DAFTAR PUSTAKA

Addo, S. A., Mykletun, R. J., & Olsen, E. (2021). Validation and adjustment of the
Patient Experience Questionnaire (PEQ): A Regional Hospital Study in Norway.
International Journal of Environmental Research and Public Health, 18(13), 7141.
https://doi.org/10.3390/ijerph18137141

Ajija, Shochrul Rohmatul, dkk. (2011). Cara Cerdas Menguasai Eviews. Jakarta:
Salemba Empat.

Andaleeb, S. S. (1998). Determinants of customer satisfaction with hospitals: A
managerial model. International Journal of Health Care Quality Assurance, 11(6),
181-187. https://doi.org/10.1108/09526869810231541

Anderson, E. W., Fornell, C., & Lehmann, D. R. (1994). Customer Satisfaction,
Market Share, and Profitability: Findings from Sweden. Journal of Marketing,
58(3), 53-66. https://doi.org/10.2307/1252310

Andrilia, W. (2016) Perbedaan Kepuasan Pasien di Rumah Sakit Negeri dengan
Rumah Sakit Swasta. Universitas Muhammadiyah Surakarta.

Available at: http:// https://dataindonesia.id/ragam/detail/ada-3072-rumah-sakit-di-
indonesia-pada-2022 (Accessed: 01 June 2023).

Badan Pusat Statitik RI (2022) Grafik Jumlah Rumah Sakit di Indonesia

Baltimore (2021) Hospital Consumer Assessment of Healthcare Providers and
Systems, Center for Medicare and Medicaid Services. Available at:
https://hcahpsonline.org/en/ (Accessed: 24 December 2021).

Beattie, M., Murphy, D. J., Atherton, I., & Lauder, W. (2015). Instruments to
measure patient experience of healthcare quality in hospitals: A systematic review.
Systematic Reviews, 4(1). https://doi.org/10.1186/s13643-015-0089-0

Berkowitz, B. (2016). The Patient Experience and Patient Satisfaction:
Measurement of a Complex Dynamic "The Online Journal of Issues in Nursing Vol.
21, No. 1, Manuscript 1. https://doi.org/10.3912/0OJIN.Vol21No01Man01

Cambridge (2021) Willingness, Cambridge University Press. Available at:
https://dictionary.cambridge.org/dictionary/english/willingness ~ (Accessed: 30
December 2021).

Campbell, J. et al. (2019) ‘Client, provider and community referrer perceptions of
telehealth for the delivery of rural paediatric allied health services’, Australian
Journal of Rural Health, 27(5), pp. 419-426. doi: 10.1111/ajr.12519.

Chandon, A. H. M. J. D. W. A. L. (2016) ‘Article information : Affective trust in
buyer — seller relationships : A two-dimensional scale’, Journal of Business and
Industrial Marketing, 31(2), p. 3.

130



Chatzi, A. V. et al. (2019) ‘The unexplored link between communication and trust
in aviation maintenance practice’, Aerospace, 6(6), pp. 1-18. doi:
10.3390/aerospace6060066.

Cheng, X., Fu, S. and de Vreede, G. J. (2017) ‘Understanding trust influencing
factors in social media communication: A qualitative study’, International Journal
of Information Management. Elsevier Ltd, 37(2), pp. 25-35. doi:
10.1016/j.ijinfomgt.2016.11.009.

Delloitte (2020) Deloitte releases its 2020 Global Health Care Outlook, Delloitte.
Available at: https://www?2.deloitte.com/xe/en/pages/life-sciences-and-
healthcare/articles/deloitte-releases-its-2020-global-health-care-outlook.html
(Accessed: 27 February 2021).

Deloitte (2021) 2021 Global health care outlook, Deloitte Development LLC.
London. Available at:
https://www2.deloitte.com/content/dam/Deloitte/global/Documents/Life-
Sciences-Health-Care/gx-Ishc-2016-health-care-
outlook.pdf%5Cnhttp://www.deloitte.com/healthcareoutlook.

Dwyer, J. (2018) ‘Understand Communication Practice’, in Alford, G. (ed.) The
Business Communication Handbook. 11th edn. Australian: Cengage Learning, p.
6.

Dyer, T. A., Owens, J. and Robinson, P. G. (2016) ‘The acceptability of healthcare:
From satisfaction to trust’, Community Dental Health, 33(4), pp. 242-251. doi:
10.1922/CDH_3902Dyer10.

Farris, P. W. et al. (2016) Marketing Metrics: The Definitive Guide to Measuring
Marketing Performance. 2nd edn. New Jersey: Pearson Education.

Firmansyah, Y. etal. (2021) ‘Contamination in COVID-19 sample - the elaboration

between medical and legal impact’, International Journal of Advances in Medicine,
8(10), p. 1611. doi: 10.18203/2349-3933.ijam20213720.

