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ABSTRACT 



ABSTRACT 

Service providers should have as detailed as possible an 
understanding of the p~ychological underpinnings of the role of perception 
in consumers' information processing systems, This is essential in order to 
understand better how perceptions are formed so that they can be 
maintained and/or manipulated over time. 

The purpose of this study is to analyze the gap between perception 
and expectation to service quality which is given by Dua Kelinci 
Corporation in Surabaya Area. 

In this research the population are all wholesalers of Kacang Dua 
Kelinci in Surabaya Area. The total is 110 people. The data were analyzed 
using the gap analysis and analysis of t-paired sample. 

The conclusion got from the research is that expectation is more 
than perception of consumer. This research proves that there is no 
significant adjustment between perception and expectation to service quality 
which is given by Dua Kelinci Corporation in Surabaya Area. 
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