129

DAFTAR PUSTAKA

Adiyatma, A. (2020). Pengaruh nilai pelanggan, kualitas pelayanan, dan kepuasan
pelanggan terhadap loyalitas (studi kasus pada pasien RSU. Persahabatan)
[Skripsi, Sekolah Tinggi Illmu Ekonomi Indonesia]. Repository STEI
http://repository.stei.ac.id/id/eprint/2614

Agency for Healthcare Research and Quality. (n.d.). What is patient experience?
Diakses 21 September 2024 dari https://www.ahrq.gov/cahps/about-
cahps/patient-experience/index.html

Agency for Healthcare Research and Quality. (2023). HCAHPS survey [Kuesioner].
https://www.hcahpsonline.org/globalassets/hcahps/quality-
assurance/2023_survey-instruments_english_mail.pdf

Al-Abri, R., & Al-Balushi, A. (2014). Patient satisfaction survey as a tool towards
quality improvement. Oman Medical Journal, 29(1).
https://doi.org/10.5001/0mj.2014.02

Aladwan, M. A., Salleh, H. S., Anuar, M. M., ALhwadi, H., & Almomani, I. (2021). The
relationship among service quality, patient satisfaction and patient loyalty: case
study in Jordan Mafraq Hospital. Linguistics and Culture Review, 5(S3), 27-40.
https://doi.org/10.21744/lingcure.v5nS3.1368

Albrecht, M. G., Green, M., & Hoffman, L. (2026). Principles of marketing. OpenStax.
https://openstax.org/details/books/principles-marketing

Amiq, D. H. (2018). Hubungan aspek switching barrier dengan loyalitas pasien rawat
inap di Rumah Sakit Ibnu Sina Makassar tahun 2017 [Skripsi, Universitas Islam
Negeri Alauddin Makassar]. Repositori UIN Alauddin  Makassar.
http://repositori.uin-alauddin.ac.id/id/eprint/12780

Anderson, E. W., & Sullivan, M. W. (1993). The antecedents and consequences of
customer satisfaction for firms. Marketing Science, 12(2), 125-143.
https://doi.org/10.1287/mksc.12.2.125

Andreassen, T. W. (1999). What drives customer loyalty with complaint resolution?
Journal of Service Research, 1(4), 324-332.
https://doi.org/10.1177/109467059914004

Anwar, A. A. (2023). Strategi pengembangan mutu pelayanan berdasarkan patient
experience dengan menggunakan importance performance analysis pada
pasien rawat inap di RSUD Provinsi Sulawesi Selatan tahun 2022 [Tesis,
Universitas Hasanuddin]. Hasanuddin University Repository.
https://repository.unhas.ac.id/id/eprint/29750/

Apryani, J. (2025). The effect of service quality on patient satisfaction, patient trust
and patient loyalty. PREPOTIF: Jurnal Kesehatan Masyarakat, 9(1), 1755-1766.
https://doi.org/10.31004/prepotif.v9i1.43155

Arab, M., Tabatabaei, S. G., Rashidian, A., Forushani, A. R., & Zarei, E. (2012). The
effect of service quality on patient loyalty: a study of private hospitals in Tehran,
Iran. Iranian Journal of Public Health, 41(9), 71-77.
https://ijph.tums.ac.ir/index.php/ijph/article/view/2520

Ardianti, Pasinringi, S. A., Rivai, F., Irwandy, Sidin, A. I., Thamrin, Y., & Mumang, A.
A. (2024). An analysis of service experience and perceived value influence on
patient’s satisification at regional public hospitals in South Sulawesi Province.
Asia Pacific Journal of Health Management, 19(1).
https://doi.org/10.24083/apjhm.v19i1.3251



130

Ariany, |. V., & Lutfi, A. (2021). Pengaruh kualitas pelayanan dan perceived value
terhadap loyalitas pasien: kepuasan pasien sebagai mediasi. Jurnal
Manajemen Bisnis dan Kewirausahaan, 5(4), 402-407.
https://doi.org/10.24912/jmbk.v5i4.12801

Aribowo, K., Purwanda, E., & Rahmi, A. S. (2024). Hubungan kualitas pelayanan
terhadap kepuasan dan loyalitas pasien di rumah sakit. Jurnal Akuntansi,
Manajemen dan lImu Ekonomi (Jasmien), 5(1), 58-68.
https://journal.cattleyadf.org/index.php/Jasmien/article/view/787

Arman, R. A. (2023). Pengaruh kualitas pelayanan dan kepuasan pasien terhadap
loyalitas pasien di Rumah Sakit Khusus Daerah Provinsi Sulawesi Selatan
[Tesis, Universitas Hasanuddin]. Hasanuddin University Repository.
https://repository.unhas.ac.id/id/eprint/29755/

Arman, R. A., Pasinringi, S. A., Rivai, F., Sidin, A. I., Iwandy, Saleh, L. M., & Mallongi,
A. (2023). The effect of service quality and patient satisfaction toward patient
loyalty in Special Regional Hospitals of South Sulawesi. Pharmacognosy
Journal, 15(3), 443-449. https://doi.org/10.5530/pj.2023.15.99

Asmaryadi, Pasinringi, S. A., Thamrin, Y., & Muis, M. (2020). Influence of patient
experience and hospital image on patient loyalty in Meloy Public Hospital of
Sangatta, East Kutai Regency. Open Access Macedonian Journal of Medical
Sciences, 8(T2), 147-151. https://doi.org/10.3889/0amjms.2020.5213

Asterix, A. A. M., Setianto, B., & Dhamanti, I. (2022). Identify the cause of inpatient
complaints at Islamic Hospital Surabaya Ahmad Yani using root cause analysis
method. Media Gizi Kesmas, 11(1), 108-115.
https://doi.org/10.20473/mgk.v11i1.2022.108-115

Ayu, N. F., Pasinringi, S. A, Sidin, A. I., Irwandy, Maidin, A., & Balqis. (2022). The
effect of patient experience on patient satisfaction and loyalty at the Inpatient
Room South Sulawesi Provincial Hospitals. Journal of Pharmaceutical Negative
Results, 13(4), 2112-2119.
https://www.pnrjournal.com/index.php/home/article/view/9757

Azwar, A. (1996). Pengantar administrasi kesehatan (Edisi 3). Binapura Aksara.

Baloglu, S. (2002). Dimensions of customer loyalty: separating friends from well
wishers. Cornell Hotel and Restaurant Administration Quarterly, 43(1), 47-59.
https://doi.org/10.1177/00108804024 31005

Bei, L.-T., & Chiao, Y.-C. (2001). An integrated model for the effects of perceived
product, perceived service quality, and perceived price fairness on consumer
satisfaction and loyalty. Journal of Consumer Satisfaction, Dissatisfaction and
Complaining Behavior, 14, 125-140.
https://jcsdcb.com/index.php/JCSDCB/article/view/110

Benson, T., & Benson, A. (2023). Routine measurement of patient experience. BMJ
Open Quality, 12(1). https://doi.org/10.1136/bmjoq-2022-002073

Berkowitz, B. (2016). The patient experience and patient satisfaction: measurement
of a complex dynamic. OJIN: The Online Journal of Issues in Nursing, 21(1).
https://doi.org/10.3912/OJIN.Vol21No01Man01

Bienstock, C. C., DeMoranville, C. W., & Smith, R. K. (2003). Organizational
citizenship behavior and service quality. Journal of Services Marketing, 17(4),
357-378. https://doi.org/10.1108/08876040310482775

Bjertnaes, O. A,, Sjetne, I. S., & Iversen, H. H. (2012). Overall patient satisfaction with
hospitals: effects of patient-reported experiences and fulfilment of expectations.
BMJ Quality & Safety, 21(1), 39-46. https://doi.org/10.1136/bmjgs-2011-000137



131

Bleich, S. N., Ozaltin, E., & Murray, C. J. (2009). How does satisfaction with the
health-care system relate to patient experience? Bulletin of the World Health
Organization, 87(4), 271-278.
https://pmc.ncbi.nim.nih.gov/articles/PMC2672587/

Boby W, C. (2021). Pengaruh kualitas pelayanan dan kepuasan pelanggan terhadap
loyalitas pelanggan (studi kasus pada Fitnes Center Health and Sport Center
(HSC) Universitas Negeri Yogyakarta) [Skripsi, Universitas Negeri Yogyakarta).
Lumbung Pustaka UNY. http://eprints.uny.ac.id/id/eprint/71274

Boudreaux, E. D., Ary, R. D., Mandry, C. V., & McCabe, B. (2000). Determinants of
patient satisfaction in a large, municipal ED: the role of demographic variables,
visit characteristics, and patient perceptions. American Journal of Emergency
Medicine, 18(4), 394-400. https://doi.org/10.1053/ajem.2000.7316

