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ABSTRAK

PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN DAN
LOYALITAS PASIEN DI RSUD Dr. SOEGIRI LAMONGAN

MENGGUNAKAN STRUCTURAL EQUATION MODELING (SEM)

Kualitas pelayanan kesehatan menjadi faktor krusial dalam meningkatkan
kepuasan dan loyalitas pasien, termasuk di rumah sakit daerah seperti RSUD Dr.
Soegiri Lamongan. Rumabh sakit dituntut untuk memberikan pelayanan yang tidak
hanya cepat dan tepat, tetapi juga profesional, serta berbasis kebutuhan pasien.
Penelitian ini bertujuan untuk menganalisis dan mengidentifikasi pengaruh
faktor-faktor kualitas pelayanan terhadap kepuasan dan loyalitas pasien di RSUD
Dr. Soegiri Lamongan. Data yang digunakan adalah data primer yang diperoleh
melalui penyebaran kuesioner kepada pasien rawat jalan dan rawat inap, dengan
teknik pengambilan sampel menggunakan pendekatan 5:1 yang menghasilkan
jumlah sampel 150. Kualitas pelayanan diukur berdasarkan empat dimensi utama,
yaitu sikap berkomunikasi, lingkungan, layanan medis, dan ketepatan pelayanan.
Hubungan antar variabel dianalisis menggunakan pendekatan Partial Least
Squares Structural Equation Modeling (SEM-PLS). Hasil penelitian menunjukkan
bahwa sikap berkomunikasi (5 ;=10,285, p < 0,05), lingkungar} (B = 0,319,
p < 0,05), layanan medis (8 = 0,165, p < +0,05), dan ketepatan pelayanan
(8 = 0,251, p:< 0,05) berpengaruh langsungjterhadap kepuasan. Pada loyalitas,
hanya ketepatan pelayanan (5" = 0,247, p < 0,01) dan kepuasan (8 = 0,379,
p < 0,001) pasien yang berpengaruh langsung terhadap loyalitas. Sementara itu,
sikap berkomunikasi (5 = 0,159, p > 0,05), lingkungan (8 = 0,123, p > 0,05),
dan layanan medis (5 = 0,075, p > 0,05) berpengaruh tidak langsung terhadap
loyalitas.

Kata kunci: Kualitas pelayanan, Kepuasan pasien, Loyalitas pasien, PLS-SEM,
RSUD Dr. Soegiri
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ABSTRACT

THE EFFECT OF SERVICE QUALITY ON PATIENT SATISFACTION
AND LOYALTY AT Dr.SOEGIRI LAMONGAN HOSPITAL USING

STRUCTURAL EQUATION MODELING (SEM)

The quality of healthcare services is a crucial factor in increasing patient
satisfaction and loyalty, including in regional hospitals such as RSUD Dr. Soegiri
Lamongan. Hospitals are required to provide services that are not only fast and
accurate but also professional and based on patient needs. This study aims to
analyze and identify the influence of service quality factors on patient satisfaction
and loyalty at RSUD Dr. Soegiri Lamongan. The data used were primary data
obtained through questionnaires distributed to outpatients and inpatients, using a
5:1 sampling ratio approach, resulting in a sample size of 150. Service quality was
measured based on four main dimensions: communication attitude, environment,
medical services, and service accuracy. The relationships between variables were
analyzed using the Partial Least Squares Structural Equation Modeling
(SEM-PLS) approach. The results showed that communication attitude
(B = 0,285, p < 0,05), environment (5 = 0,319, p < 0,05), medical services
(8 = 0,165, p < 0,05), and service accuracy (8 = 0,251, p. < 0,05) had a direct
influence on satisfaction.: Regarding loyalty, only serviceaccuracy (6 = 0,247,
p < 0,01) and satisfaction (8, = 0,379, py< 0,001) had a direct influence.
Meanwhile, communication attitude (3 = 0,159, p > 0,05), environment
(B = 0,123, p > 0,05), and medical services (5 = 0,075, p > 0,05) had an indirect
influence on loyalty.