Funk, C. and Gramlich, J. (2020) Amid Coronavirus Threat, Americans Generally
have a High Level of Trust in Medical Doctors, Pew Research Center. Available at:
https://www.pewresearch.org/fact-tank/2020/03/13/amid-coronavirus-threat-
americans-generally-have-a-high-level-of-trust-in-medical-doctors/ (Accessed: 28
December 2021).

Gadalean, I.C., Cheptea, M., & Constantin, .M. (2011). Evaluation of patient
satisfaction. Applied Medical Informatics, 29, 41-47.

Garratt, A. M. (2005). The Outpatient Experiences Questionnaire (OPEQ): Data
Quality, reliability, and validity in patients attending 52 Norwegian hospitals.
Quality and Safety in Health Care, 14(6), 433-437.
https://doi.org/10.1136/qshc.2005.014423

131



Ghozali, 1. (2016) Aplikasi Analisis Multivariete Dengan Program IBM SPSS 23.
Edisi 8. Semarang: Badan Penerbit Universitas Diponegoro.

Guo, Y., Zhou, Y., Xing, X., & 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, 1097-1105.
https://doi.org/10.18502/ijph.v49i6.3361

Hair, J. F., Sarstedt, M., Ringle, C. M., & Gudergan, S. P. (2018). Advanced Issues
in Partial Least Squares Structural Equation Modeling (PLS-SEM). Thousand
Oaks, CA: Sage

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how
to report the results of PLS-SEM. European Business Review, 31(1), 2-24.
https://doi.org/10.1108/ebr-11-2018-0203

Hair, J. F., Howard, M. C., & Nitzl, C. (2020). Assessing measurement model
quality in PLS-SEM using confirmatory composite analysis. Journal of Business
Research, 109, 101-110. https://doi.org/10.1016/j.jbusres.2019.11.069

Hapsari, R., Clemes, M. and Dean, D. (2017), “The impact of service quality,
customer engagement and selected marketing constructs on airline passenger
loyalty”, International Journal of Quality and Service Sciences, Vol. 9 No. 1, pp.
21-40.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing
discriminant validity in variance-based structural equation modeling. Journal of the
Academy of Marketing Science, 43(1), 115-135. https://doi.org/10.1007/s11747-
014-0403-8

Hasan, A. et al. (2020) Panduan Teknis Pelayanan Rumah Sakit pada Masa
Adaptasi Kebiasaan Baru, Direktorat Pelayanan Kesehatan Rujukan. Jakarta.
Availableat:https://arxiv.org/pdf/1707.06526.pdf%0Ahttps://www.yrpri.org%0Ah
ttp://weekly.cnbnews.com/news/article.html?no=124000%0Ahttps://www.fordfou
ndation.org/%0Ahttp://bibliotecavirtual.clacso.org.ar/Republica_Dominicana/ccp/
20120731051903/prep%0Ahttp://webpc.cia.

Hendsun, H. et al. (2021) ‘Gambaran Aktivitas Fisik Mahasiswa Selama
Pembelajaran Jarak Jauh dan Masa Pandemik COVID-19’, Jurnal Medika Hutama,
02(01), pp. 402-406.

Herrin, J., Mockaitis, K. G. and Hines, S. (2018) ‘HCAHPS Scores and Community
Factors’, American Journal of Medical Quality, 33(5), pp. 461-471. doi:
10.1177/1062860618765977.

Huang, X., Kwiatkowska, M. and Olejnik, M. (2019) ‘Reasoning about Cognitive

Trust in Stochastic Multiagent Systems’, ACM Transactions on Computational
Logic, 20(4), pp. 21:1-61. doi: 10.1145/3329123.

132



Istanbulluoglu, D. (2017) ‘Complaint handling on social media: The impact of
multiple response times on consumer satisfaction’, Computers in Human Behavior.
Elsevier B.V., 74, pp. 72-82. doi: 10.1016/j.chb.2017.04.016.

Iwai, T. and Azevedo, P. F. De (2016) ‘Economic Incentives or Communication :
How Different Are their Effects on Trust’, Brazilian Administration Review, 13(3),
pp. 1-25.

Jackson, J. L., Chamberlin, J., & Kroenke, K. (2001). Predictors of patient
satisfaction. Social Science & Medicine, 52(4), 609-620.
https://doi.org/10.1016/s0277-9536(00)00164-7

Johnson, D. M., & Russell, R. S. (2015). SEM of service quality to predict overall
patient satisfaction in medical clinics: a case study. The Quality Management
Journal, 22(4), 18-36. http://doi.org/10.1080/10686967.2015.11918448

Kao, Y. F., Huang, L. S., & Yang, M. H. (2007). Effects of experiential elements
on experiential satisfaction and loyalty intentions: A case study of the super
basketball league in Taiwan. International Journal of Revenue Management, 1(1),
79. https://doi.org/10.1504/ijrm.2007.011195

Kemenkes (2021) Rekapitulasi SDM Kesehatan yang didayagunakan di Rumah
Sakit di Provinsi Kepulauan Bangka Belitung, Badan Pengembangan dan
Pemberdayaan SDM Kesehatan. Available at:
http://bppsdmk.kemkes.go.id/info_sdmk/info/distribusi_sdmk_rs_per_prov?prov=
19.