Brandao, A., & Ribeiro, L. (2023). The impact of patient experience on loyalty in the
context of medical-aesthetic health services. Journal of Patient Experience, 10,
1-10. https://doi.org/10.1177/23743735231160422

Bull, C. (2021). Patient satisfaction and patient experience are not interchangeable
concepts. International Journal for Quality in Health Care, 33(1).
https://doi.org/10.1093/intghc/mzab023

Bull, C., Byrnes, J., Hettiarachchi, R., & Downes, M. (2019). A systematic review of
the validity and reliability of patient-reported experience measures. Health
Services Research, 54(5). https://doi.org/10.1111/1475-6773.13187

Care Quality Commission. (2023). Survey handbook: 2023 adult inpatient survey

[Laporan]. https://nhssurveys.org/surveys/survey/02-adults-
inpatients/year/2023/

Centers for Medicare & Medicaid Services. (n.d.). HCAHPS: patients’ perspectives of
care survey. Diakses 6 September 2024 dari

https://www.cms.gov/medicare/quality/initiatives/hospital-quality-
initiative/hcahps-patients-perspectives-care-survey

Chen, X., Zhang, Y., Qin, W,, Yu, Z, Yu, J,, Lin, Y, Li, X., Zheng, Z., & Wang, Y.
(2022). How does overall hospital satisfaction relate to patient experience with
nursing care? a cross-sectional study in China. BMJ Open, 12(1).
https://doi.org/10.1136/bmjopen-2021-053899

Chen, X., Zhao, W., Yuan, J., Qin, W., Zhang, Y., & Zhang, Y. (2022). The
relationships between patient experience with nursing care, patient satisfaction
and patient loyalty: a structural equation modeling. Patient Preference and
Adherence, 16, 3173-3183. https://doi.org/10.2147/PPA.S386294

Cheng, B. L., Gan, C. C., Imrie, B. C., & Mansori, S. (2019). Service recovery,
customer satisfaction and customer loyalty: evidence from Malaysia’s hotel
industry. International Journal of Quality and Service Sciences, 11(2), 187-203.
https://doi.org/10.1108/IJQSS-09-2017-0081

Cheng, T.C. E., Lai, L. C. F.,, & Yeung, A. C. L. (2008). The driving forces of customer
loyalty: a study of internet service providers in Hong Kong. International Journal
of E-Business Research, 4(4), 26-42. https://doi.org/10.4018/jebr.2008100103

Crosby, L. A, Evans, K. R., & Cowles, D. (1990). Relationship quality in services
selling: an interpersonal influence perspective. Journal of Marketing, 54(3), 68-
81. https://doi.org/10.1177/002224299005400306

Dapkevicius, A., & Melnikas, B. (2009). Influence of price and quality to customer
satisfaction: neuromarketing approach. Science - Future of Lithuania, 1(3), 17-
20. https://doi.org/10.3846/144



132

De Regge, M., De Groote, H., Trybou, J., Gemmel, P., & Brugada, P. (2017). Service
quality and patient experiences of ambulatory care in a specialized clinic vs. a
general hospital. Acta Clinica Belgica, 72(2), 77-84.
https://doi.org/10.1080/17843286.2016.1216258

Deng, Z., Lu, Y., Wei, K. K., & Zhang, J. (2010). Understanding customer satisfaction
and loyalty: an empirical study of mobile instant messages in China.
International Journal of Information Management, 30(4), 289-300.
https://doi.org/10.1016/j.ijinfomgt.2009.10.001

Depari, S. G. A, Sembiring, B. K. F., & Aritonang, E. Y. (2025). The influence of patient
experience and patient engagement on patient loyalty through inpatient
satisfaction as an intervening variable at RSUD Latersia Binjai. Indonesian
Journal of Business Analytics (IJBA), 5(4), 2911-2922.
https://journal.formosapublisher.org/index.php/ijba/article/view/14916

Deshwal, P., & Bhuyan, P. (2018). Cancer patient service experience and satisfaction.
International Journal of Healthcare Management, 11(2).
https://doi.org/10.1080/20479700.2016.1238601

Dharmmesta, B. S. (1999). Loyalitas pelanggan: sebuah kajian konseptual sebagai
panduan bagi peneliti. Jurnal Ekonomi dan Bisnis Indonesia, 14(3).
https://jurnal.ugm.ac.id/jieb/article/view/39434

Doddy, I. P, & Wulandari, R. (2022). Factors affecting patient loyalty through
intervening patient satisfaction at Bunda Hospital Purwokerto. International
Journal of Management Science and Application, 1(2), 79-86.
https://doi.org/10.58291/ijmsa.v1i2.75

Donabedian, A. (1988). The quality of care: how can it be assessed? JAMA, 260(12),
1743-1748. https://doi.org/10.1001/jama.1988.03410120089033

Dr Foster Intelligence. (2010). The intelligent board 2010: patient experience
[Laporan].
https://www.slideshare.net/slideshow/theintelligentboardpatientexperience201
0/54170415

Expert Committee on Organization of Medical Care. (1957). Role of hospitals in
programmes of community health protection: first report of the expert committee
on organization of medical care [Laporan].
https://iris.who.int/handle/10665/40375

Fathmaningrum, E. S. (2018). Bahan ajar SPSS regresi dan asumsi klasik [Bahan
ajar]. https://repository.umy.ac.id/handle/123456789/24764

Fattah, A. (2016). Hubungan kualitas pelayanan kesehatan terhadap loyalitas pasien
di Rawat Inap Rumah Sakit Ibu dan Anak Sitti Khadijah | Makassar tahun 2016
[Skripsi, Universitas Islam Negeri Alauddin Makassar]. Repositori UIN Alauddin
Makassar. http://repositori.uin-alauddin.ac.id/id/eprint/1248

Fauziyah, N. L. L., Prayoga, D., & Mahendra, M. G. D. (2022). Faktor yang
mempengaruhi kepuasan dan loyalitas pasien rumah sakit: literature review.
PREPOTIF: Jurnal Kesehatan Masyarakat, 6(3), 1881-1889.
https://journal.universitaspahlawan.ac.id/index.php/prepotif/article/view/8772

Febrianti, A. (2020). Hubungan dimensi mutu pelayanan kesehatan dengan
kepuasan pasien di rumah sakit [Skripsi, STIKES Yayasan RS Dr. Soetomo].
Repositori STIKES Yayasan RS Dr. Soetomo. http://repository.stikes-
yrsds.ac.id/id/eprint/72



133

Ferreira, D. C., Vieira, |, Pedro, M. I., Caldas, P., & Varela, M. (2023). Patient
satisfaction with healthcare services and the techniques used for its
assessment: a systematic literature review and a bibliometric analysis.
Healthcare, 11(5). https://doi.org/10.3390/healthcare 11050639

Fitriah, Z., Ruswanti, E., & Hilmy, M. R. (2023). The influence of effective
communication, patient experience on patient loyalty mediated by trust. Jurnal
Multidisiplin Indonesia, 2(9), 2674-2685. https://doi.org/10.58344/jmi.v2i9.532

Fitriani, D. A., Pasinringi, S. A., Irwandy, |., & Amgam, H. (2020). The effect of
perceived value toward loyalty through patient satisfaction in Hasanuddin
University Hospital. Enfermeria Clinica, 30, 408-411.
https://doi.org/10.1016/j.enfcli.2019.11.008

Fornell, C. (1992). A national customer satisfaction barometer: the Swedish
experience. Journal of Marketing, 56(1), 6-21.
https://doi.org/10.1177/002224299205600103

Foster, B. D., & Cadogan, J. W. (2000). Relationship selling and customer loyalty: an
empirical investigation. Marketing Intelligence & Planning, 18(4), 185-199.
https://doi.org/10.1108/02634500010333316

Friedel, A. L., Siegel, S., Kirstein, C. F., Gerigk, M., Bingel, U., Diehl, A., Steidle, O.,
Haupeltshofer, S., Andermahr, B., Chmielewski, W., & Kreitschmann-
Andermabhr, I. (2023). Measuring patient experience and patient satisfaction—
how are we doing it and why does it matter? a comparison of European and
uU.sS. American approaches. Healthcare, 11(6).
https://doi.org/10.3390/healthcare11060797

Garg, N., Gupta, S. K., & Mahesh, R. (2014). Patient satisfaction survey at a tertiary
care speciality hospital. International Journal of Research Foundation of

Hospital and Healthcare Administration, 2(2), 79-83.
https://www.jrfhha.com/abstractArticleContentBrowse/JRFHHA/27/2/2/4585/ab
stractArticle/Article

