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ABSTRAK 

 

Novita Adhariani, NPM 19920001,2022, Pengaruh Kualitas Pelayanan Terhadap Loyalitas 

Pasien Di Poliklinik Rsud Muara Teweh Kalimantan Tengah: Program Pascasarjana 

Magister Manajemen, Universitas Islam Kalimantan Arsyad Al Banjari Penelitian ini 

berjudul "Pengaruh Kualtias Pelayanan Terhadap Loyalitas Pasien di Poliklinik RSUD 

Muara Teweh" di bawah pembimbingan pertama Sulastini dan pembimbing ke dua Khuzaini 

 

Rumah sakit sebagai pusat pelayanan medis merupakan institusi vital dalam suatu 

masyarakat. Kehadiran sebuah rumah sakit merupakan tuntutan harapan di kala seseorang 

ditimpa kemalangan berupa penyakit. Pada sebuah rumah sakit. masyarakat berharap agar 

musibah yang menimpanya dapat diobati. Oleh karena di Poliklinik RSUD Muara Teweh 

harus mampu memberikan pelayanan yang terbaik. sehingga pasien akan merasa puas dan 

menaruh kepercayaan (loyalitas) terhadap khususnya di Poliklinik RSUD Muara Teweh 

tersebut.Fokus pada dua permasalahan yaitu (1) Apakah terdapat pengaruh Kualitas 

Pelayanan secara parsial terhadap Loyalitas Pasien pada Poliklinik RSUD Muara Teweh, dan 

(2) Apakah terdapat pengaruh Kualitas Pelayanan secara simultan terhadap Loyalitas Pasien 

pada Poliklinik RSUD Muara Teweh. 

 

Metode Penelitian ini menggunakan pendekatan kuantitatif. Jumlah sampel yang diambil 

sebanyak 64 responden dengan teknik Stratified Random Sampling. Teknik pengumpulan 

data menggunakan kuesioner (angket), sedangkan analisis data menggunakan regresi linier 

berganda. Hasil penelitian menunjukkan bahwa terdapat pengaruh signifikan secara parsial 

bukti fisik (tangible), keandalan (reliability), cepat tanggap (responsiveness), jaminan 

(assurance), dan empati (emphaty) baik secara parsial dan simultan terhadap loyalitas pasien 

di Poliklinik RSUD Muara Teweh 

 

Kata kunci: Keandalan, Responsivitas, Jaminan, Empati, Loyalitas Pasien 

 

ABSTRACT 

 

Novita Adhariani, NPM 19920001,2022, The Effect of Service Quality on Patient Loyalty at 

the Muara Teweh Hospital Polyclinic, Central Kalimantan: Postgraduate Masters of 

Management Program, Kalimantan Islamic University Arsyad Al Banjari. under the 

guidance of the first Sulastini and the second mentor Khuzaini 

 

The hospital as a medical service center is a vital institution in a society. The presence of a 

hospital is a demand for hope when someone is struck by misfortune in the form of illness. 

At a hospital. people hope that the disaster that befell them can be cured. Because the Muara 

Teweh Hospital Polyclinic must be able to provide the best service. so that patients will feel 

satisfied and put their trust (loyalty) in particular at the Muara Teweh Hospital Polyclinic. 

The focus is on two problems, namely (1) Is there a partial effect of Service Quality on 

Patient Loyalty at the Muara Teweh Hospital Polyclinic, and (2) Is there the simultaneous 

effect of Service Quality on Patient Loyalty at Muara Teweh Hospital Polyclinic. 

 



This research method uses a quantitative approach. The number of samples taken was 64 

respondents with Stratified Random Sampling technique. The data collection technique used 

a questionnaire (questionnaire), while the data analysis used multiple linear regression. The 

results showed that there was a partial and significant effect of tangible, reliability, 

responsiveness, assurance, and empathy both partially and simultaneously on patient loyalty 

at the Muara Teweh Hospital Polyclinic 

 

Keywords: Reliability, Responsiveness, Assurance, Empathy, Patient Loyalty 

 

DAFTAR PUSTAKA 

 

 

Adiwijaya, I. and Dhuhaniyati, L. 2012. Implikasi pelayanan prima [service 

exellence] dan paket agenda reformasi layanan kesehatan: pelajaran 

menarik dari Singapura dan Malaysia bagi Indonesia. Jurnal Reformasi, 

Vol. 2, No. 2, Desember, pp 109-120. 

 

Aiken, L.H., Clarke, S.P. abd Sloane D.M. 2002. Hospital staffing, organization, 

and quality of care: cross-national findings. International Journal for 

Quality in Health care, Vol. 14, No. 1, September, pp 5-13. 

