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PART 1: Review Comments

Reviewer's comment

Author’s comment (if agreed with reviewer, correct the manuscript and
highlight that part in the manuscript. It is mandatory that authors should write
his/her feedback here)

Compulsory REVISION comments

The present topic of the study is of great importance and contributes to quality
management and appraisal in healthcare.

Below are comments and suggested revisions:

1. Itis suggested to revise the manuscript structure, organize it into specific sections,
each section with a clear goal and correctly numbered multilevel heading/
subheading. Please also refer to the journal guideline and paper template to further
work on formatting styles, including references.

2. Please clearly state your aim of the manuscript at the end of the Introduction as it
could be an effective way of framing the focal point for the study and guiding the
following content.

3. Please introduce the full term the first time you use the SERVQUAL model, add
relevant details and rationale for using the model in service quality research.

4. Please identify what methods that have been adopted to guide and conduct this
review.

5. The manuscript provides an overview of the focus, dimensions of quality care,
principles of quality management, and critical stakeholders in quality improvement,
while there is a lack of elaboration on these review findings and focused discussion
around significance and value of the findings. It is also suggested to provide a
narrative synthesis of the key findings at the end and include a conclusion section
to reinforce the main idea you try to convey.

Minor REVISION comments

It might be better to describe and discuss potential gaps and challenges for using the
SERVQUAL model in the measurement of customer satisfaction and effect of the
dimensions of quality on customer satisfaction; and how it differs from other similar tools.

Optional/General comments

None
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Are there ethical issues in this manuscript?
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