Keywords: Service quality, Patient satisfaction, Patient loyalty, PLS-SEM, RSUD
Dr. Soegiri

X1V



DAFTAR ISI

[2.2.1.  Kualitas Pelayanan| . . . . . . ... ... ... ... 13
[2.2.2. Kepuasan Pasien| . . . . ... ... ... ... 16
[2.2.3. Loyalitas Pasien| . .. ... ... ... ........... 17
[2.3. Populasidan Sampel| . . . ... ... ... .. ... 0 L. 18
2.4. Structural Equation Modeling-Partial Least Squares (SEM-PLS)| . . 19
[2.4.1. Model Pengukuran atau Outer Model) . . . . . . . .. ... 24

iX



2.4.2. Model Struktural atau Inner Model. . . . . . . .. .. ... 33

242.1. EsttimasiModell . . ... ... ... ... ... 38

2.42.2. UpHipotests|. . . .. ... ... ... ...... 45

2.4.2.3. Uy Pengaruh Mediasi| . . . . ... ... ..... 47

[2.4.2.4. Evaluasi Model Struktural (/nner Model)| . . . . . 49

[2.5. Integerasi Keislaman| . . . . . .. ... ... ... .. 00 51
HIMETODE PENELITIAN| . . .. ... o0 i it i it i oo 53
53

53

57

58

60

60

IV HASIL DAN PEMBAHASAN| 64
@.1. Karakteristik Data Responden| . . . . . . ... ... ... ..... 64
@.2. Partial Least Square Structural Equation Modeling (SEM-PLS) . . 65
@.2.1. Evaluasi Model pengukuran (outer model)|. . . . . . . . .. 67

@.2.2.  Hasil Uy Hipotesis (bootsrapping) . . . . . . . . ... ... 75

i4.2.3. Evaluasi Model struktural (]nner Model)|. . ... ' ...... 89

@.2.4. - Implikasi Peneliian dan Integerasi Keislaman| . . . . . . . . 91
................ O A X A 98
.1. Kesimpulan| . . . . ... ... 0o oo 98

DAFTAR PUSTAKA|




DAFTAR TABEL

(3.1 Indikator Variabel Penelitianl . . . . . . . .. .. .. ... ... .. 54
@.1  Karakteristik Responden| . . . . . . ... ... ... ... ..., 64
.2 Hasil OQuter Loading| . . . . . . ... ... ... ... ....... 69
43 Hastl NUlatAVE . . . .. o000 00 70
@.4  Hasil Perhitungan Cross Loading| . . . . . . . . ... ... .. ... 71
4.5 Hasil Ujp Fornell-Larckery . . . . . ... ... ... ... ...... 73
@.6  Hasil Uj Relibialitas Komposit dan Cronbach’s Alphal . . . . . . . 75
@.7 Hasil Up Hipotests| . . . . . . ... ... ... ... ... ... 77
.8 HasuUpMediasyf . . . . ... ... ... ... ... ........ 87
#.9 'label Hasil R-Square dan Q-Square| . . . . . . . ... .. .. ... 90
| o
l

xi



DAFTAR GAMBAR

2.1 ~Contoh Hybrid Model . . . . . . ... ... ... .. ........ 23
[3.1 Kerangka Konseptual Analisis SEM| . . . . ... ... ... .. .. 59
[3.2  Diagram Alir Penelittan SEM-PLS} . . . . .. ... ... ... ... 61
@.1  Diagram Jalur SEM-PLS| . . . . ... ... 0000 67
@.2 Hasil Up Hipotests| .. . . . . . . . ... ... ... .. ...... 76

Xii



DAFTAR PUSTAKA

Abu-Bader, S. and Jones, T. V. (2021). Statistical mediation analysis using the Sobel
test and Hayes SPSS Process Macro. International Journal of Quantitative and

Qualitative Research Methods, 9(1):42-61.

Alemu, M. E., Worku, W. Z., and Berhie, A. Y. (2023). Patient satisfaction and
associated factors towards surgical service among patients undergoing surgery at

referral hospitals in western Amhara Regional State, Ethiopia. Heliyon, 9(3). doi:

10.1016/).heliyon.2023.e14266.