Gaur, S. S., Xu, Y., Quazi, A., & Nandi, S. (2011). Relational impact of service
providers’ interaction behavior in healthcare. Managing Service Quality: An
International Journal, 21(1), 67-87. https://doi.org/10.1108/09604521111100252

Gennie, T. A., & Sulistyani, A. (2019). Faktor-faktor yang mempengaruhi loyalitas
pelanggan di Hotel Travelodge Batam. Jurnal Online Mahasiswa Fakultas llmu
Sosial dan lImu Politik, 6(1), 1-13.
https://jom.unri.ac.id/index.php/JOMFSIP/article/view/24459

George, A., & Sahadevan, J. (2019). A conceptual framework of antecedents of
service loyalty in health care: patients’ perspective. IIM Kozhikode Society &
Management Review, 8(1). https://doi.org/10.1177/2277975218812952

Gerson, R. F. (1993). Measuring customer satisfaction. Crisp Publications.
https://archive.org/details/measuringcustome00gers

Goodrich, G. W., & Lazenby, J. M. (2023). Elements of patient satisfaction: an
integrative review. Nursing Open, 10(3), 1258-1269.
https://doi.org/10.1002/nop2.1437

Gremler, D. D., & Brown, S. W. (1996). Service loyalty: its nature, importance, and
implications. Dalam B. Edvardsson, S. W. Brown, R. Johnston, & E. E. Scheuing
(Eds.), Advancing Service Quality: A Global Perspective (pp. 171-180).
International Service Quality Association.
https://archive.org/details/isbn_0965248208

Griffin, J. (1997). Customer loyalty: how to earn it, how to keep it. Jossey-Bass.



134

Griffin, J. (2005). Customer loyalty: menumbuhkan dan mempertahankan kesetiaan
pelanggan. Erlangga.

Ha, M.-T. (2021). The impact of customer experience on customer satisfaction and
customer loyalty. Turkish Journal of Computer and Mathematics Education,
12(14), 1027-1038.
https://turcomat.org/index.php/turkbilmat/article/view/10388

Hakim, M. L., Cahyono, D., & Herlambang, T. (2019). Dampak kualitas pelayanan
terhadap kepuasan dan loyalitas pasien di Instalasi Rawat Jalan Rumah Sakit
Daerah Dr. Soebandi Jember. Jurnal Sains Manajemen dan Bisnis Indonesia,
9(1), 1-13. http://jurnal.unmuhjember.ac.id/index.php/SMBIl/article/view/2365

Haloho, M. A. I. S. B., & Basabih, M. (2025). Pengalaman pasien dan kepuasan
pasien di fasilitas pelayanan kesehatan: literature review. Jurnal Ners, 9(2),
2665-2676.
https://journal.universitaspahlawan.ac.id/index.php/ners/article/view/42165

Hapsari, K., Sriatmi, A., & Kartini, A. (2023). Determinants of patient loyalty in
inpatient care services in mothers and children’s hospital. Jurnal Penelitian
Pendidikan IPA, 9, 1023-1031.
https://jppipa.unram.ac.id/index.php/jppipa/article/view/7020

Harrison, R., Walton, M., Manias, E., Smith-Merry, J., Kelly, P., ledema, R., &
Robinson, L. (2015). The missing evidence: a systematic review of patients’
experiences of adverse events in health care. International Journal for Quality
in Health Care, 27(6), 424-442. https://doi.org/10.1093/intghc/mzv075

Harshanda, S. D. (2023). Analisis pengaruh marketing mix terhadap loyalitas pasien
di Rawat Inap Rumah Sakit Islam Surabaya [Skripsi, STIKES Yayasan RS Dr.
Soetomo]. Repositori STIKES Yayasan RS Dr. Soetomo.
http://repository.stikes-yrsds.ac.id/id/eprint/683

Hasjim, R., Darmawansyah, Arifin, A., Balqis, Suriah, & Wahiduddin. (2024). The
influence of patient satisfaction on the loyalty of inpatient patients at Dr.
Tadjuddin Chalid Hospital Makassar City year 2023. Pharmacognosy Journal,
16(2), 436-441. https://doi.org/10.5530/pj.2024.16.69

Heruwasto, I. (2012). Loyalitas pelanggan dan hubungan dengan kepuasan: typologi,
strategi, pengukuran, penelitian mendatang. Jurnal Manajemen dan Usahawan
Indonesia, 41(1). https://scholarhub.ui.ac.id/jmui/vol41/iss1/4/

Hewitson, P., Skew, A., Graham, C., Jenkinson, C., & Coulter, A. (2014). People with
limiting long-term conditions report poorer experiences and more problems with
hospital care. BMC Health Services Research, 14.
https://doi.org/10.1186/1472-6963-14-33

Hidayat, A., Christiani, N., & Riza, F. (2025). Pengaruh pengalaman dan kepuasan
pasien terhadap loyalitas pasien di rumah sakit dengan e-WOM sebagai
mediator. Jurnal Locus Penelitian dan Pengabdian, 4(10), 9257-9269.
https://doi.org/10.58344/locus.v4i10.4841

Huda, U. N. (2021). Pengaruh pengalaman pasien terhadap kepuasan dan loyalitas
pasien instalasi rawat inap RSUD Kabupaten Barru tahun 2021 [Tesis,
Universitas Hasanuddin]. Hasanuddin University Repository.
http://repository.unhas.ac.id:443/id/eprint/12871

Hussain, Purnama, E. D., & Wahyoedi, S. (2025). The influence of patient satisfaction
and brand image on patient loyalty with patient trust as a mediator at Anna
Medika Hospital. International Journal of Current Science Research and
Review, 8(7), 3904-3915. https://doi.org/10.47191/ijcsrr/\V8-i7-81



135

Ibrahim, M. M., Huda, M. N., & Azmi, U. (2024). Korelasi antara pelayanan
administrasi dan loyalitas pasien BPJS di poli THT. PREPOTIF: Jurnal
Kesehatan Masyarakat, 8(3), 6540-6545.
https://doi.org/10.31004/prepotif.v8i3.33720

Imaninda, V., & Azwar, S. (2016). Modifikasi patient satisfaction questionnaire short
form (PSQ-18) ke dalam Bahasa Indonesia. Gadjah Mada Journal of
Psychology, 2(1), 8-21. https://doi.org/10.22146/gamajop.31864

Irvan, A. (2018). Analisis pengaruh pelatihan dan kompensasi terhadap kinerja
dengan kepuasan sebagai variabel intervening di Hotel Grand Inna Malioboro
[Skripsi, Universitas Islam Indonesia]. DSpace Universitas Islam Indonesia.
https://dspace.uii.ac.id/handle/123456789/6278

Ishak, A., & Luthfi, Z. (2011). Pengaruh kepuasan dan kepercayaan konsumen
terhadap loyalitas: studi tentang peran mediasi switching costs. Jurnal Siasat
Bisnis, 15(1), 55-66. https://journal.uii.ac.id/JSB/article/view/3192

Jeanasis, N. (2012). Analisis pengaruh kualitas pelayanan melalui kepuasan pasien
terhadap loyalitas (studi pada Rumah Sakit BMC Padang) [Skripsi, Universitas
Andalas]. Repositori Universitas Andalas. http://repo.unand.ac.id/id/eprint/625

Jenkinson, C., Coulter, A., & Bruster, S. (2002). The picker patient experience
questionnaire: development and validation using data from in-patient surveys in
five countries. International Journal for Quality in Health Care, 14(5), 353-358.
https://doi.org/10.1093/intghc/14.5.353

Juwito, J., & Bisri, M. C. (2025). The influence of service quality, brand image, and
patient experience on patient loyalty through patient satisfaction: empirical
study from RAA Soewondo Pati Regional Hospital, Indonesia. Golden Ratio of
Mapping Idea and Literature Format, 6(1), 1115-1131.
https://doi.org/10.52970/grmilf.v6i1.1717

Kandampully, J., & Suhartanto, D. (2000). Customer loyalty in the hotel industry: the
role of customer satisfaction and image. International Journal of Contemporary
Hospitality Management, 12(6), 346-351.
https://doi.org/10.1108/09596110010342559

Kementerian Kesehatan Republik Indonesia. (2020). Profil kesehatan Indonesia
2019 [Laporan]. https://www.kemkes.go.id/id/profil-kesehatan-indonesia-2019

Kementerian Kesehatan Republik Indonesia. (2024). Profil kesehatan Indonesia
2023 [Laporan]. https://www.kemkes.go.id/id/profil-kesehatan-indonesia-2023