 

Akbar, M.M. and Parvez, N. 2009. Impact of service quality, trust and customer 

satisfaction on customer loyalty. ABAC Journal, Vol. 29, No. I, Januari-

April, pp 24-38. 

 

Al Rasyid, Harun. 2011. Teknik Penarikan Sampel dan Penyusunan Skala. 

Bandung: Program Pasca Sarjana Universitas Padjajaran 

 

Aliman, N.K., and Mohamad, W.N. 2013. Perceptions of service quality and 

behavioral intentions: a mediation effect of patient satisfaction in private 

care in Malaysia. International Journal of Marketing Studies, Vol. 5, No. 

4, pp 15-29. 

 

Alrubaiee, L. 2011. The mediating effect of patient satisfaction in the patients’ 

perceptions of healthcare quality: patient trust relationship. International 

Journal; of Marketing Studies, Vol. 3, No. 1, Febuari, pp 103-115. 

 

Arab, M., Tabatabaci, S.M.G., Rashidian, A., Forushani, A.R. and Zarei, E. 2102. 

The effect of service quality on patient loyalty: a study of private hospitals 

in Tehran, Iran. Iranian Journal Public Health, Vol. 41, No. 9, September, 

pp 71- 77. 

 

Arikunto, S. 2012. Prosedur Penelitian Suatu Pendekatan Praktik. Jakarta: Rineka 

Cipta Arikunto, Suharsimi, dkk. 2011. Penelitian Tindakan Kelas. Jakarta: PT. 

Bumi. Aksara. 

Byarugaba, J.M. 2103. Health service quality as perceived by patients of referal 

hospitals in Uganda. Jounal of Contemporary Management, Mei, pp 99-110. 

 

Chahal, H. 2010. Two component customer relationship management model for 

health care service. Managing Service Quality, Vol. 20, No. 4, pp 343-365. 

 



Chang, C.S., Chen, S.Y. and Lan, Y.T. 2013. Service quality, trust, and patient 

satisfaction in interpersonal-based medical service encounters. BMC 

Health Service Research, Vol. 13, No. 22, pp 1-11. 



 

 

Chen, C.B. and Kao, P.L. 2011. The effects of hospital marketing promotion on 

consumers’ choice of hospital consumers. The Journal of Human 

Resource and Adult Learning, Vol. 7, No. 2, Desember, pp 156-170. 

 

Ghozali, Imam. 2012. Aplikasi Analisis Multivariate dengan Program IBM 

SPSS. 

Yogyakarta: Universitas Diponegoro 

 

Gunawan, K. and Djati, S.P. 2011. Kualitas layanan dan loyalitas pasien (studi 

pada rumah sakit umum swasta di kota Singaraja-Bali. Jurnal 

Manajemen dan Kewirausahaan, Vol. 13, No. 1, Maret, pp 32-39. 

 

Hanif, M., Hafeez, S. and Riaz, A. 2010. Factors affecting customer 

satisfaction. 

International Research Jounal of Finance and Economics, Vol. 60, pp 44-52. 

 

Haqi, L.K., Wessiani, N.A. and Santosa, B. 2011. Analisis loyalitas pasien dengan 

metode struqtural Equation modeling (SEM) pada instalasi rawat inap 

rumah sakit umum haji Surabaya. Institut Teknologi Sepuluh November, 

pp 1-20. 

 

Haryanto, J.O and Ollivia. 2009. Pengaruh faktor pelayanan rumah sakit, tenaga 

medis, dan kualitas pelayanan rumah sakit terhadap intensi pasien 

Indonesia untuk berobat di Singapura. Jurnal Ekonomi Bisnis, Vol. 14, 

No. 2, Agustus, pp 144-160. 

 

Haryono, S. and Wardoyo, P. 2013. Structural Equation Modeling (SEM) untuk 

Penelitian Manajemen Menggunakan AMOS 18.00, Jakarta: PT 

Intermedia Personalia Utama. 

 

Hojat, M., Louis, D.Z., Maxwell, K., Markham, F., Wender, R. and Gonella, J.S. 

2010. Patient perceptions of physician emphaty, satisfaction with 

physician, interpersonal trust, and compliance. International Jounal of 

Medical Education, Vol. 1, pp 83-87. 

 

Irfan, S.M. and Ijaz, A. 2011. Comparison of service quality between private and 

public hospitals: empirical evidence from Pakistan. Journal of Quality 

and Technology Management, vol. VII, Juni, pp 1-22. 