Alibrandi, A., Gitto, L., Limosani, M., and Mustica, P. E. (2023). Patient satisfaction
and quality of hospital care. Evaluation and Program Planning, 97. doi:

10.1016/j.evalprogplan.2023.102251.

Andrade, C. (2020). Sample Size and its Importance in Research. Indian Journal of
e

Psychological Medicine, 42(1):102-103. doi: 10.4103/IIPSYM.IJPSYM;044 9.

Andrés-Sanchez, J., and Puchades, L. G. V. (2023). Combining fsQCA and
PLS-SEM to assess policyholders’ attitude towards life settlements. European

Research on Management and Business Economics, 29(2).

Apriani, A., Meliantari, D., Hanafi, M., and Wahdiniawati, S. A. (2024). Citra
destinasi terhadap minat berkunjung ulang ke Bandung melalui memorable

tourism experiences. Jurnal Doktor Manajemen (JDM), 7(1), 17.

Arianto, N. (2019). Pengaruh Kualitas Pelayanan Dan Kepuasan dan

101



102

Loyalitas Pengunjung Dalam Mengunkan Jasa Hotel Rizen Kedaton Bogor.

[Miscellaneous], 1(2), 83.

Ar Bajamal, A. and Anindita, R. (2020). Pengaruh kualitas pelayanan dan
kepuasan pasien terhadap loyalitas pasien rawat jalan pada industri jasa
rumah sakit.  Journal of Hospital Management ISSN, 3(1):328. doi:

10.47007/johm.v3101.4412.

Aslam, E., Ashraf, M. S., and Igbal, A. (2023). Impact of corporate image on
customer loyalty of Islamic banks: the role of religiosity, collectivism, sight cues

and CSR. Journal of Islamic Marketing, 14(5), 1310-1324.

Asti, E., and Ayuningtyas, E. (2020). Pengaruh Kualitas Pelayanan, Kualitas
Produk Dan Harga Terhadap Kepuasan Konsumen. EKOMABIS: Jurnal Ekonomi

Manajemen Bisnis, 1(01), 1-14

Babulu, N. L. (2020). Faktor-Faktor Yang Mempengaruhi Akuntabilitas Dalam
Pengelolaan Dana Desa dan Dampaknya Terhadap Pencegahan Fraud. Juni, 5(2),

18-26. ‘

Britnell, M. (2019). Human: Solving the global workforce crisis in healthcare.

Oxford University Press. 8(1):10-14.

Buli, B., Gashaw, A., Gebeyehu, G., Abrar, M., and Gerbessa, B. (2022). Patient
satisfaction with post-operative pain management and associated factors among
surgical patients at Tikur Anbessa Specialized Hospital: Cross-sectional study.

Annals of Medicine and Surgery, 79. doi: 10.1016/j.amsu.2022.104087.

Capsey, M., Ryan, C., Mankelow, J., and Martin, D. (2024). Utilisation

and experience of emergency medical services by patients with back pain:



103

A scoping review. Musculoskeletal Science and Practice, 7T1. doi:

10.1016/).msksp.2024.102928.

Chen, M. and Decary, M. (2020). Artificial intelligence in healthcare: An essential

guide for health leaders. Healthcare Management Forum, 33:10-18.

Cheong, M. J., Lee, M. S., Joo, M. C,, Lee, S. Y., Lee, J. H., Yun, J. M., Kang,
Y., Lee, M. S., and Kang, H. W. (2022). Introduction to methodology for

the development of an integrative medical service model. Integrative Medicine

Research, 11(2).

Dash, G. and Paul, J. (2021). CB-SEM vs PLS-SEM methods for research in
social sciences and technology forecasting. Technological Forecasting and Social

Change, 173, 121092. doi: 10.1016/j.techfore.2021.121092.

Digby, R., Manias, E., Haines, K. J., Orosz, J., Ihle, J., and Bucknall, T. K. (2023).
Staff experiences, perceptions of care, and communication in the intensive care
unit during the COVID-19 pandemic in Australia. Australian Critical Care,

!
36(1):66-76. doi: 10.1016/j.aucc.2022.10.004.

