DAFTAR ISI

Halaman JUAUL............oooiii s i
Lembar Persetujuan Dosen Pembimbing ... iii
AB ST RAK .. e e e e e WY
DAFTAR IS .. e e e a e e e e e e e Y
DAFTAR GAMBAR ....ooiii oo vssissse s iiiaannss e e e e e e snntasaaadaeeeassansnnaneseeaeessnnns Xi
DAFTAR TABELy, MRS A0, p0 A0, S0 AT SR . ........................ Xii
DAFTAR LAMPIRAN ... ittt nnnssssssssssnnssssbhessnssnnnnnnsnnnns Xiii
BAB I: PENDAHULUAN ... et se b ee e 1
1.1 Latar BOIAKANG .......ov..veveeeeeeeeeesatieseeseesseeseessess s tesinteneeesesestoseeeseesees 1

1.2 Batasan Masalah ............................................................................. 14

1.3 Rumusan Masalah.........c.......c.oiiii i 15

1.4, TUJUAN PENEITLIAN (.itr it iiereesees iereenssane s eereeeeeee s staresssssenseineseeens 16

1.5 Manfaat Penelitian ... i i e 16

1.5.1 MANTAAL TOOTIEIS: 227, vt versessereses ST stereseeesseseasseeeesereeons 16

1.5.2 Manfaat Praktis . ....... Lo i it et 17

1.6 Sistematika PentSAN it sdhiatie e sii e 18

BAB II: TINJAUAN PUSTAKA DAN PENGEMBANGAN HIPOTESIS.... 25

2.1 LaNAASAN TEOI ...vveieeiieiieiti ettt 25
2.1.1.Service QUAlItY .......ccoeeiiiieeiiie e 25
2.1.1.1 DefiniSi MULU......c.cooiiiiiiiiicece e 25

2.1.1.2 Service Quality Rumah SaKit...............ccceeviieeineenen. 26
2.1.1.2.1. Service Quality Saat Pandemi Covid-19....... 27

vii



2.1.1.3 Dimensi Service QUality ........c.cccoooiiiiiniiiiiiie, 29
2.1.1.4 Indikator Service QUality .........cccoooiiiiiiiiiiiiie, 32
2.1.1.4.1 Physical Infrastructure Quality (PIQ)........... 33

2.1.1.4.2 Provider-Patient Interactional Quality (PPIQ)

....................................................................................... 34
2.1.1.4.3 Administrative Quality (AS) .......ccccocvvrnennn. 37
2.1.1.4.4 Medical Care Quality (MCQ)........ccceervrrnnn. 39
2.1.1.4.5. Nursing Care Quality (NCT) .......c.cccovevnee 41
2.1.1.5. Unsur yang Mempengaruhi Service Quality ............... 43
2.1.2. Patient Satisfaction (PS)...........iceuiiieiiiieeiineeeie e 44
213 Pat_i.ént Behavioral Consent..........ccovieiiiinicnnsc e 47
2.1.4. Hubungan Antar Variabel..........cccccooiieiii e, 48
2.2. Penelitian Terdahulu .......c........cooiis e, ................................ 59
2.3 Pengembangah HIPOTESES .......iteeeeeecteeeee ittt e, 71
2.3.1 Pengaruh Signifikan Physical Infrastructure Quality (P1Q)
Terhadap Patient SAtiSFACtion (PS) ..o wsssctsrereesseeessessssereesesee 71
2.3.2. Pengaruh Signifikan Provider-Patient Interactional Quality
(PPIQ) Terhadap Patient Satisfaction (PS)..........ccceevvveeviveecinnnne, 71
2.3.3. Pengaruh Signifikan Administrative Quality (AQ) Terhadap
Patient Satisfaction (PS) .......ccccovveiiiii e 72
2.3.4. Pengaruh Signifikan Medical Care Quality (MCQ) Terhadap
Patient Satisfaction (PS) .......ccccovvve i 72
2.3.5. Pengaruh Signifikan Nursing Care Quality (NCQ) Terhadap
Patient Satisfaction (PS) ......ccccovviiiiie e 73

2.3.6. Pengaruh Signifikan Patient Satisfaction (PS) Terhadap Patient

viii



Behavioral Consent (PBC) .......cocoviiiiiieiiiieiiee e 73

2.4 Model PENEIILIAN ......oeiiiiiii e 73
2.5 Bagan AlUr BerfiKir ..o 74
BAB I11: METODOLOGI PENELITIAN ...ooviiiiieeeeeee e 76
3.1JeniS PENEITIAN.....coiuiiiiiiiii e 76
3.2 Populasi dan Sampel i i 78
S21PROMMAIL.......... 55 s e amcbvaistomrnes sl e 78
3.2.28ampPel .o A S 79

3.3 Metode Pengumpulan Data .............cc.ivirueeiiieesiinesieeesieseeeee e 80
3.4 Definisi Qperasional dan Pengukuran Variabel................c.ccceccov.. 82
3.5 Metode ANALISIS DALA.............ccueiieiiitieni e 84
3.5.1 Pengolahan Data................cceeeine cennvneanns. ................................ 84
3.5.2 Teknik Ahalisis Data dan Pengujian HIpotesis...........ccceeerven.nne. 84
3.5.2.1 Uji ValidItaS .. veeiueeeiieesiee it 85

55 O i EETR T, ARl ol ... 86

3.5.2:.3 Uji Asumsi KlasiK ... it 86

3.5.2.4 Analisis-Linier Regresi Berganda (Multiple Regression)

..................................................................................................... 89
3.5.2.5 Koefisien Korelasi (R)........cccooveeviveiiineiiiic e, 91
3.5.2.6 Koefisien Determinasi (R?).......cccoovevevvveeiveeinseenanennn, 92
BB 2.7 UJI Foeeee e 92
BB 28 UJIT oot 93
BAB IV: HASIL DAN PEMBAHASAN ... 76
4.1 Gambaran Umum RSU Kartini MOJOKerto ..........cccccvvveeviveeviie e 95



