DAFTAR ISl

JUDUL

PERNYATAAN KEASLIAN KARYA TUGAS AKHIR ......ccoiiieee e, i
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR .........ccccoevieeneen. iii
PERSETUJUAN TIM PENGUJI TUGAS AKHIR.......cccco i, iv
PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS AKHIR.............. Y
ABST RAK e e aeennraas Vi
KATA PENGANTAR. ..o ecistie i et e i ikiianns e e aesnee e e ihheeassaeeansae e seennnaens viil
DAFTAR ISI ........ DR o B0 SO O O A . ......................... X
DAFTAR GAMBAR. ... e itae e et ana e s anan i e e e sree e aeenneaens Xiil
DAFTAR TABEL. ...ttt ade e e et ae e nnatae e nranneaeea e Xiv
DAFTAR LAMPIRAN. ..ottt e atan e s nnaeaa e ann e e e XV
BAB |. PENDAHULUAN. ......ioi ittt seessase s st sesnae e seasaes b e e 1
A I =T =T 21 T o S SR 1
1.2. Pertanyaan PeNEIITIAN. ..o i ine e hesnaasnaaseeneeneeeeneesneanaesssnnnanseesnes 10
1.3, TUJUAN PENEIITIAN. ......... ettt sre s sneetn et eeebaenaenaeesnean e eenne s 11
1.4. Manfaat Penelitian.............cooio i e shes e e 11
1.4.1. MaNTaat TEOMITIS: .......cturcoiiaiiartee v den sk snenseanann s VETEREE e eranneesennesnnsbesees eeeneens 11
1.4.2. ManTaat PrakiiS. .. oo i e iaeransisdinssh o abis o sbessihasnansessasbensessessessenneens 12
1.5. Sistematika PEREHTIAN. i ... oo coimireasss ssbtasstenennae s srasbe e eniessensesseeneeneens 12
BAB 1. TINJAUAN PUSTAKA . i 14
2.1, KONSEP KONSLIUK. .....oviiieiiectie sttt sttt e e en snvesraesraenenne s 14
2.1.1. Kualitas Pelayanan (Service Quality)........c.cccooveiiiiieiie i 14
2.0, 0.0 ASSUTANCE. ...ttt ettt ettt sb et e b et enbe e e e nn e nnnes 14
2.1.0.2. EMPALNY....cciiiiciece e et 15
2.1.1.3. REHADIIILY. . c.eeceve ettt s 15
2.1.1.4. RESPONSIVENESS. .....ueeuvierieerieiteeieeeieesieeseestaestesteseesteesaessaessesnsesseesaees sresneennas 16
2.1.0.5. TaNQIBIE. ..o e 16
2.1.2. Kepercayaan (TIUSE).......coiiiieiie et stie sttt saaesnae s 17



2.1.3. Perlindungan COVID-19 (COVID-19 Protection) ..........ccoecevverienieerneennnns 17

2.1.4. Kepuasan Pasien (Patient Satisfaction) ...........cccoocevveeieniniiniinie e e 18
2.1.5. Niat Berperilaku (Behavioral INtention) ..........ccccovveenieinieienciee e 19
2.2, Perumusan HIPOtESIS. . ....cecuieriierieeiieiiietientie et eeeeteesteeeeaeeeseesaeesns saeessaesnneens 20
2.2.1. Pengaruh Service Quality terhadap Patient Satisfaction.............c.cccccevveneen. 20
2.2.2. Pengaruh Trust terhadap Patient Satisfaction.............ccccccoevveviveiceiiineinne 21
2.2.3. Pengaruh COVID-19 Protection terhadap Patient Satisfaction.................... 21
2.2.4. Pengaruh Patient Satisfaction terhadap Behavioral Intention...................22
2.3. Kerangka KONSEPLUAL........ccoiiiiiieiiieeiee e e 23
BAB III. METODE PENELITIAN....ccccoccctiiiinncsscssnnesssssnnssssnssecssssnsesssan coeernes 24
3.1. Pendekatan PeNEIITIAN. ...............ooviiiiiiieiiie e sttt b eeneaes 24
BT @ o] 1= Q=Y 0 111 F- PO 24
3.3 UNIE ANGIISIS. ..ttt ettt et sb e sb bbbkt ebe s ere et e e s enee e 24
3.4.Variabel PENEITTIAN.....ocueiiiieiie e ettt ettt sn et in et an et e sna b e s e 25
3.5. Populasi dan SamPeL......cccoc .o ivioiie i e sra et snaena e e enn 30
3.5.1. Penentuan Jumlah Sampel........cc......ooiiiiir i 30
3.5.2. Metode Penarikan Sampeli. .. ......ccimiiii it b e 31
3.6. Metode PengumpUlan Data....o.ue s ciireeueareessessaassieneeseeeseesees daesaean snesnssssnessenses 32
3.7. Metode ANAIISIS Data.........c.oiueieeshosesiessessessessesse s SE TR et areesansnasesensensens 32
3.7.1. ANAlISIS MUITVAITAL. v rvemeie s ostachten e s S s o R r e e eneanennn e eseeeneeneens 32
3.7.2. Analisis Model-dalam PLS=SEM.. i i it e 32
3.7.2. 1. OULEr MOTEE. crirrevesiiine simmimmssmimmmmesasssiree s sieertasnansnssesssssesseseessessansess seessenees 33
3.7.2.2. INNEE MOttt sttt et b e sreas 33
BAB IV. HASIL DAN PEMBAHASAN....cccccinnttecsssnnscssssssssssssssssssssssss eeesnnnns 35
4.1. Profil Demografi RESPONUEN.........cceciviiieiiieice e e 35
4.2. Analisis Perilaku RESPONUEN.........c.coieiiiieie e e 37
4.3. Analisis Deskriptif RESPONUEN. .......cc.coieiiiiiiiiiecece e e 38
4.3.1. Analisis Deskriptif Variabel Service Quality...........ccccccovveveiiviiciirciecnen, 38
4.3.2. Analisis Deskriptif Variabel Trust............ccoooviieieieieeeeeeee e 40
4.3.3. Analisis Deskriptif Variabel COVID-19 Protection..........ccccceevveiieeivieennnn. 41