Cahyono, A. D. (2020). Studi Kepustakaan Mengenai Kualitas Pelayanan Terhadap
Kepuasan Pasien Rawat Jalan Di Rumah Sakit. Jurnal llmiah Kesehatan, 2(2):1—

6. doi: 110.53599.

Endalamaw, A., Erku, D., Khatri, R. B., Nigatu, F., Wolka, E., Zewdie, A., and
Assefa, Y. (2023). Successes, weaknesses, and recommendations to strengthen

primary health care: a scoping review. Archives of Public Health, 81:100.

Farida, Y., Siswanto, N., and Vanany, 1. (2024). Reverse logistics toward a circular

economy: Consumer behavioral intention toward polyethylene terephthalate



104

(PET) recycling in Indonesia. Case Studies in Chemical and Environmental

Engineering, 10:100807. doi: |10.1016/j.cscee.2024.100807.

Ferreira, D. C., Vieira, 1., Pedro, M. 1., Caldas, P.,, and Varela, M. (2023).
Patient satisfaction with healthcare services and the techniques used for
its assessment: a systematic literature review and a bibliometric analysis.

Healthcare (Switzerland), 11(5). doi: 10.3390/healthcare11050639.

Firmansyah, D. and Dede (2022). Teknik Pengambilan Sampel Umum dalam
Metodologi Penelitian: Literature Review. Jurnal llmiah Pendidikan Holistik

(JIPH), 1(2):85-114. doi: 10.55927/jiph.v112.937

Fornell, C., and Larcker, D. F. (1981). Structural equation models with unobservable
variables and measurement error: Algebra and statistics. Journal of Marketing

Research, 18(3):382. doi: 10.2307/3150980.

Gandhi, K., Davidson, J., Duggal, C.; Fantillo, V., and Strychowsky, J. E. (2024).
Development and validation of a tool to assess patient and caregiver satisfaction

!
for minor pediatric’ surgical procedures. ' Journal of Pediatric ‘Surgery Open,

7:100145. doi: [10.1016/;.yjpso.2024. 100145,

Glaveli, N. (2021). Corporate social responsibility toward stakeholders and
customer loyalty: investigating the roles of trust and customer identification with
the company. Social Responsibility Journal, 17(3):367-383. 10.1108/SRJ-07-

2019-0257.

Guenther, P., Guenther, M., Ringle, C. M., Zaefarian, G., and Cartwright, S. (2023).
Improving pls-sem use for business marketing research. [Industrial Marketing

Management, 111:127-142.



105

Gul, G. (2021). Comparison of robust hypothesis tests for fixed sample
size and sequential observations. In 2021 29th FEuropean Signal
Processing Conference (EUSIPCO), pages 2040-2044. IEEE. doi:

10.23919/EUSIPCO54536.2021.96159709.

Guo, Y., Zhou, Y., Xing, X., and Li, X. (2020). Exploring the relationship between
service quality of private hospitals and patient loyalty from the perspective of

health service. Iranian Journal of Public Health. doi: 10.18502/1jph.v4916.3361.

Isa Giil, Helvacioglu, E. T., and Saracli, S. (2023). Service quality, outpatient
satisfaction and loyalty in community pharmacies in turkey: A structural equation

modeling approach. Exploratory Research in Clinical and Social Pharmacy, 12.

Hadipour, A., Delavari, S., and Bayati, M. (2023). What is the role of institutional
quality in health outcomes? a panel data analysis on 158 countries from 2001-

2020. Heliyon, 9.

Hair, J. E, Hult, G. T. M., Ringle, C. M., Sarstedt, M., Danks, N. P., and Ray, S.
i
(2021). Partial Least Squares Structural Equation Modeling (PLS-SEM) Using

R. Springer International Publishing, Cham.

Hair, J. F,, Hult, G. T. M., Ringle, C. M., and Sarstedt, M. (2021). A Primer on
Partial Least Squares Structural Equation Modeling (PLS-SEM) (3rd ed.). SAGE

Publications.

Hendarta, A. (2023). Analisis Kebijakan Dan Kompetensi Pemimpin Rumah Sakit

Di Indonesia: Haruskah Tenaga Medis? (Suatu Studi Literatur).