 

Irfan, S.M., Ijaz, A. and Farooq, M.M. 2012. Patient satisfaction and service quality 

of public hospitals in Pakistan: an empirical assessment. Middle-east 

Journal of Scientific Research, Vol. 12, No. 6, pp: 870- 877. 

 

Isaac, T., Zaslavsky, P.P. and Landon, B.E. 2010. The relationship between 

patient’s perception of care and measures of hospital quality and safety. 

Health Service research, Vol. 45, No. 4, Agustus, pp 1024-1039. 



 

 

Jankingthong, W. and Gonejanart,P. 2012. The relationships of factors affecting 

post- purchase behavioral intentions in tourism sector. Journal of Social 

Sciences, Humanities, and Arts, Vol. 12, No. 1, pp 72-90. 

 

Kotler, P. and Keller, KL. 2012, Marketing Management 14th Edition, United 

States of America: Pearson. 

 

Lovelock, C.H. and Wright, L.K. 2007. Principles of marketing and management, 

Prentice Hall, New Jersey. 

 

Lubis, A.N. and Martin. 2009. Pengaruh harga (price) dan kualitas pelayanan 

(service quality) terhadap kepuasan pasien rawat inap di RSU Deli 

Medan. Jurnal Manajemen Bisnis, Vol. 2, No. 1, Januari, pp 21-24. 

 

Lupiyoadi, R. 2013. Manajemen Pemasaran Jasa: Berbasis Kompetensi, Salemba 

Empat, Jakarta. 

 

Madahi, A. and Sukati, I. 2012. The effect of external factor on purchase intention 

amongst young generation in Malaysia. International Business Research, 

Vol. 5, No. 8, Juli, pp 153-159. 

 

Mandey, S.L. 2013. The influential factors on the patients satisfaction and intent to 

behave: a case study in north Sulawesi province. Journal of Economics, 

Business, and Accountancy Ventura, vol. 16, No. I, April, pp 47-66. 

 

Mosahab, R., Mahamad, O. and Ramayah, T. 2010. Service quality, customer 

satisfaction, and loyalty: a test of mediation. International Business 

Research, Vol. 3, No. 4, Oktober, pp 99-120. 

 

Mosavi, S.A. and Ghaedi, M. 2012. An examination of the effects of some factors 

on behavioral intentions (a new model). Journal of Management and 

Business Studies, Vol. 1, No. 5, pp 163-172. 

 

Nasyrah, Darwis, Hasmin. 2017. Analisis Pengaruh Dimensi Kualitas Pelayanan 

Terhadap kepuasan Pasien Rawat Inap Di Rumah Sakit Bhayangkara 

Makassar. Jurnal Mirai Management, Volume 2 Nomor 1,Oktober 2017 

 

Oliver, R.L. 2010. Satisfaction a Behavioural Perspective on the Consumer, M.E. 

Sahrpe, New York. 

 

Ramez, W.S. 2012. Patients’ perception of healthcare quality, satisfaction and 

behavioral intention: an empirical study in Bahrain. International 

Journal of Business and Social Science, Vol. 3, No. 18, September, pp 

131-145. 

 

Ritna Rahmawati Dewi. 2016. Pengaruh Kualitas Pelayanan Terhadap Loyalitas 

Pasien Pengguna BPJS Dengan Kepuasan Pasien Sebagai Variabel 

Intervening dirawat inap RSU Slamet Riyadi Surakarta. Program MM 

Universitas Muhamamdiyah Surakarta 

Sugiyono. 2010. Metode Penelitian Kuantitatif, Kualitatifdan R & D. Bandung: 

Alfabeta Suki, N.M. 2011. A structural model of customer satisfaction and 

trust in vendors 



involved in mobile commerce. International Journal of Business Science 

and 

Applied Management, Vol. 6, No. 2, pp 17-30. 

 

Tjiptono, F. 2012. Service Management: Mewujudkan Layanan Prima. C.V. Andi 

Ofset, Yogyakarta. 

 

Tzeng, L.C. 2007. The correlation model among service of medical quality, 

operation performance, post-purchase intentions and job 

satisfactionunder national health insurance – the case of three hospitals 

in Tainan Metropolis. Contemporary Management Research, Vol. 3, pp 

180-219. 

 

Widya Chitami. 2013. Pengaruh Kualitas Pelayanan Dan Kepuasan Terhadap 

Loyalitas Pasien Rawat Jalan Dan Rawat Inap Rumah Sakit Otorita 

Batam. Program Studi Manajemen pada Fakultas Bisnis Dan Manajemen 

Universitas Widyatama  





 

 

 



9 
 

1.  