4.2 ANAIISA DALA .. oo e 96

4.2.1 Statistik DesKIIPtIT ........ooiiiiiiee e 96
4.2.2 Analisis Deskriptif Variabel ... 99
A4.2.3 UJI VAHATAS ... 162
4.2.4 UjJi READIITAS . iete sttt 00 bt 165
4.2.4 Pengujian Asumsi KIasik REGIESI........cueiiiieiiieiiiiiiiiiieiie e 166
4.3 ANALISIS STALISTIK ....eeiiieiti it et bbb 80
4.3.1 ANAliSiS REGIEST ....vviiiiiiiiihiiiciciiii e 175
4.3.2 Analisis Koefisien Korelasi (R) dan Koefisien Determinasi (R?) ............. 185
4.3.3. Pengujian HipoteSIS....ccvuerivvreiiiee e iiaessnnaaasnbieasnsanans AR R T 185
4.4 Pembahasan .............% e 84
BAB V: KONKLUSI, IMPLIKASI, DAN REKOMENDASI ........ccocvveiiine 265
5.1Simpulan........cc.ceeeoiic e ................................................................... 265
5.2 IMPlIKaSI ...... e oot e e e e alrvee s rieaimres s AR a s st s« 272
5.3 REKOMENUAST ...t ovi e srsimesmsas e esssssie e e e mme skt ee st enre e e nneennee e 276
DAFTAR PUSTAKA ettt 278
KUESIONER ..o s A-1



DAFTAR GAMBAR

Gambar 1.1 Tampak Depan RSU Kartini Kabupaten Mojokerto...............ccccc..... 10
Gambar 1.2 llustrasi Pemakaian Alat Perlindung Diri (APD) Level Tiga............ 13
Gambar 2.1. Model Penelitian...........c.ccovvviiiiie e 73
Gambar 4.1 Diagram Karakteristik Responden Berdasarkan Jenis Kelamin........ 97
Gambar 4.2 Diagram Karakteristik Responden Berdasarkan Usia....................... 98

Gambar 4.3. Diagram Karakteristik Responden. Berdasarkan \Waktu Rawat Inap

................................................................................................................................ 73
Gambar 4.3. Scatterplot Uji Normalitas Patient Satisfaction............................. 167
Gambar 4.4 Scatterplot Uji Normalitas Patient Behavioral Consent ................. 167
Gambar 4.5 Scatterplot Uji Normalitas Patient Behavioral Consent ................. 167
Gambar 4.6. Scatterplbt Uji Normalitas Patient Satisfaction.................cccccvo...... 73
Gambar 4.7. Scatterp'l.ot Uji Normalitas Patient Behavioral Consent ................ 167
Gambar 4.8 Scatterplot Uji Normalitas Patient Satisfaction................c.cccvee..... 167
Gambar 4.9 9 Scatterplot'Uji Normalitas Patient Behavioral Consent.............. 169
Gambar 4.10. Scatterplot Uji Heterokedastisitas Patient Behavioral Consent (Data
Sebelum PANTEMI) c...eeieiee ettt sennns e e annaaeann e e e 169
Gambar 4.12. Scatterplot Uji Heterokedastisitas Patient Satisfaction (Data Sesudah
Pandemi) ....... Qi o v 2 - 0 B . gttt ... 169
Gambar 4.13 Scatterplot Uji-Heterokedastisitas Patient Behavioral Consent (Data
Sesudah Pandemi).... .. i iirreivssssivressisssesissaseasssaeasnanssssseeessseeessseeesssesennes 169
Gambar 4.14. Scatterplot Uji Heterokedastisitas Patient Satisfaction (Data Sebelum
dan Sesudah Pandemi)............cooivieiiie i 172
Scatterplot Uji Heterokedastisitas Patient Behavioral Consent (Data Sebelum dan
Sesudah Pandemi)) ......ccuveeiiieeiiie st 172
Gambar 4.16 Hasil Penelitian Data Sebelum Masa Pandemi.............c...ccocvee.. 1103
Gambar 4.17 Hasil Penelitian Data Sebelum Selama Pandemi........................ 1104

Gambar 4.16 Hasil Penelitian Data Sebelum dam Selama Masa Pandemi....... 1104

Xi



DAFTAR TABEL

Tabel 1.1. Perbedaan RSU Kartini Sebelum dan Setelah Akuisisi Metro Hospitals

(] (01U T PP P P PP PP PPPTPPPRPPPPPPPRS 3
Tabel 3. 1 Desain INti KUISIONET ........ccviiiiiieiiiee s 81
Tabel 3.2 Operasional Variabel ... 83
Tabel 3.3 Rules of Thumb Mengenai Ukuran Koefisien Determinasi.................. 92
Tabel 4.1 Responden Berdasarkan Jenis Kelamin....................icccooooeeiiieeinnnnne, 96
Tabel 4.2 Responden Berdasarkan USIa...........cceeiiuveriuere s iiindennnee e 97
Tabel 4.3 Responden Berdasarkan Rawat INap ..........cccoooiviieniiiineinieneeiee, 97
Tabel 4.4 Responden Berdasarkan Rawat INap ...........ccceeiivesiieeeiininnneeeniennenn 99

Tabel 4.5 Tanggapan Responden terhadap Variabel Physical Infrastructure
Quality Sebelum Masa Pandemi.................coiiieeiiuueeaiueesiuneiannmessnneisnnseaseeenns 100

Xii



DAFTAR LAMPIRAN

A-1

Xiii



	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL
	DAFTAR LAMPIRAN