Hair, J., and Alamer, A. (2022). Partial Least Squares Structural Equation Modeling

(PLS-SEM) in second language and education research: Guidelines using an



106

applied example. Research Methods in Applied Linguistics, 1(3):100027. doi:

10.1016/y.rmal.2022.100027.

Hu, Y., Zhang, S., Zhai, J., Wang, D., Gan, X., Wang, F., Wang, D., and Yi,
H. (2024). Relationship between workplace violence, job satisfaction, and
burnout among healthcare workers in mobile cabin hospitals in China: Effects

of perceived stress and work environment. Preventive Medicine Reports, 40. doi:

10.1016/).pmedr.2024.102667.

Hui, G., Al Mamun, A., Reza, M. N. H., and Wan Hussain, W. M. H.
(2025). An empirical study on logistic service quality, customer satisfaction,
and cross-border repurchase intention. Heliyon, 11(1):e41156. doi:

10.1016/).heliyon.2024.e41156.

Jamshidi, S., Parker, J. S., and Hashemi, S. (2020). The effects of environmental
factors on the patient outcomes in hospital environments: A review of literature.

Frontiers of Architectural Research, 9(2):249-263.

Jensen, S., Traugott; M, Ramazanova, D.; Haslacher, H., Mucherf P., Perkmann,
T., Jeleff, M., Kutalek, R., Wenisch, C., Crevenna, R., and Jordakieva, G. (2023).
SARS-CoV-2 infections in “less visible” hospital staff: The roles and safety of
environmental services and allied health professionals. Journal of Infection and

Public Health, 16(9):1379-1385. doi: 10.1016/5.j1ph.2023.05.04 1.

Jin, Y. (2024). Sequential organization and interactional functions of patient loyalty
in routine chronic encounters. Social Science and Medicine, 353:117047. doi:

10.1016/).socscimed.2024.117047.

Karimi, Z., Darban, F., Karimi, S., and Safarzai, E. (2024). The effectiveness of

communication skills training on professional performance and quality of work



107

life of pre-hospital emergency medical staff: An experimental study in Iran.

International Emergency Nursing, 74:101426. doi: 10.1016/j.1en).2024.101426.

Kosnan, W. (2020). Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pasien Rawat
Inap di Rumah Sakit Umum Daerah Kabupaten Merauke. Jurnal Ekonomi,

Bisnis, dan Akuntansi, 21(4). doi: [10.32424/jeba.v21i4.1538.

Larasati, R., Supinardi, B., and Fadhilah, M. (2023). Analisis Kualitas Pelayanan
dan Pengaruhnya terhadap Loyalitas Pelanggan: Studi Kasus pada PT Pos

Indonesia (Persero) Kantor Pos Sleman. Al-Kharaj: Jurnal Ekonomi, Keuangan,

dan Bisnis Syariah, 6(2), 585-594.

Le, H. S., Do, T. V. H,, Nguyen, M. H., Tran, H. A., Pham, T. T. T., Nguyen,
N. T., and Nguyen, V. H. (2024). Predictive model for customer satisfaction
analytics in E-commerce sector using machine learning and deep learning.

International Journal of Information Management Data Insights, 4(2):100295.

10.1016/j.jjimei.2024.100295.

!
Levina, A., Ilin, 1., Gugutishvili, D.,« Kochetkova, K., vand Tick, 'A. (2024).
Towards a smart hospital:' * Smart infrasfructure integration.  Journal of
Open Innovation: Technology, Market, and Complexity, 10(3):100339. doi:

10.1016/}.jo1tmc.2024.100339.

Li, S., Sari, Y. A., and Kumral, M. (2019). New approaches to cognitive work
analysis through latent variable modeling in mining operations. International

Journal of Mining Science and Technology, 29(4), 549-556.

Liu, S., Li, G., Liu, N., and Hongwei, W. (2021). The impact of patient satisfaction

on patient loyalty with the mediating effect of patient trust. INQUIRY: The



108

Journal of Health Care Organization, Provision, and Financing, 58. doi:

10.1177/00469580211007221.

Lovett, E., Smith, A., and Teychenne, M. (2024). ‘it’s just one step too far’:

Negotiating physical activity for perinatal mental health. Midwifery, 137.

