
 

64 

 

DAFTAR PUSTAKA 

 

Akter S, Wamba SF, D’Ambra J.2019.Enabling a transformative service system by 

modeling quality dynamics. International Journal of Production Economic, 

207:210-226. 

Al-Ansi, A., Olya, H. G. T., & Han, H. (2019). Effect of general risk on trust, 

satisfaction, and recommendation intention for halal food. International 

Journal of Hospitality Management, 83, 210–219. 

https://doi.org/10.1016/j.ijhm.2018.10.017 

Alghamdi, F. S. (2014). The impact of service quality perception on patient 

satisfaction in Government Hospitals in Southern Saudi Arabia. In Saudi Med 

J (Vol. 35, Issue 10). www.smj.org.sa 

APJII. (2022). APJII: Pengguna Internet Indonesia Tembus 210 Juta pada 2022. 

APJII. https://apjii.or.id/ 

Asnawi, A. A., Awang, Z., Afthanorhan, A., Mohamad, M., & Karim, F. (2019). 

The influence of hospital image and service quality on patients’ satisfaction 

and loyalty. Management Science Letters, 911–920. 

https://doi.org/10.5267/j.msl.2019.2.011 

Boone Jr, H. N., Boone, D. A., Boone, H. N., Associate Professor, J., & Boone 

Associate Professor, D. A. (2012). Analyzing Likert Data. In The Journal of 

Extension (Vol. 50, Issue 2). 

https://tigerprints.clemson.edu/joe/vol50/iss2/48http://www.joe.org/joe/2012

april/tt2p.shtml[8/20/20129:07:48AM] 



 

65 

 

Chan, S. H., & Lay, Y. F. (2018). Examining the reliability and validity of research 

instruments using partial least squares structural equation modeling (PLS-

SEM). Journal of Baltic Science Education, 17(2), 239–251. 

https://doi.org/10.33225/jbse/18.17.239 

Erwin Prima. (2020, June 30). Penggunaan Aplikasi Telekonferensi Naik 443 

Persen Sejak Pandemi. Kominfo. 

https://www.kominfo.go.id/content/detail/27509/penggunaan-aplikasi-

telekonferensi-naik-443-persen-sejak-pandemi/0/sorotan_media 

Francis, G., & Keay, N. (2023). Estimating the sample mean, standard deviation 

and the existence of skewness from the sample size, median and a symmetric 

reference range. https://doi.org/10.13140/RG.2.2.13596.16005 

Hair, J. F., Hult, G. T. M., Ringle, C. M., Sarstedt, M., Danks, N. P., & Ray, S. 

(2021). Partial Least Squares Structural Equation Modeling (PLS-SEM) 

Using R. Springer International Publishing. https://doi.org/10.1007/978-3-

030-80519-7 

Haleem, A., Javaid, M., Singh, R. P., & Suman, R. (2021). Telemedicine for 

healthcare: Capabilities, features, barriers, and applications. Sensors 

International, 2, 100117. https://doi.org/10.1016/j.sintl.2021.100117 

Joshi, A., Kale, S., Chandel, S., & Pal, D. (2015). Likert Scale: Explored and 

Explained. British Journal of Applied Science & Technology, 7(4), 396–403. 

https://doi.org/10.9734/bjast/2015/14975 

Joshi, Y. V., & Musalem, A. (2021). When consumers learn, money burns: 

Signaling quality via advertising with observational learning and word of 



 

66 

 

mouth. Marketing Science, 40(1), 168–188. 

https://doi.org/10.1287/mksc.2020.1246 

Kang, S., & Choi, H. (2018). The Effect on Intention to Recommendation and 

Satisfaction of Communication Type of Service Provider: Based on Food-

Service Industry. International Journal of Smart Business and Technology, 

6(1), 31–38. https://doi.org/10.21742/IJSBT.2018.6.1.03 

KEMENKES RI. (2020). Aplikasi Telemedicine Berpotensi Merevolusi Pelayanan 

Kesehatan di Indonesia. KEMENKES RI. 

https://www.balaibaturaja.litbang.kemkes.go.id/read-aplikasi-telemedicine-

berpotensi-merevolusi-pelayanan-kesehatan-di-indonesia 

KKI. (2023). Jumlah Dokter Registrasi. Konsil Kedokteran Indonesia. 

https://kki.go.id/report_registrasi_kki 

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 

Muhammad, A., Munawar, Y., Gunawan Bata, I., Yusriadi, H., & Aditya Halim 

Perdana Kusuma, P. (2021). Element of Marketing: SERVQUAL Toward 

Patient Loyalty  in the Private Hospital Sector. Journal of Asian, 8(Finance, 

Economics and Business), 419–430. www.researchgate.net/profile/Aditya-

Halim-Perdana-

Kusuma/publication/348252415_Element_of_Marketing_SERVQUAL_Tow

ard_Patient_Loyalty_in_the_Private_Hospital_Sector/links/6032b11792851c



 

67 

 

4ed58a4b2d/Element-of-Marketing-SERVQUAL-Toward-Patient-Loyalty-

in-the-Private-Hospital-Sector.pdf 

Murima, W. H., Prayogi, A. R. Y., Rahvy, A. P., Djunaedi, N., & Dhamanti, I. 