Kesehatan, Undang-Undang Republik Indonesia Nomor 17 Tahun 2023 (2023).
https://peraturan.bpk.go.id/Details/258028/uu-no-17-tahun-2023

Kessler, D. P, & Mylod, D. (2011). Does patient satisfaction affect patient loyalty?
International Journal of Health Care Quality Assurance, 24(4), 266-273.
https://doi.org/10.1108/09526861111125570

Khateeb, R., Keniston, A., Moore, A., Hrach, C., Indovina, K. A., Kneeland, P,
Rudolph, M., & Burden, M. (2020). Perspectives on patient experience: a
national survey of hospitalists. Journal of Patient Experience, 7(6), 1482-1490.
https://doi.org/10.1177/2374373520948669

Khiari, H., Chraiet, M., Mallekh, R., Cherif, I., & Hsairi, M. (2021). Patients’
experiences and satisfaction with health care in the Salah Azaiez Institute of
Cancer in Tunisia in 2020. Patient Experience Journal, 8(3), 143-152.
https://doi.org/10.35680/2372-0247.1572

Kim, K. H., Kim, K. S., Kim, D. Y., Kim, J. H., & Kang, S. H. (2008). Brand equity in
hospital marketing. Journal of Business Research, 61(1), 75-82.
https://doi.org/10.1016/j.jbusres.2006.05.010



136

Kim, Y. K., Cho, C. H., Ahn, S. K., Goh, I. H., & Kim, H. J. (2008). A study on medical
services quality and its influence upon value of care and patient satisfaction -
focusing upon outpatients in a large-sized hospital. Total Quality Management
& Business Excellence, 19(11), 1155-1171.
https://doi.org/10.1080/14783360802323594

Klasifikasi dan Perizinan Rumah Sakit, Peraturan Menteri Kesehatan Republik
Indonesia Nomor 3 Tahun 2020 (2020).
https://peraturan.bpk.go.id/Details/152506/permenkes-no-3-tahun-2020

Kondasani, R. K. R., & Panda, R. K. (2015). Customer perceived service quality,
satisfaction and loyalty in Indian private healthcare. International Journal of
Health Care Quality Assurance, 28(5), 452-467.
https://doi.org/10.1108/IJHCQA-01-2015-0008

Kotler, P. (2002). Manajemen pemasaran: edisi milenium. Prenhallindo.

Kotler, P., & Clarke, R. N. (1987). Marketing for health care organizations. Prentice
Hall. https://archive.org/details/marketingforheal00kotl

Kotler, P., & Keller, K. L. (2012). Marketing management (14th ed.). Prentice Hall.
https://opaclib.inaba.ac.id/index.php?p=show_ detail&id=1284&keywords=

Krowinski, W. J., & Steiber, S. R. (1996). Measuring and managing patient
satisfaction (2nd ed.). American Hospital Publishing.
https://archive.org/details/measuringmanagin0000krow

Kulsum, U., & Syah, T. Y. R. (2017). The effect of service quality on loyalty with
mediation of patient satisfaction. International Journal of Business and
Management Invention, 6(3), 41-50.
https://www.ijomi.org/papers/Vol(6)3/version-3/G0603034150.pdf

Kumah, E. (2019). Patient experience and satisfaction with a healthcare system:
connecting the dots. International Journal of Healthcare Management, 12(3),
173-179. https://doi.org/10.1080/20479700.2017.1353776

Kumar, R. (2020). The engel-blackwell-miniard (EBM) model [Ringkasan materi].
https://www.scribd.com/document/487574636/The-Engel-Blackwell-Miniard-
EBM-model

Laila, A. Z., & Satya, R. R. (2024). Analisis tingkat kepuasan pasien terhadap
pelayanan rawat inap di Puskesmas DTP Jayagiri. Inovasi Manajemen Bisnis,
6(3), 30-39. https://journalpedia.com/1/index.php/imb/article/view/2219

Lan, Y.-L., Hung, J.-Y., Chen, C.-C., & Yao, C.-W. (2016). Key factors influencing
patient loyalty. International Journal of Electronic Customer Relationship
Management, 10(2-4), 89-102. https://doi.org/10.1504/IJECRM.2016.082182

Larson, E., Sharma, J., Bohren, M. A., & Tuncalp, O. (2019). When the patient is the
expert: measuring patient experience and satisfaction with care. Bulletin of the
World Health Organization, 97(8), 563-569.
https://www.ncbi.nim.nih.gov/pmc/articles/PMC6653815/

LaVela, S. L., & Gallan, A. S. (2014). Evaluation and measurement of patient
experience. Patient Experience Journal, 1(1), 28-36.
https://pxjournal.org/journal/vol1/iss1/5/

Lestari, M. W. (2020). Analisis pengaruh struktur modal, likuiditas dan ukuran
perusahaan terhadap nilai perusahaan dengan profitabilitas sebagai variabel
intervening (studi pada perusahaan properti dan real estate yang terdaftar di
BE| pada tahun 2016-2018) [Skripsi, Sekolah Tinggi IImu Ekonomi
Malangkugegwaral. ABM Repository. http://repository.stie-
mce.ac.id/id/eprint/1124



137

Liu, S., Hu, Y., Pfaff, H., Feng, X., Xie, J., Zhang, Z., & Li, D. (2024). Evaluating
perceived value and expected value gaps based on patient experience during
outpatient encounters: an empirical study in China. Heliyon, 10(18).
https://doi.org/10.1016/j.heliyon.2024.e37766

Liu, S., Li, G., Liu, N., & Hongwei, W. (2021). The impact of patient satisfaction on
patient loyalty with the mediating effect of patient trust. INQUIRY: The Journal
of Health Care Organization, Provision, and Financing, 58.
https://doi.org/10.1177/00469580211007221

Lovelock, C., & Wright, L. (2002). Principles of service marketing and management
(2nd ed.). Prentice Hall. https://archive.org/details/principlesofserv0000love

Mahe, R. A. (2017). Analisis pengaruh pelayanan, keamanan, dan kemudahan
terhadap keputusan pembelian ulang melalui media online dengan sikap
konsumen sebagai variabel intervening [Skripsi, Universitas Semarang].
ESkripsi Universitas Semarang. https://eskripsi.usm.ac.id/detail-B11A-345.html

Manyanga, W., Makanyeza, C., & Muranda, Z. (2022). The effect of customer
experience, customer satisfaction and word of mouth intention on customer
loyalty: the moderating role of consumer demographics. Cogent Business &
Management, 9(1). https://doi.org/10.1080/23311975.2022.2082015

Manzilah, T., & Hartono, R. K. (2025). Analisis faktor penyebab komplain pasien pada
pelayanan rawat inap: studi kasus di Rumah Sakit X tahun 2024. Jurnal ARSI :
Administrasi Rumah Sakit Indonesia, 11(1), 57-69.
https://doi.org/10.7454/arsi.v11i1.1201

Mardalis, A. (2005). Meraih loyalitas pelanggan. Benefit: Jurnal Manajemen dan
Bisnis, 9(2), 111-119.
https://journals.ums.ac.id/index.php/benefit/article/view/1217

Marlina, R. S., Ruswanti, E., & Mulyani, E. Y. (2024). Pengaruh pengalaman pasien,
kepuasan pelanggan terhadap loyalitas dengan ewom sebagai mediasi pada
pasien rawat jalan di Rumah Sakit X Jawa Barat. Ranah Research: Journal of
Multidisciplinary Research and Development, 6(3), 395-407.
https://doi.org/10.38035/rrj.v6i3.825

Marsuki. (2023). Pengaruh komitmen terhadap minat konsumen menggunakan
BRILink bumdes mekar Desa Babana Kecamatan Budong-Budong Kabupaten
Mamuju Tengah dengan kepercayaan konsumen sebagai variabel intervening
[Skripsi, Universitas Islam Negeri Datokarama Palu]. Repository Universitas
Islam Negeri Datokarama Palu.
http://repository.uindatokarama.ac.id/id/eprint/2801

Martini, N. N. P., Rochmah, A., & Susbiyani, A. (2023). Study loyalitas pasien dengan
kepuasan pasien sebagai variabel intervening pada layanan rawat jalan di
Rumah Sakit Paru Jember. Jurnal Manajemen dan Bisnis Indonesia, 9(2), 253-
267. http://ejurnal.unmuhjember.ac.id/index.php/JMBI/article/view/463

McMullan, R. (2005). A multiple-item scale for measuring customer loyalty
development. Journal of Services Marketing, 19(7), 470-481.
https://doi.org/10.1108/08876040510625972

Meesala, A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty in
hospitals: thinking for the future. Journal of Retailing and Consumer Services,
40. https://doi.org/10.1016/j.jretconser.2016.10.011