Magno, F. and Cassia, F. (2024). Predicting restaurants’ surplus food platform
continuance: Insights from the combined use of PLS-SEM and NCA and
predictive model comparisons. Journal of Retailing and Consumer Services, 79,

103820. doi: 10.1016/j.jretconser.2024.103820.

Malarvizhi, C. A., Mamun, A. A., Jayashree, S., Naznen, E, and Abir, T. (2022).
Modelling the significance of social media marketing activities, brand equity and
loyalty to predict consumers’ willingness to pay premium price for portable tech

gadgets. Heliyon, 8(8):¢10145. 10.1016/j.heliyon.2022.e10145.

Mandil, A., Rashidian, A., and Hajjeh, R. (2020). Health research prioritization:
global and regional perspectives. Eastern Mediterranean Health Journal, 26(3),

254-256. 10.26719/2020.26.3:254. ‘

Marzo, R., Bhattacharya, S., Ujang, N., Naing, T., Fei, A. H., Chun, C., Ting, C. X.,
Rajah, P. P,, and Shanmuganathan, K. P. (2021). The impact of service quality
provided by health-care centers and physicians on patient satisfaction. Journal of

Education and Health Promotion, 10(1).

Papanicolas, I., Rajan, D., Karanikolos, M., Soucat, A., and Figueras, J. (2022).
Health System Performance Assessment: A framework for policy analysis.

[Book], September.

Pasinringi, S. A., Rivai, F., Arifah, N., and Rezeki, S. F. (2021). The relationship



109

between service quality perceptions and the level of hospital accreditation.

Gaceta Sanitaria, 35, S116-S119. 10.1016/j.gaceta.2021.10.009.

Pratama, R. M., Purnamasari, P., and Yuniarti, L. (2024). The influence of service

quality and health facilities on patient satisfaction.

Perdini, M., and Riani, E. (2023). Strategi menuju penerapan green hospital serta
dampaknya bagi rumah sakit studi kasus pada Rumah Sakit X. Jurnal Teknologi

Lingkungan UNMUL, 7(1).

Rahadi, D. R. (2023). Pengantar Partial Least Squares Structural Equation Model

(PLS-SEM). ISBN: 978-623-96926-3-6.

Rane, N. L., Anand, A., and Choudary (2023). Enhancing customer loyalty
through quality of service: Effective strategies to improve customer satisfaction,
experience, relationship, and engagement. Infernational Research Journal of

Modernization in Engineering Technology and Science.

Rastogi, S., Tiwari, V., Jatay, S. P.,.Singh, N., Verma, S., Verm‘a, S., Sharma,
K. G., Pandey, P, and Singh, G. (2023). A survey of patients visiting
an Ayurvedic teaching hospital for factors influencing the decision to choose
ayurveda as a health care provider. Journal of Ayurveda and Integrative Medicine,

14(1):100539. doi: 10.1016/j.jaim.2021.100539.

Ratna Sari, D., Kartikasari, D., and Herya Ulfah, N. (2021). Impact of effective
communication on the quality of excellent service and patient satisfaction in the

outpatient department. KnE Life Sciences. doi: |10.18502/kls.v010.8883.

Renggo, Y. R. and Kom, S. (2022). Populasi Dan Sampel Kuantitatif. Metodologi

Penelitian Kuantitatif, Kualitatif Dan Kombinasi, 43.



110

Roh, S., Haddoud, M. Y., Onjewu, A.-K. E., Jang, H., and Thai, V.
(2025). Revisiting the impact of container port service quality on customer
satisfaction: A configuration approach.  Transport Policy, 162:221-231.

10.1016/j.tranpol.2024.12.008.

Rothrock, S. G., Rothrock, A. N., Swetland, S. B., Pagane, M., Isaak, S. A.,
Romney, J., Chavez, V., and Chavez, S. H. (2019). Quality, trustworthiness,
readability, and accuracy of medical information regarding common pediatric

emergency medicine-related complaints on the web. Journal of Emergency

Medicine, 57:469-477.

