examine difference service qualities and service value on PKU Muhammadiyah
Bantul and Yogyakarta hospitals.

Research data collected from responden as direct in patient PKU Muhammadiyah
Bantul and Yogyakarta. Test using in this research is paired sample t test (uji t sampel
berpasangan).

The gap analysis studi about service perseption and expectation service with
compare study found patient perception about service quality on PKU Muhammadiyah
Bantul hospitals is not same with patient expectation on hospitals. Patient perception
about service quality on PKU Muhammadiyah Yogyakarta hospitals is not same with
patient expectation on hospitals.

About the quality rank and value rank, service quality rank on PKU
Muhammadiyah Bantul hospitals majority is good and quality value rank is very good.
Service quality rank on PKU Muhammadiyah Yogyakarta hospitals majority is good and
quality value rank is good. This research hoped give academist contribution  for researchs
about quality in the next time.
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Pendahuluan

Perkembangan amal usaha Muhamadiyah sangat pesat berkembang, salah satunya
perkembangan pelayanan kesehatan. Pelayanan kesehatan dikembangkan dengan
membuka klinik pengabatan yang sederhana sampai dengan klinik pengobatan yang
lebih kompleks. Peningkatan mutu pelayanan sebagai ujung tombak keberlangsungan
usaha perlu dipertahankan dengan berusaha mengetahui faktor-faktor yang
mempengarui pelayanan rumah sakit dengan meneliti persepsi konsumen terhadap
kualitas pelayanan rumah sakit yang baru berkembang dan yang telah berkembang untuk
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