Min, R., Li, L., Zi, C., Fang, P., Wang, B., & Tang, C. (2019). Evaluation of patient
experience in county-level public hospitals in China: a multicentred, cross-
sectional study. BMJ Open, 9(11), 1-10. https://doi.org/10.1136/bmjopen-2019-
034225



138

Moliner, M. A. (2009). Loyalty, perceived value and relationship quality in healthcare
services. Journal of Service Management, 20(1), 76-97.
https://doi.org/10.1108/09564230910936869

Mowen, J. C., & Minor, M. (1998). Consumer behavior (5th ed.). Prentice Hall.
https://archive.org/details/consumerbehaviorOOmowe_0

Naseer, M., Zahidie, A., & Shaikh, B. T. (2012). Determinants of patient’s satisfaction
with health care system in Pakistan: a critical review. Pakistan Journal of Public
Health, 2(2), 56-61. https://ecommons.aku.edu/pakistan_fhs_mc_chs_chs/135/

National Health Service. (2023). NHS adult inpatient survey [Kuesioner].
https://nhssurveys.org/all-files/02-adults-inpatients/02-survey-materials/2023/

Needham, B. R. (2012). The truth about patient experience: what we can learn from
other industries, and how three Ps can improve health outcomes, strengthen
brands, and delight customers. Journal of Healthcare Management, 57(4), 255-
263. https://doi.org/10.1097/00115514-201207000-00006

Nguyen, N. Q., & Dao, C. T. (2024). Mindfulness affecting loyalty with mediating role
of customer experience in the context of adventure tourism in Vietham. Cogent
Social Sciences, 10(1). https://doi.org/10.1080/23311886.2024.2312651

Niartiningsih, A., & Nurfitriani. (2024). Pengaruh dimensi patient experience terhadap
kepuasan pasien di RS Haji Provinsi Sulawesi Selatan. Journal of Health
Research Science, 4(2), 123-131. https://doi.org/10.34305/jhrs.v4i02.1185

Nisa, H. K. (2022). Faktor-faktor yang berhubungan dengan loyalitas pasien instalasi
rawat jalan di RSU Jampang Kulon tahun 2022 [Skripsi, Universitas Islam
Negeri Syarif Hidayatullah Jakarta]. Institutional Repository UIN Syarif
Hidayatullah Jakarta.
https://repository.uinjkt.ac.id/dspace/handle/123456789/67238

Notoatmodjo, S. (2010). Metodologi penelitian kesehatan. Rineka Cipta.

Nurcahya, W. A., Arisanti, N. P., & Hanandhika, A. N. (2024). Penerapan uji asumsi
klasik untuk mendeteksi kesalahan pada data sebagai upaya menghindari
pelanggaran pada asumsi klasik. Madani: Jurnal limiah Multidisiplin, 1(12), 472-
481.
https://jurnal.penerbitdaarulhuda.my.id/index.php/MAJIM/article/view/1551/159
2

Oben, P. (2020). Understanding the patient experience: a conceptual framework.
Journal of Patient Experience, 7(6), 906-910.
https://doi.org/10.1177/2374373520951672

Oktaviani, G. (2019). Pengaruh kepuasan terhadap loyalitas pelanggan pada jasa
PT. Gita Rifa Express [Skripsi, Universitas Islam Riau]. Repository Universitas
Islam Riau. http://repository.uir.ac.id/id/eprint/1952

Olesen, K., & Bathula, H. (2022). A meta-analysis of the determinants of patient
satisfaction and loyalty. Health Marketing Quarterly, 39(2), 191-210.
https://doi.org/10.1080/07359683.2022.2050000

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of
satisfaction decisions. Journal of Marketing Research, 17(4), 460-469.
https://doi.org/10.1177/002224378001700405

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63, 33-44.
https://doi.org/10.1177/00222429990634s105

Oliver, R. L. (2015). Satisfaction: a behavioral perspective on the consumer (2nd ed.).
Routledge.



139

Omaghomi, T. T., Akomolafe, O., Onwumere, C., Odilibe, I. P., & Elufioye, O. A.
(2024). Patient experience and satisfaction in healthcare: a focus on managerial
approaches - a review. International Medical Science Research Journal, 4(2),
194-209. https://doi.org/10.51594/imsrj.v4i2.812

Organ, D. W. (1997). Organizational citizenship behavior: it's construct clean-up time.
Human Performance, 10(2), 85-97.
https://doi.org/10.1207/s15327043hup1002_2

Ostrom, A., & lacobucci, D. (1995). Consumer trade-offs and the evaluation of
services. Journal of Marketing, 59(1), 17-28.
https://doi.org/10.1177/002224299505900102

Pamungkas, F., Hariyanti, T., Prawestiningtyas, E., & Juhariah, S. (2016).
Pengalaman pasien dirawat inap di rumah sakit sebagai upaya penyusunan
strategi pemasaran. Jurnal Aplikasi Manajemen (JAM), 14(1), 109-119.
https://doi.org/10.18202/jam23026332.14.1.12

Paradilla, M., & Janna, N. M. (2023). Pengaruh marketing mix dan patient experience
melalui kepuasan terhadap loyalitas pasien umum di Instalasi Rawat Inap
Rumah Sakit Stella Maris Makassar tahun 2022. Jurnal Sains dan Teknologi,
2(4), 811-823. https://doi.org/10.55123/insologi.v2i4.2503

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: a multiple-item
scale for measuring consumer perceptions of service quality. Journal of
Retailing, 64(1), 12-40.
https://www.researchgate.net/publication/200827786_SERVQUAL_A_Multiple
-item_Scale_for_Measuring_Consumer_Perceptions_of_Service_Quality

Park, H. N., Park, D. J., Han, S. Y., Tae, J. Y., Jung, K.-H., Bae, E. J., & Yoon, J. Y.
(2022). Effect of inpatient experiences on patient satisfaction and the
willingness to recommend a hospital: the mediating role of patient satisfaction:
a cross-sectional study. Health Science Reports, 5(6).
https://doi.org/10.1002/hsr2.925

Patawayati, Zain, D., Setiawan, M., & Rahayu, M. (2013). Patient satisfaction, trust
and commitment: mediator of service quality and its impact on loyalty (an
empirical study in Southeast Sulawesi Public Hospitals). IOSR Journal of
Business and Management, 7(6), 1-14. https://doi.org/10.9790/487X-0760114

Paulose, D., & Shakeel, A. (2022). Perceived experience, perceived value and
customer satisfaction as antecedents to loyalty among hotel guests. Journal of
Quality Assurance in Hospitality & Tourism, 23(2).
https://doi.org/10.1080/1528008X.2021.1884930

Peranginangin, S. A. (2017). Hubungan kualitas pelayanan dengan loyalitas pasien
rawat jalan di Rumah Sakit Umum Mitra Sejati Medan tahun 2017. Jurnal
Berkala Kesehatan, 3(2), 78-85. https://doi.org/10.20527/jbk.v3i2.5072

Prabowo, D. (2012). Pengaruh modal usaha dan volume usaha terhadap sisa hasil
usaha pada koperasi di Sulawesi Utara [Skripsi, Universitas Negeri Jakarta].
Repository Fakultas Ekonomi Universitas Negeri Jakarta.
http://repository.fe.unj.ac.id/id/eprint/2398

Pratama, D. J. (2019). Pengaruh dynamic capabilities terhadap kinerja inovasi pada
industri batik di Yogyakarta [Skripsi, Universitas Islam Indonesia]. DSpace
Universitas Islam Indonesia. https://dspace.uii.ac.id/handle/123456789/15389

Pratiwi, N. K. D. (2022). Tingkat kepuasan pasien terhadap layanan kesehatan gigi
dan mulut di Puskesmas Banjarangkan 1 tahun 2022 [Karya Tulis limiah,
Poltekkes Kemenkes Denpasar]. Poltekkes Denpasar Repositories.
http://repository.poltekkes-denpasar.ac.id/id/eprint/9079



140

Price, J. (n.d.). Regression. Diakses 13 Februari 2026 dari University of North
Carolina Wilmington.
https://people.uncw.edu/pricej/teaching/statistics/regression.htm

Priyanto, E. B., Rahayuningsih, E., & Anggriani, S. (2025). The impact of hospital
service technology and service quality on patient revisit intention: mediating role
of patient experience. Paradoks: Jurnal llmu Ekonomi, 8(3), 209-223.
https://doi.org/10.57178/paradoks.v8i3.1375

Purnomo, J., & Mustika, I. F. (2022). Analisis strategi marketing berdasarkan segmen
rumah sakit. Jurnal Medika Indonesia, 3(1), 1-6.
https://ejr.umku.ac.id/index.php/JMl/article/view/1842