Ronkko, M., and Cho, E. (2022). An updated guideline for assessing
discriminant validity. Organizational Research Methods, 25(1):6—14. doi:

10.1177/1094428120968614.

Ru-xin, N., Tian, K. S., and Wang, J. Q. (2022). Implementing healthcare service
quality enhancement using a cloud-support QFD model integrated with TODIM
method and linguistic distribution assessments. Journal of 'the Operational

Research Society, 73(2), 207:229.

Saito, T., Shimokaze, T., Niizuma, M., Suzuki, M., Toyoshima, M., and Toyoshima,
K. (2024). The effects of telepresence with real-time video and audio
communication on parent-infant interaction and staff experience in neonatal

intensive care unit. PEC Innovation, 5. doi: 10.1016/j.pecinn.2024.100315.

Sasongko, S. R. (2021).  Faktor-faktor Kepuasan Pelanggan dan Loyalitas
Pelanggan (Literature Review Manajemen Pemasaran). Jurnal Ilmu Manajemen

Terapan, 3(1):104-114. 10.31933/jimt.v3i1.707.



111

Sarstedt, M., Hair, J. F,, and Ringle, C. M. (2023). “PLS-SEM: indeed a silver
bullet” — retrospective observations and recent advances. Journal of Marketing

Theory and Practice, 31(3), 261-275.

Sari, P. L., Hatta, G. R., and Nuraini, A. (2023). Analisis pengaruh pengetahuan,
kepatuhan dokter dan peran rumah sakit terhadap kelengkapan pengisian berkas
rekam medis rawat inap RSIA Brawijaya. Jurnal Manajemen dan Administrasi

Rumah Sakit Indonesia (MARSI), 7(4):369-378.

Setiawati, K. R.(2023). Factors that affecting patient loyalty in hospital. Media Gizi

Kesmas, 12(2):1041-1046. doi: 10.20473/mgk.v12i2.2023.1041-1046.

Setiyawati, Y., Hariyati, R. T. S., and Anisah, S. (2022). Optimalisasi pemberian
edukasi pada pasien dan keluarga melalui terbentuknya tim perawat edukator di

rumah sakit: A pilot study. Journal of Telenursing (JOTING), 4(1):297-310.

Shmueli, G., Sarstedt, M., Hair, J. F., Cheah, J.-H., Ting, H., Vaithilingam, S., and
Ringle, C. M. (2019). Predictive model assessment in PLS-SEM: guidelines for

!
using PLSpredict.' European Journal of Marketing, 53(11),2322-2347.

Sholihah, N., and Parinduri, S. K. (2020). Hubungan Waktu Tunggu Pelayanan
Rawat Jalan Terhadap Kepuasan Pasien BPJS di Poliklinik Jantung Rumah
Sakit Islam Bogor Tahun 2019. PROMOTOR Jurnal Mahasiswa Kesehatan

Masyarakat, 3(6):585.

Sleiman, L., Dananché, C., Gardes, S., Fredenucci, 1., Duval, C., Durieu, I.,
Zoulim, F., Vanhems, P., Cassier, P, and Elias, C. (2024). Identification
of carbapenemase-producing Enterobacteriaceae reservoirs in wet hospital

environments as a potential factor in patient acquisition: A cross-sectional study



112

in a French university hospital in 2023. Infectious Diseases Now, 54(8), 104998.

10.1016/j.idnow.2024.104998.

Sukhov, A., Friman, M., and Olsson, L. E. (2023). Unlocking potential: An
integrated approach using pls-sem, nca, and fsqca for informed decision making.

Journal of Retailing and Consumer Services, 74.

Wulandari, R., Doddy, I. P, and Indaryani, L. (2024). Measuring the
impact of healthcare service quality of hospitals on customer satisfaction.

Corporate and Business Strategy Review, 5(1, special Issue):336-345. doi:

10.22495/cbsrv5ilsiarts.

Yuen, K. F., Koh, L. Y., Wong, Y. Q., and Wang, X. (2023). Sustainable
crowdsourced delivery: A study of technological, health, value, and trust

antecedents of consumer loyalty. Journal of Cleaner Production, 405:137010.



	ABSTRAK
	ABSTRACT
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	ABSTRAK