Kemenkes RI (2021) Grafik Rumah Sakit by Kepemilikan, IT Ditjen Yankes.
Available at: http://sirs.yankes.kemkes.go.id/fo/# (Accessed: 23 December 2021).

Kementrian Kesehatan Republik Indonesia (2021) Peraturan Pemerintah Republik
Indonesia Nomor 47 Tahun 2021. Jakarta.

Kementerian Kesehatan Republik Indonesia. (2022). Diakses pada Tanggal 20
Februari Agustus 2022: http://sirs.yankes.kemkes.go.id/fo/

Kock, N. and Hadaya, P. (2018) ‘Minimum sample size estimation in PLS-SEM:
The inverse square root and gamma-exponential methods’, Information Systems
Journal, 28(1), pp. 227-261. doi: 10.1111/isj.12131.

Kozka, M. et al. (2016) ‘Factors affecting Polish nurses’ willingness to recommend
the hospital as a place of care’, Medycyna Pracy, 67(4), pp. 447-454. doi:
10.13075/mp.5893.00391.

Lemeshow, S. et al. (1990) Adequacy of Sample Size in Health Studies., World
Health Organization. doi: 10.2307/2532527.

Liu, J. (2020) ‘An investigation on the Influence of Service quality , Trust ,
Satisfaction on Online Repurchase Intention and Willingness to Recommend in

133



China’, in Au Virtual International Conference 2020: Entrepreneurship and
Sustainability in the Digital Era. Thailand: Assumption University of Thailand, pp.
158-171.

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, 004695802110072.
https://doi.org/10.1177/00469580211007221

Lim, J.-S., Lim, K.-S., Heinrichs, J. H., Al-Aali, K., Aamir, A., & Qureshi, M. 1.
(2018). The role of Hospital Service Quality in developing the satisfaction of the
patients and hospital performance. Management Science Letters, 1353-1362.
https://doi.org/10.5267/j.msl.2018.9.004

Marshall, G. N. dan Hays, R. D. (1994). The Patient Satisfaction Questionnaire
ShortForm (PSQ-18). California, UsS: RAND.
http://www.rand.org/content/dam/rand/pubs/papers/2006/P7865.pdf

McCartney, G. et al. (2019) ‘Defining health and health inequalities’, Public
Health. Elsevier Ltd, 172, pp. 22-30. doi: 10.1016/j.puhe.2019.03.023.

McFarland, D. C., Johnson Shen, M. and Holcombe, R. F. (2017) ‘Predictors of
Satisfaction With Doctor and Nurse Communication: A National Study’, Health
Communication. Routledge, 32(10), pp. 1217-1224. doi:
10.1080/10410236.2016.1215001.

Mishima, S. M. et al. (2016) ‘Client satisfaction from the perspective of

responsiveness: Strategy for analysis of universal systems?’, Revista Latino-
Americana de Enfermagem, 24(e2674). doi: 10.1590/1518-8345.1089.2674.

Nguyen, N. X., Tran, K., & Nguyen, T. A. (2021). Impact of service quality on
inpatients’ satisfaction, perceived value, and customer loyalty: A mixed-methods
study from a developing country. Patient Preference and Adherence, Volume 15,
2523-2538. https://doi.org/10.2147/ppa.s333586

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of
satisfaction decisions. Journal of Marketing Research, 17, 460469.

Oliver, R. L. (1999). Whence Consumer Loyalty? Journal of Marketing, 63, 33.
https://doi.org/10.2307/1252099

Punyatoya, P. (2019) ‘Effects of cognitive and affective trust on online customer
behavior’, Marketing Intelligence and Planning, 37(1), pp. 80-96. doi:
10.1108/M1P-02-2018-0058.

Rasmussen, B. (2010) ‘Sound classification schemes in EuropeQuality classes
intended for renovated housing’, in COST Action TU0901 (ed.) Improving the
Quality of Suburban Building Stock. University of Malta, pp. 1-8.

134



Ricca, R., & Antonio, F. (2021). The effect of quality care on patient loyalty
mediated with patient satisfaction and moderated by age and gender (study in
outpatients at a private hospital). International Journal of Applied Business and
International Management, 6(2), 96-112.
https://doi.org/10.32535/ijabim.v6i2.1026

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

Rohde, L. et al. (2020) ‘Framing holistic indoor environment: Definitions of
comfort, health and well-being’, Indoor and Built Environment, 29(8), pp. 1118—
1136. doi: 10.1177/1420326X19875795.