Purnomo, Sutadji, E., Utomo, W., Purnawirawan, O., Farich, R., Sulistianingsih,
Fajarwati, R., Carina, A., & Gilang, N. (2022). Analisis data multivariat. Omera
Pustaka. https://repository.unkris.ac.id/id/eprint/1000

Puspitasari, K. C., & Suhermin. (2017). Pengaruh kualitas layanan, customer
relationship marketing, dan brand image terhadap kepuasan pasien. Jurnal limu
dan Riset Manajemen, 6(11).
https://jurnalmahasiswa.stiesia.ac.id/index.php/jirm/article/view/901

Raharjo, S. (2017). Cara uji analisis jalur [path analysis] dengan SPSS lengkap.
SPSS Indonesia. https://www.spssindonesia.com/2017/03/cara-uji-analisis-
jalur-path-analysis.html

Rahayu, H. A. (2024). Faktor-faktor yang berhubungan dengan loyalitas pasien rawat
jalan poli mata di RSUD Kabupaten Ciamis [Skripsi, Universitas Siliwangi].
Repositori Universitas Siliwangi. http://repositori.unsil.ac.id/id/eprint/12460

Rahayu, S. (2013). Aplikasi metode trimming pada analisis jalur dalam penentuan
model kausal loyalitas pelanggan toserba “X” [Skripsi, Universitas Pendidikan
Indonesia]. UPI Repository. http://repository.upi.edu/id/eprint/401

Ramadhan, A. G. (2021). Pengaruh kualitas pelayanan, kualitas produk aplikasi
mobile dan harga terhadap kepuasan peserta jaminan kesehatan nasional
kartu indonesia sehat (JKN KIS) (suatu survey pada peserta JKN KIS di BPJS
Kesehatan Kantor Cabang Bandung) [Tesis, Universitas Komputer Indonesial.
Elibrary Unikom. http://elibrary.unikom.ac.id/id/eprint/4833

Ramadhan, S. Y. (n.d.). Uji asumsi klasik. Diakses 14 November 2025 dari RPubs.
https://rpubs.com/syaifullahramadhan/asumsiklasik

Ramadhany, L. N. (2019). Gambaran dimensi pengalaman pasien berdasarkan
importance performance analysis (IPA) di Instalasi Rawat Inap RS Islam Faisal
Makassar [Skripsi, Universitas Hasanuddin]. Hasanuddin University Repository.
https://repository.unhas.ac.id/id/eprint/5239/

Rambe, M., Arizal, & Khairani, Z. (2025). The mediating role of customer satisfaction
in the relationship between service quality and customer loyalty. Managerial
Development Journal, 1(1), 58-67.
https://journal.unilak.ac.id/index.php/mdj/article/view/29191

Ranaweera, C., & Prabhu, J. (2003). The influence of satisfaction, trust and switching
barriers on customer retention in a continuous purchasing setting. International
Journal of  Service Industry Management, 14(4), 374-395.
https://doi.org/10.1108/09564230310489231

Reichheld, F. F. (2003). The one number you need to grow. Harvard Business
Review. https://www.nashc.net/wp-content/uploads/2014/10/the-one-number-
you-need-to-know.pdf



141

Richter, J. P., & Muhlestein, D. B. (2017). Patient experience and hospital profitability:
is there a Ilink? Health Care Management Review, 42(3), 247-257.
https://doi.org/10.1097/HMR.0000000000000105

Riduwan. (2018). Metode dan teknik menyusun tesis. Alfabeta.

Rindasiwi, D. T., & Tan, P. H. P. (2024). The influence of hospital brand image, health
service quality and patient satisfaction on loyalty at Arosuka Regional Hospital.
International Journal of Science and Society, 6(4), 247-267.
https://doi.org/10.54783/ijsoc.v6i4.1327

Riskiyah, Hariyanti, T., & Juhariah, S. (2017). Pengalaman pasien rawat inap
terhadap penerapan patient centered care di RS UMM. Jurnal Kedokteran
Brawijaya, 29(4), 358-363. https://doi.org/10.21776/ub.jkb.2017.029.04.13

Rivai, F., Pasinringi, S. A., Arifah, N., Mangilep, A. U. A., & Nisa, Q. K. (2020). The
patient experience in inpatient unit between the patient in Makassar District
Hospital and Haji Regional Hospital. Enfermeria Clinica, 30, 138-142.
https://doi.org/10.1016/j.enfcli.2020.06.032

Roberts, K., Varki, S., & Brodie, R. (2003). Measuring the quality of relationships in
consumer services: an empirical study. European Journal of Marketing, 37(1/2),
169-196. https://doi.org/10.1108/03090560310454037

Romadhoni, A. N. (2022). Pengaruh keputusan investasi dan kebijakan hutang
terhadap nilai perusahaan dengan profitabilitas sebagai variabel intervening
(studi pada perusahaaan sektor non keuangan dan jasa yang terdaftar pada
bursa efek indonesia (BEI) periode 2018-2021) [Skripsi, Universitas Islam
Negeri Maulana Malik Ibrahim Malang]. etheses UIN Malang. http://etheses.uin-
malang.ac.id/id/eprint/46074

Rozany, F. (2017). Makna pengalaman pasien kanker payudara rawat inap di RS X :
tinjauan implementasi dari patient centered care (PCC) [Tesis, Universitas
Brawijayal. Repository BKG (Brawijaya Knowledge Garden).
http://repository.ub.ac.id/id/eprint/9408

Rozaq, A. W. F. (2024). Pengaruh skill kerja terhadap kinerja karyawan dengan
lingkungan kerja sebagai variabel moderasi pada bagian produksi di UD
Dharma Sejati Kabupaten Tulungagung [Skripsi, Universitas Muhammadiyah
Malang]. UMM Institutional Repository. https://eprints.umm.ac.id/id/eprint/8732

RSUP Dr. Tadjuddin Chalid Makassar. (2020). Laporan kinerja tahunan RSUP Dr.
Tadjuddin Chalid Makassar tahun 2019 [Laporan].

RSUP Dr. Tadjuddin Chalid Makassar. (2021a). Laporan kinerja tahunan RSUP Dr.
Tadjuddin Chalid Makassar tahun 2020 [Laporan].

RSUP Dr. Tadjuddin Chalid Makassar. (2021b). Rencana strategis bisnis revisi 1

(periode 2020-2024) [Laporan].
https://rstc.co.id/assets/file/krWiwwek50B 1HyJodbbs 1mlegEPnrcioU75pK56R
.pdf

RSUP Dr. Tadjuddin Chalid Makassar. (2022). Laporan kinerja tahunan RSUP Dir.
Tadjuddin Chalid Makassar tahun 2021 [Laporan].
https://rstc.co.id/assets/file/KAculUxZtGE3KIhbYtUwZi76 PmCiuFjGYPaTop6k.
pdf

RSUP Dr. Tadjuddin Chalid Makassar. (2023). Laporan kinerja tahunan RSUP Dr.
Tadjuddin Chalid Makassar tahun 2022 [Laporan].

https://rstc.co.id/assets/file/Z02GyzARA7GjV80qiHA03IQbv8CqlAkrSCIATZfE.
pdf



142

RSUP Dr. Tadjuddin Chalid Makassar. (2024). Laporan kinerja tahunan RSUP Dr.

Tadjuddin Chalid Makassar tahun 2023 [Laporan].
https://rstc.co.id/assets/file/ky TXITYEnwW7yC1hgstigbPJ6NHy67nq076AtaVN
pdf

Sahin, A., Zehir, C., & Kitapgi, H. (2011). The effects of brand experiences, trust and
satisfaction on building brand loyalty; an empirical research on global brands.
Procedia - Social and Behavioral Sciences, 24, 1288-1301.
https://doi.org/10.1016/j.sbspro.2011.09.143

Sahubawa, N. R., Hidayat, M. S., & Hariyono, W. (2023). Analisis strategi pemasaran
pelayanan medical checkup di RST Ambon. Indonesian Nursing Journal of
Education and Clinic, 3(4), 114-125.
https://ejournal.penerbitjurnal.com/index.php/health/article/view/239

Salwah. (2022). Hubungan pengalaman pasien dengan kepuasan pasien rawat inap
di Rumah Sakit Umum Daerah (RSUD) Haji Makassar [Skripsi, Universitas
Hasanuddin]. Hasanuddin University Repository.
https://repository.unhas.ac.id/id/eprint/17102/

Sari W, D. E. P, Rivai, F., & Amiruddin, R. (2021). The effect of patient experience on
patient loyalty through patient satisfaction in telemedicine application services
during the covid-19 pandemic. Journal of Asian Multicultural Research for
Medical and Health Science Study, 2(3), 8-14.
https://doi.org/10.47616/jamrmhss.v2i3.151

