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Abstract

The aim of this research was to study the perceived level of expectation and
satisfaction of customers toward the appointment service system and to compare between
expectation and satisfaction. Questionnaire was used to collect data from 400 samples. The
analyzing statistics techniques applied consisted of t-test, One-way ANOVA and Paired t-test.
The results revealed that the amicability aspect was the most perceived level for both
expectation and satisfaction. Furthermore, the overall customers’ expectation toward the
quality of appointment service system was having different from the overall customers’
satisfaction. When consider in details, it was found that the amicability aspect was not

different between expectation and satisfaction. On the other hand, it was found that the
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reliability aspect, service tangibility aspect, service accessibility aspect, and communication

aspect were having different between expectation and satisfaction.
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