Sarstedt, M. and Christian M. Ringle, and J. F. H. (2017) Partial least squares
structural equation modeling with R, Practical Assessment, Research and
Evaluation.

Sharma, V. (2017). Patient satisfaction and brand loyalty in health-care
organizations in India. Journal of Asia Business Studies, 11(1), 73-87.
https://doi.org/10.1108/jabs-09-2015-0157

Shimizu, Y. (2020) Hospitals, World Health Organization. Available at:
https://www.who.int/health-topics/hospitals#tab=tab_3 (Accessed: 20 February
2021).

Shmueli, G., Sarstedt, M., Hair, J. F., Cheah, J.-H., Ting, H., Vaithilingam, S., &
Ringle, C. M. (2019). Predictive model assessment in PLS-SEM: Guidelines for
using PLS predict. European Journal of Marketing, 53(11), 2322-2347.
https://doi.org/10.1108/ejm-02-2019-0189

Tan, C. N.-L., Ojo, A. O., Cheah, J.-H., & Ramayah, T. (2019). Measuring the
influence of service quality on patient satisfaction in Malaysia. Quality
Management Journal, 26(3), 129-143.
https://doi.org/10.1080/10686967.2019.1615852

UPTD (2021) Profil Rumah Sakit Umum Daerah Bangka Tengah, UPTD RSUD
Bangka Tengah. Available at: https://rsudbateng.bangkatengahkab.go.id/profil
(Accessed: 23 December 2021).

Vos, M. C. et al. (2018) ‘Cleanliness unravelled: a review and integration of
literature’, Journal of Facilities Management, 16(4), pp. 429-451. doi:
10.1108/JFM-06-2017-0025.

Vyas, P. et al. (2021) ‘Prediction of Patient Willingness to Recommend Hospital:
A Machine Learning-based Exploratory Study’, in 27th Annual Americas
Conference on Information Systems. Healthcare Informatics & Health Information
Technology.

135



Wan, Y., Zhang, Y. and Yan, M. (2020) ‘What influences patients’ willingness to
choose in online health consultation? An empirical study with PLS-SEM’,
Industrial Management and Data Systems, 120(12), pp. 2423-2446. doi:
10.1108/IMDS-11-2019-0633.

Ware Jr, 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

Westbrook, K. W., Babakus, E. and Grant, C. C. (2014) ‘Measuring Patient-
Perceived Hospital Service Quality: Validity and Managerial Usefulness of
HCAHPS Scales’, Health Marketing Quarterly, 31(2), pp. 97-114. doi:
10.1080/07359683.2014.907114.

Wolf, J.A., Niederhauser, V., Marshburn, D., LaVela, S.L., (2014). Defining Patient
Experience. Patient Experience Journal. 1(1):7-19. doi: 10.35680/2372- 0247.1004.

WHO (2021) WHO Coronavirus (COVID-19) Dashboard, World Health
Organization. Available at: https://covid19.who.int/ (Accessed: 14 December
2021).

World Health Organization. WHO (2020). World Health Statistics 2020:
Monitoring health for the SDG’s - Sustainable Development Goals. Geneva: World
Health Organization. https://apps.who.int/iris/handle/10665/332070

Widya Astari, D., Noviantani, A. and Simanjuntak, R. (2021) ‘Kepuasan Pasien
terhadap Mutu Pelayanan Keperawatan di Era Pandemi Covid-19 di Rumah Sakit
Mata Cicendo’, Journal of Hospital Accreditation, 03(1), pp. 34-38. Available at:
http://jha.mutupelayanankesehatan.net/index.php/JHA/article/view/79.

Yavas, U. et al. (2016) ‘An Investigation of Service Quality—Willingness to

Recommend Relationship across Patient and Hospital Characteristics’, Journal of
Health Management, 18(1), pp. 49-69. doi: 10.1177/0972063415625508.

Yeo, S. F, Tan, C. L., & Goh, Y.-N. (2021). Obstetrics services in Malaysia:
Factors influencing patient loyalty. International Journal of Pharmaceutical and
Healthcare Marketing, 15(3), 389-409. https://doi.org/10.1108/ijphm-08-2020-
0070

Zarei, A., Arab, M., Froushani, A. R., Rashidian, A., & Ghazi Tabatabaei, S. M.
(2012). Service quality of Private Hospitals: The Iranian patients' perspective. BMC
Health Services Research, 12(1). https://doi.org/10.1186/1472-6963-12-31

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

136


https://doi.org/10.1108/ijphm-08-2020-%200070
https://doi.org/10.1108/ijphm-08-2020-%200070
https://doi.org/10.1186/1472-6963-12-31
https://doi.org/10.1177/002224299606000203