(2022). TELEMEDICINE USE IN HEALTH FACILITY DURING COVID-

19 PANDEMIC: LITERATURE REVIEW. Jurnal Administrasi Kesehatan 

Indonesia, 10(2), 251–260. https://doi.org/10.20473/jaki.v10i2.2022.251-260 

Orrange, S., Patel, A., Mack, W. J., & Cassetta, J. (2021). Patient Satisfaction and 

Trust in Telemedicine During the COVID-19 Pandemic: Retrospective 

Observational Study. JMIR Human Factors, 8(2), e28589. 

https://doi.org/10.2196/28589 

Pacific, W., & . Regional Office for the Western. (n.d.). Implementing telemedicine 

services during COVID-19 : guiding principles and considerations for a 

stepwise approach. WHO Regional Office for the Western Pacific. 

http://iris.wpro.who.int/handle/10665.1/14651 

Preaux, J., Casadesús, M., & Bernardo, M. (2023). A Conceptual Model to Evaluate 

Service Quality of Direct-to-Consumer Telemedicine Consultation from 

Patient Perspective. Telemedicine and E-Health, 29(2), 156–171. 

https://doi.org/10.1089/tmj.2022.0089 

Purwanto, A., & Sudargini, Y. (2022). Partial Least Squares Structural Squation 

Modeling (PLS-SEM) Analysis for Social and Management Research : A 

Literature Review. Journal of Industrial Engineering & Management 

Research, 2(4). https://doi.org/10.7777/jiemar.v2i4 

Rasiah, S., Jaafar, S., Yusof, S., Ponnudurai, G., Chung, K. P. Y., & Amirthalingam, 

S. D. (2020). A study of the nature and level of trust between patients and 



 

68 

 

healthcare providers, its dimensions and determinants: A scoping review 

protocol. In BMJ Open (Vol. 10, Issue 1). BMJ Publishing Group. 

https://doi.org/10.1136/bmjopen-2018-028061 

Sarstedt, M., Hair, J. F., Cheah, J.-H., Becker, J.-M., & Ringle, C. M. (2019). How 

to Specify, Estimate, and Validate Higher-Order Constructs in PLS-SEM. 

Australasian Marketing Journal, 27(3), 197–211. 

https://doi.org/10.1016/j.ausmj.2019.05.003 

Tantarto, T., Kusnadi, D., & Sukandar, H. (2020a). Analysis of Service Quality 

Towards Patient Satisfaction (Comparative Study of Patients Using 

Telemedicine Application and Face to Face Consultation in Healthcare). 

European Journal of Business and Management Research, 5(5). 

https://doi.org/10.24018/ejbmr.2020.5.5.516 

Tantarto, T., Kusnadi, D., & Sukandar, H. (2020b). Analysis of Service Quality 

Towards Patient Satisfaction (Comparative Study of Patients Using 

Telemedicine Application and Face to Face Consultation in Healthcare). 

European Journal of Business and Management Research, 5(5). 

https://doi.org/10.24018/ejbmr.2020.5.5.516 

WHO. (2023). Global Health Workforce statistics database. WHO. 

who.int/data/gho/data/themes/topics/health-workforce 

Wu, T., Deng, Z., Chen, Z., Zhang, D., Wu, X., & Wang, R. (2019). Predictors of 

patients’ loyalty toward doctors on web-based health communities: Cross-

sectional study. Journal of Medical Internet Research, 21(9). 

https://doi.org/10.2196/14484 



 

69 

 

Yıldırım, Y., Amarat, M., & Akbolat, M. (2022). Effect of relationship marketing 

on hospital loyalty: the mediating role of patient satisfaction. International 

Journal of Pharmaceutical and Healthcare Marketing, 16(3), 337–353. 

https://doi.org/10.1108/IJPHM-01-2021-0010 

Yuen, K. F., Chua, J. Y., Li, X., & Wang, X. (2023). The determinants of users’ 

intention to adopt telehealth: Health belief, perceived value and self-

determination perspectives. Journal of Retailing and Consumer Services, 73, 

103346. https://doi.org/10.1016/j.jretconser.2023.103346 

Zhou, R., Wang, X., Shi, Y., Zhang, R., Zhang, L., & Guo, H. (2019). Measuring 

e-service quality and its importance to customer satisfaction and loyalty: an 

empirical study in a telecom setting. Electronic Commerce Research, 19(3), 

477–499. https://doi.org/10.1007/s10660-018-9301-3 

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/intqhc/mzx058 

  

  