Saroh, M. (2017). Pengaruh corporate social responsibility terhadap nilai perusahaan
dengan persentase kepemilikan manajemen sebagai variabel moderating pada
perusahaan property dan real estate yang terdaftar di bursa efek indonesia
[Skripsi, Universitas Islam Negeri Sultan Syarif Kasim Riau]. Universitas Islam
Negeri Sultan Syarif Kasim Riau Repository. http://repository.uin-
suska.ac.id/id/eprint/23281

Schiebler, T., Lee, N., & Brodbeck, F. C. (2025). Expectancy-disconfirmation and
consumer satisfaction: a meta-analysis. Journal of the Academy of Marketing
Science. https://doi.org/10.1007/s11747-024-01078-x

Scottish Government. (2010). Scottish inpatient patient experience survey 2010
volume 2: technical report [Laporan].
https://webarchive.nrscotland.gov.uk/20190116112704/http://www.gov.scot/Pu
blications/2010/09/30111425/0

Scottish Government. (2014). Scottish inpatient patient experience survey 2014
volume 2: technical report [Laporan].
https://www.gov.scot/publications/scottish-inpatient-patient-experience-survey-
2014-volume-2-technical-report/

Scottish Government. (2016). Inpatient patient experience survey [Kuesioner].
https://www.gov.scot/publications/inpatient-experience-survey-materials/
Scottish  Government. (2018). Inpatient experience survey [Kuesioner].
https://webarchive.nrscotland.gov.uk/20201114162136/http://www2.gov.scot/T

opics/Statistics/Browse/Health/InpatientSurvey/Inpatient2018

Sekarwangi, E. A. R. K., & Ayuwardani, M. (2023). Analysis of the influence of
customer experience and store atmosphere on customer satisfaction at
Nyctophily Coffee. International Journal of Economics, Business and Innovation
Research, 2(3), 166-179. https://e-
journal.citakonsultindo.or.id/index.php/I[JEBIR/article/view/264



143

Setiawan, E. B., Valdhavessa, D., Bambang, H., Marina, S., Bilgis, L. D. F. R,,
Agusinta, L., Hernawan, M. A., & Sidjabat, S. (2021). How to build customer
loyalty: through customer experience, perceived price, and customer
satisfaction. Turkish Journal of Computer and Mathematics Education, 12(4),
1546-1554. https://turcomat.org/index.php/turkbilmat/article/view/1410

Sholihah, S. M., Aditiya, N. Y., Evani, E. S., & Maghfiroh, S. (2023). Konsep uji asumsi
klasik pada regresi linier berganda. Jurnal Riset Akuntansi Soedirman, 2(2),
102-110. https://doi.org/10.32424/1.jras.2023.2.2.10792

Siahaan, S. M. (2017). Pengaruh kualitas layanan instalasi farmasi terhadap
kepuasan pasien rawat jalan Rumah Sakit Amelia [Tesis, Universitas
Brawijayal. Repository BKG (Brawijaya Knowledge Garden).
http://repository.ub.ac.id/id/eprint/1874

Simbolon, J., & Sipayung, S. D. (2022). Analisis kualitas pengelolaan mutu pelayanan
pendaftaran pasien di Instalasi Rawat Inap Rumah Sakit Santa Elisabeth
Medan. SEHATMAS: Jurnal limiah Kesehatan Masyarakat, 1(4), 591-599.
https://doi.org/10.55123/sehatmas.v1i4.937

Sinaga, D. K. N. (2022). Pengaruh reward dan efikasi diri terhadap kinerja dengan
targeting sebagai variabel intervening (studi kasus pada karyawan PT. Bank
Sumut Kantor Cabang Syariah Medan) [Skripsi, Universitas Islam Negeri
Sumatera Utara]. Repository UIN Sumatera Utara.
http://repository.uinsu.ac.id/id/eprint/20101

Siringoringo, A. (2017). Mengembangkan tata kelola BLU. Kantor Wilayah Direktorat
Jenderal Perbendaharaan Provinsi Lampung. https://blu-
djpb.kemenkeu.go.id/index.php?r=publication/article/view&id=13

Sitepu, M., & Kokasih. (2024). Analisis loyalitas pasien dan kepuasan pasien:
pendekatan kajian literatur dengan kualitas pelayanan rumah sakit sebagai
variabel intervening. Jurnal Penelitian Inovatif, 4(4), 2047-2058.
https://doi.org/10.54082/jupin.834

Solehudin, & Syabanasyah, I. (2023). Pengaruh kualitas pelayanan dan kepuasan
terhadap loyalitas pasien. DIAGNOSA: Jurnal Ilimu Kesehatan dan
Keperawatan, 1(3), 231-243. https://doi.org/10.59581/diagnosa-
widyakarya.v1i3.1071

Standar Pelayanan Minimal Rumah Sakit, Keputusan Menteri Kesehatan Republik
Indonesia Nomor 129/Menkes/SK/11/2008 (2008).
https://www.regulasip.id/regulasi/9233

Statistics Solutions. (n.d.). Path analysis. Diakses 13 Februari 2026 dari
https://www.statisticssolutions.com/free-resources/directory-of-statistical-
analyses/path-analysis/

Sudarwati, Wulan, I. A. D. P., & Saputri, A. S. A. (2023). Does satisfaction increase
patient loyalty? (investigation on Jogja International Hospital Surakarta,
Indonesia). Jurnal Medicoeticolegal dan Manajemen Rumah Sakit, 12(3), 341-
350. https://doi.org/10.18196/jmmr.v12i3.85

Sugeng, & Achmadi, H. (2023). Analysis of the effect of customer perceived value,
service quality, patient experience and patient trust on patient satisfaction as an
intervening media and its impact on outpatient loyalty at hospitals in Depok.
Syntax  Literate: Jurnal limiah Indonesia, 8(6), 4549-4558.
https://doi.org/10.36418/syntax-literate.v8i6.12674

Sugiyono. (2013). Metode penelitian kuantitatif, kualitatif dan R&D. Alfabeta.



144

Suhartini, A. (2020). Pengaruh trust, commitment, satisfaction terhadap behavioural
loyalty peserta BPJS Kesehatan Indonesia kepesertaan mandiri dengan
attitudinal loyalty sebagai variabel intervening [Skripsi, Institut Informatika dan
Bisnis Darmajaya]. Repository Institut Informatika dan Bisnis Darmajaya.
http://repo.darmajaya.ac.id/id/eprint/3458

Suharto, Suyanto, & Suwarto. (2022). The influence of digital marketing, customer
experience and relationship marketing on customer satisfaction. Quality -
Access to Success, 23(191), 282-289. https://doi.org/10.47750/QAS/23.191.32

Sumaedi, S., Bakti, I. G. M. Y., Rakhmawati, T., Astrini, N. J., Widianti, T., & Yarmen,
M. (2014). The empirical study on patient loyalty: the role of trust, perceived
value, and satisfaction (a case study from Bekasi, Indonesia). Clinical
Governance: An International Journal, 19(3), 269-283.
https://doi.org/10.1108/CGIJ-04-2014-0018

Sutharjana, N. W. K., Thoyib, A., Taroena, E. A., & Rahayu, M. (2013). Organizational
citizenship behavior effect on patient satisfaction and loyalty through service
quality (study on maternity hospitals in Indonesia). International Journal of
Scientific & Technology Research, 2(5), 288-299. https://www.ijstr.org/final-
print/may2013/Organizational-Citizenship-Behavior-Effect-On-Patient-
Satisfaction-And-Loyalty-Through-Service-Quality-Study-On-Maternity-
Hospitals-In-Indonesia.pdf

Syam, M. F. V., Ismi, L. O. M. |, Maemunah, S., & Sodikin, A. (2022). The effect of
customer experience, service quality, facilities, customer satisfaction and loyalty
on international airport. Advances in Transportation and Logistics Research, 5,
615-626. https://proceedings.itltrisakti.ac.id/index.php/ATLR/article/view/531

Syamsudin, A. (n.d.). Teknik analisis jalur (path analysis) dengan SPSS [Slide
presentasi]. https://www.slideshare.net/slideshow/analisis-jalur-path-analysis-
dengan-spss-pptx/278645481

the intact one. (2025, September 30). Engel blackwell miniard model.
https://theintactone.com/2018/12/14/cb-u4-topic-8-engel-blackwell-miniard-
model/

Thuy, P. N., & Hau, L. N. (2010). Service personal values and customer loyalty: a
study of banking services in a transitional economy. International Journal of
Bank Marketing, 28(6), 465-478. https://doi.org/10.1108/02652321011077706