Xi



4.3.4. Analisis Deskriptif Variabel Patient Satisfaction..............cccceevieiiriinnnnn, 42

4.3.5. Analisis Deskriptif Variabel Behavioral Intention............cccccooeviiniiennn 42
4.4, Analisis INTErensial..........ccooviiiiiie i s 43
O N O 101 (=] g |V oo 1 OSSPSR 43
4.4.1.1. OULET LOAAING....c.eeitiiiietiieeiiee ettt e e e 44
4.4.1.2. Reliability Construct and Average Variance Extracted (AVE)................. 45
4.4.1.3. DisCriminant Validity..........cocoeirieiniieiiieie e e 47
A.4.2. INNEEF MOUEL......c.eicee e et enee e 47
AA.2.0. INNBE VIF ..ottt e 48
4.4.2.2. Coefficient of Determinant (R-SQUAIE) .........ciiiiueeerbintoreieieeieneeieeieeas 49
4.4.2.3. Total EffeCt (F-SQUAIE) .....eoviieeieeeieiieieiiireniee e saeesassna et s eeeseenieeneesseeneenns 50
A.4.2.4, UJE HIPOTESIS. .. cvetiitiivi ettt ettt ee s abasaesnasbssn e e s se et es neenee e 50
4.5, PEMDANASAN. ....cuiitiiiiiii et e b b e 51
BAB V. KESIMPULAN DAN SARAN ...l anesiiaian e ssesh eeeanens 57
5.1. Kesithpulan. £....... GRS SR ... 0.l 57
5.2. IMPlIKaST MaN@JEIIal....eeiecie e i bereesaes e nreanae st e see e eedaesnsesaaanaaneneeeeen 57
5.3. Keterbatasan Penelitian.......cu i oo iben e dorsie e e e s 59
5.4. Saran Penelitian BeriKUINYa. ..o i i ciesiessiasstee e sveesbanne e snaesnnn s eenee e 60
DAFTAR PUSTAKAMD: s sl T 6 N Rt 2, el oo 61
LAMPIRAN

Xii



DAFTAR GAMBAR

Gambar 1.1 Jumlah Rumah Sakit di Indonesia (2011-2021).........ccccocvvennieiviiennnnns 2
Gambar 1.2 Total Admisi Rawat Inap tahun 2019 dan 2020..........ccccceeevcerivennenne 5
Gambar 2.1 Kerangka Konsep Penelitian............ccocvveieeieniineie e 23
Gambar 4.1 Rumah Sakit yang Dikunjungi Responden..........ccccceevevvnveeneeineennes 35
Gambar 4.2 Lama Perawatan Responden (Length of Stay) ........ccccccevvviveieiincnnne 36
Gambar 4.3 Hasil Outer Model Penelitian............ccocooeiiiiiiiiineiiceces 44
Gambar 4.4 Hasil Inner Model Penelitian...........ccoooviiiiiieiiieice e 48

xiii



DAFTAR TABEL

Tabel 3.1 Definisi Konseptual dan Operasionalisasi Variabel............................. 25
Tabel 4.1 Tabel Demografis RESPONUEN .........ccviiiieiiiiiieiiie e 37
Tabel 4.2 Kategori Jawaban Skala LiKert ...........c.ccccoovveiiiie i 38
Tabel 4.3 Analisa Deskriptif Service Quality...........ccccoviiiiiiiiiiii 38
Tabel 4.4 Analisa DesKriptif TrUSE ........ccoviiiiiiiiie e 40
Tabel 4.5 Analisa Deskriptif COVID-19 Protection ..........ccccccocvveviveeiiieeesiineenne 41
Tabel 4.6 Analisa Deskriptif Patient Satisfaction ..............ccccooveeevieeiiieeviieee, 42
Tabel 4.7 Analisa Deskriptif Behavioral Intention.............ccccccocveeviieeiieeniieene, 42
Tabel 4.8 Nilai Outer LOAdING.........ccoviiiiieiiieiie e 44
Tabel 4.9 Nilai Construct Validity ..o 46
Tabel 4.10 Heterotrait/Monotrait RAtio..............cooureeeiitin e edoniee e 47
JLIE: 0] 0 1 T =T G O SR 49
Tabel 4.12 Nilai Koefisien Determinast .........ccccuueeimeenuianmeesinsiineeeesiee e 49
Tabel 4.13 Nilai- Total EFfeCt..............ccooiiiieiic et 50
Tabel 4.14 Uji HIPOTESIS ..vvveiiiieeeiiieeiiieeiiieeesieeeeieesinassassanesasnnessnsseainseeesseeennes 51

Xiv



DAFTAR LAMPIRAN

Lampiran A. KUESIONET ........cceiiieeiiieesiie et e e et e et e e ree e srae e e nneeeennees A-1
Lampiran B. Hasil Pengolahan Data............c.ccocoveiiiieeiiiieice e B-1
Lampiran C. Hasil TUMITIN ........ooiiiie e C-1
Lampiran D. Riwayat Hidup SingKat ...........cccooviiiieiiiie e D-1

Xv



