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Abstract. Examining quality of hospital services from the perspective of both patients and hospital manage-
ment staff in the private sector of Jordan, this study aimed at (i) identifying probable differences in the relative
importance of perceived quality of hospital services between those two parties (patients and management
staff); and (ii) determining differences, if any, in the perceived quality among each one of those two parties on
the basis of some of their personal and demographic charateristics.

Findings of this study were as follows: (A) Significant differences in the relative importance of per-
cieved quality components were found between patients and management staff; hospital staff assigned higher
relative importance to the following components: (a) hotel services, (b) equipment and facilities, (¢) adminis-
trative services, (d) and nursing staff characteristics. (B) Patients and management staff alike, assign high rela-
tive importance to the "human interaction" component of quality. (C) Significant differences in the relative im-
portance of quality components were found among patients when classified by level of income or by level of
education; whereas no significant differences were found when classified by sex. (D) Significant differences in
the relative importance of quality components were found between management staff when classified by job
position or by practical experience; whereas no significant differences were found between them when classi-
fied by level of education. Finally, the study concluded that hospital management need to employ a wider per-
spective when dealing with the issue of quality. Suggestions and recommendations were provided in this re-

gard.