Tse, D. K., & Wilton, P. C. (1988). Models of consumer satisfaction formation: an
extension. Journal of Marketing  Research, 25(2), 204-212.
https://doi.org/10.1177/002224378802500209

Tung, G.-S., Kuo, C.-J., & Kuo, Y.-T. (2011). Promotion, switching barriers, and
loyalty. Australian Journal of Business and Management Research, 1(2), 30-44.
https://doi.org/10.52283/NSWRCA.AJBMR.20110102A03

Twenefour, F. B. K. (2017). Major determinants that influence the choice of brand of
mobile  phone. Open Journal of Statistics, 7(4), 663-675.
https://doi.org/10.4236/0js.2017.74046

Ubery, Y. F., & Ernawaty. (2024). Determinants of patient loyalty: a systematic review.
MAHESA: Malahayati Health Student Journal, 4(9), 4127-4147.
https://doi.org/10.33024/mahesa.v4i9.15612

Ula, V. R, Darianto, & Hayat, A. A. (2021). Meningkatkan kepuasan pasien melalui
pelayanan prima dan trust pasien. MELATI: Jurnal Media Komunikasi limu
Ekonomi, 38(1), 46-56.
https://ejournal.ahmaddahlan.ac.id/index.php/melati/article/view/5



145

Uysal, B., & Yorulmaz, M. (2020). How patient loyalty affects patient satisfaction.
Athens Journal of Health and Medical Sciences, 7(1), 19-36.
https://doi.org/10.30958/ajhms.7-1-2

Vigaretha, G., & Handayani, O. W. K. (2018). Peran kepuasan pasien sebagai
variabel mediasi pengaruh mutu pelayanan terhadap loyalitas pasien. HIGEIA
(Journal of Public Health Research and Development), 2(4), 543-552.
https://doi.org/10.15294/higeia.v2i4.23893

Ware, J. E., Snyder, M. K., Wright, W. R., & Davies, A. R. (1983). Defining and
measuring patient satisfaction with medical care. Evaluation and Program
Planning, 6(3-4), 247-263. https://doi.org/10.1016/0149-7189(83)90005-8

Warganegara, T. L. P., & Pramita. (2024). The influence of customer experience,
customer value and corporate image on customer loyalty for maxim consumers
in students of the faculty of economics and business, Bandar Lampung
University. International Journal of Progressive Sciences and Technologies,
42(2), 182-190. https://ijpsat.org/index.php/ijpsat/article/view/5880

Westaway, M. S., Rheeder, P., Van Zyl, D. G., & Seager, J. R. (2003). Interpersonal
and organizational dimensions of patient satisfaction: the moderating effects of
health status. International Journal for Quality in Health Care, 15(4), 337-344.
https://doi.org/10.1093/intghc/mzg042

Winnita, V., Winoto, H., & Fushen. (2024). The influence of patient trust and
experience on willingness to recommend mediated by satisfaction. Proceeding
Medan International Economics and Business, 2(1), 965-974.
https://proceeding.umsu.ac.id/index.php/Miceb/article/view/771

Wolf, J. A, Niederhauser, V., Marshburn, D., & LaVela, S. L. (2014). Defining patient
experience. Patient Experience Journal, 1(1), 7-19.
https://pxjournal.org/journal/vol1/iss1/3/

Wong, E. L. Y., Coulter, A., Cheung, A. W. L., Yam, C. H. K, Yeoh, E. K., & Griffiths,
S. (2013). Validation of inpatient experience questionnaire. International Journal
for Quality in Health Care, 25(4), 443-451.
https://doi.org/10.1093/intghc/mzt034

Wong, E. L. Y., Coulter, A., Hewitson, P., Cheung, A. W. L., Yam, C. H. K., Lui, S. fai,
Tam, W. W. S., & Yeoh, E. (2015). Patient experience and satisfaction with
inpatient service: development of short form survey instrument measuring the
core aspect of inpatient experience. PLoS  ONE, 10(4).
https://doi.org/10.1371/journal.pone.0122299

Woodside, A. G., Frey, L. L., & Daly, R. T. (1989). Linking service quality, customer
satisfaction, and behavioral intention. Journal of Health Care Marketing, 9(4),
5-17.
https://www.researchgate.net/publication/12994830_Linking_service_quality_c
ustomer_satisfaction_and_behavioral_intention

Wu, C.-C. (2011). The impact of hospital brand image on service quality, patient
satisfaction and loyalty. African Journal of Business Management, 5(12), 4873-
4882. https://academicjournals.org/journal/AJBM/article-
abstract/2D2C9AC21029

Yang, Z., & Peterson, R. T. (2004). Customer perceived value, satisfaction, and
loyalty: the role of switching costs. Psychology & Marketing, 21(10), 799-822.
https://doi.org/10.1002/mar.20030



146

Yunanda, G., Zulfa, & Putra, A. S. (2024). Hubungan citra rumah sakit dengan
loyalitas pasien rawat jalan RSI Ibnu Sina Padang Panjang tahun 2024. Journal
of Public Administration and Management Studies, 2(2), 73-79.
https://journal.umnyarsi.ac.id/index.php/JPAMS/article/view/211

Yusuf, M. A., Herman, Trisnawati, Abraham, A., & Rukmana, H. (2024). Analisis
regresi linier sederhana dan berganda beserta penerapannya. Journal on
Education, 6(2), 13331-13344.
https://jonedu.org/index.php/joe/article/view/5184

Zarantonello, L., & Schmitt, B. H. (2010). Using the brand experience scale to profile
consumers and predict consumer behaviour. Journal of Brand Management,
17(7), 532-540. https://doi.org/10.1057/bm.2010.4

Zebua, L., Irwandy, Pasinringi, S. A., Rivai, F., Sidin, |., & Mumang, A. A. (2024). The
impact of marketing mix and patient experience on public patient loyalty in
hospitals: satisfaction as an intervening variable. Asia Pacific Journal of Health
Management, 19(1). https://doi.org/10.24083/apjhm.v19i1.2267

Zeithaml, V. A. (2012). Consumer perceptions of price, quality, and value: a means-
end model and synthesis of evidence. Journal of Marketing, 52(3), 2-22.
https://doi.org/10.1177/002224298805200302

Zeithaml, V. A, Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences
of  service quality. Journal of Marketing, 60(2), 31-46.
https://doi.org/10.1177/002224299606000203

Zhang, Z., & Wang, L. (2017). Advance statistics using R. ISDSA Press.
https://advstats.psychstat.org/book/ZhangWang2017.pdf

Zhou, W.-J., Wan, Q.-Q., Liu, C.-Y., Feng, X.-L., & Shang, S.-M. (2017). Determinants
of patient loyalty to healthcare providers: an integrative review. International
Journal for Quality in Health Care, 29(4), 442-449.
https://doi.org/10.1093/intghc/mzx058



	PENGARUH PENGALAMAN PASIEN TERHADAP LOYALITAS PASIEN MELALUI KEPUASAN PASIEN SEBAGAI VARIABEL MEDIATOR
	PENGARUH PENGALAMAN PASIEN TERHADAP LOYALITAS PASIEN MELALUI KEPUASAN PASIEN SEBAGAI VARIABEL MEDIATOR
	SKRIPSI
	PERNYATAAN KEASLIAN SKRIPSI DAN PELIMPAHAN HAK CIPTA
	UCAPAN TERIMA KASIH
	ABSTRAK
	ABSTRACT
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN
	DAFTAR SINGKATAN
	BAB I
	PENDAHULUAN
	1.1 Latar Belakang
	1.2 Rumusan Masalah
	1.3 Tujuan Penelitian
	1.4 Manfaat Penelitian
	1.5 Kajian Teori
	1.6 Sintesis Penelitian
	1.7 Kerangka Teori
	1.8 Dasar Pemikiran Variabel
	1.9 Kerangka Konsep
	1.10 Definisi Operasional dan Kriteria Objektif
	1.11 Hipotesis Penelitian

	BAB II
	METODE PENELITIAN
	2.1 Jenis Penelitian
	2.2 Lokasi dan Waktu Penelitian
	2.3 Populasi dan Sampel
	2.4 Instrumen Penelitian
	2.5 Pengumpulan Data
	2.6 Pengolahan dan Analisis Data
	2.7 Penyajian Data

	BAB III
	HASIL DAN PEMBAHASAN
	3.1 Hasil
	3.2 Pembahasan
	3.3 Keterbatasan Penelitian

	BAB IV
	KESIMPULAN DAN SARAN
	4.1 Kesimpulan
	4.2 Saran

	DAFTAR PUSTAKA
	LAMPIRAN

